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"People, Technology, Strategy" , Ninth Edition, Prentice Hall, p. 173

S

Personal
Communications

I \

Selling —

Customer |
Service

Training

Telemarketing —

-
Word of mouth

Broadcast
Print
Internet
Outdoor

Direct Mail

Sales
Promotion

Publicity & Instructional
Public Relations Materials

Press |
releases/kits

Press |
conferences
Special events —
Sponsorship —

Trade shows, |
Exhibitions

Key: * Denotes communications originating from outside the organization

Corporate Design

I ’

Signage —

Interior Decor —

Vehicles —

Equipment —

Stationery —

Uniforms —

- —
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Vering points _—

Yy vy vy Yy Yy

— Word of mouth — |
+— Blogs, Twitter, Social Networks ——
L— Media coverage R ——

Lovelock, Christopher and Wirtz, Jochen (2022): Service Marketing : )yl
"People, Technology, Strategy", Ninth Edition, Prentice Hall, p. 174

Bygem Jnasil aghyua Cind g All Clpal (e daadls Ao gana Bigedll Jla) elliasg
gid) e salian Cles dgalge sl abid) muidl of dadiidll Ge dulal dad
G Aadiiall Gl jabeaalls Capen @lsaY) sday Aadaiall 4eds M Al
Sl Cipai Lo gl Gageal) g Slgal) Grand ) a4y L pSatll g€y

 Lee, (Aol oo s e Alaye Jilisys cAanlly Lol aug 5 dall
s DA e dlasyall Sl gl Jadsg «(Lovelock et al, 2011 2012)
glls Claall lsing bl Gagadlly dalal ClBlaly BleY) Gl
w8 gl e Aluyal) Bl ALaYL i) PA e gy illy addl
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Reliability Statistics

Cronbach's Alpha N of Items

.886 20
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Model Summary

Model

R R Square Adjusted R Square

Std. Error of the Estimate

7932 .629 .624

.93313

Lo sall (adll clisinla, Predictors: (Constant),

bl Galaad) Jandl (g
Ol Jaslgeal dadyall Jae DG aal) elagid bl Ale s o) -
Jiag Cun (S abis 2aleS peaal abud) g Al (g 483N daalull

Lads il e o) ) ped saadll Jelae of LS 0.793 balisy¥) Jalas

(eeeee L"?-\:‘uu oS sael egﬂléags;\.ﬂ Ol 93 )

—




(2025) g 32 4 dus 1 Wemo Leleizlg &Ll wluhlly SIS t’ JOEIEN

Lalud) Gaal) Lalgaal bl Jae DN Caall slasiad o 61 0.629
b 2ail pad abudl sl e %62.9 dwsy 55 ASY)
LS

Ll Jae 3D oadl elitiu) on Lbdll ADY miag (4) W s

Y b 202eS puadd abid) mg Al g LS Labid) Gad) dalgual
ANOVA I aladsily

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 109.198 1 109.198 125.410 .000°
Residual 64.434 74 .871
Total 173.632 75

Y 2l yad i silla. Dependent Variable:

Ll pall (adl sliiulb, Predictors: (Constant),

fehle raiy (Blad) Jooall (e
D el st G Adadll Al disine jloa) B F Jaaa aaiiey -
radl Al mg il g LKA Labid) Gad)l Llgeal Ll dase
L @layy 125410 = F dad of may Cus S5 ol 2aiaS
We da o b @lldg 0.05 e i a9 000 = P dady 74
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Coefficients?

Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .703 1.040 .676 .501
Loyl guall el olain .396 .035 .793 11.199 .000

S 2l jad s silla. Dependent Variable:

fehle raiy (bl Jooaldl e
sy Jall cpysiall cuy(correlation significant)  alayY) aVa of -
s alilly L8 Ealiadl el Jaslgaal Auhal) Jae ZDEN caal) clagicd
0.05 o Jil (6 .000 58 S5 Al 2aieS yaad abdl z 5l
bl Jae 2D Gaad) elitiud of e ggiae hali)) angr adl eas
& s Grina LA A5 leamse 8 Al ASY dabid) aall Lagunl
Gy (Mo i) ASA Aabid) ) dadlgen clatl o Al -
AEN) 5 LS adl ol ¢ e )yl o e L)k dDle a3 Beta
reaal bl gl ) @lld o) A daalid) el Jaga eliiials
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Model Summary

Model

R R Square Adjusted R Square Std. Error of the Estimate

.3532 124 112 2.34262

483 Gl #8158, Predictors: (Constant),
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oady waail Jalee o LS 0.353 Lalsy¥) alae iay Cam (S5 alins
Aahall Jae DA caal) adly of @ 0.124 dag il 28 of )
sl bl i e %12.4 Loy L 5 48D Ealiw (S
LSS b 2aleS jeadd Al

Ladgeal duhyall Jae ZDEN gaal) elasind 8l deasy o) sl e -
(S b vl pad Aabudl mgall e 483 dalidl Gl
Bsad llia o ey J¥) Gl e ol B els LS %62.9 il
Lal e Jalgall EDEN Cadll elann gulabadall las dgag G 8pS
AN Gaal) adly B abuadl Lodall Ziag cuabudl ehdll las dgag,
A3 doalis O3S Al Jae

O3S Auhall Jae BN Gaall adly o dabadl) Al zas (7) o8y Joan
S b 2aie€ padd abudl gl culld alasin a2 Lal
ANOVA ) aladiul

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 57.635 1 57.635 10.502 .002°
Residual 406.101 74 5.488
Total 463.737 75

oS3 3aleS peadd g il il aladivla, Dependent Variable:

485 aeS A3 Gl &8 5b. Predictors: (Constant),

(eeeee L"?-\:‘uu oS sael @3_;1!@295.'01 Ol 93 )

—




(2025) 9452 4 Dus 1 Wz

LelaizYly dludl Sluhully IS § t’ JOEIEN

fshle iy (bl Jooall (e

DA el gy (p dladll A digies i) 8 F Jgas adii -

b gl culld Aasial Gus 23 Labu gaS duball Jae

dla o e @lldg 0.05 e Ji Las 002 = P dedy 74 L
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Ll Jae ZDE Gaddl adly G aaeiall aadY) ADhe manss (8) oy Jsas

b 2aieS pead abd) mg il culld Alasial g L83 dab g

LS
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 19.195 1.884 10.190 .000
slafiul Gaall Jayl suall 430 .133 .353 3.241 .002
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