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ŏĕƟŅŒěėĺŅĴĨƟŀĚĔŅĶĕŀĚĸŌĔėƟŅ
ŐĸŃŐĬĺőĬƟĴıķĨŇĔĶĶĴįŌƟĭĶŇőĳė
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FĽŇŗĚĪňŗĶƟŅĬ
ĬŜŅŏĽĬŀ

ĽŇŗĚĪňŗĸŌĔėƟŅ
ĨƟŀĚĔŅĶ

ėŋĦėƞŅĪňŗĸŌĔėƟŅœħƟĶńĭ



ľĵŋħĔŅĶĕŅĵźźźź,,

ŐĸƟĺŏĶŇŗĴĪňŗĔŅĶĝƞĺĵŏľĸŊŀ



Pre-Purchase
ĔƞŀĬĔŅĶĞŊŘŀ

In-Purchase
ĶŃľĺƞŅĚĔŅĶĞŊŘŀ

Post-Purchase
ľĸńĚĔŅĶĞŊŘŀ



Pre-Purchase
ĔƞŀĬĔŅĶĞŊŘŀ

ėĺŅĴėŅħľĺńĚĕŀĚĸŌĔėƟŅȮ(Customer Expectation)

ĨƟŀĚĻŉĔļŅŐĸŃŏĕƟŅŒěĺƞŅĸŌĔėƟŅĨƟŀĚĔŅĶŀŃœĶ



ĽŃħĺĔ
ĶĺħŏĶŖĺ

ėŋƟĴėƞŅ
ėŋƟĴĶŅėŅ

ĭĶŇĔŅĶħň
ĽŇĬėƟŅĴň
ėŋĦĳŅı

ĮĶŃľĵńħ
ŏĺĸŅ

ĴŊŀ
ŀŅĝňı



In-Purchase
ĶŃľĺƞŅĚĔŅĶĞŊŘŀ

ėĺŅĴĽŋĕŒěĕŀĚĸŌĔėƟŅȮ&Customer Delight)

ĪŜŅŒľƟĸŌĔėƟŅĽŋĕŒěŐĸŃĮĶŃĪńĭŒěĶŃľĺƞŅĚĞŊŘŀ



ľƟĺĚĺŇĬŅĪňĽŜŅėńĠĮƤěěńĵĺƟŅĺ!!!



Post-Purchase
ľĸńĚĔŅĶĞŊŘŀ

ėĺŅĴıŉĚıŀŒěȮ&Customer Satisfaction)

ĪŜŅŒľƟĸŌĔėƟŅŏĔŇħėĺŅĴıŉĚıŀŒěľĸńĚĞŊŘŀĽŇĬėƟŅ



ĨƟĬĬŘŜŅĔĸŅĚĬŘŜŅĮĸŅĵĬŘŜŅ


