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M= H2HdDHZDF S206tC

77. Oiet&ctBt S0l SERVQUAL 22 Soll MAISH MPlAgl
SEESH0| ot H2?

@ 424 (reliability) (@ &AlS(assurance)
@ L84 (intangibles) @ =24 (responsiveness)
78. &elyel 2 20| EHA 20t X-RpZel=E &S0t Ch
S 22 NBE VUL BHSHX4E 7ok & L0t
QIJI? (Y, n=2, d2=1.1280IC}.)
k=20, T¥=490.5, 3 R_ =186
Sp =28, 5,=22

@ 0.95 @ 1.15

@ 1.21 @ 1.39

® Hol(Define) @ M (Improve)
@ =3 (Measure) @ 24 (Analyze)
80. BAS XHAIZXIIF FAS X} AKX XHEC 2

M, XAz E8l H2S?

@ DWALSH MOIBHO PHO HIZ WITZ BT

@ Z2HO MEE =0/ ot BAHO ZTHES dHiECH

@ 2HMII oHZE MK = MBS Mol HEH
ZBALE StCF.

@ M=Z2 J1H2 37, 37 &3, )3 ¢4y ¢HE S D=
Mol ZAO S RSHTt

1121314 |56 |7[8]9]10
® O 0 el ® @ O
111213 (1415|1617 [18]19]20
@ 20 lv® 6 ®| 6
21122123 |24[25|26 |27 (28|29 |30
® @260 ®w el®v| e B |®
31[32|33|34[35|36|37|38)|39]40
R CRICREOIORICR IO OREC)
41 42 |43 |44 145|146 |47 48149 |50
@O @O D OO @G
5152 |53 |54|55|56 |57 58|59 |60
@ @B v ® @ O |6
616263 |64|65|66|67[68|69|70
D@0 O’ o 6 ® O
7172|7374 75|76 |77 787980
OO0 |®O|@|®@|6
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