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(Satisfaction) 

(Perceived Performance) (Expected 

Performance) (Product Performance) 

 

 

 

 
(Service Marketing Mix)  
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 ( Service  Mix )  Philip  Kotler  

 (Marketing  Mix )   7Ps  
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 1. (Product) 

(Utility) (Value) 

 

 2. (Price) 

(Price) (Value) 

 

 3. (Place) 

 

 4. (Promotion) 

 (Promotion  Mixed)  

  4.1 (Advertising)   

 

  4.2 (Personal Selling)  

  4.3 (Sales Promotion) 

 

  4.4 (Public Relation) 

 

 5. (People) 
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  6. (Process) 

(Customer Satisfaction) 

 

  7.  (Physical Evidence and 

Presentation)

 (Total Quality Management , TQM)  

 

 

 ( ,  

2548) 

(Organizational Market) 

(Industrial Market) (Business Market) 

(Business-to-Business Marketing) 4 
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1.  

2.  

3.  

4.  

5.  

6.  

7.  

8.  

9. ( ) 

10.  

11.  

12.  

13.  
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14.  

15.  

16.  

17.  

18.  

19.  

20.  

21.  

22.  
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