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The objectives of this survey study were threefold: (1) to examine the relationship 

between corporate image, perceived service quality, perceived fit, and attitude toward 
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Questionnaires were used to collect data from 403 men and women , aged 20-45 years 
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representatives of tangible , possession processing service and tangible, people 
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The findings illustrated that corporate image was partially, positively correlated 
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the extension partially. Meanwhile, as tested, high and low levels of perceived fit were 

significantly related to consumer's attitude toward the extension. 
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..: .r 1t.1" .., ~ .,..1.. , .'"1..1 ... 
L'Yi)J)J1n'JIUIJI1)J LlJlJ1'ltJ (Duncan, 2005) LUtl~"l1nj;l11riU"1'Y1 LL'JI~ LLnN LLfl::LlJU'YItJtl)J1U'JItl~ .. 
~U;Ln"lU'l~nt)1~~uLn~Ltlun111J11::"'unvuflJruphlJ111\4uA'1 (Brand equity) t~uu ~::,i'ltJl'" 

L~1'J1tl~ 1J111\4uA'1",1tlu;n11~1)J11C'l~f1~ ~ fl';1 11 1 "'riu~1n~ t~)J1 n nt)11J111\4uA'1~'JI1 '" 1'I'11)J 

LL;~LLn1~ Ldtl~~1n~U;LnI'l,rntJtl~~1tJL~ul"'riUPl11\4u~1ti'u)J1nnt)1 t1ULdtl~)J1~1nn11~ 
~U;Ln"fufcl~flJrutl1'Yi'JItl~\4u~1"'1tlu;n111u1::"ru~~~nt)1~1U'YI1~n11ful~L~tl)JLtJ~~1nIJ111 
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~U;'1 •. uiluLfttJtluLfllltl~ftJtl1::nu~N/l1'nL\\'n1.J~u;'''1'I,.'HI1.Jln1niu1 '~LilUtl!h~~ (Keller, 

2003) 

.: !2.l'..I. ,., ..J .:.. 'I. !2 .l' "t1., 
Utln"'1nU "11¥1U"1'V1LL'~LLnNfJ~'1I'l!JLYnJ'IPIfII'l1",ft1"'11Cl LUn1nfJ1fJ"11¥1U"1 L fJ~ 

"fl11P1L~JJ1 '~~1fJ"'1n~~~utin~'lfJ '~nfl~'VI1fn1nfJ1fJ"11~U;'1 (Brand extension) umilu 

nfl~'VI1f~d~~tl~,{n1Pi1~' ~~LU~1n'1l1f11"U;'1LLfl::1.Jln1:U1"'1t11::~n.nfL~tlfl"fII'l1"'L~fJ~ 
'VI1~n11L~uL\\'LLritl~,{n1Lun11U1LftUtl~U;'1~;tl1.Jln11L~JJ1 Lf1~"fl11P1 tlPlmilun11Lf 

1l1"crm:tnr"11"U;'1~q1.Jltnfllijfll'l1"'~ULfIIfJ ~1tlLilu~rrnLLfl::fJtl",ftJLU'l~n~1~tl~LL''l L~tl 
ft11~fII'l1""~LU1!J1.JLUL~~n11LL'~fu (Competitive advantage) L'!IU fII'l1"'U1L~tlCitl n1:ftJfCi-3 

!2 .l' .. .. ..I.. "t1'" "!2 " .. .. 'I ,..I ".l' 
flJNIl1"'tl-3¥1U"1~1tlU7n17'V11P1 1')'" L Cl-3m7fJtl",ru¥1UfII1~7f1U7n17 L~"'V1tJn'fJ1fJtlfln"'1 LP'I 

, ..:~ ~ ,,~ 
tlfJ1-3ft::IPI'lnLLfl::7'llPlL1')"'1nfJ~'U (Rao, Qu, & Ruekert, 1997) 'D-3nfl~'VI1fn1nfJ1fJ"11~UfII1U 

'~f.ufll'l1"'UfJ"'f1d1-3"'1nLunq",~u;'1~t1tnfllultnflltlPlfJ~U;'1~t1tnfllultnfll~1U'lU"'1nn~1 

~fJfl:: 85 ~Lf1~"fl1"LUtJr.:L'VIfI!ft~flflL)J;m t\''lULilU~U~1~'''1/;nnn1nfJ1fJ''11~U;'1i-3~U 
~':iJ .,..1" ., ... il .,., 'I 

(Kirmani, Sood, & Bridges, 1999) V1~U 'IiI~fJVI"tl-3"7::~unCl~L UflUIPIULL7n LUn1nfJ1fJ"11 

~U;'1L\\,t17::ftUfII'l1"'~1L'" n~f1 iJ~4'!JLltl-3f11'l1"'L~"'1::ft"'Lun1nfJ1fJ"11~U;11 (Perception 
• • ..I 

of fit) 7::~~1-31::iU{U'f1-3~U~1~1tlu;n11i~L~"'LLfl::~u;'1~1tluln11'V1'fJ1fJ nri1'l~f1 ~1n 

qu;tnfllfufti-31::iUfII'l1"'L~"'1::ft"'7::~~1-3~UF.1~-3L~'" LLfl::~U;I1~'fJ1fJLu7::iu~~ qultnflln 
.. ~"..I., !2 ,,~ 'I" ~ ~ 
", LLU'l LU"'V1~::fJfI",run17'fJ1t1 "11l1UfII1UU1 LIPI",1n'UUULtl-3 (Aaker & Keller, 1990; Boush 

& Loken, 1991) 

~1~fun1'Linfl~'VI1fmntl1t1"'1~U;';1LU~1n~u;n1n!u nLilu~4'u"1",tl-3f1th~"'1n 
LUU111P1;qtl1::ntlUn11LUIl1~~1n~u;n11tlPltl~1n~~17N1Ci-3~'l1"'~1~CY'tl-3~1n'lilU;n1~:: 

"U~1 ~1ii'lilulm1L~u t"~Utld1-31'l IPIL1'l LLfl::ij 1'I'l1"'~1 ,rCYfld1~ti-3,jfl LfI!11:tln'lil tlPlfJ1'l",i-3LU 

,::.rutl7::LVlfIILLfl::LU,::iutfln '1i11nlJi'lLfl''VI1-3ftn~ft1'''11Cl1::1l'~~1 n~1 2LU 3 'tl-3~fl1'l'" .. .. . 
LPl11:tln", tftn~~~"'IPIt\''lUtl~LUIl1~~7n'''U;n1n1-3~U (Iacobucci, 2001) LU'N::L;ifJ'lnu "'1n 

., .,., ,..1.. tI ... ., ~ tI • ~ ~ 
m~IPItlUIPIUfI-3~n1'Vl",~ft 1::ntlUm1~-3t!IPI 10 tlU"'ULL1n'f1-3 Lftn 7::"'1u fII .fI!. 2007 LlPlfJ .. 
n"tlft11 Fortune (The 2006 Fortune 500) Lutl1::LVlPlft~fltlL)J;n1UU ~::L~U~1 4 LU 10 

€U~U'tl-3tl-3~n~ij~fttl1::nflun11~-3t!"'~ULilu"'1~U;';1'tl-3tl-3~n7LUIl1~~7n'lilU;n11i-3~u 
L~LLri €u.ru 1 11U Wal-Mart Stores '~Lilu"71~uF.1'f1~~7;;'IiIU;n1nJr.:LIlVl11u;'1t1ftn'U11P1 
L~qj (Retailer), Citigroup LUtluiu 8 '-3LilU"71~uF.1'tl~~1;;'IiIL\\'u;m1'Vl1-3n11L~U 
(Financial services), Bank of America Corporation LUtlU.rU~ 9 Lilu"71~UF.1'tl-3~1;;'IiI 

fiU1f1117 (Banking) LLft::tlU.rU~ 10 American International Group Lilum\\'u;m1'Vl1~;r1U 
" 

m1L~U (Financial Services) LLfl::t1,::nunti (Insurance) ('J"111-3~ 1.1) 
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Revenues 
Rank Company 

($ millions) 
. .t.-.» 

a ·;f~~.~, ~·~r". ~ 
2 Exxon Mobil 347,254.0 

4 Chevron 200,567.0 

6 General Electric 168,307.0 

8 Citigroup 146,777.0 

~~1: The 2006 Fortune 500. (2006). Retrieved December 23,2007, from 

httpJlmoney .cnn.com/magazines/fortune/fortune500/2007/fuIU istlindex. html 

"tl ..J.., ., - 'i' J'., -r;!'lUtJfl 1:::nflUn17fl~lo!flfll1~~1f111fl LLfl:::m11lU1UmLIJIU ~1JI'!Iul'JmU'!Ifl~1l1f11~1n'"l 

U1n11tt li11~~tl1:::nflum1Lflflml1Lfl1nflQ'Vl1fmntJ1UIJI11auA'1~1tl1:::Qn(;J'-iL~~~1n~u 
.1.1 ~ "1 - - ::. u.,·., 11 .ll...J 1" L1flU1 '!I~m11lU1U(;J11fiUfil1 U~1n'"lU1mruu '"I'"IU~11'1t\1 1:::n1~U~ umTD'lU ~m11lU1U 

~11auA'1tl1:::"UfII'l1~~1Ll'"I'lIuflnL~ilfl~1nfil'l1~m~1:::~~'!Ifl~n1111U1U"11aUA'1i-3m~ 
mh'l 'tlLLfl'ln~fl 111.,..fl'nl1tUfl-3 ffm (Corporate image) ~ LL;-3 LLn1-3~~1~11m ~~111:::a'VIfiIl1"" 

LLfl:::Lflm"'VI1-3f11'l1~~1Ll'"Il~nun1111u1ufl11auA'11u~1n~ulm1'lIflti1-3~1nL'!iuL;lmnu 
'i' .I - - .. ., ':".!"I It, .,,, It" 'i' 
~l'Im~""1:::UJfl~1n'"lU1m1~flJCUflnl1CU:::fi1f11t\1LuU"'l1~ ~~"1~11Cl'"lU~fl-3 ~r;! (Intangible) ~I'IU 

111""fl'm~nrfl-3ffnrll~'"I:::~-3tJfll~~ulLnfllftJf"'l1~L~u-31um1L;hfuulmrll'!lu1u~1U~1-31 fl'" 
UflUfl-3 i~U-3~-3tl'VIfi""fl~fln11tl1:::UjUfIJrun1""'!Ifl-3m1ulmrll'!lu1uflfln~11~,j'~flti1-3Ltlu 
~ I J' ...!'.I " -'i' _ .,.. 'i'"..J .I 'i' ., " 
,ufi1nJ~1n'!lUflnl'l'lU LUfl-3~1nf;!U1 LllfII~n~ LLU'l ~U~'VI~:::L'!Ifl~ ~U-3m1rui"lrun1""'!Itl-3m1 

- ".,.1 ~ .,....1.. r ~,,_ .I 
U1m1L'!I1nU'DflLfiU-3LLfl:::1l1.,..flnl1CU'VII'I'!lfl-3fl-3f11n1f;! ~~U1m1 (Keller & Aaker, 1997) '!I-3n11 

ftJifilrun1.,..mrulm11lfl-3~ulLnfll (Perception of service quality) tt riLtlu~nu~4'u~rt-3~~-3 
tl'VIfi""fl~1Plt\l~flm1~I'Iaul'"l~fl LLfl:::m1L;1ftJulm1'Jlfl~~ulLnI'l (Aaker, 1996) LI'IU~1n 
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~uitnfllftJfcl~~Nt11'rtn17t1in111ur.:"u,~ n~::'!I'ltll11~uitnfllLii"n11ftJfcl~fII'l1)JLL"nJ11~ 
... :::. 'I. ~ .. 'It., tI..J tI " 

'!I'8~n1ru1n1Nu1 LUL"~U'ln )JfII'l1)J'8'8UL"''lnUn11L fltlULL fl~'!I'8~71f111fl"U'8t1fl-3 (Less 

price sensitivity) LLfl::ilLLU'ltU)J~~::Lii"'rt'lj1nl1)Jn1J'8~1liilU'8U1f11" (Rust & Oliver, 1994) 

'8th~11n;l LUl~1.,::ilfll'l1)Jutl)Jlun11Lfttlnlfnt""Ylfn1ntl1t1"TlftU;;11U~1ii~uin11 
.: J' , ....... ..J~..J... I. ~ .l' ... 'I." 

L'rt)J)J1n'DU LLJIIn11'l.,tI"1U'lU)J1nYlrlntnLntl'lnUnft"'YlDn1ntl1~"TlrtUrl1)Jn L"'fII'l1)J 

ft1"'Unun11~ntn1(tllu"ft1"~1ii~ftu;hluLL~~)J,j1-31 )J1nLi]uYiLrl~ "'1nLLJ1n11~ntn1(tI 

L~tI'lnunfl"'Ylfn1ntl1t1"TlftU;;11uri'lU'!Itl~tl1f11~1ii.,uin1niunfluil~1u'lufIitlUf1-3~1n" 
~ ,.: ~ .. ... .. ....J...I' ~ .l' 
L"tlL~'rt1::tltl1~tI-3 n11r1ntnCl~~flnr.:YlU'!Itl-3tl1Yiflm~ru'8~fllnn'lrt~~fl"tln1ntl1t1"TlrtU"1 

tU~1ii~uln11 ~uLii"Li]u;'8~1n"Yl1~A'1U;'8'olflLLfl::;'8L-n~~1-3ft1"'fu~~ilfll'l1)J~ut~tu 
tl1::L~u,r-3nfl1'l (Berry, 2000) 

" ~ _... .. .. t..J. ~ ... ..J... .: ... 
"'ltIL"''lU roi'l~tI~-3)JfII'l1)J~U ~YI~::YI1n11r1ntnLLU'lfll"Lntl'lnUfII'l1)Jrt1f11CU'!l'8-3 

1l1'rtflm~cU"71ftU;;1'8~rln~ri~~fl,j'8n11t1'8)Jrun1ntl1t1"11ftU;;11U~1ii~uln1ntN~uitnfll 
'rtifl)J~~6~1A'u1Ltl1iJ~(tI~U11u~ri~ftJ1'8n11t1'8)Jrun1ntl1t1"71ftuA'1'!1'8-3~uitnfII'8ti1-3m1 
... - , ~ .l' :::. ... ~.l' ..J Ittl..... f..J ... 
rui~fII'l1)JL"')J1::~)J1::"''l1~rtU"1''-3L'')JLLfl::rtUrl1Y1'!1!.11t11'l)J L Cl~n11ru Lntl'lnU"JruJl1'rt 

'!I'8~n11uin11)J1Li]U'8~rltl1::n'8utun1il4'tI L~'81'''1::,ruyjfllufllj1LLfl::n11t1'8)Jru'!l'8-3~uitnfll .. 
,j'8mntl1t1"11ftu;hlU~1ii~uln11 ~-3tum1~ntn14'tll'lf-3d "h~::Lilutl1::ttJ'!IU,j'8n11U1L'81 

... ..J ... ::I "'I. ... ... "tItI !"I !I'I. ... ... LLU'lflll'lLntJ'lnUn1ntJ1t1"71rtUfII1 LU~1n~U1n11L 1::",n" L"D Lumru~1~"m1 LLfl::m1'l1~ 

nfl"'YlfiYl1~n11"fl1"tu~1ii~uin111~'8ti1~iltl1::ftYlfiIl1Yi~'81t1 

1. L~'8~ntnfll'l1)Ji)J,;ufi1::"'~1-3tl1Yiflm~tN'8-3f11m'nun11ftJf"lNt11Yin1ruim1, 
fII'l1)JL"')J1::~)J'!I'8-3n1ntl1t1"71ftU;;1 LLfl::yjfllufllj1J1tlmntJ1t1"11ftuA'1'!1tl-3~uitnl'l 

.I~ .r. ... I.' ... f ... ., 
2. LYi'8r1ntnfll'l1)Jrt)JYiUD1::"''l1-3n11ru ~ruJl1Yimru1n11ntJl'I'l1)JL"')J1::~)J'!I'8-3m1 

'!I!.11tJ"11ftUA'1 LLfl::yjfllufII~,j'8n111ltJ1tJ"11ftuA'1'!1'8"~tJitnfil .. 
3. L~'8LtI1t1tJLYitJtJfII'l1)Ji)J,;ufi1::"'~1"1::,rtJfiI'l1)JL"')J1::~)J'!I'8~n111ltJ1tJ"11ftU;(1 

ntJyjfllufiI~,j'8n111ltl1tJ"11ftU;(1'!1'8"~tJitnfil 
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1. 1l1fCflm~tnrfl~rfnrljfll'l1)Ji)J';utfriumrl1..Jf~N1l1fCn1nj1n17, fII'l1)JL14)J1:~)J't)~ 

mn!J1tJ"71ftU~1 LLt\:,jrlUflljiPiflmntJ1tJ"71ftU~1'fl~~U1tnfll141flbj fl!.h~17 

2. n17fuf~N1l1fCn1ru1n17;jfll'l1)Ji)J,;utfriUfII'l1)JL14)J1:~)J'fl~n1ntJ1tJ"71ftU~1 

U.t\:,jrlUfllji,jfln1ntJ1tJ"71ftU~1'fl~~Ultnfll141flbj flth~17 

3. 7:.rUfII'l1)JL14)J1:~)J'fl~mntJ1tJ"71ftU~1~u."n,j1~riu;jfll'l1)Ji)J';utfriU,jrlUfllji 

~fln1ntJ1tJ"71ftU~1'fl~~u1tnfllu."n,j1~riu141flbj 

...... 
,,1)U ~ ""iN01f1'ill 

m~4'tJlufllf~d ril4'tJ~~~n~L~tJ'lriuiiYlfifCt\'fl~1l1fCftm~tnrfl~rfn~ij~t\,jflm7 

tJfl)Jn.Jn1ntJ1tJ"l1ftU;hlufl~~n~7n4ltU1n1nf)~~u1tnfll t"tJ4It:"1n11~n~riUf)~~n~7n4lt 
... .. 'I ...... 1.1 II.!" ...... .J.J" .... ~.J .... " II.!' U1m1 2 fl~~n1 ~U~1n4ltU1m1 2 1:LIlYl Ll'lu.n ~1n4ltU1mlYlLntJ'l'f)~nU"~Y141tU"~ LI'I U.fl: 

~~1,xu'1m1riuYlfvctJ"iu 141fl1"'llUfll1tlUfII1tl~1If)~~Lf1ruu'1m1 (Possession processing) ~~ 

L~fln~n~~1n~1n~11u;r1tlftn'U1,,114qj (Discount store) l1U Tesco Lotus 1l1tJl~n11 

Un.1N1U'fl~um Ek-Chai Distribution System ~1rilJl u.fl::~:rn~n1ru'1m~L~tJ'lffl~riua~ 
~4'u~fl~l~ u.fl::~~1,xu'1m:rriu~~~fl~L;1ruu'1m1Ltlu~1~ru (People processing) ~~L~fln 
~n~~1n~:rn~l1Uf)11411Yh~~~j;l KFC 'fl~um Yum Restaurants International 

(Thailand) 41ri'l 
~ ~ ~ 

t~[Jlum:r~n~l"If~i1 d:Jum~4'[JL;~tl1)J1ru LIJl[Jl;:)fin1~4'[JL;~~11'l~u.uu1,,~f~ 

L;\m U.fl:: 1 f u.UU~flum)J LtluL~1fl~ijfll um 1Ln U1'lU1'l)J;f)~fl t~ [J l,xnq)J ,r'lfl !h~ LtlU~ "flU 

u.uu~flum)J;;'l[JVluLfl~ "1m1~n~riutl1:'1n:ri~'1[Ju.fl::14cU~ ~fl1~[Jf)~luL'''nt~LYlfC 
)J141U~1 U.fl:;jf)1~1:14~1~ 20-45 n ~~Lilunq)Juft",rn~n~u.fl:~~~fl1tJ"1~1U Ldf)~~1n 
tl:r::'1n:rnq)J~~n~1'l\'h~::ijtl:r::~un1:rru1um:r~~ftul~~fl u.fl::n11L;r1fuu'1n1nT-3~1n 
l1U~~L~1u~tVlfu.fl::11ufl11411Yh~(;)~1Jl~1;;ri114u"1t)1um1'l4'[J~f-3d t~[Jnq)J,r'lflti1-3~~n 
.... .. .,,, ".,,, _ ...I" _ .. ~ .. 
~"Lflfln ~14V1flUu.UU~flum)J~::Vlfl-3L~[J L'u:rm1Yl11Uj;l~LPl1U~ L"1 Tesco Lotus U.fl:: 
" .. ~ ~ .!"I " .JII".... .. II" ," ::. 11Ufl1141m1~" '.1" KFC '!I~LuUVl11ftU~1Y1 L"~"Lflfln L'lf)[J1-3Ufl[J 1 ~N 1l1tJlu1::tJ:L'lfl1 1 

L~flU~~1U)J1 ~-3d ril4'[J~::"1n11Lnuffl~flriunq)J,r'lflti1-3~ijfilWftn~w:~ri114u"Hf1-3~U 
~ ~ 

41U'lU~-3ftU 400 PlU lU'Ii'l-31:14~1-3L~f)Ufl)J1l1,;ul fC.fI!. 2551 
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., , , .. .., ~::. ..I If -~ - "1 
1l1"fim~Nt)~.,"~ (Corporate Image) \nJ1t1tl~ "''l1",L'!Ifl", LtI~"~~"'''''f;!U1U'''''''' U 

...1 .. _.... f."'.!It If - !:t .l' .. ~.'t - ~ .., f. ~ 
"''l1'''''N'''1LntlilnUUnm~1flfl~"n1'!l~LlJUf;!t.lfl''nU''1~1flf;! LlIIU1n11 L"tlIl1'Ytflm~CUf)~"n1U 

~:ilu"u1'V1'hKcy,jf)n11.r"ftul",4f),~qultn'" nft1'l~fl ~~qultn",iln11fuf~~11'lu{tI'lnU 
fl~,rn11u'VI1~u'ln"'1myh'" qultn"''''''::Ln''li'"u",~~;i,jf)fl~,rnffi1n~uLYh~u ",un1::~~li11\\, 
qultn",.r"ftul"'Lfltm~~::4f)~1flU,j4fl"l1ftU~1'fl~f)~,rn1 tPltln11rufL~tI'lnUIl1'Ytin~cU 
fl~,(n~U"'::U1::nfluhJA''ltlfl~';i.J1::nflU 4 U1::m1 ~fl 1) n1rl"A'1U"lCU~"'U"'; "lCUU1::ttl'!lU 

~1flli'''U",~~il,jfl''l1ftU~1 (Common product attributes, benefits, or attitudes), 2) 

'rnrn~1U'fl~fl~,(n1LLfl::n11~f1~"''l1",i",li'u1f (People and relationships), 3) "lcufli1LLfl::m1 

'l1~LLt.lUmnfl~fl~,(n1 (Values and programs), LLfl:: 4) "''l1'''U1L~fltifl'fl~fl~,(n1 (Corporate 

credibility) "1"'LLU'l;j"'fl~ Keller (2003) ~~U1::nfluLuA''ltl~1m'''~1U'lU 18 ifl t"tllun11 

~n~~4'tI"'f~d ~::li1n1rl"1l1'Ytin~cUfl~,(nrllqultn",rui"f)"l1ftU~1 Tesco Lotus ft1~fu 
~1n~;,u~1ufln,u1,,1~qJ LLfl::"l1ftU~1 KFC ft1~ru~1n~;'Ufl1"'11Yh~l'l~" 

n1mi~NIl1"n1~1.J;n1~ (Perceived service quality) ~"'1t1ti~ mru1::UjUt.lfl 

~ ..I If -~ - .., - _ I 1 _ I "'''.!"I'' -~ LlJlltl1'l"'''f;!U1U' ,"'","fln11U1n11 ,uLLUU ",uLLUU~U~ ~ffiLuU"fIIUflI" LlJlltl1'l'" (Overall 

..I .. , - ..,.. - J' . r.:!'" ., 1 
attitude) "","fln1ru1n11 '!I.:J",mn"'U~1nm1Lu1t1UL"tlU1::~'l1.:J"''l1''''''1''WN UflJCU1l1'Yt 

..I .... 
mrulm1 LLfl::n11fuPt'tA'ru~1nu1:;~um1cUrotl.:Jlum1Lf1ruuln11li'.:Jil n11fuffIJCU1l1'Yt 

'tNmruln1~::ilfl~ 5 il~ (Cronin & Taylor, 1992) lA'LLri ~.:J~~1"'11tl4'U~fl.:J't'" (Tangible) 

flI'l1"'U1L~tltitl (Reliability) n11"flU~Utl.:J (Responsiveness) flI'l1",Julrot (Assurance) LLfl:: 

flI'l1"'Lfl11~lri (Empathy) t"tlu1::ntlulu"''ltlri1m'''~1U'lU 22 if) ~.:Jlum1~n~~4'tlflIf.:Jd 
~::li1mrl"n11fuifIJCU1l1'Ytn1ruln1rl1qultn",il,jfl"l1ftu,!i1 Tesco Lotus ft1~ru~1n~ 
11u,!i1ufln,u1,,1~qJ LLfl::"l1ftU~1 KFC ft1~ru~1n~11Utl1~1m1~l'l~"i~ 5 il;1,r.:J~'tA' 
nri1'l1t1LLi\''l 

ft11",L \un=tI",,.tI~n1n!J1t1"-nftU"1 (Perceived fit) ~"'1t1ti.:J flI'l1",m"'1::~'" 

(Fit) ~1fl"''l1",,,,i\'1t11'1~.:Jnu (Similarity) 1::~~1.:J1::,ruiu,tl.:JftUA'1,r.:JL~'" LLfl::ftUA'1~'tl1t1 ~.:J 
!:t .1' ~ .!It if ., • .,..1,., , ., If !:t .l' 

flI'l1"'L~"'1::~""fl.:Jmntl1t1"l1nU"1U~::LlJU rotrottl~1f11CY"n.:Jt.lfl"tln111UZfIJCU1l1'Yt'fl.:JnU"1 

.. _..I If -~ _ .!'t '. I .l....1 ~ .. • • 
~ffiU1m1'Vl'tI1t1'~f;!U1 U', '" LLfl::LlJUfl.:Jl'lu1::nflUn1 "'CY"~::"D'l" "''l1'''~1 L~'fl.:Jmntl1t1 

"l1ftu;h~U11~ i.:Jd ~4'tlrot::Yhm1~n~L~tI'lnUI'I'l1"'L~"'1::~""fl.:Jmntl1t1"l1ftu;t11u 
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~1n"ttjln111u1::tKurI'l1)JL~)J1::t\)J~u"n,j1~nu ~tl n1ntJ1tJ"11~U;h'lt.l~~1n"tU;n1rllrl'l1)J .. 
L~)J1::t\)Jnu~1n"tu;n11tK~L;i)J1u1::tKu~~ (High fit) Ufl::n1ntJ1tJ"11~UA'1't1~~1n~U;n11;j .. . 
rI'l1)JL~)J1::t\)JnU~1n~u;n11tK~ L;i)J 1untKuPl1 (Low fit) t"tJ 1f l'i1tl1)J "1)JU U'l ~"'tl~ 

, ... r:I .. -~ - ..I ... " Brudvig Ufl:: Raman (2006) ~Un11'l"rI'l1)J"1n'tl~r.iU1ulrlLntJ'lnUrI'l1)JL~)J1::t\)J ~un11 

'tJ1tJ "11~UA'1'tl~tl~" n ~1n"tu;n111 untKu~~ U"::~1 utJ.n"t1 nnu 1 u 5 "J Nft n~cu:: "'1U'lU 

l'i1tl1)J1::tKUfl:: 5 Itl t"tJzt.luuU'tl~n1ru;n1~;jrl'l1)JL~)J1::t\)J~~Ufl::~1nU~1n"tuffi1ntl~ 
11u;it\Lrl1Ut\t"fTesco Lotus ~tl ~1n,u;n1nuc4~~uA'1 (Courier delivery service) Ufl:: 

~1n~U;n1rl'u'nu\l~ (Dry cleaning) "1)Jfl1tKU c4'luzt.luuu'tl~n1ru;n1~;jrl'l1)JL~)J1::~)J 
~~Ufl::~1nU~1n4tU;n1ntl~11Utl1~11Yh~,r~t'I KFC ;itl ~1n4t~'lU~~n (Theme park) Ufl:: 

~1n~~"LU~L;UL~tlf (Fitness center) ~1)Jfl1~U 

. .. .. 
~."fin1nmtJ~11~uA'1 ;~lun11~n~~(tJ1urI;~il4t::1fl'i1tl1)J,tl~ Brudvig Ufl:: Raman 

(2006)lun1~,,~~url~'tl~~u;tnrl~~,jtlrUuuU'tl~n1ru;n1~'tJ1tJtltln)J11~~~~lu1::~u 
~;jrl'l1)JL~)J1::~)J~~Ufl::~1nUrUUUUn1ru;n11i~L;i)J,tl~tl~flfn1111P1~1n4tU;n11~'''';1n11 
rrt'lLfltlnHutJn~1nnu1u 4 "ltuin~N:: ~1U'lUri1tl1)J1::r;lUfl:: 4 ;)tl 

.. 
n1nmtJ~11~uA'1~1~rutl~..rn1~1n4tu;n111Un11~(tJrI;~,jtl't1 

"iltl~ ~... 11- ~ ...... -J • 3. L'YitlL U 1:: ~tJ"lIUUnUnn11~fl1~Ufl::~1J~1ntl~tl~ filn11l1n4t1J1n11Vl4t::~1)J11tlU1 

;)tl~ fl~,;ntltl1::~ n ~1-n un 11'l1~ LLCJULLfl::n 1\-1U~ nfl~'" fin 1 n tn fJ ~ 11~UA' 11 Utl~ fIf n1~1n4t 
1J;n11'~tl!h~L\-1)J1::~)J 



n1fi(tJ~~ "ii'rlfi"ft't)~tl1"ftn~N"11~uF.1tl~,rn"itln11tJtl~fun1ntJ1tJ"11 
!:t ~ 'I. - - 'I. r.~ ~ ~ ~ ... - - .....!:t ~ .r.~" 
~U"1 ~U1f'n"'U1n11" ~UrlNU LlJUn11"n~LntJl)nUtl'rlfi"ft'Dtl~tl1"ftm~tu"11~U"1~"n1'rl~ 

Pitln1ntJ1tJ"11~uF.1u;n11111tJ"':Li]un11~n~~~rlI)1~i~~ufi1:Wl1~tl1"ftn~Ntl~,rn'nu 

m1fuffIJtutl1"n1ru;n11, fIII)1~L"'~1:~~'tl~mntJ1tJIJ111~UA'1 LLfl:l1r1UrI;1PitlmntJ1tJIJ111 

!:t ~ .. -,,_ ~ _I.... ..... ~ ~ .. II.!'''' ~ 
~U"1'tl~~U'U'lrl '~~1~1't1~~LJLLUl)rI" VI'l~!l LLfl::~1UI)~tJVlLntJl)'Dtl~ ~l'l IMU 

... ..J ., ... ... 
1. LLU'lPl"'LntJ'lnU1f"n~U"m" 

- ~... !:t.!' .....!:t .. 
2. LLU'lrl"LntJ'lnUlJ111~U"1LLft::tl1'Yifln~tulJll1~UPl1 

- ~... !:t ~ .. 
3. LLU'lrl"LntJ'lnUIJ111~U"1tl~rln1 

4. LLU'l~"L~tJ'lnU'Yi'l;1nm.Jqu;1nfll 

... .... .., ... .-
LLY1f1P1Ln!l1nuq10'UJ1011 

1f1n~u;mnruLi1Utl1f111f1n~~iifll'l1~t11",cylum1~11-311tJL~~"'11111fll~nuLlllmln~ 
t"'tJ1'l~'Dtl-3tflmi1Utl(h-3~1n tl'ltJ~tl1r11f1n~ulm1 (Service sector) ~U~tlLUUtl1P11f1n~~ii 

.... .. ~".!"I..l ~ .. 1.1 ..I 
PI'l12J~1P1CY LLfl::2J fII'l12J LntJ'l'Dtl-3 LlJU~'lU"'U-3'Dtl~1f"n~'VJ n 1::LflVl (Kotler, 2003) L Utl-3~1 n'VJ n 

rl'ud1f1n~tl1 fila Uf1I1~:t11:~U fII'l12Jt11 L~ L ",iltl ~ LL ,~ L~ Pi 1-3 iFh LtlU~tl-3~-3'Yi1 m1u;m~ ~ 
LLfl::~tllflPli\'tl-3nu,y'l~u;hL~tl~-32Jtlul~LLri~U;1nI'l~'ltJ LLfl::hjLYitJ-3LLl"ltl1::LVlIII2J"'1t11U1~tl(h-3 

~"';ltlL2J;m"'~LLfllu1"'1LYh~u~ii,y'lLfl'D1::~'h~fllJlntu,r2J'lfl1'l2Jtl1tJlutl1::LVIIII (GDP) 

Lll'Yi1::tl1f111f1n~U;01~~~~HltJfl:: 73 LLfl:: 67 IJ112Jft1,rU LLPilutl1::LVlrI~n1ft-3~~U1 LLfl:: 

1.1 ..I 1 .. - .... .. 1.1 ~'i' ~t1 II 1:LVll'ltlU1 ULLt1Ufl:IJIUtlL2J1m LLrlruLUtJU LLfl::tln"'fl1tJ 1::LVlI'IVI'l ~fln 1'l2Jt1-3 1: LVI 1'1 ~VltJ 

Ltl-31f1n~u;m1iiLi]Utl1r11f1n~~l11"'CY~-31um1n1::~u11tJL~t11::'lI1'l11;1 (GNP) l~L~lCYL;1ut(;1 
tlfl tJ'VJ nrl'uOl1 tJLIA't1 1::'11 1'D 1 ;1'Dtl-3 LLPifl::t11::L VI 1II~'l tfln n~11tltJfl:: 70 Ln "'~U~1n m1~1 L ilU-31U 

~ ~ ~ 

lW11P11f1n~u;m111-3~U ",1tlii)"'LUU 21u 3 'Dtl-3~tl1'l::Llllmln~ t"'tJ1'l2J'Dtl-3tflnl1-3"'2J'" 

(Lovelock & Wright. 2002) 

utln~1nd 1f1n~u;n1w~Li1Utl1f111f1n~t11"'CY~'!I'ltJ~11-3-31ul~LLritl1::'lI1n1~'lul",qj 
'i' ~ 'i' "., 1.1 ~.... ... 'i' 

'Dtl~ ~fln"''ltJ ~"'tJLll'Yi1::m1~11~~1U ~U 1::LVlI'IVlmfl~'Yi~U1 (Lovelock & Wright, 2002) Ll'ltJ 

LLN~1UfIIUn~1;tltJfl:: 70 'Dtl-3tftniimru1:ntlUtl1;'Yitl~lu1f1n~u;m11u'Dtu::~PI'l12J~tl-3m1 

Vl1-3"fl1"'LLN-31ul",,.j1 tinn~1HltJfl:: 80 ii'Jn~11~~ut"'tJtl1f'l1f1n~u;m1LLVlU~-3~U t1ULrttl~ 



9 

~1"'1nm1L;t1.Jt..'1~~1n"'1.Jln1n1n1'l\tU1'ttltlth~UJ\t~~j-3 ~-3d ';L~tl~tl1.J~U~rI'l1~ 
,,-I .: ~ " -~_ 'I .• -f ... 
~tl.m1",\tfl1n\tfl1tJ~1ntJ-3'1U'Itl~~1.J1U'1r1 LUlJ""1.JU (Iacobucci, 2001) 

tUl1u::q1.J'l'Lnrl 'VJnrlU'h~,j1N;,s~tl~Yi1~nfl1~~1n~1.J'ln11\tfl1tJU'IU~ Ufl::~tl~ 

~~~~~1n"'1.J'ln11\tfl1tJtl1:Ltl'VItuuPift:1'u \t1tltl1 ... nch'l'tlltl1 ~1n~1.J'ln11'tllnfl1tJ~1d~u~'lU 

\t;1~lun11,j1Lilui5~tl1:~11'u'IfI~q1.J'l'Lnrllu'VJn'ltu: UJtl1 ... :Li~un11LtI~1.n,.h11 n11'1~ 

t'VIn1r1U n111-it'VI1~'n,nun11~U'VIU1atl~11ri1.J1.Jrlrlfl~U n11t~tJ~1ntltl1:~1'V11~ m1'ttl'n1.J 

iu~u'n'VIrr n11'lt.llf1.J'ln1rl1flui~eJ~ \t1tlwjuPim1L;t~J1,rU1tltJU" n~nn~L\tthdfl'lULtlu 
i'ltlth~'1tl~~1n"'1.J'ln1rl1q1.J'l'Lnrl~~~L;1'ltlilri'luh~tum1t;1.Jln11UJ~1nriutltJ (Lovelock 

... ::. 'I,J ~ It" - .. .J ... --& Wright, 2002) IMUU LUn'lUUillI:: L~tlfi1.J1tJC1~rI'l1~\t~1tJUfl::fII'l1~n1f11CY'll'll~11'nilllU1n11, 

... - - -I. , - ~.!' 'ttl" tI • flnMtu:L'D'n1::'1tl~111n~U1n11'V1~rI'l1~U~n~1~~1n111n~nUf'111'l~ tl~ 1::Ltl'VI'ltl~11'n~ 

u'ln11L~tlt~~1~11tlL;11~tu111n~u'ln11tlrl1-3rltl~U~Ufl::rl1U~'lU~1n~~~u 

,rn~"JI1n1~1U'lU~1npj1~t~1'i1~1ri~rI'l1~"JItl~ri1tl1 "1.Jln11" H\tfl1n\tfl1tJUU'l'VI1~ 

~'ltJriu 'll1;; Lovelock Ufl: Wright,(2002) 'lKl~fII'l1~\t~1tJ'II'll~ri1tl1 "uln11" H~1 mruln11 

.. ... -I.., .. 'ttl....., .. 
fII'll m1m::'V11 (Act) \t1fln11U~IM (Performance) 'VICJnU1L~U'llilll1nw1tJ\tU~ tJ~'llnw1tJ\tU~ 

~ 1 t" -::. • -I".. ~ ... ~ ".J ... " It" L"tJ un1::U'lUn11n11 \tu1n11Uu1 'll1'"1~rI'l1~LntJ'l'll'll~L"JI'll~ LtJ~nUnUfII1'V1~1~11tlilllU~'ll~ L" 

. uPit~tJ\tinut\''l n11t~uln11'"1::Lilum::1.J'lun1rllUJ~1~11tl4'U~'ll~'l;t (Intangible) Ufl:: 

eJfli'ntiYl'l~illI1nn1ruln1n1u qL;hfun1ruln11ill1:UJ~1~11tl~'llfll1fl~Lih.lL~1'11'll~ (Ownership) 

turi'lut~ri'lU\t;1~'IItl~trilll4'tJtum::U'lUn11eJ~~'l~ U'llnilll1nd n1ruln11riu~Lilunilllm~'VI1~ 
Lrlntlrl1~~fiIritlt~Ln~flJN'h (Value) Ufl:n1nl1L~Utltl1:ttJ"JIU (Benefit) l~urifJn;hlu 

-1-1. .!' " tI-I tI .. 
1:tJ::L'lfl1ufl::~mU'VI'VI~rI'l1~L'D"'1:L~1::~~Ufl:L\t~1::~~ l'1'ltJn11~11~rI'l1~L fltJUU fl~ \t1'll , 

n1:'Vi1n1ru1~tlrl1~riuh~n1tJ \t1'll'VImd~u'II'll~qL;1fuuln11e.hum:U'lUn11n1ruln11 t"tJ 

~n1ruln11ri'lut"'cUillI:ilinMN::~UJ~1~11C14'U~'ll~'t1i UJ~1~11tl~illI:,rur.hu'lU 1',,1E~1N 
11 - ..l' 'I ,... - ::. ..... tI ... -
1:"~3'11U L"'~ "JI~1~ "'1'll1:1.J(;l1'lilll~'llUn11U1n11UU1 L'n'llru 1:nufiJC'W11'n'll'll~n1ru1n11 

't '" "..J .... -I .'t""'~ ,,-I.... ... ... " 't" 
"fl'l~"'U1 L1IUL"tJ'l nU'VI~1~11tl'VI1 "nUnUfII1'V12Jfl n~N::'VI1~ n1tJ1l1'n"JI "LillIU LLfl:'"IU I'ltl~ " 

;~inMtu:,r-3 nft1'ldLtl~ ~~11~ qtl1:ntlU111n~uln1~ n ~tN LeJ~CY riu fII'l12JtJ 1 n~1U1 n t Un11 

fu~~~tw11'nn1ruln11"J1tl~I'lUL'll~ 1'l2J~~tT~~'ll~4'''n11riUrI'l12J~~tJ1ntUn11f11'lU~2JflJC'W11'n .. 
'IItl~n1ruln11uPifl:fIIf~1~il2J11'l131UL~tJ'lriuriUfJn~1uPifl:l1tJ;t'ltJ (Lovelock, 1981) 
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Kotler (2003) lKl"~1iltJ1)J'Dtl-3n1njln111.nuLLU'lfl1-3~rlfl1tJriu~1 n1ru;m1Luu 

n~n11).l (Activity) ... 1tltl1:ttJ'DU (Benefit) "', ~el1tJ ... rt-3ft1)J11mftutll"LLriftiu t"'tJ~-3~LftUtl 
'1.\,::' ........ ~ .lit.! ... "It.!' ".! .. ... ....I .. .!' 
~'HuWJn)Jfln~tu:"u31UfI u.aft1)J11tl~U"tl-3 L" LLfl: u.aft1)J11tltltlrl1tl-3~flfl"fifl L"~1nm1 

uln111~ Lilun11).liflf tI'ItJ 1 un1:U'lUn11~ft "mru;n11tl1 ... ij rI'l1)J LritJ'lftl-3 ... 18 'W LfitJ'lftl-3 

riuiu,rh~ijin~tu.,~1-3n1tJJl1~ (Physical product) rilii 
'Dtu.,~ American Marketing Association (1960, as cited in Gronroos, 1990) 1" 

iltJ1)J'Dtl-3,h~1n1ru;n11H~1 n1ru;n11 ~tl n"tn11).l (Activities) t1,:ttJ"IIU (Benefits) ... 1fl 

fII'l1)J~-3"tll"t (Satisfactions) ~-3r!l"u;n1nl1Lftutll"LLriqu;tnflllun1:u'lun1n1tJauA'1 
... 1flLftUtlL~tlL~tl)JttJ-31"Ln"'n1,ftlauA'1~u 

Zeithaml LLfl: Bitner (2003) nfl1'l~1 mru1m1 ~tl m1n1:vh (Deeds) n1:U'lUm1 

(Processes) LLfl:n11LLft"'-3 (Performances) lU'Dtu:~fII'l1)J"')J1tJ'Dtl-3~1~1 "~1n~U1m1" n~tl 
n~nn)Jfl1-3~1n"tfJntl1:L1lfl~~fli"1f'Dtl-3n~n11)J~U' "t:'Wtl11n!lLi:1uauA'1~ijin~tu:YI1" 
mtJll1" ~-3 t"'tJtln~LLfl'l n1ru1n1~:Ln"'~U"'tl)J' riUn1:U'lUn11~~" LLfl:~n l"flJrurh lU~-3 
~'Wft1)J11tl4'u~tl-31~LLriqu;tnfll L'!IU rI'l1)Jft:"''lnft1J1tJ ... 1t1r1'l1)Jft,*nftU1U Lilu~u t"'tJ 

Zeithaml (1981, as cited in Parasuraman, Zeithaml & Berry, 1985) 1~tlfiU1tJL~)J~)J~1 

mru;n11Lilun1:U'lUn1rl1'Wft1)J11tlLLtJniu"tlUm1c.J~" (Production) tltln~1niu"tlu'Dtl" .. 
mru1tnfil (Consumption) lrJ\tlU1"L~"'D1'" vi11~iUlJltlutU011t1rutit-lfIJtu1l1"'Dtl"mru1n11 

'Wft1)J11tln1:vi11rJ\tuiUlJltluritlU011c.J~IJI LL~01ru1:LijUfilrun1'n'Dtl-3~U1tnfil":Ln"~u,;uYi 
. Liltlqu;tnfllLf1tfu;n1n!U1 Ei-31t1n~1~u O11Lf1ruu;01ntl-3~u;tnfllLLJifl:fIIuriU-ltl1~~"c.Jfl 
n1:fluJitln11t~u1n11LLJifl:filf"'Dtl"r!l~U1011Ltl-3~'ltJ L'IlU O1rl1'h-3~"~)Jt~U1011~"'LLJi-3 
flNc.J)JLLri~Lf1ruu1n1rl1ijfll'l1)J;rtl-1011 ... 1tl~fII~nIl1"LLlJlnJi1"riulti riUtl)J~-lc.Jflt~011 
U1m1'!ltl-l'!l1-l~"'~)JLL"nJi1-lriult1rJ\'ltJ LLfl:ijc.Jflvi1t~qu;tnfilLLJifl:filuruffiltu1l1"n1ru;n11 

'~LL"nPi1-3riu LU!~1~:Lilun11Lf1fuu;n1ru1:L1lflL~tJ'lriu t"'tJr!l~u1n11f11UL;jtJ'lriuri"1)J 

~'lU Payne (1993) tlfiU1tJfII'l1)J"')J1tJ'Dtl"fli1~1 "U1011" 'H~1 n1ru1n11~tl n~nn)J 
.. ..J... ,. ., , .... .., .,.,,, .J " ....I ... 

... U-l, fI)Jtl-l filU1:ntlU'Dtl-l fiI'l1)J Ll-Jft1l-J11tl"U IJItl" L(;l L '!I 1l-J 1 LntJ'l'Dtl-3 t(;ltJn1ru1011~:LntJ'l L Utl-3 

riun11ijtlDil-J,;ufi (Interaction) riu~nA'1 ... 1t1f11vttJ"iu (Possession) ~1-l' 'Dtl-l~n"'1 ~-lO11 .. 
1~U101ril":'Wft1l-J11tlchtJttlufil'l1l-JLiluL~1'Dtl,,,~ LL~:1un1:U'lU011'!1tl-ln111~U1011tl1~ij 

.I " ..r. ... x. ... ~ ".I... " 'l.!' • 'I - .. It.! ~ " 
fII'l1l-JLntJ'l'Dtl-3¥'t)J"uDnU¥'tufll1f1~t,I"tl" "tltJ1" Ln~"II", ... 1tl u.an L'" 

It .!' • .. - It " , .l'"I .11..1 Gronroos (2000) L"nfl1'ltl" fII'l1l-J"'l-J1 tJ'Dtl" O11U1011 L'l'l1 LuUn1:U'lUn1m 1:ntlU 

lt1~'ltJ'''''Dtl''n~n11)J (Series of activities) ~ft1l-J11tl4'u~tl,,1~l-J1n ... 1tlutltJ ~"t",utln~ 011 

u1m1~n~:Ln",~u~1nn11ijtlDil-J';ufii'll-Jriu1:"'~1-l~n"'1LL~:.,.nrn-l1U~~U1011 LL~:""';tl 



11 

~ .l' -I..... -I ... k 'I.l''' .. !':"I " .. ~ ~ Jl .-I 
~U"1Y1~ftm:tN:Yl1-3n1tJIl1"YI ... tJ"f}-3 L" LLft~1flr.:tJtJn1nJ1n1111tl-3~ L\4tJ1n'l1 YI-3U rlL"tl 

• - .l'."f ( 'I.~ I.l'.-I .. I .. ... .!'II U1L~Utl'lfiYl1-3LLr IlJty\41 Solution) LlIILLn(1n ... 1 LLft::LUtl-3 ... 1nn'lnJ1n11Pl1-31 ~ftm:tN:LlJU 

-1.1 'I.I.l' .. -I .. J' I... -I I 
n1::tJ'lUn'l1YllJ1::ntltJ LlJ,,'ltJ1"1Itl-3n ... n1nJYlLn"1IU"'1nLL\4ft-3Y1mtJ1n1 (Resource) YlLLPlnPl1~ 

... t -I ).!'II ~ -1,3... 1.-1.. I ~ 
nu "tJYlLL1-3-31W1U (People LlJUYln1tJ1n1Ylrt1,.tyf}tJ1-3\4U-311tl-3n1nJ1n11 LLN-31U,.UL\4ft1U 

,rn ... ::iluni~';utfiIItJPlNntJt3n~1iLf1futJln11 L~f}rif) L~Ln"~n11 Lun11LLnilty\41Pi1-31 

L~ntJitJltn,. Utln .. 1nO Lun11L~tJln11ri'luL\4qJ itJltn"\41flt3n~1,rn"'::Lf1J.11ilri'lui'lJ.lLU 
nr.:tJ'lUn1111fl-3n1nJln11~'ltJ yj1L~nr.:tJ'lUn'l1ri'lu~ilt3n~1Lf1J.11L~tJ'lftl-3 nft1tJJ.l1LUU"''lU 

.-I k."f'" 'I " .. .!'II. I ...I.. ... ... " 
\4U-311tl-3 n1::tJ'lUn11LLr IlJ ty\41 tJ-3 ~ft L \4n1ru1n'l1LlJUlJl1 n{J n11ruYl J.I "'l1J.1~fttJ'!ItJ'!ItlU 

.-I .... 'I.l' ~,.. 'I . ... -I -I ,,~ ... 
L\UW"l1nn1ru1n11J.1I'1'l1J.1\4J.11t1 LVI\4ft1n\4ft1t1 Pl-3LLPln1ru1n11 LU1::~U"'1Lntl'l'JItl-l Ll'ltlPlNnU 

'I. I" .. -I.. -I... ... ~ .l' -I ... " 'I" .J 
LLN-l1U\.lI'l,.ft LlJ'"IUCl-3n1nJ1n11Y1J.1"'l1J.1Lnm"untJ~u ... 1Y1~1J.111Cl'"lUPltl-l L"'J.I1n1 L1JU n'l1 

" ... , .-I ... -I ... I , ,,, "-I.,, 
L\4tJ1n'l1'"l1\4U1t1L"'tl-3'"1n1.YlU'run1nJfuLLPl~u,::ttl'DUn'l1L'D~tltl LLft::\4U1Y1n11Y11-31UL\4PlN 

ntJ"'l1J.1;Jtl-3n'l11ltl~fjn~1 ;-3LU!~1~1n'"l\4fln'"l::LUU~1n'"ln'l~1\4U1t1aUf.1~4'tJ;Jtl-3L~ LLJin'l1 

.. .. .. ..l 1! 'I. I -I " .l' 'I -I".,.. ~.\'.. • nJ .... I 
tJ1n11n"'::J.I~'lUL'D1 LlJLntJ'l'JItl-3,,'ltJ Lunr.:tJ'lUn'l1Yl~"'1\4U1tJ\41fl~ LlIItJ,n11Y11n'l rulJl-l 

.. ~ ... ~.l' .-1'1"" .l'''' .. " ", 'I" 
\41flLLrr L1IPl'l~U ... 1L"tl L\4J.1"'l1J.1~tll'l,.~tl-3ntJl1t1ft::Ltltll'l"'l1J.1Pltl-3n1111tl-3fjn"1LLPlft::11t1 L\4 

-I ~ 'I -I~ .-I ... ~ .. ..... .!'II ~ ,,-I... " 'I" '1 ..... 
J.I1nYl~l'I L"'tI LUYlU L,.1fl-3'"1nNU1 ntl-3"-3J.1~1l1"LlJU~UI'I1Y1'"1UPltl-l L'" LLfI U1Iru::Ll'ItI'lnU 

- t .-I... 'I ".. .l''''''.l' .. 'lfin'l1 Un'l'tltlnLLUtJL"'tl~'"In'nf~ L\4J.1"'l1J.1L\4J.11::~J.I~tl"'l'I~tl-3ntJl'I'l1J.1Pltl-3n'l111tl-lftn ... 1 n .. 
I .. .. ... 

filtln'lru1n'lNULtl~ 

.J" ... -1 " 'I' L1JUL",mnUYI Hoffman LLft:: Bateson (2006) nft1'l'l1 LL'VlU'"I:: LJ.I~1J.111ClLLtlnl'l'l1J.1 

. LL"nJi1-l1::\4~1~~1n'"luln11LLft::~uA'1tltln'"l1nnu1Ii'tlth-l;"'L'"IU Lrltl-3'"11n~1n'"ltJln'l1ri'lUL\4qj 
..... '. I ~ ,,-I... " 'I.l''' 'I. I .. ..l ' 'I ..", 
J.InJ.ltl~fillJ1::ntltJ1Itl-l¥'lUI'I1'Vl'"ltJPltl-3 LVlL1I1 LlJJ.I~'lU1'lJ.l Lun1::tJ'lUn11tJ1n11"''lti L1IU 

LJ.I1,Jtl1\4111l1t1LU11Utl1\411 ~u1::ntltJtl~Lu~1n'"luln'ln1utl1\411 \41tl~~I'IUty;L~U~hn1ltl~ 
-I.!'II..l.-l .. ... .. -1-1 .-I ...... ~" , 

fiU11'111 YlLlJU~'lU\4U~1Itl~~1n'"lfiU1"11 \41fln'lN1L~UtltJ1n11Y1Lntl'lLUtl-3ntJPl'l¥'lUI'I1"'ltJ~ 

riULUIi''lti L,jU tJln11ri-3~U~1Cl-3U1ufjn"1 \4ffiuln11"1itlJ.l~LLft1CltlU~\4fl~n11111t1 LilU;JU 

tlth-lL1nPl1J.1 tt'ltli'lLULLft'l 1'I'l1J.1\4J.11t111tl-3~Uf.1 (Goods) '"I::\4J.11t1Cl-l 1'(;1~ (Objects) 

.-I .. .1 '( . ) .. ~ . 'I -I.. .. • 
LI'I1tl-3J.1tl~lJmru Devices \41tl~-3'J1tl~ (Things) LU'JIru:::'Vln'l1U1n'l1 '"I:::\4J.11t1Cl-ln'l1m:::'Vl1 

( ) 
.. -I. 

Deeds 1'I'l1J.1"tl1t11J.1 (Efforts) \41tln11LL~"'~tltln (Performances) 'JIru:::'Vlfil'l1J.1\4J.11U'JItl~1'I1 .. 
~1 "~~(;1ziru.,r" (Product) '"I:::\4J.11t11'lJ.lCl~~~~Uf.1LLft:::uln'l1 

.. 'I'" 'I"." -I... .. ::'.l"I ~ -I. 'tIl 
'"I:::L\4U L"''l1 n11 L\4,.1Utl1J.1 LnmntJ"'l1J.1\4J.11t111tl~n'l1U1n11UULlJU~-3'Vl'Vl1 L"'tl1n 

Lrltl~'"I1n~1n'"ltJln'l1LLJift:::U1:::LIl'VlJi1-3nil"'l1J.1LLPln~h~riuLuPl1J.1flnMru:::~u31U'JItl-3n'l1 
uln'l1LLJift:::U1:::LIl'Vl ~~'Wtl1'"1il~1~1nl'lI'l'l1J.1LI'I~~1J.111ClI'l1tlUl'lftJ.lI'I'l12J\42J1t1'J1tl~n'l1U1n'l1 • .. .. 
L~~-l\42Jt'I tlth~"nPl12J '"I1nrl1~1ri~I'I'l12Jf1-3;rui~\42Jt'I tl1'"1~12J11Cl~tuLIi'~1 n'l1Uln'l1 ;ltl 
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• ..... ..I.. .l' ..I ~..... _.J. .. 'ItI.. ~ t .. m1n7:l1'l ~ft)n~n7nJ"LnIMIU~'lnn'ln1~ L~lJ7n'l7l1~)J!lUlJ7n'l7L tI~CJn,,'l ~tln'lru7m7 

:, _.. ..I'I.! .. ~ 'I~ 'I.! ,!II.!' 'I~ :, ~'I. .. ~ 
UU1 ~::)Jflm~~YI LJ.I"1)J17Cl~UrttN L" Ufl:: LJ.I"1)J17Cl LlJUL"1'!l~ L" YI~U Lun1ru1m""u~1 

- ..I 1f .. ~ .l'..I-.. 'I.!'''' .. , .. Ittl 
!l1~)JfIII)1)JLntll)'1I!l~nlJ"U"1Y1)Jfln~tlJ::YI1~n1t1Il1" L,,)J1n\4ft)U!ltlU"n"1~nU L "1)J 

fi7nJ'I1;t'llfNn'lruln1nIu1 tlltlil Lih\4)J1t1tl~t!~fl~~ n1",fl~ fIII)1)J~~,"fl1 '" 1tl un ~lJltn fII 
1uft1llJPitllt1 "'::~nri1I)tl~ftn~tlJ::Lll"1::'IItl~1I7n"'lJln17 ;~il~1)1)Ju"nPi1~'t14t1n 

.. ~ .l' tI ~ t . .. t ... .. .... .. ~ .J 'I ... 
~1n4t"U"1 7::L1lYl!lU1 ~tln1n11f111)1)JL'1 ~Cl~fln~tlJ::Lll"1::"I)'!l~~7n4tlJ1n1N 4t::"l)tI L\4 

unn17"fl1~"1)J17ClI)1~nfl~Ylf~~Yl1~~1Un11~fl1~Ufl::n11~!l"11n11"fl1~1~!ld1~L\4)J1:")J · 
-t1 ~.. ~ .l' Ufl::)J 1::"YlfiIl1")J1ntl~'U 

• 1f11tl·..I..I ......... ,!II ,~..I .. "1'" m1Yl1f111)1)JL'D1 ~ U 1::L"UYlLntll)'!l~nlJ~1n~U1m1 ~1LlJU!ltl1~!NYI~::"!l~L'1 ~Cl~ 

in~tu..~u31u'~~7n~uln17L~tlntlu ;~in~tlJ::'!l~~1n~uln11ilfllI)1)JUflnJi1~~1nftuA1 
!l~\4fl1t1t17::n17 "1)J~un~'11n1""fl1t1f11uULllI'i1!lfilJ1t11.nuuuI)Yl1.:J'h~1 riu I~Ji!llt1d 

Gronroos (2000) 1~"ttlin~tlJ::~u31U'!l~n1ruln11~~11lln1nj;'n11u"nJi1~~'ln 
ftU~1HLtlU 3 !l~,rtl7::n!lu\4in~l)tlriu ~!l (1) mruln11LiJun1::Ul)un'l~t11::n!lult1~l)tI 

ii~nn)JPi'l~1 \41!l'~'II!l~n~n11)J~'W"1)J'l1Cl4'u~!l~1~ (Intangibility) )J1nn~'l~~~4'u~!l~1~ 
-- ~.. -I .... ..::, .. ...~ _ ... .r " .... t It.! (2) mru1m1LlJUn~n11)JYI)Jn~::)J'U"!lUn'l1~fl"Ufl::mru1 U IfIILn""U"'!l)Jnu t'ltl LJ.Itl'l~ 

. LLtlntltln~1nriul~!lth~L~"'1" (Inseparability) ~~~'llllm1f1lI)UfIl)JfIltlJ1l1"'!l~mrulm1 

Ltlult11~tlth~tI'lnfl'lU'ln)J'lnn~'lm1f11I)U~)JfIltlJ1l'l"'tl~ftU~'l Lrttl~~'ln~::'Wilm1PlI)UPJ)J 

filJCW1'l"luiU"!luL,,1t1)Jn'l1~fl" \4ffiiu"tluritlU\4u'l~mrulmnl'u1 ~::CJnri~)Jtlult1u~ 
~ultnfll Ufl::u~~'l1«W"'l)J'l1Cl~1n11rin'lumrulm1Hfll)~\4U11~ LLfl:: (3) ~nlh,rnJll::ilril)u .. 
1'l)J \41tliltlnft)Jliufilun1::ul)un'l1~fl"lJlm1UU1 riu~llulm1 (Customers participate in 

production) ri~ ~fl1lln'lruln11il fIII)1)J\4fl'ln\4fl'ltl Ufl ::oiu-!tlu)J'l n n~'l ftt.!lh 

~'lnin~~~U3'lt.!~~ 3 t11:m1'1ltl~m1ulm:d tltl)Jri~~~1~m14't'ln11';'lLilu~'lu 
.J .... ........ "... 'ttl .... ~ ... ..J t "... " 'ttl-
Lnmnull'n~u1m~:"tl~"''lLUU L "'l)J~n~tlJ:"t.!3'lt.!~tl~m1U1m1V11)'l ~nPl'mn~:L''l L )J 

ri'lt.!1'l2Jlun1:ul)um1'1ltl~n1rulm1~~LLJilu1:,ru~Utltllt1~utl~)J'ln t"'tJlt.!~tlJ:~mruln'l1 .. 
1~rum1~fl" \41tlri~)Jtlult1u~~n~1ut.! tlnA'1ri"':L;1)J'lilril)u1'l)J~l)tl1un1:ul)umil.~ulm1 

~~~"1,x"")J"1Clruftmi~"ltlJ1l""'!l~LLJi~:n1:ul)un111t.!LI)~'lL;;tll)rit.!riu~n1:ul)umnl'u1 
... .r .. ., .r::, ",,~..J " ..... 

\In''IitJU1'U 'JI~fln~tlJ:"u.!I'lUYI~ 3 tl1::n'l1'1l'l~"UULtl~YlLtlt.!"'lL\4'l1\4n'lru"""1~t'lm1LL~: 
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'nmC"'f~II~1~ n11Plfl1" L~!l,j1 Lilu~1n"'1J1mrlj fII"l1).1~1Y11!J LLfl::~~!J1 n 'un114'" mnn n ntl1 

~1n"'1l1f11auA1t"!Ji"l'tJ (Iacobucci, 2001) 

fl!h~"n"1).1 ~1ml1L!l1pJLL1J1J'IIfl~mru1n11Ph~, ~ilfl~).I1LtI1!J1JL;j!J1JL~fl~1 
... ... .!II ~ .. ~. ... ... ,... • I oJ..J 'I." 
flm:tru::L1l,"1::flULlJU'"Ul1U'JI!l~n1ru1n11LLrt"l n).ln"'::,"1Jflm:tru::1"l).lnU1J1~lJ1::n1~"'II"l!J ~~ 

~1).11roLf1,..,a~fII"l1).1LL"n.h~1::~tl1~~uA1LLfl::u;n111A t"!JUni)'!I1n11""lU'\4qj,rn!li1J1!Ja~ 

crm:ttu.,~Ul1U'D!l~n1ru1n11HLiJu 4 crm:tru::~"l!Jnu (Dotchin & Ockland, 1994a; Hoffman 

& Bateson, 2006; Kotler, 2003; Payne, 1993; Rust, Zahorik, & Keiningham, 1996; 

Zeithaml & Bitner, 2003) tALLri crm:tru::~'W~1).111Cl4'1J~fl~'~ (Intangibility) crm:tcu::~ 
n1::1J"lum1~fllJl'~~1).111ClLL!Jntltln4j1nn1::1J'lum1n1rul'lnfll'~ (Inseparability) crm:tcu:: 

fII'l1).1'WfII~~'IIfl~n1ruln11 (HeterogeneityNariability) LLfl::crn~cu::~'W~1).111ClUi1Jnn'luH 
.. ~ ~... ~ oJ":"':'. 1 .. oJ , !2 ~ 
Ll'I (Parishability) ~"!Jfln~cu::'nul1U~rt1f11CU~~ 4 lJ'::n1rDtl,m1ru'n1~LL"n"1~4j1nI1Urn 

d (~"1TH~ 2.1) ,j1~n"~~fl,jfln11'l1~nfl~YlIYI1~n1'''fl1''tlU4j::1l1'tJ~fII'l1).1~1L;''''Dfl~~1n4j .. .. 
1Jlmni~~u (Iacobucci, 2001) 

Physical Goods 

Tangible 

. Homogeneous 

Production and distribution 

separated from consumption 

A thing 

Core value produced in factory 

Customers do not (normally) 

participate in the production process 

Can be kept in stock 

Transfer of ownership 

Services 

Intangible 

Heterogeneous 

Production, distribution and consumption 

simultaneous processes 

An activity or processes 

Core value produced in buyer-seller 

interactions 

Customer participate in production 

Cannot be kept in stock 

No transfer of ownership 

-I 
'VI).I1: Gronroos, C. (2000). Service management and marketing: A customer relationship 

management approach (2nd ed.). Chichester, UK: John Wiley & Sons, p. 47. 
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i01:ttu;~Wft1JJ17tlilJMl:3'~ 
".l"I. .. ., .I,,_! ., .. ".l' 

Payne (1993) LVI L\41'1'l1JJ\4JJ1(J'tl:3fln~tu;VI u./ft1JJ17tl~lJ"tl:3 LVI (Intangibility) ,tl-t 

m7lJlm7H'tl1 n17lJln17ilin~tu;LuuU1JJfimJUfl;'Wft1JJ17tlilJ~tl:3'~L-iuL;j(J'lnlJau;(1 

,tuit~ Hoffman Ufl; Bateson (2006) nft1'lt)1 n17lJln17ilin~tu;Luun17Uft":3tltlnJJ1nnt)1 

I'I'l1JJ LUUaU~1~ilJ ~tl:3'~ ~:3 'Wft1JJ17tl~';iJJ erft \41t1JJtl:3 L -l4un17lJln17'~ uJitJ n ;(1'; 

ft1JJ17tlfutl7itftlJn17N'1nn17Lf11flJlm7 Ufl;)j'nij UU'l tWJ~~;,r"aUl'Jtu/l1'vm17lJln17 
~'l(Jtl11JJNUfl;I'I'l1JJiin (Subjective) JJ1nnt)1~'l(J~ul1un1m~17tu1~1nL\4'lUfl;~fl"1JJ 
tl"'ltl7;ft-t,. (Objective) Liitl-t'1nQLf1fulJlm1"';'Wft1JJ17tlJJtl-tL-l4U ~JJ7ft'1;j ~n ,~u 
\41t1LWuJi"JJniun17lJln17'~ritlun17,r"aul~~tlL-iuL;jmnlJau;(1 L-iU m~QlJltnl'lL;1fu 
ulm7~h,r"~fl(JnmJL~tll'l'l1JJ-t1~ qultnl'll'lU,rU1 ~::'Wft1JJ17tlLi4U~fli"f1f\4i-tn17~hi" 
ritlU~'::L;1fulJln1"'-t'~ LUU~U (Kotler, 2003) 

~ !!'I.l"I. " .:..., .IlL! 
Utln~1nU Zeithaml Ufl:: Bitner (2003) n LVI L\41'1'l1JJ\4JJ1m'ViJJL"JJ'tl-tfln~tu;VI u./ 

ft1JJ17tliu~tl-t'~'tl:3n17lJln17H't)1 LWtl1m7lJlm~::Li]un17uft"-ttltln~'Wft1JJ17tliu~tl-t 
1t.l'..J • ., ~ .l' .I • ., ..," .. ~ _ .I ".,.. 1! LVI L "1iULllm nU~UI'I1V1JJfl n~tu::Vl1:3n1(J1l1'VitlU1 U" ~u 7 U' 1 I'IVI L '17lJlJ7n17r Itl1~~ ;ft1JJ17tl 

JJtl-tL\4U \41t1iJJerftnutl:3,.t17;ntlu~iu~tl:3'~lJ1:3t17;n17tlULi]u~'lutl7itntllJlun7::u'lUn17 

m71~lJlm7'A' L-iU n1~Qt1'lm;1fun1nn~'Vi(J1U1flLUtN'Vi(J1U1fl ufl;ijn17L;1nnIl1(JLU 

~tl-tnnqt1'l(J \41tl'Kl;~t1n7nrVl1:3m7U'ViVltJJi1-t11umnn~t71'1 LUU~U 

Hoffman Ufl:: Bateson (2006) L~tlt)1in~tuit~'Wft1JJ17tliu~tl-t'A"tl-tn1ruln1"ru 
. UU Luui n~tu;~~1 ~cy~t1 ""tl-t~7n~ulm~ uti-t u(Jnmruln17tlfm~1naUfJj'1 '~t)th-t; '" L"U 

(Berry, 1980) Liit)-t~1nmrulm"ruLi]um7uft"'-tt)t)n~'Wft1JJ17tlJJt)-tL~u fan \4ffiiJJerft'~ 

luin~tu::L-iuL;jmnuauA'1~"1JJ17tliu~t)-t';(\41t)fufl~~'l(Jtl7;"1V1iJJer"Ji1:311uh-tmtJ .. 
,;-tu-t'W"1JJ17tl"fl-tl'l'l1JJYi-t'Vit)1~1~nuqL;11uulm7'~t)th-t;"'L~u (Lovelock & Wright, 

2002) "-t,ru qtl7::ntlu~7n~uln1~-t"'1LUU~tl-tfl"I'I'l1JJ'WUUUt)U \4ffin171uII'I'l1JJL~tJ-t 
(Perceived risk) lum7L;11uulm7 tlULiit)-tJJ1"1nin~tu::~'W"1JJ17tliu~t)-t'~'tl-tn17 

.. I 

ulmrufl-t ~'l(Jn17U1L"Ut)fIltull1'Vi't)-tmrulm7 (Service quality) l~uriQultn~ ~-tt"'tJ~'lU 

L\4qJU~'l ~ultn~)j'nfuf~tuII1'Vimrulm7~1uVl1:3~-t~ft1JJ17tliu~t)-t'~1l1tJLun7;u'lum7 
.. ..J .I., .. .. .1 .. 

U7m7 L"1iU ~1nt)11'117fttl1UVI (Place) 'ViUn-t1U (Employee) L"7t1-tJJt)~un7tu (Equipment) 

m7;j"Jitlat)ft17nlJtJnA'1 (Marketing communications) 711'11f1i1ulm7 (Price) icyin~N"71 
~UA'1 (Symbol) "flt)"'~U1l1'Viin~cUvI;j,t)-tt)-tflln7 (Strong organizational image) ~-t,ru 

unm7"fl1"1l11'1~7n~uln1~:3~tl-t'Vi(J1(J1JJL~JJL;jJJin~tu::'t)-tm7\Jln17L~ijl'l'l1JJft1JJ17tl 
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.. .. 
1IIt1tJn~LL«'llun1:tJ'lun11 tllu7n1,uu ;U"tlU'tl,m11~ii"n1ru7n11LL":n11 .. 

LL""-IItltm~'ltln111llu7n1nrn'b.i"1~11t1LLtlntltln"'1n!iul~ (Inseparability) tl!i1-11ftUL~-II 

Ltttl-ll"'1nt"tI ft'lUt~cULL«'l ~u7tnfllJ7n~tl-llLf11tJ£lft'lui'l~ (Participation) tun1:U'lUn11~fl" 

mru7n11~'ltl~-II ... :li1tllLn"L1]un~'lumru7n1n1"~\l1NLLuul~ (Payne, 1993) 1IIt1m1 
.. ..I.. J'::' .. ..I.. ..~ - iJ .... ( .. 1] .. ..I. 'I" U1m1YlLn",UUU tl1"'Ln""'1nn11Y1~U1ulfllL U~Uffi111JIULtl-ll Self-service) \UtlL U~VlVl1 ~~ 

.. .. J' J!It.1' -J .. ... ~'I" Ln"mru1n1nUn L," (Rust et aI., 1996) L"IJUL"mnu Hoffman LL~: Bateson (2006) IJI-II L" 
.... ..:'" .... ~_ ..I .. , .... ..I ...... ..I'1_! 

tlfiU1t1 t1-11 fII'l1~rt1 fIICV,tl-ll ~U1 u I fllVI~ "tl~1n"'U1m1Ln m nu~ n1;'tu:VI ~"1~11t1 LLtI ntltln ... 1 n .. 
nulI11:w11-11n1:U'lun11~ii'lLL~:n1ru;n11H~1 tun::U'lUn1ru;n111l'u n1ru;n1~:tJn 

"'1~u1t1tltlnltJritlu "'1ntiu~-IILn"L1]un1:u'lun11~ii'lLL~:mru;tnfllltJ'nffi~1 nu L1iU mnl 

~"tI"1JtlU"'t"tI"11LfII1tl-llijuritlULilUt1uKuLL'n "'1ntiu~-IItltlnL~UVl1-11 LL~:tU1:~~1-11n11 
.. !!'i.1'..... , .. ..I .. J' 'I. I ~_ ... ~ .... ~ _ ..!II..I 

L"UVl1-11n L,"ruu1n11"1-111"'1nVl1-11"1t1n1ruuVI~fl"'ULlJ'n1tl~1 nu 1JI-II~U1L1lf11~:"'1LlJUVI 

~:~tl-ll~1tJ11n!l"''l ""'tl;\",jtli~,;ulnutl!i1-11tnM"nu~llu;n11tu1:""~1-3n1:U'lUm1~ii" .. 
LL~:mlftJu7n1' fln1;'tu:L'!IuU"':ft-3~~~1 tll~llu;n11 'b.i"1~11t1f11'lU~~filruJ11'n'tl-3n11 .. 
t~u;m1tu'!I'l-3ritlU~U1 ",,1tl1:~~1-3;U"tlum1t~u;n111A' (Carman, 1990, as cited in 

Cronin & Taylor, 1992) 

Zeithaml LL~: Bitner (2003) 1"'tlfiu1t1~1 n1rlim>:U'lun11~ii'lLL~:m1u;tnflll~ .. , 
"1~11ClLLtlntltln~1nnul;rtl!h-3il'lL~UU ~:~1t~~u;tnflltJ11n!lIJi'l'h~LilUft'lu""il-3tu 

n1:u'lum1~ii'ln1ru;n11tiu1 A''ltl ~1tll~u;tnfll~£lttlm,,~~:£ltJ5i~,;utfnu0~u;m1 
(Provider-client interaction) LL~:~ruu;m1f11U~U1 tU1:""~1-3n1:U'lUm1~ii'lu;n1,tiu1 t1U 

"':ft-lltiVli'n~,jtltJ1:"un11tu1un11Lf1ftJu7n1ntl-3~u;tnfllfllU~U1 A''ltl ~-3uuLiluin1;'tu: 
~1~CV'tl-3~1n",u7n1rli'b.itJ11n!l tU~1n"'1l1f11ftuA'1 t"tI.,r'lltJ (Kotler, 2003) 

... 'I_! ..I .. 
~01:ttu:fII'l1~JHfHYlLL~:fl'l1tJ""n10""~1tJ'fNo11u1m1 

... ..I, .. ... IL!..1 .. 
~n1;'tu:VlLL"n"'N""~1n~fl1!J""1tlfln1:ttu:fII'l1~ ~fl-3Vl"tl~m1U1m1 (Heterogeneity / 

. ..) ~ .. ... .. ..I..... 'I 'I .. .. .. ..I'1_! 
Vanablhty U ""~1t1f1'l1tJCl-3 ~n1:ttu:"tl-3mru1mlVltJntJtJ1'1131U ~un11 L""U1m1i30 f111Vl ~ 

"~1L"tJtl LL~:£lfll'l1~LLtJ1~U~-3 (Payne, 1993) Ltttl-ll"'1nn11tllu;n1~:Li:lutlri1-31, J7nfutltj 

nu~llu;n11 ~1tfll1Lilu~~u;m' t~u;m1ultlt"LL~:~1""u ~i\''lULLi\''lLLt;jLi:lu''''lLLtl1~1~ru~ 
• 'I." .. .. ... 'I_! ..I , ..I 

Vl1 L""mru'mnJ~n1;'tu:"tl-3f11'l1~ ~fII-3V1LLUUtlU (Kotler, 2003) "tu:VI Hoffman LLfl: 

Bateson (2006) n'1.A'tlfiU1t1n-3in1:ttu:fl'l1tJ'b.ifll-3~'tl-3mru;011H~1 Lilui01;'tu:011 
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l\l1.Jln'lnljjfll'l'l~"ft'ln"ft'lfJ~'lnn'lfl\l1.Jln'lfflli~"rt~Pitlnf:1.J'lun'lfl\l1.Jln'lflufllf~ti~'tJ 
Lrtfl~~'lnn'lruln'l7tC'lul"qJut\''l~:CJn~ii,,~ut~fJUN~'lUfllU uft:tJr.:nfJ1.J~'lfJ"ft'ln"ft'lfJ 
.Of ., ~" ".J. '1 'I.~ - .,j .Of ." ~, , ~, .J. 1 " 
IJ'~~fJYlL''l~'l~",'lU7'l~ Un'lf LlII1.Jfn'lf '~u4t4lfJ"'l~1 YlfJ'lnUnn'l1f11'l1.J'l~L"ft'lU fJfJ~",~~ft " 

Lii ~fII'l'l~bjfll~~ "ftl'l'l ~ fII'l'l~ft~'l Lft~fllu'lNll'l'Yf'fJ~n'l11 \l1.Jln'l1'~ 
Zeithaml Uft: Bitner (2003) nfl'l'l'l'l im~N~bjfll~~'fJ~n'lru1n'lniu UfJn4t'ln~41: 

- ~ ., ~.~ - k "~11.r.. - ." -~ _ ... .J. 'I • ., ~ 
Ln"'U~'ln"'lr.i LlII1.Jfn'l1LfJ~U,,'l fofYlL1I'l71J1.J1n'l1 "1fJfof1.J1L1'flln~,,'lU LUn'l1n'l"U~fm~N::YI 

, - Itk..J" ., -I It.!"" -~_ 'I ~ .. ., 
u"n"'l~"ft'ln"ft'l!l'lfJ~n'lru1n'l1 L"L']JU~!I'lnu LUfJ~4t'ln LJ,J~r.i1.J1L1'fIIfIIU L"YI~ftn~N:Uft: 

fII'l'l~~fJ~n'l1L";jfJun1.J~1.Jltnfllilnfllu,,rt~fJ!h~~UL;~ "'lnU';~1.JltnflluPift:fllu'h~ri£jfll'l'l~ 
~fJ~n'l1 Uft:£jtJ1:t11.Jn'l1nlil'~ru4l'lnn'l11.Jln'l1u"nPi'l~Lll'Yf'l:,r'lnu'tJ t1U~:~~~ftPifJif4l(!1 

lUn'l1ftJi'lNll'l'Yf (Perceived service quality) Uft:1:~1.JfII'l1~~.:J'Yftlt41 (Satisfaction) ~ 
u"nPi'l.:Jnutun'l1Lf'lru1.Jln11~'l!l 

- It.! ~ - ~ ~·t"" 41'lnfi1nJ1I'l"rI'l1~ LJ,JfII~YlUft:fII'l'l~"ft'ln"ft1!1'tl~n'lru1n'lNLtl~ .".,,1 "Unn'l1 

"ft1~1I1n4l1.Jln11Pi1.:J~fJ~'Yf!l1!11~n1"U~~n'l1tUn'l1f11'l1.J'l~'lNll1'Yf (Quality control) ~1U 
, 'I 'I" - -I .. ~ - It.!· 1 'I 11" - ,,-~_ ~ 
"1~1 LUn'l1 L"1.Jfn'l1 L'Yftl"ftmft!l~n'l1Ln"fII'l1~ LJ,J'Yf.:J'Yftl 41 LUn'l1L'D1ru1.J1n1ntl~r;1.J1L1'fII 'D~ .. .. .. 
Kotler (2003) 'l~u1Lt1UfJ;U"tlutun'l1f11'l1.J'l~'ltull1'Yfn1ruln11H 3 ;U"fJU~'l!lnu l~uri ;u 

, .. 
u1n4l:Ll~~u~~uPin'l1~~LftfJn'YfUn~1U (Recruiting) Uft:n111Jntl1.JnJ'YfUn.:J1U (Training) t,.. 

t11~11Clt"'1.J1n111~"1~~1 "131U~ n1"u~ H 411 n,ru t uiu"tlU~t1tl.:J ri~tl iUn'ln11 U~U~1U 
-.. -I t"·'!" ~iJ::'iJ' n'lru~11tl~rln1 (Service blueprint) L'YftlUt1~~ ~L1I\UCl.:Jn1::1J'lUn11V1L U'UL U"tlUtl!l1~ 

; '" i. 41U lUn'l1t "'1J1n'l 1 uri fJ n ~1 u,;ft:l1!1t \\L~ fltull1'Yf "1~~1 fI131U~'l1.:J 'ttl t"'tJtl1~U1 Lt1Utlt U 

pJU1J1J'tl~U~UfI1'Yf (Flowchart) L~fJt\lfL"'1J1n'l1fj~LiJu~intJD~tUn'ln11~1U Uft:Ut1~~t,.. 
L~U~~tJ1:t!l1lml~f1J1J1n1~:'l~ru4l1nn'lru1n'lniu1 411n,ru tuiU"tlUq"";1!1"'~LiJuiu,tl.:J 
n'l1"11"l4l~"'''1~~ftn'l1tJD~.:J1U 1"l~'ltJ~~n'l1"11"l~fII'l1~~.:J'Yftl14l,tl.:J~Lf1ru1J1n'l1 

(Monitoring) ;~t11~11Cl';11~~!In11Hu1J1.JftfJ1JCl1~"17'l4lfll'l1~~~L~U ~1tl';1~4'tJL;.:J~11"l41 

L~fJU1~fti'Yffiil'A1tJtJrutJt.:J1:1.J1Jn111\l1Jln'l11\\L~'lNll1'YfLiJu~~.:J'YffJt4lurifJn~1,;tl'ltJ 
., ~IJ.! ., IJ" 
ftm~NVllwt11~11Clnn~\U" 

., ..., iJ.....r ...~...... -'11_! ... 
ftn~N:q"''''1!1tlUL Uftn~.N::'YfU31U'tl.:Jn'l11J1n'l1nfllfJ ftn~N:'" LJ,Jt11~11ClnnIJJU 

- 1J~".,j.. ~ - ::. It.! ~ .. 
n'l11J1n'l1 (Perishability) L'l LI'l "II.:J~~1!1f11,)1~tN n'l1Vln'l11J'm1NULJ,Jt11~11Cl"'~:Ln1Jt1:t1~ 

~1fInn'lU~tJ';1n'l1~fl"1fJ'ttlft,)~"u11~ Uft:tU~1!1'tl.:J~ru1J1n11Ltl.:J ribjt11~11Cl~41ditl 
~ k 'I - 1 IJk..J" ,- - ~ IJ.!'''' .,j.. J' 

f111tl.:JfII,)1~LuUL ... 1'tl.:J LU1J1n11 "1 L"L"lIUnU ~1nU"n'l11J1n'l~:Ln"'UL" n"fJL~tl~n'lnfJ 

Uft:'1!1tu'N:L;imnu t"tJ4I:t11~11Cl~fl"n'l11J1n111~Yift:~u')tJ"1~fII'l1~~tl.:Jn'lntl.:J .. .. 
~1J1'LnfllLYhuu (Kotler, 2003) in~N::L'/uil,tl.:Jn'l11J1n'l1~.:J~ftt\lfL\l1J1n'l1~fJ~L~=acyn1J 



fII'l1~!J1nft1tJ1nlun11~fl-3f11'l1~~~'J"1"'Ln",~u1::wh-3~tJ~-3" (Demand) LLfl::~tJ'YI1U 
(Supply) 'If)-3m1tJ;n11 
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lu~d Kotler (2003) 't~LLu::u1el-3~m11um1~fl-ll~~'Jft7::\o1~1-11~tJeq-ll"LLfl::~tJ'YI1U 
\o1fl1f11'l1~~f)-3n1,jf) (Demand) LL"::fII'l1~~f).:Jn1n1!J (Supply) lUll1f11~ffi'lttJ;n11H~1 
~1~11m;,'t~"fl1!J~ f)1~ n111fn"f.I'YII~1U11f111 L'!IU n1rurufl"'Tlfll11un11Lf1rutJffi11 

ujf)itIl1'l::~tJ~-II"~1 LLfl::f)1'1tli1n11L~~L~~tJ;n11L~;~~U1 fII'ltJ~ntJtJ;n1min \o11fllf1::tJtJ 

~ J!"" , .1' ~ ~ • I .. .. 1 ,~ .. .. .. ~-
m~f).:JL"f)L'I11tJtJ1n1n'l~I'I'l!J ~f)JJ~lJ'YI1U "1t)fII'l1~"f)-IIn11 un11 L"DtJ1n1~1nr.itJ1U'lfII 

..: .r ~ .. 
L"~)J1n'lU LlJU"U 

Zeithaml LLft:: Bitner (2003) L~f)fitJ1m~)JL~)JH~1 Lrltl-ll"'1nm11J'1n1nrU'W~1)J11Cl 
~ .,..,., t ' .. .J. .. '1.1' ~ 'I_! 1 1 .. .J....,., 
'YI'It::eq::eq)J nn'lu U1nfltJ)J1'1t1\o1U1!J \o1)J \o11f)~-IIfIIU LI'I L)Jf) LJJ"tl '" Un111J1n11 L"lIUL"'!J'lnuntJ 

~u/h~'l1 'ttJ .t-ll,ru c!l\\'u;n1~-II~f).:JfII1"'fII::LU LLfl::l;"'11tu1fl'l-ll\o1U1f)ti1-111tltJflltltJel-llUnl1tu .. 
fII'l1)J~tl-llm1n11tJffi1nf)-II~tJ;tnflll"'i1f11'l1~~~'J"ntJrhi-lllun1'J'~flfln111J;n1ntl-llflU l1-3U-II 

.. ., .. l-\' ~ ~ ~ ,..:. .. .. ."1 .. " 
fltl-ll1nt11)J1"'31U'Itl-lln11tJ'J'n1'J' 1IIf11-11'Y1)J1n'YI~'" L",mll"1::tl!J1-11!J-II n11f111U-IICl-lllJ'It~!J"'1U 

~ .:" ~ " .. ~-., 'I_!" ~ ~ .. 'I_I"! ", 1 
L'lfl1L1JU~1f11CY LUtl-3~1nr.itJ1U'lfII)Jn LJJfltl-llm1'Yl'lt::Lrtm'lft1)J1n~ULnU LlJ LUn11L'I11'l)J U 

n'J'::tl'lUm1Lf11tJtJ;n1tf1ti1-11t"'tlti1-11"rl-ll .t-ll,ru n1rl'nt11f1ltull1"'Itl-llm11J'1n11 LLft::m1 

tJ;n11~'l!JfII'l1)J1'l"'L1'l 'It::~1)J1'J'Cl~11-11f11'l1)J;;-II"tlt'lttl-ll~",t~LLri~tJ;tnfll't~ t1U~::U1)J1~-II .. 
"q~n11)Jm'J'nitJ~1tftJ;n1ri1tlnluf)u1f11" (Lovelock et aI., 2002) 

Utln'lt1ntt Fitzgerald (1988) nt~tlfitJ1!Jel-ll~-II~li11~~1ii"'tJ;m'J'i1f11'l1)J LLlilnlJi1-11"'1n 

.. ~ .1' :, ... ~ .. 1 .... ;.. .r .,.. ~~ 
~1n'lt~u .. I1UUnfiltl m1'Yln1::tJ'lUn11~ftlil u~'J'n~tJ'J'n1~::Ln"''IU tu ''''~1\o1U1!J \o1'tleqmu'YI'VI 

1~tJ'1mnru1 ~-IILLflnIJi1-11~1n~1ii",~u;h~~::i1m'J'LL!Jn'l1"'~1nnu'J'::\o1~1-11n1::tJ'lUn1'~fllil LLft:: 

'''''''1\o1'hm~tlri-lllJitl~U~11Ji1-111 ~£Jtl~tJ;tnfll Utln'lt1ntt n1'J'lilft1"'tJ'1n11nU-IIi1in~tu:: 
, .. 

Lll"1::~'ltU~1U,j1-111 L;;)J~~tln .t-lllJitlLtJil 

1. ~1"1j1uit'WI'I~~'l1f}~~1n"U1n11: lULL~'Itl-ll~'J'n~n1'J'lilft1"'~U~1,ru ~UA'1LL,jft::~U 
~::L~rummlltJu1~ul~i1~1fl'J'l1uL~!J'lnU"1)J)J1"'J'l1um'J'~fllil utln~1nd \o1inm'J'~fl"LLft:: 

.. ~". ~...r 'I" ~ • I~ • I 'I. I ..r 
m~ '" m'J'~Ufll1neq1)J1'J'Cl'VI~::" "-IU1'1U L"'''1)J L 'lft1'V1 LlJft!JULLuft~ Lu L"tl j;)tlUeqUtl-ll fII'l1)J .. 
~tl~mntl~~tJ'1tnfll ri-ll~ft l~~ ~flfl~U~1UUeq1)J11Cl f111 "'\o11'-IIfII'l1)J~-II"tll"'~1n ~tJ;tnfll'ltl-ll IilU 

II" ... t ~ ....::. t"" t • ::. 'I ' ~ 
L"'tltn-ll'll"'L'ltU U'ltu::'VIm'''ft1'''~1n",u'J'm'J'Uu m1 \o1U1n11 ULLlilft::fIINtl1'" L)J~1)J11Cl'VI'lt:: 

ri1"u"'in~tu~1flflltull1"'IItl-lln111J'1n11L~tlti1-11i"'L~U ,r-llU-II'Weq1)J1'J'Cl~'It::1'",'t~~1 m'J' 

.. _I 'I .. ~ _I ..~...... ~ 
tJ1n1.,uLLUU L\o1UCltlLuU,uLLUUn111J1m1'Yl"'LLft::)JfIltull1")J1n'VIt1'" (Fitzgerald, 1988) 

1 .. 1 ~~" ~ ~ ~ .. 'I "..r • 'I. I 2. 1'I?1~ff1~110 Un11?IIeJtt: U'Itu::'VI~UfII1LuU~-II'VI~1)J11Cl'l"'fIltull1" L"'~tlU1 LlJ 

LUWtJLYi!JtJnu)J1"'l1um1~fl"~fII'l~::LilU'Itl~~uA'1tJ1::LIl'VI,rU1 L"liU fII'l1)JfII-II'VIU J1\o1Un 
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~..r. .. I .. 1 ..., -X ..... • It.!' ... .. rt"U ,uYl7~ ,uLLUU LLft~tlU1 ~n'lT~"~CWl'l'W'ItNn'lru7n'l7nftUYI'l LrltJ'ln LUtl~~'ln,.,"''l'l'" 

LUUU'l"'fimJ"''lnn~'l LLft~'W«''l''''l7tl~'la~~U'''''''lLYi!JU~!J~'~''''L~UL'!iUL;ltJ'lO'uiu''~ 
.. .. ~... ., 1~ .. _.3 ... 

3. n1~lnUn11lJft"m"'lIUU'N11nft?1U"f},m11 '1IU1n11: n7~'lUn'lm'l"'CU (Key 
.. .. .r 

process) lU1I7n~uln'lNu ",~'Wiln'l7~fl"",un~'l~~il"''l'l",.ltl~n'l7l;uln'lNU1 Ln",u'tI 

... ua~n'l7ft~"'f)Un'lrum'l7 (Seryice delivery) (Fitzgerald, 1988) L'!iU uln'lnuiMJ" 
... ..... .r ~, ..... 1! '111''' _,;... ... ::...., 

L"'7!l~LLUU n'lru7n'l""~Ln"'DUrI"tl~tl ,.,"'UL'1I1,.,'l ~"DU7n'lm~""'''L'''7!l~LLUUUU1 '~""~~"n 
... !:II .!' -' _.r ... x. It.!' ., ., -" _, ., It.!' 

m7~ft""u"'lYl«''l'''"7tl~ft "'DUL'WtlJ In'lU ~'~7!l"''l1'" "tl~m7'Dtl~~U7 U' l"'ft'l~~U1 ~,. 

4. ';f}.Jn1·.m111,,11UU1!1: lU~7n~m1~fl"~U"'l Fitzgerald (1988) mh'l~'l '!Itl~ 

'VI"~mt4'''4'l~U"!J~~Ln"fu'~rtPitluJtl~U''"~U1 '~fum1~fl" un,ft~i4U\4tl ,T~11"'" LLft~ 
4'''~~''''l~'!itl~'VI1~n1t4',,41~U1!JL1!JU;tl!JLLfl'lLYh~u lU'VI1~flNO'U;1'" lu~,iir.luim' '!itH 

'VI'l~mt4'~1~U1!J,rn~~Luu'!itl~'VI'l~L;ltJ'lO'u'!itl~'VI1~LUn17~~"'tlun1ruln17'tl6~qultn", L'!iU · 

n'l ~ A'fttJ LL 'W'VIU~'l m1~'l" ""'U tftl'ltJ 1 u\ltl~'Qmiu '!i'l~ L 'lft'l lum'~fl fI~1tl n'l1 1 \luim1 n~~ 

LUUL'lft1 L;ltJ'l o'u~ ~ \luin'l1~~,.,tluuin1~u1 'tl6~ quitn '" 
., , ~ ., ... 1 -' "'!:II.!" ::. ., ~ ... 

5. ft?1U!1"Ut./U'lIf}.JlJ ,UU1'n11: U'Dtu~'VIm1~ft"¥1U""""~1 UU4t~"tl~L~"DcunU 

ftl;"O'''LUn"1LtI~!JULLtlft~Pi"~1I'itlU;'l~'''"n m1LtI~tJULLtlft~zULLUU~U""LWL;ftJ~LflnUtl!Jn 
tl'l4t4'lLilu.ltl~lfL'lft'lLLft~~"L~u41U'lu"'~'lfll'lft"'l"''DU'lI'!'Dtl~~1n4t LLPi~1~fu~~fl"lu~1n4t 

uim'niu«'1"''l1tlLtI~tJULLtlft-3zULLuun'lrulmntl-3f1uLtl-31~tlrl'l-3«'~'''ln LLft~ilfll'l'l,.,tl,,~~u 
, .oJ ... ... -'. ......... ,.J .. ~ ..... .. -' tI-' tI "''lnO'1'l L"DU Unm'VIYl'l~1n4truu1n11¥1-3~U-3\'ltl~1tlU"tJ«''l1 n~1"''l1tl'VI4t~L ft~U 1~LIl'VI'DtN 

~-3Vi,.,mI~1m14'''~-3 ~1tl41U'lU~U-3atl~4t~4'''~-31~tlrl1-3~::''''ln (Fitzgerald, 1988) 

6. "~!1~,?ft11un1"lJft": '!i'l-3L'lft1 lummlilu1~Uf!f1 LLPift::,ill'! ,rn4t::~tl-3 lfL'lft1U1U 

lun11A'u~"zULLUU'Dtl-3~u;h~ULLUU n11'V1"~tlU~CWl1'W LLft::n'::U'lUn1'~U1 fln,.,1n,.,1tJ 

ritlU~4t::Lf1~iu"tlUn1'~fl"tlrl1-3LLl14tN LLft::iu"tlUn114'''~-3~uA1~1u'!itl-3'V11-3n114''' 
41~U1!JPi1~1 'tI~ua~;jtlquitn", LLft::l11tJ~~" ~-31~fuLiC!J-3"tlufu4t"n~uitnfllniu"'"LU .. 
zULLUUPi1-31 O'u1t1 LLPi~1~fu~1n4tuim'LLfl'l 1::tJ::L'lft1 lu'iUfltlU,j1-31 Lun'::U'lUn11 

l\luim1niuil'!i'l-3L'lft1~iu LLft::n,::iu"'"nn~" (Fitzgerald, 1988) LoUU n11LUI'! l\luim, 

;'Utl1~1' q4'''m';'U~"'''"'tl~1Lilum''lnn'::U'lUm''''\fl1Ulu~rt-3t)u'Dtl-3m'Lu''l\luim' 
L'!iU m'Lfl1tm~\itl1~1ru,::41t)U n1,4tlt)fI'l~U m'fII'lUfIl"'~LLft~CWl1YiLLft::'~"lI1~tl1m' 
mrut-3tl1~11 n1rum1'tJnA'1 LLft~LiCtJ~"tlufu4t1ntJnA'1~1I1fuLUL'lft1~l'itluf1-34t::liuYi 

... .- "-I~ • - ., 
~ft~4t1nm'U'n1' LLft::~U~"'VI'DU"tlUm1"ll1'::L-3U LiJU"U 

lu'Ieu::;! Lovelock LLft:: Wright (2002) mlKnri"'la-3f11'l""'LL"n,j1-3'::~~"-3~U""LLft:: 
Uim'Ltl1H~1 ~flflntu.,r (Product) fln1 ,il" ~tl~ftiYifi~in~'1I4t1n~"~1~nn"'flntl1::LIl'VI 
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'-3'::~-3~fttl1::ttJ'IU"tlrl'lJ;tllf""'Hl,n/h~4tl"'Hlt;~ft"zlN"'L"th,ru ~-3tl1'nfh'l'~tl1 ~-3 
~.!' ... ' • .!II.J ~ ........r~ ~.!' ~....1 ... " It.!' ' 
"Uf'l1Uft::lJ1n11"1-3m1JU,,'lU"U-3'1tl-3~ft"IlN'Tl L"tJ"Uf'l1 ~tl'l"'lYl~1lJ11Cl"llJ"tl-3 LI'I U" 

... ~ • ~ or .t ... ...... ... .I , 
lJ1m1 ~tl n11n1::Y11"1tln11U~"-3f1tln Tl-3U ftm~N::L~YC1::"'l'ltl-3~1n"llJ1n11Y1U"n"1-3"11n 

... ... ~ .!' ~... .J ...... , -.::. .r .I, x. ~.!' 
ft nttN::L~YC1::'tl-3~1n"l"Uf'l1tlU1 tJ-3~1lJ11Cl,,-3f)Y1fiYCft "tln1IT1J, III NIl1YCYI "1-3 r IU'Itl-3"Uf'l1 

Uft::lJln1ntl-3rl'lJ;tJl~~~'ltJ '-3ftnttN::~Ul1U'tl-3~1ii'lJ;n1n1Luu~"'tJ'\\'rl'lJ;tJl~Lii"n11 
ruflllNll1YC'Itl-3ftU"'1Uft::lJ;n11Pi1-3nu,rU"I::uti-3fltln'~LUU 9 ftnttN:: i-3Pitl't1~ 

1. ,,?1JlW"1U11mUU'1111fN'lA' (Customers do not obtain ownership) ~tl rl'lJ;tJl~ 

~Lf1rulJ;m~::'~rutl1::ttJ'IU"l1nn11Lf1rulJ;mniu1 UPi'W~1lJ11Cl"l::LUUL-t1'1tl-3 
~'lutl1::ntllJ~~1~11Cl(lJ~tl-3'~"1 "I1nmru;mniu1 '~tl!h-3m'l1 LtlfU n111\\'lJ;m1Ltlf1 

1Cl!lU" ,,1tl~tl-3,;n'utNu1~ "'HlLUluPimn1-t1-3~~lJln1n1ij~'l1lJfUft::~'l1~L~!I'l'll1C\11u .. 
n111\\'lJlm1Pi1-31 L'IIU ~fttJUYCYlU '111-3.r"~lJ ,,'HllJ;m i-3UU rl'lJ;tJl~~-3fuftl-311lNll1YC'Itl~ 

... 'I, .I "...... ::. ~ 'lttl ... r ~ .!'.1 ,,~ 
n1ru1n11 LU'IN::Y1L'I11lJlJ1n11UU1 '11-3U"n"1-3 L "I1nn11ru,IIlNll1YC'IfI~"Uf'l1Y1fl1"1"fl-3'11tl .. .. 
Uft::loiiU;\1UU1 ritlU~-3"1::~1lJ1mruftl-311lNll1YC'Ifl~ftU"'1UU1 ,~ 

2. ftn~ClJ~W"1U1104'uifN7A' (Service product as intangible performances) 

" , ....J 'I, ' -.J tI .I ... " It.!''' .!II.J ~ 
~'l1n11lJ1m1,,'lU L"CY"l::~"'lU 1::ntllJYI~1~11Cl"llJ"tl~ LI'IL'I1~1L'lJU,,'lU"U~'Itl~ 

• ..J.!' .t.l ~ ~... ... tI 'I. " ~. 
n1::lJ'lUm1n"1~ L"lIU Lr I1tlYlU-3lJUL"'1tl~lJU m1ru 1::Y11Utl1"11 LU11Ufl1"11 l-11flmru1 

tI ....I. Ittl..J· ,~~ ....!' ... -., .lit.! ., " 
~ mNYI'II1l" L "IIfllJlJ1l~ UPI L"!lYtU31U'Ifl~mru1n11U"'l nftU~ftnttN::Y1 ~~1~11Cl"lU"fl~ 

'IA' Lrtfl~"I1nlu~1ii"lulmniu rl'ultn"'''I::'lA'futl1::t!l'llu''l1nm::u'lun111~ulm1~hj~1~11Cl 
., " 1t"..J - .,.1 ~ " ... ~_ ... ~ 'I ~ ~ ~ " " ... ~_ ., • ~ 
"IU"fl-3 L" L"IIUL"!I'lnUYI~fl~U1u 1 "'''''"U L"ILftfln'llfl"UfII1 ~U1UI"'~n"l::~1~11Cl~fl-3Ll-1U l¥'tn 
.. .., • ..r. ... ~ ~., • • :.. -I ... :I .. ..r .. -I ... ::' 

l-11tl~U"n~~~Uft::ft~fttl~"U"'1"1~1 L"ft1UUnflUYI"I::""nU L"I'IIfl LU'ICU::Y1m1u1mruu 

" "'~_.J 'I ,., "1" ~ ~ 1t1' 'I 1 -' ~ , -' ~ ~ .I 
~U1ul~n'lU Ll-1C\1~n"l::"tl~ \4~'l1lJL'!IflCltl L'J'l1~ L"I U'IIflL"!I~Uft::"''l1~U1L'IflClfl'lfl~fl~~nlYl 

1~ulm1'-3"1::LuU~'lutl1i11,rC\llun11~~~'l1~~1"Wr~ Uft::m1fuflllNll1Yt'lfl~mrulm1 
(lovelock & Wright, 2002) 

3. iU1fn"IIij::i1«?ufJU1un1::U?Un11eJ~" (Customer involvement in the 

. 'I"'" ::'.1 " ., .J" ~.IIt" production process) n11 L"u1mru\Unm'lfl~nUm11'lU1'l~Uft::"~~flU~ftftYCfiYl L"1Ilt1nm1 

~~~~~1uLfII1fl~ijflLfIl1fl-31;~1-31 Lf1riuuN~1ui~Y11~1A'1utNm!luft::~"11llt'lfl-3~~ulm1uri 
~n;h '~t"!ltln;1Uft'l ~nf~'1un"l::Lf1't1ij~'luh~tum::u'lum1m1uln1niu11A''l!IL~~fl i~ 
m11~lJln11"uLfl-3 LtlfU n11n"L~U"I1n~LtlYiLf)~ l-1fflm1Lf1't1ij~'lU1'l~nu~~ulm1tu~~ 

L'fhruulmniu LtlfU m"uuln114'"u~~Y1N~~ m1Lf1,;n~tNu1~ l-1ffltN'Yi!l1U1ft Lflu~u 
';11~~ultJl~Lii"n11ruf"lNll1'Yi'lfl~n1rulm1,,nuliuYi~Lf1't1ij~'luh~riun1::u'lUm1 
1~ulm1'-3u"npj1~"I1nn11rufPlNll1'Yi'lfl-3ftu~1tl!h~~uL;-3 ~~ultnflllllt::fuf"lNll1'Yi'ltl-3 



ft'UA'1 ~ ~ .. ~uj~ 'l~ih.Jr.:ft1.Jn11nn 'Un11 Lf~1'Uft'UA'1~'U1 ;~ ~1'Unr.:1.J'l'Un11~fl ")J1 Ln'U~ 
m.1.JH1!JUfl'l 
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i1 .J 4 -.,.. 'I. ~.,-
4. I'tU' Un'JUUU.J'lIfNeJtt"IICU", (People as part of the product) ~'Un11L"D1ru1.J1n11 

~~1.Jitnfll~tl~ijtl{jft)J';'Uln1.Jn1ruin111~ \f1tlLf1)J1Ln'Uft'l'U\frl~'tl~n1ruin1~'U 'WL1lYf1:: .. 
~~1.Jitnfll ... ::~futJr.:"1.Jn11nr"'1nn1ruin1n~cl1f1.Jin11LYhu'U U';~1.JitnfllJ~mtln1 .. ruf 

tl ".1' ~ .I~ ... - 'I - "-.1' r.:ft1.Jn11N"'1ntlnrl1f11'Utl'U1 YlL"D1)J1ru1.J1m1 ~'UL'lft1L11!J'ln'Utm,"'l!J (Lovelock & Wright, 

2002) 5. I't'J1JJUU1Uuu'hl't'J1JJWI't.Jmun11111n11 (Greater variability in operational inputs 

~ " ~II - .1' ~ .I ~ l::.. 
and outputs) L'Utl~"'1nfll'l1)Ju"n"1~r.:\f'l1~~f11f11ft'tl~~ ~\f1.J1n11Ufl::tlnrl1f11'Utl'U1 YlL"D17lJ 

u1n11\ 'U'!I'l~ L'lfl1 L;i!J'l n'U ';1\ \lunn11"fl1" \ 'U~1;;",u1n11bj~1~11t1~"'::~ 11~~11Jl131'U \f1tl 

fII'lU"~fII'l1)Jutl1~'U'tl~n1::U'l'Um1';1~1IJlfltl""''U~flflYftf Ufl::"CW'l1Yf'tl~m11.J1m'l1~ 

L'!I'U~!J'ln1.J1l1f11~1;;"'ft'UA'1~lJlft1\fn11)J';1~1 ~ijn11f11'l1.J")J"CW'l1Yf~~U,;,r'UlJltl'Un1'lL"1!J)J .. 
m1~fl" 'ltl",'Uil~i'U"tl'U~ "~1!J ritl'Uil~;jtl~uitn fII ';1\ \l ~tl~ijn1'lfll'l1.J ,,)J'Vln1 il"'(!J L'U'Vl n1 

- - ~ .J. - .1-.1 'I II ,II -~_ ' 
n1::1.J'l'Un11n11~fl"1.J1n1'l LYftll1~~tl1.J1.J'ln11Y1"YI~" ~\fun~1.J'lU"fIItlfJLft~tl 

_I - - .J • 6. n1n.J1~WU"CUII1"'lIfNn11Um1mtJ1nti'11J1n (Harder for customers to 

evaluate) t"!Ji'l'ltln11Lf1ruuin1'l ~uitnfll,rn'Wijttln1ft~ ... ::'l~YI"fltl~Lf1.Jin1'lritlU ';1\\l 

mru'l::Ul'U"CUIl1Yfn1ruin1~1n~1.JitnfllL;;"j'U\ffl~"'1n~L;r1fuu1n1~'U1 Uft'lLvh~'U 7. 

n1"dWff1JJ11nnn,/un11U1n1171 (No inventories for services) Lrltl~~'1nm11.J1m1Li:l'Um'l 
• .. .IIJ_!'" II 'I II .: - ... - ... .I 

n1::YI'1 "''ltln'11UftlMtltlnYl LJ.Ift'1~'1'lt1"'1.JlJltl~ LI'I 'Utln~'1n'U m11.J'ln'1111~~fln1;'N::YI~tUftfl'1U 

ltlll1 (Perishable) ~~1~ft'1~'11mnuft::ft~'l.n;;L'!I'UL;iu'lnuft'UA''1~'U1 ';'1L\l~tl~ijm1tJl1'lr.tfttlU 

~CUIl'1Yfmru1m'ltl~lJlfltl"L'lfl'1 (Lovelock & Wright, 2002) 

8. I't'J1JJtf11f'll'llfNU4tfvdfN'?tt1 (Importance of the time factor) m11.J1mmfl'1u 

tl - ..!'I.I II ~., - II tl ... .1.1 II... - ..J -
1::U'lYl~fII'l'1)J~'1LlJ'UYI~L"D111.JU'ln'1~::lJltl~ l1nnlJl'l N YlYIr.t::L''111.J1.J1n11 L"D'U n'111.J1n11 

ft'1umru'U ;,,'Utl1"''11 tNYfU'1U'1fl "'1tlf'l'U"I'I~~ ~~';'1 L\lilr.t(uL4tl~ L'lfl'1LtI'U~~~Unm'llJlfl'11'1 
II _ _ IJ_! II ~ II -~ _ ... IJ_! II .I II... _ .!'I 
I'I'1'U~'ln"'U'ln'1'l LJ.I fII'l1)Jtl~'1~ L'Utl~~'1n~u'l U' 'fII~n LJ.IlJltl~m11tl fIItlUW~::L ''111.JU'lm'lLlJ'U 

L'lfl'1'U'1U1 Ufl::~"~'1U 9. '1IfNYl1.Jn111u1J1n1"dufnnUft1V (Different distribution channels) 

m1\ \lu1m1uri ~u1tn fII\ UIl'1 fII~1;;r.tu1m ~U 'W~ '1 LtlU~tl~tl'1 ~ U"1itl~V1 '1~ m 'l4' I'I~ '1"'U'1U~ .. 
lJl'1U"'lL,jUL;imnuftuA''1u'1~tl'l::U'lVI ,r~u'U~~i:im'l\,,jtl~V1'1~m1\\lu1m1~'1u,jtl~V1'1~';'1~1 

\u~1;; ... u1n'111.J'1~tl'l::U'lYl L'!I'U ~tln1~LftnYl1tlilntf tl'1;t n'11 ttlUL~U~'1'ULII1tHLtlYiLtl~'tH 

fi'U1f1111 LtlU~U 

'~_,... _.I , ... 'I 'tl - -... ... nfl'1'l ~"Uft ~ unflltl n'111.J1m1YlUlJln"1~nU ~UUlJlfl:: 1::L1lVl~'ln~r.t::~'l::"1.J'tl~fln1;'N:: 

LllYf'1::"'l'tl~m11.J1mnh~11Jl'1~fln1;'N::;r'1~~'U~1;;mh'l~'1;r'1~~'UulJlnlJh~nultl tl'lU 
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~~~tJ~n~u~u31u'~n11Uln11~~:~~1~~n~1~1~~1~~'n~uln11~~:~1n~aU~1~1~' 
~ • "~1'1'" .1.J"'~...l ' .. ... .c. U ~:Yl1"U1Y1L1JU"~~1J1¥'41~'UYI¥'4~~~"tlm1~U'lYl1~n1ru~1~"n11~~:n1~1~n~~YllIYl1~ 

m'''fl1''~~tJ~n~u~1n''lu1n1~:~~''!J1!J1~~11~~'l1~~''n,j1~l\l~rin1ruln1n~~"ULtl~ 
~1n~~;~iuYl1~~1n"ll\\v (Payne. 1993) :J~luft1"u~~ltJ "I:U'nft1'ln~n11~U~tJ~LIlYl'~~ 
mruln11.~~1~11tl("~U~f)f)nU'Luu"~1n"~1!JtJ1:LIlYl"1~Lnru..,r~1~1 ~Unn11"ft1"~ft: 
u'n~'!I1n1nl1~1lfLuuLrl1tJ~~u~tJ~LIlYl'tl~n1ruln11tltln"l1nnu 

t!nm1IJlfl1"~'n",uln1' 1'l~ltJn,nrn~'!I1m~~m~n~4'!JYltP~OL~!J'lnUm1IJlfl1"~1n"l 
ulm,1;;4',,~u~tJ':LIlYl'tl~n1ruln11tltlnLilu"fl1!JpJ~uU;;'l!Jnu t"!Jn1,l-DLnru'rf ,,1t1 

u.u'lYl1~lun114'"u.~tJ~LIlYl (Classification schemes) ;;1U~1~1 ~L~!J'lftl~nun1rulm~1 
Lilui'lu.u~ ,,1t14'''nq~tJ1:LIlYlmruln1~ii~'l1~~fl1!J~fl~nuf)tlnLilutJ1:LIlYl~1~1.~~m1 

'.1 .. ~ "'1'1Jt, ~ ~ .... ~ ... ' .. I 
U.u~lJ~LIlYln1ru1n1m~1~1roL'1 L"I L"~1!JU.fl:1I"L"IU~1nYlq"'lti"u~nrl~ m,u.u~lJ':LIlYl 

'tl~~'n"luln11tltln"1~tJ1:LIlYl'tl~~"~1"nn~ (Industry sectors) L'IIU ~'n"luln1ru1:LIlYl 

A'1tJf4nu.fl::A'1~-3 ~'n",uln1ru':LIlYl,uri~ ~,n"ln114'''~1\n11uu.fl:L1iufm~n~uA'1 ~,;;'" 
" " ulmru'::LIlYltiU1~1,u.fl::mru,:nwi!J "'tl~'n",ulm'~1un1'~n~ Lilullu \1-3\1 m,u.U-3 

.. I -" r I .1 ~..., :'I --- ..1 ... 
lJ'::LIlYl'tl-3m'u'm'''''lULnru"rlm,u.U-3IJl1~lJ'::LIlYl'tl-3~1Jlt\1\m'~UUULlJU'lfimmU-3,,'" 

m,l,x11!Jfl:L~Ul'Itlri1-3L~U-3"tl,jtln1nl'~1lftJ,:tu'Du1um1'l1-3nfl'lYlfiYl'-3m'lJlfl'l'I,jtlLtJ 

(Payne, 1993) li'l\lihrn~'D'm~1;;li1m'~n~L~!J'lnuin1iru:'tl-3~'ii"lulm"1U~u1L~ 
.... , • I ..~........: .r 'I '" I ' ., ..... 

L~Umfim,u.U-3lJ'::LIlYl'tl-3 n1ru'n1m~'1!Jfl::LtlU"''D "'L"IU~'nU-3'U L U, u U.UUIJl1-31 L'ltln 

~'U'lw'n tl'~ Gronroos (2000) ~'t;;u.U-3tJ'::LIlYl'tl-3mrulm,HLilu 2 ztlu.uu"in1L~u.ri 
(1) u.U-3tl'l!Jl-DpJu.uun11iitJ!ii~liufi':"~1-3~\lu.fl::~fuuln1'LiluLnru'rfL~u.ri (n) 

n11l11n1~nrun111ulJ1n11;?!11'1U (High-touch service) ~tl tt1u.uU'Df)-3n1ruln'~ii 

n,::u'lun"lun"l\lulmnf)-31.1filfilflLf1~'LuU~'lu~,~ty1un1'~~lJln1rulm'L~f)~-3~tlu'ttJ 
>-

U-3~ultnfil L'IIU m,1,xulm'''1'l",fn~ t'fil "'tlm,1tXulm'fuLf4u-3~L~n U.fl::~~-3f)''l Luullu 

U.fl:: (,) n1ru1n1~nrUn111ulJ1n11;?!1LY11'1rUrftg (High-tech service) P1tl m,ulm~Luu 

m,l-D':UU~Lilutl" tu~ ,,1t1,::UULYlfII tu tfl!itlU\1U~,ru,j'-3' lun1,1 tXuln"u.Ylul.lfilfllfl L'1IU 

m,l,xulm,;;,um'~f)~"tYl'fII~U'PI~ Luullu 

(2) u.U-3t"'!Jlffll'l,~,jf)Ldf)-3lun1,l\lulm'LiluLnru'rfL~u.ri (n) ~1n"ilJ1n1~ 
1U1l1n11LUUfli':I'I11? (Discretely rendered services) P1tl ~'ii",ulm,~~ultnfil'b.Jiifil'l'~ 
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~"LtluA'f)~L,"ftJ1J;n"7tl!h~,jtlL;1f)~ LtlUtlr.:~1 LLIi~::JJ1L;1ftJ1J;n11Ltlu"'f~"'11'l U1U1 "'f~ _ 

Lvh~u L'IIU n1ru;n11ftJ("LLIi~YlN~JJ ",,1tln1ruln11ftJfm~nYnJ11J1fl LtlUrA'U ~~n1ru;n11tU 
fln~cu::d qL\l1J;n1f'11::ijtl{jftJJ,;utfri1J~1J;tn"'UtlfJ V'ht\l'l1" ttln1~tun11~f1~"''l1JJftJJ,;utf 
LLfl::"lN~1tUt~litl~1J;tn", ('I) ~,.n"tu1n1~!uu1n11fJth-t';fJ,dfN,fjut1r.:11 (Continuously 

rendered ~ervices) ftf) ~1n~1J;n1rl1qL\\'1J;n1~t1{jtfJJ,;utfri1JtlnA'1~Lf1ftJ1J;n17tlth~ 
,oJ J oJ at -~ _... ~ at..l ~ 'I~ - 'JII 1.1 • .J - • "tlLUtN ~JJ1L~JJtl LUtl~~1n~1J1u''''JJLLU'l ~\UJYI'::"f)~JJ1 ~'1I1J1n17tlfJL1JU r.:~1 L"DU 1J1n'l1Yl'l 

"''l1JJ~::f)1''~tl1U~ n1"n~"''l1JJtlflf)''nfJ ",,1tl~1;;'fiU'l"''l1 LtlUrA'U l11t\lqL\l1Jln'lnl 

ttln1~tun'l1~fl~fII'l1JJftJJ,;utfLLfl::"lN~'ltut,t\\,Lii"furi1J~1J;tnflltl.~::"'lnJJ'ln~~fu 
Lovelock (1983, as cited in Lovelock & Wright, 2002) 't~LLti~t11::LI1Y1'Dtl~n1ruln11 

t~fJn11t"LnN..rn'l1LLti~ 2 LnN..rtI.LLrl (1) LLti~"'lJJfln~N::'1tl~n'l1t\l1Jln'l1 fttl n'l1n1::l1'l 
..I ... ~ 1I.l' • ..I11_! ... at II ~ ( • 
YI~'lJJ'l1tl~1J"tl~~" (Tangible actions) LLfl::n11nr.:YI'lYl ~~'lJJ'l1tl'1J"tl~~" Intangible 

actions) LLfl:: (2) n'lru;n'lniUft~~fl,jtl~"'fIIfl (People) ",,1tlYlmfJ~U'ltl~~"''''fl~Lf'lru1Jln'l1 
(Possessions) ~~l1'lt\l~'lJJ'l1tlLLti~n'ln.iln'l7tltlntI.Ltlu 4 t11::LI1Y1 ~~,jfl'ltld (~""1'l~~ 2.2) 

_ ..I ..I ., ... ~ ..I "'.k If ~ , ,_¥. _... ., .,... - ._"1 
(n) n11U1n1mmtl?lIfJ-tnUn-tfl"tU",fJ-t ,,,, Uft::'I-t n-'U1n11nU1J""ft~'1I1ruU1n1"wU 

"1';'1/ (People processing) ftfl n1ruln1rl1ijfln~N::Li']un11n1::l1'l~~'lJJ'l1tl4'1JrA'tl~'l~ t"fJ 
ft~~fl,jtltl~n'lfJ'Dtl~~~Lf1ruuln'l1t"fJ"N L'!IU n11t"fJ~'l1tU1::UU"IUft~,j1~1 n'l:ru1Jln11 

, .. 
r.r"LL,j~YlN~JJ ",,1tln11Lf'ln.l1Jln'l1Yl'l~';u"n11JJ LtlU~U '~n1ruln'l1L""fl'li1t\''lULijufln~N:: 

'DfI~n11uln'l1~~ultnfll~'lLijulA'tl~'ltJtJ1'ln!l~'lfl~lJIflfl~'!I'l~L'lfl'ln11L;hfuuln'l1,!U1 tu 

~tl'lu~~LiI"t\luln11 (Service factory) 'un~'l'::L~;,aun11t\l1Jln11 LLfl::'::'l~ru 
~fltJ1::tfJ'DmlIJINriUfII'l'lJJ~f1~n'l1'DfI~"U''lnn111Jln11'!u1 

.. ..1..1 ., "':1'..1 ... ., If" ',"- ...... 0 ..... , ('D) n11U1n1rnmtl?1JfJ-tnUn-tfl"tUI1fN'~ Uft::'I-t UU1n11nUflnYtlnU U1fJ?I1'J U 

I'I1fJUI'I1fJ-t1JfJ-t~,i1iuu1n11 (Possession processing) ftfl ztILLuun'l1uln'l~""JJ1fJ1'lJJn~ 
n11nr.:l1'l~~'lJJ'l1tl4'urA'tl~'t~ tl~~ft~~fl,jtl~U~'l .r"'ltUfII1f1UfIIlfI-3 LLfl::YlmfJ~U~U1 'Dtl~ 
~n;i'l ""1tt~~Lf'lf1Jn1ruln'l1 L'IIU n'l1tfuln11ft~';~'JYI'l~f11n'ljl\ n'l11Jln'l1l1'lfil'l1JJ~::tl1" 

""1ttn11'!1f1~LL'I~f11f1111~tl1U~LLfl::~~'1f1~IJi'l~1 LUUrA'U t~mn1ruln'l1tufln~N::d ~n~'l-W 
~1LtlurA'f1~f1~n~~'lfJtU'IN::~qL\luln'l1ri'lfl~t"'uln11tl~ LLlJifl1~Lf'l'ttJijft'lun~lun11 

- 1.J ".J..I .. 'ttl"':1 .. .. ... 0 ..I ..... - ..; .. U1n11 U1I'l~LL1n ""1tl1l'l-3Y1L'I'l ruI1UfII'l""1tlYl1YifJI1U'IfI~"ULtl~YlL'I'lruu1n'l1L~~I1ULLfl'l 

LLYlU t"fJ~-3ft'l~ty'ltl-3n'lruln'lru1::LI1Y1dnfttl ~uA''l'''''f1Y1mfJ~u'IfI-3~nA''l'::~f1~f1~n~ .. 
"fltl"~nn1::U'lun'l1'DfI~n'l11",uln1TJu1 



What is the nature of 

the service act? 

Tangible actions 

Intangible actions 

23 

Who or what Is the direct recipient of the service? 

People Possessions 

(People processing) (Possession processing) 

Service directed at the people's Service directed at physical 

bodies possessions 

Passenger transportation Freight transportation 

Health care Repair and maintenance 

Lodging Warehousing I storage 

Beauty salon Janitorial services 

Physical therapy Department store 

Fitness centers Laundry and dry cleaning 

Restaurants I Bars Refueling 

Haircutting Landscarping I lawn care 

Funeral services 

(Mental stimulus processing) 

Service directed at people's 

minds 

Advertising I PR. 

Arts and entertainment 

Boardcasting I cable 

Management consulting 

Education 

Information service 

Music concerts 

Psychotherapy 

Religion 

Voice telephone 

Disposal Irecycling 

(Information processing) 

Service directed at intangible 

assets 

Accounting 

Banking 

Data processing 

Data transmission 

Insurance 

Legal services 

Programming 

Research 

Securities investment 

Software consulting 

.j 
YI~1: Lovelock, C. H., & Wright, L. K. (2002). Principle of service marketing and 

management. (2nd ed.). Upper Saddle River, NJ; Prentice Hall, p. 34. 
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( ) 
.. .J.J ~ .,:i.J.,.. "./" ~ . 1.¥. .. ., .. 1 ~ ,~ 

fII n111J1n1mmtJ'l"1lfNnUn~'n1U"fJ~ u./ '" utt~,,~ 'HU1n11nU1" " U1'f111'l1JJ4 "n 

i1n~""fJ~r],f11uU1n11 (Mental stimulus processing) ~tl n11t\luln17Y1~~~fII'l111~tl~n'l1 
'n1~:t,,1~ Uft::fII'l1)Jtaniln;i~'JJtl~~Lf1fuuln'l1 ~~Lilun11tJ;m7YIb.i"'11111t1(U~tl~\~ tII!.I 
.. ..I... it 'I.~" nJ ~!!'I ~ ,.. ..1.1 1·" ....., .. ~ .r... .. ..J 
Um11'n~~fl~ un11 ~lIIU1n1 1::Ltl'nun LIIun U1n11'n ... ~ lIIf11'l111UUL'n~un~L""TlJU1n11 L"lIU 

m1'JJlInlf11l1Yftlu"f ~~n11ut\~~.h~11'l1l\tJp~n111\luln11~1un11~n~lu 

"'t11UUm1~n~ t~!.I~~Lf1fuuln1nJ1::Ltl'nd4t::~tl~ilfll'l1111ril"'lun11Lf1fuuln1niu1 u,j 
.r... .. • ~".l' 'I. ..1..1... 'I .... ~ .. ..I.1.l' 'I." 

tl14truU1n11L~ft1U ~""'1n ~U~t11U'n'n1ln'l1 ~~U1n11~~!.I"N ~1tl"'1n"'t11U'ntlU1 ,,'l!.ln'l1 ~'JJ 

L'nfll tutft!1~1un11atl~11f11l1U1f11l1n\~ L~U n11~n~'n1~\ntuhUtlUL'ntlfLU" ~1U~1'lLfi!.lll 
.. ~ • ~...... ,., .!II" ~ ..... 1'" ~.!II 'I .,.. ..I 

\Utln11,.n~"'1m'nlJ'l~'nrlU"1~1 LlJU"U ttI~m71UU'n1' Ufln1:iru::U "'::Luum1 ~~U1n'l1'n 

"'1111,mnU"'::"'1I (Inventoried) Hnu~u;tnfll\~ L'U m~Um1!.1u~n~il~~rlu~tluil'JJ1 .... . 

1l1~,j1~tJ1::L'nrl.1ut\''l.1~n''111f11'l111~~n11'JJtl~''ULtl~ Li1u~u 
.!r ...J .J .. .,:i.J.,.. "_!If ~ • 1" .. ,., ~ .J 

Uft::tt~Y11!.1 (~) n111J1n1rn'mn"fJ>1nUn>1'n1U"fJ~ u./ '''' Uf9~">1 fUU1n11"fJ'nlY#tJnU'n 

1uiKfN'W11"fJ>1r],f11uu1n11 (Information processing) ~tl n111\luln17Y1m::vh t~!.I"N,jtl 

'nm!.l~u'JJtl~tln~1~Lf1ftJtJln1' ufl::Lilun1,1\lu;m~ilfln1iru::b.i"'1111't1(u~tl~1~ L'U 

mni1tJ,::nwi!.l,j1~1 n111\luln11'JJtl~1iU1f111' ufl::n1,t\luln1,1\l1'i1tl1n~ t~!.In'l' 

1\lUfn1,u,::Ltl'nd tln~1~Lf1ftJuln'l""::Lf11tJilri'lUL~!.I'lftl~nun11fuuln11tl!h~'J1n 
Lll"'1::1ufIIf~u1n~'JJtllfuln1niu11uiu~~uLvh~u L'U n11'JJtluln1'LtI~ury=ilL'~u~hnnu 
'n1~fiU1f111' Lilu~u 

lu'JJru::~ Kotler (2003) lA'uti~tJ'::L1l'n'JJtl~n11tJln1'tltlmilu 5 tJ,::L1l'n t~!.IlfLnru.,r 
... ..1 ,., .. ..I.!11 ..I ,~,... .!II ~ .. , 

'JJtl~,::~u'nu"n"1~nU'JJtl~n11tJ'n11'nL1JUrt'lU~"'lItl~ "~U"fln1!tru::f'l'l111LlJUrtUf'l1tl!.l1~ 

"'lI\1'cUuuu (Pure good) ltJ~u5~n11tJ;n11tlth~"'lI\1'cUUUU (Pure service) \A'uri 
~ .. .J...... ~,. .. ~ .!' ..I ... 

(1) n'IJ"1'nJJf9n11CU~1,m1'm1)v '''tJffJJ'J"CUUUU (Pure tangible good) fIItl rtU,.1'n1l 
., .. .... ., II .,., " .. !... 1"" " .J" 
fln1iru::'n1~n'l!.l1l1"'L"'!.I~tl!.l1~~!.I'l ~1111't1"'U"tl~ ~~ Ufl:: ~lIm' ~u'm'L'JJ1111LmJ'l'JJtl~ 

L'U ~~ !.I1artu ~1tlLnfltl Lilu~u 
~ .. .J ... .. If.. ... .... 11.J.1 

(2) nU"1'n1U"tN ,II Uf9~:.Jn111J1n1"LuUn'lUu,.~ntJU (Tangible good with 

accompanying services) ~tl aU~1~~1111't1(u~tl~1A' ufl::ilm,uln1,Lf1111Lilu 

~butJ'::ntlutlth~utl!.l 1 Uln1~1tl1l1nn~1 L'U fIItlll~'lLlJltlf ~1tl,t1!.1U~ ~,rniln1,t\lu;m' 

~fl~"'1nn'l1'JJ1!.1ftU;;1\tJUfl'l tl1Yi Ulm"tllllht~ ~1tl"n"''''fl1,..n1,tf~1u Lrltl~"'"milu 
~ .!'..I. I ". I .. t ~ ... ..1 ....r.., ... ~ ., .. ~ _..I t ,..I.r ~ ". I ~ rtU,.1'nlJ,::ntlU ~lJ~'l!.IL'nfil U~fl!.l'n~flU"DUDtlU ~~UU ~U'Ulfllrt'lU ~ry'nttltlrtUf'l1lJ'::L1l'nU 
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L 'n~ t U tft~ LLft::L~ifl~( n,ntU"1 m 'h 'ill ~,)1SJ~1 A'CY'JItH n1ruln1,;1tl~ntltJ ttl ~')tlfitJftU~1 n4t: 
.: .. .: .r I::' tNSJLYiSJSJ1n'JIUL'n1UU 

(3) aU';1ifU1"ltJuti?ut1~nfJU'fJ.m11lj1n1"1utf"11ti?U'ri17 nu (Hybrid) ~tl m, 
, .J.I ~,., !:it.l' ..J 1'_ ~ .. ., 

"'ftSJ"'ft1U7:14,)1~tt')UlJ':ntltJ'nL'n11 nU'JI~ttU"1LLft:n1ru'n1' L'JIU T1Utl1"'1ntSJYiUn~1U 

1l1t11uf1ult4tJln1"n~1ttlYifllSJ1 ritJn1"1t1ftU~1 ~n~tl tl1"'1"tl~'n1~f1U,rUL~ 
(4) n1ru1n17Uftn~i1aU';1Uft~n1ru1n1,.,iJuti?ut1,.~nfJu,,(hJ (Major service with 

accompanying minor goods and services) ~tl n1ruln1,;1ilft')utl~ntltJ"'imuun1ruln1' .. 
LLft:ilftu~1",1flmruln1'Luuft')utl':ntltJ7tl~ ",1flLUUft')uLft'hJlun1ruln1Nu1 L,jU n1' 

L~U'VI1~A'')tlft1t1n1ruu ",1tlm'L;1~nlutNLL"" ~~Luu~'n~tJln1't"tI"'in LLPiilft')utl,:ntltJ 

'JItl~ihJ~1Pi1~1 L'1IU tl1"'1' ~1tJ~~SJ ",1flQPltlft1ruUL~~~UULUUft')utl':ntltJ t"tlftU~1~(tJ 
IRtl~1A'L"'fhd~:L;1SJ1'11')tI';11~n1ruin11il~,)1SJftSJ\I,nrLLft:il~,)1SJft1SJ1'Cllun114'tJlRtl~ 

',t 
t~SJ1n!i~'JIU 

(5) n11U1n11fJti1oJun11oJ (Pure service) ~tl n171Jin1'L-Wtl~tlth~L;itl,) t"tI'Wil 

.. 
Utln~1nU Kotler (2003) ~~L~LftUtlijfin1'LLti~tl':LIl'VI'JItl~n171Jin1'~n"'ft1n"'ft1t1 

pJLLtJ1J(;I1SJLnrumltl1SJ11fl.um'LLti~tl1:LIl'VI L'1Iu 
, ... ,; ..J -- .1 ,..;., It" , 

(1) UU.J"1U1~~U"Uj1U"?1umtJ?'fJ.J'fN1J""ft Uft~fJun1nJ'lt1fNUfJ L"LLn 

Equipment-based service "'1flm71Jlm~il~u31U~,)1SJLritl');tl~'JItl~1.l~~ft~1 LLPiilm'11;{ 

~tln,ruL~1tl~ijtlPi1~11un1'1~1Jlm'1Luu"'in L'1IU 1Jln1,t\'1~'CltlUI'lt1P1tuSJ~ "'1tlL~~~ 
• '~"tI" . ... ~" .. 
~1"'U1t1¥'iU"'1 ':LIl'VI"'tltl"L"'ffiCY LLft: People-based servIce ""tln171J'm1'n(;ltl~).J 

ft')utI':ntl1J'JItl~l.l~~ft 1 un1,1~1Jlm'Luwin L'1IU 1Jlm'L';"n1:~n "'1tl1Jln1,f1J';1ucy; 

~1nLLN~1U~U LUUIRU 

(2) uti.J"1U"?1u4j1,iJu~onA'1A'fJ.JU1t111nD';?fJUi?u 1un1~U'Jun111uU1n11 
(Client's presence) ~~LLPi':~1J~~tl~L;11,)SJSJ1n L'1IU m'L;1f1Jn1'1~11*ir;) hJ"uCi-3mrulm'1~ 
iJnlhhi~tl-3tl~hSJlun':1J')um'1~1Jln1' (Client's do not presence) L'1IU 1Jln11'11tl).J'1tl 

• --, ,--. ,!II../" 
(3) UU>3"1UIt?1U"fJ>3n11 ,un11 ,UU1n11 (Needs) LlJUm'1J'1m'LYitlf'l'l1).J(;Itl-3m'1 

ft'lUl.l"'~ft (Personal need) ~-3~:Luuim~ru:'JItl-3n1'1~1Jlm'ft')ul.l"'~ft (Personal services) 

",1flmrulm'L~tl~,)1).J~tl.m11'V11~~1u~,n~ (Business need) lupJLLtJ1J'JItl-3mrulm~~-3~ 

~'n~ t"ULllYi1: (Business services) 
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(4) Uti.J"1JJ?"qt11~tf.J,r (Objectives) 'f}~n171\\'1Jln17 ~f} Luun1ruln17L~f}~tU)1'7 

(Profit service) \41ttLL1J1J~'W'Wr~~tuh'7 (Non-profit service) 

(5) uti.J"1JJe]"1'f)lJ"1fNftnf"~1JJ,iJU';1~f).J (Ownership) tl'l!JLLtI~LOU mrulm~ 
LUUL;1,~iII!J1l1f11Lf}mlU (Private) \41tt'~"1117CU: (Public) LUU/A'u 

tltI 
~ ~. 1! ~::. ~ • .!'I"'.J ~ 

n17LL ~ 7::LIlfl'~n1nJ7n11Y1nt"'U"1'11~"UfI~\4JJI'IU nf}LlJULYi!J~l1'lU\4u~'~n:l' 

LLtI~tl7::LIlfln1nJln1~i1f}~\4ft1n\4ft1!JttlLL1J1JL'h,ru iII!Jn1m!J1!J1JJ(I'ILLtI~tl7:LIlfl'f}~n1' 
1Jln1~~'l!Jl"unn1"'ft11'1~7n"'1Jln17"1JJ1'n,l1'tltl7::~n.n-n\\'Lnl'ltl7::t!J'!IU1U~1U,j1~1 

'LA' L'liU n11'l1~LL~unft~fllfl1~n1",ft11'1LLft:m~f}t\1'm'lJIft11'1 1'lJJ'Ltln~t\1JJ1'ml1f11'l1JJf 
1! 'I -I... ... • tI "tltI ... l.ll'l·....... ... .. ... fII'l1JJL"D1 L~Ln!J'lnumru1n11LL"ft: 1:LIlYl L ru "D L\4L'1nun11ruILLft:Yi'l"n11JJ,tN 

~ultnfll~i1f11'l1JJLLlJln,j1~riu L~f}1\\'t\1JJ1'n,j1Lilu~1ii~ulm11A'IJINri1JfII'l1JJ~f}~m"fl~ 
~UMfIIJJ1n~t11'1 IJIftf}I'I",ut\1JJ1'nt\fl~fII'l1JJ~~Yifll ... LLft:n1nuf1u~CUIl1Yi'~n1ruln1' 
l\\'LLri~ultnfll'~ i~d Unn11IJ1ft11'1n~1Li1u~f}~~"'11CU1LfltlnztlLL1J1Jn1""I'ILLti-1t11:LIlYl~1ii ... 

... -I ...... ... 1" -I ~ tI ~ n ... 
U1n11Y1L\4JJ1:t\JJn1J~7n~U1n1"f}~IJIULf}~ YlJJ1nYlt11'1 LYitl 1: L!J'!IU un1""I'Im1LLft:'l1~LL~U 

nft~fI~1~n1'lJIft11'1,jf}'LtI 

lUth,rutTI'I1t1 ~:nfl1'ln~LLU'l~I'IL~!J'lriu~CUIl1Yimruln11 ~~UULOUU~(!J~i1 

fII'l1JJ~1~cy~~~unm'~n111LLft:~t11:ntlum1A'1u~1ii~ulm""1Li1u~f}~~n111Yi1f11'l1JJL;11~ 
'I .. ... .J..l' ~ .. 'I ~ ....J... ...... --.1 
LYlft:Lf}!Jl'ln,,'lU LUf}~~1nn11L'1 Llliln~LLU'lflll'lLn!J'lnu~,nllilu,n1'. tl-1f11lJ1:ntlU'tl-1"CUIl1Yi 

mrulm1. ulIiI4'!J~Yi11\\'~ultnfllLiil'lm1ftJi~CUIl1Vin1ruln11 LLft:ilfin1rll'l~CUIl1Yim1 
ulm1~ wJUU1,rU !if}JJt4~ ~ft,jtl fII'l1JJ~1 L~'f}~ m1,j1 L ilu~1iilliluln1"rU11t1 ~'l!Jtl!i1-1 

... .J II.!II .. 
YlftnLft!J-1 ~ LI'I 

.. 
1970 LOU~WJ1 LLft:UULL,jUWJ1I1i1Un-1UIIiI,U-U ni1unil'!l1m~1u'luJJ1n1fi'Yi1n11~n111il4'!Jlu 

th:LI~u"~nfi1'l t"'m~tl~1 ~CUIl1Vimrulm1,ru ~tl~'lLLtl1~1~CY~IIiI:iul'iul\\'1l1"~'liillil 
... ... ~.. .. tl • • 1~ .J ... ... U1m1LIJIU LlJlm'lYlU1 LLft: 1:t\UfII'l1JJt\1L14iI '" LUYI~l'I (Gronroos. 2000) mrurn114i1l'1n1'l 

~CUIl1Yin1ruln1:;~uuLUUa~ft1~cy,jtln1rYi1n1'lJIft11'1uln11Ltttl~~1nn1'l~-1JJtluuln1'l~ 

t\1JJ17nlJltlUt\Uf}~fII'l1JJ/A'f}~n1' \41tll\\'uln111MLiiUfII'l1JJ"I1l'1'Wr~,tl~~ultnflltl!i1~t\~1Lt\JJtl 

,ru IIiI:Loua~~1~CY~IIiI:'Ii'l!Jl\\'~1nlliluln1"rU1 i1f11'l1JJLLlJln,j1-1LLft:tl'll'lL,jUJJ1nn~1~'liillil 
uln1"tl-1~LL'!i~Tl!J~U1 LLft:!i-1~-1~ft;ilJitlmrurn114'l'Im~1iillil1Jln1'l1~nfi''l!J Utlnllil1nn 
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~tuIl1'nmnjln1rl1;iti-3'11'ltJ~fl-3"''l1'''L~tlJut~LLfi~uitn",,jtltl-3,.rn1~\luin11 t1ud:luiJ"'(tJ 

~1~C\I,jtl"''l1'''~1L;''1Itl-3fl1n4tuin1rl1ilcrn~cu::(u~tl-3tIKtJ1nLi:lutl!h-3'''1n Plfltll'l4tUti-3'11'ltJ 

n1::~UL~Lnl'ln11tJtln,jtlnU~~1-3~"''''fl (Word of mouth) LUU~U'ln,jtlfl1n4t tl'lmll'n1::tl!.i1-3 

~-3"'1nClnA'1 tuiJ ... ,tru,jtl tuti-3tln,rh LUtlU1",,,tiKd1Utl!.i1-3;i (Rust et al.. 1996) .. 
Kotler (2003) nft1'l~.1 IQtuIl1'n ~tl ~fl1'l"'';-3\4'''I'I'Itl-3~cucrn~cu::'Itl-3~uA'1\41t1uin11 

~~1"'11tlPltlU~Utl-3 "''l1",A'tl-3n11 Ufl::~rN"''l1'''~-3'ntl L4t L\luri~uitn", tlK tl'ltJLufl704tuin11 

U1-3U1::LIl'VI ~uitn",ntl1",b.l~1"'11tl.rl'l~U~tuIl1'n'ltl-3mruin11tIKLfltJ LU7~14t::tIKLf1ftJ 

uin1nl'u1 I1tJu1t1tJufl'lnPl1", Liltl-34t1nmruln11u,jfl::U1::LIl'VI,j1~nil"''l1'''\4fl1n\4fl1tJ Yi1L\l 

~uitn"'iliJ4t(tJtun1ru1::LnU~tuIl:Yimrulm1'h~nuLulK'ltJ ul*i'Cl'ltJun;1ufl'l~uitn",,jn4t:: 

U1::LijU~tuIl1Yi1ltl~~uA'1Ufl::uin11'h~1 ~'ltJ 3 iSfim1 (Darby & Karni. 1973. as cited in 

Parasuraman et al.. 1985; Nelson.1974. as cited in van Riel. Lemmink. & Ouwersloot. 
... 

2001) fIItl 

_I - - ~ ~ ... - .I., (1) n1TlJ1~WU"CUIl1ff'1n"ClJfUJlJ"TJfNnU"1U1f1lJ1'n1m"fNn11 (Search 

-J .. .. ... -' _ 1 .. ..J.. -~ _ • 1 - 'I .. .-
qualities) L'1IU 1tltJUPI U1U \41tlLfll1tl~lJ1::I'IU 'VIC;fU1 U'I "'tl14tlJ1::L)JU"JtuIl1Yi LI'I4t1n~CU~"'UPI 

n1tJUtln b.l~14t::Li:lu ~lu pJUUU ""'1 \41t1f11'l1"'L\4"'1::~'" ~~n1ru1::Liju~Nn1Yi1ltl~~uA1 
\41t1ulm1lufln~cu::d ~ultnfll'"l::~1"'11tl",tl~\41"JCU~)JtmL~U'Dtl~~U~1~lJIULtl~~tl~n11L" 
i~u~ritlU\4U1n11.rI'l~UL4t;tl 

(2) n1nJ,.~UjU"ClJI'I1ff'1mJ"~fflJn1,.nm'lA'flJ (Experience qualities) L"liU n11L-i 

..." .. ... -I ... ., ., " .. "" •. I • -: 
U1n1111Utl1\411 \41tlt11tJn11tJU 'VI)Jfln~CU::fII'l1)J4tUlJItl~ Ll'lfl"'UtltJfl~n'l1lJ1::LIl'VIU1m\4fl1U 

~ultnfll,jn'"l::u1::LijU"JNn1YiL"n,jtluJtlL"L-i1Luilu1::t1um1nr4t1nn11L-iuln1nrU1 Ufl'l 

~ .. _I ... ~ .J ".... ... .....J "tV... " 
LlJlltJtl1'"1)Jn17lJ1::L)JU'VI~'DCU::'VIL'D11tJU1m1 Ufl::\4fl~4t1n'VIL'D1ruu1n11Ufl'l 

(3) n1nJ,.~UjU"ClJI'I1ff;?tJl'l?1UU1,ifJnfJ (Credence qualities) ~~LtJun1ru1::Liju 
~ ~ ... _ ..J .. _~_ ... _I - 'I" ..J ,,, ~ _I -

~ tuIl1'n'Dtl~aU"1\41tlU1n11'V1 C;fU1 U' I "'", n'VI1 m7lJ 1::L)JU LlJlltJ1 n'VI~ 1'1 LUJ'l14t::LlJUn17lJ1::L)JU .. 
"JNn1Yi\4fl~n11L~uA1 \41tluln1NU1 Ufl'ln1Jl1)J L"liU mnJ1::Lijun11L;J1L-iuln11'!itl)J 

1tltJU~ \41tlfn~ t1f11 LtJU~U LLfl::tlJlltJun;1Ufl'l ~ultnPlri,jn'"l::tl1~mJ1::t11.Jn11ru1Un11L;J1fl.J 

l.Jlm1 \41tlL-i1::~l.JfII'l1)J\hL~tltltl'Dtl~~~1.J1m1LUn11u1::LijU'lNn1Yin11tJlmnrU1 
Liltl~4t1nn11tJln1ru1::LIl'VId4t::ilfln~cu::~b.lt11)J11tl4'1.J~tl~1~ ~l.Jltnfll~~,jnfufcl~fII'l1)JL~tJ~ 
'I .. 'I." _..J ... ~ 'I ~ ~ .. ... 'I" - _ 1 -' 
LUn11L1I1 L'!I1.J1n11'V1~~)J1nn'l1n11P1l'1aU L4t'!ltlaU"'1\41tl L'!IU1n17lJ1::LIl'VItlU1 (Kotler. 2003) .. .. 

,;~il n1ru1::LijU"JtuIl1Yi"'ltJ"JCUfln~cu:: (Attribute) 'Dtl~~uA'1LLfl::l.Jlm1 ~l.Jltnfll'"l:: 
• _I - 'I ~...J ..J _ 1 - ~ .1 .. ... 'I. 

t11)J11tl'VI1 m7lJ1::L)JU L"'~1tJ'VI~ 1'1 'DCU::'VI n17lJ1::L)JU LIl'ItJlJ1::t11.J n1 1CU4t::)J fII'l1)J U1 n L Un11 

... .:..r ... " . ..I.. 0 ... 't" 
1..i1::L)JU"JtuIl1Yi L Yi)J)J1n'DU Ufl::mru1::L)JU"JNn1Yi IJII'l tJ fII'l1)JU1 L '!Itl tltl 4t::VI1n11U1::L)JU LIJII 



fJ1n~'1" tlf.h~\,n"1'" n1nJ,~Liju~NIl1"lu~'lu'tl~n1njln1'~'lul"'cULLt\''l ,rmuun1' 

tI~Liju~1ntl~~un1,nr LLfl~fII'l1"'U1L;tliltlLUU"'fln ';11\\'n1nJ,~Liju~NIl1'Ym1ruln1' 
Lilu\tI~fJ1nntl1n1nJ~Liju~NIl1"'!~ftu;h ~,rn"'~~1"'1'Cltl,~LijU\"''''1n~Nfln~cu:: 

~ ~ 

1l1fJUtln'~ftUft1UU1 (Zeithaml, 1981, as cited in Parasuraman et aI., 1985) ~UU 
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ftl~ntlun1'11'ii~uln1,;1'W~1"'1'Cl(u.l~\~,ru fII'l'Lfltlnlfnfl~'VIfi'VI1~n1'"fl1''L~tlL~''' 
fII'l1".,rul~lun1,lfu'tn1' LLfl~fl"n11fuffll'l1).1LafJ~ (Perceived risk) 1\\'LLriful'L1lflll\\').I1n 

~'1"L'Yh~~~LUU\tM ;~tl1~~~LUU~'lfJn1'1\\';tl\!fl~LuutI~t!J'~ULLfl~L;;fJ~"tllun1,,,,,,ftul~ 
... ... _~ L'" ", f.1 ,-I ... " ".1'"1 

m"n~1l1"fln~,utl~rln1'll~~~'VItlU~1U'VI1~tl~rllJ'~ntlUIJI1~1 'VI~1).11'Cl"'UlJltl~ LP'I LU 

n,~u'lum,1\\'uln1' ,..1tln1,futl,~nU~NIl1" LUUPlU (Rust et aI., 1996) 

LLU'l~"Lr!fJ'lnU~NIl1"n1ruln1,,ru,rntJn).ltl~"'1nUl1,,,unij'D1n1,.K~"'fl1t1tl1 LUU 

... II • -I...l"I -I II." ..!!_ ... 1 ~ ~ 
,..u~ LULL'U'lfll"'VI).I fII'l1).1LlJUU1).1fi''''' LLfl~t11nWit~ L"'fII'l1).1"').I1t1""tl~T1~).I1 1J11'l" "1 '!'U)J1'D 

1'''fln~N~'tl~~NIl1''n1ruln1'\lItl!h~{''L''''U)J1n~'1''LLu'l~",..ii~ ~~ Hoffman LLfl~ 
, ,~ ,.l II ... 1 .!' - -1 .. -1 II • .. • 

Bateson (2006) nfl1'l'l1 L"fJrt'lU L"'.WLLrt'l 'lfim1'Vl"'VI'1" LUm1tlfiU1t1Cl~LL'U'lrt"'IItl~'lNll'vt 
.. , 

mrulm,uu ,rn ... ~LhJPlU~'lfJn1'LLti~LLtlnfll'l1).1LLlJlnlJi1~'~tl1~n11'5'''~NIl1vtn1ruln1' 

(Service quality) LLfl~n1rl"~~UfII'l1)J~~vttll"''IItl~C3n;h (Customer satisfaction) ~~ 
f L 'fJ'l'D1tU~'lU).I' m ':;'Utl1 fII'l1).1~~"tll"''IItl~C3 n A1,r'ULUUfII'l1).1 i~ n1~t1~iu (Short-term) ,..1tl 

il ~-I·~1..J ....... . 1 -I 
L 'UfII'l1).1,,,,n'VILnl'l'll'U U'1I'l~~t1~L'lfl'tl'U"'1nl'l LLfl~Lll"1~L"'1~"'~ (Specific) U'IIN~'VI~NIl1vt 

• ..... .-1 , , ... ~ II -I, .!"I 
mru,m, fIItl 'VI1'i'UfIIIJI'VIflltltl1 ntllJl'l'll'U L'U'~t1~L'lfl''VItI''l'U1Un'l1 (Long-term) LlJ'Um, 

tI,~Lij'U~fl tl'ltl1'l).l ,..1tlLiluil'i'Urt;ltl'ltl1'l).l (Overall attitude) ~iitJitln1ruln1"r'ULtl~ tl!i1.:J'hti .. .. 
IJI,).I LL 'U'l ~ I'Ii~~tl~ LL 'U'l ~ I'Itt ,rn ... ~iin11iuftl'Unu 1 'ULL~'IItl~ rt'l 1).1"').1 1 tI LLfl~n1,;j fII'l1).1 

~ , .: 1 tI· -I -I -I Ittl... - .~ - " -~ - -I ... 
L"tILllvt1~tltl1~t1~ 'U '~L"U'tl~~fl'VILntl'lL'Utl~ L t1.:Jvt~IJInl1).1n1ru, Lllrt'lltl.:J~U'Lllrt'VItl~fII~ 

'1111'1 fII'l1).1{ "L"''ULLU'Utl'U tl'ltlU1~m;).I L~tltl1 fII'l1).1~.:Jvttll"''IItl~C3n ,J\1~~u,1t1~ m,fuf~NIl1" 
• -I ' •• "tIl ... " .. -I, ..... 

mnJ,n1' 'N~'VIu1~nq".m"'UL 'U'VI1~IJINn'U'II1).1 fIItl L'Dtl'l1~N1l1"n1ru'n1""~U1).11'~ .. 
rt'l1).1~~vttll"''IItl~C3nA1 ilni~!i~iifll'l1).1L':;utPlLL!i'~n'U"''ltl~1 ,~,..tl1~fII'l1).1~~vttll ... LLfl~ 

fIlNll1vtmrulm, a~1l'l~"'~~1)J1'Cl~~~'VIfi"fl~1~tUtJitl,,~;lnl1).1n1'L;r11fuln'1'Dtl~qul'L1l" 
lUtl'U1f111J11~).I'nntl1n'U (Hoffman & Bateson, 2006) 

... •• -I.. il "tI".!' • ....3 ..." ~" " ~... . -I -I , 
'D~fII1tlfiU1t1'V1).1f11'l1).1L U L LP'lLL'U'lflll'l"''U~\'t1,..ru'lltl LIJILLtI.:J'Unl"ltl LLU'lI"l"'VIL'Dtl'l11"1'l').I 

.. t -I. ~ .!' il ~ -I..J ...... 'I."" -~- .. .. ... " 
vt~vttl "''VILnl'l'llU'tl~C3nrl1'''~L 'Urt~'Yl'1I'lfJ~fln I'IU L"'~U' Lli rt).ln11'V1U'VI'l'UCl~m,rul~NIl1vt 

- ~ -I ... " ." -~_ ' ~." - 1 -I -I mnJ,m1'D'U L'Utl~"'1nn1,rul~N1l1"n1ru'm1'Dtl.:J~u, LllfIIlJltl~ L,..u,n1n1t1 ""t1,..'U~'VI 
" _~ _ ,,_! "... _ ::. _ ~ .r ... " .~ _ ... 
~U'Lllfil UJLflltIL'II1ruu,mNu "'~Ln"'II'Uuu"'Ul1'U'IItl~"''l1).1f111''''''l~'IItl~~U'LlI'''Ltl~ 'D~"''l1).1 

rt1""'1'~dLtl~ ~",~u11t1~n1nJ,~Lij'U,..1tlfi"'1'N1n'~U'lum'm'L;r1fuu1mrllLii"~'U LLfl~"'~ 
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PI _r.. 'f ...J ... It k"I "~..I,, .. ~ _... .. LlJUn1mUfI'lUn1ITlJ '2CU1l1"r'in1ru1n1mI'l1"'''''l~ L'J LUPltlUPlU ttI~UJtle.i1J1uII'I)Jn1"'1lI!11N1 

flUfI'lUUft'l ntl11l1!1lI!:L;;"'1'I'l1)J;i"'L~Ut"rut"~u,..1tt;,,,u~~n1Jn1nuifllCUll1"r'in1rulmrll 
1'11",,..t)~Hritlu,,,U1 tlU~:U1'tl'''r'iq;;n11)Jn11Lf1ru1Jln111utlu1I'1Pl~tl~~1Jltnl'llu~t1''' 
(Hoffman & Bateson, 2006) 

lu~cu...~ Iacobucci (1996, as cited In Robinson, 1998) 'I.Lft~tl~11~m~n~~fttl~ 
UU'l;i", ~tl UU'l;i"'L~fJ'lnUI'I'l1)Jn~"r'itll~ Ufl:fIlN1l1"r'in1ruln111'1'l1J~nultl t"'!JL1tJn1'l)JnU~1 .. 
mru1:Ulu~tl~~1Jltnl'l (Consumer evaluation) lK~uu Ql\\'1Jln1~~~tl~"r'ifJ1fJ1)Jftf1~ 

tl ~ ,~ 1 1 11 r... .. " .. ~ - t ~ .!" ~ , ..I .!' 
1:ftUm1NflU1"r'i~"r'itl Ill! Un11L"D17lJ1J1n1ntl~e.iU1u 11'1 ,.. LVltlfJ1~ft)J1Lft)JtlUfl:PltlLUtl~ Vl/Ul 

1 1.J .......... 1 ... 1 ' .J1" .. , Ittl.J m1Ltl1 Ill! riUfl:"r'iCl"r'iClU u'rln111fJfl:LtlfJ'" UUPlfl:n1:U'lUmlVl ,..1J1n11 Ufl:~~ L Ylm1 

ftl1~1:lKul'I'l1)Jn~"r'itlllll!1'l)J'tlii~n11ftJflufIlN1l1"r'in1ruln111~)J1n~t1"'L'Vh~IlI!::Li]u1tl11. 
It.!' ,~ _..I 

Zelthaml, Berry Ufl: Parasuraman (1990) LVlnfl1'lCl~UU'lI'l"'L1tl~fIlN1l1"r'i~tl~m1 

u1m1H~1 ~u1tnl'lijuu'l tU)J~'Il:tl1:UlUfIlN1l1"r'in1ru1n11'~tl1nn~1f1lN1l1"r'i~tl-3~u;h 
1K~,ru iJllI!4'fJ~~ultnI'l1.nun1ru1:UlufIlN1l1"r'i~tl-3n1ruln1~-3ijfll'l1)Jfti1JoJuoitluU1nurim1 
';11'1'l1)JL;111ll!~1,..ruunn11Plfl1"'1l11'1~1;;llI!u1n111tlll'ltl Liltl-3~1n~1Jltnl'l~n'Wtl1:Ulu 

fIlN1l1"r'im1uln11Lll"r'i1:1lI!1n~fli"r'ifiYl1ll"'1nn11L;1ruuln11L'Vi1,ru ufi~ultnfll~n~:vhm1 
tl1:Ulu'rlnn1:1J'lum11un1ruln1,.,rU1 "'U)J1ii-3,ruPltlun11~-3)Jtl1Jn1ru1mriuqfl111tl ~-3 
~-3~fll\liJllI!4'tllun1ru1:UlufIlN1l1"r'imru1n1,.,ru;utl~nu"'l~ultnfllufifl:fllu~L;1ruu1011 .. 
Ltl~ ~~uu Ql\lu1n1~~~tl~~1il~ii~'rln1 iJllI!4'tllum1tl1:UlufIlNfnYm11u1m1'!ltl~~u1tnfll 

Li]U~1~CY 

t"tltln;; n1nuifllN1l1"r'i~tl~mru1n11n~nCJnu11tlLmtluLYltl1JnuL1tl-3'Dtl-3l1~UI'I;; 
t"'tl1'l)J (Overall attitude) 'Dtl~~ultnfll Ufl:~nlll!:CJn~fII'l1)J~1LUU~-3L;;tl'lnUL~)Jtl (Bitner, 

1990; Parasuraman et aI., 1988; Zeithaml, 1988) ~~~1~1nflfl\'l1)J'Dtl-3,ih~1l1P1UfII;;n~tl 

UU'l t~~tl~~ultn I'I~~ L;;"'1lI!1nn11L1fJuflum1PltlU~Utl~ ~tl~~ ~1~11 Ufl1-3~~U'tlu,..1tl 'W~U 
'tluluin~N:~~I'I-3~Ufl:~~1Lft)Jtl (Allport, 1935, as cited in Assael, 2004) 1K~,ru ~~tl11l1! 
nft1'l1~~1 m1ruffllN1l1Vi (Perceived quality) niitlLuuztluuu",ii-3'Dtl-3l1P1UfI\;;L"lluriu LVi11: 

m1ruffllN1l1ViL;;";u"'1nn1ru1:LijufIlN1l1Vi'Dtl~~u;(1,,,1tluln11t(;ltl1'l)J'Dtl~~u1tnfi'lLtl~ 
., " ~... .J"., ... ~ I 1 ... -I... . .. I 

ufl:m1rulfllN1l1ViUU'Il:)JfII'l1)JLntl'l'Dtl~num1p!"'riufIlNfi'l1 U1:"'UYl)JP!tlfl\'l1)JL"'Utlm1'Dtl~ .. 
~u;ht"'tl1'l)J (Holbrook & Cortman, 1985) ~tlm1ruffllCUll1Viluin~N:il "':~1)J11m;;'" 
.r It.!' .....1 " .. ~ _ ...... ~".J " 'DU LVl,..fl1tl1:"'U L Utl-31l1!1ne.i1J1 U I fII)Jn)J U U'l L U)JYl"l:utln Utl:I'I'l1)J UP! n P!1~1:"''l1-3 r'Jrutl1Vi'Dtl~ 

m1ijtlni)JliufiriuQl\luln11 fIlN1l1Vi'Dtl-3mrulmmin ufl:fIlN1l1Vitfltl1'l)J'Dtl~tl~ffn1111 
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~ ,-
'Dtu::fI Parasuraman LLft:l'ltu:: (1985) JJtW11 "lNll1ycn1ru1n11 (Service quality) 

".r -~ - .x . P.!!'" ., .. - ... t I'Itl TlrlUI'I"flLnt'l'DU"'1nn11L1J1tJtJLfI!JtJ1:l4'l1~1'I'l1JJI'I1t'1WN LU"lNll1ycn1ru1n11 LLft:n1171.J~ 

~'l~fu"'1nu1:~tJn11n! ... '~lun11Lf1futJ'm1 t"!Jim:7N:~1~CY'Dtl~"lNll1ycn1rulm~:i:I 
tl~ 3 U1:n11~tl (1) CJnA'1",:u1:LijU"lNll1YC'D~n1ruln11'l~!J1nnt)1n1ru1:LijU"lNll1YC'Dtl~ 

ftUA'1 (2). n11fuf"lNll1YC'Dtl~n1ruln11LiJueJflJJ1"'1nn11LtI1!JtJL;I!JtJl'I'l1JJI'I1"~1'~'Dtl~CJnA'1 

ntJn111t4tJln1~1~ LLft: (3) mru1:Liju"lNll1YC'Dtl~n1ruln11b.i'l~Lnt'l~u"'1neJftiYC{'Dtl~m1 
lt4tJlm1L,j1tiu ~1nLLfin1ru1:Liju"lNll1YCtiu"':Ln,,~uYJnfu"tlulun1:tJ'lun11n111t4tJln11 

.: ..1"'.1' -., .:.x ~ 
LLft:!J~n11LL'D~'DUfl1~"1Un11"ft1t'1tJ1mm'lI'l'l1~lULLNLYC~~1n'DU IJIfttl"",umm 

~tJltnl'lluiJ""uutiufi1~ni:ll'l'l1~fl'l'l1~L;11"'LrltJ'lntJm11;tJlm1fi1~1 ~1n~~~u !itl~~~~fl 
.. "... - - - i'J " ., .. .I " .:., 
L~unm1"fl1t'11l11'1~1n"'tJ1m~1L U"tl~~tl~~1LI'I1tl~~tlfl"':L'D1~1"11'l""lNll1YCLLfl:I'I'l1~ 

LL"nfi1~'Dtl~tJln111'l~'luil~n11~fNI'I'l1~t"t'lL~ult4LLri~1n"'tJln11"11tl~"uLtl~ ~~Un'l1~LLeJU 
n11"fl1t'1~'lul~qjYCtJt)11utl~,(n~~tJltnl'li:ln11fufti~"lNll1ycmrulm1~~nt)1tl~,(n1~LL'!I~ 
"':~1JJ1rol'l1tltJl'I~~'lULLtl~fl1~m1"ft1t'1LLft:~ftU1:ntltJn1~~~nt)1'l~ (Buzzell & Gale, .. 
1987; Philips, Chang, & Buzzell, 1983, as cited in Iacobucci, 2001) Utln"'1nU m1fui 

"lNll1Vfn1ruln11n!i~"Ii'l!JL~1~1l1Vfin~n!LLfl:~tlL~!J~'Dtl~tl~,(n11u~~~tJltnl'l'lMln~'l!J 
..I ., ., .I'l " ,.. '. I -.,,, .I ..J ".\' -L1JULt'ltJ'lntJ Kotler (2003) 'VI "nfl1'lCl~tl~I'I1J1:ntltJ~1r1CYYl1~"1Um1"fl1"fI"':'1I'l!J LlIImm1 

m1"fl1"~1n"'tJln1ru1:~tJrI'l1~t11L""'l~ ~~"'1Li'Julitl~U1:ntltJ'lu"''l!Jtl~RU1:ntltJ~t11~CY .. .. 
~~ftU 3 tJ1:m1 'l~LLri n11~11~rI'l1~LL"nph~lun11LL'!i~;u (Competitive differentiation) 

fII'l1~~1~11Cllun11~fllJl (Productivity) LLfl:"ltull1Vf'Dtl~mrulm1 (Service quality) L"!J~ 

,rnm1"fl1 "tJln111'1'lni1f11'l1~ L;11", Li'JUtl!i1~~~il~a~~~tJltn l'I~tl~~1~1tll-D1un11~ "ftULLfl: 

.1 - -., .I ""... " 1J1:~U"NIl1Vfn1ru1n11 LVftlYl~:~1~11CllJltltJ~Utl~fII'l1~lJItl~m1 LLfl::~11~jIi\'l1~Vf~'Yitl L'" 

1\lLLri~tJltnl'l'l~~1n~f!" (Gronroos, 2000) 

~~nt)1tiu !i~i:leJflm1~m:71il4'!Jiin~fl1!J~U~1::1Jt)1 m1fui"tuIl1Vf'Dtl~m1tJln1~;i 
- .,,, -.l~,,, .I., "-'l'l" 

"':U1~1'~"UYJun11eJfl"fI"1m1 LU'Dtu::flnfltJ~1~11Cl~11~~flm 1 ,,~~ (Crosby, 1979, 
. ~ • ... ..I... I cr. • .. 

1984; Garvin, 1983) Utln~1nU m1U1L~Utl"tuIl1'Yi'Dtl~mru1mm"m1 n!Jtl~U1~1'~ .. .. 
jIi\'l1~t11L""L~iltl~LL'!i~;UYl1~~1n~ (Zeithaml et aL , 1990) ~~!i~Li'JU~'l;j1'''LLU'l Lu~m1Ln" .. 
'Yi'l;ln1~m1Lf11;tJlm1'!i1'Dtl~~tJltnfll (Iacobucci, 2001) LLfl::!i~"Ii'l!J~11~fII'l1~~"t;hl\lLLri 

(jnA'1'l~!J1'lU1WJ1n~unt)1un;l "Ii'l!JL~~~flrh'l11un1ru1:ntltJm1 LLfl:"Ii'l!Jl\ln1rum1N1u 

'Dtl~tl~rln1LiJu'lu'l~tl!i1~i:lU1::ftflfiIl1'Yi~1n~~~u (Lovelock & Wright, 2002) L"!JL1l'Yi1:tl!i1~ 
~~ lu~1n"'tJln1~i:I~u1:ntltJmNtl!J11!J LLfinitJi:lmru1L~utlzULLtJtJm11\ltJln1~ 
lni\'L;itJ~nu L"liU ~1n"'fiU1r111 n11~11~m1fttflUfltull1Vf'Dtl~mrulm11u~1n"'~:Li'Jua~~i:I 
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fII'l1~d1~ty'~t!"lun1~fl~fII'l1~u"n,j1~114m~tn"'1.J1n1t11tN"uLfl~ ~~fII'l1~u"n,j1~dLtN 
~"'~11t1~mt1l!J1!J~'lUuti~"1~mt"fl1" (Market share) ufl:6~LtJU~~~«'fNfII'l1~U"n'h~ 

" t:l4~1~fII'l1~d1L~l41flfll'l1~t\'~Ll4fl'l"1~tK1un1tL~u'fl~1itn"'1.J1n1Nu, lMintK'l!J (Hoffman 

& Bateson. 2006) l41fl~ Parasuraman Ufl:fIIN: (1991) t:1JH1U~1u~"'!J~1 n1~~~fl1.Jn1t 
....1... 'I....... ~ - .I"'tI 2'" 'I. L ~ 'I 

1.Jtm",~ ~N1l1"'~ L U1t1n ... 1l1 f111.J1n11 LlJU'lfim",~ t:""fiIl1"'~t!" L Un1 ~Tl~ fII'l1~~U L '" 

114uri~1.J1tnfll~1 ~~~'Jnu1L«,uflflflnlt1"'1nfl~,rnniuLtJu~~~ijfll'l1~LtJuLflnflnttN1""L,ju 
I ....1... ~ ~., ,....1.1 'I.... 

LLfl:LL"n"1~"'1nmru1m",~fII'l1~fllrt1!JfIIfl~nU"'1nfl~flln1flU' "'1"~N1l1" Lumn.J1m1 

(Rust & Oliver. 1994) 

" Ut1n"l1 nil ~N1l1"m1tJlm16~( "LUUfl~ ",tJ1~nfltJ~1 ~ty~~q" 1 un11ftJf'!Jfl~~tJltn 1'1 

~"!JLll"1:flth~~~lu1i1n"ltJln1~ij~'lutJ1:nfl1.J'fl~mn.Jlm1L;:;tJ~flfJ1~L;ltJ'l (Pure service) 

~"!J~ijiU~1 Lf1~1 L~!J'lffl~ ~N1l1"'fl~mn.J1n11"t:nfl1tJ LtJUfl~ rftlt:nfltJl4fl n lum1 

tJ1:Liju~N1l1"n1ruln1n!u, 'fl~~1.Jltnflllu'N:~l41nLtJU1i1n"'1.Jlm~'Jnu1L~Uflfll'ltJ~ 
lt1ntJiu~1~(1.J;rfl~1tK ~NIl1"mn.Jln1,n"':LtJU~'lutI':nfl1.J~1~ty~"II'ltJn1l4U"':lKtJfII'l111 
~~"fll""fl~~tJ1tnfllltK (Zeithaml & Bitner. 2003) L'lfuL;ltJ'lnU 

~ ." ~ I _r.. .r ... ::. J' '" tJ ... .I 
"'~fl1"'nfl1'l LVI'l1 mrru~"'JNIl1"'fl~n1n.J1mNU 'UflfJntJ 1:LIl"'fl~mn.J1n11Y1 

LL"nPi1~nultJ LLfl:n11ruf~NIl1"'fl~n1ruln11n6~ijfll'l1~i~,;utfPifl1:,rtJjIII'l1~nn;lPiflm1 

tJlmnfl~~1.Jltnfll~n~'ltJ ~"tJ ~"e.ifl~ ,,11J1.J~1 (2547) 1~yhm1~ntt1~(tJ~fl~fII'l1~i~,;utf 

1:l4~1~m1rui~NIl1"'fl~n1n.J1n11 LLfl:jIII'l1~nn~tJiflm1tJlm1 ~"tJLuun11~ntt1 

LU1!JtJLVltJtJm1rui~NIl1"'fl~~1.J1tnfll LLfl:fII'l1~nn;i'fl~~1.Jltnfll~ijPiflm1tJlm~LL"n~h~ 
nu 1'l~~~LUun1'~ntt1f11'l1~i~';utf'fl~m,ruf~NIl1"'fl~n1'1.Jln11LLfl:fII'l1)Jnn~~ijPifl 
mrulm~LL"nPi1~nu'fl~qtJltnflllu1i1n"ltJ1m14 tJ1:LIl,,1~LLri 1) 1i1n"l11ufl1l41n'h~.r 
~ ~ ., ... ... .I ... ., .I.,,,,, " • 1"'" ~ I I 

'.1 "LlJU"'l LL "U'fl~1i'n"'1.J1n11Y1)JflnttN:""'1.J"fl~ L" LLfl:nfl l4Ln l'I~fl L"tJ "N "lfl11~mtJ'fl~ 

1Jfllfilfl 2) 1i'n"'~1~~1miu~1 LtJUPl'lLL"U'fl~1i1n"'tJ1n1~ijflnttN:~(1.J;rfl~1~ LLfl:ij 

rifll~Ln"~fl ~"tJ"Nn1.J"i'YitJ"iu 3) 1i,n", tNIl1"tJu"f LUUPl'l LL"U'fl~1i,n"'1.J1n1~ijflnttcu:~ 
(tJ;rfl~'Wl~ LLfl~rifll~Lnl'l~fl~1u~,,1"l LLfl~ 4) 1i1n"lfiU11"l11 LUUPl'lLLYlu'tJfl~1i1n"ltJlm~ij 

flnttru~~(tJ;rfl~'Wl~ LLfl:rifl1~Lnl'l~fl~l'ItJ"NntJ"i'YitJ"iu'fl~e7L;r1f1.JtJlm1 ~~~flm11(tJ 
'It 

"tJ~1 1) m1ruf~N1l1"'fl~n1n.J1n1~ijflnttN~(1.J;rfl~111 LLfl~rifl1~Ln"'~fl ~"'tJ(;I1~ntJ 
"i'Yidftu'fl~~L;r1rutJln11ijfll'l1~LL"nPi1~flth~ijutJ~1~ty"1~~t1;jn1.J1i,n"'tJ1n1~ijflnttN~ 

~(tJ;rfl~ 'Wll1 LLfl~rifll14Ln" ~fl tK1U~" 1"1 LLfl~(tJ ;rfl~ 'W1A' LLfl~rifl1~Ln "~fl ~"tJ "NntJ"i'YitJ"iu 

2) fII'l1)Jnn;iPifln1n.J1n1nfl~q1.J1tnfll1u1i1n"ltJ1m~ijflnttN:~(tJ;rfl~l),jl~LLfl~rifll~Ln"~fl 

~1u~"1,,,ijfll'l1)JLL"nPi1~flu1~ijutJ~1~ty"1~~t1;jntJfII'l1)Jnn~'fl~1i1n"'tJ1n1~~1)J11~(tJ 
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~tw~LLft::ritll~Li1,,~fttlltJ"'~ritJh,m1tJ'Itw~""ft, ~1n"~"'tJ~tl~1A' uft::ijritll~Ln"r.lft 
t"tJ "NritJ'VIfyuliu Uft::~1n~~b.i~1)J11t1(tJ ~tl~ lA' Uft::ritl 1 ~ Ln" ~ft t"tJ "NritJ'VImtJ~u Uft:: 

3) mrl1.Jf"NIl1"'Itl~n1ru1m1ij"'l1)Ji)Jliu{L~~tJ'lnritJ"'l1)JJin~pjtln1ru1n11tlth~ij 

utJd1~~'VI1~~a~lu~n~1n~tJln11 

lUft1KtJtl"lt.l ~::1A'nft1'ln~tl~'(t.l1::ntltJ~tl~"NIl1"m1tJln11 .,ni]u~~~~tJltn" 
Lfltln;;"11N1Uft::.r"ftUtl1~1n .. tJln1ru1::LI1'V1Pi1~' ij"NIl1"lun11tJ1n1nJ1mltltJL;;tJ~'" 

• 't..!'. ., t ... ::. ... .r.,..I" .. ~_ .. 
... ::L"'ULPI'l1 n111tJ,"NIl1"'Dtl·m11tJ1m1Uu"'::Ln"'Dun"'tlL)Jtl~tJ1U'JfIILn"n11 

_I'!!" ,~ ..I ... 11.1' ..I... - _ 1 ~ - - ..111.1'''' 
L1J1tJtJL'VItJtJ1::"''l1~l1~'VI''1''''''l~ L'~LntJ'lntJmru1m1 Uft::u1::n'VIfiI11"'Dtl~n1ru1n1m LPlru 

... 1~ ",ffitl1 ... nfl1'l'llltl1 "NIl1"n1ru1n11 ~tln11'l"tl1n1ru1n1~ft~lt.l!i~~tJl1n"~1)J11t1 .. , 
"tltJ~Utl~"'l1)JfII1"Wl~'Itl~~tJ11n"pjtln1ru1n1Nu, lML;;tJ-31"UULtl-3 (Lewis & Boom, 

1983, as cited in Parasuraman et aI., 1985) Uft::t"tJtJn~ut\''l "NIl1"'Dtl-3n1ru1m~tJn 
rutL"tJ~tJ11nfll ... ::t.l1::ntltJlt.lA''ltJ 2 tl~,rtJ1::ntltJA''ltJriu (Gronroos, 2000; Parasuraman et 

aI., 1985; Payne, 1993)1A'uri 

1. fN,rt.11~nf}IJI1tJeJfl'l1fNn1ru1n11 (Technical or outcome quality) ",ffi "What" ~-3 
:"I .. _ I" - ..I ..I ..I ... ~ ..I.. -~ _ II"'" -::. LuUtl-3 fIIu1::ntlU "1UI'JNIl1" m1lJ1n1m LntJ'l L Utl-3 nUn-3'V1 ~tJ1 U' Jill L~1lJ"'1nm1u1mruu, 

tlth-3 u ,;-... 1-3 uft::Li]u.) IJl 'It.l1::~-3 ,r",i n'Dtl-3 qu1tn III' um1L ;1ruu1n11~ ... ::tJ ml1)J1 'fl um1 .. 
tJ1::Ulu"NIl1"'Dtl~mru1n1Nu, t"tJlJlN Uft:: 2. f}",rt.11~nf}IJ;1tJn1~IJ?tJn11'11f}.m11 

IJ1n11 (Functional or process-related quality) ",ffi "How" .~LUUtl-3,rtJ1::ntlU~qtJ11nfllij 

mmfI'JNIl1"n1ru1n1~1nn1::tJ'lUm~n1ru1n1niu, tJnft~)JtltJltJ!i~qtJ11nllltl1ij 
... !It, II ~ .. _ 1 ~.J ' ..... .. -~ _ ..1 .. _ I-..r. ... L'" .. 
ftmtCU::LuUtltJ1~ L1 "II~tl-3l11u1::ntlUU"'::n~r.lftlJltlm1rufDtl~~tJ1U'JIII'DCU::VI)Ju!Jn)J"uDnu~ .. 
'\lu1m1'U1::"'tl1~n11L;1rutJ1n17UU' .. 

tl~..rtJ1::ntltJ~~ 2 A'1U;1~~U pj1~riijfll'l1)J~1~cyr;itln1::U'lUmnJ1::UluI'JCUI11"m1 

u1m1'lltl-3QtJ11nfll Lrltl~"'1n'un1::tJ'lUm11lJ1m1 ~-3qu1tnfilUft::qL\lu1m1,rnijtJBi)Jliu{ .. , 
1::"'tl1~riUlJlfttl~n1::tJ'lUn11 ~~uu r.lfti"tiq~';-1!.JYll~"'1nn11tJ1n1'1 (Technical or outcome 

quality) ~~W1;tl~,rt.l1::ntltJLiltJ'l~~tJ1tnfll ... ::'flumnJ1::UluI'JCUI11"mru1n11t"tJ1'l)J .. 
(Total quality) ul'i~tJ1tnfll ... ::ijn1ru1::Ulun1::tJ'lUm1'Um1ft~)JtltJmru1mNu, )J1!i~ 

"'ULtl~Ii'ltJ (Functional or process-related quality) .~,rmi]un11tJ'1::Ulu"CUI11"~ijfll'l1)J 

LUUU1)Jfi1nJ (Subjective) )J1nntl1m'1tJ'1::Ulu"'1nr.lfti"tiq"';-1tJ~1~"'1nm1lJ1m1 t"tJ~n 
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a~'lntl!h~~~t.Jltn"'L~L;1Lt.lil~'lu~~lun1::t.J'lun1ruln1"ru «'luLLt\''lul'i~~~Yli''fll'itln11 
ftJfIl1"in~nr'ltl~tl~.fn1rll~t.Jln11 (Corporate image) ~~iu ~~il~'luft1~tylUn1~~ 
~Yli"fll'itln11ftJfflltu1l1"n1ruln11tl'l!JLuutl!h~~1n (~UeJU1l1"~ 2.1) 

Total quality 

Image (corporateJIocal) 

Technical quality 

~~1: Gronroos, C. (2000) . Service management and marketing: A customer 

relationship management approach. (2nd ed.). Chichester, UK: John Wiley & 

Sons, p. 65. 

'fn~mh'l't~rj1 n11t.11::UjU~tu1l1'Yi~!.I1'l~ (Total quality) 'ItN~t.Jltnfll~:an"'~1nn11 

~~11ru1~~ 2 'fl~l"lt.l1::n'flt.J ~'fl ~1ma~i'YifiYl't~ (What) ufl::i)fin1,.y1't~ft.J~1 (How) tiUL'fl~ t",!.1 

~~~'fl~'fl~l"lt.l1::n'flt.Jtt~::~~~fl~'fln11ftJfIl1'Yiin~nrtN.fn1 ~~LUuil'"l4'!.Ift1~tylun1nuf 

~tu1l1'Yin1ruln11t"'!.I1'l~~~"'~"''I'fl~~t.Jltn'" tl'l!.l"'1n~t.Jln11rufti~1l1'Yiin~nr'fl~.fn~ 
.. . " "~-"~ ~".I ... " ... ~_ 1t"~J' 1 ........ 

U'I~unN r.!t.J1L1I"'n~UU'l ~U~YI'"I::rui"tu1l1'Yin1ru1n11LP1!.11'l~ L"'''''IU UYl1~nflt.Jnu "'1n 

~ultnjllfufti~1l1'Yiim~n!'fl~l"ln,.ylhjL;)Ju;;~ fiJCU1l1'Yin1ruln11t~!.I1'l)J~~t.Jltn"'ft.Jfn~:: 
LfluLt.llu"'1~fluIJl1)JhJ~'l!.l (Gronroos, 2000; Hoffman & Bateson, 2006) 

" U'fln~1nU Lehtinen Ufl:: Lehtinen's (1982, as cited in Parasuraman et aI., 1985) 

tT~'t~uti~'fl~I"l1.b::ntlt.J'ItNn1ruln11tT~HLuu 3 'fl~fIltJ1::ntlt.J t"'!.Il;Lnru.,rn11iltJDi)J~u{ 

1::",rj1~~t.Jltnfllufl::tl~fIltJ1::n'fluIl1!.11Utl~rrn1rll""t.Jln11 (Service organization) LflurK'luti~ 

;I'fl (1) fltu1l1'Yi~1Un1!.11l1'Yi (Physical quality) ~'fl n11ruffltu1l1'Yin1ruln11~1u"'1~ 
r. I .I~ .... .J tJ r "'" .. "'" 1" .. .I .!"I " 'fl~jllu1::n'flt.J"')Jfln~ru::"'1~n1!.11l1'Yi LlIU ~ n1CULfII1'fl~)J'flLfII1tl~ ~ "'1tl'fl1f1111~Cl1UYI LuU"'U 

(2) flCU1l1'Yitl~l"ln1 (Corporate quality) "')J1!.1ti~ n''l1fuffltu1l1'Yi~1UYl1~1l1'Yiin~n!'''1'fl 
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t1'::~fII'l1SJLUWJ1'twt).:j~n' Ufl:: (3) ~NIl1Vf~1un1nitiliiSJ,;utf (Interactive quality) ~tl 

mrl'uf~NIl1Vf~1nmnitllii)J';utf,::lt~1.:j~nA'1ufl::~U1L~Utluln1' flfltl",~un1ril 

t1lii)J';utf~~1.:j\1nA'1"fJ",;i.:jUfl::tlnA'1"fJ~U1 ~'lfJ tUft11'1Utr",ttl ~::tllnfl1'ln.:jmrl", 

~NIl1Vf'ft.:jn11Uln1'1'l)Jn.:ju~(fJ~~~~infl~tln1tfuf~nLn1Vf'tl.:jn11Uln1"tw~ultn'" 
'.:jnt)LuutC'lu'''Kty~unn1'flfl1'''1l,n~U;m'fII'l't'''''''l1)J~1Kty L~t)~::tIIU1Lt)1~I'IUn1~f 
~NIl1Vfm1Uln1~1 tfLuU"'fln tutifutlt.:junl't"'~NIl1Vfn11Uln1"tl.:jflu;i~.:j~U~tl ttl 

"" - ....!II.Of.....3....J.!II...· I. 
LUtl-3~1n~NIl1Vf~tl-3m1U1m1'UULlJUlJ~~Urt1"'ty~LlJUIn'ln1"'U"'nfl~~D~1-3 

n1'flft1""t).:j~,n~ulm1 ufl::LilU~-3~~1)J11Clri1"'U"'''''l1)J~1L~'tl-3~'n~Uln1nrU1 til 
(Iacobucci, 2001) vi1 tl4Unn11f1fl1'" tu~'n~uln1'''1-3~"",1ilfin1rl1~::1'''''::I'Iun1rl'uf 
~NIl1"mruln1"tl-3~ultnfl~Utl~flfttl"'L'lft1 tlti1-3t,nfl1)J iJCU"'1~Ln",~utun1rl"'~NIl1" 

_ _.~ • 'I. ...... .J~ "" 
'tl-3~'n~u'm'nfltl "''l1)JfJ1nfl1U1n Lum1'l"'~"'U'tl-3~NIl1Vf~"D"'L~U LUtl-t)J1~1n 
... ... _.J, ~.!'. 'l ".. ~ "" ... 
fln~tu::L1l"1::fI'l'tl-3mru'n1~Uflnfl1-3~1nrtU"11 ~1 "')Jn11"n~L1tl-3n11'l"'~NIl1"'t).3 

mrulmnJ1tlti1-3fJ1'lU1u"tlL;itl-3n~1 2 ~fII'l1nt ufl::n!i~"'~LilutI'::L;;u~un~'!I1m'~'lut"'cU 
t~"''l1)J~ut~~n~~(fJ~U)J1~Un-3iJ~,uu L"'U-31U~(fJ~'lut"'cU~::~~u31U'"t1nUU'l~""tl~ 
1"I'l1)Jb.i~tl"'l"Ii\'tl-3nU'::"'~1~~~~1"I1"''''1'-3 (Expectation) LLfl::t1,::~un1,nr~1-3~1"'fu~1nn1' 
fui (Perception) mrulmntl-3~ultn", (Disconfirmation) (Cronin & Taylor, 1992) 

~~"tl)J1 Gronroos (2000) 1~';II).JU1UUU~1fltl~~~nfi1'ld '"tunfl1mth.luuU~1fltl-3~ 
L1fJn~1 m1fui~NIl1Vfn1ruln1' (Perceived service quality) "';tlm,fuiflltufl1VfL"'U1'l)J 

"" - .~.. I ... (Total Perceived Quality) '!I~Ln"'~1nn1'L1J1fJUL~fJU'::"''l1~~tufl1Vf'"t1nl"l'l1)JPl1'''''''l~~tl-3 

~ultn", (Expected quality) '-3Lilu~tufl1,,~~ultnPl"'1"''''1'~~1~::t'''furitlum'tfulm' ~ 
ll'nLn",ju~1niJ~(fJ"1-31 tl1;iL'1iU t1,::~um1tu1utl;ifl (Past experience) "''l1)JtA'tl~m'~'lU 

o I "" ~ _ .. 

lJl"IPlfl (Personal needs) 1"11UtlnLfl1'"t1nlJflflfltlU (Word of mouth) "'1tl'ltm1'~tl~1rn1-3m' 

Infl1"'''1'11 (External communications) L'!iU L"'~tu1 (Advertising) nU~tufl1Vf~Lii"'~1n 
t1,::~um,nrm'L;r1fuulm,,",1~ (Experienced quality) ~'1LilU~nLn1Vf~tJnfuf\.tfl~~1n~m' 

.... :' .. J' ... " " 
u'm1'UULn"'U~NUfl::L~1"li4Ufl'lUfl'l (Gronroos, 2000; Parasuraman et aI., 1985; 

Zeithaml et aI., 1990) ('OU~U1l1'Yf~ 2.2) 
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Dimensions of 

service quality: Word of Personal Past External 
. 

mouth needs experience communi-

Tangibles cations 

Reliability I I I 
Responsiveness 

Competence 

Courtesy 
Expected 

f--

service 
Credibility 

Perceived 
Security 

service 
Access 

quality 
Communication 

Perceived 
~ Understanding the 

service 
customer 

~)J1: Parasuraman, A., Zeithaml,. V. A., & Berry, L. L. (1985). A conceptual model of 

service quality and its implications for future research . Journal of Marketing, 49 

(Fall), p. 48. 

" I01t~L"'UL;;~1UI01t4'UlJh~1 ';~101t1nll1tJluLLfl~111tJUf)n'Df)~~ultnfil~1~riL;1)J1iit'l'lUt11PiC\J 

f)U1~)J1n~f)n11fuf~nLn1~'Df)~n11Uln1~f)~~ultnfili~~uLrtf)~101t1n~1nI01tUln1~ULUU 
..I.. ~ ~ "..I .. .." _ .. J' " ., m:tJ'lUmnl)JfII'l1)J"]JU"DflU)J1n L"'tJflm~U'lUm1~flIJlLLfl~m1U1L1lffl~Lnfl'DU~1fl)Jnu LLfl:: 

" " ~ultnfllLfl~ri~f)~L;1hJiit'l'luh)Jlun1~u'lum1f)~tJf)tJfilf~ ~~uu n11vi1fi1'l1)JL;11"'n"if~4'!J 
.a...... . ..., ., ..... I.J"..... " 
'VI )J'il'VI fJ~ft Pl'il n1"l"l1.J!'2 N1l1"'!I 'il.:J n1"l1.J"ln1"l "'1f)a~fl ~U 1 tn fiI)Jf)",..1 LLfl ~ I'll LUULn CU"r11 U 

mnl1::Liju~nLn1~m1ulm1~~uuLuu~ntJ1::L~u,..rt~~iifil'l1)Jt11PiC\JLUUf)U1~~~ 

1"'tJ Parasuraman, Ziethaml LLfl~ Berry (1985) 1.~vi1m'1'~m~nL~tJ'lrium'1'fuf 
" " ~nLn1~'Dfl~n11U1n111"'tJi)in114''''n11~uuflu1nq)J (Focus group interview) ,;~au 12 nq)J 

1f1tJ4''''LLtJ~1\lii 3 nq)J~f),..rt~tJ1~L11fl~'1'n",ulm'1' '1"l)J~1U'lU~1n",ulm'1'i~~u 4 tJ~L11fl 
L~LLri ~1nlO1tfiU1f1111 ~1nI01tUIJl1LfII1~" ~'1'n~'lif))JU11~ LLfl~~1n~ 1fl1~~yffl1~1.nfl LLfl::1.~';fjl.jU1 

)J11J1rl "'~~1~1101t1 n fli1 cn)J~1U'lU 97 ;f) ~ fil1f)Ufilf!)JYj nulO1tr.\' [J lum'1'fuifll nLn1~ m1Ulm'1' 
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.c~ ., x,.c... ~ .... 1I.lI"I ... 
• -3LlJU'"tlLLft~CU-3L""1 r IU L"tl"IIIJU1LLl.Jl.JfttlUCl1~"L\UI1:tU.ml.Jn17U1~1 L'D LUn17'l" 

"CUIl1"'tl-3mru;n11 ~un1:~-3ft1~1'ClftttJif ... 4ftl~qu;tnrl1flun1nJ1:Ulu"CUIl1"~tl-3m1 .. .. 
u1m11A'~-3aU 10 if ... 4ftllA'LLri 

1. "'J1ULifJ';U (Reliability) ~'Hlrl'l1~ft~1Lft~tl LLft:rI'l1~L~tlt1tll~'l1-31~1A'lu 

"Nin~cu:: ~1tl~""1l"u1un"11l\'1.J;n"1 2. "'J1u'rfNJulun11"fJUlfUfN';fJont4'1 

(Responsiveness) ;itl rI'l1~"ftl~~tl-3"un-31u1um11l\'u1m1"tlUftutl-3r1'l1~~tl-3n1ntl-3 

fJnA'1A''ltlrl'l1~~~1~ 3. "'J1ui1U1~a"'6111'rf (Competence) ~~1tlt1-3 n11ilrl'l1~f .. 
rI'l1~ft1~1'Cl ~'Hl~n~:lum'1",u1mNU11;;fl!h-3'Jn~tl-3r1run'lU 4. n11Li1ii-1 (Access) 

;itl rI'l1~ft1~11Cl1un1'L;1fuu1n111A'tlfi1-3ft:"'ln 5. "'J1UiJU11tJ1t1 (Courtesy) ;itl rI'l1~ 

~1l1" rI'l1~Lrl1mUUUtlU LLfl:ij"'1l1"lum,1",u1n1'~n,tl1LLPlfl:"tl;;'ltJrI'l1~L~~1:ft~ 

if ... 4ftJ~ 6. n1,.afJlf11 (Communication) ~~1tJt1-3 rI'l1~ft1~11Cl1un1';\"Pltl~tlft11nl.J 

~nA'"l\\LA'fu""l.J',j"'lft""""ntl-3,.rn' 7'l~t1-3fu""Ut1-3ftlft-3itJ ~1tlrl'l1~'WLf11"'Pl1-311;; 

tlfi1-3;"L ... u1U1l1~~ft1~1'mf11 ... 1A'~1tJLLft:Liluij", 7. "'J1UU1LifJiifJ (Credibility) ~~1tl 
1'l~ti~ rI'l1~U1L~tlt1tl H'l1~1~ rI'l1~~tli"6Pltlm,1,,,u1m' LLfl:n1ru1n1'~n;h~'ltJ1 ... 8. 

fI'J1U';UI'I-1UftfJ"tltJ (Security) ;itl rI'l"~finUflfl"rltJ"'"n1lfju"'"tJ rI'l1~L~tJ-3 LLfl:rI'l1~'W 
LLUUtlUPl1-31 ~tl-3~nA'11u~tu:Lf1fuu1m19. fI'J1uLi11, (Understandingl Knowing) ;itl 

II 1.J ~ " 1 .. " ~" .. " 'I.!' " ~'l1~Ltl1 L~ ~LLfl:rI'l1~"tJ1tJ1~Y1"':L~1 ~Cl-3r1'l1~"tl-3mlYlLLYI~N~tl-3~n~1 LP'I LLfl:~"Y11tl 
.... ..J .... " 7" .. ~ ~ .... "'1!"1 .. ::. ..J .... ~ 10. tmlYru~'U"fJ-1 " (Tangible) ~f1 ~~Y1ft1~1'tl~U"tl-3 L" Lun1,u,n1,uu1 L1IU U"'tl-3~tl" 

H1um,ulm, ~1tlm'u"nD~'ltl~'!Itl-3qL",ulm' .. .. 
t"tJif~r.\tJ~-3 1 0 tJ1:mn1-3 ~uil'Wft1~1'ClLLtJntltln~1nnullitlfi1~ L~ "''!I 1 " 1 un1n" 

~N1l1Yimru1miL"tJ1'l~~tl-3LLPifl:~'n~U1m~ilfl~ ,,~~U 1u·nuilr.\tJ'!Itl-3 Parasuraman, 

Zeithaml LLfl: Berry (1988) ~-31;;iln1'fttu1'l~if~r.\u~1~CU~il~Y1fiYiflPlfln1,fuf"CUIl1Yim' 
.. ::. if'" ~ ~ 'I.!'.... if ... ~... ~"........ ... 
u'mlYl~ 10 ~~tJu L"tJ LP'I""Y1tlUU1-3 ~~tJ"~~'l1~.1.tlUnU ~1tl~"tJfl:LtltJ"'~1n~utJ1n .. ... ~ 

LLrim,u,:UluLLfl:1'''~fltlflnLtJl''L~fltlLWtJ-3 22 ftl~1tl1~ "'"U'lU~-3aU 5 ij~ (~"""-3Y1 2.3) 

l~LLri ij;\~ 1) fI'J1ULUU;t1511U'fNn11U'fn11 (Tangible) Liluif~r.\tJ~L~tJ'lftl-3nuLrI~-3ijtl 

Lf'~tl~lf ~1tl1'ft"J~un,MlCJm11~11.num'1"u1m' 1'l~luti~Yiun~1u~1"u1m';;'ltJ ~~Lilu 
11"1r.\ u~ qL "U1m'~tl~ LLft "'-31" LLri q L;1 1uulm, l"'ft 1~1'tl i~ ~ftr.\u ~tl~ 1~ L ~tl1 "~1 tJ Pitl m, 

U':UlU"lCUll1Yin1ru1n1~~futlfi1~;"L~UI ij;\~ 2) fI'J1ULifJ';U (Reliability) ~~1tJti~ 

~'l1~ft1~1m~uoo~",u1m'ft1~1,tl1"u1m'LLritjnA'1LLPlfl:"tJL~tlfi1~L~~1::ft~ CJn~tl~ 
~ ~'1 .1'"1. "..r. 'I" ::. ,::. ~ "..... ~ 'I '1"" " .. J' 1 
LYltJ~"N""~Y1 LP'I L~~CUCU1 L'l"~LL"~NLL'n"L'!I1ruu'n1' L"tJ L~ ~Ln"''!Itl~''Yifl1''''!IU um, 

u1m,~u1 ~~d riL~tl1"qu1tn~Ln "'~'l1~L~tl,rU LLfl::H'l1~ 1~ 1un1,L'ihfuu1m'''tl LU 
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..I ..1'1.1"1 ".¥. '1.1'::" r. ..I.!!...... ~ It_!,,, .. " .. .r , 
L'YI!J~"N"1"''YI ~ ~\4l'tCYCY1 ~·~"~LLJll'l7'lLL'n'YIL'D1n.JtJ'n1' ~"!J ~ ~\4Ln"'tl"'''''ft1'''U ~Un1' 

tJ1mn!U1 ,r~d nLi4tll\\'QtJ1tn1'1 Ln "I'I'l1"'L~t})rU LLft::H'l1~ 1 ... lun11Lf1rutJ1n11Pitl hi 
ij~~ 3) "?1",flJnlt'flfJlJUft~"?1"'rthmlun111ulJ1n11 (Responsiveness) ~tl 

I'I'l1"'~1"'11n'tl~"Un~1uQl\\'tJ1n~~~1"'1'O~'l!Jl\\',n~1,~run1n.J1n11"1"'I'I'l1",~tl~n11 
~'l!J I'I'l1",,,ftl,,, LLft::~", l~ 1 \\'tJffi11 '~\4"'1!J1'l",a~ n1'LL~~' n ~1l \\''YI11tJ a~tJ1n1~':: \~ft.J 
LLft::n111\\'tJ1n11tl!h~liu;hiu'" 

,.,,,~;; 2.3 LL~"~if'~!J~il"'ftPitln1nJ1::~U"2CUrl1"mn.J1n11LLtJtJL;;"'~~ 1 0 if'~!J u.ft:: 

SERVaUAL ~'~rumnJft.JtJt~l~L\4fltlLVi!J~ 5 if"''''!J 

Original ten 

dimensions for Tangibles Reliability Responsiveness Assurance Empathy 

evaluating 

service quality 

Tangibles 

Reliability 

Responsiveness 

Competence 

Courtesy 

Credibility 

Security 

Access 

Communication 

Understanding 

the Customer 

..I 'YI",1: Zeithaml, V. A., Berry, L., & Parasuraman, A. (1990). Delivering quality service: 

Balancing customer perception and expectations. New York, NY: Free Press, p. 

25. 

ij~~ 4) ,.?1",';u11 (Assurance) \41tln1ruln11'!1tl~"un~1u~~'l!Jl~QLf1ftJtJln11 

Ln(;lfil'l12J~mrul'" u.ft::tJfttl(;lntJlun1'lLf1futJln1""1nql~tJln1'l ;~lu~d "t!n~1u"'::~tl~il 
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¥. .¥. .I.... ...~ ... .. t ... .I.. .. 1 
)J11t11Y1LLft:!lfi!J1n!JYI" ~un11 ~'M1J1n11 )JfII"l1)J, LLfl:YIm:t:YI"L\1!J~\1tl Un11Pltl1J~Utl~fII"l1)J 

., _~_.I.",.1" 'I .1' .!It ... .......l' 
"tl~n11LLft:n177t1~'tlYlLL"n'l1~nu~nnt3nn1LL"ft:11!J LI'IL1JUtl!J1~" LLft:)J"t!"T11!J 5) "?1U 

LfJ11,lftlun111u1J1n11 (Empathy) "')J1!J~~ fII'l1)J~1)J11Cllun11Lf11~UCU"'1'tl~t3nA1 LLft: 

n11'141Jln11tl!h~L~)Jri1fl~fII"l1)J~1)J1m t.t!J"1U~~~4i,,1~LLft:fII"l1)J"'tl~n1111tl~~1Jlu,fIILL" 

ft:fIIU 1"l)J'tla~n11114f11'l1~1"1"";1Jt3nA1Luu11!J~fllfilftlulI"l~L"lft1n111141Jln1rlI~1)J1mLf1 
fu1Jln11~tl!h~~:""ln~1J1!J ",1tl~trnriu'U~tl'tl~)J1"1'l"fIlNll1\1n1ruln11 SERVaUAL 

(Service quality) (Lovelock & Wright. 2002; Parasuraman et al.. 1988) 

::'.J.. ... ... .I.J • ... t ~., .r.1 , .1' ./ :, 
YI~U ~U 5 )J"YI"'~e./flPltln11ru,fIlNll1\1"D1~"U tl~rl1J1:ntlU UI'I1UfII"l1)JL'tl)JU 

... .!It .Of ... .I.. ":'" .1.1" ... ~_ ..... .I ... 
(Relia bility) )J n L1JU1J~Il\!JVI)J fII'l1)J ",1 fllCU)J1 nVlt! "VI ~U1 u I fII~ :Lfltl n\11l\11tu1 Ln!J'l nu fIlNll1\1 

'Dtl~n1ru1n11"1~1 ",1tltl1~nfl1"l'~~1f11"l1)JL~tl,rU'Dtl~~14U1n11Ltlu~"l11l\"'in~~u1u,fll1flu 
n1m~11tu1f1lNll1\1'tl~n1ruln11 LLft:LUUU~(!Jri1~CU~l11114~ulu,fIILfttlnLf1fuuln11riu~ 
"," ... ../ ...../ 
~"'U1n11LL"'~"'U~)J1nn"l1tlnLL"'~"'U~ 

,tu:~ Zeithaml LLfl: Bitner (2003) '~nfl1"l~~tl~,rtl1:ntl1J",1tlil;i'Dtl~n1ru1n11H~1 

~ulu,fII~:b.i~1)J11ClfuffllNll1\1n1ru1n11LUUtl~,r1..I1:ntlUL~!J"l (Unidimensional way) LL'; 

... "'::1 ... if ... ..1..1./... ,. • .1.1' 
)Jn~:"""'UfIlNll1\1'tl~n1nJ1n1~1n"'fl1!J ~1l\!JYlLn!J'lLUtl~nU~Cl1un11tu"1~1 VlLL"l"",tl)J 

LlIU n11i"'ftU~11Cl!JU,rd:JU1Cl~ijl'Jrutl1\1 ~U1u,Plfitl1~i"'ftUIl\1nifll\(!J';1~1 L"liU fII"l1)J 

. ./.. 1 .. .,.... ......J ..... 
U1L'DtlCltl fII"l1)J~1)J11Cl un11 L"'U1n11\4fl~n11'D1!J 111\1flm~ttuVl~)JLn!J1P1 fII"l1)J"'I"'11 fI\"l1)J 

VlUVl1U t11:t!J'InrLLfl:Yf~n.jun111;{~1u 1'l)J1t1~~PI"l1)J~:"'''ln~u1!Jlun111;{~1u LtlU~U 

tl!h~11riPl1)J n11f1\~1~.:Jtl~,rtl1:ntlu;'1u~ij~fl';tln11fuiI'JNIl1\1n1ru1n11114ij 

t11:ftVlfiI11\1~.:Jtl~Plfltl '" L"lfl11Ufl1nIl\U1n1n!u flitluf1.:J LtlU~~~l111;'!J1 n L rltl~1l\1 n ujtl~nA1 
".... 'I .1.1 ... ...::. ".l"I"J./ 'I ...... 

L'D1ruU1n11 LU~Cl1UVlVI~flPln11U1n11UU1 LLfl:L'D1)J1L1JU",'lU"'U'I'Dtl~n1:U'lUn11 L"'U1n11 

~nA1titl)JijLLu"ltlhl~ll\:fufti~ftlel"'\1fl1"lun11114u1n11111L"'!JPlN t"'!J~U1~~14U1n11b.i 
.. ~ .I ~.,... • 'I .1' ... ~ 'I • ... ~ I .I": ., .. " 
)J Ltln1~VlIl\:LLrI L'D'Dtl~"'\1fl1"'flntl!J1~ LI'IVlUL'lfl1 Utlnll\1nU LU~1nIl\U1n1ru1:LI1V1V1!J'I"tl~ L'D 

LLN~1U~fII Plfl1 un1nJ1n11)J1n Lvh 1", ri~~yh 114n11f1\'lul'J)J I'JNIl1"''Dtl~n1ru1n1m11;' 
• J'..oI ... , ~ .l"I ... 1..1 • ... 1 ' 

mnfl1U1n)J1n'DU LUtl~1l\1n..,un'l1Umfl1UIl\:nft1!J)J1L1JU(;I'lLL 1~1f1\CU ULLPlft:n1:U"lUn11 

t~!J~..,un~1uLL"ft:fI\U';1.:Jriijl'1'l1)JLL(;In';1~riu1t11uLL~'Dtl~~fI\~nI11'" I'1'l1tJi I'1'l1)J~1tJ11Cl 
, 0-

Ylmi: LLfl:~fIIUfI\;i !i'l1t1n~1uu wj..,un~1UIl\:LtlUfI\U1 L~!J"lriU LL,;lUn11114u1n11LL';fl:1'u 

riu~nA1LL"fl:11!Jritl1~ijfll"l1)JLL"n';1~riulutJ1"'l1Un1,114u1n1,1;' ~~~Utl~riu"'ft1n"'fl1!J 
0-

UIl\(!J L'IIU "''1;in11tJ~u1tnfll fII'l1tJiu;{tlU'Dtl'l'l1U LLft:~111"'fI\'l1tJ..,ffitJ~~Vl1~;'1U11~n1!J 
0-

LLfl:4i,,1~'Dtl~..,un'l1U Lilu~u ;'''lm''''J~ft';1'11 L"'fl1U ~'1"~~fl1,\'~tl'lijn1ni~u1)J1P1rl"'n11 
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., f .. ..I"'tI::t.. ".1' .r -'. .. ..I ru 'lNll1'r4n1ru,n11Y1).1 r.:"Ylfitl1'r4 LLfl::: LrI).I1"'31U'!IU L'r4tln1\4U"''lClJ1l1'r4l1tl'3n1ru,m1Yl 

~1).11'C1 "tlU~Utl~ I'I'l1).1 ~tl~ n1'LLfl:::~fl~ I'I'l1).1~~'r4tll ... ~~ 11 '" 1 ~ LLri ~U1tn 1'1 ';'tlth~ LL ~""~ 
::.~ .,.,,, .. ..1".1''' .. 'I • tI !"I1t'I 
YI~U ).I1"7'l"'n1nui'lClJ1l1'r4l1tl~mru'm1Yl Lrlrul'l'l1).1U!J).I LUm1U1).11 ':::~n" L'1I LU 

n1,.)'''''lNll1'r4h1ruln17)J1n~t1''' LLfl:::liIllJU1~1nm'LLU'l~"'I'I'l1).1b.i~tl"'I'Ifltl~riUr.:\4~1~~~ 
1'11"\41'~ LLfl:::tlr.:~un1,nr~1~~fu~1nn1ruln1ntl~~ultnl'l (Disconfirmation) il;itl ).11'" 

1'''~LWn~1 SERVaUAL t"!J Zeithaml, Berry LLfl::: Parasuraman (1990) ~~,;.LbJ~m~niS(!J 

tlth~"'1~(~a~i5fin1,.)'''n1,fuf'lClJ1l1'r4n1ruln1ntl~~ultnl'llu'!I'l~nfl1~~I'IYlrI'lmril1980 
).11",.)''' SERVaUAL d UULUU)J1"rl"mrl'uf'lClJ1l1'r4mru1n1,lu~).I).Itl~lItl~~u1tnl'l ~~ 
.!'I - ~... ,., .,.. ..~ - tI .....J" .1''' 
Luum'LuWULYI!JU':::\4'l1~':::"UI'I'l1).11'11"'\4'l~lItl~~U'LlII'I LLfl::: ':::~Un1'CUYl Lrlru ... 1nm, 

".,.... .'1 ., ..1".1' .J ::. " ( ) L1I1ruu,n1,...N ... 1n 10 u ...... !JYI LrI"'"nm'''"''l'''''~''UlItl~ Parasuraman et al. 1985 LLfl::: 

"'1nm,u1Ltl1~~ 10 i1"'(!J~~1~1~ttl7'l).ltltlmUu 5 ij;]\4inlun1rl"'lClJ1l1'r4l1tl~mru1n1' 
~~~';'nft1'l'tlLLfl'l;1~~U .. 

~!JlULLUU~tlUC11).1l1tl~ Parasuraman LLfl:::l'lCU::: (1985) UU "':::LLti~tltlmUU 2 ~'lu;itl 

~'lUI'I'l1).11'11 "w5'~lItl~ ~ultn 1'1 "'1U'lu~~iu 22 ;tl fli1C11).1 L ~tl\411'l ... a~ " 'l 1).1 I'll ",w5'~l1~ 
" .. ~ - ..I ... , .. _ I 'I tI .i t ~ "tI .J..I ".J..I..I"., 
~U'LlII'IYI).I"tln1'U'n171J':::LtlYI L'" r.:LtlYl\4U~ "'!JYI'l L LLfl:::¥1'lUYI~tl~ I'Itl ¥1'lUYlLn!J'llltl~nU 

mrl'uf1!tl~~u1tn"~ni~iu 22 ;tlfli1C11).1 L~tl\411'l ... a~m1tl,:::UjU~ClJ1l1'r411f}~~u1tnl'l~ij,jtl 
.. tI ::. ., ..I"" " .r..... ... " ,,~ .... ~- .. 

mru,m, ':::LtlYlUU1 \4fl~"'1nYl L"'L1I171JU,m'L'!JU'f}!JLLfl'l L"!J~U'1L1lf11"':::U~"~I'I'l1).1L\4U 
" '" I I 

,jtl;tl,j1C11).1~~ 44 ;f} lU':::~U,j1~1 riu Pi~U,jL~U;''l!Jtlf.h~U~ 'tlr.tUa~hjL~U;''l!Jf}th~u~ 

i~\4).1" 7 ,:::I'\'U;''l!Jriu (Seve~-pointed scale) r.t1mrU~~U1';1Lll~!J (Mean) ~';').I1t1':::LijU 
PlClJ1l1'r4mru1m'1 t"!J~~1'CU1~1mJfl~1~':::\4~1~,:::I'\'UI'I'l1).1"""\41'~ Ufl:::"ClJ1l1'r4mru1n1'1 
..I" .1''' .. -' 'I" ..., .. 'I .. ..I.... .... ::. .i..... ..I .J 
YI Lrlrur.tN L'r4tl L\4Y111UC1~':::"UI'I'l1).1'r4~'r4f} Lr.t1lf}~fJn""Y1).1lJlf}~'1nr.tU'1n11UU1 '!I~'lfim'1Yl~:::¥1~ 

).ItlU "ClJ1l1'r4 n1 ru1m'1~~11 '" 1 ~ uri qU1tn '" Ii;itl n1 '1~11~ I'I'l1).1~).I ,,!fl ':::\4~1~ fIIJ ClJ1l1 'r4~ 1 n " 'l 1).1 

"1"'\4.r~ Ufl:::"ClJ1l1'r4n1ru'n1~';'fu""~ l~).I1n~t1 '" t"'!Jb.itlfttltJ l~ Ln ,,'!Itl~~1~ ( Gap) .. , 
'1:::\4~1~I'I:::LLuumrl'uf"ClJ1l1'r4lu 5 ij;]~~~tl~tI':::LtlYl;1~~UUULf}~ .. , 

iSfimrl"~ClJ1l1'r411f}~U1n1'1;''ltJ).I1lJl'1.r" SERVaUAL uUULUuiSfiYll;'fum'1tJf}).Iru 

Ufl:::LUU~iltJ).Ilumru1).11t1'1:::~nlJl1;rf}th~nt)1~1I'l1~).I1n~t1" ;''ltJuu'l~~lum'1fufPlClJ1l1'r4 
mru1m'lr.t1nm'1LtI1tJULYI!JU"'l1).1,j1~ (The gaps model) '1:::\4~1~m'1fufPlClJ1l1'r411f}~m'1 

U1m'lr.t1~~';'fu Ufl:::I'I'l1).11'11"'\4.r~lItl~fJnA'1 L"'tJ\41nm'1fuf"ClJ1l1'r4l1tl~mru1m"ru1 ij,h 

~~n~1"''l1).11'11'''\41'~ ~:::\4).11!Ja~m~qultn",ijm'1fuf"ClJ1l1'r411f}~mru1m'1lu,:::I'\'u~~ .. 
lUYl1~niuriU\41nn1'1fuf"ClJ1l1'r411f}~mru1m,uu1 hj~1).11'C1"tlU~utl~\41f}LYI!JULYh"'l1).1 
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"'"~Wr~'Ifl~tJn~"lA' n1fftJffIJNIl1..,n1nJln1nfl~tJn~1i'i":fl~~1fl~ltlA''l!J (Parasuraman 

et aI., 1985, 1988) 

fl!h~l7i'i"")J LUlt)1)J1"rl~n1fftJffIJNIl1"'n1nJ1n17 SERQUAL ~:Li~U)J1"rl~~ 
lA'fun17!Jfl)Jru LLfl:Qm11ltl~~n ,nffl!h~n~1~'I'l1~ lU~7n~tJln"7i'i"")J LL.1i'iijunil'l1n17 

~1U'lub.iufl!J~""n~"'"7nrn"71f~"u LLfl~7:aYlfiIl1"''Ifl~)J1''rl~tK~nfh'ldL'!Iunu '~;fl 
il"'"n1fl","m1i1ij)J"n~,,~nLA'LLri lU~~'Ifl~ 1) "'l1U!J1'l'!lfNUUUtffJU01U (Length of 

.. ::'1:'." .. .. 
questionnaire) 'I~\4"n7'l)JYI~"Dfl"'"Cl1)JL"'fl'l~flJNIl""'~"n"''l")J'''"~\4'l~ LLfl:flJNIl1"'~1nn17 

L;1futJ1n174ltl~,ru ~:ij;flfli1Cl1)J)J1nti~ 44 ;tl '~~1!J~hiLi4u~'l!Jnu)J1"rl~ SERVQUAL 
~ ~ ~ ~ 

uu~:l\Y"''l1)JLi4Ut)1f1i1Cl1)J11~ 44 ;tlUuij"''l1)J!J"'lLLfl~''''l")J.j1ftlunuL''!Jl~ijfll'l1)J'''" 

LUU)J1mnul1J L"!JL1l"'"~;tlfli"Cl1)J1Uft'lu~Lrl!J'lnUfII'l")JfII1"wr~ (Expectations section) ~ 
tl1~b.i~1)J17Cl~~7~itJn17fuffIJNIl1"''Itl~n1nJ1n171~~1~Ldfl~~1nLuun1rl~\4i~~1n~ 

~u1tnflll~L;1fuu1n17Lffiu1fl!JLLft'l ~~fII'lni1n1rll'lLll"'"~n11fuffIJNIl1Yin1ru1n1~1~fu 
"1~LYh,ru 'IN:~~1!J~~IQ,IU1n1flU"''l1)J;jl'l SERVQUAL nl\YL\4'l~flti~n1~fl~'Itl~n1rl~ 

.. .,--, .!"I.I ~ n .. "--.!"I .. ~ 1 _ .. 
flJN1l1"'~1nl'l'l1)J1'I1l'1\4'l~ L'l'l1 ~~L1JU1J7~ L!J'IU Un11..,IQ,IU1 L'IL1JULI'I1tl~)Jtl Un11'l~tI 

~ ... I ~ - 1 .. .. r. -- -., --... , (Diagnostic tool) YI)J1J7~ftYlfiIl1'" un11'l"~~Un1'17Ut"lNll1..,n1ru'1n1'1Ll'Ifl~Ltltll'l)J1nm1 

(Cronin & Taylor, 1992; Gronroos, 2000; Hoffman & Bateson, 2006; Rust et aI. , 1996), 

• I • ~ -- .J -- :; .... -- ::. .I" !:'I. ]J'1~Ll'IUYI 2 1'I'l1JJcn"fJ-Jm!J-J"N (Validity) '!IfJ-Ju"n-J 5 '!IfJ-JU1/1/M/1/ LUtl~'"I1n).J(JlYl~ 5 YI L'I LU 

).J1"rl", SERVQUAL ,rub.il~~hUn1'1Y1,,~tluf'i1Y11~~Cl;} vh l\yf'i1f11'l1).JL~!J~(JlNfl",Utl!Jfl~ 
tlth-31'1nm)J ~~~IQ,IU1)J1(Jlrll'l SERVQUAL nL~LLU-3t)11u 5 ij~'"I1nn1tlUfII'l1).J~'" 

.. 
l\Y~tJ1tnI'lLi!J~fl1~UfII'l1)J~1~CY'lfl~11~ 5 ij;}lun1m~1'1N1PlNll1Yin1ru1n1'1 ~U1tnfllft'lU .. 
1\4ciji'i~1)J11ClLL!JnLL!J~1'I'l1)JLL"n,j1~'Ifl~11~ 5 ij~flfln'"l1nnul~tlth~i"'L"u (Hoffman & 

Bateson, 2006; Rust et aI., 1996), LLfl~t1"~1!J 3) 1'I'l1Uf'l1u1101un1rU17t1Hlun11f11/1/L/1/1 

1'I'J1u;-JllififJ'!IfJ-J~u1f.nfl (Consumer purchase intention) LVltl~fln11ilr.i!J1~~t)1n1'11.u 
flJN1l1Yi'"l1nn1'1L;1fuu1n11'"11~LY4!J~tlth-3L~tI'l'"l~~1).J1:C1yj1u1t11'l'l1).J~-31'"1~tl'lltl-3~u1tnflll~ 

tlth~L~tI-31Jl1~~uu"nt)"n"11.u~fl,j"~'Itl~"NIl"Yi""nfll'l").JI'l"Vl\4~-3 LLfl~PlNll1Yi'"l1nn1:df1 
... - _..I .... .. 'Ii "... -- .... - -. ~ 1 J' 
ruU7n1~N LUtl~~1n~"UI'I'l1)J"'~Yitl L~~1nn1'1L'I1ruU'1n11'"1~)JtlYlfi"'fllJltlfll'l1).J1Jl-3 ~'Itl 

'Itl~~u1tn"').J1nnt)1f1JNIl1..,n1ru1n1'1 tlth~l:n,,").J ~~IQ,IU1).J1IJlrl'" SERVQUAL nl\Y 

';1tlfiu1!J L~ LLU~;flil"," n1fl'"l1'1Mlt)1 n1'1'1'lU1'l).J;tl)Jfl Pl NIl 1Yi'"l 1 n fII'l1).J f111 "\4~~ L ;1)J11il U 

.. .. -- -::. 1.... ~ -- !"I .1 ~.. , 1 
n11'l"n1'1'1Ut"CWl1..,n1ru'1n1'1UU'"I~ \4'1tl)JflYlfllrumu LLfl~L1JU]J1~ LtI'IlU).J1nm1 um: 
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., .I.. 'I. ...., 'I ~ , ( 
"""U1~1tl~).Itl ~Un171"'fJ ~""'fl1n"'ft1fJ).I1nn'l1 Cronin & Taylor, 1992; Hoffman & 

Bateson, 2006) 

::. ~ 'I~.'" t 't ., 'VI~U Cronin Ufl: Taylor (1992) ~"U1~Utln1tlU"''l1).1'''''' "').1 un171"'''JNfl1"m1 

... '" ' 'ItI., "'... , (. ).i U1mmu"n"1~ ~ "'1mJ1"71'" SERVQUAL 'VIL1fJn'l1 SERVPREP Service Preference "II~ 

Li)umrl''''n1rltJf''JNfl1''n1ruln1ntl~qultn", t"'!J1''''L~''1:''JNfl1''~'~'''1nn11Lf1fu 
ulm~l~LYh,ru (Performance-based scale) 'Wiln1rl''''''JNfl1''turi'lU~'~'''1n''''l1).1 
"'1"'\il1'~L;UL~!J'lriU).l1"rl'", SERVQUAL t"'!J Cronin Ufl: Taylor '~\\'L\iI'l~fl~1 m,.r", 

ii, .J. .,... II.,.. ..r... ... 
"':uuu ~U~'lU"''l1).1'''1'''\iI'l~\ilfl~n11L''11UU1n11tl1'"1''1'''''''l1).1L'VI!J~''N Ufl:Ln"'''''l1).1fl1Ltl!J~ 

fu't~ ,,~t!U)J1",.r '" SERVPREP ~~ L uum,.r '" L~"1:ri'lU~ fIIU'" ~"tl~ qultn "'1I1!J\ilfl~'"I1n~'t1l 
"'tI n"...... ~.::'...r ...... " ...., ., " )J 1:~um1tu un11L"11UU1n11U~'lL'VI1UU "II~)Jflm~ttu:Plfl1tlUU'lPl"'L1tl~n111ulfIJNfl1" 

m1Ulm1 )J1nn~1n1,.r",~,r~tl~UU~Ul1UUU'l~"'''tl~''''l1)Jn~''tlt''' (Satisfaction paradigm) 

tl!h~L;UtU)J1",.r", SERVQUAL ;~~fln1114'!Jn"u~1 "JNfl1"n11Uln1"ru'"l:Ln",furitlu .. 
1:"ufll'l1)Jn~Yitlt'"ltum1Uln1ntl~qultnPl t"'!J1:"Ufll'l1)Jn~Yitlt"''"I:ilii'VIfi''fl,jtlfll'l1)J~~t'"l 
~ 'I. .. ",~_, ... 
"IItl~UtlU1"'''''tl~~U1~1''')J1nn'l1''JNfl1Yin11U1n11 

Gronroos (2000) ,;n\\'fII'l1).1Li4ulJitltl1:~'VIfi1l1Yi"tl~)J1",.r", SERVQUAL H~1 PI'l1t-D 

.,.:, ... ... ~ "'.Of'" - , '" • 'Ik'I. ... 
)J1"71"'UtltJ1~':)J"":'l~ L"'tl'VIu'"l'"ltlUfl:"Jtu~)JU""1~1 'VIn1\i1U", L'J LUn171"'fIltu1l1Yi"tl~m1 

.. I ~ .... .. t""'" I .. I ..J 
U1m1U"fl:PlNfII'l1'"l~)Jmru1)J1"71'"1~tlUUfl~Yi'"l11tu1 \ilL"1nUUIJlfl~~Cl1Un11tu ntlu'VI'"l~ 

U1Ltl1)J11Jl,.r",n)J1tf Ldtl~'"I1nu,jfl~n11Ulm1!jtl)JilPl'l1)JuIJln,j1~riu'tltuu,jfl~1'~Ufi11)J 

.. .. 
'ttltumn11m1~m~ni)4'tl t"'tltl1'"1 tfiJ'"I4'm1~ 1 0 iJ'"I4'tlf1~~ud:lu''''I1l~~utum~~U1P1'l1)Jl 

.. 'I" , .1..1... • ~, ... .. ..., t ' ~ 
PI'l1)J L"1 L '"I tl~ U~~)JtlU1 'VI)J fII'l1)J'"I1 Luu"tln111UI"lNfl1Yi"tl~ m 1U1n 11tltl1~ "'tltJ1~"'U~ 

'"I1n)J1",.r"'''lNfl1Yin11Uln11,j1~1 ~nfh'l).l1~~\iI)J",f1~~U '"I~L~U'A'~1ti~fII~'Wil 
)J1",.r"'t"'~ilPl'l1)J~).I\l1n!uuu'"lun1~i~~1)J11tlU1't1t11~~n~.rtA'riuYJn1 ~1n'"luln11'" 
tl!h~~)J\l1n! LL,j~~d uni)"111m1ri'lut\ilqJnti~fII~L~U~1)J1",.r", SERVQUAL ti~fII~LtlU)J1"rl", 
~tftum1t11~LijufllNfl1Yim1Ulm~'''fufll'l1)Jiltl)J Ufl~CJnU1)J1t11~~n,,1ftum1~n~ 
...... ..1..1 .. ... ........1 . 
'l'"ltl'VILntl'l"tl~nU~1n'"lU1n11)J1n'VI~'" (Gronroos, 2000; Robinson, 1998) 

tU~1~uc1",'t1 '"I~'A'tlfiU1tl5~uu'l~"'L~tl'lriU"11~U"'1 (Brand) ~~~d:luri'lU"tl~"11 
~U"'1L~"1:~fl"rrtu.,r (Individual brand) Ufl~"11~U"'1tl~~n1 (Corporate brand) ~~'t"fu 
fII'l1)Jiltl)J'"I1nUl1"'1unn11"fl1",ufl~uni)"111m1tum1~n~L~)JL~)J)J1n~~futU;'l~\ilfl~)J1n 

t"'tl'"l~'tA'nfl1'l5~uu'l~"'L~tl'lrium1~11~"11~U"'1L~"1~~fl"rrtu.,rritlU '"I1nt!u~~'"I:U1L;1ri .. 
.. -J., " ~ II ....... ... t1'" • -I ~ .. • 

UU'lfll"'Lntl'lnUm1~11~IJl11~UfII1tl~flln1 "II~)J11tlfl~Ltltl'" flntltltl'VI'VI~L\iI)JtlU Ufl~U"n"1~'"I1n 
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riu .~m1~n~LLU'l~"~tI'lrilJ"11~U~1t"tlfl::Ltltl"'::Lijutl1::ttl'lUtl!h~)J1n,jtln11Yi1iS(tI 

L~tI'lnlJm1'l1~n"~Yli"11~U~1 LL"::n1n1fl~"11~U~1LL,jft::tl'::LIlYl'~Li]Utl!h~;i 

.. _ w ; .. w .. ; .. 

2. LLY'uI"Lna1ntJ"" ""'LLIU;I)'W,n1tWfl11 "ft, 
.... .I... .t" U ...... "" 

~1n"111ytn11LL'~'UYl1~n11""1"YlYI'lI'l'l1)JtuLLN"nn'U ~U ~'lJU tlULUtl~)J1~1n 

"'~.l' .... .. ..1' ~.l'.1 ..:.t ::..:..., • 
mf)JS1U"1LLfl::lJ1n11"1~1 111t1 ~"11S1U"1Y1\4"1n\4ft1t1)J1ntl~'U YI~U myttl"Utl~"tllJ"tl 

., ., ... ~ _ ... ~.l'....1 ... ., .,d •• "" 
1'I'l1)J"tl~mntl~~lJ1 U' 11'1 ""tl" ... un1f)J "11S1U"1 ~\4)JYlytIllJU1 L'1 ~ IJI"1 "tltl1~ IJItlL Utl~ LLft:: 

mrlj~tl1\4";1.~Li]UL"ijtlu'1Itl~Yl1~lum'L~tlLLytntl)Jft1i1'l"11L~tI'1nU~u;';1LLft::ulm11~nu 
~ultn 1'1 Ln "~Utl!h~"~1 L"~tl~U !itl~ri~ ~fl1 ~ ~ultn l'IijYl1~ Lfltl n~1 n~ U 1 Un11Lfltl n~tl\41fl 

... ~ - ~.l' ... • tI .:....l' ~ ~ .. ....1 
U'U'II'IS1U"1LLfl::U1n1'LLlJlft:: '::LIlYl Utln ... 1nu mmIllJU1Y11~"1ULYlI'I ~U~ft!Jn11~ftlJlYl 

iu",r!J1uif ... ,uu!i'~Vi11~"lNll1yt,tl~~u;hLLft::uln111ulJlft1""1~11ClnlllJu11J11)Jiunul~ Vi1 

1~~iilJlzrN..rLL,jft::'1il"LLYlu'Wijl'l'11)JLLf'ln,j1~nuYl1~~1U"lN"~U; tt1in~nfrn!Jutln 1'l~1t1 

~~tlnCltl,::ttl'lU,j1~1 t1'::ntlunun1,"',,~u1"'~tl'tl.:J~ultnl'lluif ... ,uu ,rmn""'1nl'l'11)J 

~tl~mm1.:J~1UL\4'l~ftl'l'1U~nUI'I'11)J~tl~n1m1~~1Utl1nJC\r (Halve. 2005) ~~ri.:J~ft1~if ... 4'!J 

Yl1.:J;hum!J111yt'tl~~U;';1LLft::uln1,'Wl~Li]ua~~1~CYLYf!J~a~L~!J'1~~ultnl'l"'::U1)J1 
Yi"'11N1Lfltln~tl~U;';1 LLft::lJlm1tln ,jtllt1 ~'1!Jif ... 4'!J L\4thO vh 1 ~un n111J1ft1" ,j1.:J ~tl.:Jyt!J1!J1)J 

""\41nft.~YlfiI"'::"f1~I'I'11~ t"" Ll'iuLLft::LLlJln ,j1~ 1 ~LLri~U;';1 LLft::uln11 ~.:JOn L ~tl1 ~U;';1 LLfl:: .. 
ulmruu1 "1)J11m;r11t1tl~111!J 1u l ... ,tl~~ultnl'll~ 

"IJIl1~U;';1" (Brand) LLft:: "m1"f1.:JIJIl1~U;';1" (Branding) ~.:Jnfl1!J)J1Lilunfl~'Vlfi\4in 

'tl~un m11J1ft1" 1 uif ... ,uu 1 un11" f1~ jIII'11~ LLlJln ,j1.:J LLfl:: 1'1'11 ~ t~" u;i\uiluL tl ni n~nn ~ nu 

~., ... "".,.t .,d ..... ~I ...., .. II" tI 
nUI'I1LLfl::U1mn Lyttln1'1'U~I'I'11)J"1L"" ~um7u1::ntlU~1n ... ~.:J"'::L\4U L" ... 1nm1 1::ntlU 

... tI .I... ... ..., .J"" ., ~., .t . . "" II.! 
~1n"'LLYllJ'Vln 1::LIlYlYllJl1.:Jn\4U)J1 ~\41'1'11~S11I'1cynun11"11~IJIl1nUjIII1)J1n'Utl!J1~IJItlLUtl~ ~ 

~1"'::Li]u~ffi ... ~u;';1~t1tnjlllUltn 1'1 \41fl~,n~mrulm11'l)Jlt1~.:Jn11"f1.:J 1J111~U;';11 U1::';U~ 

~~~ult1 tl1Vi m1"f1~Vl11~U;';11::';Utl~"n1 (Corporate Branding) ~ri1i.:JllA'rul'l'11)J"u1 ... 
r.nntl~"n1~1n"'LL'VlU'Vlntl1::Ltl'Vl (Blackett. 2004) 

tl1 ... nfl1'11~~1 1J111~U;';1 Li]ua~~ij I'I'11)J~1 ~CYtl!i1~~~!J'1 ~ vltl ~ii VIii CU'rfLL 'VlU"t'J n 

tI .. ~., .I .. ~ ~ .!"I .I.,., • .J 1"" ~ ., ... 
1::LtlYl m~IJIl1S1UI'l1'Vl~"DtlLn!J~LuUYlZ"'n!Jtl~"D'1!J \4L"'1'tl~IJI11nUI'I1"1~11Cll'l1"\4'1~~fl 

ri11~~~n~11J111~u;';1~LL1i~ "'1nl'l'11)J"1)J1'Cl1um'ri1\4u"'11'11~u;';1~~.:Jn~1t1n~1~ 
L ~tl~"'1n ~ultn l'I,rn"'::!Jtl~"'1!J L~U"'1U'lU)J1 n n~1 L ~tl~tl\41 ~ii IJIzr N.,mij 1J111~U;';1 Lilu~f4' n 

., .., 1.¥ .. .... ., ""::. ~""".!"I" ~.I... . 
LLft::!Jtl)Jrutl!J1~m1~''11.:J Un~I'I)J \41tl LUtlnU!J\4U~UU 1J1l1nUI'I1nCltlLuU'Vl1Y4!JnU'Vl)J)Jfll'l1 .. 
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'~~"'JItl~tl~"n1L~1'J1tl~~11~U~1 "~"'::L~uL;''''1nm1~111 ... tl~''n1~~fl~~u~1~11tnrltJ1tnrl 

1::"tJU.U'l'4\l1'J1tl~t11::LYlrI~""f3tlUJ1n1~..,tJ"h 2Jflri1Y1f'ntJ~U~'lut""rUn'l1filtJfl: 70 ~ULUU 
, ..I.. ~ .1' ..I. ,..l.!"l ... ~.J ..I..." "_!".1'::' ~..... _~ 

2Jflrl1Y1Ln""'1n~11"'U"1Y1u.'JI~u.nN '~LlJUYlrntJ"'U",'lUYI ... tJ~tl~ ~ L"YI~"").J" L"tJ).JYlrnll"'U 

L;;tJ~u.ri1tltJ":: 10 LYh~u ~LUWJflri1'J1tl~Ylf'nUiu~~1).J11tl(tJ~tl~L;' (Keller, 2003) tl!h~L1n 
;I n17~fl~~11~u~1tt\'Luu~rrnu.,,::LAJtJm7!Jtl).Jfu"'1n~tJ1tnrl n~1LUU~tl~tl1~tJmnj).J 
~tJtl1::).J1cun1ffi~'lutun11~fl~~11"U~1tU1:tJ:!J1'l t"tJLll"'1::tl!h~~~~tJtl1::).J1cun11 
tlJ~CU1 n1~~L~~n11'J11tJ u.fl:m1~fl~tJn,.ncu-ri·hn""L,jU iiLtlnfln~nr U.fl:LUU~"''''''1 
'JItl~~tJ1tnfll 

... ::. t.J ~ ,.. ....I... ::t"..l.!"l ....I" "... 'I 
,,~UU U",'lUU ... :nfl1')tl~u.U,)fII"Ln!J'lntJlJI7'1",UfII1 '~LlJUU.U'lfll"YI L",rufll,)1).J~U L'" 

tlth~n')1~'JI'l1~ t uu.') "''l~un m1lJ1f\1 '" u.f\::un tlJ~ru1 t"'tJ ... :tlfiU1tJ ~~ u.1Ji jI\'l1).J"").J1tJ'JItl~ ~7'1 
~U~1, Ltlnfln~nrlJl11~U~1, 1l1..,ftn~nrlJl7'1~U~1 u.fl:fII,)1).J.nn~,jtllJl11~U~11'l).JLtI~~U.U'l~" 

L~tJ'lnUm1'Jl tJ1tJ ~7'1 ~ U~1 ~~utJ Luunfl ~YlfiYlL~fu fII'l1).JiltJ).Jtl!h~).J1 n t 'Um'~ rH ~7'1 ~'U~1 
t~ilfll'l1).JL;).JU.;~ u.fl:'!I'ltJ~~L~1).Jt~m,,j1Lilu1l'ii ... t17:~tJ~f\~1L~L~u~q,,, 

uni)'1I1m""1'U')'U).J1nL~~fII'l1).J"").J1tJu.f\:ri1~1n"'fII,)1).JL~tJ')ntJ "lJI7'1~U~1" H""f\1tJ 

u.~~).J t"'tJ American Marketing Association (1960, as cited in Kotler, 2003) 1~~ 

fII'l1).J"').J1tJ'JItl~;h'l1lJ17'1~'U~1 (Brand) 'l1~tl ~tl (Name) CltltJri1 (Term) iClJftn~ru (Sign) 

zUftn~ru (Symbol) m'tltlnu.utJ (Design) ".ffim'~~).J~~1'Ua~~mh')).J1~~"').J",;1 t"'tJii 

,., "'*"').J1 tJ L ~tl'::tJ ~~ ~'llJlU'JItl~ ~'U~1".1tlU1m 1'JItl~ ~'JI1 tJ 7'1 tJ".ii~1 ".1tl nq).J ~'JI1 tJ".f\1tJ 7'1 tJ 

u.f\:L~tl~11~fII'l1).Ju.lJIn,j1~tM'U~1u.f\::u1n11'J1tl~lJI'Uiifll,)1).Ju.lJIn,j1~LtI"'1n~'U~1LLf\:tJ1m' 

'JItl~~u.'~i'U ,,~~U lJI'1~'U~1~~Lu'Ua~~7:tJ~~~'JI1tJ""tl~~~lJIL~ ~~"'::~1).J1'tlt;lJI7'1~'U~1ti'U 
L~ U.,jL;;tJ~ ~ L;ltJ,)~f\tl ""::tJ:L'lf\1 t"'tJhiii1'u",,).J "tl1~ (Kotler, 2003) 

D. Aaker (1991) u.f\: J. Aaker (1997) L~~iltJ1).JL~!J'lnUlJI7'1~'U~1Ht'UnfllYl1~ 

L~!J'lri'U'l1 (JI7'1~'U~1 "').J1tJ~~~tl LLf\:iClJftn~ruIJi1~1 'JItl~~'UA'1 tl1n Lf\ Ln Lfii1tl~"').J1tJm1A'1 
.. ..,... ....J..... 11 .. -I .. .!"I ::t " .. -

".1tl m 1tltln U.Uu".u".tlun,1l CU"JIYl).J'llJl '1 1::~~ fII L fitl ':tJ tl~ fII') 1).J LlJ'Un 'UfII1 ".1tl U 1m 1'JItl~ 

~'JI1tJ7'1tJ""7'1tJ".ii~ ".ffinq).J".ii~ u.fl:L~tl~11~fII,)1).Ju.lJln,j1~t~ntJ~'U~1~U1 t~u.lJIn,j1~"'1n 
~'U~1'J1tl~~U.'~ t"'tJlJI11~'UA'1Luua~~iiLtlnftn~ruLll"'1:~')u.f\::'W~1).J1'tlfltlnLfltJ'Uu.tJtJri'UL~ 
u.f\ ::~~ LUl'l1 ~UA'11l1tJ t~ lJI11~'UA'1 t" lJI7'1~'UA'1".ii~ ... :".1tJ LtI ... 1 n IJIf\1 '" u.tl')n 1J11).J u.,j~tl'JItl~ 

1J17'1~'UA'1~'U1 n ... :ti~fII~LU'U~rrntl~/l1tJt'Ut"''JItl~~u1tnfll (D. Aaker, 1991) 
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Duncan (2005) nft1'ltl1 "11ftU;'1 ~tl n"rl'tJft~~u1tnfll~LilU~tUJ""'"nn"rlj 
tJ _f:'" 1! -I .. -I ... f. .. ~ .1" t ~.1' ~ .. 
1:~Un11'u7'l'" 141tl"Dtl~fl'VI"'LmJ'lnUtl~rln1141tl"UrI"""~1 "!J"11"UrI"UU"'~"'fII'l""'14"'"t1 

f1~i~'VI1~~1UfII'l1",~"ufl~:;"1'" (Heads and hearts) "tl~~U1tnfll ufln,,\1nd "11ftU;'1tT~ 
14"'"t1a~n"1~""'~""U"tl~fIltuftmflU~(U~tl~'~Ufl~UJ~ tlltI;:jLfII1t,~14"'"t1n"1;'" 
(Trademark) Li]UftCUftn~n1' i~d 14"m.("'tl~"11ftU;'""""'"1Cl("n"1~Ufl"11ftU;'"'~tl!h-1 

~ .1' ~ • .J.. L ' l-~· ~ , r " .!II .1' 
L14"'"~"'" "11"Url1UU1 n"'~,,-1f1'V11f'nflUfl~"T l-1f1ltufll1 :HLn""UUntl-1 fIIn1~ LlJUL ... 1"tl~ "11 

ftu;.1,rU'~ ~ultnfllu"fl~fllu",~;:jn"rl'tJfL~tI'lriu"11ftu;,"u"n""-1riu'tJ ~-1n11fui.r-1nft1'l"'~ 
• ~ ... ~ -I" .~ _ 11.1'. II .l':'! 11.1" ....tJ r..... r .. 
Ln""U"'"n~flfl'nD ~"tl7'l"''VI~U1ulfll ~"L14U ~,.tlU ~,.tl1U 141tl'" 1~~Un11tu7'l"'nUfI-1f11n1 \41tl 

ftU,II1'1f1-1IJ111ftU;'1,rU1 t"tln11fuftl1~Lilu'tJlu'VI1-1U'ln\4lf1'V11-1fluii'lI LiitN~1nLO\1'1f1-1Pl11 
ftU,II1 UJ~""'"1Cl fII'lUfIl'" n11fufDfI-1~U1tn fII '~f1!h-1 U li'~1-1 

'1..,j 1I.l"I"· • .... ~ .1'111" .. :i.,j .... 
~U'Itu~ Keller (2003) ~,. ~\4f11""'"n"fII'l""''IfI-1Pll1"Url" ~'J'l1 14"'"t1Cl-1 ,,-1Y1Unn11 

L~II_!' .!II""tt.l'.r. ... r, .oJ ......... r t.,j 
Plfl1""TI~'IU u.I'l1"'~LlJU"IIfI fl rJ "CYfln~tuPl1~1 ""14ru~flPllltu",,'Itl-1PlULfI-1 "!J'VIPl11 

ftU;'1f1"~;:jfll'l""'\4"'"t1L'\-1ilflUriU~fllJl.ntu.,r (Product) U"Pll1ftU;'1~~;:jfl~rltJ1~ntlU"f1-1f11'l1'" 

UPln""-1Utlmmltl"'"n~flPl.ntumlUJ;:jPll1ftU;'"~'l1 'tJ ,ruii~f1 fIlturi1L~'" (Added value) ~ 
CJnfltlnUUU~U"'"L~tl~Utl~PltlUfII'l""'IA'f1-1n"nfl-1~ultnPllUzUUUUL;i!J'lriu ~-1f11'l""'UlJln""-3 
~-3nft1'l,rUfl1~;:jin~tu~~LilUL\4~LilU~fl 4'u~f1~'11 (Tangible) Ufl~;:jfll'l1"'L~tI'l;rfl-3riu 
tJ 

~ - • ~ " -11.1' .. ...... .!"I .r..... r .,j 
1~"'VIfiIl1'nn11Y11-31U"tl-1"UfII1n~,. \41f1f111ii1~~"'fln~tu~LlJU"CYfln~tu (Symbolic) 'VI 

L~tI'l;tN'VI1~1I1Ufl11",nrfll'l1"'~n (Emotion) IJIflfl"'~UfII'l1~'\-1~1!J~U1 ~UJ~1~11Cl4'lJ~f1-3'1A' 
. "".,j " .... :i -I ~.1' ~. t.,j • .... ....I.. ~" (IntangIble) "11-3Ln!J'l'lfl-1nU,,-3'V1Pll1¥'tU,.,1UU1 U1L~UfI "'!J'VI~fllJllltu"''VI~IJI11¥'tU''" (Branded 

product) f11~Lilu'lIi-3ftu;'1~4'u~f1-3'1I (Physical good) l1u,II1 (Store) tJ"fIIfl (Person) 

~mu~ (Place) f1-3r1m,j1-31 (Organization) '\-1lf1LUJU"fII'l1~ji)", (Idea) i-3n 1JI1"ftU""~ 
u;-3uni-1Iii1~;:jft'lu"fI'ltll\lLn"flJtu'h"f1Pll1ftu,II11un11t;'tJ1~t!J"IIui~f1n11u,j~iU'VI1~1I1u~1nliil 

Ufl~LtJ~tlUUtJfl-3Lilu~fln1"'A"I.u~~" 
~ ~".....!'t.r..... ....I.. ...." "" II -Uflnliil1nu 1JI11"UfII1!J-3LlJU"CYfln~tu'VI~fII'l1~"IIlJ"IIflU Ufl~~"~"1Clflfl"'l"~\4"'"!J L"CH 

uliiI4'!JJ;J1-311u 6 1~~lJ"''l!Jriu ''''uri '1rutfn7!tru::u1-fJf'}rutUJ~ (Attributes) j;J11ftUA'11ii1~ 

U1'tJ~fII'l1~~"a-3f1Jtuim~tu~lJ1-1tJ1~n1t'!1f1-3~fllJl.ntu",,1uj;Jl1ftuA'1,rU1 L'liU 1JI11ftUA'1 

"" t".,j ~I ....I - • Mercedes L"IIfI~ !J-3Cl-311"1'V1U'n-1 ~11J11l"Un1ru1~nfllJ1Cl!JUIJI'VIU'I-3LLnN "'l1~'VIU'VI1U Ufl~ 

PI'l1"'LilU1CltlU,w/;:j1:.rlJ Lilu~u ~1n,rU~-1L~f1~t!J-3'tJ~ '1ruIi1::fv'flU (Benefits) ~LtlUfilCU .. 
in~tu~Lll'n1~'IfI-1~flPl.nCU.,rUU1 L"fIU fIlCUtJ1~t!J'DU'VI1-3111Un11t;'~f1!J (Functional benefit) 

Ufl~fIltutJ1~ttl'DU'VI1~f111)Jnrfll'l1~fin (Emotional benefit) f11;j fIlcuin~ru~ ""'l1~'VIU'VI1U" 

IiiI~U1~1~-3f1JtutJ1~t!J'DU"'1Un111;~f1!J ufl~flJcuin~cu~"'"u "11"1UYi-3" U1'tJ~-3f'JCUtJ1~t!J'ItI 
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Yl1~~1Utl1nJnrrl'l1)Jfin LL":rI'l1)Jfinii~rI'l1)JLUUrlU~1.rCULL":LUU~~U"II)J"IItl~qrlULUtf~rI)J 

LUU~U t~tI"lNtl1:ttl"llUn4l:lh't1~n11LL~~~ii~ "OJ';' (Values) "IIfl~lJI11~UA'1~':1.J~ L,jU 

~ .1.1 t1... ... ...... :::. 
Mercedes LL~~~tN")Jntlu:Yltltl)JLtltI)J r1'l1)J fltl~l1t1 LLfl:r1'l1)J\.tZ'411)J1:~U tlnYl~lJI11 

~uA'1n6~"1)J11tlatlii~ ?If.IUl1fflJ (Culture) L,jU Mercedes LUU.r'lLLYlU1'IIIJUfi1nJ"IItl~t11:LYlrI 
..... ~ tI ... .I ~ !"I......t1!:t ... !"I 
r.i~fllJl\.t1tl 1:LYlrlLtltlnJU YlLL"~~tltlntl~r1'l1)JLlJU1:LUtlU)J 1:rtYlfi111Vf LL":"lN1l1Vf~~ LlJU 

~U L,jUL~tI'lriU~lJI11~uA'1'h~n~~tlu lJ"inll1'rf (Personality) "IIfl~lJIULfl~flfln)J1 7'l)J~~6~ 
"1)J11tlU~Utln'A1i~in~N:"IIfl~ i1., (Users) ~tllJI11~uA'1Ufl)J":lifluii~nq)Jqultnrl~~tl .. 
\.t1tll; ~fllJlJiNerl"llfl~ lJI11t;uA'1uu1 'til LUUflU1-3 ~ (Kapferer. 2004) 

Keller (2003) 'tllflfiu1t1 ii~tl1: ttl"llU"IIfl-3lJ111t;UA'1~1 LUU~~~iJ r1'l1)Jt11.rCU LLfl:LUU .. 
tl,: ttl"llUl'ifl~-3 qultn 1'1 LLfl:fl-3 rI 01111n41 fl1;; L,jU tl1: ttl"lluYl1-3111un11 'tllfu r1'l1)J ~)J 1'1 1fl-3Y1 1-3 

n!)\.t)J1t1 Lrlfl-3411nlJl11~uA'1~'tllfun1141l'1Y1:LOtlUlJI11t;uA'1 41:iJ~Yli'tlifurl'l1)J~)Jrl1fl-3lJ11)J 

n!)\.t)J1t1 (Legal protection) ~1\.tfu"lNin~N..."""'fl"lN~)J~~U'I~l'i1~1 "IIfl-3t;UA'1 L~flUJ1" 
~U~1n11fltlnLfltlULLUU \.t1tlu1Lfl1P111~uA'1'ttll~tlUJ'tllfufl~ry1lJ1'tli "IIN~lU~'lU"IIfl-3 
qultn r1J'u lJI11t;uA'1n Lt11t1UL"ijflUtfCUCU1~ q~fllJl)JflU 1" LLri ~ultn 1'1 ~11 ,,~ultn I'IiJ r1'l1)J 

~U14l~41:Lflfln~fl\.t1tll;lJI11~uA'11~lJI11~uA'1\.tn-3)J1n;u'tli Lrlfl~4I1nP111~uA'141:LUU~-3~1:1.J 
n-3LL\.tfl-3~flP1"11fl-3t;uA'1LLfl:u1n11't1i ~-3~11"qultnl'liJI'I'l1)JL~fl~u't;;~1fl-3r1n1~~fllJl4l: 

... ... . ~ 1 ...... J' -I l!r.:t " ..... 'I.!' 
"1)J11tlru~"'''IIflUP1fll'l'l1)JL\'itl\.t1t1 l'I1 flULnl'l'DULUfl-3411nn11 "IIrtUfl1\.t1flU1n11111t1 ~1P111 .. 
t;uA'1uu1't;; 

Ufln4l1nn P111~uA'16-3iJ~'lu,j'ltl~11-31'1'l1)Jr.in~u1"Lnt'l;uriu~ultnl'l'tlMln~'ltl 
-I !:t " .. ~.I. 1 ... ... 'I " ... ~ _ ~ -I " ... ~ _ ... 

LUfl-3411nlJl11rtUI'I1 I'Iflrt-3Y1flfJI11t1 UI'I'l1)Jrll'I4IlJI ~4I'Dfl-3r.iU1ulri ~t'lm~Vf1:L)Jfl~U1ulI'ILnl'l 

-I 1 !:t". ... ... !"I ... ... ... ,!:t" 
I'I'l1)J"IIU"IIflU UP111rtUI'I1 n4l:"1)J11tlYiIliJU1Lnt'lLlJUI'I'l1)J~nYiU LLfl:I'I'l1)Jl1nt'llJlflP111rtUfil1 

'I~ . .1 .J'" ... .1 !:t""'!"1 tl ~ ,.. • ..... ~_ 'I. ,.I .J " ... ~_ 
Ll'I ~UYlf!l'I LlIULl'ImnUYllJI11rtUrl1t1~LlJU 1: ~tI"IIUfltl1-:J)J1nlJlfl~U1u 11'1 ~ULL-:JYl4I:1I'ltl~U1u 11'1 

tl 
... 'I " " .I... !:t". -I " ... ~ _ 'I " 

1:\.ttll'lL'lfl1 ~Un111'1U\.t1'Dfl2JflLntl'lnUlJI11rtUI'I1m-31 LUfl-3411n~U1u 1I'I4I:~1)J11tl ~"II 

tl1:"Un11nrL~)J~LrltI'tllfu4l1nn111-DiuA'1\.t1flUln11'Dfl-3P111~uA'1,j1~1 L~flL1t1uilJl11t;uA'1 
, ,!:t "1 "'I"'" ~ "1.1 LLlJlfl:lJI11 'l1lJl11rtUfil1 t'I"1)J11tllJlflU"Ufl-3fi1'l1)JlJlfl,m11'!Jfl-3lJlULfl-3 L~~ LLfl:P111rtUfil1 t'lVI'D1(;1 

tl !:t ... ·l"""'~- ... !:t 1" J' .... 1" !:t "1 ~,,-I'I" 1:rtVlfi111Yi Vl1 \.t~U1ulI'I~1)J11tlP1l'1rtU 4ILflfln"llfl\.t1flLflfln 'IIlJl11rtUI'I1 t'llJI11rtUI'I1\.tU-3 Ll'I 

I • .: J' 
fltl1-3":l'I'ln"U1t1LLfl:7'll'lL7'l)J1ntl-3'DU (Keller, 2003) 

~-3 'ttln~1J'u lJI11t;uA'1V-3,j'ltlfll'ln1nuil'l'l1)J L~tI-31"LLri qultnrl1 Un11.rl'l~U 14l~fl\.t1fl 
H~fllJlJiruerl"llUl'I ll'l"llul'I,..n-3 'tMln lI'ltl L rlfl-3411n~fllJlJi ruerlU1-3tl1:LI1V1J'U ~ultn r1fl141 ~fl-3 
L~;CUriUrI'l1)Jtl1nfl1u1nlun1ru1:Liju \.t1fl;il'l'l1)J"lruin~N:LLfl:"lNtl1:ttJ'IIU'Dfl-3 

~fllJlJiru.,r t"'tlLllYi1:eJfllJlJiNorivl ~fl-3fl1 ~tltl1:"Un11nrLLfl:I'I'l1)J L ~fl nfl (Experience and 
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credence goods) tun'lfrK"'ftut"'~f) f)'lt;L;U n1fL;1ruuln1nnW'lyuJ'lu1ft ,,1tm1Jf) 

nnJfimrtJ~nuftl" Li]U~U t"'t.I"f'lftuA'1 ... :ijt'l'lU~1~'Y;'lt.lt14~uluH",rut ... tU"lNll'l'" Ufl: 

in~N:~U1 U'l~tJ~n1f'11f)~~ft"nN.,r,rU1 \~ ~~"':;'lt.lfl"'n1m..rn~I'I'l1~Lat.l~'h~1 
..I - ~ ~ .. "Ilt - ., ...f'. I ,It.l' ~ , .. It_! ' 

(Perceived risk) Ylf)1~LO""U~1nn1""f)"ft) ~,.~ft"IlN'JIlJf:LIlYl""~1 ~I'ILlJUf)t.l1~'" u,,'l1 ... : 

Li]UI'I'l1~Lat.l~~Ln"'~1nn1ftf~1UftuA'1 (Functional risk), 1'I'l1~Lat.l~Yl1~~1Un1t.1Il1'" 
(Physical Risk), 1'I'l1~Lat.l~Yl1~~1Un1'L~U (Financial risk), 1'I'l1~Lat.l~Yl1~~1Ui~l'I~ (Social 

risk), 1'I'l1'-1Lat.l~Yl1~~1U~"~Ylt.l1 (Psychological risk) Ufl:I'I'l"~Lat.l~YI"~""UL'lfl" (TIme 

risk) (Keller, 2003) 

tl1~nfh'lt"t.I~ttJ\~~1 "'"ftU~"Lilu~~~f1~I'l'l"'-1LL"n'h~t14nu~ft,,ntu.,r'tl~tl~,(n1 
t~ijfll'l"'-1U"npj"~"'"n~ft"nN"1,,t.I,t'l\tJ t"'tJtl1~t.l01't'l~~1UPI'l1~"'~1t.1'tl~ityin~nrpj1~1 
i~~ L~fI~f1~1'I'l1~t"''''LI'iU Uft:"lN'ht~nu~ft"ntu.,r,rU1 ijPl'l"'-1t"'''L,jUL,..iltln~"ftU'''"'tl~ 

~ .l' " ~.l' ..I. , ~..I ., " -~_ "I ".. _ ~ .. "f'lrtU"" flU'~ "f'lrtU""Y1 U,~ unN Ufl:LlJUYI tJtl'-l ru'f)~ ~u, U' 11'1 ~ U'l~ n'l1~ ~~ Lu'tJU L~~f)U 

YlmtJ'iUtluijri1~~'f)~Um ~"':;'lt.lL~~1'I'l1~~1~1'Cl tun11U '1i~iunu~ft "nN.,r'tl~UM 
~u'1i~ ;'It.IL~'-I~ftrh\,tu,:t.I:t.l1'lt~uriu11i'-Y1 Ufl:;'ltJt~uMijfll'l1~u;j~un1~tu011;j1Luu 

~'n~t~tJ':~UI'I'l1~~1L~\"'U~t1" (Keller, 2003) 

tU~1;UPif)\tJ ~:\"nfl1'lCl~nfl~Ylfi01'~11~m1ftuA'1t~ijl'1'l1~t(;l(;lL~U u"nPi1~~1n 

~U '1i~ Ufl:ij"lNri1 tut~'tl~ ~ultn fII ~~\"nfl1tJ~1 LtlUtJ1:L~u"'in~t!nn11"fl1(;1 t ~ 1'1'l 1 '-I 

~1';tytlth~~1ntuiJ ... ,uu Lrttl~"'"n"'"n"f'lftuA'1ijLtmim~truYlt"'(;IL~UUft:LtlUtlU,..rt~tlU 
L~t.I'lriU ultlyj1n11atl~1'tltln\tJ~~ultnI'11l1t.1utln ntitl'-lritlt~Ln"LtlUIl1"'fln~nr"f'lftuA'1~ 
u;j~uni~ Ufl:LtlU\tJtUt;fllYl1~U'ln ufl:ultlIl1"'fln~nr"'1ftuA'1,rudjuhltuYl1~1J'lntlth~ 

~ ... It", ~"::'.I • .... .I ~ .:"1..1... " -~_ 
~'-I1L~~tl n~:Cltl LII'l1 "'1rtUI'11UU1 u1::~UI'1'l1~~1 Lf"''-I'IItl Lrtt.l~ Uft:LuUYlt.ltl'-lru'tl~~U1 U II'l 

01:,t~t'l~~flt~~ultnI'lLn"'I'I'l1~nn~pjtl"f'lftU~1 ;~t!ULtlULil1"'~1tJ~~t111'tl~n11~1LUU1I1n ... 
Pi1~1 Lrttl~"'"nl'l'l"~nn~tu"f'lftUA'" tif)~yj1t~"f'lftUA'1t!U1 ij"lNfli1 Uft:~:U1~1;~ 
~fttJ,:ttJ'IIuIJi1~1 ~1n~1t.1Pif)"f'lftuA'1t!U1 L;U PI'l1'-1~1~1'Cltun1"tJ1tJj;)f'lftUl!h~tJ1:~U 

• .. .:"I ..I"., .,,, -~_ 1t.1...I~" _I .I .I " 
1'1'l1'-1~1 L"" LlJUYlT'nUft:tJtl'-lru'tl~~U1 U Il'ltltln LUlJrtUI'11u1:LIlYltlU1 L ,..tl~l1~ 1'l'l1~ 
... .1 ..J .: ~ 'I'" ...I ~ "..J.. , .. _~ 

U'!.I~UnN Uft:~flu':ntlUn11Y1L"''-I~1n'U L,..untl~l'ln1 LUtl~~1n"l1rtUI'11Y1LL'!l~ unN mu1tJU 

\"riuYlfvm'iu (Asset) ~ijl'l'l1~I'l~YlUCl1'l1 i~6~~1'-11'Cl~11~~ftn1\,1~uriL~1'tl~"'1ftuA'1 .. , 
UU1 \A'tlti1~~""f11"ftUULtl~ (Dyson, Farr, & Hollis, 1996) t"tJlu~1;uPitl\tJ ~:nfl1'lCl~ .. .. .. 
iU"f)U01mIliJU"'tl~"f'lftU"'"IJi"~1 ~ulJiiU"tlUn1'n1"'U"Ltlnin~nr"l1ftuA'1 011Ln", 

1l1"'in~nr"f'lftuA'11ut~'tl~~ultnPl n1mIliJU1\tJ~I'l'l1'-1nn;\Pitl"l1ftuA'1 Ufl:011t;'nft 

~Ylfi01"tJ1t.1 "l1ftUA'1 
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m1t1f1.:JLflnflmiNJll1iUl~;1 (Brand identity) UULi:JU.:J1U~1~CY'DfI.:JfI.:Jrln~1n~UYlu 

YJnt.J1:aIlYl1uif~,uu ;.:J~nfl1'lttlut\''l'i1 YJn1'udLYlI'I tutfl~n11~flPlPi1.:J1 t~fun1mlil-lu11\\,il 
1'I'l1)J-nUt1,j!J Ufl::t~)J1 Pl131U-n" L Yl!J)JrlU ft.:J ~ft 1 \\'~~ Plzr N.,r"'fl1!Jtl7:: LIlYlil fIJ NIl 1" 1'It\'1!J I'Ift.:J .. 
rlU 'D1"1'I'l1)JUPlnPi1.:J Ufl::I'I'l1)Jt11)J11Cl1un11u;.:Jiurlu~u;.:JiuYl1.:J~1n~f1~1.:J{"L~U ;.:JUu 

"'1nPll1iu;h1"t11)J11Clt111.:JLflnflnl1nmill'l'l1)JL;)Jui.:J1\\'rlUPll1iu;htlK n~::''l!J1\\'Pll1 
iUA'1~U1 t11)J11Cl U ;.:Jiurlu~ U;.:J 1U~1Um1aflt111Pll1iuA'1 ttlu.:J qul'Lrtl'l t;r 

~ ".I. ,::."... ... ~ ~".I... ... " ~".1 ... 
Jll1~UI'!1Y1U'D.:JunNUUJlfI.:J)Jflnl1N::LuUPll1~UI'!1Y1)JLflnflnt~tNI'I11~UI'I1Y1'D"L~U 

L~!J.:J"f1 ~.:JLflnflnl1NIJI'11iuA'1nPifi nq)JI'I'l1)Ji)JliufivlL~f1)Jt!J.:JrlU'DfI.:JPll1iU~1 (Set of 

~ ..." ~" .I)t_ J' ..... 'I.l' ... .. 
brand associations) 'D.:JUl1"1Unt111.:JJll1~UI'I1"!J1!J1)JYI~::t1T I.:J'DU "'1f11n111 L'~ Lflnflnt~N 

~.l'...... ~ 1..1 ".I" '"'' -~_ ... ".I... ~" Jll1~UI"I1~::)Jflnl1N::LuU"''l1)J 111ClU1'DfI.:JfI.:Jl'ln1YlPlfl.:Jm1 "'~U1uIl'lruiLn!J'lnUPll1~UI'I1 

• .. • ..I ., ~" 1" " ... 
1uztluUUPl1.:J1 "'lfILuui.:JYlut1".:Jflfln'l1f1.:Jl'ln1UU1 JlfI.:Jn11 "'Pll1iuI'I1'DfI.:JPlU)JI'I'l1)J 

, .. 
"')J1!Jn.:Ji.:J1"lu1~'DfI.:Jqul'Lrtl'l ill'l'l1)JUP1nPi1.:J~1nJll1iuA'1'DfI.:J~U;.:JfI~1.:Jt1-n.:JU.:J~f1.:J 

t11)J11ClUt1'Mflflnn.:Ja.:J~f1.:J,(n:rn1fl.:JtI!i~f1~ Ufl::~::t1!i~PiflttllUflU1I'1Plt"'f1~1.:Ji"L~U~.:J 
JlN;1)JrlUI'!'l1)J"')J1!J'DfI.:J 1l1"flnl1NJll1iuA'1 (Brand image) ~ilflm~N::LUUa.:JPi1.:J1 ~ 

, .. 
t11::nflurlud:JuJll1iuA'1;.:JfI~1um1fuf'DfI.:Jqu'1'Lrtl'!lUL'lfl1UU1 (Kapferer, 2004) 

D. Aaker (1996) Ufl:: D. Aaker & Joachimsthaler (2000) f1flU1!J~1 Lflnflm~NlJI11 

~ " ... ~ ~ .¥. ... X. ".1 ~ " ::'.1 
~UI'!1Ln~~1nm1L'DfI)J L!J.:J1'!'l1)J~)J"UD'DfI.:JfI.:J"'u1::nflUJll1~UI'!1 (Brand association) YI.:JYI 

t11)J11Cl4'U ~f1.:J t;r Ufl:: hjt~ L;1 ~'l!JrlU L~fl ut1~.:J n.:J1' Jltltl1::t1.:J f'l'Dfl.:J 1JI11iuA'1 Ufl:: Pl1Jui t1J t1J1 

.I ~,,::. ,.J' '" ," -~ _ ~ ..." ~".I... _ " 
YlIJI11~UI'!1UU1 ~::~.:J~1U "'un~U1uII'I L"'!JLflnflnl1NJll1~UI'!1'V1"'I'!'l~::t11)J11mt11)Jt111.:J 

1'!'l1)Ji)Jliufi1::"'~1.:J qu'1'Lrt I'! Ufl ::"11 iUA'1 t;rfl th.:J ilu1::iYlflll1" ;r'l!J n11n1"'U'" 'l N'h~ 

qul'Lrt1'l1'l1"''''1'.:J~::t;rfu~1nJll1iuA'1~U1 (Value proposition) ~.:JnPifi t11::L!J'DmlLn",~u~1n 
" .I,,, ( . 1..1 ~ ....I -" " ~ "'U1Y1 L'Dt1fl!J FunctIonal benefits) 1::L!J'DUYlLnlPlYl1.:J"'1Ufl11)JNUfl::I'!'l1)J1rtn (Emotional 

" 
. ) 1..1 ~ n .I ~ ~... .. -~ _.. .. 

benefIts LLfl:: 1:: L!J'DU U31U::YI LuULI'!1fI.:JUt1"'.:Jflnl1CU::L~"1::'JJfl.:J~U1 U II'! "'1fl Ut1 "'.:JflflnCl.:J 

PI'l1)J Lilul'l'l JlU'Dfl.:J qul'LrtPl (Self-expressive benefits) 

Kapferer (2004) t;rflflU1!Jfl.:Jf'ltl1::nflU'Dfl.:JLflnflnl1nrJl'11iuA'1~1 t11::nfluLuu 6 ij~ 

~Ut1"'.:Jflflnn.:Jri'lupj1.:J1 'DfI.:JLflnflnl1NPl'11iuA'1 ,r.:Jm1aflt111Lflnflnl1N"'11iuA'1~1nqft.:J 
",lfIL~1'DfI.:J"'11iuA'1 (Picture of sender) Ufl::m1fufLflnflnl1NJl11iuA'1Y11.:J;r1uqul'Lrtl'! 

",lfIqfu (Picture of recipient) Ufln~1ndnu.:Jt11)J11Cluti-3ij~flflmUUm1Ut1"'-3flnl1CU::1l1!J~ 



z o 
~ en 
~ z Relationship 

~ --------------

Reflection 

PICTURE OF SENDER 

Personality 

-------------- z 
o 
~ en 

Culture ~ a: 

~ 

Self-Image 

PICTURE OF RECIPIENT 

.,J 
'VI)J1: Kapferer, J. N. (2004) . The new strategic brand management: Creating and 

sustaining brand equity long term (3rded.). London: Kogan Page, p. 107 . 

.. 
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t~fJt11)J11Clf}fi1J1fJU~)J'JIf}~Ltmim~nr(JI11~UA'1U.~fl~ij~;1~~U 1~~~il1) ij~A"1U 
... ~;o! ... J'.,J ... ~ ~".,J 
ftm:tru~1.Jn1tJn1rt (Physique) 'D~L1JUflm~N~YiU31U'VIt1~'JIf}~Lf}nflm~CU(JIl1rtUfII1'V11~1.l 

".,J ~,,~ , .. It.1'~ .. • .. _.,.It_I~~' .... .1',,::.~ 
".U1'V1'J1f}~rtUI'I1UU1 'l1)J ~'JLYiflf}~ L1 U.fl~t11)J11ClU1 ~1J ~"U1J~ ~fJ'DUf}fJ1~ L1 ~,,1J1~ 'VI~U ~~ 

1'l)Jil~~~inl1cu~~t,.,.L,jU (Prominent) ~~q1Jltnl'lunil~ujf}iln11nfl1'lil~(JIl1~U,JI1tiU ".ffi 

inl1N~~Ujt~~L~U (Dormant) U.~t11)J11Cl~,nn(JIL\4u1I1L~fJ'lri1J(JI11~U,JI1tiU1 ~'lfJ 2) ij~;1U 

ljl'lftnll1rt (Personality) ~~LflUn11U1Lf}1inl1CU~~1~1 'IIf}~(JI11~uA'1tiu~ntfJ~L;1ri1Jinl1N~ 
l.lflliinI)1Yi'JIf}~1.lf'lfilfl t"fJi)fin1~1~rufll'l1)JilfJ)JtUn11u.t1~~f}f}nil~l.lflliinI)1Yi'JIf}~(JIl1~uA'1 

lI'lfJij~~1ul.lflliinI)1Yiri~f} n1nl1Lt1Uf}~.hutlJl1ntUn11tlJl1CU1 (Spokesperson) ~111 

Unu.t1,.~ (Star) ".ffift'(JIf (Animal) (Kapferer, 2004) 3) ij~;1U?Ii./Ufjn3J (Culture) (JIl1~U~1 

U.~fl~(JI11tiU~1~ riil1' ~Ufi11)J LflU'JIf)~ (JIUL f}~~~ ~~ ~1Uf}f}n)J1'V11~~uA'1 ~1~11)1fJ t~(JI11~U,JI1 
:. ~ ... t". .. . . ...I ., 'II ...... .. 
UU1 ~~fJ'l~Ufi1ffi~~U.t1,.~ "'L"'UCl~filJCUfll1 U."'fl~'VI)J1'J1f}~U.N1JU"1fl ~~U.fl~Yifl~ "'1f}fII'l1)J)J 

tJ1~~'VIfiI)1Yi'JIf}~(JI11~UA'1 Lflu~u 4) ij;jM1 UI'l'l 13Jft'UtvU{ (Relationship) mh'l~f} (JIl1~u;h 
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JULU1tJ1.JL,,;jtlUp.JLLUUlItl~fII'l1~ft~liul ~,rnLiJ" ttln1"lun11LLflnLtJ~tJu~~~(u~fl~'W1A' 
1::1.4~1~tJfIIfIIfl t"tJL1l'n1::tlth~~~lu~1n4ltu;m~4It::ijm1ftfl~fII'l1~ft~~uI1::1.4~1~'111aU;'1 

" ".. .. 1 ' ::. ..I... 1"" .. .r ) .... ~ "( LLfl::to!L1I11UU1m1 ULLllfl::fIINYI~n111.4U1m1Ln"'u 5 1J""'1W71)Vt9~fJ2J Reflection) 111'n 

" 'I...I~ ... -c .t' ,~~ ~.1' t .. ~ .., 
"::YItlU~UYlU4It::~fII'l1~1.4~1tJtl~111'n"::T1tlUlItl~nq~to! ~'1I"11"U"1 "tJ~nLl.Jun1'nflm~CUlltl~ 

nq~Lih1.4~1tJ~CJml1L"Utlflfln'tJ'''11i11CUlIU 1.41flLi1un1'nfln~cu1u~"~fII~~~f"11aU;'1 
::." ~.1' ...."..,..J " uu, "~n11LlJUL"111fl~ LLfl:: 6) 1J"t71.J~1W71)VtmJ1rut7t9~fJ2JfJfJm.J1"i1ntmJ'fJ.J (Self-

.... .t' ~ .t' -c.. t ,~~ ~.1'::' , ".... 
image) ~Pl~"T11tJU~::"::T1flUtl~Pl'lPlun1tJ ulIfl~nq~to! ~'1I"11"U"1UU' fltJ1~LLYl4ItN LUtl~4It1n 

~lJ;'infll4lt::Lflfln~flPl11i4u;'1~t\1~11tl"::YfflUfII'l1~Li~ulK'lllfl~IK'lLfl~'M (Kapferer, 2004) 

utln"1nd ,rnn11Plfl1"!i.:lfll'l11~1'I'l1~~1~C\ll~1"nu'VJn, tl~"'lb::nfllJ~ijfll'l1~ 
..I ".. ~".. 1" ~.1'''' .... ....I~ t ," , 1" LntJ'l'tl.:lnlJPl11"UfII1 L'nfl 1.4Pl11"U"1~Ltlnflm~tCUYl'1l"L"U ""LPlU t\11~1"I'l1~LLlJlnIJl1~ 1.4 

.. .r , ~.1' 1 'I " .. ~_ ... ....I~ 'I ' ........ 
Ln"'ULLnPl11"U"1111tJ U ~4It'fl~to!lJ1 U"lrI LLfl::t\1~11tl~'''tJUYI''PlL''U ~Un11LL'.:I"UnlJ'I11 

aU~1,tl~~LL;.:Il;;tlth~ijtl1::i4Y1fiI11'n ~~m~,,::Yi1L"JIudl;;Ju ~1Li1Uflti"N~.:I~"::~tl.:ltl1~tJ 
mfiLfII11::\f"11i4u;hL~~nfl~Y1l (Strategic brand analysis) L~flYi1f11'l1~L;r11"tJn,J\1 ~LL;.:Iiu 

~ " t"'''':.r .. 1 ..I~ ....-LLfl::"11"UI'I1'tl.:l"ULfl~ 1.4m'::4It1.:1l1"~1ntJ.:I'U 11.:1 UYlU tl1"1.4~1tJ1'l~tl~n11'lLI"I11::1.4tl.:l 

tl.:lrfn~fl~L~fl.:l1.4i.:lPl11i4u~1,rU' ;;'ltJ t"tJmfiLfII11::ml"::LLti~tltlmiJu 3 ~'lu1.4in, l;;LLri 

1) n1n'Pln~u~lJ1fllPl (Customer analysis) ~fl m'1'lLfII11::mi~t\1m~ LLfl::I"I'l1~~tNm'1~ 
LL Yf,,;.:1 ~~ LiJuLLN~in ~U l~ ~lJ;'in1"l Ln"'nq ~n'1'1~ LLfl::~ f'lUI"I ~ j;jfl j;J11aU~1 L~tJtl1" 1,mn4'tJ .. 
L;.:I"lcun1'n 1.4ffin1fiLI"I'11::\fnfl~Y1lm'1LLti.:l~'lUm'1j;Jfl1'" (Segmentation) ~.:I1U;;1U'fl.:l 

'U1" LLfl::m'1LtI~tJULLtJfl.:l'tl.:l"fl1"'LL,jfl::~'lU (D. Aaker & Joachimsthaler, 2000) 

2) n1n'Pln~u~"i.Ji2J (Competitive analysis) ~tl m'1'lLI"I'11::\ft\tl1um'1ruif",uu 

LLfl::~ntJI11'n'tl.:l~LL;.:IiuYl1.:1~'1n"i.:lluif",uu LLfl::~LL;.:IiulUflU11"1j;Jl~'1fllJ;;1U L~fl"JI'ltJl~ 
m'1'l1~nfl~Y1lt\1~1'1tlt\i1.:1f11'l1~LiJuLtlninliCU1~nlJ"'11auA'1LLfl::ijfll'l1~LLj;Jn,j1.:11tJ"1n~ 

LL;~iul;;tlrl1~LLYf,,;~ '1'l~n~nfl~Y1lm'1'l1.:1LL~Um'1~tlt\1'1nlJ~lJ;'infll~"::t\1~1'1tlL;r1n~ 
~u;'inflll;;tlth~ijtl'1::i4Y1fiI11'n ~~mfiLrI'11::\f~LL;~d i~rJf1U"tl~nfl~Y1lYl1~m'1j;Jfl1'" 1"I'l1~ 
LL ~~ LLn1~ '1'l~1tln~n1'1'l1~ ~1 LL ~ti~auA'1u~,,::"JI'ltJ L~)J 1"I'l1~iFl'l1~ L ;r11" L~tJ'l nlJm'1~i1.:1 j;J'11 

auA'11~n;;'ltJ (D. Aaker & Joachimsthaler, 2000) LLfl:: 3) n1n'1'I11~U"2J'fJ.J (Self .. 
analysis) ~tl mfiLfII'11::mi~I"I'l1~t\1~1'1tlLLfl::~tl1Um'1nr"fl~j;JULfl~i~LLj;jfl~j;J"un~if",uu .. 
lu;hu,j1~' ~~;;1UYlfntJ1n'1I"1'l1~t\1~1'1tlLLfl::~ntJI11'n'fl~IJlULtl~ 1"I'l1~L~~1" lum1U1 Lt\Utl 

fII'l1~LiJUIJl11aU;h~ijLtlninliru1tl!i~~lJ;'inFl '1'l~i~n1fiLI"I'11::mi~I"I'l1~LL~~LLn1~ ;rfl~1n" 
nfl~Y1fi;;1U,j1~' LLfl::"lru,j1'fl~tl~,rn~ij~'lulum'1~i1~Pl'11au,J\11~tl'1::t\lJl"I'l1~~1L~;;'ltJ 

(D. Aaker & Joachimsthaler, 2000) 



t"fJ D. Aaker (1996) 'l~LLu~t"Nftf1~'Dtl~Ltlnin~nr"11~U~1 (Brand identity 

structure) tltlmuu 2 tl~"1.J1~ntl1J~in (~LL~U1l1'n~ 2.4) 'l~LLri 

EXTENDED IDENTITY 

CORE 

IDENTITY 

~lJ1: Aaker, D. A. (1996). Building strong brands. New York, NY: Free Press, p. 79. 
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(1) uriU1JfNLfJnffnl1nJ (Core identity) ntlLUU~'lU~1~C\I'DtN"11~U'!\1 tlUIit~LLft"~n~ 

LLriuLLYf'Dtl~"11~u'!\1~Un1~L'l~1 ~1tl~"LLuuri1J"11~U'!\1"~tl,,,11.J (Timeless essence of the 
::,., ~__ ~".oIJ' ,.I.!"1"'''' 

brand) 'VI~tJ~LLft"~tltln'NIit"'lC\lC\l1N'Dtl~"11¥'iUI'\1 1'\'l1lJL'IItl'nU31ULL~~filNI'\1'V1L1JULL1~'D1J"U 

"11~U~11\lri1'l 'l1.J;J1~~U1 PI'l1lJft1lJ11C1'Dtl~tl~ "'n1Ldtl~~i~ fl11~U'!\1 1')lJ 'l1.Jn~, "tlU'Dtl~ 
tl~ffn1~LUUL~1'Dtl~fl11~U;h,rU1 ;}'ltJ ;~LLriuLtlnin~nrdlit~Ltlu~uun~1~~~luLL~'Dtl~ 
PI'l1lJ~lJ1tJ LL~~PI'l1lJ~1L~'Dtl~fl11~u'!\11\lijPlNfihLL"n~h-31it1nfiiLL'1i-3iul~ ~-3U-3~1~U1~ . ~ 

L~tllJ LtJ-3 LLriU'Dtl-3 "11~u'!\1dl1.Jri1J"11aU'!\1 ultlijn11'!1tJ1tJ fl11aU'!\1 L;1 'l1.J~ fI~1 (;l1~~1 L"tJ 

LLriU'Dtl-3 "11auA'1~ij PI'l1lJ LL;-3 LLni~,rulit~ft1lJ11C1I'\-3tl~1~,,~tl (;l L 'l~1 L(;ltJ~~ IA'tl-3ijn11 

L1.J~tJuLL1.J~-31"1 LL~ ~1J1-3l'\f~ft L~ LLnU'Dtl-3 fl11aUFI1 fil111 lJ11it1 n LLriU'Dtl-3 Ltl ni n~nr" 11 auA'1d 

;}'ltJ L~tlLLft"~tltlnn-3"'l1lJL""L,jULtiuLtlnin~nr'Dtl-3"11auA'1,rU1 
(2) LfJnffnl1nm1JtJ1tJ (Extended identity) Ltlnin~NYI'DtJ1tJdlit~1.J1~ntl1.lt1.JI1I'ltJ 

tl~ff1.J1~ntl1J1Ji1~1 ~'!I'ltJLftilJl\lLtlnin~nr"11auA'1ijl'\'l1lJftlJ1J1nrlJ1nEi-3~U ~-3U-3'!1'ltJ1Un11 
• - :t '" 1 "... ., ..." ~ ..... I • ., ........1 n1~U"'V1 fII'VI1-3'Dtl~ "11 ¥'iUI'\ 1 ~lJ I'\'l 1 lJ'II "L IitUtl n (;l'ltJ ~(;l tJtl~ 1'\ u1~ntl1Jft11'\ C\I'Dtl~ L tl n~ n~N'VI 
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'DtJ1tJ 1A'LLrl "'~flnIl1'n"11~U"h t.lfl"IlN.,j"tfltn ityinttN ~tflLLnU fl1nJN~'l1).1fin ~ifl 

).I1"n'Dfl-ll"11~UA'1~a1J,jflriWJ1fl!h-lltJ1'lU1U LLfl:LLt.lUn11"fl1",j1-111 'Dfl-ll"11~UA'1 Lilu~u 
t"tJ~-II"11~UA'1"'ijLflninttMl'DtJ1tJ).I1nju 0"t:~-II';1t\4"11~UA'1tiuij~'l1).1LL;-IILLn;-IILLfl: 
.:t..l L..J.....' ~.1'..J.:t. • ..I 
'1I"LIIIIU LUfl-ll"'1nt).:j"nm).lLflnflnttN"11~U"1Y1'11"LIIIIUtJfl).l~1).11:tln1~U"LLt.lUn1~fl~1: 

Yl1-11n11"fl1,,1Iifl!h-llijtJ1:~YliIl1'n LLfl:Lflninttnm'DtJ1tJ!i-ll"'~1t"q1Jltn~Lii"n11'1''''''1LLfl: 
~u tllll tU"11~uA'1).11n~-IIju fl!h-ll 110 "1).1 ~'l1).1).11 mlfltJ'Dfl-llfl-ll '(tJ::nfl1JYl1-11 A'1uLflnft nttN 

~.1' .. .r. ~ ... ,,_!::. .t ..... I .. ... ....I.!II ... • 
"11~U"11111:).I~'l1).1'111J'1IflU).I1n"'1fl ~UU 1III:'DUflfJntJ1J::L1lYl'Dfl-llt.lft"IlN-rlYlL1JU"'ln1~U" 

UnJ1Nfl-ll..rtJ::nfltJ'Dfl-llLflnflnttN"11~uA'1 

Ufln"t1ntt D. Aaker (1996) tT-II1;;nfl1'lL~).IL~).I~-IIfl-llrltJ::nfltJ'Dfl-llLflnflnttN"11~U"'1 
~iji-ll"').I" 12 fl-llrltJ::nfltJ 1l1tJt~n1n;"'1:N1"11~uA'1tu 4 ~).I).Ifl-ll l;;LLrl ~).I).Ifl-ll'Dfl-ll"11 
~u"'1t'U31u:~'UA'1 (Brand as product) "11~'UA'1t'U31'U:fl-ll..rn: (Brand as organization) 

"11~'UA'1t'U31u:,.,~~ft (Brand as person) LLft:"11~U"'1tu31u:ityflnttN (Brand as 

... t ..J symbol) "-IILL~"-II ULLt.lU1l1'nYi 2.5 

BRAND IDENTITY SYSTEM 

BRAND IDENTITY 

I ~ Extended • I I ~orv I 
Brand as Brand as Brand as Brand as 
Product Organization Person Symbol 
1. Product 7. Organization 9. Personality 11. Visual 

scope attributes (e.g., (e.g., genuine, imagery 
2. Product innovation, energetic. and 

attributes consumer rugged) metaphors 
3. Quality! concern, 10. Brand- 12. Brand 

value trustworthiness) customer heritage 
4. Uses 8. Local vs. global relationships 
5. Users (e.g .• friend, 
6. Country adviser) 

of Origin 

..J 
VI).I1: Adapted from Aaker, D. A. (1996). Building strong brands. New York, NY: Free 

Press, p. 79. 
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1. P!Tl~U';1~1y;au!b (Brand as product) ~fl fII'l1)JL~fl)JtfJ~'IIfl~"Tlau;r11tJJ~ 
Pl'laU;r1 (product) ~~UULiJU~'lU~ft1A'cy~t!~'IIfl~Lflntrn~rU"11au;r1 Lrtfl~~1n~U;r1t!U~::il 
fII'l1)JLfifJ'lffl~i)Jnu1fl~fJ"N'}fln11Pl~~u1"'Lflfln~flPlTl~U;r1 ufl::tJ1::~um1rU"'1nn111f 
PlTlftU;r1t!U1 'II~~ultnfll ~~1l1fJ1~~)J)Jfl~~ ... ::tJ1::nflultJlI'lfJ 

'lIf1W'lI"'lIfNftUif1 (Produce scope) ~ilfll'l1)JL~fl)JtU~'}fl1::~U'llfl~~U;r1 (~roduct 

class) tIIfJ~,rtJ1::nflU\4trn'llfl~Lflntrn~rUPlTl~u;r11uu~~)J~ nilifl fII'l1)JU1L~flilfl'llfl~~U;r1 
(Product trust) ~ ... ::~~~ft,}fltJ1::LIlYl'llfl~m1L~fl)JtfJ~"Tl~U;r1 tj1"Tl~U;r1t!U1"'::L~fl)JtfJ-.1 
.. '~.1' 1 .I PI .I.... ., .. ~_ ..J .... '~.1'''' ....... ~.1' 
tNnq)Jr.U,,1 ~YlL1JUYlUnCl~'IIfl~e.iU1U'lfil L'1IU unCl~nq)Jr.U"1U"1LfII1"'PI n~::unCl~"11r.U"1 

...... ~.1' ..I ...... fPl" 
Visa "'1tlUnCl~PlTlr.U"1 Compaq UJflunCl~fIIfl)J'Yi'lL"fl LuU"U 

" "rutfU~'lIf1-JftUA'1 (Product-related attributes) flJN~)J~"Dfl~~U~1UU ... ::ill'l'l1)J 

LfifJ'lffl~riun1Jfl\41fl1~u;r1~~1)J1'm11L~ufl fIJ NtJ 1:: tfJ'IIUYl1-.1 n111f~1u (Functional 

benefit) Ufl::flJNtJ1::tfJ'IIUYl1-.1fl1')JrU (Emotional benefit) 1~uri~n;';1 ~~flJN~)JU~'IIfl~aU;r1~ 
'iI::;'lfJ~fNflJNri"l~riu"Tl~u;r11un1nhL~ufl~~~;;LrI~L~)JL~)J)J1nntj1~u;';1~U1 L;U 

trn~N::;;LrI~d~u'~Ll'iu (Feature) 'IIfl-.1~U;r1 \41fln1rulm, (Service) ~ilfIJNIl1'Yit~"'Ll'iU 
"run1"LLft~"ruI'i111f1-JftUl;1 (QualityNalue) fl~,.rtJ'::nflu;(1UfIJNIl1'Yi~u;';1ilflLilu 

.... 1 ,J..I .- ~.,.I... .... ... 1 · .. 
fl-.11'1u1::nflur.'lU\4U~'IIfl~flJN~)JU"'IIfl-.1r.UI'I1Y1)JfII'l1)J~11'1CY)J1nL'Yim'Yifl un11U1)J1'Yi~1N1 

iI ,.. ... ...... -I., .. ~ - .. .. 'I"'" ... -I... ~.,::., -I 
UfJnL U'~L~U\4'flLflnfln~N"'flnYle.iU1U'lfilunCl~ L~YlUYlLnfJ'lnU"Tlr.UI'I1UU1 LU'IIN::YI 

" flJNri1'11fl-.1~u;';1uu~::ill'l'l1)Ji)J~ufiriufIJcuil1'Yi'llfl-.1au;';11uij~'IIfl~Tll'l1 L;U n11'l1-.1 

Lflntrn~rU"Tl~u;';11~Lilu~u;';1~ilfIJNIl1'Yi 1UTll"l1ufl).lLU1 Lilu~u (D. Aaker, 1996) 

fI?1u,ifJU ffl-Jnu ffJn1tfn')1 HiuA'1 (Associations with use occasion) "Tl~U~1U1-.1 
~ ., -1.1 • • .1' " ~".... 

"Tlr.UI"l1Y1u'::~Ufll'l1)J~1L""~::'YiU1U1)JfII'flUI'I'fl-.1luuuun11 L'II-.11U'IIfl-.1r.UI"l1""flU,m, 

U1-.1flU1-.11 ~ilin~N:: L 1l'Yi1 ::,r'lft1\4ru PlTl~U;';1'11fl-.1 "UL fl~ ~-.1~-.1 r.J fl1 ~ ~ U '!i-.1iulifl-.1 \4fl n L~ U-.11tJ 

tl1L~ufl~fin1'lf~1u~u;';1ufl::ulm~u"n,}1-.1flflnltJ~1n"'1~U;';1t!U1 
fI?1U,ifmfmnu41.fftuA'1 (Associations with users) Lilu~fin1~~1)J1,tltl1)J11flu 

m1'l1-.1~1U\4U-.1'11fl-.1"Tl~U~1 t",umm~1'N1~1nin~N::Ufl::tJ'::LIlYl'llfl-.10-n-.11U L"IiU "11 

~U;';1~1\4ruunrhi1 ~1\4fuu~n ",1fl~~lifl-.1n1'I"l'lUFJ).IJ1",un Lilu~u 
-' ~ .... 1 .,.... .1 ., ... 

fI?1U''lIfJU 'fI-JnUlJ1~LYI"'fjeJft"U1fJlJ1~LYI"'''un1'U'' (Link to a country of origin) 

..I ~ ~ ., ... ".1 .,... ~""',J..J" , ..I .. 1"'" 
m'L'IIfl).l LfJ-.1r.UI'I1nUL'II11J'::L YI fII Plum L U~'IIfl-.1 Pl11r.UI'I1~::).I ~'lU"lI'lfJ~ 11-.1 I'I'l1)JU 1 L'IIfl Clfl '" nu 

"11~u;r11~ L"IiU U1~n1 Swatch 1~fUfII'l1).1U1L~flilfl~1n~ultnl'llu31U::Liluu1~m~1n 
tJ 

.. ... ... .1 ... ..1 ~., .. ~ PI" .!; tJ "... 
1::LYlrI~'l~L"IIfl'UflU~ YI)J'IIflL"'U-.1~1Um'~flPlU1nn1 LuU"U Ufln~1nu '::LYI fIi"um LUlI'I'IIfl-.1 

~ " ... ..I ~ 'I. I".{ "'!:."I -I .. , ~" tJ ., 
Pl11~U"1U-.1~1)J11m'llfl).l LU-.1 LU\lm,ruz LUflJNIl1'YiYlL\otUflm1'11fl-.1~UFl1 \41n '::LYlfIi"U 
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n1Lil"""aU~1~U1 il~tlL~EJ~LilU~EJtl~ftJlul1'U::~L'EJ'l"ll1tylun11eJfl"au~1"11il"~U1 (D. 

Aaker, 1996) 

2. "71aue"\Yl1U;fl~6n7 (Brand as organization) ~~~fl~"71aU~11ul1'U::fl-3,.rn' 

4I;iln1nJ~LuUfll'l1~ftul41lb.JJ~I7CU'UJU;;/1u'h~7 'fNfN"nr (Organization attributes) 

~1nn~1f1Jtuft~~'Itl~aU~1\41t!uln17 L,jU flJtuft~~fII'l1~d:1ufl~,.rn7LL"~u-r"n~1\4)j1 

tN,.rn~~~LUuIi1UflJtu1l1" \41t! tftl4t lui~LL'l"t\'fl~ 7'l~'Uil~-rlitJUfi77~ flJtul'i1 LL",;m7 
f. ~ - f. ,~., .. .. 

'l1~LLeJU'ltl~tl~r'ln7 ~"EJflJtuft~U"'1tl~tl~r'ln7L\4"'1U~n4l;~fII'l1~fII~'rIULL"';ft1~17t1"1U'rI1Um' 

LL'-3;U'Ifl~~LL'~'Mn~1f1Jtuft~~'1fl~""aU~1 Ldfl~4I1nfIJtuft~u~fl~,.rn1Lilui~~ 
"'flnLflEJULLUU'IiEJ1n ~L\4ilflUn1'LflEJULLUU~'laU"1~ft1~1'mi1'1i~1EJn~1 ~~J~Lilu 
flJtuft~U~~fII1flUfllq~il~aU"1~~nq~'1fl~fl~,.rn1 '~\41n~LL,~;uilaU~1L~EJ~LLI'i'lil"L~m n'iil; 

fi11~m7L;1u1LL'~;U'Ifl~~LL,~;ulu""'1"Lilu'u'lAEJ1n fl!h~'1n"1~ flJtuft~U~'1fl~fl~,.rn,n 

Ltlui~~fi1n1ru1;LijuLL",;aflft11'u~~ultnfll'A'l'iflu;1~EJ1nL,juL;iEJ'lnu (D. Aaker, 1996) 

flJtuft~~'1tNfl~,.rn~u4l;ilfll'l1~~1~tyLL"';ftfl~fII'l1~L~fl~tEJ~'tu~i~fi1~1 ~1n~1EJ 
fl1Yi m1ftfl~flJtuI'i11ul'ii11~LLri~ultnfll'tli 7'l~il~J~,j'lEJtumN1LftUfl~tuu,;tEJ'IU'rl1~1i1U 

fl1~nr LL"';n11LLftIMflflnil~"''l1~LiluPi'l''U'fl~~ultnfll ~~J~,j'l!JL~~fII'l1~U1L~flilfll\lriu 
nq~auA'11fl~ (Sub-brand) 1\lnu"71aU~1'1fl~fl~,.rn,'MinA''lEJ 

~ , 
Ufln4l1nil ~~~fl~"71~u"11Ul1u;fl~,.rn,nu~1\lfil'l1~~1~tyriufl'J1u,i1unf}-Jijuuft~ 

i1 "'~ ,. ( ~'''''':I ~ fl'J1U' U,.~ItIJ'ftmlf}-Jf}~fln,. Local vs. global) '1~ft1~11t1U~Uflnt1~1;f;lU'lfl~"71~Ufil1 LL"'; 

.." I .01 .. "".. J' '''''~ _ 1t".J " .. ~ _,J " • ..... .01.. I 

Lft~ft71~fII'l1~U1L"IIflt1fl ~\4Ln"'1ULLn~U'u Ifil ~f;I L1IU ~U'ulfil~'JU ~\4ty~nlil;~fiI'J1~L"IIflt1fl"fl 

.. .1 .. .01 ~" ... ~ ':1 " ..... ~ il:l".I. 
fl~flln1'rl~"IIflLfiEJ~ ~U1;f;lU ~"'n LL"';4I;~fl~'J1~UfII1'fl~fl~fllnn;"u ~"'nL U~UfII1'r1~~tufl1" 

LL",;ih;~u~1nn~1auA'1'fl~fl~,(n,lu1;~ulifl~ciu (D. Aaker, 1996) 
~ 

3. "71ny';11Yl1yr1,jfll,.,'" (Brand as person) ~~~fl~"71auA'11ul1U;1.JfllfiI",illil:: 

U1LftuflLflnintinr'fl~"71auA'11uLL~~~~U1ftulli1~1nn~1m'LftuflLflnintinr"71aU~1~il 
J' _ :I.!''' ... !',~cr.ol :I"!', _~ 
"Ul1U4I1n~tuft~U"'1fl~~Ur'l1L"EJ~fl!J1~L"m 'rI~UnLUfl~~11i11n"71~Ufil1UUft1~1'mu'EJU 

'~L \4ilflUnU1.J fllfII'" fi11 \l~ultn filft1~1't1fuf"71au,I\1 'IilULL~~~ fi1~1 ~~1nfl~~ULftilfluriu 
~. . 

~1"'1auA'1uuLilu1.JfIlfll"'fIlU\4il~ (D. Aaker, 1996) L'U n11LUU1Jl11auA'1Viilf'Jtufl1Yi ilfll'J1~ 

U1U,;l1ul'ii1 U1L~flilfl ft~nftU1U n1::~fl1flru ;1;U ilL\4~eJ'" LilU'rI1~n1' ilfll'J1~Lilut)utu 
\41flLUlLLfifll'J1~'tl"'1" t"EJIJ1tinn1""niiuA'1 (Brand personality) liI::il~'Ju,j'JEJlum1ftl1~ 

"71auA'1~ L;~ LL;j~ 'tA'lU\4'" 1EJ'rI1~ L,jU LiluilCi'rl1-3~"fi'J EJ 1\l ~ultn fIIft1~11t1 LLft IM1.J fIIfl nTl1Yi\4;fl 
~ 

fII'J1~LiluPi'J"U'Ifl~"ULfl~'A' (Self-expression benefit) uflnIil1nil1.JfIIflnTl1"""auA'1U-3Lilu 

J' ..¥. ... ,. ... :I " It-
YiUl1U'Ifl~fI'J1U&'YU"U1J,,~u'J1-Jijn"1Uft~""1&'YU1t1 (Brand-customer relationships) ~f;lfln 
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~'UJ Ufl:~1tJ~t!" 1.l~flntl1'nl'll1ftUI.1~:""ltJlun-,1atlft11'lNtU.l1jil'Dtl~ftUI.1 ;~~:L;tl)JttJ~ 
ltIJ~t11: ttJ'DU'YI1~ ~1Un-,1l oi~1U'Dtl~ftUI.1 L~ 

~ .!' 'I. .¥...., ).¥........I... , 
4. l'l11"un1JUl1U:naJfJOttN (Brand as symbol nrufJOttN'YI)J~"l1)JLL'D~LLnNLLfl: .. 

{"L~u~:,j"ltJl1WlNft"'~'Dtl~Ltlnflnttnrl'll1ftuA'1UU~1tJ.ttln1~"~1 (Recognition) LLft:n11 

1:ftnil~ (Recall) iruflm~nlYItll1n{)tJU"l1ftuA'1~:Lt]U~"lutl1:ntl1.JLhKrulun1mfIJU11J111 .. 
ftuA'1.ttl1t1 LLft~1niruflnttnrUU1 'D1"~1tJ1t1 ~1fl'Wi:t~"l1)JLL;;~LLn1~LyttJ~'ntl ntl1~~~~flLatJ 
..I ,~ ~ .!' It.!' ... l".¥....'.l"I ~ 4 
'YIn1:'YltJl'ltl~"l1)J)JU~~'Dtl~"l1nUn1 LVI LLft:n-,1tJn::"tJ ~nruflnttNLlJUn"lU~U~'Dtl~ .. 
Ltlninttnrtl~rln~:"II"ltJft:litluil~~1:ft'YIfitl1'n'Dtl~iruinttnrUU1 111 

t"tJ'YJn~~'YJntlth~~LLft"~il~~'l1)JLilul'll1ftuA'1Ju"':U1JLUuiruinttnr~~~)J" tlth~11 
ri1Jl1)J D. Aaker (1996) LLu~t11:Ltl'YI'Dtl~iruinttnrri1Kru1 tltm111Luu 3 pJLL1J1J ~tl 1) 

~Ul/n1)y (Visual imagery) 2) n1NJU'-I1 (Metaphor) LLfl: 3) '-I1"nTltNI/11ftU';1 (Brand 

heritage) ;~iruinttnr'YI1~~1U~U"tl1'nJU"':ft1)J11tlftfNn1~"~1LLfl:i:t .... i~)J1n~t1"lu 
ft1tJ"1'Dtl~~1Jltn~ t"tJ~UlJltl1 .... ~1fltl1'ninttnr~1Utl1""~LL;;~LLn1~~:"II'ltJlun11~11~ 

... , ~"'I.".!II..I • ," .. ~ _ ..:.r 4 " .. ~ _ 4 ~ 
LtlnflnttNl'l11nUfII1 L~Ll.JU'YI~ ""'1 LLn~tJ1 LlI ~)J1ntJ~'DU LUtl~"'1n~1J1 LlI fII"':~1)J11m"lltl)J LtJ~ 

1:~~1~iruinttnrLLfl:tl~rltl1:ntl1J~1u.t1~1 '1Itl~Ltlninttnr"11ftuA'11~ n111~L~uiruinttnr 
~~.!II ~ • ..1 ... ~"It""l ..I.¥. ... ....1 .. '"1 .!"I 
"'~tltlLlJUn-,1Ll'ltlUfll'l1)J'YIN"'1LntJ'ln1Jl'll1nUfll1 L"''' U'1ICU:'YInruflnttCU'YI)J,uLL1J1JLlJUn-,1 

~t1)J1"':"II'ltJl"'iruinttnrJU1 i:tfll'l1)J~)J1tJ)J1n~~fu LLfl:i:tfll'l1)Jri1I'lruultlU11t1lflun-,1 

U1L~UtlfiJNtl1:ttJ"lIU'YI1~n-,1l;~1U 'YI1~1I1Utl11)Jnr~1tln-,1LL~IMtltlnn~fII'l1)JLUU~'l"U'Dtl~ .. 
IJlULtl~ LLfl:iruinttnr~1Ut1"~1tJ ~1tl~1U)J1(;1n'JJtl~1Jl11ftuA'1UU"':~1)J11tlLL~"'~n~LLriu'1Itl~ 

IJll1ftUA'1 (Brand essence) ,~~ L'liU n-,nl11un-,LL~ Starbucks i:t)J1(;1n'YI1~lJll1ftuA'1LUU11U 

n-,LL~LL"'~LL1nluUjtl~ Seattle '1Itl~t11:L'YIfII~~f3tlUJln1 (D. Aaker, 1996) 

tl1'" nft1'l t"'tJ~ tt11~~1 L tlni nttnr"11ftuA'1 LUU~~~i:t fII'l1)Jri1 p; ru LLfl :~1 Luutlth~ ~~ 
l " , ~ 'l'" ~,,::'~.4l".!II..I· ~ 
Un-,1~11~fII'l1)JLL"n"1~ LLfl:fII'l1)J L(;I (;I L"U ~LLn"l1nUfII1 'YI~U m .... tl ~LlJU'YI"'''''''1LLfl:1:fln 

n~1~'1Itl~~1Jltnfll tlth~11ri~ n-,:ri:tLtlninttnr"11ftuA'1~LL;;~LLn1~LYitJ~tlth~L~tJ'l LL.thj~1)J11tl 

~tl~11tltln't1J~~1Jltnflll",ru'YI111J1~~Ltlnim~nrIJl11~uA'1~LL~'"l1~ rihJ'fl1'"ln1::~ul", " . 
~1JltnfllLn(;lfll'l1)J~n~U"lItl1J ~1tlLn"i"'UfII~~~~tl"11~uA'1'~)J1m'Yh~fII'l1 ",,~Ju tl~"n1 
L~1'11tl~"11ftuA'1~~~1Lilu",::;rtl~'l1~nfl~'YIfilun11ft11~tl1 .... inttnrIJl11ftu':h (Brand image) 

..I~."" .r 1 'I " .. ~- l" It "" 'YI'" L~Ln"''1IU U L"''1Itl~~tJ1L11f11 ~"'~ L""'ltJ 
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n11~ntfiUfl:yh~'l1)JLf1t"Lrltl'lrilJUU'l~"~tl-3fl1"'in~nr"l1ftU~1~ULA'fu~'l1)J 
- , ...::. '.J .oJ -I "''':t k ~ ~ .oJ 
Utl)J)J1fltl1-3tl1'lU1UUlJ"-3U""D'l-3Y1ri'l7nm 1950 LUtl-3~1nfl1"'fln~tu"11~U"1LlJU,,-3Y1 

~hA'typjtln11~ntfiii-3'rfq;)nmJ'Itl-3~1Jltn~ fl1'rfin~nr"l1ftU~1~~ ":Li]u~u11Uft1A'ty'ltl-3 
n 1:1J'lUn11""ftU t~'1tl-3 ~lJltn ~ t Un1~1iI:';1 n11Lfltl n ,..1fl b.i Lfltl n "l1ftU~1 t" "11ftU~1,..rt-3 
t"tl L1l'rf1:~lJltn ~ tuil~,uu~ij U U'l t U)J~:" "ftU t" Lfltln~tl "l1ftUF.1 A''ltltl11)J nr~'l1)Jfi n 

.. .. - :t .l'.oJ.. ... ,. :t.l' ~ .oJ, -I II _ ... 
,..1tlLfltln'rf"11tu1"11~U"1Y1)Jfl1"'fln~tu"11~U"1LlJUYlU1"11U"IItllJ Ufl:~:YltlU1..IfIIflnfln~tu: 

.. - tI ~ ,. II 'I II .oJ" "... :t.l''' 
'Dtl-3"ULtl-3 Utlm,..Utl"1nn11Yi1il11tu1L1l..,1: 1: LU"IIUYl1-3"'1Un11 L"II~tlU'YI L"'1lJIiI1n~U"",..1tl 

" 
lJln11Lvhuu (Tyler, 1957) 

... ,. :t.1' ~ ~ .oJ - J' 'I 'I " -~ _ ..... " " ... 
fl1"'fln~tu"11~U"1LlJU~-3'YI Ln"'DU LU L"'Dtl-3 ~lJ1 u I ~ tlU)J~1 L,.. 'J)J1"1nn11 L"ru 

ftl~fl"1nn11~tl~11'1tl-3L~1'Dtl-3"l1ftU~1 ~"'U1tJ1)J~tl~11Ltlnin~nr"11ftuF.1)J1!i-3~lJltnfll 
tl!h-3L1;;"1)J n11~tl~11Ltlnin~nr"11ftU;'1)J1!i-3~lJltnl"\~U ~lJltn~tl1Ii1ijn11fuVi"N 
,..1tlb.i"NrilJ~'l1)J"'U1U1)J Ufl:~'l1)J~1""'1'-3tUn11~tl~11Ltlnin~nr"11ftuF.1tltln)J1mA'~-3 
~-3~~lJltn~ijn11fufLrltl'lrilJ"11ftU~1~U ":\lnLWn~1 N fl1..,i n~nr"11ftU;'1" (Brand 

image) Utln"1nn fl1"'in~nr"11ftU;'1!i-3Li]Un11L~f))JtU-31Jl11ftU;'1'Dtl-3~lJltnl"\ Ufl~Li]U 
" I 

fl1..,~~';tlU'DtN"11ftUF.1uu1 fl1utufI'l1)J~"'Ufl~I"\'l1)Ji~n'Dtl-3~lJltnl"\tl!h-3U';1iI1-3 'L"uYi 

tl~,(n1pj1~11i1~"'U1U1)J~tlfl'l1)J"')J1U'Dtl~ityin~nr1Jh~1 "1n(;111i4u;'1ttl~~lJltnl"\ L~tl~l1~ 
1"\'l1)Ju"n,j1~t"'rilJftuF.1ufl~lJln111"'ijPl'l1)J'L"''''L,ju Ufl~u"n,j1-3LtlIiI1n"11ftuA'1'Dtl~~LL';~ 
~ ...,.,....1.. I ~ J' 0",...1 • "tlta! - , :t" 
L"'Ufl1"'fln~tutl~ fln1'Yl U 'D~ unNIiI:LlJU"'U31U~1 flty'YIU1 L \1 n11Ln '" "ltu1"\1 (;111~Ufl1 (Brand 

equity) Ufl~n11Ln"'~'l1)Jnn;i1JitllJl11ftUR1 (Brand loyalty) tunq)J~lJ1LflI"\ t1UIiI~U1)J1~~ 

1"\'l1)Jft1L~'Dtl~tl~,(n11u1~tl~U1'l (Keller, 2003) 

Duncan (2005) 1"'\lU1)J'Dtl-3fl1..,imtnrlJl11ftUR1H~1Lflu 1"\'l1)Jtl1~lilJ11iI'Dtl~ 
" -~ _ ....1" J' .oJ...:t II 
~lJ1ul~ (ImpressIon) 'YI\ln~11-3'DU"1n~11Ln!J'lnlJlJl11~Ufl1 (Brand message) Ufl~ 

tl1~~lJn11nr (Experience) ~ijl"\'l1)J~tl"'fiI~tl~rilJn11flJiUfl~l"\/J'llJtl1~lilJ11iI~ij1Jitl"11aU;'1 

'Dtu~~ Paivoi (1969) nfl1'l~1 fl1"'in~nrlJl11aUR1LtJutl1~~lJn11nrvr~'YI1~1JlN Ufl~'YI1~tltl)J~ 
" -~ - .. ...I... :t"::' .J " "... ~ tI ,. 'I"~"" f;!lJ1ulfillJLn!J'lnlJlJl11~UI"\1'Y1~"'lJ'" L"IIU n11 L"1lJ"IIlJ L"'~N1 1~~lJn11NIiI1nn11 L"lI¥'iUI"\1 ,..1tl 

n11fuVl~ufl~uflmtl~uuftl~flLrlU'lrilJlJl11aU;'1'Dtl~~lJltnfllrilJ1..I1"\I"\fl~U11ui~fillJ ~~ 
" tl1:~lJn11nrL"'fl1i1":\lnL;;lJtl~lU1~lJlJl"\'l1)J'YINr.t1 LLfl:~lJltnfiln"'~';1n11utlflfil'l1lJ"'lJ1U 

'Dtl-3t11~~lJn11nr1Ji1-31 t"'tl~lupJ'Dtl-3ityin~nrUfl~"lNin~N~vr~~~1lJ11Cl4'lJ~tl~1~ Ufl~ 
b.iL~ 
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Keller (2003) nfh'l~11l1'nflnttnI"l1ftU;;1U'tJLilui14t(!J~rt~~U1)J1~~n1fL;;""Nfli1 
"l1ftU;;1lUl"l'Dtl~qU1tnl'l ~!Jn1dufIl1'nflnttnI"l1ftU;;1~U"I::tl!J'ul1.1'Dtl~n1fL~tl)JL!J-1"11 
ftU;;1 (Brand association) lUI'I'l1)JVlN"1'Dtl~qU1'Ln1'l ;~n11L;;"1l1'nflnttnI"l1ftU;hlUL;-1 

,,-~_ -~II.1' ...I.! ~ ••• 
U'l n'Dtl-1'JUf LJ 11'I"I::Ln "'DU ~""'1n U~Un1f"ft1 "VI «'1)J1fCIL"IItl)J ~!J-1 L tl11'1'l1)J U 'D~ unN 1'I'l1)JU1 

U!J)J')J,tlU Ufl::I'I'l1)JLUULtlnflnttnI'Dtl~"l1ftU;;1Lf1~1::UUI'I'l1)JVlN"1'Dtl~qU1tnl'l,rULtl-1 
.J ... ., ...I.~ ., fI' ~.1'·iJ 
L'1IULllmnu Biel (1992) Vlnfl1'lCl-1I'1'l1)J~)J1!J'Dtl-11l1'nflnttN"l1nU"'1'l1 L U1l1'nn)J'Dtl-1 

" Nfl nttCU::'Dtl~ "l1ftU;;1 ufl::n11L~tl)J L!J-1tl-1 ,rtl1::ntlU'ln~'lU~ "l1ftU;;1ijtl~~-1~)J" L;1 

~'l!JnU'Dtl~qu1tnl'l 

~1~run11~tl~11LtlnflnttnI"l1ftu;;11t1~ qU1'Ln 1'1 L ~tlritll,xL;; '" LilU1l1'nflnttnI"11 

ftU;;1~~~U tl~,rn1L~1'Dtl~"l1ftU,r.;1"1::~~tltln~1tl~tl~11~~LtlnflnttnI"l1ftU;h~1UVl1~ 
iCYflnttMtL~!J'lLrttl~nU"l1ftU;h~~~)J'" U,;t)1"1::LUU tfl tn ~tl'Dtl~"11ftu;h ~1tln11tlJttN1 
.! 'I."" -~ _ ., - - . ...I fI' -" l"" -~ - ., .. L'ntl ~~'JU1LJ IfllruiCl~UU'lfll"ufl::fII,)1)J~)J1!J"1~1 Vltl-1f1n1~1n~"tl~n1~:: ~r;jU1LJ Ifllrui 

"I1n~uqu1tnflln~::ihn1futlflfl'l1)J~)J1[J Cltl"nr~ Ufl::L;;"Li~U1l1'nlul"lL~[J'lnU"11ftU;;1 
'Dtl~"ULtl-1 ~1tl~L1!Jnt)1111'nflnttnI"11ftU;;1 (Brand image) ,rULtl~ (Kapferer. 2004) t"!J 

111'nflnttnI"l1ftU"'1~UUULiluuU'l~,,~iil'l'l1)JL~[J'l-A'unUfI'l1)J~)J1!JluL;~i~I'I)JUfl::~"ijVl[J1 
~ ~ .. ...I" -~_,J. 1·... ~ l" .!"I ~" ...I... ., fI' ~ .. 'D-1"11nUfII1V1r;jU1LJ Iflln'lU ~CY)JfII'l1)J'n-1'ntl "I)Jn~::LuU"11n'U1"I1V1)J1l1'nflnttN"11n'UfII1 

~tl"fllt\'tl-1nUll1'nflnttMtu~~1-1 ~1tlll1'nflnlicUvltl111f1U1'Dtl~~U1'Lnrl (Levy, 1994) 
• ... .... ...1 ...I" .. _ ~ 0 .... ....,. 

L"II'UL"mnuVI Dobni LLfl:: Zinkhan (1990) VI L""tlfiU1[JCl-1I"1'l1)J~1I"1CY'Dtl-1111'nflnliN 

1J111ftU"'1H~1 t"[Jtln~ut\''l lun1::U'lUm1~"ftul"l~tl ~u1'LnI"l,rn~~11N1tl~..rtl1::ntlU~1'U 
. ~ .....I ~ "1.1 1.1 ~ ,... ...I~ " ::. l" ... 

1Jl1~1 'Dtl~nUfII1V1'Utlm~Utl ~ r,nntll1Cl 1:: ~[J"II'UVl1~"1'Um[Jll1'nVln'UfII1U'U1 L~'Utl ~L'n[J~ 

tlth~L~[J'l L~'U tl~,rtl1::ntlUVl1~~1Ui~fII)J ~lJIl"l tl11)JnIfII'l1t1~n fII'l1t1~"Ufl~f'\'UI"l~~ 

~U1'Lnfllii,jtl"11ft'U;;1,rU1 ~1tltl1"1L1tJnntli~L~fhdl~t)1111'nflnlinr"11ft'UP)1 ~"I::Li1'U 
~'l'Utl1::ntlU~1,rcyl'Un1::U'l'Um1~"ftul"l~tl'Dtl~qU1tnfll~'l[J L"[J~111'nflnttnr"11ft'UA'1,r'U 

iI ..r." ,. ~ ...I.J·l ~".,J .. ~ 
~::L 'UnCYflnliN~ffifll'l1)J~tl1[JVI"DtlUtlfJ 'U"11n'U1"I1 "11-1~::Vltl'UCl~~Cl1'U:: (Status) LLfl::I'I'l1)J 

1111"11Jijl"l l'Ufil'l1t1 LtI'Uvi'l'Dtl~ ~'l Ltl~ (Self-esteem) l'Um1~"ft'U l~ L~tln~tl "11ft'UA'1l"1JI11 

ft'U;;1~rl~~'l!J (Levy, 1959, as cited in Dobni & Zinkhan, 1990) ~1tltl1~nfh'lt""!J~ttll~rh 
.... ,. ~".!"I _...I.... ~ J!...1 .... ~ ,,-~ _ ... 

111'ntmliNIJI11n'UfII1Lu'UUU'lI"l"Ln[J'lnUIJI11nU"'1V1tJnrul~"[Jr;jU1LJ IfII~1nm1"fil'l1t1~tl1[J 

iCYflnlinI"1~1 'Dtl~"11ftU"'1~'l[JL~'J~fl~1tltl11t1nrl"l'l1t1~n .. 
'Utln"l1nil Dobni Ufl:: Zinkhan (1990) ti~1~n1~'U""U[J1t1'Dtl~111'nflnlinr"11ft'U;hH 

:.; ,tI.J • • ... • I ." ~ II .J 
VI~nU 5 nqtl 1::L1lVlVltl1~1nm1nU1'ltlfll1~1n"fII'l1)J'Dtl~1"I1'l1 "111'nflnliNIJI11n'U1"I1" VlLfII[J 

ij~,xri1U[J1)J)J1,r~u,jtl;ilJll~uri 1) n~"'~iltJ1"'1"l?1"'U"'1tJI"l1f}1JI"lf!"'n?1.J7 (Blanket 
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~ ~ ~~... ~ -I" .. ~ _ .. 
definitions) 11J1-3\UJ1tJrI'l1".Cl-3 n1mU1'l"'Ltl1r1'l1".,~n LLft:n11ru, ,.-3"''''''Y1~U1LllrlLn'' 

rI'l1".fi n L~tl". ttJ-3 nu "11~UF.1,rU1 ,..~tl1~14"'1tJii-3 ~ft1'l""tl-3 rI'l1"'fan~-314'" ",tl-3 ~ultn fII 
~ilpjtl"11~UF.1 (Herzog, 1973, as cited in Dobni & Zinkhan, 1990) t"tJn1NtJ1".'lunq". 

~~.!"I 'I.~ ... _or ~.l' -1 .. -1 , ../.. ~ 
LL1nUCltlLlJUn11 L'MrI'l1"'14"'1tJ'tl-3tl1"ftm~"~"11~U"1Y1"Y1t!" 2) ntf'-JJ1UtJ1'-JI'I?1'-JU'-J1tJ ,IItJ 

'i.m!un11,Outrij/i'nJ1rU (Emphasis on symbolism) 14".1tJrI'l1".ii-3 n11'l~rI'l1"'14"'1tJ'tl-3 

tl1"KnttN"11~uF.1~L~tl".ttJ-3~uF.1L;1nulruKnttNU1-3tlti1-3 t"tJLiJun11L~tl).!ttJ-3 
rI'l1"'14)'!1tJ'tl-3"11~uF.1L;1nun1m...iLritJ'lnU"ULtl-3 L'!IU 1CltJUl'l Mercedes LiJU"11~UA'1~ 
LL~"-3tltlnii-3~Cl1U:Y11-3l-3r1),!'tl-3~;LiJu~u 

, ../.. ~ ,., ../.1" ~" 
3) ntf,.mUtJ1UI'I?1UU'-J1tJ'"tJ'I>3'UUI'I?1UUU1tJ"t9~f91m"u>3fJC/ ,Ul1I11nUI'I1 

(Emphasis on meaning or messages) ~tl n1~~UltnrlLLpjft:rlU'l~rI'l1)'!14)'!1tJpjtl"11~U,l;1 
...... t1~ .. -1" ~.l' oJ ... " '''1.1 .. ~.l' oJ lJI1-31 nu L ~-3).!~ftYl1 14"11~U"114U-3CJnru,LLlJInlJl1-3 L ~1ntln"11~U"114U-3 (Dobni & 

Zinkhan, 1990) 4) n~u~iltJ1UI'I?1UUU1tJ fIItJ'i>3,uun 11u.rwwntJUl1I 11ftW;1 ';1 nu 
lJl'linIJ1ft'llfJ>3lJl'll'ltt (Emphasis on personification) ~tl n11'l~rI'l1)'!14"'1tl'tl~"11~uA'1 t"tl 

• I'!! .. 'l" ~.l''''''' .. oJ ~ .. 
n11Lu1tlULYltJU 14lJ111~U"1"'~rlftntl1"rlft1tl~rlrlft LLft:).!n11LllJltl).! LtJ-3~rlftntl1rt'tl~~rlfilift 

L;1nUtl1rtKnttN'tl-3lJ111~uF.1 L'!IU n11LU;tJULYItlUlJl11~U;h Apple L;1nU~fIIIflntl1"'Dtl-3 

~flllrlft~L~".'ltl;('ltlrl'l1".~,,~n-3~11~ LLft:hitln~lJI1).!n!J1:LiitlU'Dtl-3l-3")'! Li~u~u LLft:; 5) 

n~u~i1tJ1U 1'I?1UU'-J1 tJ rll tJ'i>3 , UUI'I?1U' ;11"i UffifJ>3,.rt11~nfJUfl1>3 A'1u; l1IiSfltJ1 (Em phasis on 

cognition or psychological elements) ~'HilUn1NtJ1).!~'l~"'l1)'!~1filrunu~ftn1:;Y1U~Lii"';u 
'VI1-3;(1U~IJI'l~,tl-3~ultnrl ~,uii"'~1nnq)'!'Dtl-3LLU'l~'" "'l1).!~n fif'lUJIIl~'tl-3~UltnfOl~ilpjtllJl11 
~UA'1 t"N~11-3Y11-3;t1U~IJI~Y1tl1 fII'l1).!L;1'lrot 141tlflll'l1)'!fIII1"'Wr-3'tl~~ultnfOl~-3~:Lilu 
."1 ... J' 'l - -.... ~ ... r ~" 'l ~"oJ " .. ~_ 
urot~tlrtU31U Un11n114U"'141tl" "~Utl1'YiftntttlJ'Dtl-3IJ111~UfOI1 '" "11flUfOI114U-3'Dtl-3 ~U1 LllfOl 

(Dobni & Zinkhan, 1990) 

Kapferer (2004) 'l;(nfh'lii-3f111'l1)'!LLlJInpj1-3'Dtl-3LtlnKnttru"11~u,l;1 (Brand identity) 

LLft:;tl1'Yiinttru"11~u,l;1 (Brand image) H~11l1rtim~ru"11~U,l;1,rULiil'l;U~1nn11funtl~ .. 
~fu~11 (Receiver) tl9ltl~1l1'Yiin~ru (Image) ,rUrot:;14)'!1tlJlll,)1).!ii-3~u6nft1.:m11fufVlfOlu~,)u 
'l14qjrot:;~l9Iii-3~UA'1 lJI11~Uf'l1 umtl-3,rn1 141tltl1:L'VIf'I LLft:~U1 t"tl~1l1'Yiin~ru~:;14)'!1tl 

fIII'l1).!ii-3~fin1~~"fllftCltll9lni~lruinttN~1-31 ~lJI11~Uf'l1Yhn11~tl~11tltln'ltltJ1U'VI1-3~Uf'l1 
Uln11 LLft:LL~un11~tl~11,j1-31 'lu'tlJ:~LtlnKnttN"11~uA'1,rU~:Lilun11fuf'Dtl-3n-3~~-3~11 
(Sender) ~-3il14U1mUn111:~fII'l1)'!14)'!1tl (Meaning) ",)1)'!~-3'l~ (Intention) LLft:;fIII'l1)'! .. 
~1)'!11Cl (Vocation) 'Dtl-3"11~UA'1 ~.:JUu LtlnKn~NlJI11~uA'1;';.:JLii"'ritlUtl1'Yiin~ru"11~uA'1 
oJ ,-I" .. ~- .., 'l'l-l ... ~ " .. ,,::. , " .. 
LUtl-3rot1nntlU'VI~U1LlI"rot:~1)'!11mnI9l1l1'YilJl1-31 U ~Lntl')nUIJl11flUfOI1 LI'IUU tltl)'!Pltl-3)'!n11 
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~71~ Uft:~rI'l1~LUU.r'l"U'tl~"11~UA'1tm~tl!h~i"L4tULatJritlU 4t1mru~~li1n1~tl~1' 
tltln'ltl~1U'rl1~atl'h~1 L'IIU ;tl"11~UA'1 icytrm~tru~1'Wl1" ~UA'1 n1,tlJ~CU1 n11LUU 

~ftutJft~un4tn~'h~1 ~1fln11tltln'li1'ltlr.:'1i~~ul Luuliu 

D. Aaker (1991) L~tlfitJ1tJ ~~ rI'l1~~~1 tJ'tl-1tl1"tr n~ru"11~u,ri'1 H~1 LU'Wl1"1'l~ 
~.1' 'I. t ., -~ _ ... .,j - .r ~ - .-.r...~ - ~ .,j 

'tl~"11~U"1tl1tJ ~u ~'tl~e.itJ'Ulrl .~tl1"1'l~YlLn",uU~:Ln"4t1nmrrlJ,Cl~fllJCU~~tJ"YI-1'r1 .. 
ft1~11Cl(tJ~tl~'l~ L'IIU tlnCltlr.:ttJ.U'tl-1~uA'1 Uft:(tJ~tl-1'WL~'tl-1"11~UA'1uu1 L'IIU rI'l1~ 

;;-1"tl t4t~1n m11~uA'1 Pi1-11 tl1" tr n~ru'tl-1 "11~UA'1~~ Luun11L ;tl~ ttJ-1~-1 Pi1-11 ~ L~tJ'l;tl-1 
ritJ"11~UA'1L;1~'ltJriU Uft:Ln"LU'Wl1"tut4t~CJnLntJtl~tl1tJtUr.:tJtJrI'l1~YlN"'1'tl-1~tJ;.tnrl 
Ltl-1 t"tJtl1:ttJ'DU'DtNm1iltl1~trn~ruIJl11~uA'1~U;-1Un;-1~un~tl tl1~trn~ru"11~uA'14t:li1 

.,.,j..J t.,., -~ - ~ ~" . .,j... ~" 'I" • Jt 
~U1Y1"D'ltJ ~~tJ1 U I rlft1~11ClUmN'tl\lft 1JI1-11 LntJ'lntJIJI11~Ufll1 LfltltJ1-1ft:"'ln Uft:fllru,,'lU 

~1nfu uft:6-1li1t\l~tJ;.tnrl",:~Un~-1r1'l1~u"nPi1-11:~~1-1"11~uA'1L~tl!h-1i"L4tU ;-14t: 

~-1~ft~Pitln11u'li-1iu'rI1-1~1n~ ~-1Ltln~1~u tl1~trn~ru"11~uA'1~~ 6-1~-1~ftPitln11Ln" .. 
';fIIUrI~'rI1-1tJ'lnPitl"11~uA'1'Dtl-1~tJltnrl1'l~';-16-1Luutl1:ttJ"IIu,jtlmntJ1tJ"11~UA'1 (Brand 

extension) 4t1nn11tftl,:ttJ"IIu1um1L;tl~ttJ-1fllJcutrn~CU:~L~~1:ft~Uft:fttl"rli\'tl-1riur.:\f~1-1 
~..... ~.,.,j" 

"11~Url1~ftn Uft:IJI11~UfII1'r1'DtJ1tJfI'ltJ 

tUih~tJ,jtl'lti ~:tlfitJ1tJ~-111tJft:L~tJ"~1U~1-11 L~tJ')ritJtl1~trn~ruIJl11~uA'1t\lil 
Jt .:.r ~ . ..I "01 ... .. ~" 1.1 

fII,)1~fII1tltJrlq~fllru"'l~1ntJ-1'DU "-3U"L1tl-1tl-1f11ur.:ntltJ'Dtl-3111~ftn~CU"11~UfII1. 1:L11'r1 

'Dtl-3n11L~tl~ttJ-1"11~UA'1. ii~'Dtl-3m1L~tl~ttJ-3IJ111~uA'1 Uft:n11t)flI11~trn~ru"11~U;t1 ;-1 

LUUtlr.:L;jU~tl-3 rln1,j1-31 ,j1-3 t\l fII'l1~ftU t~ LUUtl!h-3~-3 L rttl-3'"11 nVl1nI11~in~ru"11~uA'1 

LuU'ltltUYI1-3 tJ') n nUtl~~~1tJfII,)1~~-3 ,; fIIUfII ~~ ~,jtl "11~UA'1'Dtl-3 ~tJltn fII tiU'"I:U1 LtI~ 
• .. ~ ,,~ 'I~.,j 

fII,)1~ft1L1'"I'Dtl-3"'1~UfII1UU1 L" LUYI~" 

Davis (2000) L~li1n11uti-3tl-3Pltl1:ntltJ'Dtl-3111~in~ruIJl11~uA'1tltlmtlu 2 

tl-3Pltl,:ntltJ L~uri 1) ft'JU'lJfJ·.m1f'~fJU ftNl1If1iiuA'1 (Brand association) ~t11:ntltJLtI~')tJ .. 
~UA"1111tJt~"11~uA'1uu1 mrulm1 uft:in~cu:,j1-31 'Dtl-3tl-3"n1 Uft: 2) ft'JU'lIfJoJ 

lJltinn1t'fl/11iiutf1 (Brand personality I Brand persona) ~tlfitJ1tJ~-3fln~cu:Pi1-11 'tl-3"11 

~ " ..I o~ .. ... - ..j 
¥'iUfII1~tlLU1tJtJLYltJtJntJ1..JfllftnI11~'Dtl-31..JfII"ft (Human characteristics) (~U~'Wl1'YiYl 2.6) 
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I Brand image 

I 
I I 

Brand associations Brand personalityl 

Brand product, service, Brand persona 

and organization Human characteristics 

~~1: Davis, S. M. (2000). Brand asset management: Driving profitable growth through 

your brands. San Francisco, CA: Jossey-Bass, p. 54 . 

.I "". ~tI ...... ~ ".I ,,,III 
1IC\J~'V1 Tyler (1957) L"'tlfiU1t1tl~ 1~Ul'VIlltl~111Yi~nt;-C\JlJll1fiUjIII1'V1~1~11tlLLU~tltln L'" 

LUU 3 tl1~Ul'VIA''l!.lfiu rltl 1) lJ1wti'm1rU"11ftuA'1#tf-JeJft';fJfJ1134rUl'I?134!ftn (Subjective) ~~ 

LUUI'I'l1~~n~~u;tnl'l~n~11Jl11~U~1tl'U1 ~1~11tl~~~tlUjIII'l1~LUui'lIJlUlItl~;tULtl~e.i1um1 
l'1Jl11~UA'1tl'u1 LA' 2) lJ1wti'm1rU"11ftuA'1#i1ti'n11nJ::,iJui,,'J (Objective) L",muu 

........J ~ .. ~ ,.I , ~ III, ~ 
111Yi~nt;-C\J'VILL~"'~tltlntl~tl11~C\J fIItl1~ifln LL~~flJC\Jfil1'V1tlfJ1tlU11Jl11fiUfil1 Lun11"'~'!1'" 

".~_..J ~ ~ .. -I ~ ~ ~ III .... .. .oJ 
~U1uljlll L'1IU n11Untl~1tltlU;t ~tlUntl~1Jl11fiUfil1 Ford LL~~ 3) lJ1Wtm11nJ"1341'1?134U341tm 
Of 

fJ~lJ1tJ1u11InlfJ-Je;U1fnl'l (Literal) ~~ilint;-C\J~LUUl11Yi~tl~111tJlul~lItl~~u;tnjlll~L~tl~LtI~nU 
" ;t11~UA'1 L~ LL~~li11\l~u;tn jIIILn"'m~ ",41;t11~UA'1uu1 L~tl!h~iltl1~~'VIfiI11Yi 

~~L~UL~~1111Yiint;-cUIJl11~uA'1~~tl'u Ln"'~1nn11L~tl~LtI~nUIJl11~uA'1~LL;~LLn7~ 
" .~ _ -1.1 41 ~ ::. ' ' ',::. .I .... 

lItl~~U1 U I jill '~'VI~111tl~jIII'l1~ L'tl~ L!NUUtl1~~1~1n LLl.1~~lItllJ~ ;t1~1 'VI~'VIUnm11Jl~1 "'~1~11tl 

jIII'lU"~LA' L~U m1LIJJt;-C\J1 n~nl1~m1'V11~1Jl~1'" LL~~LLl.1fl~;;tl~~~Unm11Jl~1"'jIII'lufIJ~hiL'" 
" 

L'liU t11~~um1nrn111,~uA'111tl~~U;Ln fil l.11tlR1utlnvitl~1n1.Jfilfil~1tlU;;1~ ~~,rum1~nt;'11u 

1.1
.. -I ~ ~" " .~ _ -I .!"I J' 0.... III...... 

1~L"'Um1L'lItl~ LtJ~ 1Jl11fiUjlll111tl~ ~U1 U I fil '~LlJUYiU31U~1 ~qj'1ltl~m1~11~111Yi~nl1C\JlJ111 

~UA'1 ~~Luu~~~1A'qj~jIII'l1li1f11'l1~L;;11~1\lcitl~LL~vitlLti 
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Keller (2003) 1~nfl1'lHt)11l1"im~nrtJI11iU~1~tl n1:fuf (Perception) L~!J'lriU 

tJl11iu~1~Qn .. :litlUtlf)mJ1~1n"'l1"'L~tl",t!J~'f)~tJl11iU~1 (Brand associations) ~ritl"'lfu 

lU"'l1"''nN'''1,~~ultn" ~~"'l1"'L~tl",t!J~'D~"11i4u~1d ... =iiftm~tU:ailu"'\l'l!J"'l1"'f 
..I ~ ~ ) ~." d..l.., .!' 1 ." .. ~_ 

(Node) 'nL'Dtl", ~!J~ (Link L'D1nU"'U'l!J"'l1"'~U1 'n",tl~U"'l U1::UU"'l1"''n1~4t1'Dtl~~U1U'1'' 

t"!J"'\l'l!J"'l1"'flu1::UU"'l1"''nN';\14t::tl1=ntlU1tJ~'l!J'''l1'''''''''1!J'Dtl~''11iu~1~iiPitl~ultn" 
., ::. ~ t ::t.!' ..I., :'I '1.1'1" ..I , ~ 
,,~uu n11L'Dtl", !J~"11"U"1'nU'D~UnN (Strength) LuU~u ~U'nrl'n1~'nU1'DU'DtlU (Favorability) 

ufl=iiLtlnflm~nr (Uniqueness) ",=ii~'lU~1.rtUPitln11~11~"''l1",ulJln,j1~1~riul'Jcu''hIJl11iU~1 

(Brand equity) Pitl1tJ (~LL~UIl1"~ 2.7) 

Brand 

image 

Types of 
brand associations 

Dimensions of 
brand associations 

Non-product-related 

Product-related 

Functional 

Experiential 

Favorability of 
brand associations 

Strength of 
brand associations 

Uniqueness of 
brand associations 

Symbolic 

Price 

User and 
usage imagery 

Brand personality 

Feelings and 
experiences 

..I 
Y1",1 : Adapted from Keller, K. L. (2003). Strategic brand management: Building. 

measuring. and managing brand equity (2nd ed.) Upper Saddle River, NJ: 

Prentice Hall, p. 94. 
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,r~d Keller (2003) \A'LLtJ~tJ'::LIl"''Dtl~n1'L.tl)Jt!J~'''1''uA1tltlmi'lu 3 tJ1::LIl"'~'l!JriU 
~tl 1) n11',iflUr!J~uf!J'Jn1J"C1Jfin21C1J~f1~aU';1Ji1f11J1n11' (Attribute) 2) n11',iflUr!J~,;1!J'Jn1J 
"C1Jtl1'~r!J~UTlfl~aU';1u1fl1J1n11' (Benefit) LLfl:: 3) n11',iflUr!J~,;1!J'Jn1Jn1fU"~';f1"1'1aUl;1 

(Attitude) t"!Jil11!Jfl::Lii!J"i~IJItl\tJd 
1) "C1Jftn21C1J~ (Attributes) Li'lutrntt~th~CY'Dtl~"uA1~1tl1.J1n1ri1~1.JltnfllL~u'i1 

~ .1' ~ .... i'l ~ ".J ..I 11 ., ., ~"I .. ~ .. -~-
"U"1UU1 )J~1tlL U "II~"I::)J,,'lULn!J'l'1ltl~n1.Jn1::1.J'lUn111J1 ""U L"ILfltln"lltl~1tl1.J1 U' IfII'Dtl~ 

~1.J1tnfll t"!JflJcuflnttcu::dft1)J11tlLLtJ~tltln\Mn~fl1!JtJ1::n11 \~LLri (1.1) flJCUflnttcu::;l 

L~!J'Jftl~ri1.J"uA1 (Product-related attributes) t~mtlUft'lutJ1::ntl1.J"'1~n1!J1l1Yi'Dtl~"uA1 
.. _..I.. ..I...,. ~ .. .. _ ~ .......1 

~1tl1.J1n11Y1)JfII'l1)JLn!J'l'Dtl~n1.Jn11Y11~1U'Dtl~"UfII1~1tl1.J1n11UU1 LLfl::tl1'UlflJCUflnttCU::VI 

, ... '1.11 ' • I ~ .1' .-..I'1_! ..I .. ... ~ .. 
LL"n"1~nUL1J ULLlJIfl::1J1::LIl"''Dtl~"U"1 (1.2) "lCUft)J1.JlJIVi u.JLn!J'l'Dtl~n1.J"UfII1 (Non-product-

related attributes) ~)J1!JtN flJCUft)J~~"I::ft~CJfllJltln1::1.J'lUn11"'''''U~tl~1tln1ru1tnfll LLIJI'W 

ft~CJfln1::"'1.J"tln11tf~1U'Dtl~"uA1 L'1iU 11f111 (Price), 1l1YiflnttN'Dtl~~f"11"U~1 (User 

imagery), fttl1Un11cu1un11tf~1U (Usage imagery) ,r~'1i'l~L'lfl1 fttl1U~ LLfl::t11::LIl"''Dtl~ 
;;"In11)Jtun11tf~1U, fII'l1)J~nLLfl::t11::ft1.Jn11CU1un11tf~1U (Feelings and experiences) 

- ~ .. ..I..... - ~.. 'I.!' 
LLfl~fIIflnIl1Yi"11"UfII1 (Brand personality) VI)Jn"l::ft::."tlU~fIIflnIl1Yi'Dtl~~ L"II~1Utltln)J1 LI'I 

.I .. -~_ ..... ~ .. ..1 .. L" ~ .. ..I.. - ..... .... 
LUtl~"I1n~1.J1 U' IfII)Jn)J LLU'l LU)J"'''I::Lfltln "II1J111"UfII1"')J~ fIIflnll1Yifttll'l filfltl~n1.J IJIUL tl~ ~1tl)J 

..... .......1 .. ~ ) 
f'l'l1)Jfttll'lfllfltl~n1.J1l1YiflnttCU"'lJIULtl~lJItl~n11L1JU (Keller, 2003 

2) "C1Jtl1~r!J~U (Benefit) ~tl "lcufii1LLfl::fiI'l1)J~)J1U~~1.Jltn,",LL"fl::,",uL~)J~)J1~ri1.J 
flJCUflnttcu::'Dtl~"U~1LLfl::1.J1n11 ~~Li1ua~~~1.J1tnfllfil11'l~.r~'i1aU~1LLfl::1.J1n1n1u1 "I:: 
ft1)J11tlU1 LftUtl t~ri1.J~1.J1tnfll L~ L'1iU flJCUtl1:: LU'ilU'DfI~ LfII1tl~t1futl1n1 Pi~UfII'l1'"l:: t ~fiI'l1)Jian 

" 
ft::I'I'lnft1.J1!J L~!J1.J LLfl::ft1)J11tl';1~1U'tMt u"ln1 ft1l1'l ::tl1n1 Pi LI'l!J fllJCUfl nttcu::~~ nfi1'lU 

ft1)J11tlLLtJ~tltln't~Li1u 3 t1,::LIlVI ~tl (2.1) "lcutl1::L!J'DU~1Un1";1~1U (Functional benefits) 

.1:"1 tI ~ ..... ~ -"I ... ~ .. ..I ..... ... ..1.1 ..... 
'D~L1JUfIJCU 1:: L!J"IIU~fl n LI'I!J1f11)J"II1 lJI1l1!J LU"'l"UfII1V1fttlflfilfltl~n1.JfIIJ CUfl nttcu::VI Ln U'l'Dtl~n1.J 

aU~1 (Product-related attributes) ~~flJcutl1::L!J'DUL~fi1d,rn"l::ilfil'l1)JL~U'l;rtl.:Jri1.JLLNn1::~U 
~U31U'Dtl~~1.J1tnfll L'1iU fII'l1)J~tl~n11Y11.:Jn1UIl1YiLLfl::fiI'l1)JJUfiI~t1fltll'lnU IJIfltlfl"lUfII'l1)J 

..I ..... tI ..I ~ .... ..I • .., , , t1~ .... 
LnU'l'Dtl~n1.JfII'l1)J 111tlU1V1Iil::LLn L'D~1tl~flmflm1JCY~11J11.:J1 L'ilU '"lCU 1:: LU'ilUI'l1Un11 

';1~1U'Dtl~LL'iI)J"'l fII'l1lil::ft1)J11tl'D4'flf.:JLLfII fiI'l1)J,rU1.JU~U~~,tt:: LLfl::'1i'lul~u\'uCJ)JLLfl::~U~ 

;tnt::')J~Uilfll'l1)Jft)J\l1NLL;j-3LLN LtlU~U (Keller, 2003) 

(2.2) flJcutl1::L!J'ilUL;)~~CYflnttN (Symbolic benefits) ~~"I::LtlUfllJcutl1::LU'ilUn1!JUtln 
... ~ .. .I.. ..., .-..I'1_! ..I .. ... ~ .. 
"'l"UfII1"')JfII'l1)Jfttl~"fltl~n1.J"lCUft)J1.J"VI u.JLn!J'l'Dtl~n1.J"UfII1 (Non-product-related 

benefits) L"!JL'ilYi1::tlth~~~"I::L~U'l;rtNri1.J1l1YiflnttN'!Jtl-3~f LI'lU"lcutl1::L!J'ilUL;)~~CYflnttnr 
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d",::uifJ'lftl~n1.JfII'l1),1lKtl~n1fn11fJtl),lf1.J~1ni~fII),I fII'l1),1lKtl~n1fLL""MfII'l1),1LUUi'l'!tl~i'lLtN 
LLft::fII'l1),1lKtl~n1ruf::ft1.JfII'l1),1~1L;.,tufllJl'!tl~q1.J;tnfll utln~1nd ~cuuf::tfJ'II\MI~icyin~nr 
6~ft1),111tlLLftIMa~fttl1U::'VI1~i~fII),I'!tl~qtftMlnA''lfJ LLft:: (2.3) ~CUUf::tfJ'IIUA'1U 
• I" .I 1!'" r:I .I... .r .I'1~.1"" 
lJf::ftUn11cu (Experiential benefits) "'::LnfJ'l'1ltl~nUfII'l1),1,,",n'VILn"'!u'!cu::'VI ~"Dl'IU"1"'1tl 

... .I .1"",::' .1 t ....1.1 1! 'I.!.l" ...... ~.1" ~ .1 t .. 
U1n11 'VIfttl"fllrttl~n1.J'VI~~CUlJf:: fJ'IIU'VILnfJ'l'1ltl~LLft:: ~LnfJ'l'!tNnUlJI'lrtU"1 'II~~CUlJf:: fJ'!U 

L",chd"'::lJItlUftUtl~fII'l1),1lKtl~n1f'V11~A'1UUf::ftUn1fnr LLft::tl1nJnrfll'l1),1~n~1U'VI1-3U1::ft1'V1 .. 
i),l~fti-3\l1~'lU'!tl-3q1.J;tnfll (Keller, 2003) 

...... .. ~ t ~.1"""':2.l!"l .I t 3) n"u"" (Attitude) fIItl n11L'IItl),l fJ~"f1l'1U"1L'!1n1.Jrt~'VILlJUU1),1fin),l),l1n'VIt1" "fJ 

ifllUflljl,jtl"11~UA'1 (Brand attitude) '"I::"')J1t1f11'l1)Ja-3n1ru1::UjU"11~U;;1 tl'ltl1'l)J'!tN 

" ... ~- ~... ...~. .:'" 1 .I !"I if ... .r 1"" ... ~-... ... 
~U1ulfll "II~'VIfIIUfIIlJIU~::)JfII'l1)Jl'I1f11CY u31U::'VILlJU '"I'"ItlY4U31U "'~U1uIPlLn"Y4'llJln1nJ 

u1-3tl!h~,jtllJll1~U~1 L'iU n11Lntln;;"'1fCU11J1f1~U~1",rt-3)J1nn~1iinlJll1~u,JI1",rt-3 ~-3 

iflluflljl'!tl~q1.J;tnPl,jtllJll1~u,JI1"'::~Utl~nUn1m"'11cu1.,CUft),l~LLft::"CUU1::ttl'llu"llf1~"11 
~ .1" • .. ~.l... -.I .I " ... ~ " 
¥'lU"1"1~11'l)Jtl-3f11'l1)JL'IItlLntl'lnU~CUft)JU"'VILntl'l'!tNnUl'IufII1 (Belief about product-

related attributes) LLft::~CUtl1::ttl"llUA'1Un11t;-31U (Functional benefits) LLft::/",lfI 1'I'l1)JL~tl 
.I... _.l'l.! .I " ... ~.1" . . 
Ln!J'lnu~cuft)JulJI'VI ~Ln!J'l'!tNnU¥'lU"1 (Belief about non-product-related attributes) LLft:: 

" " ~CUU1::ttl'llUL;~icyin~nrLLft::U1::ftUn11nr (Symbolic and experiential benefits) 'Vi~i1 '"I1n 

n11~n~~4't1Y4U~1 ifllUPljl~Lnl'l'"l1nu1::ftUn11nrn11t;~u;;1 tl'ltllJlN (Direct experience) 

" -I ~ .I.. ..1., ~" t t " ... ~ - II" • ... '"I::ft1)J11tl ft 11-3 fII'l1)J L'IItl)J LtI-3'V1LL"II~LLnNLn!J'lnU"11¥'lUfII1 U '"I"IIfI-3~U1u Ifil L"')J1nn'l1n11Ln'" 

... ....I • .r ., "" . ..... ,,-I 
'VIfIIUfII"'VI)JY4U31U)J1'"11nn11rufDfl2Jft"1~1 "'1f1Y4'l"nl1)J'VI1-3f1f1)JflU1 (Indirect experience) 

(Keller. 2003) 

• I -I ~ ~" ... .I. II. I ::. ""!"I if ... .l' .I 
'"I1nlJ1::L1WI"IIfI-3n11L"IIfI)J LtI~"11¥'lUI'I1'MVlnft1'l LlJVI-3"')J~"111~"U LlJU '"I'"ItI'nU31UVI 

. 1"'" ..... ~"1 'I " ... ~ - .r II'" ... ....I....r::. • ~ '"I::nfl "'Ln"1l1Y4ftn~CU"11¥'lUPl1 U ~'"I~U1 U IfII"IIU L" LLIJI1l1Y4ftn~CU'VILn""IIUUU"'::)JPI'l1)J L"" 

" Lc;iuLLlJIn,j1-3'"11nIl1Y4in~nrIJl11~uA'1"11f1~~LL'!i~)J1nUfltlL~t1-3t" "'7f1ilfillcufli1)J1nLYi1t"U-u 

. .r . ... .I... ~ ".l" ... ~ _ • -I -I ~ ~,,::. 
tlfl)J'!UfI'JnUfII'l1)JLntl'lY4U"IIfI-3 "l1l'1UPl1V1 ~U1 U II'I)J "11-3 n11L"IIfI)J LtI~IJI11¥'lUI'I1UU'"l::ft1)J11tl 

LLu-3f1f1nij;1 ,j1-31 ~-3'"1::Lllnfl1'),jfl Ltl 

...... -I~ ~" 
).!1JI"11'Mn11L'1ItUHtI-31J171l'1Y,,1 

Keller (2003) L~LLtJ~ijjl'!tNn11L~f1)Jttl-31J111~u;(1f1f1muu 3 ijjl LIILLri 

... ~~!I" 
1. 1'l?1UU'lNUnN'lIf}·m11L'!If}U,m"l1rvUI'l1 (Strength of brand associations) 1'I'l1)J 

... ~ ~ ~"":2 .I. ." t.l" ... ~_ .. II" 
LL"II-3LLnN"IIfI-3n11L"IIfI)J LtI-31J111l'1UfII1 fllfl ¥'l-3V1n1"'U"''l1''11f1~ft "'VI~U1u 11'I'"I::fl1)J11tl1::ftn L" 

(Recall) LLft::'"I::dju~-3~~-3~ftn1::V1u,jfln1::U,)Un11~c;!~ut"'L~f1nIJl11~uA'1tC;!IJI11~uA'1,..rt-3 ~-3 
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~ oJ., ~.1' oJ oJ J!" - tI ~ .. oJ., ~.1'::' 
"''l1'''L'IflLnfJ'lm.J'''''''''Un1f1LnfJ'l'1lfl~nU''JN~'''1J''LLfl::''JN 1:: LfJ'IULnfJ'lnU",..,,,,Un1UU4t::,..1 

tI .. oJ., ~.1' ~ oJ., ~.1'.1' ....... 
4t1n (1) 1::~Un11N"NLnfJ'lnU"""",Un1 (2) m~fl~11LnfJ'lnU"11"'Un1V1'lfJ'lfim1"1~1 
::. ~ .. oJ ..... oJ ... 
fI~m1"fl~114t1nfl~"'n1 LLfl:4t1m.J"''''flfl~1''' LLfl: (3) 4t1n~"''''IJl31U'-'1tln11f1,*'''1UflLn''4t1n 

ffl~ft~U1 LrifJ'lnu",..,iu;'1 ;~~fJtln~LLt\''l t11:~Um,nr"'~LrifJ'lnU"11iu;'1'1f1~qultn'" 
~U ... :ft1"'11Clftfl~"''l1'''L.fl,..tfJ~LrifJ'lnu''''''iu;'1111'''1n~t1'' LLft:ri~~ftlJifln1:U'lUm1 . 

~"iul4tLflfln"""iu;'1'J1fl~qultn"'~~~t1"'L'IIunu 
::..: •• ~ ~ ::. J' • ., - oJ., ::. tI 
fI~U "''l1'"LL'JI~LLnN'JIfI~''''l1'''L'IfI''' LfJ~UU4t:'JIUflfJnU'lfin11f1'J1f1~flUU1 CJn 1:"''lfl~fl .. .. 

Lf1~"''l1'''flN~1'J1f1~q1Jltn", ~1q1Jltn"'LLlJifl:",uijn1:U'lUn114''''Lriuffl~flUU1 f1th~11 i~lu 

LL~'JIfI~"lNll1YfLLft:tR"'1N ~~'-'1nffl~ft~U1 ij"''l1'''Lrim'ti'unu~ultn''''''1n ~~!1~ij"''l1'" 
~f1"flli\'f1~riuffl~fl~f1~lUfII'l1"''VIN~1'J1f1~~ultn'" LLfl:ijfll'l1"'~~1L~"'f1Lrh.ILflnIl1Yf m1 

L ;f1,.. tfJ~ il4t:ij "''l1,.. LL';~ LLn1~ vh 1 ~ qultn "'~1"'1 1Cl1:fl n ~~ IJl11iu;'1~U1 1~"'1 n IJl1,..1t1Ii''lfJ 

(Keller, 2003) 

2. ft?1"'LOU#iU'fIfJlJlIfNn11LifJ",rtNnlJ"11auA'1 (Favorability of brand 

... J' ~ ., ... ~- ~ ' . - tI ~.. ~., ::. 
association) Ln "'JIUUJfI~U1 u J"'L'IfI'l1"lN~"'U"LLfl:"JN 1:: LfJ'JIU'JIfI~ IJl11",UfII1UU1 ~1"'11Cl .. 
IJlfl1J~UfI~ I'I'l1,.. ~f1~ m1'Jlfl~ IJlULfI~ 111 ~~~11 ~q1J1Ln fIIij m1tl1: LiiUIJl11iu;'1uu11 U'VI1~U'l n 

t"'fJfII'l1"'Lilu~;U'JIflU~uLi]UfI~,rtl1::nflu,-,rt~'JI~fII'l1"'\.hu111ClU1 (Desirability) LLfl: 

fII'l1,..ft1"'11Cllun1ru1L~ufI (Deliverability) 'JIfI~m'L;f1,..tfJ~"'1iu;h tt'lfJfIl'l1,..\l'1U111ClU1 

~U Lilum1tl1:Liiu~1m1L;f1,..tfJ~'VI1~~1U1l1Yfin~nr (Image association) ijfll'l12J~1flClJ 
f1th~"~f1ifilUfII~lJifllJl11iu;'1 n2Jlt1~~mul"'iul'"l"llfl~~ulLnfll ;~'"I:ijri'lU~1flClJtJiflm1 
., ., 'I ., ... ~ _ 'I ., ~ 'I J' ~ ., tI ' .01 
fIlU'-'1LLNn1:j;JUIl1t1 LU'JIfI~~U1u JI'l LUm1"t'lfiU L'"I'IflfiUfIl1 1:LIl'VI"1~1 LYfflLLft'l~"'1 

.r. ., .-,J... ~ ~., ., ., ... ~_ It., .J ., 
fIl'l12Jfi2JYfUfi'VI2JfII'l12J L'JIfl2J LtI~nU fII'l12J IJlfl~n11'J1fl~~U1 U J fII L'" L"lJU 1'l'l12J "f1~m1'V11~ mtlll1Yf 

1'l'l12J~f1~n11f11'l12Jtlflfl"'nti fIl'l12J~f1~m1111ui~fII2J fII'l12J~f1~n11~1U~Cl1U:LLfl:n11t1f12Jru 

".ffil'l'l12J~f1~n1,,,,:,,.Un~~I'I'l12J~1 L"" lUIJlULfI~ Lilu~u (Keller, 2003) 

-J 'I. ::. .. oJ., ~., 
fi'lUfII'l12Jft12J11Cl LUn1N1L~UfI (Deliverability) UUfllfI n11f1L"t1"l1f1~"'1fiUfIl1'"1: 

• .01 ~ ..I. U 'I .,... " ... ~ _ 11".01 J' , ... • 1 ~ ... 
ft12J11ClU1L~Ufln11L'Ifl2J LtI~'VIU1 111ClU1 L".mJ~U1u II'l Lt'I 'I~'JIu'tlfJnu (1) u1:fi'VIfiIl1Yf'JI'tl~ 

... ~ ., ~..I... 'I. tI ~... ~ " 
"'lfiUfII1 (2) n11"f1ft11f12JfII'l12JL".2J1:ft2J LUn1N1L~U'tl 1:fi'VIfiIl1Yf"ll'tl~fiUfIl1 LLfl: (3) 

1'l'l12Jft12J11Cll un11~UUft,*Un1 ru1 LftUflU1:i'VIfiIl1Yf~ LL Y1"t l~ LLfl :n11a'tlft11f1 th~ ft J1 Lft2J'tl 

~ 
3. LfJnffnl1rullfNn11L'fIfJ",rV..J"11auA'1 (Uniqueness of brand association) t"'tlm1 

L;f12Jttl~~~''''JI1t1~LiluLflnin~nrt1ut''''''Ll'iuLLfl:LL''ntJi1-1'J1f1-11Jl11iuph'"l1n~LL"Ii~iu L~f1-nn~-1 
1~q1JltnfllLflfln~f11Jl11iu;'1~W1nn~11Jl11iu;'1~U1 tl'ltlfl1"taflft11;t'ltln11LmtiULYitiU 

- ::. ..1..1" It.! ..I ., ...... ~" • 1 ~ n 'I " .1 ,. 
flltu~2JUIJl'VI-1'V1Lntl'l'JI'tl~LLfl: u.JLntl'l'JI'tl~nUlJl'lfiUI'l1 fIltuu1: LtI'lIU Un11 L'lI-11U u1:ftUn11tu • • 
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,,1etl1Vti m:tNnU ~LL;~ ~'lfJi5fin1 ril LiJ", L~fJ,,1t'1Utln LUUUfJ .~ t"'fJ~'lU 1 "tY Uft'l n11at'l"'11~~ 
flJCU"')JU;~b.iLrlfJ'lft'l~nu"'l~u"h L'/U t11:L1lYl'Dt'I~~;~1U ,,1e"'(I1Un11CU1un111;~1U "': 
"'1)J11Cl"'fNLt'lnim:tN'Dt'I~n11L~t'I)JtfJ~fll1~U~1111~~\1'" (Keller, 2003) 

uJt'lPll1~Uft1'~"'fl~"''l1)JL~t'I)JtfJ~'Dt'I~Pll1~U~1~u;~unN LUU~~UlIt'lU Ufl:LUU 

Lt'lnint:tn1fUtl1fJlul"''Dt'I~~~ltn'" "'ULn"'LUUtl1Vtint:tNPll1~Uft11uYl1~u'ln l~Uft'l,ru 
unm'Plfl1"'n~1LUU~t'I~Pl1'l"''''t'Iul''''':~U'Dt'I~tl1Vtint:tNPll1~uft1tl1fJlul",'Dt'I~~ultn", 

, ~ .1' ~..1 • 'I !I'I... 1.1" 1.1 'I." .. .. ~.1' 
t'IfJ1~"')J1L"')Jt'I"'lfJ LVtt'lYl"':"'1)J11ClU1)J1 ~11 ~ummpg.JU1 Ufl: 1U t~ ~"tl1Vtflnt:tCUfll1"'Url1 

lul"''Dt'I~~ultn'''Luult1luYifllYl1~L~fJ'lriuriu~unn11f1fl1'''~t'I~m1at'l'''11t'1t'1nlt1t'1fh~uli"'l~ 
,j~"':nfi1'l~~lufl1,juti",1t1 

LU!~1UU'l~"'LrlfJ'lnUtl1'nflnt:tNfll1~U~1",:1~fU"''l1)JUfJ)J~1n~~ul1'''1uni5111m1 
~ ~ ..I 

Ufl::unm1f1fl1"')J1n)J1fJ LLJin1:uuriu~",~b.iij~1ui54'fJ;ul"'Y1"'1)J11Cl1:tJl~t'Ifh~{"'L"'u~~ 

i5fin111un1rl"'tl1'nint:tNfll1~u;r1~ijtl1:~Y1fitl1'nUfl:tJn~t'I~U~UU1t'1fh~uli'"1~ t'Ifh~',ri 

fl1)J "rt~lui5fin111''''tl1'nflnt:tnrfl11~u;r1~tJml1)J1nfi1'lt11~)J1n~q",i5fi"rt~ri;\'fl mrl"''''1n 

fiI'l1)Jt\~1Lt\)J'fl lun11L~'fl)J tfJ~fll1~uA'11u1:uUfil'l1)JYlNr.l1'D'fl~~ultnfil (Keller, 2003) ~~ 
~ 

'fl1~m:Yhl~"'fJ'fl1~fJn11i54'UL;~.,nul1'n (Qualitative research) ~~~Yl1~(;1N (Direct 

methods) ~~Luun11t\'flUCl1)J~1nnq)J"'l'flfh~t"'fJflN ~'lfJi5fim1t\U'VlU1LLfl:'fli1t111fJLilunq)J 
U'flfJ (Focus group discussion) ,,1'flmn11~)J1111:tnrUUUL~1:~n (In-depth interview) ~1n 

m1m)J;hCl1)JLrlfJ'lriuI11'nflnt:tnr'Dt'I~fll1~u;r1tUfiI'l1)Jian'!J'fl~~ultnfil L'/U m1t\'flUm)J~~ 
.. 1.1 !'I ...l ~" ,~ ,,~.. ~ ~ .. ~ t " 'lflCl 1:t\~fII ~Un11Lflt'lnllt'lfll1",Ufi!1 m1t\'flUm)J'l1f111flUfII1\,I)Jfi!'l1)JLlIt'I)J ~fJ~nUfl~ "'U1~ 

Ufl:~ultn",ijfll'l1)J~nt'lfh~11uJ'fll~UU~1tl1fJt~1JI11~u;r1d "1'flnq)JLih")J1mh::L1l'Vll,,u 

..I .... t" ~,,~ ~ ". 
'Vl~:L")J1::t\)Jnun11Lflt'ln ~fll1flUfII1U LuUflU (D. Aaker, 1991) 

" , 
U'fln~1nO riU~tl1~ t;?5n 1 n4't1U1J1JYI 1" tlfJU (Indirect methods) L~'fl1''''111'nfln1:tnr 

V111~UA'1 ~'lUL'VlfilUfilm1~1fJI11'nfil'l1)J~'" (Projective methods) ;~Li~lumnfim1i54'fJ~ 

t\1)J11ClA'U"1 fiI'l1)Jfan 1'\'l1)J~'" ,,1tl~ fIIUI'\~~ijl1i'fl V111~UA'1'!J'fl~ ~ultn filllll'flU1~ u.li~l~ 

t"'fJ L ~"1: tun1ril~nq)J "'l'flU1~ b.i ~tl~m1LiJ '" L~fJ'\1 fI'flu,,1tl b.i t\1)J11Cl'flfiU1fJ fil'l 1)Jia n 

1t.1' ~ .... 1.1 ~ "_I ..... ..I . .. Ittl· ~ ~ . 
'fl'fln)J1 ~"PlN111~m1'l"'fJ 1:L1lYlU"':)J'LJu.uum1'l~fJYlu.fln1Jl1~nU L L~U n11L-o'fl)J LfJ~'flm~ 

~t\1: (Free association) t"'ULuun11LiJ", ttl mt\t,,;nq)J ~'l'flU1~ ~ '" L~'fl)J tfJ~fl11~uA'1riu~~ t",ri 
1~~iln~~Lilu~~u.1n m1L~)JL~)Jtl1:tfJfi!t,,;t\)J1J1nr (Sentence completion) t"'fJm1m)J 
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• .J,!II. I ~ II. ! _ f' t.It '.li -.. ..I... ..I 1! ... 
1'11C112JYlLlJUlJ1Z~tJI'I ~"2J\l1u~ LLflzlIInq2JLlJ1~2J1tJL"2JL"2JI'I1"fl1JYl2JI'I'l12JLntJ'l'Dfl~m.J"11 .. 
~U~1 tutl1zttJI'IUU1 Li~u~u (D. Aaker, 1991) 

~ -...::. • I ..I, ~ ... ., ... _~ 
tt~n11'lllttJYI~ 2 ilJLL1J1JYlnfl1'l2J1UIltZ"12J11m"'I'I'l12JLL'~LLnN'fl~ 1l1Vffln~u~"11 

~uA1'lA1lt1nn1m"'11N1ii~fln~NZn11L~fl2Jt!J~~~1J;tnl'lil,jfl"11~U~1 t"'!JLllVf1Zn11ui1J 

1! ~ ..I.. -~ _ ~ ~ t · ~ .l' ~ ~ ~ ..I. , 
'DfI~fl¥1~LL1nYl~1J1U'II'IUntl~ Un11"fl1JI'I1C112J tt~II\Z"12J11tl"ZTlflUtl~n11Lttfl2J ~!J~YlLLt~LLnN 

'fI~"11~uA1~fl~tU1Z1J1JI'I'l12JYlN~1'fl~~1J;tnl'l'LA'Li]Uflth~;\ (D. Aaker, 1991) ft'lU1lfin11 

~U1 ~"12J11tl1' "'11 1Vf fl n~cU"11~uA1 'LA' LL1J1JYl1~~fl2JiinntA' LLn n11LLtlfl I'I'l12J~2J1!J1lt1nIl1Vf 

(Picture interpretation) ~~lItzt~m!2JLtl1~2J1!J~1l1Vf~ilIl1Vf'fI~"11~u;htl1Zntl1JfI~A''l!J LLflZ 

t .. ~ ~ ..I ... , ::. ~ 'I - ~,,-~- -.... 'L ..... 
"'1J11!J1!Jtl~I'I'l12Jir.nYl)J"tlIl1VfUU1 tt~ ~Un11tlfi1J1!JI'I'l1)Jir.n'tl~~1J1U'1I'I ~'lIlt!Jnll\z ",ru 

;rfl~flL~mri1JI'I'l1)J~nLLflZ~rlUl'lj1,jfl"11~U~1~iln11L~tl)Jt!J~L;r1ri1J"tl1Un11cU,j1~1 LLflZ1lfi 

t1"'';1!Jii~fI n11Lm!J1JLVi!J1J"11~u~1t~illll'lflnIl1Vf (Brand personification) t"'!Jn11t~mi)J 
... , • ~... ~ .l' 'l "... -... ~ ..t': .. ~ ~ , .J~ ~ 
mfl!J~Lu1!J1JLYI!J1J"11r.Urn "')Jlll'lflnfln~NZL~)JflUllfllfilfl ¥'I"'l ~1tl¥'l~'fI~"1~1 Yluntl~ 

L ~tl1JmJ1!Jii~fl n~NZ'fI~ "11~U"'1 t UYl1~~fI)J 
~~d LU7n1rl"'1l1Vffln~cUIJl11~u~1A''l!Jn111(tJL:a~fllJN1l1Vf~~~nf41'l)J1f1~~U IItZ 

"1)J11tl"Z';flU1l1Vfl'l'l1)J~""tl-3~1J;tnfll~il"jfl"'1~u;;1'ltllLi~utlth~;\n"1)J LLJin111(!JL:a-3 .. 
/ilN1l1VfUuil;rflr.\1 ri fit un 11i)4' !JfI~~fl1utl1zn11 tflU L 11 Vi1 Z t ULL~'fI~ fII'l1)JU1 n LLflZ fII'l1)J 

~n~fI~LUJuti1tUn11t11Z)J'lfl~fl ~~yht~U-3f11~'L~il1lfin1rlflIl1Vffln~cU"11~u~1t"'1 ~Li~u 
)J1f1131Ufl1)JLL1J1JLL~U LLflZfII1tl1Jfllq2Jy!n"tl1Un11N1un11i)4'Uflth~LL';~1-3 

')lfl f111,,~u (2545) 'l~~1n11~n~i)4'tJL~!J'lri1Jn11ih~UflIl1Vffln~cU"11~U~1'fI-3 

"CI1utYlffifllu1utl1ZLYlfII'lYlU LLflZ~n~n11rufIl1Vifln~N"11~U~1'fI-3~1J1tnfll~il,jfl .. 
"CI1utYlffifllut",u'ltllL~flntftlfin11i)4'U~-3 2 ztILL1J1J 'ltllLLn n11i)4'm;~flN1l1Vf~'lUn11 

i)J1l1~NLL1J1JLII\1Z~nri1J~1J~1n"ffi~~ill'l'l1)Jruij""fl1Jtun11ri1~uflLLflzn11~fI"11 
1l1Vffl n~Nfl11~u;;1'fI~" tl1ut YI ~ fIIu1t1u~ ~1J;tn fII t",u fiN LLflzn11i)( U L :a-3U1)J1 Nt uztl LL1J1J 

n1114'UL;-3~11,)1I\ L~fI~n~L~u')ri1Jn17fufIl1Vifln~Nfl11~uA'1tu~)J)JfI-3'fI~~1J1tnl'l 
.J ...... ~ ~II"~ ~ .. ~ 
L1JULflmn1JLUfirtlUn Vi~Ln~)J (2545) '!I~ ~"'rm~tl-3nfl~Ylfin11"tl"11LL1J1J~")J~"1U 

t' . .m11"h-3Lflnfln~N LLfl~1l1Vifln~NfiU1f1111Vf1til'tJ LLfl~1'~n11rufIl1Vifln~N'fI-3fiU1f1111 

Vi1til,u1Y1utU"1U"1'tl-3~1J1tnfll tflm~tlntftlfin1114'u 2 ztILL1J1JL"JiUriU 'l;'LLn n1114'm;-3 

flN1l1Vi LLfl~n11i)4'tJL;~m)J1N tflUn11~n~tUft,)u'fI~nfl~YI{'fI-3n11~tl"11LL1J1J~")J~"1U 
- ... II ~.-....¥. .. ~ ... ,,- ..." ..I • "..I 
~,)II\U ~fI ~''lfin11¥'1)J1l1~NLL1J1JLII\1~flnn1J~1J~11LLfl~Wl~U1LL~UnYlYl1~U1Y1,)1~LL~Un11 

~fI"1~-31l1utuLLfl~1l1UUflntl~"n1'DfI-3fiU11'111Vf1til'!ltJvlt;nun1114'u LLfl~tUft'lUn1rl"'n11 
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ftJf/l1'ncrm:tnr'Df)~1J~1"1,1\Ui)J)Jf)~'Df)~~1.Jltn" rfS(fJlIiLflf)nlmn1'il(fJL~~th~~ t"fJ1" 

U1.J1.J~tl1.JCl1)Jl~n1'Ln1.J;tl~fln1.Jnq)J.r'ltl!i1-1 

'Dtu:~ Keller (2003) mIiL~Utlilfin171'''1l1'ncrm:tnr''11~U~1tj1 ~1)J11Cl~1n111',,11i 

LtJ~ 2 ni1.J ~tl 1) n1ri'~n11,ff)urtN"11auA'11u"~li'tJ,f1 (Lower-level brand association) 

t"fJLtJun1rl'''n17ftJfUft::'''l1)JL~tl~~1.Jltn''il''tl'1tu~)J~ Uft::'1tutJnt!!'Du'Dtl-1"11iU~1 
,rU1 ;~tl1~ft1)J1'Cltj,,11i1i'lfJn1fi(fJL~-1'1tu1l1'n L"IIU n111"fli1Cl1)JLu" LrJtlLU" ttln1ft1~ 
~1.Jltn"'IiL~tl)JtfJ-1~-1~"ULtl~ftJfLrifJ'ln1.J"'1~U~1 Uft::t"fJ)J1n~-1~~1.Jltn"ilnii-1LtJutlui1.J 

..I., ~.!' ~ .,.. ~"..I. , 1 1 " ... ~ - ... 
U'mnfJ'ln1.J"11¥'tU'I1~::LlJUIl1'nflm:ttu"'1¥'tU"1V1U'D~LLnN U ~'Dtl-1~1.J1~11'I LUtl~"'1n 

~1.Jltnl'l~1).11'm;tl).ltfJ~"'1~U~1L;1n1.J~-1,rU1 tlilu";uVI Ufl:: 2) n1ri'ltn1,.,if)urfJ~"11 
auA'11u"~li'tJ~~ (Higher-order brand level) Luun171'fln11tJ1::dju"11~UI:h'Dtl-1~1.Jltnfll tl'ltJ 

tj""'1n";rlUI'I~ 1'I'l1).1,r-11"'~tl ufl::'nq~nn)Ji-1"tlltJ~ 
2.1 t1"U"~';f)"11auA'1 (Brand attitude) ~1)J11Cltj"l~"'1nl'l'l1)J;u'Dtl1.JlulJl11~u~1 

,..rt~).I1nntj11J111~U~1~U (Prefere~ce) 1'I'l1).1~1).111Cl1un11L;;1ii~";rlul'I~ 1'I'l1).1u;j~LLni~'Dtl~ 
.- ~ ..I... It. I" ....,.. ~ .!' ::., ~ 

li)tu~).I1.J" 1'I'l1)JLlJUVl~fJ).I'D).I'Dtl1.J ~).I LlJCl~I'I'l1).1).1Ltlnflm:ttu'Dtl~"11¥'tU"11 2.2 PI?1"'''~ ,""f) 

(Intentions) t"fJtj"~1nl'l'l1).1Luu'tJtlilun11~,,~u1~~tl"11~u~11""11~uA'1,..rt~ ,..1tln111'" 

~" ..I" ... ~ _ .1..1 ~ " ... It. I ~... ~"... ~ ... .J ~ 
U U'l LU).lVl~1.J1 LlII'I"'::LlJfltJU"'1n"11¥'tUI'I1"'U~ LlJLlJUtln 1J111¥'tUI'l1"'U~ Ll'ltJ"'::)J 1'I'l1).1 L'Dtl).l LtJ~ 

.. .Of .,::." ..I ..., ~" ~ 
n1.JlJ~"'tJVI~V11~"1UL'lfl1 Ufl::~Cl1UVI LLfl:: 2.3 tv'l"n""u"f)"l1nUPl1 (Brand behavior) LlJU 

n111'I'I'nq~nn).l1l1tJ,..cr~"'1n~~1.Jltnl'l~tl"11~U~1,rU1 ltJUft'l tj1~1.Jltnfllilfll'l1).1l~nL'liu" 
..... ,,-I.r ,,:,~.. .." ....... ~ 

LLfl::"'::m).lUU'ltU).lVl"'::"tl"11~Ufll1UU1 "1tln1utlu1f11",..,tl L).I tl'ltJn11'll'l'nQlJln11).1U"':: 

~1).111Clti~1.Jtl n ii~1::i1.J 1'I'l1)J.11 n;l,}tl 1J111 ~U~1 HI r1l'ltJ 

tl1"'mh'll~tj11l1'ncrm:tnrlfl11~u~1 n~tl~~~~1.Jltnfllf1.JlLritJ')n1.JIJI11~uFh tlfltJ1')).I ;~ 
'" ::LUUn11L;tl)J ttJ~ 1'I,)1)JpI'~ru)J1 L;1 'tJ~"'U'ltJ fII') 1).1'" 1 t" tJIl1Wcr m:tnr"11~U;r1~ LL;j~ uni~ 
~..1 .,... " ... ~_... "., ,..I .... "..1 .. 

LlJUVltJtl).l11.J LLfl::"U"tl1.J'Dtl~ ~1.J1 LlII'I Ufl::).1 1'I,)1).1~tl 1'1 I'Ifltl~ n1.J Ii) CUfll1V11.J 1'1 I'Ifl11.JlLn tJ') n1.J 1f111 

~ " ~ , , ... ::. '1"'" .!"I ... ~ ~ " ¥'tUI'I1LlJU1::tJ::L'lfl1U1UtltJ1~"tlLUtl~UU "'::~1).111Clntl "'LnlflLlJU"tlL\'ltJ~'Dtl~"'1¥'tUfII1 (Brand 

reputation) ~t~run11tJtl).lru"'1n~~1.Jl'lfIIflIl1tJ1uLLfl::1l1tJUtlntl~~n1 (Dowling, 2001) ;~n11 
..I ~" ., ... ~ ~"It~".!"1 ..I , ......... 
V1"11¥'tUI'I1~1).111Cl1m:t1"tlL¥'ttJ~IfI11¥'tUI'I1 L') Ll'lLlJU1::tJ::L')fl1V1tJ1')U1U LLfl::lfltlLUtl~nU m:: 

ritl1\\'Ln"I'I,)1).11IiLmfJ1.JVl1~ Ihun11LL ,;~;un1.J 1fI11~U~1~U11U"fl1l'l ~~u~ilri')uy'h 1 ~ "'1 

~U~1,rU1 utJ1~1l1'nltJLi]uVlmtJ~u (Asset) ~ilIii1'Dtl~tl~~n1L~1'Dtl~"11~U~1,rU~')tJ 
... ... ~ ~" ::. ".. , ~" ... 1" LUtl~"'1n"tlL\'ltJ~IJI11¥'tUI'I1UU"'::~::V1tlUCl-1l'JtuIl1WlJlfltl""'UfiJCUI'l1'Dtl~¥'tUI'I1LLfl::1.J1n111l1tJ " 

~ ,,::. ( . . ) ..1 • .,..1 ... ~ ~" .. .!"I • ., ..I 
1J111¥'tUI'I1UU1 Kim & ChOl, 1996 LLfl::V1~1I'1CYVlq" 'DtlL\'ltJ-11J111¥'tUfII1tJ~LlJU11n31U~1I'1CYYl 
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0I\:li11\\'~lJ;tn"L;;""'l1~nn~Pitl"11~u,rhlli ~~~:mh'l~~UU'l~"L;{!J'lnlJ"'l1~nn~,;tl"11 
~uA'1dlufl1ilJti" ltJ 

D. Aaker (1996) nri1'l~1 "'l1~nn~,;tl"11~U;r1 (Brand loyalty) Lilu~fl~1nn1" 

LWufI~~lJ;tn"~1"11~uA'1t""'1~1,.tl"tllJ"'Utl~"'l1~lKtl~n11n11"ULtl~'Ii~~'1" ~~d 
"'l1~nn~,;tl"11~uA'1Lilulirlu";jluL;~lJ'ln~~lJ;tn,,ij,;tl"11~uA'1t""11~uA'1~rt~ ~~Lilu 

• 'I."" -~_ - - ~ ~.!':::. ~ , , .01 ~.1 ..... , ~., 
~flYl1 L~~lJ1U'I"Ln""CJ"nl1~n11"11tllJll1fiU"1UU'1tl!J1~lJItlLUtl~ L"!JYI"'l1~l1n"lJItl"l1fiU"1 

tl1~~~1!JI'I(n~n~ 1'I'l1~~n~U (Attachment) ~~lJ;tnfllijJitllJl11~U;'1t"IJI11~UA'1~rt~ Ufl:rj~ 
., ~ ~.,.I., _~ _ .. .1.1 It. I'I~ ~.!'.01 ~ , ~ .01 -

"':Y1tlUtl~ UU'l LU~Y1~lJ" U' Iflltl101\~n1"LlJfl!JU LlJ L'lI"l1fiU,,1tlU1 L"!JL'fl"1:tl!J1~!J~ ~tlLn"n11 

• 1.1 • I ~... ~.!' ~ -, ~.!'.!"I" ~ .01 ., -~_ 
LlJfl!JUUlJfl~'UnlJ"11fiU"111f111 ~1tl"ltu"'~lJ"L"U"tl~fiU"1 LlJU"U Utln0l\1nU ~tl~lJ"U'lfII 

ijfll'l1~nn~JitllJl11~uA'1L~~fu nOl\:~~1!J~~~intJ1:nU"tl~fII'l1~~1L~tU!Jtl"n1~1\nh!J 
"tl~~uA'1111!Jtli"11~U;r1,rU1 Lrttl~0I\1n~lJ;tnl'l~ijfll'l1~nn~,;tl"11~uA'101\:ijfll'l1~tjtlUL"''l 
tun11LtJ~!JUUtJfl~'tJLfttln~tl~1tlt;"11~uA'1"tl-t~U,;-t;utUlJlfl1"fl"Utl!Jfl-t (D. Aaker, 1991) 

tu"tu:~ Assael (2004) L~nri1'ln-tI'l'l1~"'~1!J"tl-tI'l'l1~nn;l,;tlIJl11~uA'1~1 Ltlun11 

~... ..., ~., .I.!"1 It. It ., ... ~ _ .I... ..., , u'" IMtltlntl-3Y1 f'lUfIIlJllJltllJl11fiUfII1Y1 LlJU LlJ UYl1-3lJ'ln"tl-3~lJ1 U' 11'1 YI Ln ",r.nnn11L1!JUfl11J111 

~u.:I1 t"1JI11~U.:I1,..rt-3"'1~11tl(;1tllJ"'Utl-3I'1'l1~ Iitl-3n1ntl-3IJ1ULtl-3 L~~ ~-3ri-3 ~fl t~ Ln "'''CJ~n1~ 
~~t ~.,.I.o1 :::'.!"I 

n11"11tl.1 UIJI11fiUfil1Y1.U.tllJUU1 LlJU1:!J:L'lfl1U1U 

Pl'l1~nn~JitlIJl11~u.:I1,rnijPl'l1~L~tl~tU-3tlU1-3tnM",nlJPJtufihIJl11~u.:I1 (Brand 

equity) t",U\rlJLtlut101\r.r!J~1~cyYl~nlJn111J11:,..Unf1UIJI11~u.:I1 (Brand awareness) ~Yl~nu 
, 'I . .,....!"I ' ~., ~ ~ .,.1.. , ~., .... ~.,.1 

ntl L~Ln"LlJUPJtufil11J111fiUPl1 (D. Aaker, 1991) L"'UfiUPl1Y1~ PJtuPl11J111fiUfII1~-3 n~UU'l LU~Y1 .. 
~lJ;tnl'l~:L;;"fiI'l1~nn;iJitllJl11~u.:I1UU1 ~~"1~LtJ~'l!J tl1fiL"JiU 1JI11~U.:I11:l'ilJUU'l~U1"tl~ 

tfln L"JiU Coca-Cola, Microsoft ,..1tl Sony ~U~~1~:ijn11LtJ~UUUtJfl~LtJ~-3Y11-3~1U~f'lUfII;j .. 
'tl-3~lJ;tnl'l ,..1tln~n11~j;h-31 'tl-3~U';-3iUYl1-3~1n~ uJin-3m':uu ~lJ;tnl'ln~:t~PJtufihnlJ 

~., ,~.oI.J t"""'~ - .. ... .. , ~., .1-.1... ~ ~., 
(;111fiUI'I1 L ,..fl1U .-3fi-3 ~fl ,.. ~lJ1 U' II'I~ 1'I,)1~11 n "'lJItl (;111 ~UfII1 Ufl:lJ!l L"'fiYl~:Lfltl n'JItl (;111fiU1'I1 

~ u,;-t t",u 1JI11~U.:I1~ 1'11tllJ 1'11tl-3ri')UUti-3n11IJ1fl1 "'~-3'1 '" ,rnijr.hu,)u~lJ;tn l'I~ij fII,)1~nn;i Jitl 

~., ,~.,.I.!"1".J' .I." 
(;111fiUI'I1~-3~1nn,)11J111fiUI'I1Y1LlJUL0I\1"tl-3fi,)UUlJ-3n1Ulfl1"'Y1UtlUm1 (Keller, 2003) 

Ufl:~~11'1,)1~nn;i';tl"11~U"'1~:ijl'l,)1~i~~ufilnM"nlJ"ltu"hlJl11~u.:I1 uJinij 

uu')~,,~u"nJi1-3nUtlti1-3i"L~U t"ul'I,)1~nn;i,jtllJl11~u.:I1,rU ~~1UI'I,)1~n-3 n11fuf 

( .).1... ~., t ~.,.oI.I." .01 ~ ~ ., 
Perception Lnu')nlJlJI11fiUI'I1 "1JI11fiUI'I1"'U-3Y1"':Y1tlU~1UYl1-31'1,)1~L'JItl~ LU-3"tl-3lJ111fiUI'I1 
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(Brand association) .~ritl';1)4utl1tJtU"'1)1)JYlN~1'Dtl~qU;tn'" (Consumer memory) t"tJ 

,rn~::"1)J11rt1'" 'A'~1n"'lJln1nJn1dtl~1'Dtl.:J qu;tn fII (Repeat purchase) ,jtl"11i4U~1 t" 
"11i4U~1",rt.:J tl!h~"n"1)J tUfIII)1)JLUu~1.:JLLfll) qUltnflltl1~il"'lJln")Jn1dtli4u~1111tJ1Pl 
"11i4U~1"'''11i4U~1~~~11 ,;utA' t"tJ~b.iPltl.:JilfllI)1)Jrln~,jtl"11i4u~1,rU1 tl!h~LL';~N 
(Spurious loyalty) Lrttl~~1n lU'Dtu.,-ililn114'"n~n1nJ~~ L"'hm11'D1tJ'Dtl.:JftU~1U1~"11i4u~1 
qu;tnfllu1~nq)Jntl1~il"'lJln1nJn1dtlfl11i4u~1,rU1 )J1nn''htlnJlriLuu'A' LL,juJtlil~LL,j.:J;U 

... .. ../. 'I • ~.!'...../J' .., ... ~ - • ../ tI../ 
Yl1.:J1I1n~ L"UtlYl1.:J Lfttl nYlU1"U ~~)J1 nnl)1 fl11rtUn1 L")JYI'DtltlfJ roiU1 U" I fIIn"1)J11rtYl~::L fttJU 

"'lJlnmJttl~tli4U~1'Dtl~fl11i4U~1m~;tlL"Utllun1~tl~~ntJ1riLuu'A' 1.:J,ru ~.:Jtl1~nthl)'A' 
tJ1 n1ri""'l;jnmJn1~tl~1 L~tl1'''1::/u~1)1)Jrln~~tlfl11i4uA'1'Dtl.:Jqultnfll,rUtl1'''b.i 
"tlL~tJ.:J1Un1ri"'::lufIII)1)Jrln~~tlfl11i4uA'1'Dtl.:Jqultnflltl~1.:JLL';~1.:J (Keller. 2003) 

L'UL~tJl)';U Schultz (1998) ~tlil~fIII)1)JLi4u'hnULLUI)Yl1.:J~tl'l';UtJ1 n1~::1'''1::/ufIII)1)Jrln~ 

~tlfl11i4U~1~LL';~1~ ,rULuuttl'~l'itlU;1~tJ1n L"11::"'lJlnmJn1Jtl~1L~tJ.:Ji1~4'tJL~tJl),rub.i 
../ ..:.. ... .. • ~.,../., ... "., ....... ... J' 

"1)J1'rtYl~::U~'Drt.:JfIII)1)Jlln"fltl"'1",UfI\1Y1LLYI"'N ~'" L"11::"'lfln11)J".:Jnft1I)tl1~Ln"'!IUL"11:: 

~ultn~ilfllI)1)JLitltJ'D1 (Customer inertia) ~~::"'1;tl2JfllUn11i"i4ul"'~tl"11i4u~11",),j1 .. 
"'1nLL,jqultnfll"'1LUU~tl.:JilfllI)1)J~.:J"tl t ... ~tl fl11i4uA'1uu1 (Customer satisfaction) 'tI"'Ut;.:J 

iuilfllI)1)Jroin~u,;ufl11i4u,JI1,rU1 ritlU ~.:Jr.e::LUU~U31UU1'tI~n11Ln"'fIII)1)Jrln;i~tlfl11i4uA'1 
.I., ... '''tI 'VILL'VI"'Nfltl ~ .. .. 

i.:JU tl1r.eLLti.:Jtl.:JPltl1::ntlU'!Itl.:JfI\I)1)Jrln;i~tlIJl11i4uA'1tltlmUU 6 tl.:JPltI,::ntlU (Jacoby .. 
& Chestnut. 1978) 1.:J~tl'tlu 

1. ilin~N::LUULLUI) tU)J ",1flrlI)1)JtU)JL~tJ.:J (Biased) 

2. ilin~N::LUUn11IJ1tlU"Utl.:J~1U'VI1.:J"'l~n11)J (Behavioral response) 

~ ~....I. -' 'I 
3. LlJUn11LL"IMtltlnrt.:J"'lfln11)J'VIlJltlLUtl.:J ~U1::tJ::lI1'l (Express over time) 

4. ilin~N::~tl1::ntlU~l)tJ"'Ul)tJ'!Itl.:Jq~"'i4utr.e (By some decision-making unit) 

.. .J"., ~ "t. .J ... "t 
5. )JrlI)1)JLntJl)'Dtl.:JnUn11LfltlnIJl11i4UI"I1f1.:JLLIJI"'U.:Jrt.:J"'fl1tJlJI11i4UfII1 "'1nnfl)JtI'::LII'V1 • .. 

'1Itl.:J1JI11i4UA'1uu1 (With respect to the one or more alternative brands out of set of such 

brands) 

tI
" _... ..J... .J"..., ., ~ .. 

6. 1::ntlU"'ltln1::U'lUn11V11.:Jr.eIJl'l'VItl1 'VI)J fII'l1)J LntJ'l'Dtl.:Jnun1::U'lUn111J1"'",U Lr.e 

LLfl::n1ru1::LijUr.lfl (Function of psychological processes) 
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~UA1,rU' '1n,ru ~·un "LUU"''l1)J.r~ l,~tl "11~uA1~ "ULtl~~U'!Itlt.J LLfl:ultlLn "yul~nmJn11 
~tlLLt\''l qt.J'ltn",n':il"q~nmJn1Jtl~1~"PitlnuLi~U1:!J:L'lfl1!J1'lU1U t"!Jn11,;,,~ul'~tl 

" -~ _:::. " - J' ... ~ , J' " -~ _ .l' ~ ~ 
'Dfl~~t.J1ul"'UU':"fl~Ln"'!IUIIl1nn11""rtULIIl'JIfl'D~~U1ul"''''l!JflULfl~ Ufln''1nU n11Y1 

qt.J'ltn"'il"''l1)Jnn~''l1Pitl~UA1,rU ':'WL~ilfln~CU::~"'1n""''l1)Jnn~Pifl''11~uA1L;;!J~''11 
~UA1L~!J'l LLfl:'W!Jtl)Jfu"11~UA1Y11~Lflfln~L"'flfl LLfl~1!J~t1"n7:t.J'lun11';,,~ullll'D~ 
qu'ltn", lUn1Jtl".1t11f"11~uA11", n,:u1)J1~~n1nb:Uju~t't LLfl:LitJUTl'1 "11~uA1,rU' 
~1)J11t1"tlU~Utl~"''l1)J~tl~n11'Dtl~"uLfl~L~ IIlU';IIIJU1PitlLtllu1:.rU'Dtl~"''l'1)J~n';u LLfl: 

~ ...... ~"~"-".!"I~ 
nfl'1!J)J'1 LlJU"''l'1)Jfln" "fl fl11rtUfII'1Y1 LL YlIIlN L" LUYlt1" .. 

t1 '1'" ru1: iU'Dfl~ "''l'1)J1i n;l,jtl" 11~U,!l'1 UU~ '1)J'11t1 LLti~tltl n L'" Li~u". fl'1 m:iu ~'l!J nu 

D. Aaker (1991) LA'LLti~1:iu'Dtl~"''l'1)Jlin;l,jtlfl1'1~U~'1HLi~u 5 1:~U t"!JluLL,jfl:1:~urilll: 
4.... ~ ....... ~~ ..... t1 1 

LL~IMt1~n11LL'D~'!IUYI'1~n11f1t't1"YlLLflnfl'1~nU LLfl:Yl1'n!JrtUYlLLflnfl'1~nULLflfl: 1:LflYl Un11 

Un.114'''n11 ~~1:it.J'!Ifl~fII'l1)Jlin;\,jfl"11~U~1tY~ 5 1:iu"'1n1:iufl1~t1"LtI",u~~1:iu~~ 
~ ~.... .... "t1~ 
Ylt1" (~LL~Ufl'1"YI 2.8) )J11!Jfl:Ltl!J""~flfl L U 

1. 1::~U'fJfJ-3eJU1fn,,~'Wi11't?1Unn~';fJ"11aW;1 (Switcher) ~~LiJunti)J~u;tn"'~'W 
,,~ 4 • ~ ,,~.... ~ ~" ~ ."f ... ~ .. 
l\'int1~"''l'1)JLLflnfl1~'!lfl~fl1'1rtUfII'1Y1f11~nu LLfl:'JItlfl71rtUfII'1 (Brand name) LlJUlJ"''''!JYI)J 

fII'l'1)Jt11 ~ruUtl!J)J'1n 'l un1:U'lUn'11'; ,,~U 'l1ll~tl'Dfl-3 ~u;tn fII LL,j~-3~ ~u;tn "'''':1'1'10-3 ~-3 'l Un11 

,;,,~u'l"'~tl~U~1ri~fl "''l'1)J~:'''ln~U'1!J (Convenience) LLfl:1'1f11'1 (Price) ~titl)JL!J'1 LLfl:'lU .. .. 
U'1-3f11f-3~u;tnfllnti)Jih:~nL1!Jn~'1 "Price buyer" 

2. 1::~U'fJfJ-3eJU1fnl't#pnW-3rif) "nU"11iiw;1 (SatisfiedlHabitual buyer) t"!J 

" -~ - • ~.. 4 'l.... ~" ~'l" • " 4 'l 'l ~u1ul"'nq)JUIIl:)JfII'l1)JYi-3Yitl ",nU"71rtUfII'1V1 '!ItlfJLLfI'l "'-3'!1'1"LLN~-3 "'LLfl:L"'~~fI Un11 

t1~ ~" ~ . .: ~ " 'l" 'l"" ~ 1..1..1 1..1 L fI!JUfl71rtU"''1 L"!JL'\lYi'1:tl!J'1-3!J-3L)Jtlfltl-3 'DfII'l'1)JYi!J'1!J'1)J un11",u"''1'!ltllolflLYitlL fI!JULL fI-3 

fl71~U~'1mffl~ ~u;tn"'nti)Jd~-3UULuunti)J~fl~ilYiq~nl1)Jn'1JtlLLUuLiJun",.rfl1 
... " -r _ .J.. 1'" ~" • .. .. 1 • I.J • I 

3 . 1::"U'fJfJ-3tJU1"/l'trlri-3rifJ "nU"11nUI'I1 Uft::fl1U-3Cl-3111'11,Un11LuftF.lUUuft-3 .. . 
(Satisfied buyer with switching cost) ~u;tnjlmti)Jih:'W~tl~n11LtI~!JULLtlfI-3"'1nfl71~U~'1 

L~)J~ij "''l1)J~-3Yitl 'l "'tl~ LL~ 'l L iitl-3"''1n ~ "~'1 LiJUn11L~ U L'l fI'1 LLfI :L~U 'l Un11L1Uuz".1;Jtllolfl 

L~!J'lnUfl11~U~'1 'l".,j iintY-3u-3 'W ~tl-3 n11L~; ru".U1 nu fII'l'1)J L~U-3~tl'1'" Ln ~~U L"'''''1 nn11 

t1~ tI ~".." L flUULL fI-3f171rtUI"I1tln~'lU (D. Aaker. 1991) 

4 . 1::~U'fJfJ-3eJU1fnl't#fU'l1fJulU"11iiuA'1f)d1-3Un'1-3 (Truly like the brand) 'l"!J 

. .. 
iruflminrU1-3tlti'1-3'Dtl-3f111~UA''1 "'1tln11iltl1:~un11nrYi;lnufl1'1~U~'1UU' ".1tlwl'LLPln11 

ruf"lCU1l'1Yi~~-3'Dtl~~U~'1 ~-3yj'1'l~~u;tnfllij"''l1)Jlin~r;itl''11~uA'1'lU1:~U~~-3f1'1)JLtI''''lU 
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with Switching eo ... 

SatlsfledIHabituai Buyer 
No Re •• on to Change 

SwitcherslPrlce Sensitive 
Indifferent-No Brand Loyalty 
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~).J1 : Aaker, D. A. (1991). Managing brand equity: Capitalizing on the value of a brand 

name. New York, NY: Free Press, p. 40. 

, ~ 

,ru~Vi Baldinger U~~ Rubinson (1996) nfi1'l~1 fII'l1).Jnn~l'ifl"11~U~1,rtuJ1~nfllJ 
~ ~ ~ 

'l1JII'ltJ!N,(ur.:nfllJ';-3'Y11-3111u';r\u",il U~~1-3111uycqiln112.J ";-3U ft1).J11ClUU-3~lJltn"'1JI1).J 

im~ru~'fl-3"''l1).Jnn;j'YI1-3111U';fIIu",il (Attitudinal loyalty) U~~"'l1).Jnn;i'YI1-3111u'nqiln112.J 

(Actual! Behavioral loyalty) ll1Li]u 3 inl1ru~ ll1uri 

1. ~lJltnfll~ij1~~lJ"'l1).Jnn;ii-3'Y11-3111u';",ufll~u~~'YI1-3111uycq~n11).J (Real loyalty) 

~-3~-3~~t~~lJltnfllflluJu1 ijfll'l1).JJU"-3tUn11nn~l'ifl"11~U~1 2. ~lJltnl"l~ij1~r;ilJfII'l1).Jnn~ 
'YI1-3111u';r\u"'~l'ifl"11~u~1ufltJn~11~.rlJ"''l1).Jnn~'YI1-l111uycq~nn).Jn11uftI'I-lflfln 

(Vulnerable) u~~ 3. ~lJltn",~ij1~.rlJ"''l1).Jnn;j'YI1-3111U';fllufllill'ifllJl11~u~1).J1nnrh1~.rlJ 
., ... " ... 

"'l1).Jl1n"'YI1-l1'11u'nqlJln11).Jn11UftIMflfln (Prospects) 

tl'ltJ~1mJ~n11~n111~4'tJ'fl-l Baldinger U~~ Rubinson (1996) YClJ~1 ~lJltnfll~ij 

1~.rlJ"''l1).Jnn;il'ifl''11~U~1t1-3 u~~ij';r\UfII~~JU"-ll'ifl"11~U~1JU "'~ft1).J11Clfll-lfll'l1).Jnn;i 
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, ~.1' .. .1' ... .1 .I., .. ~ _ .I... ., ... ''''ar''.1 ~ , ~.1' ~ • 
"tl"",h.Un' LI'I"'YI~'" '1N:YI~U'ulfllYl)JfII'l')Jl1n"'tl~ "'1nLL")JTI"UfII"YI)JUfII~"tl"11¥'tUn1"1 n 

~:iht\\'~u1tnfllfllutl'u1 ilttlm~~~:LtJ~!.IULLtJfNfII'l1)Jnn~,jtl"11iuA'1\tJ~n1'Lfltln~tl"11 
~ .1'''' ".1' '.i' ~ ,.I... ., ... , ~.1' ~... ... ~.,.I a 1.1 .. a I ¥'tUn1tlU LI'I LLfI:nq)J~"'Tl1!.ILlJUnq)JYI)J fII'l1)Jl1n "'''tl "11¥'tUn1 "1 '~~:)JLLU'l LU)JYI~::Lufl!.lU LU 

tf"11iu~,~"uilli"uflljjfll'l')J;;~,..tlt~)J'nntj'tl~ tl!h~',ti~ tu~u1tnflltunq)J~"'Yf1!.1d 
Unn1'''fl1",ti~')J''Cl~''!n11nr.:~ut\\'Lii'''n11Y1'''fltl~tf''11iu~1'~)J'nntj'nq)J~U 
L"liUL~!.I'lriU 

m~~u1tnfllilfll'l1)Jnn~Pitl"11iuA'1titl)J"li'l!.ltll"11iuA'1tl'U1 il"lNfli1tumru:"'" 

4'''n1'''l1iu~1)J1n~U tl1;; fII'l1)Jnn~tu"l1iuA'1~:"li'l!.ltll~~LflUL~1'1tl-3"l1iuA'1~1)J1'Cl 
fI"-3UtJr.:)J1N,htf~1!.1Y11~~1Um'''fI'l'I (Marketing cost) fI~'1K Lrttl-3'"11n-3utJ':)J1Ntum, 

fn~3,ufJnA'1L~)J~ilfll'l')Jnn~,jtl"11iuA'1titl)J,jtl!.lntj'lm'tf~1!.1"'1Un1'''fI'lI'lL~tlLL~'l-3"''l 
fJnA'111!.1t,..)J1 Lrttl-3~1n~u1tnfll2l'nfufi1~fII'l'l)JLa!.l-3 LLfI:'11"LLNnr.:~utum'LtJ~!.IULLtJfI~ 
"l1iuA'1~;;~,..tl t~ tun1'''tlU~Utl-3f11'l1)J Iftl~m1tl~ LL''l 'tJ~ "l1iu"1~U1 v'h tll fIi'l tf~'l!.l tu 

'I .1' t' .:.l ~., ... , ~.1' ., .. ~ - ., ... .J .J t 
n1~~ L~fJnn'll1!.1 "')JL"')Jtl~'1U Utln~'lnu fII'l1)Jl1n""tl"11¥'tun1'1tl-3~U'ulfll!.l-3)J¥'t'lU"lI'l!.l U 

n1ni1,..,j1~Lnl1:Utl-3riu~'llfJnA''lL~)JLtJ~!.IULLtJfN'tJtfiuA'1111!.1tlf'''1iuA'1'1tl-3~LL'-3-DU 

YI'l-3m'''fl11'1 ''''Lilutlti1-3 ;i 

'1CU~ Keller (2003) nt;;nfl1'lL~)JL~)JHtj1 fII'l1)Jnn~Pitl"11£quA'1Lflu,..rl-3tu 
al ~.. al ....,.. ~.,..I.. , ., .!"I .. 
u': L!.I'IU"'fl1!.11 u,:n'l1'"l1 nn1')J111 .... flm~tulJll1flUfII'lYl LL'I-3 LLnN LLfI:U-3 LuUn'l 'LL~ (MtltlnCl-3 

m1il.,curi'l"l1iuA''l (Brand equity) ~,rU'N'Itl-31J1''l£quA'1,rU1 ~n;;'lU utln'"l'lnO .,CUI"i1"1'l 

£quA'1,ruU-3'"1:"li'lutll"l1iuA'1U-3f11-3LflU~Utl)JfuLLfI:tJ':~Ufll'l1)J~1L1'"Itl~1~ LLmu"li'l-3L'lfl'l~ 
_ _ .. ' ~.,.l'" ., _~ _... ~.,..1 ..... ..I 
Ln"'ln'l" (Cnsls) "tllJll1flUfII'l'lU LUtl-3'"1'ln~u, U I fII)J LLU'l LU)JYI'"I:L'DtlCltlLLfI: .... U'lU'l)JYI'"I: 
., t .. ~ , .I...l... ~., .I... ., ....I~ , ... , ~., '1"'" . 

L'I'l ~Cl-3fl-3IJ11-31 YlLn"'1unU"l'lflUfII1Y1)J111Yiflm~tCUYl U'I"L~U LLfI:)J"lCUfll'l"'1flUfII1 L"~m1 

"l1£qUA''l tt'lU,r'l 'tJ 

Utln~1nO fII'l1)Jnn;\lJitllJll1£quA''lU-3ri-3~fI;\Pitlm1'lU1u''litl-3Y1'l-3n114't'I'''1'''U1U 
( t ., J! .:.l... ~ .,.1... ... ...., -~ _ ..I 
Trade leverage) ,..n' J1-3'1'l'l-3)J1nU-3'1U LUtl-3~1nlJll1flUfII1Y1)J fII'l1)JLL'I-3 LLnN LLfI:)J~U'u I"'YI .. 
il fII'l1)Jnn ~ IJitl IJI11£qUA'1~1U'lU)J1 n titl)JYi1 t ~ ~ A'1il fII'l1)J,rU 1'"11 um1L ~)JtI1)J1 tu£qUA'1'DtN 

"l'liuA''l,rU1 tu"litl-3Y11-3n114''''''1,..U1U ~-3'"1:ri-3~fI;\lJitln'l'LLu:u1iuA'1~"'t,..)J zULLUUt,..)J 

,..1tlLUJLLIJi~~IJIncu",1"'~1111ullf"11£quA'1L;;)JL;1~"fl1";;'lUnfl~Yl1fm1'lU1U"l'liuA'1 

(Brand extension) tUtlU'lfll"Pitl1tJ ~-3ntj1,ru m~"'1£quA'1t"'''l'liuA'1,..rl-3ilfJn''1~il':.ru 
fII'l1)Jn n;\ Pitl"l'liuA'1tl-3 n'"l: 111 LU1UU ~ LL ,-3-DU 1 ULL~'1tl-3 n1'~-3 ~,,~u1tn fII~ "'1 ",,..,l-3 

(Prospective customer) l1ut"'~1 t~LtJ~UULLtJfI-3)J1 tf "l'liuA'1'1tl-3"ULtl-31A')J1n~u 
... ., ..... .J.J t., "'!:"I~" 
LUtl-3~1n31ufJnfll1L"')J'"I:)Jfl'lU"lI'lU Um1~11-3m,,,,:,..uni LU"l'lflUfII1 (Brand awareness) 
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Ufl::rI'l1~«,'nJ17tl'Un1~"";1"71auA'1 (Brand recall) '\4'n1.Jq1.JltnrlrlU~U1 'l~ i~ti~''ltJ 
n7::~u,,,qultnrl71tJ'~";1 '''rI'l1~«'U'''' ufl::lK,,~u''''LtJ;tJUUtJfl~''71~UA'1'l~~1tJ~U~'ltJ (D. 

Aaker, 1991) 

'Ufl1KuPifl'ltJ "'::nfi1'ln~UU'l~"L~tJ'lnUn1ntJ1tJ"71~U"h ~~Lilunflff~lfil'l~ftJ 
.. • .1 ~k ..: ~ ~ ,.Of ., ~ ~ .1' .I.. ., .. 

rI'l1~UtJ~U1~1u7::~n" ~"DL~~~1n'lUL7fltJ1 Uu4t,UU ~"tJLll~1::"71nUrl1'Y1~1l1~flm~N"71 
~ .1' .I. , .. " .. ~ _ .I.. ., .. , ~.1'.l'I. 
nUrl1'Y1U'I~unN Ufl::~~1.J7ulrl'YI~rI'l1~lln""fl"71nUrl1Ll.JU"'1U'l~1n 

"''l1~L~tJ~'YI1~;'1um1~U Ufl::Lrlnt3n ... uuLi:Ju~~~U'YI1.J~flnL;tJ~L,.;'l;'~1~ruq~fl" 
~uI.1Ufl::uln1~fl1tJ71tJ'umnl1~uI.1'~";Lf1~"fl1" L;lfl~"'1nm1uu::u1~uA'11~";Lf1~ .. 
"fl1"uu"1Lilu~fl~'f~utJ1::~1ru'u017uu::u1~uA'11\4'Lilurrn1unfj~q1.Jltnrlflifluf1~~~ 
~ ,..:,.1 ,~~ ..I ~ ::,., .. , .. .1' 
L"tJLll~1::fltJ1~tJ~ U~"''YI71r11'''1flfl L,,~ru1 r~~~~'1U 7'l~'YI~tJ~~011U'I~'1U'YI1~"1U71"'1 Ufl:: 

.. "J." .I .. ~ ~ ".1 , 
m7"il"71tJn11n~L«'7~n1n1tJ'YI'YI'l"''l1~lUUN~1n'lULffitJ1 "'1n~u1::nfl1.Jn1~fl1tJ71tJ u 

lJIfl1" "flfl",,,,ufli1'f~1tJ~~~n~11ufl~"flifluf1~~1n 1u011~inKu~uph~1fluln11Pi1~1 Lf1~ 
'lifl~'YI1~m14''''''1~\l1tJ~;jtJ1::~'YIfiIl1~ Ufl::«'1~11tlLf1n~nfj~qultn"'Lih~~1tJ'l~flth~vf'ln-3 
...... ".J" ... ".-I" . .J I "" "JI-3'l1i01~U~'YIUn"'1~tJ1::nflumrutJ~U1~1tJ1::fJnlJl1"J1L~fluniJCY~1lJ11~1 'YInfl1'l~1'11-3"U 

~-3~~",n ri~fl nflfJ'YI{01nmtJ"71~U~1 (Brand extension) ~1flm11-DlJI71~uA'1~;j~flL~tJ-3 

Li:Ju~trn Ufl::tJfl~ru1u~~~1.Jltn"'fl~ut\''l 'um1uu::U1~fllJlr1ru.,rtJ1::LIl'YI'~";1 Lf1~"fl1",~iJ 
t11Jl71011L~UtlJl~-3 . (D. Aaker & Keller, 1990) 

uoo Ufl::fl-3 fIln~tl1::t1U"'l1~~1 L~ 1um1~1 L UU~1n"'Ufl~ 1Jl,.::~un n-3 '"lrufli1'1fl-3lJl71 

~U~1~1LflU'YIfyCtJ'iu~iJfli1~-3~1~run11~1LUU~1n"''1fl-3IJlU Ufl::iJuOOL,.;UfltJ~~mm~ ... ::H 

'YIfyttJ'iu~~ nfi 1'lnL ~fl'l tJ1tJ "''l1~ L;1U t" Ufl::t111-3 "''l1~ U;-3 un 1-31 \4'nu lJI71~UA'1 Pifl'ltl ~'ltJ 011 

'1mtJ~uA'1"J1U""~";1 ~UIl1tJ'~"71~UI.1L~~ ~-3Lflu~trn~u~~qultnrlfl~Ut\''l ~1fl~L1tJn~1 
nflfJ'YI{011'!1mtJlJI71~uA'1JuLfl-3 (Braig & Tybout, 2005) ~-3nflfJ'YI{m1'!lmtJlJI71~uA'1 

~-3nfi1'ln'l~ru"''l1~UtJ~L~~~1n~u~tJ11unfj~ul';'VlLLfl::fl-3f1ln1~,.n'''Pi1-311um1LtI,,~'l 
~fl"r1ru't11"''';fl-3~lJIfl1''' i-3n riL~fl"'flm~tJ-3,",'l1~L~tJ-3'Vl1-3~1U~1n"'011fl-3't1U LLfl::'Ii'ltJ1u011 

tl,.~ti"fli11-D~1tJlum1Yi1n ... nmJri-3L~1~011lJ1fl1l'1~L~~~-3~1nfuflu1-3~~1r11fl1U011 

LLu.,."j1~fl"r1ru't11~";~nfj~q1.Jltn", 'h'\4'UOOLLfl::fl-3..rn~1n ... Pi1-31 L~fln~"'::'-Dtl1::ttJ'IU 
"'1n"'l1~ L~fl~ ttJ-31u'YI1~1.J'ln~ q1.Jltn"iJPifl"71~uA'1 L~~,rU 1\4'n1:: ... 1tJflfln 'ltl~ "71~U~1 ,~,.; 
.I ~'1-1 .I .. :I"'1"~.I""J. .... 
'Vl'lmtJ Ll'ItJ LU"D'l-3'Vlfll'l""~ 1980 ~"71nU"'1 L"'~m1"'N'VlL"!J1lJ"fl1"'''''ltJnflfJ'YI1im1'!lmtJ 
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"11ftuA11l1!J'lIl"11ftuA1L~)J LLft::nft~Ylln11~11-3Lc"hJ"lN'h"11ftuA1 (Brand equity) rJ1U 

n1111!J1!J"11ftuA1n'lA'nft1!J)J1Lilunft~'VIfilun'l1-3LL~Un11"ft111L~tlnl-i)J1n~~IILlIuL~!J'lnU 
(Tauber, 1988, as cited In Loken & John, 1993) 

n1111!J1!J"11ftulh (Brand extension) ,")J1!ltl-3 n1~tl-3~nillltl-3~nn4rl-31~tl'lltl-3 
~ .1' .. ..I.. .1 .!"I..Iu .. .1.1''' .""..f"I.' L..I·., ..I "11",U"1LII)JYI)Jtl14 LLft::LlJUYI,.,nlltl 14LLft'l LYftlLLU::U1~ft"IlNTI L,")J~tl-3tl-3"n1Yln1ft-3~::tltln\l 

"ft111 (D. Aaker, 1991; Keller, 2003, Kotler, 2003) LII!Jultl~fl"JiNer\1,",j'lltl-3tl-3~n1'Jn~~1U 
1!" ~.1'....I.., L ~.1' 1 ,..I '1.1 :::. .., 

1'l)J L'D1 nu "11",'1.1"1 LII)JYI)Jtl~'IItl-3tl-3 "n1 "11 fiU"1 ,")J'VI 'J n'll!l1 !ltltln LlJUU~::'J nL1!ln'l1 .. "11 

~ .1' ..I. ..I ~.1'....I..,.1' .. , 
fiU"1'V1'11tn!l" (Extension brand I Sub-brand) 'IIN::'VI"11fiU"1LII)J'VI)Jtl~LLft'l~::L1!ln'l1 ""11 

ftUA1,"in" (Parent brand) LLft::,"1n"11ftuA1,"imrULIiL~tl)JLU-3n1.mfllJlJiN.,r,"fl1n,"fl1U 
.1' ~ .l' ~ ~".1 .. .,.. ''I'' l~ 
lJ'l::LIl'VI~1Un1111!l1!l"11fiU"1U "11fiUfII1'V11'lU1'l)JLtl1~ft"IlNer\'"ft1U1 tlU1-3 L'l1l1U "'IItl .. 
"11ftuA1L~!l'lnUUU "'::'JnLiuntl1 ""11ftuA1LLUUfII1tlUfllfi" (Family brand) (Keller, 2003) 

..r-3d nfl~'VIfn1111!l1U "11 ftUA1UU Lilunfl~'VIfilii fII'l1)J;U-itlU LLft::ii fII'l1)J LL"n ,j1-3 nu 

lU,"fl1n'"ft1!lLL~~)J lUfl1-ru,jtlLU ~-3~::tlfiU1Utl-3U1::LIl'VI'lltl-3n1111!l1!l"11ftuA1, U'l::LU'IIU 

U'l::LIl'YIL~!J'lnUnUftU~1,"in (Line extension) LLft::n1'l1JtJ1u'lu~aU~1~1-3U'l~LIl'YInU 

(Category extension) (Braig & Tybout, 2005; Keller, 2003) 

1. n1n1U1U"11au14'17t1dftUl;1t1"~Ll1'Y1L~U?nUftu14'1uern (Line extension) ,")J1!ltl-3 

'I." ~" .,.. • ~ .l' 1 ,..I, 1. 1 ~"...,.: J' 
n11 L'I"11fiUfII1,"ftnLYftlLLU::U1fiU"1 ,")J'VItl~1l1!l UlJ1::LIl'VIfiUfII1L11!J'lnULYf)J'IIU~1nlJl'l1 

aUA1~iitl~ ~-3~-3'111Uftu~1Lu~nfj)JLih,")J1ululJlft1111,",j1 n1'l1JU1U"11auA1LU~ftU~1 .., , 
U'l~LIl'YI L;i!J'l nuil)j'nlil~LiJUn1'lL ~)J'l~'I1 ~ ~'lU~fl~ 1,",j1 ,"1tl n1'lL ~~'!lU11'1 LLfl ~lu LLUU'!ltl-3 

aU~1 L~)J~iitl~tltln LU 'l'l)J..r-3n1'lL~)J~fin1'l1.rau;h~ LLlJln ~1-3tltln 'lU1iI1 n L~~ L'U LL 'I~'tJ 
Head & Shoulders 'JIU1U~"'lLL'I)J'tJ~1,"fu~~ii,"u,,~'l~~L1.lX" ,"1tlLm;i'l~ Dannon 'JItnUlJI'l1 

ftUA1Lmnf"LLuuLll'JI)j'U~"'''Light" '"1t1L~)J'l~'I1~1,",jLiJuLmnflJl'l~-itlnLnLl.fllJl)ju~ d1u~u 
2. n1n1U1U"11ftW;17t1dftUl;1'h.Jt1"~Ll1'Y1 (Category extension) ,")J1uCi" n1'l1; 

~tlftuA1,"in~iitl~nuftuA11,",j ~"LiJUftUlfh~1-3U'l::LIlYInUaU~1,"in L'U McDonald's ~ii 
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n1711t11t1~U~1 ltJ~ftu~1tJ1:Ltl'VI1\4,j, 1l1t1U'''11ftU~1 McDonald's tl1fi L'iU n11LU""'l;'U 

I'Itl~~ftltJ McCafe' \41tl;,u;1\4u1t11tlrtn'bJLLfl:1lWJ\4'l1ulU~tl McTreat Li:1u~u 
1Itu::~ Kapferer (2004) laKLLti-3n1711t11t1P111ftU~1tltlmtlu 2 tJ,:Ltl'VI t"t11fLntuerf 

1'I'l1"'LL"n,j1-31:\4tj1-3~U~11\4,jLLfl:~u~1\4in .-3"':~"Ltl1~U11UL~"'lItl-3~u~1\4inLi:1u 
lItlULlIPlluf)1711t11t1tltlnltJ (Parent's brand territory) tj1 ... :~n1711t11!JPl11ftu~1tltlnltJlu 

1:!J:lItl-3n1711!J1!J"11ftU~11nflLYh'" .-31aKLLri 1) n1nt!J1!JIIl1ft'UA'1~i11't'J1",lnft'~!J~rrUlll1 
ft'UA'1utih (Close extension) ;itl n1711!J1!JPl11~U~1tltlnltJlu~u~1tJ1:Ltl'VIL~!Jtlf;U \41tl~ 

"ltuf\,..Ui11nflL;i!J-3nUPl11ftuIi'1\4in tl1fi n1711!J1t1"'1nl'l'bJu1t-3il'ln1!JltJ~1'I1,..nuLL"'''' LLfl: 

2) n1nJ!J1!Jllf1ft'UA'1~ulln'h~7tl11n"f1ft'UA'1Uftn (Remote extension) ;itl n1711!J1t1P111 

~u~1tltlnltJ~~uIi'1,j1-3tJ':;Ltl'VInuftuIi'1\4in LL,jtl1~~m,tl1-3tl-3n-3I'1'l1"'i,..';ufiltJn~"ltull1" 

lItl~P111~U~1\4in Lr:tlLtlun11ftJtJ1:nun~"ltull1"lItl~P111~U~1~1I!J1!J L'U n11'11!J1!J~1n 

~uIi'1tJ,:Ltl'VILI'I1tl-3l'1tl"'~'lLP1tlf~'lU~l'Il'IflltJ~LI'I~~LfiUL"fl~LLuu"n"1 LiJU~U 
~'lU Pitta LLfl: Katsanis (1995) laKLLti~tJ,:Ltl'VIlltl-3n11'11t11!JP111ftuIi'1tltlmiJu 2 

tJ1:Ltl'VIL'UL~!J'lnU l"'LLri 1) n1nJ!J1!Jllf1ft'UA'11'Uu'U'J'Uf)'U (Horizontal extensions) ~1tln1' 

1I!J1!J~tllltl-3 P111~u;h~i n ltJ~~uIi'11 ~,j~ LtlU~UIi'1tJ1:Ltl'VI L~!J'lnU ~1tl ,j1~tJ':Ltl'VI nu ;~ 

f\1"'1'ClLLti~tltlnlA'Ltlu 2 'lIU'" ;itl (n) m71l!J1!JP111~uIi'11tJ~~uIi'1tJ':Ltl'VIL;\t1'lnUlJI11~uIi'1 
., ~.!"l ~ "tJ ..., 1" ~".. ., , 

~fln (Line extension) 'lI~'"I:LlJUm71l!J1!J¥'tUfII1 ':Ltl'VIL"'!J'lnU 111!J lJIlJI11¥'tUfII1L"'tJ'lnU LLlJI 

,., " --. ..J~.oI .01 
tl1~LLPlnlJl1~nU'VI1~"'1U'f\'lI1lJ1 ~'tlllU1'" L'1IU LfII'tl~"'''' Coke tltln Coke Zero L"tllJltlUf\Utl~ 

,jtll'l'l1,..~tl~n1711tl~f3nIi'1nq"'1~,j~~tl~n1'fl"'tl1"'1tu"i~~1u'"I1nf\1'tl1~1,;1lA'fuluLL,jfl: 
., .l"I " ~ "..!~ " 'tJ ., .01 .l"I 'lU LlJUPlU LLfl: ('lI) m1'lltJ1tJlJI11¥'tUI'I1\l¥'tUfII1lJ11~ ':Ltl'VInu (Category extension) 'lI~LlJU 

mN1~uA'11~,jL;r1~lJIfl1'" L(;ItJ'"I:1;rlJl11~uA'1L~'" LL~'"I:LtJ~tJutJ,:Ltl'VI~uIi'11,xr;h~nu L'liU .. 
t~"'fl1~~U1 BiorE~ tltln~flP1ntu,r1'l1,..tl1U\h Bion~ LiJU~U 

... 
LLfl: 2) n1nJ!J1!Jllf1ft'UA'11'Uu'U'J';~ (Vertical extensions) ~1tlm1'lltJ1tJlJI11~uIi'1 t"'tJ .. ... 

m'LLu:u1lJ111~uIi'11~,jlu~uA'1tJ,:Ltl'VIL;\tJ'lnunu~uIi'1~in li~\1 '"I:~n1'n1~U"'11f111LLfl: 

1 " ,., .011"" ".,,,, ':J' 
~tuI11" ~LLlJIn(;l1~nU L"tl ~~1"'1'Cl"'~~"'LLfl:(;ltlU~Utl~f3nfl\1 L(;I~fl1n~fl1tJnf!"''''1ntJ~lIU .. 
t"'tJm1'll!J1tJP111~uIi'1tJ,:Ltl'VI\1'"1:LLti~tltlnlI1LiJuiin 2 imiCl.l:Utl!J (Pitta & Katsanis. 1995) 

-. .:., -. ~ "l"~ "1'" J' .. fIItl (n) m'L",..,:I'lU (Upscale) fIItl m1'll!J1!JP111¥'tUfII1 ~¥'tUfII1 ~"''''11,",1~~lIULLfl:''' 

~tuf\,..Ui1~;\ii~;untj1P111~uIi'1~in L'U t'VI,~"yfijtlntl Nokia tu N70 tltln L'VI1~"yftul~,j 
Nokia N70 Music Edition ;~~m'L~"'11f111LLfl:"tu~,..Ui1;hU~U'ltJfI\'l1"';1;U 1'l"'~~U~~ 
mrufutJt~1:UUL~!J~~1~fumm~L"fl~~hut'VI,~"yfijtlntll,x~tJ':~'VIfiIl1""'1nii~;untj1tu 

_.01 ., • ".I" _~ . ~ ~ .. 
N70 L"'''' L"tl'tl~runf!"'f3nfll1'V1P1tl~mn1~L"fl~~1ULVI''''''V1 
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£J!lil!lf)!J1~,1 ... LUU~U LLft:: ('II) n11ft"r.:iu (Downscale) ~!l m1'lltJ1tJl'I11~U~11~u~11~),j 
- oJ~, - _oJ.1' ' ~.1''''.J . ,. 2J11r11Y1l'11n'l1 LLft::2J"lN~2JUl'IYI"!ltJft~n'l1l'111rlUrl1~ftn L'1IU Mercedes-Benz !l!ln1CltJUl'I 

, ~ ,!II .. oJ ~ - ... ,!II " ... tu A-Glass 'I~LlJU1Cll'lr.:QftLftnYlt!"'II!l~ Mercedes-Benz L"tJ2JftnliN::LlJU1ClLLUUYl1tJl'I" 
... ~ _ ~, ,.,. .,. " .1'oJ,!II' 

'IIU1"n::YI"7" LLft::2J11r11"1n'l11Cltu!lU1 L'n!ll'l!lU~U!l~rI'l12J"!l~n11'11!l~CJnrl1Y1LlJUnq2J 

1'tJtu LUU~U 

,r~d m1'lltJ1tJl'I11~U~11ULLU'lU!lU"'::~12J11mi!l1l\'Ln"~ftn1::YlUYl1~"'1UftU''''U!ltJ .. 
n~1m1'lltJ1 tJ l'I11~u~11 ULL U'l"~ ~1nil rI'l12J il "'nft1" 1 un11" "au l ... lf nft~Yl1fn11'11!J1tJ l'I11 .. 
aU~1 i~uu lum1'l1~LL~unft~YI{m1'lltJ1tJPl11aU~1~~~!l~iln1mIlt11N1!l!J1-.11!lUrI!lULLft:: 
.:t oJ... ,. ~.1'''' , -.1 ~ - - oJ. 
"II" LIltULntJ'l nu~ Cl1Un11N'II!l-.1 PI 11 rlUrl1~ft n'l1 2JlJ1::rlYlfiIl1'n L'n tJ-.1'ntlYlIlt ::Yl1 n11'11 tJ1 tJ "11 

~U~1tltl n 't1.1'tA"("tJ U,j ri~ ~ ft n1::YlUn 1::L YitlUl1tJ LLN Pitl l'I11aU~1~i n~1tl U,j "''ltJ 

Ilt::L~U't"'~1 luil ... ,U-uunn11l'1ft1 ""'1U'lU2J1n ''''~U2J11l\'rI'l12J~U lilt lum1U1 Ltl1 

nft~Yl1fm1'lltJ1tJPl11~U~12J11.11::~nl'l1fnul'I11~U~1'11tl-.1P1UL~2J2J1n~u~tJ1 Ldtl~1lt1nPi1-.1ri 
Lfl~Lt1uil-.11.1r.:ttJ'IUU1u1.1n111lt1nn11'11!J1tJl'I11~U~1'11tl-.1P1UL!l-.1!l!ln~"ft1" U,j~11lt::LtlU 
• 1 ~ n -" ~" ... 'I. ,,- .., 1"1 oJt,:' .r... 1 ~ ,. , 
lJ1:: LtJ'IU Um1L~12J~11~Pl11rlUrl1~ftn L~2JrI'l12J LL'II-.1 LLnN LlJUYl4"1 n2J1n'llU ~ffilJ1:: LtJ'IUl'Itl 

~ .i' oJ oJ" -~ _ - ~"'I. ... ~" oJ ~.i' ... PI 11 rlU rl1Y1'11 tJ1tJVI r.iU1 U I rl2J LLU'l LU2J LUm1!Jtl2J1U l'I11rlUrl1Y1'11tJ1tJtltln2J11lt1nl'l11rlUrl1~ftn 

~~Ltlu~rrn~tl~LLfl'lflitlu;r1-.1~-.1 tlth-.1L1ril'l12J n1nl1nft~V11fm1'll!J1tJ"11~uA'12J1H'ritl11lt 
, 'I." - .1" ~"... ~ "oJ " .i'.J -... - • ntl L~Ln,,~ftn1::YlU"1UftUl'ItlPl11rlUfII1~ftn LLft::Pl11rlUfII1V1'11tJ1tJ LVlL"IIULl'ltJ'lnU ~1n2Jm1U1 

nft~V1fii-.1n~1'l't1.11ftlfh-.1il"'nft1" '!I1"fII'l12J1::,j"1::1'-.11!lullltlulummIlt11N1'l'NLL~U LLft:: .. 
ft-.1£Jtl1.1!jtm ~-.1Ilt::''''tlfiU1tJil-.1i~;rtl~LLft::;rtl L~tJ'!Itl-.1nft~V11fm1'llll1l1 Pl11auA'11\.l~1 ~U Pitl't1.1 

~ .i''I''.1 ... ::. ,,_!"~ , ... , ~ "'I oJ 
m1'lltJ1tJl'I11rlUrl1 L ~lJ1::~UrI'l12Ji\1 L1IltUU LJ.J LI'I'!I\.Itl~ nU'l1 PI 11 1'1 \.11111 LI'IYI rI'l1llt:: 

~ .1''' ,~ oJ ~ ... ... .J oJ -- 'I ~ .1' ~ 
'!I!J1tJl'I11rlUrl1U1-.1 LLl'Irl-.1Y1rl1f11cynrltl "II'l-.1L'lft1 t1Cl1\.1V1 LLft::'lfim1 L\.Im1'!l!J1tJPl11rl\.lrl1 '11-.1 

.!"I ~ oJ _ ,- • 1_ .- oJ" ..... 
LlJUrl-.1V1f11'l1llt::'n1lt11N12J1nn'l1 m1LIJI1l12Jm1 LLft::m1lJ!lUIJI-.11\.1V1 L(;l1Um1'l1-.1LL~\.I-.11\.12J1 

LtI\.Itlfi1-.1~l\.lm1'!lll1l1P111a\.lA'1 fitl2Ju12J1~-.1~ft1.11::tll"llu2J1n2J1l11~LLritl-.1,.rn1 ~-.11.11::tll"llU 

~1nm1'll!J1tJPl11a\.lA'1 tl'lll~inLLfl'l t112J11ClLLti-.1tltln't~Ltlu 2 inliN::l~qj1 ~tl 
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~fl"nN..n.\.,jtl1lJt.l"11~U;'1L~'" ."Li]U~trntl~LLft'l'~tl!h"1'l~L1'l Lrttl"~1nq1.J1tn~:L;;~ 
n11L~tl". tlJ"n11fuf LLft:~'l1'" ~1 ~\f'l'" 1 u~u;'11 \f),j~tltl n'l1""1 \fU1lJ~ "ft1 ~ L ;1n1.J ~'l1~f 
LLft:~'l1".iftn~u11u'JItl""11~u;'1L~~ ~"m1L~tl".tlJ"n1.J"11~U;'1\fin (Brand association) 

~"nft1'l;lLfW~ ... :'i'llJL~'hI~TN~'l1"'LL;"LLn1" ~'l1"'~U'!Itl1.J LLft:~'l1"'LiluLtlnim:tnr'JItl"n11 
'JIlJ1lJ"11iU~11t4iltJ1:i'VIitl1""'1n~"ju 

utln~1n;l n1nlJ1lJ"11~U;'1U",j'llJft~n11fuf~'l1"'L~lJ"1\4n1.Jq1.J1tn~ t~!JL1l"1: 
tl!h"~"lU"11"U~1~'JIlJ1lJtltm~1n"11~u;'1\fin~il~tlLalJ"Li]u~lJtl,,.fu LLft:~tlq1.J1tn~fuf 
lU~'l1~L~lJ"'JItl"n11Lfltlnlf~fl"nN.,rUtl!JtN n~:~11\4q1.Jltn~"'~~ul"l~~:'VI~fltl"1~u;'1 
1 \f),j~\1 n'JIlJ1lJtltl n"l1 n "11 ~U;'1 L~~ '1K~1lJ~"jU Li]u~fll \4 m nJ 1::t11.J ~tl1 ~fl'" L \ffl 'l'JItl" "11 

~U;'1~'JIlJ1lJtltln'tJfl~Utl!Jfl" (Braig & Tybout, 2005) 

.J "'~"".I ~ ~.1'.",:,¥. 'I 'I" 
a1\fru'1ltl~tlnlJ1:n11\fU"'JItNn1n!J1!J"11¥'iU"1n~tl n11L"~,,n!Jtl1" ~um1 ~\fm' 

.....J ..... ~ ~ .1' ~ .1' - al .. 
!Jtl~ru'JItl"'1Itl"'VI1"n1~~~1\fU1!J LUtl"~1nmn!J1!J"11¥'iU"1~1n"11¥'iU"1L"~'VI~fII'l1~ 

LL;"LLn;" L~tl"tl1.Jt1U~~'l1".~tl"n1rlfL~~~1nju'JItl"q1.Jltn~ Utl~,j'l!Jl\4qA1t1fln11!J~1"1 
!Jtl~rum14'~"1\fU1!J~U;'1~\In'Jl!J1!Jtltln~1'~~1!J Lrttl""l1nilfll'l1~L~tl~U~1"l::ilq1.Jltnfll 
"1U'l~1n'VI~fltl,,1~U;'1~'JI!J1!Jd t1ULrttl"~1"l1n~'l1".il~tlLa!J"'JItl""11~U;'1 (Keller, 2003) 

~'lU;tl;i'VI1"~1ULr\ntl;;~'JItl"tl"..rn1L~1'Jltl,,~u':hn~tl n1n!J1!J"11~U':h~:,j'l!JL~~ 

t11::~'VItiIl1"lun111f~1!JL~UL~tl~"Lt11~m1"fl1" (Promotional expenditures) 1\4ilfll'l1~ 
", "1..1 ~ - .: J' ~ 'I ",. ~"..J 'I" 
fl~fII1LLfl::~ 1::¥'i'VIfiIl1"~1n!J"'JlU LUtl"~1nn11 ~'nfl!J'VIfin1n!J1!J"11¥'iUfll1"l::"lI'l!J ~\f 

~t11::nfl1.Jm1\)j"1Li]u~tl"lf~1!J~ulumiC'l.l~cu1t11::'!I1i".~ufi \fffit111"mnuiLrlmn1.J .. 
(;111~uA'11\f),j LL,jt11~11Cl~1mnJ1::'1i~~ufiLll"1::"''l~uA'11 \f),j L Yi!J"flU1" L;im 1~ i"u-.1 

t11~11ClL~fl~t!J"n11LLu::u1~uA'11\f),jlt1n1.J~uA'1ui11l1!Jl~1J1'11~uphL;;mnu'~flU1-.1t1::(;l'ln 
" ... l'I.1'PI' .... .J ,~. 'I," 1..1 'I, • ~ " LLfl::t111-.1m1ru, ~"LlJUtl!J1"" ~"¥'i"~fl"flLUtl"'VI1 ~\ft11~11ClflIM1.J 1::".1CU ~un11LLU::U1¥'iUfll1 

1\f),j~"fl1" LLfl::n114''';;~nn~L~fl~''Lt1ffim1''fl1~ lufl1,r1.J,jfl~1 L"liU \f1niln1m1 t'l.l~CU1 
LLU::U1~fl"ncu"rl1\f),j1l1!J11K"'1~uA'1L~~ ~"Li]u~rrnfl~LLfl'l ufln"l1n~q1.Jltnfll"'::t11~11Cl 
"'(;l~1~~(;1ncu"rl1\f),j'~tlU1"t1::CiI'lnLLfl'l nU.:JLi]um1t11::'1i".~ufi(;111~uA'1\finlt11~~'l!Jlu 

L'lfl1L;imnu (Keller, 2003) 

n111fnfl!J'VIfin1n!J1!J"11~uA'1U-.1t11~11Cl"li'l!JflCilfli11f~1!Jlun1m~u1(;111~UA'1 
'I ''I'' PI al~ ::. ~ ~ 'I " ~,,- al.. ,~It "... ,,~ 'I" PI al" ... 
~\f~ ~\fLlJU'VI,-,n 'VI"U LUtl"~1nm1 ~'!I"11¥'iU~1L")J'VI~tlfJ'" ~"rum1t111"'!Itl ~\fLlJU'VIr'n 

t:;!J1.J1tl!JLLfl'l Utl)Jfl ~1l11::"1ulu~'lu'Jlfl"m1~ "Au LLfl ::t111"t111pf "11~uA'1ju~11\f),jl~ 
"fltl ~~u lU~'lu'Jltl"n11tltln LLUULLfl::~fl" tfl tri u1~ncu.,r 1'l)J n-.1llfl1n\fffii qji n~cU~1.:J1 ~ 

u-.1utmn""'1~u;'1'::\f~1""11~uA'1~'Jl!J1!J LLfl::1J1'11~uA'1\finn"l::t11)J11Clr;)1Luum11~flu1" 
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.r ::. ... .J ~ .. 1t.1',!11 • ~ 'I.f ......1 .. 
ft::"''lnJJ1n'lU 'n~!J~'1I'l!Jfl",,,uflun17~fl" L"LlJUtl!J1~"'1n Utln~1nU n17 ~ lJ",IlN"'n'" 

in~N::'nt\'L;i!J~nu LLfl::LuuLtlnin~ar6~1I'l!JLft'hl~'l1,..t"''''Ll'iuLLfl::n1~'''~1~1n~tJltn~ 

'\lntJiuA'1~ftnLLfl::iuA'1~'I!J1!J1l1!J'Uf1UA'1"1~1 'l~"'1nntJ1"71iuA'1~Utln~'l!J (Keller, 

2003) 

LLfl::tl7:: t!J'IU~1nn1n!J1!J ,,71iuA'1t17::n17tt ",li1 !In;ltl Luun17LU'" ttln1ft' \l ~lJltn ~ 
.. ....I .: .r 'I." .r .. ... J' • ..... .. 
"''n1~Lfltln'n'''1n!J~'IU (Variety seeking) LUn17Lfltln'ltl~fl"IlN"'I"1~1 n1N1L"Uf)~fl"IlN" .. 
'n1~LfltlnIl1!J'uiuA'1t17::L1l'nL;j!J'lnU''''LLri~lJltn~ titl,..ft1"'11tlll'l!Jftn",nuu..''''~tJltn~\iu .. 
'ltl'n"'fltl~,;r~i"nN.,rztlLLtJtJL~2J1 'Itl~"71iuA'1~LL';~'l~ i~6~1I'l!Jn1::~uL\l~tJltn~tJ1~ri'lU 
.. 'I."" ... ...I .: .r 1t.1' L" :t.1''' ......1' ( ) Lfltln L'I~flIJ'lIlN"'n~fl1n~fl1!J"'1n!J~'IU L"Il'l!J 1J'I1J'I"'l~U"1L"'tJ'lnUtln"'ltJ Keller, 2003 

111::f!JlIUTlfNn1111!J1!J"11 ftUA'1';f]"11 ftuA'1Uftn 

utlnL~iltl"l1mJ1::ttJ'IU"tl"71iuA''l~'I!J1!J "I'lnn'l"L;rnfl~'nfin11'1tJ'l!J"l'liuA''lLLt\''l 
n1n!J1tJ"71iuA'16~LUutl1::t!J'IU"tl"71iuA''l~inLU~fl'ltJLL~~,..tin~'l!J flu'lA'LLri n1111'ltJL\l 

~lJltn~f4'n~'l'l"'Luu,r'l "U'Itl~ IJ'1l'liuA'1~ftn 'l~tlti'l~; "'L"I~1n~U (Clarify brand meaning) 

n'l1'l!J'l tJ 1J'11'l iuA''l''l::lI'l tJ L \l ~lJltn ~rrn~'l1'" LUUPl'lIJ'lU LLfl::~1nlllt~ "1'l~UA''l,rU1 tl~L UlJ'lfl'l '" 

'l"';j"''ln~~~u LlIU ~tJltn~rrn"l'liuA'1 Nabisco tJ'lLilu~ilJ'lnN.,rtl"::L1l'n~n~LLfl::UftnlJ'l ~~ 
li'lL \l "l'liU~'l,rU1 "1"'1,.m'l~ n fl ~'n fi'n'l~ ~'lUn1 "lJ'Ifl 'l ~ 'l~tlti'l~iitl,.::i'VI fill 'lYi,.. 'l n ~~fu 
(Keller, 2003) 

" 
utln"l'lnil n11'1tJ'ltJIJ'I1'l~u~'ln6~1I'ltJLun1"Lftl,..ftl'l-3Il'lYiin~ar'!ltl~1J'I1'l~w~''l~in 

L ~ii ~'l'l'" LL;-3 LLn1-l~U 'l~ L rttl-31llt1 n 1J'11'liuA''l~'!I!J'l tJlllt::'!i'ltJ'~ Ln ~ n'l"L~tl,.. LtJ-llJll'l ~U~'l (Bra nd 

association) LLfl::ritlL~Ln~Ltlu~'l'l"'~U'DtltJ (Favorability) IJitlIJ'l1'l~uA'1~iitl~L~'" ~-36~'!i'ltJL~ 
~NI'i'l'!ltl-l"l'l~uA''l~inii''''l'l'''Lliu;'''''''ln~~~u'l~~'ltJ D. Aaker LLfl:: Keller (1990) nfl'l'ltJ'l 

:t" ....It1 ~..J 'I"""~ - ... - tI "..I n11'1!J'ltJ "l'l~U~'ltl-l ~n1'Vl ,.::fttJ~'l'l"'~'l L1"I"I::'1I'ltJ L ~~tJ,. Lli ~ru,tl-3~'l'l'" L U~ L'DtJ'l'D'lty 

(Expertise) ~'l'l,..H'l'l-lL"I'l~ (Trustworthiness) LLfl::~'l'l"'LtlU~~U'DtltJ (Likability) IJitltl-3fifm 

::. ~ :t".!'1 "'1"".r.!'l" UU1 L~tJn'l1'!ltJ'ltJ 1Jl"'l~U~'lIllt::LlJUn1'1'1!J'ltJ 3'lu~n 1"I'l L~m'l-3'!1U LLfl::LlJUn1'1"1'l~ ~'l1'" 

l"I'1t:ltJl"lq"'LUlJ'lfl'l~ L"'tJLllYi'l::n11'!1tJ1tJlJ'Il'liU~'l'ltl~~U~'ltl"::L1l'VIL;\tJ'lntJ~u~'l~in (Line 

. )..1 .J 'I 'I"'" :t" ... It" .r ~ extension 'VI1llt::'1I'ltJ LUn11'!1tJ1tJn1"I"I'1tltJl"I'1tl-3IJ'1~1'" L~ntJIJl1'l~UI"I1~~n L~"'1n'!lU LUtl-3"11n 

" " n11'1!J'ltJ~u,J\1~'ltJn~~'VIfiu"l::'!i'ltJL;l"'LI~"'~'l1,..~tl-ln'l1'ltl-1~tJltn~'l~LtlUtlti'l-3;\ i~6-3LtlU 

n1rl1tl-3nu'l2JL~~tJltn"'LtI~tJu'ltlLuuA''l'!ltl-3lJ'1l'liuA'1~uLUlJ'lfl'l~ utlnlllt1nd n11'1!J'ltJIJ'I1'l 

~u;h6-3'!i'l tJ L ~tJtl ~ n1~'l~U1tJ~U~'l L ~"'\1-3~U 'l~ flUIllt ::ri-3 ~~ L ~ri'lULLU-3'n1-3 n1 "1J'I~1 ~ L ~"'''''l n 

~UIJ'I'l,..'ltlll'ltJ 
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LLfl:ft',..fu"f1~u,rh~tl~luiULatl)JfII'l')JilmJ n'71ItI'tI"f1~u;;,1,..).j1 nllt:auu 

Lt\iltlum,..ufl"l\\'''f1~u;;, (Revitalize the brand) ijfll'l1)Ju1t\ulllt LLfl:L~)JfII'l1)J~n~u 

'!ItllJl\\'nlJ"f1~u;;1'~ "fltl"lItu!i'~'i'ltll\\'t\1)J11f1'11t11t1"f1~u;;1tltln'1.Jl~n~1~'II'l1~)J1n~~fu .. 
(Permit subsequent extension) lUtlU1f11" ~~m71ltl1t1'~U;;11.J1:Lll'rlL;itl'lnu LLfl::1.J1:Lll'rl 

~U1 ~~L1ltl'lLi1tl~rilJ~U;;'L~)J ,..1t1~U;;1~'IIt11fJ (Keller, 2003) 

wj'~1m1'llfJ1t1 "11~U;;1~::ij~fl ;i,jtln11,j1 Lilu~1n~)J1 n)J1t1 L'iU 'i'ltlfl '" l'i11'i~1t1lu 

n11t"'tttu11.J1::'111i)J';uf"f1~U;;1l,..).j 'i'lfJll4~1)J11ml1~U;;1L;r1~'itl~'rI1~n11"fl1"'~~1fJ 

fu 'i'l!JL~)JLLfl::'IIfJ1fJ'IItllJL'II"'IItl~flJtul'i1"f1~U;;1 LLfl::'i'lfJfl"'fII'l1)JL~fJ~lun11t\')JL"'fl'l'rl1~ 
~1nllt LUU~U LL,jnfl~'rIfi~nft1'lnt\1)J11f1~~::ritlll4Ln "'~flL~tI ,..1t1 fII'l1)Jt\')J L "'fl'llUn11,j1 Lilu 

- It.l' -J .. ., .I ~ .l' .I ... 
~1nllt LVlL"IIUL"fJ'lnU (Keller, 2003) LUtl~~1nn11'11fJ1t1"11nU~1'r1)J~1U'lW1n"'fl1n"'fl1t1 .. 
1.J1::LI1'r11l1t1l~ "11~U;;1L;ifJ'l nuuutl1~ritlll4Ln "'fII'l1)JilJ~U ,..1tlvi11 l4Ln '" fII'l1)J ~"''nfl1'" lu 

.. ~ - ., r ,,-~ _ It.l' ' ~ .l'. I It.. .... ~ ".I ., ., 
n11Lfltln'!ltl~fl"lltu"''IItl~r.ilJ1~lfII LVI 'l1nU~11J1:LI1'r1 L"'UfI~~:L1JUnUrl1'r1L"')J1::t\)JnlJ"'lLtl~ 

.I.. ~ ,~ • l"" -~ - ., ~ 'I • 1- ~ .. t"~ ".I )J1n'rltt'" 'II~fII'l1)J4"l1m"'fl1Utl1~'rI1 "'r.ilJ1~lrI""'nU L~1J!lLt\1in11Vl"'fltl~"!Itl ,..ffi 'IInUrl1'r1~n 
'IIt11t1tltln)J1 LLfl::"'u'1.Jl-Diu;;1~ij~'l1)JLll'n1::Lr.t1::r.t~'rI"'LL'rIU (Braig & Tybout , 2005) 

utm~1nd n1~ij~u;;1"'fl1n"'fl1t1"'1~U;;1~~LuU~U;;11.J'::LI1Y1L~tI'lnUr.t1n~1.J'::ntllJn1' 
"'fl1t111t1tltlm1~41"'U1t1lU"fl1'" ntl1~vi1l~ij'itl~Y11~n114'",41",U1t1~L~tI~'ntlt\1,..n.Jn1' 

~ ".I .. ~ " .1.1· l"" -~_ - -., .I It.! 'IIt11t11Jl11nUfII1Y1)JnUfII1"'fl1n"'fl1t1u'::LI1Y1 "!I~tl1r.tYl1 "'~lJ'~ IfIILn"'fII'l1~~"'WNL~tl ~'nlJ"'1 

~U;;1~'IIt11t1"1~'litl~Y11~n114'",41"'\'hfJ ~~'1.Jn~1~u ~lJltnflltl1r.tLn"';)1m~lulr.t5~fII'l1~').j 
LL;~LLn1~'IItl~"11~U;;1"'fln'lMin~'lti 

~.l'.,.... .: .I., 11 ' .I _.t It"-J .I 
n11'11fJ1t1"11nU~1t1~L1JUn11L'n~fII'l1~L£qtl~nlJ 'lJ"'1"1~1 Y1tl1r.tLn",'IIU L'" L-uU n11Vl 

~ " - 1 - .I 1 ~" .I 'I. I - 'I.!. I • .. - " ~ 1 .l' nUfll1'11U'" "''IIU''''''U~ U"'1nUfII1'r1~n'lltl1t1tltm LuLn'" ~1J1::~lJfII'l1~t\1L~ Ln"''IItlLntl u,nu 

fllJ~h~1 fu ,..1t:Jiln1,atl~1'111'nflnttrulJ1~1.1'::n1~i"'LLtJ~nlJI11'nflnttru'!ltl~IJl11~U;;1"'fln 
~~ L ,..ft1dntl1r.t~~ ~ fll l4 ~ ii IJlIi tumlu 1111 tll~ IJl11 ~u~ 1 L;i tI'l n ulA' tl~ '~ru ~ fI n '1::Y1lJ 1 u'Vl1~ fllJ' 1.1 

~'ltl LLfI::~t\1~'lJ!i'~tl1r.t~~~fln'::Y1lJ,jtlI11'nflntttu1"'tI''l~'IItl~'''1~u;;1'''flntln Ll.fI::flltul'i1 

'!Itl~"11~U;;1lutlU1 fII" lun11l-i'LuULrl1fl~iltllun11'11t11fJ "11~U;;1,jtl '1.J (Boush & Loken, .. 
1991) lUYl1~nfllJnU "'1nn11'11fJ1t11Jl11~U;;1tltln '1.1uU1.1'::~lJfII'l1~t\1L~ ntl1r.tLn"'n1'Ll.ti~:a~ 

~'lULl.ti~Y11~n111Jlfl1"'~1n"11~u;;1Lil)JnULtl~ (Cannibalization) '~L'iUnU 
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fII'l1~Latl~f)ntJ1::n1ntrl~;~LtlU~fl~1"11nn11'11tl1tll'l11~U;'1~1U'l~1n11l1tlt1A'I'l11 
:t.!'- ..... ~ ~.J. , , :t.!'.. :t.!'.J 
",Uf'l1L"tl'lnUnfiltl n11'111"fII'l1~L'Itl~ ~tl~YlLL'D~LLnN1::\4'l1~I'l11",Uf'l1\4tm LLfl::1'l11",Uf'l1Y1 

'Dtl1tltltln 'ltJ ~~"t::~~ ~fl t ~I'l11~U;'1\4i n'D1" fII'l1~ LL;~ LLn1~ t U~1tl ~fi I'ln N,) i~ L~~'Dtl~ I'lUL tl~ 
~ , 
';~6~Ltlun11fl"fII'l1~1'l1::\4unfluI'l11~uF.1 (Brand awareness) t"!JLllYi1::tl!h~ij~n11'11tl1tl 

1'l11~UF.1LLuuf1~tJ1::LIlYl (Category extension) ;~Ltlun1nl1~uF.11\4~~Ltlu~u;'1'h~ 
tJ1::LIlYlriUI'l11~U;'1L~~ 1l1tlllA'I'l11~UF.1L;jtl'lriU L~11::~~iln11'11tl1tlI'l11~U;'1'ltJ6~tJ1::LIlYl 
~uF.1~ilfll'l1~\41~'lnflriufII'l1~L;I!J'l'l1cutu~1un11~fil'l LLfl::n11rufDtl-3~ultnfll~1nL'h11 

~ ~ , :t.!' .. :t.!'.J." ,~~ • ~ 
fII'l1~L'Dtl~ ~tl-31::\4'l1-3I'l11",Uf'l1\4fln LLfl::1'l11",Uf'l1Y1'Dtl1tln"l::fl"Utltlfl-3LYl1UU 'D~tl1"1U1~1'D-3 

"JNri1I'l11~U;'1~~tltlfl~lU~1tlI'l1~u;tnfll (Braig & Tybout, 2005) 

tJ "... :t " ~ - 1tJl'" .I".! 1::n11~"Yl1tlnflltl \41nn11'11!J1tlPl11",Uf8I1UU ~n11'11tl1tl UYlPlYl1~YI u.lL\4~1::~~ 

L'!IU ilfll'l1~i"LL~~riuIl1Yiim:tnr \41tltJ1::LIlYl'Dtl~~U~1L~~lUI'l11~uF.1\4in ntl1"1~~~fl 
· ~ t' ,.1 ".1111 ... .. '. I ~ 1.l"'1.J .I Yl1fl1tl ~tln1~ "'~1 'Dtl-3tl~flln1Yl"l::'Dtl1tl LlJ\l~flI'lIlNenlJ1::LIlYltlU1 ,. ~UYI~'" LUtl-3"t1n 

~ultnflltl1"t"l"~1f11'l1~L;tl~ttl-31\4~ 1'l~ltJi1-31l1Yiin1:tN1""~'Dtl~~u;'1~tJn'Dtl1tltltln'ltJLLYlu~ 
1l1Yiin1:tnrL~~'Dtl~"11~U~1""in ;~tl1"1'hl~Ln"'ilCU\411'1'l1~~-3tl1n{lJ'itlulun11'l1~ 
pj1LL\4U-3Pl11~U~11""~flnfllf~ (Keller, 2003) Plfltl"'rotun11'11tl1tlPl11~U~1~~1mnUfII'l1~~1LiJu 
ntl1'"1li1 t~Pl11~uA'1~'Dtl1tlnfl1tlltJLiJuLYitl-3f11'l1~iltl~ L Yitl-3i'l'DN:: (Fads) li11~~1~11Cl .. .. .. 
~1""U1tl~U~1Uu1;nU1::tl::L'lfl1iU1 L'huu (Braig & Tybout, 2005) 

Utln'"l1nO Unn11P1fl1"'U1-3~'lUnti~Lfi-3L~ui1~fII'l1~Li~lu1tJ1~~rot::Ln"'~fln1::YlUYl1-3flU 
pjtll'l11~U~1""i-3'"11nn11tfnfl~Ylln11'D!J1tlPl11~U~1 L'!IU n1~~u;tnfllLn"'fII'l1~i~mlltl'l1 
LLfl::'Wl\lfll'l1~~ul'"l (Wear out) nUPl11~u~1~iln111fnfl~Ylln11'Dtl1tlPl11~uA'1~1mnu1tJ 
",,1tlw4LLpjn11li11\l"JNfli1Pl11~uA'1""in (Brand equity) ~tltlfl-3 (Dilution) lU~1tlm'Dtl-3 

" ... ~ - :t ".I 'ltJ'l 'tJ • • ~" " , 1"1 • .. .,J 'JU1ulfil ""1nPl11",UfII1Y1'Dtl1tltltln ~ 1::~UfII'l1~~1L1r.t '1~fl'lULLfl'lLLPlLUU~1mlJJ~1f11CUYl 

Lilui'ln11li1fl1tl"JNri1Pl11~uA'1t~\4~",1tJ (Gibson, 1990, as cited in Loken & John, 1993) 

Loken LLfl:: John (1993) 1I1vhn11~n1:t1ilr.rm~mriu~fln1::YlUYl1~flurot1nn11'Dtl1tl 
(;111~UA'1 Pitlf81'l1~ L~tllUPl11~uA'1 (Brand belief) t",m 1lYi1:: 1 U~'lU'DtN fIINin1:tN::L~U'Dtl-3 • 
"11~UA'1~u1 L'liU Pl11~UA'1 Neutrogina ~il"tl.I~~U~L~U ~tl fII'l1~titlUttlU (Mildness) 11 

""1 n Pl11~UA'1~'D tl1 tltltl n 11h..l1::~U f81'l1~~~ L ""fl'lrot ::~~ ~ fl m'::Ylu IJitl Pl11~ulh LLfl:: 1'I'l1 ~ L ~tl 
'Dtl-3~U;tnfll lU~'lU'Dtl-3 "JN~~Uil""in~;j'Dtl~Pl11~U~1 L~~",,1tl 'W ~~n1fir.rtlnYiU11 fII'l1~L ~tl 
1 :t.!'~ ~ tJ~'" - :t".,J 1tJ"'" UI'l11",Uf'l1UU'"I::tJnfl f'lYltlUfl-3 ~tltl11Cl 1:: Ltl'lU""1tl.,tl.I~~U Pl'Dtl-3 Pl11",UfII1Y1'D!J1tl L~~ 

fII'l1~~tl"'fII~tl-3 LLfl::~~1L~~tlnUf8I'l1~L;1tl'Dtl~Pl11~uA'1i~L~~ tlth-311nPl1~ fII'l1~L~tltUPl11 .. 
~uA'1uu'"l::tJnli1fl1mltltlfl-31U~1tl Pl1'Dtl-3 ~u;tn fII ""1n ~u;tn fIIfufci~ f81'l1~ LLPln 1Ji1-3 
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:it .1' .,J :it.1' ..... " -~_ .. ... ~ 
(Atypical) '1tl~"11",U"1f1'1t11t1LLfl::"""'U"114fln LUtl~"'1n~1.J1LlI"'~::)Jn1111J,tl~"''l1)J 

L'tl)Jttl~'1tl~"11i4uIr1~~~tl~1"'utltln~1""auIr1~'1t11t1LLfl::ilfln~~~L14ijflu (Typical) nu 

"11i4uIr114fln 

tl~wj~1n11'1t11t1"11auIr1~::il;tlLfttl14fl1t1tl1::n11 LL,j1.JmLLfl::fl'l,{nuh~1 n6'1"'~ 

utI)J,h Ltl1nft~fll -Wnft1'l)J1 tflUri11'1t11t1 "''l1)J L~U t.. LLft::L~)J t tln1~fl1'1~1;;~ t ~)J1 n~~fu 
... .. -tl.! ~ :it .1' ~... t 
flULUtl~)J1~1n~tu~)J1.J" 1::n11n1"CU'lfl~n11'1!J1!J"l1nU"1 uun"'tl "''l1)J~1)J11tl um1 

tl1::146l'1~u'lu LLft::'htf"'1!J,j1~1 fl1~m1"fl1l'1ft114n.Jn11LLu::U1i4uIr1t14~L;1~"fl1l'1 ;~ ... :: 
.J. t" - ..... tl • "'I - .,J .. ~::' ~ • ""tl.. ~ n'l~fl 141.J~)J~fl 1::ntlUn11 LLfl::~tm1 L1 LUflrlfl1'1f1l'1'1U fI'IU n~::~::flflUL !J'I"''l1)J)JUrl'l 

'Dfl'ltN,{nniuLfl~ LLfl::tut'h"1.J,jflltl ~::d~um1~n~ii'ln1nh::Lijun1111!J1!J"11i4uf;1'Dfl'l 

~ultn rI tl'l!J ~ ii~iJ~( U LLfl ::fl'l ",tl1:: nflU ,j1'11 ~ ~ultn rI tfl um m~11tu1 LLfl::tl1::LijU"11 

i4Uf;1~'1U1!J 

m11l!J1!J"11i4u;ht~tl1::~1.JrI'l1)Jft1L~,rU~::~ufl~nuiJll\(tlft1,rCU114fl1!Jtl1::m1 
fl1ii L'!Iu nfl~fltflun11,j1 L UUm11lU1!J "11i4U~1 '~1'l)J tl'l rI'l1)J L 14)J1::~)J'Dfl'l trlN~fl'lfl~ flfm 

LL 14fl'lL~U'lU~ LV4U'Infl l'iflmu'h Luum1 LLfl::fII'l1)J~1)J11tl~'lU1.J f"l fIIfl tum1ln L ;1~ "fl1" t14~1 
.,J. ....,J .... ..." -~ _ .,J. .!'I" X" -'I ' 

LLfl::fI~1f"lCUflt1"nf"lfl n11!Jfl)JruIl\1n~U1L11f11 V11l\1 LlJU"fl'lfl1,,!JfI flIUfII" LUVl1'1U'ln"fl"11 

:it " ... .,J.. " ".,J.. .J.' "tl .. :it "'I ,.,J Ittl ~ .,J ... - , 
nUrl114flnVl)Jfl~nflu14U1 flll\::)Jm1n~"fl L !J~nUfII1 L14)JVI'D!J1!Jflfln L L"'!JVIVI rlUfII""fl "11 

i4u"'1,ruuuLijuiJll\(!Jft1~CU~t1"'l'iflmru1::~Uf"l'l1)Jft1L~V11'1I~hun11"fl1'" (Boush & 

Loken, 1991) "''I,ru n11~n~ii'lm1tl1::Lijum11l!J1!J"11i4U"'1'Dfl'l~Ultnfll ~,niju~~ft1,r'U~ 
LL,jfl::fl~"'n1~fl'lli1r1'l1)JL;1tIl\LtlUflth'l;l L~flfll'l1)Jft1L~'Dfl'ln11t;nfl'lVltfn1111!J1U"11i4uf;1 

~ tl - " "-~_.J. 'I ' tl - :it .1''' J' ~ .,J L"'!J n"LLfl'l ~1.J1L1Ir1n'lU L14CU~:: 1::L)JUm11l!J1!J"11nUrn"''l!Jnu31U'Dfl~n'lfl 

.. " .,J.. :it"" :it "'I tl .,J 
"ULfl~)JrI'l1)JiLn!J'lnU"l1nUfII114fln (Parent Brand Knowledge) LLfl::nUfII1 LU 1::UlflflQn 

'DU1!Jflflnltl (Extension category) ;~mru1::Liju"'~nfl1'l'Dfl~~ultnflldll\::L;;",~uriflum1 
tlJ~N1LLU::U1~fl"JiN.,r n11li1m1~~L~1)Jm11l1!J 141fln11LL~'I11Ufl::Lti!J"'L~mnu~fl"JiN.,r 

t " .. ~ - .. t " .,J.. :it" - .,J.. ," .. :it ".,J :it " (;IU ~U1 LlI f"l1l\::L 'Dfl)J U'I fII'l1)JiLnmnU"l1nUf"l1 L(;I)JVI)Jfl~ L 'D1 nUnUfII1V1'D U1U'Dfl'll'111nUf"l1 .. 
UU1 ~1~::ilin~N::LLfl::~NI11nL'!Iu'" (Keller, 2003) .. .. 

Uflnll\1nU tum::U'lUn1ru1::Lijum11lU1U"11i4u"'1'Dfl'l~UltnfllUU D. Aaker LLfl:: 

Keller (1990) lA'li1m1LLu~ilfim~~ultn"'tflumru1::Lijum11lU1u"11i4U~1A''lUVI'l~~m1 
4''''tl1::UlVl~'ILfl (Categorization Theory) ;'ILijuVI'l~~~nfl1'lii'lilfim~~ultnrlll\::tl1::Liju 
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n1ntJ1tJ"71~U~1~'ltJ~'l1),Jl1tJ1tJ1),J1un1n::~ ",1tl(I'I41LLunt)'''qi-3Li1Pi1-311llLf1Luu 

~),J1;n'Dtl-3t11::LIl'VI'Dtl-3i-3Li1L~),J tl'ltJ~1),J11tlLLti-3tltln'~Li~u 2 im~tN::~'ltJriU i-3d 1) n11 

1.1 
... ~ .l' 1.1 ~.. ~.l'''' ..I" ... ~ _.. ..." 

1::L)JUmntJ1tJ "71~U~1"'1ntlntl 1:: LtJ"IIU'Dtl-3 "11~U~1"'fln'VI~U1 u I ~),Jn11rui 

_I ... ~.l'......~..I .. , 
(Piecemeal processing) LLfl:: 2) n171J1::L)JUn1ntJ1tJ"11~U~1~1n'VIrlU~" L"tJ1'l),J'VI),J"tl"71 

~U~1"'ftn'Dtl-3qu1tn~ (Category-based processing) t"tJL'tll11::tl!h~~-3 "'1nqu1tn~iin11 
... ~ , ..... ..Y. ~ .l' ... ~ .l' ..I .l' "" ... ~_ 
ru,rn~'l1),JL"'),J1::~),J1::t.t'l1-31::"lJ"IIU'Dtl-3"11~U~1L"),JLLfI::"71~U~1'V1'11tJ1tJ"'ltJLLfi'1 ~U1UI~ 

n~::~1),J11tl~-3~1un1ri1..Jf~rutl1l1'Dtl-3~U~1~1n"71~U~1L~),J't1~"'1~U~1~'DtJ1tJ'~ 
D. Aaker LLfl:: Keller (1990) '~';1n11~m~n~(tJL~tJ'lriun1nJ1::LilumntJ1tJ"11 

~uII1'Dtl-3 qu1tn ~ t"tJ ~m~ntl-3~fin1~ qultn ~~ 1'103'; rlUfII ~ ~tl n1 n tJ1tJ "11~U~1 LLfi ::Y4U~1 
~-3~~::~-3~fl~tln1ru1::LilumntJ1tJ"71~U~1'11tl-3qultnl'l Li;\LLri 

m1L~tl),J'W-3riutJNim:tN;;'Dtl-3"11nY';1 (Brand attribute associations) 1::iu~'l1)J 

L ~tl)J ttJ-3riu"11~uII1,rUt\''luil ~fl1un1~-3 Pitl '1.16-3 "11~uII1~'DtJ1tJ ~-3 "11~uII1 Pi1-31 ntl1~ii 
m1L~tl)JttJ-3Lf1riu~Nim~N::"'fl1n"'fl1tJtJ1::n1ntl-3"11~uII1 L'1IU ~tl1Un11nr nq)J~;{ 

~fl"nN.,r ~tl1U~ ",ffi1::iuiU'Dtl-3~fl"nN.,r (D. Aaker, 1982, as cited in D. Aaker & 

Keller, 1990) tl1n n11L~tl)JttJ-31tltJU~ Mercedes Lf1riUI'I'l1)Ji~n"'i"'11 ",ffi1tltJuvl Toyota 

... .!"I ..I., .!"I " ~ ~ ~ ..I....t ~ .!"I ..01 ~ ..I.. , 
nUfll'l1)JLlJUty liU LlJU"U "11-3 fII'l1)JL"IItl)J LtJ-3'Y1Lnl'l'!lUU "'1nLlJUfII'l1)JL"IItl)J LtJ-3'Y1LL'D-3LLnN LLfI:: 

~ultn l'lii fII'l1)J ~UL~tJ n~ ::';11 II 1'I'l1)J L ~tl)J ttJ-3l91'-3 nfl1'l ~1)J11tlri-3 ~.hu Ltl6-3 lJI11~UA'1~'IItJ1tJ L~ 
..:.t 

)J1ntJ-3'DU 

, '1 .... ~ ~ ... " , ~"... ~ "..I ~ .. 
tltJ1-3 L1nl'l fII'l1)JL"IItl)J LtJ-3m1rul1::"''l1-3''11~UfII1'''fln LLfI::"11~UfII1'Y1'!ltJ1tJuntl1~ 

,J ~" ~" ..I '1 ".J .. ... ~ 'I. ~ ... ... ..I 
~-3~flL~tJ"tl"tl"11~UfII1'Y1'DtJ1tJ L{;IL,.UL{;ItJ'lnU L{;ItJ LU-31u,..m~n'l~tJ'!ltl-3 Zeithaml (1988) 'YI 

~1"" ~ ..I ~"..1 '1 "... ..01 ~ ... ..I... ~ ~" "II ~L~Utl-3~fln1::'YIU'YI"11~UfII1'Y1'DtJ1tJ Ll'lru~1nn11L"IItl)J LtJ-3'"lCUflmiCU::'YI1Ul LUt;J11¥'iUfII1 

~in~"11~uII1~'DtJ1tJ nfl1'l~tl n11fufutl~qultnI'lL~tJ'lriufII'l1)JL;{)J;JU'!ltl-3~1)J::L;tlL'YIfII ~1 
~ ..I.. ~.l' ' ~ ~.l' ..I ... ~ 41 "" ~ " 

LL~{;I~tl-3f1lrutl1l1'Y1{;1'Dtl-3~U~1 LL"L)Jtl"11¥'iU~1'Y1~fI"U1)J::L'!ltlL'YIfIIL'D)J'IIU '!ltJ1tJ"11¥'iUI'I1tltln 

LtI~~fl"ncu.,rL~1tN~)J~fI',jt11",fuL~n qultn~niuL~u~11'1'l1)Jdf)J;Ju1U~1~flL,jLL~{;I~tl-3 
'"lrun1Vi~'W~ '~n';11 ll"11~u;h~'!ltJ1tJtltln)J11 ~)Jhjtl1::~U fII'l1)J~1 L1~ L~ "'1tltl1~ nfl1'l L~ 
~1 ~fln1::'YIU~1nfll'l1)JL~tllU"11~uA'1 (Brand belief) "'1tlfll'l1)JL~tl)JttJ~ (Association) 

.., ,..I~, ~"... a! ~"..1 .. ... 
LL '!l~ LLnN~1 n '"l NfII1'Y1 LI'II'I LI'IU'Dtl~ lJI11¥'iUfII1"'fI n \1 "11¥'iUfII1'Y1'~tJ1tJ ntl1~ Ln '" ~fln1::'YIU'YI1~flU 

"'1fl~;'~'; fIIUI'IJJl UVl1~flU Pitl"11~uII1~'D tJ1tJtltln LtJL~ L '1IUL~tJ'l riu 

';fIIYfII~~ii~tl"71nY';'L~H (Attitude toward the original brand) UtlnL"'Utl~1nm1 
... ".! - ~ "..." .! ~ , ~"... ~ "1 ' ruiL1tl-3f1lN~)JU"'Dtl~"11¥'iUfII1L")JLLfI'l n11L"IItl)J LtJ-31::"''l1~lJI11¥'iUfII1L{;I)JLLfI::''11~UfII1 ~)J 

~ n LL~"!)J,,,rl-3~ii 1'I'l1)Jt11 ~ tyn~tl m1L ~tl)J ttJ-3'; fIIUfII ~t{;ltJ1'l)J'Dtl-3 "11~UA'1 L~)J L ;J1riU VI 11 
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iU~1~'1tJ1tJ ;~~rluflljjt"tJ1tnJ,rwrnL;;,,~u"'1ntlnCltlr.:ttJ'Imlt""Lliu'ltl~iu~11uA1u,j1~1 
L"IIU fII'l1)JYlUYl1U fII'l1)J~1)J11Cllum11"uim1 "Nt\'n~N:L,ju LLfl:fII'l1)J~1)J11Cllum1 

tJilU'jj~1U Lilu.tu (Garvin. 1984. as cited in D. Aaker & Keller. 1990) ~~~rluflljj~~nth'lO .. 
"':"')J1tJ1t))Ja~n1ri1Jfil~"CWl1'rft"tJ1t))J (Perceived overall quality) '1tl~"l1iu~1uu1 A'ltJ 

~~uULil~~~th~cy~~uitnflll-num1""iufll'l1)JLL"n,j1~a~fII'l1)JL"'iltlntj1'1~eJftMNerilII 
... ., ..r. 4 .... ... ., ..r. 4 ) " " ... " _... 4" 

eJfl"IlNTI"'U~"tltlneJflMNTI"'U~ (Zeithaml. 1988 ~"tJ"'1nfoiu1U'lfIILn"fII'l1)JL"IItl)J ~tJ~ 

• ~.!' -.r.. .t .I... ~.!' .I • 'l.!''' ... ., ... ., • .: 
1:"''l1~''11l'tUrl1LLfl:m7nJ.''CWl1'rCYI'' "11l'tUrl1Y1'1tJ1tJn4t: "rueJfl"4t1nYlrlUfll""~nfl1'lU 

lI'ltJ LL,jluYl1~"Nnu;1)J "'1n~u1tnfllL~tl)JttJ~"l1iu~1L~)JL;1nU"CWl1'rC~titlulltltJntj1 "11 

iU;(1~lItJ1tJii,,:lArueJfln1:YluluYl1~flultJA'ltnruLtl~ 

fII'l1H L"'H1v~H1v"tj1:31v,;uiYlltl~ "t1ayih i~ L~H LLflv Pl11aY01~1I U1tJ (Fit 

Between the original and extension product class) iJ ... (tJ~~fII'l1)JL"')J1:~)J (Fit) ,..'ttl 
.. .... .I 

fII'l1)Jfllt\'1tJfIIfl~nu (Similarity) 1:,..tj1~r.:~uiu'ltl~iu;h~~iuA'1~~L~)J LLfl:iuA'1Y111U1fJlu 

m11lU1tJ"l1iu~1,rUUULilu~~~1~cy~4t:ft~eJfl,jtlm1ruf"CWl1'rClItl~~U1tnfll ~~"'1nm1 
'!IU1tJ"l1iu~1,ruijfll'l1)JL"')J1:~)JnU"11iu~1~~L~)J iiijLLU'ltU)J~~U1tnfll,,:ruifIJCWl1'rC 
lItl~iu;;1~lItJ1tJtltlnltJ'lA)J1n~u ~~tl1"nfl1'l1;;tj1 m1ruftl~fII'l1)Jm)J1:~)J (Perceived Fit) 

Lilutl~,.rtJ1:ntlU~1~CY~~1)J11Cl~t)"fII'l1)J~1L~lItl~n1111fJ1fJ"11iu;;1,rU11;; ~~ntj1,ru m1 

., - " ... ,~".I... , ~ .. 1 ,.I '1.1 
ruitl~ r'I'l1)J L "')J1:~)J LLfl:r'I'l1)Jr'lfl1fJ fIIfl~1:"''l1~l'tUfll1Y1).JtlfJ LLfl:l'tUr'l1 "').JYltJn'!lfJ1fJtltln Lu 

,,:u1).J1~~m1ChfJttlUm1rui;;1UfIJCWl1'rC n).JltJa~eJfln1:YluYl1~u'ln,..1tlYl1~flu~L~).J).J1n 

~u~iu;;11,..),j,rU1 t1uL;;"4t1nm1L~tl).JtfJ~lItl~~u1tnr'll;; Utln"1nO iJ,,4'fJ;;1Ufll'l1).JL"').J1:~).J .. 
u~ijeJfl~1~cyl'itlIl1'rCin~nr'!ltl~"11iu;;1i~L~).J~nll'lfJ t"fJm1fuiIl1'rCin~N1uYl1~U'ln'!ltl~ 

.. 
LLfl:"11~U;(1L~).J (Dimensions of Fit) ~1).J11tlLLu~tltlnl;;Li1u 3 imiru: i~l'itlltJi1 

1. Pl'J1umu1~fuJluRm:tru~#fl1U11ClLfI;'u~.JnuLLfi~nu (Complement fit) "').J1fJn~ 
.I.. ...~ _ ... , !:. ~ ..... ~.. .I • ...I iJ.J ......, 

m1Yl ~U1 U' I r'I'rC"11N1,)1Y1~l'tUr'l1 L").J LLfl::l'tUr'l1Y1l1fJ1fJ~1).J11tlYl1"'U1Y1 L U¥'l,)UL~1).J'D~nU 

LLfl:nu LLfl::~1).J11tlU1tn fIIi'l).JnUL ~tll"~1).J11tllJltlu~utl~n~ fII,)1).J 1ft),m11 LLfl::rit)l~Ln" fII,)1).1 

n~'rCt)l"l;; 
,.,..J v.,.. ... -l 

2. "''J1umU1~flU 'Ufim:tru~flfl1u11nfl"LLflunu ,,, (Substitute Fit) "').I1fJtl~ m1Yl 
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'I.A' ~"..I ." 'I.". 
~1"'1fClYl"LLYlUn1f ~'1I~1ULL1.J1.JflU1 L"t1Y1~1"'1fCl"fl1.J~Ufl~fII,)1"'''fl~n1fLLfl::nfl ~~Ln"fII,)1'" 

~~YCfl t ... 'IIL'iuL~t1')riu 

3. "?1U&uU1~fUJ~1~tf1U11nti~ehuu1fJ'htJ ffJUU111nftuA'1Uftn 71 (Transfer) 

~"'1t1a~ n1rl1.J~~«1.JltnfllLritl')ri1.JfII,)1"'~1"'1'Cl (Perceived ability) 'D~1.JMtun1,~ft" 
., , 

~u"hi~~".'lIfl!h~ii"lCWl1YC ... un~~~1"'1'Cl~~~1un1rl1.JftUfII,)1"'~1"'1fClYl1~n1'~ft" 

~U~1'Dfl~1.JM'tI'lflun1nJ'::Lilu"11~U~1~'Dtl1t1'1I ~~"'1n~fln1fi4't1YC1.J~1 fII,)1"'~1"'11Cl 
tUn1'~.~~1UfII,)1"'L~fl".ttl~Yl1~1.J')n'Dfl~"11~U~1L~".'tl6~"11~U~1~'Dtl1t1~U"'::~Ufl~ri1.Jn11 
ruf~~fII'l1"'L~"'1::~"'~~1~~U~1~'Dtl1t1LLfl::~u;h~~L~"'II')t1 (D. Aaker & Keller, 1990) 

..I.. ( ) , .,J 
'IIN::YI van Riel, Lemmlnk, LLfl:: Ouwersloot 2001 YC1.J'l1f1l'l1"'L~"'1::~"'LLUU'YI 

.~., ., .,J "'1" 
~1"'11m~1"''JI~nuLLfl::nu (Complement Fit) LLfl::fII'l1". L ~"'1::~"'LLUU'YI~1"'1'Cl'YI I'ILL 'YIunu LI'I 

(Substitute fit) ~u ... ::iitl~i".~utfriUn11fuf"lCWl1YC'IIfl~"11~U~1L~'" L~fllflun1ni1u1t1~fl 
n1ru1::Lilun11'Dtl1t1"11~uIi1'Dfl~«1.J;tnfll ~'lUfll'l1"'L~"'1::~"'~"'::~1"'11Cl~~~1U~ffithtittlu 

., 
"'1n"11~u~1~fln (Transfer fit) uu "'::~~~fl t"t1P1N,jtln1ru1::Lilun11'Dtl1t11Jl11~uIi1'Dtl-3 

«ultnfll t"t1~1"'11Cl~ttl'A'~1 n11~~~1Ufll'l1"'L~"'1::~'" (Transfer fit) LLfl::fII'l1"'L~"'1::~'" 
.,J • ~., ., ... .J" 'I. .:.,.. _ I • ~ ., 

LLUUYI~1"'11ClL~1"''JI-3nULLfl::nu'''::'''fII'l1'''l't1f11CY LUn11'J1'l 1'1 Cl-3 n1 ru1:: LJJun 11'Dtl1t1 "11l'tUfll1 

'IItl-3~u;tn fII '~"'1nn~1 fII'l1'" L ~"'1::~'" UUU~~1"'1'Cl'YI 1'1 U Yluriul;r nfi1'l ~tl n11~-3 ~1Ufll'l1'" 
L ~tl". ttl~ t UYl1-3U'l n,ruii fII'l1".i".~utfriU1::""U fIl'l1'" L ~"'1::~'" Ufl:: 1"\'l1". fII~1t1 fII~-3 '::~~1-3 PI" 

~ ., • ~ ".,J .,J" ." _ ., " 
l'tUfll1LI'I'" Ufl::PI"l'tUfll1Y1'Dtl1t1'Y1~U'u Ifllrut 

utln"t1nd Braig Ufl:: TYbo~t (2005) 6~1~tlfiu1m~"'L~"'Lrimriun1,rufci-3f11'l1'" 
'I. ~ ., 'I"" , "" .,,_ ... ".,.,J ., ~., ..I 

L~"'1::~'" LUn11'Dtl1t1P1"l'tUfll1 L'll'l'lm1 LLJJ ~U, u I fII"t::". U U'l LU"''YI''t::t1tl".ruPll1~Ufll1'Y1'11t11t1 

1~1'l"Ll'ln~1 tUn1ru~n11'DtI1t1P111~uA'1~uiifll'l1)JL~)J1::~)JriUPI,,~uA'1~fln tl!h-3hri;i 

~ .,.,J... .,J.,., ~.,., 'I.!.... tl • .. t 
n11'DtI1t1 PI"~Ufll1Y1)J fII'l1)J Lntl'lycunU"'1~Ufll1~fln ~'JI 1'1 L"tun~1)J1'Cl '::~UfII'l1)J~1 L"" U 

n11'DtI1t1",,~uIi11;rL'iuriu ~1niin1't~;rtl~fl~LYitl-3YCtluri~1.J;tnfll ufl::iiL~~~flU1L~tlatl 
L'liU n1~'Cl Porsche 'DtI1t1""~uA'11tJ6-3"fl11'1~u;htl'::U1V1tl!h~'CltlU,,rtl,::U1'Y1 SUV ~-3 

... .,J., .,., ".,J., ~" t t"·,,-tl1"t"t::)J1'l'l1)J Lntl'lYiUufl::L"')J1::~)Jnun1,ruILntl'lnUPI,,~uI"\1'11tl-3 Porsche U "tr;!u,u II'l 

PitlU;r1~Utltl u,j~1n~u;tnl'liin1'furn-3;rtl~fll'l'l1)JLilu"t;-3~1u;~~~fiPl1t)tlu"r Porsche 

Liluu;~~~fi(;11t)tlu"rYJmh::U1'Y1LiluL~1u'n'lltl-3tfln ~U;Lnfllri~1)J1'tltltl)JfUPI'1~UA'1~ 
...... "...J ..... Sf. .. • ~"... ~ ",..J 

'DtI1t1'11tl-31.Jnm L"L'1IULl'ltI'lnU LLJJ'l1"'::)JfII'l1)JL~)J1::~)J'::~'l1-3P1"l'tUI'l1~fln Ufl::PI'1~UfII1'Y1 

'I.!" .: ~ ".,J ~"., ~ ".,J ... 
'Dtl1t1 ~)J1nnPl1)J Ufln"t1nu n11'Dtl1t1"11~UfII1'Y1P1'1~UfII1"'fln Ufl::PI"~UfII1'Y1'Dtl1t1)J1"\'l1)J 

.,J ., .. t ~.,., .. 't"· "''I~' ... Lnmycu ""tlfll'l1)JL~"'1::~)J Un11'DtI1t1P1"l'tUfII1Utltl ntl1"tntl "'Lnl'l~fll'l LI'I LUU-3'11tl-3n11~"-3 
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n1:aLft'lu"ft1'" (Marketing buzz) \4H1 L~~fIIIl1~ftU'l~ 'l~ LLri~uitnfll 'lun1rl1~::YI"'fttl~~tl LLft::'lf 

"11~uI.1~'!J1!Jtltlm.l1nLUU'~ 
O11atlft11~~"11~uI.1~'!J1!Jfiu~uitnfllnLUu~~~1A'C\I~,jIl!J'l~~ultnfllLn"'011 

!Jtl~fulU"11~uI.1~'!J1!JL~L,jUL;i!Jllriu L,jU fIIIl1~L\4~1::ft~'tl~0111~tl n1~"'1l1~~uI.1ft~ 
..Y....I.. ... - ... J. ..... ~ .l' .-1 ... 

UU"U\41t)LLUUnYl~fIIIl1~L\4~1::ft~nU~ft"flN'fILLft::n1:rcftnttN'tl~"11",U"1 "fttl" ... UlJ ...... !J 

, .I..." _~ _ .J .I..... t .I... ~.l' - ~ " -~ _ .. 
"1~1 Lnmnu~u1U'lfIILtl~ L"U fIIIl1~Ln!JIl"U \41tlfllIl1~~Ln!Jllnu"11"'U"1L"'~ "D~\41n~u1U'lfII~ 

.I... t.l ... ~.l'." ~".1 - ... ~.l'.1 
fIIIl1~Lnm"U LLft::fIIIl1~ ~ Ln!Jllnu"11",u"1'~ n ... ::~ LL Ull ~ ~YI~::Ln "'n11!Jtl~ru"11",U"1Y1 

It.l" , ,,-~ _.I.. .I... " .I... ~.l'::' " 
'!J1!J ~"~1!J~1nn'l1~u1U'lfllYI~fII'l1~LnfJ'l"U LLfl::fII'l1~ZLnfJ'lnU"11"'U"1Uu1 UtlfJ (Braig & 

Tybout, 2005) 

.I It". ~ _ ... .1... .1-
'DN::YI Boush LLfl:: Loken (1991) ~"'Yl1011"ntt1'l~!JLnmnUn11u1::~U01nfJ1fJ"11 

~uI.1,tl~~ultnfll LLfl::"U~1 n1nJ1::UjU"11~uF.1~'fJ1fJ'Dtl~~u;tnflltiu~::'~fu~Ylfi"fl~1n 
.t .1 It", nJ _.. .... ".. ~.l'.1 
"U31U 2 u1::n11 L"'LLn n1 1::~UtNfII'l1~L\4~tlU\4'tlfll'l1~fIIfl1fJfIIfl~'tl~"'1",U"1Y1'!J1!J 

~ .l'.I.., ~.l'''' , .. ... .. It.! nJ -, ~" .I 
LLfl::"'U"1Y1~tl'J'tl-3"11"'U"1\4fln'l1~fII'l1~L\4~1::ft~nU\41tl u.J LLfl::01 1::~U'l1"11",UfII1Y1 

'!J1fJij fII'l1~ L \4~1::ft~ 'lun11LUUl'l'l LL YlU,tl-3 "11~UF.1\4i n 'luU~'UU\41tl hi 
~'lU Park, Milberg, LLfl:: Lawson (1991) m~vi1n11~ntt1n-3n'l1tJ1::UjU01n!J1fJ"11 

~" It" - , • I - ~"" -~ _ .I , , .t , ... 
",UfII1LLfl:: L"'tlllU1!J'l1 n11u1::~U01n!J1!J "11",UfII1'tl-3 ~U1 U I fi'I'VI nfl1'l'l1~::'Utl'JnU011 

tJ1::UjU011fufluinttN::~L\4jjtluriU'tl-3~uA'1 (Product feature similarity) LY;!J~tlth-3L~m 
... .1.1 'I. _ ... , .I~ .-1'" 'I. nJ - ~"" ... ~-
"'-3'V1ul1n{) U-31U'l~!JLn11 'VIl"lntt1u"t"t!J um 1::~un1nfJ1fJ"11¥'tUfi'l1'tl-3~U1ulfi'I (e.g., 

D. Aaker & Keller, 1990; Rosch & Marvis, 1975; Smith & Park, 1990; Tvwesky, 1997, as 

" " 
cited in Park et aI., 1991) ,rUtl1"tUiLY;fJ-3"tl~n,jtl'tJ i~,ru Park LLfl::fi'lN:: ~~'IILftUtl~1 

~ultn fi'lU1"t::'l;U"t4'fJ ;;1UfII'l1~fttl" fII£\'tl-3ftJ1 Lft).ltl'tl-3 LL U'l Pi ",tl-3 "'1~UA'1 (Brand concept 

consistency) LUUU"t4' fJ 'I. um nJ1:: Ujumn !J1!J "11~ UA'1'tl-3 ~u;tn f111'l).l lI'lfJ ~-3 ~fl O1114'!J 

,tl-3 Park LLfl::fIIN:: n"u~1 n1nJ1::Uju01n!J1!J"11~uA'1'tl-3~ultnfll"t::~Utl~riu1::iu,~ 
" .. ., ,~"., ~ ".I 'l'~""" fII'l1).1 fi'lfl1fJ fIIfl-3 nU1::\4'l1-3 '" Ufll 1 \4fl n LLfl ::¥'tUfII1'V1'D!J1 fJtltl n).l1 \4).1 "1-31:: r;,U n 11'lU ,fII '1 1).1 

fII£\'1tJriU'!Itl-3n1n!J1tJJ;I11~UFh (Perceived Fit of Brand Extension) "t::LLtJ-3tltln'~Liju 011 



Product-level 

similarity 

perception 

Concept 
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perception 
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.I 
'Vl~1: Park, C. W., Milberg, S., & Lawson, R. (1991). Evaluation of brand extensions: 

The role of product level similarity and brand concept consistency. Journal of 

Consumer Research, 18, p. 187 . 

.. 
U!lnr.nnu Park LLfl:I'IN: (1991) U-1 .... U~1 n1ntJ1tJ~r1~U~1hJ~~U~1U1:Lfl'Vl 

L~tl'lnU (Line extension) "':~!l-1U1:n!lu,u;r'ltJil",4'tJI;hu~nliN:~L\-1ij!lUnU"!l~~U~1 
(Product-feature-similarity) L'liU mntJ1tJ~11~UPl1'Df.l'Ufil1!l-1Lfiu;j;lL""fl-1 Sony hJ~Lfil1!l-1Lfiu 

L .... fl-1Ltl~y;~1~ ~-1"':Hlfun11tJ!ll,/fu~~"'1n~ulU11'1 LL~\-11nLiJun1ntJ1tJ~11~U~1'U~~U~1 .. 
~1-1U1:L11'VlnU (Category extenSion) mntJ1tJ~11~UPl1,ru"':'~fun11tJ!l~fu"'1n~ultnfil 
~ , ..... ,./ ..... _ ~ .. .J .. . 
LlJU!ltJ1-11'1n~!lUJ!l "':~!l-1~LLU'lf1ll'l"!l~Plr1~Uf1I1'Vl~!ll'lf1lfl!l-1 (Brand-concept-conslstency) 

~'ltJ L'liU LfII1!l-1~1!l1-1 Lanccme ~1~11t1"tJ1tJ~11~UPl1'U~~U~1U1:Lfl'Vl~1\-1!ll,/ LLfl~ 
- ... ... - It.. .., ~ .. .J ~... 'It_I ~.. ..... , .. -~_ 

~flPlflN"rlU11-1~'l LI'I LLl,/'l1~Ufil1'Vl"tJ1tJU"':l,/fil'l1~LL~n~1-1 Lu"'1n~Uf1I1\-1flnn~1~ LL~r;U1u lfil 
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n~:lf I'I'l1)Jftt)"I'IfltN'IItN LL U'l ~""11~uA'11 U~~'IIt)~ I'I'l1)J~i"'11 LLfl: I'I'l1)J LUUq L ~!J'l'll1 cy 

1i1uI'I'l1)J~1)Jlun1m~11tu1~uA'1~CJn'll!J1!Jtltln)J1'l~,jdLIi 

,r~d ~1n~flO1114'!J6~'YiuI'I'l1)JLL"n';1~'IItl~I'I'l1)Jfttl"I'It\'tl~'!tl~LLU'l~""'1~u"'1 
(Brand-concept-consistency) ,;tln11t11:Ujun11'11!J1!J"11~uA'1ftt)~"11~uA'1 t"!J'YiU~1 

I'I'l1)Jftt)"I'Ifltl~'IItl~LLU'l~""11~uA'1"t:ij~"n1:Y1U,;tl"11~uA'1~Luu'lU~~1l1'Yiftn~nr 
(Prestige brand) )J1nn~1"11~uA'1~LuuIi1utl1:t!J,Ulffttl!J (Functional brand) t"!J 

LL U'l t u,..'IItl~ I'I'l1)Jft1)J11Cl 'l un1n!J1!J "11~UA'1f1)Jtl1:Lllflt;'~fu 1J111~UA'1~ L U'Ull1'Yift n~nr 
"t:ij)J1nn~11J111~uA'1~Luutl1:t!J,u1ffttl!J 

O11fuftj~"?1)JtJ1nri1u1n'lY011'11!J1!JIJI71ay,;, (Perceive difficulty of making the 

... U .'1 ... tI .. .I ~ , nJ - ~.... -~-extension) UUL Uu~"t!J 1:011i1"f11Uflfl~~fllJltln1 1:L)JU01n!J1!JPl11flU"1'!tl~r;jU1U' Ifil 

~ ~ _ tI - .1' .I - J' ~... - J' .I.. -~ _ - ... .., 
'~LrI!J nlJlLLfl'l I'I'l1)JU1n (Difficulty) f1Ln,,'!uu )Jn~:Ln",!U"t1nn11f1r;jU1U'II'ILn"'01111Jl'l1 

~ .1'.1 Ittl::' U ~.1 • 1t.1" It.!·... ~ '1" - ... -flU"1f1CJn'!!J1!Jtltln L UUL UL1tl~f1ft1)J11Clfl1 LP'I~1!JLLfl: u.Jft1f11CY "t~ntl YlLn"'n1111JiCl~"'l1)J 

It.! ..... , ~.. - .I.. ~ .1' .I ~ , u ~ .I 
~fttl"fIIfltl~nu1:~'l1~"11flUI'I1L")JfI)J"Nll1'Yi LLfl:lJI11flUr11f1'!!J1!J '~CJn)Jtl~'l1L Ufl~f1 

• .. • 1t.1" - Ittl ~ It.! .1'.1 - J' ~ • 1 .... -~ - t1- .I LflnUtl!JLLfl:f11 LP'I~1!J~ULnU L 'II~fII'l1).1 ~fttl"fIIfltl~f1Ln",!UU"t:f11 Ylr;jU1U' Ifil !JLftfifl~: 

'I... ~.1'.1 41 - ... ~ .1- l' ~ ...I 
f1"'fltl~ L'IJI11flU"1f1'11tJ1!J ~1tlLn"0111J1"flUfI~"'Yifl1" ULL~'!tl~f'JNll1'Yi'!tl~Pl11flUfil1f1'11tJ1!J 

~1ijf'JNll1'Yibjft).lnU11f111 LUU~U ~~"t1mJflO11~n~~4'!J'!tl~ D. Aaker LLfl: Keller (1990) n .. .. 
'YiU~1 ~1 n 1J111 ~Uft1ij':';U'!tl~ fII'l1).1 L YI).I1 ::ft).l 1::YI~1~ 1::';U;U'! tl~ PI 11 ~ U~1';~ L~).I LLfl:: (;111 

~U~1~'II!J1!J 1'l).lil~n11fufcl~f'JNll1'Yi'lltl~ Pl11~U~1Y1ft n 'lU1:';U~~ "t::ri~ ~fl 'l~~ulu,fII Ln" 

... _.I .. , ~.1' .I ,.I" _~_ ..... , ~ .. .I ::. ~ ~ .I, 
fI fliUfllPlfI" PltllJl11 flU"1f1'11 !J1!J).I1 n n'l101lf1 ~U1 U' 1 fil11Jl'l1 PI 11 flUfII1f1'!!J1 !JUULUUfl~f1~1!J 

"tULnuLtI .. 
,;~UU 'lU011'l;nfl~f1tf01ntJ1!JPl11~Uft1 tl~"n11l1n"t1Ji1~1 ~~~1LtlU~tl~vh011~n~ 

_..., ~.. .I - J' 'I" ,. ... , 1" .1' 'I 
'l"t!JtltJ1~1tlUflltlUCl~~fl" LLfl::~fln1::f1Ufltl1"tLn"'IIu"t1nn11 L'IInfl~f1fi"~nfl1'l Yl1tlUP'l1U LU 

O1~"t::'II!J1!J 1J111~Uft1 L~).I LtI~~Uft1 'l YI~ t"!JL 1l'Yi1::01 m"t11tu1 'l uri'lU'!tl~ fII'l1).1 L YI).I 1:: ft).l 

, ~.. _ ~ ".I ~ ... ...J .. .1 .lit .. 'I .. ,. 
1::YI'l1~IJI11flUfII1 L"').ILLfl::Pl11flUfil1f1'11tJ1U L"tI~flfl'Yififl "f1q "f1 L""t1n n11 L'IInfl~f1fi01ntJ1!J .. .. 
(;111~U~1 n~tl (;111~U~1Y1ft nUUft1).111Clft11~!Jtl"''!I1 tlL~;)'l ~nu~~ (;111~U~1 L~).I LLfl ::(;111~U;;1 
.,J 'I .I......J1t " ~ ".I '1'" ... It .... 41 .I 
f1'11tJ1!J LU'!ru::f1~flfl'Yififl L""t1n01ntJ1!JPl11flUfII1f1tlFJ U1::",Uft1).111Cl11J L" nflltl O1lf11J111 

~U~1~'II!J1!JtltlnLtlft1).111Clyj1!Jtl"'~1Y1U1t1L~;) tj;)!JL~n1::f1ulJitl!Jtl(;l~1Y1U1!J'IItl~(;111~U;;1 
... ......J".1 'I ..,. ~ .. .41 .I ~...1 

Ylfln LLfl::~flfl'YififlLfl'l11!Jfli1"~1n011 L'IInfl~f1fi01n!J1!J1JI11¥'iU"1n"tl n11f11J111flUfII1f1'11tJ1!J 

tltln Ltltl1::ftU fII'l1)Jt\').I L Ylfl'l bjL~fu011!Jtl).l;U 'l U'II ru:: L;)!J'l nun u~ri~ ~ fl n1::f1Ufl1~ flU IJitl !Jtl " 

~1Y1U1!J'IItl~Pl11~U~1~ijtl~L~).I~'l!J (Kotler. 2003) 
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tlth~L1n;i "'1nn11~mfi~(tJLritJ'lnU~'l1~Jin;i,jtl"11~UA'1'Dtl~~U;tn~'U;'l~1:W11~ 
~~YlI'I'lnml1980 LLfl: 1990 "'Utl1 ~U;tn~~1U'lU~1nil~'l1~Jin;i,jtl"11~UA'1fl"UtltJfl~ 

t"tJLll"'1:"11~UA'1Lll"'1:~fl"Jitu,r (Individual brand) i~d f\1L~'l~1~cyt"tJri'lul~qj~yj1 
11l~u;tn~il~'l1~Jin;i,jtl"11ftuA'1,j1~1 fl"fl~,runLi]UL"'11:nfl~Ylln11~tlf\11'Dtl~ 
~u':ntlUn1nlu1:f\U~'l1~fl~~~fl'l L;U 'D1"~'l1~f\~1Lf\~tl 'D1"n11f\UUf\,*UYl1~~1U 
n1'''fl1'' n1m~U1"lCU1l1"''Dtl~~fl"Jitu,r LLfl:n1,,;rnfl~Ylln11'DtJ1tJ"11~uA'1~'bJL~1I1:f\~ 
~.. " .. ~_.J... .I.J .1 11.1· 'I." ... ~... ..l 1 " " 

7'l~Cl~"'q"nl1~'Dtl~e.fU'ul~YI~~'l1~LufltJULLufl~ Lu Yl1 ~~'ln'lUUUnn1'''fl1''11'lU ~CY~'UUU 

~1111jl\'l1~f\u'",'un1,ri'lu'Dtl~n1'f\11~1J111~u,JI1tl~flln7 ~uuLtlun1'f\fl~IJ111~u,JI1~tl~'U 
,:~u~~~q"'Dtl~fl1~U{ui~~~"'Dtl~"11~U,rh LLfl:ri~~fln':Ylu,jtl'lnri'lU~1tJ~~1l1tJ'ULLfl: 

,. ...J '" 'I ...I.... " ~" .. .... ,. 1l1tJUtlntl~~n7 utlm~Utl"'1nYl"': ~~'l1~f\U ~"'LnmnUn1'f\'1~IJ111l1U~1Lll"'1:~fllJ1lltu'" 

tlth~L;itJ'l (Kotler, 2003) 

1i\~~nri1'l 'ULLfl'ltl1 'ln1'udtl~ fIIn7,j1~1 ill tfln~1~ 1J11:~unCi~ jI\'l1l1~1 ~CY'Dtl~n11f\fl~ 
1J111~uA'1fl~flln7'llLtlu~L;1''''LLfl:~U'Dflu'Dfl~"ui'l'u 'WLll"'1:LLfiiLY;tJ~nUUl1(;nUnfl~'lU 
~nA'1 ~~L~tJ'l;fl~~1fl..,un~1U'Dfl~fl~flln7LVh~u ~1nLL,jfl~,.rn1,j1~1 U~fi\1"~1'~tl1,,,:'~run1' 
tJflllru"'1nul1"1~U1"'l1l1~~ m~lIun,jfl«,ruNfil1u~hu,j1~1 7'lll'UCi~f\1fi1,ru'Dui'l'u~n 
~'ltJ 'Dru:~'uri'lu'Dtl~@ltl~u,ru n",:'1l"'l1~~1~cynu"'q~nl1l1LLfl:n11LLf\~~flfln'Dfl~fNflln1 
t(;ltJLll..,1: 'uif~ fillI~"~ L YI fiI t u tflUf\11f\ULYI f'I'~run1m ~u1'llri1'l~u1J1f\2l'tJ ~filUf\1~1'Cl 
~~,jflnU'~1l1tJ'UL'lfl1LY;tJ~'W~U1Vi LUJ"':fl~nUfilUfl::~lItfln n!i~yj1'llfl~,.rn7~1ii",,j1~1 ~fl~ 

.... ....,. -r ~ ,. 1I!t'I ..... ...1 ,...I • It.. -r ,.. ...I 
..,tJ1tJ1l11nM11l1"'fln~ruLLfl::'DflLrttJ~'Dfl~fl~"n7 L'l ~~(;lYlq~L'YI1Y1"':Vl1 L~ L'Yi11:LlIfl "nIJ11~'Y1 

Lii"'h'lfll'1'l~ffifll'l1l1~"L~U'ULL~~u,jflfl~fllnJu n11n1::"'1tJ~'l'Dfl~'!i1'lf\1'L~ri1d"'::Ltlu1u 
I ",J. "I' .. .".. I., " . ... .:~ .I. ... ..I 

fltJ1~7'l"L7'l LLfl::11~~fln7:Y1U11tJLLNlJ1flfl~filn7 L"~1tJ "'~fl1"'nfl1'l L~'l1 'VJmUUl1~'YIf\1"CYYlq" 

'Dfl~fl~I"ln7r;h~1 n;;fl n11fnM1~flL~tJ~ (Reputation) l~d~Ju~tJflllfu Lilfl~"'1nn1'~fl~l"ln7 
1~fun11tJflllru"'1nf\1fi11ru'DuCi~~fw!Jfl~fIJtuIl1'Yi'Dfl~~uA'1LLfl::n1'U;n1' ''lllluCi~n1' 
ul~1'fl~ I"ln'flth~il f1Jrufil1l1",ltJfil1l1 ~'ltJ "'l1l1 tui~ If\ Uflll Ltlutf",4'm~1 ~CY~"'::'Ii'ltJ 1 ~fl~ I"ln, 

" 
uU1 f\1l11'Cl LL '!i~iunu~ LL '!i~'YI1~~1ii", 1~flU1~ilu1::~YlfiIl1'Yi (Blackett, 2004) 

n1'f\fl~IJ111~uA'1fl~flln7 (Corporate branding) UULtluu'1n!ln11nrv1ilfil'l1l1~1~CY 
...I , -r 1 ... , ...I • .... ~..,.::.. !II ~ 

lI1nYlq"tltJ1~~U~ Un11Y11~1n'" U~"I'IIJ1'l~ 21 fi\'l1l1f\1"CY'Dfl~lJ111l1U"1fl~fi\n1UULuUl1~ 

~'Wfl1"'UDLf\fil;tu~fi\~ 1J1'1~UA'1 (Brand) ~~~n~flf\1ffifln 'uu~ ~ultnfilluluLLuur;h~1 ,ru 
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~n~1!J),I1Li]uft'lumi~lui5"tJr.:"'11'U'Itw'lnfllu (Sherry, 1995, as cited in Balmer & Gray, 

2003) t"!JL1l'Yn::uJt'ltN,fn7"1~1 Lfl~L\1Utl~fII'l1),1ft1~ru'lt'l~n1nq11~"71auI.1t'1~,fn71\liifll'l1),1 
• ,~ ~.!', _ I'!! -. ~ -..,J..J 1'_ ~., ~., 

U'I~UnN LUt'I~"'1n"71",Url1t'1~flln~::Lu7tJUL(q),lt'lULfII7t'I~),It'I'VI"'::'1I'l!J(qTI~fII'l1),1LuUt'lU'"U~t'lU 

~!J'lriur.:w11~~~iift'lu'~ft'lULft!J (Stakeholders) rl1!J"1~11un17,j1LilUn171\l1'"qtJr.:(q~,f 
"1~1 '1t'1~t'I~,fn~1LJ..qfl'l~'tJ'~ 'W~1"'::Li]un17"\'1~~1U n17~~'YJU Ufl::~ft1~ru~'1"n~t'I n17 

L~),I"'l~nmJn1Jt'I'It'I~~u;tnfll L"71::"71auI.1t'1~,fn~::li1"'1l1~lun17~t'I(q17"lturi1'1t'1~ 
" 

"71auI.1 ufl::(qfNfII'l1),1u"n"1~1\lriut'I~,fn~1nn17u'!i~iuriu~u'!i~'VI1~~7;;~ ,;~6~'1I'l!Jlu 

ri11(q11~ L(q'nJ fII'l1),1 L~t'lJU fII'l1),1111 fIIlJijl", Ufl::fII'l1),1.rin;ll\l uri ~fl~U 1 un1N~fl~ ,fnnl'uLiju 

t'I~,fn1~tJr.:nt'lultJ~'l!Jnq),l~iift'lul~ft'lULft!Jriufl~,fn1 (Stakeholder groups) 41U'lU),I1n 

(Balmer & Gray, 2003) Ufln~1nO "'1nn1m~11tu1~1,ruiu'Ifl~n111Jl"'11"71auA'1~U "'1 

auI.1t'1~,fn76~Li]U"71auA1~iifll'l1),1L~!J'l';uriUl.JfIIfl1n1'YJnft'lurl1!J111!Jlufl~,fnffiut'I'.I1u 

1::,rU'~~'1"'1fl~"71auI.1'YJntJ1::L1l'VIiinll'l!J (Keller, 2003) 

It~" ~" , Itl" ~ ~ , LL" Ind (1997) LVI L"'fII'l1),1"'),I1!J'Ifl~"71",UfII1t'1~flln1 L'~'l1 "'),I1mN "lIfl'lt'l~t'I~flln1 fl n 

.!' ~.,J"..J..J" ~ t 'I" ," .. ~ - 'I ., " 
Ufl::n11U(q"~flfln'VI1~Vl1U1l1"flU1 'VI),1",'lU'1I'l!J(q71~fII'l1),1),1U ~ L,..un~U1u IfII LUn1111Ji 

..I.., .!, ~ .,t .~" ",..I. 
Ln!J'l nu fII'l1),1),1UfII~(q),l1 L(q),lfl Ufl ::n1111J, "ltu1l1" Ufl::fIl tufll1"l1fl~ ¥'IUfII1 Ufl::U1n11Y1 tJ nU1 L(qUfl 

L"'!Jt'I~,(n~ffi~~U1 (Murphy, 1990) "lItu::~ van Riel Ufl:: Balmer (1997) ~::LUUfII'l1),1"'),I1!J 
"lIfl~"71auA'1fl~,(m L"'!JUI'I';nn~),I),Ifl~'VI1~~1Un11flfln UUU (Graphic design paradigm) 

L(;I!Jl;n\l fII'l1),1"'),I1 !J"lIfl~ "71auA'1fl~ film H~1 "11auA'1fl~ fIIn1ii fII'l 1),1"'),11 !J Lvhriu n11~~~fl 
~ ~","I ' .,J '.I.,J .. It.!''' , 
Lfl Ln ,uUUUn11"nU"~t'l1f1111(qCl1U'VI Ufl::fl~fllu1::nflU'VI(q1),111Cl),lfl~L"'U LVlI'I'lU"1"1~1 "lIfl~ 

fl~fllm ~"~ruin~nr L,..fhO uflm,..ilfl~1n~~::li1",U1~~fltl.:Jfil'l1),1LUU~'l"U"lIfl"fl.:JfllmU~'l 
"11auA'1fl"fllm6~iift'lu~1~rulun1ru11tJt;'l1.:Ju~unflfJ'VItfn11~fli'l11fl~flln1 L~Un111tJ 
tJ 

''I .,J ,.,J.. .. " 
11n!)fl'.l LU(qCl1U'VI "1"1 'VI),1f11'l1),1L"'),I1::i'l),lfln(;l'l!J 

D. Aaker (2004) LIlt'lfiu1!JfII'l1),1"'),I1U'Ifl.:J"11auA'1fl.:J,(n1H~1 Li]u~,,~ti~"'ffi1::tJtl" 
, .,J. ".,J..J ~, .f ., ~" .. , ~ .,J ~" , ~ 

fl.:J filnlYl'VI1,..U 1'V1¥'1.:J ),IflU ,..,flfl'.l LUfl~"'fl.:J¥'IUfII1 Ufl ::U1n11"1" 1 L(;I U'VI "11¥'1UI'l1fl.:J fII n1U~:: 

L~fl),lLU~fl.:Jfllnnl'u1 L;r1~~tuin~tu::~1.:J1 "lIfl.:J"11auA'1fl.:Jflln1 L'iiU n11iiu1'"nn),lt,..),j1 n11 

~.:J~~tu1l1" fIl'l1),1~'l.:JtUtu~~U'l"~fl),l l.Jfill'lfl 1'IJl.IUfin),l ,..1fl~tufih~1~1 LUU;JU "lIru::~ 
Keller (2003) ril~flfiu1U L~),I L~),I L~mriu jII'l1).J"').J1U"lIfl~ "11~UA'1fl~ fII n1 H~1 LUUn11L~fl).J L!J~ 

'I .. 'I " .. ~ _ .,J.,J ...,., tJ ' ~ 
111!J LU~" L~"lIfl~~U1uljll'VILn!J'l'lfl.:JnU"ltufln~tu::"'fl1n"'fl1U 1::n11'Dfl~fl.:Jflln1 L(;IUi'l1).J11Cl 

" .. 
uti~"11auA'1flfln Li]U~1 "UiUL"',r~ "flLtJil 

LI'IU,t'lLtJ ~fllu~nfutl1,..rt~~fl"11auA'1 (Brand name) ~U~::tJml1LtJt;"fl,..rt~ 
~~".ritu,rLvh~u u"tu,..fl1un1N t'I.:Jflln~1;;~"1"1 fl1~;Jfl~n11L~fl).JLU.:J~~".ritu,r"'fl1!J1 
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tI 1t ' "I~ ~.!'........ ~ ..r. ... L..I ... ... ... .. 
1::LIlYlL,.'UJ1tlfJIl1U LII'Itl"11"U"1LI'IU'lnU L'YftlU~I'I~tl~rI'l1"',,"''YfUDLnU'lntJ~fl''IlN"rIUfl:: 

"11ftU~1~il.!tlriu ~~~fl1m1tl"11ftu~1'Dtl~~fl"nN,r"'fl1fJtl1::LIlYl'W'A'CJn"'1ril'ln111;~1u 
LYffJ~L~tl~fl"nN,r'lill'lL~U'liln.!tl'iJ "'1nU.!titlfJrli'~"11ftU~1",rl~1 tl1~t11::ntltJ't1A''lfJ 
~'lU~~"''Dtl~tl~,.rtl1::ntltJ'Dtl~''11ftU~1'''fl1fJtl1::LIlYl L"IIU ;ltl"11ftU~1IBM ThinkPad 760 ;I~ 
tl1::ntltJ'tlA''lfJ~'lutl1::ntltJ,tl~;ltl''11ftU~1~u''n.!1~riuc;~ 3 tl~,.rtl1::ntltJ '~uri ;ltl "IBM," 

"ThainkPad," Ufl:: "760" LiJU~U (Keller, 2003) .. 
~~uu "11ftU~1~~~1"'11tl uti~tltl n 'A' LiJu"'fl1n"'fl1fJ1::~tJ ~'1 n n11Uti~ fl1 ~tJ "" 

ftU~1'Dtl~ Keller (2003) 'A'iln11uti~th~tJ'iU'Dtl~""ftu;h (Brand hierarchy) L~tl1\4~1fJ.!tl .. .. 
n11'l'1~nfl~Yl1fn11~fl~fl11ftU~'1 il'lfJ1un11uti~fl1,rtJ-iU'Dtl~fl11ftU;r'1UU ~::;;~11N1~'1n 

~'1U'lUUfl::fl n~N::'Dtl~ftU~1~tltJIl1 fJ ~ n11r1'ltJ rJ'" ~ Ufl'Dtl~ fl" ftU;r'1~U11'l'" c;~4' '" uti~ fl'1'" 

1::~tJ rI'l1"'i",,,u1f'Dtl~ftU~1flntl1::LIlYl~tltJIl1fJ 1 Utl~,( n~1n~ ~~ U';1:: ,rtJ~~ 't1~uc;~ 1::~tJ .. 
ih~ il'lfJ~1"'11tluti~t11::LIlYl'Dtl~"11ftU~'1'A',r~,;tl't1il 'A'uri 1) "nftUl4'1fN,(n1 (Corporate 

or company brand) il'lfJfl11ftU~1tl~,(nnl~::iln1nl1;1tl'Dtl~tl~,(n1"'11;LiJu;ltl'Dtl~fl"ftU"''1 .. 
';11 \4""ftU~'1tl~,.r n1nfl1fJ",1 Ltlu""ftU~'1'Dtl~fl nftU~1 Ufl ::tJln1ni~",,,, "''Dtl~tH'' n1 L "IIu "11 

ftUA'1 Johnson & Johnson's Ufl:: Hewlett Packard Lflu~u 2) 1111ftl.lA'1t11urutV1tJeJi11nru'" 

(Family brand) ;I~ Lflu"11ftuA'1~'Jnu1 'tIl;ritJ~~ fln N.,r"'fl'1fJ'IIU" 1 Utl~ pf n1 t"fJ 'W~1 Lflu~'1 
;ltl'Dtl~""auA'1~::~tl~Lflu;ltl'Dtl~tJm",1tJtl~pfn1111n~Ltl~ ;I~~~"nru,mtl~fl'1fJ1~fl11auA'1 .. 
L;)mriuuu ~::ilfln~N::rI'l1",i"'''u1friuLflu~1fJ'Dtl~~~flnru.,r L"IIU ""auA'1 Pond's ilm1 .. 
~~"i~auA'1t11::LIlYl t~"'fl1~"'U1 ufl::'ihJU1t~~h Lflu~u 3) "11ftl.lA'1LfJYi1::eJi11nru'" 

(Individual brand) Rtl ""auA'1LfJ'Yf'1::~1",ru~~flnN.,ru';fl::'IIU", ~il,j1U"'U~'VI1~n11flfl1'" 

~'1",ru~~"nru"rl1"'mfJ'Yf1::flULtl~ L"IIU U'I"'lJ Sunsilk, ~~"nru.,r1::.rtJn~UmfJ Rexana LUU .. 
~u Ufl:: 4) "nftl.lA'1t11Ufufl./uffJUlJU'fNeJi"nru'" (Modifier) fl"ftUA'1t11::LIlYlil~::il 

fln~N::~ti~tJtlnc;~tu ",1tlUtJtJ'Dtl~~~"nN"rI1"'fJfl::LilfJ"'fl~'t1 L"IIU tmnffl';'IIilfl"~fl1''Dll'u 
, .. 

,j'1 "Light" ",1tJ ~fl1';~L~'" "Original flavors" Li:lu~u 

tlth~hri~ 1un11~n~fj4'fJl"li'~d~::1\41"1'l1"'~'1rlqjL~tJ'1ritJ"11auA'1'fl-.1filmLuu"'fln ;1-.1 
" ~ ~ ~.,.. '.J... .-

""aUfII'1'fl~ I"In1UU~::"''''1fJ1'l",tl-3 flJNfln~ru:: "'1tla~YI Ut1 ,,~tl-3 1"1'11", LflUtl-3 I"In1 t"fJtl'1~ Lilu 

~-3~t1'1""Wtl4'tJ~tl~Hi' ",1tl4'tJ~tl~hj'~ tl1Vi t11::.m'fl-3pfm nfl~'Yl1fn11c;i1Lilum1f11fJlutl-3"'n1 
t)NJUfin",tl~"n1 "'1tlfll'11"'-itJ;'flu1un11~'flt1'11't1u~~hfJ~h~11)1fJlu'fl~"n1 L~tl"tltJt1U~ 
I"I'1'1",~tl~m1;hu';1~1 ;I~tl1~nri'1'1'~~1 fl"auA'1tl-3"'n~1",u1~lun11t1fl-3f1JN'hLLfl:: 
fII'1'1"'''''''1fJ1\4Ln",fuuri,r'ltH''n~u1 (lnd, 1997; Kapferer. 2004) 
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~'lU Argenti LLl": Druckenmiller (2004) tlitJ1tJ~1 "11~uA'1tl~,rnnnJ1tJ~~ "11 

~uA'1~LUU"'lLLf1U'tl~,r~tl~,rn1 t"tJlutl~,rnn!U1 ~1)J11Cl~",:il"11~UA'1~1,"fu~uA'1LLfl: 
~fl"ntu.,r,j1~1 'tl~tl~,rn1 ~~LL"n,j1~"1n"11~uA'1tl~,rn1'~ t"tJ~"11~uA'1tl~,rn~:LUU~~~ 
1i'ltJl14qtJl'[nrl~1)J11Clrl1","1'~~~~tl~,rn~:"~)JtltJl,n~ t"tJilflnt7tu::rI"'1tJritJn1~tl~,rn1 
,rU1 114ityC\l1. (Promise) ~~~~~":"~)JtltJl14LLriqtJl'[nri ~~"11~uA'1tl~,rn~ilrl'l1)JLL;~LLn1~ 
n":il"'lu1i'ltJl14qtJl'[nrlLn"rI'l1)JL~tl~tllun11,,,,~ul,,~tl'"1tllf~fl"ntu"'tl~tl~,rn1)J1nn~1 
"11~uA'1'tl~tl~,rn7tlu1 

tl1"~ tu'~~1 "11 ~U~1tl~,r n1~1)J11Cl~fl~ ~l" ;il14 Ln ,,~uritJtl~,.r n1 'II t"tJ "11~UA'1 
r .I .. ::' , .I r ::. .. ... r -I ~ f.l .. 'I.J ,It. I" 

tl~rln1f1"uutJtl)J)J1~1nn11f1tl~rln1UU1 )J111Yfflm~ttu LLfl:'tlLrttJ~tl~",n1f1" ~U¥1'lU"tl ~u,,~ 

_ ".1 • .I... ... r r ... r r It. I" -I ~ r 
":tlfitJ1tJCl~u1:L"ULntJ'lntJLtlnflnt7tutl~rln1111Yfflnt7tutl~rln11'l)J ~uCl~"!ItlLrttJ~'tl~~"'n1 

~~LUU~'lutJ1:ntltJ 3 tJ1:m~~n~ntlitJ1tJf1"LLf1uriUtl~L~)Jtl (Dowling, 2004) 

hjL~tJ~LL,j"11~uA'1LVh,ru~~1Lilu~tl~~f1~Ltlnflnt7nr"11~U~1114ilfll'l1)JLL"n,j1~ 

LLfl:t""L';u'tJn~1~LL'ti~ lu~'lu,tl~tl~..rn1Ltl~ m1~fl~"11~u~1tl~..rn1114ilLtlnflnt7nrnLilu~~ 
~il"''l1)J~1~ty'W~~'"titlU'tJn~1riu tl~..rn1LL,jfl:tl~,.rn~1Lilu~tl~iln11ri1,"u~Ltlnflnt7nr'tl~ 

r 'I.... ~ iI -I.. ... -1.1 -I ~, r It. 1111 
tl~flln1 ~,")JfII'l1)J"lII'IL"U LLfl:L U,"U~L"mnu LYftlVm11fltlfl11¥1~"1~1 tltln~1ntN"'n~: ~u\l 

~tJl'[n 1'1 'IIIJl1)J~ ri1,"U" 'ttl LLfl:Ln ~LilUI11Yffl nt7nrtl~,.r n1 (Corporate image) 1 U l",tl~ 
" -~ _ .I.." ~ ... r r J !'l .I 
~tJ1L11f11f1)JfII'l1)J\ln"tl~L,")J1:fl)J Utln~1nU Ltlnflnt7tutl~"'n1 (Corporate identity) "!I~LuU'Yl 

" Utl)Jfulu1:"tJ~1nfl~:"1i'ltJl14tl~,",nnrU1 ilfll,)1)Jfl1)J11Cllumni1m1LL'!i~iuritJ~LL'!i~lu 

"fl1" tfln 'II ,r~u~1i'lUfl11~~tlL~tJ~ 114LLritl~..rn11u1:""tJu1U1"!11 ;ltlnll'lu 

ii~14"''l1)J,")J1U'tl~~1~1 "Ltlnflnt7nrtl~,.rm" (Corporate identity) 'ttl,"fl1n,"fl1U 

LLU'lf11~~'ltJriu tl1Yi Dowling (2004) ~nfi1'l~1 Ltlnflnt7nrtl~,",m ;itl ityflnt7nr LLfl:m1~~~tl 

tl~ '"' n1~lf L ~tl1:1J fII,)1)J d1utK') "U'!ltl~tl~ I"fn 1~tl1J fII fIIfl~,) 'ltJ ~~tl1~tJ1::ntltJ'ltJ ~')U ~tltl~ '"' n 1 

Lfl Ln ~1 LtJt7tu1 ,"1tlLFi~tl~LLtJtJn11LL,j~mU'tl~YfUn~1U Lilu~u ~~Ltlnint7nrtl~,.rnril~::"1i'lU 

ltXfllu~')'ltJFnLLfl::~~~1tl~,.rn,.,rU1 'l~ Ltlnin~nrtl~I"fn~~utJLilu~~~fl::ntlufII,)1)JLi:lU"Il~ 
iI ... r ... r.l.. .I.. -I ~... ... .. r 

LLfl:fII'l1)JL ULtlnflnt7tuLllYf1:"'l'tl~tl~fllmf1)JfII'l1)JLntJ')'tl~L"!Itl)J ~U~ntJI11Yffln~tutl~flln1 

1'l)J~~~tlL~tJ~tl~,rn1~1Uf11~m1~tl~11tl~..rnniuLtl~ (Gray & Balmer, 1998) 

Argenti (2007) nfi1'l~1 Ltlnint7nrtl~,.rmLilum1LLfl"~tltln~fl1)J11Cl)Jtl~L~U'~'tl~ 

UM ~~~~~1u'ltJU~~tJl'[nfll'Yl1~~tl'tl~tl~,.rm (Name) LflLn (Logo) fII;l (Motto) ~U~1LLfl:: 
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uln"l1 (Products and services) f)"Ir1"11"mU~ (Building) Lrl1f)~L;fJU (Stationary) Lrl1fl~LLUU 

(Uniform) LL"::f).:!rfur.:nf)ulr"lU~U1 ~""I).1"11t1(U~f).:!L~.:!'Jn"1"I~4ut"fJf).:!rfn1 LL"::'Jnaf)""I1 

f)f)nLuu.:!~u1111r1~'lupj1.:!1 ~.:!"'i.:!"'1n~~u;tnrlLlrfun11af)"11f)f)nLULL"''l n",::iln1",1"I.:!n11 

fuflu"1).1~Ul1U'f)':!;f)rI'l1).1pj1.:!1 ~f).:!rfn~.:!~1Uf)f)n).l1'tutt1LLuu~"1).11m(U~f).:!i).ler"LIr 
LL"~1n~.:!~~ultnrlfuf.CrI'l1).1"f)IIr1"'f).:!nU~~~f).:!rfn~1n11af)"11f)f)n).l1n~::~1l~ 
Lf)nim~n!'f)':!f).:!rfn"rU1 ilrl'l1).1L.iu;II).11nE.:!4u LLpj"'1nn11fuiLrlfJ'lnUf).:!rfn11lf).:!~u;tnrl 
'W"f)IIr1"'f).:!nU~':!~f).:!rfnmfJ1fJ1).1~f)"11f)f)n).l1 n"'::~1't~Lf)nin~n!f).:!rfn11l111r1'l1).1;IIL"'U 

~.:!~" 't~1l1"in~n!f).:!rfn1 tiULUUll1""::';f)U'tu't"'1Itl.:!~u;tnrl LLft::lifllUrI~~ilpjtlLtlnin~nr 
tl.:!rfn1ilrl'l1).1LfltlU"1.:! ",1tlClIILU"'1nrl'l1).1LUU",;~LIr 

Melewar LLft:: Saunders (2000) Llrnri1'ln.:!Ltlnin~nrYl1.:!A'1U1l1"1Itl.:!"11~U;r1 

tl.:!rfn1 (Corporate visual Identity) L<l'l1 Luun11'tftf) icuin~n! ",1f)t"Wi Pl'ltinlff ~ LL":: 

"tftLLnu'tun11~tl"11nu~u1111r1~1UYl1.:!YI;"'fJ~UrI.:!~ (Fixed asset) 1Itl':!f).:!rfn1 L'IIU tl1r111 

..I ; ".1' ... oJ oJ oJ ... " ",~_" .. " 
"muYI fJ'lllfJ1U"1"'U:: LLft::rI'l1).11')).I).Itl"1U~1n"'tlU1 '!I.:!n11~tl"11nU~U1 u I "'"'lfJn11 ~'!I 

Ltlnin~n!tl.:!rfn"ru"'::'II'lfJL~).IU1::~Y1fi1l1"'t~nUn11atl"11UtlnL,,,i1tl"'1nn11't;~'lU~").IYl1~ 
n11"ft111LYifJ~tl!h~L;jfJ'l tllfJ Balmer (1995, as cited in Melewar & Saunders, 2000) nri11) 

t)1 tl~rfn~1n",pj1~1 'tuiJlit,UUpj1~",::",Unn~"'I)1).1ri1A'CU'tUn11~UU"'fu~u':hLLft::U;n11 

1')).1 Lun~ LL~un",1tl"111 1Utl!J pj1~1 1Itl~tl~ rfn1 LU U~ ~U;111 fIIi'l tft n A''l!J n1 1111 !Jll1"~ LUU 

..... "!'I""" !'I ... 't ~ ..." ... ~-Ltlnftn~N'tl~tl~ fIIn1LuU"'U~ LII!J'l L"tl fII'l1).1 LlJULtlnll1" LLft::YlN"ft~ Un11~tl"11nU~U1 U I'" 

'N::~ van Rekom (1997, as cited in Melewar & Saunders, 2000) nri1'ln~ 
... .. :t" 1I.1"!'I ' .. !'I ..I"... .. 

fII'l1).1"').I1!J1Itl~ Ltlnftn~N"11¥'lU"'1 L' J'l1 LlJU nq).l'tl~ fII'l1).1"').I1!J'!I~ LuUYll'"ln LLft::tJn" fII'l1).1 

• oJ ~ ".1' ... ~ " ... ~ - 't..l.,/ ... .. :t" 1itl'l1it1 LLft::L"IItl).l ~!J~ L'1 ,,'l!Jnu ~"fJ~U1 U IfII U'N::YI¥'l'lU~~)J'tl~ Ltlnftn~N"11¥'lUfII1 .. 
(Corporate identity mix) UU"'::U1::ntlULuIr'l!J t)N-JUfin)Jtl~,(n1 (Corporate culture) 

"'l~n11)Jn11LL""~tlf)n'tl~tl~,(n1 (Corporate behavior) "111'l::Y11~n11"ft1" (Market 

conditions) nftflYlfi (Strategy) ~UA'1LLft::U;n11 (Products and services) LLft::n11atl"11 

(Communications) 1'))Jn~n11flflnLLUU (Design) ~~fl1litnri1'l1~t)1 Lflnin~nrfl~fifm hjL~ 

"').I1!JfII'l1)Jn~n11flflnLLUU~~~LUULtlnin~nr'fl~tl~,(n1LYimflu1~L~!J'l "'1nLLpjLflnin~nr 
fl~ ,rn"ruti~il "''l1)J''')J1!J1'))Jlun~'Vln1 ~.:!,tl~tl~ffn ~ ~~~Ylfi"ft Pifl n11L~~ L ~ULLft ::fII'l1)J ~ 1'1 

'tl.:!~u;tnfllpjtltl~ffn1 ",1t1LUU~~~"~tlU'l1tl~ffn"rU1 ilin~N::L'IIu'tll il'''~~''')J1!J'tUn11 
1ii1LilU~1UtlU1~11 LLft::iln1~1~1nIitLrl!J'lriUtl::lniuLtl~ (Olins, 1989, 1990; Birkight & .. 
Stadler, 1980, as cited in Melewar & Saunders, 2000) "'~UU Ltlnin~nrtl~ffn~~LuuiJlit(!J 

ri1A'CU~Yi1"'U1~~fl~fII'l1)JLL"npj1~LLft::tllllLj;jU't~riUtl~,rn1 i~ti~'i'l!J'tun11"fl~111"in~Ml 
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~~~~fl~~nU~~1~~1~~~~'~~~n~1nfl~~fn1~~~1~~~~~~n1~~Ufi~Ufl~'~~~~~1~ 
'~~~~~nnlrK~~n1~~'t16~~n~1 7'l~i1~n11U~~~~~n~i~~~~~~1fi11ru,U ~~!i~~ri~r.lfll~ 
~~~nnl~~1~'~LU1!JUL~U~~U'li~;u uJ~~U;tn~~1~11ClJl1~~uni1~L~nin~ru1uu~~~,j1~1 .. 
'~~~n1 'WL1l"1~L"~~W'iiu~1ufl~U;n11L\'huu uIi6~~~1!J7'l~i1~Ut!JU1~~1~~1Ui~~~ 

~~Ufi~ Ufl~ ... 'itJfi~'~~~~~n1 t~~L1l"1~~!i1~~~L~n(n~nr~~,{n1t1~ri~r.lftt11rrruPi~n11 

.r~ftul ... ~~,~~~u;tn~ n11t11~UjUn1ffi~YlU t~n1~lun1~1~~1u Uft~n11L;jutJl'~~~1n ... 
... "././ ~... , l.l' ' ".l' ( "'1nUnft~Ylu Ufl~~~Ln~~"D~~nU~~rln1 UI"I1UJI'N1 ~nl"l~~ Melewar, Karaosmanaglu, & 

Paterson, 2005) 

Cowking Uft~ Hankinson (1996) ,;ruti~L~nin~nr~~pfn1~tlmtiu 3 ~~~t11~n~u 
.. ..... 'i}.1'. .. '.1 ././"..., ... 
"'~~nu fII~ 1) IN" ,.~nfJU"'1'U/l1ty (Visual) fII~ ~~rlu1~n~U~Ln!J~'D~~nU~~rln1flU~'nJ11Cl 

~~~L\4U'~~~!JJl1 ~1ii .r~ftU~1L~~ U1".nru'rf ~t1n1nrt11Un~1U n11tlJ~ru1 Lrl1~~uuu 
"un~1U ~1~~1r111~Cl1U~'tl~UmUfl~~~~n1 LtlU~U 2) fJ.J1(tI,.~nfJul1'uty'l~n,.nJ 

(Behavioral) ~~1~i1~ "CJ;jn1ffi,j1~1 'D~~~~~n1Ufl~"un~1U1l1!Jlu~~pfn1YJn1~~u-iu ~~ 
... ::.. • ..J ... .,,, .. ~ ~ ~ .. 

~~1!J7'l~Cl~~~n11n1~~1Ufl~~1~",~lflUn11~~~11nu~u1tnrl ~~flltl1~n~UI"l1UUt;lj~~ 

fII~1~t11rrru~!i1~~~lun11~11~L~nin~ru1m"''''Ll'iu Uft~Ln"'Ltlufl~1)Jtl1~~ult;lj t"'~Lll"1~lu 

~1nt;ljlJ;n1~~~~)jtl!ii~~ufinu~u;tnfll)J1mtlu~LrI~ Uft~ 3) fl'JI(tI"~nfJU;1U?~Ufi""U 
fJ.J"n: (Corporate culture) ~~ fl~pftl1~nfllJ;r1U~Ul1UUft~t1fnru1~fl~pfn1u~LtlU"vtintl!itm 
... , ,/,,1.1 ~ - .... !"I ~.. ..... ... ...oJ ... II.!" 
'lIijJUfi11)J~~flln~~ 1~a~fiI11"t;lj~J1~~)JfII'l1)JLuU"vtU~L~!J'lnU )JLflnftn~ruwD~Lt;ljU Uft~~)J 

, ... _ .t " ' 
fII'l1)JUJ1nJ11~~1~'lIijJUfi11)JLn"''DU1l1!J ~Ufl~flln1 

~'lU Malewar Uft~rlCU~ (2005) ,;rnfl1'li1~fl~pftl1~nflu"vtin'!lfl~Lflnin~nrJ111ftuA'1 .. .. , 
(Core components of corporate identity) Hvi~ftU 7 fl~Pltl1~nflU;r'l!Jnu ,;run n11~fl~11 

'fl~fl~~n1 (Corporate communication), n11flflnUUlJ'fl~fl~,rn1 (Corporate design), 

1'IijJUfi11)Jfl~,rn1 (Corporate culture), "CJ;jn11)J'Dfl~fl~pfn1 (Corporate behavior), LfIIN~l1~ 

fl~pfn1 (Corporate structure), Lflnin~nr'Dfl~~J1~1"vtn11)J (Industry identity), uft~nftfJ~fi .. , 
fl~pfn1 (Corporate strategy) L~!J)j11!Jft~Lii!J~'Dtl~u~ft~tl~pftl1~ntlU ~~U (~Ur.lU1l1'Y4Yl 2.10) 

~,. .. _ .. ./,. ~ 

1. n11f9fJf91nJfNfNJiln1 (Corporate communication) fIItl 'lfin11'Vltl~flln1Ynn11~tl~11 

"tl..! .. ./ ./ .. .. .. .J " ".J '!#... , t ' , ~ 
~ 'oJ~'VlLnm'Dtl~ "vt1tl)Ja'lU ~"'a'lUL\'t!JnlJtl~fln1 uU~~)JJ11~1 '!I~ Steidl Uft~ Emery (1997, as 

cited in Melewar et aI., 2005) nfl1'l~1 Yln1 nt;ljn1ffi~fl~rlnnl~'lufi)J Yln1 tl!i1~~tl~rln1 

r.lflJluft~Yln1 ~11V1tl~,rn1~fl~11fltln'tlfl'lUUfl'lu,jri~r.lftn1~~u,jtln1nuf'!Jtl~~)j~'lU,;rri'lU 
'!# ,:::. .. ~ ,:::......./"".., ,,~ 
L"'!J'tl~fl~flln~~ftU ~!Jn11~fl~1nfl~fl~fln1UUfl1t;lj)Jftn~ru~'Vlfll'lUfil)J ~~"vt1fl'W'~ '!I~n11 
~./ ".l''''''' , , 1 ~ ..... ./ .. ~ .. 
~tl~1m~1)J11Clfll'lUfil)J ~lI'In ~~un fII'l1)J'Y4!J1!J1)J'Dtl~tl~flln1 Un11~tl~11nU~Lnm'Dfl~ ~"!J)J 
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1'"qtl7::«'-3,(L~tlL«''hI«'fNfII'l1)JLf1l''ltlU~7::~~1-3riU LLfl:n1~tl«'1n:1bJ«'1)J11Clfll'lu~)J1~ri 

~tl n1~tl«'1n:1tl-3,(n1bJ~i-3l"llll~~L~tJ'lftl-3fuf,j1-31 'Dcu:~~ilri'lu1~ri'luL~tJriutl-3,(n1Ln" 
n11fuf1~LfI-3t"tJU-3LtiClJ LUU~U (Balmer & Gray, 1999) 

Controlled corporate 

Uncontrolled communication 

Corporate vIsuaIldendty systemI 

AppIlcadon of CVIS 

Corponte phi1otophy 

Corporate ",ldellna 

Corporate history 

Founder of the company 

Country of origin 

Subcultures 

Corponte behaviour 

!&npIo)ee .......... 
Management behaviour 

Bnnd structure 

Orpnlsadonal struaur. 

( Olfferentladon stntelY 

Corporate 
communication 

Corporate de.l", 

Behaviour 

Industry Identity 

Corporatestratezy 1-------' 

-I 
'Vl)J1: Melewar, T. C., Karaosmanoglu , E., & Paterson, D. (2005) . Corporate identity: 

Concept, components and contribution. Journal of General Management, 31(1) , 

p. 62. 

::..: .01 -I 1" . 1..... .. 'Vl-:JU n11flflfl11Y1«'1)J11Clfll'lU~)J I'Ifl1"'fl1)J11ClLLU-:Jfltln "fin 3 t11:Ul'YI fllfl 1) n11 

ifJ"11Li.m1M~n11 (Management communication) ~-:JLtlUn11~fI«'1n:1~1A'ClJ~~"'DtH 
f1-:J"n1lun11~f1~-3Lih~)J1tJ ~itJ';rlU LLfl:;~Ufin"''DfI-:JfI~,)n1 L~f1fll1~n1Yiinttnr~u1Yi~ 
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t1111tlU1\\\'LLnq~ii-'')u~-'')\nafJ~~\UJlMltl~tl~,(n12) n1rifJ"1m1.m11"tt1~ (Marketing 

communication) ;~L~fJ')nurilJn11~tlft11L~tltl1:'I1iJJnutf~,)fJ~fi 1'i1~1 '~LLn n11 ttJ~CU1 
mru1:'I1iJJnutf n11"fl1"'VI1~"N LLfl:m:("n~nnJJ~~Lft'hln1n1fJ LtlU~U t"fJii 

l' "'ltl1:ft~,n Un11ft;'~.n1"i n~~U1;;~"tl \~ \\\'rilJ~U~1 LLfl:lJ1n1ntl~tl~ ,rn1 ;~~:~~~fl 
~_ ' ... _f: .r. '1.1"1 . ..I ./.,J.,J ./.... ,. 
~fJ1')JJ"tl .n1"fln~"~~rln1~" ~U'VI~" LLfl: 3) n11"fJ"1mLn!J?LUfJ·mUfJ~,.,n1 

(Organizational communication) ;itl m1~tlft1n:wi1~tl~,rn1LLfl:qii~,)u'~~,)ULafJitnuiu 
rilJtl~,(n1\upJLLlJlJI'i1~1 (Melewar et aI., 2005) 

2. n11fJfJnUUU'fJ~fJ.Jtfn1 (Corporate design / Visual identity) n1nltlnLLlJlJ'tl~ 
,. .. ...,." ,. ::. .r ..I " , 1"'" 

tl~rlm "'1tlLtlnfln~cu"1u.n1"'tHtl~rln1Uullil:tJntltlnLLlJlJ'UL"tlft11~rI,)1JJLL"n"1~ ,..nlJ 
... .,... ~ ~ ,,~ .....J.... ... 

tl~ I'In 14I'l ntl~ rlm~ LL'~ 1')JJ'VI~ LlJUm1ft:'VItlUtl~ ~ CUII'l" LLfl:ft tl'lU:'tl~tl~ 1'1 n1'VlJJ 1'1') 'l JJ'I "L IliIU 

t\\,rilJq~ii~t;}UL~tJt;}ftl~'~ruf ;~t"fJJJ1nLLflt;}Ltlnin~nr'VI1~~'lu.n1"'tl~tl~,(nnrnllil:t11:ntllJ 
't1~t;}fJ 5 tl~,rtl1:ntllJ,..in ,;rLLn ;tltl~,(n1 fttflLLnu tfl tri,..ffiicyin~nr a LLfl:in~cu: 

P1')fimm..J1:"'ltl~,(n1 (Melewar & Saunders, 2000) utlnllil'lnd n1nltlnLLlJlJtl~,rn1t1~tl1~ 
.. ..I::' 11 ~ ," ,. ..I " 

"'JJ'lfJ1t;}JJtl~ ftmu'VI"~ LLfl:fttl'l "fJn11JJ'tl~tl'lrl11~~ntlft11~'tl~tl~rln1'Vlft'lJJ11tlft:'VItlU 

I'It;}'lJJLi]uLtlnin~nr,tl~tl~,(n1'Min;rt;}tJ L,juL~mrilJn1nltlnLLlJlJlJ1nLLI'i~.n1tJtu LLfl:fltln1nl' 

..I .. ..I ..I • 'I"" , ~ .r"..I, .. 
Ll'lnl~JJtltlU1 'VIft'lJJ11tlJJtl~L"'U~I'II'It;}fJ"'l L'IU m1~tJ~CU'l Lfttl~1LfII1tl~LL"~n1t.1 ,..nllJ", 
... ... .. 
.ncu'rl"1~1 'tl~tl~fllm 

3. ?ItJUf111UfJ.Jtfn1 (Corporate culture) "'JJ1t.11"JJJn~~cuf'i1"'in (Core value) 

"q~nnJJm1LLftl'l~tltln LLfl:rI"J'lJJL;tl~tl~,(m~l'Intltl~lJ~ fl"JULLfl"JLLlJift1JJ11tlLLftMtltlnn~ 
1'~U1inJJ'tl~tl~,(n~Li]uLtlnin~nrLll"'1:'A'~~~u ;~tl~,rtl1:ntllJ'VI1~A'1u1'~U1inJJtl~,rn1 .. 
uutT~ijfll"J1JJ"'JJ'lfJfIII1tllJfIIf1JJ't1n~t1;'CY1'tl~tl~fllm ~CUf'i1 ,..inn11 LLU"Jutt.llJ1t.1 tJ1:~m1 

.. .. ..I 
ntl,r~tl~,rn1 qntl,r~tl~,rn1LLfl:t11:L'VIfI\LL"'fl~n1Lill'l,tl~tl~,rm "fltl"IliIU1'~U1i11JJtitlfJ 'I~fl"JU 

..I .... 
~~~'VIfi"'fll'itlm1n'l,..u"pJLLlJlJ1'~U1i11JJtl~,rn1'VlL"'JJ1:ftJJ,j~~u (Melewar et aI., 2005) 

tl~,rtl1:ntllJ~ 4 "'lMnnU'fJ.JfJ.Jtfn1 (Corporate behavior) "q;tnnJJ'tl~tl~,rm 
__ J'... I:::.... ::. .... .J... • 

Ln C;\'UIliI'l n"'q IJ1m1JJm1LL~ C;\~tltl nm~1 'VI~"'2.J ~'tl~tl~ fIIn1 'VI~"'q 1J1n112.J'VI2.J m1m"'UC;\'l1~ LLtJU 

'I ".. " ...... ,. ....I...r ~ 'I.!'I " .. 
~t;} LLfl:2.JfII"J12.Jfttl"fIIfltl~nlJ"J~ufin2.Jtl~fllm LLfl:"'q"nn2.J'VILn"'!JULtl~ ~c;\t.1 ~ ~"2.Jm1t;}'l~LLtJu 

.. .... ..I"... ...1..1 "...,. ... 
"q"n11JJ'tl~"Un~1U"':LntJ"J'tl~nlJn1:lJ"Jum1'Vl1~1U'VILnt.l"J'tl~nlJtl~flln11Jtl~."un~'lU .. 
LVi'lUU (Melewar et aI., 2005) 
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.. 
5. 1itN""~fNlfn1 (Corporate structure) trlN~Yl~'!Itl~tl~,rnNU~::l.11::ntlu1tl~'ltl 

t~1~~Yl~~Lri!J'lnUtl~,rn1 (Organizational structure) LLfl::trlN~Yl~~Lritl'lriU"11~U~1 
~ ". I J' ..... J. ~ ... 'I.!t 

(Branding structure) 1'l"'Cl~tl~~u1::ntlUYfU31U'!Itl~Ltlnflnkttutl.:Jrln1 L"t1tl.:J~m"1.:J1 ~:: L'D 

nfl~Yltf~1U"11~uA'1LV:tl"Yl~~'l1"'LL"n.h~LULL~U'lnL\\'LLritl~,rn1 (D. Aaker, 1996) ~.:Jtt 
Olins (1989) U'tliU1t1il.:Jt~N~Yl~'!Itl.:JLtlninktnrtl.:J,rn1'hiltl~~'ltlnu 3 pJLLUU 1~LLri 1) 

r~N""~~,iiuud~~t.J? (Monolithic structure) "''''1t1il~ n1~tl.:J,rn1L~tlLLfl::pJLLUU'Dtl.:Jn11 
tltlnLLuu.h~1 ~ilinkttu::L;i!J'l "'1tl"'1"'31UL;itl'lriUtlth.:J~~1L~"'tlLUn1~11~Ltlninktnr 
t ,.,' .. .01 'I.\, ~ l' ..I..,. :. ~..1 • '11' ,., .. ~_ '.s, .. ..I 
"'LLntl.:J~n1 LYftl L'M"11r.Url1Y1'D"L~UUU1 L1JUYI~"~1 L"'!Itl~~U1ul~'VJnnq"'Lu1"''''1t1 LLfl::~YI 

..I "'.J' l' 1'_..J...1! .. 1'_ ... .. 
Lnm'!lfl.:Jr.'lU"1.:J1 2) '~Nf9T1~'Y/Lf91"'L'1I1"'1 (Endorsed structure) ~fl n11~TI.:JLflnflnkttu 

"11~U~1 t"t1 L~tl'Dtl.:Jtl.:J,( n1L~1'" L;1 riU~fl'!lfl~ m;",~u~1",1tluln1 t'IItl.:Jfl.:J,r n1 L V:fl~ 11.:J ~'l1'" 
U1L~tlilfl L\\'LLri~U~1.h.:J1111t1U'''11~U~1fl.:J,rmL;itl'lriu t"t1tl.:J ,rn~Lt;fln L~n1~11.:J 

... .. .. l' ~ 1'- ..I .. 11 ~... ..01 ~,., ....!II..It.:' 
Lfl nfl nkttufl~ ~n1"'ltl L~N~ T I.:JYI L~ffi L 'D1"'1U "'n~::"''Dfl ""1r.UfII1tl.:J fII n1'D.:J LlJUYI 4' n LLfl:: 

t1fl",fuLun.:J~"'fl~LLfl'l LLfl::uM~fl,m11LL~".:J"'1fl"fln~11'1'l1",ilflltu1l1YfLUu",rl.:JL;itl'lriU'!Ifl.:J 
~U~1Pi1.:J11l1t1LUfl.:J,rm L\\,ilinkttu::~L~fl",ttl.:Jriu t"t1'Wn1::4'''n1::~1t1 LLfl:: 3) r~Nf9noJ 
..J... ~.. .. ..I .... 'I..... ~ .. ..I , ... .01 
LmJ?n1J"11r.U~1 (Branded structure) ~fl n11Y1fl.:Jflln1Lflfln L'D'Dfl"11r.UI'I1Y1LL"n"1.:Jnu LYffl 

~ 11.:J ~'l1'" LL"n ;i1.:J L \\,riu~1",fu~uA'1 LLPi fl ::tl1::L1lYl ",1fl Luun 1nl1 L~Ufl L fl n i nkttUfl.:J" mc.hu 

~fl"11~uA'1LllYf1::~CJn .r.:J~U"'1 L"',j t"t1'Wil~'lUL~fl'" tfN 1tl6.:J~fl "11~UA'1fl.:J fOfn1 L~fl~11.:J .. 
fII'l1"'LL"nPi1.:JL\\,riU~U"'1~1.:J1 ~1n~LL,j.:JiuL\\,riu~nA'1LllYf1::nq", t"'t1t~Nt\11.:Ji1",VhtlU~:: 

,.,..1 ,., .. ~1' 'tl ' 1'_~"''' LUUYln11t\11.:J'Dfl"11r.Url1LL"fl:: 1::L1lYl "'1nn'l1n11t\T I.:J"11r.UI'I1fl.:Jflln1 (lnd, 1992, as 

cited in Melewar et ai., 2005) .. 
ci"''''1 6. LfJnti'mynr,fNfJ"f91un,.,.", (Industry identity) fl.:JfOftl1::nflU~.:Jnfh'lU~:: 

nfh'lt11.:Jil~inkttu::L~U'!Ifl.:J~"~1"'n1ffi,rU1 L'liU n11LL,j.:Jiu 'DU1'" ",1flt1"11n11Ltl~t1ULLtlfl.:J 
Pi1~1 ~il~YlfiYfflPiflLflninktnrfl.:J,(m ~.:JLflninkttU'Dfl.:J~"t\1"'nl1",tt~::t\1"'11Cl~.:JCJflm::Y1U 
Piflfll'l1"'t\1"'11ClLUn11t\11.:JLflninkttUfl.:JPlm1;r L'liU n1~tl1::'D1'Duil~fIIUI'I~LUL;.:JfluPifl~1n~ 
J1)j'U ~fl1~~.:JCJfl m::Y1uPifl~.:J LL'l "'flfl"',rU ~ fIIUI'I ~LULL~flU ~.:Jnfi1'l ri~::~.:J CJfl n1::Y1U ~flfl.:J film 
..I" .. 
Y1tl1::nflU~1n~U1)j'ULLfl::iJt""Lfiu""tl~'lU ~.:J6.:J~.:JCJflm::Y1U~flIl1YfinkttUfl.:Jflln1 LLfl::~hL~ 

tl
..l tl ..... ... It.!' ..:..r!ll ,., 

n11L flUULL fl.:J Lflnflnkttu'Dfl.:Jfl.:J I'In1Yl1 L"mmJ1nu.:J'DU LuU"U (Meiewar et ai., 2005) 

LLfl::i1"'';1t1 7. nftfjY1{fJoJlfn1 (Corporate strategy) nfl~Y1fifl.:JPln1ilflLuULLUULLCJUt1U 

LUU~U31U~1f\cyLUn11r11"'u"'1'''tJtl1::t\.:J,rLLfl::nfl~Y1fiPi1.:J1 'Dfl.:Jfl.:JPln1L\\'~1"'11ClLL,j.:Jiuriu 
~ LL,j.:JYl1.:J~1n~ LU"fl1" 1;r L rlfl.:J~1nnfl~Y1fifl.:J fOfn~::iln11r11"'U",il~~.:J~fl.:J Pln,.,!U1 ~1n11CJfl" 
CJflr11 '~t\1"'11Cl~1 1rK LLfl::n11fuf'Dfl.:J~ L~U'l;rfl.:J~il Piflfl.:J fOf n1 ~.:Jtl1~nfi1'l 'rK~1 nfl~Y1fifl.:Jflln1 
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t'fU"t'i"~U1't'GJU~U~M.LlIt'~LI1L!\I1Gfi ~~uJ't'GJU~u~UG'IlWl 'UJ't'GG!4tstl.lI.ru'LgL\) 
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1l~'tl.t~~~tl.t~ts~G£.K 'LK!,.I1~ tl.Lt'U,ttM. tl.a.ru'LgL\) Wlll:'I1~tl.Ll'~bL~rq.l.t'L!4f\t~tl.VUJ't'G 
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'LU~~ 'LUb\;!tl.U'L~'LUI1I1"~'t'~I1U 'UJ't'Gtl.Il'L~1I1U~ Lt'L!4t'~~~" l1"gtl.l1fI~ 'l1"U~UM. 

'IlLI1Il'tI. 'IeIWttl." 'ru~u~tb~ 'M.LlItI.L~tI.' t'1A. tl.G'UWt'GULbm t'LIflUIfl"IA.I1UllleIl,uwt'G ~ -~ .. ~ -i"1t -:: ~ ~ I"", ~ ~ 

tl.1l' I1LtW t'~UGGt'''' \)"'LUllleIl 'U1't'Gt'GII.~LM.tt'~ru~u~~~" IlLI1Kt'~'" ~ L!-,rut.. t'~UGGt'''' \)" 

1A.t-~tl.n'~~UWt-Gru~u~UG't'a. (LL6 ~ 'Sa!ln5Je~) 'UWt'GI1UIl~1tI.t~~' tl.t~I1IA.~~~" tl.tJ.t'~UtI. r-f''' ...... ,. r ... ,. ~ r-"'k r"'r-I'I ,. 

tl.a.~tI1G~ tl.Lt-U,ttM. L~Ur; tl.a.I1"-!J"~~tI.~ tl.a.ru'LgL\)G!4'UJlt'Gt'GlI.tl.lflt~tl.Ll'I1LtWt-"'\)"'LU 

tI.~UG~"UJ't'G~ Lt'L!4'LU~~t-GII.I1U~t'l G~~'UJ't'GJU~U~UG' L~~LrU\)Il"'ltL~UbLG 

GI1\)'~~UWt-Gru~u~UG't'GII.M.LlIfUW . ...... ,. 

1114~''''~~~'''LU'''}'LUtI.~U~Kts~~'' t'fu"t'i",t\\,uJ't'GJU~u~UG't'li\)'LUtI.\tbJlL~I1Ltw 

,t\vtW t-~ Lt'L!4'U J't'G tI.,ttt-1" tl.tJ.t'~'LUtl.L.lf'tI.\ M.LlIIlU.l'I1~"LUt'~~~I1U l.t'L!4 ~\;!'~W LlIl1ll~tI.~ 
" , 

JtI.~I1JI1LtWtl.L\)llt!lo~~" b\;!'~W L~lfltl. \ t'I'o" ~ 111ltl.jot'I'o'" LUtI. \ ~LI1L\) I1LtW~~" M.LlI!IA.~~'~ 

11~'llt!lo Lt'L!4~\;!,~tl.L.lf"LUtl.U'L~'LUtI.\\)\t'f~1I1LtWI1~'llt!lot'9,uJ'NtJU~u.fUG' pUL~UGtI. 

Ltl.G~u,~,U W t-GI1U l1um 'U W t'GIlLIl""LU I1Gm t'G~W '" G\)IA.t-LIA.W IA.tI.' m tl.n"uu t-GI1Ugtl.l1fI tK' ~ _ ~ .. I ".. ~ .. ~:c ~ _ It/"..... 'T .. " It 

11!.\)' Ilt!lot',Li t'~ tl.Ltl.tLIl.lf'~ 'u l' t-Gl1ll H t-~ M.LlIfU t.. ts~tl.Lt-t-'" ~ull1~'~~" L~'\)'LUtI. \ 'U1' t'G 

t'GII.U'LI1L\)I1LtWI1~'llt!lo M.LlI!IA.~~'~ts,t\\tl.Lt'L!.A'LUtI.\'Ujlt-GtI.\tl.Lt'U,ttM.l1ll,t\\tI.~~,ut"" , 

11M.1IltlL~~Utl1t'1L1tI., m tl.n,~~" t-'U" t'1I." I1LtW I1IA.£UW t'G" '~U~UG' LtGa.,tl.WIlL~KIl"'l ,uwt'G :-r-c: W-k" •• ... ,....:..-,.. .,. ... 

t'GII.'i'L~I1LtW~tL~'LUt-GlI.tl.L[tI.~Il}~Lttl.D'I1,ttt'fU"t'i"~UJ't'GJU~U.fUG' L~G~'ULl1tI.t,a 

'LULa.~U~~"'l,UI1GU~,~~t-~ l,~l1M.tI.,tttl.lll.t-L!,I1U·UKl,\)lfltitl.Vl,UI1GU::£~~t-GILt-Gl1l1n 
" " 

f\"UWt-Gru~u~UG't-G£''''Wttl.''I1UtBU' (9OOl) ~ruw~~" JeMala~ t-GILIl~Ul,U~t'lUl,~ It ~ ~.. ~ -.. r-... 
(900l "Ie la JeMala~· 

ul pallo se 'l66 ~ 'PUI :696 ~ 'uruQV) 1,I1UGG LtI.~uJ't-GM.l,lIu~whGtI.\)'l,tul,UtI.~l,tlKL~ 

~~~'UJ't'GJU~U.fUG'~~" (uolleZIUe5Jo 9ln JO A}lIeuoSJad) 'UJ't-GM.LlIU~wht-GILt-~Ktl.t,atl.D' 
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L~fJ1.1n~Uft'l Unn11"fl1~,rnllil::Ln~"''l1",iu~U1::\4~1~''''l1'''\4'''1fJUfl::n11'f~1U'tl~ 

~1~1 "1l1Ytftm:tnr~"n1" (Corporate Image) Ufl:: "~tlL~fJ~tl~"n1" (Corporate reputation) 

... ".r ~ ~. ~...... 1.1 ~ ... _f"( ) 
tl~L"",tl LUtl~"'1nUU'l"'~TI~~tl~I'~U)J"''l1'''LnfJ'lYtunuU1~ 1::n11 ~~fJIl1Ytfln1:tu4 Image 

~UIIiI::\4"'1fJil~i~~tl~1l1fJUtln LUUrK'lUYlU'tl~"11i1UA'1\4'1tltl~"n1 ~~LUU~fl"'111i11n 
n1::U'lUn11atl"1ntl~tl~"n~'l1~U~U'~Ufl'l L'liU n11LtJ1:tCU1 Ufl::n1ru1::'1I1i",liufi,,11 

au;h~~'Jnft~eJ1UYl1~~tltl~rr01 Lfl Ln Ufl::n1nl1L~Utl"ULtl~ (Self-presentations) 'fl~fl~rr01 
~ ~ .. or. ..." .. ) do ~.. "!l 

1'l"'Cl~n17U~~~flflnCl~'l",fJYlr\U'fl~fl~"'01 (Corporate vIsion \1~1fi17CU'1lU 'CU::YI'1IflL~fJ~ 

(Reputation) 1IiI::~::liflU~1tl~rrn"ru1 iln1ruDi"'liufinu~"''''flIl1fJUflnflrh~L7 Ll'lfJ~flL~fJ~ 
., '.., ..... .,::,..,~..... ... ... 
UUIIiI::"'111i11na~YI~"''''flIl1fJUfln'3~ .Cl~tl~'''n1 ~~uu '1ItlL~fJ~tl~"'n1llil~\4"'1fJ"''l1'''Cl~n1ru1::L)JU 

• ~ ... ~ , ~. "~ • ..J 1t~..J "!l .... " , 
f111 \41tl"'1UfJ"'Yltl~"'n1)J ~U~1fJ"1'tl~~YI"'''''lU ~,.",'lUL~fJ ~Cltl~U Ufl::~fIIfIIflIl1fJUflnfl~ fIIn7 

.... "!l f.~.r.... ,~" •. 
'1I~'1ItlL~fJ~fl~"nNUIIiI::'1IUfl~nUn11U~~~tlfln'tl~fl~"'n7YI~::YlflUflfln"'111i11n'"1UflnlJlfl (Word 

of mouth) \41tJntlfJ~1iiu6uIIiI1n~"''''fl'h~11'l''''1.1il~1.11::~Un17nrft'lU~''''''fl~ilnUfl~rrn7\41fl 
"11auA'1 \4'1tltl1I1i1nfh'l L~fJ~tt1'~~1 tl~rrn1~1"'1ffi~f1~1l1"'nrn1:tnlfu'lK 'U'N::~~flL~m 
~uLi1ui~~UJ~1"'11Cl~11~~U'~ u'iLilui~~fl~"01'~fu"'1Lfl~ (Duncan. 2005) 

1l1Ytin1:tnrfl~"'n1'UfII'l1"'\4"'1fJ'fl~ Dowling (2004) ~fl n1ru1::Uju~~1.11::nflU'1.1 
". .. ~ ~ •• , 'I ' .. .J'" ... 
"''lfJnq''''fl~fII'l1'''L'1IflUfl::I'I'l1'''i~nYl~fIIfIIfl'''lJlflfl~fII01 ~I'Ifl~flln7\4U~ L"DUL"'fJ'lnU Bernstein 

~ • ~ ... , , . 1.1 111.1" .. 
(1984. as cited in Abratt. 1989) Ylnfl1'lCl~1l1Ytfln1:tCUfl~fII01'l1 1::nflU L I'I'lfJ11fJfl::LflfJI'I 

~1~1 ~UuUJt1'lU L"'fJ'"I::ilin1:tCU::Li1u"''l1'''1.11::liu'IIiI,r~\4'''~'fl~~u;tnfll ~~Li1U~fl"'111i11nn11 
fuiiC\lin1:tnrj;j1~1 ~fl~"nn11n11~fl~11flfln"'1,r~Yl1~IJlNUfl::Yl1~t1fl'" ~~~U;tnfll'"l:: 
1.11::ntlU~Uft'lU'tl~n17fuiu,jfl::flrh~LrlfJ'lnUfl~rrn1~ULilun11fuiL"'fJ1'l"'LrlfJ'lnUfl~rrn"rU1 
"'~~U 1l1Ytin1:tnrfl~rrn~~\"'''l'lii~~fl~rrn"rU1 L~fl~1"ULfl~Li1U\41flil \41nU~1l1Ytin1:tnr 

,.. ~ .. ~ ... , 'I ~ ~ .. " .. ~ _ .. .. .. 
fl~"'n1"'flfll'l1"'i~nufl::"''l1'" L'1Ifl LnfJ'lnUtl~ fIIn1 ~ U"''l1'''i~nUnfll''''fl~ roiU1 u.fII '11~ Ln~'"I1nn11'" 

t11::~Un11nr\41fln11i~LnIJln11nrLrlfJ'lnUfl~fIi'n11lfl~~u;tnl'l tluilin1;'N::LilulifllUfII~Ll'lfJ1'l'" 
L~fJ'lnUfl~"01 ~~u;tnfllUfl::~ilft'lUL~ft'lUL~fJnUfl~,rn1U~fl::fIIUii",ilfl (Argenti. 2007) ",~,rU 
1l1Ytin1;'nrfl~,rnnfl~ ~u;tnl'l U~fl::fIIU~~fl1'"1il fII'l1)J ulJln ~1~ nUIJl1)Jl.11::~Un11nr fII'l1)Ji Ufl:: 

fII'l1)JLf1'IIiI~il,jflfl~rrn1~1nllil~U1 LilU~fl';1'14fl~rrn7\4;i~1 ~1)J11ClilIl1Ytin1;'nrfl~"01'~ 
\4fl1n\4fl1fJzt1uUU ~~~ufl~nun11fuiufl::lir\UfII~'fl~~u;tnfllU~fl::11fJ (Dowling. 2001) 

Keller (2003) '~nfl1'lil~~1~11l1Ytin1;'nrfl~"n1H~1 Li1UfII'l1)JL~fl)JLfJ~,r~\4)JI'I~ 

~u;tnfllil'U"''l1)JYlN,",1LrlfJ'lnUUM\41tJfl~''n~~Li1u~~~IJl~uA'1 \41tJLilu0~U;n11 ~~ 
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~ t1 ... .1' .. "'~-" .. ., t.. I • .J ., ... ..J .. Ittl" 
~"'tJ n"Uft'l ~1J1ul~~n'il~~m1ru4u1~f)tJ'NLntJ'ln1Jf)~fillmIJl1~1 nf)UY1r.t~L'1l1 ~ ~ 

t1Di~,;ul~1fl;1",,jf)n1Jf)~rlnnrU1 ;~m1rupl~1df)1r.t~1'i11n~~~~1Jltnl'l''''L1tJui~1 
fi'l~~u1L~tJ'ln1Jf)~rln1,j1~11um1;1",,jf)i)J,;uln1Jt1~~fl~U1 ~1flr.t1nri11Jf)mfi1 Ufl~ 

iCUflnMnrY11~1l1"~U1 ~~1Jltn~~1)J11tl'il"'~1'1I (Argenti. 2007) f)!h~hri~ ~fl~'il1n~ 
~1Jltn~''''L;{1't1iltlDi)J,;uln1Jf)~rln1,j1~1 Uft'l m1rufL~tJ'ln1Jf)~rln~ilf)~rif)U~U1~U1 ri 

.. t1.J tI Ittl'" ~.J ... .. ., ., , t1.J tI ., .. 
f)1'i1~m1L fltJUU fl~ ~ 'D~rt~Y1f)~~n1"1~1 "f)~'~~""~'l~ ~un11L fltJUU fl~m111J, 

., .. .. .J... J' ~... t1.J t1.J... J' .l"I t1.J tI It. " .. 
1l1"flnMClJf)~~nmLn"''1luun~f) m1L fltJUU fl~Y1Ln"''1lU~'l1r.t~L1JUn11L fltJUU fl~ m ~UI'l1U 

.J .. J' .... ':'''.l''I .J"',.Of"·"'...I1 1 . 
Y11'1'1lUm1L"'~ UUr.t~L1JU~1L~'lY1f)~~m"1~1 ~U1J'iI'1JU"1~~U~1 ~ft 'iI UfllClJll1"'1lf)~U"fl~'1'I 

i~a~ (Touch point) '1lf)~f)~rln~~1Jltnl'lr.t~L;{1~1iltlDi~';ufi~'ltJ ;~n11~f)~11'1lf)~f)~flln~ . .. 
Ltlu'tI'tuYifllY11~L~tJ'lnU Ufl~ilfill'l1~~~1L~~f)UUr.t~'!i'ltJl\l~lJltnfill~1~11tlrufIl1"flnMnr 

f)~,rm~Lflu't11uY11~lJ'ln'II~1nn~1m1~f)~11Lf)nflnMnrf)~flln1~hum1~f)~111u'!i'"l~L'lfl1iu1 
L'!iU m11;{tSJMClJ1f)~flln1L~tJ~f)!h~L~tJ'l Ufl~'WLl1'rf1~uriL~tJ~1l1"flnMnrf)~flln11ulr.t'1lf)~ 

~1JltnfillLYh~u~f)~,rn1"1~1 fiII'l~'iI~l11~'l1)JL;{11'i1f)!h~cif)~LL" ~1nU"f)~,",n1U~~f)~l11fi11'"l1l-J 
L;{11'i1t1~1l1"flnMt1lilnql-J~u~ilt1'lu''''t1'lULatJ ~1f)iltlDi)J,;ufin1Jf)~,rn11u;;1u"1~1 ruf 

lI'ltJ f)1Yi nql-J~fl~"'1U (Investors) ':4un~1u (Employees) 1'll-J't1t1~'l-J'DU (Community) ;~ 

tl'ltJl-J1nUft'l1l1"flnMnrf)~,rn~nql-J~u~iltlDil-J,;ufin1Jf)~fllmlu;;1u"1~1 rui)j'n'W'1I 

Ln"'~ULl1'rf1~r.t1mf)nflnMnrf)~flln~tJn~f)~11f)f)n't1LYh~u u"trr.t4'tJ;;1U~U1 L'!iU 1l1'rfflnMnr 

'1lf)~t17~LY1f111l1fi11~1Jl~1~nl1~ ~1flnq~~f)~,",n7tJn4''''1'll-Jf)~;;'"lU~1~ri~1l-J11tlt1~~fln7~Y1lJ~f) .. .. 
m7ruiIl1'rfflnMnrf)~ fIIn1'1lf)~ ~lJltn fill ';;i~~u (Argenti. 2007) 

'il1nm1~nM1~4'uluf)~"'ilut1~tr'il'UU ''''ilql\lUtJ1l-J'1lf)~1l1''flnMnrf)~flln1HulJln''1~ 

nu'tI'tu~fl1UUU'lY11~ t"u Abratt Ufl~ Mofokeng (2001) '1I1\l~'l1l-J~l-J1tJ'1lf)~';1~1 

1l1'rfflnMnrf)~rlmH~1 LtlUY1;"tJ"iu~il"lClJri1'1lf)~1Jm~~f)~m7n114'l'In11'l1~U~uf)!h~Lflu 
... ., .... .!"lit." ... .J ... , ., ......... , .. 

1~1J1J 'D~~1nIl1"flnMClJf)~filln7L1JU ~1J ~UY1f'1Y11~Y1U1"~'rff) ~r.t 1l1"flnMClJf)~fillmnr.t~'D'lm~7l-J ~~ 
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fl~,rnnitlfl~11tlfu"'1ntu ehUn1'L~""::"'1JfIIIl1"'~~'nfll~Ufl::fIIIl1".nn;lJiflfl~,rn'1u\4~ 
a. ... ~_ ~ ... _f: .. ..I ....... .J ..J ~ 
~1J1ulfll (Andreassen & lindested, 1998) Ufln~1nu 1l1'nflm~"~fl~flln1Yl~tl~"'nIlU'1IlltlM~~ 

fIIIl1".~ul~~1nnq"'~fl~YJU~1nU\4fl~Ji1~1 ~Iltl (Fombrun & Shanley, 1990) "flfl~~U 
... .. ) ::. .t ... _~ .. ... .. .J 

'nun~1U~UtlU'lfil" (Dowling, 1986; van Riel et aI., 2001 YI~U 1l'l'nflm~,utl~flln1tl~"'nIlU 

..J ...... .. , ..I... J' , , ... ... ..J la. I. 
1IIltlfl~tlYlfi'nft ~UYl1~fttJYlLn~'U~1n1J11~1~U'~'UYI'l~~1n~ Uft::lIlltl \4tl~rln~1"''l1a 

• It .. , .....1.: J' It.l' 
1Jnf!eJtm'l ~1 ~ur.:~1JYI'~tl~'U L" (Fombrun & Shanley, 1990) 

utln~'lnd ~1Jltnfllti~'W'~L~tl".ttl~\41fll~fIIll'l"'~1~tUn1Jflm~tu.,""\41fl"cu~".Ui,tl~ 
~ ".. .... . 1" • .,., u ... - , 
nUfll'lL'ntl~tltl1~L~tlll \4'lnu"~:: \4f11'l'l"'~'lflltUn1J 1::L~UL1tl~n4tn11"'Yl1~n11"ft1~'tl~tl~flln1 

a. ~ .l' ..I a. ........,J J' It.l'.l' """."1....,J • la. ... 
L~1'tl~"7'lnUrl'lYl~'l"''l7tl~11~1l1'nftm~CUtl~fllnn'lL'IiI''''l::~''''u L",,'ltl 'JI~u~~tlYlYl1 \IILn~ 

1l'l'nflm~nrtl~,rnnruriiltl~\IIft'ltliJ~(tI "'~~ Barich Uft:: Kotler (1991, as cited in Ke"er, 

2003) ~~ttliJ~(tl~ritll~Lii~Il'l'nflniinrtl~,rn1 (Determinants of corporate image) tltlmilu 

11 iJ4t(tI~'ltlnu (~UeJUIl1'n~ 2.11) '~uri 1) n11~1Lilu,nuI1U~1n4t'flfNfNlfn1 (Company 

business conduct) L'liU m7,j1Lilum7~tl~~tlL~tI~tl~rln7 m7LiluL~1'tl~ut)"n11"'l'lil~1 . 
~'l'l".)j'url~YI'l~m1L~U Uft::"NIl1'n'tl~mru'h1174''''n'l7'Dtl~tl~,rn7 2) n11~1Lilu·nuI1U 

MfOlU'fIfNfNlfn1 (Corporate social conduct) L'liU n174'~ii~n77"''Ii'ltIL\II~tli~fiII".Ji'l~1 tl1~ 

~1Ua~LL'l ",i\'tl)J I'JNIl1'nirl" \111tlm7~1'l~fIIll'l)Ji)J~utfnU''Il)J'JIuJi1~1 3) n11';1Lilu.nuA'1u 

n11'fi'JtJLUftfJf1UUf11.JU'fIfJ.JfJ.Jffn1 (Corporate contributions conduct) L'liU m7L;1'U~U1J~~U 

ii~ n77)J'fl~fl~ pf n 7m 1fJ PI fl '1i11fl ii~ n77)J'fl~ LN L1tlULLft ::)J\II'li3Y1tl1 fl tI~ LtlUU7:: Ltl'JIu~h~1 4) 

n11';1Lilu.J1uA'1UWUn.J1U'fIfJ.JfJ.Jffn1 (Corporate employees conduct) L'liU m1,j1Lilu~1U 

~1UL~UL~tlU ~t)~;jm1 LLfl::fiII'l1)Jn1'l\llu'llU~'lLL'lilti~~1ul~LLri'nun~'lulutl~pfn7 

.'"f ...., ~ ., .J.,J~ "..... • .. u ~... 1 la. 5) u4t4ttJII1UnW'I1 (Product) LlIU mlYlnUfiII1)JftniiCU::L,;)U)J 1::nVlfiIl1'n um1 "lI 

~1U fiII'l1)JfiII~V1U 1::tI::L'lft1m71f~'lu mrulm7'lifl)JLL'JI)J \111flZULLU1J'tl~~U,l\1 Li~u~u 6) 

if4t;tJA'1un11afJf111 (Communications) L'liu m7LIJiiCU1 U1::"lI1i)J~utf m14''''11t1m1 

~~L~1)Jm7'D1t1 '1i11flm1"ft1"'V11~"N 7) if4t;m11U11fOl1 (Price) L'liu 11fi111'1tlU~n 11fi111 

~'lUft,;) LLft~iJ~4'u~1Um'1L~U~U18) if,.,;tJA'1un11f1UUf11.JU (Support) L'liU m1~U1J~~U~1U 
m1~nli'lLLft~mitJntlU1)JLLri'nun~1U T'l)Jn~m'14'",1Jnflu1)Jl~LLri£3nA'1 LLft~m11~ulm1Ltlu 
. " 

ii1.J1nli'l 9) if,.,;w4'1un11u;'n11 (Service) L'liU m11Jlm1~",IJi~~Un7nr flJNIl1'nLLft~ 

7~u::L'lft11um7'litl)JLL'JI)J \111flm11~ulm1~1U~Un7nr~'luJi1~11 0) if4t;tJA'1U"fJ.Jn1.Jn1~1I 

~hUU1tJ (Distribution channels) L'liU ~mu~lum74''''~1\11ti1t1~uA'LLft~1~1Jlm1 '1i11fl 

fiII'l1)J~1)J11alum74''''~1\11ti1t1'tl~LLJift~'litl~V11~ LLft~iJ~4'tl~"'111t1 iJ~(tI~ 11) if4t;tJA'1U • 
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nUn-311,J"1!1 (Salesforce) ;itl 1'I'l1)J~1)J1'Cl 1'I'l1)J~111'" U1L~tl~tl LLfl:I'I'l1)Jrull"'Itl1J,tl~ 
,..Un~1U'D1!J (Keller. 2003) 

CorporaI8 social 

conduct 

• Environment 

• Citizenship 

• Quality of life 

• Communities 

Company business 

conduct 

• Reputation 

• Innovation 

• Financial strength 

Sales Force 

• Size and coverage 

• Competence 

• Courtesy 

• Reliability 

• Responsiveness 

Distribution channels 

• Locations 

• Service 

• Competence 

Corporate contributions 

conduct 

• Charities 

• Schools and universities 

• Arts organizations 

Service 

• Installation 

• Repair quality and time 

• Availability of parts 

Corporate employees 

conduct 

• Respect 

• Salary 

• Advancement 

Support 

• Education 

• Manuals 

• Customer training 

• Consultation 

Product 

• Featuras 

• Performance 

• Conformance 

• Durability 

• Quality 

• Reliability 

• Repairability 

• Style 

Communications 

• Advertising 

• Public ity 

• Sales promotions 

• Direct mail 

• Telemarketing 

Price 

• List price 

• Volume discounts 

• Rebates 

• Financial terms 

~)J1: Keller. K. L. (2003). Strategic brand management: Building, measuring, and 

managing brand equity (2nd ed.). Upper Saddle River. NJ: Prentice Hall. p. 413. 

L"ui1~4'u~1I1nfl1'lltlvT~"')J,,;r1~~u,ru ~tlLiJui1~4'u~iI~'lU~1,rqJlum1~11~ 
111"'in~n!tl.:J,.rn11\lLn"full1i.:Jlu'YI1.:J1J'lnLLfl:lu'YI1.:Jfl1J ~.:Jlum1~11.:J111'Yiin~nrtl.:J,.rn1,ru 
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~ 4 ~ 

(Individual brand) lII!laUL:j~ LUtl~"'1n"11aU;;1tl~,(nnrU,rn ... ::n1::~ul\lL;;"m1"'f1~fII'l'nJ 
4 ~l.J _ ..... .r _ .. t/~" ~.1'.r ,::. 

L'Dtl)J L!l~ U¥1'lU'tl~~fl "llru~"U31U LLfl::'lru"')JU"l41tl'lru 1:: L!l'DU'tl~¥1U"1"U31UL"'fl1UU 

1'l)J't/tl~~fllfllftLLfl::fII'l1)J1)J,;uI1l1!llutl~,(n1 m1'l1~~U~1U,j1~1 'lrurh LLft::fII'l1)J 

U1L;tltltl'tl~&3,(n1lu,ru......;/"11aU;;1Lll"1::~~".nru.,r,rUtl1 ... "'fl~fII'l1)JL;tl)Jt'NLll"1:: 
~ ~ 

~U;;11l1!ll~"11~U;;1UU1 Lvhuu 

t"!lm1L;tl)Jt!l~1l1"in~nrtl~,(nniu"'1)J11tlLLti~tltln'Ii'Li~u 4 ij;llli'LLri 1) m1 

L;tl)Jt!l~Ii''l!l'lru''')J~ 'lrutl1::t!l'D,r LLfl::~rlUfll;l~ij,jtl"11~U;;1 (Common product 

attributes, benefits, or attitudes), 2) "un~1u'tl~tl~,(mLLfl::m1"'11~fII'l1)J1)J,;ul (People 

and relationships), 3) 'lruri1LLfl::n17"l1~~Umntl~tl~,(n1 (values and programs), LLfl:: 4) 

fII'l1)JU1L;tlC1tl'tl~tl~,(n' (Corporate credibility) t"!lij11!lfl::Lil!l"n11L~tl)Jt!l~'tl~LL,jfl::ij;l 
1K~,jtllt1d (Keller, 2003) 

1. I'JCUtfu,.m I'Jcul11::ftJ'fIU Uft::n"1J,,~~i1';fl"11aUl;1 (Common product 

attributes, benefits, or attitudes) "'JJ1!ltl~ mrli"11~U;;1tl~,(n''''1)J1'tln1::~Un1'~11~ 
fII'l1)JL~tl)Jt!l~~LL;j~LLn1~1t1u~~ultnfllL;1riU'lru"')Ju~,tl~~u;h L1iU 1Jl11~U;;1 Hershey's 

4 ~ ... - ... ".1 .. ~ .. ., ~ ., ... t/ ~!r.2 ., 
L"IItl)J L!l~nU~fl"llru~lJ'::L1l'YI"lltln Ln LLfl" , ,..'tlL"IItl)J LlI~L'1nU '::L1l'YI'Dtl~r.! L"II¥1UfII1 (Type of 

.J 4 ~ .. ., ... ~ .,..1... ... iI .. , , ..I ... 
user) L'1IUn1'L"IItl)J LlI~'tlllU" BMW L'D1nU~ L"II'YI)Jfln~ru::L U"Yuppies" "'1tlnf!)J"'1.pJ~1'l'YI)J 

m1~n~;\ LLfl::ij''''illl)Jlum'Lfltlnl'~~".nru.,r~~ Lilu~u, m1L~tl)Jtll~L;1riu~tl1Um1ru1u 
m1luu;;1 (Usage situation), LLfl::n1'L~tl)Jtll~riU~rlUfll~ (Attitude) L1iU m'L~tl)Jtll~"11 
~U;;1 Sony L;1riuvifllUfll~~1UfllCU1l1"'Dtl~~U;;1 Lilu~u 

, .,.. ~.,.. ::. "1.1 4 ~ ... t/ ~., ..I ... 
tlm~ L,n(;l1)J "'1n"11¥1UfII1tl~flln'UUL L"IItl)J LlI~nU '::L1l'YI¥1Ufil1'Y1)JfIl'l1)J,..fl1n,..fl111 

LLt\''l ~ultnfllijLL U'l tWJ~~::';1m'L~tl)J tll~ "11~U;;1tl~ rim L ;1riU fIlru~)J~l4ffi '1rut/,:: tll"llU~ 

1~"'1)J1'tl4'u~tl~1~ (Intangible attributes / Abstract benefits) ~~"'1)J1'tl"'11~fII'l1)JLL"nlJh~ 
l ., ... 't/ ~ .,.,., .J 4 ~ ~., .. ., ... ~ ., .. - ..I 
,..nULL"fl:: 1::L1l'YI¥1Ufil1 L")J1'Y11'1LL'YIU L'1IU L"IItl)J LlI~"11¥1UfIl1tl~fIlmL'D1nU¥1UfII1""tlU1m1'Yl 

~1)J1'1tlLLm'Difru"'1L1ll'i1::~1U, "'1)J1'tl"'11~fil'l1)Jti1~ULv1U"'1tlLUuii"'ln'1'1)J~ti1~~n",u1U , 
., J' ., _..I......... , .,... .. 

m'1~11~'DU"'l1l)J1"'131Um'~fl"'YI'Y1U~)JlI, m1)J'''L''U'YI1~''1UU'llJln'1'1)J "''1tl~1)J1'1tl 
0-

LL"'''~tltlntl~fII'l1)JLilu~u1lu''fl1",uu111A' LUUv1U 
.... 4 ~ ....... ..1..1 ~ ... ~., 
~1,..run1'L'Dtl)J LlI~1l1"fln~rutl~flln1'YlLnll'l"Dtl~nU¥1UfIl1 (Product-related corporate 

" , 
image associations) UU ~1)J1'tlLLti~tltlnl~Li]u2 t1'~L1l'YI;\tl 1) n11LiflUfmn1rfftm:tnJ 

fl~"n1rrlJn11i1I'Jrun1rf"~ (A high-quality corporate image association) ~~~~L~!l'l;tl~riu 

m''''11~ m,ftJil \\'riu ~ultn fIl~1 tl~ Plmij fIl'l1)J"'1)J1'tl1um'1~~ "~U;;1~ij filCU1l1l'i~~ 1u 
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"ft1" •. m1~f1-3f11'l1~L.tl~t!J-3~'l!Jn1"hL~Utlfll'l1~il"N1l1Yilltl-3"U~1duULtJUU~4'm~1~CY 
~t!"t17::n1md-3'lun7::U'lUn17"',,"u'l~ftllltl-3~u1tnfll Uft:: 2) n1fLitJUfv-3111)1,rmYrUfJ-3'(nf 

L;1nlJU?'"nnu (An innovative corporate image association) ~tl n17~f1-3n17ftJfL\\'uri 

~ultnflltj1 tl-3f1fn7ilfll'l1~~1~17tl'lun1mIllJU1Uft::~fl""U~1~"1'l\nl1l1~~!J iln1mlllJU1 

.I.. ''I.' Jot "' _f' ~ "' Jot L 
U~Un1nt1-3n17"ft1"YI~fII'l1~U"n"1-3 ~,,~"'~ Uft::LlJULtlnftn~,,~ Utln~1nU !J-3LlJUn1~Tl-3 

n1nuf'l\\'uri~ultnflltj1 tl-3f1fnntu1 U-3iln17ft-3'lu'lun1ni1754'miIllJU1 Uft::ft-3'lU~1ULfII~-3ijtl 
Uft::~t1n 7nrn17~fl ,,"u~1~il fII'l1~"1'l"'U1~1~~!J .-31l1Yii n~nr~1UUt) "n77~lItl-3fl-3 flfnrll ~:: 
~ ~ ~..l "' .I.J 'l-\' .... . , 'l 'I ,,-~- ~ '" ~ .. 
LlJULfII7tl-3~tln1f11CYYl"D'l!J lIItl-3f11n7~fII'l1~UlI-3UnN U~~lItl-3"'U7ulfllL"'Utln'l1~UlI-311fJflU1~-3 

Vh'l\\'fl-3 fIf n71Ji1-31 ~1 n~1 mr'l tft n~-3~~ ::~fNIl1..,i n~N1 uIA'1um '1ilut)" n 77~~~ 1~~fJ 'l \\' uri 

fl-3f1fnntl-3"U L'!IU Canon ""fl Philips ~1Ji1-3riiluu'l~,,'lun1'1~11-31l1"'in~orfl-3pfn'1'l\\'LtJU 
" " ~U1~1uut)"nmJtlu~u~~mi-3"u (Keller, 2003) 

2. )1tIn-31U~fJ-3fJ-3,(nfUfi~n1f"M-3"?1UKu,yu{ (People and relationships) Ufln~1n 

"U~111fl-3tl-3..rn~::~1~1'1tl~::li'flU1l1..,in~orllfl-3fl-3..rn'11IA'u~'l n1'1L.fl~t!J-31l1"'in~orfl-3fifn7 
U-3~1~17tl~1rot1nn17L.fl~tfJ-3~fIIflnin~N::'Dfl-3YiUn-31U1l1fJ'lUfl-3fifn'11Iitln;r'lfJ ~-3~fIIflnllfl-3 

"' ,.. • • ".I~ "'.... 111..1..1'" ".I ... ~ " ..,um1UlItl-3U"ft::fl-3f11n7n~::Yl1"'U1Y1fttl~171l1..,ftn~Ntl-3f11n'1flfln ~ ',Jn177U,LnfJ'lnUnUfII1 

Uft::u1n1nfl-3fl-3..rnntl-3~ultnl'li-3'lUYl1-3"NUft::Y11-3t1fl~ ~-3~ Argenti (2007) 1~flfiU1fJth 
m7~fl-31l1"'in~cUvlu;-3Un1-3'l\lurifl-3..rnniu rot::~fl-3~~~fl-3~1n..,Un-31U1l1fJ'lUfl-3pfn'1riflU 

...; ... ~..l. ... .I ...; ....... '11..1..1 .J 
L Ufl-3~1nYiUn-31Urot::LlJUn'lU~1f11CYYl~::fttl~1'11l1..,ftn~Nfl~ 1"In'1 ~ '.1 ~l"Il"Iftll1fJUfln L"DU 

..." .I ~ ...; 'l' ....... .I .. 
..,un~1U'1Ifl~11U Starbucks Y1~1~1'1mlJUftflnfl1~ Un1'1tl1fJYlfl"1l1"'fln~N'1Ifl-3fl~l"In'1Yl~ 

"111..1"' ... .. .. 'l' ~ " _.I.I .. ~" .... 1"I'l1)Jftfl"l"Iftfl-3 ~ nULflnftn~Nfl-3f11n7 UU~'Dfl-3n1'1LlJU'11Un1Ul1Y1~~UI"I1flN1l1"''' Ufl::)Jm'1 

uln1~fJfl" L~fJ~1~flti1-3iltl'1::"Y1fiIl1Yi ~~,ru fl~ f'fn'11Ji1~1 iil~~1 LtlU~ ~fl-3 'l~'l~ 'l \lfll'l1~~1 "'CY 

nUYiUn-31u'l un17n1"'U" U U'lYl1-3""fl U~U-31U 'l un1 '1afl~17 L dfl-3 rot 1 n fII'l1~ i)JliutitlU~'1::",tj1~ 
"' .." -~ - .I - .r ::. .J -" "'.... 'l" ..,un-31U'1Ifl~fl.:ll'ln'1Uft::~U'1ulfllYlLn"'1IUUUUfln~1nrot::"D'lfJL~~~11~1l1..,ftn~Nfl-31'1n'1 '" 

" " , 
Luu1t1'luu~u'lnu~'l ~-3'!1'lfJ'l\lLnl'lfilCUrhlJifl"11"u,!f1fl~pfn'11Mln~'lu ~~UU n11LifJu fm 

111rttfmYnrfJ-3,rnrd"-31ul"l?1uti1pj'lJnlJ~n';1 (A customer-focused corporate image 

" association) ",ffim'1~fl~m'1fufL\luri~ultnflltj1 fl~pfn'1uuill"l'l1)Jfutj ""1IflU~Ufl Lfl1 'lrot 'l~ il 

1"I'l1)J~'l~ 'lfJ Uft::"'1fl)JfuYf~'l n1 UCY"'1 1"I'l1~ ~l'I L~UUft::;rfl~"1I~'1Ifl-3~n Fhtl~ Lft)Jfliil~ LUU~~ 

~1"'CY'1lfl~n1'1~fl-31l1Yiin~orfl-3..rn'1'luurot'UU (Keller, 2003) 
, .. ...; ~ 

3. "(u1'I1Ufi~n11?1-3UeJun1nfJ-3fJ-3l'1n,. (values and programs) n1'1L"1Ifl)J ~U-3 

" 1l1"'in~orriufIlcurhuft::m'1'l1-3U~Umntl-3fl-3pfn'1'luij~il LUUn1'1ft::li'flUtl-3"Nrh u~um'1 

",ffiUU'lYl1-3'11fl-3fl-3fifn'1 ~,rn'W1~L.fl)JtU-3nu"u,!f1""flu1n1'1'Dfl-3fl-3f'ln'1t"u"N L'!IU m~ 
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fI~rfnn;1n1nJr.:'I1i)J,fu1fL~flftfl~1l1"in~nrfl~rfn1~hun1"""ii4jn1nJYl1~n11"ft1" L~fI 
ft::liflUll1"in~nrfl~rfn11'l)J~~n1nl1LftUfltJfDty1 LLft::LLU'lYl1~tJD~'fI~fI~rfnrll;j"fli~")J 
n11Ujfl~ \fnlLrtntlii4j\tJJ~~1.Jl'U1" "un~1u LLft::ft11f11tu'U L-IU n1rl1f1~rfn1"1~14''' 
ii ... n1nJn11,ffmrtNn1"ftn21nff)~"n1,f1nU"~13J1«11';f)a~U~~d'f)3J (An environmentally­

concerned cOll?Orate image association) \f1flLUlLL"n11,ff)3Jr!J~n1"ftn21nff)~"n1,f1nu 
"~13JruiJ~"f)U';f)tW"3J (A socially responsible corporate image association) '~LtlU 
- L ... ,. f. , ,,, .. ~ ... "'/".oJ 1I.!'.oJ ~... ,. .!"I" 
'lfin1~T 1~1l1"ftn~tufl~"n1 ~UYl1~1.J'ln ~\fLn ",un1.JCojYl)Jl1'lU ~rll1'lULl'f!Jn1.JfI~ "n1 LlJU"U 

(Keller, 2003) 

4. "~13Jti1,ff)crf)1If)-Jf)-J"n1 (Corporate credibility) Ufln"'1nn11L~fl)Jt!J~1l1"in~nr 
fl~rfn1tu~1U"1~1 i~~nfh'lltJ~~\f)J";1~~ULLfl'l ~1.Jl'U1"J~fl1 ... ft11~"'l1)JL~fl LLft::n11ftJf 

~1U"1~1 L~!J'ln1.Jfl~rfnJu)J11~ t"!J"'::LUU"'l1)JL~flJU~1 fI~rfnnrU1 ft1)J11Cl"fl1.JftUfI~ .. 
"'l1)J~fI~n11LLft::u1LftUfI"'l1)J,"~"flt ... t\\'n1.J"uLfI~1~ 'ti~tU~1U'fl~n11f1flnLL1.J1.JLLft::n11 

4'~ri~~U~1Pi1~1 i~,ru ~~';1t\\''''l1)J\hL'fl~fl'fl~fl~flln1;j'''l1)JL~!J'l,fUL'fI)Jt!J~L;1n1.J 
~flLft!J~fl~flln1~'l!J ~~d "'l1)JU1L~fI~fl'fI~fl~rfn1"t::~UfI~n1.Jil ... 4'!J 3 tJ1::n11 i~Pifl1tJd 1) 

~,. ~ ./" .. ~ - ... ~ 
1'I~13J'1I!J~1I1rullfNf)-J"n1 (Corporate expertise) "fI n11Y1Coj1.J1ul"1JI1::\4UnCl~"'l1)Jft1)J11Cl 

'fl~fl~fllmtun11~flIJlLLft::'1!J~U~11'l)J~~n11t\\'1.Jln1nh~12) 1't~13JH~1-J1,7A'lIfNfN"n1 

(Corporate trustworthiness) ~fl n1~~1.Jl'U1f11L~~L~u~1fl~,.)nnrU1 ;jfll'l1)J~fl~lJItf ft1)J11Cl 

~~"11~ LLft::L;1t"tfll'l1)J~fl~n1nfl~~1.Jl'U1,,1~Ltluflt.h~;i 3) 1'I~13JJJ1iUllf)UlIfJ-JfN"n1 
~ ./" .. ~ - ., ,.::. ~./.. ,~,.... ~ 

(Corporate likability) fllfl n11Y1Coj1.J1ulfllL\fU'l1fl~fllnruu1 LlJUVl'U'Dfl1.J U1~~~'" ~"t 2J'flLl'f!J~ 

LUU~!Jfl)JftJ LLft::;jfll'l1)Jn1'l\fu1Pifl1tJ'W\ffl",ri~ LUU~U (Keller, 2003) 

tUfl1 ~1.Jti ~ 1tJ "t::1~flfi1.J1!J ~~ LLU'l;; '" L~!J'ln1.Jn1::1.J'lUn1rul\f11111"i n~nrfl~ film ~~ 
... .!"I • ..../ ,., ", " , .oJ' .!"I"" ,. , 
U1.JLlJUn1::1.J'lUn11ft1f11tyVlfl~flln1IJ11~1 "fl~ ~\ffll'l1)J ~l1 ~"tLlJU"LfII~ LUfl~"t1n\f1nfl~flln1 ~~ 

ft1)J1ffi1.Jl\f114'''n11111"in~nrfl~flln11~flth~;jtJr.:~Vlfi1l1''LLfl'l fl~flfnnrU1 nijLLU'l tU)J~"t:: 
1~ftJn11!Jfl)JftJ LLft::lt)'l1~t"t"t1n~1.Jl'U1" 1'l2J1tJ~~~~;jri'lu1~ri'luLft!Jn1.Jfl~"'n1~1!JPi1~1 t1U 

"t::U12J1~~fII'l12J~1L1"t'!Jfl~fl~flfnnrU11~u~f!'" 

n1rul\f114''''n111l1''in~nrfl~flfnnru U1.JLUU~tyLL"t~1~C\!~"t::'1i'ltJtUn1rufl~nULLft:: 
fn~1~~"'l1)JU1L~fl~fl'~ft1fi11tu'ULLft::~1.Jl'U1,,~;j"flfl~flln1 Ufln"t1n,ru fl~rfn1"1~1 U~ 
~fl~"1::\fUn~~"'l1)J~1~C\!tun11t;n11~flft1~ijtJ1::~Vlfi1l1~tun1ru11q~~~,,~tJ1::ft~flfLLft:: 
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~ .I ~., ..", " .,.. .:r " " "".1 It.l' 
fII'l12.J "twn17Y1-'::LLft"-3C1-3 111 LL \4U-3'tl-31l1Yfftn~tUtl-3 fII n1 ~ \42.J fII'l12.J1I" L -.U ~ U ~-"tl-3 ~2.Jrt'lU ~" 

If 

ft'lULft!J'tl~tl-3"n1tUft'lu'h~1 ';-3ft'lU'tl-31l1f111l ..,U'n-31U tjn;r1LLft::~ul'L1lfll ftCl1UU'Vn-1n11 

L~UPi1~1 LLft::~ilft'lU'~ft'lULft!Jnq2.J~U1 '-3 Abratt (1989) '~LLU-3n1ru1\4111l1Yffln~Ntl~"n1 
tltlnLUUfUlltlutun11.i1LuUn1nr-3aU 3 fUlltlU i~LL""-3tuLLeJU1l1Yf~ 2.12 

I 
Cc.pome I'hIIoIophy OIpIIiuIion', II 0 0..... 

1 CommIricIIioIt M R 
0fIjKtIwI1IId AI G GcMnwnenI 

Cole V_ "Game PIIft" G A 
CorparIM o.IIUIt I E I N ..... 

I I 
I z 

f--t r-- A ....... Gtoupa 
sn.;c ........ FvnctIoNI II T 

l ComIIIunIcllioft ~I I 
CorportIt MillIon 0 .... 0 GnrII PIMc 

l 1 :, " a.-r 5 The MIcIa 
DMkIp1IIIII 01 ~I S1JlllgY~ Snc:tlnlllld , The TIICIt 

~ $ymmI ~I u 
S1megy ImpIemenIllion B IIItemII 

I l 
I 

I C 

I S 
J 

FEEDBACK 

.I . 
'VI2.J1: Abratt, R. (1989). A new approach to corporate Image process. Journal of 

Marketing Management, 5(1), p. 71 . 

1. iU1Jflftnl71fifNflnt (Corporate personality) ~tl n1,.~tl~flm·ri1\4UlltJfnty1tl~,rn1 
, If , 

~ilPl'l1lJ;c;lL~ULLft::t'l1lJ1,.t1"~1.JPl'l1lJLtlU~'llJ1U'tl~tl~fln,.1~uu ~~uuLtlU\4fln~1~ty'U 

n"~U'lUn1rurn111l1",fln~Ntl~"n,. tll!Jtl~"n~~lA'tl~';1n11ri1\4UII1.JPlflnIl1Yftl~"n1 ~ 

n~U1~WJ1-'1ntJfnty1'tl~tl~"n1 '~1'llJLf1riUliltUI'i1\4fln (Core values) LLft~ftlt'l2.J2.J~l1U 
, ..1 ., .t l"I ., r ,.,.. ., 

lJ11~1 (Assumptions) 'VI"11~'ULUU'lJli.lUfin2.Jtl~Pln,. (Corporate culture) \42.J"''l12.J''IIIILIlitU 

utln~1nd tl~,rn,.U~lA'tl~ri1\4Ullnft~'VIfilu"'1Un11'l1'1LLeJU nUfin~tl'lfln1 ~'~1.J;II~'1 
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1''''ltJr.:ft~If'''in'twtl~lfn';~fttl'''fllt\'tl~nu'''intJfI'U'ltl~lfnrll~'''i1tl~'l!J L~tll~n'lnjh''l1nfl 
~'YItfpj'l~' Ufl::n'lnJ{i~~'lU'Dtl~'ln, ri'lulutl~lfnrllfll'l'l~fttl"'fIIfltl~LUU,..rt~L~!J'lnU Ufl:: 

ft'l~'l1Clftfl~~fIIflnll'l'ntl~lfnrlli"'L~U'lilu~C!", 
~'lmiuiu~ 2. iULflnti'nl1n[fNfln1 (Corporate identity) lun1::U'lUn'lrun.'l1 

1l'l'nin~nrtl~lfn1";itl n'lm8IJu'l1''''ltJr.:ft~lfn'l1atlft11 (Co~municatjon objective) ;~LUU 

tl~ IftJ1::ntlu!itl!J'Dtl~1' "'ltJ1::ft~ ~!J1'l~'Dtl~~1n~ 1 \til fII'l1~i '" L ~u t"'!J1' "'ltJr.:ft~ If ~1Un-,1 

atlft'l:d~::''l!Jl~tl~lfn1ft1~11Cl'l1~u~uLun1~tlft11'nt8~~~n1",u'''1''''l~r.:ft~If'''U1~lu 
n-,1atlft11'~ri1~::atlft11i1~tl::'1Luu~1N~1nutlmfi!J~L'" Ufl::atlft11nULfII1 ~~d ~1!Jatlft'l1 

". ... " .~~ ., ::'.1.1 ., ... ~ ". ... 
tl~ fIIn1!J~"tl~ fII'lU~Cl~~'lUtlU' 'YI~'" Ln!J'l LUtl~ Ufl::Utln L ,..utl~'lnu L!JU'lU'Dtl~tl~ fIIn1 U,,~ 

fII'l'l~i~~utfnutl~lfn1lu~1upj'l~' ~'l!J tl'lYi n-,1f11'lUfIl~~Ufl;r'lU~~U'l",t\'tl~ Ufl::ftll'l'ni~fII~ 
n-,1Ujtl~ n 'l1ftfl~ i~~UfiIl1'nt1U~ DUatl~'lfl'DUU 'DU~ pj'l~' n-,1 L IJJ~N'l ~1::'D'li~~utftl~ If n1 

Ufl::n-,ni11'l!J~'lU~1::"''ln'Dtl~tl~ Ifn1 ~~d n-,1uft "'~tltln;~~ fIIfl nll'l'ntl~ If nnrUtl'l~ uft "'~tltln 
~'lU'YI'l~Ltlnfln~nrtl~lfn1'Yl'l~~'lUll'l'n (Visual cues) ~1Un-,!JIl'l'n (Physical cues) 1'l~i1~ 

~'lu'nt]iln~ (Behavioral cues) L~tlftfl~fII'l'l~u"npj'l~ufl::LtluLtlnfln~N1\tnutl~lfn11~ 
" " ... ... .I 

Ufl::C!"'l1'l!J 3. iWl1ffti'nl1n[fI~fln,. (Corporate image) iu"tluiluULtluiu.".~::iln-,1 

U'lLftutl,,,,il,,,fitl (Point of contact) ';'l~' 1::"'ri'l~tl~~n1Ufl::~~ilri'lul~ri'luL~!JnUtl~,(n1~'lU 
• ., 'I ."'" .,!II • I "..1.. . ". ... ... . It. I .,!II ... ,,~ ., .. 
"'l~' L'Yitl L"'Ln"'LuUu1::ftUn-,1N"N"'~"tltl~flln1 tlU~::'n8IJU'l"tl LuLuun-,1ruICl~Il'l'Yiflm~N 

tl~lfn1,;tll~ ~~d ~ilri'lul~ri'lUL~!Jf1Utl~lfn1U';fl::1'l!J~iln-,1il",,;tlnutl~~n1tl'l~1~fu 
~1::ftUn-,1nrv1 u"n pj'l~ nu'~ ri~~fll\til~{im!J'l"tlUftUtl~ ,;tltl~ ~n1u"mh~nu'~ ~'ltJ ~~~'lU 
U~'l U,; LtlU~~~'l ~ 'U~tl~ If n1f11'l1U '1 nflU'~~~'l1N'l~ fu~l~tl~ ~~1:: ntlU ';'l~1 L ~tl ntlL \t Ln '" 

... ". ". .I.. • ... I ~... • It. I 
1l'l'nfln~Ntl~flln1'YlU'D~UnNUfl::~u1::¥'l."till'l'Yi"tl LU 

~ ..I ... ::.::.~ ... ., ... .,.- ... 
'DU"tlU'YI L~nfl'l'l~'l'YI~ 3 'DU"tlUu~::)Jri'lu''luL,..n1::U'lun'lru1'\.t'l11l'lYifln~Ntl~flln1 

Ltlu'~'~tl!i'l~il~1::ft'YIfiIl1'Yi,;tl'tJ t1U~::U1~'l~~~fl;ipjtln-,1ft;:'l~fiI'l'l~u"n;h~'1Itl~tl~,(n1l\t 
~. .,!II.I... .". ..... .,.1 It" • ~ 
L"''''LI'IU Ufl::LuU"'!Jtl~ru~'lnm'ltl~filn1~U'D~'DUtlU 1 'DN::'YI Balmer (2001) L"'nfl'l'lfl~ 

n1::U'lUn-,run.'l11l'l'Yifln~nrtl~~n1'Dtl~ Abratt (1989) \tlri'l Ltlun'l1LuuL\tfll'l'l~~'l~'U 

tl~~~1::ntlU~'lnll'l!JUtln~Il'ltJLU (Outside-in) t"'tJ~::LUUn-,1fuf~'lUll'lYiflm~tU Ufl::~tlL~U~ 
". .I" ... ~ - ... " • " l" .... ".. I 'I ..! 

tl~ fIIn1." ~U1 U I fllrup.!'lnn'l'ln-,1L uu "'fII'l'l~ft'l filCU'1ltl~tl~ flu1::ntlUIl'lU LU\1Il'lUUtln (Inside 

out) ~LuuL\tfll'l'l)J~1~'UnULtlnfln~n! Ufl::~fIIflnll'lYi'Dtl~tl~,(n1 u,;tl!i'l~11ri~ UUU4'lfltl~ 
.. ." ... ., I ~ • ., ~ ... .., .., ...... -I~ 

n1::U'lUn-,ru1'\.t'l11l1'nfln~Ntl~IIIn1"'~nfl'l'lU nUULuUUU'lfil"'''''lUll1'nfln~Ntl~flln1'YlLuU 

~u31u~1~cuLun1run.11Ltlnfln~nrtl~,(n1luif~,uu LUfl1,rufitll~ ~::1I1nfl1'li1~~1::L~u 



Nl' ttGa."LUI4c..'LU~~" 'UWt'GLWnu~~n' !UnK~'~ttLc..WI4c..'LU 11c..14rtGu~,rrt'a. 'UWt'GLWnu ~ ~... .. .. C; M ... ..... I" ~.. .. C; 

~WL!-ITUW"'l-'WLttLntM~LUL~I1Wl Lt-L~L~n~~Wt-G"Ujlt-Gt-Ga.I1~'nc..~.lf'tnc..~~~~tt~Ut-Ga. 

t-Gttttkn~'U"t-GL.ltn~~WL!-ITUWrt14~t-~~U~'LUL~.lf't (BV9l) ~c..nttUt-~" una. TU , 

(£OOl'Jalla)l) uc..rtt-~'n~t-~u"t-i" 

L4LWnU~Wrtuc..I1U' t'11' ttGa., ttLc..W ttW 1 n ,rt~~~" U~L4nrr, t-a.LwnuL'~~LMo.mw' WtLwnU ,.... c; ...,.. ~ r ... -~-.. ... .. ,.. ID ~.. C; ~.. .. C; 

L'~LWTUWt-L'~I1c..lLll'LttL~nnLwnULt~t-GII.t-I1U'Ga.I1I4' ,uwt-GG~ttL414ttKt-L4UGnI1LlJ~wwh , .. r--,; .. c; ~ ~ ~.. , ... ,.. -,; 

t-Ga.!I1.!'Lunll't-~ 'UJlt-Gt-GII..ru.qU~MLlJ~~" t-G"UJlt-Gn~I1LlJ'UL~wht-Ga.!I1.!'Lunc..~nll't-~ 

'UWt-Gt-Ga.TU.qU~UG'ULl!.LttnL~nMrtGu~,rrwt-GttT\G ,uwt-Gt-Ga.w' t-GWrtl!.ll'LttL~1'f'I L4LWttT\G .,. .,.". t" I·...,..,..... ~"" ,. ; -"r-....... 
n~I1M£L4nG~~' rtl1;f1' t-~u" t-Gt-I1~' G~ n~t-14 nLnL~c.. '::I1'~'nll" u" t'Grt'vJn.h4tt1Q~~t-~11 L~ 

LI1L~KI1U1f\c..Uw'nc..Utt~t-Ga.!rtULUULl!.na.tt~~~ LI1Gwt-a. TU.qU~UG1f\rr'L4,uwt-Gn' I1LlJULl!. ~ ,.. .. " ,....... ..... .r 'r..... ID,.... 10 

n14'14bnrr'L4~TU.qU~ULl!.nlI.l4U1f\nt-I1U'Ga.ULl!.t-Gn' rtrt"nl1~"LUG~ULI1L4t-Unrr1f\nt-I1U'Ga. , ID,.. ... .r--,; ~~ ~ ... ' ,..~ID-,; ~~ 

L~JL4t1~Ut-LULUt-GlI.ttk~"n~'U"t-Gt-I1~'G~t-~c..L~U.lf't (L66~) la!~ ueA ~~" unJqw0=l 

(POOl'Jall!WUa)prua ~ !lua5JV') .If't~tnll'::l!.~L!A' 

1.4 b~ULttnLnc..LI1~~" t-wn~ttLc..w~,t\ L'U" t-Gt-Ga.t-I1~' G~t-~tt-'L~~~" t-L~~'Lun ~ l!.~ n~ttLc..w 

,t\~ Lttn!\t-G~ L~ Lt-L~tu" t-G,t\ ~ IU~ L~rtL4~'U~" t-~nc...\3 Lt-L~'UJlt-GU Ll!.ttW t-1G~ rtGa.w~11.! 

ttLc..Wt-W~"'LUGWttL4ttwt-ut-GII.t-c..KWLWttLc..W~~" ,uwt-Gt-Ga.~' t-,m L4l!.U,hnn'LW'LunK' ' ... ,.. K ... .. 10 ,I"~,.. _ _. .. 

'LUt-GJlI~ntA.t-~U!\L~K't-G"LUt-GJlIttLc..W n,t.~rq.t-I1~'L~c..,c..~n~t~tUGGW.h4~~fM"ll'LttL~ 

'L~c..La.~FcQILL4wt1n' Lt-LWG"'t'Ga.U,wut-LI1Qna.nc..nLl!.ttM"LUULl!.Lttt-Gn1f\Q na.I1Lt-Wt , .. ,..10 ',. .. '.r .:-~ ... .r ' .. 
~tnll'~na.TU'LgL~ULwujlt-Qt-Ga. Lt-L,,~FcG.t-~LJULun~ll'LttL~ttLc..wn,Vc..I1~'::TUa. t-~I1G~ 

WY Lt-L"'U"t-Qt-Qa.""~'hnU'L~'LUn~n~Q~'ttLc..w~t-L,,nw~ pn,t.utA.uLl!.t-G?' 'Ujlt-Gt-Ga.~tQ~ 

l!.~'ht-LL4tLUnU'L~'Lun~ll'LttL~ttLc..W"".tmGtK ntl'LUt-LL4~c..LlJt-Ga.t'wn..tCttLc..wnQYwn1 , , 

'Lunll't-!1t-~ 'Ujlt-Qt-Qa.L.1'u~~Y"nLt-U!\Mt-Qa.~U.vttLc..WQ~t-~rtL4~'UY"I1.!.!It Ln!\,ujlt-G,t\~ .. .. .. 
L~~l!.~ rtYt-~1f\~t-I1~'G~~LUrt,VL~KIU~"'t-Q~'Ujlt-Q~LU n,Vc..I1~'~TUa. MLlJ~L4~~'~~t-Lf1G 

.!It ,,"~'ht-LL4t-/Io" ~ rt,Vnjot-/Io "'Lun ~ MLlJl1U AI ~U jI t-Q,tt ~ 11 c..",:: Y" l!.~' hnu, L~'LU ~Ltt"i' L,ttLc..W 

LnlltLttL~::,," WLUUWt-Gt-I1L1,Qa.tttLU Lc..Qa.,,,"uduuwt-QI1LYK nt-L4 ~,utA.na.ULtt (UOnelndaJ 
• ... ,.... ~ r" 'r -.. ~ -,; .r 

aleJodJo~) 'Ujlt-Qt-I1t!'G~t-Q'lUjlL'ttLc..Wt-~U,!Lt\::'''t-Ll'n.[t~''"L1n~ Lt-LI"Ujlt-Q . 

~ul't-a.t-a!,a.~ 

.!ItWllltrt~t-Qa.l1.!ttQB~nll't-B~'Q~~~Ujlt-Qnll' Ln~Uj't-G,tt\L~ll'LttL~::,," 

nnWLUuwt-Gru~UYMLl1UL""t-Gn' 'UIolt-Qru~UYt.4l,lJrtUt-Gn,c..BU'ttl,c..WItLUUIolt-Gt-BU'Q"~' 
-';"'" .. .... ~ r.. .. .. r,.. iW,.. r ~ r r 

90~ 
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.. 
1l1Yfim:tar~.rn: :tuJ~~6~~n1:t1il~~'l1).JI).J';ul:~~1~"ltufli1"f1auA'1tl~.rn: LLfI:"ltufli1 

"f1auA'1",i"ntu.,nUtl~.rnffl1n~u1n1: 2 t11:LIl'rl ~tlll:n ... ~~~l\lu1n1:riu1''''llU 
~ftlU~ftl~'tl~l.J~~fI LLfI:~:n~~~~l\\'uln1:riu~"l~,tl~l.J~~fl ;~"'fln1fi(!JYfU~1 "ltufli1"11 

auA'1tl~.rnrll~'l1).Ji).J';ulluL:a~u'lnriu"ltufli1"f1auA'1"'i"ntu..rtlti1~ilu!Jft1A'CU'rI1~~a;t 

LLfI:ujtll;'n1:L,rf!JUL9i!JU~'l1).JLL"n,j1~1~~1~"ltufli1"f1aUA'1~.rn:l'LU!).J).Jtl~,tl~qU1'Cn~ 

riul'LU!).J).Jtl~,tl~q~ilft'lU'lIft'lUL~!J'tl~tl~.rnfYfU~1 qU1'Cn~iln1:fufL~!J'lriU"ltufli1"f1 
auA'1tl~.rn:lu::iu~~~n~1q~ilft'lU'lIft'lUL~!J'tl~tl~.rn: 

~ ~ "t1"" ~ f. ~ 1'_ ... .I.- ,.I ... _ I ... 
~"!J'rI'l ~ 'tlL"'!J~tl~rln1"").J1!JCl~ n1:~Tl~"ltuflm:ttu:'rI).J"ltu~1 'rILn""'1nn171J::L).JU 

1l1Yfflm.iClll"!J1'l).J,tl~qul'Cn~Lilu1:!J:L'lfl1!J1'lU1u~1ilflm:ttu:Ll'iuLiluL"liul" tl1~ ~'l1).J 

LilU'tl~ LL'; i~ L;i).J ~'l1).J;tll ,,6 ~'l1).Jfu~ ",tlU .... 1tl ~'l1).J,rU~~ Lilut1u .... i1~t1UL;i!J'l riu ~il 

~'l1).JL,jui").J1n~'1"lUll1Yfflnt:tNtl~.rnntl~l.J~~fl .... 1fltl1~nfl1'l11l~1 ;tlL~!J~tl~.rnnru'Jn 
1'_ .r.l' .r ,~ " ... ~ _ • _ ~.- ... ~ ~.I ~ 

~T l~'UrJ'l !JYfU l1U'tl~ "ltu~1 ~"!J ~U1 u I ~~:'rI1 n11L1J1!JU L'rI!JUIl1Yf fI nt:ttufl~ ~n1'rl "ULfl~ 1'" n 

Lf1riU"ltufli1'tl~"ULfl~~rh .... u"il~~'l1).JL"").J1:~).J'tl~n11LL~"~tltln'fl~tl~.rnnJ1:LIl'rl,j1~1 
~!J""1n~u1'Cn~t11:Ulu"lNfli1'fl~flnt:tN:Ll'iu,j1~1 'tl~fl~.rn1lu'rI1~U'ln n .... ).J1!Jil~1:~U 

1'I'l1).Jil~tlL~!J~'tl~tl~.rnnrU1lul~'fl~qu1'Cn~ LL,j .... 1milultlluL:a~flu nLL~,,~il~~'l1).Jhiil 
~tlL~!J~'tl~tl~.rn1 (Dowling, 2004) 

.I "1" , ~ "" ~ ~ 'I" 'N:'rI Omar LLfl: Williams (2005) n "nfl1'lCl~I'I'l1).J"").J1!J'tl~'!ItlL"'!J~tl~flln1 L'l 

L"liuLiimriu t"!Jl;rtlfiu1!J~1 ~tlL~!J~tl~fllnnrULilu"'fl).J1"'1nn1:U'lUn11n11LL,j~iu 
(Competitive process) ~~tl~fifn11~tl~11flnt:tN:~ft1~CU'tl~"uLtl~ltJ6~n11fuf'!tl~ 

"" ..: .¥ ~ 'I. " .r ~ ... ~ ~ .I 
~1fi11N'!IU L Yftl LYi).J~Cl1U:'rI1~rt~fII).J'tl~tl~ film L .... \1~'U ~"tJn11" "rtUtl~ fIIn""1 n~1fi11N'DU'rl .. .. 
'Jn~:~).J).J1LiluL'lfl1U1UUU"':"li'ltJl"'tl~pfmuu1 ilp\'l1).JLL(;Jn~1~ LLfl:lIlLm!Ju~LL,j~lUn11 

LL ,j~iU'rI1~~:n~ lU"fl1" 1;rtlti1~iltl1:fi'rlfiIl1Yf Utln~1 nd ~tl L~!J~tl~.rm6~,j'ltJl ",qul'CnfllLn" 

~'l1).J,rU l", lU"lNll1Yf'fl~fiuA'1 LLfl:uln11,j1~1 'tl~tl~ fIIn1 v'h 1 "'~1).J11Cl~11~ "'fln11""1n 
.I ,...... ~ ~ "" .I" _ ! .-"" ~ ... , 'I"'" ~ .-

11~1'1!J'rI\1~n'l1"'fl"IlN'rI'fl~tl~~nftlu1 YI LJ.I).J'!ItlL"'tJ~ LLfl:tJ~ntl L .... Ln""''l1).Jl'''n''1 

( . ' ~ 'I.l' " .J'- ....1"" ~ ~.,J,-.J 'I ~ ... 
GoodwIll) "tltl~"'n1 LrJ"'l!J L"IIUL"mnUYI'!ItlLrtmtl~ "'n1'rl"~:"D'l!J Lun11IM~"unfl~YJU LLfl: 

~~~""1,,,~u h L f1).J1v'h~1U l",riUtl~ I'lm i~6~,j'ltJ 1", Ln "m1~tl~11LLUUUtln ~tll UL =a~U'ln,jtl 
tl~fllm Yiffi).Ji~Lilum1~ri,,~un11fltlnL~tJuLLUULtlnflnt:tNtl~fifn""1ntl~fifm~u11l'ltJ 

t"tJ Argenti (2007) 1;rnfl1'lL~).JL;1).Jil~t11:ttJ'!IULLfl:I'I'l1).Jft1~CU'fl~~tlL~tJ~tl~,rn1~1 

Liluif"'(!J~il~'l1).Jft1A'CUtlti1~~~m",jtln11'l1~nfl~Ylfim1"1Lilu~1n", Li'ltl~~1n~tlL~tJ~tl~fifn1 
~LL;~LLnN Lilu~rrnLLfl:l;rfun11tJtl).Jfutlti1~nt)1~''l1~t1utitl).J~:'i'l!J~~~''1'I'l1).J~ul~~1n 
tJ"'fIIfl~1~11l1tJUtlnfl~fifn11IlLilutlti1~;\ t"m~Yi1:n11~~~"LLfl:fn1:t1i3nA'1LLfl:~h).JijtlYl1~ 



108 

~1n .. l~Sjfll'l1SJ.n n ;I Jitltl-3 ,r n1 '-3"::~-3 ~ft 1 ~~1n .. Sj fII'l1SJ L~1J t"n1'l1.nl1 Uft::t11::~1J fII'l1SJ~1 L~ 
- It ~ ~ ~., ~ .I ".1 ., t ·Uf. I ~ • f: L .I , ., ., 

Yl1-3~1n .. L" LUYI'11'1 YI-3!NhJULfII1tl-3SJtlrt1f11ty U011 L-UlJ1::L!J'II"UYl1-3nft~YlDLYitln11U'D-3'DUn1J 

~U';-3Y11-3~1n .. uft::'!i'l!J1~tl-3,rn7~1SJ17CleJ1u,;u~n'l"Ji1-31 ~Lnl'l~un1J1l1Yiinl1n!tN,rn71A' 
.I '.L~.I~ .L~. , 

111Jnul1nn'l1tl-3nnm'D11'1'11tlLrt!J-3tl-3nnmU'D-3unN 

~-3d tl-3,rn1~~1Ltlu.ltl-3fn111'tlLa!J-3'Dtl-3tl~,rn71~~1SJ17Clfll-3tl~1A'tlth-3JitlLrttl-3 
Lrttl-3""n'tlLa!J-3tl-3,rn7Ltlu~-3~Ltll1::1J"-3 uft::1.41nLnl'l~ftn7::Yl1J1uL~-3ft1J,jtl'tlLa!J-3tl-3,rn7La!J 
Uft'l ~"::Ltlun17!J1npjtln17un1'D1~LtluL1.4ijtlui-3L;jSJ LI'I!J Fombrun et al. (1997) lA'n""'l~~ 

~fi01,lun17fn111'tlLa!J~tl-3,rn7Ht)1~1SJ1'mi1'A't"!J 1) ,huu"ztlU.1J1J'lIfJ.JLfJnftn~nIfJ.J"n1 
., ... .., 3. .<IIf 4.., ... ....,,. ,. .J.., 
,UU1I?1UiI"L"ULlJUUU.JL"tJ? (Shape a unique Identity) Uft: 2) f9~Y1fJ1JI11ytf'm~CUfJ.J1Inrnu 

I'I?1Uf9J1Lf9UfJU.ft~f9fJ,,"d'fJ.J11.l1un1fYl1.J~tJ?nudf91f111CU'flU (Project a coherent I 
.I _ -..,~,., • It~ • 

consistent set of image) 'II~'lfin1' 2 'lfiU tl-3f11n'''"~1 tn .. n':Yl1 L"L"!Jn1N1L~UtlU~U~1U 

, ~..J 1'" .1'''' .. 'l' '1.~ .1' .. -~.., .I ... 
1J11~1 YI-u'l!J 1.4(jnn1SJ,",'l1SJYi~Yitl ~~1UYl1~n1' L'IIrtUn11.41tl1J,n1'YlSJflJCU1l1n, O1'~tl~1'n1J 

.,.. ~ _.t .I ~ ,. t " ".1.1 1'" 
nUn~1UCl-3~fln7::Yl1JYlLnl'l'DU~1n'lltlLrt!J~'IItl-3tNflln' UU~~~"1~1 tl!J1~"tlLUtl~ LYitl 1.4 

., .... ~t ...J.I ... ,. .Lcd 1 ~ 
nUn~1UYl11.4U1Y1 Un1T11'l!J~tl~17Ltlnflnl1tu'Dtl~tl~nn7~1l1!JUtln UUU'lYl1-3Y1L1.4SJ1:~~, 

U~ I'I~tltln ~-3 fII'l1~ 1~1~ 1 u~~ U 'l "fttl~, "'1,nrntl':'111i~~ufil \lYi1 n1'~tl~1 ,n1.J~~ ilthu lA'thu 

La!Jn1Jtl~,rn' Ufl::~1fi1'tu'llUeJ1U~tlU'DU~pj1~1 tlti1-3ijtltl1;n 1.4ffin1,yjtl~~n1L;11t1Sj~'lu 

1'l~n1Jn~n11).lpj1~1 'Dtl-3,SJ'IIU Lrh~~u 

'Dtu:~ Fombrun (1996) mh'lt)1 O11~11~Ufl:fn111~tlLatJ~tl~pfn1~u U~fl::tl~~n1 
~1Ltlu~tl~1~fII'l1~~1~tyn1J"ltu~SJ~ 4 1.11:011 ~tl 1) 1'l?1UU1LifJC1fJ'lIfJ.JfJ.Jfln1 (Credibility) 

~~tl~..r n""1 LUU~tl~~ 11~ fII'l1~\l1 L 'tl ~tl1 ~n1J~~ ~1tJ'Dtl~tl'mN'VJUUfl: ~~11.4\l1 tJt) IJ1 CJ ~1J ,j1~1 
1", ,. 4 .:..,,. ~,..... ~... ...J 
1.4untl~flln' 2) I'I?1UL'fIfJUU ,UfJ.Jl'ln1 (Reliability) L~tJtl~,",n'J"il:lJ1tl~U1L~UtlrtUfII1Ufl:1J101'1Y1 

.., ~ ~ ,.. 1 ...... -~- It ... - "...., ".1-SJflJtu1l1nLlJUYlU1n~ntl ~ Ufl::lJ1tl1.J~Utl~fII'l1SJ"tl~n11'11tl~toi1J1ulfil L"'~N 3) 1I?1U ,??1.J ," ,,,, 

(Trustworthiness) ;-3tl~,rn'~tl~ntJ1!J1~~11~ fII'l1~~n H'l1~ l~ 1;n".n1.Jm~~ntl'n~1U1l1tJ1u 

tl~..rn1ritlULUut1ui1JU1n L"'!Jn1'14'~1"'ntl'n~1ul~ru~fltl1:LtJ'IIU~1"1 ~1ntl~..rn1tlti1~ 

~ ~fi'11~ Ufl:LU'" Ltln1~1"'ntl'n"1ul~Sj~'lu 1 U011';11.4U'" Ufl:~ (;l~unfl~Ylfin11~1 L ilU011IJh"1 

'Dtl"tl"~n1tlti1"uVf~1" Ufl: 4) I'I?1uf1Ju"'fIfJ1J (Responsiveness) ~'ltJn1'1U~~"tltln~"fII'l'UJ 

ru~"''IItl1.J,jtli~fII~ '~'IIU Ufl:~1l1"'U'l"'fltl~eJ1U01'1~1Lilun~n'1'1~~1~1 ~Sjfll'l1~L1.4~1:~~ 
~~tl-3,rtl1:ntl1J~-3 4 t11:n1n1~~ud tl"~n1~1~1 ~tl""'tJ1!J1SJ~11"1"'Ln,,,~u1utl~..rn' 

1 
" ~ ,~ • It... .I... 1.1 ~.. , " ., 'I ~.I ~ ~.., 
1.4~1nYl'11'1LYl1Y1~:Yl1 LI'I Lntl!J~~fl 1:LtJ'IIU£3"q""tln11~11" Ufl:,n111 L'l'll"'IItlL\'l!J-3Y1"''Dtl'' 

tl"..rn,lu'1:!J:tJ1'lPitllti 
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"1~futl~'(tJ'::ntltJ'Dtl~m'Ln"~tlL~!J~tl~..rn"rU ",::tJ'::ntltJ'ltJ~'l!Jtl~'(tJ'::ntltJ 
"1~ru 4 tJ,::n1' 'l~LLri 1) fJ~"111~nfJUlfJ)y1::'1IfN'r,,'1 (Object specific components) ~-3il 
J' .. • - ..,.. - ~ .Iu 'I. ~.I .. ~ '1.1" tl.--
Y4Ul1U"'1n'DtlLYI"''''N'Dtl-3tl-3r1n1'l1 )Jf!JtutUJtJIJILlJUYl4,n ~UL"II-3Y1"~1tl~" 2) '{jn1V1 

"fJIJtfUfJ~n1~fJ1unfUf9::1'f?1ul'nr"VMU (Net effective or emotional reactions) ~-3LtJUe.lft 

nJ - ~ .. .1 .. ..1.1 11.... • 1 .. "'1nn1 ,::LlJUe.lft ~"!J1'l)J'Dtl-3eJYI)Jrt'lULn!J'l"lltl-3ntJtl-3r1n' 3) n11n1~1 UfJ"" (Past action) 

~ - , .1.1 11 'I.!.1 11 .. ~ - .r. ~ ~ - 'I 
rltl f!Jtu~)JtJIJIIJI1~1 YlLn!J'l'Dtl-3LLft:: ~Ln!J'l'Dtl-3ntJ"1un1'L-3U'Dtl-3tl-3"n' LLft::tl1-3tNY4'llJln11)J ~U 

.. .I, .. ) '=./ .1'." ( . ) ~ tl"IJIYle.l1U)J1'Dtl-3tl-3r1n, LLft:: 4 fJ~l'fu1::nfJIJ"'1U'1IfJ~ft Information cues LlJUe.lft)J1~1nm' 

L;h'ltJiltJ,::~tJm,nr,r-3Y11-31J1NLLft::Yl1-3t1tl)JritJtl-3,(m ''l)Jtl-3;Jtl'otftlJi1-31 ~~tJltnrl'l;;fu ~-3 
~-3e.1ftlJitl~tlL~!J-3tl-3j(m (Brown, 1995, as cited in Omar & Williams, 2005) 

Page LLft:: Fearn (2005) 'l;rnfh'ltl-3i1"'4'!J~ritlL"'Ln "'~tl L~!J-3tl-3,(m ~-3~1)J1'ClLLti-3 
tltln'l;;Liju 3 ij~l~tU1 ~-3LL~,,~LULLe.lUIl1Y4~ 2.13 'l~LLri 

Effec tive 
RePUtation 
Index 

, 
.oj 

Yl)J1 : Page, G. , & Fearn, H. (2005). Corporate reputation: What do consumers really care 

about? Journal of Advertising Research. 45(3), p . 310. 

1) 1'I?1U;:lla"'1IfJll';fJtf1fj11~ (Public responsibility) ~)J1!Jtl-3n1'L;J1'luil~'lU1'l)JLU 

m,fuiJ"'''lItltJi-3fUJ'Dtl-3tl-3j(m 1I'l!J01,YJ1u,::t!J"lIu1uII1ulJi1-31 L"liU 1I1U-31U01'fJfllft 01' 

~-3 L~l)J~utJ~~un~n'nJ'Dtl-3')J"lIU~uriu f'I'l1)J"''l-3L!J 1 U~-3 LL'l "'fltl)J ~1tl wj LLlJi rI'l1)Jfu iJ "'''lItltJ 

lJitli-3f'1)JLLft::Y4Un-31'Wl1!JLUtl-3j(mLtl-3 2) 1'I?1ULUUr1U1LLft::I'I?1Ut41L1'i (Leadership and 
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success) ;~\uJ1!Jii~ n"n;"'"1N"f11,)"~chL~'IItNtN,rn"""na~~'t~~"L\lumnl" fII,)1~ij 
u1'''n~~LLtJflnl\4''hiu~,r!J ;~tl"",l;"'"1N""'"ntJ1:~'nBIl"'nn"ni"~"U'IItl~~Un."n:"U~~ 
'IItNtl~,rn1 L'1iU fII,)1~~1L~ 1l1'):m1Lilu~U1 \41tln1,ijut)'Pln11",l\4)./1 'IItl~tl-3,rn1 LLfl: 3) 

"?1uqitlmJ';fJi'ulfn,, (Consumer fairness) ;~l;"'"1N"'t~"'"n'n'l~n1n1'11tl~tl-3,rn~ 
LL~~tltlnii~fII,)1,Atlft"!llun1run~"Utl!h~~ ;jt1~ "tl~ultn fII ~~iJ ... 4'!J~1U~NIl1'n'lltN 
~~1LLfl:uln11 n11t'n~N1 n1uT~11f111 LLfl:fII,)1~U1L;tlCltl 

~~tl" ... n,,"')t"!J~ttJ't~~1 ;tlLa!J-3tl-3,rn1~tl m1fui1"!J1')~L~!J')riUfII,)1~~1~11Cl'lltl~ 
tl~,rn11um~"':~"~"1ClPltlU~Utl~fII,)"~fII""\41'-3'11tl-3U",,"~~ij~')u'l~~,)ULa!JriUtl~,rn1'l1l 
i-3\4~" ;-3t"!J~')'ltJLLfl,) ~tlL~!J-3tl-3,(n1,rntJnfuth Liluim~tN:'IItl~I'I,)'1~ft~~ufi~LL;j-3LLni-3 
1:\4~'1-3tjn.:l1LLfl:tl-3,(n1 LLfl:~-3'ltJ~m1~fl-3L~1~ft~~U1i1l1'Yit1u;iriutjn.:l'1 ~-3UULilu 
tl~,rtJ1:ntlU\4;i-3~'1i,)!JU'1f11,)1~~1L~~1~tl~,rn1'lIlLilutl!i1-3~ (Balmer & Gray. 1998; 

Fombrun. 1996) 

"-3~'lllnri1,) 'ttJLLt\',)~1 LL U') ~ "L~m riuLtlninttNtl~ ,(n11l1'ninttNtl-3,(n1 LLfl:~tl La!J-3 

~:,., • ~ ., • .1 .. ~ "'~t." 
tl-3f11nNu~n ... :tJnU1~1tlfiU'1!J'n"LL'nunUtlfJL~~tl LUtl-3"'"nLLU,)fII"'n-3~1~LLU,)fIII'IU Pl1-3n~ 

fII'l'1~L~m~UL~tl~t!J-3riUtl!i1~LL!Jn'Wtltln ~-3 ... :'lllnri1'lii~fII,)1~ft~~ufi1:\4~1-3LtlninttN 

tl-3,rn1Il'1'YiinttNtl~,(n1 LLfl:~tlLa!J~tl-3,(n11U~1"util'l'ltJ 

-I~ "" ~ .. ::. _ J' "." •• "" ... .. .. 
11 n 3'1U'Yl ~UfII-3'11tl-3"11tl Lr.!J-3tl-3 fII n 1UUrot: Ln I'I'IIU LI'I n IJItl L~tl L tl nfl nttNtl-3 fII n 1LLfl: 

... ~ .. ~.. "' ... -'-I ~ ... ~... t 

11'1'YiflnttNtl-3f11nNU~fII'l'1~~tll'lfllfltl-3nU tl'l!J'Yl"lltlLr.!J-3tl-3f11nNUrot:~"'l1~LLlJlnm-3rot'1n 

... .. .. "" "" ~.. " " -I ".l"I.,J .. 111'nflnttNtl~"n1 LUtl~rot'1n "IItlLr.!J-3tl-3f11n~:tJn~11-3~~~11'1'l!J1:!J:L'lfl1'n!J'1'lU'1U ~ LlIL'Yi!J-3 

LLl'im1ftJi1u'1i'l-3L'lfl1 1" L'lfl1\4;i~ Lvh,ru LLfl:~tl La!J-3tl-3 ,rn1riij "'l'1~ LLlJln ""-3 'ttJ ... 1 n LtlninttN 

.. "" ""~ .. ::'i]~-I !:,_J' ... ,,::. 
tl-3 fIIn1 LUtl-3 rot 1 n'lltlLr.!J-3tl-3 "nNUL ur.-3'YltJn~T 1-3'11Urot'1 nn'111Uf!ltl-3'Yl-31J "'''flI11!JUtln LLfl: 

'I,'" .J........... ~ '" ..r 'I ... I::' 
111!J LUtl-3l'1n1 'IIN:'YlLtlnflm~trutl-3f11n1UUrot:tJn~11-3'11UL'ft'Yi'1:rot'1n1JI'IFlfll1'1!J LUtl-3I'1n1L'Yl'1UU 

.. . "". "" ~ .. -I ... ::. _ J' ... "" .. ::. ......... 
rot-3tl'1rotnfl'1'l LI'I'l'1 'IItlLr.!J-3tl-3"n1'YlLL'II-3LLnNUUrot:Lnl'l'llUnlJltlL~tl tl-3I'1n1UU1 ~Ltlnflnttrutl-3f11n1 

....... -Ii] "tJ" - ..... ~"" ~ ..... ,,::.. 
LLfl:1l1Yiflm~tNtl-3"'n1'YlL U L LU'Ylfil'n'1-3LI'I!J'lnU Utlnrot'1nu "IItlLr.!J-3tl-3I'1n1!J-3lJ1tl-3lJ1-3tlfJUU 

~U3'1U'IItl-3n'1ru1:LijUll'1Yi1')"''IItl~tl-3,rn~'1nm1fufLtlninttNtl-3,(n1''''1U'''1-31 L'U ~tl 
tl-3,(n1 (Names) Pll1~U~'1 (Brands) ftcyinttN (Symbols) \41tlmnl'1L~UtlIJlULtl-3'11tl-3tl-3ffn1 

(Self-presentations) rot'1nYJ n1 ~'1!J~ L~m;tl-t\4ffiijtJnft~~ufiriUtl-3,( nnl'u1 "'ULn" Li]U 

..... .. 'I ,,-1-1 " """"." ." .. 1l1YiflnttN'IItl-3tl-3"n1 LU~'1!JIJI'1'11tl-3~'YlLnm'lltl-3 '11-3 LI'ILLn iJnfll'1 "l1"'''IIU n~"'~fl-3YJU \41tl 
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• ~ J •• , • • _ • II • 

'_ - -. _. • # ...~ •• I ~ : •• _ _ /1 _ 

is perceived by __ _ 

Customer Image Community Image Investor Image Employee Image 

The sum of their 
perceptions equals __ _ 

. l' "':1(: "i' .1>:\':'" 

,- ._ _ • _. _... _ ~... 4 

~),n: Argenti, P. A. (2007). Corporate communication (4th ed.). Boston: McGraw-Hili, p. 

79. 

~ ~ 

Uflnr.t1nU Dowling (2004) r11~nfi1'ln~"''l1~i~~u1f'JIfl~fl~..rtl'l~nfl1.J';~ 3 tl'l~n1'l ~fl 
... r r ... r r ..; '!I r" '":"1 r. I .,J .. 

Lflmm~tufl~"'n'l1l1Yifm~tufl~"'n'l Ufl~'DflL&'ttJ~fl~"'n'lL'l'l1 LuU 3 fl~"'u'l~nfl1.JVI~"''l1~ 

L~tJ'l~uriUfl!h~utJn'WflflnL1iuL;ltJ'lriu nfi1'l~fl uifl~1.J71n",ijn1rli.Jrn~Lflnfln~nr'Dfl~fl~,rn'l 
~fl~ ..rnni1n1'l~fli'l1'lflfln 11.1 ut\''l ~1.J71n '" ri~ ~Yhn1'l'l'l1.J'l'l~ LLfl ~ L~fl~ tU~fl~ ")tl'l~nfl1.Ji~ 
Vl1~~1UL~IJJ~fl Ufl~fl1'l~nrl"l'l1~~nIl1Ulu'l~1.J1.J1"I'l1~VlN~1L;r1Lijun1'lf1.JlIl1Yifln~nr 

fl~..rn'lluL~~1.J'lnUfl~L~~fl1.J r.t1ntruuiflIl1Yifln~nrfl~..rn'l\Jni'l~i'l~HLiju'l~U~L'lfl1U1U tJ1U 

... " 1.1" " .. ~- .. ..; ~ .,J ... r::' .. 
n1ntJZUfl~ 'l~UJU~fl'Dfl~tof1.J'lul'" 'II~~1n"''l1~L''lIflUfl~''''l1~Z&'tmntJ'ln1.Jfl~'''n'lUU~''''l1~ 

i'lfl",,,,t\'fl~ri1.Jl'Jtufli1~~1.J71n"''''1'''Wr~''l1nYi'l~n'l~n1'lut\'''~flfln'Dfl~fl~..rnnrU1 ri"l~Ln"'Liju 
.. ..; '!I r 1 1 " .. ~ _... 1 .,J 

n1'lLn"''IIflL&'tU~fl~'''n'l1l1U U "I~1.J'lUI'" IMUi'liM UU~Ull1YiVl 2.15 



Corporate 
IdenIIty 
symbols 

Other 
identifying 
feature~ 

Recognize the company 

Appropriate 
values, roles and 
behaviour for this 

organization 

rscsnFi venMnce 
Corporate Image 

Corporate reputation 

Respect and 
esteem for th.3 
organization 

.I 
'Yl).J1: Dowling, G. (2001). Creating corporate reputation: Identity, image, and 

performance. New York, NY: Oxford University Press, p. 20 . 

.. 
tl1tOtmh'lL~UflttJL~~1 tl~pftJ1::ntlUl1~ 3 ~'lU L2.i~1tOt::LiluLtlniminrtl~l"ln1 
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111"iminrtl~"n1 ".i1tl~f1L~U~tl~"n1 ,j1~riijfll'l1).Ji).J~ufiriutlth~LLunL2.itltln L~U~~ 3 

tl~"tJ1::ntlUUuLi]uiJtOt4'U~1~CY~''l!J1un11fll'l~~11~U,rhtl~''n11",tJ1::flUfll'l1).J~1L1tOtL~iltl~ 
LL;~;U'Yl1~~1ntOtL~tlrl1~ijtJ1::~'YlfiI11" 

, .. ..... :. ~" • ~ ....,.. ., -J" _~ _ ... I 

~Un11'ltOtUJIIINU~tl~m1'Yl1m1",n1=t1Cl~'YlfllUfll~ LL~::n11Utl).J1U'Yl~U1U'1f'l).J(;\tl~11 

~u':;1~'mu1u~1n",u1m11'i~~u 1Ufl11'iU~tlLtJ '"I::mh'lCi~LLU'lP)~L~U'lriu"~~n11).J'tl~ 
~U1Lnf'l ;~tJ1::ntlULtJ~'lU LLU'l~I'IL~!J'lrium1fuf LLU'l~~L~!J'lriUl1f11Ufll~ 1'l).JLtJCi~LLU'l~I'I~ 
L~!J'l;tl~riun1::U'lUn11,r~~u1tOt~tl LL~::n11Ln"'''CJ~n1nJmJtl'tl~~U1L11f'l 
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Unn11lJ1fl1l'111l)Jil.:Junt'n~ru1,j1.:JriLfl.:JL\1uil.:JrI'11)J~1LiJu1un1ni1r1'11)JLf11"'L~U'lnu 
- , ., -~ - 1- J' ~ ..1,..1. 1I.l' ' ., -~ - iJ" - .. Vi'llJln1nlPl1.:J1 'Dtl.:J'JU1u.rI \4flnlJl.:JLLft::'1Il'IL"''WJ1nYlf!l'ILYl1Y1'''::Yl1 L" '11'JU1u.rlL U ~1 )J 

1..1r1flnft'nt1tu:tlth.:JL1 ijrl'11)JP1tl.:Jn111uzULLuu1l'l LLfl::~1L\4'l1l'l~fh1~qulu,rlLnl'lrl'11)J 
., _~.l'''' - , ::. ~ 1. ~ • 11.1'111"1. !t_ .Of ... ~ ., ".\1"- -~_ -
lJItl.:Jn1n.url1\41tlU1n11lJ11.:J1 YI.:JU flL'rttlU1 LU L'1I LUn11~TI.:Ju"''''tJL'rttln1::'lu L'H'JU1u .rlLnl'l 

_.r ~.l' _..I .,., -~_ 
Vi '1 Pln1nln111Jitl LLft::~1)J11rttltl n LLUUr.Url1 LLft ::U1n11Y1 lJItlU~Utl.:J rI'11)J lJItl.:J n11'!1tl.:J 'JU1 u. rI 

L~Li1utlth.:J~ ",uritl1\\'Lnl'lrl'11)Jn.:J'rttl1"'~.:Jf!l'ILLriqulu,rlL~ utln~1nd m1Lf11",il.:JVi'ljin1nl 

qu;U,rI~.:J~1)J11rtU1LtJlflun111l1.:Jnfl~YllYl1.:Jn11"fl1l'1 LLfl::n11~tl~11n11"fl1l'1L~tl~~:: 
u1Vi1~1n~LU~rI'11)J~1L""LA1u~ql'l (G. Belch & M. Belch, 2007) tlth.:Jhri~ mni1r1'11)J 

Lf11~L~tJ'1nuVi'ljin11)J'Dtwqu;u,~1,n~tlU1.:J~)J\l1nrrlruti'1U,ru ~1LiJUtlU1.:J~.:J~"'::~tl.:J 
~ ... _..I... ... ~ _..I ...... _ II. ,... _..1..1., ... 
r'lnt11rt.:JLLU'1r1l'1LntJ'1nUn11ru, LLU'1r1l'1LntJ'1nUYlf'lUrllJI 1Il)J Lurt.:JLLU'1f11l'1Y1LntJ'1'Dtl.:Jnu 

n1::U'1umnrl'l"u1"'~tl LLfl::m1Lnl'lVi'ljin11)JmJtl'Dtl.:Jqu;u,fII Lrltl.:J~1nn11ruf'Dtl.:Jqu;u,fII 
"'::U1Lu~m1Lnl'l";f'lUrlji LLfl::'rt'ljin11)Jn1Jtl'Dtl.:Jqu;u,rll~u~ql'l tl'ltJ",::Llltlfiu1tJil.:JLLU'1~l'I 
"" " ";.:J 3 LLU'1~l'Iil"1)Jfl1,rU,r.:J,jtlLUil 

" 1~qu;u,fIILn"n11rui (Perception) ~1i\uA'1LLfl::u;m1~1.:J1 UuilfilClJJ11YiLLfl::~1)J11rt 

"tlU~Utl.:J"''11)J~tl.:Jm1'!ltl.:Jqu;u,fIIL~LilUtlU1-3;\ ~-3unm1"fl1"~'lu1\4qJ~n"'::1fr3fim1~fH 
..... ~ .l' ..I .,..., , ..;... , ~,,::. ..; 1" 

111Viflm:iru'Dtl-3lJ111r.Url1Y1~1)J11rt~::YltlUrt.:Jfilrufll1LLfl::rI'l1)JU1L"lItltltlLLn"11nUfOl1uu1 LVitl \4 

~1)J11rt~.:JtlYlfiYifl ,jtlm1fufluL~.:JU'l n'Dtl.:Jqu;u, fII 111 L rltl-3"'1n t"tJun ji LLt\'l qu;u, fII",::il 

~"l ... ~..... ~..1 ... .,..; ... ., .,-~-,:",.J ' 
LLU'l LU)J Um1P1l'1r.U L"'\41tlLL~l'I.:JtltlnlJl1)Jr..:JYllJIULtl.:JrullJl.:Jn1111Jl'Dtl-3'Ju1 u .fIIUtJ-3"'::r..:J~fllJltl 

m1LL~~-3tltln (Actions) lIl)Jil.:JVi'l~nl1)JmA'tl (Buying habits) "lItl-3~u;u,fOl1~~'ltJ ~-3,ru ~-3 
il fII'l1)Jr.l1 Lilu~un m1Vlfl1 ~fil'l1"'::li1 fII'l1)J L f11", il-3n1::U'lUm1fu~-3\4)J ""lItl-3 ~u;u, fil 1'l)J1u 

... - .. ..I ..I ., ~..1 _... .Of ..., ..I.J _ _ , 
tl-3 LL U'l fII" LLfl::YI 'lt1!)YI LnU'l"lltl.:J L VitlYl"'::~1)J11tlYi"'11ru1 mu"'''' tJ (;'11-31 YI"'::n-3tlYlfiVifl (;'Itl n11 

ru~tl-3qu;u,fII LLfl::Lnl'lLiJuVi'ljin11)JmA'tl"u;;11;nu~ql'l (Schiffman & Kanuk, 2000) 

Solomon (2007) mh'l~1 m1ru~)J1tJil-3 n1::U'lUm1~1JfllfIIflli1m1~"L~tln 

(Select) 4'l'I1::LijtJu (Organize) LLfl::~fII'l1)J (Interpret) fII'l1)JI~n (Sensation) ~-3LilUn11 

VltlU~Utl-3~,ufl~1-31 L'U LL~-3 ~ L~tJ.:J n~u \4ffi~U~'l~1-31 ~L;r1)J1n1::YlUu1::~1Y1i)J~~,r-3 5 
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~'lU'Dtl~l.If11f11ft t1U1A'uri "1 \J ~~n t11n uft::ih~nr~ ~~m'~m:nc;~UU'l~"Lrl!J'lnl.Jmri1..Jfn~tl 
~ .,J, " .. ~.,J • ~ ,..: .. "t1 ... ~.,J .. .t 

m'rlm:nYl~~LUUCl~~~Yll.Ifllfllftn~Yl1mru1~~~1.J1~tlfJ1~L")JL")Jft~ L fJ~fII'l1)J'\1nYlLn"'DU 

... .¥. ..., .., 'I.\," PI .,J " t ".1-
~1nn1~~)J~~"1~' L"tlntl LlIILn"LlJUfII'l1)J~)J1fJYlL'D1 ~ L" 

~'lU Schiffman Uft:: Kanuk (2000) 1~nrh'lc;~fII'l1)J~)J1fJ'Dtl~n1nuil~~1 LUU 

nrwu'lUn1rlil.lfllfllft';"Lfltln (Select) "''''::LUfJl.J (Organize) Uft::i1f11'l1)J (Interpret) a~L;' 
(Stimuli) t\lU;"LUUIl1,,~ijfll'l1)J~)J1fJ~)J\I'Ni~tl)JtfJ~nu ~1t1tl1~nft1'l1~~1 n1,fuf'Dtl~ 

l.If11f11ftn~tl ilfin1rlil.lfllfllft~1f11'l1)JLf1t~a~~tl~1tl1.J' ~'l ~~~U 1.If11f11ftU,jft::fIIU".:Jtl1~fufi~L;' 
L;\fJ'lnuu"n,j1~nult1"1)JfII'l1)J~tl~m' m1t\l"ltufli1 ~1t1t11::~l.Jn11nr~'lUl.Ifllfllft~U"n,j1~nu 

'Dtu::~ Assael (2004) nri1'l~1 ~1.J;tnfllr.t::ijn11~"L~tlnfufi~L11'V11~m1"ft1",j1~nu 
Lrttl.:J~1n~1.J;tnfllu,jft::fIIU,j1~iiijfll'l1)Ju"n,j1.:JnUL1l"1::~'l ~.:JtU~1U'Dtl~fII'l1)J~fNm1 
';rlUfII~ t1~~l.Jm1nr Uft::l.If11ftnin~tu:: m1Lfltlnfuf (Selective perception) "~~)J1fJfII'l1)J 

C;.:Jn1~~1.J;tnfll 2 fIIUtl1~ijn1ri1..Jfi~L11'V11~m1"ft1" L'liU n11t~~CU11.J",ntu.,r ~1tl 
.. ., ,.. . .., 'ttl., ...... ~... "'~ ....r 1. 

~ft"l1tu"IJI1~' U"nlJl1~nU L "1)Jftn~tu::L1l"1::IJI'l'Dtl~UlJlft::fIIU l!I~n11LfttlnruiU~::Ln"'DU LU 
~ ~ 

fln, ;U"tlU'Dtl~n1::1.J'lum1fuf (Perceptual process) t"fJ~1)J11Cltlfi1.J1fJtuu,jft::;u"tlul~ 

~1 ~1.J;tnfll~::~1n11L~tlmtl"fu (Selective exposure) Uft::L~tln~r.t::~utr.t (Selective 

atlention) a~ L11 ,j1~' ~.:J Ln" L rttl~)J1~1 n fII'l1)J L~tl~'lUl.l fII fIIft~ ulJln ,j1~nu t1Ur.t::~~tlYlfi"ft,jtl 
m1L~tln~r.t::LtI"fua~L11,j1~' nult1 r.t1n,ru~1.J;tnl'liir.t::~1n1'L~tln4''''::LUfJl.JUft:: 
t11::)J'lft~ft'tl~ft (Selective organization) a~L11,j1~' ijfll'l1)J~tl"'fllt\'tl~nl.JfII'l1)JL~tl'Dtl~ 

IJIULtl~ ~1t1~L1fJn~1n1::1.J'Jum1m1L~tln~I'I'l1)J (Selective interpretation) L~tlt\lLn"mri1..Ji 
.,J tI PI "t1 .. ..... ...,J.. , , " , ... ~ .,J 
'VI~tl'" 1::~1UUft::LlJU L 1J11)J 1'I'l1)J L'Dtl~1tl'VII'IUI'I IJIYI)JtlfJ ntlU'!Itl~ IJIULtl~ U)J'l1r.t::ru, '1~YI)J1 

L~UU~I'I'l1)JL~tl'!ltl~IJIuii"1)J 
~ ~ 

n~il Assael (2004) Uft:: Schiffman Uft:: Kanuk (2000) 1~L~utlm1uti~nrwu'lum1 
~ 

fuf (Process of perception) '!Itl~~flltltlmiju 3 ;UlJltlU~1~ty,lAuri m1L~tlnfl.Ji 

(Perceptual selection) m1L~tln4''''::LU[Jl.JUft::tJ'::)J'lft~ft'tl~ft (Perceptual organization) 

Uft::m1L~tln~fII'l1)J (Perceptual interpretation) ~.:Jij11[Jft::Lii[J,,~~,jtllt1d ("'U~UIl1"~ 
" 

2.16) 

1. 011LihlOfuf (Perceptual selection) \l'l.JLUun1::1.J'lU011U1n~"''!Itl.:J011fuf t"fJ 

" .. tn .. !"t ... ~ ".,J .. 'I "...".,J.. , 
~1.J1 fII~::LfttlmlJ",ru~.:JL11Y1"ULtl~)JfII'l1)J~U L~ Uft::~tl"'l'Ifttl.:Jnl.Jl'I'l1)J"tl~m1Y1)JtlfJ'Dtl~"U 

.. " .. tn"·! ./ ... ~ .,./., 't1.¥. ..... ,,::. t 
LUtl~r.t1n~1.J1 fII LJJ~1)J11ClYl~::ruZ~.:JL11Y1L'D1)J1n1::Yll.JlJltl 1::~1'V1l'i)J~~ L"'YI~~)J'" U .. ~ ~ 

il"tJ1::"'11'U 1!I~n1::1.J'lUn11L~tlnfuf'Dtl~~1.J;tnfllil~::ijtl~ 2 ;u"tluA'l[Jnu ~tl 1) n11LfttJn 

LiI~fu (Selective exposure) Ln",~uujtltJ1::~1'Y1i)J~~,j1~' 'Dtl.:J~1.J;tnI'lCJnn1::~ur.t1na~L11 



115 

LLfl~q1.Jltn~';1n1f~"'Lfttln~"'~LtI"'fui~Lfl~"ULtl~il~1)1~~ut ... ~1tl~tl",~t\'tl~n1.J~1)1~ 
.1' ~....I il .r...~ L.I,,_!, 'I ... ,,_!... .3" .I., 
l'Itl~n1ntl~"U L"'tJ"'~~flmfltJ~n1fL "'ru¥1~LT IYI ~U1~U L'" ~ftl ~~~1)1~¥11~CULLfl~LntJl)'YiU 

n1.J"ULtl~ LLfl~ 2) n11lftfmt9ul, (Selective attention) ;itl ~1)1~~1~1fClYl1~~1U~1)1~~""tl~ 

q1.Jltn~tun1ft\\,~1)1~~1~cun1.Ji~LflLll'Yi1~tl!h~~"ULtl~~ut ... L;U n1~q1.Jltn~tf~Ln"LW 
~ . ~ 

tlltttU1auA'1~ut~liYl1~tYln1"U ~1tltf~Ln"LWeJfl"nN..r1.J1~'Iil"'1.JuiUI)1~'tl~1l1tJtufluA'1 

Lt]U~U i~d q1.Jltn~LLlifl~~u'h~;; ... ~t\\'f'lI)1~~ut ... n1.Jtlf~LfIY1,tl~ftl~fl,j11)~1~LLl'InPi1~nu 
'1..1 L;U q1.Jltn~1.J1~~Utl1 ... ~ut ... Lh~,tl~f1~1auA'1~1Lt]UtlU"1.JLLfntUn1f.r",aut ... ~tlaUA'1 
''I ,4 .I., -~ _ ... 4 'I 4 ... I ., ~ ... ... 

tltJ1~ L"'tltJ1~~U~ 'N~YI~1.Jful~tln~U~U~tl1"'~U L"'Lftl~'tl~,uflm~N~ftln1ffitl~ru'tl~ 

i~~~"'1nn1fLfltln~tlauA'11.J1~'IO"'LLYlUm~ (Assael, 2004) 

Exposure 

Selection l 
Attention 

• 
Organization 

• Categorization 

Interpretation l 
Inference 

.I 
YI~1 : Assael, H. (2004) . Consumer Behavior: A strategic approach. Boston, MA: 

Houghton Mifflin, p. 159. 

tlrt~ n1rl1 ... ~n,~~ut\l~1.JltnfllLtI"'f1.Jiuf1~h~11~t!u i1"l4'tJ'YI1~~1UtI'~~1'Y1i~t!i1 
( ) .I... t ,... ... ., 'I" -~ _ ".1' J' 
Sensory factors YI~~1)1~ "''''LI'IU'l'''L'''U'''~~1~1'mmnftl~~'l1~~U L ...... 1neJ1.J'ul~ L"~1n'u .. 

L'!IU n1,t;L~tJ."",u,,'h1~ntl1.JtUn1,t ... n~N1~uA'1 , n1,t;L'YIfIIOflln1'i1f1"'~1)1~LL"nPi1'" 

( 
'I, ., - J' ... ~ • t 'I .,... ,...... 

Contrast) L~Ln""Un1.J"DU"'1U LLfl~n1N1Li1Utl 'IJ~N1 L~2JIIII)1~U"n"1"'~'tlmUflf'lI)1~ 

., -~ - ... ." ... ....J 1..1 'I • 4...., 'I 
fil1"'~~1mltl~~1.J' u 1111 ~'tlLL2JLL"n1ftltlnLL1.JtJtJ'''IlN'VI'YI LL ~n L~2JL'YitlL'tJn'tl"'fIII)12J~U L"l 
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"'1n~ultnfll LUU.lU ~~d ~L~tlt\lLnflln1'LUUn'11fuf LLfl::n1""'fII"'1a~L11'I1~n1'''fl1,,';'tl!h-1 
LU.iuti1)J1n~-1ju,rULtl-1 (Schiffman & Kanuk, 2000) tl!h-1l7ri"1)J fII'l1)J~UL"''!Itl-1~ultnflld 
tl1'" 'W"'1 LUU.ltl-1 Ln "~U\tft~"'1nn1'LiJ "fua-1 L11 L~)Jtl ttl L dtl-1"'1 n ~ultn fIItl1'" LiJ "fua-1 L11 

,j1~1 tIIll'!l1" fII'l1)J"U t~ tun1nJ7::)J'lfl ~fl ,jtla-1 L11,rU1 ri LUU t;. t"m llYi1::tl!i1-1 fl-1 a~ L11~'W 
ilfll'l1)JL~1l'l';Uriu~ultnfll (Assael, 2004) 

.. .I" -4i'_ .. ..,' 1f_'I :, 
Schiffman LLfl:: Kanuk (2000) nfl1'l'l1 m7YI~U'U'lfII"'::LfltlmiJ"11J~-1LTI L"UU"':: 

~Utl~riUif~"'fJft1~ty 2 t1,::n17 ~tl 1) t11::tflln11n1i~"'~tNr;111f.n1'l (Consumers' previous 

~ ~.Of'" ..I..J ' ..... .. ~_ .. 
experiences) 'II~"'::LlJUlJ"''''1l'YItt~~fln7::'YIUfltlfll'l1)JfII1''\t'l-1'!1tl-1~U'U'lfll LLfl:: 2) uNn1::'}u 

..I .. ~ "I ..I .... ~_.... tI .. "I ,:i 
(Motives) 'YILn"'!IU LU'!ICU::'YI~U1U' I fIILn"fII'l1)Jfltl-1n11 fII'l1)J 111C1U1 \t21lfll'l1)J~U L~fltltt~ 

,j1-11 L"llif"'(!ll~'-1 2 t11::m,;l"'::LUU~'lri1\tU"LLU'lLU)J~1 ~u;tnfll~::Lfltlnfu~-1L11~ LU 

• r.:: ..I .. ... "1_ 
lJ1)J1CU'YI)J1nUtlmYill-1 LPl 

..I .... ~_ ..... .. :i .. ..I~ .. ..... .. 
Utln~1 n'YI ~U1 U' I fII~:: Lfltl n 11JiL llYi1 ::tt-1 L11'Y1'11U'IItlU \t1tl ~tl" fIIfltl~ nu fII'l1)J "tl-1 m 1 

..I ..I... , ... , ... ,k .. 
'!Itl-1"ULtl-1)J1n'YIt1"~1nn7::U'lUn11'Y1LnJn'l1 n111::U'lM1::?~ ,un111114 (Perceptual vigilance) 

'!Itl-1 ~u;tn fII t1uLuuilfin1 ~''lllL \l ~ultn fII t;'fu;tl~fl~ "UL tl-1 ~tl-1 n 121l!i 1-1 LL ~~;-1 LLfl::fl "1117:: 

"I - I 11 'l" ....I ,..I ." .1' .. ~ ..I.. ..~ _ ... ~ 
LUm1l.J1::)J'lt'htl~fl \4Utlll'YIt1" L'YI1'Y1~::'YI1 LI'I \t1tl LlJUI11'l::'YI ~U1 U' I fII~::~1)J11C1 ",::\tun t CI-1 

:i 1'_..1..1 ........ "I::' " .!" .. , ....~ _ ~ 
tt-l LT I 'VI LnmYiUnUfll'l1)J "tl-lm1'!ltl~"ULtl-1 LU'!ICU::UU1 Ll'ltl1l1-l1'l (;I L1'l)J1nm1~U1 U' I fIIfIIUtlU1 

.. I 

LLfl'lUU (Solomon, 2007) LUU1-ln1til ~u;tnflln~::Lfltlnfufftl~fl'1'l~11~1-l1 LllYi1::Yiilfll'l1)J 

..!'., ~ .,... I ~ 4i'''' .,.. ..I... . 
~tl"flltltl-1nUfII'l1)JL'IItlLLfl::'YIrlUfllfI'!Itl-1"ULtl-1L'YI1UU L"1l~::)Jm::U'lUm1f'l(;lLfltln'YIL1fJm1 n11 

... ! ... ., • ,,-I... ~" -I.. .., "... ...I 
tfnl'lnun111lJl (Perceptual defense) fIItlfJ'YI1\tU1'Y1~n"nU'!Itl~fl'YI)JfII'l1)J'!I(;ILLfJ,mUf'l'l1)JL'Dtl 

LLfl::liPlUfII~'Dtl-1 ~u;tnflltltln ttl utln~1nd U-l~::ri-1 ~flL \l~u;tn fIIij 1'1 LUtlU;rtl2Jfl~i I'ILLtJ-1riU 

~.... 'I ..... 'I........ ~..I....... .:~ 
fII'l1)J L'II tl\t 211 fII'l1)J fltl~ n11'!1tl~ "UL tl-1 L \t)J fII'l1)J Lnfl LfIIfJ~ nu fII'l1)J L'II tl'YI fI'l L tl-1 fJ" Cltl)J1 nfJ-l'DU .. I.... .. ~ _ ... ... ~..... ..I... ~... . 'l :-t ... 
"'lfJ nfl1'lflltl ~U1U'lfII~::)Jflm~CU::LlJU~1U~11'Y1)JfII'l1)JflUPl'l (Active recipient) Um1LlJl'lru 

~"Lfltln LLfl::~fII'l1)Ja'3L11,j1-l1 "1)JfII'l1)J~tl-ln11'!1tl-1PlU (Hawkins, Best, & Coney, 2004) 

.J .... ~_..1 ..I .....1 :-t ... ~ ..I !"I .... ..I .. ~'I"" ~ 
L-uU ~U1U' IfII'YI\1Ull\t21l1~\tflmflfJ-ln11LlJI'I11J LtJM'CU1'Y11CUNfII L~Lfln~Ull~1 ~1tl'D L~L~U L'VIM' 

... ..I .!"l .. 
I1fJ~1nm1\1Ull~1 LlJUflU (Assael, 2004) .. .. , 

utln~1nil ~u;tnfllnu-1il n1::11?Un1,.iJ~nun1"fllf (Perceptual blocking) ;j"LUU 

..... ..I....~ _ 'l ~ _11 ... :i .. ..IlL!" I 

'ltm11'Y1~u1U'lfII~:: 'D Lun1rutl-1nUPlULtl-l (Self-protection) r,nntt~L11'Y1 ~fltl~m1"'''1 ~1n .. , .. 
111fJUtln LLfl::iJ"riu~-lLfm~fhil~1nI11'l::n11f11::~unf'Dtl-1"ULtl-1 (Conscious awareness) 

.J t1..1.J ~ ..... ~ .. .J ~ ~ ..I" ," 
L-uU m1L flfJU-utl-1 L'YI1'YIrlUL)JtlCl-l-u'l-1L'lfl1f'lULtJM'CU1'V1 L)J(;ltl·m11'11)J (Zapping) (Schiffman & 

Kanuk, 2000) ~1fln11n"~)JL1-1 (Fast-forward) L~tl;1)J''l-1'Dtl-1n11ttJM'CU1LU11fJmrlh;'~1 



n1ruuiinLtl1'~"/N~U1 (Zipping) LL~::n1ru"Lau~lu'1i'l~,;n~uttJ1:ttu1'Dtl~11Un11fh~, 
(Muting) Lilu~u (Hawkins et al.. 2004) 
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~ ... ".l' • ~ -.... ~ " .. ~ _ ... - ~ ~ Utln4t1nU Solomon (2007) U~ L"nfl1'ltl~ m1Lfltlnru, Jltl~~tJ1uJ~tln'lfin1~U~ 'D~ 

m.n~1 n1nJfu,;'l (Adaptation) ~tl n1n1qtJltn~';'ftJi~L11tlf.h~"'tlf.h~~~~LiluL'l~1u1U 
4tu~n"LilunmJ'lun1ruftJ"'l~qtJltn~ ... :ltt~'l1JJ"ul"'''tli~L11,ru, UtlfJ~~ t1ULi1tl~JJ14t1n 
~'l1JJL~U;U (Familiar/Habituated) ~11tt~tl~;jm1L~JJ1:A'tJ'Dtl~i~ LfllttJJ1n~~~u L~tlltt 
qtJltn~"1JJ11tlft~Ln"L\1u LLfl:ltt~'l1JJ"ul ... ritJi~L11,ru, 'Min~~ .~i14t(u~yj11ttLn"n11 
uftJ"''l'Dtl~qtJltn~d n;jtl~~"'1n~fl1ui14t(U;''luriu tl1~ (1) ~'l1JJL;JJ;U (Intensity) lIIui~ 
" .I... ,,~-. ... ." -J ~ .I." ~..r. .I .. _ ! 1 • 1-It 
Ll1Y1JJ~'l1JJL'DJJ'1IU ~1tlJJ~'l1JJ~U1LLUUUtlU L'1IU L~U~Y1~tlU'D1~LtJ1 ~flUYI u.J"" "4t:Y11 111 

qtJltn~Ln"mruftJ"''ll'''L~u;uritJi~L11,ru, ';'~1un~1Lau~~A'~ LL",:aftu~""l" LOtl~4t1ni~ .. 
L11UU 'W"1JJ11tl~~ ~fln7:Y1tJ pjtlU1:"1Y1ftJftJJ~"'Dtl~ ~tJ;tn ~ ';'JJ1nL ;;U~Yftl, (2) 1:U:L'lfl1 

~ 1'_.1" ..r. :-t... " .. ~- ~ ~ nJ ,,::. 
(Duration) fl~LTJYI"tl~tl1"un11LlJ"ru4t1n~tJ1uJ~LlJUL'l"'1U1U' LYftln1 1:JJ'l"'~"''Dtl~'''UU 

.... 'I . """~_ .. ~ -. .J'" ..... .l'. ~ ~ ".J ~" ..r.-J JJnYl1 L~~tJ'uJ~Ln"~'l1JJL~fJ'1IU~1tllJru,,'l L,,~1U LUtl~4t1nfl~Ll1lJ1:LIlYlU"tl~tl1"U'1I'l~~'l1JJ 

"ul4t~!J1'lU1U'Dtl~~tJltn~ (Long attention span), (3) m1LLti~LLunl1U"':Liiu" 
(Discrimination) i~L11~4t:Yi11~~tJltn~"ul4t';',ru ~1LiluJlitl~;j~'l1JJLL"npj1~LL",:t""L,jU 
~1n~~L11,ru;j~'l1JJm.tJ~1uliluLnu'u ~tJltn~n;jLLu'ltuJJ~~:'Wl~~'l1JJ"ul~ ~Un1~-1Ln" 
mruftJ,r'lLUU~'l1JJL~U;u1,)t)!h~1'l"L1'l, (4) m1LiI"ftJ (Exposure) ~-1~tJltnrl;jm1LiI"ftJ 
~-1L111"titlu~f-1JJ1mYhl" LLU'ltUJJ~~tJltn~~::Ln"m:tJftJ~'l~tl~-1L11,ru, n~::L~JJJJ1n~U 
"1JJ1u')'lU LL"':i1~(U~"t11U (5) i111l4'U;'1U~'l1JJL~U'l;tl-1 (Relevance) ~-1L11~'Wii~'l1JJ 
L~!J'l;tl-1~1t1 'Wii ~'l1JJ~1 ~cypjtlqtJltn~titlJJyj11~~tJltn ~ Ln "n11uftJ,r'l 1')~1U L Otl-11i11n 

I .. 

~tJltn~IiI:'D1"'rI'l1JJ"ul~ lua'1IL11UU1 (Solomon, 2007) 

-. ... "'u" . ~.I 2. n11Lfltln4tt\1;;wutJ 1;;JJ'ln"tl)J'" (Perceptual organization) ~JJ1Utl-1 mm 

~tJltn~4'''nqJJftl~''''h'l''1~1;'ftJJJ1~1nLL~ft-1pj1~' 1"'Ln"Lu'W'l1Yf1'lJJ~;j~'l1JJ~JJ1U 
"JJ\l1W L ~tll ~"1JJ11tlyj1 ~'l1JJ L f1 h LL"':: "tltJ"Utl~ pjtl;tl~"'';1'l'' 11L ~ft1,rU 1;'tl ti1~ ii - .. ~ ~ ...... " ~.... .... 
U1:aYlfiIl1Y4 'II~n!J'DUYfU31U'Dtl-1m1lil"':LtJutJ1Un1:tJ':JJ'l"''Dtl~'''un~tl Utm'fNn11 

eJtWeJf'l1U (Integration) ~JJ1un.:J n1~~tJltnfilftJ~-1L11~1-1' luim~tN:'IItl-1111Y41'lJJ~~n4'''' 

1:: LUUtJ LL"'::~ "JJ ~ "1UL ;11A''l UriULU'W'l1Y4'11U1 '" 1 ~qj • .:J n!J L ~ft1d'lA'tl1~ti~ JJ111l1 n ~i nYlC]1:t D 
~ ~ ... .1 I -. ., ".1 ... .,.:"1 ~ 

Gestalt psychology 'II~LlJUYlC]1:t!J~n"'1'ltl~n1,rup'JJ"'n1:tN::LlJ'W'l1Yf1'lJJ'Dtl-11J~~'" L"U 

~inn11A'~nft1'ld1;'~m11JJ1u1:~n"1;ritJ~inn11""'1"1,)LUUtlti1-1;j LOtl~1Il1nfil1JJ'II1~'IItl-1 .. 
~tJltn~~::iin1:ftJfi1~4'UYl1-1;'1un11""'1"pj1-1' Yi-1n11ttJ1:tN111~1 '1itl-1Y11-1n114'''~1\nhu 
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LLfl::tl~intl1"'tl~"71iuA'1 7'lJJrlULilUtl1"crnttnr"71~uA'1L~tl'l (Overall brand Image) ~ii 
~'l1JJ{"L~UJJ1nn~1n11ftJftl~"'tlr.:ntlULiluml'ltl!ltltl~LLtln~1nrlU (Assael, 2004) 

~~n!)~ii~'l1JJ~1~CUJJ1n~t!"'tl~n11ftJfLLUUtl1"7'lJJ (Perceptual integration) d~:: 
iitl~ 3 tlr.:n11A''ltlr1U ~tl tlr.:n11LL1n n11~u,iuti'J'U~~1~U1t.1ttl (Closure) ~~\4JJ,tlii~ 
LLU'ltw..'tl~~fuft1rl14t::L;1JJL;;JJft'lutlr.:ntlU~""\4'fJ'tI (Missing element) 4t1n~Ul'u 
tI 

_f:- .J ... ,~2. L.: II_! .. ~ 'I_\'- ,!II .J _'I': ¥. 
1::ft U n""~LIIJJYlJJtl ~ LJJtl "'" LTI uU1 UJ" JJ1J1CU L"tl ~ 111 Ln" LlJUtl1~ 7'l JJYlft JJ1J'''~'tl~· ~"q LLft:: 

"1JJ"m;1t~'A'tl!l'~{"L4tU L'iU n1rl1unn11"ft1".r~t~nr.:~utt\'~u;tn~~JJL;;JJL\4'ln"nr 
Pl'JJn11rurutl-3PlULtl-3 ~'ltlm1~fl"~U-31utlJttCU1~iiu'-3ft'lU'1"\41tl'tI Lilu~u 

tI 
..I.. I ....I" -~ _... ~"..1 '" t 

1::n1m 2 ~tl n1muntjU (Grouping) \4JJ1tlCl-3 mm~U1u.~JJLLU'l~UJJYI'"I::1U~ 

;tl~ft'h'li\11pj1-31 LilunqJJntlU (Chunks) JJ1nn~1n11ftJfLilU\4U'ltl!ltltl ~-3d riL~tlt\\'~1tlpjtl 
" mm1~'l1JJL;1t'"l n11'"1"~1 LLfl::m1L1tln;tl~flncrUJJ1tftn~N (Recall) L'iU m14'''nqJJ 

\4JJ1!JLfl,tYl1~"~tltlmilunqJJntlU nqJJft:: 3-4 ']'l L~tlt\\'~1tlpjtln11"t"~1 (Schiffman & 

~ I ~ '" t ... Kanuk, 2000) ~"tln!l'tl-3n1mJJnqJJUft1JJ11tlLLtlntltlnJJ1'"11n\4flnn11 uYlqtt!) Gestalt 

" " psychology '~l1-3~U 3 pjLLUUA''ltlrlU '~LLri (1) fI'J1u1nft~~ (Proximity) ~tl ~u;tn~ii 
~"..1 '" I 2 L. ..III .1'''' tn ~ ....I '" .i ... LLU'l ~U)JYI'"I::'"I"nqJJtt-3LT.YI L,.11J'"I1n~'l1JJ tt'D" (Closeness) \41<fln1m'lPltl\4U-3JJ 

fII'l1JJiJJnu1fL~tlJJttl-3rluiln1'Plq\4d-3 Ldtl-3'"11n~'l1JJtnM"'tl-31'Plq,rU1 (2) fI?1ULUUfJ'U 

(Similarity) ~tl n1rl1~u;tn~4'''nqJJ~-3L11'"11nfll'l1JJL\4ijtlUrlU,tl-31'Plq LLfl:: (3) fI?1u1ifJLafJ" 

.. ..I" -~ _ '" I 2 "11_1'1 - ..I... tI - tI I ..... (Continuity) fIItl n1m~U1u.fII'"I::'"I"nqJJtt-3L11 LlJ LUYlI'IYl1-3Y1JJfII'l1JJ ::Pl" ::Pltl \41tlJJfII'l1JJ 

pjtlLdtl-3nUJJ1nn~1m14'''nqJJ~-3L11tuinttcu::~n1::4'''n1::'"I1tJ 

tI 
"tI..I..... ..... .. 

LLfl:: ,::n1't!"Yl1tJ 1::mm 3 fIItl n1m.J111n1J11JYlu?MftfJU (Context) \4JJ1tJfII'l1JJ 

.. ~" ..I" _~ _ '" "2 I _ ".i '" ..I. '" ..I '" " 
tl-3 LLU'l LUl-IYI~U1u • fII'"I::11J,tt-3Pl1-31 '"I1nU11JYlLL'l"fltll-l '!I-3\4flnn1mi\1f11CUYlt!"'tl-3m111J, 

- .1' ~ ... "'r..., 'H" .l ..1.1'-'"I1nU11JYlLL'l"tttll-lUn~tl n1111J~,1n~LJ11-3LLft::"U1l1n (Figure and ground) YI!l1-3tl-3l-11'"11n 

Ylqtt{j Gestalt psychology nfh'l~tl mnufutl-3tlfllfllfl'"l::iin11LLti-3~-3L11tltlmilu 2 tI,::Ll1Y1 

II" I • I I .i,!ll". I '" ..I... I '" ~ 
L"LLn tun" (Figure) '!I-3LlJUtl-3f11lJ1::ntlU\4flnYll-lfll'l1l-1L"U'!I" (Prominent) LLfl::"1..I1l1n 

( .i,!ll". I ..I.... "''' I ~ '" ~.i ti' J' Ground) '!I-3 LlJUtl-3 fIIlJ1::ntlUffi-3Y1l-1 fII'l1l-1i\1 fllCUUtltJ n'l1 L(;ItJn1111J, L UL1tl-3, 11-3 LLfl ::Yf\~'tl1n 
" I 

il'"l::ii~fln1::YlUtl!l1-3l-11npjtl~fim1ftJ~-3L11'tl-3~u;tnfll (Assael, 2004) 
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fII'l'UJffll'l1~L;1t"'f)~LL«'l~tl!h~'tUILJtnL"::ihJr.:aYlitl1" Utln"'1nn 6~'!I'l!Jti~1.Jitnfll 
"1~1'CI( "l.J7::LtlYl;tl)Jfl t ~,J, tiL;1 n1.J;tl)Jfl L~~~iltl~1~~1!J~1n~u li1 t i"1~1'm..I1::~'lft 
~fl;tl)Jfl"'1u'l~1nl~tl!h~7I)"L!tl LLfl:: 2) n11,ifJUr!J-J1~wh-Ja.~,f1 2 a~ (Inference) ;~ 
Lri!J'l;~n1.Jn1mIllJU1f11'l1~L'fl~t!J~~~1~i~Lfl2 i~ L'!IU n1,;1~1.JitnfllL'tl~t!J~'::i1.J71f111 
~~~L;1n1.Jn1ril~tuIl1"'I~auA'1 LiluIYu ;~~1.Jitnfll"'::~IIIJU1f11'l1~L'tl~t!J~'h~, ;l~U"'1n 
fII'l1~L'tl~~1.JitnfllilPitli~Pi1~' "'1nn1'L'tl~t!J~tUfl;iPl t"!Jn1';\fII'l1~n1rl1..Jf1Itl~LLPift::l.1f11f11fl 
::... , x..r .I"'.r .1' ... -I.,... ~ I r 
UU"'::~fII'l1~LLPlnPl1~rlU 'IUtl'tln1.J"U31U'Vl1~"1UfII'l1~fII" fII'l1~L'Ifl Ylf'lUfIIPl LLft"lJr.:"1.Jn1'tu 

ri'lUl.1f11f11ft~LLPlnPi1~nu'u (Assael, 2004) .. , 
ri'lU Hawkins LLft::flltu:: (2004) 1~tlfi1.J1u;ulJItlun1';\fII'l1~t-l~1U'Itl~~~L11H~1 

l.1f11f11fl"'::iln1';\fII'l1~i~Lfl~~Pl1~fII'l1~tl1nJCI!fII'l1~i~n Pl1~ntlufli1~U11n!l"'1~ LLfl::Pl1~ 
IC\lftm~CI!Pi1~' t"!J"1~1'ClLL1.NU1::Ltl'Vl'ltl~n1';\fII'l1~tltln'~LUU 2 u,::Ltl'Vl~tl 1) n11ifl'J1U 

-I .J ' .J A''J!JfI'J1uifl'J1u,i11, (Cognitive interpretation) '~t-l~1!Jtl~ n'::1.J'lun11Y1~~L11Y11~ru~1~n 

(lI'I'l1~ft~tumi~'Itl~fII'l1~~~1!J~iltl~ (Existing categories) t-l1tlLUUn1'L~~Li1~;tl~fl tt-l,J, 

tNtumi~fII'l1~fL~~~~n("u1::Ltl'VlL1u1.JJ.s!JLLfl'l'ltl~~1.Jltnfll 1'l~lutl~n11Lu;UULLuft~nq~ 
ftl~fl'h~, LLfl::fII'l1~1~~u{'::t-l~1~nq~ftl~flPi1~' ~iltl~LLt\''l~'lU L'liU n1~~1.Jltnfll("li 
(nw1ul~yh (Scooter) tl~tunq~L;jmn1.J(n1U1U LUUiA'U LLfl:: 2) n11ifl'J1uA''J!JfJ1nJrU 

1'I'J1ulftn (Affective interpretation) ~tl n1~~1.Jltnflliin1'lJItl1.J"Utl~Pitla~Lfuh~, ~'lU 
tl1nJCI!LLfl::fII'l1~~n'ltl~lJIULtl~ ~~~1.JltnI"lLLJifl::fllu'h~niin11;\1"I'l1~~'lUtl11~CI!LLfl:: 

~.J ,., It. I -J .. "\'_ -I ~.. ,-I .. ... 
1"I'l1~Zl'in'VlLLPln1Jl1~nU ~lJ LlIU ~1.J1 u IfIIfIIUt-lU~tl1"'Zl'inCl~I"I'l1~tl1.J~U UJtlLt-lUtl1Yi'ltl~Lt'lmflU 

., .J .... \'_...J.." .. ~.. .J .. It. I 
n1.JCJn~'l 'Itu::l1 ~1.J' u IflltlnfllU'Vl~tl1n1'LLYi'lU~'l tl1"''''::~ fII'l1~Zl'in LLfl::lJIf11'l1~tl1Yi'Vl mu ~1J 

tU~1Ufl1.JLL'VlU LUUtA'u 

1t.1' ,.. ...J... .... 1'1'" .!"I - .J 
G. Belch LLfl:: M. Belch (2007) ~"nfl1'lCl~LLU'lfll"'LnU'ln1.Jn1111.JZ ~'l'l1 LlJU'lfin11'Vl 

., ., I 

~1.JltnfllLtI"ruLLft::tf;tl~ft'h'l"1'Pi1~' "'1nLL~fl~;tl~fttl1UUtln (External sources) li~il a~ 

~Unn11Plft1"fII'l1tifll'l1~"ut", tUn11~m~nLriU'ln1.Jn1nufDtl~~1.Jltnflln~tl 1) ~1.Jltnflliin11 
LtI",ruftl~ft"'1nIl1UUtlntlth~h 2) ~1.Jltnfllmfin11~"'L~tlnLLft::"ut"'ftl~ft"'1nLLt-lfl~ftl~fl~ .. . 
t-lfl1nt-lft1utlth~11 LLft:: 3) ~1.Jltnl"l;jfll'l1~LLft::t~I'l'l1~t-l~1un1.Jftl~flmfl1uutlth~11 ;j~ 

::. ::. .J, .. ~" " '.!"I...l .1 .... " 
n1::U'lUn11'Vl~ 3 'IUlJItlUYmfl1'lCl~U ft'lULLft'lLLPlLlJU¥'t'lUlJ1::ntl1.J'Itl~n1::1.J'lUn1111.Jf1Jtl~ 

~1.Jltnfll~~ju ~1t1tl1"'nfl1'l'~~1 n7::1.J'lUn1nufn~tl n'::1.J'lUn1~l.1f11f11flLtI"ru (Receive) 

... .. ..... ... ", -I t".!"1 .I .. 
fIIt'lLfttln (Select) "''''::L1.JU1.J (Organize) LLft::lJIf11'l1~ (Interpret) 'Itl~ft1Jl1~' LYitl t-lLlJUtl1Yi'Vl~ 

.r 1'1 \' .J ... ,,::. ... .!"I .J .. .r 1'" ... " 
fII'l1~t-l~1!J'IUtl1!J U ~'" ~"UYln1111.JZUUU1.JL1JUn1::1.J'lUn11Y1Ln"'IUtl1!J UPl'll.1f11f11ft n1111.J, 

.. .r ''''."1''' t. .J .... '1.1'1 ' -J -I 
"'~'1Utl~n1.JlJ"''''UIl1U U1JI1~1 'VlLLlJIn1Jl1~nU L1J ~ULLlJIft::l.1l"1l"1ft LlIU 1"I'l1~L'1Itl (Beliefs) 
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tJt:~Un1rnr(Expenences)~~1~~~~n11(Needs)~1~nr~~1~fan(Moods)Ufi~~~1~ 

~1"'Wr~ (Expectations) (G. Belch & M. Belch, 2007) ~~LtJ~~"ltu'h (Values) LLfl~ 

tJt:~un11nr~~Ul.l~~fl (Personal experiences) (Schiffman & Kanuk, 2000) u~n"1nd n11 

ftJ"~~1.l~~flJ~LlKftJ~Ylmfl"1nfln~~~"1~nu,~~i~Lfl (Stimulus) L'iU 'U1'" (Size) alu 

(Color) ,j1LL~nl~~("'~1~ (Position) pJLL1JUn114''''~1~ (Format) ~~1~\fU1LL\lU (Intensity) 

~~1~t",,,,~U (Isolation) ~~1~;"'LL~~ (Contrast) ~~1~\l1"ul .. (Interestingness) U~1tu'~ 

;r~\lfl (Information quantity) ~~LtJ~~UruYlLL'l""~~ lU'~~1.l~~flLtI"'ftJi~Lf1Pi1~' U,itj1 

.. ~t"'!Jn1nJ~~L~U \f1en11LmiuL~!J~ LLfl~~U' (Hawkins et aI., 2004) 

Lilf)qU;tn~LtI",ru~~LhPi1~' ~1UYl1~tJ1~~1Y1i~~"~~ 5 ~'lULLt\''l qu;tn~n"~~1n11 
~"'Lflf)n~~Lh \f1e;rf)\lfl'1'l~11fi1~' (Selecting information) ~~1UL;r1~1Y11~tJ1~"1Y1i~~~ 
~ II -~ _, ...,... II , ~ ,., .Of" 'I 
'~r.iU1\JI~LL"fl~~u .. ~~n11~"'Lfl~n'~\lfl'1~"11Y1LL"n"1~nU"1~lJ""!J1l1!J ~UL'tl'rt1~~~fl 

U,itj1 .. ~Li1ul.l~flnIl1'rt ~~1~Pl~~n11 LLN~~l .. ~~1~~1"'Wr~ \f1fltJ1~"un11nr;~ t"'!JtJn;\LLt\'~ 
., -~ - ... ~., 'I .. ~ ~_~.. .!'.,., 
r.iU1\J1~"~Lflf)mlJ"'ru ~U~ .. LLfl~"~~1~~~LTIYl~~~1~~f)"'~~f) .. mu~~1~"f)~n1n~~"uL~~ 

., ::. ~ II ~., II., II IItJ ~ II -~_ ... ~ 'I ~ L ... 
LLfl~"n"'nu~~ L11Y1'''' LL!J~nU"'~1~ "f)~n11f)f)n L LLfl~L~f)r.iU1 \J I "'Lfl~nYl"~~u ~ .. ~~ LT l\f~ 

, 
;rfl\lfll",;rf)2o!fl\fil~LLt\'~ n1~U~Un11ruflu~~U'f)~n114''''1~LU!JU tJ1~~~fl~fl (Organizing) 

LL'Jn"'~'l"'\f~ (Categorizing) LLfl~m1~"''l1~ (Interpreting) n~~~~1~1unu!if)2o!fl~L~nJL;r1 
~1 ;~lu.Ju"flud t1~4'!J~'lUl.lfllfilfl t"'!JL'tl'rt1~if~4'!JYl1~~1u~"i)Y1!J1~~L;r1~1ij~flf)th~~1nPif) 

, ~ 

m1~"''l1~~~Lh'!lf)~l.lfll'''fll''''LL/JInlJh~nuLtJ''1~LLIJi~n~tu~'!Ifl~1.JfiI''flfIIUUu, (G. Belch & M. 

Belch, 2007) 

~ 

'!Ifl~n1~U~um1rutnfl~qu;tn", ~~UU ~~~11""n11fuiCJn~f)~tj1LtJu n1~u')um11um1~1'1 

n1fl~ (Filtering process) ~1nt1~4'!J1l1!JtULLfl~1!Jufln~t\',)u~~~Y1fi'rtflfif)m1Li1l'1ru m14'", 

1~LU!JU LLfl~m1;ifll~1~~~ LhPi1~' '!If)~ qu;tn '" ~~~~ L~f)fiu1!J fif) LtJ~~n1~u')um1Lflf)nrui 
(Selective perception) '!If)~~u;tn" ~~tJ1~nflultJ~,)!J 4 .JU"flU ~~fif)LtJd (~LL~U1l1'rt~ 
2.17) 1) n1,.,ftfJnLiI"flJ (Selective exposure) fif) m1~~u;tnfilLflf)n~~~Li1l'1fu;rfl~fl'1,)"11 
1Ji1~' ",1flhhflf)mtl(;lfu;rf)~fl1i1,)"1'1~U,i!1lf)~m'1 2) n1,.,ftfJnf9u1, (Selective attention) ~f) 

m~~u;tnflll""fII,)1~1~1~nu~~Lh",1f);rf)~flu1~f)th~ LLfI~Lflf)nhil~l~;rf)~fI~U ~~~1n 

~1ui)4'!J'rtutj11u\frl~1'uqu;tn"'~~Li1l'1rutlJ~tu11Ji1~' 11') 1,500 ~u LLfi~~Lii"'m1fu~u~1u 
~ ~ , 

LIJ~tu1L~Ln!J~ 76 ~Ufif)1'ULYh,ru L'rt'11~LLriLn!J~m1i~Ln"Lih.l~~Lhfi1~' '!If)~~u;tnfllnU,i 
, ~ 

fl1~rutJ1~nuL~tj1 qu;tnfll~~ij"'~1~"ul~lumru1~~,)fI~fI \f1e~fII~1~~~Lh,ru, ",1eU,i ;~ 

LiiI'lLUU.JU'!lf)~ 3) n1"'ftfJn~fiI'J1U (Selective comprehension) fif) n1~~u;tnfllLfltln~fII~1~ 
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ftl~t"h~1 "1)J~ul1UYl1~1.1\nifllul'ljl I'I'l1)JL~tl LLN,~t~ LLfl::tI~~tJn11nrlltl~"ULtl~ ~~ 
tI 

- ..t' ,,-~- ... 1! 'I.\' ..t' ... tI _~ -.... - _.I ... 
"1)J n"LLrt'l ~tJ1 u 1I'I~::"I'I'l'l)J"Dtl~fl Ll'I~tll'll'lrttl~ntJ ~~tJn'l1"~ 'UtlYlfllUI'I"Ll'I)JYI"ULtl~)J 

tl~ LLfl::t1l'1li'l!u;;itl 4) n11'ftflnUUnnifJJJft (Selective retention) '~U1::tJtJI'I'l'l)J"''l 
.. " -~ _ ... ! • ~ L -. 1!..1 .I ~ .r.., -. "'~ L .I (Memory) LU~~'ln~tJ1ulI'I ~~'l)J'l1Cl~l'I'1n~LTI "'1tl"Dtl~thI1'l"'l1YlLlJl'InJ "'1tlLL)JLLIln~LT1Yl 

1I.ful'l'l'l)J"ut~ LL,,::;jl'l'l1)JtuLLIi"::1'u1I.~~"')J" ,j'l tfUnn'l1""'ll'lPltl~""",'l~n'l,atl"'l,;l 
... ',!f "tI..t' -" ....I tI 'I. !'I."'" ,,-~_ .. ''I.\'-
)JI'I'l'l)JLL"n"'l~LLfl::LI'I)J L "'lfJI'I'l'l)JI'Il'I~l'l~~"I'IYlLL fin L"')J L"'ntJ~tJ1ulI'I L'ntlntl Ll'ILnl'ln'l1 

• .I~ ...... ..t' .I ,.I • .. ..t'.:. ) 'l'I''l'''l1Yln~tltln LlJ L,,)J'lnYlt1l'1LYI'lYl~::YI'l L"UULtl~ (G, Belch & M. Belch, 2007 

..I ... ... .I !!It .!' ' -. ...,," -~ _ .I , 
L'1IULl'IfJ'lntJ Solomon (2007) YIn L"nfl'l'm~n1::tJ'lUn'l1rurutl-3~tJ1ulI'IYl"'l)J'l1t1LLtJ-3 

., ., " ., 
tltlnll.d:lu 3 ;UPltlUL'!iuriu ;itl 'iu,iI"fu (Exposure) 'iUt'fu1 .. (Attention) LLft::'iU~1't?1JJ 

(Interpretation) tl'lfJtUiULtJl'IftJ~u '::Lnl'l~uultl~~LflLf'l)J'ln1::YltJritJtlt)fJ'l::ftJi)J~~pj'l-3 1 

'IItl~1.ll'll'lft (Sensory receptors) LLft::~tJ;tnl'l'::Lfltlntfl'l'l'l)J"ut'L1l'n'l::ritJ~-3LfltJ'l-3tlti'l-3 
I ~ ... '" I If. ::. ~ "",~_. ... .., 

LYl1UU LLfl::'::Lfttlnft::LflfJft~Ll'ltJ'l~tlfJ'l~ Ltl YI~U ~tJ1ulI'ILL"fl::I'IUn'::)JjII'l'l)J~'l)J'l1t1 LUn'l1 

ftJi1U1::~tJ~LLPlnpj'l-3riu'tI ultl~tJ;tnl'lLfltlmtJl'Ifu~"Lflpj'l"1 LLfl'l ''ln~un,::lt1~iuPltlu 
-. 'I ~ l'_ -. -. 'I 1!' .I... 'I.....1"I.! " 

n'l1Lflt:m~U L'rt-3LTI "'1tlLfttln~U L'"Dtl~flll'l'l~'l1L1l'n'l::Y1"U)JI'I'l'l)J~u L' L'ntl':: L" ~Pltl-3 

tl1::)J'lft ~ ft;rtl~fl)J'l n LnUI'I'l'l)J~'l d:lu ",1tlLnUI'I'l'l)Jft'l )J'l1t1 t un'l ru1::)J'lft ~ftftl~fllltl~ PlUL tl" 

Selective Selective Selective Selective 

exposure ~ attention 
--. 

comprehension f-+ retention 

.I 
YI)J'l: Belch, G. E., & Belch, M. A. (2007). Advertising and promotion: An integrated 

marketing communications perspective (7th ed.). New York, NY: McGraw-Hili, p. 

114. 

Hawkins LLft::l'lCU:: (2004) 1~mh'ln"n1::tJ'lUn'lru1::)J'lft~ft;rtl)Jft (Information 
" 

processing) 'IItl,,~tJ;tnl'lHrj'l LiJu'l'I'IItl-3n'nn)J~~tJ;tnjllLn"n'l7ftJ~-3Lflpj'l-31 ''ln~u~'' 
• 1.1.1 1.1 ~ "t "1"1 " .. ... ".I .. ,,::. .. .!' ... .I YI'ln'l1L ftfJULL fl-3 (Transform) rt-3Ll'l "'LlJU'IItl~ft LLft::mtJ1n~ (Store) 'IItl~flYl Ll'IUUL'J l'I"YI 

LL~I\"lULL~W1'l'n~ 2.18 ~"l~tlfitJ'lfJn" 4 iUPltlU'IItl-3n'lru1::)J'lfl~ft;rtl~ft'lltl"~u;tn,, ~-3 
1.1 "tI" ~... .. _.t .. ~ " " ... tI ... 'l::ntlu L "'ltl 1) n11'u"ru (Exposure) 1I-3,::ml\'IIUL)Jtlrt-3Ll'lL'II'l)J'ln'l::Y1unu 'l::ft'lYl'lU 
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l,ur~ (Sensory receptor nerves) 'JIf)~~fIIfIIfl 2) A?1U"u1, (Attention) \UJ1tJii~ n1rl1~~Lfl 
"'~~Lfl",rt~~1SJ17tln1~~ul\\'1.J1~~1Y1fuISJ~~",rt~ri'lu",1tlSJ1nntj1yj1~1u Ufl::~flfl"fiI~ 
"'1nm1fuISJ~~,rU1 'Jnri~~hu'UU~~SJf)~L~f)yj1mnJ1~SJ'lfl~fl 3) n1"~A?1U 
(Interpretation) ;if) n11l\\'fII'l1SJ"'SJ1tJri1.Ji~Lfl,j1~1 ~r.huu1::~1Y1ISJ~~L;1SJ1 Ufl~ 4) A?1U 

flN;1 (Memory) 'JIf)~~1.Jltnfll 

Purchase and consumption decisions 

.I 
'VlSJ1 : Hawkins, D. L., Best, R. J., & Coney, K. A. (2004) . Consumer behavior: Building 

marketing strategy (9th ed.), New York, NY: McGraw-Hili, p. 278. 
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... ~ 'I .I _.r .1 ... ... • 
n'lUI~"U ~"'''Ln~lIUfltl'l~llU,"flU (Immediate decision making) LLfl:"'l'l"''''~''''l':tJ:!J'l'l 

(Long-term retention) ~~d]un'l'~:~"''''l'l'''\4''''ltJlIfl-3a-3'''l~1 L.nU':1.JU"'l'l"'''N~'l 
'lun,:u'lun'lnJ':"''lfl~flffl~flllfl-3qultn'''''l'''LL~'Wl'l,"~ 2.3 "':L~ULIi'~'l ~LL,jiu 
:"t r.. .111.1 ~::. • ... ... .I,'" PI .... 111.1 ''I. PI 

lIfl~ n'l'LU~7lJ ~ ... UtNlIUlIfl-3 "'l'l",,,N ... '1"':'" fl nttN:" "fl L Ufl.3 LuUft'l ~Uft~ ~ LL" ~U"'l'l~ LlJU 
- _ I J! .. -\' _::. ~ _.r 'I. ...... ... ... 

... 1-3 n1:1.J'lun'l7lJ':"''ltU:lfl''Dfl~flllfl-3eJU'UI''''~\4'''~U''':Ln~lIU ~UL'lfl'lLlltJ'lnU LLfl:tJ~", 

t1~i",,;uf (Interactive) ~~riULLfl:riu'lULL,jfl:iu"flutinli''ltJ L1iU "'l'l"'''N~'lllfl~qultn''n~: 
iiii"fi,"fl,jflffl~fl~~""fl,rU1 ~:Lil~ftJ 'l\\''''l'l",~u'l ... 1'l"'Ltln-3n'l'~"'l'l",ffl~fl,j'l-31 LLfl:'lU 

lIN:L~tJ'lriU "'l'l"'''N~'lLfl-3ntJntlfuLU;tJULU~~tJffl~fl,j'l-31 ~qultn"Lil~fuLf'l~'l 
L1iUL~tJ'lriU utln"''lnd ~-3n,:u'lun'l,fuiLLfl:"'l'l~"N~'l"'l-3niiinttN:lItl-3n'l'~"Lflflnfl~ 
fliflU;'l~"''ln L ,"11: ~"tJun ~ LLfl'l qultn""':~'l"''l'mil ~fu;fl~fl LIIl UU~'l N~'l ri" ~~ffl~fl 
~-3\4'" ~~ qultn" Lil ~ftJ,ru ~:iiffl~fl~'lU'lULfl mlfltJ LYh,ru~Lli'fu,,'l'l"'~U 'l... LLfl:tJ n~~,jfl LU 

U-3iU"flUlItl-3n'l'~"'l'l"'\4"''ltJ ~-3n~'l,ru ftl~fl~Lli'fun'l'~"'l'l"'\4"''ltJLLfl:tJnLnUtl~'lu,:uu 
"'l'l~"N~'l LLfl'l nfl'l'" 'W~'l"''l'ml'ltlfln",'l 'lflli'ultl qUltn" ~tl-3l1'l n'l,i "ftU 'l ... ~tl 'luLL,jfl:" f-3 

L'1iUriU (Hawkins et aI., 2004) 

nfl'l'l ~"tJ~tt1 ~:L~uLII~'lLLU'l~"LritJ'lriUn'lnuj1Itl-3qultn",ruLi~un1:u'lun'l~ii 
~ ~ , 

fII'l'l",~iuiUtfttlU LLfl:u,:ntlULuli''ltJiu"tlu,j'l-31 ''''In''''ltJ i-3LL"n'l'Lil~fuft-3Ll'l n'l14'l'I 
, 

... .1 .. 11.1 ~ ... ~ .. , 'l..... ...,-
':LUtJU LLfl :u':"''lfl ~ fllltl~fl ~1J~Utl-3 n'l'" "'l'l~,,-3 L11 "'l-31 \4", "'l'l~~tl" "fltl-3 nu fII'l'l~"" 

.. AI ., " 

fII'l'l'" LlItl ~ P!UfII;j LLfl :u':~Un'l,tl!L~"'"tl~ qUltn fII LLlJifl:fIIU ~-3i1 n'l1fuj1ltl-3 qUltnflluuntl 

LUuiu"tlu~ii "'l'l"'~ 'l ~ru~-3 ... :1i'ltJ 'l \\'qultn t'I Ln" n'l'~tJuf ~-3U-3 LUUL,,1tl-3ri'l\4u~ LL U'l ~,j", 
n-fIIUfll;jll tl-3 qUltn 1'1 'W~'l~: LUU'YI 'l-3U'l n\4'1tl'YI'l-3 flU tlU~:~ :Y1tlun-3 n'l 1Ln l'I'"'l ;}n1~ 

"tlU~Utl-3l1tl-3qUltnfll"fla-3,j'l-311flui'l i-3,ru ritlu~ ... :~ntt'lYi'lI'l'l'l"'Lf'l'l ... n-3LLU'l~I'I 
LritJ'lriu'"'l~n'~n'lJfllltl-3qultnfll ~-3"'l1l1'ln'l'~ntt'lLritJ'lriUn-I'IUI'I;}lIfl-3qUltn" tlULUUa~ 
~~tj~n~ "'l'l'" ~~ 'l"'~fl LLfl:LLU'l ~,j"''"'l;}nmJlItl~qultn" 'l\\'Lf'l 'l~ L~tJritlU 

LLU'l~I'ILritJ'lriun-fIIufII;juuLUU\4rt~'luLLU'l~I'I'"'l~n"",qultnfll~iifll'l1~~1r\ru'W~~ 
, II. I' -..,.., ... PI '" -I'l..... ~ -I "'.., 'I. • \4tJtlU Lun'l'lLL U'l" "L'tl~flU1 LLfl:tJ~LlJULLU'l" "" ~run11"'"tt'l~1n'YIt!" LLU'l ""\4U~ LU ... 1U'lU 

... -I ., '" .. _\' _::. ....!' .., 
"'ltt!lLntJ'lnu'"'l"n""'eJu'ul""~\4",~tln"'ltJ (G. Belch & M. Belch, 2007) LUtl~"''ln 

n-fIIU"~ UULUU'~~~UlIfl~n'l1Ln~'"'l;}n1~,j'l~1 'W~1"':LUU'"'l~nmJ'luL=ii-3U'ln\41flL=ii~flU 
~~\4'lnUnn"1"fl'l"~""'"1tl Lf'l 'l ... n~n'l1Ln I'In-fIIUI'I~ tl~ rlU1:ntlU 1'l",'lun~i1 ... 4'tJ~~~ii"fi,"fl 
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,jtln11Ltli!JULLtlfl~LLfl::n11"fl~~rtu~~~ut .. nJ ;;tltl~1'l!Jt~unn11P1fl1""1~11C1Lf1t4t5~ 
LLU'l tWJ'rt'l~n1ffi~1U,j1~1 'Dtl~q1.J;tn~~tltl1~;jtl1::~'VIfiIl1'rt L1U LLU'l tWJ;'1un1Wtl~fu 

~u~1'1il" 1\,u,1 LLU'l tWJn11P1tl1.J"Utl~,jtln114' "n4tn1ffiri~ L,,'hIn1n1!J ,j1~1 ",'ttlwl'LL.i 

'rt'l~n1ffin1~tl'Dtl~q1.J;tn~ (Schiffman & Kanuk, 2000) ~'l!Ji1"'(!J,j~1 L"'ft1d ri~~ft1trluiJ 
"'~~1 Unn11P1fl1""'1u'lWJ1ni,,~ut4t~~1.Jtl1::~1MJ"'1rt1fl1un11~nWli5(!J~~rtu~~'Dtl~ 
..... " - ..I., ~.l' ::. ... ... tI 1 '1'_ i1 ... ..1 .J 
~1.J1ul~'VI~PltlPll1nU"1'Dtl~PlULtl~ 1'l~'VI~!l~ ... ""mu 1::~1N un11LN"TI~ "''''!l'VI'''::n~ 

_... ,... tI..I tI ... ... " ... ,,_..1. , ~.l' 'I." ~ 11.1'1 :I 
tl'VI1mflPltln1mItlJU1 LLfl::n11L ft!lULL ft~'VIrtu~"'Dtl~~1.J1u 1~'VI~PltlPll1nU"1 L"'LlJULlJ LUL'1I~ 

U'ln L1U n11ttJ1:tN1t11::'I1i~,;utf n114'''11!ln11ri~L'''hIn11'!11!l LLfl::i1"'(!l~-31"'~U1 ~ij 
tl1::t;'VIfiIl1'rt1un11Ltli!luLLtlfl~~rtU~;j'Dtl~qu;tn~ L~tl1~Ln"Lilu'rt'l;jnl1~n1Atlt;u~1't;nu 
..I 
'VIt1" (Peter & Olson, 2005) 

::..: ~ ~ ... ..1 ......... '1 ... " ~... ::. 
'VI~U n11"nWlCl~LLU'l~"Ln!J'lnu'VIrtu~PI L~~~tl~'Dtl~un LtJ1:tN1 "'1tlUnn11P1ft1"UU 

• ':..1. .. 1 ~... ... ..... ,,_ ..I. • ~.l' ( .. 
~'l1tl!l1~!l~'VI"'::'VI1~'l1~L '111 ~C1~'VIrtU~PI'Dtl~~U1 u 1~'VI~PltlPl"nU"1 Brand attitude) 'I~ 

~ "". • t.. ..... " - ..I.. ~"1 1 ..1-1 ~ II. t-I "'~1!l~'l1~C1~ LLU'l LWJLL"'~n11L1!lU, .utl~~U1ul~'VI~PltlPl11nUP\1 "1 U'VI1~'VI'IU'ItlU"'1tl uJ'IU 

• ~ ~ ~ ..I .. -,,_ tI... ~.l' 1 ~.l' -I J' 
'ItlUtl!J1~"~1L"~tl ""tl"'~1!lCl~ n11'V1~U1ul~ 1::~UPll1nU"1 "Pl11nU"1",u~"'1n'rtu.!I1u 

" ::.......I.l'..1 'ttl ~ ... ..I • ..! :- ..... .... ~.l'::' • 
L"!l1'l~ IMLLPl1::"U'VI I'Itl!l'VIt1" "'UCI~1::"U'VI "'VIt1 "UULtl~ 'I~'VI ~UP\" "tlPl11nU,,1UU "'::~ 

~U.!I1~1"'1nt~N'1!l~'l1~fL~!J'lriUPl11~U;;1 (Brand schema) 'Dtl~~ultn~ ~~CJmnutlfJ1u 
ri'lU'Dtl~P\'l1~'VIN"'11::U::U1'l (Long-term memory) tiu"'::Lilua~~n1",u"n1w1::UjuPI" 
t;UA'1'Dtl~ qUltn ~ 1'l~1t15~'rt'l ;jn1~ LLfl::P\'l1~ ~~ l"'~tl Pll1t;U~1~U1 'Dtl~ ~ultn P\ ~'lU 
(Assael. 2004) 

..I ( )..... ..... ~ .. ..I ..... 
'DN::'VI Lutz 1991 nfl1'l'l1 'VI~UP\PI P\tl p\'l1)JI\'tn'VI1~U'ln "'1tl'VI1~flU'VI)J"tl'lPiQ. 

tl1::L;iuJi1~1 "'1tl'Yi 'l;j nl1)JU1~tltl1~ "'1tl LiluLL U'l t U)J~ Ln ""'1 n n11L1!lui1 Un11"tlU"Utl-3 Jitl 

tj"Qtlth~l"tlth~"'~~ (Object) 1uin1:tN::~~U'ItlU"'1tl'W~U'!ItlUtlti1-3"~1L")Jtl (Fishbein & 

Ajzen. 1975. as cited in Lutz, 1991) 

Hawkins LLfl::~N:: (2004) nft1'l~1 ~fIIUPI;j'Dtl~qultnP\~tl n114'1'I1::LijuUn1::U'lUn11 

'VI1~ ~1ULLN~~ 1", tl11)Jnrp\'l1)Jf~ n n11fui LL~::P\'l1)Jfp\'l1)J L ;r11 ",~ij P\'l1)J p\-3'V1uj;jtla-3 Ji1-31 

1tlU,j'l "'1tl"')J1!l~'l1)J5~ i5fin11f111~~fl~" ~n LL~::n1::vhJitla~LL'll'lfltl)J1tlU1 ,j'l 
ri'lU Schiffman LL~:: Kanuk (2000) ril~nft1'l5-3im~N::'1Jfl-311~ufil;j'1Jfl-3~ultnp\Htj1 

LiJua~~'W"1~11C1i~LnPlL""u'tm"!lPlN (Directly observable) "'1nLLJil1rtufII;j"'::CJnLL""-3 

flfln)J1~1U'VI1~a-3~q1.Jltnfll'3IJ11",1tln1::~1 Ufln"'1nd 11~up\;jtJ-3ijPl'l1)JL~U'lffl-3rilJ'Yi'l;jnl1)J 
1 ... ..... " - II.!' ~ - J' ~ .. ..I. ..I • 

n11LL"IMflfln U"1UPl1-31 'Dfl~~U1ulfll u.I'l1"'::LlJU'Yi'lPln~n11'!1flnUP\1'V1P1flLUtl-3 n11LLU::U1 

t;u;hJi1-311~riullfllP\~~U n114'lJIIfl1.rUPll1t;U~1~~u'Iflulul", n1w1::UjufIlNI'i1P111t;uA'1 
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~1tlwjLL,jfll'l1~~1~f~ ~t\''lULLft'lLL,jLih~~t\~Ln''~1~1n~rtufll;),r~aU ~~t)1' .. nft1'l';'t)1 

~rtUfll;) ~tl LLU'ltWJ€uLil"~1nn11LitJuf (A learned predisposition) ~"'::LLt1"~tltlnn~ 
'nq;)n~lu'VI1~~~U'I~1J (Favorable) ~1tl'W~U'Itl1J (Unfavorable) tl!h~t1~1Lt1~tl 
(Consistently) "tl1''''l'VI1~~rtUfllji (Attitude object) tl!h~'lIItl!h~~d~ t"tJt11~11tltli1J1tJn~ 

- ..Jt! ... .r.!'l... 40 If.!'''' • Ift!~ 
~tu~~1J""1~1 'VI 1::n~1JnU'ULlJU'VIrtUfII" ~""~"tl ~ U 

1) n"U"~';fJa.J.",a~ud.J (Attitude object) ~~1tJn~ n1~~1J1tnfllii~rtUfII;),jtl 

LLU'l~",j1~1 ~LrltJ'lftl~n1Jn11"ft1" L"IIU l'U1.1 U1::LIl'VI'tl~~UI.1 "11~UA'1 n111J1m1 n11 

LilUL~1'tl~ n111GuA'1 U1::L~Ui1CY~1 LLfl::~~11'l,j1~11'l~n~~fIIfIIfl n11ttJ~tu1111'11 ~tl 
~1tl~'1tJ LLfl::~U1 ~~lum1~n~i)(tJLrltJ'ln1J~rtul'l;),ru ,jnr.lt::iin111::~n~~fIIUI'I;),jtl~~1"~~ 
~.J., .... If.U-J., ...... 40 .,.,,_.J .. , !:I.l' 

~U~'VI"tl~ m1'l "tltJ1~ Lll'n1::L"'1::"'~ft~ L L'DU "tl~m1'l "'VIrtUI'I "'tl~ ~1J1 u 11'I'VI~lJItlIJl11ttU"11 

~ ~ ...... ~ .., !:I.l' ~ ~ ...... ~ "''',.y ~ 1'" . ... 
~'VI1n'n'VI~tltltl n"'::"tl~1::~"11ttUn1'tl~ ~'VI'n'n'VI~tltltl ~~'D"L"'U L'ntl ~~1tJlJltln11'l"~fl 

(Schiffman & Kanuk. 2000) 

2) n"u"~LfjuUU'J ft!JJ;tL;r"'1nn11Lwul (Attitude are a learned predisposition) 

~~~~1tJ 1'I'l1~n~ n1~~rtufII;) Liju~~~LitJuil;' L"IIU virtul'I;) ,jtl'nq;)nl1~mAtliu~1tl1'" 
Ln,,~u"'1nu1::t11Jm1cUm11GuA'1,j1~1 'tl~~1J1tnfill n1n;~,j11Jtlmfl1"'1n~l'Il'Ifl~U ~1tlm1 
:'1 ... .01" .~ .... .J • .r .. .,~ .. ,,"lful • .J~ 
LlJ"'11Jfttl ~tJ~tu1"1~1 '~'VIrtUfIIlJI'VILn"'U"'1nn11L1tJUZU tl1r.lt~LLU'l ~U~ ~ U'VIfII'VI1~'VI'U'IItl1J 

~1tl'W~U'IItl1J,jtl1''''l~~l",~~~rl~m~ 
3) n",u,,~i1"'J1Uf9Jj1LfU.Jf} (Attitude have consistency) in~tu::t\1~cy~nu1::m1 

~ ... ..~ ., ..J ~ ... ., ~... • 
~U~'!Itl~'VIrtufiIIlJlnfilltl fiII'l1~t1tl"'l'Ifltl~'tl~'nqlJln11~'VILLt1"'~tltln 'II~)Jnr.lt::t1::'VItlUtl~'VIfIIUfiIIlJI'tl~ 

~fiIIl'lfltltln)J1tlth~t1~1 Lt1)Jtl tlth~ "ri 1J11)J LU!t)1~ fIIUI'I ;)",::ii flJtut1)JUil'!ltl~ fiII'l1)J fIl~~t1~1Lt1~tl 
LL,jri'W'~~)J1tJ"''l1~t)1 "'::LU~tJULLUfl~~rlUI'I;)'W't~ Lrltl~r.lt1nu~ii~n~fl1tJi1r.lt(tJ~t11)J11mi1 

1\4Ln"m1Lu~tJuLLUfl~'VI1~~rlUI'I;)';' (Schiffman & Kanuk. 2000) 

4) n"u"ML;r"luL'fl"1~tf'I1Un11nI (Attitude occur within a situation) nfl1'l;itl 

t1tl1Um1cU,j1~1 r.lt::~~ti'VIi'nfl,jtlfll'l1~i~liu1f1::~t)1~~rtul'I;)LLfl::'nq~n11)J~LLt1IMtltln'!ltl~ 

1 n .. ~ ., "'.,., .~ - ~ ~. 
~fiIIfiIIfl Ut1tl1Um1tu "t1tl1Un11tu~U~tl1"'n1::~U ~~~1J1ulfllLfltlnLLt1'Mtltlntl~'nqlJln11)J 

I .J ... .,...... • .J .. alf" -J .,.~ _ ~ J' ...J. • I 
lJ1~tltJ1~'VI'!I '" LLtJ~nlJ'VI fIIUfiIIlJI'VIIJIULtl~)Jn L'" L'DU ~lJ1 U I fiIItl1r.lt Lfltln'lltl1tltJUIJI'VI CJfllJlr.lt1 nlJ1::L VI PI 

.J., .J ~ J' ...J. . I ....J ~ ~ ~ 
CY'iU LLVlUVlr.lt::Lfltln'ltl1tltJu"VI CJfllJlr.lt1nlJ1::L VI fl\LtJtl1)JUIJI1)JVlIJIULtl~'IIU'IItllJ 'II~tl1r.lt L Utl~)J1"'1n 

fiII'l1)J~tl~n1~",::u1::~fi"'hlft;\1tJlun11~LLflfn~1tl Liju~u ~~tl1r.ltnfl1'l';'t)1 ~fI\UI'I;)'!Itl~ 
., ." _.. ".,.J , ... If. 1'1 I ...J, ... 
~lJ1u I I'I)J LLU'l ~U)JVI"'::LLlJlnIJl1~nU LlJ ~ULLlJlfl::t1tl1Um1tuVl LLlJln 1J11~nU 
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.. - ,.11..1 ....r.!"l... -.l' ~ .I x." 
Utlm"'Utl~1n~NtUJU""1~1 fI r.:ntlUnU'ULlJUflfIIU"'''LL~'l n11r1nWnnfJ'luUL7tN 

'tl~';fllu"'~tt\'il"''l1)J'''1tlU",q)JLLfl::'''1U''''lU,rU ~1LUU~tl~li1n11~nW1L~fJ'lnuiJ~O;\fJA'1U 
,j1~1 ~il~fl,jtln1mIilJU1';fIIU"'~'tl~qU1tn"'A''lfJ 

.. 
n11li1"''l1)JL;1t~ii~uflU1f1'tl~';fIIU",~tULLU'l~'''''q~n11)Jqu1tn",UU "''l1li1''''l1)J 

.. " .. _... .I ... _ .. _\' _ ".l'''' ... .r.. ,... .r ... _ 
L'1 ~~Cl~'lfin1mflfllU"''''tl~~U1u I'" ~,.1UmmIilJU1'U "'1tln11ntl"'l'U'tl~flfIIU"''' (Attitude 

formation) ,jtl~~,j1~11t1U';')'tl~qU1tn'" 1'))Jltli1~"'ih~,j1~1 'tl~,rU;',)fJ ~~t"fJtln~Uft') 

';fIIU"'~'tl~qU1tn"'~::'Jm;NJU1~U"fltl"L,)fl1~1Ufl1~n1::u')un11L1fJ\~i (Learning process) 

~I .l" ... , "t1~ 
'tl~~"''''fl~1ntl~'''lJ1::ntlU''1U''1~1 "~"f) ~ U 

1) BnBrttf11n"'1fJUI'Ii? (Family influence) "'1tlU"'flUULuuiJ~O;\fJ~ri~tiflfi"'fl,jtlm1 
... ~ " .r .. _\'_ .I , .,., ... ... ....!"I ... .I 
""~U~~'!Itl'tl~~U1ul"')J1nflt1"tlfJ1~"'U~ LUtl~~1n ~Cl1UU"'1t1U"'1,)UULlJU~Cl1UUU1nfltlU1)J .. 
ufl::t1CJnn~~)J1;nlu"'1t1u"'fli~u,j1'fJLfJ11 ';11~~Cl1UU"'1tlu",fliltiflfi"'fl,jtl';fIIU"'~'tl~ 

qultn"'ritluf1~)J1n ~~!"fJri')ut",qjUft,) ';fIIU"'~'tl~L~n,rn~::il"',)1)Jfllft1tJ"'fl~nu';fIIUfII;1'tl~ 
~tl~"1)J~"ulA'run1rutjnn~)J1 2) BnB"tf11nn~"JL~f}u1utf.JI'I:J (Peer-group influence) 

r.t1n~1uil4'tJ'fl~ Katz Ufl:: Lazarsfeld (1995, as cited in Assael, 2004) ufl::fin"'fl1tJ1 ,nuil4'fJ 

, . ,., ......... , 1..1.1 1..1 ........ ... ~ t of 
1J11~"'U,)1 nq)JL..,tlU~::)Jflflfi"'fllJ1flm1L fltJULL fl~fl1~"'1Uflfllufil" Ufl::n111J1"'~U ~'!Ifl'fl~ 

qu1tnflll;')J1nn~1m1LtI",rutf.J1iN1'fl~qultnfllLr4fJ~fl!h~L~tJ') 

3) ;f}'JtfUtf~li1~ttun11nJ1uf}~" (Information and experience) ffl~fl,j1,)~11~h~1 
.. 1..1 n..... ... \, - ".!"I ... iJ'" ".I.J ,... ....1.. ...\, - ..., 

'1'))JCl~ 1::~Um1N Ufl"'1J1'fl~~U1ul"'mlJUtln ~~tJ"'U~fI~~~fllJ1tlflfllUPllJ1Yl~U1ulfll)JlJ1fllJ111 

~ .l' ., ........ ., , 1..1 ".!"I ~ .I. 
~Url1 '!I~~1nflq1i!)n11L1fJUZ (Learning theory) ~::L'Dfl,)1 1::~un11N~::L1.JU~~flm"'u", 

"'q~n11)Jtuflu1"''''tl~~'''fIIfllA' Uflnr.t1nQ ffl~fl,j1~1 ~qultn"'1A'ruihuu~~~ri1",u"'';fIIU'''~ 
lA'L,juL;ifJ')nu Ufl:: 4) lJl'lftnn1" (Personality) tJ"'flnin1iN::'fl~qultnfll~::~~~fln1::YlU~fl 

,; fIIufII;11A' L,jU tJ fIIfl nI11..,~ri1,)r,') ""tlfll,)1)J LUUfIIU'DflU L f1i~ PI)J ~1~riri~ ~fl ~fl'; fIIUfII ~'fl~ 
" ... \, _ .I..., :::. ~ " ~ ". :::'';.J .I......... "" .... ".I., 
~U1ulfllYl)JlJ1flfl~~UPl1 Ufl::1J111~UPl1m~1 Yl~~U L"lIU PlUYl)JtJPlflnfln1iru::m,)11')tl1r.tLlJU~Yl'DU 

,... .I " ... \'''.1 .. of 1..1 _.I... .I., .I 
'DflUn11LflUmi1f1f11f11tJ Ufl::)JUUthU)JfI~::Lflfln'!lfl~ n1rumi1f1)J11f111U"'~flt1'" L"'flW~:: 

Ltl1'DU::~LL,j~iut'";' ~~lun1ril,r~nfl1'l ';fllu",j1~qultnfllil~fl~t1n1tUrhi1,ruriLn,,~u)J1~1n 
.,-1 __ ~ 

UflU1f1"'U1f1'fl~tJ "'flnI11""fl~tJfII fIIflUULfl~ (Assael, 2004) 

~1n~l;'nfl1'))J1f1~~u ~::L\4ul;'~1';fllufII~,rULuuiJ~o;\tJ~ii"',)1)J~1rTCUflth~~~,jfl"',)1)J 
., :::." of ..... \'_.,,, .. .1 ..... \'_ ......... .1 ... , ~ ".. ~ "" 
L'DflUfl::"',)1)JlJ1~ ~r.lj'Dfl'fl~~U1ul'" L)Jfl ~"'n1J11)JfI~U1uIPl)JYlfllUPllJlfI"'lJ1fl~UPl1 ""fllJ111~UfII1 ~"'1 
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~tJltnfll;hrnilLLu'l tw..~4t::Lfltln4tlftuA'1 "1tlPll1ftU~1,rU1 Pl1~'lUA''llJ ~,rU n1Nnn11P1ft1" 

"'lul"tU~~"'tl~1\lfll'l1~'h~cuntJm1'l1~nft~'VI1'VI1,m1~tl""1n11P1ft1" L~tl~4t::""~"1tl 
,j"Lilun1~tl""1a~fII'l1~fin~;lL~lJ'lntJftU~" LLft:Pll1ftU~1'lu6~~tJltnfll L~f)l~~tJltnfllLn" 
., .-1 ... , ,.!' • ::. ., ~ ,. ..r., .~ _ 'I.l"I -I 

'VIrlUfllPI'VI""tl"U""LLft::tJ1n"NU1 tlU4t:"~eJft"tlYtqPln1nJn111tl'ltl~e.itJ1 U IfII LJ\ ~U'VIt!" 

::.~ • -I x." .::. ''I.!'.!'! x.". 
'VI~U LLU'lfll"LnlJ'lr ItJ'VIrlUfllPlUU tl14j""~11tlLL~tltln LPlLlJU 2 ~~~~""n fIItl LLU'lfll" 

tl~IfU1:ntltJ 3 ur.:n1ntl~~rlUfII;; LLft:LLU'l~"tl~lfu1:ntlt.JL;llJ'l'ltl~~rlUfII;; (Assael, 2004, 

~ ... ...., , 'Iol~ 
Lutz, 1991) 'I~~l1lJft:LtllJ""~Pltl LUU 

'lu'VIqttntl~IfU1:ntlt.J 3 U1:n1ntl~~rlUfII;\ (Tripartite view of attitude) ~rlUfII;;4j: 

u1:ntlt.J'luli''llJtl~lftJ1:ntltJ 3 tJ1:m1~'llJnU 'l~LLri tl~ffU1:ntlt.J~1ufII'l1~ffll'l1~Lf11" 

(Cognition) tl~IfUr.:ntlt.J~1UfII'l1~fin (Affect) LLft:tl~,rU1:ntlt.J~1un11n1:yj1 (Conation) 

.,-1 1 -I ~ "01 .l' ., .,,,::. .. 
IM'VILL""~ ULLeJutl1Yt'VI 2.19 'I~tl~fllu1:ntlt.JLL1nPl1UfII'l1~ifll'l1~L'D1 L"UU"~~1lJ1'l)Jtl~ 

fII'l1)JL'tl~~")J"~l.lfllfllftii"atl,,1t1il"tlt)PlQ'VI1~~fIIUfII;; (Attitude object) L'1iU ~t.JltnfllL'tl~1lJ1 
~o~ 0'1 ., o~ 'I ., ~ "0 I .,.J., 1::::1 ::. .. 
\,rnU Colgate "")J11tlutl~nUnU~ L" ,,'lUtl~fllu1:ntlt.JI'I1U'VI 2 1'11UfII'l1)Jti1nUU ":")J1lJtl~ 

m1P1tlt.J"Utl~'VI1~~1Utl11)Jnrfll'l1)J~n'luL~~tJ'ln"ffiftt.J (Positive or negative emotional 

reactions) ~il"tlt)j;JQ,rU1 L'liU fII'l1)J~n'U'lItlt.J'Dtl~~t.Jltn""tlj;J11~uA'1 Colgate LLft: .. 
tl~,rU1:ntlt.J~I'I~1lJ ~1Um1n1:yj1"~)J1lJa~ fII'l1)J';~ l"'''ffiYiq ~n11)J"1~ (Actual behavior) 

~l.lfllfllftn1:yj1"tlt)j;JQ'VI1~~jljU,,~,rU1 L'liU ~t.Jltnfll~~'l"'''':~tllJ1~';U Colgate d:lu"'u 

aI • "01" .. 01 
LLeJU1I1'W'rl 2.19 LL""~LLtJt.J"'1fttl~~)J)Jtl~tl~fllu1:ntltJ'VIfIIUfllj;J 3 u1:n11 

Attitude 

I 
I 
I 

Affect : Conation 

.J 
'VI)J1: Lutz, R, J. (1991). The role of attitude theory in marketing. In H. H. Kassarjian & T. 

S. Robertson (Eds.), Perspectives in consumer behavior (4th ed., pp. 317-339) 

Englewood Cliffs, NJ: Prentice Hall, p. 319. 
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.. 
~fJ"1nYlqtt{jtw'(tl1::nflU 3 tl1::mnfl,niflturI~ fl~,rtl1::nflU~~ 3 tl1::n1n1~~U":: 

Ltluri'lutl1::nflU~ ~tUJ ~~1UnUfl ~l UYJ n1 ~ fltUrI;j~ Ln I'I~U'Ifl~~ rI rlfl nfl1'l;ifl UPifl~ fltUrI ~ 
"tI "tI.1' .r.1 '~tI ~'I. ....1 .." , ... "tI "::"fl~ 1::nflU L "'lfJfl~rtlJ1::nflU"1~1 YI~ 3 1::n11U LU'::I'IU""'1n""flUflfJU"n"1~nUL 

~ .r.1 .;. tI .I, 1t" ..... ~".I .1' ~ "tI Ufln .. 1nu f)~rtlJ1::nfl1JTl~ 3 1::n1mnfl1'l"'1'D1~"U fJ~"'UU'l L~""'::~fll'lrl¥tf)~~"'1L~"'f) L 

lU;;fltYl1~L;ifJ'lriu nft1'l;if) ujfl~1J1tnrljjrl'l1"'frl'l1"'Lf1l~ Ufl::rI'l1,..ft1nPif)"11~u/h III 'W~1 
.. ::LiluL~~U'ln ",1ttL~~flU ritif),.. .. ::ri~~fl Pif) UU'l tWJ"q;;nmJ~~f)1'I rlflf)~nU"1,..'tlA''lfJ L'iU 

"'1n~u1tnrljjrl'l1"'frl'l1"'Lf1l .. ",1flL~f)~1"11~UA'1 Compaq ~1"'1'tlri~"'flU~fltl,::tfJ'IUil 
~fl~m1LA'flti1~jjtl,::~"fiIl1"Ut\''l ~ultnrlri~::~n~U'Iflu""'~U~1 Compaq Ufl::"::U1'tI~ 
UU'ltU"''Ifl~''q;;nmJ ",1ttrl'l1,..i~l~~flIJl11~uA'1dL'iuL;ifJ'lnu 

".!' .. .. .I... .. --.1 tI 
Schiffman Ufl:: Kanuk (2000) L"flfiU1fJUU'lrl"LnfJ'lnu"q1:t!)fl~l'IlJ'::nflu 3 ,::n1' 

'Ifl~~fltUrI;;H~1 ~rtUrI;;tl1::nflu'tlA''lfJfl~,rtl1::nflU 3 tI,::m1 (~~U1l1"~ 2.20) tluLA'uri 

1) fN,rt11::nfJuI1UII?1J.J!II?1J.J';'11, (Cognitive component) ~~"''''1fJCi~ rI'l1"'fufl::m7ftJi 
" .. ~_ .I.. , tI --......, ", .I 

'Ifl~r.iU'U'lrI"Lnl'l"1nn1'~~~~~1U'::"''l1~ 7::~Un1'tu"NnU'l"'l1Jl1~1 Ufl::'Itl~fl'l1'l~1m 

.I.. , , .... ~_.. tI ... .l.!"l .. ).1 ... ~ , 
LnfJ'l'lfl~"1n U "'fl~"1~1 'Itl~ r.iU' U' ,rI IJI~":: '::ntlUnU'IULlJUfII'l1~ LlJltl (Beliefs LnfJ'lnU¥t~"1~1 

'Itl~~ultnrl 

~~1: Schiffman, L. G., & Kanuk, L. L. (2000). Consumer behavior (7th ed.). Upper 

Saddle River, NJ: Prentice Hall, p. 203. 
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2) fNlfll1~nfJu/1u"?1ufRn (Affective component) ~fl fl1nJnrLLft::~t)1"'fi'n'fl~ 

~tJltn~~il,jflftuA'1 \t1t1""ftUA'1t"""ftUA'1\t~~ t"!Jfln~N::'fl~fl1nJnrLLft::~t)1"'find 
... ''I ... I nJ'" JIll ~ .I .... 'I.!" JIll .1-1 .. '1.1 JIll .1-1 JIll" 

,.,n"'::fl'J ~U,u'fl~n1 1::UJUt)1LuUn~fI"\t1tl~" LuUfI'IU'IflU \t1tl ~LuUfI'IU'IflU LuU"U LLft:: 

-:'1 ~ •• ..~ .. .I .... ~_ .. 
3) fN"u1~nfJU"1Un11n1:n1 (Conation component) ~t) LLUt) ~WJfI~tJ1U"~"'::LL""~fltmt1~ 

nq ~nlnJtJ1~flth~~il ~t)1"'''fl'' ~t\'fl~nU';rlU~ ~'fl~ "ULfl~ ~~ t Ufl1~n11"ft1" fl~ flftJ1::nfltJ 

~"';1!Jd"'::\t"'1!J~t)1"'~~ ~t)1,.,.r~t ... ffl (Intention to buy) 'fl~~ultn~,ruLfl~ t"!J' __ ::L"UU'~1 
fl~"tJr.:nflU,r~ 3 fl~flftJ1::nflu;1~&Kud,j1~nil~t)1"'L~fl,.,t!J~i,.,~ulnu 

.. 
Lutz (1991) 'lIi'L"Ufl~1 tun1rl"';rlU~~UU LL,;",1~LLt\'t)'W"1"'1ffl1'''fl~flftJ1::nflu''fl~ 

';rlu~jjLLuuLLti~LL!Jnnuflflmuu 3 ~t)UM~tJ11n!l tUflq~nfl~flftJ1::nflU 3 tJ1::n1t'11fl~';rlU~jj 
.. ... ..... ::. JIll ..... .1.1 ...... -I -I 't.J. ... 
LUfl~"'1nn11"l"flrlU~"UU LuUn11"l""fl~t)1"'flLnmnUnU"''l1'''L'Ifl 'I{flfJ U¥1'lU"fl~n11"l" .. 
,; rlU~ jj (Affect) L Yf!J~flth~ L~!J'l Lyhuu ft'lUfl~ rftJr.:nfltJ 1i'1U~'l1'" L;1 t", (Cog nition) LLfl ::~'lU 

, .. 
"fl~nqjjn1nJ (Conation) ;1~Li]u~'lutJ1::nflU\tiniln 2 tJ1::n1Nuniuhj~1"'11t11',,'lIi'~-3 .. 
4'''Luuffl~1n'' 'Un11~n~ l'i~uu LLUt)~"fl~rltJ1::nflu 3 tJ1::n1t'11fl~';fllu",jj~-3'l).jL\t"'1::~'" 

LYf!J~"fl~'"l::U1"'1t;'un11~n~';fIIU~;} ,r~t1~'WLuun11~UU~'1Un1N1"'1tJ1::~n"1ftun1rl" 
1::;U';fIIU~;}"fl~~ultn",'un1~1~4'!Jfl1~n11"fl1,,'lli'flri1~iltJ1::ftflfin1""'1nun 

... ::. .. 'I" ... , ,.. ~ tJ.I • 1 ...I ... 
,,~UU Lutz (1991) lIN LI'IL~Uflflq~!l \t,., '~LuUn11L fl!JULLufNLLU'lflll'lLntJ'lnU 

fl~rltJ1::nflU"fl~';fIIUflljjL~!J'\t).j ~~1"'11t1U1"l1tJ1::~n"1ftun1rll'l';fllu~;}'lA';In~1f1q~n 
fl~rftJ1::nflu 3 tJ1::n1t'11fl~';fIIU"';}~ilfl~L~'" t"tJ Lutz L~fl~1';fIIUfII;}t!U'"l::ilLYf!J~fl-3P1tJ1::nflU 
L~!J'l (Unidimensionalist view of attitude) ~fl fl~rftJr.:nflUfl1~A'1UfII'l1"'fan (Affect) ~'"l:: 

LL~"~~~LLU'l tU"'fII'l1,.,fftn~U'IflU\t1fl 'W~U'IflU (Favorability or unfavorability) 'fl-3~ultn",pjfl 
~ ,~ .. ~ !!1t .. • • 1.1 -I.. ... 1 .. , .. ~ ... 1 '" 
¥1~ "¥1~\tU~ Ufln'"l1nU n Ll'lfl1n11Lufl!JU'IflL1!Jnfl-3r1u1::nflULI'I'" \tLuUfl~l'Iu1::nflU \t,., L'!IU 

tJ
.I ... 1 .. .. .. , . ~ .. . • 1.1 

L fl!JUtl~fllu1::ntlUI'I1UfII'l1"'lrl'l1"'L'1 '"l (Cognitive) "'1LuUfII'l1~L"lItl (Beliefs) LLfl::LufltJU 

".1 ... ~ ::.,J' .. 
tl~fllu1::nflUI'I1Un11n1::fl1 (Conation) ~1LuUfII'l1"'''-3 '"l'fl (Intentions) LLfl::"q"n1nJ 

.. ........ .J. ".1 .. .... '" 
(Behaviors) 1"l~tH!J-3 L""VI1n11LL!Jn¥1'lUtl-3f11u1::ntlU"'1UfII'l1~L'!Itl\t1tlfll'l1~L'1 '"l (Cognition) 

LLfl::fl~rltJ1::nfluIi'1UfII'l1,.,.r~''"l'fl\t1flA'1unq;}n"~ (Conation) flflnLtJ t"!Jl11n11L1tJ-3ft1';U 

n11Ln"ritlULLfl::\ti~"fl-3fl-3rftJ1::nflU,r~ 3 ~'lUL~!J'\t).j mh'l;itl tl~P1tJ1::ntlU~1UrI'l1~L~fl 
.. .r, ....... ::.::., J' .. .. .r 

(Belief) '"l::Ln""UnflUn11Ln"flrlUrI" (Attitude) '"l1nUU~t)1~"-3 '"l'fl (Intention) '"l-3Ln""U 

"1~~1 LLfl::nq;}n1nJn1Jtl"'l~ (Behavior) '"l::Ln"fuLUUft11'\Ut'!"'YI1!J ~-3LUU~flI11!J\ti-3'"l1n 
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n11Lih~~rlu",;j t"uil",')'uJI)Jliulnuluftm~cu.,..yILi]uL"''JLi]u~"nu (Causal flow) t"u-'~1114 
t11)J11CltlB1.J1utuU1.J1.J"',)1)JI)JliuI1~wh~"',)1)JL;tl ~rlU",;j u"~'l;jnmJ'~tl!h-3il 
tJ::a'nBIl1'r4)J1nfu ';11\luu,)~"tl-3'(tJ~ntl1.JL~m'Dtl~~rlu",;jn"1u)J1Li]uuu')~,,~U'fun11 
UtlJJfuu"~Qmh'tJtJ~~n.n.nU~1ui)(U~1Un1Ul"1"'h~1 JJ1nJJ1U (Fishbein & Ajzen, 

1975, as cited in lutz, 1991) (~U~UIl1'r4~ 2.21) 

Beliefs Attitude Intentions Behaviors 

(Cognition) f-+ (Affect) 
-+ 

(Conation) 
-+ 

(Conation) 

../ 
'n)J1: lutz, R, J. (1991). The role of attitude theory in marketing. In H. H. Kassa~ian & T. 

S. Robertson (Eds.), Perspectives in consumer behavior (4th ed., pp. 317-339) 

Englewood Cliffs, NJ: Prentice Hall, p. 320 . 

../ !!'I" ... ".1 .,.,...... ".1 
'N~'YI Assael (2004) n L"'tlfi1.J1UCl~tl~fllu1~ntl1.J'tl-3'nrlUfII"',)1 )JL'r4£Ntl-3f11u1~ntl1.J 

L~mL-Duriu ulJit11)J11ClUU-3fl1,r1.Jn11Ln",ntlUUfl~"'i-3~-3LUUL"''JLUU~flnUtltln,;rLUU 3 

,rU(;ltlU L;rUn 1) ,rUfII'l1)JL;tlL~U')ri1.JlJl11aUR1 (Brand belief) 2) ,run11tJ1~UlUIJl11aUR1 
(Brand evaluation) Ufl~ 3) iUfII'l1)J~-3L~;tl (Intent to buy) (~U~UIl1'r4~ 2.22) ~-3fl1i1.Jiui-3 

tJ 
.:r".!11 ... I ../... ..: ., .. .. • 

3 1~n1N U1.JLuUtl-3f11u1~ntl1.J'YI)J1.J'YI1.J1'Y1ft1f11CV LUn11')1-3nfl~'YIfi'YI1-3n11(;lfl1I'ltlU1-3)J1n Ufl~ 

" n1~1f11'l1)JL;1L-,~~iU(;ltlU 3 tJ::n11'Dtl-3n11LilI'l';rlUfII~tlri1-3citNU~ ritl)J-'~LUUtJ1~LU'DUlJitl 

n11')1-3nfl~'YI1f'YI1-3n1 1(;lfl1" L1.\'iltJ1~a'YIBIl1'r4lJitl LtJ 

~.J., ~., .. ...;../ .... ., , 
1. 1I'J1UL'71fJLntnnIJ"11nlJft1 (Brand belief) "')J1UCl-3 fII'l1JJL'Dtl'YIl.JfllfIIfl)J(;ltl'l(;lQtltn-3 

... ...;" ... ., .!II " " .. ../., ~" ../ 
Ll'ltltn-3,..U-3 LI'IU-'~)Jflm~N~LuUfII'l1)Jlfll'l1)JL'!I1 L-'LnU'ln1.J(;l11ftUfII1 (Cognitiveffhinking) 'YI 

" ." _ .." • .. .,. !2 ,,::. It " ...; ../ ... • 
~U1 U Ifil L,..fII'l1)J"')J1U Ufl::U-3C1-3flnMN::(;l1-31 '!Itl-3lJl11ftUfII1UU1 L'l(;l1)JF\'l1)J L'Dtl'YI (;l\.lLtl-3)JlJltl 

PlNt1)Jtm'Dtl~aU~1 (Product attributes) Ufl::PlNtJ1::LU'DU'Dtl-3aU~1 (Product benefits) L-DU 

...; " ~,,- ../., ..- ~., .. .J../ " 
fII'l1)J L 'Dtl'Dtl-3 ~U1 LSII'I LnU'l nuPl Nt1)J1.J (;l'!ltl-3U1tl "flJJ fIItl 1'I'l1JJ"''l1UUfl:: 1'I'l1JJ'U1 '!I N::'YI "1U 

" " " PlNtJ1::LU'DU'Dtl-3U1t1"fl)J~tl fII'l1)Jt11)J11C1LUn11t'lUn1::,..1U LUU.lU ~-3U n11'Y111U~~n11L1.\' 

fII,)1)J~1~CV'Dtl-3"JNt1)JtmUfl::~NtJ::LU'DU'Dtl-3aU~11Ji1-31 (;l1)JfII'l1JJL;tl'Dtl-3~1.J1'L1lfll~ -,::il 

fl'lU~1~CVtlri1-3~-3~Unn11(;lfl1,,-,::t11)J11C1U1hJilLfII11::mi-3,"titlUUfl::'I'Iu;j-3'!1tl-3(;l11aU~1 



131 

'J/tN"ULtI~n1J"11~U;;1~LL;~1A'LUUtI!h~;i utln4t1nd tI~,rtJ1::ntl1JL''''hd6~'!I'l!lLumru1::wu 
"11~U;;1'J/tI~~1Jltnfllt'llft1'-J11tltJ1::WU"11~U;;1U'tI!h-3f"'L4tULLfl::ft~1LtUltlt\tI"'fIIfltl~n1J 
fII'l1'-J~tI~n11'J/tl~IIIIuLtl~tl~1-3LL~""-3A''l!l 

_I'" ~.1' ( .. ..I ..... ~_... -1..1 .. 
2. n1nJ1~WU"t1nU"1 Brand Evaluation) ,..fl-34t1 nYl ~1J1 U' I fII Ln '" fII'l1'-J L'Iti Ln!l'l nlJ 

"11~U;;1LLfl'lLUt;,i1Jti",ltJ ri ... ::Lii",iu~'l1'-Jfi'n (Affective component IFeeling) "1'-J'-J1 ~-3 
"''-J1!1 Cl~ n1ru1::WUIIIIl1~U;;1 t.t!l1'l'-J'J/tl~ ~lJltn fII t.t!lL U'J/tu::~ fII'l1'-J L~tI Lri!l'l rilJ"11~U;;1il 
fln1:ttu::LUU"'fl1!1ij" (Multidimensional) Ldtl~"'1n4t::LLt\"'~Cl~~~"Jtuft'-JUMLLft::"JtutJ1::t!l'J/U 
'J/tl~~U;;1~~1JltnfllftJf "'1nLLpjiufII'l1'-Jfi'npjtllllll1~u;;1tiU"'::Luun1nJ1::WUIIIIl1~U;;1~il 
LY;!I~ij"L;i!l'l (One-dimensional) t"'!ImnJ1::WUPl11~U;;1d ... ::ft1'-J11tl'l'",1A''''1nm1L~ 

::. , .. .!' '1.1 ~.. ... ..I 
fII::LLUU~LL"1::"'1J,.tl!l"Jtu1l1Vf (Po,or) Lu"'Utl-31::"'lJ"Jtu1l1Vf"'L!I!I'-J (Excellent) LLfl::"'1nfll'l1'-J 

~U'J/tl1JUtl!l~t!'" (Prefer least) ltJ4tUCl~fII'l1'-J~u'J/tllJ'-J1n~t!'" (Prefer most) t"'!Imru1::Wu 

111111~U;;1tiU LUU~fl'-J1"'1nfll'l1'-JL~tlLR!I'ln1JIIII11~U;;1 i~tiu ~~u1Jl~(hn1nJ1::WUPl11~U;;1 
... ..!.. ,.: 'I ..... ... -I ~I'" ~.!'''.!''I .. ..I 
'-JjI\'l1'-Jn1f11CUtl!l1~!I~ LUn11Ln"'YlrlUfilPI LUtl~"'1nm7u1::~UIIIIl1nU"1ntlLuu'!IU!lnfl1~YI 

• .¥. ..I ..... -I.!"I ..I ~ -I .. 'I_!-I , ~.!' 
ft1"CUYlt! "''J/tl~YI rlUfllIIII 'J/~"'::LlJULLU'lYl~YI"'::1::~tl~ fII'l1 '-J'J/U'J/tllJ ,..1tl ~'J/U'J/tllJlllltl 111111nU,,1 

tiU1 ~~6~t4~~YlfiVfft"tlfII'l1'-J,r~L ... ~tI (Intention to buy) 'J/tl.:J~1JltnfllA''l!l (Assael, 2004) 

Cognitive components 

Brand beliefs 

! 
Affective components 

Brand evaluation 

! 
Conative component 

Intention to buy 

! 
Purchase decision 

..I 
YI'-J1: Assael, H. (2004). Consumer Behavior: A strategic approach. Boston, MA: 

Houghton Mifflin, p. 216. 
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tl!h~'fn~ n'lnlr.ailU"l1~U~'ldtl'l~;:;n1fLtJi!JULLtJfl~'tJ"'l)JLL,jfl:~c\'lUn'l,Ml 
".~-. _I • ..J t -~ ~ " .~- tJ·· .!"I ~ ~ ~UfulfllYl'ln'ln.J1:L)JU L"IIU U~C\'lUn'lfu~"U~~Ufulflltl'l'" 1:L)JU'l'l Diet Coke LlJULfllftN")J 

.I ... ..J tJ •. 1'" .... 1 -~ ~ " .~- tJ·· YI)J,,'lU f:ntlU'Dtl~~'lffll'lLntlU LL"tln U~C\'lUn'lfu~"U~~Ufulflltl'l~ f:L)JU'l'l Diet Coke 

~'l!J~UfII'l'l)J~~unm.Jinf:LtJtlnLuu'~ ~~'tJnt)'l,ru Lrt~~'lnLLf~n1:~U ~fIIflnll'l'n nq)J 

''l~~ tJf:ftUn'lfnllUtl ~" LLfl:ftll'l'l:YI'l~ n1!JIl'l'n'Dtl~ ~ultn fII~ ,j'l~riu n ti~Yh 1 ~ ~ultn fII;:; 
n1ru1:LilUfII'l'l)JL~tl~!J'lriULLPln,j'l~nUtltln'tJluLL,jfl:~fIIfIIfl (Hawkins et al.. 2004) 

3. "?1",,f~11/fJ (Intent to buy) UULUU.jU"tlU~ 3 'Dtl~n1fLn"';rlUfII;i ~~Luuil;i~1U 
'Yiq;inH)J (Behavioral dimension) 6U")J1!JfII'l1)J~~ LLU'ltWJfII'l1)J,r~1~~tl (Intent to buy) 

'Dtl~~ultnfll ~~n1rl"fII'l1)Ji~1~~tldUULuuri'lUth~cy,jtln1nl1'tJli~lijJu1nflf.lYlfiYl1~;;1U 

n~nlfl1"LUUtl!h~~~ Unn"f"fl"""'"U'lU)J"n~~'n!J"!J")J~~:YI"~tluri'lUr.J~)JYl"~n"'''fl"'' 
'Wt)1~:LUUr.Jfl"z1tu..rtlJl1tu1U~z1tu..r ,,1flLU7LL1i'tl"'"~U~1 L;;tli;~11tu1t)1ft'lutJ1:ntlU 
'I_.l..J •• .r" .~_ .I • II·..... 'Ilf 1 ~ 
LVIY1rt~r.Jfl"tl'nq"n1nJn11"11tl'Dtl~~Ufulfll)J1nYlt!" tl!J1~ L,n" Unn11IJlfl1"tl1~ L"D'''~~ ~tlU1 

lUn1fn1:~ut~~ultnfllLn"'nq~nf1)Jn1Jtl'~,;u;I t"!J'W~1LUulitl~~1Utl~,{tJ1:ntlU'Dtl~ 
"'l1)JL'tl,jtl"11~U~1 "ffin1ru,:Lilu"11~U~1LL,jtl!h~'" ""nnflf.lYlfilun1~~l~~ultnfll,ru 
... • .. .I " 'I."" .~ _ .. ~ 'I .r ~ "II".,.... 'I oJ .. 
)JtlYlti'nfl)J1m'n!J~'ntlW~:n1:IJlU L"~U1ulfll~1)J1fC\IJl"rtU L~1tlrtUfII1 L"YlUYlYlU L" L"IIU n1~" 

~ ".. 1" tJ • 1 .r ~ " .!"I " l1Un11fl"'11f111rtUfII1 "'tln11L~Utl "'!I tl~'YiLfIIl1 Un11Ufln1tlrtUfII1 LlJU"U (Assael. 2004) 

L~UL~U'lriU Solomon (2007) ~m;;nfl1'l~~tl~"'tJ1:ntlUL~U'l'1ltl~~fIIUfII~'.nUUU'lYl1~ 

L~mriUt)1 n11Ln"'1Itl~~rlu,,;i;:; 3 ri'lU~L~m;rtl~ ~tl 1) f'I?1ulf'l?1U';11~ (Cognitive/ 

Knowing) ~~L~!J'l~UriUfII'l1)JL'tl (Belief) ~~ultnfll;:;,;tl~~';1~1 2) f'I'J1u/ftn (AffecVFeeling) 

~~,,).I1U~~ ~~~~ultnfllf~n,;tl~~1",~~"rt~1tlU~'l Ufl: 3) ftfJ~n11u (Behavior/Doing) ~tl 
::. 'I " .~ _.I .. • ~ 'I ~ ~.I .l''' ~ .I.. . ~ • 

fII'l1)J"~ L~'1Itl~~U'uII'IYl~:fl~)Jtln':Yl1n1'rt~ L"'rt~"U~YI~tl"l'Irttl~nUfII'l")JirtnYl)J"tlrt~""~1 

L"U~~ 3 ft'lUd~:;:;1'I'l1)Ji)J~u~~riUUfl:riU u,j~:UlJln,;"~riu"")J1:iuuNnf:~u'Dtl~~ul'Lnfll 
(Consumer's level of motivation) ~;:;,jtl~~,j1~1 ffiU~'l t"'U~1)J1'C\tlfiU1U';;~1nYlql1D1:iu 
iU'Dtl~~fIIUI'I;i (Hierarchies of effects) ~~ 3 pJLLUU 1'i~,jtl'tJd (~LLr.JUIl1'Yi~ 2.26) 

• ...::. 4., ~ .. ....::, 
1) fi1~1J1Jt.Jn1"'"tJt.JIU1J1Jftt.Jj1t.J (Standard learning hierarchy) fIItl 1:"'U'1IU'1Itl~ 

., • .1 .I " .. .. ~ 'I 'I _I .l'iJ 
YlfIIUfIIIJlYlLn!J'l'1ltl~num:U'lUn11""'rtU L~ LU,uUUU'1Itl~m:U'lUn11UfI CY"" (Problem-solving 

process) ~~~ fIIUI'I ;iluLL U'l ~",d~:Ln "fu~1nn1ru1~)J'lfl;rtl2JflYl1~ "'"UfII'l")J ~'" 'L",uiUlJltlu"tl~ 
':l'iuiUn11L1!Juz,ru~:~lIu~1nn1~~ultnfll~ItJU1f11'l1)JL'tl~)J1~1nfll'l1)Jfl'l'l1)JL;r11~ 
(Cognition) ,jtl~~l"~~,,rt~ritlU ~1n,rU~~Ln"LUUI'I'l1)J~n (Affect) L~U'lriu~~~lJluiifll'l1)JL~tl 
,rU1 LLfl:Lfi"LUU'nq;in11)J (Behavior) ,j1~11uiUlJltlut!"'li'1u ~~1:iuiU'Dtl~~rlUfII~~L~m;rtl~ 
rium:U'lun11lJ1,,~ul~d ~ultnfll~:;:;1'I'l1)JL~m~u~~ (Highly involved) rium:U'lUn11 
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""ftU\~'tH"ULtl~ ';1\\\,Lii"LLNnr.;~u\Un11Au"'1ftl"Jfl,j1~' ~L~tJ'lftl~Li1U"'1U'lWJ1n LLfl: 

~:iln11~"~~11CU1.r~~1\nrmtf1tJULYitJU.r'lLfltln,j1~' tlfh~1:,r"1:t)~1tlUflltlU L~tlt,nlf~fl 
... ~ 'I ..I.!'I.!'I ....1. II. 1.1 ..1..1 ., ..I ~ 

n11"""U ~~flLlJUL"''lLlJU~fl LLfl:Ln"l'fq"n1nJfI~:U1 ~lJ~fII'l1)JL~tJ~flUtltJflt!"UULtl~ 

(Solomon, 2007) 

Standard Leamlng Hierarchy: 

Low-Involvement Hierarchy: 

Experiential Hierarchy: 

Attitude 

Based on 

Cognitive 

information 

processing 

Attitude 

Based on 

Behavioral 

leaming 

process 

Attitude 

Based on 

Hedonic 

consumption 

~)J1: Solomon, M. R. (2007). Consumer behavior: Buying, having, and being (7th ed.). 

Upper Saddle River, NJ: Prentice Hall, p. 238 . 

• .,t ..J.,~ . ..-I.., .... 
2) ft1"UTJU1I?1'-1LntJ?Y1U"1 (Low-Involvement hierarchy) '~LnfJ'l'tl~num:U'lUn11 

.... • ..1 .. , ~ .!' ..I.. ..I., ~ ..J J' ~ .!' • K'_ 
'tl~n11Ln"fI~UfIIlJlfI)JlJltlrtU"1f1)JfII'l1)JLnfJ'll'fUm (Low involvement) LlIU n1~tlrtU"1~u U IfII 

Ulu,fII~'Wilfll'l1)J~1~CY ",1tlftU~1~~U1U,fII'W'~U'tlULJl11ftuA'1t"')J1milu~UI\M L'!lU tl1"'11 

iLJIf ",1tlm:"1M"D11: ~1t~~Ulu,fIl'1"'LLNm:~utUn11"'1;rtl"Jfltl1::ntlUn11~"'ftut'"' ",1tln11 

t11:Lijufll'l1)Jfin~il ,jtlftu/h LLfl::Uln1~U' tlfh~rl t1'luritlU~tl ~~ ~fl t~l'i PlUfII ~'Wil 
fII'l1)J~1~CY)J1nun tUflqMljd LLfl:fi~'W~1)J11Cl~1U1tJ LLU'l L WJ'tl~l'fq ~n1ffi'lftlfh~il 
• 1 ~. ...!' 'II...... • ..1. J' ... .., ., ., 'I 'I .. J' 
u1:rtflfi1l1l'ftlnVl'lfJ tlfJ1~ L1n" flPlUfIILJlflLn""U,",::fJ~)J~flLJItlfll'l1)Jifll'l1)JL'1 ~'"' ~Un11Lfltln'tl 

ftu/htufIIf~,jfl't11J11)JflqMljn11L1tJuplLn"',",1nl'fq~n11)J (Behavioral learning) (Assael, 

) 
, .. .,.~ - .,../ ..I... ~.!' ~ 

2004 nfl1'lfllfl CJU1ulfII,",::~11~fII'l1)JL"IItl (Cognition) LnfJ'lnUIJI11rtU,.n ~"'fJ'1"'fII'l1)J 
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.. 
nr.:;jf)~N LLft::ilftlJ.!fttlU"'1ri~ (Limited information) LUUtluA'tJLL1n ~1nuuqtJ;tnfllri~::Lfi~ 

"'l"nmJ (Behavior) 'Uflm~tu::'1tl~n11"tltJ~Utl~,jtli~Lfl (Stimulus response) ~LiI~fu 
'U'ltu::"~~U''''~f) L'!IU n114'~'l1~~~"ntu..r "~n114'~n ... nmJ~~L~'hIn1n1tJIl1tJ'uflu LLft:: 

n1tJ~t!~~~Lfi~Luun1n11::u:lufII'l1~fin (Affect) Lf{tJ'lritJ"11"U~1 "fl~~1n~LA'il1.1r.:~tJn1mr 
.. ~ ..::. at'..,j.!'l" .I.... .. ...t ... L" 

"~~1nn11 L'1I~1U LU'IU"tl~tt~T11tJ "~LlJULLU'l~~YIYI "UfII"~::Ln ~'1U~1nn1::tJ'lUn11L1tJU~ ,.1~ 
, 

"'l"nmJUULtl~ (Solomon, 2007) 

• .... t .J .. ~ a I _f" ~.... -, 
3) t91~tJ"1JflLn~"1J'1nlJ1~tftJn11'u (Experiential Hierarchy) "~1tJtN YI"UfII" U 

1::A'tJ'iuL~~1.11::t\tJn11cU;~"'::Ln~ju"'1nn1~qtJ;tnfll1.11::u:lU~ftt~tJ';!I1~cUfII'l1)J~n'Un11 
"tltJt\Utl~ ,jtl~~ Lfl,j1~' ritlU~"'::Ln ~ LUUfII'l1)J~~"f) '''' LLft::"'l~nn)Jn11"~~U''''~f) 'U~f! ~ 
nfl1'l~f) qtJ;tnfll"'~1::u:lU"11~U~1t~tJ1'l)J"1)JfII'l1)J~n (Affect) ~"ULf)~ilf)~LUUt1U~tJLL1n 

::. ..,j.. ~,....!'I - ) .... ~ , .t .I It.!' 
"'1nUUUJf)Ln"fII'l1~"~"tl "'n~=Ln"LlJU"'l"nmJ (Behavior n11""~U ..... f)"1)JYI"ULf)~ LI'I 

1.11::UjuH"1)J)J1 LLft::"i~"'1nn1~f)"~'~U~1LLt\''l ~~Ln~LUUfII'l1)Jffll'l1)JL;1'''' (Cognition) 

L~tJ'lritJ"ltut\~UilLLft::"ltuim~tu::'1f)~"11~U~1,iu, LUuiU"f)uf!~~1tJ (Assael, 2004) ;~'U 
- ~.... .. " .. ~ _.... It.!'........ ~ ~_ .I ,.J ~ , .!' 

LLU'lfll~U YI"UfII"'1f)~~tJ1 Lllfll)Jn",= Ll'lrutlYl1i"ft)J1"'1n~~LT IYI~~~tm1=YltJ L~tJ"N"f)1'I1U 

tl11)Jn!fII'l1)J~n)J1nn~1~1UL"tJJ~ft L'!Iu n11tltlnLLUUU1~ntu.,r n11ttJ~tu1 ,,1tl;tlL~tJ~'1tl~ 
"11~u;h Li1u~u (Solomon, 2007) 

'Ufl1 A'un" 11.1 ... ::nfl1'ln~ LLUU~1fttl~,tl~i rlUfII ~'UpJLLUU ,j1~' ~~ LUUfII'l1)J"tJ1tJ1)J 'U 

n11tlfiu1tJn11Ln"ju,tl~irlufII~,tl~qu;tnflltl[h~LUUfl1~uiu"tlu ritlu~"'::U111.1~n11Ln" 
- .tltt'l.l "'1 "n11)Jn111Jtl L" LU'Vlf!" 

Assael (2004) 't~nfl1'ln~LLUU~1fttl~i"UfII~~Ln""'1n"ltut\)Ju"'il"ft1tJ1.11:n11 
(Multiattribute model) H~1 n11ritl"'l'tl~irlUfII~,iu",::ilim~ttu::L"ijtluriUn1ni~U1f11'l1)JL~tl 

, ~" " .. ~ _ ..,j ~ .I" _~ _ , " ...., 
"tl "11~UfII1'tl~ ~U1 LlI fII .. ~ LlJU1l1'l::'Vl ~U1 LlI fII"tJ1tJ1)J "fII'l1)J")J1tJ LLft::ft n~tu::"1~1 'tl~ "11 

Sf ~.,,, .-.I ..I ... ~ 1...- .. 
aUfII1UU1 L'l"1)JfII'l1)JL"lItl'Vl"ULfl~)J'Vl~"tl~ru~)JU(;1 (Attributes) LLft:'"lru1.11::tll"llU (Benefits) 

'fl~ "11~U,t(1 ,,, "11aU,t(1"rt~ t"lI LLUU~1fttl~ ~~nfl1'ldLi:lUn11tlfiU1l1~1 i rlUfII ~ Ln "jU"'1 n 

fII'l1)JL;tl'ltl~qU;tnfll~il,jtl"ltut\)J~LLft:flJru1.1r.:tll"llU'tl~"11~uA1 t~lIi"UfII~"jtl"11~U~1 
t"tJ1'l)J (Overall brand evaluation, Ao) ,",:Ln"ju"'1n~ft1'l)J'tl~n11tl1=UjUflJru~)JUii~h~1 
'fl~"11~U~1 (Evaluation of product attribute, el) LLfl::fII'l1)JL;tl~qU;tnfllil"jtl"11~U~1,iU1 
(Brand belief, b,) ~~"1n1'l)JriuLLft::~~~fl '~~lJ;tnfllilirlUfII~~;j~tl"11aU~1 t"lI1'l)J ri",: 



u1'tl,iU'&3"'~1"'~1"'~fl (Intention to buy, Bf) LLfl:an"'Ltlu,..q~nmJn1Jfl'Klu~t!" 
.I 

(Behavior, B) (~LLUU1l1"''VI 2.24) 

Evaluation of product 

attributes (eI) 
I--
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--. Overall brand 
~ 

Intention to buy 
-+ 

Behavior (B) 

evaluations (Ao) (BI) 

Brand belief (bl) 
I--

~~1 : Adapted from Assael, H. (2004). Consumer Behavior: A strategic approach. 

Boston, MA: Houghton Mifflin, p. 225. 

~ • .... .. .I .. ..-. I ~:"I ~ 'I . " .... 
LI'lULLtJtJ"'1fifl~'VIPlUfII~'VILnt'l"'1n~cu"'~tJ~"'fi1UlJ1:n1ru "':LlJ'" Lfln1'" L"'unm1~fi1t'1 

"'1~11Cl~ L"'11:lffi~, '" LL';~ LLfi:, ",tiflU'fl~ "11aU~1'fl~ ~L fl~ Lilfl LmutJ LVI utJritJ "11aU~1'tw 
~ LL ,~iu "'1 nmm"'11cu1~fim,yl ~tJ1Ln ",tl1:LijU'VI1~ Lfltm'tl~ ~11aU~1 t U~CU"'~Uil~~1 ~ty 
, ~.... "..-.1" .. ~ _ " .I 'I ~ .!'. I ' 
~1~1 '!I~Unn11~fi1"'''':'''1~11ClfllU'''1f1JCU'''~tJ~'VIf;itJ1LlI'''~fl~m1~1n'VIq''' LUr.Url1lJ1:LI1'V1"-W1 

riu L ~tlU1 'tJt-nun11~tl"'11'V11~n11"fi1 '" t"'~tJ1LnfllftJf LLfi:ntl t". Ln r;\Y~q ~n1nJ mAtlPitl 'tl 

(Fishbein, 1963) 

Assael (2004) nfh~~1 n1~~tJ1LnfllihiPlUfII~~~lJitl~11aU~1tJ1~~11aU;r1 ifWtl1'" 

n1U1u,..q~n11~n1Atl~11aU;r1,rU1 'Dtl~~tJ1Ln""A'tlth~LU.iUU1L"'~tl'U"1~'VIq~~';PlU"'~~ 
Ln"''''1n~cu'''~tJ~'''fi1uU1:n11 (Multiattribute model) ~~'A'il"'~1)J"'U1U1)JliItJU1'V1q~~~ 

.. .r. ...... , ...... .. " .. ~_ .r.. ~ .. .I .. 
"'1~11CltlfitJ1U fII~1~ r.~"'Ufi1:W11~'VI PlUfil" LLfi:,.. q" n 11~'tl~ f;itJ1 Lli ""Utln"'u~'VI q~!)'VI~ "'~1~ 

" ,. .r ~ .~ .. • ~ 'I " ~ ."I 
CJn~tl~LUJUU1~1n'u '!I~n"'fl'VIq~!)n11n1:'VI1 Lt'lU L'!IL"'IJJ~fi (Theory of reasoned action) '!I~LlJU 



136 

Ylq~lJ~tlDU1!Jt)1 rI'l1)Ji~l~~tl'JItl~qultnrl,ru LiJu~fl)J1~1n';rlurl;1~;j,jtlYiq;1nmJ (Attitude 

toward behavior) ""Hl';rlUrl;1pjtln1Jtl""Hln11l~uI.1 )J1nnt)1~~:LiJu~tUJ1~1n';fIIUfll;1'J1~ 
qUltnfllpjtl"11~uI.1 (Attitude toward brand) L~!J~tl!h~L;\!J'lL~u~tJ11n!)luuuU"'1fltl~';fIIUfll;1 
..I - .-. I ~ _ 'I. .. • ~ _ l~ ~.oI, -
YlLn"'~1n"N~)JU"""fl1!Jur.:n11 ~!J LUYlq~!)n1ffi1:Yl1~!J ~L""'l~flU ~:L'JItl'l1Yiq"nmJn11 

~tl ""Hln1rultnfll~uI.1,j1~1 ~:U1)J1.~rI'l1)J~~Yitll~ (Satisfaction) 'JItl~q1.Jltnrl)J1nntl1n1n1 
qultnfll;j';fllurI~~;\,jtl"11~UI.1,rU1 Lyh,ru L~U LWtl1qultnfll~:;j';fllufll;1~;\,jtl"11~uI.1 

'l ' .. -~- ..... - ,J' ~.I' .01 ..I Prada )J1nLYl1 '" U"""1m~U1U'lfII)JYlfIIUfll"Yl1-!1flU"tln11"11tl"11"'Url1 Prada LUtl-!l~1n11f111Y1'~ 

ntl1"11~uI.1~u qultnfllri~:'W;jYiq;1nmJn1Jtl"'1~uA'1,rU1 
~ ... ".1' ' ~ i1 .,..1 • ., .. i1 ., .01.01 

Utln~1nU Ajzen Ufl: Fishbein (1980) !J-!I Ll'Infl1'lCl~ ~~!JYI"'1f11CYtln ~~!J""U-!I"II~ 

"'1)J11Cl~-!I~YlfiYiflpjtl';fIIUfll;1'J1tl-!lqultnfll~;j,jtl"11~uA'11A' ,run;'!tl ~YlfiYifl~1m.JfIIfIIfl1tl1J'D1-!1 
..J r....,.01.., - - .01 'I ~ ..I.., ... ¥ 

L"lIU f111flUfIITJ nq)JLYitlU ""1flnq)JtlYln'tfltlU LU",-!lfII)JYlL1!Jn'l1 1.Jrmllj1tJf11oJnoJ"'" (Normative 

.01 iJ ... .01 ..I.., - ..I.. -~ - ~ .. iJ ,::. ., 
beliefs) "II-!lL UrI'l1)JfII1"''''''l-!l'JItl-!l1..J~fIIfltlUYI)J''tlYiq''n11)JYI~U1U'lfII!J'''CltlL UUUUtl!J1-!1 YI-!I!J-!I 

iJ l
..l· 'I.\," -~ _. .01 ..I iJ ,.... , 

L UUN~-!I ~YI~:YI1 LlII~U1U'lfII!Jtl)JYl1"1)JfII'l1)JL"IItlYlL UUUUtl!J1-!1 ""1tlrl'l1)J"tl-!ln11'J1tl~nq)J 

1..JfIIfIIfl1tlui1-!1luK-!lfII)J,rU1 ""HlLiJ'Wl1'l:YIqultnfll!Jtl)Jl~nti~1..JfIIfIIfl~nfi1'l~1~ ;j~YlfiYiflpjtl 
fII'l1~i-!l1.~jtl'JItl-!l"ULtl-!l L'UL;\!J'lriU~ Schiffman Ufl: Kanuk (2000) 1A'tlfiu1!Jn-!lYlq~!in11 
n1:l11t"'!J1.fL""'l~fl~;j~YlfiYifl~1n1..JfllfIIfl1tlui1-!1Li1~1LiJu~n""rt-!li1~4'!JlUn11ritl1.~Ln"'LiJu 

::." ~ ~ ..I..J .. -~ _ .01 .. .. ~ .. ..I .. 
fII'l1~"-!I L~"IItl'JIU (~U~'Wl1YiYl 2.25) L"lIU ~U1L1If11f11U""U-!ltl1~~fII'l1~lJltl,m11"11tl1Cl!JU" BMW YI~ 

11f111UYi-!l1.U'JIN:L;\!J'lriUfII1tlUfll1'l'JItl-!lL'JI1niu'WL~U~'l!Jriun11L~tlnjtlfllf-!l~ t"'!J~YlfiYifl~1n 
f111tlUfll1'lI'i-!lnfi1'lntl1~li11.~~u1tnfllUU!Jtl~~'"I::li11Jl1~fil'l1~iii~L~U'!Itl~I"lU1.UfII1tlUfll1'l Ufl::b.i 

•• ~~ .. ..1 .. "iJ""iJ" 
Ln~Yiq"n11)Jn11"11tl"'UfII1Y1"ULtl~IJl~n11nL UL'" L UIJlU 

~ , 
t~!J1.UYlq~Dn11n1::li1t~!JHL""'l~fl\l '"I::;jn1~'"I11N1n~i1~4'uL~~L~~;hUn11Utl~fu 

'"I1nnti~~1~~-!I (Subjective norms) ~~u1tnflltj~ntl ~~"'1~11Cl~~~Y1fiYiflpjtl~f'lUfII~ Ufl:: 

Yiq ;1n~",,1tl fII'l1~ i~ 1.'"Ijtl'JItl-!l~ultn fIIl~ Ufl::U-!I LiJUYI q~D~"'1~11Clli1U1UYiq ~ nn~'!I~ 
qu1tnflll~tl(h-!lLU.iuu1~1n(u ~-!lUm"'31UYl1-!1K-!lfII~~~::~~~Y1fiYiflpjtl';fIIUfII~'!Itl-!l~U1tnfll~:;j 
tl~"'luriu 2 pJuuu;itl 1) n1~qU1tnfllUUUtl~li1"1~fII'l1~tJ111ClU1 (Wishes) '!Itl~nti~L~tlU 

""Hlfll1tlUfll1'l Ufl:: 2) n1~UN'3-!11~ (Motivation) '!Itl~~U1Lnfll;jfll'l1~"'tl~fIIfltl~mijtluriuum'" 
..I. ~::. ~ _ ... 

31UYln1""U~'!IU YI-!lU n11'l'"lU'!ltl~ Wilson, Matthews, LLfl: Harvey (1975, as cited in Assael, 

2004) 'nUtl1 ';fIIUfII;1pjtln11L~tln~tl"11~uA'1,ruijfll'l1~K~nufilnM"'riUYiq~nn~n1Jtl~1~ 
~1nntl1';f'lUfII;1,jtlIJl11~uA'1L~U~tlth~L;\!J'l ~~tl1~nfi1'l1~tl1 Y1q~Dn11n1:li1t~uHL""'ltJfl 

"'1~11tlli1U1ufll'l1~i-!l1'"1~tl1'l~ltJn~'nq~n11~n1~tl'!ltl~~u1Lnflll"tlth~LU.iuu1~1nntl1 
.. ..1-'1 .... , ~ .... , .. 

Y1qM!)Y1 L"IItl UYlf'lUfIIlJllJltl"11",UfII1 LYiU~tlU1-!1 LI'l!J'l 
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Beliefs that the 

behavior leads to 

certain outcomes ~ 
. AttItude toward 

The behavior 

Evaluation of T 
the outcome 

I Intention H Behavior 
Beliefs that specific 

Referents think I 

Should or should not + 
Perform the behavior 

Subjective 

norm 

Motivation to 

Comply with the T 
specific referents 

~)J1: Schiffman, L. G., & Kanuk, L. L. (2000). Consumer behavior (7th ed.) . Upper 

Saddle River, NJ: Prentice Hall, p. 207. 

'I ~ _.-I .... II _.-I .... -1:' II '!"i ~ .-I 
LUn11"m~nUU'lfll"L1!l~n1111J, Ufl~UU'lfll"Lffi~V1P1UfII/JI "''lUUfl'lU/JIL1JUn11"m~nLYi!l 

I 

!lfi1J1tJUfl~'n"fII~LU~~Yi'liin11)J Ufl~n1~1J'lun11i,,~uL~~!l'!l~~1Jl'lnfll,r~~u ;~~!lLUU 
iU/JI!lU~"';1tJ~~1J;'lnfll~~Lfl!lnn1~';1'''''liin11)J,j1~1 L'U n11i,,~uhLfl!ln~!l/JI11~uA'1L"/JI11 
~UA'1~rl~ ,r~d LUn1~1J'lun11~"~UL~~!l'!l~~1Jl'lnfll i!~4'lI~rl~~ijfll'l1)J~1~ru!lti1~~~JJi!l 

.... ,... -I... II -'i' - -I .. , tI ~ "" ~ II, -I 
n1~1J'lUn11"~nfl1'lnfil!l fiI'l1)JLnU'lYiU'!l~~1J1L1lf11V1)J/JI!l 1~LIlV1",Ufil1 ~1!l/JI11"'Ufil1/J11~1 V1~~ 

LUui'l ri1~U""" '1 iin11)J Ufl ~n1~1J'lUn11i ,,~u L ~~!l'!l~ ~1Jl'ln filL ~ij itl U1J1J~ U/JI n ,j1~ nu ttl 

~~t!u ~~ijfll'l1)J~1LUU!lti1~~~~~~~!l~~m~n~~n1~1J'lun11i,,~uL~~!l'!l~~1Jl'lnfll 1'l)J~~ 
- .-I -I... II -'i' _ .-I..J 'I II II 'I" - .r II -'i'_ 

UU'lfll"Lffi~fII'l1)JLntJ'l""u'!l~~1J1L11f11 LYi!lll'ltJ L~~1)J11m'1 L~tl~""'lfln11)Jn11'D!l'!l~~1J1L11f11 

It II , II ...:.r 
L"!ltJ1~ fllrutl'lU~)J1J1NtJ~'U 
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LLU'l~"L~!l'lntJn1~tJ'lun11,r"aut4t~tl'tl~~tJltn~utJLi]uLLU'l~"ft1,rtU~unm1"ft1" 
". 11 'I ,...r., .... :t 'I " -~ _ .... ~ .I ... 
"tl~Yl1 ~'l1'" L '11 ~"'tl!l1~ft ntl~ L Utl~4t1nnrwtJ'lUm1" "¥1U ~4t'tl~ CJtJ1 u ,~UtJLlJUnrwtJ'lUn1m". 

~'l1".{tJftlU tJrwntltJ'tJ~'l!l""ft1n""ft1!liu"tlun'l1~~tJltn~4t~"1n11,r"aut ... ~tlaU~1 ""itl 
Lf1futJ1n11tlth~t"tlth~""rl-1 Li"..r~LL,jium1"rw""una~t1tU""1 (Need arousal), n11~U""1LLft~ 
tJ1~"''lft~ftftl2Jft (Consumer information processing), n1nJ1~LiluYl1~Lfltln (Brand 

evaluation) 'tJ4tUa~iUYt'l~n1f).1m,,r,,aut4t~tl (Purchase) Ufln4t1nd ~tJltn~t1~ilLLU'ltWJ~ 
4t~"1mnJrwLilutJ1~~tJn1,nr""i~n1Jfl ""1tlm1t~u;hLLft~tJln1rl1"u'A',r,,aut4t~flft~'tJ .. 
(Postpurchase evaluation) ~n~'l!l t"!l~ft4t1nmnJ1~Lilu,;~mh'li1'"l~~~~ftlJlfltJ~Ufl~ 

(Feedback) nitJ'1..It1~iun111J11~""una~t1tU""1t""~~n~f~""rl~ (Assael, 2004) 

t"!l1..ln~LLt\''l n1~tJ'lun11,r"aul4t~fl'fl~~tJltn~4t~il~'l1"'~itJ{tJfflu ;~nrwtJ'lum' 
';~nfl1'ld4t~Ln"iuri,jflulfl~tJltn~finL~!l'lliuntJauI.1,rU1 ""1fl"1~""Una~~'l1,,.ft1,rtU'tl~ 
aU~1~il,jtl"ULfl~ L'liU LtluauI.1~il11~1LL~, il~'l1"'L~!l'lffl~ntJfII'l1"'L~!l~A'1un11tf~1U 

, ..J .. .. ,!II :t ".I... ~"'I." ' :t.!' 
1J11~1 (Performance risks) LlIU !l1 \41fl1Cl!lUIJI, LlJU¥1U~1'V1"'~'l1"'lItJtlflU ~UIJI'lLfl~ LtlU ¥1Urt1 

L'VIfil tu tftU, Li]uau;r1~ IJIfltJ~Ufl~fII'l1".tA'fl~m1'Vl1~ ~1Ufl11".nrLiluft1A'tU ",,1fl Liluaul.1~ 
.I " .. .J .. ~" oJ.J, -'.,!II " 
Lnm'tl~ntJm1LL~IMtltlntl~IJI'lIJlU'fl~CJ Ltl (Ego) LlIU LfII1tl~LLIJI~n1!l LLft~LfII1tl-1~1fl1~ LlJUIJIU 

.: .. ....Of .. -' ....I..J 'I "" -~ _ ... .. :t 1 .r .I ... 
Utln'"l1nU !l~"'lJ'"l'"l!ltlU1 tln'VI¥1~~ft L\4CJtJ1u'fII"'n1~tJ'lUn111J1"'¥1U 4ttltl'VI"'~'l1'" 

.. " oJ -J... 'I .!' .~... 1..1 " tltJtltlU LlIU '?ft'lflrtf)LrttN (Adequate time) LUm1rtU""1 Lu1!ltJL'VI!ltJ LLft~ 1~"''lft'tl2olft 

, .. ..." -J ... .I. ,!II " 'l ". I nJ-Vl1~1 "",.tlm1". lIf)'Jftflrtf)LrttN (Adequate information) 'VI'"l1LuU"tl~ tllJ,.~ntltJn1 1~L).IU 

'VI1~Lfltln~h~11'l".a~ fI?'lUff'lU'l10 11Jn'lnl1~U?ft';f)'Jftl1f).Jr;IJ:f.nfl (Consumer's ability to .. .. .. 
process information) Lfl~~'l!l ,;~i1 ~1"'11CltlfitJ1!lLL,jft~iUlJltlU1l1!ltun1~tJ'lum,.,r",aul'"l 

'tl~qtJltnfll,~,;~d (~LL~U1l1Yt~ 2.26) (Assael, 2004) 

Need Consumer Brand Postpurchase 

Arousal 
.... Information -. 

evaluation r-- Purchase f-+ evaluation 
processing 

1 I 
Feedback 

.I 
'VI".1 : Assael, H. (2004). Consumer Behavior: A strategic approach. Boston, MA: 

Houghton Mifflin, p. 31. 
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.fuLLfn'tl,mm.J'lun'lf",,~ul~4tlLLuu"iuiuftlU1Itl~~ultn,. (Complex decision 

making) n~tl iU"1~t1nil~ilruU1Ut9~"'l1JJ"'tNn11 (Need arousal) '~Ltlu"Il'l'l::~~ultn,. 
Plt~una~"'l'l)JLLllnpj'l~f::l4~'l~"tl1Un'ltnIiJ~,uu (Current situation) 1Itl~PlULtl~ LLfl:: 

il .It! ( ) ..J ., - - .It! ., ..1 iI . L 'll4)J'ltJYI f'lttlU'l Desired goal L'lU "'l'l)JPltl~n'lf'l1Jn'lfLIIUYI'l~YI ~tJ"n'l'lYiL UtlfJ 

'I .• Of_ ., ~ ~ .r .,.1 .. It_I. .r . - .!"I ~ ..01 • ~ .I .!"I 
~U~'UU l4ft)l'IfHn'lfL"tl~'lYl"''' ~11"''ln1lUn'l'lL'')J LlJUI'IU 1!I~"'l'l~LLlln"'l~ULtl~YI~::LlJU 

.,., .r. 'I."" -~_ - - • .r ..01 ., 
LLt~ ~cm"unt::~u ~ 'M r.tUf u ,,. Ln "'" q Pin tnJU'l~tltJ'l~1IU L '"tl "tlU"UfI~ "'l'l)J PlfI~n'lnfl~ PlULtl~ 

t"tJ~n'ltPl~una~"'l'l)JA'tl~n'lril ~::'i'ltJn'll4U"flJNt!t::ttJI!lUiI~ultn")Jtl~l4'l~'lnPlf'l~U~'l 
pj'l~1 t'l)JLua~~rlu,.~pjtlPlf'l~U~'l1lfH~ultn,.A''ltJ t"tJflJNUt::ttJlIUiI~tl~n'ltLLfl::~rlU,.~pjtl 

:t .!'. .!"I ~ .I • ..., - _ ., -~ _ ..., - .r .I., -~_ 
Plt'lI1U'l'ln~::LlJUI1~YlU~Uflntl~flnM'N::YI'l~~fI'lYltJ'l1lfl..:lr.tutul" l4tf1Y1r1U"fI'"Ul'lUYI~U1ul" 

... :t.!' •• .I • .!' U ~ 
)J PlfI Plt'l 11 U"'l PI'l~1 nflUYI~ ::YI'l n'lt"Ul4'l LLfl:: 1::)J'lfl ~ fl'DfI'ol fl 

flrl..:l "'l'l)J~tl..:ln'lntl~~ultn,.tl'l~Ln,,~uLA'~..:I~'lna..:lLf1Il'ltJlu L'iU U1::f91Jn1,.n!1u 

f1~""tNq1Jlfn" (Consumer's past experiences) L~tJ'lriu~u,II'lLLfl::uln'l1 l41f1f1f'l~U~'l 
Pi'l..:l1 1J"inftnJ!tcu~"tNt]1Jlfn" (Consumer characteristics) L'iU inM'N::YI'l..:lU1::1I'lnt 

tt1LLUUn'l1l'i'lLuUf)PI tJ,.finll'l," l4ittt'ltJLA' LtlU~U LLfl::uN,~1'''f1~q1J1fn" (Consumer 

motives) '..:I~..:I"'l'l)J~tl..:ln'lnfl..:l~ultn,.ij"'l'l)JLLflnPi'l..:lriu"Il'l'l::iJ~,uU"fI..:IPlULfI..:I)J'lnLvi'll" 
'I ., -~_ .I .. _ ...01 ., • 

LLN~..:I ~~"fI..:Ir.tUfu I"YI~::LL""..:IflflnC'l..:l,"qPlnt1SJPI'l..:l1 L,"flflflU"UfI..:IfII'l'l)J"fI..:In'lnfl..:lPlULfI..:In 
.:..: .r.~ ~., II ..... _ '., 

~::tNL,")J)J'ln"ULYI'lUU Ufln~'lnu fII'l'l)J PlfI..:In'lnfl..:l ~U1 tn ,.mJ..:IfI'l~Ln "~'lna..:l L1'lIl'ltJUfln . " 
L'iU Bn5ftft'1nft~U'l"d'f1JJ (Environmental influences) fI'l~ 1'IiJUfi11SJU1::L."til1::~uiuYI'l..:l 

i..:l")J 1,JfllfIIflLL'l"flfl)J l41tl"C'l'lUn'l1N'Un'lJflaU~'l LtlU~U LLfl::ft~,fm1~n11"ft1" 
(Marketing stimuli) L'iU n'ln)JttJM'N'l. n'l1i..:lLn"L"'U~U~'llu1'lU l4ffiL~Ur\'lLLU::U'l 

~fiPlrltlJ.,r~'ln."un..:l'lU"'ltJ Lilu~u (Assael. 2004) 

luiu~"fI~ n11A'uu1Uft::U1::JJ'ltfUft;f1'Jft (Consumer information processing) Lilfl . " 
~ultnflltJnnr.:~U~'ln~..:ILf1l\Yfl1::l4una..:lfll'l'l)J~fI..:In'lnfl..:lflULfI..:ILLt\''lluiuPifi'tu ~ultnfllri~:: 

ihn'l1~Ul4'lffl'ol fl~'l n LL l4fl..:lffl'olfl Pi'l~1 ~-3~'l nffl'olfl~ ~U ltn fIIij fI~ L~)J LLfl ::U1::"Un'l1tlJ1 U 

...I. • l. .. ., " 
fI"'''YltJmnU1'lU1'l)JfI'JIl'ltJ U1::UUfII'l'l)JYlN~'l (Memory) "fI..:IflULtN 1'l)JC'l..:ln'l1fi1Ul4'l"f1'olfl 

L~)J L;t)J~'ln LL l4fl..:lffl'olflll'ltJUfln L ~fll\y Ln" fII'l'l)JJU 1 ~ riflun'l1i ,,~U 1 ~;fI ~..:I n'l1"'U\nDfI'olfl 

~ - ., -~ _ .:., _.r..ol., -~ _ .. .I., .,:t ., ::. .!"I _ 
L,")JLP\)J"tl..:lr.tU1 u,,.u )Jn~::Ln"1IUu.tflr.tU1 u ,fII)J fII'l'l)J LntJ'l."unUI1UfII'lUU1 )J'ln LuU." LrlM' 

.. t::I • ., ~ .I.... :t".I" .. .r :t.!'''.1 
l4tf14 \1 n'l'l "UL fI..:ItJ..:I1I'l "'DfI'olfl LntJ'l nU"t'lI1UfII'lYi flfI..:I n 'l1Lflfl n'll fI LLfl::" t'lI1U"'l'" 'l..:l Lflfl n." fII'l1 

- 'I . ., ::'.1...,., ., ..,..1..., .,...." .I 
,"~'l1N'l ~l4"'f1U fIIf!)J 1'l)J.,,-3n'l1Yl L"ru1ltl'olfl~'l n LLl4fl..:l1lfl'olfl "'l..:l1 "')J fII'l'l)J1I" LLtJ..:I nU1IfI'olfl." 



"ULf)-3;jf)~LLft=tl~tU.Jn11N~~'Df)-3"ULf)-3 1'l~'tJCl-3f111)1~~f)-3n11L~~fIII)1~,rUt~t\\,ritJn11 
,r"aut~ tun11Lfttln4f)aulh~l)!J (Assael, 2004) 

t. .I nJ'" ~ .. .1'. ... .I" ... ~_ ..... .r...~ 
'DUflft1~ n1 1~WU"Mnun1 (Brand evaluation) ,..ft-3~1nflr.ftJ1ulfil ~nJ'It)~ft 

LfI!Jl)ri~aU~1,..1fitJ1n1n1~f)-3n11L~!J-3"f)LL"'1) tufu"!lud ~tJ1tnflln~:li1n11tJ~Uju 
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.. ,.. .. .I ~ 1'_.., 
fl1-3Lft!ln"1-31 L"!I"~1f11-3Lftf)nfl"1~11Cl"f)tJ"U!l-3f111)1~"f)-3n11 LLft::"T1-3f111)1~"-3"f) ~'" 

t\\,ritJ"ULf)-3~'-3t!" '-3tun11tJ~UjU"11aU~1'Df)-3~tJ1tnflld ~tJ1tnfll!l1~tf"'intU011 
.1 ... .1 , ..... ..r ,..." ....1..." ... ~_ -J 
ur.:~UflLL"n"1-3nU LtJ'DUf)'.IntJfIII)1~ "tl-3011LLft::~"tJfIII)1~ Ln!JI)"U'D!I-3r.ftJ1 U Ifil LlIU fII1)1~ 

~tl-3n11Y11-3~1U"'U1~n11tf-31U"'1naU~1 (Utilitarian needs) '-3~tJ1tnflln~::tJ1::UjU"11 
aU~1 t"!J n1m"'11N1 Cl-3" N"~~ LLft::tJ~ t!J'Dut or"!I!J .i1-31 'Dtl-3 aU~1,..ltltJ1n1n1 ~tl-3 011 

~1mtlu~ulltt L'IIU fIII)1~YlUfl1U ,..ltlfllI)1~tJ1::,..6" LtlU~U LL.i"'1n~tJ1tnfll~tl-3n1n1~::Lji~ 
L;t~fIII)1~~tl-3n11Y11-3~1Utl11~NfIII)1~fftn (Hedonic needs) L'IIU n1JtlaU~111f111LL"-3~;j 
'tlLft!J-3Ltlu~f(nLLfl::!Jf)~ftJ~1n1Jfllfllft~utUft-3f11~ ~tJ1tnflln,rn~::~1n1ru1::UjU"11aU~1 
"1)!Jtl1n1NfIII)1~fftn~1nn~1011tJ~UjU~I)!JL"''l~ftL~!J-3tl!h-3L~!J1) 

fl1~tJ,jtl~1n~tl iu)Yq~n11"'n11,;~ilu1,/fJ (Purchase) ujtl~tJltnfll~1n1ru1::Li'ju 
Yl1-3Lfltln~~tl-3n11'''L1!JtJ;tl!JLLt\'1) ~tJltnflln~::ri1I)Lf1~,rujIII)1~~-3t~4tl (Intention to buy) 

~un1::i-3U1'tJ~"'ljin11~n1JfltKlu~t!" t"tJn1::tJl)un11riflu~~tJltnfll~::Lii"'V4'l~n1n1m1 
.J ., ... ~_ • , ~ 1"1 .. .. .. • 'I.IGI'" .J 
'JIfl f;ftJ1 U I jII~::n1::fl1n1ru1-3fltJ1-3'J1-3LlJULfII1tl-3~fl LV4flU1 LU~ V4'l"nl1~n1'M1fl (Instrumental 

actions) L'IIU n11Lflfln;'U~1~~1"'U1tJ n11L~UYl1-3ttJ6-3"rnu~4''''~1'''U1tJ ,..1flw!LL.im1 

~~'11N'1Cl-3i)fin'1ri'11::L~U Lilu~u 

tlth-3t1n"1~ tl1~;jiJ~4'tJtJ'1-3flti1-3~Lf1~'1''''D1)1-3'Wt\4'fIIl)'1~~-3t~;tl~£tJU'1ttJCl-3,rU 
m1Lii"V4'ljinl1~n1Jtl~1-3'" LLft::nfl1tJ'tJLiluV4'lj1nl1~~u1 fI"LLflU L'IIU n'11L~flUn'1Jfl 
flflnttJ ""tln'11,r"aut~'W;fl (Delay purchase or not to buy) t"tJiJ~4'tJ~~11\4'~tJltnfll 
., ~ 1 .. ., ~ , .J ~ ." ... .Of ... • I -J 'I.!'" 
lJ\I'IaU ~LflflUn'11"I'IaU ~~'JIflaUjII'1"'1-31 nfl'1~LUtl-3~'1~'1nu~~tJ"'fl'1!Ju1::n'11 L'lIU u..I~Ll)fl1 

L~tJ-3V4tllumnj~L'VI1\4'ritJm1~I'Iauh, ;j~tJilfttJhJ~U'DfltJn'11ttJ;tlaU;r'1, 'W~fl-3m1 

L~;ru"'U1ritJjII'l'1~L~tJ-3"1U,j1-31 L'IIU jII'l'1~L~tJ-3'V1'1-3ft-3f11~ (Social risk) ~fl n'1nl1Jjlljllfl 

LL I) "t\'tl~;j~ r!UfII ji~'W~.ifl n11,r "au 1~;tlau~'1tJ'1-3tlti1-3'Dtl-3 "ULtl-3, jII'l1~ L~!J-3 L~tJ'lritJ 
n'1"inttN'Dtl-3"ULfl-3 (Ego risk) ~fl fII'l1~ri-3'lft~'1"ULfl-3fl1~~::~I'Iaul~~"V4fl'1" ~Urifl t\4'Liil'l 

~flL~!J.itlIl1V4flnttNLLfl::fII'l1~Lilu,r'l"U'Dtl-3,r'lLfl-3 LLfl::fII'l'1~L~!J-3L~tJ'lritJtJr.:a'VIfin1V4011 
• ~ ., ( • ~ 1"1 ..., ~ .,.I.J 'I. ! .... I ~... , 

'VI'1-3'1U'IItl-3aUfII'1 Performance risk) 'D-3LlJUfII'l'1~m'lfl'l'1 aUfII1'V1"lIfl~'1~:: u..I~lJ1::a'VIfin'1V4 LU 
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m,1"~1u\M"1JJ~fII1'1\'1'~\~ utm .. 1nd 6~tl1"Li]UL'W"::~1.J1tnfll~tl~n1'LL~'1~,..,.itl2Jft 
L~).I~).I1"').I1nfu ~1tlL'tl~1"fII111tl~au,rhtl1 .... ::ft"ft~ LLft::ilauA'1tul~J.l~ih.J1::ft'VIfiIl1'W 
~n~1tltln).l11u"ft1"~nlutlu1f11" Li]U~U (Assael, 2004) 

~ ~ or 
LLft::;U"tlU'!",,"1t1 ~1tl iun1nJ1:WUUft,m11"JfJ (Postpurchase evaluation) Assael 

(2004) nft1'1~1 uJtl~1.J1tnfll'A'4tlauA'1C1tJ1.JHltlLLfl'1 ~1.J1tnrln~::li1n1nJ1::Lijuu1::ft'VIfiIl1'W 
~ 

m"h~1U1Itl~auA'1~1tl1.J1n1NU1 ~1~1).11'ClftUtl~ "tl1.J.itl 1'1'11).1 ~tl~n1"tl~ flUL tl~ 1,.. Ln" 

rI'11).1~~'Wtll~'A'~1tl'W '~~1n~ultnrl~~'Wtll",nu""auA'1~Lfltln~tl).l1 ~ultnrln"'::Ln" 
., ... ..1.... ~.!'::. ... ~ ~..J ., It. IJ' ~.!'::. ... 'I. 'I. 
'VII'IUrI"'VI""tlfl"rtUrl1uu1 LLft::).ILLU'1 LU).I'VI",::nftu Lu'ltl"'1rtUrl1UUtln LUtlU1r1" LU'VI1~flN 

~ 

;1).1 ~1nftuA'1UU'Wft1).11'Cl"tlUftUtl~rI'11).1 ~tl~m' LLft::ftf1~rI'11).1~~'Wtll .. l ,..nu~u;tnrllA' 

tl!h~~r11"~1'~H ~1.J1tnrln .. ::ill1l'1urI;t~~Pitl""ftuA'1tiU1 LLft::"'::'W~tlftuA'1tiuilnlu 
tlU1r1" Lrttl~"1nU1::ftun1'Nm,C1tJur-1nn1ru1tnrlauA'1"::Li]uiJ"'4'tIt~1~tylum1rh~u" 
LLU'1tWJn11,r"ftul"'~tlftuA'111tl~~u;tnrllUtlu1r1f1).11nn~1m1L1tJuifl"ftuA'1"'1nm1~n~ 

" ... . ... 
~111tl2JfI L 'WtI~tltl1~ L"tl'1 

~ ., ~ .1 ~..J ... J' It.!'., J' ~ .!' ... ... 
Utln"'1nU ~f1f1'W1ftlnu'::m~U~'VItl1"'Ln"1IUL"~f1~m7"lltlrtUrl1nrltl m1Ln"rI'11).1 

;"LLU'~'VI1~A'1Url'11).1~" (Cognitive dissonance) '~~).I1t1~~ rI'11).1~n;l~LrlW"'VI1~;hu 
~fli)'VItl1 (Psychological tension) ~1'!lrl'11).1LrI~tlULLrlfI~1"'~tr~mJtlftU~1 (Postpurchase 

doubt) ~~u;tnrll;.ru~tr~"'1nm1,r"ftu1",ftlftu;h~tl1nfl1u1n t"'!J1l1'1::fII'11).1'Wfttl"r1t\'tl~ 
~ ., ... J' 1 ., ~ 1 J' ..I... .3" ...... ~ _ .... .. .. 
U ).In"'::Ln"1IU un1::U'1Un11f1 "rtU "''Itl'VI).lrl'11).1rt1r1ty LLfI::~U1 U I 1'1 fltl~'VI1n11Lfltln'VI1-3 Lfltln 

~ilrl'11).11nt\'L~!J~n\UJ1n1 t"!JL~'W1::tlti1-3~-3 uJtl~u;tnrlfl1::~un~1 ftuA'1~flu'W1A'l11m1 
L~tlnftl).l1tiuntr1.Jiltrm~tu::i;LI'lm:lLi]uLtlntrn~NLLfI::u1U111ClU1).11nn~1ftuA'1~L~tlnftl).l1 
(Assael.2004) 

uJtl ~ultn r1~tl-3 L~;tynUIl1'1::rI'11).1 'Wfttl" r1fltl~ lK~nfl1'1 ~u;tn r1",::il LL U'1 t u).I1 um 1 
-. ~ "'.J • ... ..I 

ft1~1fJ'VIfi'1fi"1~1 L 'Wtlft "ft 111'1:: ,,-3 nfl1'1fI-3 L 1JU n11LLft'1-3~1 fII'11).1 L ~U"'1 n1..J PI rlfl1tlU1I1-3'V1"':: 
.J .. .,.. ., ~ 1 ..I ... J' '.!"I ., ~ 1..1 ...... .,... ..I ... 
"lI'l!J!JU!JUCl-3n11" "rtU "''VI Ln"'1IU'l1 Luun11""'rtU "''VI'J n fltl-3 LLfI'l. m1f1 "'VI "'Uri fI'VI1-3U'l n'VI).l 

~tlftuA'1~'W1A'L~tlnftl).l1'V1"LL'VIU, m1uijLftfi (Deny) ~;'tlU"LtitlU (Distort) ;rtl~f1~1-31 ~'W 
., "~'IJ'..I ... J', ... ..1., "'~'I ~ 

ftUUt111Un1'" "rtU L"''Itl'VI Ln"1IU LLfI"'::).Itl~~111tl~f1'V1ftUUft11un11f1 "rtU L"'1Itl-3f1ULtl-3 LL 'VIU 'I~ 

LL~ft~;tl2JfI~1~ty~"'::'!i'ltiftUUft11Um1,r"au1"'1Itl~~Ultnrl';~tl tJJ1:ttu1Pi1~1 1Itl-3"11ftUA'1~ 
~u;tnrlL~tln~tl t"!J~U1tn r1,rnil LL U'l tU).I~",::1"'r1'l1).1ftU 1", Pitl tJJ~tu1 L ~fl1d).l1mtlui; LI'I~ 
~tr-3mJtlftuA'1 i~d ';LyJtlL~).IrI'l1).1,ru1",lun11,r"ftu1",1,..nu"uLtl-3 (G. Belch & M. Belch, 

2007) 
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... 'I. ... Jl ....,.1'... .I... ~ ... 
'~~Ul1~'~~Unn11~ft1~rJft1~11~ft~~~1~'~U~~~1~~1U~~1~~~~Ln~'unu 

~ultn~"i~~1n~L~i~~ut~~~~11~UFt1'tl~~ULtlUft~L~L;UnU ~~~7lfin11Ph~1 "'~,jtlLtld 1) 

'I.~J! .I... ~.1' .I., ... ~_ .. .r I!tl': ... t.~···., ... ~_ 'I. 
011 ~'M"Dtl~ftLn~~nU~11rtU"1~r;!U1U'I~Lft~n'tl ~ L'W~L~~ Uft:n11 'M~1U~U1Unr;!U1U'1~ ~U 

n11'!1UftU1t~fn1:t1ftuFt1~U1 ~1U~~a~ ttJttN1,j1~1 2) n11t\\'n1ritJtl7::nU"lN1l1"ftUFt1 

uti~ultn~ L~~ft"~~1~'WJUt", tU~11ftUFt1,~~ultn~ft~ 3) n1,(~ t\\,iln1ruln1m.m-3 

ifCY"1 Uft:~1M~~1ntlnFt1,;u;j"i-3"'1n~~ultn~L~~~11~UFt1~U1 LtlUft~ 4) n11ttJttN1 

~-3"lN1l1"Uft::tl7::~~fin1'W'tl-3~uFt1L~~~~n~1~-3~~1~Jul"'1\\'uti~ultn~~1L~i~~ul~ 
...r ~.1'.1 .,.1.1' ... t.~"'''' ... .. 'I 
Lfttln'~~11rtU"1~CJn~tl-3~t1~Urt~ Uft: 5) O1~~ 'M~n11"~"1~1:~U~~1~"-3'Wtl ~~'tl-3 
Sf ... ~ _ .1 ..r ::. ~ ..r ~_ ~... ... tl... 'I.. ~.1' .. Sf • 
r;!U1U'I~tl1J1-3"tlLUtl-3 ~-3U m'WtlftTl-3~~1~Ci1ntlU"'Uft:~~1~ 1:~U ~'It ~U"11rtU"1 ~"un 

~ultn~,ruLtl-3 (Assael. 2004) 

tU,j1U~L;i~~nu Peter Uft: Olson (2005) L~tlfiu1U~-3n1:u~un11i~~ut~~~'tl-3 
., ... ~ _ I!.l" ~ .I., ... ~ _ • ... ~ .. .. ...I. ... .. _ 
r;!U1U'1~ L'~~1 L1JUn7::U~Un11Y1r;!u1U'I~n1:~1n11~~rtU ~'It ~Un11Lfttln~~:~1"q~n~ LrI 

... .r.r ... ~ ".If .!AI if.l ... ~ 1!.1' .....1 ...::. 
'Wq~n~"U-3L'Wtl ~'MUnq~-3LlJ1"~1U Uft:UfI L' CY"1~~ULtl-3"':"un'u L~tl~1-3~~t1~ ~-3UU 

n1::u~un11i",~ul~,tl-3~ultn~~-3ilflnttN:~~-3Ltl~LiJ1"~1u (Goal-oriented) Uft:Lilu 

n1:u~un11ur1l'ifCY"1 (Problem-solving process) 'tl-3"ULtl-3 '-3n1:u~un11"'-3nfh~~u'lt: .. 
tl1:ntlULtl~~un1:u~U01m-3~1.:J~1U~'l1~~'" (Cognitive). n1:U'lUn11Y11-3~1Utl1~nr 

, .. .. 
f\'l1~tan (Affective) 1'l~Ltl~-3011Ut1"'-3f1f1n'.:J'Wq~n1~~1-31 (Behavioral actions) -n-3U .. .. 
ft1~11tluti.:Jn1:u'lun11i",~ut'lt'f1-3~ultnf\f1f1nL~Li~lu 5 iU"f1u;r'lUnU 1;run 1) iu,,~uun 

n~ilf1/U1 (Problem solving stage) ~-3Lilu~'l1~~f1.:J01~.:J,j1-31 ~~lJltn~il~'l1~tl111tlU1f1~ .. .. 
N L'lft1UU1 2) iU~UU1f11-JLftfm lun11unilf1/u1 (Searching for alternative solutions) L;U 

- .I., ... ~ _., Sf .I tl ~ Sf.l... ".1' tl.l 
'lfi011Y1r;!lJ1U'lfIIfIIU"1'tl~ftLnU'l 1:Ln~'f1.:JrtUf\1~~fII'l1~"f1.:Jn11 ~'l~01n:1"''lUUftm ftUU .. 
ftl~ftnlJ~Urrn ,,1tl'Wun~1U'1u Lilu~u 3) iuIl1::wufl1-JLfttJn (Evaluation of alternatives) 
.. ::'.1., ... ~_ • __ I'" .., .I..., Sf ... ~_.. .. ...I 
~f1 'U~r;!lJ1U'1~~:~1n171J1:~U~1-3Lftfln"1.:J1 'VI~tlFJ Uft: r;!lJ 1 U' I fIIn'lt:~1n11Lftfln~1-3Lftfln~ 
... ... .I, .I .... ..::. .I ..! ... ... 
"'Uft:L"~1:ft~nlJ"ULfI-3~1n~t1'" nflU~'It:"'1LUU011 LU'U~ 4) "1fI'l1Un11mll't't'l"nmJn11 
~ ~ .. ., ... .II! Sf· __ 1 ... Sf'.!"I .. .1 ... .1 ~ ... .I Sf ... ~ _ I! ~ 
'11fJnU1I1U1fJU1n11Y1 L"'~1n171J1:~UUft'l'l1L1JU'VI1.:JLftfln'VI ~'VIt1 ~ '!I-3"iW'l1n'VI~lJ1 u IfII L~'!IfI .. .. .. 
Uft:t~uFt1"'f1lJ1011UU1 Ufl'l ';f11'1t'lt:ilO11tl1:Liju~UI~'1"'f1lJln1ruu1 ~n",f-3~1LilU011 
... ~.... .. t Sf .I Sf Sf" I!_!::' Sf ..::'.1 ..! 
""'rtU L'ltLftfln~1-3Lftfln un1'unifCY"1~CJn"f1-3Uft'l"'f1 ~ tU'!JUt1{;\~1U "'f1'!JU~ 5) fllfI'lIUm1 

Il1::wuufi-Jn1"#fJ (Postpurchase use and reevaluation of chosen alternative) ,rUL~ 
(Peter & Olson, 2005) 

nfl1'lt~~ftttlL~~1 n1:lJ'lUn11i~~ut~~tl'f1.:J~lJltnfll'lt:ijfl1.rlJiU"f1ufI~,r-3ju 5 
~ ~ ~ ~ 

fl1.rlJiuA''l~nu i-3u,jiun1,,,,:,,Un~-3ifCY"11tlli1lu~.:JiU01'tl':Liju~u~1"fl.:Jm'i,,,~ut,,, 
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~fl fl!h~'l1ri;i lUn".r,,~ul"'~fl~U;"tJ,~tJr.:LIl'VI ~tJltn",nw""LilulKfl~~hun':tJ'lun" 
.r",~ul"'~fl"'ru~'lU~~ 5 iU"flU,r~~'ltKnrh'l'ltJ t"'!JLllY4':n".r",~ul"'~fl~u;',~il",'l'~ 
Lrl!J'l';U~' (Low involvement) '~~tJltn", ... :'W'ltK",:,."rn~~"''l'~~'~CU'fl~~U;'''\41tltJln1' 
~U1 ~'n1l'n li'l\\lunm.J'lun".r"~ul"'~fl'fl~~tJltn"'iln,n'~ft,,rtJiu"flutJ'~fl!h~ 
flfln'ltJ L~tllt\'ft'~"tl.r",~ul ... ftl~fl!h~ft:"''lnUft:1'l'''L!1ju (Assael, 2004) 

t"'!Jn':tJ'lun".r",~ul ... fflluflm:tN:ilfl,,,,L4!Jn'ltKtl' Lilun".r",~ul",ffl~ilflm:tN: 
Lilu~tJill!J (Habit) 'fl~~tJltn", '~~tJltn", ... :iln1,ffl~u;"~U~'1 (Repetitive behavior) 

ufl:",:iln".r"''VIfluft,,rtJlun1:tJ'lun,,.r,,,~ul ... ffl'fl~~tJltn'''flfln'ltJ~~iu 2 fU"flU ~fl 1) 
~ ~ 

;UUft'N'\4';fl~fl (Information seeking) Ufl: 2) ;UtJ1:LijU'VI1~Lfltln (Evaluation of 

alternative choices) tI'I!J''':L'\4flflL;;!J~fUn1'''':'\41l'n~-1i1CU'\41 fUY4'l;;nmJn1Jtl~U;'1 Ufl: 

n1ru1:Liju~fl'\4fl~n,,ftlLYh~u (Assael, 2004) 
• It.l" .'1'" ~ .1 ... - - .J"" • ,.I • , ... ~ "I .r ... "':L '\4U ~'l'lJ"'''' !J'\4U~'VI~fl'VI1iY4fln1 "'CU "fln"LlJfl!JUUlJfl~ n1:tJ'lUn11" "'nU L"'tJtln "'fl 

... .I... .. _~_ .I ... , ~.l' - , ~ ... 
1:"'tJ"''l'~Ln!J'lY4U (Involvement) 'fl~~tJ1 u I"''VI~ "flnU"' ufl:tJ'n""'~1 L"'!Jr.:"'tJ"''l1~ 

Lrl!J'l';U,tl~~tJltn"'~ilpjfl~u;,,~u "':Lilui1"'4'm~'~culun11ri''\4U'''flm:tN:'fl~Y4'l;;nl1~ 
n1Jtl'fl-1~tJltn'" 'Wtl'''':Lilun'"fu~~L;''VI'~n11''fl1",pj1~1 n"Uft'l-1'\4';tl~fl 1"l~'ltJ~-1 
n11titl.r'l'tl~lirlu"';;LLfl:n"LtJ~!JUUtJfl~'fl~lirlu"';;~il,jflY4'l;;n1ffin1Jf)~U;;1Ufl:",., 
~.... ... ~ "I.r ... ::. ~ .I... ... .I.J ... ':"1 
nU""1"l~tl~n1:tJ'lUn11""'nU L"'tJtl "'~UU ~tl"''l1~Ln!J'lY4U~tJ'VItJ1'V1'V1n1'''ty!J~ LUn11 
• -.. -~ _ ..J ~.. ... .J....I.. ~ ..... - .. ~ 
m'\4uI'IY4'l "n1ffi ~tJ1 U I'" L"IIUU "'-1~ "''l'~n1'''ty'VI~:''f).:I "n1:t1 ufl:L1!JUlu U'l fII "'Ufl:'VI'l1:t{) L1tl.:l 

.I... .. -~ _ . ., "I" - .. ""1.1 ... 
fII'l1~LnmY4U'Dtl-1~tJ1ul'" (Consumer Involvement) LY4tl L'\4Ln"'''''l1~1''''l1~L'" L~LnmntJ 

~'l;;n'~n"~,,,~ul~~tl,tl.:l~tJltnflll~f)~1.:1f111tJn'lu~nU~~~~1n~.:I;U 

Peter Ufl: Olson (2005) tlHtJ1!Jtl' "''l'~Lrl!J'l';U'Df).:I~tJltn",;itl n11fuf'Dtl-1~tJltnl'l 
.I ... .J'" ( ) .. .I .. .J , ... 
LnmntJl'I'l1~n1"'CU Important 141tl"''l'~Lnm'tl-1l1'lU~fIIfIIfl (Personal relevance) IJItl'llJl'l 

(Object), L14'Jn11N (Event), 141f);;~m1~ (Activity) f)~'.:Il"'f)~1-114rt-1 nfl1'l~f) ujf)~tJltnfll 

fufl1~UA'1~U1 ilfll'l1~t\1~ty Ufl::Lrlm;f)-1ritJ"ULf)-1 ri~::~tll~tl1 ~tJltnfllilfll'l1~Lrl!J'l,;uritJ 
~ .. ::. ~ .I... .. _~_ .I .. , ~ .l''' ~.l' .. ::., .J...... 
nU""UU1 tJ.:I "''l'~ Ln!J'lY4U'Df)-1 ~tJ1 U I "''VI~ IJIflnU"'141tl ""'nU""~::~ "" UIJI"'l1U Lntl'lrttJ1:IIU 

,71 (Low involvement) 141tl1l1'l~~tJltn'" l"'''''l1~ftU l~ Ufl::I'I'l1~t\1 A'ty,jf)~U;;1l U1::,rtJ ~1 
~ It.!... ... ~ .1.1 _.r ...r ~.. ... ~.l'::'. It. I" 
L"'!J u..J~n111tJt tl-1"''l"~Lft!J-1'V1'''::Ln''''U'''"nm1LfltlntJf)nU'''"~"nun Ufl::nU""uun",:: u..J~ 

fII'l1~Lrlm~uritJtl1~N"''l1~finUfl::'hil!J~'Df)-1nq~"u ~1l"'~tJltnI'lUft'l.:l141;tl~fl,j1'lft11 
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• ".1 ... ~ 'I" '1.1 ~ .J..... ..,j 
"1~' LytfllJr.:nflUn11 .... "'U ~"'Ufl!J ~lJ"'U(l~"'l1JJLf1V'l)YU1:'1t1J"" (High involvement) .~ 

\UJ1!J~~ n1ri1~u1tnflltttfll'l1~~1KCYU.fl::~ut",nUaU;'1tU1::.rU~~ ~~€~ftJfcl~fII'l1~L~!J~~ 
fl1", ... ::Liillfu"'1nn11,rllftut"'L~fln~flftU;'1~U' ~1n 7'l~'U~~fII'l1~tan~1 ftU;'1~U' ilfll'l1~ 
Lri!J'l,;unufl1n1n!fII'l1~tanu.fl::'hu!J~'I~nq~ .. ului~fII~!in;''l!J (Schiffman & Kanuk. 

\' - ~... ~ ~.l"I ... ~ • 'I.\, - .!' - t:I 2000) ~!J fII'l1~ Ln!J'lytUUL ~YI"'::LlJUu.N'IUYlnfl ~l'ILn" nr.:U'lUn11""Ufll'l1~ fII II fII'l1~, I1n . 

- .. -\' - t.\,.l"I. .'It! .x ~ 'I ~ _.t -J .. -\' - ~.. .I ... 
u.fl::'rtq .. n1nl'lfl~~U1ulfil l'ILlJ1U ""~n11,..II",U ~"'YlLnll'U LllU ~U1 U IfllYI~fII'l1~Ln!J'lytU~~ 

nUaU;'1Ur.:LIlYlnt\'fl~ri1!Jtt1 ~u1tnfll;; ... ::lfL'lfl"tun"1;'u"'"ffl~ftL~!J'lnuftu;'1 fl1"';''l!Jn11 

x.... ~ • ~ ~ x. ~ .!' ~ .!'. .: - ".1 
'3"~!J r IUytun~1U'JI1!J "'1flfl1U'Dfl~tUn!J'l r IU",Url1'J1fl~ .. 11 '" Url1 I'l1~' L yt~ LI'l~ L"flur.:nflU 

n1::U'lUn11,rllaut"'~1 fII'l1L~fln~fl I'l11ftU;'1 til LUUPlU 

~ ~ ~... ... ~.!' .. -\' _ ~ _.t 'I -J .. \' 'I \' 
YI~U fII'l1~Ln!J'l"UnUnUrl1'J1fl~~U1ulfllUU"'::Lnll'U ~Ull'l~L'lfl1 "'1fl ~fln1~~" ~fln1'" 

.. • ~ \' .I .. -\' _ 'I.!'I n~ ~ ..... ~ .!' 'I ....,j 
"'U~LYl1UU (Certain occasion) ~II!JYI~U1u IfII ... :: LJ./ ~n,,,,mn!J'l"UnUnUrl1 ~'" fl!J1~I'lflLUfl~ 

.. • .l"I ~ .!' .I.. .3........ -\' _. .. _ ~ . I~ • I 'I. I 
~'l""'::LlJUnUrI"Y1~fII'l"~"'1f11cynU~U1ulfll~"nn""~ L"11::UJfl~(l1Un11LwLlJfl!JUU.lJfl~ ~u 

f ~... ~.!' r::I ~ ...... ~.!' .. -\' _... • 
fII'l1~ Ln!J'lnUI'l11nUrl1 U.fl::fII'l1~, I1mn!J'l"UnUnUrl1'fl~~U1 U I fIIn"'::fl IIUfl!Jft~"'Um1 .. .. 
~U1tnfll"'::I'l1~Un~~fII'l1~Plfl~n1mU~1UU' !intufllf~,jfllu (Peter & Olson. 2005) 

• .... .I... .. _\'_ ~ ... .I 
Assael (2004) nfl1'l'l11::IIUfII'l1~Ln!J'l"U'JIfl~~U1ulfil "'~1!JfII'l1~Cl~ 1::IIUYI 

~u1tnflltttfll'l1~~1KCYU.fl::~ut",,jflftU;'1,,,1flU1n11u.,jfl::"tIU"~1ii~1mlfl!JLY;!J~tll t"!J1::.ru 

.I ... ~ .... 'I. I ..... -J .I 
fII'l1~ Ln!J'l"uu~::u.I'ln I'l1~nU ~ul'l1~fII'l1~ u.I'ln I'l1~ Lll"1::I'l'l'fl~ U."fl::1JfllfIIfl L llU 1JfIIfIIflYi 

Plfl~n11n11!Jfl~ftJYl1~i~fII~ u.fl::~ut"'pJin~nlil1!Jufln'fl~"ULfl~ fl1~iifll'l1~L~!J'lliunu 

ftU~1U1::LIlYILlfl~1U.fl::LfII1fl~U.,j~n1!J~~n~1f11U~'W';'~ut"'pJin~nrn1!JUfln'fl~I'lULfl~~1n 
Li]ufiLrl~ '~1::.rUfII'l1~L~!J'lliu'Dfl~~u1tnfll~::iifll'l1~u."n,j1~nulu~~u.~1::.ru~11u~un~ 
1::.ru~~fufl~nu"'fl1n"'fl1!Ju~(!Ju. .. n,j1~nulu 

ufln","nd Assael (2004) l;.u.ti~U1::LIlYl'Dfl~fII'l,)~L~!J'lliuflflmilu 2 U1::LIlYl\-tin, 

1;r u.ri 1) "'l1JJL;/V'lnULfl)y1:'f9C11Un11nI (Situational I nvolvement) '~LilUfII'l,)~ L~!J'lliu~ 
- .t '1....1. 'I n r 
Lnll'ULll"1:: ~U"'(l1Un11tuYl"'1L"1::L"'1::"'~ (Specific situation) ~u"'Cl1Un1'ltu ,,"'mUn11tu 
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~t)~n17 L~t)n17LLft'N~1f11'l1SJf LLfl::fII'l1SJUUL~~'\UtJu~tJiltftJft'lu.r'l ri'::UtJU'~1~ultnfllii 
..J .,..J .. ., ~ 

fII'l1SJLntJ'lrfUflSJfln~CU::fII~flUC'l1'lNULtl~ 

ft'lU Hawkins LLfl::fllCU:: (2004) 1~nft1'l~~fII'l1SJLritJ'l,;ulun1,4tllltl~~ultnfll 
(Purchase involvement) H~1 LtJU7::itJlIt)~fII'l1SJLritJ'l';U ~1tlfll'l1SJftul", lun7::tJ'lun1,4tl 

~~~nn7::~ul~Lii"~ut,,tJfII'l1SJ"'~~n171un1rl''''17CU1Latlnft)Lllrf1::fIIf~liu1 (Particular 
~::. ..J"'I .r~ .. ., ,lit ..J .,..J • .r .. ~ 

purchase) ,,~UU fII'l1SJLntJ'lrfU ~Un17"11tl'~SJftn~tu::LlJUfII'l1SJLntJ'lrfUflLn"lIULrftJ~'1I'lfll71'l 

(Temporary state) lI~~fII fIIft LLft::,::'l~futlflirffl"'1n n17iitJDtfSJ,;u{nU~~1~~fllfllft 

(Individual), ~UFa1 (Product), LLft::in~tu::lItl~ftmUn1,n! (Situational characteristics) ~~d 
..J ., 'I. .r ~.to ., -~ _.. • .I., , ~ .to 

fII'l1SJ LntJ'lrfU ~Un17"11t)r.U"111tl~to!U' u tfll'::SJ fII'l1SJ LLlJln 1JI1~'1n fII'l1SJ LntJ'lrfUlJltlr.U,.1 
., .~ _ .I .. ., ,lit .I., .I _.r . . ."j 

(Product involvement) lItl~to!U7 u t fII flSJfl n~tu::LlJUfll'l1SJ LntJ'lYiUfI Ln "lIUtltJ1~ IJItl L Utl~ 

tJ1'lU1U (Enduring involvement) ~~~ultnflltl1"'iifll'l1SJLritJ'l';Utlf.h~SJ1nJit)IJI71~uFa11""71 
~uFa1'\11d~ L'!IU Starbucks '\I11tl~UFa1tJ'::LIlfl"'tJ7::LIlfl'\l1d~ L'!Iu n1LL~ LLJi1UlIcu::L;itJ'lnu 

~ultnfllrift1SJ17C'liifll'l1SJLritJ'l,;u1u'::itJ~1Jitln1~tl~uFa1liu11uLLJifl::fIIf~U' ~~tl1'Lii" 
Ldtl~).I1'1nfll'l1SJ.nn;iJitl"71~uFa1 (Brand loyalty) '\I11tlPl'l1SJn"iufl1~~1UL'lfl1 (Time 

pressure) LtJU~U L'!IuL;itJ'lnu~luu1~fIIf~ ~ultnfllritl1'iifll'l1SJLritJ'l,;unu~uFa1~1 LLJiii 

., .I." .r 1 .... ~ ,lit ., .l't...., .1-1 ...r 
'::"'UfII'l1SJLntJ'lrfUlJltln17"11tl U7::"U~~ "D~tl1'LlJULYi11::lJItl-3n11LlJUIJI'ltltJ1-3f1" Un11Lfltln"Dtl 

~uFr11~nu~IJI""fl1U '\I11tlL~tltJ'::'\I16""i11;"'1tJ LUUIA'U 

Assael (2004) ri6-31"'tliU1fJ~-3",)1SJftSJ"U6'::"'~1~nr.:tJ')un1,,r,,iut"'(il'lil~ 
.,~_ .., ...... .,~_ .. 1' ..... .I .... ,lit ..... 
~tJ, ~1 .. LLft::r.:"tJ "')1).1 Ln!J,)"U'Iil.:l~tJ'~l" L' J'l1 1::"'U PI'l1SJ LntJ'lYiU'::LlJUIJI'ln1'\11U'" 
~ ~ 

n,::u'lun1"i"~ul,ftllltl-3~ultnflll~iizt1LLuuLLfl::iUlJltlu~LLlJln'}1-3nutltln1tJ ~-3d,;futl~nu 
'::iU"''l1SJLritJ'l';U~~ultnfllii,}tln1~tl~uFr1 'L"'fJ Assael (2004) 1"'LLU~tJ'::LlIf1'tl-3n1' 
.r",~ul,ftllltl~~tJltn"'tltlmi'Juzt1LLuu,j1~1 t"'tJl;ij~lUn11LLU-3i-3~U 2 ~1U ~tl A'11J'fJ1JL'" 

'fJ.Jn11""ft1J1, ~-3,::tJ'::ntlu1tJ~'lfJ (1) ,::iUn1,.r",~ul, (Decision Making) '\I1SJ1tJfII'l1SJ~~ 

n1~~tJltnflll;n1::U'lUn11f11-3f11'l1SJ~"'lUn1,FaU'\I11;tl~fl'h'lft17 7'lSJ1tJ~-3n1ru,::Liiu 
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ft'luil~~"tw;ifl 1~Ku"'J1'-Ju1tJ'Jri'ulun1t1f)ifuA'1 tlr.:nfltJ'tl;''ltJ (1) 1::~tJfII'l1~ 
.I ., ~ ~ .I ..... ~ _ '," ..l" " 

Ln!J'lYiU,-II (High Involvement purchase) 'I-IILlJUIl1'l::'Yle.itJ1U'lfil ~"'fII'l1~¥11f11CYLLft::"U ~"'''fl 

m1i~~uL",ffliu;'1LU1::~tJ~-II LLft::ijfll'l1~Yi~YitlU1fltJfIIfltJLun11i~~uL",ffl~1nLuuYiLrl1:t 
~ ..... ~_ ., ~ .1.1 ... .t .t .. ,~ .1'::' ..J 

L Ufl-ll"'1ne.itJ1 U' I fII ,,~un C Cl-ll fII'l1~ L"tJ-II'Ylfl1'" Ln "'U"'1nn11'1fl,..1tl ~'D"U"1UU1 L 'DU fII'l1~ 

LiCtJ-II~Lil""'1nn11Lf-ll1U'fl-lliU;'1 (Functional risk), fII'l1~LiCtJ~'Yl1-11;'1un1fJIl1Yi (Physical 

risk). fII'l1~LiCtJ-II'Yl1-11;'1un11L~U (Financial risk), fII'l1~LiCtJ-II;'1Ui-llfll~ (Social risk). fII'l1~ 

LafJ-II'Yl1-11;'1U~"~'YltJ1 (Psychological risk) LLft::fII'l1~LiCtJ-II;'1UL'lft1 (Time risk) LLft:: (2) r.:~tJ 
.I .. ~ . .. .I ..... ~_ ,.. ..l" 

fII'l1~Ln!J'lYiU"1 (Low Involvement purchase) fIIfl m1'Y1e.itJ1U'lfil ~"'rI'l1)J¥11r1CYLLft::rI'l1)J 

"uL~.iflm1i~~uL ... ffl~U;'1'10~~'10~,..rt-llLU1::~tJ~1 Lrtfl-ll~1n~tJltnfll'W~n~-IIfII'l1)JLafJ-II 
..I ....t .t .. ,~ .1'::' .c Ut , .1' ~ ... ... ::. .. IL! 
'Ylfl1~Ln~'U~1nn11'1fl""fl ~'D"U"1UU1 ... -11 ~'DL'lft1 ~un11"U"'1'Dfl~iUYifJ-IILflnUfltJ 'Yl-lltl-ll ~ 

~fl-llm1Latl L'lft1L un1 n1r.: LilU'Yl1-11 LflflnLUUL'lft1U1U ~-IIft1)J11mflflnffl~u;'1 "11~U;'1L~n'l;' 
flri1-111'l~L1'l (Assael, 2004) 

::. .: '1.1' '.1 -., ~_ 
'Yl-llU Assael (2004) Ll'ILLtJ-IIlJ'7::LIl""q"n'l'nltfU"lYlfll (Types of consumer 

behavior) LumJfliu;'1flflnLUuin1:tcu::.i1-111 4 tl1::LIl'Yl;''ltJnu (~LL~UIl1Yi~ 2.27) .-IIfII'l1~ 
,.I ... .t.:~ ., ~ ....I ., .. ~ .. '.1 ..I , 

LL" n "1-11'Yl Ln ~'UULlJU~flflUL Ufl-ll~1~1 n1::~tJ rI'l1)J Ln tI'lYiUntJ¥1UfII1 LL"fl ::lJ1:: LIl'Yl'Yl LL"n "')-11 .. 
nu'~~tJltnrl L"tlij11t1fl::Liltl~~-II.ifl'tlU 

1) n11,r"ifullilf1th.Jffflu'iu4'fJU (Complex decision making) "')J'lU~'1 pJLLuun11 

.. ~ , ..... ~_ .I... .. .... ~ ..... ~_ ... ..I .... ~ .. ..I .. 
""'¥1U ~""fl'l e.itJ1 U' IfII'Yl~ fII'l1)J" flU'IU'IflU L Ufl'l~1n e.iU1 U' I"~ "'l1~ LntJ'lYiUntJ¥1U"1'Yl "~m1 

.. ~,.t, .. ..I ~ ~.. ..~t.t~ .. ..1 ... 
""'¥1U L~'Ifl LU1::"'tJ'Yl~'1 (High involvement) L"'!JLllYi1::~fl"fl'ln11""¥1U ~'Ifl¥1U"1'Yl"ULfl'l)J 

m,,,,::,..Un~'1 fII'l1~LatJ-II ~1U.i1'11 ~'1~';'mh'l 'tlLLfl'l;1'1~U L '!iu n11i "'~U t~~fl1CltlU"r 
..... f..l ..... ~-., ... ~ .. t .. ~t.c.t, ... ..1.. .., .. 

"'1fl"fl~Yi'lL"fl 'Yle.itJ1U' 1"~n~LLU'l LW um1""'¥1U ~ Lflfln'lflfltl1'1fl::Lfltl"'ClCl'lU LLfl::"fl-ll L'I 

n1::tJ'lUm1'Y11-11f11'l1~~" tun11,y,,~ut~ (Decision making) riflu~~::Ln"'Yi'l~nn)JmJflju 

L"'tI,ru"flun11,y,,~uh~fl'fl'l~tJltnfll~Lj~tA'ui'lLL.i,ruLL1n~~tJltn"~::liNJU1f11'l1~L~fl 
(Beliefs) ,..1fli~UrI~.ifl~U;h (Brand attitude) juriflUL~flU1)J1Htum1~"'Yi~11ru1LLfl:: 

tl1::Lilu~fl'Yl1'1Lflfln (Evaluation) tULL~~~.i1'11 flri1'11fltJl'\fltJLLfl::"iuitJ;flUtU,rU~"fl~ 
riflU~r.t:::Ln"'Yi'l~nn~ "'1fln11JJi'",~uh~fl~U~1~U1 (Behavior) tUiU"flUq"'VI1t1 

... ~,~ ... ., ... , ~.. .c 
2) n11""rvU 'lil~fJLLUll'-JI'l'J1'-JlJn""fl"11rvUI'l1 (Brand Loyalty) "')J1t1t)-ll m1 

... ~ , .t ~ ....I.....~ _..... ..I...... .t ~ .., ... ~ ~ 
""¥1U ~~'Ifl"UfII1'Yl e.iU1 U' I fII)J1::"U "'l1~ Ln !J'lYiUntJm1'lfl¥1UfII1 L U1::"U~~ L~!JL llYi1::~fl 

..... ~- ... ... ... , ~ .. t ~.. ~ , .. ~ ...... ...1 ... .t.: ... 
e.iU1U'1"~"'l1)Jlln~"fl"11¥1U"1 ""11¥1UfII1"'U'Ifl~LLfl'l 'I'I"'l1)Jlln"'YlLn"'UU fl1"'Ln~ 

~ ...I ..... ~_ 'I..... ".1 ~, ~ .. .....::. ... 
LUfl'l)J1~1nn11'Y1 e.itJ1 U' Ifil L" L1tIU~1nlJ1::"tJm1run11 L'InU"1,..1flUffi1NU1 LLfl::Ln"rI'l1)J 

~-IIYifl t ~.ifl "11~U;'1 t" "11 ~UA'1,..rt-ll ~Urifl t 14 Ln "i ~UfII ~~;l .ifl~UA'1 1'l)J 'tl~'1i ~U" ~~;i.ifl 
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n'lAtliulh,rU1 nd.un"LUUfll'l'l~r.!n';u~ut~un1~.ltl"7'laU~'l (Strong commitment) ~~ 
nitJ~'lttl"7'laU~'l,rut;t}n~!J1 

DECISION 

MAKING 

HABIT 

High Involvement 

Decision process 

Complex decision making 

Hierarchy of effects 

Beliefs 

Evaluation 

Behavior 

Theory 

Cognitive learning 

Decision process 

Brand loyalty 

Hierarchy of effects 

(Beliefs) 

(Evaluation) 

Behavior 

Theory 

Instrumental conditioning 

Low Involvement 

Decision process 

Limited decision making 

Hierarchy of effects 

Beliefs 

Behavior 

Evaluation 

Theory 

Passive learning 

Decision process 

Inertia 

Hierarchy of effects 

Beliefs 

Behavior 

(Evaluation) 

Theory 

Classical conditioning 

.I 
m.J1: Assael, H. (2004). Consumer Behavior: A strategic approach. Boston, MA: 

Houghton Mifflin, p.100. 

~~,ru t Un1~tJ'lUn'l'''' "au t ~'tl~ ~tJ1tn fII~ij fII'l'l~.n n;i.ltl "l'lauA'1~-3ij n1'lf1~ 
iU"tlutJ1~tlth~tun'~tJ'lun'l,,,,,,aut~ttltltlnltJ t"!J~tJ1tnflltl1~';NJU1f11'l'l~L~tl'l,"ffi~~UfII~ 

~ , 
(Beliefs) .ltl"''lau,ti'lUU1 ~1tl'Wm~ Ufl~'W~1Lilu~tl~vi1n1nJ'1~UjU"'11au,ti1iiu1 

(Evaluation) ~Liju"7'laU~'l'YI'l~LfttlnritlUn'l,,,,,,aut~ttl~n u.l~~ijnq~n1ffin'l,,,,,,aut~~tl 
!2 II ( .) 'I II... .. ~ .. ... .!"t ... !2 'I J' .I.!"t ... %. 'i'.I II ' "''i'_ \'iUfII1 BehaVior ~"'YIU'YI ~"!J~~~flnMtU~L1.JUn1'''''\'iU ~~"IItl'YIL1.JUU\'i!J (Habit) ~"!J'YI~tJ'1u 11'1 .. 
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...... or ~ '1..1- • ~.l' .,. ~ .l'::' - ..I ... 
"'::Ln"Yiq"n1nJ"""'Yiul"UI'I'l""'Yi~Yif) L""'),I"f)"l1nUrl1 LUJ'l"nU""UU1 "'::"'I'I'l1),1LnmYiU 
... ., ... ~_ 1 ... • ::. ~ 11. ...I ., ... ~_ - ~ 'I 'I ~.l''''..1 1'_ 
nUeJU1ulI'I U1::"U~~n""'" 'YI~U IILUf)~),I""'"mJU1ulI'I),II'I'l""''''U L"" LU"l1nU""L"),I'YILl'ltI~TI~ .. 
I'I'l1),1it~Yitll"" LLfl ::"tlUftUtl~ I'I'l1),1 ~tl~mntl~ "ULf)~ 1A'tlth~iltJ1::ft'YIfiIl1Yitl ~ L~),If) i~u~ 

~tl-3n11fl"I'I'l1"'Latl~A'1U'h~1 ~tl""'Ln"~U"'"nn"1""ftul"'LtJ;tlU'ULflfm~tl"l1ftU~"~uiin 
A''ltl (Assael. 2004) . 

3) n11,r"ftul1f1!hnif1trl11 (Inertia) ~tl tuLLUUn11",,,ftul ... ,tl~~ultnl'l Liltl 

~ultnl'lil I'I'l1"'L~tI'l';UnUftU~1lU1::"U~1 (Low involvement) ~1fl 'bJL~UI'I'l1),1l4"~CU"f)m1 

~tlftU~.,,rU1 L'!IU n"Jtln1::""~"1:: ~~ultnl'l,rn",,::ilYi'l;1n11JJn.,Atl"l1ftU"'L~),ILUU 
tJ1::"" L~tll'l'l'),I~::"'lnLLfl::n"Ll'llumAtlftU~1 LLfl::~~nL~tI~n1::U'lUm1,r"ftul",,~ 
~iU;1J'ltlU ~~iln""'''ftul''''~tlftU~''LLUULUuilitl (Habit) v'hl,,~ultnl'lW~tl~loll'l'l'''' 

'I .l' ~ ...I "'~'I..I. ~.I ....... ..I..t':.¥..Jt~ ... 
Yitl1t1'),1 Lun11"U~''1If))JtUYif)m1''''nU L"''YIq~tI'n ~1flu1::UJU"'lf)tI'~'YIftnUDU'1ItlU ""~Ln" 

d~Um1""ftul""~tltlth~L~tltl'" ~~~ultnl'l""::Lfltln~tl"l1ftU~1L~),I~LI'Itllol t"tI~tl,,,,,,,,,::il 
fII'l'),IL~tl (Beliefs) ~1tlirlUI'I;1 (Attitude) L~tI'lnU"l1ftU""),1'r1tlu~ffiwm~ ~~U~U1::Liju 
"l1ftu;hA''ltln1ru1::''''lfl~fl;tl)JflLY;tI~Lflmltltl LL""":tJ1::LijU"l1ftU""~i~"""nm1""ftul",, 

~tl~ffi lfftu~., LL'YIU 
::.~ •• "'~'I.r _ ... -. ~., 
'YI~U 1'I'l1,.. LL"n""~1::~'l"~m1" "'nU L"''litl LLUU),I fII'l'),I1l n ~ fltl "l1nUfII' LLfl::m1 

""'ftul""tlth~L~tltl"drt~tl wj~,~u1tnl'l""::ilYi'l;1n11),1mAtl"l1ftu.:I'L~),ILuutJ1::""lu 
n1::U'lum1""'ftul""tlth~L~tltl"d LL,jnw1~~),I'tll'I'l'),I~' ~u1tnl'l",,::ilfll'l'),I.nn~,jtl"11 
ftuA"tlti'~LL~""~ ~tl"'::LUUI'I'l'),I.n~~LLUUtJfltl),l1 (Spurious loyalty) Ldtl~'"l'n~u1tnfllw1Ifil 

... ... ~.l'",::,...1 - ~...I..I_ 'I - 'I ., 
fII'l'),It,inYiU (Commitment) nU"l1nU"' IMUU UJtl),l'YI'~LfltlntlU'YI),ILLN'3~ L'"lLYitl~Yitl L~ 
" ... ~ _ • 1..1 • I'" .r ~ " "-,, _ ..., ..I • 1..1 ... .r ~ ., 
t,iU1 U 1 fIILufltlULLufl~Yi'l "n11),1m1'lltlriUfII' t,iU1 U 1 fIInYi1tl),l'YI""::LufltlUYi 'l"n 11),1 m 1'IItlriUfII' 

1lfiuYl L'!IU iln""n11JJ~~L~1,..n'n'tI ~ffim1fl"111'1'ftUA', LUU~U (Assael, 2004) 

4) n11,r"ftul,/f1f1thoJu'f1w,,,41r1,, (limited decision making) n'1,r"ftul'"l~tl 
'I'" ~ ., ... ~ _ - ..I... ... ~ ., 'I ... ~ •• .!"I " 
LUflm~N::U t,iU1ulI'I'"l::),II'I'l'),ImmYiUnUriUfII' LU1:"'U'" (Low involvement) LL"""'LuUIJltl~ 

'I" "''1 "'~'I.r~" .; .!"I~.,..I 
L'n1::U'lUm1'Yl'~I'I'l'),IfII'" LUn'11Jl"'riU L""tlriUfII' (Decision making) LUtl~""muUriUfII''YI 

~u1tnfllWil;rfl2.Jfl),l'nUn ~1flW~ULflltI (Assael, 2004) L'liU ft\.u~',l~~~1flftUA"~"'lLfl~U,j 

LflltliltJ1::ftUm1N1un,Atl ~ffi lol),l,r1flU ~~~fll"~u1tnfll""LUU~fl~A'u~,;rfl2.JflL~mnu 
ftU"'L~),IL;1'" LLfl::""LUU~tl~U1::LijU"l1ftu.:I''YI'~Lflfln),l'nn~'n'1''''''ftuh~flLLUUL~tltl'' 

" • .!"I ... ~ 'I .r ~ .l' ..1- ..I... ~ -J - .... ." .. - 'I 
~'l''"l::LlJUn'11Jl'''nU L'"l'liflriU"''YI),IfII'l'),ImmYiU'''LlIUL'''tI'lnUnlJl'),I tltl'~ L1n", Lum1 
... ~ 'I • - .... ~ ., -,,_ ,,_!- ~ ~ ., 'I. .,,, .... 
""'riU L""tltl'~),I'fl1JL' """n "'u t,iU1 U 11'1"': LJ.,J),I 1'I'l'),Im:: "tl1tl1U LUn'1f11U~"tl2.Jfl),l'm'YI'nu 

m1" "'ftU 1 "'~tlflti'~fti1J'iuoItlU LLfl:'" ::Luum rn,;rtl2.Jflflti'~"" n ",lui n~N::n 'nfl~m 1 
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LflJUfU,UUL;tltJ'I1 (Passive learning) ~~6~'W\Ay'hn1nJ1:UlUPll1aU~1tl!h~fl:LtitJ" 
,.., or ~ 'I ~ ~ .l' ..I... ..I.., t ""'~-'" t"..1 • 1tlU~tlU)J1n L Yl1nUn11"""U L"t'ltl"U"1Y1)J~'l1)JLntJ'l"U~~ "tJ~U1 Lli ~)JU,U'l U)JYI"t:YJ1n11 

tl1:Uluau~1"'i~"t1n~1A'ultn~ "'1fliltl1:"Un11nrriUPll1aU~1,rU1 u,t\''lYl"u,YlU 

Utln"l1nn Hawkins U,fl:~W: (2004) u,ft: Solomon (2007) 1A'li1n11U,U~tl1:UlYl'Dtl~ 
n11i"ftul ... ~tl'Dtl~«ultn~HLUu 3 tl1:UlYlIK'ltJriUPl1)J1:"'U'Dtl~~'l1)J"tJ1tJ1)J (Effort) 'D~ 
" ... ~ - 1 ~ tI... ~ '1.A" ..I .... IItI~::' .., ~ 'I 
~U1L11~ Un1m1"Dtl)Jfl 1:L)JUYl1~Lfltln U,fl:n11 L"DL'lfl1ntlUYI"t:"1LUU L Cl~'DUn11P1""U L"I 

"'~LL",,~luu,~'Wl1"~ 2.28 ~~"1)J11ClLflJ~fl1",u"'1nn111f~'l1)J"tJ1tJ1)J)J1n1t1~n111f~'l1)J 
"!J1!J1)JUtl!J 11K ",~d 

1) n1,.,r"ftU 1",lun11uniJ'lIU1U1J1Jl1tJ1tJ (Extended problem solving) ",:ilfln~w: 

Luun1:u'lUn11i"aul"t~tl~ilfln~tu:lnt\'L;i!J~riun1:U'lun11,r"aul"''Dtl~«ultn~LLUU 
::. ..,..1, IItI.l' ~.l' ..I ,~-,,, ... ~ - .., ~ if 

)J1P1131U 5 'DUPltlUIMYlnfl1'l L LL"'l"D1~"\Ul1nYl~" nft1'l~tl L)Jtl~U1L1I~Pl1:,..unCl~ 'Y,..1 

.l' .. 'I." 'I. "..I.!'1 tI t n" ..I ,..I • 
'tl~PlULtl~LL"'l n4t:"tJ1!J'1)J L'DL'lft1 LUn'11LL"'l~"'1'tl)JftYiLlJU 1: !J'IU "')J1nYl'1"LYI'1Y14t:YJ1 .. 
1~ ,;~4t1nn11~u"''1ftl)Jft4t'1nTn!Jlu (Internal search) lU1:uU~'l'1)JYlN~1 LLfl:n11A'u,..'1 .. 
4t'1nLL"'fl~ftl)Jflll'1!JUtln (External search) L'U n11~U"'1ftl)Jft4t1m~u1'1,rPi1~1 4t'1n\rU~~li1 

- I ... , ....... -' 1 ~ .l' .., L.!'I ~..I ... ..1 ...-' 
n1ru1:L)JUtl!J1~1:)J"1:'l~1tlU~tlUL"f) ,.. L"~ftft"DLlJUYl1~LfttlnYl"YI'1" tlULUf)~)J'1"t'1nn11 

... ~ 'I ~ 'I.... ~ " ... ~_ ... ..I"... .t ~ "1 ... -' ~ .l' 
PI""U L4t'ltl LUftn~w:u ~U1L1lf11"t:)J~'l'1)JLn!J'l'tl~nun11'1tl"ujII'1 U1:"U~~ LUtl~4t'1n"u"'1 

,rU1 2!nilfll'l1)Ji1'1A''Y LLft:il~'l1)JL~!J'l';U~~riu,r'lqultnfllLtl~ tl1;; auA''1t11:LIlYl~tl~tl1~!J 
... f ~ -' ~ .!'I" ::. ~ ... .t ~ " " " ... ~ _..... t" 'I. fIItl)J"'lLfitl ,..1tlL~1tl~L"!J~ LlJUPlt.l YI~U 1l1!J,..ft~"t'1nn'11'1tl"UfII'1LLft'l ~U1L1I~n)Ju,u'l \UI LU 

~ I ... ~ " ... .t..l... ... ..." oJ'" ......... 1 tI... tJ..I 
n1ru1:L)JU"UfII'1,..ft~n'11'1tlYl)JfII'l'1)J"ftU'IU'ItlULlIUnU LLft:)Jn)J"~"n11)J un11 WL ft!JU 

';fIIUfII~'tl~PlULtl~ "''1nLnl'lfll'l1)J'W''tl''fllt\'tl~1:'''~'1~fII'l1)JfII1"wr~lu,r'lauA'1LLft:n111f~1u 

auA''1'''l~ (Dissonance) (Hawkins et aI., 2004, Solomon, 2007) 

2) n1,.,r"ftul",lun11uniJ'lIU1U1J1J;1nlt (Limited problem solving) Luun'11i"aul"t 

;tl'tl~qultn~~L1!JU~1!J t"!Jqultn~ilLLU'lt~~4t:Lfltlnlfn!ln11,}"au14t~'WiuftlU 
(Simple decision rule) lUn11,}"aul"tLfltlnYl'1~Lfltln~'1U'luutl!J LLft:'Wiln11LL"'l~"'1;-tl)Jft 

L ~)JL~)J)J'1n11'n LLPi,rn If fII'l'1)JfL~)J L~!J'lriuauA''1t11:LIlYl,rU1 )J11ft Un11,} "au 141 LfltlnPl11 

auA''1LJh~11uVftl~ flft'1" LL VlU L rttl~"'1n qUltn fII hi (;11::,..11'n Ci~ 1"l'l'1)J LLfin ~h~'tl~Plw")JUilLLft:: 
PlWtl1:: t!J'll\r,tl~auA'1 LLPift::fl11auA''1)J'1n Lyh~ fII'l1 ~~li'11 ,x"'1)J11Cl,} l'Iau 14t;tllA'~'1!J LLft::2!n 

LUUn11,r"au14t;f)1l1!Jlu11uA'1 (In-store decision making) ~~d n11'}"aul"tlun11LLn 

."1 .... ~ ... J' -' "" .. ~ " 
lJ'Y"''1 LLUU4t1 n I'IU tl '141 Ln l'I'UL"tl fltlU"Utl~ fII'l'1)J fltl~ n'11Y1 '1~ l'I1Utl11)JW,..1tl"1l1" LL'l "fttl)J 

(Emotional or environmental needs) l~IK'l!J L'U qUltnflltl'1"":Lfltln~tlaU~1 ,..1flLfltlnPl11 

~ "'I. ,-, ... -" ~ ,,-. ~".....I" , .!'I ~ ... ~ 
"Ufll'1 L"')J LUtl~"'1nLn(;\fII'l1)JLUtl"'U1!J"UfII1"'1tlfl11"UfII1L")JVlLL)J'l1":LlJU"~flU)JfII'l1)J"~ 
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'ref) 1"'f)~LLftlJ~"1~ -'lJun1nJ7::Lih~~ulh"fl,m1Jf),,1fl loiiulh,ru ~mn,,~u'~uf)!u'lf~ "1n 

qultn"u.;'~tJ1~~uriuiJru"1L~!JlJnun111f~1u~uA'1~'~Lflf)n~f)'tJ (Hawkins et aI., 2004) 

.J 

Nominal decision making 

l~fQrT"""',~" r.:''' ~~~'~c1! 

u--r- ·C'd 1....,~c ... nJI 

Umlted decision making 

~C~·pl:~C~:(""·? 

~~o C ssor::1nce 
um.ted ell".]':...!:::'! en 

High-Involvement 
purchase 

Extended decision making 

l .... l~~:,~"'LS~:"ctJ 
, 

l~tenr:;::1 • 

Extern:;1 

EC_:'-~2-urch2Ce 

Dlssor:2.r.ce 
Ccmt:!ex e',,'2!:J2t!Cn 

.. ..- ,.. . 

'VIl.J1: Hawkins, D. L., Best, R. J. & Coney, K. A. (2004). Consumer behavior: Building 

marketing strategy (9th ed.). New York, NY: McGraw-Hili, p. 502. 

LLfl~tJ1~LlI'V1~ 3) n11,r~aU 1, 1un11unifryu1')'JtJl'l'J1ULlltJiu (Habitual decision 

making / Nominal decision making) ~~,rud:lun1~u'lUn11~"'~ul~~f)~qultn"ijfll'l1l.J 
'reU1U1l.J1Un11~"~ul"'~f)Uf)!J~q", (Minimal effort) mh'l~f) 're'l;;nl1l.Jn1~f)"f)~~ultnfll~~ 
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.. 
ijim:ttu:LUUt1"tWJ~ (Automatic) LL"::Luun,l'", (Routinized) tl\tJUJ~tl,u.hufU"tlUn1' 

LL~'l-3"'1ftl~ftL~)JLM)J LL,jIlil::LUUn11~u\nftl~ftIlil1nLL"'ri-3ftl~ftfl1tJlu ",1t111i11n1::1.J1.JfII'l1)JYlN 

• ~ ., 'I ... !- _I - .. .... _ ..I 
11i111::tJ::tJ1'l (Long-term memory) '1tl-3"ULtl-3 YI-3tJ-3 ~)Jn1ru1::L)JUYl1-3LfttlnLL"tltJ1-3 ~ L,.tl 

u~!T"L'lft1LLft::,.ft-3-31U~~tl-3LfttJ\un1.Jn1::1.J'lun11.r"aul,ftl'ltl-3q1.J;LrlfllLf)-31~)J1n~t!" 
,..I • It... .r ~... ...I ~ ... ..1.1' .r::. .. 

LYI}YI'::YI1 ~ (Hawkins et aI., 2004) Tl-3U )JnLUtl-3)J1'1n¥1UI"I1Y1"tl-3n11"J1tlUWJl1f111CJn LL":: 

q1.J;Lrl fIIij fII'l1)JLritJ'l';Un1.Jn1,4'tl 1 U1::.r1.J~1 ,r-3J-3 Luuiu~1~ ~tl-3~tltl~ LUUU1::"'1 ,u~i11~ 
q1.J;Lrlfll~uLflltJn1.JaU~1,rU1 Luutlth-3;itl~LL''l~ULtl-3 (Solomon, 2007) utln'1nd q1.J;Lrlfllllil:: 

ijn1nJ1::Ujuiu~1"'i-311i11nn11.r"iulllil~tlLLft::lfiu~1n,jtlujtl iU~1~~tl)J1,rUUJ«'1)J11Cl 
" ..I ... 'I.l' ' ::. 

~tl1.J~Utl-3f11'l1)J~tl-3n11Y1f111~"''l-3r~LYl1UU 

,r-3d Hawkins LLft::fllCU:: (2004) liKL~UtlL~)JL;;)Jiin~1 n111J1",iulIlilLLnifCY"'1iK'ltJfII'l1)J 

LflltJ~ud'::~1)J11ClLLti-3tltlnliKLuutin 2 U1::L1lYl ;itl (1) n1:#fJA''ltJ'''l1J.Jllni';fJ"MftU';1 

(Brand loyal purchases) ~-3I1i1::Ln",~uL£Jtlq1.J;Lrlfllijfll'l1)J~-3,.tllllil,jtl"l1iu;h 1""l1iu~1 
...I 'I.... ~.... ~ ..... .. ( 

"'U-3 LU1::"'1.J~-3 IIiIUn1::YI-3""-IU1Ln"'L1JUfll'l1)J~n"UYl1-3P11Utl11)JCU Emotional attachment) 

n1.J"l1iu~1,rU1 LLft::nft1tJ)J1LUUfll'l1)Jnn;ilu~t1'" ~-31u~Cl1un11nrn1JtliU~1iK'ltJfII'l1)J 
nn;id q1.J;Lrlfll~::ijfll'l1)JLritJ'l';un1.Jiu~11u1::~1.J~-3 (High degree of product involvement) 

LLJiIlil::ijfll'l1)JLritJ'l';uJitln1,4'tliu~11U1::~1.J~1 (Low degree of purchase involvement) 

...I .. .. .. , ~.l'..I...r '.l''' ..... .r 'I.l' ' 
LUtl-311i11n)JfII'l1)Jfln~~tl"l1rtUI"I1Y1I1i1::LfttlnlJltltl'.lLLrt'l ~-3~1)J11Cl)J"'l~n11)Jm1lJltl LPltltJ1-3 

.. ~ .-..... ..r t ...I ...r...l" .. ~ - ,,~ , 1.1 
tl~ LWJ"YlUYI LLft:: (2) n11"11fJ'J11 (Repeat purchase) 1J1-3~:::Ln"''1UL)Jtl~1.J1~lfIIlrtm1 1::L1lYl 

iU~1~~tl-3n1JtlluLLJift::"l1iuA'1'Wijfll'l1)JLL~nJi1-3nU ~-3';11«bjijfll'l1)J~n';uLn",~un1.J,r-3 
t11:::L1lYl'ltl-3iuA'1 LLft:::n1 JtliUA'1,rU1 ~-3,ru L£Jtl q1.J;Lrl fII Lfltln~tl ~11iu;h l~ LLi\''l Ln ~ fII'l1)J 

Yitll~ n~:::ijYi'lMn11)Jn1,4'tl~l1iu~1,rU~1tlth-3JitlLrttl-3 t~tJ~'WllA'ijfll'l1)J~n~u,jtl~11~U~1 .. .., I ., _ 

UU1 tltJ1-3LLYI~N 

N!l3m CU'lncutcu (2545) 1;:';1m1~m:nL4tl~fII'l1)JLriU'l~U'Itl-3q1.J;Lrl'" m1 

~tl1.J~Utl-3,jtl tlJ1iCU1 LLft:::fII'l1)J,r-31~~tl~ftPlncu.n~LLftfnli"ltHn1tJ'Itl-3~1.J;Lrlfll"1l1tJ Yi1.J~1 
1::: ~U fII'l1)J Lri m,;u'I tl-3 qU;Lrl "'''1I1U~ij Jitl ~ft PIn cu.n ~ LLft fnli"ltN m uij fII'l1)J i )J~ufinum 1 

"tlU~Utl-3lJitltlJ1iCU1 ,r-31umj)J~ij1::"Ufll'l1)JLrim~u,jtl~ft~ntu.,r~~nfh'l~~LLft:::~1 tlth~hn 
m)J lU~'lu'Itl-3f11'l1)Ji)J';ufi1:::"'~1-31::l'iufll'l1)JLrim~u~ij,jtl~ft~.ntu.n~LLftfnli"ltHmULLft:: 
"''l1)J,r-311lil;tl,runiuYiu~1 ijfll'l1)Ji)J,;u{nutlth~ijutJ~1';CYLllYi1:::1umi)Jqu;Lrlfll~ijfll'l1)J 
Lrim~unu~U~1~-3mh'l~1 

tl1~ mh'l t"'tJ ~ ttJl;:~1 n1::U'lUm11J1 "'~U 1 ~'1tl~ q1.J;Lrl fII,rU~:: LritJ'lftl~ nun1::U'lUn11 

Yl1~"''l1)J~~ (Cognitive), "''l1)J~n (Affective), LLft:::Yi'l;;nn)J (Conative) t~U11~(tJ~ij 
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~'VIiYt"t'Un1~fl~rI'l1).1LLJ11mh~t,xnm.J'l'Um1i",a'Ut~ilpJLL1.J1.J'h~1 ri'UttJ ri~tl1:~1.JfII'l1).1 
.,J .,.,J., _~_ ~ 0 ~ ~ 'I J' 'I. 0 r ~ 

Ln!J'lYt'U'VIrof1.J1 U IrlJ.I Pltln11""'~'U L~"IItl L'ULLPlft:fII7~'U'ULtl~ .. 
~:L,,'Utll~1 fII'l1).1i).l~'Utf1:\t~1~mm..f ~"''UfII;t LLft:n1:U'l'Un11i",a'Ut~U'UPi1~ri 

.!"I _.,J .oJ ,¥. 'I. ~ - ., -~ _ ::'';..1 ., -~ _ " 
LlJ'ULL'U'lfll"''VI~:rI'l1).1''1''C\I L'Un11'JnWlYt'lPln1nlrof1.J1ulfII'VI~~'U L'Utl~~1nrof1.J1ulfII~:Pltl~ 

~A''ULil'''fu~LflPi1~1 t'Unrw1.J'l'Un11fufLl!Jrltl'U ~1n\i'U~~Lii"'Li]'U~"''UfII;t~ilft'l'Uft1~C\lt'U 
mrurwLil'UPl11a'UA'1 LLft:ujtl~1.Jltnfllil~"''UfII;tt'U'VI1~1.J'lnPitlPl11a'UA'1n~:ft~CJftt,xLii'''Li]'U 

1:~1.JfII'l1).1~~Yttlt~ tl'U~:u1ttJ'LL'U'ltWJm1Lii"'Yt'l;tn1nln1Jtl'Dtl~~1.Jltnfll '~Li]'ULih\tJJ1!J 
~~~"''Dtl~Unn11Plft1'" 

~ _ ... _ ... .,J .,J " .,J 0 'I.... _ ... 
~1nm1'JnWlLL'U'lfll'" 'VI'l~!l LLft:~1'U'l~!J'VILn!J'l'Dtl~YlCJ1'U).I1 L'Utl"''' rof'l'"l!J~1).111Cl 

i~~JJJJ;tl1'Ut11\tfut-n'Un1~(!J ~~ "~'VIm,ft'Dtl~1l1YtinmUtl~"n1Pitln11'D!J1!JPl11a'UA'1 
- '1.1-" ~ 1.J,n1,· L""'~'U 

1. 1l1Ytin~nrtl~"n1ilfll'l1JJiJJ~'Ufi1'UL'D~1.J'lnri1.Jn11ftJi"Jtufl1'rm1rulm1o fII'l1JJ 

L\tJJ1:~JJ'Dtl~m1'D!J1!J"11a'U~1 LLfl:~"''UI'I;t,jtln111l!J1!J''11a'U~1'Dtl~~1.Jltnfll 

2. m1fuf"Jtufl1Yimrulm1ilfll'l1).1i).l~'U{l'UL'D~1.J'lnri1.JfII'l1).1L\tJJ1:~).I'Dtl~m1'DtJ1!J 

"11a'UA'1 LLfl:~"''UfII;tPitln111l!J1!JPl11a'UA'1'Dtl~~1.Jltnfll 

3. 1:~1.JfII'l1).1L\t).l1:~).I'Dtl~n111l!J1!J"11a'UA'1~LL"nPi1~riuilfll'l1).1i).l~'Ufiri1.J~fII'UfII;t 

,jtlm1'DtJ1!J"11a'U~1'Dtl~~1.J1LnfllLL"n,j1~ri'U 



.... ...... ....., 
r.; L 1.J!J1.J'UI01"M'UI 

n1'~nWliS(!JLh~ "iiflfi,.ft"~1l1'nim~nrtl~lfn"itln1"'!J1!J"71ftU~11.J1n1'" LUU 

mfi(!JL~~UnJ1N (Quantitative research) t"!Jtmn1fi(!JL~~th71~ (Survey research .. 
method) LL1J1.J1'''l'If~L;i!J'l (Single cross-sectional design) LLfl~tfLL1.J1J~tl1Jm,., 

(Questionnaire) LUULI'I~~ijtltum'LnU7'lu7'l"'ftl).Jfl ~!Jt\lnq"'i'ltl!h~Lilu~"tlu 
.!' ~ ...... .I ................. ~ 

LLUU~tlUCl1"'''''l!J''ULtl~ 'D~"'71!Jfl~Ltl!J"Ln!J'lnU'~LU!JU'lfim71li1!J ,,-3'1.1 

• I .I·u ", ~ - ... r ~.. tI ~ ..1 ~ !'I. 
urw"Jl1n7fl ~'D ~un1'"nWl'l~!J1'I7-3U I'Itl '~'D111UfI-3L'nrl'D1!JLLfl:L'nrl\UU-3f1tl1"!JtlfJ ~u 

L,,,nt-3LfI'n,,,"'1UI'I1 LLfl~iltl1!l~"'~~-3 20-45 tJ ~-3Liluila"un~nWlLLfl~1l1'lI'lfl1'!J,j1-31U 
Ldtl-31i11ntl1~1I1n'nq"'lK-3nt'i1'lU11i1~iltl1~~um1N1un11~",au'llil~tl LLfl~n11L;1ruU1n1nt-3 

... ~ ~ £''' _.1 ~J1 ~.!' 'l ~.!' ~.I.. 'I ~ ....... 
1i11n71U"~LI'I1U~ ~"7LLfl~71Utl1"'17n1~" r~""'1¥'iU"1 "'''71nU",1'''U-3f1Lfltln ~'D ~Un17'l~!J tln 

,r-36-3Lilunq"'Lih"''''1!J1Itl-3~1nIilU1n1"r-3 2 t11~L1lY1~ejil4'!JL~~"'Lfltln"'1'lf'lumfl4'!Jiln~'l!J 

1i11n;tl).Jfl~njjL~!J'lnU"'1U'lutl1~'D1nntl-3n1",n1runl'l1tl-3 n1:Y171-3"''''1''LY1!J 1~1l~1 
"'1U'lutl1~'D1n1'luL1I"nt-3LY1Yi"''''1U'w~iltl1!l~-3LL,j 20-45 tJ il"'1U'lU,r-3iu 2,442,553 filU 

.. 
1:~U1ltl-3f11'l1",i3"Yifl1"'WLnu 5% "1"'~"7 I'i-3U 

n = N 

1 +N(e)2 

-r 
1IU1"'1Itl-3nq"'~'ltlU1-3 ~tl n - . 

N = 11'1.11 "'11 tl-3t11:'D1 n7 

e = -r q ... . 
fiI'l1", filfl1 "'Ll'lfltlU1Itl-3n'l1 "''''ltl!J'l-3 



n = 

n = 

2,442,553 

1 +2,442,553 (0.05) 2 

399.9 
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.. 
"'1n~ftn1"hu'lN"'UJ~'" ",::L~'U1"'tl'mq)J.r'ltlth-3 (n) = 399.9 fIIU IK-3uU rfS"'!.I 

~-3ri1~U"'U1"'tl-3nq)J.r'ltl!i1-3'lun11;1m~nfllf-3dLi~u"'1U'lU~-3iu 400 fIIU 

nfflU'tl-3n1,;1n111lufIIf-3d rfS(!.Il~ri1~u"nfflulun1'~)J"''ltl!i1-3 (Sampling frame) 

t"!.I,"4l11N14l1nLlI"~U~n1runfll1tl-3'lunt-3LYI'n)J~1UfII' Uft::Lfltln;1n111L1l'n1::'lULlI"U~fl-3 
~~u'n1tUlI!.InmJlun1,;1n111nunq)JMtl!i1-3 Li1tl-34l1nLiJuu~fl-3~'n4l tl1f111~1Un-31U 

~1-3t",,"~UA'1 Uft::U~fl-3')J"IIUIJi1-31 ~~::"'lnlJitlm'L;1a-3nq)J"''ltl!i1-3<)!.Iyj1-31U~-3LiJunq)J 
... , ..I .. 'I ~. ~ - ., ."j.!ll ." " ... ... ' }1 
"'ltl!.l103Y1CJnLfttln)J1 ~"II ~un1,,,n111'l4l!.l Uft::L'ntlLuum'LnU'tllolft L""Nnunq)JLU1~)J1!.1)J1n 

..I : ~ • " ... : .. • 
Ylt1" YI-3U ~1)J11tln1~U" "1)J L nln1run fII'tl03'tl-3nt03 L YI'n)J~1UfII' L"YI-3~U 16 L'" 4l1n4l1U'lU .. 
i03~)J" 50 L'" l~uri LlI"ft1"'n11'l L'''fllfttl-3L''!.I L'''~1Y1' L'''~'l!.l''l1-3 L,,,YiCU11Y1 L'''Yi':: 

t'U-3 L,,,tJ'YJ)J<)U L'''U1-3L'U L'''U1-31n L'''U103n::u L,,,iltl)JtJ11U~"zvC1!.1 L,,,i)J~Ufi'l03,r 

m'~)J"''ltl!i1-3'lum'~4'!.IfIIf-3d LiJum'~)J"''ltl!i1-3UUU~ft1!.1,rU''tlU (Multi-stage 

sampling) ~!.Iri1~u"~n1'~)J"''ltl!i1-3~-3UUUm;YlqMOfll'l1)JU14l::LiJu (Probability 

sampling) Uft::uuu~bj'l;YlqMOfll'l1)J\hll\::LiJU (Non-probability sampling) t"!.Iii~1IKU,rU .. 
'tl-3m'~)J "''ltl!i1-3 ~-3lJitlltJil 

1. lii3fim'~)J"''ltltl103UUUtl1~!.IfII'l1)JU1~::LiJu (Probability sampling) luinMtu:: 

m~)J.r'ltl!i1-3UUU~1!.1 (Simple random sampling) lun1'LfltlnL'''~4l::uiU;tl~ft ~!.IrfS(!.I 
" " • ."j..l .!II • ..I.. .... • ... ."j..... 
L"U1Ltl111!.1"11tlL'PIYILlJUU~ft-3Y1"UYi1tu"lltJnmJ"-3nft1'l )J1Y11n114lU1lft1nLYitlLfttln,,'lUYlU 

" L'''~1U'lU 8 L'" 4l1n~1U'lUL,,,i-3~)J" 16 L'" ~"LiJU 50% 'tl-3L''''n1tU''II!.In11)J'lu 

nt-3LYI"'UJ~1UfII~-3~)J" ~-3~1n~ftm14'U1lft1n yj1'l,n~11!.1~t:l,t:l03L,,,.r'lUYlu€utJ'::nt:lultJ 



~'ltJ L,,,tJfl"'t5''U L'''''CU1L'n L'''fl1f'1"fl'l L'''''''l(n1 L"I\\''ltJ''l1~ L"I111~L''U L'''11'1L'n~ 

LLfl:a "1111~ n::u 
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2. lmn1~"''''lfltJ1~LL1111Lll''1::L'''1::'''~ (Purposive sampling) tf'Imji5(tJ~Lftflmn11 
1! I or. .1 .I.. ~ I • I or. I .I • 
'1Ifl)Jfl'1nnq", ... 'lflu1~'n"'fl1'" 20-45 lJ '1nLL"fl::L,,,,'U,,ru"1"''''1'U'l'Unq,,, ... 'lflfJ1~'n01''''Uf'I 

H~~i'U 400 "'U t"'tJLn11ffl)Jfl'1nnfj).l"'lfltJ1~~Li]'U~111tn"'fl~fl'U~~L"1u~t"f LLfl:: 

fl'Ufl1"'11Yh~ ,r~f'I~Lftfln lfl'U0111(tJ "1"'~n1'U~Pi1~1 L'!I'U fl1"11ft1Un~1'U ~1~~n'r4~'UA'1 
~ f!!- I I J' ././ .. ~ • .. .. ~:. ; .. I 

LNIl1Y4tJ'U" TI'Ufl1"'11 LLfl::LL"'fH').I'1'U"1~1 "'1nY4'U'n'n Ll'l'n1n11Lflfln L'~'n~¥'I'U 8 L'''f'I~nfl1'l 

.. 
image) Pifln1111tJ1tJ"11~'UA'11'U1I1ii~111n1' (Service brand extension) .r~U'U ~4'tJ~~1A' 

Lflflm;1 O11~ n1i1 ri11fl~" n'1I,n ... 111n1 ~ij LL 'U'l tU).l"'l1).1~1"'11n 1 'Un1111tJ1tJ1I1n"'11ffi111tJt1~ 
, .. - _ I .I ~ .. .!' • "''/.'.!i'I ~ ... I 

01' L"'11'01n..J1::LIl'nfl'U1 Lf'ltJ Ll'ln1"''Uf'lfl~''n1'n'''::'U1'''1 L"D L'Un11"n1i1"1"'LnCU"011LL11~ 

tJ1::LIlYl'fl~n1ru1n1""'1nn1fl11LL'U'l~I'I1I'n"'111n1111fl~ Lovelock (1983) ~1A'ri1"''UI'ILnCUerf 
O11LLti~H 2 Lncuerf1"LLn (1) LLti~"1).1fln~cu::'fl~01,1\\'111n11 ~fl n11n1::yj1~~1"'11n4'11~fl~ 
1~ (Tangible actions) ",1fln11n1::yj1~1),j~1).111n4'11~fl~1" (Intangible actions) LLfl:: (2) 011 

111n1'''~~flPifll.J''fIIfl (People) ",1flYlmtJ"i'U'fl~l.JfIIfIIfl~L;1ru111n1' (Possessions) yj11\l 
I _ .... ~ • I .. • ... I': _././.... ~ .I.. .. 

~1).111nLL11~n1ru1n1'flfln LI'ILu'U 4 u1::LIlYl f'I~"fl LU'U (1) n1ru1n11'nLntJ'l'!lfl~n11¥'1~'n"'11"fl~ 

1;; LLfl::~~1\l111n1'ri11l.JfllfIIfl~L;1ru11101'Lil'U~1~CU (People processing) (2) O1ru101~ 

L~tJ'l;fl~n11~~~4'11~fl~1A' LLfl::~~1\l11101'n11Y1fyftJ"i'U ",1fl1''''l1'U''"fl11f111fl~'fl~~L;1ru 
11101' (Possession processing) (3) O1ru1n1~L~tJ'l;fl~n11~~~4'11~fl~UJ1~ LLfl~~1\\'11101' 

ri11~"l ... ",1flfll'l1"'finiln~""fl~~Lf1fu111011 (Mental stimulus processing) LLfl:: (4) 01' 

111011~L~tJ'l;fl~n11~~~r.r11~tl~UJ1;; LLfl::*1\l111n11JJ1tlYlmtJ"iu~r.r11~tl~UJ1;;'fl~~L;1ru 
111011 (Information processing) 

~ ~ _ .. , :..:_ .... .!'.. - - .1 ./~ _.I 
'I~01'''n1i1'l ... tJ UfIIN'U 1:J'l ... tJ Ll'lLflflnll,n"'111n11 2 u1::LIl'nYlLu'Un1ru1n11'n~1).111n 

4'11~fl~~ (Tangible) "'11fl'U01'~n1i1 L~fll;LmtJ11LYitJ11f11'l1).1LL"n~h~1::"'~1~tJ1::LIlYl'!lfl~ 
O1ru101~Pi1~n'U tl'ltJ;:C"'11cu1"'1nfll'l1).1LL"n,j1~Yl1~;;1ULth"''''1tJ~01ru1n1~~''~).Ifl11 
1\lLLri~111tnfll ;~tJ'::ntl11A''ltJ lI'n"'11'U~~LfII1u~t"f (Discount store) ).I1Lil'Ui'lLLYlU'fl~n1" 
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uln1~~~ luuln1tnunmVftu U1t1?',,'J lu'U'f)u"tfN"fNq,f11uuln1t (Possession 

processing) LLc.::1l1n,fn~tl1\411Yh~.r~~ (Fast food restaurant) Ltlu,r'lLL'VIu'Dtwn1tuln1~ .. 
~.Jluuln1tnU7J""f9q,f1'uuln11,i1ud1';ru (People processing) tIIfJn1njln1ni~ 2 

tI ..I".l' ~ ~... ~ ~ _..I... ... ~ -~... ... 
1::Ltl'VI'VI LrlLftflnSJ1 LlJU"'l LL'VIUU LlJUmru1n1mSJI'I'l1SJL\4SJ1::~SJnun11"m~n'l ... fJ LUtw'1nSJ 

nqSJL"1\4SJ1fJ~ilft~1:tN::ln«~fJ~nuntiSJ,r'ltlti1~'Dtl~n1fi"'fJ 

~1\4fun11~n1:t1il"'fJlul'lf~d ril4'fJ1A'LfltlnU1"11~U;'1fl~,(nnl1Ltlun1ril~n1:t1lum1 
il4'fJ L;ltl~'1nt~fJtln;;LL«'llu1l1n,ulmnj'niln1nl1Ltl1~tl'Dtl~"11~U;'1tl~,(nnl1lfLtlU~fl 
'Dtl~'I11~U;'1uln11 iln~-3n11~n1:t1il4'fJluPlf~d6~~-3LUu~'::~n1:t1tl'VIfiVift'Dtl-3fl1Viin1:tnr 
tl-3,(n"itlmnfJ1fJ'I11~u;'1ulm1A''lfJ ril4'fJ~-3'A'Yhn11L~tln'l11~U;'1tl-3,(n11 'I11~U;'1lu 

1l1n,uln11LL.tc.::tl1::Lfl'VISJ1lflumfi;fJ t~fJV4'11N1'1nri'lULLti-3'V11-3 n11'1ft1 ~ (Market 

~ .: ...... ~" ,. 'I - - , ~ I ::. ,,~ ~.l' ..I ... 
share) LlJU,,11'1CY 1J1-3 '111 "UI'I1tl-3 fIIn1 LUll'n,u1n11LL'Ift~u1::Ltl'VIUU '::'Itl-3LlJU'I11"U"1'V1SJ 

ri'lULLti-3'V11-3n11'1c.1~~-3~~~Lutl1::Ltl'VI'Dtl-31l1n,uln1~U1L~tlU1SJ1~n1:t1~~I'I'l1SJISJ~ui 
1::\4~1-3fl1Viin1:tnrtl-3,(n~il.ttlif'4'fJ.t1-31 mflUm1~n1:t1il4'fJ t~fJil11fJft::LilfJ~ lun11 

... ~ ... , "tI~ 
""'Lfttln "'-3'1tl L U 

.. 
tj'lClLUfII1tlUfll1tl-3'Dtl-3~L;1fuuln11 (Possession processing) UU '1nn11~1n''Ift1~1l1n' 

11U~~LI'I1u~t'lflutl1::L'VIfI!l"'1fJ VilJ~1 il~ft,.j1'1ft1"'nSJ~-3 232,047 fl1UlJ1'V1 t~fJil Tesco 

Lotus LtlU~U1'V11-3n11'1ft1~ LLft::ilri'lULLti-3'V11-3n11'1ft1~ t~fJnSJ N L~tlU~-3\41f11SJ Vi.fI!. 2549 

~ " ..I ... .oJ' ...... ::. ~" ..I 
(1-3 39% "1SJSJ1~'lfJ Big C 'VISJ,,'lULLlJ-3n11'1ft1'" 25% LLft:: Makro tln 24% "'-3UU 'I11flUI'I1'V1 

'IInm11~~L~tlnSJ1 Lflun1fi4'fJ Plf-3d~-3LtlU T esco Lotus .-3ilri'lULLti-3'V11-3n11"ft1"'~-3f! ~ 
(tt~n~LnSJ~n'D1~ 11 fJL\4qj1::Yin, .. 2549) 

.. 
L;1fulJln11Ltlu~1.rcy (People processing) UU '1nn11~1n''Ift1'''1l1n,f1Utl1\411Yhi11Jf 

~'" N tju~ 4 fiU'l1f11SJ Vi.rI. 2549 VilJ~1 "ft1",Ii\-3nfl1'lil~ft,j1"ft1"'nSJ~-3n~113,OOO fl1U 

lJ1'V1 tIIfJil KF C LtlU~U1tluli\lJ\4;l-3 LU1l1n,f1Utl1\411Yh~ 1Jf~ "'~-3\4SJ ~ L uti 1:: L'VI rll 'VIfJ LLft::il 

ri'lULLti-3n11'1c.1"'tl~~-3iu 49% i-3,ru 'I11~U;'1~,;rfun11~"'L~tlnSJ1Lflun1fi4'fJl'lf-3d~-3 
d]u KFC .-3ilri'lULLti-3'V11-3n11'1ft1"'3-3f!'" (ttKFC tl1::L'VIfI!''VIfJtlu6ulri~'lflul'V1fJ,'' 2549) 
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::. 'I. ~ .. .., ;..~ -.., ..,,,~. ~ ~.., 
utln~"muu ~Un1f"m:n'l"'tlrlNU ~'l"'tltl~ LrI'rI1n1f"m:nLntl'lntJrI'l1).1L'UJ1:tUJ'~ 

mntl1tl"f1iuI.1UtJtJ"tl1tl'ltl~iuI.1pj1~tlf::LIl'rlnU (Category extension) "tI~~1n ... tJ;n11 

'I. .., ~ '''''' ~ .!' "tllIl .. .. .. 
~U1:"'tJrI'l1).1L14).11:").I'rIU"n"1·mu rI!I n1ntl1tl"f1"U"1 ~ \l~1n ... tJ1n11).1r1'l1).1L14).11:").I .. 
ntJ1l1n~tJln11,w~).I'U1:"tJ'~ (High fit) u":mntl1tl"f1iuI.1'ltl~~1n ... tJ;n1rllrl'l1).1 

L14).11:").It1tJ~1n~tJ;n11~~).I'Uf::"tJ~1 (Low fit) (Martinez & Pina, 2005) L~tlU1'lti 
- ~ .. ..,.., .. .. .. ~_ ~ .. I ~ .!' III .. _I ~ I ~ 

LlJ1tltJL'rItltJntJ'rI rlUrI ""tI~ ~tJ1 u ,rI'rI).I "tln1ntl1tl "f1"U"1 \l n1 ru1n11 ,u utJtJtlU1 L 14fl1U 

.. .. 
L14JJtlunq).l "''ltlrl1~~1U'lUl1~iu 30 rlU t"'tlf;114U'" '~!i1uri1r.t1n "'fII'l1).1"tI~m,."tl1tl "71 

iuI.1 'ltl~iuI.1 pj1~tlr.:LIl'rlnU"tI~~1n ... tJ;m " Uf::"tJ rI'l1).1 L 14).11 :").I~ LL" n pj1~ nu,r~r.:"tJ\1~ 
LLfl:f:"tJ~1 L~tI'~Ln"'rI'l1).1Lf1''''~''Nnu ;~r{H'tl'lA"1~il~ri1~1n"'rI'l1).1"~n"1'l).l~1n 

.. ., ( ) ~ ~ _I ..~ .. 
~1U'l"'tl"tI~ Martinez LLfl: Pina 2005 Lyttl"U141, uLLtJtJ"tI~n1ru1n11Y1).1r1'l1).1L14).11:").I\1~ 

I .. 

LLfl:,j1ntJ~1n"'tJ1n11"~L~).I"tI~flU~"LfII1U"t~t"f Tesco Lotus LLfl:flUtl1141n'h",r~", KFC 

t"'tl~fl~'lA''''1nn11Y1 "'''tltJij ,,~pjtl 'ltld 

1. pJLLtJtJn1ru1n1~ijfll"l1).1L14).11:").I\1~ntJpJLLtJtJm'tJ1n1'~~L~).I"tI~ Tesco 

Lotus ~tI ~1n"ilj1n1ri''''f4~aU';1 (Courier delivery service) ;~Li]un1ru1n1m.r4''''ft~~'''J .. 
LLfl:ftUA'1pj1~1 "'~LLpj"U1"'Lfln'ltl~un~"U1""14qJ t"'tl~:ijtJ1m,ft~ytUn~1u'ltifuiuI.1~1njjtl 

f3 n 1.1 L ~tI~1n114' "'ft~ 'ltlJ~, "'14).11tltlfl1tl'rl1~,r~, ULLfl :pj1~tl1: L YI rI'l"'tlrl1~ 1') '" L1"ll1UL "lfl1 .. 
~"ltlpJLLuumnUft~tI':LIlYlpj1~111~Y11~'t1 Y11~Lffi LLfl:Y11~tl1n1f11 

2. pJLLuun1ru1m~ijfll'l1).1L14).11:").I~1nupJLLUtJmru1n1'~~L~).I'IItN Tesco 

Lotus ~tI ~1n"iu'1n1ri'u{nuu~ (Dry cleaning) ~~Li]un1,t~tJ1n1'Mnu~~Latl~1 yt1).l 

~1),hu L~tlNL~tlf LLfl:'IIfl~'-Hlu1 
3. ztlLLuun1ru1n1~ijfll"l1).1L14).11:").I\1~nuztlLLtJtJn1ru1m1~~L~).I'IIfl~ KFC ~tI 

~1n"if9?utUln (Theme park) ~~Li]um'LtI"''''lU''~n '~tJ1n1''''1ULfII~~L~U~h~1 ijm'LL""'~ 
t"1''''~LfII1:t LLfl:""lU14rlfl).l~L14).11:~114fuL~n1 LLfl:YjnfllutUf"l1flUfIIfJ 

4. ztlLLuun1ru1n11~ijfll'l1).1L~).I1:").I~1nupJLLuum,u1n1'~~L~).I'IIfl~ KFC ~tI 

~1n"iYl"'Uf9'''U'''fJf (Fitness center) t"'tlLtlum't~u;n1''lu6flflnri1ft~mtl~ijn11'~tJ;m' 
LfII~~L~Upj1~1 'Un11flfmri1ft~n1tl LLfl:fIIfl1"tJn"flUn11flflnri1ft~n1tlpJLLuupj1~1 L'!iU ttlfll: 

LLfl trun U~"LL"'U,r LLfl:).I'ltl'lYltl LtlU~U 
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..... ~ .3 'I ::. ~'I.A' iJ ~ .. 'I. • n17'l1l\!JL,.~n17'l1l\ ~UfIINU ~,.utJtJ«'tltJm)J (Questionnaire) L ULfII1tl~)Jtl ~Un11LntJ 

7'ltJ7'l)Jff)~ft t"fJl\\,~"f)tJnftlnutJU"f)tJm)JLtl~ (Self administration) Uft:: ... ::tKtl~LiJU~~LfllfJ 

~1fln1ft~lftJln17"11iuft1'~~1n ... tJln1~n1~u"'t~t"fJutJtJ"f)tJn1)J'f)~nq)J~f)~1~ 
tJ1::ntltJlK'lfJutJtJ"f)tJn1)J,r~~)J" 2 ,,, 'tlKuri utJtJ«'tltJn1)JL~tlA'''Lfltlnnq)J'''ltl~1~lun11 

... ~ ... ... 'I ' .J ... ~ 
"tltJutJtJ"tltJn1)J LLft::utJtJ"f)tJn1)J~ftn 'D~)J11fJft::LtlfJ" ~UU"ft::n'lU ,,~U 

~ ~ ..... ..... 'I. 
,"YI 1 LLtJtJ«'tltJn1)JLVitlfll"Lfltlnnq)J"''ltlfJ1~ ~Un11"'tltJutJtJ«'tltJn1)J (Screening 

iJ
• .J... " 1~ .. .......J1f " • ..... '11'_ 

questionnaire) L U111Cl1uLntJ?ntJn11L'1I1 "DtJ1n1N'J~"n1f1n'tJ1n1m ,IIf11n11"IILfffln '·.rDtl~ 

nt~)J"'ltl~1~ "'1U'lU 2 ff) L~tllfLUn11A'''Lflf)nnq)J'''ltl~1~~LfIIfJlftJln1''''1nf1u~''LfII1u 
«'lPIfTesco Lotus Uft::f1Utl1~1~1«'.r~" KFC t"fJnq)J"'ltl~1~~\lnA'''Lflf)nl~'''tltJ 
LLtJtJ"f)tJn1)J~ftn ... ::tKtl~LfIIfJl;tJ1n1~f1u~"LfII1u«'t",fTesco Lotus Uft::f1Utl1~1m1«'.r~" 

." ::. 'I. .. ~. 
KFC tlfJ1~UtlfJ 1 f111~ 1l1fJ ~U1::fJ::L'lft1 1 L"tlUYI~1U)J1 (~tl1f11~U'ln n) 

,,,~ 2 utJtJ«'tltJn1)J~in (Main questionnaire) ~~«'1)J11tlLLti~tfllN«'f1~'tl~ .. 
LLUU«'tlUtl1)Jtltln'tA'Liju 4 ri'lU (1I!I1l1f11~U'ln ,) ~~il 

ri'lU~ 2 

ri'lU~ 3 

ri'lU~ 4 

• ~ . ... ... .1" It" • 
f111m)JLnfJ'lnUfln1;'CU::Yl1~u1::'1nntl~~"'tlULLUU«'tlUtl1)J ~"'LLn 

LViri fnQ 1::~un11~n1;'1 tl1idVi 11fJ'tlK Uft::«'tl1Utl1Vifll1tlUfilYl 

• .I ... ., "''''r' "' .... 
f111m)JLnfJ'lnUn17'l"'tl1Vifln1;'CUtl~flln1~1n~U1n11 

~1tl1)JLrlfJ'lnUn11fuf~tl!n1Vin11U1n1ntl~tl~~n1~~u1n11 
• .r., .,..,.. t ... ::..., 

f111m)JLnfJ'lnUn1ntJitl~fII'l1)JL~)J1::«,)J1::~'l1~1J1n11"~L")J LLft:: .. ~ . ~...... ..~.... .. .. ~ 
U1n11Y1'fJ1fJ ufl::fII1m)JLnfJ'lnUYlrlUfII"'YI)J"'tl~ffi4tU1n11Y1'fJ1fJ 

'DtN~u1tnfll 

ft1~fu,r'lLLtJrifLfLUn11'l4'fJfIIf~d 'tlKuri 1l1Viin1;'cUtl~~nntl~~1nll\u1n11 n11fuf 

~CUtl1Vin11U1n1ntl~tl~ ~n1~~U1n11 fII'l1)J L~)J1::")J1::Wl1~u1n11,r~ L~)J ufl::u1n1~'fJ1fJ 
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... _.J ... , - _.J If -~ - ~ 'I ' ... 1.1...... ..r 
LLfl:YIrlUI'I .. YI).I .. flll'n ... U'n1"''!I!J1!J'!Ifloll~U'ull'l ~"!J ~ULLllfl::"'lLL f).If1!Jfl::Lfl!J"LLfl::~c\h·1 

O11t~I'I::LLUU "oIld 

.., , .. - - -, ~ ;.: 
m".m~N'a~ .. n'f (Corporate Image) '!Ifl.:j1l,n ... u,n1' "1).1LLU'lI'l" Un11"m~nI'l701lU 

''I::tfLnN,rn1,.r''Yl101l~1Un11L4fl).lt!J~1l1"crm:7n!floll''n1 (9orporate image associations) 

'!Ifloll Keller (2003) ~~ft1).11nl1''''~'''1nfloll''t1f::nflU~in 4 t1,::n1, '~LLri 1) ~Nft).l~ 
1.1 ~ ....... _.J ... , ~.l' . 

~N f::~!J'!IU ~ff)YlrlUI'I"YI).I"fl"f1rtU"1 (Common product attnbutes, benefits, or 

attitudes), 2) "Unoll1U'!Ifl~floll"n1LLfl::n17ftfl~I'I'l1).1iJ.J';ul (People and relationships), 3) 

~Nri1LLfl::017'l101lLL~Un17'!1flollfloll''n7 (Values and programs), Ufl:: 4) 1'I'l1J.JU1L4flt;fl'!lfloll 

fl~"n7 (Corporate credibility) 4~t17::nflult1~'l!J~1tl1J.J~1U'lU 18 ffl (N 'Dun LLft~n,..U'lfl, 
~_ ... ... ... 'I ' ".1 ... .: 

2548) LrI!JJ.Jf1!Jfl::Lfl!J"n17'l" ~ULL"fl::fl~I'I1Jf::nflU ,,~U 

• ..I ... .l' - 1.1 ~ ....... _.J ... , ~.l' 
1) 1'11tl1).1L"fl'l""'1U~Nft).lU" ~N 7::~!J'!IU ~ff)YlrlUI'I"VlJ.J"fl"f1rtUrl1 (Common 

product attributes, benefits, or attitudes) ~~"I::1'''''I1nn1ri'uJ11J;11J"cun1)y (Quality) '~LLri 
1) 1'I'l1).1~"L~U'!Ifl~nti).lLih~).I1!J~;j,jfl~NIl1"'!Ifl-1i4U;'1LLfl::U1017'!1flollfl-1"n7 LLfl:: 2) 1'I'l1).1 

~).Iri1'!1fl-1i4u;;1LLfl::uln11 LLfl::1Jf~nN'lJ (Innovation) '1fl-1i4u;;1~ffiuln111A'LLri n) 1'I'l1J.Jt"" 

L"utu~1un1m~u1LLfl::~fllJli4U;'1LLfl::ulO11zt1LLuut~~1 '1fl-1fl~,(n1 LLfl:: '!I) O11LUUfl-1"n1 

~;j1'l'l1).1~Uft~!J 1J11J.JLLU'l~"'1floll Fombrun LLfl::I'lCU:: (2000) LLfl:: Keller (2003) t"!J;j~1tl1J.J 

2) ~1t11J.JL~fl1'''~1U"Un~1U'Ifl~fl..:J,(n1LLfl::011ft~~fII'l1J.JiJ.J';ufi (People and 

relationships) t"!J1'''''I1nn11t1n~'!Ifl~fl~'''n1,jfl"Un~1U (Employee treatment) ~~"I::1''' 
"I1n n) 1'I'l1J.J~"L~U'!Ifl..:Jnti).lLih~).I1!J~;j,jflO11"tlnflUllI'!Ifloll"Un~1U LLfl:: '!I) n11t~ft1'ft~011 

LLfl::ri1"flULLVlU;;LrI~;jLLri"Un..:J1U (Cohen, 1963, as cited in Barens & van Rie', 2004) 

1'lJ.Jlt1t;..:J011Lfl1t"lt~,jfl~n;;1 (Customer orientation) t"'!Jt)",111"11n n) n1~"Un..:J1u;j011 

1~ulO11tJn;;1 ~'l!J 1'I'l1J.J~1)1" LLfl::Lfl1 1"1 1~ LLfl:: '!I) O11ruYf~ fII'l1J.J ~'" L ~ULLfl::fII'l1J.J ~fl..:J 011 
, ~ 

'1fl~tJn;;1flth~ft,j1LftJ.Jfl (Keller, 2003) L"'!J;j~1t11J.J~..:J~J.J'" 4 ffl 

. ...., . , 
3) 1'11t11J.JL"fl'l"~CUI'l1LLfl::n11'l1~U~U'lfl..:Jfl~flln1 (Values and programs) ~1J.J11tl 

LLUoIlflflmuu 2 tlf::L~U~fln ll1LLri 1'I'l1J.Jru~"''DflU,jfli~fI'IJ.J (Social responsibility) 4..:Jtl1::nflU 
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lI')tJri1Cl1~1I1u n) "',)1~~"L"ULritJ')ritJtl.:jlfnriliiPitln1ni1n"'nmJ~Li]uU1:ttJ,UPitltf.:j"'~ 
LLfl:n1~UtJft\fUn"'nmJPi1.:j1 'Dtl.:j'~'DU LLfl: 'D) "',)1~YitJ1tJ1~'Dtl.:jtNlfn11un1mlllu1 

"ClUI1Yi;;S"'Dtl.:j",ulutf.:j"'~lM4u (Fombrun et aI., 2000; Keller, 2003) LLfl:n11Ltl11",1c4Pitl 

a.:jLL')"t\'tl~ (Concern with environment) ~wi n111\\'''',)1~ft1A'CUPitln1nntni.:jLL')"t\'tl~'Dtl.:j 

tl~lfn1,LLfl:n111f~,"tJ1nrn1.:jB~1~tld1.:jiiu1:ft~in1Yi~1tln1~"n~nmJ~1.:jn1'''fl1'' 

L~tluniltl.:jLLfl:liIllU1a.:jLL')"t\'tl~ (Keller, 2003) t..tJiiri1Cl1~~.:j~~" 4 Itl 

4) ri1Cl1~L~tl1'''''',)1~U1L;tltltl'Dtl.:jtNlfn1 (Corporate credibility) ft1~11Cl1'"tll"'1n 
tl.:jIfU1:ntltJ 3 U1:n11 (Keller, 2003) ~tl 1I'J1""iv'J'fI1'l1 (Expertise) ;.:ju1:ntltJlI')tJri1Cl1~ 
;t1U n) fII,)1~ ~"L,"ULritJ') ritJ"',)1~ L~tJ')'1ru LLfl:U1:fttJn11tu1 un11~fi "ftu,II1~1tll\\'tJ1n11 
LLfl: 'D) "',)1~ft1~11ClLLfl:lin~lun1ni1.:j1U'Dtl.:jYiUn.:j1u, 1I'J1U1.i11tJ?1-11, (Trustworthiness) 

u1:ntltJlI')tJri1Cl1~LritJ')ritJ n) "''l1~;tli,,6LLfl:fII,)1~u1H,)1.:jl''''Dtl~tl~lfn1 LLfl: 'D) "',)1~ 
L;tl,rU'Dtl.:j~tJ1tn",~iiPitln111'i1Lilu.:j1U'Dt}.:jtl.:jlfn1 (Newell & Goldsmith, 2001), LLfl:1I?1U 

Li1U#U'fIfJU (Likability) tliLLri n) n11ii;tlLfttJ.:j~~LLfl:Li]u~tJtl~rutld1~n~1.:j'D'l1.:j'Dtl.:jtl~lfn' 

LLfl: 'D) fII,)1~;U'tltJ'Dtl.:jnti~Lil1~~1tJ~iiPitltl~lfn1 (Keller, 2003) 1'l~~.:jiu 6 Itlri1Cl1~ 

::. ~ .I ~ .J,!:"I .,,, .I ~ .,.... . 
'VI~U L"'1tl.:j~tl'VI ~"JI ~Un11'l""1Un11L"JItl~ ~tJ.:jn1Yifln~tutl~flln1 (Corporate Image 

associations) d iifll'l1~L;tl,rut"U1'l~lu1:"'tJ .96 (Keller, 2003) LLfl:lun111'''LLPifl: 

flJtuft~tJ"i'Dtl~n11L;tl~tu~n1Yi~n~nrtl~,rn1 qrl4'utIlLfltlnlf~1"rl"LLtJtJ 5 fiI:LLUU (5-point 

5 4 3 2 1 

n1,ftJi'2wn1'W'II'i).:jn1'tJ;n1' (Perception of service quality) ft1~11Cl1'"tll;t,)u 

~1"rl" SERVPREF 'Dtl~ Cronin LLfl: Taylor (1992) ;~Lijun1rl"lu 5 ij~~~n'Dtl~flJClUI1Yi 
mru1n11 1;tLLri ~~~ft1~11Cl4'tJ~tl~tll (Tangibles) fII,)1~L;tl,rU (Reliability) n11"tltJftUtl~ 
(Responsiveness) "''l1~,rul", (Assurance) LLfl:fII,)1~Ltl11~1~ (Empathy) ;~u1:ntltJtulI')u 
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1) ri1tl'UJluijjjA'1ufII~'nJft1JJ11tl tUn1~U~fl~lA' ~1U~U 4 ffl 2) ri1tl1JJtuij;jA'1UfII~1JJ 

L;1fl,rU ~1U~U 5 ffl 3) ri1tl1JJtuij;jA'1Un11"flUftUfl~ ~1U~U 4 ffl 4) ri1tl1JJtuij;jA'1UfII~1JJ 
,rut" ~1U~U 4 ffl Ufl:: 5) ri1tl1JJtuij;jA'1UfII~1JJLfl1t"tft ~1U~U 5 ffl 

,,- -., It ~ • - I" t1..1 .. ....I iI" ~ LrltJe.i~.,tJ LrlYl1n1n.J1tJL fltJWJ1"~"~1nLIIJJYlL Un1~"UlJlJ 7 fII::UUU JJ1LlJUn11 

1'"uuu 5 fII::UUU (5-polnt Likert scale) u"::LfII1fl~ilflmflun111'''n1rl1.JfrJNII1''n11tJln11 
~.. ... ~ '..., .. to.. J. l.\, ., ~ 
UJJfII~1JJL'!IflJJUfl~ ~U1::"U .88 - .96 flnYl~JJLnCU"In11 l'IfII::UUU ,,~U 

5 4 3 2 1 

, .... ~.. .. .... 
"'J1JJL\UnzttJJ~"'J1~tt7n~tJ'n1'''~L''J.I LLaztt'fn4ttJ'fn1n1'1!11!1 (Perceived 

fit) ~tJtfpJuUU'!Ifl-1ri1tl1JJ~ijin~cu::Liluri1rJcuA'''''''Nnuf1JJ ;1-1~4'tJl~y'hn1nJru 
ri1rJcuA'''''''Nnuf"JJ,,"n 7 1::;Ut\\'L"flfl 5 1::;U (5-point semantic differential scale) L~fl 
tflUn111'''fII'l1JJfin'!lfl-1~u1tnfl\L~tJ~nUfII~1JJL''JJ1::ftJJtun11'!1tJ1tJ''l1iuIi1'!1f)~fl~,rn11l1n~ 
uln11tu1::;U£3-1 (High Fit) LLfl::tU1::;U~1 (Low fit) utJn.,1nnu tu 5 rJcuin~cu:: ~1U'lU 

ri1Cl1JJ1::;Ufl:: 5 ffl lA'uri fIIfl1tJfIIfl~riU' UlJ1n,j1~riu (Similar' Dissimilar), LiluL"'lLilU~fl' 

bjLilUL"'lLilu~fl (Logical' Not logical), L"tl1::ftJJ ,bjmJJ1::ftti (Appropriate' Not 

. ..I"... 1t,..1 " ... .!II ..I " 1 It" It.! appropriate), LntJ~'!If)~nu' ~JJLnm'!lfl~nU (Relevant' Not relevant) Ufl::LlJUYlL'!I1 ,,~'" U-J 
.!II..I"t lt " . " ...... ,~.!II ... 

LlJUYlL'1I1 "~,, (Make sense' Does not make sense) ~"tJtl1"1'l""'..:!nfl1'lU LlJUtl11Jl1'l"'!If)..:! 

Brudvig Ufl:: Raman (2006) ;1..:!;",utlfl..:!tl1"1n..:!1u~4'tJ'!If)-1 Bridges, Keller Ufl:: Sood 

(2000) t"'tJij"1f11'l1t1L;1fl,rU'1If)..:!LfII1f)..:!ilf)~~1~ .95 - .97 

~"u"a;tjj,jtln1nfJ1fJ"'f1iu""f1'fn4ttJ;n1ntHetJnn" (Attitude toward 

brand extension) t"tJtfttluUU'!If)..:!ri1Cl1t1~ijin~tu::Liluri1rJcuA'''''''Nnuf1t1 ;1-1~4'tJl~ 
y'hn1lt1furi1~cu~"""Nriuf1t1"1n 7 1::.iUt\\'L"flf) 5 1::C;;U (5-point semantic differential 

scale) L~f)1''''l1f11Ufll~'!If)..:!~ultnfll~ij,jf)n11'!1U1tJIJl11~uA1'f)'':!f)..:!''m~1n"uln11tU1::;U£3..:! 
(High Fit) Ufl::tU1::C;;1J~1 (Low fit) utJn,,'mriu tu 4 rJcuim:tcu:: "'"U'lUri1Cl1t11::.i1Jfl:: 4 .fIf) 

ri1Cl1JJ l~uri U1;1U'!IflU' bjLilu~U1;1U'11f)1J (Favorable' Unfavorable), u1;i..:!~",t,,' bjU1 

;i..:!~"t" (Appealing' Unappealing), LilU~U1"f)t", bjLilu~U1"f)h (Pleasant' 

.. It.!.. ... .!II ... ..I 
Unpleasant) Ufl:: '" 'U-J'" (Good' Bad) '!I..:!LlJWJ1lJ11'l"''!If)-1 Brudvig Ufl:: Raman (2006) YI 
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i"LL1Jft~2J1~1n~1uiS(1l"f)~ Boush. LLft:: Loken (1991), Broniarczyk LLft:: Alba (1994) LLft:: 

Goldsmith, Lafferty LLft:: Newell (2000) ~llilI'i1f11'l12JL~tUrU"tl~LfII~~iJtl1::wh~ .94 - .96 

~ _ ... 'I~ , -I J' ~ • 
Utln~1nU ~'l~ll L"YI"t\tlUfll1f11'l12JLYlll~"N"tl~LUtll41 (Content validity) L"llU1 

LLUUt\tlUtl12JL1.Jl~uniS"1n11LLfl::tl1~11tf~YlNflJN11iily'hn1m~11N1Ufl::"''l~t\tlUt~ilfll'l12J 
~ ".. J'.l' .......1 .. - ... -I. 'II' "D" L ~u(Jn "tl~ Ufl::2J fII'l12J f111tlU fIIq2J"tl~ L Utll41t\tl" fIIrttl~ nu'lIJ'l'l u1::t\~ fII n11'l~llYlO1l4U" L' ~ 

-I .l'. • I'" • I.!AI ~ - ... 'I " • -I ~_ J' '1.1· 
2J1nYlt1" Urt'lU12J1uruut~UfI L" Utln~1nU ~'l~ll L"U1UUUt\tlUtl12JYlt\T1~"ULuYl1n11 

YI"t\tluritlun17Lnu;tllJfl""~ (Pre-test) riutl1::'111n71uL"lJ'Int~LYI""2Jl41ufII,;IilflmiCU::"N 
"12Jnq2J.r'ltl!h~tun11iS4'lliln41U'lU 20 fIIU L~tl"1'l~t\tlUfil'l12JtJn~tl~Ufl::fII'l12JL;1t~tu 
• I •• ..!AI 't \AI .l' -I.. " ..-I 
u1::L"UfII1tl12J Ufl::U12J1Url L" l4 L"UUU~tlUm2JYl2JfII'l12J(JnlJ'ltl~~2J\I'N2J1nYlt1l'1 

... -1'1 " • ." .l' - ... 'I". -1'1 !"I.t1 ' 
Ufl::l4fl~~1nYl Ll'IYl1011LnU"tllJfl~Ufllru 400 fIIUUrt'l ~'l"'ll L"'U1CJflYl L'" L Yll'It\tlUfII' 

41':' 41 .. 41 "t 41 .. 
fII'l12JL'IItl2JU (Reliability) 'IItl~Lfllffi~2Jtl L.,..tlYl"'~tlUfll'l12J~tl"'fIIfltl~fl111 U'IItl~LfII1tl~2JtlUfl:: 

2J1"1'll'l~tftun1~4'1l (Internal consistency) t"'lln11t;~"'i2Jtl1::~YlttlflYh (Coefficient 

alpha) "tl~ Cronbach (1951, t11~n~tu iSL;1l1 Ln~~~\f, 2537) ~~il~1J'I1,,~d 

a = 

k 

Vi 

Vt 

k 

(k -1) 

. " 
~'U'lU'IItl 

fII'l'2JUtl7tl1'lU"tl~fiI::UUUU~fl::;tl 

fII'l'2Jutl7tl1'lU'IItl~fII::UUU1'l2J'YJn;tl 
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~('llA'';1n11L;;uf!l~ft'''1nnq~,j'l!l'.h~~n1\n~'''l~ 400 rlU lJI1~L'DlJI.h~1 "1U'lU 8 

L'DlJI~'lA'n1",u,,'l~f1~PlU t"'Jn1:"'1!l~uihum1LL ... nLLUU~tlUm~'ltl6~~tl1U~pj~1 ~rl1"t)1 
"'::l1Unq~"''ltl!h~ L'!IU tl1f111~1U'n~1U ~utfn11~1 "tl1UUn11~m:n tNIl1'n!lU"f flu 

!l1\-111 LLft:LL"'ft~'~'!IUpj1~1 t"!ltf1::!l:L'lft1 tun11L"uftl~ft tu'!I'l~ L~!lUfl~1l1';UI 'n.fIt. 2551 

LLft:ul!lL;;U1'lU1'l~f!l~flfllrun'lUlJI1~"1U'lU~'lA'n1",u,,'l~LLfl'l ~(!l'lllu1f!l~fl't1 
Pl1'lIllt~!lUfII'l1~\ln~!l~ (Editing) LLfl'lU1't1Yhm1fl~nr~ (Coding) 1lIt1n~U ~~U'lf!l~fl~'A1t1 
';'lmn.l1:~'lfl~flf!l~fl t"!ltfttl1LLn~i4'lL~pJ SPSS (Statistical Package for the Social 

Sciences) for Windows L~!lfli'lU'lNri1~ii~pj'l~1 ~tflun1~LfII11::\f n'lnl'lL~U!l LLft:m~tt1 . ., .,~ 
~ftm1'l"'!l IMU 

1. ~iiMLrl11:\fL~~'n11N'l (Descriptive statistics) L~!lLL ... nLL"'~fII'l'l~~ (Frequency) 

'1' I .J .J .J ( 
LL~"~fII'l7!l!lfl: (Percentage) \-1'lfll'lLllft!l (Means) LLfl:l1'lULU!l~LUU~'lPl13'lU Standard 

deviation) L~!l';'ln'lilLfII11:\ff!l~ftYl'l~~'luimiN:Yl1~t11:'D'ln"!l~nq~,j'l!lU'l~ '1:"U 

1l'l'nin~nr!l~~n"!l~~1nIlltUln'l1'1:~un'l'1fuf~NIl'l"n'ltuln'l"!l~!l~~n1qL~uln'l'1'1::"U 
., ..... • .. ~.. ...J .,., • .1 .. I .. 

m11tJitl~fII'l'l~L\-1~'l:~~1:\-1'l'l~U'1m'1IML"~ LLft:U1n'l7YI'D!l'l!l LLft:'1:~UYlfII'UI'I(;IYI~lJI!l~1nlllt 
..J ... ~_ 

U'1n'l7YI'D!l'l!l'D!l~~U'1~11'I 

2. ~iiwhI'l1'l:\fL~~!l~~'lU (Inferential analysis) L~!l1flum7YI~~!lU~~~~3'lU '("!l 
1fri'l~ii~ t-test 1un'l'1\ot'lri'lfll'l'l~LLlJInPi'l~'1:\-1t)'l~'1:~uri'lLll~!lYl'l~"''lUll'l''in~nr!l~~n1 

.. 
'D!l1!l'D!l~i~ 2 ~'1nIlltUln'l1 LLft:1fri'l~ii~~\-1i~,;uILLUULY4!lfiu (Pearson product moment 

correlation) 1um'1\-1'lPi'lI'l'l'l~i~,;ufi'1:"'t)'l~Il'l"iminr!l~~n'1rium'1fuffIJNIl'l"mtulm'1, 

1'I'l'l~L"'~'l:~~'D!l~m"!l'l!l"11~'UA''l LLft:ifll'UrI~Pi!ln'l'1'D!l'l!lPl11~uA'l'D!l~~Ultnflll ,.hfll'l'l~ 

i~,;ufi'1:"'t)'l~n'l1fuf~NIl'l'nn'lru1n'l'1riUrl'l'l~L\-1~'l:~~'D!l~n1"!l1!llJl11~uA'1 LLft: 

ifllUrI~Pi!ln1"!l1!l"11~uA'1'D!l~~Ultnfll LLft:L~!lLtI1!lULfi!lUfII'l1~i~,;ufi'1:\-1t)1~'1:"Url'l'l~ 

L"'~1::~~'D!l~n'l"!l'l!l"11~u,I\1riuifllufII~Pi!lm'1'D!l1!l"11~uA1'D!l~~Ultnfll '(''!In'l\-1U'' 

'1::"uum11';CYYl1~~ii~H~ .05 



... 
1JYIYI 4 

40 ... -I 40 40 ... _~ .r. • ~ .l' 40 " r.J' ~ 
m7'l"'!JL~ "tlYlfJ"'''1Itl~1l1'''''n~u4tl~"n1''tln1n!J1!J''11I1U"11J1n11'' ~UII~U LlJU 

n171(!JL~~ft17'l'" (Survey research method) LL,,:lfLL1J1Jfttl1Jtl1)J (Questionnai~e) LUU 

-I • l!l J! t .• ~ • 40 40 ... _~ , -I .. 
L111tl~)Jtl un11LrrU7'lU7'l)J'DtlJJ" "!J"'~Yl1n11"n~tl~tlYlfJYt"'Itl~1l1"'''n~U4tl~I'In1.~)J~'' 

pjtltr"''''!J~1u'h~11un1n!J1!J''11ftuli'11u~1n",uln11 '~LLri tr"'4'!J~1un11fuf"lN1l1"'m1 .. 
ulmntl~tl~,rn1~~uln11. tr"''''!J~1um1fttfcl~I'I'l1)JL~)J1:t1)J~~1~uln11''~L;j)J LL": 

40.1 ."1 ... .l' ... 40.1... _ 40.1 " 40~_ 
U1mm'ltl1tl LLfI :u~~ tl l'I1UYI rlUI'I PlYl)J "tl~1n~U 1n1 m'l tl1tl'lfl~ ~U1 U' 11'1 

~1~fun1114'tl I'If~d ~4'tl '~li1 n 1~11'l~ t" tl n11LL'" n LLUUt1flUtl1)Jnunq)J .r'lflf.h~'~ 
Luuilft"un~n~LL"~I'II'I"1'tlli1~1U~iltl1~1:~~1~ 20-45 iJ lUL'I"nt~LYI"')J~1UI'I" ~1U'lU 
420 '1" LL":ilLLUUt1flUtl1)J~'~fu~1"tlUl'lrut1'lUt1)J\l1cl t11)J11mh)J11flun1ru1:)J'l"~ft .. .. 
'~~ftU~1U'lU 403 '1" (;i"Liluffitl": 96.0) t"tln1ru1:)J'lfl~flLLft:n111L1111:\ffflJJfllum1 
40 ... r J' • I ~.J' .... !ttlJ' 
'llliltll'l7~U t11)J11tlLLLJ~flflmuUI1'lU"1~1 "~Plfl L U 

"''lU~ 1 in~tU:Yl1~tl1:"II1nnfl~nq)J.r'lflfh~ 

"''lU~ 2 ~fln111''''1l1''in~~tl~~n1~1nlliluln11 
.J.I ...... " - , !':"I"" l1'lUYI 3 ~fln11'l"'m1rui"lN1l1"mru1n11"!1fl~fl~flln1~ L~U,.n11 
.J.I ...... ~ . 40 ::. 40 40.1 

l1'lUYI 4 ~fI n11'l "n11ru, tl~ I'I'l1)J L ~)J1 :t1)J1:~'l1~U1n11"'~ L"')J LLfI:U1mm1l tl1!J 

"''lU~ 5 ~fln111''''lirlul'lj\~ilPiflm1''!ltJ1tlPl11~U~1~1n~uln11''!1fl~~ulLnfll 
.J .I 40 

",'lUYI 6 ~fln1m"'t1flUt1)J)J"31U 

L '" fII 
~ ~ ~ ~ 

m114'tlfllf~i1 il,",1U'lU~L;hh)J"tlULLtJtJt1fltJtl1)Jli~~u 403 I'IU Ll.ti~Li)UL"fII"II1tl 195 

-i)" 40 40 i)" .I fIIU fII{;IL U1tltlfl: 48.4 Ll.fI:L"fII~tlJ~ 208 I'IU fII"'L U1fltlfl: 51.6 (~Pl111~YI 4.1) 



'I'ltJ 

'El1~ 

195 

208 

403 

.. 
ftI!ltI:: 

48.4 

51.6 

100.0 
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,",1n;tl~"'tl-3nq~i'ltl!h-3L~!Jn1~1LLUn"'UJ''l-3tl1~lU''11'N~ 4.2 'rf1J~1 nq~ 
i'ltl!h-3ri'lUl",rU ij''l-3tl1~tl~1:'''~1-3 20-25 tJ ~1U'lU 115 fIIU ~~LUU1t1!J": 28.5 1tl-3"-3~1 

;itl''l-3tl1~1:'''~1-3 26-30 tJ ~1U'lU 108 fIIU ~~LtlU1t1!J": 26.8 ''l-3tl1~ 36-40 tJ ~1U'lU 69 

fIIU ~~LUU1tl!J"': 17.1 ''l~tl1~ 31-35 tJ ~1U'lU 61 fIIU ~~LtlU1t1!J"': 15.1 LL"':t1U~1J~~"'1!J 

iln 50 fIIU ijtl1~tl~1U''l-3tl1~ 41-45 tJ ~~LtlUit1!J"': 12.4 

. .. 
tl'l~ "''l~,)~ ftI!ltI:: 

20-25n 115 28.5 

26-30n 108 26.8 

31-35 n 61 15.1 

36-40n 69 17.1 

41-45 n 50 12.4 

'MU 403 100.0 

r.:.rtJn1,,;tnWl 

~1",ru1:~lJn11~ m~n~-3f! ~'tl~ nfj~ i'ltl!h-3 ri'lU 1 "'rU LLi\''l'rf1J~1 n q~ i'ltl!h~ij 

m1~m~n~-3f!~lu1:~lJmC\JC\J1IJi1 r.t1U'lU 236 f'lU pj(;Htlu1tlm~: 58.6 ffi-3"-3~1P1tl1:~1J~-3 

n~1mC\JC\J1,,1 ~1U'lU 100 fIIU ~~LtlU1tl!Jfl: 24.8 ri'lU1:~lJm1~m~n~1n~1mC\JC\J1,,1 ij 
" " .I ~'lU'lU i-3~U 67 fIIU pj"LUU1tl!Jfl: 16.6 (~"'l11-3'Vl 4.3) 
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n17ftnV1'~'1" ~,,,,,, .. 
fta.:: 

,r!lfJ"'~""'~LYlfJlJLYh 11 2.7 

,r!lfJm.Jft'fJ"'~LYlfJlJLYh 34 8.4 

tI~UnvCU''''~LYlfJlJLYh 22 5.5 

unvcu,,,l 236 58.6 

~~n'ht1lcucu,,,l 100 24.8 

7'lU 403 100.0 

r.:"tJ1'1tJt.i't1'U,r,fiflL;tflU 

~1n~!l)Jfl'l!l~ nq", ,j'l!l!h~ 1 U~'lU'I!l~11!J'~~'lU,j'l,j!l L;i!lu,r~tl11n!1 1 U"111~~ 4.4 

'ntJ~1 nq",,j'l!l!h~ilr.:A'tJ11!J'~~'lU,j'l,~n11 30,000 tJ1YILUU~1U'lW1n~£!~ ~!l 87 fl\U ~~ 
LUUJtt!Jfl~ 21.6 1fl~fl~"'1~!l1~A'tJ11!J~~1n11 1 0,000 tJ1'V1 ~1U'lU 79 fl\U ~~LUUJtt!Jfl~ 
19.6 Ufl~11!J'~ 10,000-15,000 1.J1'V1 ~1U'lU 69 fl\U ~~UUJ!l!Jfl~ 17.1 

71 alii.,,, ti, Pit) Liit)" . .. 4t,,,,,, 'HI a.:: 
i 

,hntl110,OOO lJ1Y1 79 19.6 

10,000 - 15,000 lJ1Y1 69 17.1 

15,001 - 20,000 lJ1Y1 51 12.7 

20,001 - 25,000 lJ1Y1 52 12.9 

25,001 - 30,000 lJ1Y1 65 16.1 

~m1 30,000 lJ1Y1 87 21 .6 

7'lU 403 100.0 

fl1;!" .. .. 
nq", "''l!lf.h~ lun1114'!J fl\f~il ri'lU l",qJtl1~ntl1.Jtl1;/'n 1 U1.JM L tln'lU L"'!Jil~1U'lU 181 

fl\U ~~LUUJ!l!Jfl~ 44.9 1fl~fl~"'1~!l il~" un~n~ ~1U'lU 85 fl\U ~~Luuffi!Jfl~ 21.1 tl1~n!l1.J 

~1n~"'lu,j'l~1U'lU 38 fl\U ~"'LUUJ!l!Jfl~ 9.4 'Iru-,-iI!l1;/'nru11'!1n11 fl~~1"'n~ ru~1~ Ufl~ 
"'" - ~ .. !!_" .. • ., ..I 
tlU, fI\~LlJU1fl!Jfl~ 7.4 nJ!Jfl~ 7.2 1fl!Jfl~ 6.9 Ufl~1fl!Jfl~ 3.0 "1"'fl1~1.J (~"111~'VI4.5) 
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.. ,,,~il4.5 LL~"~";1U,)ULLft::JtltJft::'f)~nq~,r')f)!h~";1LLUn"1~f)1;'n 

tl1~" • .. 
4t1'U~'U nlDt.:: 

ili,,\l'ni1nti'l 85 21 .1 

run'JImf 30 7.4 

fl~"'l"'M 29 7.2 

~1n .. ft'lwn 38 9.4 

tJi1f" Ltln'I'U 181 44.9 

ru'h~ 28 6.9 

"" 12 3.0 tlU1 

11a.1 403 100.0 

tta'UIl''Wm~~~. 

'lt1nn1nJ1::~')ft"'ft;f)~ft'lU"1f1~~ 4.6 'nut), nq~,r')f)!h~ri')u'l,...qJ ... 'U')U 269 fIIU 

- :"I !!_ .. ~ 'I, ..I........ - :"I .. 
fII"LuUnltJfl:: 66. 7 ~~tl'U1l1'n ~~" ~U'N::Ylnq~"')f)tJ'~f)n'lt'u')u 119 fIIU fII"LuU1tltJ":: 

29.5 £j~tl1U1l1'n~~1~ LLfl::nq~,r,)tl!h~~L""flf)iln 15 fIIU ~"LilU1fltJfl:: 3. 7 £j~tl'U1l,..,,...!hl 
. .; 
~,tJ LLfl::f)U1 

269 

119 

14 

403 

66.7 

29.5 

3.5 

0.2 

100.0 
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ft1\tftJrK'lLLtJ1~1U1l1nin17tUtNrfn11ltl~~1n~tJln111un11~m:n~(tJfIIf~d ril(tJ'A' 

LfttlnlfLnN,rn111"n11L;tl)JttJ~1l1nin17tUtl~rfn1 (Corporate image associations) 'tl~ 
Keller (2003) '-3ft1)J11tl1'" 'A'-.1nt)-3rftJr.:ntltJ\tftn 4 tJr.:n11 tA'LLrl 1) "lNft)JtJ~ 
"lNtJr.:ttJ~U \t1tl~rlUfII~~ii,jtl"11~UA'1 (Common product attributes, benefits, or 

attitudes) 2) nUn-31U'tl-3tl-3rfn1LLft:n11ftfl~fII'l1)JK)Jliui (People and relationships) 3) 

"lNfli1LLft:n11'l1-3LL~Un1111tl~tl~rfn1 (Values and programs) LLft: 4) fII'l1)JU1L;tl~tl'tl-3 
~ ~ , 

tl~rfn1 (Corporate credibility) 1'l)Ju1:ntlU~'ltJ~1U'lufli1m)J~~~U 18 ;tl (N 'Dun LLft~U)J 
~ 

U'lfl, 2548) )J11;nUn1rl"1l1nin17n!tl~rfn11ltl~~~~1n~uln1n1u~~LfII1u~t"f Tesco Lotus 

LLfl:f1Utl1\t11Yh~,r~" KFC 

t"tJlun11~n171f11f-3d ril(tJ'~Yhn11Y1"~tlufli1f11'l1)JL;tl,rU (Reliability coefficient) 

'tl-3Lf11'1t1~;jtlt"tJlf~"1 Cronbach's Alpha ;-3~ft~t~nU'"h fli1Cl1)Jm;nun111"1l1nin17tU 

tl-3rfn1 iifli1f11'l1)JL;tl,rutl~luLnN.,m~ t"tJiifli1f11'l1)JL;tl,rU'tl-3~-3 2 tJ1:LIl'VIuln11LYhnutl~ 
.,J _1 .... 1.1'... .... ....::..1 .. 
'VI .90 LLft:~1nn17lJ1:)J'lfl~fl"'lLLlJ1YI1~"1U1l1nftn17Ntl~flln11ltl~~1n~U1n1m-3 2 lJ1:LIl'VI )J 

..... ,!II ... , ".I~ 
~fln11'l~tJLlJU"-3"tl LlJU 

~1nn1n11:)J'lfl~fl;tllJfl'VI1~~1U"lN~)J~ "lNU1:ttJ'DU \t1tl~rlUfII~~ii,jtl"11~UA'1 
'tl~11U~~ LfII1U~tlJ1f Tesco Lotus nU~1 fli1 Lll~tJ ~1UfII'l1)J~)J fli1 LLfl:L "')J1:~)JnU11f111'tl~ 

~u,JI1LLfl:uln11,j1~1 iifli1~~t!"~~ 3.59 1tl~fl~)J1~tl fli1Lll~tJA'1UfII'l1)Jt""L,jutun1m~U1 
n11~fl"~UA'1 LLfl:n1ruln11pJLLuut",).j1 tlth~,jtlLrttl-3 3.34 fli1Lll~tlI"1UfII'l1)J~U~,rtJ LLfl:ii 

... .. .1' .,J.I t ' , .. ... ..,J .1' 
n1~"n~n1nJ'VI1~"1Un11"fl1"'VILLlJftn "')JLLft:LL"n"1~~1n~LL'-3'U 3.32 LLft:fII1LllfltJ,,1U 

~Cl.IIl1n'tl~~uA'1LLfl:uln11,j1~1 'tl~tl~rfn1 3.22 1J11)Jfl11'TU 

t .,J" _.I"~ ::. , .. ,.,J t " ~. 'I 
U'N:'VI11Utl1"'17111~" '.1" KFC uu nU'l1 )JfII1LllfltJ Uc;t1UfII'l1)J Lc;tc;tLc;tU Lun11 

... - :t " - .... 1 t· . . -I.,J ~ nIijJU1n11~fl"fiUfII1 LLfl:n11tJ1n11,uLLUU "')J1 tltJ1~lJ1tlLUtl~~~Y1~'" 3.621tl~fl~)J1f11tl 

lii1 L ll~tJ ~1UfII'l1)J~U~,rtJ LLfl:ii m14' "n~ n11)J'VI1~ ;;1un11"fl1"~ LLufln t ",).j LLfl:LL"n ,j1~~1n ~ 
..... .,J.1' :t.1' -, ,.,J.1' k' 

LL'~'U 3.51 f111LllfltJ"1U"lNll1n'tl~fiu,.nLLfl:U1m11J11~13.39 LLfl:fII1LllfltJ,,1UfII'l1)J'l)JfII1 

., ':t".... ., ... t .,J 
LLfl:L"')J1:~)JnUl1f111'tl~fiUfII1LLfl:Uffi11"1~1 3.02 "~l1tJfl:LtltJ'" U"111~'VI 4.7 



"'nL tJ,.r''''''''.J.I\J~ 
'l",tJftt!l'lU 'Mh~"" .. a 

;lilllittlll"a".r, 
i~~J.I"LU\~l.im'1th~1 it 
~N1l1"'~ 

iuA'1,r~\UJ"LU\ruim1'h~1 il 
f'I'l1~~~'hLLft~L"'~1~ft~ri1J11f'11 

ilf'l'l1~tII"L,juluA'1ummllJu1 

n11~fl"iu;h LLft::mruim1 

tu LL1J1J 1 ",J.i1 tl !h~,jtl L iitl~ 
ilf'l'l1~liuftJj!J LU\::ilm"",," ... nnJ.! 

~1~A'1un'1"ft1"~LLUftnl",J.iLU\: 
LLPln,j1~"'1n~LL;~iu 

Tasca Lotus 

M SD 

3.22 0.80 

3.59 0.79 

3.34 0.88 

3.32 0.88 

3.37 0.62 

0.72 

KFC 

M SD 

3.39 0.76 

3.02 0.92 

3.62 0.85 

3.51 0.82 

3.38 0.62 

0.80 

.. 
tU"'1u'Ynrn~1u'tl~tl~rln1LLfl:n11i\11~1'I'l1)Ji)J~ufi,tl~ Tesco Lotus uu 'YiU~1 

• ..1 .. ..I .... " ...... ~ .............. ..I ..I ... 
1"11 LllfltJYl1~"'1Un11l'1'YiUn~1U L",run11~n,..'" LuUtltJ1~"')J 1"11 LllfltJ~~Yli1 '" 3.28 1tl~fl~)J1I'1tl 
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1li1 LllitJYl1~"'1UI'I'l1)Ji1n1'Yi LLfl:Ltl1 t~ t~tun11 tl4'U1n11LLrlfJn "'1'tl~'YiUm1U 3.27 tlU~U 
Pitl)J1~tl fli1LllitJYl1~"'1Uft1'i\~n11 LLfl:tUUi\~~LLrl'YiUn~1U'tl~tl~rln1 3.13 LLfl:tlU~Ui1"'';1tJ 
~tl fli1LllitJYl1~1K1un1nuYf~I'I'l1)J;j"'Li4uLLfl:fII'l1)J~tl~n1ntl~fJn"'1 LLfl:n1nJD~Pitln11 
1tl~L1tJU'1ltl~fJnA'1tl£h~Lflufi11)J 3.06 

t -I ".1 ".., .. " ..r. .., -- ~ 
U'1ltu:=Yl tl~l'Iu1:ntlU"'1U'YiUn~1U'tl~tl~l'In1LLfl:n11i\11~1'I'l1)Jn)J'YiUfi'tl~ KFC UU 

• • ..1..1 ..I ... ...1 .. ..I.... "...... ~........ • "oJ ...... 
'YiU'l1 1'11LllfltJYl~~Yli1'" I'ItlI'l1LllfltJYl1~"'1Un11l'1'YiUm1U L",run11~n"''''LuUtltJ1~'''L"DUL",mnU 

~ ... ..I ..... ... ...1 .!' 1 ,~ , ...... 
'~)J1'I1LllflmYl1nU 3.52 1tl~fl~)J1I'1tl 1'11LllfltJYl1~1"I1UI'I'l1)Ji1n1'YiLLfl:Ltl1 ~ La LUn11 L,..U1n11 

LLrlfJnA'1'tl~'YiUn~1U 3.50 Pitl)J1Lflufli1LllitJYl1~"'1un1nuYf~I'I'l1)J;j"'L~ULLfl:I'I'l1)J~~n11 

'tl~fJnA'1 LLfl:n1nJD~Pitln11~~L1tJU'tl~fJnA'1tl£h~LflUfi1nJ 3.25 LLfl:tlU~Ui1"'';1tJ~tl 
...1 .. ..I........ ... ~ .... ..1.. • .... ..I 
1'11LllfltJYl1~"'1Un11l'1tl~l'In1)Ji\'li\"'n11 LLfl:LUUi\Yl"'LLn'YiUn~1U 3.13 (~"111~Yl 4.8) 
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ill "t.I7.n""1l'n-n,,".:=m7 Tesco Lotus KFC 

., tl1'" .7'NPt-n" """a AI SD AI SD 

YfUrN1'U'WiJmn1mf"LiJ"tJtI'N~ 3.28 0.92 3.52 0.84 

~"nrllMftiimf LLft::t\J\l'ft~~wi 3.13 0.86 3.13 0.86 

YfUrN1'U 

Yfun~1'Ul~\Jln1fwi,n~1tJtl1~ 3.27 0.92 3.50 0.85 

~Il1YfLLft::LtJ11", ld 

,"\l'n~1'UfuYf.:lI'l'l1"'~"L~'ULLfl:: 3.06 0.89 3.25 0.86 

1'I'l1,.."'~mn~,n~11'l,..ii~ij 

mnJn~"tln1m~LhJ'U~tl~ 

,n~1tJtl1~LiJ'UlIffJJ 

7')" 3.18 0.70 3.35 0.66 

"1Pt-n"L~tlaf" 0.80 0.83 

, '" 4 ' 'mnOL'IUI: m"""::LLWLOuLLutJ 5-pointed Ukert scales tIIo 1 = 'bJL~UlhtJt)th~il~ L;;JJ1IU"IUM 5 = L~A'')Otlth~~ 

. , 
3) 'IN''1LLfi:m1''M1~LLUUn1ntl~tl~ .. n'f 

.j l.!" .. ::. 
~1n"11'N'VI 4.9 Ul'l1U"tl-3"tlJ~1L1.fl~m1,)1-3L1.~t.ln1ntl-3tl-3fi\nntl-3Y1-3 Tesco Lotus 

Ll.fl:: KFC ,rU "'U~1 iJ,j1Lll~!I1uLl.,jfl::iJ~(!Ir;!I-3fl1,ju~1n~-3tt1~11uim~tlJ::L~!I')nu t"'!1 

,j1Lll;!I'V11-3~"Iun1n'hn~n1nJ~Li]ut11::t!l'llu,jtll-3~~ Ll.fl::~UU~~Un~n1nJ,j1-31 "tl-3'~'IIU 
... .j .j .j., • ., • ., ~ 

~~~~1Lllfl!l~-3Y1q"'Y11::"'U 3.05 ~1~ru Tesco Lotus Ll.fl:: 2.99 ~1~ru KFC 1tl-3fl-3~1~tl 

..j.!' ., - 'I'¥ 1 .... J' ., ., 
~1Lllfl!lYl1-3l'11U~,)1~"'!I1!11~"'IijJU1"CUfl1"''II,)'''Dtl-3fi\U ~U¥"-3~~ ~""u 2.91 Ll.fl:: 2.85 tlU",U 

,jtl~1;itl ,j1Lll;!IY11-3~1un111\\'''',)1~~1~'lI,jtlm1fm~n~-3L1.')",t\'tl~ 2.88 Ll.fl:: 2.81 Ll.fl::tlU,jU 

.i' ~ ..j .!' ., .. "" 11 il .,:t .!' 
q"'T11!1~tl ~1Lllfl!lYl1-3l'11Un1~"'n~n1nJ'VI1-3m1"fl1"'L..,tl n tl-3L1.fl::"'IJi.IU1¥"-3L1.')"'ntl~ 2.82 

Ll.fl:: 2.69 "1~fl1~U 
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pj,)LL tJ,,j1U'! N,h LL'U:n1""~ Tesco Lotus KFC 
, 

LLr.lUn1fttlft~fln' M SD M SD 

iln1nh;; .. nmJ~LilutJr.:w.Wif) 3.05 0.91 2.99 0.96 

tWft)J LLftZft1l'1.Jft~uii .. nmJfh~1 

'Df)~,mu 

~~'~'~~U'~nLn,~;nfl'Df)~ftU 2.91 0.93 2.85 0.91 
.....r 

lUi~ft)Jl"'fI'DU 

l~ft')')Jd'~~~f)n,rfn~ 2.88 0.99 2.81 0.92 

i-3 LL ') I'Ifltl)J 

... ... ... ... 
2.82 0.99 2.69 0.92 )Jn1"'fln"'nmJfI'~n17f1ft'flL~f) 

UnUf)~LLft~~U,i~LL,)fllf))J 
f'))J 2.91 0.79 2.83 0.77 

fi1f1,)1)JL;tI,tU 0.84 0.85 

\I)J1tJL\I'I: n1,llil'l::uuuLiluuU1.J 5-pointed Ukert scales lIItJ 1 = 'WL\lu~'ltJtllh~ti~ L~,Au .. un~ 5 = L~'ltJflth~ti~ 

"l1n mnJ1:~'l~~~;rtl~~~1U~'l1~.nl1 L ~tlntl'!ltl-3tl-3,rn1flU~~ L"'1U~ t~f T esco Lotus 

, , .I.}' ~ ~ .. -' ~.I.. iI.I ... ," ..,.I 
'YiU'l1 ~1L1l~!.I"'1Un11LuUtl-3"'nffi~tlL~!.I-3Vl"LL~:L UVl!.ltl~rutl!.l1-3n'l1-3'!1'l1-3~jII1L1l~!.I~-3~" 

n-3 3.66 ffi-3~-3~1~tl ri1L1l;!.I1I1U~'l1~L;I!.I'l~1cuLL~:;:hJ~~un11tu1un11~fl~~uA'1~ffi 
1~u1m1 3.55 ,jtl~1~tl 'hL1l;!.IlJ;1U~'l1~~m~tl,ru,jtln11"'1L\lU-31U'!Itl-3tl-3,rn1 3.33 LL~: 
, .I.}' ... 'I 'I"'" iI ,..... .J'.1 
j111L1l~!.I"'1U~'l1~~1~11ClLL~:Vln~ Lum1 L~U1m1L Utl!.l1-3l'1"Dtl-3'YiUn-31U 3.28 rt'lU~1L1l~!.I 

1I1U~'l1~;tli~d"LL~:U1H'l1-3t'"l'!ltl-3tl-3,{n1ijri1Lvhriu 3.17 LL~:ri1L1l;!.I~1U~'l1~~n;U"DtlU 
,~ iI ...." .I 

'1tltl-3~n1 3.12 L U~1l'1U~"Vl1!.1 (~~111-3Vl 4.10) 

'I .I " _.1 ~~ ::. ".I" .. .I ~.I.. iI.I 
LU'!Iru:Vl 11Utl1~1n11~'1 ',J" KFC UU 'YiU'l1 ,",1L1l~!.Ir;,1U,",'l1~~"lItlLrt!.l-3Vl(;lLL~:L UVl 

!.Itl~rutlti1-3nt)1-3'!1'l1-3ijri1~-3~" 3.83 1tl-3~-3~1~tl fli1L1l~!.I1I1UjII'l1~L;I!.I'l~1CULL~: 
.1 n'" ~ " .. 'I" ... ,.I " ... 'I u1:~um1tu Um1~fl'l"U"'1~1tl L~U1m1 3.65 j111L1l~!.I"1U,",'l1~~1~11ClLL~:'VIn~ Lum1 

t~u1n1ntl-3'YiUn-31U 3.48 ri1L1l;!.I1I1u~'l1~~m;tl,ru,jtln11,j1L\lU-31U"Dtl-3tl-3,{n1 3.43 

,.I.}' -'~~ ''1.1' t ,..I" ~-' , ~ 
~1L1lfl!.l"'1U~'l1~~tl,,~!.IU~:U1 L'~'l1-3 ~ 3.29 LL~:~1L1l~!.Il'I1UfII'l1~l~n~U~tlU'Itltl-3f11n1 

3.27 '11~fl1;U 
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.. ,.I, -I .. , 
Pl1'l1UI 4.10 U"IMrl1L~flfJrI'l'UJU1L'Itltltl'lltl~tl~rln1 

,t,)LLtJ.,,n'U Tesco Lotus KFC 

ft71~Y1L~.a.~.~ftn., M SD M SD 

ilrl,)1~JLitn'l1C\1LLft:ihJr.;tUJn1ro! 3.55 0.93 3.65 0.89 

lun1~fti~1~1Bl~1n1' 

~U~1uilrl,)1~ft1~1rnLLft~il~n~: 3.28 0 .86 3.48 0.85 

lUn171~1n1nilutl!h~;i 

tl~rfn,4tli"!lLlft~\hH,)1~1~ 3.17 0.95 3.29 0.90 

fan L ~tlJUJitln17~1 L ilU~1U~tl~ 3.33 0.94 3.43 0.87 
.. 

tl~rln7 

I'ii ~ ft oJ.. il oJ -tl~ n tlL ~YI"Llft~L UYl!Jtl~ru 3.66 0.95 3.83 0.88 

tlth~n~1~~,)~ 

Ii n4\l'11tllJ "tltl~ rf n 7 3.12 0.95 3.27 0.92 

'I')~ 3.35 0.68 3.49 .066 

,j1ft,)1~Lift),f'U 0.83 0.84 

lUJ'ltJLlII.,: n'l,l",.::u.uuLiluu.\J1J 5-pointed Likert scales tIItJ 1 = 'WLl1~')tJtlth'l~'l L~~u .. un'l 5 = Ll1ull,)tJtlth'l~'l 

" " .. .. ... ... 
e.lfin1"M"1l1'WftnHNf)~flln'71!'7n~\J'7n1'7 

~1nm1U~IM'hLll~fJiJ~4'fJ~1U~1~1 tumrl"1l1.,..inM'nrtl~,rn1~~U~t'l~;;1~~U 
~1).J11ml1~fl1'l).J'!Itl~fli1Lll~U~~ 4 iJ~4'fJ L~Uri iJ~4'fJ~1U~ru~).JU~ I'JrutJ1~LfJ'IU \41t1~fllu~;l 
~i:i~tl~11~UA'1, iJ~4'fJ~1u.,..un~1U'!ltl~tl~,rn1Ufl~m1~11~~'l1).Ji).Jnu{, iJ~4'u~1u~ru,h • 

, iJ....l' ' -I .. , ,..j 
Ufl~m1'l1~ U~Un11'11tl~tl~~n1 Ufl~ ~~fJYn~","U~'l").JU" L '1tl Cltl'!ltl~tl~ ~n1 ).J1\41 ~1 L llflfJ 

L"fJ1'l).J'IItl~U~ft~iJ~4'fJ Ufl~fli1r1'l1).Ju~n~1~'YI1~~n;l'!ltl~u~fl~iJ~4'utu~1n~u;n1mu;j~ 

Lrl1U~t~f Tesco Lotus ultlLtI1fJULYifJUriuflUtl1\411Yh~,r~" KFC L~~~~tlLtJ;l 
1) iJ~4'U'YI1~1A'1Ul'Jru~).JU~ I'JrutJ1~LU'IU \41t1~fllu~;l~ii~tlV111~UA'1 Lf;lUultltl1 

fli1 Lll~U'!Itl~iJ~4'fJ'YI1~ ~1u;l).J11'l).JriU L ~tl\41f1i1 Lll~fJ Lt'lfJ1'l).J LLfl~fil1 ~'l1).J u~n ~1~'YI1~~n;l'!ltl~ 
~1n~u;m~~ 2 tJ1~L1l'YI ""U~1 Tesco Lotus LLfl~ KFC ii1~~ufil1Lll~fJ~1Ul'Jru~).JU;l 
I'JrutJ1~LfJ'IU \41t1,;flturI;1~ii~tl~11~UA'1'!1tl~1l1""inM'nrtl~,rn1LYhriu 3.37 Ufl~ 3.38 

~1).Jfl1""U ~~Lilufli1Lll~fJ~iirl'l1).JLL~n~1~riutl!h~'WiiUfJ~1~ru'YI1~~n;l (t [402] = -0.50, P 

) ..j)iJ........ .. " %. ... .£. ' , > .05 'llru~'Y1 2 ~~fJ""U""Um"U'!Itl~tl~l'In1LLfl~m1~11~~'l").J¥'t).J""UD'!Itl~tl~~n1 ""U'l1 
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..,J .1'''' ... .. • .,J ... ~. .,J ... 
f111LllfltJ"1~"1U"~nfl1'l'Dtl~ KFC ~1::"tJfII1LllfltlL"1ntJ 3.35 .~~~n'l1'Dtl~ Tesco Lotus ,,~ 

., ...1 • ., • ....,.J ., --
1::"tJfII1LllfltJ7'l~L"1ntJ 3.18 tltJ1~~UtJ"1f11CY"1~"tllJl (t [402] = -5.91. P < .05) 

3) if"'(tJA'1u"JruI'i1LLfl::n17'l1~LLe.lUn1ntl~tl~,rn1 "tJrj11'i1Lll;tJ'Dtl~ Tesco Lotus 

Lfi1ntJ 2.91 ~~~~nrj11'i1Lll;tJ'DfI~ KFC ~ilI'i1Lll;tJLfi1ntJ 2.83 flti1~ilutJft1~CY"1~fta;t (t 
[402] = 2.99. P < .05) LLfl::iJ"'(tJ~"~1tJ 4) if"'(tJ"1~A'1UfII'l1~u1L'flilfl'DfI~~,rn1 "tJrj1 

Tesco Lotus LLfl:: KFC il7::,rtJfII'l1~U1L'fliltl'Dtl~~,rn1LLlJlnIJi1~nU!lti1~ilutJft1~CY"1~fta;t 
t ... ... .,J.. ..,J .J ... 

(t [402] = -5.48. P < .05) "tJ Tesco Lotus ~1::"tJfII1LllfltJ"~nfl1'l" 3.35 n'lU KFC ~ 

• .,J.,J ( .,J ) 
f111LllfltJ" 3.49 ~1JI111~" 4.11 

... •• .,J 'I. .. tI .. .. ,.,. .......,J 
LLfl::~tlU1f111LllfltJ ,UYlnfl'lLL n!l~n17'l"1l1"flm~rutl~l'In~11'l~nUL"tl"'1f111LllfltJ 

t"tJ7'l~ "tJrj1 1'i1Lll;tJ"1~A'1U1l1"flm~nrtl~,rnntl~ Tesco Lotus tl~lu1::,rtJ 3.22 ft'lU KFC 
.... .,J .. _'I': ,..,J... • 1I.l" ...... .,J .l' 
~fII1LllfltJIl1"flm:tLwtl~flln1fl 3.29 "'~"1~11tlnfl1'l ,,,'l1 Tesco Lotus ~7::"tJfII1LllfltJ"1~"1U 

1l1"flm~nrtl~,rn1t"tJ7'l~~1nrj11::,rtJI'i1Lll;tJA'1U1l1"flm~nrtl~,rnntl~ KFC tlti1~il 
UtJth~CY"1~"a;) (t [402] = -3.76. P < .05) ,r~t111n!lluIJI111~~ 4.11 

i'nLtI~"1\m1rl'" Tasco Lotus KFC t df .. , , 
1l1"ftnHNt)-1 .. n~ M SD M SD 

iK1U~Nt"'JlJ~ ~Nt.lr.:ttJ'IItl' \fffl 3.37 0.62 3.38 0.62 -0.50 402 

- • ..J ... , a" 
Y1f11UrI"Y1~"fl"11 Url1 

iK1u"u0-11uufl~n11ftf1~ 3.18 0.70 3.35 0.66 -5.91 402 

f'I'l1~i~~ufi 

iK1u~N,j1Uft~m1'l1~uuum1 2.91 0.79 2.83 0.77 2.99 402 
.. 

'IIfl~fl~"n1 

iK1Uf1'l1~\hL~flntl'lltl~tI~,('n1 3.35 0.68 3.49 0.66 -5.48 402 

'7'UJ 3.22 0.57 3.29 0.54 -3.76 402 

.. 
Lflnu"tlJlfTesco Lotus LLfl::~1n~fiutl1"'11Yh~tJf~" KFC UU "1~11tl1''''~~'ltJ~1IJ1rl" 

P 

.62 

.00 

.01 

.00 

.00 

SERVPREF 'D!l~ Cronin LLfl:: Taylor (1992) ~~Li1Un1rl"lu 5 ij;]"'fln'Dtl~"JN1l1'Yin1ruln11 
II .... .,J .. .. II.. ... ~ 
L"LLn a~""1~11tl~tJlJI!l~ L" (Tangibles) "'l1~L'Dtl~U (Reliability) n11f1tltJ~Utl~ 
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(Responsiveness) rI'l1"',rU" (Assurance) LLfl::rI'l1"'~f)1','ri (Empathy) ~'n.l1::nf)ult1lK'l!J 
"'1U'lu,htl1,.,~~iu 22 ffl t"'mfl"'!J1IKfhn1n1"'''fluri1r1'l1'''~~fl,ru (Reliability coefficient) 

1If)~~lfl~tlfl tII!J'f,"f Cronbach's Alpha ~'UJftmA''nUtl1 ri1tl1"'~\f1''''n1fftJf''lCUll1'n'fl~ 
mruln1~~ 2 t1:::Ltlfl\UrI~d ilri1r1'l1"'~~fl,rUfl~\u~nw..r.i~ .94 ~fhnu LLfl::'1nmf 

7l~f1::lfLLft::tl:::"''lft~ft.r'lLLtlf,j1~1 f1~~uA''lfJri1f11~fta;j 'nUtl1 il~ftn1fi"'!JLiJu,w,jfllt1d 

, ,.,J .!' ., -I.. ,.,J-I ~ -1-1 .,J 
'nU'l1 rl1~l1fl!Jfl1~"I1U'nun~1U)J1..JrlflnLLfl::mfLL"~mfJflL1fJU7f)!J~'" "'1'I::LLUULl1fl!J'~t!'" 3.58 

~ ,.,J .!' -I tI ...J.,., ,.,J '1..1 -I~ • 
1fl~ft~"'1r1fl rl1Ll1flfJfl1~"1un11"'~ n:WfI~flUft"'fJ 3.46 rl1Ll1ftfJ ~U~7tHn1nJft~f)1U'l!J1'I'l1'" 

.,J, • .,,, ~ ,.,J .!' ~ , .,J.,J " .... 
"::"''lnfl'''l!J~1'''U1'''f)~ 3.43 LLfl::cn"'Ut!"'fl1!Jrlf) "'1~l1fl!Jfl1~"1Uft~1If)~"1~' f1Ln!J'l1lf)~nu 

m1\\\'ulm71A'n.Jn17f)f)nLLuu"'1f)th~ft'l!J~1'" 3.37 (~"1f1~~ 4.12) 

\ 
.,J.. ~_ ....J..f'.:I -I,.,J .!' ., -I .. 

U1IW::fI ~7n'TlUfl1"'1Tn1""'r~'" KFC "'1'I1Ll1ft!Jfl1~"1U'nun~1U)J1..Jl'lflnLLfl::m7 
, .,J -I ~_ -I .,J ~ , .,J.!' ~ , .,J .,J " .... 

LLfI~n1!JfI~7fJU7tlfJ~""~f1t!'" 3. 70 1fl~fl~"'11'1f) 1'11Ll1ft!J"1Uft~1Ifl~"1~' f1Ln!J'l1lfl~nUm1 

\\fulm11A'ftJn11flf)nLLuu"'1f)!h~"'lfJ~1'" 3.67 ri1Ll1~!J1If)~n11il~~t11U'l!J1'I'l1"'''::''''ln~ 

ii~tlnmiil~,;~ft,rtJ 
-~ . ~ 
~~~ft1~~tJ~1~ft:~~n~ft~tJ~1~ 

lh~tl~ 

... ... - 1..1 
,"\m~1~~ rlftn LLft:n17Ll1l~ n1tJ~ - ~- -~1tJ1JnJtJ~" 

~ , ~~ " ~ 
~~"tl~"1~1 ~mm"tl~n1Jn17 

1 m.i:n11 'lIIrun17tltl n LL1J1J~1 

tlti~ft~tJ~1~ 

M 

3.46 

3.43 

3.58 

3.37 

3.46 

Tesca Lotus 

0.80 

SD 

0.77 

0.87 

0.84 

0.85 

0.65 

M 

3.51 

3.56 

3.70 

3.67 

3.61 

KFC 

0.81 

SD 

0.79 

0.84 

0.79 

0.83 

0.65 

,.~ J'I.. • \' _ ,. 1.'1 ~ ,.:.: l'.. • ~ ,.: 
\IlJ1UL"''1: n"lf ~'M"::ILUUllJ"wlLU1.J 5-pointed Likert scales ",tJ 1 = u.lllllU"'ltJtltJ"I~tJ~ l'UJ1lU"Un~ 5 = l"'U"'ltJtltJ"I~tJ~ 
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~1n;tl~ftlu"11'N~ 4.13 LL"'".,,1~Lifu.j1ri1L~~!J'VI1.,,1.1Ufll'l1~L~tl,rU Tesco Lotus 

.....1 AOf....1'· LA I ~ t... ...... .. .....1 .1' 
LLft:: KFC ~fII1L~ft!J'Itl"'lJ"''''!J''1U''1'''1'''1n~." lJ"1 Uftn~CU::~!J'lnU fIItl ~fII1L~ft!J'VI1"'''1U 

~1"'11ulun1'1~1J;n1~"'~C!" 3.46 LLft:: 3.58 HNft"'~1~f) ri1L~~!J1.1Ufll'l1~"'1~1rolun11 
1 .... '1.1' .I L.1'~"'· .1.1 ... • .1.1' .. t 
,..tJ'n1'L""''''''1~L'lft1'V11Jtln .~ "II"'~fII1L~ft!J'VI1::"1J 3.31 LLft:: 3.45 f111L~ft!J"1Ufll'l1~~1'" ~ 

lun111~tJ1n11 3.15 LLft:: 3.36 ri1L~~!J'VI1"'1.1un1nm~nitUtU1~1,n~n1JtJn,rh 3.05 LLft:: 

3.23 LLft::ri1L~il!J'VI1."1.1Ufll'l1~'WtJn'n1tl.,,lun111~tJ;n11 2.69 LLfl:: 2.80 "1~fl1ItJ (~"111'" 

~ 4.13) 

""LLtlnI'l~,j'lU Tasco Lotus KFC 

""'1 Initl atu M SD M SD 

fnH1tl'cyC\pm\\L~n\JtJn~'lLtUJ!I 3.05 0.80 3.23 0.77 

il"''l1)J",1~t ... tum1t\ltJlm1 3.15 0.89 3.36 0.83 

il)J1~111utun11t~\Jln11 3.46 0.86 3.58 0.83 

t"'" U' .J ~1)J11Cl ~\J1m1 ~N"1)JL'lfl1'Y1 3.31 0.86 3.45 0.86 

\J!lnH 

'WLI'ItJ\Jn'n~lun111~\Jlm1 2.69 0.94 2.80 0.95 

7'l1J 3.13 .067 3.28 0.65 

ft'lft'l'lIJL;tlal'U 0.83 0.82 

\UntIL'''I: n"tll"::lLuuLilulL1J1J ~nted Ukert scales YIlt! 1 = 'WL1hu\',)t!~th~ri~ L~~U"U~ 5 = L1hu\''lt!tltl~ri~ 

" " ~1,..rui'lLLU1;;-1Un11"tltJ"'Utl."i"''1tl." Tesco Lotus LLfl:: KFC YitJ.j1 i'lLLU1i." 4 '1tl." 

n11"tltJ"'Utl"''1tl.,,~.,,'''tl'''~1n~ ,j1"'il1::ltJri1L~il!JL1!J"'~1n~"'Lu~11uin~tu::L;itJ'lriu nfl1'l~tl 
• .1.1... .I... 1 ...: 1..... .I. ., ...... "' . .I 

I'll L~fltJ Lntl'lntJn11Y1YiUn"'1U"'1~11C11::l.J L'lfl1 Un11L1~ ~1J1n11'Vl LL UUtlU L"'~1::"'1J fll1 L'tlfltJ 

.I t::' .... .. . .1.1' 'I." .... • -
~"''VlC!'' U'VI'" 2 ~1n~ fIItl 3.33 LLfl:: 3.39 1tl."ft"'~1f11tl 1'11L'tlfltJ,,1un11 L~1J1n11tltJ1"'1'l"L1'l 

"'1 .... .1.1' -11 'I .... "' .1' 'VlU ~ 3.15 LLfl:: 3.38 "tl~1f11tl f111L~flf.J"1Un11LL"''''''1'I'l1~L''~ ~ un11 L~1J1n11m.Jfln"1L"'~tl .. 
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,j~LLt.lnl1.a"1U Tasca Lotus KFC 

n17"etJ.ue.a M SD M SD 
i 

"1l'rN'~'~'mr.:1.lL~ft' l'Un"m-. 3.33 0.96 3.39 0.93 

l1hJm,rlILLUUtl ~'lA' 

",rfN,ul~lJln1ft1!l'NM"Ll-l~l., 3.15 0.86 3.38 0.92 

",rfN'ULUt~M,~~~l., l'Un" 3.14 0.88 3.37 0.87 

l1hJm"nlJ,n~'LtUJtl 

yc,rn~'U'WL"tJtlnL"fll'i,ftl~"tl"tl~ 2.90 0.90 3.18 0.90 

~n~1 

~~ 3.13 0.68 3.33 0.67 

"1"~1~1~e,fu 0.75 0.73 

'1UJ1t!L"'1: n1,t,x",::u.wLiNu.uu 5-pointed Ukert scales tilt! 1 = 'bJL~')t!tI!h~~~ LiA""UCW 5 = LWMt!tltI~~ 

4) "'l1~Jt'U"l'il 

1lt1nfl1rNn'l'ltl'l:::~'lfH.jfl~'lLLtI'l~1UI"I'l1~Lfl111lt1~~ 4.16 'fl-3 Tesco Lotus LLfl::: KFC 

YiU~1 ~'l LLtI'l,j1-311U~1UI'I'l1~ Lfl111lt 1ft'fl.:Ji-3~fl-3~'lnllt ,j1.:Jij'l:::~UPi1 L1l~ tI L1t1-31lt1n~-3 LtI~1 
... ... .... . .J.. ... • .J ...... PI'" t1.J ... 

L\4~flUnU nfl1'lfllfl 1'11L1lfltl"'1Un'l~L'lfl1Y11n'l'lYl~:::"''ln~1\4rutJnfll1YJnfllULuUfl'lLL 'lYI~ 

• .J .J ~ ... .... .J 1t1.J ... • .J.1' 1 1..J 
1'11L1lfifJ~-3Y1i1" L"tI~1:::"UI'I1L1lfltlfl~YI 3.66 LLfl::: 3.65 1fl-3fi-3~'l'Ifl 1'11L1lflfJl'I'UI'I'l1~Lfl1 Ilt l't 

• .1' • .J.1' ........... .J .. 1 flfltJn,., 3.13 LLfl::: 3.31 1'11L1lflfJ1'I1Un'l1 L\4U,n1'tJnI'l1fltl1-3"Yli1""'lti Ilt 2.93 Ufl::: 3.11 
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ri'lLllitl"1~~1U"''l1JJLf1''''''''l1JJ'''tl,m1''tl~..,nA'1tl!h~LLli'''1~ 2.90 LLfl:: 3.05 LLfl::~"';1tl~tl 
ri1Lllatl~1Un1nh'nrn~1U~Ltl1'''''ri..,nA'1Li1Ut1tll.J''''''fl 2.82 LLfl:: 3.03 "1~ft1"'U 

"'3&LtJnI'~.n" 
fl'31J1j",,,, 

n1fl\l\Jln1n~"un~1uftfw 

1'I'l1)J,rul __ l\ln\Jtln~1 

tJn~1 __ ::tanL'tl,rulu~U~1U.fl:: 

\Jln1~ru 
... 4 .., 

"un~1U)J1'I'l1)J~1"tltlUUtlJl 

"U~1Uft1)J1rn~tl\Jft1a1)J~~ 

tln~1l~Lft)Jtl 

"'&LtJnl1~.r,,, 

fl"JlLtl""". 
ill'l'l1)JLtI11., 1t4tJn~1 
... • ..I .l....l' 
)JL'lft1Yl1n1fYlft::"'lnn1l4rutln,,1 

'lnl'lu 

il"un~1u~Ltl11., lt4tln~1Lilu 
f1!Jlll'll'lfi 

1" ... .l', ... ..I.l' 'I 
,"\Jffi"1tln""tl!J1~"Yl~""'l!J L" 

L~11"1'I'l1)J~tl~n11'11tl~tJn~1tl!.h~ 
" ... U.Yl.,N 

M 

3.11 

3.26 

3.19 

3.00 

M 

3.13 

3.66 

2.82 

2.93 

2.90 

3.09 

Tesco Lotus 

Tesco Lotus 

0.81 

so 
0.86 

0.85 

0.91 

0.92 

so 
0.90 

0.91 

0.98 

0.86 

0.90 

0.69 

M 

3.30 

3.40 

3.39 

3.26 

M 

3.31 

3.65 

3.03 

3.11 

3.05 

3.23 

KFC 

0.82 

KFC 

0.82 

so 
0.83 

0.85 

0.88 

0.86 

0.69 

so 
0.82 

0.88 

0.98 

0.87 

0.92 

0.69 
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,.I ."1".l' ,.11.1 ",!II _l:'. .r -
~"nn"1U~IMI'I"LllflfJ'Dtl~lJ~4UJPI"U""~' 'VI 1::ntlUnULlJUn1ITl..1c"lNtl1'Ytn1ru1n11 

'Dtl~fl1n",flu~dLl'l1Udt.tfTesco Lotus Uc.::flUtl",,"m"d.r~II KFC ;1~~U d1).111t1111 

uc.1'l).l'ltw'hL1lafJluLLJlic.::il~"ftn).l11'l).lriu L~f)""'hLllafJ'f)~n"~f"lNtl1'Yt'Df)~n1ruln"1 .. 
(Perception of service quality) tllfJ1'l).lLI. ';~J~"").1"1tl,,"ri"I'1'l").1U"n,j"~'VI"~~il~'D~Ulifl:: 

iJ"''''fJtun1nuf''lNtl1'Ytn1ruln1nf~'Df)~ Tesco Lotus uc.:: KFC \l.tlnl.'lfJ i~il ri1L1lafJ 

tllfJ1'l).l Ufl::ri11'1'l1).1u"nI'i1~'VI1~~il~'Df)~ul'ifl::if"'4'fJtufl1n~uln1mu~~LI'I1u~t"f Tesco 

Lotus ufl::flutl"""m"~,r~II KFC il~~,jtlLtld 
,.I ., 1.1 .!' ~.1 ... "It.!" .......,.1 

1) 1'11LllflfJ'Dtl~"'l U 1VI1~Pl1Ufi~'VI~1).111tl~U"tl~ LPI 'YtU'l1 KFC ).I1::IIU1'I1LllflfJ 

.l' ~.1 ".1' .. .l'.I., ~ ".I .I, .... 
'VI~Pl1U~~'VId1).111tl"'U"f)~ LPI'VI7::IIU 3.61 .~~~n'l11'11LllflfJ'Df)~ Tesco Lotus 'VI 3.46 tlfJ1~).I 

UfJl~1~CU'VI1~"il~ (t [402] = -6.62, P < .05) 2) ri1Lll~fJI.1UI'I'l1).1L.tl,rU 'YtU~1 Tesco Lotus 

Ufl:: KFC ilri11'1'l1).1u"nI'i1~'D~1::~uri1Lll~fJ'VI1~1.1UI'I'l1).1L~tl,rU'Dtl~"lNtl1'Ytn1ruln11tlth~ 
ilUfJft1~CU'VI1~~il~ (t [402] = -6.11, P < .05) tIIfJ Tesco Lotus ilri1Lll~fJ1'l).l'Dtl~if~(fJI.1U 
fII'l1).1L~tl~U~1::~U 3.13 ri'lU KFC il1::~Uri1Lll~fJ~ 3.28 

,.I.!' ' ....... ,.1" 
3) 1'11LllflfJPl1Un11"tlU~Utl~ 'YtU'l1 Tesco Lotus ).I1::"UI'I"LllflfJ""Un11"tlU~Utl~ 

~ at I ., • ...... ., .... _ 

Lotus Ufl:: KFC ~~).II'I'l").1U"n""~nUtlfJ1~).IUfJ~"f11CU'VI"~~tl" (t [402] = -7.88, P < .05) 4) 
,.I.!' .:." ".I .... , , ., ~ , .".1.1 

f111LllflfJPl1UI'I'l1).1).JU L~ 'YtU'l1 1'11LllflfJ'Dtl~ KFC ).IfII1L'VI1nU 3.34 .~~,m'l11::"UfII1LllflfJ'VI 
. ...... ... ........ . -' 

3.14 'Dtl~ Tesco Lotus tlfJ1~).JUfJ~1I'1CU'VI1~~tl" (t [402] = -7.51, P < .05) Ufl:: 5) 1'11LllflfJ 

1I1UI'I'l1).1Lfl1 t~ tri 'YtU~1 KFC il'::iuri1Lll~fJ'VI1~1.1UI'I'l1).1Ltl1 t~ tri 3.23 .~~-ln~1ri1Lll~fJ 
.I , .... ., • ., __ .I 

'Dtl-l Tesco Lotus 'VI 3.09 tlfJ1-l).JUfJ~1I'1CU'VI1-l~tl" (t [402] = -6.23, P < .05) (fJ""11-l'VI 4.17) 

!'.~~., .It ., 1.1 -x"r - ., ~ 
'VI~U UJtlU11'11LllflfJ u'ln,,'lU ntl~n"TJlln1ntJ,"lNtl"'Ytn"ru'n"1).J"''l).lnUL'Yttl''" 

ri1Lll~fJtllfJ1'l).J Uft::ri11'1'l1).Ju"nI'i1~'VI1-l~il~'Dtl-ln1,ruf"lNtl1'Ytn1ruln11'Dtl-l Tesco Lotus 

Ufl:: KFC ut\''l 'YtU~1 KFC il1::~uri1Lll~fJ'Dtl~n11fuf"lNtl1'Ytn11uln11t"'fJ1'l).J~~n~11::.ru 
ri1Lll~tJ'DtH Tesco Lotus tlth~ilUfJft1~CU'VI1~~il~ (t [402] = -9.39, P < .05) t"'tJ~1Lll~tJ 
t"'tJ1'l).l'VI1~1I1Un11ruf"Ntl1'Ytn1ruln11'Dtl-l Tesco Lotus Ufl:: KFC il,hLyhriu 3.18 LLfl:: 

· .,... t .I 3.35 "").Jfl"11U II-lU~II-l U""11-l'VI 4.17 
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i~~~7i~un~fiUfO~ Tasca Lotus KFC t df p .. 
~atnn~.~n~7U7n~7 M SO M SO 

iJ 
M""'",'fMtJ«fN'lA' 3.46 0.65 3.61 0.65 -6.62 402 .00 

'I~''''L'tI,rU 3.13 0.67 3.28 0.65 -6.11 402 .00 

mnttltJ"UfN 3.13 0.68 3.33 0.67 -7.88 402 .00 

'I~,,,,,rul4t 3.14 0.71 3.34 0.69 -7.51 402 .00 

'I')'''' LtI,l4t 1ft 3.09 0.69 3.23 0.69 -6.23 402 .00 

~", 3.18 0.59 3.35 0.58 -9.39 402 .00 

.. 
n1ntJ1tJ"11~U~1'fl~fl~rfn11j1n",uln1nT~ lU~1n~flu~~L"'1U~ t"f T esco Lotus LLft::~1n'" 

f1Ufl1"'11Yh~"~~ KFC ,jfln1ntJ1tJ"11~u~1't1u~~1n",~il"''l1~L'''~I1::~~lu1::iu~~ (High 
, .. 

Fit) LLfl::ilfll'l1~L"'~1::~~lu1::~U,j1 (Low fit) UU ~4'tJ'~n1",u~ll\'1j1n",uln114'~~~~u~1 

(Courier delivery service) LiJU1j1n",~il"''l1~L'''~1::~~~~ LLfl::1j1n",uln11ruinLLl\'~ (Dry 

cleaning service) Lilu1t1n"'~il"''l1~L'''~1::~~~1~1'''ru Tesco Lotus ~'lU KFC n1",u~ll\' 
1t1n"'~'lU~~n (Theme park) LLfl::~1n",;q"Lu~L'UL"flf (Fitness Center) Lilu1j1n",~il1::iu 
1'I'l1~L"'~1::~~~~LLfl::~1~1"'ru KFC "1~fl1~U 

~~lUn1rl'~"''l1~L'''~1::~~1::'''~1~1t1n",uln11~~L~~LLfl::1jffi",uln11~'fJ1tJd ",::vh 

n11'l~"''l1~fftn'fl~qultn'''L~tJ'lnU''''l1~L'''~1::~~lun1ntJ1tJ''11~U;hlu 5 fIlcuinttcu:: 

'iA'LLri ",t\'1tJ"'ft~nU , LL"n,j1~nu (Similar' Dissimilar). LilUL"''lLilU~fl' UJLilUL"''lLilU~fl 

(Logical' Not logical). L"'~1::~~ ,')JL"'~1::~~ (Appropriate' Not appropriate). L~tJ'l;rfl~ 
... 'I_!..1 .. ... .!"I..!" 1 'I" 'I_!.!"I ..I .. 'I 'I" 
nu' UJLntJ'l'fl~nU (Relevant' Not relevant) LLfl::LuU'YlL'1 '" L'" , UJLuU'YlL'1 L'" L'" (Make 

sense' Does not make sense) ~~LiJU~1"rl'''''fl~ Brudvig LLfl:: Raman (2006) 

~tJtf54'tJ~~i1n11'Yl~~fluI'i1"''l1~L~fl,rU (Reliability coefficient) 'fl~LfII1fl~ilflt~tJl;r 
~ ..I'1.!' ,. ..1'1 !:"I ... • .. 

~'" Cronbach's Alpha 'D~~fl'Yl L,,'rtU'l1 "'1m~'Yl L'D LUn11'l~"''l1~L'"~1::~~1::''''l1~1j1n''' 
.. ~_ ..... -I ,:~. ..,:, I • 

U1n11~~L~~ LLfl::1j1n"'U1n1m'tJ1tJU ~"'1"''l1~L'Dfl~Ufl~1::''''l1~ .87 - .92 LLfl::"'1nn11 

~L"'11::"fLLfl::t11::~'lfl~fl~'lLLtl1,j1~1 ;r1~~U;;'ltJI'i1'Yl1-3~n;\ ~1~11tlLLti~n1nl1L~ufl'~LiJu 2 
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~ ~.' ..I • ... ... ;.... ... ~ ..I 
r.1\47lJ'11 Lllfl tJ'I!l~ fI\'l1JJ L \4JJ1::eUJ~'l1~~7n~tJ7n17P1~ Ll'IJJ LLfl::~7n~Un 11 m'ltJ1tJ 

.1· il'" ..I~ ... ..I~ 
'I!l~ Tasco Lotus ft1JJ17ClLLu~n1N1LftU!l!l!lm U~ffi"'YlJJfI\'l1JJL\4JJ1::ftJJ'~ LLfl::1l7n~YlJJ 

fI\'l1JJL\4JJ1::ftJJ~1ritJ1l7n~tJln17~L~JJ~.r~d 
... ..I~ '1.1' • ...... ....J!2.1' 4/ ~ . ..1.... 1 .1' 

1l1n4tYlJJfI\'l1JJL\4JJ1::ftJJ'~ ~"'LLn 1l7n4ttJ7n174tl'ln~nU"11 "II~JJfI\1LllfltJl'l'lLLum1~"'1U 

..I ... ..I.1'..I~,..I.1' 
fI\'l1JJL~JJ1::ftJJ~~Ylt1l'1 3.73 7tl~eNJJ1 fl\tl fl\1LllfltJ"'1UfI\'l1JJLntJ'l"Dtl~ 3.67 fl\1LllfltJ",1UfI\'l1JJ 

Lf114t~ 3.66 ri1Lll~tJ~1UfI\'l1JJLilUL\4'lLilU~fl 3.59 LLfl::ri1Lll~tJ~1UfI\'l1JJfI\fl1tJfI\t;~riU 3.33 
• ... ..I ... ..I~ ~ .. ... ... ... ~ .. ~ 

l'l1JJfl1l'1tJ 'Iru.,~1l7n4tYlJJfI\'l1JJL~JJ1::ftJJl'l1'1tl~ Tasco Lotus ~7tl1l7n4ttJ7n1nu"DnLL\4~ JJ 

, ..1.1' .. 'I '1.1' ..I .. , ..I..l' ' ..I 
fl\1LllfltJ",1UfI\'l1JJL'I1 ~4t ~"'~~Ylt1l'1 2.51 7tl~tNJJ1f1\tl fl\1LllfltJ"'1UfI\'l1JJL~JJ1::ftJJ 2.45 fl\1LllfltJ 

~1UfI\'l1JJLilUL~'lLilu~fl 2.40 ri1Lll;tJ~1UfI\'l1JJfI\fl1tJfI\fl~riU 2.37 LLfl::ri1Lll~tJ~1UfI\'l1JJ 
..I ~ ~ ...... ..I 
Ln!J'l"Dtl~ 2.32 LuUfl1l'1tJt1l'1Y11tJ (~l'l1n~YI 4.18) 

... ,..I , ...... ~... ......I 
"1"~" 4.18 LLftl'l~fI\1LllfltJ'Itl~fI\'l1JJL~JJ1::ftJJ1::~'l1~1l1n4ttJ1n11IML"'JJ LLfl::1l1n4ttJ1n11Y1 

'ItJ1!J'Dtl~ Tesco Lotus 

High Fit 

( flrn1tJ;m" ... ~iuft1) . .... ~ .. 
r.:W)1~q'n1tJ'm""~L"'" LLftZ .. .. .. q,n1tJ,mnl,.tl1t1 

(Tesco Lotus) 

1'I'l1"'l'Ift1!J1'I~ 

1'I'l1"'Lih~~1.4'lLilu~ft 

1'I'l1",L1.4",1::ft", 

M 

3.33 

3.59 

3.73 

3.67 

3.66 

3.60 

SD 

1.06 

0.89 

0.92 

0.90 

0.95 

0.77 

0.87 

Low Fit 

(fI'n1tJ;m"\J'inLL"'~) 

M SD 

2.37 1.13 

2.40 1.03 

2.45 1.04 

2.32 1.07 

2.51 1.07 

2.41 0.87 

0.90 
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.. • -I • .... ::... ....-I 
"1"~" 4.19 LL""~1'I1Lllfl!J'Dtl~fII'l1"'L\nJ1~eUJ1:Wl1~1I1n4tU1n11IML"'" LLfl~1I'n4tUffi1m 

'D!J1!J'Dtl~ KFC 

. .... ~ .. 
r.:w~1~fI'n~1Jm1"PI~LPlU LLfit 

.. .. aI 
q'n~1Jm1m"!n!l 

(KFC) 

~'l1ULilUL\4'lLilu~ft 

~'l1UL\4U1::ftU 

~'l1UL~!J'l;;tl~ 

~'l1UL;;1l .. ~ 

fiU 

High Fit 

(fI.,;;~·'nu"~n) 

M 

3.12 

3.46 

3.51 

3.51 

3.61 

3.44 

0.92 

so 

1.13 

1.08 

1.07 

1.07 

1.03 

0.94 

Low Fit 

(fI';;~~PlL U.L';ULPlflf) 

M 

1.92 

2.04 

2.00 

1.95 

2.11 

2.00 

0.92 

so 

0.99 

0.97 

0.95 

0.98 

1.03 

0.85 

• -I 1 .'1 .,,, . -It! ., .!'I .'1 ., " 
4t1nm1LL~"~fII1Lllfl!J Uu4t4t!J"'1UJ\1~1 'YI 1~ntlUnULuUu4t4t!J"1UI'I'l1"'L"''''1~~''' 

1~wh~1I1n4tU1m1i~L~"'LLfl~1I1n~u1n11Y1'DmU'DtH11U;;~L"'1U~tJ\f Tesco Lotus LLfl~ 
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f1Utl1"1m1".r~" KFC f1~~U "1).11'm11~fl~).I'Itl~~1L1l~f.llU 5 "lruin~~ tiU\IiLLri 

"'11).1"t\'1f.1"fl~ "'11).1LilUL"'lLilU~fl "'11).1L").I1::t1).1 "'11).1Lrif.l'1ftl~ LLfl:: "'11).1 Lf114t \Ii L~tl).l1 
'I.!l ' ..,j , ...... ::.... ........,j 
~"D"1"1L1lftf.l'ltl~"'11).1L").I1::t1).1'::"'11~1fffi4tU'n1'''~L'').ILLfl::1f'n4tU'n11VI'If.l1f.1 (Perceived 

fit) luLLlifl::"71aU~1\1i t"f.lYiU~11f,n4tf1u~"Lrl1Ut1t"f Tesco Lotus il'::iu~1L1l~f.I~).I'I~ 
, ...... ;.... ........,j 1'" ..,j ... 

"'11).1L").I1::").I'~'11~1l'n4tU'n1'''~LII).ILLft::llffi4tU'n11V1'1f.11f.1 ull'n~YI).I"'11).1L").I1::ft).ltl~ 
, x. ..,j,..,j , ...... ;.... ........,j 

L Yl1 r IU 3.60 'I~YI "1 L1lflf.l~).I'Itl~"'11).1 L").I1::ft).l'::"'11~1l'n4tU'n1'''~ L").I LLft::1l,n4tU,n11V1 
'I. .....,j... ~ ... , ..,j ,... ~ ,........,j ... 

'If.l1f.1 ~ull'n4tYl).l"'11).1L"lI1::t1).1"1).1"1L1lftf.ILYl1nU 2.41 ~"f.I'~'11~1l'n4tU'n11V1).1"'11).1 
~::' ...... ..1 • __ : ... 

L").I1::t1).1~~LLfl::"1UU ).I'::"U"1L1lftf.l'ltl~"'11).1L").I1::t1).1'::"'11~1l'n~u'n1'''~L'').ILLfl::1l'n~ 

u;'m'~'If.l1f.1LLPln,j1~nUtlth~ilUf.lt11~CUYl1~t1Ci;t (t [402] = 20.05, p < .05) 
.J ... 1'_ _.I'JI ......,..,j , ... 
¥'t'1Ull'n~T IUtl1"1Tn1t1" ',J" KFC ).I'::"U"1L1lftf.l'ltl~ 111'11).1 L ").I1::t1).1'::"'11~1l'n~ 

uln1'~L;i).lLLfl::1l,n~uln1~'If.l1f.11ull,n ... ~il"'11).1L").I1::ft).ltl~LYhnu 3.44 ~~).I1nn~1 
~1L1l~f.I~).I'Itl~"'11).1L").I1::t1).1'~~1~1l,n~u;'m,i~L~).ILLft::1f,n~u;'n1~'If.I1f.11ull,n~~il 
"'11).1L").I1::t1).1~1 (2.00) tlth~ilUf.ll11~CUYl1~ftCi~ (t [402] = 23.72, p < .05) i~~tl11n!llu 

..,j 
P1111~YI 4.20 

Tesco Lotus 

KFC 

M 

3.60 

2.41 

3.44 

2.00 

SD t df p 

0.77 20.05 402 .00 

0.87 

0.94 23.72 402 .00 

0.85 

t11"fun1rl'''~1L1l~f.I'Itl~lirlu";t~il,jtlmnf.l1f.1P111~uA'11l,n~u;'n1ntl~qulu,,, 
(Attitude toward brand extension) 'Itl~fl~"n'1l,n~u;'m' flU~t1L"1Ut1tPlfTesco Lotus 

LLft::1l'n~flufl1"1m1t1"~" KFC lu"f~d t11).11't'lLLU~n1rl'"lirlUfII~flflmilumrl'''';rlu,,;t 
• !:I ""tl... .....,j... 1" ( ... P1flmnf.l1f.1"11¥'tUIII1 ~ f.I~1l'n~YI).IfII'11).1L").I1::t1).1 U,::"U~~ High Fit) LLft::).I"'11).1L").I1::t1).1 
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l'Ur.:"tJ~1 (Low fit) ~~~1)J11rttj'~\~'U 4 ~Nim:t~ \A'LLrl \h~'U'IIfltJ / U.M]'U~U1~'U'IIfltJ 
(Favorable / Unfavorable), ·u1~~~~1 ... / 'Wu1~~~~1 ... (Appealing / Unappealing), LiJ'U~U1 

Yffll ... / 'WLiJ'U~U1Yffll ... (Pleasant! Unpleasant) LLfl: ~ / 'W~ (Good / Bad) t~tJ"~LLtJCN)J1 
'1n)J1 .. ri .. '1~ Brudvig LLft: Raman (2006) 

~~"'1nn1m~"fltJ"'11'11)1)JL~flJ'U (Reliability coefficient) '1fl~LI'I1t,~tJfl t~tJlftl"1 
,. .I..lI"I, .aX or - .. -\'_ .I .. , ~ .l' 

Cronbach's Alpha YftJI)1 1'11rt1)J'YI L'D ~'Un1T~~"lrI'UI'I"'1fl~foitJ1U'11'I'YI)J"fln11'1tJ1tJ"1'll1'U"1 

'1fl~fl~"n11l1ii ... tJ;n1~~ 2 tJr.:L1l'YI il"'11'11)1)JL.flJ'Ufl~1:wh~ 0.92 - 0.95 LLft: ... 1nn11 

~LI'I1'l:lfLLfl:tJr.:)Jl)fl~fl"I)LLtJ1l'i1~' f1-1,,'UA'l)tJri1'Y11-1~tl~ YftJ~1 il~fln1~(tJLiJ'U"-1l'ifl\tJd 

.J .r....1 .l' or - .. -\'_ .I... ~.l' - -
l11\blJI'I1L'tlfltJ'YI1~"1'U"lrI'UI'I"'1fl~foitJ1U'11'I'YI)J"fln11'!1tJ1tJ"11l1'U"111"n'lJ"n11'1fH 

Tesco Lotus YftJ~1 qtJ;tnl'lilri1L'tlitJA'1ulirlul'I~l'ifl1l1ii,tJ;n114'~~~~'U~1 ~~LiJulIm,~il 
'I, .l' ~.I ~ , .I.l' 

1'I1)1)JL"')J1:~)J'-1'1fl~ Tesco Lotus ~U"1'U1'I1)1)J~~~~tl~'YI~~ 3.68 1fl~fN)J1I'1fl 1'11L'tlfltJ,,1U 

.. ,.I .l' ~ 'I ..1 .l'."j • ... 
1'I1)1)J~ 3.67 1'11L'tlfltJ"1UI'I1)1)JYf-1Yffl~'" 3.64 LLft:1'I1L'tlfttJ,,1UI'I1)1)J'IIU'IIfllJ 3.63 "1)Jft1"lJ 

~I)U1I1ii'lJ;n17ftJtJnLLl4-1 ~-1LtI'U1I1ii'~ilI'l1)1)JL"')J1:~)J~1'1fl-1 Tesco Lotus YflJ~1 il1:lI\lJ 

,.I" .. .I ~,.I"."j • .I.l' 
'1fl-11'11L'tlfttJ~1'U1'I1)1)J"'~-1'Y1t1'" 2.60 1fl-1ft-1)J1I'1fl 1'11L'tlfttJt'l1'U1'I1)1)J'II'U'IIfllJ 2.59 f111L'tlfttJ,,1U 

~ t . .1" ~ t .!"I .... " .I 
1'I1)1)J"-1~" , 2.58 LLft:1'I1L'tlfttJ"'1UI'I1)1)JYf-1Yffl ~ 2.57 LlJUft1"'lJt1t'1'Y11tJ (~"111-1'Y1 4.21) 

.. ..1... _.I.. • ~.!' _ _ " _\'_ .I .. 
"1"~'YI 4 .21 LL~ t'I~ I'll L'tl ft tJ'Dfl~'YI rlUI'I lJI'YI)J lJIfl n11'!1tJ 1tJ lJI11l1U"111"n~lJ 1n11'!1fl~ toilJ1 U' I fII'YI)J 

l'ifl11U~~LI'I1U~tlJlf Tesco Lotus 

.r')u tln"'~"1'U~,.'U"a;!iJ"'t) High Fit Low Fit 

n1?1D18~"a'U"1q7n~~ln17 (q7n~~lm,",~."i'U"1) (qm~~lmHtJ.nu,r~) 

"t)"rr~1tn" .. 
M SD M SD 

(Tasco Lotus) 

rI'l1;AU'IIfltJ 3.63 1.01 2.59 1.08 

rI'l1),1~~~,,1 .. 3.68 0.98 2.58 1.07 

rI'l1),1~~,"fl1 .. 3.64 1.05 2.57 1.05 .. 
3.67 1.04 2.60 1.06 rI'l1),1" 

7')),1 3.66 0.92 2.58 0.98 

"1"'Yl~n ~tnf'U 0.92 0.94 
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... 1.1.. ~.I .. I !2 ~ ~ ~ ., ~~ _ .I .. 
"1"~" 4.22 LL~"~fII1L1lflfJ'Dtl~'VIrlUfllPI'VI).,IPltln11'DfJ1fJPl11fiUrl1~1n"'U1n11'Dtl~CoiU1ulfll'VI).,l 

,jtlf1Utl1\411Yh~ .r~" KFC 

",)LLtlnn~",,,~,,,,,.a~ilfi. High Fit Low Fit 

n'~D1a~"i"ft,q7n~~;nn7 (q~n~.,)".'fn) (q~n4lYf~L".L';"LM') 

'IItl~a~ltl1" 
M SD M SD 

(KFe) 

"''l1~~U'II!l1.J 3.69 1.01 2.15 1.03 

"''l1~~~~"t", 3.73 1.05 2.17 1.06 

"''l1~~~''!l t", 3.62 1.04 2.11 1.03 .. 
3.65 "''l1~'' 1.06 2.12 1.07 

7')~ 3.67 0.98 2.14 0.98 

"''',)'~L:jtl,f" 0.95 0.95 

I .I .Of"" I .I. I .. .!"l" ~ ., ~~ _ .I .. I 

... 1 n n11LL~ 1M f111 L 1lfl fJ'D tl~u"'''' fJ "1UPl1~1 'VI u1::ntlU nULuU'VI f'lUPI PI'Dtl~ CoiU1 U I fII'VI).,I Pltl 

n11'DfJ1fJIJI11~u,rh~1n",uln111u~1n"'11U~~LPl1u~tlJ1fTesco Lotus LLfl::l1Utl1\411Yh~IJf~" 
., ., • I .I 'I. .. .. II" I -I ~ 

KFC 'D1~IJIU ~1).,111ClU1~fl1'l).,l'Dtl~Pl1L1lflfJ LU 4 f1JNflmiN:: tlU L"u.n PI'l1).,1'!1U'!ItlU PI'l'UJ"~~" 

t ~ t .. 1.1 ~ '!2 .!'II"~ I ~ 
" fII'l1).,1'NV.tl " LLfl::fII'l1).,1" ).,I1\41f111L1lflfJ L"fJ1'l).,l'Dtl~LLPlfl::Pl11fiU"'1 L" L"fJV.U'l1 ~1n ... 

., ~ ~ ~ ~ .. .. 1.1 .,.. ~.I .. I !2 ~ 
11U"~ LfII1U~ LPl1 Tesco Lotus ).,I 1:: "U fII 1 L1lflfJ1'l).,l'VI1~ "1U'VI rlUfIIIJI'VI).,I Pltln11'Df.I1fJ 1J111fiU",1 

'I. ~.I.. ( I .. I ,.1 .. ~.I .. I 

LU~1n"'VI).,IfII'l1).,1L\4).,11::~).,I~~ L'VI1nU 3.66) ).,I1nm1f111L1lflfJ1'l).,l'Dtl~'VIf'lUfllPI'VI).,IPltln11'Df.I1fJ 



"l'laU~11u~'n~~ilfll'l1"'L\UJ1:tUJ~1 (LyhritJ 2.58) !l!h.:Jilu!J~1~CYYI1.:J~il~ (t [402] = 
..I 

17 .12, P < .05) (~"11'l.:J'VI 4.23) 
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.J - L _.I..f"JI ..-...,..1 .l'''' -..1..- , 
n'lU~'n"'T IU!l1"'1n11~'rr~" KFC ",n"tJfII1Lllft!J7'l"''VI1.:J,,1U'VIrlUfII'''VI'''''!lmn!J1!J 

~.l' - - .. _..1..- , x. ..1,..1 .l' 
Pll'lnU"1~m~tJ'n1' ~u~'n"''VI'''fII'l1'''L'''lJ1:~''''.:J L'VI1r ItJ 3.67 , N::'VI f111 Lllft!J7'l"''VI1.:J,.1U 

... _..1..-..1 ~ .l' t _..1..- .: !"!, 'x. ~ _ ' 
'VIrlUfII"'VI",,.tIn1n!J1!JPll'lnU,.1 U~'n~'VI"'fII'l1"'L"''''1:'''''''1~fII1L'VI1r ItJ 2.14 ~!J~'l1.:J 

- - ..1..- .: ..- ...,..1 ... -..1..- , ~ .l' 
~'n~tJm17'V1"'fII'l1"'L"''''1:~''''.:JLLft:''1 ",n"tJfII1Lllft!J'!l.:J'VIrlUfII"'VI"'''!ln1n!J1!J''l'lnU,.1 

'!l.:JqtJltnfllLLfln"1.:Jriu!l!l1.:Jilu!J~1~CY'VI1.:J~il;t (t [402] = 23.16, p < .05) 

.. ,..I... - .. _~_ ..1..- , ~.l' - -
"1'M~'VI 4.23 LL~ 1M f111 Lllft!J'VIrlUfIIlJI'!l.:Je.ltJ, U I fII'VI"'lJI!lmn!J1!J lJIl'lnU"1~'n ... tJ'mntl.:J 

Tesco Lotus LLft: KFC 

M so t df p 

3.66 0.92 17.12 402 .00 

Tesco Lotus 
2.58 0.98 

3.67 0.98 23.16 402 .00 

KFC 
2.14 0.98 

.. .. .. 
(Influences of Corporate Image on Service Brand Extension) lUfIIf.:JU ~4'!Jlif~.:J~"''''~l1U 

lumm"~tltJlt)~.:Jiu 3 t1,:n1' i.:J~!llt1d 

.... "'-''''..y. ., !tt.. ., ., .... 
tUU""l11U1 1 1l1Ytfm1YClJfNl'ln1UI'I?1UnUYtUti ,UL'7f.Jll?nnlln1111111'}ClJll1Ytn11 

llfn11, "?1ULUU1~f9Ul1fNn1n1tJ1tJ"11aU';1 U~~"U"~';fJn1n1tJ1tJ"11aUl4'111fJ.Jqllf'fll" 

n1~4'!J1UfIIf.:J~.:J~n~~.:J~'VIfi"fl'tl.:J1l1"ftnMn!tl.:J,.rn,ylft.:J~fl~tl~'lLLtl1~1Upj1.:s1 
lumn!J1!JlJI"au~11u~1ii ... tJ;m' tlulA'LLri m,rui~CW11"n1ru;n1', fII'l1"'L"''''1:~''''tl'' 

mn!J1!J""auA'1 LLfl:';rlUfII~~tlmn!J1!JlJI"aU~1'tl"qtJ;tnl'l ~"lu~"''''~l1uLL1n Li:lu 
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~ ,., t1.l' ., - ~ I." ..I., II ~ ., .Of .,::. .!' ..I , 
01'"m~n'l1 "'lLL ',,"\Ul""ftntt"~tl~"nnJ"''l")JLn!J'l'YnJ LUL'D~U'lnm.Ju"''''!JYI~ 3 ,,1U'Ylnft1'l 

't1'!1tl~01n!J1!J ",,~u~11 u~'n",uln1ntl~ ~ulUl",~1tl 'W 

lutI'::L~ud ~(!J"'U1;tl~ft~'''ftJ)J1Y1"cqtlUfli1''''l1)Ji)J,;ul'''l!Jn111L'''''::lfYl1~ 
cq5~ tII!Jlffli1"~i)J,;uILLUUL;;!Jflu (Pearson product moment correlation) YI""tlU 

~~~fli1Lll;!J'!Itl~1l1,"crm:tnr~,rn'Jlltln11fuf~Ntl1,"0111J1n1', "''l1)JL~)J'J::'')J'!I~01' 
'!I!J1!J""~U~1 LLft::';fIlu",~,jtln1n!J1!J""~U~1'!1tl~~ulUl'" ;~~ftn11Y1"cqtluilA'~,jtl't1d 

"'"n0111L"'11::\ffli""''l")Ji)J,;ulYl"~cq5;jlu''"1'N~ 4.24 "U~1 1l1"flnttnrtl~rfnntl~ 
Tesco Lotus LLft:: KFC il"''l1)Ji)J,;ulluL~~u'lnnu01,ruf~Ntl1''n1ruln1ntN~'n",uln1' 

~~ 2 t1'::LIlYltlth~ilu!Jft1~CUYl1~cq5~ tI'I!Jilfli1"''l1)Ji)J,;ultl~~'::iu .73 LLft:: .75 "")Jft"';U 

r p 

Tesco Lotus .73 .00 

KFC .75 .00 

~ft n1-M".h "'1 JJft JJ,;'U B'I~wh-11l1"fi m~nr'a-1" n'lLLft ~ "'1 JJ L "'JJ1~. JJ'I'a-1n1ft!J1!J 

"'l1iUA1 

"'"nn"11L",,,::\ffli""''l")Ji)J,;ulYl"~cq5;j "U~11l1"flnttnrtl~rfnntl~ Tesco Lotus il 

"''l1)Ji)J';ulluL~~u'lnnUPI'l1)JL~)J1::cq)J'!Itl.m1n!J1!J''l1auA'1tlth~ilumh~cuYl1~cq5~ ~~ 
II !:t .. .I.. .: ~ .. , .¥.... r ,.I 
~U011'1JU1!J "'"~U"'"Y1)J PI'l1)J L ~)J1:;cq)J~~ LL~ :;PI'l1)J L ~)J1:;~)J m ~"!J)J Pl11'1'l1)J~)J"UfitlfJYI 

,:;,;u .33 LL~:; .11 "")Jft"iu L'UL;imnun1"flnttnrtl~,rnntl~ KFC ~,j1~nilfll'l1)Ji)J,;ullu 
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Pl1,,~;l4.25 U.~~,hfll'l1",ft"'~Utf1~~1-31l1"flm:tnrf)-3"n1u.ft::fII'l1"'L~"'1::~""f)-3n1n!J1!J 

"11~U~1 

"'nutl'u"ytl .. na",.... .., 
ft .. \J"'nunnna:.u r p 

fII'l1).1L\UJ1:'UI~ .33 .00 
Tesco Lotus i 

1l1ytim:tnrtl~,(n7 - fII'l1).1 fII'l1).1LmJ1:ft).l.h .11 .03 

L1II).I1:ft).l1f)~n1n1!J1!1"71iuA'1 fII'l1).1L1II).I1:ft).l~ .38 .00 
KFC i . 

.11 .03 fII'l1).1L1II).I1:ft).l"1 

..,. .Y....... t .., ~.. .., ...... • ~., .. 

e.lftn17'l""'1"',)1J.1'nJ.l"UB-r.:"'l1~1l1"ftmfNtl~ ... n,u.fi::YI"U"'PlYlJ.lPltlPl"'nU"1Y1'1!118 

'1tl~eUM'" 

"1nn1~LfII11::lfri1f11'l1",ft",~ul'VI1-3~ti;11u"111-3~ 4.26 "U~11l1"in~nrf)-3"nnf)-3 
Tesco Lotus ijfll'l1",ft"'~ufiluL~-3U'lnriulifllufII;j'f)-3~ultnfll~ij~f)"11~U~1~'!J1!Jf)ti1-3ij 
... .3 ... -- ::. 'I. ~ .1'..1... 'I. ... 
U!Jft1f11C\1'V11-3~tl" 'VI-3 Lun1n!J1!J"11ftU"1'V1"'fII'l1"'L~"'1::~",tl-3 LLfl::fII'l1"'L~"'1::~'" LU1::"U 

~1 t"'!Jijri1f11'l1"'ft"'~ulf)~~1::~U .36 LLft:: .11 "1",t;'~U ,tu::~"i11'1'l1",ft",~ul'fl-3.r'lLLtl1 
~ ~ 

li-3~f)-l'f)-3~1n"fluf)1~11Yh~~~" KFC UU "U~11l1"in~nrf)-3"nnifll'l1).Jft).J~ufilUL~-l 

U'ln~f)ifllUI'I;j'f)-3~ultnfll~ij~f)"11~U~1~'!J1!Jf)ti1-3ijU!Jft1~C\I'VI1-3~ti;jlu~1n,,~ijl'l'l1'" 
~ 

L ~"'1::~).Jtl-3 Lvhuu t"!Jij ri11'1'l1).J ft).J~UlLVh nu .39 ~ 1'I'l1).Jft).J~ul1::~~1-31l1"i n~nrf)-3 "n1 

nUifllUI'I;1~f)"11~uA1~'!J1!Jlu~1n,,~ijl'l'l1).JL~).J1::~).J~1Li~uLtlf)ti1-3UJijU!J~1~C\I'VI1-3~ti~ 
t"!Jijri11'1'l1).Jft).J~ulf)~~ .07 

Pl1,,~;l4.26 LL~"'-3ri11'1'l1).Jft).J~ul1::~~1-31l1"in~nrfl-3..rn'LLfl::lifllUI'I;1'f)-3~ultnl'l~ij~f) 

"11~u;h~'!J1!J 

ft'l1).1ft ).I"" 6 "'MiU"1 
.., 

or.: " \J ft'l1).1 L"').I1::tI).I r p 

fII'l1).1 L 111).11 ::ft).l~~ .36 .00 

., ,.,. - -~-
Tesco Lotus 

fII'l1).1L1II).I1::ft).l~1 1l1ytfm1;rut)~flln1 - YlrlUfII"Yl).l .11 .02 

Pit) "71iuA'1~'!I!J1!1 fII'l1).1L1II).I1::ft).l~~ .39 .00 
KFC i . 

fII'l1).1 L 1II).I1::ft).l"1 .07 .16 



nWlLYItL~ 60· ::yn Lf; nW::'IAIllGllnMItUItLc.W .... . .... ,.J-r .... :,.r 

LWltflWllL~nWl::'n1.It\3::LIt"'ItLC.WIt~LU'nt..lUkl\LUnU~~flLfla.:LUn1.It\3::LIt"'ItLC.W . ... ~,. "'r--... "4' ~ 

n..v~Q\3t-LlAtb~L~B,!\tlt-Lf1GJn~Itl3ItLc.Wtlrq,,,n ~L~'t-~rw::'n1.It\3::LIt"'ItLc.Wtl~L'Jn~ 

~~flLfla.:LUn1.::LM~'~Q\3t-LlAtb~L~fl,!\tlt-Lf1G ::H)I t-GIl.L~n~~ijIflLfla.:l,Ut-GIl.It\3::LIt"' 

ItLc.Wn..vUc.nt-p:1nUJn~Itl3ItLc.Wtl 8~)1 t-G"Lu:,rnl,UMLlITUt.tt-~Il;f'LUnc.~ n14'L~ItL~ 

l ~. ::yn Lf,· nW::'IA~GgnMltuItLc.WLWltflW1Lijlnw::'n1.It\3::LIt"1I1Lc.w::Yn t-~nw::' .... rot ~ ....:..c' I ... ~.... .... 

n1.It\3::LIt"'ItLc.Wtl~L'Jn~~~flLB"Lun1.t-~ ~Q\3t-LlAtb~L~fl,!\tlt-Lf1G snlol 00sa1 t-Gil. 

L.'t'n~~~ flLfl" LU t-GIl.It\3::LIt"' ItLC.W n..v uc.nt-p: ,n1Jlf\...MItl3ItLC.W tl snlol oosa 1 t-GIl.:Lu:,n 

'LuMLlITUwjn!'LU L~nM Ll·v ~t-~L~ItL~~Q\3t-LIA.Jf\...MItl3ItLC.WL!-,j\::~W'~LUULt.. 

l.jI neu,1I 1il.1i Io&l.U 

t'(!'l.te .::l.teK , It u,y ::""t.l.U! I'U.l.U tolU/TU wjn.!t.l.Ut'l.~K::t..P ~ te!'te l.LY l.!d" ~l.U"~ 

nfl' G~t-WlnG\3Wl~LUY~ltflWll WI n'n~ ~ k I .... ,., -~-II 

t-GIl.LWnU~ijIflLBIl.:LUGijI~Wn\llIA::Yn LUnU~~flLflll.:l,Ut-GIl.It\3::LIt"'ItLC.WGijllt~LU'n " r; • -... ~ r;; I",,, ... 
'LUMLlITUWIIl;f'LUt-L~"::: (uO!lelaJJOO luawow 10npoJd uOSJead) f\l3.ffl~mnnJn~Itl3"\3 

LWIl.' 'LUflWllllnMItUItLc.WLWnG\3WlIA.LItWl' lA.ynQILLnW' flt..C.N n llAnL~ijIltlt\3n' BWll . .... r,.:K. .. It~ "."It ,. _ ~ ~ ... .. 
nunlL1nt-1.wn' fl"'C.u;tUU'l.UQ~tbWLUItLc.WItIAt-Unn.'1J rt1 ~"Wln'nN ,. ~~~ 'II .... ., ~ .,." "'r-~ •• i ....... -~-II 

t-GIl.L'Jn~~~flLflll.:LUG"~WnlJ~::Yn L'Jn~~~flLfl"l,Ut-GIl.It\3::LIt"'ItLc.wn..vUc.f1t'p:'n1. 

Jn~It"t-GfWWlG\3ItLC.Wtl'LUi.f1:LUMLlITUwlf1!'LunLY'flnc.~ L~u;tU~'LU c.,nu'nnL~~ItIt\3 

n1.(iu~fl~t-l'Wl1li.n~t-QIl.L'Jn~~~flLfl"l,UQ"~WnlJ~::Yn L'Jn~~~flLfl"LUt-GIl.It\3::LIt"' 

ItLC.W "LU:,f1:LUMLlITUwjn!'LU ~n.'l~n~ 'Lu:,nt..~'kn1.L'Jn~~~flLfl"Lun1. Lt-L!,nLY'rm 

C.~Q"Y~t-~~UJ't-QJU~U~MLlJt-Lp~'Jn~Itl3ItLc.WL!-,L"j\::~W'~LUULt..QU"'UQn 

"'1.IJ.£n~t-G&/"yneUIl/i/"/i/U/"UG.II~",n,., ... ~un /.,yneUIl/i/.,/i/U/.,Ut-G& 

ft6l::/.,ftHfft/.,c,,,,nUuc,nt-IL7n' anMftUft/.,c,,,,ru/.,U:ru/.,UM/.,t.mJlI 'nll/.,U Z IlKcI\I ftft II .,. c;..,...,.:.r ,.... ~r ~ .. .. 

nc.~t-Lnt-B~'Wl1li.n~t-GIl.L'Jn~~~BLfl"LUQ"~WnlJ~::Yn L'Jn~~~flLB"LUt-QIl.It\3::LIt"' 

ItLC.W ·'LUi.f1:LUMLlITUwII1%'Lurwuc.nt-p:'nl}n~It"ItLc.Wtl'UJ't-GjU~U~MLlJ LpX\h::'~ ~ 

~Q .. nL'~ItIt\3ItL"fl\nll' pt-.!Wfl)~LUY~ LpYuU"U'LItL"t-~ C.L~Ut-l'Y~UL" ~t-~ 

gg~ 
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.. ,,,~;I4.27 LLftl'l~,j''''l'~I~';ul:::\4~'~n,ri1.Jfti-3~Ntl''nn'njln'1LLfl::'''l'~L",~,::ft~ 

'DfI~n'n!J'!JI'Il1aU~' 

tli ., ~ 
"111.1 1.I"'UtS flna".., .. 

t::fI\J"11 I.IL 1111.1'1::.1.1 , p 

I'I'1'lI.lL'U.I1:tUJ~ .37 .00 
Tasco Lotus , 

n'l1ftJf~twl'l"n'lnjlmf - I'I'11J.1 I'I'11J.1L\4J.11:ftJ.l • ., .12 .01 

L \4J.11:ftJ.l1l~n'ln!J1tJ"f1a"A'1 I'I'11J.1L\4J.11:ftJ.l~ .37 .00 
KFC , 

I'I'1'lJ.lL\4J.11:ftJ.l,h .09 .08 

- .f" • .¥. .. L. --.I. I 'I .I • _r...~ 
llt'nm1'lL"l1::lII"''''l'~~~'nUD'VI'-3ftCl'''VIlJl1n!l ~U"'1'N'VI 4.28 'nU'l' mITl.l,Cl-3 

~Ntl''nn,rulmnfl-3 Tesco Lotus il"'l'~I~';ufluL;-3u'lnriul1f11U"~'DfI-3~ultn"'~il.tfl 
~ .l'.I • ... .. ~ .. -- :::. 'I ~ .l'.I ... 

"l1~U"''VI'D!J'!J'DfI-3 Tesco Lotus fI!J'-3~U!J~''''ty'VI'-3ftCl'' 'VI-3 ~un'n!J'!J"l1~U"''VI~''''l'~ 

'I .. t .. ~ ~ .... .¥. .. I • .1 .. 
L",~'::ft~ ~U1::I'IU~-3 LLfl::"''l'~L",~'::ft~ U:::I'IU", ~"!J~"""'l'~~~'nUDflfJ'VI'::"U .39 LLft:: 

II 

.09 "1~fl1~U ~'lun11furn-3~Ntl1'nn,rulm1'DfI-3 KFC UU 'nU~1 n11fuifIJNtl1'nmru;m, 

... .¥. .. ..f'\,::1 .... - " -~_ .I.... ~" .I . ... 
~"'l1~~~'nUD LUL,.-3U'lnnu'VI fIIU", "'DfI-3~U' u I"YI~"fI "11~UflI1Y1'D!J'!J'DfI-3 KFC fltJ1-3~ 

.... • .... --" ~ "..J... t... ..J... . :, Utlft1f11tyYl1-3ftCl"Lll'n1:: Lun'1'Dtl'tl"11~UfII'YI~"''l'~L'''~1::fl~ U1::I!'IU~-3Y1'::I!'IU .42 LYl1UU 

tl!'l!Jm7fuft1-3flJNtl1'nn1ru;n"niut~il"''l1~i~,;utfflti1-3ilu!J''1~ty'VI1-3fla~rium1'DtJ1!J 
~ "t.tI - - .I... 'I" ~ ~ .... .¥. .. I • .1 .. 

"11~UI'\'\l~'nIltU'n11'V1~"''l'~L'''~1::fl~ LU1::l'IU"1 L"tl~1'\11'\'l'~~~'nUDflfJYl1::l'IU .02 

K: .. ~ 
PI"a,,"1 

.. 
I'I'11J.1 J.I""6 r.:" \J "'111.1 L 111 m::tt J.I , P 

I'I'1'lJ.l L \4~J'l::ftJ.l'~ .39 .00 

n'lrl1.Jf~twl1"n'lruln'l1 -
Tesco Lotus 

I'I'1'lJ.lL \4J.1'l::ftJ.l~1 .09 .04 

., -. i ",.I 
~~""""~"1'l " 1~1tJ1tJ I'I'1'lJ.l L \4J.1'l::ftJ.l~~ .42 .00 

KFC , 
I'I'l1J.1L\4J.11::ftJ.l,h .02 .74 
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;~"'1n~fln11Y1""t)u~~nfl1'l"1"'1'Cl"t1.J'~~1 mrl1..Jf"ltu1l1nmru;n1riifll'l1'" 

1",,;ufluL=B~u'lnriufII'l1"'L"''''1::''''''t)~mnfJ1tJI'I11~u~1 LLfl::lifllufllj1Pit)n1ntJ1tJI'I11~U~1 

't)~ ~u;tn fII 1'11","",,,, j1l1U~ n1"'U" H L ~tJ~U1~ri'lU nth'l ~t) 11",( tJ ~1U ,::~U fII'l1'" L '\4).11::"", 

lun1ntJ1tJ"11~u~1~LL"npj1~riu .. ::ri~~ftl~,j1f11'l1"'i",';utf1::\4~1~n1rl1..Jf"ltu1l1nm' 
U;!l1'riUfII'l1"'L"''''1::''''''fl~n1ntJ1tJ''11iu~1 LLft::lifllufII;;pjfln1ntJ1tJ"11ftU~1'~~U;tnfll .. 
LLIInpj1~riu"1",'tI~'ltJ tIItJ,j1f11'l1",i",,;utf'fl~li~ 3 11 .. (tJ;1~~u",::ilfll'l1",i",';utfriul\u=B~ 

u'lnfl!h~ilutJft1A'CU'VI1~"aj1 Llln1::1un1nfJ1tJ"11~u~1'tI~1I'n",~ilfll'l1"'L"''''1::"",tl~ .. 
LyhUU "'1nLLPib.lilfll'l1"'1",';ufluL=B~u'lnt)!h~ilutJft1A'CU'VI1~"aj1riun1ntJ1tJ"11~uA1'tIlu 

.. .. ... ~.,.J .... ., 
iUUIP\J1\4'r1 3 "~~U"?1JJn.fJJ1~tUJ"fJ.Jn1nttJ1tJ"l1n'JJ"1r1""n"1·mWJ"?1JJ 

ft"'';'JJ{rrun'''JJ''~';fJn1nttJ1tJ''l1a'JJI;1''fJ.J~u1fn"u''n';1.Jrr'JJ 

~1",ftJn 1 1'\41,j1 fII'l1",1 "'';Utf1::'\4~1~ 1::~U fII'l1'" L "'",1::" ""t)~ n1n tJ1tJ 1'111~U~1 LLfl:: 

~PlUfllj1~ilPit)I'I11~U~1~'tJ1tJ't)~~U;tnfll,rU "1"'11ClLLti~mnl1L"Ut)'A'Li,]u 2 ~'lU ;it) ~'lU 
'I:: ~U fII'l1'" L "'",1::" ""t)~ m '1'!1 tJ1 tJ lJI11~u~11 U1:: ~U~~ LLfl:: 1 U'I:: ~U fII'l12.J L "'",1::" 2.J ~1 ;~"'1 n .. 
m11 LfII11::\f A''ltJ fli1'V11~" t1 j1 il ~fl m11(tJLilu~~ Pit) 'tlil 

"'1 n m 'Iil LfII11::\f fli1 fII'l1'" I "'';Ufi'VI1~'' t1 j1'1::"'~ 1~'I::~U fII'l1'" L "'",1::" ""t)~ m '1'!1 fJ1 tJ 
!:t" ... ...-1... !:t.!' -I ..... ~ _ • ... 

lJI11nUfII1 LLfl::'VI PlUfil lJI'VI'" lJIt)lJI11nU"1'V1'fJ1U't)~~U'I U' I fII 'VtU'11 '1::"'U fII'11'" L "''''1::''''''t)~m1 

'fJ1tJ"11~U~11u1::~U~~'t)~ Tesco Lotus ilfll'11"'1",,;ufiluL=B~u'1nriuliPlufllj1,t)~~u;tnfll~ 
il Pit)lJI11~\'II~'1~' tJ1tJ~il fII'11'" L "'",1::"", 1 u1::~u~~t)!h~ilutJ~1 ~CU'VI1~" t1~ t"'tJil,h 1'1'11", 

1",,;ufit)~~'I::~U .65 ~'1U1::~U fII'l1'" L"''''1::''''''t)~m'1'!lfJ1tJ lJI11~UA'11 U1::~U~1't)~ T esco 

... .r. ... .1"1 ~ ...... ... .. ... ~ _ -I... !:t" -I -I .. 
Lotus n", fII'l1'" n",nUn L UL "D~U'ln nu'VI fIIUfII "'fl~ r.!U, U' I fII'VI'" "tllJl11 nUfII1'V1' tJ1tJ'VI'" fIt'l1'" 

L"''''1::'''''1u1::~U~1t)!h~ilutJ~1f1iCU'VI1~"a~L;UriU t"'tJilfli1f11'11"'1",,;ufit)~~,::~U .68 

-11 ..... ~.I"~ .... 
,ru::'VI U~'1n'"l'11Utl1"'1rn1"lJI '.1'" KFC nU'11 '1::"'UfII'11"'L"''''1::''''''t)~m'1'!ltJ1U''11 

~uA'11 U'1:: c;lU~~'t)~ KFC il fII'11",1",,;ufiluL=B~U'1 n ntJ~ I'IUfII ~'t)~ ~tJ;tn fII~ilPit)lJI11~UA'1~ 

'tJ1U~ilfll'11"'L"''''1::'''''1U'1::l'itJ~~t)!h~ilUU~1~CU'VI1~"a~ t",uilI"i1f11'11"'1",,;ufit)~~'1::l'itJ 
. 72 LLfl ::1::~tJ fII'11'" L "'",1::" ""t)~ m'1'!l U1U "11 ~uA'11 U '1:: l'iu ~1 nil fII'11'" I ",,;ufil UL =B~tJ'l n ntJ 
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t1i -- , .. na" ..... --"711.1 1.1""11 t= .. 1J"71I.1L \unl:.1.1 r p 

",)11.1 L ,.u.I1::tUJ~ .65 .00 
t:/1Jft')1I.1L~1::ftl.l~~n11 Tesco Lotus i 

,tl1tJ"11iuA'1 - ';rI",,~~il,;tI 
"')1I.1L"1.I1::ftl.l"1 .68 .00 

"11iuA'1~~tJ1tJ 
",)1I.1L"1.I1::ftl.l~ .72 .00 

KFC i 

"'l1I.1L"1.I1::ftl.l"1 .78 .00 

~ ~ ~ 

~~uu "'1mJfl~~mh,)~~~1)J11tl~tU'A'~1 ~fln111(tJfIIf~u ~1)J11tltJtl)Jfu~)J)J;t31U 
.. ..1..1 It.!" .. ~.!'..1 , .... .¥. ".£." 
"tlYi 3 Yl1~ L'J'l11:"'UfII,)1)JL"')J1:~)J"tl~n1ntJ1tJ"l1nU"1Y1LL"n"1~nU)JfII,)1)Jn)J"UDnu 

,jrlUfll;j,jtln1ntJ1tJ"11~U;'1"tl~~ultnfll~n'hu1U 



- ... ~ - - ... _f .r. ' ~ .!' - 'I, r ~ .. n17"l",mftl.:J "tl"1f'nft'tl.:Jtl1'nftm~,utl.:J"nfJltlmn!J1!JJI"nU'I11Jfn1f" LUrl7.:JU)J 

1'JI'ltlf:t\.:J,(L~tl~n111~"fi'nft,tl.:Jtl1'nfln~nrtl.:J,(nnlij,jtltl.:J'(t1f:ntl1J,j1.:J11un1n!J1!JJI" 
~u;;11u1ifn"'1Jln1f €ulA'uri (1) n1ri'ui"lNl11'nn1rufn1f (2) n1nufil.:JrI'l1)JL\4)J1:")J'tl.:J 

mntJ1!JJI,,~u;;11u1ifn"'1Jln1f Ufl: (3) ifllurI;j,tl.:Jq1Jltnrl~ij,jtl1ifn"'1Jln1n1'!J1!J 7"l)JCl.:J 

..r. ... ..c. ' ., tI ,~~ -., .J'I.!' _I -t1 'I.!''' , 'ItI~ 
fII'l1~n~'nUD1:\4'l1.:JlJI'lU 1L\4fl1U L"!J~ftm7"l"'!J'" LVlt\1~11tl~ ~uUfl:tll1 11!J~fl LVI ".:J Jltl L U 

.. 
~1A'C\I'tl.:Jn11"1Lilu1ifn"'n1fJlft1"~rliJ""uu lum1tl1:ntl1J1i1n",u."1JYJntlf:L11.,, i.:J1i"n", 

~u;;1~t1tnrl1Jltnrl \41tlwju~n11~11.:JJI"~U;;11u1i1n"'1Jln11 (Service branding) LQtl.:J"'1n 

• .J " ... ~ ~.!' 'I," iJ.J· 1 ".~ - 'I.!' ~1n"''''~1~11tl~11.:J111'nfln~tuJl11nU''1 (Brand image) L\4L U.,,"''''''1Ufl:rl1tl.:J "'e.i1J1ulrI LVI 

.. , ..~", ... .J .: J' 'ItI" ~ 
mJtl~\4~1Utl-3UU(lLU~U\4.:JfII'l1~~1L'J"iI"'LYi~~1n'U'n~ L "'lU (Duncan, 2005) Utln"'1nU 

., .... ~ " ... " .~ _ .J., ",J. ..r. .....c. ~ ~., ., ~ 
mntJitl.:J flJtutl1'n'tl.:JnUfII1\41tl1J1m11ltl.:J e.i1J1 U IfII"'~ n~rt'lUrt~YiUD L"IItl~ LU.:Jn1J111Yifln~tu 

'tl.:JJl11~uA1\41tlI11Yiin~nrtl.:Jrlnrll;i nU.:JLiJuL~ijtlUL'i~tl.:Jf1Jtl1:nu"lNl11Yil\ln1J~uA1\41tl .. 
1Jlmnl'u1 1~LiJUtl[h.:J;iIA''lU (Keller, 2003) 

tl1"'mh'l1~~1 ujtltl.:Jrln11"LiJUL~1'tl.:J111Yiin~nrtl.:Jrlnrllu;j.:Juni.:J nUtl~ij~nUI11Yi 
.. .J ~"'ItI., 1''1'" ':J'~ 'I" ~ 

~1mYiU\lYitl"'''':'U1!JlJI11rtUfII1 L U.:JlJIfl1" \4~1 LlM1U~1nU\I'U L"un11 L"IInfl~"'fimnU1u 

Jl11~U;;1 (Brand extension) ;.:JLiJunfl~"'l"'1\1m1lJ1fl1"~1~rurl'l1~ilu~lun1nl1~1 
t11::~nJl1in1J1i1n"'t11::L11.",j1-31 LiJU~1U'lU~1n i.:JdLQtl.:J"'1nnfl~"'lm11lU1UJl11~uA'1tl'u 
~1~11tl"li'lUfl ~ fII'l1~ L~U-3"'1.:J r1hum1L~U l\lLLritl.:J rln1 1'" LiJUtlU1-3;i i-3u.:J~1~11tlli L ~tlU U::U1 

~uA'1\41tl1Jlm11\4)j1 L;r1~lJlfl1t;11~tlu1-3ijtl1::~"'fiI11Yi L~un111;{fII'l1~1~LtI1u1JluL:a.:Jm1 

u,j.:J;u (Competitive advantage) 'tl.:Jtl-3r1n1 "li'lul\l~1J1LnfllLn~m1Utl~ru~uA'1\4ffi1Jlmrll 
.,,,. G":..r 

tJn'tJ1!Jtltln~1 L"tlU1-3t\::"'lnUfl::1'l"L1'l~1nu.:J'U (Rao et aI., 1997) 

::. ~.Of ., .J" ..... iJ .,., 1 ~ .!' 1 "t1 • .. .. .".:JU u"''''U''Jltl.:Jrl1U-3tl.:JL UtlUt'l1JU1n un1111U1UJl11rtU,,1 \4 1::~1JrI'l1~t\1L"" n 

.. .Of ., ~ ., .... 'I, ~"" -~_ 
fIItl u"''''UL1tl.:Jm111Jitl.:JfII'l1~L\4~1~~~ LUmnU1UJl11nUrl1'tl.:Je.i1J1ulrI (Perception of fit) 

, .,::. ~" .. -::.. ~" ... .J .oI 1 .. .J 
1::\4'l1.:J1::t'l1J"IIU"IItl.:JnUrl1\41tl1J1m1IML"~ Ufl::rtUfII1\41tl1J1n11Y1"11U1U L'n11::~tl "nJl1~'" 
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~U1LnrlftJftl~rI'l1aJL"'aJ1::~aJ1:"'~1~fiuA'1i~L~aJ ufl::fiuA'1~'fJ1fJtU1::iu~~ ~ulLnrlriil 
~.. ...., • .1.... ... ~ .l'::' ".l' .J 

UU'l LUaJ~::aJ'YIrlUrI"'YI"'Ufl::Ln"'m1!JtlaJ1Um11JfJ1fJ"11nU~1UU1 LPlaJ1n,u (D. Aaker & 

Keller, 1990; Boush & Loken, 1991) 

tuiJ~,uu n1nfJ1fJ"11fiuA'11u~1n",uln11LA'L~aJrI'l1aJ~1A'CYaJ1n~u"1aJfl1iu L"'fJ 

tU~1n",uln1~u iJ"'(fJft1A'cy1.J1:n1md-3~il"'lu'1I'lfJt\4n1nfJ1fJ"11fiuA'11.J1::~Url'l1aJft1L"" 
.... .. ~ .l' ... .I .. .l' ' ".I.l'." ..... 
L'" Utlm"'Utl~1nrl'l1aJL"'aJ1::~aJ'tl~mnfJ1fJ"11nU~1"'~'YI LPlnfl1'l LlJUn'lnrltlIl1Yffln~CU 

.. .I. ,~ ... ...r.': .oJ ':.1 ~. 
tl-3r1n1 (Corporate image) 'YIU'-3UnN '-31l1Yffln~CUtl~~nN ~::1I'l!JLYfaJlJ1::n'YItiIl1YfUfl:: 

~ .: ~-t..... ~ .l' t • • ".l" ::. .:. ~ L tlm~'YI1-3 rI'l1aJn1 LT"t ",nu n1nfJ1fJ" 11nU~1 U~1n~u1n11 LPltlfJ1-3aJ1n 'YI-3um Utl-3aJ1"'1 n 

fln~(U::'tl-3~1n~uln1~'W~1aJ11Cl4'u~tl-3LA (Intangible) ~-3';1t~~U1Lnfll~tl-3U~'l~"'1iJ~4'fJ 
.; t nJ • ... ::. ~ ... .. .. .I ... .: .I .. 'I. I • 
tlU1 un1 1::LaJU~CUIl1Yf'tl-3~1n~U1mNU1 '~1l1Yffln~(Utl-3r1n1'Yl"'ULtl-3 'YI~::L'1 LlJ'YI1 

"'1l1~.r'lu1.J1~1A'CY'1l'lfJt~~ulLnrlLn"'n1rl'uf,jtlrl'l1aJL~fJ~lum1L;1ftJuln1~'fJ1fJtuA1U 
,j1-31 fl ",lltlfJfl-3 i~tT-3 "-3~'YI fiYffl ,jtlmnJ1::Liju~CUIl1Yf'tl-3n11Uln1~'fJ1 fJtltlnaJ1 t",,j'A 

tlti1-3Ltluztlti1nJaJ1n~-3~uilnA'lfJ (Keller & O. Aaker, 1997) .-3n11ftJf~CUIl1Yfn11Uln11 
'Dtl~~U1Lnrl (Perception of service quality) d riuuLtluilniJ~4'fJ",d-3~~-3~'YIfiYfflt11A'cy,jtln11 
.r"'fiut~~tl ufl::m1L;1fuulm11Jtl-3~ulLnrl (D. Aaker, 1996) L"'fJ"'1n~ulLnrlilm1fuft1-3 
I'JCUIl1V4m1ulm1tu1::~U~-3 n~::'1I'lfJt~~ulLnfllLn"'m1fuft1~fII'l1JJu"n,j1~'Dtl~m1Ulm1 

~U1 tUL;~U'ln ilfll'l1aJtitlUL"''lriun11L1.J~fJUUUfl~'Dtl~11f111fl",lltlfJfl~ (Less price sensitivity) 

... ~ .. .1 .... .J ~"1"1 . 
LLfl::aJUU'l LUJJW~::Ln"'Yf~lJlm1JJm11Jtl'1 L'" LUflU1r1" (Rust & Oliver, 1994) 

flti1-3L1n;\ wj~1~::ijrl'l1JJilfJaJlum1Lfltlnt;nfl~'YIln111JfJ1fJ"11fiuA'11u~1n~ulm1 
.: .J t.'1 .., , ~ ...... .I~.I.., • I. .. 

LV4JJaJ1n'DU UlJrot"!UU UlJlm1I'1n~'l~fJrot1U'lUaJ1n'YI",n~LnfJ'lnUlJ1::L"'U'Dtl~nfl~'YIfin111JfJ1fJ 

""1fiu~1 n,r n t ~ fII'l1 JJt11 ~ cy rium1~ n~il4' fJ L 11V41 ::U~ m11J fJ1fJ "11 fi uA'1 t 'U~1n~ ~'UA'1~4'U 
~fl~L;rJJ1nn~1flti1-3L'I.1'U,;ri", "'1nu,jm'~n~il4'fJL~fJ'lriunfl~'YIlm11JfJ1fJ"'1~'UA'1tu~'lU 

~ , 
'Dfl~1l1f11~'n~ulmruu nfluij41U'luritlU;1~41ri", L"'!JLl1Yf1::flti1~fj-3 n1'~n~0-3~fln1::'YIU 

'Dfl~1l1V4fln~nrfl-3..rn~~~~fl,jfln111JfJ1fJ"11~'U;;1t'U~,nrotulm' ~'ULn"'Ltlu;fl41ri"''YI1~A1U 
~ ........, 11.1... t ttl" .: 
'Dfl~flLLfl::'DflL'YIrotrotN~1"'1U~'YIJJfII'l1JJ~U rot 'U 1::L"'U'U 

m'~n~il4'fJt'Ut'lf~d ~~Ltlum'~n~L~fJ'lriu~'YIfiYffl'Dfl-31l1V4fln~nrfl~rfm,jflm1 
~ 

'DmfJ"11~U'!\1Ulm1 L"'fJt'mn4'!JL;-3~11'lrot (Survey research method) UUUt)"'t'lf~L;\fJ'l 

(Single cross-sectional design) L"'fJt'UUU~tlUCl1JJLtlULrl1tl-3ijfl tun11LnU1'lU1'lJJ;fl~fl ,~ 

~fl'fl-3m1~n~ LAu~ "'-3 t~L 'I.1'UO~ (1) fII'l1JJiJJ~'Ufi1::"'~1~1l1V4fln~nrfl~ rfmriun11fuf 

I'JCUIl1V4m1Uln11, t'I'l1JJL"'JJ1::~aJ'fl-3m11JmfJ"11fiuA'1 ufl::lifll'Ufllii,jfln111JfJ1fJ"11fiuA'1 

'Dfl~~U1Lnfll (2) t'I'l1JJiJJ~'Ufi1::"'~1~m1fufI'JCUIl1Yfn11Uln11riufII'l1JJL\4JJ1::~JJ'Dfl-3m1 
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'ItJ1tJIJIl'lftUA'1 Ufl:li'rlUfII~PitlmntJ1tJIJIl'lftUA'1'1tl-3~1J1tnfll Ufl~ (3) n11LU1tJ1JLYitJ1J 

fII'l1~i~liUl1~"'~1-31~~1JfII'l1~L"'~1~~~'Itl-3mntJ1tJIJI11ftuA'1ufl~11r1UfII~PitlmntJ1tJIJIl'l 

ftUA'1'1tl-3 ~1J1tn '" 

"~ "" 
lumfi4'tJfIIf-3U 'n1J~1 "'1nnq~"''ltl!i1-3'''1U'lUl1-3ftU 403 fIIU "1~11tlUtNdluL'nrl"1tJ 

111"'1U'lU 195 fIIU (ftltJfl~ 48.4) Ufl~L'nrl",cij-3 "'1U'lU 208 fIIU (ftltJfl~ 51.6) t"tJnq~."'lfl!i1-3 
" " ~'lUl"'tUijtl1'-l~"'~1-3 20-25 tI t"tJij"'1U'lUti~au 115 fIIU (;tltJft~ 28.5) Uft~t"tJ~1nij 

m1;1m~nlu1~~1J1.liC\JC\J11J11 (ftltJft~ 58.6) ufliij"mU1l1'nt"" ('tltJfl~ 66.7) ~~d 'n1J~11U 
1Jn"1nq~"''ltl!i1-3 ~'lUl"'tUUfl'l"'~1..I1~ntl1Jtl1;1'nlu1JMLtln'!lU (;tltJfl~ 44.9) t"tJij,~,r1J 

11tJ1A'~'lU';'lLJitlL~tlU~-3n~1 30,000 1JTYI (1fltJfl~ 21 .6) Lijur,hu'lU~1n~ql'l 

lU~'lU'Itl~fII'l1~i~liutf~"'~1~111'nflm~nrtl-3~n1 (Corporate image) ~ijilYlfi'nfl"tl 

tl-3,ru1~ntl1JA'1u"1-311umntJ1tJIJIl'lauA'1~1ii"'1J1n11 t1ull1uri n1rltJZ"lCW11'n'ltl-3m1 

" ~1J1tnfll (Attitude toward brand extension) UU "'1nCJfln11'll'lI'i1'!1tl-3';'lUU1"1~11uu"fl~ 
... I _ I .... 11.1'''' , II. I~ .I 

tl~"'u1~ntl1J "1~11Cl"~uCJflm1'l~tJ L"l'I-31J1tl LUU (IJLLCJU1l1'nYl 5.1 LLfl~ 5.2) 

~1\duCJfl'!ltl-3 m1'l" 1'11111'n fln~nrtl~ fIIn11 U~1ii~1J1m1f1u~" Lrl1U" t~f (Discount 
.. .!"I ., • • • I .I... ... • .I ., 

store) T esco Lotus '11-3 LuU~'l U Y1U'Dtl-3~ffi~1J1m1u1~L11Y1Y1~fl m~tru~n11n1~Y11Y1"1~11Cl~1J 

~tl~lA' (Tangible action) Ufl~~-31~1J1m'n1JYlfYm""ftu",ffit)~'llU""tl1Jrl'tl-3'Dtl-3~L;;1fu1J1m' 

(Possession processing) Ufl~f1Utl1"'11l'h"~~l'I (Fast food restaurant) KFC ~LijU';'lUYlU 
• • ~ I .I... ... • .I ... " II" , 1" 

'Itl-3~1n~1J1m'1u1~L11Y1Y1~fln~ru~m1m~Y11Y1"1~11Cl~1J~tl-3 L" (Tangible action) Ufl~~~ '" 

1J1m1n1J~rI~fl~L;;1f1J1Jln11Liju~1~C\J (People processing) ,ru Yi1J~1 1'11L'1l~tJL"U1'l~A'1U 
111Yifln~nrtl~pfnntl-3 KFC ijl'l1~-3n~11'i1L'1l~tJI11Yifln~nrtl-3f11n1L"U1'l~'Dtl~ Tesco Lotus 

tl!i1-3ijUtJ~1~CYYl1-3"tl~ (fhL'1l~tJ 3.29 Ufl~ 3.22 1J11~fl1~1J) Ll'ItJ KFC ijl'l1L'1l~tJLrltJ'ln1J';'l 
.1" .-. I ~ ......, • .1 ... , ~" 
LLu1YI1~"1U~ru"~1J" "lruu1~LtJ'!IU ""tlYlrlUIiI"Y1~~tl~'1¥'iU"'1 (Common product 

attributes, benefits, or attitudes), fii1L'1l~U~1'WYiUn~TULLfl~m1"f1~~'l1~i~~'Wtf (People 

and relationships) Ufl~1"i1L'1l~uA'1U"''l1~\.bL~tlCltl'Dtl~tl-3pfn1 (Corporate credibility) ~~n~1 
,.1 1 "...... .I". .. 

~1L'1lflU U"1'WL"U'ln'W'Itl-3 Tesco Lotus 'Iru~Y1Y11~ "1U~ru"'1 LLfl~n11'l1-3 LLCJ'Wm1'Dtl~tl~ IiIn1 

~ .....J II ~ • 

(Values and programs) uu Tesco Lotus ~~~1'I1L'1lflUYl1-3"1UU~-3m1 KFC 

~'lUCJflm1'l"'1"i1';'lUU1"1-31 'Itl-3tl-3pfu1~ntl1JYl1-3~1un11fu;,.,run1Yi'ltl-3mrulm1 ... 
" 

(Perception of service quality) UU 'n1J~11U~1ii~f1Utl1"'11l'h"~~'" KFC nq~rA''ltl!i1-3ij 

1~~1JmrltJz~run1Yimruln11~-3n~11u~1ii~f1u~"L~1u"L~f Tesco Lotus tlf.h~ijUU~1~CY 
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-- (' .I • .. ~ , .I 1 ' f. I .l' 'YI1~"Cl" f111L'flfUJ 3.35 LL":: 3.18 "1lJft1l'11.J) Ll'IUfII1L'flftU1'llJ ULL"ft::tl~rru1::ntl1.J'YI1~"1Un11 

ftJfa~~NtI1'Ym1n.jln1ntl~ KFC ~U ,r~~1L'fl~U~1U~~~"1lJ11Cl(1.J~tl~1~ (Tangibles), 

~1L'fl~U~1UfII'l1lJL~tl,rU (Reliability), ~1L'fl~U~'lUn11"tl1.J"Utl~ (Responsiveness), ~'lL'fl;U 
~1UfII'l1lJ,ru1 ... (Assurance), LLft::~1L'fl;U~1UfII'l1lJLtl114t 1ft (Empathy) t\''lULLt\''lLLPi;j 

,.I ".I.l' ....r. .r - .r ; 
f111L'flfttJ,~n'l1f111L'flftU"1Uf]1IT1J,~NtI'l'Yfn1ru1n1ntl~ Tesco Lotus TI~"'U 

- '..r. .. L.' .. _ f:" .Of ., .I .I ~ ., 
Ln.IUIl''',. 5.1 LL"l'I~fII1f11'l1lJ",lJ'YfUD1::Wl'l~1l1'Yfftm~u"tl~flln1LLft::u"''''U'YILntJ'lLUtl,m1.Jn'l1 

'!IU'lU"11iU~'llu~1n~1.Jln'lntl~ Tesco Lotus 

Corporate 

image 

Perception of 

service quality 

Perceived fit 

(High) 
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.39* I 
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.. ..¥. ... L' ... _'I':.r. if'" .I .I .01 ... LUoIUIl1",. 5.2 LLft"~fII1f11,)1).1",).I'nUD1~,)1~1l1'n~nttu~tl~"n1LL~:: 4t4ttJYlLntJ,)LUtl~nUn11 

Corporate 

image 

"IItJ1tJJ111~U~1iu~1n"'tjlmntl-3 KFC 

Perception of 

service quality 

Perceived fit 

(High) 

Perceived fit 

(Low) 

Attitude toward 

brand extension 

(High) 

Attitude toward 

brand extension 

(Low) 

~ ... ' ... ... ... 
... ... 

\ ... 
\ \ , \ , ... , \ 

.37*: '. 
, ' , ' , ' , , 

, I 

" .09 : , I 

" I , I 
....... I 

, , \ ' , , ' 
\,' 

.42* ," , , I " , 
", \ ,I ::..'..... 72* , 
',. I 

, I / 
, , I \, / 
l~ 

I / \ 

/ / I 
/ / 78* I /. . , 

~ ,: / 
l/ 
~ 

.02 

'Dru::~iu~,)U"lltl-3eJ~mrl"'~1m1fufi1-3f11,)1).1L~).I1::ft).l7::~~1-3~1n"'U1m1i-3L~).I LL~:: 
- - .I .01 • I 'I. I" ... if"''' " .. ~7n"'U7mn'l'DtJ1l1 (Perceived fit) "11-3lJ7::ntlU LlJ"'')lImfi'" "''''lIYl1-3'''1U~,)1).1~~1l1~~-3 . 

!II !II .I " " i 'I.l' • • .I 
1'I,)1).1LlJUL~'lLlJUeJ~ . fII,)1).1L~).I1::ft).l. 1'I,)1).1Lnll')'Dtl-3 LL~::1'I,)1).1L"II1 4t Lri 'nU,)1 f111L~~tJ'tl-3 

I ........ ~... ........J ::. .r 
1'1')1).1 L~).I1::ft).l7::~,)1-3~7n"'U7m7IM L"').I LL~::~7n4tU7mn'l"lltJ1l1"11tl-3 T esco Lotus YI-3Y1"11tJ1tJ 

ltJ~~1n4t~ijfll,)1).1L~).I1::ft).l~-3 tiulA'LLrl ~1n4tU1m14''''~-3~u;';1 (Courier delivery service) 



~~n l.,~n~l.,'~Ill.,Il"l.,Ut'Q't'C~~l.,t'CK1t'Cl.,t.WI1.vUt.I1t'1:1n1.¥n~t'C~t'Cl.,t.W~'l.,Ut.rul.,UMl.,llfUW 

!!1.t'l.,U l.,pI1MI1~U 8.:l>l W~~~l.,~l.,Kl.,QnL.t~~d~nl.,~n\~ru, u~K~~'hn.v1,~t'C~~l.,t'CK1 

t'Cl.,t.w~Ynt'~t'C~~l.,t'CK1t'Cl.,t.Wt'CLUl.,U'n~ud~l\m l.,wnU~~Ill.,Il"l.,un' N~ ~ll~t'l.,LduWLUllnt'C ... ,... _ _ )"1-1." c:: 'It -: __ ,. .,... .. 

C-l,!1QHWnKl.,~~nl.,'~t'Ct'C~t'Cl.,~Wl11£.I1~C-Q'l,~n~~~lll,ll"l.,UQ~~wn\J~~Yn l.,~n~~~IlLIl' 

'l.,Ut'Q't'C~~1,t'CK1t'Cl.,t.WI1.vUt.I1t'I:1f\1.¥n~t'C~t'CLt.W~'l.,Ut.rul.,UMl.,llfUW!!1.t'l.,Ul.,pI1M snlol 

o~sa 1.f~1 ~.ttl.,1tf1 ~~nl.,~b~dmt Q~ t.l,~U nt.~t'l,l1t'll~ 1H 14nKl,~~nl.,'~t'Ct'C~t'Cl,~ Wll1£'l'1~ 

t'Q'l,~n~~~Ill.,Il"l,UQ!*l~WnlJ~~~n l,~n~l,'~Ill.,Il"l.,Ut'Q't'C~~l.,t'CK't'Cl,t.WI1.vUt.I1t'I:1f\t 

gnMt'Cut'Cl,t.wt'C,l,U,rul.,uMl.,llfUwlrtUl.,U l.,t.I1M Z ~nl,'~t'Ct'C~I1G~WLUl,UUl.,~~~ru, ~ ..:.f" ...... .. .. , ,.... ,. 

14t t'l.,!1 G~n ~ ~ ~t-l.,~tb ~ l.,l3Il.!\~rq. t-l.,!1Gl.,~ t'C~~ l,t'CK 1 t'Cl.,t.W ~~~~'hn t w lI1t.n~ 

t'G'l.,~n~~~Ill.,Il"l.,UQ~~WnlJ~n.vUt.I1t'I:1f\1]n~t'C~t'Cl.,t.W~ 8.:l>l C-G"Uj't'G.tU~U~Ml.,lJ 

l,p~trtl~ll'l,t'Cl,~Il}~'l.,U~~Ul.,~ l,~t'C~~l.,t'CK't'Cl.,t.W~~~~,gntnt.~ n~l.,~1t'~I1~~'ntt'C~1t'~ 

~~thrwt'C~~l.,t'CK1t'Cl.,t.WI114~'~t'~Ill.,Il,~~~,gnt~l.,M~1 ~~~C-l,~tb~l,l3Il.!\~t'l.,!1GWll1£.l1~ 

N~'l,~n~l,'~lll,llll.tl.,UG~~Wn\J~I1.vUt.f1t'I:1f\1.¥~t'C~t'Cl,t.W~'UJlt'G.tU~U~Ml.,lJ t.~n 8.:l>l 

I1%Kl.,~~n ~~~t'l.,~tb~l,~Il.!\~t'l,!1Gl.,~~~nt'~t'C~~l,t'CK't'Cl,t.W~~~~,gntC-~wlI1£.f1~t'G'l,~n~ 

~~lll,ll"l,UQ~~wn\J~n.vut.f1t'I:1f\1.¥n~t'C~t'Cl.,t.W~~ SnlOl O~sal t'G"UJlC-G.tU~U~Ml,lJ 

TWUl,~UQn ~~~t'l,~tb~l.,l3Il.!\~t'l.,!1G 8.:l>l ~~n SnlOl O~Sal t'~t'G'l,~n~~~Ill.,Il"l,Ut'G' 
~ ~ 

t'C~~l,t'CK't'Cl.,t.w~Yn 'l,U£.f1'l,UMl,llfUW!f1'::l.,Un.vut.f1c-I:'n1}n~t'C~t'Cl,t.W~'Uj'C-G.tU~U~Ml,lJ 

l.,pnM ~ ~nl.,'~t'Ct'C~nG~WLUl.,UUl,~ n~Il}~l.,Unl.,'~t'Ct'C~nG~WLUl.,UC-G'nt.~nt pC-~ 

(99'£ 1l~~'l.,W) nUl.,~1I1~~'l,Wt'CUt'1,~ ,. , .., ,. '.... , 

8.:l>l ~~n snlol o~sal t'~C-Q'C-~t'C~~l.,t'CK't'Cl.,t.Wt'C~~U,gn' 1ll.,1l'~l.,Unu~~G~t'CWln'f1~~ -:; ... ,....10 r-.:r ~ ' ... -~ ..... ,. 

~wnw~nl.,WC-l.,~llliJu.'l.,wnt.U (f1Wl,Yt'Cl.,~ p~ 'z ~liJn BS'ZIlYU.,l.,W) nnl.,~'l.,~t'C~~l.,I1K'I1l.,t.WI1~ 
... ...:r ,.' r' .. • ,. , -:;' r ... ,. 
~u,gl"m l.,wnU~~1l1,1l"l.,Unt~l,M~1 8.:l>l C-G'Ill.,Il'~l,wnU~~G~t'C~~wnw~nl.,WC-l,~IlY~'l,W ... "'I"k.. ~ ,... ~ , ... ,.... ...:r ,.' 

1,t.UC-~IlY~1l.,Wt'C snlol o~sal t'G'Wln'f1~C-G"l.,U'f1~utgn' 1l1,1l'~l,UnU~~G~t'C~~wnlJ~ , ,.' ... -~... .. ...... 10 ,. .:r ~ ' ... ,.... .. 

nl,WC-l,~IlYu.,l,W l.,t.f1M nnwt'Cl,t.w~Yn ~, GMC-MI1l.,t.W '~, wCtC-Wt'Cl.,t.W 'nGJI,nJl,t'Cl.,t.w unw' 
" ,...:... It.. It.. f"" "It 

f\j W~l.,Unat~ LC-l.,"Il}~J:LIlt.'InGU~'rtc-~ (uo!suapca pUBJq pJBMOl apnl!UV) wl11£.n~C-G' 

'l,U'n~Ud'T\1.Bl,BJI,~l.,UnU~~G~I1~~WnW~NiJl,BliJU.11,WW~l,Unn't-JI,Bl.,u.W~nt.un' ... ... ,. .:r ~ , ... ,._ .. ,.'" ..,. .. " r' 10 

nWl.,Yl1l,~ OO'Z ~liJn pp'£ nUl.,~'l,":Ynt-~I1~~l,I1K'I1l.,C.WI1 ,. . ,.. . .. , 
~ ... ~kT\t ~.:l>l C-GJI,BliJu.,l.,Wnc.u ~P'Z :liJn 09'£ nUl.,~'L~~liJnC-~I1~~l.,I1K'l1l,C.WI1~Bl.,B'~~U,k ,. -,. , r' .., r ... ,. ,. -
n' snlol o~sal C-GJI,I1~~l,I1K'l1l,c.wnW~'nl.,WBY~'LWBWl nWl,liJt'Cl.,14 l.,14~liJnC-~I1~~l.,I1K't'CLC.W 'It ,. ~ r' I ,.. r 

~~ ... ~'hnll' (JalUa~ SSaUl!.:l) JGI4'ni'~n'I4~~~'h~liJn (>l.IBd awalU) uh~nc.~~~'k~c-~ ~.:l>l 

t-GJI,B~~'l.,!-, l.,pUC-~Bl.,BJI,~l.,U£.n~~'h~liJn 11~' t-~'l.,Utn~~'kC-l"pK~'I1~~I"I1K'I1I"C.Wt-~f1%'I"U 

L6~ 
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irlUI'I;1,jtln1t'11t11t1"11~uA1'1tl-1~ultnl'l LllYt1::lu~7ii'~'1t11t1;-1ilr.:lI\UI'I'l1)JL~)J1::t\)JnU 
~7ii"'~flnlur.:lI\U\1-1LYh~U ~'lumt'lltJ1t1"11~uA11t1~~7ii",uln1n1il7::lI\uI'I'l1)JL~)J1::t\)J~1 .. .. 
'WYtUI'I'l1)Ji)J,;utf7::w11-1,r'lUutli'-1 3 u,jtllh-1l" lI\-1UU ~-1tl1"'nfl1'l1~~1 il''''tI~1Ur.:lI\U 

I'I'l1)JL~)J1::t\)Jlun1t'11t11t1"11~uA1~~n,j1-1nU Li1uil"'4'tJt~1KC\I~~-1~ftl\\'''11'1'l1)Ji)J,;utf 

~~1-1mrl'uf"ltw11Ytn1ru1n17nUI'I'l1)JL~lJ1::t\)J'Itl-1mt'lltl1t1"71~UA1 Uft::irlUI'I~,jtlm7 

'1tJ1t1"11~UA1'1tl-1~ultnl'lu"nl'i1-1nU"1)J1u~'ltl nfl1'l~tl "11'1'l1lJilJ';Utf7~~1-1mrl'uf 

"ltw11Ytmruln17 ",::ill'l'l1lJilJ';UfiluL;-1U'lnnUI'I'l1)JL~lJ1::t\)J'Itl-1n1t'11t11t1"11~UA1 Uft:: 

irlUI'I;1l'itln1t'11t11t1"11~UA1'1tl-1~Ultnl'l LllYt1::lumntl1t1"11~UA11u~~7ii"'~ilr.:lI\UI'I'l1)J .. 
L~)J1::~)J\1-1LYhUU utJin'111Uil'JCUfl1Ytmru1m1 ",::'Will'l'l1)Ji)J,;ufiluL;-1U'lnnUI'I'l1)J 

L ~)J1::~ )J'Itl-1 m t'II tl1 tI 1J111 ~U,Jj'1 ufl::i rlUI'I;1 l'itl m1'D tl1t1 1J111~U,Jj'1'1tl-1 ~u1tn I'Itlrh-1il 

UtJt~1~ruYl1-1~a;; lUn1t'11t11t11J171~UA11Ulu~7ii",~ill'l'l1)JL~)J1::~lJlu1::lI\U~1 
- 11..1 ..I • '11" ... 

ufl::"'1nmn'l"~tlU~lJ)J"31U'DtlYl 3 Ylnfl1'l L'J'l11::"UI'I'l1)JL~)J1::~lJ'IfNmt'lltJ1t1 

1J111~U,Jj'1~u"nl'i1-1nuill'l'l1)Ji)J,;utfnuirlUfII;1l'itlmntJ1t1"11~U,Jj'1'1tl-1~u1tnl'lUlJlnI'i'Nnu 

t1ULi:lu~)J)J ;; 31UU1::m1~ "li1t1'1tl-1m114' til Ul'lf-1d YtU~1 r.: lI\U I'I'l1)J L~)J 1 ::~)J'Itl-1 m1'D tJ1t1 

1J111~U,Jj'1~u"nl'i1-1nuill'l'l1)Ji)J,;utfnuirlu,,;;~tln1t'11tJ1t1"11~U,Jj'1'1tl-1~u1tnl'lUIJInl'i1-1nU 
, ... ., . ... ....... 

tltJ1-1)JUU~1f11CY'Vl1-1~tllJ1 

~-1~U ~-1~1)J11tl~tu1;;~1 ~flm11r.rulufIIf-1d ~1)J11tlUtl)Jfu"1)J~)J)J;;31U;;tl~ 31;; 

Lyhtl'u ~'lU~flm1'Vl"'~tlU~)J)J;;31U;;tl~ 1 Ufl:: 2 ~U ~1)J11tl~lU1;;~1 Li:lu1UIJl1)J~)J)J;;31U 
LYiU-1U1,UbU 

"'1n~fl~4'tI~1;;U1L~Utl1U;;1-1~U~U ~4'tl1~U1~fli-1nft1'l)J1~LI'I11::\fUfl::tliiUl1t1~fl 
.. 1 ".. .. ~ ..:.r ~ -.1 .... • 'I" ,!II 

L Yttl ~)J I'I'l1)Jfl::Ltltl" Ufl::'D" L"'U)J1 ntl-1'1U L"tlm1fll1lJ11t1 ~fl "-1nfl1'l~1)J11tl UU-1tltln L"LlJU 

3 ~'lU~tl (1) 111Yt~minrtl-1f11m m11uin-1PlruJ11Yt'1ltl-1mru1m1 m11Uin-1f11'l1)Jm)J1::~)J 
• ...... ~... .......J .... ....1... . :t" ..J 

1::~'l1-1~1n"'U1m1IML"')JUfl::~1n"'U1mn'l'ltJ1U Ufl::'Vl"'UfII"'Vl)J"tl"11~UfII1'Vl'1lU1U'1ltl-1 

.. -~ - %. ...,. ..'1.....1 ..I .. ... :t "l - - ... 
~U1 U Ifil (2) fII'l1)J~)JYtUfi1::~'l1-1lJ"''''U'VlLnmLUtl-1nUm1'DtJ1U''11~UfII1 U~1n"'U1m1 tlU 

1;;uri n11fuin-1PlCUfl1Yt'ltl-1n1ru1m1 m1fuin-11'1'l1)JL~)J1::~)J1::~~1-1~1ii",u1m1;-1L~)J 
- _..I ... _..I.. • :t" ..I .. _~ _ %. ... ,. 

ufl::~1n"'U1mn'l'1ltl1t1 Ufl::'VlfllU"IJIYI)JlJltl"11~U"1Y1'1ltl1U'1ltl-1~U1u 11'\ Ufl:: (3) I'I'l1)J~)JYtUfi 

• ...,.,. .'1'" ..1..1 .. ... :t .. 1 - - ~ 
1::~'l1-1111Ytflmirutl-1 I'ImUfl::lJ"''''U'Vl Lntl'l L Utl-1numt'lltJ1U 1J111~UI'I1 U~1n"'U1n11 L"U 

l1Ufl::LtlUI'I lU~'lUl'i1-11 il~-1~tl hid 
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.., ~'..,.... ....,.... . 
1l1"tlnVNfl~"nf n1fnJ!a~,!NIl1"'Ifl~n1'tJ'n1f n1fnJ!a~"'l1JJL"'JJ1t'U"~"''l1~ 

...... ~... ........ .., ........ ~ .... 
fI'n4ltJfn1'''~L''JJLLfttfl'n4ltJ'n1n1'1!J1!J LLftt""U"""JJ"fl"f1"U"1"'I!J1!J'Ifl~ 

itJMfI 

~')",ftJn1ff1ih.J11tJlutlr.:L~U1l')~inl1nrtl~rln7 n')7ftJra~.,rutl')"'tl~n')ruln,)7 n,)7 

ruftl~"'l'))JL"')J')::~)Jr.:"'~,)~~7;;41tJlm7~~L;i)JLLfl::~7;;41tJln')nI'tJ1tJ LLfl::lirlU,,~~;jpjtl"11 
iu~')~'tJ,)tJ'tl~ ~tJltn ",ru ~'))J,)1Cl LLti~\f'lftln,) ffliitl11!JLUU 4 \f'lftltitltJ K~ I'ltl 'ltld 

... .. .. 
D')l'1flnttrutl~tmt 

"'lLLtl7;hU1l,)~flnl1nrtl~rln1 utJLflU"'lLLtlnlLuu\f'l14l~')~ty'tl~n')t~nl11~"'tJlu"f~ 
dLtttl~41')n1"qtl1::~~rI'tl~n')~"'tJ~tl~n1t~nl11~~~"fi~fl'tl~Il,)~flnl1nrtl~rInnl~~~fll'ltl 
tl~rltlt::ntltJ;hUI'l1~1 ~~LrltJ'lLtttl~ritJmntJ1tJ'I11iU~11U~t;;41tJln11 'l~LLri n1trui.,run1~ 
'tl~mttJln1t n1tru~~t::KtJ"'l1)JL"')J')::~)J'tl~mntJ1tJ"11iu~1 LLfl::l1r1U,,~~~tJltn,,;j 

, !:t" ../ ~ 1.J .: 't". ...tI" "a I ..... .. a I '1tl"t1rtUfII1"'tJ1tJ L"'tJ Urt'lULLtnU4I:: L"'''1mttlD t1tJCl~tl~"lJt::ntltJ"'fln "tl tl~fIIlJt::ntltJ 
" ......., ~.. ..... , 'ttl': 
"'1U1l1~flnl1rutl~'m1ntlU L"'U)Jt1Ufl::LtltJ"''''~'1tl L U 

Duncan (2005) 1;n~fII'l1)J"')J1U,tl~Pi1~1 "D1~flnl1nrtl~,rnt" (Corporate image) H 

, .. ~../, ~.!"I'" !:t" ....... .!"1 ~ 
'l1 "')J1U Cl~ rt~"tlfJD1tJUtln'!l~ LlJU'I'l LL "U,tl~ (;It1rtUfII1"'1tltl~"nt tlULlJU~fl LUtl~)J1~1n 

n1::tJ'lUmt~tlt11ntl~tl~rln~'l;('l1~LL~uHLLt\''l L'liU n')ttlJl1ru1 LLfl::n1ttl1::'!I1i)Jliutf'l71 

iUA'1 t"'tJ~::\Jn~~t.hU"1~~tltl~tfnt tfl tri LLfl::mnl1Lt1Utl'lULtl~ (Self-presentations) 'tl~ 
tl~tfnt t'l)J~~n1tLLt1"'~tltln~-3~itJl1,,"r,tl-3tl-3r1m (Corporate vision) ~t11fi1tru'!lU 

,ru::~ Keller (2003) 'l~nfl1'l~-3~1~11l1Yiflnl1nrtl~rlntH~1 LflU"'l1)JL~tl)JttJ-3~-3"')J'" 
~~ultn";jlU"'l1)J"N"'1LrltJ'lriuum"';tltl~rln~~Lflu~~fl"iuA'1,,,1tlLfluert~tJln1t ~-3 .. 
D1Yiflnl1nrtl~rlnti141::;ju"U1"~1~tylumt'l1~nflfl"tfn1tt1fl-3"71iu~1tl~rlntLflUtlti1-3)J1n 

Ltttl~~1nunm1'1fl1(;1~'lul",njL~tl~1 i1~4'm~1~ty~~-3~fl~tlm1""'iul~~tl,tl-3~ultnfllnrltl 

m1ruf1Jtl-3~ultn"\LrltJ'lriuUY1U1"'tl~tl-3tfm,rU1 ~i1lJitli-3f11)J L'liU ~fin1~tl-3tfn"rU11.nu 
... ... 'I" ....... ,.:../..../ " .Yo ... .. 

mtu1"'11~l1'Im11.Jtlfl1n11l1tJ LUtl-3tlm ~Cltl~U LLfl~1.Jflltlflntl)JtlU1 'YI)JfII'l1)JLntJ'l'tl-3rt)JYiUfi 

nutl~tfnt Lflu~u ~-3~-3~ultnfll;jn1trui~tl~t1'lLrltJ'lnutl-3r1ntlu"1~tJ'lmJ1mvhl'" ~ultnfll 
n~::L;;11'I11P1UfII;1~~I'ltltl~rln"rU1 )J1n;ULvh,ru ~Unt::i~L;;"'mtfurn-3~tlLatJ~~tl~rln"rU1 i1 

.: ~ ..../../.!"I i1 ... ../ • 'I ....... ~ - .. ../ ~ .. 'ta!~ !:t" 
LLfl::'!ltl LfftJ~'tl~tl~ "ntuL tl~"41 ::LlJU 4141tJ'YI"1 L '" ~Ut U' I" Lfltln"41::'!Itl"'1tl UJ"IItl '171 rtUfII1'tl~ 

tl-3r1m,rU1 ~~d mtL~tl)JttJ~D1Yiflnl1nrtl~rln1 t11)J11ClLLti-3tltln'l~Lflu 4 ij;11~LLri 1) m1 
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L~fl~t!J~A''l!J''lN~~~ "lNtl1~t!J'!IU ~1tlirlU";l~ijPiflPl"'~UA'1 (Common product 

attributes. benefits. or attitudes). 2) Viun~1U'!Ifl~fl~,rn1LLfl~m1~11~"'l1~i~,;ul (People 

and relationships). 3) "lNri1LLfl~m1'l1~LL~Umnfl~fl~,rn1 (values and programs). LLfl: 4) 

"'l1~U1L~fltlfl'fl~fl~,rn1 (Corporate credibility) 

~~4t1n~fln1~(tJtu"~dVitJtl11l1~in~n!fl~,rnnfl~l1ufl1~1n'h~.r~,, KFC ~Lilu 
Pl'lLLYlu'fl~~1n4ttJ1n1ri1~~1~tJ1m1ritJ~""fl~Lf1futJ1n11Lilut11,rcy (People processing) 

~U ijri1Lll;tJt"tJ1'l~'fl~1l1Viin~n!fl~,rn1~~ntl1ri1Lll;tJ'fl~;"U~~L"1u~tPlf Tesco Lotus 

~~ LiluPl'l LL YlU'fl~~1n"'tJ 1n1ri1~~ 1 ~tJ1n11ritJYlfYitmu~1tl1'" CJ 1 U"'fltJ "1fl~'fl~ ~ L f1ru 
... • ...... .,3 ......... ::.~ -I .... -IJ! 

tJ1m1 (Possession processing) fltJ1,nJutJ¥11"CYYl1~~Cl" YI~U m1Y11:"'tJ"1LllfltJVl1U 
... "'£' ... • •• -I ::':01-1 

1l1Vifln~tufl~r1nnfl~ KFC ~"1~~m1"1LllfltJ'Dfl~ Tesco Lotus UU fl1"'LlJULVi,.,~m1Yl KFC 

ijm1Yj~~tJtl1:~1tulun11tlJ~tu1 LLfl~mntJ1tJ~1'11~~Ltlu"'1U'lUL~U~~1r11fl ~~LllVi1:1u 
tI Vi .rI. 2551 KFC nijLL~un111;~tJfl~YJU~~t1~ 1.100 fl1UtJ1Y1 t"'tJ 60% Lilu~tJtl1:~1NL~fl 

mntJ1tJ~1'11~~LLfl:t1futlt~;"uL~~L~fll~ij"'l1~iu~~tJ t""'LI'iU LLfl:u1~~~"1"'~1n~~ju 
LLfl:~n 40% Ltlu~tJn11"fl1"LLfl:m1~fl~11m1"fl1'" L~tlLL~"'~t1~"'l1~Lilu~U1;hum1Ltlu 
11Ufl1~11Yh~,r~"t11:LIlYllri~LilUt1U~tJ~~~lutl1:LYlfI!lYltJ ("U~ t11:n1r1 2008 tlLL\4~m1 

t1D~." 2551) ,tu:~Yl1~~1U11U~~L"1u~tPlfTesco Lotus ~U LUltl1",:Li:lu~1n"'tJ1m1 
11U~~L"1u~t"fYlLi:lu~U1t1ul'itJ~~~lu"fl1"~1n"'tJ1mnJ1:LIlYlL~tJ'lriu t"tJijft'lULLU~Yl1~ 
m1Plfl1"t"'tJ1'l~lutl Vi.fI!. 2549 t1~ 39% nPl1~ ("~ri"Ln~~n'D11Jl ,.,tJl~cU1:Yin." 2549) LLPi 

mrll~1n"'11U~~L,.nU~LlJlfL"tJCJnn1:LL~LJitli1i1Utlth~tuLLN~1n~t11:ntltJn1111tJtJtltJ~ 
VitJ1tJ1~1tl~ L1tJuPitlll1 "f3t1~mntJ1tJt11U1"''Dtl~11U~~ L"1U~ t""U11Jl 1 ~cUtltJ1~ T esco 

Lotus 1 U1.h: L YI fl!l YI tJtl1 ~ 1 ~11Clft~ ~ fl m:YltJ LJitl~ 1n"''Dtl~ 11 UP11t1fl n'D U 11Jl Lfl n 1 U1~ ~tJntl~ riu 
~um:i~1l1"f3~tl~fltln~1Pl1m11um11'1'ltJfIl~mntJ1tJ~1'D1~ffin11fl~YJul~~'Dtl~mi~YJu 
;;1t1flnf1~'!I1;l~t1~ntltJ~1n",;"u~~L"1U~LPlflutI Vi .fI!. 2549 ~U ("2549 eJU11!J 'LYI~tri 
LflPl~·." 2549) ntl1"'LiluiJ"'4'tJt11,rcy~ft~~fll\l~tJ1tn"i'lltl~1~ftJf!i1'l~11l'i~nfi1'l Ln"n11 

rufl UYl1~fl tJ L~ tJ'l ritJ~1n"'11U~~ Lpnu~ LlJl f ",uLtlu~fll \l1: l'ltJ m 1ftJit1~1l1Vii n~n!tl~,r n1 

11U;)~LI'I1u~L"f Tesco Lotus ih:l'ltJI'i1Lll;mjtltJnt)1~1n"'11Utl1~11Yh~l'I~1Jl KFC 1~ 
vr~d ~1nu1~fln11fj4'tJ1uft'lU~Ltlufl~,rtl1:ntltJtitltJ'D~~1l1Viin~n!tl~,rn1lJ1fliitl,.,tJ 

:oI..J J! ' ...... , -I" ,./ .. ,. -I :01 ...... 
LlJU¥1'lU1 LL¥1'l ",:VitJ'l1 KFC ~~"tJ"1LllfltJ"1U"'l1~U1L'!ItlCltl'Dfl~tH"n1~~Ylt!"LlJUflU"tJ 

./ -I ...... , -1'1" ,./ .. ''1 .... -1./ ./ 
~U~ 'DN:YI Tesco Lotus ~1:"tJ"1LllfltJ LU"1UI'I'l1~U1L'!IflCltltlfJ LUfl1"tJYI 2 '!I~tl1"'LUtl~~1 

" ./ " ... ~_ -I ... ,::' ,. -I :01 
"'1n"'l1~"UL"tJLLfl:"'l1~'!IU'!ItltJ'fl~~tJ1uII'IYl~PltlYl~tl~"n1 KFC LLfl: Tesco Lotus YlLlJU 

" tl~,rm~u1"fl1"lu~1n~11Utl1~1m1~l'I~" LLfl:11U~~LI'I1u~L"f i~u~ijn1nttJ1tJ~1'D1 
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f111tl1Jfllq"'~'ltl1:L'n" Uft:iln11'1l't'ln~n1ffi~-3L~'hIn11P1ft1t'1 Plfttlt'l"'Un11'l1-3nft~'ntfm1~tl~11 
.J .1' ~ '.Sf • "1.1 ~ - ...1 ~ ~.Of'" 

m1P1"1t'1'nL'D1tl-3nq"'LlJ1"''''1!Jtl!J1-3''' 1:rt'YIfiIl1\1tl!J1-3P1tlLUtl-3~"'1L~",tl Lt'I!JlJ""UU KFC 

f111tl-3~'lUuti-3n11P1ft1 t'I Cl-3 52% LUUtlUiu,..i1-31u~1n~tl1"'1ruln11,j'lu~-3"'''' t'I 1 UtI,:L 'YI "l'n!J 

~il~"ri1P1ft1t'11'l",n~1 13.000 «1UU1'Y1 uti-3tltlnLUU Plft1t'1~uA'1t11:LIl'YIlriil~ftri1 6.200 

«1U1J1'Y1 tt'l!Jil KFC LUU~1l1P1ft1t'1A''l!J~'lUuti-3 72% LLft:ilft1'J11f111tlUfllq"'~'ltl1:L'n"n~1 319 

•• '~'I. • .. ~ •. -.c.. .J • .!II ...J.. .J 
~1'J11 ("LfllLtln'D L,..",LUUU-ILt'l7U," 2551) 'JItu:'n Tesco Lotus Ltl-3nLlJUtl-3f11n1'n",fII'l1",L'JI!J'l'JI1qJ 

1um11Pi1Lilu~1n"'flu~~LfII1uftt"fii'lA'ftJm1!Jtl",ftJ1u1:iu~1n" tt'I!Jnt'l"'flnn111Pi1Lilu~1n'" 
~'l!Jmni-3 fII'l1",~u1", ltl~CJnA'1Luu"'fln L~tl~fl-3 fII'l1"'\1tl1~~-3~ t'luriCJn A'1 1'l",Cl-3u-3ilmN1 

L fl1 L'YI flit U t" ii~,r!J 1 ,..~~iltl1:~'nfiIl1\1 ~-31:1J1J 31U;;tl~ft uft:n11n1:"'1!J~uA'11 um1'll' t'I~-3 lu . .. 
U-3~1'D1Pi1-31 l~tl!i1-31'lt'lLn"'11f ("Tesco Lotus the Express Way," 2548) ",um:';-3';-3 2 

.. .!II" .J .. .I ~ ".1'''' "".l' 'I'" ~ • 
tl-3f11n1n"1!J",1LlJUtl-3f11n1Yl"''JItlLrt!J-3 u,,: L"run11!Jtl",rutl!J1-3n' n-3'JI '1 1-3 LU1:t'l1J~1nft "'-3'YI1 

1 '" ~1Jltn fII Ln t'I fII'l1"',rU 1",1 un111Pi1 L ilU-31U'JItl-3tl-3,.r n1 lA1 u1:iu~-3 
'I .J..J.1' -., ~ .~ ~... _.J .. , ~.!'::. 
LU'Dtu:'YIfII1Lll"!J'n1-3"1UfllJtu~"'1JPI fllJtuu,: L!J'JIU ,..1tl'YI"UfllfI'n",PltlPll1rtUI'I1UU 

... .J'I.1''''' .!"I ...... .I .!"I' .J .... .J 
Teseo Lotus "':",fII1Lll"!J LU"1Ut'I-3n"1'l~-3LlJUtlUt'l1J"'U-3 U":LlJUfII1Lllft!J"1t'11J'n 2 'Dtl-3 KFC 

~-3tt fl1"'Li1tl-3"'1'"11nn1~ Teseo Lotus ,rnl~ftJm'!Jtl",ftJ"'1n~1Jltnfll~1 LUUf1U~~LfII1U 
~ ...J .. .I ~ 'I. .!' ~ .!' .J.... ... 'I 

~ L"1'n"''JIfl Lrt!J-3 LU,,1U'Dfl-3n11'D1t1rtUI'I1'Y1'" flJtuIl1\1 ", fII,)1"''''''1 n,.."1t1 u":,,,m'1' t'lLt'lU L U 

~fl~'Dfl~m141"'\htl~uA'11Ul1f111!ifl"'L!J1"'1nm14't'ln"'nn"'~~L~1",m1'D1t1~PiflLi1fl~"'ULUU~ 
rrnu":t1fl"'f1J'Dfl~~1Jltnfll fl!i1-3'1!Jm'~~L~1",m1'D1t1 "Roll Back" ;~Luum'L~Ufl'D1t1 
~U"111 f111~ LfII1=tYJ niu (;I1lf ~~1Jn;'YI HI' "'1 L ilUmnl1fl th~ Pifl L i1fl~ i~ utJi L~flUfJ"'1l1~ul2546 
'"IUCl~iJ'"I"'UU Ufln'"l1ntt Teseo Lotus u~ilm141"'U1t1~U"1~LUU"'1~U"1'Dfl~11U"1 • 
(House Brand) 1l1t11~fl L.,,~tri' t,,~~ u":~2J"h ;~ClflLUutln,..i1-3f11,)12J\1t11t112J1um' 
• ,.J • ,- ~.. -~ _". n .I ".!"I 
Lu"t1UUu"~\1~Plmffim"fl'Dt1-3~1J'ulfll t'I')t1mN1Lfl1n"~'YIfi UL'fl-3'Dfl~11f111L'D12J1LlJU 

'YI1~Lflfln1"'~1"'~ultnflll~4'1Jr,htl~U"1~ill1f111~nn~1~u,t\1'J1ilt'lL~t1')nu~LuU"11~uA'1un;\ 
uPiilfIJtuIl1\1~Lyj1LVltl2Jnu ("L.,,~tri' t"~~"t'l11f111tlnfllf~," 2548) ~-3~11"'~')uu,lU~1utt'Dfl~ 

..,.J ".J ....,,,.1 , , .J 'I .Of ... " 
Teseo Lotus 2JfII1Lll"t1~~n,)1f111Lll"t1'Dfl~"')Uu't'l1UflU1 u":~~m1f111Lll"t1 LUu'"l'"ltlt'l1U 

L~mnU'Dfl~ KFC 

~')uiJ'"I4't1~~1,rty1uih,r1Jtlt'l"'1 ;lfl iJ'"I4't1"'1~;;1U\1Un~1uu":m'~11~fII,)12Ji2J~ul 
~ .!"I ... .,.J.. ..., .J .!II.....J ::. _... ::. ~ ~ .J 
'D~LuUPI'lUu1'n2J1:"'1JfII1Lll"t12J1LuU"1t'11J'n 3 'Dfl~'YI-3 2 ~'n"'1J'n1' 'YI~U fl1",LUfl-3",1nm1'n 

TeseD Lotus u,,: KFC Pi1~rhuu~'n'"l1Jlm~ilflm~ttu:'Dfl~m'~~2J~~1u':w11~mrulm' 
u":~uA'1,..1fl~fl,,.ntu",,1un1:1J')um,1\lulm' ~~il~,)u~11\l~ultnflliln1ru1:Ujuu,,:fuf 

Ci~U1::~'YIfiIl1\1n1ni1-31U'Dfl~\1Un~1U u"::n1'~11~fII'l12Ji2J~ulfll,)1J~ltln1Jm'f1JfCi-3 
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~NIl1"'tl~~U~1Llft::eJiJl.ncu,r t1ULUU-''lU1.J:::ntlu~1,rC\llun11l~uln111tJ~'ltJ (Lovelock 

~ 1 - '1.~ - ::. ... .....!"I i1 ... ..J ¥. aJ...J 1 " & Wright. 2002) Utlnllil1nU Ull,n"ln1' LlIIU1n1NU "un~1UtJ~tltlLlJU lIiI ... tJ"'1"C\I'VI ..... "lI'ltJ \4 

~ultnfllLiil'ln11L~tl)JitJ~1::w11~n11l~uln1ntl~"un~1ultJu~n11ftJfcl~1l1"flnt7nrtl~rrn11~ .. 
LUUtl!h~~ (Gronroos. 2000) ~~UU KFC Llfl:: Tesco Lotus ~~iln1mIilJU1~CUIl1"n11 

l~tJln1ntl~"un~1utl!h~~~1~)Jtl il'ltJ KFC ilLlU'l'VI1~lun1mIilJU11..Jfllft1n1l~il~~1" il 
• .. • 'I aJ... ... , :., aJ ~ aJ ... aJ l" . .1' ~ - aJ 

fII'l1)J1'l)J)Jtl1'l)J L"''VII'I Llfl::)JfII'l1)J~~)JU'VI"'::)JtlU"'~'VII'I'VIt!1'I \4LlntJn"1 LI'I!JL1l"1::n11t.J1n11'V1 

~i1~fII'l1)JtJ1::~ul"'L\4iltlfll'l1)JfII11'1\4)J1tJ ~~Luu1i'll"l\4flnlun1nh~1U "1tl)J~~u~l~n1\4ul'I 
~!"I ~ aJ... " .... .1- - ,~ .. 

)J1 Jl131UULlJUU LtJU1 tJ'VI"Un~1u'VJ n fIIUfII'l1J1tl~tJ I'Itltl Llft::lJ{)tJ JI Jl1)JtltJ1~~)J1 L~)Jtl L Utl~"'1 n 

tl~rrn1~tl~n11~fl~Llfl::';IiIJU11..JfIIfl1n~~LtlufIIUtul\4lJl~il"JCUIl1"~~lU~1UfII'l1)J~1)J11tl 
... - " ... _aJ ... l · 'I " - .1'!"I..... l" 'VInt7:: Jlfltll'l"'Un11L~1)J~11~'VIfIIUfllJI'VI1'I Un1m1~1ULlfl::n11 L\4U1n11fjn"1LlJU\4fln L"tl \4 

• - ... J - aJ... • '.1' .. 1'_ ~1)J1roU1 eJfl JlIlCU'Tl Llfl ::n11t.J1n11'V1)J~ NIl1")J1U1 L~Utl LlntJ n"1 Jlfltll'l"'UL "tl~T l~fII'l1)J 
, .. 

L~tJiJll\lLlritl~rrmtl!h~~UfII~ ("U)J L1~L'VItl1tl~JlI." 2551) Utln ... 1nUU)J' tJ1::L'VIfII1'VItJ um~ 

tJ1::ntlU1l1ii ... i1Utl1\411Yh~,r~1'I KFC nu~l~fuLfltlnIlil1nu;1ifl n'l~I'1,r Lltl~i"JI;Ltl'VIl 41nl'l 

.. !"I - ... aJ. r.! ... ,. ... ~ ,... ... ~ f all -~ 
"JI~LlJUtJ1t7'VI'VIlJ1mfin1111i1I'1n11tl~fllnn::l'ltJ Lfln 1'l)JnU~tl1UU fII"U'VI ., n1fl~n1u~ 

)J\41~'VI!J1itJ Llfl::\4U~~tli;)Jvru1~ntln i,,~,r 1 ~LtlUU1tJ~1~tJtll'l L~tJ)Jt1uiu 1 Ll\4~tJ1::L'VI fIIl'V1tJ 

!"I .. 'I. " aJ , ~. I • ~ " ... ,. aJ" .. 
Llfl::L1JU\4U~ LUU1tJIIiI1~tJtl"'LtJtJ)JLl\4~LtlL"DtJlJ1::11i111J fII.fII. 2005 "''ltJ'l~Ufi11)Jtl~fllnmLUULffi~ 

.. 
Llfl::l\lu;n11tJn,JI1HILtlUtl!h~~L;UL~!I'lnU ~~U~iin11n1\4U",uLtJU1tJlun11l~Ynrn~1U 

1'l)JnULltJ~i1ufII'l1)JfLlfl::t11::~Un11CU1Un1ruO~1::W11~nUL~tlL~)J~ntJIl1Yin11Yh~1Ul~~ 
.:.r , , .. " ... . I_ -
tJ~'UtltJ1~ "'tlLUtl~"''ltJ ("lIiIntJ1Ul1CULlfl::fi11)J LUtJ)Ju!lU 1'1 , .. 2550) 

, If· ~. I - " if ... aJ 1f.1' aJ 1 'I." - .... 
tltJ1~ L1n1'11)J Ll'ltJunI'1Llfl'l IIiIlIiItJ'VIfII'lUfIl)J LVltJ1n)J1n'VIt!'" um::U'lUn11 L\4U1n11nflltl 

ifllil4'tJluL1tl~lItl~Yiun~1u~~mii"';Jtl~I'I"fl1"'lUn111~u;n11tl~tJtltJfilf~ ~~ Tesco Lotus Llfl:: 

'.!"I - - aJ.!"I" ....... aJ. "aJ1,,- ".!"I. 
KFC 1'11~nLuu1l'nIlilU'n1''V111i11LuUj;Jtl~)J1IiI1U'lUYiUm1U'VI'VI1\4U1Vl \4U1n11fjnfll1LuUIIiI1U'lU 

)J1n L"'tlIIiI1n;Jtl~flluL;itlufiU'l1f11)J YiJI\. 2549 YiU~1 Tesco Lotus ii"'1U'lUYiUn~1U1'l)J 

tI '!"I ... aJtI- - aJ. ... aJ 
1::)J1CU 27,000 fIIU LlU~Luu"un~1UVl !lUI'1~1U'VI~111111i11U'lU 23,500 filU YiUn~1UVl 

t10~~1U~'3utfn1::11i11tJi4U~1r.t1U'lU 2,000 fIIU Llfl::t10tJ~~1u~~1un~1ul\4qJ 1,500 filU 

( ... aJ ........ , :"t1"" 
"'VI)J~1U'tl~L11," 2549) 'CU::'VI KFC n)J"'1U'lU"Un~1Un'l1 1 0,000 filU'VI'l 1::L'VIfli "JI~Jltl~ 

1\ltJ;n1ffi1\411Llrif3n,JI1n~1 60 i\'1UfIIUlJitlU ("U)J' t1,::LVlfll'1.Vltl '1.~fULfltln," 2548) ~~tl1I1i1Yi1 
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1\4m1"''ltJ~~~LL''~NIl1'Wn111~tJ1mnf)'1'Ynrn'l1uLilultl~'lU''''l1~U1nfl1tJ1n LL"::UJ 

• ~ ~ JII 'I. I - ~ • .. ., '1.1 
"'1fltJ"'q~ L 'YI1'Y1 "''l1 "'I LlJU UJ "1~LL U'l '" "'L1fl'l "''l1~LL''n "1'1"'fl1m"fl1U"'1fl"m~tN::"''l1~ u.I 

~ - ( ~ .. ., -.,~ 
"''1'Y1'!1f)'1n11tJ1n11 Heterogeneity / Variability) 'YInft1'l'l1 "m~tN::'!If)'1n11tJ1m1~nJ.l 

'I 'I.\' - .l' ~'I.I ~ .... I ., ~ 
~1"'l1U Lun11 L'MtJ1n1"nrl1'Y1 u.I~~1L~~f) LLfl::~"''l1~LLlJ1~Utl'l (Payne, 1993) LUfl'I4t1n 

n111~tJ1n1""::Liluf)th'l~1 4t::~Uf)~ntJfL~tJ1n11 ~11""LilufL~tJ1n1'1~tJ1n1,ujf) 'lIILLfl::il 

II ~.l' .l' • JII ., .1..1 ~ ~. 'I." - ... ., II.! ~ • 
L"'U "'1tt'lULLn'lLL" LlJU"'l LLlJ1ft1r1'Y'YI'YI1 L,..mru1m1~fm1:tN::'!If)'1"''l1~ u.I"''1'Y1LLUUtlU 

(Kotler, 2003) LLft::li11\4n11tJ1n11",i'l,..d'ltl1"'LL"n,j1'11t1"'1nn111~tJ1n111u",i'ld'",ltl 

Ldtl'l"'1nm1tJ1m1ft'lul"'cU\ln~fl"~ut,,,uLLN'I1U"'U LL"::tl1::nf)tJ~'lU"'fl1n"'''1UU'''(U~Lf1 
~1ilri'lui'l~lun111\4tJ1n11 ''1Ur.tr.iU''1'11 ~!.I1nLLrlm1"''ltJ~~L'''fhd titl~ri'l~,,1\4Ln"'''''l1~ 
UJ",'1~ ,..1tl'!l1"'''''l1~~~1L~~tllU~N1l1'W'!Itl'lm11\4u1m11~ (Hoffman & Bateson. 2006) ~'1 
Luu~"1\4~tJ1tn,,,iln11rufLL":: t11::Lilu~"'!Itl'l111'Win1:tnrf)'1,fn11u~1u'Wun'l1uLLfl::m1~fl'l 

..r. ".L JII • ., ~ 
fII'l1~ft~'WUDLlJUft1"'tJ'YI 3 

."1 ., .l' ., ~... ., • ~., ~ ...."1.,.l' • 
LLfl::lJ ...... U"'1Ui1"''YI1U'YI~1::'''tJ'''1LllftUUtlU'YIi1'''n'''tl lJ ...... U"'1U~N"'1LLfl::n11'l1'1LL~U 

'!Itl'ltl'l,fn1 ''1L~U'l,;unum14'",n ... nl1~~Lilutl1::tu'nr,jtli'l'''~lu~1u,j1'11 L;U n1";IiIJU1 

fIlN1l1'Wil"'!Itl'l",ulu,~"u ,..1tln11;n1:t1LLft::';IiIJU1a'lLL'l",fltl~ ''1wl~1~'1 KFC LLft:: Tesco 

... 'I . .,....J..,¥"., - ~ JII • I ~ ...,¥ 
Lotus "'I::~m1'l1'1 LL~U LUl'I1UmTD'l U L,..fttlft'l fII~ l'I'lum~"'n ... n11~'YI LlJUlJ1:: LU"DU"tlft'l "'~ 

.J • ,.. - ~ ., ::. ~ • .I~ .. ,¥ ~.: 
LLft::ft'lU1'l~~1n~1UtlU1'1"tlLUtl'l tl1'Y1 m1'Yl KFC "'1"''''1 "LfIINn11LfIILtln'DL'Wtlft'l"'~" 'YIL1~ 

" . 
~1LilUn11~1i'lLL,jtl 'W.,t 2542 tl'luilfll'l1~~'1lTulum11\4f11'l1~'II')m,..~tl~1u,j1'11 L'IIU ~1U 

m1~n1:t1 ~1Utl1"'11LLfl::tn"DU1n11 LLfl::mru1"l1"'~U;'lm,..~tl~1Utl'l,(mm1flrlfl"1'111'l~ 
" lt1~,m111\4"''l1~'II'lm,..~tli'lfll~lU111'l:~nLllU L'IIU nULLfl'l U1yj'l~ ,..1tl~t.ru"nu ("LfIILtl"'-

.. ,¥ ~ ....., ::. ~ --~., ~ II 'I." 
L'Wtlft'lfll~," 2551) '!IN::'YI Tesco Lotus n~n1~"'IJN "L"'Nm1lJftUfiL'YIt'hnL'WtlL'YIU" LULl'ItlU 

fl~111,;ul 'W. rI. 2546 L ~tlli1"'U1~ LUU;tl'l'YI1'1'!1tl'ltl'l ,fn11um1~fl'lt1nfll"i'l~ Lilutl1:: tu,,\! 

l\4LLrli'lfll~ lum11\4f11'l1~i'l~ijtl ;'lm"'~tl ';IiIJU1 LLft::l\4n11~n1:t1LLrl~~"D1"'LL"'''U ,..1tln11 

" 
1 ~fII'l1~;,)U L,..~tl LLrltl'l ,(mt11fi11Nfl rift ""'11 LLft::m1rltl,}'1 t"'N n1ru1::,..u "''Wfl'l'l1U 

~ ~ .. ~"".I .... .,.~ ".. ., 
• LfIINm1tl1 f1111ft L '!IU'l" 'YI~,)"CJlJ1:t1'1 fII L 'Wtltl111nrm'l LL ,)l'Ifltl~n ""~ ("n11t1utJt111U'~"DU Ll1 

l\4nflu~u~,~'lIU," 2551) tlti1'111ri;i m1'l1'1LL~ULLfl:4''''n'''lm1~L~tli'lfll~'!Itl-3~'1 2 tl'lPlm 

L ,..fhd U-3 fII'Il~;un11~tlt111LLft:tl1:'lI1i~,;utftltl n lu~ i'l fII~111UUtl n 1 um~1 N~UtlUn~1m1 
.. 'I. ~ -.. .. ~... • .1 ' ., • 
"tl"11 LUL"D'I'W1N"DU"'1tln11"ft1"''YI~'''1U,)U'IUIJ1:~1N~'1m1ffiUfl:: 40 '!Itl'l"'1U'lU 

'1tJU1:~1N~'1"'~l'I,jtltl ("U~ U1::n1r1 2008 tlLL1-i'lmru51i1," 2551) ~'1U'ILUua'l~tl~lnft'}'l 
" -~_ ~II.!II "".J ~ ., ., - .. ,¥. ::. ..., ~II'" ... 
~tJ1L1lf11'Y1 u.I Ll'I~ft'lULnU,)'!Itl'lnun ... n1~L'Wtlft'l'UJ""-31 '!Itl'l'YI-3 2 tl-3",n1"''1'Y1 L"'nft1,)~1 "'I'I'YI1 
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1\lqlJltn~~'lut~CJJ'II1"'n1ffufLiifJ'lrilJi1'(fJ~1U~tu'huc.::mf'l1-11uuun1ntNfl-ll,rnf nd-ll 

• 'I.~ , .oJ -.r...1"1 i1 ....1' ~~, ".oJ ..I. I'!!! ... i1 ....1' ..I 
fl1 ~1II~1L'Dc.fJn1IT1J, ~U "fJ"1Uw.I~1UflfJfI~'" UJflLlJffJlJnlJ "fJ,,1UflU, 

~-IId wj~1tl1'Wftn~n!tN,rnnfl-llPlf1~uF.1~-II 2 Plf1aUF.1tun1~(fJ~f-lld '~uri Tesco 

Lotus uc.:: KFC ,::il~'l1)JUIln,j1-11riuflti1-11ilUfJd1.rCUfl1-11fta;t U,j~UlJ~1ri1LllafJfl1-11~1U 

tl1'Wcrn~tN,rnnfl-ll~-II 2 Plf1iuF.1,j1-11nilf::ilJri1LllafJ~1Utl1'Wcrn~n!tN,rnffl!JlUf::/lJ~ 
::. ,..I 'I. ~~ .. 1t.1' ' !2.1' ,~ !2.1' .oJ 

~-IIfI-II~ ,-II ~UnftuU fl1'flfilJ1fJ ~'l1 "f1rtUrl1'11tN Tesco Lotus uc.:: KFC "1-11LlJU"f1rtUrl1f1 

qlJl'Cnfllilfll'l1)J~uL~fJLuuflti1-11;i Ldfl-ll'1nLUUPlf1iuF.1~ilflr.l1utl7::Lflrt'flfJ)J1LUUf::fJ:: 
L'lfl1U1U t"'fJ KFC '~LiJ"'';1n17f11f-llU7ntutlf::Lflrt'flfJuJfln 'W.rt. 2527 Uc.::iln174'",n,nmJ 

.. ..I , , .. ~ ~ !2.1' .oJ" .. ~ _ ~ 
LYiflm~fl"17f11-11n171J1fl1"'flfJ1~PlflLUfl~ lllIum::fI~nfl1fJLuUIJ1f1flUrl1f1~lJ7ul~"nUfl:: 

~ULfIIfJflti1-11n~1-11'11'l1-11 ~-IIt1~"1)J1fClfllffl~~'lUUU~fl1~n11P1fl1""~LilUtlu/lJ~d~tu~1nllll 
fl1~1ruln17l'i'lu~-II~)J'" lutlf::Lflrt'flfJ~ilJJc. ri1n~1 14,500 ft1UlJ1f1 (" tl1'Wftn~tu1~~ 'KFC' 

,::lKtNLiluiuF.1~'IItl1Yi," 2551) 'lltu::~fJ'lnu Tesco Lotus ~'~LiJ",,j1Lilun17)J1i~Ulin ytrl. 

2541 ufl::il"1'111~'ltl7::Lflrtf'l)J 380 U~-II ilfJfl"''111fJfl~n~1 1 00,000 ft1UlJ1f1Pifln nUlJLUU 

11U~"LfII1u"tPlfilLuuqu11uPlfl1"'~fn ... F.1t1fln'llu1l'1t~qjtutl7::LflrtLlIuL;ifJ'lnu ('LfI"tri 

tfl"ft' (lllIlJ) LiJl'I~flfirt1"IJ1f," 2550) tU'IItu::L;ifJ'lnu~-II 2 fl~,rn1t1~iln17trn'n77)J~fl"11 
.oJ ..I" k .. ~ .oJ... !2.1' .oJ" -~_ ~ 

fl1~ m1P1fl1 l'IfI~fl1 n~fl1fJ L 'Wflftl1-11 fII'l1)J,..~ ULfIIfJ Ufl::m1L "IIfl)J ~fJ-II LnfJ'l nlJ PI 11 rtUri 1f1 ~lJ7 U I fII)J 

" .., • 4 __ ....-..... ... " " ... ~ _ .I. • 
~U1::lJlJfII'l1)JflNr.t1 flU"'::U1)J1"11~m1Lnl'ltl1'Wflmitufl~fllm ~UIllIIJ1 ~1llI'IIfl-ll~lJ1 U IfllflU'II~UnN 

Ufl::;"'L ... U (Keller, 2003) LlIU mru1::"111i)J~ufi, m14'l'Il1fJm1~-IIL"'hm11'111fJ, mm)JLUU 

" ..... ,.. !'I""t1 r,.1 
~"UlJ"~Unllllnn)JIJ11-11' ufl::m1ftfl"17m1P1fl1l'1 tu ,l'I'II1fJ LuUIJ1U "II~ 1::ftlJn11tulJ11~' fI 

~lJ1'CnfllLnl'ln17ruf/-llnfl1'ldllll::"1)J11Cl~PlJU1't1~fII'l1)J~ULfIIfJ Ufl::'tirtU~;1~;iPifllJ111~UF.1 
!'I .... ~ .... r .. 11.1"1 .I 

~Unfl1fJLuUm1ru,Cl~tl1Yiflmitufl~fllmL" ~UfI~'" (Alba & Hutchinson, 1987) 

~1n~nfl1'l)J1~~~)Jl'If1~lKu fl1~"1)J11Clfttu';;~1 tun11L~fl)JtfJ~tl1YiiminrtN,rn1 
,ru i1'4'fJ\h.rCU~IllI::';1t\l~lJ1'CnfllLnl'ln17fufti~tl1"in~nrfl~,rn1L~~lJ'lnn~fl n11~flft11 

.. (C t .. )::. -I .. -I ~.oJ..." 
fl~flln1 orpora e commUnication fI~m7ftflft11m11J1fl1'" ~1flm1ftfl"11fl~flfl~flln7fl1L"f1 

.J. ...¥ ~ "~!'I .I~.....~...., 
m1ff~ L"1)Jff~ fII)J Ufl ::ff~ U'l "'flfl)J L"'fJlllI::Luun1::lJ'lUm7fl)J fII'l1)Jft1 fII CU Ufl::)Jflflfi'Wfl IJ1flm1 

L;;"'tl1Yiin~nrtl~filn11'l)J't1~~fII'l1lJti1L~tl~tl IJ1~tl"'r.tU~flL~fJ~'IItl~fl~filmtl1fJ 
" .. 

lutr.t'lltl~~lJ1'Cnfll';;tlti1~iltl1::aflfitl1" (Jackson, 1987, as cited in van Riel, 1995) 'ti~uii 

Ldfl~lJ1"'1nn1~fl"17fl-ll,rn~~~PlNlJ1t1~~lJl'Cnfll ... ::lI'lfJ"UlJ,,~ut~~lJl'Cnfllu~::nqlJ~il~'lU 
';;~'lUL~fJ'IIfl~fl~,rm (Stakeholders) Ln"'fII'l1lJi (Knowledge) fII'l1lJ~ULfllfJ (Familiarity) Pifl 

r .... • "tI"" ...." .... ....I.. "!'I .. , .. fl~'m1 flU~::U1 L \1n1nuitl1"~mitufll'l U~::Ln"'LuUfII'l1lJ"IIU"IIfllJPlflfl~flln7 (Corporate 

likability) ,~U~~'" (Kitchen & D. Schultz, 2001) 
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~ " ... ~- ~ PI ,... '''I ...... r ~ ... iI "~.1' J! J::. .... 
Utln4lt1nU ~tJ1ulI'IYlLlJUnq)J"'ltl!J1~ ~Un1n4lt!JI'I7~U !J~L U~YI"tl~L"D1nJtJ1n1111tl~ 

"I . .J '1.1 ... .. , ,,~ J!' i1" 
Tesco Lotus LLfl~ KFC ~U"JI'l~L'lfl1 u..ILnu 1 L"tlUntlU"'U1Y141t~L"D1n)JL U~"tltJLLtJtJ~tltJrn)J 

tU~1U~(!J ~~l11t\l~tJltnl'lm1)J""~nfh'lill'l'l1)JfL~!J'lntJ"11ftU~1 (Brand knowledge) LLfl~ 
t1~~tJn11nr "'~ftl\lflLL'l"t\'tl)J~L~!J'lftl~ntJtl~,(n1L~1'1tl~"11ftU~1Lilu";1u'lU)J1n n)Jii~ 
6~iln11"~"'~nf1u"11ftU~1 (Brand awareness) tu~""tJCl~tinA''l!J .~t\U.!)J)Jtl~1I~ Shimp 

::. , ~" ... ~_... ... ~, ~.1' ~~ i1.r ..2'" "I. 
(2000) UU 'ntJ'l1 n11Y1~tJ'ulI'ILn"n1,,,,~un, ,U"11¥'tU"1Y1~ULI'I!J'~~L U'nUl1Un11'1CU ~U 

n11ftT1~tl1'nim~nr'Dtl~"11ftU~1~~\lLLn"11ftU~1~U1 LLft~uJtltl~'(t11~ntltJL"'fh~CJnthtti 
n)JLf1ntJI'I'l1)JfL~!J'lntJ"11ftU~1i~L~)J ~~CJn~~~)J~hUn11Lf1ftJtJln11tutl;i" LLft~n11 
LtJ "ftJ;;~ n11)J n11~tl~11n111J1fl1 "~f1~f1~..r n 1LLfl'l LL U'l t U)J~ ~tJltn I'I~~iln11fufti~tl1'n i nl1tU 

~;jpjflfl~..rn1L~1'DfI~1JI11ftU~1~lJIU~ULfII!J 4t~ill'l'l1)JLilu't1'A'Cl~ (Kent & Allen, 1994) 

~t1 ' J! ' ~~ J!... ~.1' ,... ~ "I" 
Ufln~1nu 1~~tJn11NLLfl~"DfI~fl"1~1 YlLn!J'l"DfI~ntJ"11¥'tU"1LLfl~~I'In1 !J~~1)J11tl¥'t~~ft ~'" 

~tJltnl'lL;;"'I'I'l1)JL~f1JuLLfl~~U'fltJtu"l'lftU~1 n)Jii~,r'lfl~..rn1L~1'DfI~"l'lftU~1'A')J1n 

"flfl "'~U)JfI~ L \1U'2Ntl1'n~ ;i'DfI~~~ "l'lftU~1 LLft~fI~ ..rn1L ~1'DfI~ "l'lftU~1 'A'flth~i '" L ~U)J1n 
n~11J11'lftu~1~~tJltnl'l'W~ULI'I!J (Alba & Hutchinson, 1987) 

n11rufii~'lNtl1'n'DfI~n1ruln11 utJLt]uiin",rt~fI~"'t11~nfltJ~1fiYcutUn11~11~m1 
tJfI)Jrum11l!J1!J 1JI1'lftU~111f1~~1;;~tJln11't16~~1;;~ t",)J1 t"tJ Parasuraman LLfl~l'Iru~ 

, , ... )..... ... " ... ~ _ ~... .r 
(1985) nfl1'l'l1 I'JNtl1Yin1ru1m1 (Service quality "')J1!Jtl~ YlI'\UI'I1Jl1lfl~~tJ1ulI'IYlLn"''DU 

'"I1nm1LtI1t1tJLVltJtJ1~"'~1~I'I'l1)JI'I1"",.r~tU'lNtl1'nmrulm1 LLfl~m1ru~'~ru'"l1n 
t11~~tJm1tU'"Il~tun11L;{1rutJln11 t"'tJmntJf"lNtl1'nllfl~n1rulm~;j~~u1)J1~~~U'VlU 

m1~""~~1n~1 LLft~"Ii'l!J~11~~ftri1'1t\lLLnfl~..rn1'~Lt]uflth~;i (Crosby, 1979, 1984; 

Garvin, 1983) Ufln'"l1n~ n1ru1L~Ufl"lNtl1'nllfl~n1ruln11~;in~1 rlfl)JU1)J1~~1'I'l1)J~1L~ 
L",ilfl~LL1i~iu'VI1~~1;;~ (Zeithaml et aI., 1990) vr~6~Lt]uLfllifI~~.r",ii\lLLu'ltu)Jn11L;;'" 

~ ~ 

'nq~n11~m1L;{1t;{tJln1ri1 tUflU11'1"'DfI~~tJltnl'l'M (Iacobucci, 2001) 'n1fl)J11~6~"Ii'l!J 

~11~1'I'l1)J.~"'r.l1t~LLrifJn,!l1'1lU1'lU1U~1n~un~1tJn~ Ltlun'11~utJ~~ul~m1tJ1l41N1U'DfI~ 
fI~..rmLtlu'tJ'~flrl1~iltJ1~ftYlfitl1'n)J1n~~~u (Lovelock & Wright, 2002) ~~~ iJ'"I(!J~il 
~Ylfi'nftpjflm1rufI'JNtl1Yi'DfI~mrulm~u ~~tJ1~nfltJ'tJ~'ltJ 5 i'l~~1,rCU '~LLn a~~~1)J11tl 
4'tJlJl~'~ (Tangibles) "'l1~L~flJU (Reliability) n111J1f1tJ~Ufl~ (Responsiveness) I'I'l1)J,rul'"1 

(Assurance) LLfl~fi\'l1~Lfl11~lri (E~pathy) (Ziethaml et al.,1990) 
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~-3"'"nr.lfln"~(fJL~fJ'lritln"rl'tJf~CUtl"'nmruin"n!l-3~1nlltflU~~LfII"u~tPlf Tesco 

Lotus ufl::flU!l1\411Yh~.r~l'I KFC U~l'I-3L~L\1U~1 ~t1itnfll,j1-3iln11ftJf~CUtl1'n'!l-3m1 
.. 'I ..../ I X. I ..... ~ ... - .. t ./" .. ~ _.. ... _.r.. 'f 

t11m1 ~U1::l'ItifI uPin Pl1-3r IU!lfJ1-3)JUfJn1f11CYfl1-3~(lPi l'IfJflCJtl1 U IfII)J1::l'Itln177lJ ~CUtl1'nm1 

.. I I ./ ::. ~..,j .. L -.J.r 
t11n1nf)-3 KFC ~-3n'l1f111L'GflfJ'f)-3 Tesco Lotus fI-3U f)""'LUf)-3)J""'"n~1n"'T1Uf)"\4"Tn1ft" 

~l'I,ru Li]U~1n"'t1in11t11::LIlfl~~-3Ltfuin11ritl~fIIfII"~Lf1ftJtlin11Li]Uft1~CY (People 

processing) ~-3Li]uflm:tN::'f)-3n1ruin1~~t1itnfll~f)-3Lf1)J1il~'lufi)JLun1::tJ'lUn11r.1ftPitu 
" " 1::/tI~-3 ';-3u,j~u ... u ... t1n1::t1'lUn11Lf1ftJtlim1tuu,jfl::fIIN 4t-3~1)J11(lil~fli'n",jf)~"Uflljj 

ufl::'nqjjn11)J'!l-3~t1itnfll'~l'IfJPlN (Lovelock, 1983; Lovelock & Wright. 2002) ~-3m1Lf1 
"J1il~'lufi)J'f)-3~t1itnfllLUfln1:tN::'!l-3mrli.Jtl1::fl1U!l1\411tuf1U!l1\411Yh~,r~l'I 1It::li1L~ 

~t11tnfll~1)J1'(lfufufl::t1,::UjU~CUtl1'n'!l-3mruln1,,;r;i)J1nn~1n11Lf1futlin11Luf1u~~ 

Lf111u~t"f~-3Li]u~1nllttlin1~~-31~t1in11ritlflmfJftU\41tl1'PlqLUfII1fltlfll1fl-3'f)-3~Lf1rutl1m1 
./" .. ~ _ .. .J I 'I "... - 'I ... ~. ~ 

(Possession processing) flCJtl1u IflllIt::)Jn'lUfI))J ~Um1L'D1rutl1m1 ~U1::l'ItI""n'l" Uflnllt1nU 

~t1itnfllU-3,rnilfll'l1)JL~fJ'l~U~1tumJf)ftuF.1 (Low involvement purchase) ~t1tnflltlitnfll~ 
~1\nhfJLUflu~~LfII1u~tPlii1n;r'lfJ· tl'IfJ\41nftuF.1Ufl::t11m~,;rru~1)J11(lUniJCY\41\4'hl 
PI!ltl~U!l-3f11'l1)J1A'!l-3n1n!l-3P1UL!l-3,;r ~t11tn",iillt::Lnl'lfll'l1)J~-3'nf) tlltUfl'l L~!l-311t1n~t11tn"'IIt::'W 
~ .. ././ - J' J' .. '1.!r.:t .1' ::. .. ,,-~_.. ./ ... 'I. 
i",nm"''l1)J LtlfJ-3f1!l111t Ln l'I'DUIlt1nm1"ll!l\41f) ~''''UI'I1UU1 Ufl::Wt:l CJU1 U IfII)J "''l1)J LnfJ'l'nU ~U 

mA!l\4'hlLftl1n11LU1::"'t1~1Ufl'l mru~::Ujum1furn-3"lCUtl1'nm1t11n1n!l-3 Tesco Lotus 

~-3il1::"'t1f1i1Lll~tJfll'l~1fl-3't1~'lfJ~ULt:l-3 (Assael, 2004) 

ut:lnllt1nd ft1\4fu1l1nlltf1U!l1\41n'htl,r~l'I KFC iiu-3ilm14'l'I\41Ufl::!lt:lnUtltI~-3~ 
~t11tn"'tl1)J11(l4't1IA'!l-3'~)J1n)J1H[l1tJtufluF.1u,jfl::tl1'D1 'W~111t::Li]uu~U~t1 ttltlLPlt:lf \41t:l 

tI r..,j .. ..,j t" 'I" "t1" • " • tI .. ~ nfNL"'"!l-3)Jt:lL"'1!l-3 'D1l1tJ LUl1U fI))J L (l-3m1IJ1nUPI-311U!l1\411!ltJ1-3 1::NlJltl'ltJ-31)JUfl:: 

~Utl,.rtJ tl'ltJtuu,jfl::iI KFC IIt::Lf-3t1t1'::)J1Nl1'l 730 fl1utl1f11umnfJ1fJtl1'D1L\4,,;ufl::m1 

t1futlt-3flUt:lfh-3~!lL~!l-3 L~t:lL~il"''l1)Jtll'lL~Ufl::LnMl'I~t11tnfll)J1n~-3~U ("Li1l'1t1D~mri-3 
~U1~1tl,r~l'I," 2551) ';--3d iiL~f)~Uf)-3"!ltl"''l1)J1A't:l-3mn!l-3~t1itn'''t:lU1-3,t'ln-3 fI))J';--3';'l 

fl-3"nfL!l-3iiu-3iln114' l'In111Jn!ltl1)J (Training) L~LLri'nun-31UL~fl L~tl1)J11(l t ~t1in11urit3nF.1 

'~fl ti1-3iltl,::ftflflIl1Yit:lU1-3 tl~1 Ltl)Jt:l ~-3U-3t1ftltlt-3 itl Utltl11 "'fJu~!lf)J't:l-3'nun-31U 1 ~!ln-3 
fII'l1)Jtll'l 1tl Ufl::fII'l1)Jnf::~t1nf::L1l-3 ("L"Lfl~;j~-3w\+1\4lJ4't1"ufnq'D1l1'n," 2551) LOfl-311t1n 1u 

1l1nllt;'U!l1\41~1tl,r~l'I ~-3Li]U1l1nllttl1n1~~-3L~t1in1~';'l~"'fIIflLi]Uft1~CY,rU 'nun-31UIIt:: 

iltlfltl1f1ft1~CYflU1-3~-31un11~l'I,j!l~!ltl11ufl::iltlDi)J~ufi,j1-31 ritlt3nF.1tU1::/tI\1-3 'N::~ 
Lnl'ln1::t1'lun11t~t11n11 t:l-3"n~-3IA't:l-3L~tIltLumm~u1ufl::t1futlt-3)J1"'31u1um1L~t11m1 

'Dt:l-3'nun-31Ufl~Ltl)Jfl (Lovelock & Wright, 2002) 
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t~fJ1'Uri,)'U'tl.:J~,)LLtJ~.:J 5 ij;1L~f.J'lntJn11fuf"lCU1l1'rtn1ruin11 'rttJ~1 fli1Ll1~fJ'tl.:J 
.Of ".l' ~..j .. " It.l' ' ... , ..j ..j 1 
u~~fJ"1'Un.:JYI~1)J11t1~tJ"tl.:J L,,'tl.:J Tesco Lotus LLfl: KFC "1.:J)Jf'l1Ll1flfJ~.:JYlt11'1 'UtJnl'l1 

.Of .. ..j..j 1! .. _.r.. .t ... ~ t .J ~ ..j.. " It.l'':'' .!It .Of .. ..j 
u~~fJYlLnfJ'l"Dtl.:JntJn1rru,"lCU1l1'rtn1ru1n11 'II.:J 'Un'l'U'IItl..:!n..:!YI~tJ"tl.:J L"'U 'UtJLu'Uu~~fJYI 

L~fJ'lftl.:JntJLf'l1fl.:JiltlLf'l1fl.:J1f ,,1tl1'~'l~tJn1M1'Jml1)J11fl'Un111\ltJin111'l)J'tJn.:J~f'linn11 
LLJi.:Jn1fJ'tl.:J'rtun.:J1'UmM'tJin11~'lfJ tr'UutJLtJ'Uif"'(fJ~~M'tJin11A'tl.:JLL~~.:J1\lLLri~Lf1futJin11 
~1)J11t11)J~~(tJA'tl.:J'~ L~tl1\l~1fJPitln1nJ1:~'U"lCU1l1'rtn1ruin1rii'~futl!J1.:J{~L~'U i..:!tt 
1 'U~1;;~fl'U~~ L'I1U~ t"f LLfl:~1;;~fl'Utl1"11Yh~"~ ~ Pi1.:J'; LtJ'U~1;;~tJ1n1~ilfl n~cu::'tl.:J 
n11~~)J~~1'Un'U1:"~1.:Jn111\4tJin1~'W~1)J11t14'tJA'tl..:!'~ LLfl:ft'U"'1~fl"ncu.,rJl1fJ1'Uf1'U~..:! 
LiJ'Ua..:!~~1)J11t14'tJ~tl.:J'~ ~.:J~'U n11fuffIJCU1l1'rt~'l'U"d..:!!Jtl)JLi~'Un1rl1.JfL'U"lCU1l1'rt'tl.:Jft'UA1 

... .. ..r,.J ~ ~ .. ~ .l' tJ~ - ... ~ -' 1 ~- ... • 1"" ... ~ - ... 
~fl"JlCUTl L"D'U tl1~11Lf'l1tl..:!I'I)J ~1tln'Url1~ U'1f'ltJ1U'1f'I"1.:J1 Jl1fJ 'UTI'U ~..:!Yl1 ~~U1U'1f'I)Jn11 

fu~LL"nIJi1..:!n'U'tJtl!J1.:J{~L~'U 
~..:!~fln1fi4'fJ~.:Jnfl1'ltl1~tlfitJ1fJ'~~'lfJLL'U'l~~'tl.:J Hoffman LLfl: Bateson (2006) ~ 

, ,.. ..jlt.! .. " It.l' ....!It.. ..j~ .. ..j ...... 
nfl1'l'l1 fln~cu:YI LJJ~1)J11t1~tJ"tl..:! L"'tl.:Jn1ru1n11Lu'Ufln~CU:Y1n1f'1tyYlt11'1'tl..:!~1n"'tJ1n11 

~LLU~LLfJnn1ru1n11tltln~1nft'UA'1 (Berry, 2000) ~":!~'U ~tJ1:ntltJn1~.:J~1LtJ'U~tl..:!fll'lf'l'l1)J'W 
LLU'Utl'U ~ffin1nuff'l'l1)JL~fJ":! (Perceived risk) t1'ULdtl.:J)J1"'1nin~cu:~'W~1)J11t14'tJ~tl..:!'~ 
t'Un11L;1futJ1n1ntl..:!~tJ1tnf'lfl..:!1\4)J1n~t1~ ;r'lfJn1ru1L~'Utl"lCUJl1'rt'lltl.:Jn1ru1n11 (Service 

quality) 1\4LLri~tJ1tnf'l~1'UYl1..:!a..:!~~1)J11t14'tJ~tl,,:!'~Jl1fJt'Un1:tJ'lun111\4tJ1n11 L'!IU ~1'UYl1..:! 

tl1f'111~t11U~ (Place) 'rtun.:J1u (Employee) LfII1tl..:!iltl~tJn1nr (Equipment) n11;j"lJitl~tl~11 

nUfjn,Ji'1 (Marketing communications) 11f11"hlJ1n11 (Price) ltyim~tnr"'11ftU,Ji', (Symbol) 

......J..." .. ~ ..j" ... ~ _ 1.1' 
"'fltl~"''UJl1'rtfln~CUYl'''IItl..:!tl..:!fllm (Strong organizational Image) L'rttlYl~tJ1U'1f'I"': "~1)J11t1 

furn..:!"lCUJl1'rtn11tJ1n11'~tl!J1..:!;"L"'U~t1"tiULtl..:! (Kotler, 2003) 

'Utln~1ntt l;nn~fln1fi4'fJ~'rttJ~1""'lLLtJ1~1Ua..:!~~1)J11t14'tJ~tl..:!'~'IItl..:! Tesco Lotus 

... ,..j ~..... .. tJ.1' -I ".1 1 .. t .: .. .1' 
)J1'I1Ll1flfJ~..:!t1"L)JtlLYlfJtJntJ"'lLL 11'11'UtlU1 'IItl..:!tl..:!f'lu1:ntltJ Un111tJ,"lCU1l1'rtU fJ..:!~tl"'f'lntl..:! 

.. ... .. ~....... ..jlt.l' • ~... ... 1 " ... ~ - ..j ... , 
ntJ..:!1'U'l~fJ'IItl..:!~u..:!ClYlfJ 'lfiL'lf'lU (2546) YI L"YI'n11P'\n~t1.:Jf'I'l1)J'rt..:!'rttl ~'IItl.:J~tJ1U'If'lYI)J"'tl 

~CUJl1'rtn1ru1n11'11tl..:!11uA'1tJfln~,rfJ1"'~LLfl:'rttJ~11u~1;;",\41..:!~1mftuA'1 ~tJ1tnf'l~:iln11 

fufLLfl~..:!'rttl1~ 1u,r'l LLtJ1~1ua..:!~4'tJ~tl..:!1~lJ1n~t1'" ,r..:!n tl1"'LiJuL'rt11:\41~i11mftuA'1 ,..ffi 
11'U;l~ LfII1Ui1 t",f~1~1 ~1 LiJU~tl~ L UUn111\4U1n1~i1:"'lm'l" L1'l i1n11",n LL~~i1f11'rt LL'l " fttllJ .. .. 
n~Jl1fJtuLLfl:Jl1fJutlnf1uA11\4i1'lfJ~1lJU1lJtl..:!tl~Li1lJtl 'W~1~:LiJun11"nLLPi.:J4'I'I'l1~{U'l1~ 
~.l' ... tJ - f: ~ .. ~ 1" 1" ~,,:.J 1 "" ... ~ -'" .. " nUrl1 ,..1tl~ n1"~Lf'l1tl~lJtlLf'l1tl~ 'IIJl1fJ U11'U L'rt11:n~L~fl1U "':n.:J~fl ,..~tJ1U'lfIILn"n111tJI 

... 1t.1"'" • 1'" ..j 1 .. tJ".. , .. tJ" -I ~ 
t1~fIlCUJl1'rt L"~1fJ "'~Yl1 "''''1LllflfJ U"'lLL n'~"'U~~m''''lLL 1"'UtlU L"fJ Hawkin LLfl:f'lCU: .. 
(2004) nt~nfl1'li1utJi1~u1utJ1:L"'UL;lf.J'lnui1~'Ul1fJ1n1f11LLfl: i1Jl1'rtLL'l"'fttllJ (Atmosphere 
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. ) , ... .I., ~ ., .... 
or Environment "1~1 fl1Y1 ~t11UYI "un~1U LI'I1fl~UtJtJ'Dfl~"Un~1U "flfl""'U"U""'1flL'nfl~ 

~ LU" 'lU"1~~~~U~1 "':t\1)J17t1 L ~)J7:.rtJl'I'l1)J;;~"fl 'l ... 'lun17)J1(tJ"'1!J'lft\fl!J ~1fln17Lf1 
futJln1nfl~~tJltnI'l1;'Ltlufltl1~;i 

.I.Of ., .!' ~ 'I ......,.I..l 'I.~" ~ fu 
'Dtu::YllJ"'''UJ,,1UI'I'l1)J)JU \ ... (Assurance) ~1fln1ru7n1n~"Un~1UYI .. 'l!J \lIIrotL'JI1 

tJln17Ln"I'I'l1)Jfimru'l ... ufl:tlflflM!J'lUn17Lf1futJln1~1nrrt"tJln17 '~'lu~d ,,1l'rN1U 

" .. .,,¥. .1 .. '1 'I.~ ... .. r ., .I.. .. 'I. 
~:"fl~)J)J1nJ1Y1Ufl:flfi!J1n!JYI" \un17 \lIItJ7n17 )J1'I'l1)J. Ufl:Yln~::YI"L"!J~"fl \un17 

" _~_.l, X. .!" It.!' ~ , .. ::. , 
"fltJt\Ufl~I'I'l1)J"fl~n17ufl:n17nJ~'DflYlU"n"1~rIU"'1ntJn'l1u"fl:71!J L"LlJUfl!J1~"UU 'ntJ'l1 

~ , .1.1.. ., ~ ., .,.1 ::. ~.I .. 
Ll.JUI'I1Lllfl!JYI)J7:"tJl'I::UUU\1~LlJUflU"tJYI 2 'YI~'Dfl~ Tesco Lotus Ufl: KFC \l'I!J'YI KFC ~ 

, .I 'I if ., ~, tl "".3 ., ...... ~ PI 'I'" 
f111Lllfl!J \U ~~!JU\1~n'l1 Tesco Lotus fl 1~)JU!J~1I'1CYYl1~~t1" ·Hfl1~LlJUL"71: LU~7n~ 

l1Ufl1~1~1~,r~ l'I,iu "un~1u"'1Ltlu~fl~ih.l{ji~liu{ritJ~tJltn 1'1 'lu1:.rtJ~\1~nrh 'lu~7n~ 
flu~t\ LI'I1Ut\ t"f ~~ ijf4'lU'; 1'l \l ~tJltn l'lfufti~ rJ N1l1"'Dfl~ m ruln11 'luif~(!J ;'1ud'Dfl~ KFC 

L~;i)J1nn~1 Tesco Lotus '~tl'l!Jfi11)J'D1;j'Dfl~m1Lf1 'l;tJln11u«'l ~~,.n 'l;tJln11flu~t\LI'I1U 

t\t"ffl1~~1'l;tJln17~'l!Jt\1L~'l~fl1!Jtl1:n17U"nl'h~riuLtI L'IIU n17)J1(tJ"'1!J'l;t\fl!J m~1 

1.1 ~ ,1" ~ , .I 'I."...!' ... 
'ntJ :L"flU~~ ~1fln11)J1L"fl~flUl'lfl1!J 'Dtu::'YItJ1~I'IUfl1~~:)J1 L'DtJ7n17"'l!J1'I'l1~LI'I!J'DU 

~ .. .I::' ''I.!'.I.,,¥. PI'" ., _I • .t': .. ..l 'I~ ... 
LUfl~~1n)Jt\t11UYI"~fl!J Ln~'YI'nnfl1~!J~unfl1mlJUn~'l"n.J1::~1·~U ~~n~~fl \~ LUtJ1~n~n11)J 

~tJltnl'l'W"'1Lilu~fl~ijtl{ji)Jliu{ritJ",rn~1U'D1!J (Hawkin et aI., 2004) ~~';1'l\l'hLll;!J~1U 
1'\'l1)J,ru'l~dfl~'lu1:~tJ~~1n~1~1n~l1ufl1~1~1t\,r~IJII 

..l,.I if"" ~Plif".I.I ~ n'lUI'I1Lllfl!J'Dfl~ "l"ltJ"'1un11"fltJt\Ufl~ (Responsiveness) 'D~LlJU "l'"ltJ'YILn!J'lLUfl~ 

ritJfII'l1~t\1~11t1'Dfl~"un~1u~\ltJln1~t\1~11t1'11'ltJ'l\l~n~11~fun1ruln11"1~fII'l1~ 
".l' ~_ • 'I 'I." ... ~ ".l'.l' 'I " ..... .I 
"fl~m7"'ltJl'I'l1)J'nnJ)JUfl:L")J L"l L~tJ1m1 'D~\4)J1tJn)Jt1~m1U.,~tJn"'1 L\4Y171tJt1~tJ1mlYl'"l:: 

'I "., 'lao ... ,., .. ., 'l ::. PI ' .1.1.. PI • .,.1 ~ .I 
LIJlIru Ufl:m1 \4tJ1m1fltJ1~'YIU'YI'YIU IJIIUU LlJUI'I1LllfltJ'YI)JfII::UUU\1~LlJUfl1"'tJ'YI 3 LI'!tJ'YI 

,.I'Iif"~ .. ,.1".1 , .. ., • ., 
f111Lllfl!J LU '"I'"I!JU'Dfl~ KFC )JfII1LllfltJ\1~m1f111LllfltJ'Dfl~ Tesco Lotus fltJ1~)JUtJt\1f11CY'YI1~ 

........ ..l ., ::. ~ ~., ... ... _~_ -..I"~.I PI 
~t1"flm'DUnU YI~U fl1'"1LUfl~)J1~1nfln~tu:Lll'n1:'Dfl~~1n'"ltJ1n17T IUfl1~1Tn1t\" r.1'" 'YILlJU 

m1'l\ltJlm1~1ufl1\41~1U,j'lU '~~fl~Luu'lu~~'Dfl~I'I'l1)Jn"'L1'l'lum1'l\ltJlm1Lilu\l'l'l~ 

~1,rCY'Dfl-3m1'l\ltJln11)J1nn~1m1'l\ltJlm1'lu~1n"'l1u~t\LI'I1ut\t"f'Dfl~ Tesco Lotus ~m1 

tJlm1,rnhJL~tJ'lLrtfl~i)J~u{ritJL'lfl1~nl'!L11~1nn~1ritJmruln11'Dfl~ KFC '~fl1'"1flfitJ1!Jl~ 
....... if"'~ ..I!'I ".1 

"'1nUU'lflllJllfll'l1~t\1f11CY'Dfl~ "l'"lm1fl~L'lfl1 (Importance of the time factor) YlLlJUfl-3f11u1::nfltJ 

~., ., 'I ...... ~ PI if ., .I., "... ... 'I_! 
\4U~'Dfl~fln~tu:Lll'n1::"'l LU~1n'"ltJ1n11 'D-3LlJU '"I'"I!J'YIUnm7"fl1"''''1U~1n'"ltJffi11 ~1'I'l1 

,,~ " ... ~ - ., It - ! " .I".,... PI ~ 'l 
)Jfl~'D1)J LUfl-3~1nrottJ1 LlII'I)Jn ~"fl-3m11flfllfltJYI"l::L'D1rutJ1n11LlJUL'lfl1U1U1 Ll'Imll"1:: U 

tJ1~~1n'"l~~tJltnl'lfll1l'1wr~ii~I'I'l1)Jn"'L11'lun11'l\ltJln11'Dfl~'nun~1u L'IIU ~1n'"ll1Ufl1\411 
Yht\,r~" Lilu~u (Lovelock & Wright. 2002) 



209 

"'lUI'i1L1l;tJ'VI1~1.1UI'I'l1).1L'tlJU (Reliability) '~LiJUI'i"Lll~fJl."UI'I'l").1"").1"'Cl~ 
uM~\\'uln"'''").1"'Cl).ltlul\\'ulm'LLritlnA'"LL,jft::71fJ'l.tlth~L~).I"::'').I LLft::CJn~tl~lJI1).1~'1. 
1\\'ftqjqj1Hi~LL,jl'lf~LL'n~Lf1fuuln1' L~tll\lqultnI'lLn"'I'I'l1).1L~tlJuLLft::'~'l1~1"'lun1'Lf1 
r... ~ ,It. 1 ::. ... ,!II , oJ.J ... ruu,m'lJIfHlJUU (Lovelock & Wright, 2002; Parasuraman et aI., 1988) UULlJUI'I1L1lftfJYI).I 

I'I::LLUU'~LiJU€U,rU~ 4 ~f)~if~"'fJI.1umri'uf'2ClUl1'Wn1n.Jln1~~lufl,n~~f)~ Tesco Lotus 
".J,.J.1' -I':' ... , .J 1 .1' -I':', 

LLft:: KFC L"'fJYlI'I"LllftfJ,,"UI'I'l").1L~tl).lU~tl~ KFC ~::).I1'I1LllftfJ U""UI'I'l").1L"Dfl).lU,~m" 
, oJ , ...... ~ ... ~::!I ::. ~ -I oJ 1'_ _J of 

1'I1LllftfJ~f)~ Tesco Lotus flfJ1~).IUfJI11I'1qjYl1~"Cl" YI~Ufl1"'LUfl~).I1"'"nn""'T1Utl1~1Tn1"" 

~'" KFC lULL,jft::""~"",::ilim~cu::LiJu,,"~"~u",,,'Wl~qJt").I"nUn l111\\'n1n.Jln1,luI.1u 

,j1~1 'W~1",::Li]UI'I'l1).17'l"'Ll'l ~1tll'l'l1).1'W1fl).llun1,1\\'uln1' 'Wun~"U"").1"'Cl~~).ItlU,jtl 

~ultnl'l'Mn~1flu;j"LI'I1u"t"f Tesco Lotus ~~LiJutl~rfn~il""~"'DU"'" l~qJ Uft::il~UA'1 
~1fl~flMcu.,nun1,1\luln1~~ft1n~ft1fJtJ'::Lll'V1 ~ft1n~ft1fJ"71~uA'1 ~~l111\lqultnl'lfuf 
Ci~'2tu1l1'Wn1n.Jln1'luI.1UI'I'l1).1L'flJu~tl~ KFC '1.,~n~1 ~~~ fl1"'tlfiU1fJ'I.~1 mn.i;n1~ 
LL"n,j1~nu1uu,jft::tJ'::LflYlfl,n"'~tl).lil7::,ru~tl~inl1cu::Lll'W1::"''l~fl~n1n.Jln1,u"n,j1~nuhl 

t"'fJtl~ rftJ'::ntlU~U !!"U'Dfl~ n1n.Jlm,uft:: 1'I'l1).1 LLlJIn ,j1~'::~~1~fl'n",uln1,,j1~1 ~ "'::l11 
".J,!II .... I.J ... .J"J, ~ ... .c..J" 

~U1Y1LlJU"'1UlJ1l't1I'1qjYll1~~ft"fln1'UU'1Y11~mru~1"""'n11Uft::n17'l1~nft~YlDm1"ft1"'YlC: 

11,::ntlUfl,n",uln1""::~fl~'WfJ1fJ1).1t1fl~I'I'l1).1ulJln,j1~1\\'urin1ruln11'Dfl~"ULtl~"'"n~LL'~iu 

'VI1~fl,n'lt1«L1. (Payne, 1993) ~~U~~,,~ft,jfl7::,run1'fuf~CU1l1'W'Dtl~n11uln1,ilnl.'lfJ ~~"':: 
" ~ 

L~U'I.~1 fl1n'ltflufl1~1m1t1,r~",uuill'l'11).1UlJln,j1~nUfl1n",flu~t1L~1u"t"ffl~1"il'lL'ltU ~~ 

tuu~~tl"'DU11'1 Uft::zUUUU'Dtl~~U~1LLft::ulm~u1L"Utl t"'fJfl'n'ltflutl1~1m1t1,r~I'I,rU LUU 
~.J.J -I ...... " -I .!II 'I"~ 'I.l' ":-I.J 

~'n'lt'VILnfJ'lLUtl~nU"'l1Jl'lfI\ft Ll'lfJ"N LUtl"'lt1nLuUm1 L~u'n11 LU,,"Utl1~"'Uft::L~'tl~I'I).I'VI 
, 

" -~ _ " 'II II ..... "'I. ... "..... " -4\' _ .. " ... _I .... 
~U'Ull'IlJltl~ L'D~'11).1ft::LtlfJ"'ClCl'1U LUm1LfttlnL'D1ruu1m1 C:U1UI~r.N"tl~).In1ru'::L)JUCl~ 

~CU1l1'W 1.1UI'I'l1).1 L~flJU'" n~1n11 l\\'ulm1'Dfl~flu;j" LI'I1U" tlJlf ~ Luun1' 1 \\'uln1'~1um1 
r.l1~U1fJ~uA'1~l1tnt'lultnl'l ~"LrlfJ'1Liitl~nu'VImfJ"iu~1fl1''''llul'I'flul'I1fl~'Dfl~1JfI\l'IftLfh,ru 
(Zeithaml, 1981, as cited in Parasuraman et aI., 1985) 

Uft::i1'1t4'fJt11'1~1fJ 1.1Ut'I'11).1Lfl11"t1i11um11\\'uln11 (Empathy) ~~LUUI'I'11).1t11).11'Cl 

1um1Lf11r.ti1CU~1'Dtl"iJnf;1 uft::m,1\\'ulm'tlth"L~).In1i~f'l'l1).1t11).11'Cl t"'fJfli1i1~Ci~~"tr.t 

Uft::I'I'11).1;Jfl~n11'Dfl~ ~ultnl'l u,jft::I'IU 1'l).l'l1Ci" m,l\\, 1'1'11).1 1i1t"t nUiJn ~1 LUU11fJ1Jf'lf'lft 1u 
.J 'I." ~.J "... ~ It", 
'1I'1~L'1ft1n1' L~u'n""'''").1"1m'D1ruu'm1 L"'tlfJ1~t1::"''1nt1U1fJ (Lovelock & Wright, 2002; 

) 
::. ".J" ~ ::. ~ ~ ...... , .J.J~ 

Parasuraman et aI., 1988 UU 'WU'1"1'11LllftfJ"'"UU'Dtl~'VI~ 2 ~'nr.tu'm1 ).I1::"'UI'I"LllftfJ'VI"" 

LUU€U,rUt1"'~1fJ ~~U1"t::LUUL'W11::i1"t4'fJ1uI.1UI'I'l1).1Lfl11"t1i1tun1,1\\'uln1,;l Luuin~cu:: 
'I ,,~.J... ... ... " .!II ~ • .!II" X • r.:: ... .J 

'Dtl~ m1 L ~U'n1n1).1 t'I'l1).1t1ftU'DU'Dfl'U)J1n LlJU'W LfIIl1 LLft ::"t1 LlJUlJItl~tl1 nfJ u').I1 cu'Wum1U'VI 
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1~fum1e1mJutun11t~1.Jln11Ltlufltholl;ltun11t~1.Jln1~1u'l'WJ1n L~flt~LY4UoII'nflri1.J"'1U'lU 

Cjn~1 ~oIItU1l1n4l'llfloli KFC LLfl~ Tesco Lotus ,j1011LtlU1l1n4l1.Jln1nu11'!t~qj~ijCjn~1~).JuL~UU 
riuLf1),J1 tof1.Jln11 tULL,jfl~t)ULtlU~1U'lU),J~1 rl1fl ~0II,j1 t~fII'l1),Jft1),J11Cl tun11Lf1 t4laollUty~1 

~ .1' ' ~~.J ... .1' ... ::. .. .J x. 
LLfl~fII'l1),J "twn1 nflollCln"1 LLPlfl~11U nfl1U LlJU~oIIYI n1~Yl1 ",U1 n flnYloli Pl1),J LL U'l fill'! LOU'll 11.J 

fII'l1),JLLPln,j10111:~~10111lm4lftU~1LLfl:1.J~n1nfloli Hoffman LLfl~ Bateson (2006) n'l~flB1.J1ul~ 

~1 tun11t~1.Jln1nfloll'nun0ll1utW11f111l1n4l1.Jln1"ruLtluioll~ft1),J11Clfll'l1.J~),J~ClUl1'n1~u1n 
...I 1'~ .. ... ...I... , ... ... ... ~ .. , 

L Ufl0ll4l1 n n11 :M1.J1n1nfloll'nun0ll1UfIIU~UoIIfl141),J fII'l1),J LLPln Pl1011 n1.J'nun0ll1Ufl n fIIU ~1fl LLJJ LLPl 

'lI'lollL'lfl1tun11t~1.Jln1~LLPln,j1011riu LLfl:m1t~1.Jln11Cjn~1,j10111.JfIIfIIflriu nt\''luij~fln1:Yl1.JPifl 

m1LU~UULLUtN~CW11'nn11t~1.Jln1nfloll'nun0ll1ul~~oIIiu ,j'oII,rU n11f1.Jf~CW11'nmrulm1 
.. _~_.J... '1'1.J'I 1 .... ~ .J. _I -".1' 

'IIfloll~1.J1ulfllLnU'ln1.JfII'l1),JLfl1 Lilt Lrl Lum1 ~1.J1m1llt0ll'll11'!fII'l1),JflloIIYI LLfl:Yl1n17lJ1:LJJULP'I 

I'iflU;1011U1 n Pl1),Jlu ~'lU ,j1 t~ ~1.Jl'Ltl fllfuf~ CW11'nn1ruln11 t UU4I(U IhuOLtlUft1 ,j'1.J'1 I'!';1U 

~ '1 . .J .. ~_.. .. ~ L~ .. -~_.J 'I. ' ..... ...I 
Ufln4l1nU LUrl'lU1l,n4lT IUI'!ftLfII1Uft LPl~U ~1.J1u Ifllrl'lU L~ty),Jn4l:LI'!UYl1011),J1L'nfl 

(1.Jort1U tofftfl!JftU~1~U'Ltl f111.Jl'Ltlfll~oII LtlUftU~1~ij fII'l1),J L~U'l,;'U~1 (Low Involvement) LUU 

... ~ • 'I ....... ~_ .. ,.. .. ~ .J ~ ., ...I '1.!"1 
~fln 41011Y11 L~~1.J1ulfil L),JPlflolln1nfl~fl~1flfll'l1),J"lJ'l!JL~flfl4l1n'nun0ll1U'II1UL'nfl L"lJ Lum1 

~I'!ftut41 tl'!UPlN (Ratchford, 1987; Hawkin et aI. , 2004) ~1mtf1!J1.JLYlU1.Jri1.J1l,.n4l11Ufl1~11 

~1ft,r~I'! ~~flollt~'nun0ll1U'II1!JLtlU~(I'!ft11fl1~11LLfl:L"i;floll~),Jt~ ~oII~oII~flt~~1.Jl'Ltll'lilmnuf 
1 .. - l·Of..... t '1.J~It.... .J.. -., 'I. ::. ~ ., 

"JCW11'n'llflolln11 ~1.J1m1 UlJ4I4IUf.'I1UfII'l1),JLfl1 lit LrlU LI'IUfl £1YI'1 " '-3~fln11'l4lU LUfIINU £1-3 

ftfl I'! fIIftfl-3 ri1.J-31Ui3( U'IIfl-3 ~ f.'I ~fl-3 l'I~1.J~1 (254 7) ~L~,j1 m1~ m~ni3( !JL~£1'l ri1.J fII'l1),Ji),J,;'utf 

1:w11-3m1fufl'JCW11yt'llfl-3mrulm1LLfl:fII'l1),JJin~lJiflm11.Jln11 LLfl:yt1.J~1~'lLLU1~1UfII'l1),J 

t '1.J ~ ., • I .J .. -~_'" ....... .J 'I -.. !t"::' ~ • ...I .J 
Lfl1 ~ LrlLlJUl'I'lLLlJm~1.J1ulfll),Jn1111.JZUfl£1YI'1" LU1l"nllt~1-3ft"mrlUfII1 YI-3UmUfl-3),J1411nm1Y1 

~1n4l11U~ftLfII1UfttlJlfLtlu1l1nllt1.Jlm~~-3t~1.Jlm1ri1.JYlm£1~U ~1flt)l'I'ltUfII1fl1.Jfil1fl-3'11fl-3~Lf1 
1tJ1.Jln11 (Possession processing) ~-3Yh t~~1.Jl'Ltlfll L~~1 LtlU~fl-3il~'lui'l),JtUYln n1:1.J'lUm1 

t~1.Jln11flth-3),J1nLYhri1.Jtu1l1n4l11Ufl1~1m1ft,r~" ~~1.Jl'Ltlfll~tNLf11uil~'lui'l),Jtlti1-3 
tnMI'! ~0II,j1t~~1.Jl'Ltlfll'Wl~u1:Lilu"CW11'nn11t~1.Jlm1Yl1-3A'1UI"I'l1),JLtl1t4lt~tum1t~ 

_ ... ~.J'" '. I _ ~ ".Of .J _ .r .... 
U1mntl-3'nun-31ULlJUrl1f11ty ~1nLLl'IlIt:lJ1:L),JUtl-3m1l'1flUftUtl-3LLfl:n11LLnlJty~1Y1Lnlil'!lU Llil 

'.J ... !t".J..... ..... ~" 
),J1nm1 L"lJU n11),JrlUfII1Y1f11rumu LLfl:),J~ClUl1ytl'lNnUI'I'l1),JPlfl-3n11 LlJUl'IU 

~ ~ .J 
i-3illlt:L\1UL~~1 ri1Lllfl£1~1um1fuf"JCW11yt'llfl-3mrulm1'lltl-31l1nIlt11Utl1~1m1ft~ 

~" KFC ,ru il1:,j'1.Jri1Lll~£1tUU4I(UPi1-31 ~-3n~11'i1Lll~£1'IItl-3~";;4111UiiftU'l1UfttPlf Tesco 

'I .Of......1 _...I .J .. -~ _ ".! ... .. _ ~ 
Lotus LUYlnlJllt4l£1 '-3tl1I1tLn"LUtl-3),J111t1nm1Yl~U1ulfll UJ~1),J11tlrui"JCW11ytn1ru1m1LlJU 

tl-3"U1:ntl1.JL;i£1'l (Unidimensional way) LLPi,rn4l:~"ftUflJCW11'n'llfl-3n1ruln11411n~fl1£1 
.Of ... .J .J ...I ., .. , .J " ...::. ...I ,,_~ _ 
u4lIlt£1YlLn£1'lLUfl-3nUfttl1Un11CUl'l1-31 YlLL'llilflfl),J (Zeithaml & Bitner, 2003) ~NUU LJJfl~U1ulfil 
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• nJ .. , • .,.....1..1 ~ ... ....r. ·k .. ..::. .... ~ 
Yl1m 1:UJUU."fl:lJ ... ·'U.lYlLntJ')'Dtl~nUm77l..l,"tWl1"'Dtl~mru1n11 ~UYI~ 2 ~1n"'U1mN 

~u1tnrltl1'''ijn1nJ1:Uju''tWl1''mru1n111uu.l'ifl:if ... '''tJ1U1:~UmnflL;itJ~nu ~~"'~~fll~ 
..... 1 r ~, ..I ~ .1' .r. .r .. .. .. , , 

~flm1') ... tJ Url7~U rl1L'OfltJ ~"tJ1'))J"1Um17lJ,"tWl1"mru1n11'Dtl~ KFC "'~)J"'1,~m1 

rl1L'O;tJ'Dtl~ Tesco Lotus lUYJn1 ~1uM~~nri1')'tJu.fl') utln ... 1n;l ftnttru::L'O"1:~,)'~ 
~1n",u1n1~u."nl'i1~nu~dtl)J"'~~Yli"fll'itln11ftJf"tWl1"~l'i1~nU'D~ftU~1U.fl:U1n11t~ 
~U1tnrl'~L1iuL~tJ')nu (Lovelock & Wright, 2002) 

tld1~"n"1)J "'1n~flm11(tJLritJ')nurl1L'O;tJlu~1un1rl'ufii~"tWl1"n1ru1n11ttl~ 
" ~~tl-3 rrn1~1n"'U1n11flu~~ Lrl1U-~t"f T esco Lotus u.fl:flutl1'V111rh~.r~" KFC ,j1-3n"u"h 

" .. ~_ ..I ~ ,... , .. ....1' ... r .. 1 ... ..1 ,. ..I 
r.iU1 U I rlYI LlJUnq)J "')tltJ1-3)J 1:"U "1un11ru,,, tWl1"'Dtl-3 m1tJ 1n11 U1:"'UYI,-3 m 1 f111 L 1lfl tJ 

1 ::... .., ..I .....1 ~ ..... r. 
nfl1-3 UYI-3 2 tl-3f11n1 (Tesco Lotus )Jrl1L1lfltJ 3.18 U.fl: KFC )Jrl1L1lfltJ 3.35) '-3~flm1') ... tJrlN 

;lijrl,)1)J~tl"'rlfltl-3nU~fm111"'tJ'Dtl-3 1(1;;"U-unCULntJ1;Jflfl (2544) ~'~l11n111"'m~tJ')nu 
mrl'",,,curl1lJ111ftU~11u~1n,,,u1n11u.fl:,,u~11u~1n ... flutl1'V11m1~.r~,, ~-3LtJU"')U.'nU'Dtl-3 

.. .. nJ ..I..... • ..I ... " '1.1' ::. .. ... 
~1n"'U1m 1:LflYlYl)Jflnttru::n11n1:Yl1Y1~1)J11tl"'U"tl-3 L" (Tangible Action) UU )J1:"'U 

,..I ... r .. ... .....1 ,...1 ::. '..1 .. ... 
I'll L 1lfltJ'Dtl-3n111t.1,,, tWl1"'tl-3 m~1m1 ~U1:"'UYI'-3 n,)1 rl1 L 1lfl tJ nfl1-3Y1-3 ':I L'DUL"tJ')nU 

..... 1 ::. ~ ..I ~ ... ... r .. 1 ....I.. ... ..I .. 
~flm1') ... tJ UriNU YlLlJUn11')"mnu,,,tWl1"'tl-3m1tJ1n11 u~1n"'YI)Jflnttru:YI~1)J11tl ... U 

" 'I"'" 'I" , .." _.I"~ ..".. .. ~ f..l .. ... ~ ..I lJItl-3 L" tlU L",un ~1n"'11Utl1'V11n11~" r~'" ufl:~1n"'11u"'~Lrl1U~ LlJI L"lIUL"'tJ')nu '-3~1L'VI'lYl 

yj1t~1:~um1ruf"tWl1"mru1m11u~1n",u1mnJ1:LflYl~ijinttcu:~~1)J11tl(u~tl-31~ij 
......1 ,...1 ::. ~ ..I" .. \, _ • I .. 

1:"'U"1 L1lflU,-3n,)1f111 L1lflUnfl1-3UU tl1 ... LlJUL"11:m1Yl r.iU1 U I rI~1)J11tllJ1:UJu"tWl1"m1 

.. " .. ~", ~ ... ~ ~.l .... " 'I~!:"I"1.1 L'VIU1n11 L"-31U LUtl-3"'1n)JlJ1)J1tlJ'tl-3¥'t-3Y1~1)J'11tl)Jtl-3L'VIU Ufl:'"IU"tl-3 L" L') L' 1:ntlUn11 

l.h:UjU"tWl'1")J1nn~1 ,r-36-3LtJUn11t~U1n11tuintttlJ:~~u1tnfll~tl-3L;r1)J1ij"'')uh)J 
.l ' 

(Participation) lum::u')un'11~~lJI1.u1:~UYI";tlU;r1-3'-3UULtl-3 (Lovelock, 1983) 

" .. 
tUn11~ntt'1i)(ulufIIf-3il rfl(u1;;Lfltln~ntt'15-3nfl~Ylfin1111U1UlJI11ftU~'1UUU'DtJ'1tJ 

hJ~ftU';'1lJi'1-3tJ1:LflYl (Category extension) ~-3LtJunfl~Ylfin1111U'1UftU';'1~iln11U'1Ltl'1~tl 
~ " .. .l.. .~. I' " ... ~ " .. .. .. . .l ~ ~ " .. .. .l. 1.1 ... ~ " ¥'tUfII'1'V1flnYl)JtlfJ LlJ L,nUrtUfII'1'V11tlU1n11 L'VI)J1 YlLlJUrtUfII'1'V11tlU1n11Y1"'1-3 1::Lfl'VInUrtUfII'1 

" " .. 
'VI'1tlu1n11'V1ftnUU1 tl'ltJlun'11il4'urI;-3il1~n1'V1u",1~ Tesco Lotus Ufl: KFC ijn1111tJ1tJ"11 

ftU~1~1n"'U1n1111tl-3"ULtl-3tltln1t16-3~1n"'U1n11itJuuul'VI~~ijrl'l1)Ju"nl'i1-31tJ'"I1n~1n ... 
u1n11'V1in lu1:~UrI'l'1)JL'VI)J1:~)J1:'VI~'1-3~1n",u1n11,r-3L;j)J Ufl:~1n'"lU1n'1~'tJ1U 2 1:~U 
;;tllu1::~U'-3Ufl:lu1:~U~'1 
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,r~d LdtN~1nU~(!Jlu~'1\J7::IKU~'l1)JL\4)J1::«,)J 7::W11~7::lKu.jU'Ifl~"71~U/hi~L~)J 
Ufl::"71~UA'1~'I!J1!J (Fit Between the original and extension product class) ~U UULiJU 

U~(!Jft1~CU~~::ft~eJflPifln11ftJf'lNll1Yfmruln1nfl~~ultn~ ~~\41nn1n!J1!J"71~uA'1~U 
il~'l1)JL\4)J1::«,)JnU"71~uA'1i~L~)J ~ilUU'ltWJ~~ultn~~::fuf'lNll1Yf'lfl~ftuA'1\41tJuln1~ 
'I!J1!JfltlnltJl~)J1nfu ~~fl1~nfl1'l1~t)1 n11ftJfci~~'l1"'L\4"'1::«,)J (Perceived Fit) LiJ~ 
fl~"tJ7::nflUft1~CU~«'1"'17Cl~1'''~'l1)Jft1L'''''Ifl~n1n!J1!J''71~uA'1~U1 1~ ~~nt)1~U U~(!J .. 
~1U~'l1)JL\4)J1::«,)JU~«'1)J17Clft~tiYliYf"ft1~CUPiflIl1Yfflm1rU'Ifl~"71~uA'11K~L~)Jiin~'l!J tl'!!J 

... r ... _~ 2.l' ..... ., .: ~ oJ .. 
mntJ,1l1Yfflm1"~ LUYl1~U'ln'lfl~ "71~U~1\4fl n~::)J ~'l1)J U 'I~ unN)J1n!J~'IU UJfl)J 

fl~"U7::nflU'Ifl-3~'l1)JL\4)J1::«,)J7::\4t)1-31Jl71~uA'1\4fln Ufl::"71~UA'1~'I!J1!Jfl!J1-3;"L~U)J111'l!J 

~UU«'~U (D. Aaker & Keller, 1990; Boush & Loken, 1991) 

.&, .... . --::. ...... - ~ , 
flU-3 Un17'l"~'l1)JL\4)J1::«,)J7::\4'l1-3117n~U7n17"~L")Jufl::1I7n~U1n1rf1'1!J1!J um7 

i)(!J~f-3d r(S(!Jl;hi1n1rl"~'l1)Jfin'lfl-3~ultn~Lrl!J'lnU~'l1)JL\4)J1::«,)Jlun11'1!J1!J"11~UA'1 
lu 5 'ltUfln1:ttU:: 1~uri ~fl1!J~fl-3nU I UIJlnPi1-3nU (Similar I Dissimilar), LiJUL\4'lLiJUeJfll 'W 

LiJUL\4'lLiJUeJfl (Logical I Not logical), L\4)J1::~)J I 'WL\4)J1::«')J (Appropriate I Not 

. .I 11 ... 'I_!.1 11 ... iJ .I .. 1 'I.l' 'I.! 
appropnate), Ln!J'l'1lfl-3nU I LJJLn!J'l'1lfl-3nU (Relevant I Not relevant) Ufl::L UYlL'I1 ~ LI'I I LJJ 

Lilu~Lf1l",1~ (Make sense I Does not make sense) "1)J)J11Jl1'lf;l'lfl-3 Brudvig Ufl:: Raman 

(2006) ufl::~1neJfln11il(!Jliu«'IMl\4L\4U~1 ~lJlflUUUU~flUCl1)Jil1::,run11fufci-3f11'l1)J 

L \4)J1::~)J1::\4~1-3 "11~uA'1 L~)J Ufl::"71~uA'1~'I!J1!J'Ifl-3 T esco Lotus ~-3nt)1n11'1U1!J 1Jl11 

~UA'1'1fl-3 KFC ~-3lun11'1!J1UIJl11~uA'1'tJU-3111n",uln1n:1il1::,rufII'l1)JL\4)J1::«,)J~-3Ufl::~1 
:.. ~ oJ .I .. -~_.. ... r.l ... 'iJ r - - .I .. 

'VI-3U fl1"'LUfl-3)J1~1nn1rf1~U1L11"')Jn1ntJ,LnmnU Tesco Lotus 'l1L Ufl-3~n1111n"'U1m1'Vl)J 

~nuIl1Yflum1'lU1!J1Jl11~uA'1111n",ulm1'tJ~1I1n"'~U1 '~fl!h-3nt)1-3'1'l1-3)J1nn~1 KFC ~ 
~ultn ~ft'lU 1 \4 qj,j nfufci-3 fII'l1)J L ~ !J'l'l1 CU L llYf1 ::'VI1-3 LrlU'lnU1I1n", ~1Ufl1\41m1«' ~~ ~ L Vf!J-3 

tJ 1:: LIl 'VI L~!J 'l 

L"u~ultn ~U-3fl1~U1::UjU"''l1)J~1)J11Cllun11'1U1!J 1Jl11~uA'1'1fl-3 T esco Lotus lu 

~1l1'l::U""uutl)J"''lU Ldfl-3"'1n Tesco Lotus ilm1'lU1U1l1n"'11U~~LfII1U~LlJlfflfln'U~~1n~ .. 
Pi1-31 ~1U'lU)J1n ~-3n11'1!J1!J1Jl11~U;(1'U~~uA'1U1::LIl'VIL~!J'lnU~uA'1\4fln (Line extension) 

fl1~ m1L1J '" 1 \4ulm1~1n'" l1uA'1tJii n~il ~'l1)J\4fl1 n\4fl1 U'Ifl-3'1U 1 f;I Ufl ::ZtJ uuul1uA'1 L~)J L;\)J .. 
Ji-3uPi1::lKulllLufliiJ1fui", flU~)J,j1, IJlfl1"L'VI~Ln LflJi~ Ufl:: Tesco Lotus Express 7'l)J 380 .. 
~1'111uu7::L'VI~ ("Lfl,j~Ujun1::U~~1U~" 80 ~1'11," 2550) ufln"'1nil Tesco Lotus u-3ilm, 

'IU1!J1I'n~~1n1l'n~fluA'1tJiin'lu1,,1\4qj'u~m71\4ulm1"'1un1'L~u Ufl::LU7nLnflftl1:: 

nwluluzUuuU'}1-31 (Tesco Financial Services & Insurance) L~fll\4uln11uriiJnfli'1'1fl-3 
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T esco Lotus uft:~uitn fII~'l 1tJ ~.ui]un1n!J1!J"11~u,rh 1t1~~uII1 pj1~t11:LIlYI (Category 

extension) riu~1n~\4fln'tl~ Tesco Lotus Ltl~ Uft:fh~l'IluiJd Tesco Lotus J~L~U\4U1ft~'lU 
.: - 'I - -~ --'I ~t1.f"1. ' ...... '.A1 .I ... ¥ ~ 
L"UIL"~ ~U~1n~flltl~~U" ~tlftft ~U 3 fIItlUL'D ,,~\4~ L't'ftl~unq~LlJ1\4~1!JYI~m¥1~lIJItlUfl: 

.. I • - ~.1 'x. .. k ~... -.. -~... '1..1 , ... UUUn11l'11 L UU'1I'l "YI u"n "1~ flUtln PI'l!J (8 ~fl " .. Ll'IU\4U1 'fIIf)~~U" ~f)ftfl',", 2551) ~Utcu.,"'YI .. 
~1n~flutl1\41n'h .. JIf~l'Itf)~ KFC uunflul'i1Lilunfl~Ylln11"ft1l'11u~1n ... flutl1\41~1 .. JIf~l'I 

t11:LIlYl1riL~!J~tl!h~L;i!J'l tl'l!JLuum1atlt'\11L;4tll\\'~uitnfllftJfii~I'I'l1~Li]u~L~!J'l1lJl1CUUft: 
~u11 u~1n ... uin1nJ1:LIlYI ~~nfl1'ltl!h~ Pitl L dtl~ ~~tl1 ... t4~ ~fll \\'n1nJ1:UlufII'l1~ L \4~1:"~tf)~ 
m1'll!J1!J"11~uII11un111(!JlufIIf~d q1J1tnfll~1~11Cltl1:UlUUft:ftJfc1~fII'l1~L\4~1:~~'tl~ .. 
m1'll!J1!J"11~uII11u~1n~1J1n11'11tl~ Tesco Lotus 1A';i~1nn~1 KFC ";~lum1'll!J1!J"11~uII1 
IItI.ad _.I.. ~ 
~ \1~1n~YI~fII'l1~ L \4~1:~~~~ Uft:I'I'l1~ L \4~1:~~ "1 

.. , 
utln~1nil \41nf)iltl11!JLii~L~~lu~"lu,tl~~"lutl1A'1un11ftJffll'l1~L\4~1:"~~~1~ 

........ ~... ........1 ~ , ... ..1 
~1n~1J1m1l'1~Ll'I~ Ufl:~1n~1J1n11Y1'!J1!J'tl~YI~ Tesco Lotus Ufl: KFC 1:\4"l1~~1n~YI'!J1!J 

~~ij':~1JfII"l1~L\4~1:~~~~ Ufl:1:~1JI'I'l1~L\4~1:"~~1 ~:L\1u1;ttl!h~{l'IL~U~1 q1Jltnl'lijn11 

tI - ... r.l' !2 .l' .I 'I. - - .I .. 
1:~Un1nu,Pl1UI'I"l1~L\4~1:~~'tl~"11¥1U"1Y1'!J1!J ~U~1n~1J1n11Y1~fII"l1~L\4~1:t'\~~~ 

, .. 
ufl:,hu"nPi1~riutl!h~{~L~ulu";~ 5 ~"lutl1 t1u1A'uri "'''lutl1A'1UfII''l1~"tt1!J''fl~ fII"l1~Li]U 

.!"I .I .. .. 'I 1I.l'::' ~ .. -~ _ .. ... .. , 
L\4'lLlJU~fl ""l1~L\4~1:~~ fII'l1~Ln!J"l'tl~ Ufl:""l1~L'1 ~'"I LPlUU ~~!J~1J1U'1"'"I:~mnufl1 

- - .1.1.. .., .I 'I .. ... .... 
~1n~U1m1Yl'!J1!JYI~""l1~L\4~1:~~~~~"1Lllfl!J ~u'ln1 "1U'tl·m11rull'l1U""l1~L\4~1:~~ 

'tl~"11~uA'1~~n~1~1n'"l~'!J1!J~~ijfll"l1~L\4~1::~~~1tl!h~iju!J~1riCUYl1~t'\n~lui~~tl~~1n~ .. 
1J1n11~tl Tesco Lotus Ufl:: KFC t"!J~fln1114'!Jtuin~tu:il tl1'"1tlfi1J1!J1A'~"l!JYI~~nm14'''' 

t11:LIlYl~~L11 (Categorization theory) 'tl~ D. Aaker Ufl: Keller (1990) ~nfl1"l~1 qU1tn",'"I:: .. 
t11::Ulum1'll!J1!J"11~uA'1'"11nn1m1J1"l~~vJtll1Cltl1:t!J'U~~L~~lu"11~uA'1\4in \4ffitoi 

";l'Iu,,~tl'l!J1"l~'tl~"11~U"'1\4in ufl::~~~hu1t1J~"11~UA'1~'!J1!J ,;~,ru u1tl~1J1tn"~vJ1"l~ 
tll1Cltl1::t!J'!IUUfl::";rlU"~tl'l!J1"l~~ijpjtl~1n~1Jlm1~-3L~~'tl~"11~UWl\4intl'.h~ Tesco 

Lotus Ufl:: KFC Ufl"l u1tlL\1u~1~1n'"l1J1m~'!J1!J,rU1 ij""l1~~tl~"fltl~ri1Jn11fufL~~'tl-3"U 
1::~tJn11rurn~""l1~L\4~1:~~lUn11'11!J1!J"11~uII1n'"l::tl~tu1::~1J~~ lUYl1-3"Noi1~ \41n 

.I" .. 
~tJ1tnfllL\1u~1~1n'"l1J1n11Y1'!J1!Jtltln~1t\4~uuij""l1~L\4~1::~~ri1J~1n'"l1J1n11';~L~~lu1::~1J 

~1 q1J1tn"n'"l::'Wtl1'"1~-3~hUn11rufufl::";I'IUfIl~L~!J'lri1J"11~uA'1~~L~~1t1~"11~UA'1~'!J1!J 
1M ~~li11~1::';1Jm1rufc1~""l1~L\4~1::~~tl~lu1::';1J~1"1~1t1~'l!J 

...... - '!2"::'- !2".1 'I 
lIJI~n11ruICl~"'l1JJL\4JJ1::~~1::\4"l1~n11"11fiU"1"'~L"'JJUfl::"11fiU"1Y1'!J1!J LU 

, .. 
1::';1J~~Ufl::~1il tl1'"1tlfi1J1!J1A'~"l!JuU'l~"m1Lfltlnruf (Selective perception) '!Itl-3~1J1tnfll 

~~~~u~~uPin11Lfltlmtl"'ru (Selective exposure) Ufl::Lfltln~",::~uh (Selective attention) 
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~L'.I- .4.J .I ..... .J-- ... .1:"1" 
11~ LT IPl1~1 fI Ln"~1 n rI'l1'" L'Dtll1'lUll rI rlftYl uPln Pl1~ nu tlU~:I1~tlflfi'Ytft Pltln11Lfttlnfl~:Ll.J "ru . " 
~~Lf1pj1~1 nULU ~1nuu~ultnrln ... :li1n1'Lfltln("':Liitluuft:u':"''lfttJft;tlJJft (Selective 

~ 1'_,,, k x..4 .. .I.. • 
organization) 11~ LT IPl1~1 "'rI'l1",~tl"rlI1~ r IUrI'l1", L'Dtl'Dtl~ PlULtl~ ",nlfl L1tJ n'l 1 nr.:U'lUn11 

.. .. . . .4 'l." - .r.. .= . I .!II 'I. I n11LfttlnPlrl'l1'" (SelectIve InterpretatIon) L'Yttl ~"'Ln"n1171J, ,,~tl"lJr.:~1UUft:LlJU~lJ"1'" 

rI'l1'" L.tl",18li rlUri ;;~ijtl~ ritlU'Dtl~PlUL~ wlt)1 ... :ftJfi~~"'1 tA' U~~ rI'l1'" L .fl'Dfl~ Plun "1", ~~ 
"'1n~ultnrlijn1nufLrltl'lnurI'l1",ft'l"'11tlUft:"'ntlIl1'Yttun11"1Liluta1n"''Dfl~Pl11~U;'1",ftn 
,r~ Tesco Lotus Uft: KFC '~fl!h~L1tUf);\IJI i~~~ultnrlLn"n17ftJf1!u1 n ... :ft~tJftt\\'~ultnrl 
.. .I .. t2 1'_'l. • .4 ... !:t k '1.1" - - .4.1. '1.1 • 

LflflnYl ... :ru,,,~LTI ~"''''1 'D~nrlfl n11'Dtl1!JIJI1111U"1fltln ~lJ!J~taffi"'U1n11tlUflIJI1~ ~lJ"'1m"", 

LtJtuYirlYl1~L;\!J'lnU t"!J"'1nta1n~uln1rl1'D!J1tJ1rU1 ilrl'l1"'~fl"rlflfl~nu~~~~ultnrlftJffl~ 
L;i", ~ultnrln~:Ln"n11!Jfl",ruLII~1!J u,j"'1n~1n~~'D!J1!J~uilrl'l1"'UJlnpj1~LU~1nL~'" 
~ultnrln ... :tJ{jL~fii~Lf1~U1 Ufl:Ln"Lilun11ftJfil~rI'l1",bJL"''''1:~'''Ln''~u L~flt\\'~fl"rlftfl~ 
.. .4.1... _ ) ~ () ... 'I " 
nUfII'l1"'L'Dtlfl"'fl!JL""''Dfl~PlULfl~ (Assael. 2004 Ufln ... 1nu Kapferer 1997 tI-3 ~"L~Ufl 

L~"'Ljj",t)1 ~ultnfll"':U1:UjUn11'Dtl1t11J111~U;'1~ijfll'l1"'UJlnpj1~nUIJI11~U;'1",ftn t"tlt-i 
i1~(tlII1uUU'l ~ "''Dfl~ IJI11~U;''1.~ Liju~u31U'D~ IJI11~U;'1~U1 ",1U1:UjU1'l",nun11fuf 

• .I!:t k ...::. t" ..r • I • • !:t k "ltUfII'l (Perceived value) 'YII1U"1",1flU1n11UU1 L~Ufl ", L'YtfllJ1:~U'l1n1ntl1tllJll111U"1 
~ " 

UU1 ~~fII~fl~tU'DflUL 'D IJI'Dfl~ fII'l1'" L "''''1:~''''Dfl~IJI11~U;'1",inuu",ffi bJ "'1nfl~Utln L ",Ufl 

'DflUL'DIJI'Dfl~fII'l1"'L"''''1:~'''~JlULfl~iln11ruf ~ultnflln~:bJtlfl"'fun1ntl1t11J111~U;'1~U1 

~1",rutl~,.ru1:nfluII1Ul1r1~fII;;'Dtl~~ultnfll~il,jfllJll1~uA'1~'Dtl1t1~U nuuLilu,r'lUU1 

~1A'cy~t;nun11U1:UjUUfl:1'I1"L"'l'Ytq;tn11"'n11t1fl"'ru 1'l"'Luri~n11L;1ruuln11tu1l1n~ 
..1 ,,-~_ .1".1 !:t. .I .. if" ..r ..r ".~_ • 

U1n1n1'Dtl1tl'Dfl~ foiU1 Lll fII'YI"'lJ1:I1f1fiIl1'Yt",1 nYlt1 "'fl n ... 11\ tI",U~ L Ufl~1I\1 n",1n foiU1 Lli fII Ln" 

.. ..1.. • !:t k .I k ~" .I" .~_ .. ~ .. 1" • !:t ".I 
'YIrlUfIIlJlfI"'IJIfllJll111U"1Y1'Dtl1t1UI1'l U U'l ~U"''YIfoiU1 Lllfllll\:Lflfln'Dfl",ffi 'DU1n111J111¥'iUfII1f1'Dtl1t1 

;ut",).jn~:L~"';UIJI1",LUII'ltl ~~;lLrtfl~1I\1nl1r1uflljj ~fl '''~''''''U'Dfl~'Ytq;tn11",,j1~1 ,r~ 
'Ytq;tn11~L~~tJ'lnLLfl:L~~flU ~~"'1nUnn111J1fl1"'~1~11tlL;1tll\ri~n11Ln"'';rlUfII;t fl~,.rU1:nflU 

'I. 14 i1 ... .I,J. .... • • 1.1 • I ~-.....~ t .... ..J t " ... 
1'l~ LlJtl~ II\lI\tI'YII1~fl'YIfi'YtfllJlfln11LlJfltlULLlJfl~LLfl:n11~T I~Vljl\UfIIlJI'DU ",~ ntlfl~"D'lti ",Unn11 

IJIfl1"~1~11m;1 t ... ri~ LLU'l tWJ'Ytq jjnmJII1u'h~1 'Dfl~~ultnfll Lllfl!h~iju1:~'YIfiIl1'Yt L'U 

LLU'l tu~ 1I1un11tlfl~ru~u;'1'Dil", t",).j LLU'l tU~n111J1flU~Ufl~ ,jfln114'''nll\n11",ft~ L~~n1n1t1 

,j1~1 "';flwlLLpj'Ytq;;n1ffin1Jfl'Dfl~~ultnfll (Schiffman & Kanuk, 2000) 
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'I ~ - ... f." ~".I'. ., .,., - Sf -" _ ..J .. , ~.I' ..J 'I 
~Un'17"nw)'l~!J~ -3U ~"fl1m7'l"'::"UflrlU~"'JIfl-3~U'U'I~fI)J"fl""''''U"1f1'J1!J'l!J ~U 

4 "lCUfln~cu:: '~uri U1~U'IflU / 'WLi]U~U1~U'IflU (Favorable / Unfavorable), u1~~~"l~ / 
'Wu1~~~"l~ (Appealing / Unappealing), LUU~U1'rffll~ / 'WLUU~U1'rffll~ (Pleasant / 

Unpleasant) Ufl:: ;; / 'Wi! (Good / Bad) iII!Ji"utlfl-3)J1~1n)J1"M"'JItl~ Brudvig Ufl:: 

Raman (2006) ~~~fln1~..f!J'rfU~1 nti)J,r'lfl!h~ilniulirlu~~,j~1I1ii ... uln1~'I!J1!J~~il 
, .. 

1::iUfII'l1)JL~)J1::ft)J\1~Ufl::'::iU~'l1)JL~)J1::ft)JlJi1u"n,j1-3riufl!h-3ilu!Jt~1~CVfl1-3fta~ li-31u 

lI'ii ... flU~ftL~1Uftt.tf Tesco lotus Ufl::1I1ii",flUtl1~1'yhft,r~" KFC L"!J'rfU~1 qultnfllil 

., ... , ~.I'..J 'I ., 1 .,..J 
'VIrlUfllPlPltlPl"'",U"1f1'J1!J1!J ~U1::"Ufll'l1)JL~)J1::ft)J\1~'JIfl~ Tesco Lotus Ufl:: KFC U1::"U'VI\1~ 

1 .1''' .,::. 'I. .I' .01 ~ t ~ 'I "1..J ., ... 
n"'LPI!NnU'VI~ ~U"1UfII'l1)J'IU'IflU fII'l1)J"~~" ~ fII'l1)J'rf~'rffl ~~ Ufl::fII'l1)J" U'JICU::'VI'VIrlUfllPI 

, ~.I' ..J .01..., ~ ....." _ .. ., ... ..J.., ... ... ..J 
flfl PI,., ",U"1'V1'JI!J1 !J'I~)J'::"U fII'l1)J L ~)J1::ft)J "1 ~U1 U' I fII"'::)J'VI rlUfII "'VI" Plflll'n~U'm1'Vl'JI!J1!J 

'JIfl~ Tesco Lotus )J1nn~111'ii"''JItl~ KFC '~UU~1~fln1~"'!JlhulirlUfII~;ljjfll'l1)Jfttl"fIIflfl~ 
riu1::ium,ruffll'l1)JL~)J1::ft)J'JIfl~n11'J1!J1!J""'~U;'1'J1fl~qultnfll nfi1'l~fllu~'ii ... ~ 
qUltnfllil'::iun1,ruifll'l1)JL~)J1::ft)Jlum1'Jl!J1!J"",~u;'1luniu\1-3 n~::~~~fll'\4q1Jltnfllil 

~rlUfII~,jfl~1ii",uln1~'JI!J1!Jlu1::iu\1~"1)J11.l~'l!J lU'VI1~flNriU;1)J ~1nqultnfllilmmf 
,jflfll'l1)JL~)J1::ft)Jlun1"!J1!JPI"'~U;'1lu'::iu~1 qultnflln ... ::il';rlufII~,jfl~'ii",ulm'~ .. , 
'JI!J1!JUU1 fl"lJi1tN11.l~'l!J 

~~fl1Ili1nfi1'l1~~1 ';fIIUfII~,jflfl,.,~uIi'1~'JI!J1!J'JIfl~qultnfll~UIliI::ul.l,~u11.l"1)J7::~U 

m1rufti~fII'l1)JL~)J1::ft)Jlun11'J1!J1!J""'~U;'1'::~~1~~1ii",uln1'~~L~)JUfl::~'ii"'~'JI!J1!J 
" ' .: .01 ~ ~ .. ..J.. ... ,..J • I ... ".1 
~"'!J L 11'rf1 ::fl!J'l~!J~ L)Jfl Luun 11'J1!J1!J fI,.,",UfII1'VI )J '::IiIU fII'l1)J L ~)'J1::ft)J ~~ )J1 n n'l1'V11li1:: Uu7~U ~u 

_I'" ... ..,.. ...... .- ..... ... ~~ ... " 
fl1)Jm7u'::L)Jun1171JICl~1l1'rffln~CUfl~fllm ufl::m171JI~N1l1'rf'JIfl~n171J7m7 'VI~U "'::L~U~" 

"'1n~flm':)4'!J~LUlqultnfll ... ::iln17rufti~1l1'rffln~nrfl~pfm ufl::n17rufPlN1l1'rfn171Jln17 .. 
'Dfl~ Tesco Lotus Ufl:: KFC lU7::iu~~ ulJin7::UU ~1nqultnPlrufti~fII'l1)JL~)J1::ft)J'JIfl~m7 

'D!J1!JPI"'~U;'1lU7::iU~1 ';rlufII~~qulLnfll ... ::1.l,::LijulJiflm1'Jl!J1!JfI"'~U;'1~U1 nllil::fl"M11.l 

.. .01." ... .,1 ::.~.. ..., ... .,.. ; ..J ..... 
IiI'l!J 'I~UU'l1~flm7'l"'!J UfIINU )JfII'l1)Jftfl"fIIflfl~nU~flm7'l"'!Jfln~fl1!J1 "DU 'VI ~"'VI1m7 

~ n~i)4'!J L~!J'l riu fII'l1)Jftfl "flli\'fl~i)J,;ufi riU'::~~1~ 7:: ~U fII'l1)J L ~)J1::ft)J'JI fl~ m1'Jl!J1!J fI,., 

:::t II ... .....J.....tn..J , :::t II.J ....... 
~UfII1 Ufl::'VIfIIUPlfI'VI'JU7 PI'VI"flm'MI!J1!J"71~UfII1 L"DU ~flm7'lIlil!J'Dfl~ Bruvig Ufl:: Raman 

(2006) ~1fl~flmn4'!J'JIfl~ D. Aaker Ufl:: Keller (1990) ~'rfU~1 7::"U';fIIUfII~'Dfl~~U1Lnfll~ii 
" 

IJiflPl"'~U;'1~'JI!J1!J ... ::i)J';ufiriu'::iun1mfti~fII'l1)JL~)J1::ft)Jlum1'Jl!J1!JPI,.,ftu;'1LUU 
~1~CVJULfl~ 

'~L ~ '1 ~fl~v'h 1 '\4,:: iu fII'l1)J L ~)J1::ft)J'Dfl~ m'MI !J1!J PI,., ftuIi'1il fII'l1)Ji)J,;ufiriu,; rlUfII ~ 
II ... ,,_ ..J .. , :::t II..J ~ ... ., ".1' ... .01 II ... 

'Dfl~ ~U, U I fII'VI)J Plfl fI,.,,,,UfII1'V1'D !J1!JU fl1 ... flfiU1!J ~IiI ,,'l!J U U'l fII iii L'fl~ fII'l1)Jftfl" fIIflfl~'JIfl~ U U'l fII" 
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"71~U"1 (Brand-concept consistency) 'tl~ Park, Milberg LLfl:: Lawson (1991) ~nt'hl)tl1 .. 
n1111!J1!J"71~U"11u~~U"1,,1t1U1n11'h~U1:alWIf;U (Category extension) UU qU1tn"'4t:: 

';1n1ru1::LiJun11fufci~"'1)1~L"~1::tUJ'tl~n1111!J1!J"71~U"1~I)!JLLUI);i""'1)1~"tl""'fltl~'~ .. .. 
LL UI);i""71~U"11 U1::~U\1~t!" nft11) ~tl "1n LLUI);i "'tl~"71~U"1~~ "71iu"1 ~ ~~LL"::"71 

~.U"1~1J!J1!JiJ "'1)1~"fl" "'fltl~ riu qU1tn '" ~~::"1~1m L ~tl~ t!J~ LL UI);i "'fl~ "71iu"1~~!J1!J 
niu1u6~ LL UI);i "'tl~ "71~U"1"i n 1~~1!J ~~iJ LL UI) t WJ~ qU1tn "'4t ::Lii "fufci~ "'1)1~ L "~1::"~ 

~ .1' t ~ ~ .1' .I.. ... -
'tl~n1111!J1!J"71~U"1UU1 Utln4t1nU "1nn1111!J1!J"71~U"1Y1~"'1)1~L"~1::"~\1~nU'l1n'" 

"inLLfll) n1~qu1tn"'4t::Lii"n11!Jtl~fu "1tliJ';rlu",jiluYl1~ul)nriun1111!J1!J"71~U"1,rU1 
1A'tlth~1'l"L~n~::iJttln1"Lii"ju1~\1~~1nju"1~1u~l)!J lUYl1~lflNriu;h~ "1nLLUI);i",tl~ 
1Jl71~U"11",.j~'!J1!Ji"LL~~"1t1UJ"tl"",fltl~riULLUI);i,,,tl~lfl71~U"1L~~ qU1tn"'n4t::UJfufci~ 

'I. ~ .1' t -... -.1,,_ ,.. . ~ .1' .I 
"'1)1~L"~1::"~ Lun1111!J1!Jlfl71~U"1UU1 LL"::"'::Ln"YlrlU"'''YI ~"lfltln1111!J1!J"71~U"1Y1'1" 

.. .I 
fIII)1~L"~1::"~UU1 1IiLuYlt1" 

'I .J .¥. ... L • _Of ... .I .I .01 ... ~ .1' 'I - -
LUl1I)U'IItl~"'1)1~11~'YiUD1::"1)1~u4t4t!JYlLn!Jl)LUtl~nUn1111!J1!JIJl71l1U"1 LU~1n4tUffi11 

t1U1~LLri n11fuf~tuI11'Yin1ru1n11 "'1)1~L"~1::"~'tl~n1111!J1!J1Jl71~U"1 LLfl::';rlu",jifitllfl71 

~U~1~'IIm!J'IItl~~u1tn"'lUfl1'Yi1'l~,rU ~1m'/fln1n4'!JLL"",~l~L~Utl1 n11fuf"ltul11'Yin11 .. 
U1n1~::iJ1::~UfIII)1~i~~ufiriu';~n11fuf"'1)1~m~1::"~'IItl~n1111!J1!J1Jl71~U;hLLfl~fIIu",;i 

fitln1111!J1!J1Jl71~U~1'11tl~~u1tn"'tlth~iJu!Jt~1.rCUYl1~"Ci;i Lll'Yi1::1Ufl1ii~11u~"L"'1u"Llflf .. 
Tesco Lotus Lvhuu "1nLLfilufl1ii~11Utl1"1'''rh'',r~" KFC 'YiUtl1 "''l1~i~~ufi1::''tl1~n11 

fuf~tuI11'Yin1ru1n1~::iJ"''l1~i~~ufluL;~U'lnriUn11fuffll'l1~L''~1::''~'IItl~n1111!J1!J"71 

~U~1LLfl::';rlu",jifitln1111!J1!J"71~U~1'11tl~qu1tnflltlfh~iJum~1.rCUYl1~"Ci;;Lll'Yi1::lUn11 
.I .. .. 

'IIm!J"71~U~11U~fl1ii4tU1n11Y1iJ1::~U"''l1~L''~1::''~\1~riUfl1ii~U1n11,r~L~~Lvhuu LLfiUJ 

'YiUfII'l1~i~~ufi ~~nfh'llUfl1ii~~'II!J1!J~~il'::~u fII'l1~ L"~1::"~~1riUfl1ii'" ~~ L~~'IItl~ KFC .. .. 
,;~\1 tl1"'mi1'l1~tl1 "''l1~i~~ufi1::''tl1~n11fuffIJtuI11'Yi n11fufcl~fII'l1~L"~1::"~ .. 

'IItl~n11'11m!J1Jl11~U"'1 LLfl::';fIIUfII;ifitln11'11m!J1Jl11~U~1'11tl~~U1tn",uu ~::iJ1::,rU"''l1~ 

i~~ufi\1~Lll'Yi1::lUn1111!J1!Jlfl71~U~11U~~1ii4t~iJ"''l1~L''~1::''~\1-3 LLfl::fII'l1~i~,;ufi,tl~,T~ 
3 .r'lLLu~::tl~lu1::~u~1 "1milun11'11!J1!Jlfl71~U~11u~~1ii~~iJ"''l1~L''~1::''~~1lu,T-3 2 

tl-3~n1 tlti1-311n;i ~fln1n4'!Jlu",i-3dniuiJ"''l1~f''LL~-3riu~fln1n4'!J'IItl~ Rust LLfl::fllru:: 

(1996) ~'YiUtl1 ~~~u1tnflliJn11fuft1-3"ltul11'Yi'lltl~n11U1n1~1mvhl" LLU'lLU~~qU1tnfll~:: 
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.1" :1.1' -I 1" -I.. ~ .. ., .. -I .. , :1.1' -I ... or 11.1 
lJ1:UJU"11",Url1Y1'DtJ1tJ UYI rlYl1-3f1 11'1 ,'UJtN)JYI rlUfII "YI 11'1 "f) "11",Url1Y1'D tJ1tJ n"'::)J)J1n'DU ~lJ 

~'ltJ Ldf)-3"'1n~u;tnfll"'::li1n1'L~f))J~tJ-3m'ftJi"Jtufl1'Yf'Df)-3"l1ftuIr1\4fln ~-3LtJ1tJUL«,ijf)U 
LfII1fl-3ftJtJ'::r1Un-3"Jtufl1'Yf'Df)-3"l1ftU~1~'DtJ1tJ,rU1 'tJ~n11tJf))JftJ"",ftu,rh~'DtJ1tJfut\4)J 

~tJf)1"'f)fiu1tJ'~tj1 "'lutJ'~1~tytJ'::m",;i-3~Yi1t\\'~u;tnfll\)Jf)1"'~-3~hun1rl'uf 
"Jtufl1'n'Df)-3n1ru;n1nJ1~1:lKun11tJf))JftJtufII'l1)JL\4)J1::~)J'Df)-3n1ntJ1tJ"l1iu,rh ufl::n1rlj 

l1f1iuflljj~;i.1f)"l1iu~1~'DtJ1tJti~f) "'lUtJ1~1U,::lKufII'l1)JL\4)J1::«,)J'Df)-3n1ntJ1tJ"l1iu~1 

tl'ULf)-3 ~II'ItJ\41nn1ntJ1tJ"l1ftU~1,rU1 Lilun1nfJ1tJ"l1ftU~1'tJ~1l';;"'U;n1~ilfll'l1)J 
L\4)J1::«,)J~-3 ~U;tnfllri"'::«'1)J1'tl~-3~1UfII'l1)JL\4)J1::«,)J (Transfer fit) 1'l)J'tli1~~-3~1umrl'uf 

.. II. I Ill! ., t ., :I.l' ..., .. -I .. 
"Jtufl1'n m1U1n1' LlJ ~ n11n.J ~ '::II'IU fII'l1)J L \4)J1::«')J'Df)-3 m1"!l tJ1tJ "11 ",Url1 Ufl::Ln II'IfI rlUfII "fI 11'1 

"fl"l1ftU~1~'DtJ1tJ'~ U"\41nmt'lltJ1tJ"",ftU~1,rU1 LilumntJ1tJ"",aU~1'tJ~1l'n"'U;n1' 
~il1:IKUfII'l1)JL\4)J1::«,)J~1 if"'(tJlK-3nfh'lri"'::Lilu"'lmrill'l'D'l1-3\)JYi1t\\'~u;tnfllLnll'lm'~-3~1U 

mrl'uf"Jtufl1'Yfn1ru;n1,;1;i'ttJ~n1,fuf1::IKUfII'l1)JL\4)J1::«,)J'Df)-3n1ntJ1tJ"",ftU~1 Ufl::m1 

.. ., .. -I .. , :I.l' -I II.!"!. -I . ) ~ '1I.l" .Of ., 
Lnll'lflfliUfII"flII'I"fl"11",Url1f1'DtJ1tJ~" ~UfI~II'I (Van Riel et ai, 2001 "'-3f)1",nfl1'l ~"'l1 lJ"''''tJ 

" 1 :I .l' ~ il .Of ., ::. " -I ". I " • ~ ~ t 11'11UfII'l1)JL\4)J1::«')J Un11"!1tJ1tJ""'",Url1"'-3f11'l'L UlJ"''''tJ''-3''UfI~lJ1::nflUn1'''fl-3f111U-3tl-3 U 

m1'l1-3 nfl f.jflfin11"!1 fJ1 tJ "",ftU;\1 L 'Yf "'::~-3ilm1"!ltJ1 tJ "",ftU~1 'ttJ~-3tl1:: LIlfl ftU~ 1 \418 u;m, 

..I.. 'II" ..I t " .. .,,,,, .. ~ _ -I ., .. 
fI)JfII'l1)J\41-3 ~nflnUfII'l1)J L'DtJ'l'D1ty UII'I1Um1~fl" Ufl::m1nJi'!Ifl-3 ~U1 U I fII LntJ'lnUfl-3 film 

" :I" ,., ., ~ , :I"" :I.l'-I. 
LIlt1'Dfl-3""'",UI'I1)J1nLfl1 ~1 1'I'l1)J L'Dfl)J ~tJ-31::\4'l1-3""'",UfII1\4fln Ufl::"",,,,Url1f1'DtJ1tJnllt::flll'l 

UfltJfl-3LVh,ru ~-3fl11ltU1)J1~~m1ruf"ltufl1'Yf'Dfl-3ftUP\;1\41flU;m11'l)Jn-3"lN"h"",ftu;h~ 

"fltJfl-3tU«'1tJ"1~U;tnfll't~ (Braig & Tybout, 2005) 

~~UU'l~~~-3nfl1'ld~-3'tA'fum1«,,rU«''4uA''ltJ~flmn(tJ'Dfl-3t1tJ'lnN Yj)J~'Yff (2542) ~ 
~m~n~(tJL~tJ'lr1utl1::L~UfII'l1)Jnn;i"fl"",ftU"'1 n11"!1tJ1tJ"",ftu;h Ufl::n1nh::Liju'Dtl-3 

~u;tnfll.1flif"'(tJ~il~flm::flU.1fln11"!1tJ1tJ"",ftu,rh ~-3'YfU~1 if"'(tJ~1UfII'l1)JL\4)J1::«,)J 

1::\4~1-3Um Ufl::ftU~1~)J1"'1nn1t'11tJ1tJ"'1ftU,rhLilU~-3~~u;tnfll"'::LflflnU1)J1tJ1::Lijutu .. 
1::~U~-3~II'I ~-3fl1"'nfl1'l't~tj11::~UfII'l1)JL\4)J1::«,)J'Df)-3m1"!ltJ1tJ"",ftU;\1UU",::iliiflfi'Yffl"fl 

~fllul'ljj'Dfl-3~u;tnl'l~il"fllJl",ftu;h~'DtJ1tJ)J1nn~1n11ruf"Jtufl1'Yfn1ru;n11 1'l)J'tln-3 

~fln1n4'tJ'Dfl-3 Van Riel Ufl::f"lN:: (2001) ~'YfU~1 m1fui"ltufl1'Yfn1ru;n1""::~-3~fl~1';ty"fl 
1:: ~Un11fuff"l'l1)J L \4)J1::«' )J'Dfl-3 n11"!1tJ 1tJ "",ftU;\1 1'l )In-3~ fIIUf"I ~ "fl"'" ft UP\;1 ~'D fJ1 tJ'Dfl~ 
" .. ~- II"·' ., :I .!'::. il :I "..I .. ., 
~U1 U IfII ~II'In"flUJfln1nfJ1tJ IJI"''''Url1UU1 L Un11"!1tJ1tJ IJI", ",UfII1Y1)J 1:: II'IU fII'l1)JL \4)J1::«')J 

, :I"" :1"..1 t ., 
'::"''l1-3'''1",Uf"l1,..fln Ufl::""'rlUf"l1f1'DtJ1tJ U1::"'U~-3 

tUYl1-3niur1u if"'(tJ~-31'1'l1)JL"')J1::«,)J (Fit) ,..18f11'l1)Jl'lfl1tJfIIfl-3r1U (Similarity) 
.. ......I .. 

1::\4tj1..:J1::iu'iU'Dfl-3U;n1111-3U;n11i-3L~)J ufl::u;n11f1'DfJ1tJtUn11"!1tJ1tJIJI",ftU;\1uunuuLilu 
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iJ~(fJth~ru~ ... ::ft~~flPi~n1rl1.Jf"lNll1Yi1l~~~ultnfll ~~~1nm11lfJ1fJPll1aUI.1~Uijfll'l''''J 
.t: !2.1'::' - ... ~.,.J., -~ _ - ...r.. ." !2 .1'..1 

L~)J1::tUJ J IUPI 11 ¥'tUrl11M L"')J n)JUU'l L~YI'oiU1 u IfII~::Ln"'n1IT1.Ji"lNll1Yi1l~~¥'tUrl1Y111fJ1fJ 

~tm'ltl'lA')J1n~U ~~~1~nfl1'l'lA'r)1 n1rl1.Jfci~fII'l1)JL~)J1::tUJ (Perceived Fit) LtJU~~"t11::n~u 
ft1~ru~ft1)J11Cl41''''fII'l1)Jft1L"1I~~m11lfJ1fJPll1ftuI.1'lA'LtJU~th~;j (Boush & Loken, 1991) 

ft1~run11tliltl11fJ ~fll uLttl~ fII'l1)Ji)J,;uln:~r)1-3111Yiin~nr~~" n 7Ufl::iJ~( fJ~ 
L~fJ'lLdtl-3riun1111fJ1fJPll1auI.11u1l1n~Uln11 ft1)J11ClUtJ~\i'l;~m1tliltll1fJtltln'A'Li~u 4 .. 
\4'l;tuj tl fJ .1-3 Pi tl 'l 1..1\1 

ujflU1~fln1~(fJluft'lU1Itl-3111Yiin~nrfl-3"n7 ufl::n17rui"lNll1Yin1ruln1~1~11'i1 

fII'l1)Ji)J';U~-3riUUfl::riu ~::YiUr)1111Yiin~nrfl-3"'n~-311fl~ Tesco Lotus Ufl:: KFC Pi1-3nij , 

1'I'l1)Ji)J,;ufiriuluL;-3u'lnfl~1-3ijUfJft1~ruYl1-3ftn;lriutr~(fJ~1un17ruf"lNll1Yin1rulm7 

i-3d ~flm~(fJ~1"ft1)J17CltlfiU1fJ1~"1)J~U'l~"''1Ifl-3 Keller (2003) L~fJ'lriuI11Yiin~nrfl-3,rn7 
.c , 1.1" ....... 41 .c ~::. ..I II -~ _ "1 ...1 .... 
1I-3nfl1'l • J'l1 n1Yifln~rutl~ fIIn7 fIIfl fII'l1)J L'Dfl)J LfJ-3Y1-3~)J"'YI 'oiU7 U I fII)J UI'I'l1)JYlN~1 LnfJ'lnu 

- .... 41 .. .c.!ll" -!2.1' 41 ~.,_ .c ........ ~ .. , .: 
U~~7fIfl~flln"-3LlJU'oi~flPl¥'tUrl1 ~7fl'oi L~U7n17 "11-3111Yifln~rufl-3f11nN~::)JUYlU1Y1flfJ1-3fJ-3 

lum7Lilutr"(fJft1~ru~ft-3~flpjtln171Ji",aul"~tl\.";tlL;1ruulmntl-3~ultnfll ~-3~-3~ultnfllij 
.... t.c ..I.... .. 1 '1 II -~ _. - .... - 1..1 !2-m7ru,L7fI-311'lLnfJ'lnUfl-3f11m UYl1-3U'ln)J1nLYl1 '" ~u7Ulflln~::Ln"'n17ruICl-3 7~¥'tYlfiI11Yi 

• .... ... _..I .. , ..".1' J' ,::. 
mm1-31U1Itl-3~-3 fIIn1 Ufl::)JYI fIIUI'IPlYI"'PI~fl-3f11n7 LVI)J1n1lUL Yl1UU 

.. ~ .. 
';-3U~::L ~U1~r)1 ';-3tl-3,rn71lffi"ulmmu~ft LfII1Uft t"f T esco Lotus Ufl~"'Ufl1~17 

~1ft,r~", KFC pj1-3nijn11'l1~nfl'r'1fiYl1~m7"fl1"'L~flft11~1l1Yiin~nrtl~pfml~ijfll'l1)JU;~ 
uni~ ~'lfJm7c;i1Luun"m1)JYl1~m1"fl1"''''fl1n'''fl1ultluuu 'Wt)1"~Lilum1,j1LUU~1U~1U 

mm (;l.JU1~uf.11~ij fII'l1)J utlfln 1 ",)j ufl~ijU1~~Ylfi1l1Yi~~ ",'1t1m1c;i1 L uum1~1Um1~tlft11 

m1"fl1"'~U1 L'!IU n17ttJ~ru1 U1::'!I1i)J,;ufi m14''''11fJm1ft~Lft~n1n1fJpj1~1 ",'1t1wluPi 

mrn1Lftu~"uLfl~1uluL;~u'ln L'!IU m1ftuuft~u'!I'lm",fifl')J'!IUUfl~i~fII)J ~~uuLilunflQYlfiiI .. .. 
tlum1ft~Lft~111Yiin~nr'!ltl~tl~,rnni~au (Barich & Kotler, 1991, as cited in Keller, 2003) 



219 

-It.J - ::. ... "'1.1.3 ... -1 ...... ,,"--'Dtu:YI Utt'lU'Dtl~"JNIl1"n1nJ1n1NU nflltl "'lU 1tt1f11C\1Y1"::~fln"'U ~14~1n"U1m1 

L~ut"n1'l14u1ufl::t11::t\ufII'l1)Jri1L;"'1A1u~t!'" (Gronroos. 2000) Lrltl~"1nm1~~)JtlUUlm1 
-I ".. - '1.1' .!"I .1 ... - ..." -~_ Ylt\1)J11Cl "tlUt\Utl~ fII'l1)J "tl~ m1141tl)JtlUU1m1 ~"LuUtltl1~ '" LnUfII'l1)J f111 "'14'l~'Dtl~ ~U1 U I fII 

tlr11~t\~1Lt\)Jtl "'::Ltlui~ri1~C\I~'!I'l!l114~1n",uln1niu1 ilfll'l1)JUJln,j~Ufl::Lt'I",LliU)J1nn-l1 
~1n",ulm1'Dtl~~U;~11!l~U1 Lt'I!l Zeithaml. Berry Ufl:: Parasuraman (1990) '~nft1'l~~ 

- ... .. '11"" -~_... ~,,-I 1.1 .. .. '1.1' 
UU'lfll"'L1tl~"JNIl1"'Dtl~mru1n11 ~'J'l1 ~U1u I fII)J UU'l ~U)JYI"':: 1::L)JU"JNIl1"n1nJ1n11~" 

!l1nn-l1"JNIl1"'Dtl~~U~1 I~,ru iJ"(!l~~ultnfll.,::t-itun11t11::Lilu"JNIl1"'Dtl~mrulm~~ 
ilfll'l1)Jt\iuiuitlu!l1nurin1ni1f11'l1)JLf1t., Lrltl~"1n~ultnfll,rn'Wtl1::Lilu"JNIl1"mru1n11 
Lll"1::"1n~fli"fiYl'~"1nn11Lf1fuuln1'Lvh,ru ufi~ultnfll,rn"::Yhm1t11::LiluVJniulJltlulu 
"" " mruimnrU1"U)J1~~;U"tlUm1~~)JtlUm1uin1riUt!",ti1!l ~~~~~flt14iJ~4'!ltum1tl1::Lilu 

"JNIl1"mnJln1niu~UtlrJnU"'l~ultnfllufifl::fllu~Lf1fuuin1'Ltl~ I~,ru ~14Uln1~~Pl~ 
~10~~~VJn1 iJ"4'!ltun11t11::Lilu"JNIl1"m1uim1'Dtl~~ultnfllLtluri1~C\I ~~d m1fuf 

"lNll1"m1Uln11 "::Ln"'~U"1nmltl7::Lilu"JNIl1"'Dtl~~uA'1141tluin11t"'!lftl)J'Dtl~~uitnfll 
... t ... -I 11'" ... ~ I 1 ... -I ... I .. I 

Ltl~ ufl::m1ru~ "JNIl1"~::)JfII'l1)JLn!l'l"D~nUn1''''''ttu.,tufll1 U1::"'UYI)J IJItlfll'l1)J L 14Utln'l1 

'Dtl~~U"'1 t"'!l ftl)J Ufl::iJ ... 4'!l ri1 ~C\ltl7::m1l4rl~~ ~uitn fII,r n t-it umltl7::Lilun 11fuf"J NIl1" 
... ... ., t.MI ... r .- -J .. :" 

m1U1m1nflltl n111U,Cl~111"fln1;'tutl~flln1Yl"'UULtl~ (Holbrook & Cortman. 1985) 

" " ufl::"1n~fln1n4'!ltufllf~il nUt\",~t"'L\1Uflth~;"'L"U~1 fl~"t11::nflU~1U111"in1;'nr 

fl~"n"ru il~'luri1~C\I~~~~~fifl1::"'um7fuf"CW11"'Dfl~m1Uim1~uitnflltlth~uti ... i~ 
... ...,. ,. ... .l"I iJ ... • ... t _ I" " ... ~ _ -I .. J' ~ " 
LUfl~~1nI11"~n1;'tufl~fllmUULuU ~~!lt\11'1C\1 umru1::L)JU"Dfl~~U1ulfllVI"::L~fln'DflttUfil1 

LL~::~~IJIntu.,rlJh~1 ftl)J~~n11L~flnLf1fuuim1nUfl~"m~"'uin1ru1::L11Y1fi1~1 fl~L~)Jfl 

(Esteban et al.. 1997. as cited in Martinez & Pina, 2005) ~~111"in1;'nrfl~"n~::~~V1~ 

fiI'l1)Jri1~C\lL~)J)J1n~u 141n~uitnfll~fl~"",~ut"L~tlnLf1fuuin1ru1~i~U1~tlth~~ilin1;'tu:: 
~ IL! ... " '1.1'''' " ~_ ~ ~ I ...,.,. -I ... " 
'D~ L).l~1)J11Cl~UlJlfl~ ~'" LUfl~~1n~U1u IfII"'::L'Dfl)J ~tN1::14'l1~111"~n1;'tufl~flln1YlIJIULfl~1U, Ufl:: 

~~~huLtlti~m1fuf"JNIl1""Dfl~m1Uim1tu~t!'" (Martinez & Pina, 2003) ",~,ru 141nfl~"n1 
~1n"uim1IA'fl~n11~11~n11fuf"NI11"'Dfl~m1Uin11~;;tu",,~~uitnfllU~'l,rU m1~fNU~:: 
fn1;'1I11'riin1;'nrfl~"n1t"'~fl~L~)Jfl ~~LtluiJ"4'tJri1~C\I~'!I'ltJt"'~uitnfllLn"'n11fufL~tJ'lnU 

... .J... "1.1 " .,CW11Yim1U1m1V1Ci11J11)J ~ lJI'ltJ 
~ ~ ~ ~ 

~~il ~~mn4'!ltufIIf~il ti~ilfll'l1)J~flCilfll~fl~nu~~n1n4'tJ'Dtl~ Martinez Ufl:: Pina 

.J • -I.. .... ...... ~ .J...... :, .... .. ... ... .. 
(2005) V1YiU'l1 n11Y1fl~flln1~1n",uffi1""'DflL\1tJ~V1Ci1 )JfII'l1)J)JUfll~ U1L'DflClfl U~::)J111Yifln1;'tu 

fl~"nnl;i tifl)J~~~flt"'~uitnt'ltl1::Lilul~~1 m1Uim1"Dfl~fl~"m"~nfl1'l~::il"NIl1Yi 
L""Ofln-l1fl~"m~1n"uin11~U1 ~ilI11Yiin1;'nr(;l11~uA'1hju;~un1~LYitJULVhL~ L'liuL;itJ'lnu~ 
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Dowling (1986), Gronroos (1990) Ufl:: Bellini (2002) ~1Ji1~m~li1n11~m~n~4'm~!J'lnlJ 
~fln1::YllJ'Itl~111'ninlin!tl~,rn~ijlJitln114''''n1nJh~11111;;litlJln111u~1uIJi1~1 ufl::1A''nlJ~1 

... f ... 1"1 ~"'.I ~ ..I.. 1"1 .!' ..... 
n111lJ ~N1l1'nn1ru1n11LlJU~fl~1r1C\1lJ1::n1ntU~1it1nn11Y1tl~rln1LlJUL"1'1tl~111'nflnliN 

.. ..I ... ~_ "1t fu'" ... fu~ .r. _f: f. ..I. ," ... ~_ Jr'" ~" 
tl~rln1Yl'" LrI!J,..1mJL"D1 lJ1n1nm11 ,tl~111'nftnli,utl~"n",U'I~Un1~ ~lJ1ulrlrIJJUU'l ~UJJ 

~1it::fuf~N1l1'nn1ruln11111!J~~llMju tU'rI1~nfllJnU "'1n~lJltnrlfufti~111'ninlin!~,rn1 
~'WLfJJui~ ~N1l1'nn1ruln11t"'!J~JJ~~lJltnrlfufn"t::Li~ultJlU'rI1~fllJPl1JJ'ltJ~'l!J (Hoffman 

~...... .: ..I. ~ ~ 
& Bateson, 2006) Utln"t1nu ~fln1~"'!J'Itl~ N 'Iun Uft~UJJU'lfl (2548) 'rI'rI1n11"n1i1tl~n11 

t)"'~N'hPl11~u,rhtN,rn1nJ~"'lJ~1 n11L~tlJJt!J~111'ninlinrtl~,rnntl~lJM~~lJln1~Lilu 
~U1"fl1'" Ufl::~lJltnrlijrl'l1JJ~ULrI!Jlu1::;lJ~~~U ~lJltnrl"'::L;;"'n11ruiufl::L~tlJJtu~t1~ 
111'ninlin!tl~,rn1'l~L"'Utln~1tl~,rn~~lJltnrlijrl'l1JJ~ULfII!J~1n~'nrULtl~ 

lU'IN::LiI!J'lnu n11ftJf~N1l1"'n1ruln11nLiluiJ"t4'!J~ft1JJ11m"rlJft~u,..1tlli1fl1!J 
111'ninlin!tl~,rn11~L'IIuL;I!J'lnu (Nguyen & Leblanc, 1998) Lrttl~1it1n"'1n~lJltnrll~fuftl)Jfl 

I ... 1 '.J..I...,..I I ".1 ... t 
'I1'lft11 ,..1tllJ1::"'lJn11Nft'lUPlULn!J'lnlJtl~ rlnn1 uPin P11~ LlJ"'1n fII'l1JJ fOI1 "'''''l~'Itl~P1ULtl~ U 

m1L;1fulJln11tlfh~1"'tlth~,..rt~ ~lJltnrlntl1"'L;;"'n11fuf lirlurljl ,..1tl'nCJjln11JJ~ 
• I'" • 1..1 ... I .I l"'" .!' ... ~ ..I .. .!'... ".. .... I ' ... 
lJ1lJ LlJfl!JU LlJ L 'ntl ,.. Ln '" rI'l1JJ"'tl '" rI"tl~ nlJa~'rI P1ULtl~ L"ruI"11tlJJ lJ1::"'lJ n11twJ1 P11JJ,..fl n 

"'~li!jrl'l1JJ"'tl"'rlfttl~"'1~rI'l1JJ~'" (Cognitive consistency theory) 'Itl~ Fishbein Ufl:: Ajzen 

~ .I" .. ~ _ .. .!'... t ....I ,''. I ..I 
(1975, as cited in Lutz. 1991) L"'!JLJJtl~lJ1ulrl L"ru,~N1l1'nn1ru1n11YlU"n"1~ LlJlit1n." 

f111",,..t)~Huft'l ritl1Iitli11~1::~lJm1fufI11'ninlin!tl~,rn~ijtl~L~JJ'Itl~~lJltnrlijn11LtJ~!JU 

UtJfl~ P11JJ1tJ ~'ltJl~ L ~tl t~ij rI'l1JJ"'tl'" rlfltl~nU"'1~ fII'l1JJ ~ ""::"'~1~n1nlJiI11'ninlin!tl~ r\ n1 

... " .. 
ufl::n11rul~N1l1'n'ltl~n11lJ1n11 

~'lU Witt Ufl:: Rode (2005) ri1~~fII'l1JJL~U"'UlJ"'~U~tl~fII'l1JJiJJ~utf1::"'~1~ 
111'ninlitUtl~,rn1Ufl::n11rui~N1l1"'n1rulm1HL'IIunu~1111'ninlitUtl~,rnnrUL;;"'~U1it1n 

..I" ... ~_ I ..... ... r\'_' I .... 1 ~.. ..I ... ~ 
m1Yl~lJ1uJrlJJtl~'l1tl~rlnnJLtlnflnliNLrI"'L"'U UPlnPl1~ Ufl::JJlJ1::a'rltiI11'n'rl'" ttI~rI'l1JJ 

• • ~ ..... • ~ ... t ..I... .. .. " ::. 1" 1"1 ..I 
LL'I~LLnNLLfl::L"'L'lLL'lU'Mnfl1'l1it::U1JJ1'1~m11lJ,~N111'n'rlL'l'ltl~tl~flln1LL'I 'rI~ UL'l1Un11LlJU'" 

tJtlJJruUlJt1tlUfl::Li~u~~UttltllJ (likability) L"'Utl"11~U~1~U'~~U1 utln"'1n;l111'ninlitU 

.. ..I....... ~ ... .1 ~, . ..I.J ~ t" 
tl~rln1Yl"'tJ~U1JJ1tt1~fII'l1JJJJ'!ItlLi1!J~'tl~tl~fOIn1 (Corporate reputation) "''''::'''ltJ'''~~''' ,.. 

....... , 1"1 ... ..I... .....1.. " .. 
~fIIfl1n1~JJfII'l1JJlrl'l1JJ"'1JJ11tlJJ11'lJJLlJu"'1'n!J1n~rlrlfl"'JJ~N111'n 1'lJJ'IlJLrlfltlUtl~rln1 L'" 
" ... 1111 ~. .. 1 "" ... ~ _ "...... J'.I " .. ~ _ ... 
m'l LlJ-.:rI'l1JJa1L1'-' P1fltl"'IitU"'~~L'I "'~lJ1UJrlJJ1L'1rulJ1m1JJ1n'lU LUtl~1it1n~lJ1u JrlJJn11 

ruiL~tlJJttJ~nuluL~~lJ'ln1::"'~1~111'ninlitUtl~,rn1LLfl::m1fui~N111'n'ltl~n1rulmni'uLtl~ 
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.. 
L\UJ1::tUJ'tl-3n11'D!J1!J"11iuA'1UU "'1n~tm1fi(!J"'1.J~11l1,..ftm:tNt).Ij~nrij"'l1JJIJJ';ufri1.J .. 
n1ri1.Jftl-37::"1.J"'l1JJL\4JJ1::~JJ~tl-3n11'D!J1!J"11ftUA'1tlti1-3iJU!Jth~tyYl1-3"a;t li-3n11'D!J1!J 

"11~uA'11t1~~7n4t1.Jln1n:liJ7::"1.J"'l1JJL\4JJ1::"JJri1.J~7n4t1.Jln17i-3L~JJtu7::"1.J'~ LLft::tU7::"1.J 

~1 ~~~ftn1fi(!Jtu"f~d iJ"'l1JJ"tl",,,t\'tl~n1.J~ftn1fi(!J'tl~ Martinez LLft:: Plna (2005) ~~ 
"'1.J~11l1"'in~Nfl~~n7iJ"'l1JJIJJ';uln1.Jn1rlUfcl~"'l1JJL\4JJ1::~JJ'fl~n1n!J1!J"71~u,rh 

fl!h~ilU!Ji11~tyYl1~~a~ L'UL;I!J'ln1.J~fln1fi4'!JLtfl-3 "JNri1Jl11~uA'11ul4t~1.J1Ln" LLfl::n17 

t17::Lijun1n!J1!JI'I11~uA'1'fl-3~1.J1Ln"'tl~Ltlnfl'lu fll'l'l17N (2543) ~n"'1.J~1 "JNri11'171~UA'1 
~::il~fln1::Yl1.Jth~ty"tln17t17::Lijun11'D!J1!J"11~uA'1'tl~~1.J1Ln" nfl1'l~tl t11\41nl'l11~u,rh 

il1::"1.J"JNri1Jl71~UA'1'~ n4t::ri~~flt"'~1.J1Ln"t17::Lijun1n!J1!JJl71~uA'1tu1::"u~\1~I'I1JJlt1 
.l' ::. 'I. ~ .l' ..I.. ..I., ~ ., ,,-\' _ ..., ., , , ..I .... ., 
"''l!JYl~ ~UnU"1Y1JJ"'l1JJLn!J'l"'U"1LLft::,~n1.J~1.J7u-1" 'N::L"'!J'lnUll1"'fln~Nfl~"n7Yl'" n!J-3 

Liluri'lutl7::ntlui11~ty~4t::,;ItJU1"tlltiLilu~flLa!J~fl~~n1 (Corporate reputation) ~~ultl 
fl~~nrij~flLa!J~Lilu~!JtlJJfu n4t::ri~~fl t"'~ulLn"Ln"''''l1JJ~n~U'Dtl1.J LLfl::L~JJLfln1~tun11 
Yl"'flfl~t.f~uA'1\41flLf1ftJ1.Jln114tun1::~~L~"'Lilu"'l1JJrin;lfiflJl71~uA'1 (Brand loyalty) 1~ 
.,..1 ~ _ ....:"1 ' \' ~ ::..., " -\' _.. ... .. , 
~UYl£1'" 'D~"'1n~1U'l"'!J'fl~u!J::'l11N Y1JJ ~ytfj (2542) uunyt1.J'l1 \41n~1.J1u-I"JJ"'l1JJlln~Jlfl 

tfI71~uA'11 U7::"U\1~ LLfl'l ~ 1.J1Ln III n",::il n1 ru1:: Lijuil~4'!J ~1~1 ~il ~fl n1::Yl1.J ~fl n1 n!J1!J 1'171 .. 
~uA'1\1~1t1~'l!JL,unu li~lun1n!J1!JI'I11~uA'11t1~~uA'1t11::LIlYlL~!J'lnun1.J~uA'1\4in (Line 

Extension) LLfl::n1n!J1!J""1~uA'11t1~~uA'1~1~t1":=LIlYlnu (Category extenSion) 

~~"'1n~fln1n4'!Jlulllf~dfl1"'flfi1.J1!Jl~~1 "11~UA'1 Tesco Lotus LLfl:= KFC "1~Lilu 
tfI71~UA'1~ilIl1yti n~Nfl~ fII nrll LL;~ LLn1~ i~6~ '£IIfun11!JtlJJfu", 1 n ~1.J;Ln IIItlti1-3 n.)1-3''l1-3 

~ - 'I" 'I.l" ~ .l'..I.l"1..1" 'D-31'11JJLLU'l"""fl-3 Keller (2003) LLfl:= D. Aaker (1991) ~"'L~Ufl~'J'l1 1'171rtU,,1YlLuUYlfllUL"!J 

.l"I..I ... " .. "-\,_::'.J 'I. , ..... .l"I ~ .. ..I .. , ~.l' 
LLfl:=LuUYl"'''''''1 ~"'''''tl-3 ~1.J7 U-I"UU n'lU ~\4tyLLfl'l~:=JJn"':=LuUJl71rtUIII1YlJJfIlN"1Jl71rtU"1 

..I .. ., .. -\' _ ~ .. , ~" ., .....1 ~ .. ..J 'I ... 
(Brand equity) Yl'" ~U~1!Jtfl1'!Jfl-3~U1u-11II 'D-3n11JJflJNIII1tf171rtUfII1 ~U1:="'1.JYl\1-3U"':=JJ~fl"IJ'l!J ~\4 

~u;LnIllLn"'n11ftJfci-3f11'l1JJL\4JJ1:=~JJ1Un11'1J!J1!J"71~u~11AJJ1nn~1tf111~uA'1~'1"'~flLa!J-3 
LLfl:='WLi:lu~rrnlu\4~~u;Lnfll (Roy & Cornwell, 2003) LLfl:=LOfl-3"'1nil",r.\'!Jlun11ftJf"'l1JJ 

L\4JJ1:=~JJ'!Jfl~n11'D!J1!J"71~uA'1~u;ufl~nuil"'4'!J\4fl1!Jtl1::n11 L"'!Jil4t4'!Ji11~tytl7:=n1"..i1-3n 
~fl n1"ftJfci-31l1ytin~Nfl-3~nrll;i'!Jfl-3~1.J;LnIll"tlfl-3..rn~";1n11'D!J1!J""1~uA'1~U1 L"'!Julfl 

~1.J;Ln"Ln"'n1rlUfL~!J'ln1.J1l1ytin~MI;i'fl-3fl-3..rn1tu;hufi1~1 LLfl'l Ltln1~~~1.J;Ln"4t:= 
tI - ..... ..I... ~" ..I J'.", .. ..., .. 

1:=LJJUn1111.JILn!J'lnUJl11rtUfII1Yl'!J!J1!J'U ~"'JJ 'l1JJ"'l1JJL"'JJ1:=~JJ \41tlfl-3f11n1JJfII'l1JJ~1JJ11tl 
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.....1 2 .1''' ~ ..., ~ ~ .t IItI.1'.! " ... ~ _ ... 
L"tJ~"flYl"'::'tJ1tJ"11",U"1 ~U\l1l1n"'''1~1 rt"'::L"~~1n'U"1~ L l'I'ltJ LUfl~"'1n~U1ull'I"'::Ln" 

m1tJfl~fu LLfl::~U'!IflU~fl"nN-rl·l\n.J1l1tJU'''11~U~1L~~ ~~LUU~rrnLLfl::~U'!IflUfl~LLfl'l'A' 
fl!h~1'l"Li'l t"tJ"'::L~fl~ttJ~n11fuf LLfl::I'I'l1~1'I1""1'~lu~U~1l,,)j~flflm1~"'1"U1tJ~"fl1" 
" ... r t:a .t 2.1'''' ~... _~ f. ..I, .! .. 

L'1nUI'I'l1~,LL"::1'I'l1~, ... n",ul1U'fl~"11"'U"1" .. n Ufln ... 1nU 1l1,..ftm~huf)~"nmU1L'fl{lfl 

il;flLatJ~LUU~tJfl~ru J~''ltJ .. ''n11ftJfl'l'l1~~tJ~l~rluqui'LnI'lL~tJ'lnUmntJ1tJ''11iu~1'A' 
~nA''ltJ LLft::uJflquitnl'lruflUI'I'l1~LatJ~'fl~m1Lftflnlf~fl"nN.,r"1flLf1fuuin11"'1 UfltJfl~ 
n ... ::li1l~qui'LnI'l.r,,~ul"'~"'::YI"ftfl~lotiu~1"1fluin11l,,)j~'tJ1tJ~U1 'A'~1tJ~~~U LUU~ft 
l~mru7::~UI'I'l1~fl~L"ft'l'fl~"11~U~1~'tJ1tJflfln'tJft"UfltJfl~ (Braig & Tybout, 2005) 

L'UL~tJ'lnU D. Aaker (1991) 'A'flfiu1tJ'~~11l1"iminr"11~U~1LUUI'I'l1~~~"'fll ... 

"'1nm1loiiu~1"1~11l1"iminr'fl~"11~U~1~~LtJum1L~fl~ttJ~~~"1~1 ~L~tJ'lffl~nU"11 
~U~1Lf1A''ltJnu LLfl::Ln"LUUIl1"lul"'~(JnLriufl~1l1tJlu1::UUI'I'l1~YlN"'1'fl~quitnl'lllltJ 
.1 t r ... ... r 2.1'..1· ,:... ... r 2.1' • "..I 1J7:: tJ'U'fl~n1nJIl1"ftmiN"11"'U"1Y1LL'~LLnNUUnl'lflIl1,..ftnMN"11"'U"1"'::Yl1"U1YI 
-J l"" ... ~- .... " , ..I... 2.1' 11.1' ' .1'.t "D'ltJ "~U1 u 11'I~1~11{lUn{l~'fl~fl "1~1 LntJ'lnU"11",U"1 Ll'lfltJ1~~::"'lnLLft::l'lru"'lWJ1n'u 

LLft::J~LtJU~ftyj1l\lquitnl'l"7::",rnCl~I'I'l1~LL"n"1~1::"~1~"11~U~1'A'fl!h~{"L"'U ;~tifl~ 
~~~fl~,jflm1LL;~iuYl1~1l1n ... ~~'tJn~1,ru 1l1"inMnr"11~U~1~~ J~~~~fl,jfln11Ln" .. 
nfllUI'I~Yl1~U'ln,jtl"11~uA'11'l~~~!i~LtJUtJ1::ttJ,ufiflmntJ1tJ"11~uA'1 (Brand extension) 

..I" ... ~ _., 2 .l': II " • ~ .t .. ... ... 
Y1~U1ull'I~::tJtl~run1ntJ1tJ"11"'U"1UU1 L"~::"'lnLLft::1'l"L1'l~1ntJ~'U 1'l~{l~ ... ::tJ~~ 

nfllUI'I~~~,jtl"11~U"1~'tJ1tJ'MlnA''ltJ tluLdtl~~1"'1nn11lftJ1::ttJ'!Iu1um1L~tl~ttJ~ 

.. 
Utln~1nU n11rurn~I'I'l1~L"~1::~~lumntJ1tJ"11~u;r1n!i~ill'l'l1~i~~ufiluL~~ 

niu,jtlIl1"inMnrtl~"'n1';(L,unu lU31U::'tl~iJ ... 4'tJ~1flit1l~~::''ltJL~ffi~fl~1l1''inMnr,tl~ 
2 .l''' r ... 1 "... ., ~ .t 1I.l' .! 2 .l'.J ..I ... 

"11",U"1"1tltl~l'Inn.ftn "~1'I'l1~LL'~LLnN~1ntJ~'ULI'I LUtl~'"I1n"11"'U"1Y1'tJ1tJYI~I'I'l1~ 

L"~1::~~ ... ::'Ii'ltJl\lquitnI'lLn"n11L~tl~ttJ~"11~uA'1 (Brand association) LLft::rifll\lLii"LUU 

1'I'l1~~U'tlU (Favorability) ,jtl"11~U~1~ilfl~L~~ ~~J~'Ii'ltJl\l"JN';1'tl~"11~uA'1"inil 
fiI'l1~Ll'iu;"~1n~~~u'A'A''ltJ (Keller, 2003) lUYl1~niunu "1nn1ntJ1tJ"11~uA'1,rU Luum1 

'!ImtJ"11~U"1~'!I1"PI'l1~L"~1::~~ ,,1tlill'l'l1~LL"n,j1~nU1l1n ... "in'!ltl~tl~"'n1lu1::l'iu~~ ri 
m'"lLilum1L~~fiI'l1~LatJ~"tlm1Ln"ftlL~tJlu;(1UftU,j1~1 funull1'ninMN1"tJ1'l~'!Itl~"11 
~u"1"in 1'l~Cl~"JN';1'tl~"11~UA'1lUtlU11'1" ;~"'::(Jml1'tJlfLi~ULI'I~~iltllun1ntJ1tJ"11 
~U~1,jfl'tJ (Boush & Loken. 1991) 

tl!h~'ffi~ "'1n~fln1f54'tl'~::Li4u'A'~1 LUJ1l1"inMnrtl,:j"'n~::ilfil'l1~i~~ufinum1 

furn,:j1::I'iUI'I'l1~L"~1::~~'!Itl,:jn1nmtJ"11~U"1 LL,j';11'1'l1~i~~ufi,tl,:j~~ 2 i'lLLtJnl ... ::tl~ 
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~ ~ , 
L\UI1:~)J~~null,;;~uln1'~~L~)JLYhuu LLfl:rhfll'l1)Ji)J~ul~:fl",j1fl~tl!h~L~u'II{" 'l41n 

LilUn11'DfJ1fJ"11iu~1'tJ~1l1;;~uln11i1il1:~ufll'l1)JL'l4)J1:~)Jnu1f1;;~uln11.r-3L~)J1u1:~u 

~1 ,r~lu1f1;;'flu~"LfII1u"t..f LLfl:flUtl1'l411Yh".r~" '~""L'l4'lft"~cy~~;,l\\'~fln"1t5"'fJ 
~ ..J ~. ~ _... ~.t'."" ,,-~_::. - J' ~ 

tltln)J1LlJUL"IIUU ntl1' LUtl~)J"'"nn"1Ln"Il"Yfflm:tNtl-3nn1 LU L~'Dtl~foIU1 U I!'IUU ':Ln,,'DU L"fJ 

..I" -~_. ~ t ~.1' tJ _f:' ~..I.. ..I ~ 
n1:U'lUn1m~U1ulfII'YI1n11L'Dtl)J fJ~"11l1Un1LLfl: 1:~Un11u~1'l)JflU1 'YI)JfII'l1)JLnfJ'lLUtl-3 

nU"11iu~"Lf"~1:UUfll'l1)J'YI1-3"'"'DfJ-3"ULtl~ ;~'l41nIl1Yfftm:tn!tl~rfn1ilqultnfllfufilfll'l1)J 
~fl"fllt\'tl~nU"11iu~1~'DfJ1fJLLt\''l n11L~tl)JtfJ~K~nfl1'ln~:ilfll'l1)JLL;~LLni~ LLfl:t""L,jutl~lu 
1'I'l1)J'YIN~1'Dtl~qultnfll tlU~:u1'tJ~n1'L;;"fII'l1)J~~Yftl1~LLfl:yjrlul'ljl~;I~qultnfllilpjtl"'1 
iU~1LLfl:n11'DfJ1fJ"11iu~1tiU1 'lilu~t1" 1u'YI1~niunu 'l41n':~U'Dtl-3n11'DfJ1fJPl11iU~1 
tiuijfll'l1)JL'l4)J1:~)J1u1:~u~1 qultnflln':'W~1)J11Cl~1n11t11:Liju'l41tlL~tl)JtfJ~n11'DfJ1fJ 

~ .1' ::. 11'" t - ..I... ~.1''' ~ 11.1''' , ..I 
Pl11l1Un1UU L"II1nUfII'l1)J, L")JLnfJ'lnU"11l1Un1"'1tltl~fim' LP'II'IL'YI1'Y11'1'l' (D. Aaker, 1996) 

ft: ... l:' ... ~ ~ ..... , i ~ ..I " -tn fII?1H )J)'iU 'K'l4?1~1l1)'iflnttNtHflln'LLflK'YIrlUfII"PltlPln Y~'YI"fJ1fJ"tNijUL" 

tl'lfJtJnjlLLt\''l1l1Yfim:tn!tl"rfn,iitlLflu'YIfYffJ~Utluilfli1'DtNfl~rln,pj1~1 t"fJLllYf1: 

fl!h~~~fl~rfnm1~~1ull';;~Uln1' ~ilim:tN:'Dfl~1l';;~~~'W~1)J1'Cl4'Ur;lfl~111 Ldtl~~1n 
qultn 1'1 t"'fJ~'lU 1 "'C\i,j ml1 n1 'fufL~ fJ'l nUll 1Yf i m:tn!fl~ rI n'~ LL;~ LLn1~ )J1 Lfluif~4' f1t11 ";ty~ 
~:1.nun11t1,:LijUflJN1l1Yfn1,1~uln11'Dfl~fl~rfn' 1'l)JltJii~n1,u1)J11flun1,tJ,:Liju~~~ 
..I .; ... ~, ... ::. ~ ~.. 1" £. ~ "1 -
LnfJ'lLUfl~nUfl~l'In'''"~1 "'~uu UJtlfl~flln1Lflfln "lInfl~'YIDn11'DfJ1fJPl11¥'tUI'I1 ulI'n~"lIfl~"U 

... ~ ~ .... .!II,.J. ......I,.J. ,... - " -tn ..I .. , ~" ..I 
1l1Yfflm:tNfl~l'In~~ClflLuU¥'t'lU~1I'1ty'YI~:¥'t~~fl;)tl'YIfllUfIIPl'Dtl~foIU' 1'I'YI)J"tlPl11¥'tUI'I1'Y1'DfJ1fJ 

t!U1 ~fJ~~qultnflliln1'fufii~~tN11'lL~fJ'lnutl~rln11uL~-3u'ln)J1nLYh1" qultnflln~:L;;" 
... _..I .. , ~::. J',::' ~.. 1'''' _..1 .. ..1 .. 
'YIrlUfII"'YI""tltl~l'Inruu1 )J1n'DUL'YI~Uu 1'l)JCl~~::)JfII'l1)J~1)J1'Cl Un1'Cl1fJ'YIfl"'YIrlUI'IPl'YI"'YI)J 

,::. It.tJal ~.1'..1 ~ ..I.. ~ • " It" , ~ ~ 
tlfJUU L '.1Pl11l1Un1'Y1'DfJ1fJ'Dtl~fl~fllnmPlu)JfII'l1)J'DU'DtlUflfJI'I'lfJ LIM1U Utln,,\1nu LUtl~~1n 

1l1Yfim:tn!tl~rfn'LilufII'l1)JL~tl)JtfJ~~~'l4)J,,~qultnl'lil1ul'I'l1)J'YIN41L~fJ'lnuum",1tltl~rfn1 
.; .!II " - ~ " .. ~." - t .!II if ... • ... ..I,.J. • ... ~ 1 J' " -tn "lI~LuUfoi~flPl¥'tUfII1"'1tlfoi L'l4U,n1' "'fJ~:LuU ~"\fJ~1I'1ty'YI¥'t~~flPltln1'PlI'I¥'tU ~'Dtl'Dtl~foiU' fII 

mh'l~tl ~~qultnl'liln1'fuf~~11'lL~fJ'lnutl~rfn'lu'YI1~u'ln)J1nLYh1'" qultnl'ln~::L;;I'I 
., ..... _ . ..::. J'. ::. ~ ... .... ~... ~ .J ... ::. ... 

'YIrlUfII"'YI""tltl-3f11nruu1 )J1n'DUL'YI1UU "\Un1::'YI~Ln"n1,ruZCl-3'DtlLrtU-3'Y1tl~fllnruu1 )J LLfl: 

~ ~ ~ ..I ..I .!II if ... ..1. 1"" -~ _ .. ..I J' .. II_!J' ~" ~ 
'IItlLrtfJ~'Dtl~tl~fllnruLfl~'YI~:LuU ~"\fJ'YI'YI1 "'foiU'ulfllLfltln'YI~:"lItl'l41tl ~"lItl"11¥'tUfII1'Dtl~tl~l'In' 

tiU1 (Keller, 2003) t"fJfII'l1)Ji)J~ul':"'~1~1l1Yfim:tn!tl~rln~;lLLfl:yjflluflljl'Dtl~qultnfll~il 
~tl;)l1iU~1~'DfJ1fJdti~ilfll'l1)J~tl~fllt\'tl~nU~fln1114'fJ'Dtl~ Reynolds et al. (197 4-1975) ~ 
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.,.nJ~1 n11ftJfL~tJ')nUll1'nern~nrtl~,(nntl~~uitn~ "':"1)J1'tlft~"'fl"tllirlu~;1 ~,)1)J~~t"'~tl 
(Buying intentions) LLfl:~,)1)J.nn~"tl"71aU~1 (Brand loyalty) 'Dtl~~uitn~'~ 

Utln"'1nO "'1nn1'~n~'Dtl~ D. Aaker LLfl: Keller (1990) ~'~';1n1'~n~~~u"'(tJtu 
r.. . !:t.1''' ... ~ _ ..... , !:t.1' ..I .r 'I. ' 

m7tltl)J7lJn1ntJ1tJ"71"U"1'Dtl~eJU'LlI~ntJ~YtU,)1 \41n"U"1V111tJ1tJ1IU ~\4)JCJn1ltJ1tJtltln"'1n 

"71aU~111tl~umtl7:"U~,)1)Jft1L"" ilIl1Ytern~nrLLfl~tlLatJ~tl~.rn,;lLL;~LLni~ n",:t4~"'ft';1 
t~~Uitn~L~)J~,)1)J~U'!ItlU illirlu~;1~Liluhn.uiirlVl1~u')n \41tlLn"~,)1)JL~tl~tl"tltl~.rn' 
~~i"aU~1'M ~~tl1"'nfl1')'~~11l1Ytern~nrtl~.rnrll~,)1)J1)J';ultl!h~tn~"nun1'Ln", 

';rlU~;1"tlaU~1\41tluin1ntl~tl~,(nnrU1 'W~1"':Lilu"71aU~1\4ern \41tl"71aU~1~'D!J1tJ 
«i' .,... ~... ... J.I '\" .I., -~ _.. ... .. 
~"'tI\41nIl1Ytfln~Ntl~ ~n')J ~,)1)J LL'D~ LLnN LLl1'l ~tln1t\'VI eJU1 LlI ~41:Ln ",n11t1tl)Jru LLfl:Ln '" 

... .....1 ... , !:t .1' r... 'I .. 1"1 "tI".1' ' "'tI !:t ... 
'VIfIIU~"'VI"'''tln1ntl1t1''71''U"1'tl~tl~~n~ffi41 ~"'1 n"':LuU L LP'ltltl1~)J '::,,'VIfiIl1Yt)J1n 

~~~U Utln"'1nO ~'l1)Ji)J,;ul1:\4~1~1l1Ytern~nrtl~,(n' LLfl:n1'Ln"'lirlu~;111~~uitn~"tl 
"11aU~1~'Dtl1t1 tl1"'''1)J11tltliU1t1'~~'ltJLLU'l~'''mm'''1'N1~~Lf1LLUUL\4)J11'l)J (Stimulus 

generalization) 'Dtl~~uitn~ ~tliU1t1H~1 ~uitn~41:LLt\"'~Yt'l;1nmJ"tlUt\u~tl!h~ilL~tlU''D 
(Conditional response) "tl~~Lf1 (Stimulus) L~)J~"ULtl~L~tliltl,:t\Un11nrt.l)J)J1ritlutUtl~" 

, , ... -I "~"_!".1'....r... , ... ~!!_ ..., ~ , ... ... 
LL"m1"tlut\Utl~tltJ1~)JL~tlU L'DU ~ LP'lLn"''DULYttl~LL''nU''~LT ILLUUL"')JL'VI1UU LL"tI~"':)Jm1 

"tlUt\Utl~"tl~~Lf1t\4";~ilin~N:~~fl1t1nU~.:JLf1~)Jtuiirl'VI1~~L~tI"tlUt\Utl~~'ltl ,r~~u 
\41n~uitn~iln1,fuf~~1l1"fiin~nrtl~f1fn1tUL;~U'ln ri4l:ft~~flt~~ulU1~"tlut\Utl~"tl~~Lf1 
'I ,..I... ..I -I ... ~ ., ... ..I"'tI r".,..... ... ..I 
~\4)J'VI)J~'l1)J Ln tI'l L Utl~ nu¥'i~ L11 L")J'VI "UL~tI)J 1::t\un11tlJ1'l)JtlfJ LLfl'l \41tl~1n4lU1m1Yl'tl1t1 

!:t" r..l1"l ..I., ... 'I'" ..I .1' -I... ... 
tltln"'1n"11"U~1tl~~n7YILuU'VIr'n LU'VIrI'VI1~'VIt\tl"'~l1~'~nULLfl:nu (Assael, 2004) .. .. 

tlth.:Jhri"1)J 411n~flm1~n~i)4'tltufIIf.:Ji1 niU"fiU~1 1l1"fiin~nrtl.:J,rn1il~'l1)J 
..r. ........ ...... .....1 ... , ~" .J " ..... ,~ 'I_! .J,J 
-n)J"fiUfinU1::"U'VI fIIu~ IJ1V1)J IJ1tl IJ111"UI'I1'V1'Dtl1t1 L U1::"U\4U.:J L'VI1UU LLfl:: ~t\1)J11tl'VI4l::-n.:J 

~'VIiYtfl"tl1::,rulifllU~~'Dtl.:J~ultn~t~Ln"'n11t1tl)JfUIJ171~U~1~'Dtl1t1~ut\4";'~,r.:J\4)J'" 
1"'tlL1lYt1:n1ntl1t11J171~u/h~~1n4luln1~il1:,ru~'l1)JL\4)J1:")J~1 ,r.:J'u~,n4lf1u~"L~1U 
t\1"f Tesco lotus LLfl:f1Utl1\41''''ht\"~,,, KFC ~.:J4I1n~fln1f54'tI YtU~11l1"fiin~nrtl~,(nrll 
fII'l1)Ji)J';Ufi1 UL ;.:JU'l n nu,; fIIUfII~'Dtl.:J ~ulU1 fII~il ~tlIJ111~UA'1~'D tI1t1 1"tI L1l"fi1::' U~1n41 
ulm1~'DtI1t1~il1:,ru~'l1)JL\4)J1:t\)Jt3.:Jnu~1n4lulm7~.:JL~)JLvh~u LL,,'W'~ilfll1)Ji)J,;ufinu 

.. ... -I ..I...... ~... ..... ~... I.......... ..._ 
~7n4lU7m7YI'Dtl1t1'Vl)J7::"'UfII'l1)JL\4)J1::t\)J"1nU~7n4lU7m7"'.:JL"')Jtltl1.:J)JUtlt\1f11ty'VI1.:Jt\tllJl 

~.:Jtl1"'nfl1'l'~~1 u"'4'tlft1.rty~41:ft.:J~fl'~~ulU11'1Ln"'';rlUI'I~~~''tllJl11~U~1~'Dtl1t1~U 'W'~ 
.r , ... 11 ... -I ... r !:t.l'..I.. ,... ,... 'u ...... tI 
'DUtlfJnu 4141t1L1tl.:J1l1"fifln~tlJ"11"U"1'V1LL'D.:JLLnNL"fitl.:Jtltl1.:JL"'tI'l \41nLLIJ1 4141t1tln 1::m7 

-1..1... ...., , ...... ... ..1..... ,,_!... ., ... ~ _, !:t.l' ..I .... 
\4U.:JVI)J ~fl t\1 1'1 tytltl1.:J)J1 n lJItl n11Ln "''VI fIIUfII lJI'VI "'\47tl ~ "''Dtl.:J ~U1 LlI fII lJItl lJIl1"U"1'V1'D tl1t1n fIItl 

11414'tI~1U7::,rUfII'l1)JL\4)J1::t\)J'Dtl.:Jmntl1t1"11~uA'1 
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~~~1L~'lft1~C\I~yj1t~/11't'ferm:tnrtN'\n1W;j~'l1~i~'tiu1fnu';fIIU~~'tl~rl'u;tn~~;j 
, ~.1' ..I , ... .,.J ., .... ~ ...., ~ 
"tl""aUrl1Y1'U1UtlU1~~UUa1~C\lYl1~~C1"U ~1~1'C1UnLtl1Y1q1:t!JUUU"'1fltl~~'l1~U1"'::L1JU 

LumnJ7:~'lfltl!h~;j1..I7::ftYlfi~fl (Elaboration Likelihood Model ~1tt ELM) 'tl~ Petty Ufl:: 

Cacioppo (1986) ~1 tftlfiu1tJL~U'lnutl7:L~ui~nft1'l ';'~1 ,::iun1rl'u,1l1ytint:tNtN'\n, 

., ,,\,_:::. ~... if" l' "."1" ( ..I., .. \'- 'I~. 
,~~u'u I~UUf)1"'LlJULytU~ ...... UU'l"atl~~7f)1J ...... U7f)~ Peripheral route) YI~U'UI~"'::~" ~U 

_I ..., .. ..I ... , ~.1' ..I -J _I .... .1 ~ .. .r." 
mru7:~UYlfIIU~"YI~"tl""aUrl1Y1'U1U L"lIU mru7:~UC1~~'l1~w1L"ItlC1f)'f)~fl~rln7 ~7f) 

~'l1JJU1~~~"L""tl~;tl~fl';1'l~1,ufl::ii ... nnJJ,j1~1 ~f)~'\nnhL~UtlLYh,ru 'CU::~7:iU~'l1~ 
~ l' ..I ~ ~ it .. ..I... ..I ~ 'I ~.. .... .. , 

L~~1::~JJ'tl~""aUrl1Y1'U1U"D~L1JU ... 4tUYlJJ~'l1JJLntJ'lLUtl~ ~na,."nun1'Ln"YlfIIU~""tl"71 

~U"1~'tJ1U'tl~rl'u;tn~~1nn~1,ru ,rn"'::~ml1~1LfLi~uit4t4'u~ftn (Central route) Lum, 

l.b::LijU""~U"1~'U1U~1n1nU1~""~U"1,rU1 ;j~'l1~L~~1::~~~1ttb.iL~~1::~~riU"" 
~.1' .. ... 'I ~ _I .. it .... , ~ ... .l .J" ..I .l 'I . .,., .. \, _ .. 
aUrl1~flmytu~~" "I~n1ru'::~U 4t4tUIMnfl1'lU 4t::~n'lUa1~C\lYI"'::a~~fl ~~~U'ul~Ln" 

.. .. , ~.1' ..I '1.:1 .. '1:1 ..I 1''' .. ., .. 
YlfIIU~""tl""aUrl1Y1'U1U ~UL"lI~U'ln~'tl ~UL"lI~flUYI~tl"~atl~nun1nup::"'U~'l1~L~~1::~~ 

'tl~n1nU1U""~U"1'tl~"U~ULtl~ 
~ 'I .l .J .. ~ .1'..1 ... , .... .. 

Utln4t1nU ~Ua'lU'tl~~'l1JJa1~C\I'tl~mnU1U""aUrl1Y1~"tln1'Ln"YlfIIU~"'tl~ 
., "\'_ ..I ... , ~.1' ..I ~ ., ....: .. 11.1'.1' ~ 
~U1ul~YI~"tl"71nUrl1Y1'U1UU U~tl14t~1JJ11C1tlfiU1tJLytJJL"~ L""'lU'DtlL~Utl'tl~ Berkman. 

Lindquist. Ufl:: Sergey (1996) ~mh'l~1 \41n~~Ll1L~~Ufl::~~Ll1t~~ ~1tl~'ii4tU;m1i~L~~ 
ufl::~1ii4tu;m,;l,u1u;j~'l1~LnflL;lu~ufl::~ft1U~fl-3riu~1nLYht'" n11"tlU~Utl~'tl~rl'u;tn~ 

~"'::Ltlu'tltUYl1~U'lnn"'::L~JJ~1n~ULYh,ru ~n~~"'1n~flmn'l "'fltl~'tl~ Bush Ufl::~CU:: 
(1987. as cited in Schiffman & Kanuk, 2000) nti~'t'fU~1 ultlrl'u;tn~'Yi1n1nb::Lijun1nu1U .. 
"11~U~1 ~u;tn~"'::t1'::LijUCl~~'l1~L\4;jtlUUfl::~'l1~U"n~1~'tl~n1nU1U"'1~U~1UU1 t"u 

~~;j~'l1~~fl1U~fl~nU'::\4~1~~U"1~ftnUfl::~uA'1~'tJ1U~1nLYht", m,ci1UYltl"'~'l1~~n 
.... .. ..I ...t 'I ....I., .. \, _ ... , ~., ..I.. .. II.!' 

~'tlYl fIIU"''''VI'''::Ln "'IIU ~U'VI1~U'ln~'tlflU'VI~U' u IfII"'::~"tl "11aU~1Y1'U1un"'::~1~1'mn" L" 

~1n~ULYh,ru utln"'1nd Sheinin (1998) ti~L~UtlL~~L~~;''lU~1 \41nrl't1'::ntlUn1,t;nfl~Yl1f 
mntJ1u "11~U"1 't1~~'ii",~;j,::~u ~'l1~ L \4~1::flJJ ~1riu~'ii'" i~ L~JJ "'::ft~ ~fl t~ ~u;tn ~Lii" 
lifllu~~tUL;~flU~tl~~"'1~UA'1~'U1U~Ut\4~ "fltl""'UIl1ytftminr"tl~"11~U~1L~~'~n;''lu 

.. ..I .. 
~~uu Unm'''fl1",r.1~~'l'L~tlnt;nfl~Yl1fm''l1-3~1U\4U~''11~uA'1'V1~tl~n1nU1UUU1 t~ 

L\4~1:::flJJriUU':::LIl'VI'tl~~,ii",u;m1tl!h~L\4JJ1:::fl~ Ufl:::fil'l'U"n~1~'u"'1nnfl~Yl1fm'~tlfl1' 
m1"fl1"~Lf~1~1u~1ii"'~ftn L~tl~11~n1rl'ui m'UtlJJ1u 1'l~'uil~';fllu~~~;I,jtl~'ii4tu;m' 
..I II.,.... ..I.l ,....., ..I "U" ., 
YI,tJ1U L"'tlU1-3"YI~'" Ufl:::¥'t~~fln1:::'VIU"tl~'n"'\4flnUtlU'VI~" L yt'tl~1 nu 
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4t1nl'l'l12Ji2J';uiriU'Dfl.:J.r'lut1~.:J 4 ".:J~'~nft1'l't1u"''lf1.:JlKu tlU'~uri 1l1'rfftnttN 

fl.:Jrfn1 O11ftJf"ltull1'rfn111,iln11 n11ftJfci.:JI'I'l12JL~2J1::~2Jlun11'D!J1!JPl11ftuA'1 Ufl:li~UI'I;; 
.I .. , ~.1' .I ..... ~ - ::. • _I.!II t1 • .I .,...... 
'VI2J Plfl Pl11ftU"1'V1'D!J1!J'Dfl.:J ~U1 U' JI'IUU ~12J11tlU12J1~ ~ L.I LlJU 1:: L"ULn!J'l nUfl'VI1f'rffl'Dfl.:J 

1l1'rfftnttNfl.:JrfnniilPifln11ftJf"ltull1'rfn111J1011 O11ftJfLrl!J'lnUI'I'l12JL~2J1::~2J'Dfl.:Jn11 
'D!J1!JPl11ftUA'1 Ufl::li'~UI'I;;'Dfl.:J~ultnl'l~ilPiflPl11ftuA'1~'D!J1!J'~".:Jtt .. 

~1n~fln1fi4'!J'rfut)11l1'rfflnttclfl.:Jrfn1il~'VIfi'rfflPiflli'.:Jn11ruf"ltu1l1'rf011tJ1011 Ufl:: 

., ., r ~.1' ..... ~_ ::. 'I ~ .1' .I .. 
1:: I'IUO1111J ~ 1'I'l12J L ~2J1::~ 2J'Dfl.:J O11'D!J1!J" 11 ftU"1'Dfl.:J ~U1 U' JI'I'VI.:J ~ Un11'D!J1!J Pl11ftU"1'V12J 

., J., .... ::.... • ::. .: ., .... ........ I 

r.:"UI'I'l12JL~2J1::~2Jtl.:JUfl::Pl1nU1t'n"'U'01'''.:JL''2J UPI'VI.:JU1l1'rfflm~ttufl.:Jl'ln~::2Jfl'VIfi'rfflPltl 

., ... .. ... ~_ .I .. , ~ .1' 'I. ...I .!II ~ .. Ittl~ ... ... 
'VI~UI'IPI'Dfl.:J~U1 U' JI'I'VI2JPlfln11'D!J1!JPl11ftU"1 ~un1tu'VILlJUn11'D!J1!J PI 11 ftUI'I 1 ~ '.J1t'n~U1n1' 

~ill'l'l12JL~2J1::~2JnU1t1n~i.:JL~2J'DtN Tesco Lotus LLfl:: KFC lU1::"utl.:JLYh~u ~1nLLPI'Ujil 
..r. ., ..c."" ... , ~.1' .I 'I. ~ .. 1tt1~ ... ... .I.. ., 

rI'l12Jft2J'rfUnnU'VI~UI'IPlP1flPl11ftU"1'V1'D!J1!J LU011'D!J1!JP111ftUI'I1 L '.J1t'n~U1n11Y12J1::I'IU 

1'I'l12JL~2J1::~2JnU1t1n~uln11i.:JL~2J'u1::"U~1~1~ru1t1n~'Dtl.:J KFC ,r.:Jtt ~.:Jfl1~nfh'l'~t)1 
., , , ., i1" ~."1".I.. .., iI ,.:, ., ~.1' .I 

1l1'rfflntttutl.:Jl'ln1UUL Utln~U.:JlJlil~!J'VI2J1'I'l12J~1"'CUL Utl!J1.:J!J-3P1tln11!Jtl2J1tJPl11ftU"1'V1 

'D!J1!J'Dtl.:J~ultnl'l Lrttl.:J~1n~'VIfi'rffl'Dtl-31l1'rfftnttcltl-3rfn~u ~::~.:J~fl~1~cupjtln11rui"ltu1l1'rf 
... ., -~ _ ... .,,,... ~ ".l ..J 

mru1m1'Dfl-3~U1U'JI'I1'l2Jtl-3n111tJi1::I'IUrI'l12JL~2J1::£q2J'Dtl-3n11'D!J1!J"11nUrl11!1.:J~::n-3~fl 

L~tl2J 1u.:J '\l~ultn ",il LL U'l1 U2J~Iil::Ln"li' fIIUrI;;l'itlPl11ftUA'1~'DfJ1!J't1t uii 1'I'VI1-3U'ln ';(2J1n~-3;U 
, It·.. • It.!" ., tI • ., .. tI ~ .I.. , ,., - , 

tl!J1.:J L1n" Ilt::L~U LVI'l1 "'lLL 1£q1f11CUtln 1::m~U-3'V12J~flfl!J1.:J2J1n"fl'VIfllUfllPlPltl"11 

~ 11.1 II _~ _.41 ., ~ .. ./ _ ., 

nUrl1'V1'D!J1!J'Dtl.:J ~U1 U' J rln rltl 1::"UrI'l12J L ~2J1::£q2J'Dtl-3n11'D!J1!J"11nUrl1 L Utl-31lt1n~flm1'l1il!J .. 
LL£q~'\lL\;Ut)1 rI'l12JL~2J1::~2J'Dtl-3n11'D!J1!JPI"ftU~1 LLfl::li'rlUrI;;Pitln11'D!J1!J"11ftU;huu 

pj1.:Jilrl'l12Ji2J';ulnutlrl1-3ilu!J~1~CU'VI1-3£qa;; ~.:J~1n~flO1fi4'!J,r-3nfh'l £q12J11tltlfiu1!J'~ 
~'l!J'VI 'ltt!) Lrl!J'l nu rI'l12J£qtl 1'1 rlfltl.:J'Dtl-3 m1i'tJi LLfl::m1Ln I'lli' fIIUri ;;'Dfl-3 ~ul'Ln rI nfi1'l ~tl ultl 

~ul'Ln rlil n11rufci-31::"U rI'l12J L ~2J1::£q2J'Dtl-3 m1'D!J1!J "'1ftUA'1 t U 1::,rU tl'l ri rltl2J~-3 ~fl t\lm1 

Ln"ifllurI;;'Dtl-3~ul'Lnfll,jtl"11ftU~1~'D!J1!J~U1 tl~'U1::rA'uL;ltJ'lnUtlrl1.:J£qtl"rlt\'tl.:JLLfl:: 
.I ~ ..r. "..c." ,41 II -~ _ - .,.... ... 

LntJ'l LUtl.:Jn2J'rfUnnu nfl1'l rltl ~1n ~U1 U' JrlLn I'Im11tJ,tl-31::I'IUfII'l12J L ~2J1::£q2J'Dtl-3n11'D!J1!J PI" 

~ .. 'I. ., ., _.I .. -~_ .. , ~.1' .I ::...: .r Ittl.!' 'I. 
nUI'I1 ~U1::"Utl.:J 'VIriUrlPI'VI~U1U'Jrl2J"flP111nU"1'V1'D!J1!JUU1 n~::L'rf2Jtl.:J'DUPl12J L VI'l!J LU'VI1-3 

niunu ,..1 n ~ul'Ln rlil n11fufii-31:: "U rI'l12J L ,..2J1::£q2J'Dtl-3 m1'D!J 1!J" 11 ftU~1 'U 1::iu ~1 

ifllurI;;~~ul'LnrlilPitlP111ftu;'1~'D!J1!J~U1 n~::fll'l~1fN "12J,..in'VI'lM'!)n111ntt1£Q2J"Jfl .. 
(Balance theory) 'Dtl-3 Heider (1946) 11'1!J'VI'lM'!)ilnfi1'lHt)1 2J,*M'UYlnrlul'i1-3lKtl-3m11ntt1 
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,.. .. r2 '11' .o!I 'l. .I .. 'I ' J' 
fII'lI)J~)J'Jfl1::Wll~fII'll)JfII"LLfl::tllnJtufll'lI)J~,",n l'J LLfl::UJtl "n "')JYI Ln"fII'll)J l)J~)J'Jfl'!lU 

... ., • tI.I tI ot' .... .. 'l0\',!11 'ItI'l" .I ., J' 
)J~1;tJn)Jn~::Yllnl1L fl!JULL fl~"1 ~UfII" \41tl fII'll)J fII" 1II LlJU l UYI~Yll~YI~)J 'Jfl nU)Jln'!lU 

\41tltll~nfll'll~~1 ~fIIfIIflLL';fl::fIIU~n~U'IItllJ\41tlih1~UfII;1~;irilJa~';1~1 ~~I)Jl1C1L~tl)Jt!J~rilJ 

a~~"~U'IItllJ\41tlil~~UfII;ttl~ritlU\4Ul~U\~ LLfl::'lUYll~nilJriu n~n~::'W'IItllJa~~'W 
.l''' .o!I .. .I. , ).: .. .. 

~tl"fII"'tl~n1JfII'l1)J'IIU'IItl1JL")JYI)Jtl~ (Dalakas & Levin, 2005 Utln~lnU LLU'lfll"nln'C~11tul . 

a~Lf1LLlJlJL\4)Jl1'l)J (Stimulus generalization) '!Itl~~lJ;Lnfll n6~~I)Jl1C1tlfilJl!Jn~fII'll)J 
.l' ' ., ~ .l' .,., .. .I. , 

~tl"fII"'~1~'lI~1::"lJfII'lI)JL\4)J'::~)J'!Itl~n1n!J'!J"11"'U"' LLfl::1::"1JYI~UfII"YI)J"tl"11 

~ul.l~'!I!J1!J'!Itl~~lJ;Lnflll~L'!IuL;i!J'lriu Lrttl~~lnt"!Jtln;1LLfl'l ~1J;Lnfll~::LL~"~'n~;1nmJ 
~tllJ~Utl~tlth~ilL~tlul'!1 (Conditional response) ,;tla~L11 (Stimulus) L~)J~~ULtl~LfII!Jil 

1.1 .. , ' 1 • .o!I '1. .I':... .. l' ..., .I., .. ~ - ., ., 
'l::~lJn1'ltu1'l)J)JlntlU Utl"~ 'II~ UYlunflltl tl~flln1L'''I'1'!1tl~1l1n~\4flnYl~lJ1 U IfIILfII!JL'!I'1'llJ 

lJ;n11 ~~uJtl~~nnrU1 iln11'!1!Jl!J"11~ul.'1tltlnlt1~1l1n~lJ;n'1~LLlJlJ'1.\4~ ~UlJ~'1Ltlua~ 
., '\' ,.I.. J' ., .. ~ - • • , • ... 'I ,~ ., 1 't.. .I L11l\4)JYlLn"'IIU ~lJ1u Iflln~::)J'!I!J'1!Jn11"tllJ~Utl~tl!J'1~)JL~tlU l'!l"tl",~ L11 \4)J UYlfllYI'1~YI 

~tll'lfllfltl~ rilJn1'llJltllJ~Utl~ ,;tla~ L11 L;!)J tK~,ru uJfl~lJ;tn fIIiln'1rl1.Jfci~ fII'll)J L\4)Jl::~)J'!Itl~"11 

~U~'1~'!I!J1!Jlu'l::~lJ~~ u,fl::ilinMtu::~tl"'fIIfl~rilJ1l1n~~~L;!)J'!Itl~tl~~n'l n~::"li'l!Jl14~lJ;Lnfll 
IJltllJ~Utl~ 1I'l !J'l:: tKlJ~ fIIufII;11 UL ~~lJ'l n ,;tlllffi~lJ;n1~'!I !J'1!J~U1 L rttl~~ '1 na~ Ll1 t \4~il fII'l'1)J 

L~!J'l L dtl~ i)J~u1frilJa~ L11 L~)J~ lJluLPI!Jiltl'l::~lJ n1'lnri'l)Jtl~ U,t\''l~UL tl~ (Assael, 2004) ~~ "N 

rilJ~fln1n4'!JlufIIf~;l~'nlJ~'1 uJtl~lJ;Ln",iln1'lflJfci~'l::tKlJfII'l'1)JL\4)J'1::~)J1Un1'l'!l!J1!J"11 
~., ., .. ~ - a • ., .. .I. .. ~.,..; ......1 1 ., 
"'Uflll~~ ~lJ'l U IfII n~::)JYI ~UfII "YI 1'1 U,fl::)J u, U'll U)J'Vl"l::!Jtl)J'llJ1l1n"lYl'!l!J'1!J U'l::I'IlJ fII'll)J 

~ , 
L\4)JI:;~)J~~UU1 u,';\41n~lJ;Lnflliln1'lfufci~fII'lI)JL\4)JI:;~)Jlunlt'DtJl!JIJl11~U~11U'l:;tKlJiJll n 

.. ~.,.1 II.! ., ....... ...III.!'" ~.,.1 ... ::'1 
"I:;)JU,U'llU)J'Vl"l:; u.J!Jtl)J'llJ \4'ltl)J'VlfllUfIIlJl'Vl u.J"'~tl~11",UfIIl'Vl'DtJl!J'II~'!II"'fII'l'1)JL\4)JI:;~)J 'Vl~ U 

~'ln~l1U~~LfIIlu~tlJlf Tesco Lotus u,fl:;~1n~l1Utl1\41'lyh~,r~", KFC 
~ .: ~ ~ , 
~~U ~flmn4'tJ'1.ufIIf~il6~riilfll'lI)J~tll'lfllt\'tl~rilJ~flnln4'!J'Dtl~unij4'!J\4fll!J1 fIIui11.11 

~nM1n~i1"14'!J~~lJ;Lnflll;numnl'l:;Lijum'I'D!J1!JIJl11~U~1 tllii D. Aaker U,fl:; Keller 

(1990) U,fl:: Brudvig U,fl:; Raman (2006) 1'l)J1.t1n~m'l~nMI'Dtl~ Van Riel U,fl::llltu:: (2001) ~ 

1.1I~nM1 L~!J'lrilJ mru'l::Lijum 'I'D!J1!J 1Jl11~U~''!1tl~ ~lJ;tn fill u~'ln"l1J;m'l ~~ ';1~ ri'n1J~1 'l:;~1J 
~ " ~ .......... .., ... " -4i' _ ..J... • !::t k .J 

fII'll)J L\4)JI:;~)J'Dtl~mt'D!J'1!J 1Jl11",UfIIIUU )Jtl'Vlfi'nfllJltlYi fIIUfIIlJl'Dtl~ ~1J'l U I fII'Vl)J "tllJl11",U"'Y1 
" 

'!I!J1!Jtlth~u,Yf~;~ u,fl:;nl'l'1.infl~'Vl~mt'D!J1!J~11~U~'1U~fII'l'lii~I'lC1Jln~i1"14'!JIIIU'l:;,r1JfII'll)J 

L\4)JI:;~)J'l:;\4~'1~1l1n~1J;n'1'li~L;!)J u,fl:;~'n~1Jlnl~'!I!J1!JLiJui1~4'tJ~I~CY~III'lm~I'ltuILiJu 
tiu~1Ju,'n1 L"liuL;i!J'lri1J~flmn4'!J'!Itl~ Boush U,fl:; Loken (1991) ~1.II-nlm'l~nM1ij4'!JL~!J'l 

rilJi1~4'!Jlum'1tl1:;Lijun'11'D!J'1!JIJl11~U~''Dtl~~1J;LnfllU,fl:;'n1J~1 ~~'l::~1JfII'lI)JL\4)JI:;~)J'!Itl~ 
" 
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... ~.1' ..I ..: .t,::'::' ~.1 ..I" ... ~ _ .J' 
tltl)JnJ"1'lS1U"1f111t11tJLVUJ)J1n1lULfl1UU fI~U tl141LUtl~)J1411nn11Y1~1.J1uJfII4I::S1~~1UfII'l1)J 

L~tl (Beliefs) Lrl!J'lri1.J"l'lftU~1~1tltl~r\n,. lu~u1::LIlfl1ltl~"l'lftuF.1~1It11t11~tl!h~~::"'ln 
1'l"Lfi (Fiske & Pavelchak, 1986; Rothbart & Lewis, 1988, as cited in Martinez & Pina, 

2005) 1Ufl1~",.~nuf1)J ~1.J1tnfll1.J1~nq)Jtl141Lfttln~41::)Jtl~f1)J"lCU~)J1.J"iiLLfl::"lCUU,.::t!J"lIu1~ 
"l'lft~1~1I!J1!J lA'u1 LftUtl H ~1n "l'lftU~1~1It11t1,rU' b.iij fII'l1)J L ~)J1::~)J ri1.J"l'lftU~1~1tl 
~,.n4li~~)J~"uf4'n LLfl::~1.J1tnfllii,rnUDL~1l~rn4lu1n1"1~,j~'IIt11!J,ru, 'Ulu~t!" (Boush & 

Loken, 1991; Keller & D. Aaker, 1997) 

"''ltlLLU'l~''LLfl::~fli5(tI~~1U)J11Utl;i''L~fhd tl141~tul~rj1 ~1ntl~flln"1I1n4lulO111" 
Iftl~01'L~)J~fln1" LLfl::~11~fII'l1)J,rufII~1~LLri1l1n4l'lltl~IJlU lI'ltln1N1Ltl1nfl~flfin11'11t11u'l11 
~.1' '1..!f ::. .:"1 ,,,:..1 .. • ~ ~ ... 1 ,..I 'to 11 " ... 
¥1U"1)J1 L"DUU ~1LlJUtltl1~!J~fl4I::'ltl~fII1U~Cl~fII'l1)JL~)J1::~)J'IItl~1I'n~ ~)JfI'IItl1t1tltln LlJ ~)J 

... ...... ::. ... ..1... '.1'.1 ... 
fII'l1)J L ~)J1::~)JnulI,.n4l1.J1n1""~ L")JfI)JtlfJ rI'ltl L Utl~411 n1::"U fII'l1)J L ~)J1::~)J'IItl~ n11'11t11t1'll1 

~ .1' ::. ~ :"I ...... ..,: ... ..I ~ ... ~ ........... ... ~_ ..I ... , ~ .. ..I 
S1U"1UU Cltl LlJU""lIU¥11 fIItyfl4l::"lI'l "Cl~ O1Wtl)JnJLLfl::fI "UfII"'IItl~ ~1.J1 U J fllfI)J 'ltl'l11¥1UfII1f1 

'IIt11t1 1'l)J'un~'Yi'lj1n11)Jn11Lf1ftJ1.J10111utlu1f11'l'~ ~~lunrj1,ru ~1n~1.JltnfllLn"'\1f11ufllj1~ 
b.i;ipjtl'll1ftU~1~'IIt11t1 ~~L~ri1dJ~tl141(Jnft~pjtl'uJ~011fufLrltl'ln1.J1l1'Yifln~nrtl~flln1 LLfl:: 

O11fufI'JCUIl1'Yi1u011uln11'11tl~tl~flln1'~~'lti vh1~011'lltl1t1'll1ftuA'11u~1I1n~~b.iijfll'l1)J 

L"')J1::~)JnU'll1ftuF.1",fln tl1~u1)J1~~n1ni1fl1t11l1'Yifln~ru1"'tl1'l)J~ijtl~'IItl-3tl-3P)n1 
(Image dilution) (Blackett, 2004) . 

" Utln'"l1nU t41",ftJfII'l1)Ji)Jliufi1::",rj1~1l1'Yifln~nrtl-3f11n1 LLfl::n11ftJffIJCUIl1'Yi011 

ulO1,.,l'u tl1'"1 nri 1'l l;;rj1 "'1 ntl~ rI n1fr1n'"lU101 1lftl-3 n11~ 11~ n111u1Lrltl'l nu fiI ruIl1'Yi'lltl-3 011 -c ... 

ulO11~;i1u",~~ultnfilLLfl'l n11~11-3LLfl::1n~1l1'Yifln~nrtl~p)n11~LL;~LLn1~tl~L~)Jtl ii'"l::LUU 

iJ'"I4'tlt41A'ty~"lI'ltl1~~ultnfilLn"'n111ufL~tI'lnuflJCUIl1'Yi0111.Jln1~j;i'l1)JlUIl'lti ~-3dii 
.I ..I r ...... ... .1 ~ ,!II ..J"...... :., ,.I....,.J 1" 
LUtl-3)J1'"11nn11Y1tl~flln11l'n'"lU1011)J"lItlLr.tI-3LlJUfli'"'n )JfiI'l1)J)JUfiI-3 U1L"lItlCltl nUtl)J¥1-3CJfl '" 

~1.Jltnfllu1::Lilu''''rj1 n111.Jln11'11tl~tl~flln1"~nri1'ltitl)Jij"lCUll1'YiL~utlnrj1tl~r\n1111n'"lU1011 

~u, ~~lunrj1,ru tl~flln~ijl'Jru'hii'"l::''''1u011t1tl)J1u'"I1nnq)J~ultnfllrj1 ijfll'l1)J~1)J11Cl 
" 

L",utlnrj11un1N1 L~utl1l1n'"lulO111 ",,j, \1~J~"lI'ltl1~ ~ultn fIIftJfn~ fiI'l1)J L "'~J1::~)J1::",rj1~ 

1I1n'"l1.J1011~-3 L~)J LLfl::1I1n'"l~'IIt11t1 L~)J Lj1)Jfu 1",,jl;;)J1n~~fu~~~l;;nri1'l lu LLfl'l ~~,ru "'1n 

...... .." ..I..,., ...... ..J "G.J 
tl-3 filn1)J O11'l1~ LLCJU011fltl~110111Jlfl1 "'L 'Yitl~11~1l1'Yifln~CUtl~ filn1Yl m)J1::~)J LLfl'l n'"l::"D'lUfl '" 

fII'l1)J L~tI~ 1u01ntl1t1lJll1ftuA'11 U1I1n'"lulO11 1'" rot-3tl141 nri1'l l;;rj1 1l1'Yi fl n~nrtl-3 fIIn7Uu LUU 

LfII1s~ijtlfl1~n11IJlfl1"'~t41A'ty~~pjtlO11'lltl1UIJl11ftuA'1111n'"l1.Jln11 (Martinez & Pina, 2005) 

-' ... .....J 'to I..... r .I .I 
L"DUL"'tI'lnUfI Tesco Lotus 1'l)J LlJCl~ KFC )J011'l1~nfl~flfin11fltl~11n11'lfl1'" L'Yitl 

'" ...,. ... ..J.... -..J..J ... 1"'" 
O11~11~1l1'Yifln~CUtl-3f11n1YlflUlJltln1::LL~UtI)J L"DU O11f1 Tesco Lotus )J011'lltl1t1011 "'U1011 
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A'1U,j101l1 t\\'''Nri1.JfII'l1JJ~tlollmntlollnqJJLil1\nJ1!J~iln1ioll~tl,j101lriU L;U mt'll!J1!Ji1u~1~il 
• ..I" III ' " .. ~ - It.!' tI !.. ~....." .. ~... .. 'DU1"LtmtNLYftlL'D1~nqJJ~1.J'U'lfII Ll'ltl 101lYl'ltN (" Lflfl~L"Ul4U1 'flltlJJ'JU" JJtlflfl'," 2551) l47tl 

m~ KFC iln1n!J1!JLLfl~tJfuLtJ~!JUnfl~Yltf 7'lJJ,roll';""U1tJrutJtoll~U~1t\lLtJU~U~1~"'oIlriU 
fII'l1JJrKtloIln1ntlollntiJJLil1l4JJ1!Jt\\'JJ1n~t!" L;U m'L~JJ71!Jm7tl1l41~1,"'lntl1l417'l101l 
.J ... ," .. ~ _ .I.!"1 X. ' ..: .I.., ..l' 
",1l4runqJJ ~1.J' U' 1 fllYI LlJU' ~!Jtu LLfl::n'J'L YfJJ71 !Jm7tl1l41n'1JJ ''tufll1Y1101l~17tl1l41'fllru, l'lU 

l41l4fuq1.J;tnfll1'ml1l4cU~t~t~ tUtt'll111Yf LLfl::U~ L,,7!JJJoIl1.Jn1'''fl1'' HtJ'~JJ1tu 25 fl1U1.J1Y1 

111!Jt~nfl~Yltfn1'~tl~1'n1'''fl1''LLU1.J 360 tlollrl1 ,r~~tl t'IJ~tu1 tJ~'!I1iJJ,;utf LLfl::n~n'nJ 
~oIlL~bJmn1!Jfi1~1 L~tltflum'~tl~1't\l~1.JltnfllruYl111.Ji1~itJLLU1.Jn1,;j1Lilun~nmJ~ 
LLtJflntl4"j'lltlolltl~,rn' ("LfIILtll1'~oIlUJ~tl4"j(ul'lufntt'll111Yi," 2551) Li:lullu 7'lJJ1tJi1~m~,roll 2 

.. .: ....... ..1.1' "..I.oJ ... ::. ~ •• I~..I.1' 
tlolll'lnru JJn1~''n~n''JJLYftl'''~I'IJJtl!J101lfltlLUtloll L1JU m~''f101l "LfIINn1'LfIILtl"''DLYftl'''~I'IJJ '' 

'IItloll11Utl1l41ni1~,r~" KFC ("LfIILtll1;1-L~tllollfllJJ," 2551) LLfl:: n1,..r".roll "tfllNn1'2JflilfiLYI~tn 
..I It. ..."" ... .. III ... .I1t.l' ' It. 1 

LYftl LYI!J" 'IItloll Tesco Lotus ("n1'~U1.J~,*U'JJ'!IU L71 Ll4nfl1.JI'IU~'JJ'!IU. " 2551) "oIlYl Ll'lnfl1'l LlJ 

LLt\''l;101l~U ~~~1m.jfln111(!J'tl~fJfl'!lfl L;oIl1lfl1" (2550) ~1~n1n111(!J~~~fln~Yl1.J'IItl~m' .. 
Luuq~uu~,*un~n'nJfitlI11Yfin~n!tl~,.rn1LLfl::"tufli1"11~U~1UUnYf1.JrJ1 n1'LUU~~U1.J~,*U 
.. ..I " ....... ..I.1'.J ... , ... .!"IiJ ... .1 
n~n1nJLYftlLL~IMfII'l1JJ L~1..lty l41tln1~"n~n"JJLYitl",~"'JJl'f'lU7'lJJ"~nfl1'lUULlJU ~~!JYI 

~~~flfitltl~,rtJ~ntl1.J'tl~111Yfin~n!tl~,rn,tu~1UI'I'l1JJruEl"'''Dtl1.J,tl~tl~,rn1JJ1nnrJ1m'Luu 

~~uu~,*un~n"JJL~tln1''')1l41tl~'n~tlthollilu!J~1~tyYl1~~Ci~ t~l!Jn~n"JJ~,r~ Tesco Lotus 

LLfl:: KFC ~1 L uum'L l4thn ~~t\''luilehu;'l!Jy'h 1 \l~ultn 1'1 Ln ~m,rufc1~111Yii n~n!tl~,rn~;l 

tlU~::~~~fl1tJi1~m'f1.Jfc1~ filrutl1Yi m'1.Jlm, LLfl::Yi PlUI'I~tUn1,tJ,::Liju"11~u")1tl~,rm t u 

~1ufi1~1 ~Ltlu1tJtuL;~1.J'lnfl1JJ1tJ~'l!JUltlth~iltJ'::~YlfiI11Yf 

,tu::~tu~'lU,tl~~YlfiYffl'tl~111Yfin~n!tl~rrn~il,jtlYiPlu"'~fitl1l'n~Uln1~'!J1!J'Dtl~ 
~1.J;tnl'l~U tl1~~1JJ1'tltlfi1.J1!J1~~'l!JLLU'l~""tl~ Ha LLfl:: Perks (2005) ~n~1'lHrJ1 "11 

~ .l' .I" "... ....I .. ".\'.. or 1 " .. ~_ 
l'fU"1Y1 filUL"'!J~1JJ1'tl~11~111Yffln~tuYl" n'lLn""U U~1!J"1'11tl~~1.J' U' IfII f1fltl"'~U~1JJ1'tl 

" ... ...I .. "",,, .. ~ _ It.l' ' ~.l' .I" .. ~ _ It '.l' ::. .: ..I 
~11~YlrlUfilflYl'" Ll4LLn~1.J'U'11'I LI'IJJ1nm1f111l'fUI'l1Y1~U'U'11'I LJJ"lULI'I!J YI~U LUtl~JJ1~1nfl'1 

~U';1~~1.Jltnl'l~ULfiI!J~::~1JJ1'tl~~~"'''''l1JJ~ut~~1n~ultnI'l1~'''!JflN ,r~U~~~~fl~tlYiPlUfiI~ 
tUL;~U'ln~~1.Jltnl'lil~tl"'1~U';1t1U11~"'!Jtl(;ltu~ (Janiszewski, 1993) 

~'lUI"l'l1JJiJJ~u1f'::wh~111Yfin~n!tl~,rn'LLfl::n1,furn~I'I'l1JJLl4JJ1::~JJ'tl~n1n!J1!J .. .. .. 
"11~uA1,tl~~1.JltnI'lUU ntl1~tlfi1.J1!Ji1~1'I'l1JJiJJ~u1f,tl~Yi~ 2 IJi'lLLtJnn~rJ1111Yfin~n! 

tl~rrn~::n1l4U1~;'l!Jt\\'~Ultnfil~1JJ1'tlUni1~;tl~flfi1~1L~!J'lnUfl11~U';11~tltl1~~::"''ln 
" or...J" "" .. ~ _ ... .. "~ "It" , LLfl::l'lrumUJJ1n,u ~~l'f~~fl Ll4~1.J'U'll'IfI'::l4UmHI'I'l1JJLL"nfl1~'~l4'l1~"11l'fUI'I1 L"'tl!J1~ 
, ' .. 

i" L~U ;~tltlJJ~~ ~fl ;jfitlm'!JtlJJrumn!J1!J "'1~u';11 l4"j L"'!Jti~m1'!l!J1!J "'1~U")1UULUU 
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n1ntl1tl"l1ftU~1~ijt:I'iU",)1)JL")J1::~)J~~ qul'Cn"n~::~1)J11ClL~tl)Jttl~1::"~1~1l1'nin~nr 
tl~,(nril~'tI~n11ruftl~",)1)JL")J1::~)JtUn1ntl1tl"11ftU~1~)J1n~U''''tlrl1~ijtl1::ftYlfiIl1'n 
i~6~ri~"'fllJitln11Lnl'l~fllu"~Yl1~u')nlJitl"11ftu~1~'Dtl1tl'Dtl~qul'Cn""'1nn11titl1::ttl'Du1u 
n11L~tl)Jttl~fIlNin~tu.,-ilL")J1::~)JLLft::~tll'l"ftf)~nU1::"~1~"l1ftU;;1"ftnLLft::"11ftU;;1~ 
'DtJ1tl (D. Aaker. 1991) 

.J ... .., .. .J.' .., ~ .J".!' ' '11" ~ 
L'1IULl'ltl')nULLU,)"I'In11l1~"'1U1l1'nfln~N'Dtl~ McCracken (1989) YI ~"nfl1,) ~'~,)1 L)Jtl 

qul'Cn"ftJfti~fIlN~)JU;. ~fIIU,,;1. LLft::1l1'nin~nrIJi1~' ~L~tl,);Jtl~nun~nn)J1Ji1~' 'Df)~ 
tl~,(nriltJnatl~11)J16~"ULtl~LLt\'') qul'Cn"ri~::vhn11~",)1)J"1f)LriU11U11)Jf)~'(tl1::nf)uIJi1~' 

~ ~ 

L\.uhUUL;J1HLi1u",)1)J")J1tl (Meaning) 1l1tltut~'Dtl~qul'Cn" (Keller. 1993) ~1nUU~~';1 
~ ~ ~.J .. "'::"tI ... ~" ~,,~ "'I 

n11L'Df))J ~tl~",)1)J")J1tl~1nl1~YlLnl'ln1111J~ ~ tl~"11l1U"1"ftf)I'I"'Utl~"n1L"'1'Dtl~"11l1U"1 ~U 
I 

~~I'I ~~"1n",)1)J")J1tl~qul'Cn"Lnu'.nu",)1)JYlN"'1Li1u",)1)J")J1tlluL:n~u')nLLft') "l1iu;;1 

LLfl::tl~ ,(nril LUUL 1l\'1'Dtl~ (J111 ftU;;1 ri~::1~fun11L~tl)J ttl~ ri ... ::LUU 1t1t U~ fllYl1~U,) n "1)J 1t1 ~')tl 
.J ... .., .J ~" .. ~_.. -.r...Jr.1 ...~... ~ .J" .. ~_ .. 
L'1IULl'ltl')nu L'1IU L)Jtlr.!U1 u ,"Ln1'1 n177lJ4 Cl~1l1'nftn~NYlI'I'Dtl~tl~flln1 n11Y1r.!U1 u '''~::Lnl'ln11 

fufii~flJNIl1'n"'1un1ruln11 ",)1)JL")J1::~)J'Dtl~n11'DtJ1tl(J111ftU~1 LLft::n11Lnl'l~fIIU,,~~;i~tl 
~ ".J ..... ~".J .. J'"" J'.J'" ... 

(J111l1U"1Y1'D tJ1tl n"'::)J LL U') ~ U)JYI"':: Ln I'I'DU ~I'I)J1 n'DUL'DULl'ltl'lnU 

~'mfun1114'tltufIIf~d ;rf)~1nl'l~~1~cytlrl1~"rt~ri~f) fII'l1)J1~~uL"tlnu)J1"11'I'I~ti 
tUn1114'tlturi,)U'Df)~n11t)I'I1::';UfII,)1)JL")J1::~)J'Dtl~n11'Dtl1tl"11ftuA'11'))J1t1ii~n 111'1'1 1::';U 

... ...J" .. ~ _ ..., ~" .J ::. ~ ...... I • :or' %. r ..." 
'VI PlUfIIIJlYlr.!U1 u, fII)JIJlf)1Jl11l1UfII1Y1'Dtl1tlUU "JI~)J ~ u LLUU f111 m)J LlJUfII1 f"lClJrr'nYl IJlN nU'D1)J 

(Semantic differential scale) ~~f)1 ... ri~~ftt~~"f)ULLuu~tlum)Jlltl~tiL,)fl1tun11;;I'I~L"11::t.f 

LLfl::tl1::UjU~fl;Jtl';1 Cl1)J LLlJifl::;rtlritlU;r1~U1un~1 n11 ti)J1 ,,11' ~~U, tl ni~ 1 un11Lriu;rf)~fl t U 
~ ~ 

n1Yl4'tl,,;~il ~4'tl''''LfltlmnU;rf)~ft'''1nnq)J~')f)rl1~(J11)Jf)1f1111~1un~1u ~1~~11'nftU;;1 tN 

1l1'nuu(;1f 11Uf)1"11 LLfl::)J"1~Yltl1fttl ~~~(;1f)ULLuu~f)um)Jfhut"qj)j'nhlilL,)fl1 "1f)",)1)J 

'I ' .J 
~::~')n ~Un11(;1f)ULLUU~f)Um)JLYl1'V1f11,)1 

~1"fu;rf)L~Uf)LLu::tun1"';1~4'tltUf)U11'1",rU ztILLuun1114'tl~u1"'::Luutl1::tU"JIU 
~tl1t1L~U'lnun11~4'tl"f)~1l1'nftn~nrf)-lf'ln1Ylri-l~ft~f)n11'Dtl1U(J111ftuA'11u~1n ... uln11 i-l6-l 
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-J 1!." 'I .J. ...... , ~.!'.I.., ... 'I ... ~ I" tI.I 
"D'lUfll'l"Dtl~1nl'l ~Un'lU'Dtl.:Jn11Lnl'ltlfll""tl""nU"1Y1)Jt1fJ~N ~U"fl1I'1nflltl n171JnJL flUU 

....... '1 ......... .I~ ..... :I~ Ittl~ ..... :1 ..I~ .. 
1:::LtJUtJ'lfi ~Un11Y11'l~U~1ml'l)JYlL1JUn11'l~tJL"D.:Jn11'l~ L L1JUn11'l~tJL"D.:JYll'lfltl.:J Lytt1"n~t1.:J 

~1L\.1'JLLfl:::~fliyt{'Dtl.:J"'lLLtl1pj1.:J11'l)J5.:Jtl1~;1n~L~)JL;l)J5.:JiiYlfiytfl'Dtl.:J111ytin~nrtl.:J,rn1Yl 

ri.:J~flpjtln17'!1U1U"11~U~11u1l1n~~U~1LLfl:::~fl"nN.,r;I"1)J11t1(tJ~t1.:J'~ ~.:Jd t11~li1n11 
~4'utI'IuLtI;uuLLtlfl.:Jj1~o(umf~1niJ~(u~1un11fuffIJNI11ytn1ruln11 'tI~iJ~4'u~1un11fuf 
flJNI11yt'Dtl.:J""~U;;1~"1)J11t14'tJ~tl.:J'~Y1I'1LLYlU t"UL'Ilyt1:::uJtln11'!1U1U"11~U~1,rU1 LUU 

n17'!1U1U""~U~1~il~tl""~U;;1LL"npj1~'tI~1n~tl'Dtl.:Jtl.:J,rn1 ~rj1~:::il.:J1u~4'U\.1fl1U~U~'~ 
;1n~5~iiYlfiytfl'Dtl.:Jn11fui1:::.rtJfII'l1)JL\.1)J1:::~)J'Dtl~n17'!1!J1U""~U;;1 (Perceived Fit) LLfl::: 

... r ~ .!' . .I .. ,... ....1 .. , ~.!' .I 
n111tJtfIJNI11yt'Dtl.:J""nU,..1 (Brand quality) Y1)J"tlYlrlUfII"Y1)J"tl""nU"'1Y1'D!J1U'Dtl~ 

~tJ1Lnflltlth~n.j1~'D'l1~LLfl'lri"1)J (D. Aaker & Keller, 1990; Bottomley & Holden, 2001) LLpj 

.. ::. ~ ........1 .. ..., ... .lit.!' • 'I ... 
t1~n1:::UU n11,..n~'l~!JLyttlYlI'I~tltJLLfl:::UUUU'l1 ~)J)J"l1UYI L"Y11n11Y11'1~tltJL'Ilyt1::: ~Ull'n~ 

... 'I. ::. ~.. ... ... .I "" 'lttl ..... 'I ::. ~ .. It.! ..I ... 
tJ1n11 ~UfIINU ~:::)J~fln11'l~UYI~tll'lfllfltl.:J\.11tlLL"n"1.:J L ~1nn11'l~U ~UfIINU\.11tl ~ UJtl)Jn11 

tI
.I tI .. tI tI Ittl ., ~!2.'" tI ..I .I • L flUULL fl.:J"'lLL nJ1~ 1:::n11 L nUtl)JL1JUn~~1f11C\1 1:::n11\.1U~Y1f11'l1n1:::Y11 

ufmr.nnd 'un11;1n~~4'u'UfIIf.:Jd q.l4'u'~~~;1n~5~iiYlfiytfl'Dtl~111ytin~nrtl~,rnrli 
ri~~flpjtln11'!1U1U"'1~U;;11l,n~tJln1'L'Ilyt1:::1u1l1n,..tJln11LY;u~ 2 '"I1n 4 tl1:::LIlYl1l1n~tJln11 

IJl1)Jn1tltJLL U'1~ "''Dtl~ Lovelock (1999) t1U'~LLri 1l1n~tJln1,.y1 L~U'1;rtl~ntJa.:J~4'tJ~tl~L" 

(Tangible actions) ~~~1"'tJln11ntJ~fllfIIfl~L;r1ftJtJln11Li:lu~1,rC\l (People processing) LLfl::: 

1l1n'"ltJln1,.y1L~U'1;rtl.:JntJa.:J~4'tJ~tl~L" (Tangible actions) LLfl:::~.:J''''tJln11ntJYlfytu'iu \.1ftl 
~ ~ ~ 

t)lJlq'ufII1tltJf"I1tl.:J'tJtl.:J~L;r1ftJtJln11 (Possession processing) LVl1UU r;\~UU lum~4'ufllf.:J 
'lttl .. ~ ..: .............. tI .I .......... .I'a! 

IJltl L "'111it:::)Jm,,,n~Lyt)JL")JntJll'n~tJ1n11tln 2 1:::LIlYlVlL\.1fltl f"Itlll"n~tJ"n11Y1~~'oJn1" 

tJlm1~ L~m;rtl~ ntJa.:J~4'tJ ~tl~ UjL" (I ntangi ble actions) ~~~~~ 1 "'tJln11pjtlVlfytu"iu~4'tJ 
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'1Itl~ll"n~tJlm-m-~\.1)J(;II \.1ftltl1~U1Ltl1n1tltJLLU'1~(;II (Framework) lum1LLti~t11:::LIlVl'tJtl~n11 

tJln111uztlLLtJtJ~U1 )J1t11:::~nIJl1flum1il4'tJL~)JL~)JriL~ ~~d Ldtl~)J1'"11ntl1:::LIlVl'tJtl~1l1n~ 
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t11:::tu'Du1un1~1)J1t11:::~n"1flun11;1n~il4'u~iit)"qtl1:::~~,rLL"npj1~nUtltlnLtI 
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U~ Ltln'i1uu 1 un11~ n~il4'u fIIf~ j;)tl Ltl fII'111it:::ii n11~n~5~ ~fl n1:::V1tJ~1 mi'1 LLtl1~u1 
.I.. .I II.. ........., II .... tI II II .I... ~ II 

V1)JfII'11)JLnU'1'Dtl~ntJ~fln11'l~UIMnfl1'1"''1U L"lIU "'1 LL 1(;111UfII'11)JlLnmntJ"l1nUfII1 (Brand 

knowledge) \.11t1~'1LLtI"~1Un1"IJl":::\.1unflu""1~uA'1 (Brand awareness) 1'l)JLtln~iiVlfi"'fl 



232 

'Dtl-3f11'l1~LL"n,h-31::wh-1 "111'nin17N'Dtl-3mruim1" (Service image) LLfl:: "111'nin17N 

tl-3f11n1" (Corporate image) Lrttl-3~1nqtJitnfllLLPifl::fIIu,rnii"'inLnru..nun1ru1::~'lfl~fln-3.r'l 

LLtJnh-31 LL"n.t1-3riultJ (Peng. Lawley. & Perry. 2000) 
-J .. .,.1 .. ~ ~ .U:: •.• I ., .,.1.,., _~ 
L'1IULlltJ'lntJYlfII'l1"t::~m1r1n171L'ntluruut-3LLfl::'n'IJU1~1"1'l"LntJ'lntJIl1'nfln17'u 

tl-3 fIIn1 LLfl::n11ftJf~ CUI11'n'Dtl-3n1ruin11 tIItJ L 11'n1:: 1 un1 fII~1ii~tJin11L ~~ L;i)J L rJtl1 \4'Lilu 

~1"131u1un11;1n171~4'tJ1utJruYl'Dtl-3l-3f11~1Y1tJ LLfl:::~1~1ffifll1"w)-3~fln1fS4'tJ~iifll'l1~ 

~nPlfl-3LLfl:::u1L~flnfl~1n~-3~ul~uflu1f11" 
LLfl:::111tJ~t1" n1~~:::U1~flmfS4'tJltJtJ1:::~n"1flum1'l'NLL~unfl~YllYl1-3m1"fl1" 
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~ • 1.1 1.1 t .. ., ~ . ~ ::. ~ .. ~ 1-- .. ., .I".l'"' 
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tJfI~ru~1n~tJ1n11Y1'UtJ1tJ LLfl:::~'VIr1UfII"YI"LJltlLJI11~UfII1Y1'UtJ1tJuu1 L"fltJ1-3~u1:::~'VIfiIl1'n 

... ::. ., ., ~ ~ ~ 'I __...-I.. 'I 
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