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Features of Hospitality Marketing in Georgia
Summary

Master's thesis is the result of analyzing and generalizing the theoretical and
practical provisions and regularities of service marketing, hotel business service
marketing in modern business activities, based on important opinions about

marketing activities.

Complex approach to marketing activities, competitiveness assessment in the field
of service allows any service company (enterprise, hotel, firm) to complete marketing
activities based on the marketing planning and action program, to choose the most
effective option for realization of competitive strategy, to avoid unjustified expenses,
operatively control the effectiveness of marketing activities and ultimately enhance

efficiency of the company's entire work.

In the first chapter of the work, the main issues discussed are the goals and
objectives, the main functions, the organization's forms, structure of the Service
Marketing, the principles and methods of operation, the role and significance of

marketing research and the factors defining the service quality.

The second chapter of the paper deals with the role of information-

communication systems in marketing development.

The Internet is a revolutionary technology of the XXI century, which has linked
together the factories and people around the world. Working in the online mode of
the enterprises enabled the customers to buy the goods they needed without leaving
home and to use different services. The development of electronic business is related

to the Internet.

The Internet has transformed marketing — gave new opportunities, advantages,
and features to the marketing strategy and brought marketing as a philosophy of
product realization to a new stage of development. Electronic, or Internet marketing,
as science, has emerged with the development of the Internet network. Internet
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marketing solves the same tasks as common marketing. The difference is that in case
of internet marketing, the marketer uses the tools and advantages provided by the

Internet.

In the last decade, the computer technologies have greatly contributed to the
development and refinement of the hotel business - the possibilities and forms of
hospitality services have completely changed: The hotel owners have been able to
offer maximum comfort to their customers and overcome many problems related to

the service.

The third chapter analyzes the trends and characteristics of the Georgian hotel
industry development. This analysis has been performed based on the statistical data
reflecting the main indicators of functioning of hotels and hotel type institutions in
2008-2016 years.

The same chapter deals with hotel marketing process, specification of hotel
pricing policy, influential factors on pricing mechanism, the essence and advantages

of integrated marketing communication process.

The final part of the master's thesis is the outcome of the research and
generalization carried out by the author of the thesis and the study of the important
references dedicated to service marketing problem, in particular the theoretical-
methodological thesis: the provisions have been developed the introduction and
application of which will support the increase of the level of marketing activities of

the hotel and successful implementation thereof.
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d9Lsderms  363796096@Ts 903935 BSBOOL gl Bods; Fgboderms (33¢00gd900
3dmbs Jarsgol 0bBcmLEGHOMJGHMEOS0 ©s 5.8 MHMIE ©3v)d35m, MM Fg3sEMmMbyd
Pom8moa0bs  LOMEO  Lom3ghoEom 353930, 85063 ®Bgds 3930 Lszoombo,
O™Igeog LabEGHMIOML 26l Jgmdeos 2o53MmBEGHMMEML, s939mmb sMR9g3560
090035H900L MoMdIBY s 23dMygmlb dsHBMOL J9M339w0 BYadghEo. Mobmgzolsg
LsFoOMms  AbMEM©  FoM39G0bMo  LOoGE00L  4obsE0DYds,  HMTgero;
3060Mdomd©  Bodo bsHogrologsb dgpqds: (1) dwogMo s LYLEHo FHBIMYIdOL
565¢0b0, (2) dmdbIsegdgwo s (3) 3m63Mm963HYd0. 3OO IdOMO b50BO
3bsygmxzl  LLbEHMIOMLBsmzgol  Gmdgero  Bgadgbdo  0dbgds  Lovyzgomglim
dmALBobm®9gd0L 2oL5)93500 S 020 bEgds JOBEMBMOZ0 dSBIMO.

2. BoLfsImgabs (Setting prices).

gogdol  LHmGo@  gobloBmg®sls  49edhyzgdo  960d3bgmds  5J3L
LOLEGHAOML [omBoGHJOMwo BMbJ30MmboMmGOOLIMZ0L, MoYL 0go FBLIBEOZMSZL:
(1) ogool 099 565 J0BbMOM0Z30 FMTHAsMJdg0 F9gme35Hgdgen FmALobm@gdsL,
(2) 0gdbgds 99 565 BmIbIsMgdgo 3854MmBoEo Fg0o35H9dwo bomobboom s
3963906900  IMIsOMI3L M) oMS, @S (3) 0dbgds vy M  LabiGmIO™
130656LMo 08gbo [o®mBo@gdmwo, MM dgobobml ™30, @IMRsLML dOHMIs
396LbMbol 08ybs@, MMA gobdgMm©9d00 FMIsMIMZ0LsL JMIbsMYdYETS 33¢053
39dmb 30594mx30egdol dJowgds.
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739LHomIMJIboLsl Bodo BodBHmEo Mbs 0dbgl gomzseolijobgdmeo — (Costs,
Competition s Customers’ comfort zones), 5699 ,,00609d9ds, 3063296096305 o
dmdbdoMmgdeol 303zMOEOL Bmbgdo“.

ALHomIMJAbol  LEHMBJR0d 0035¢olLHobIOL  obgm  BoJBHMOPBL,  OHMAMOIOOES
M0l O BDBMOL BEYMIMYMS S 63050 BOL 39OL39JG039, 3MB3MEMBEo0L
306mdgd0, Laligrdtml (3md3s600l) 0800, 3MB3HIHTEO Ladrdtm 3GREMIGOL
3B0o300mb0MYds, 35403900l FMEIEMdS s Ib3.

BUFoMIMgdBol  BodBozs 30 3eobbdmdl  gsligdol  ofglgdsls  o/sb
33093l ymzgero  m30L, OoLs s BmyxgH  M3d©Ibodg  LssmO,
3M6309@ Mo 49M99mgd9d0L, IMMbM3b530[m©gdOL doewsblol, GHIMOLEHIEO
dMaBIMOMBOL MMHOOL FMabErmgdol, LgbmbMOMdoL dobgwzom.

AMOoLEHMOo 396GHO0L 96 Mg0Mmbolamzol, LBYBmbs omzegds ferol ol
396000,  OMmELsg  BBMLME  GHMYOOLGHMS  YMZIWDZ0YOHO  BrOMOIbMDS
5FoMdYOL  Jgoffoodo o LTS ™  ymzgwm3z0v)H Mosbgl. dodbodsgrm®mo
GMOoLEGHWwo Jmmbmzgbol 3gMoml, 9.0. »gbgw LgbmbL®, 6 Hoomgwr, dsmo
LgBMOL  MHMPYdI6.  BHMOOLEHMS ToboTsEmo  MomEIbmds 3o  ,d33IM0
Lgbmbo®, b  @YOxOo, Voo  LyBMbos. FHMOOLEHMS  FMmMbM3zbsbY
©59M3000980  LoblGwMaOmms Gobo  dogbg  FMI6MB0GMYS  MO0MYIEO
B90mo0bodbmro 3gMomol Jodsmm. mE bgbmbl (MG bloMos Bsgbwywls
@5 HsdMsML) OOl Froeg0, 9.§. LgBMbMsTmOOLo 39M0MmEOos, MoE 0dEg3s
AGHMO0BIoL  ghM-ghmo  Y39wsb) ©oEOo  3OMIWIIoL - LgbmbmG@dOL
3900m5b50MmdOL  LEFMOgdsl  LEIIMObIM,  9JuEGGMYIs GO,  Loddosbo,
L539360960M  BHIMODIOL  A9B30MMgdOlL  gBom, FoM3gBHobaol  3GodEHo3z580
RIOOMOS 25303909390 BolHoedm]dbols Lsdo Igmmo:

o 306390 - LsbEIOML EbsbsMx9gdol dobgzom;
. d9mO9 - Inmbm3b5Hg MmMH09bEH0MGdMwOo;
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J dgLodg - 3063996096300l MBOL Fomzswolifobgdoom.

dm3mgo 49630bowmm Mommgmeo dosmysbo. Golfo@dmgdbs obsbstrxgdols
3900m©om  eolbdmdl  GHMOMOLEGHWWOo  3OHMONMIGHOL  Bobol bz,
OMamO3 MO0 dgLogMgdol xsdoby:  FoMdmgdol  Ibsbsxgdols o
06396303006  Lsbyggeo  dmygdol doegdols. FolfaMTmgdbolols
3639960963008 ©©mbgbBg  mM0gbGHsEool  dgommEom,  0m3s¢olfjobgdgb
306360963900l LogoMsmm Ladslbem Mgodaosl s sbgom Fgdmbggzsdo gslio
d96HYggmdL LTS LIBSBOML BoMYgdTo. oblogMMMgdmwo db0d3zbgwMds
593L LabGIGM IMALObYMHgdOL BoLgdoL 9i39dE0sB0 LobiEgdol Bsdmyseodgdsls
LOLEGHWMIOMMS 35GJaMO00L, bb3s BsLOLJOIOO S 3MBLOLA0YMO FodEMEIOOL
39035¢0lfobgdom. 93 dobbom, §f0bsd@IdMg 930l  BIBMOL  Laboom,
Domdmpqboos  Babfo®dmddbol  d9JoboBIBg  s0bodbo  BodGHMMgdOL

D9393w9gbob bdgds:
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BmdMgdol BHodo
Lol Gmamdmgols

353930M05

dmIb3sMr9d9w0s LobEGHMIOIMUL
393)J3MM0s 139(305¢0BS30d

3905350900l LoliGwgoemls

LoL@gds 5000 d5MYM
05

dmmbmgbs-
dofmegdols bs®930895@s30m
dgsblio Bobo

LSLEGHIGML 3mb639M9bE ool
bstxo 3sbo

©BoO®O#5:  LobGMIOML  Fobfodmddbols  dgdoboBdbg  Bgszwgbol  doHomswo
5359 BHM6M900. (,05603930b20L Loggmdzwgdo® -, 2009)
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3. »0000b63gMgligds s dmmbmgbol LEodmMmomgds“ (Create awareness and
stimulating demand)

9 560l LELEGMIOML 539G 0BAOL Y3sMESTIBEHOL JoMOMIEO Bb30s:
39403900,  3M3Mb03530900 s  3MMIMMIgho  B0BbMdMOZ30  dBEMGOOL
dboBos. LabEGHMIOML  Lobgero - d6Mgbo, GguEMMsbo, 89bgxg®gdol
LSBMYSOMIPIN030 5J3H03Mds, 39w M90S S 5.9. — JIbol 0ol LYOSML, 0¥
L PomMoa9gbl gl LoliEIBIm s ML LMOZ3HMAL IMILTsEIGOYL. LolEwB™U
309H96@s300L  ymzgwo gagdgbGHo  godmbo@ogl vy ,30L FodsMm” MOl
d0BbMdIM0z5 F0FOMMWO - Mo30L0 Y3MOHOM, MboRMMTIGO0m, GHMmboms
J3o300  -gm3MLOoMmGds @S  9pbsgbol  TgLododol  qbogbognl.
36093690 m3569L0s, ™I LELEGHWIOML Yy39gws EI39MGHSTIBEGHO  MYo0MmYdIL
30DBbMdM030 d5BEMOU, bgRdgbEoUL, oBHYMdGODY. 535L gfimgds dmbogombomgds.

dmobmgboll  LEH0IMWOMmYdOLIMZOL  FoM39BHIMG00  0ygbadgb Moy
LMo gdOL,  FoYIWOMOE:  39Y03900L  Fg935Hg0gOL,  BYrgdgm39@0bal,
Logobgom Bsbs®™MgdL, 063YMbYEHOL LooGHIdL, 3sMmEBOMOWM 5E0sBLYdL, MHoom
3963bogdgdL s  Bobgdol  3OHMIMMIYBL.  Jglodsdolo,  FsMgBobymeo
dogdlo smobL LabBwIOHmb 56 39EH0ba o JoBbgdol doLowfgzsw gHbgmwo s
M9glOLYdOM 249994569000 Bootmgxzgmmgsbo Qo Q305 blndo
153995093900, 0bLEHEMMIG6EIOOL 9HMIOMDS.

LOLEGHMIOMMS 939G JLMOOLIMZOL 30MEI30MO 25403930 VYT MRS
9563930bgol MMz 05OV  I0BBHIMGgdoLs s  Fmmbmzbol
L3080 GOOLIMZOU.

30653000 459003900 O®MI 9R39JEGHIOO 0Ymb, AoLOMZ9¢oLH0bYdGE0s MO
dboM9: 359403900l b56H—B393980 s 35903900L d9bgxdgbG 0.

DMPoI, 50b3H9M9LgdoLS Qo dmmbmgbols
09Logdbgs  dogrolibdggzobomgol  bsFodms bodo s  Mbs@—Bgz93900: (1)
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3940©390d0 — 0603053039 90Dsb30sMm0rEmds; ImMLAGbol Mbs0; MO
9969x%09630; MfIMbgdoL Mbo®o. (2) 99403900l d9bgxdgbEHT0 — (3O by o
3MB930Md; 3MOMMOGHYBHIO0L 4obLsDBM3MY; MMOL 9bgxdgbEH0; W0EIOHMS
36393900l Im35M9d0L MboMo. (3) 3mIMbols30gddo — 3mFMb03sdgIMHMdDS
@5 5350099099M0 (96s; 3OrMBgLoMbso, 60F0gMH0 MsBsFTGMMIgdol dgMbgzol o
d9b9gx9bBHOL  MboMmo;  MYLMOLYOIOL  Fg3eligdols s AIBMegligdol  MbBs®o;
06@9MbgBH™Mb  ©@s WEB-m5b 9mdsmdol  mboGo. (4) 3OMImmIdgbdo -

36950 Mds; 8930™I900L 5bserobol «bsdo; LogOmbowrg s bbg.

4. »33b5©M LLEMIGM bgerdolsfizomdo” (Making hotel available).

0v) 300369085 d0BbMdM030 B5BOOD ©0bGHYOHJEs  Tgmegz5Bgdom,
OMAMO Mbs FmbEobml 3sb 935380609057 - LOLEGHWAMML MH9HBYMHZ5309d0L
mgxzobo,  390GHMIMOHo  LsMgHIMZ3530Mm  LoLEITs, 9305300l  JEPMISYMHO
LoOoLEBHMOdME0M  LoLEJIgd0, JMO3MOIGOMEO 25403900l  ™MmBoLYdO  ©
LOUEGHMAOML 299403900l MmFBolo — yzgws HomIMoagbl  LoolBHMOdwE0M
Jugeol 8995009969 bsfol.  BodmaBomem  sg96b3GHIoL,  3mOm3MMSEGH0MWOo
dmaBome@dol d9bgxgmgol, d9b39GmdOL ©o3YgRT5390L, 035 IMyDorIMgdL
39999050 58 Jugerol 39339Mdom s)353806MBI6 LobEIMM@L. FmYBIMOMOOL
0b6MLEH®00L  LHEOLEHOO0d30M SMBYdO ©9saM5305, 50 TMmGOOL 0bEIMbyE o,
MmO 3 3mdbdsmgdgdols 3096 30MHEI306M oxs6AboL sGbo.
©O9oLsm3z0L bmxzwomdo MHgHIMH35300L8 MmMbo LoLEGTs SOLYIMBL, GMIgEms
©53538069%0m  958m0ygbgds  GHgMdobo «GDS». gl LobGgdgdos: «Amadeus»,
«Galileo», «Sabre», «Worldspan». yzgws gl LobEgds gOmlbs s 00539 Bw6JE0sL
SOMIdL:  GHIOsgbBJOL 93Ol 0bBMMTo30sl  A9go3sdo  9MBYIMWO
36MY300L JgLobgd s 98 3MMYJ300L OLsK 3B by lisygtger dgdsbobals
LOZ35BMAL.
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39391000 Bl dmHmgdolsmzol «GDS»-Lmsb MMmM0gOmMds botxqgdol gsdm
56 5oL bgeboagMgero, sdoGmdsi 98 LobGgdolb dodsemo 0b@gMgll dbmerm
LobGMIOMms  Jugeol  9935BHMMbggdo  godmbo@oggh. «GDS»-do  LsbiGmdmmgdl
330 gOWs©  fomdmagbowo by  3Jmbogm:  LsLEHMIOML  dErosbo
S0P9IO0Mds  (FoLYTIOMO, 5RO IIOIMYJMDS, 5d96gd0L, TgbmdOL  dMEM
93mbLEGHOMJ300L Moo s Ubgs), Lobmdmg Gmbol  s©fgmowmdy,
G9M0x900Ls s BoLgdoL SIS, LOLEHMIOML bMIGOL FobslffsMo oxs3dbs
090dgds  gobbm®309egl gLsds3obo  AMBEH00L  sMLGdMdOL Fgdmbggzsdo
(063mMT5305 LOIMIOOEHM BoMOMOL Tglobgd). ox93dbsBY o®Ol, b 3e09gbEOL
3990365 gdMdOL  998mbgz9g3580, X 93869L  gMoiEbgds  X9M0Dds, G
LOLEGAOMI0 gOHO ELOL FHBMZMGIOL LogGSLML T9oY9bL.

51939, 56LgOMdYH 3950535¢00 30035609%03, MMM 90035S
“Expedia” o “Travelocity”. 0b@&g®bgdHo bgds do6oms@o LoobE®modmEom
56Obo, 0935, LLGHMIOML Mbs 3Jmbgl mGo  3sGowgwmo LolEgds —
G030 395GHMIOH0 HIHIMZ5305 O LEAMABIMOM LooggbEHML SObgdO
Q5 b0 9egdBHMMbero sMbgdo.

50605, Aobsm  LOLEGHMIOM bgEdoLsfizEmdo  sPIGLS  3sboGo  Boddy,

365090 560l 356M3930bgol 5dE0mo G935039bgero bofiogro.

5. »399mbsgemqdolL Agbgxdgb@o* (Closing, confirming and managing revenue).
LOLEGHMIOML FgaMbOZ3EgdLy S BobsBLYIO [otmBoEGOMEMISL ABLYBOZMH3L
ol, ™) MMM 5 S BLOE JoMO3IdS BIOMO — Mmmsbo, TgbzgMm9dol
@B vy OHGLEHMMBOL Boa0s. LHMMgO BILO, OMYMOE oM 39G0baMwo
dogbols doM0MO 0bLEMAGBEGHO FobLEBPZM3L LELEHMAMML JgdmlisogEgdls s
30656l 096053 90mEMdSL. 399mbsgeqdo LosFoMMgdL domN39L
130656LM0 dOHMB30L  M3BH0T0DsEooLs s FMIBTSMGOWOL  H3TYMBOEGOOL
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doBbom, o3 HoMmIMoygbl IMIHTsMgdols FbGHOILE 33esg FMmIsmr30Ls©T0

dBoYmRbsL. 3903 9OPO FOW3IMWO ©I35MGHSTg6GHO LOHMIOsE 3960 B MBL
0990bogegdol  9bgxdgbGHoL  LodmoegdgdL. obobo s0bgmeos 499403900l
396LMbOEL,  JgomgMobaols s 356393900l dgbxgMgdl, ,3OMEE  ©glzol”
53969390, M9HgM35300L 5295EHIOLS s 5.8. FmEoL. dsmo LmMo dgbgxdgbEo
dmombmgl LHMx s bdod 3m3mbozsEosl dgbgxgMgdl dmMol, boGolbosbd
30MABMB0oMYOL,  MbsMI0D  gogo390L @5  LabGHAMML  Ym39w330M9IO
90Bb6gd0Ls s LodobbYgdol TgxsLlgdIL. (3110 3OMABMBOMGDdS, 5B IBEH0YGO
30G035 ©O 3mbBwodGHmo doymds bbgsslbgs ©g3sMEHs99bEHgol dmMob,
OMIWadMbo3 Mbgds dgbgds ImIbIsMgdIEL, OO  ZoMoMom 0393l
bo39009bM  M93WsBoMIOOL,  A9Y0o3gdoLy s 3MMIMMIgbol  dovgero

doerolbdggzols g« o hogeosls.

3990bogegdol dgbgxdgbBo LsFOMOMII YMEEYdIL ©IEHIGdOLOETO
3BooBH03MM  3OMPbMBOL 253900930L  MbsMIGOL;  (33¢00dGODY  B1GoR0MYO;
M9HgM35300L  9396@9O0L  9bgxIP/BHL s PGP,  glos Lol
9969x%096GH0L  ghm—9gHmo Yz9wsby 9608369ermzsbo s @obsdormo dbodg,
MIgoE 390350 bs 03mEIL LLLEIOML gbgGsMds dgbgxgMmds s
394039005 s 356393H0ba0L OMgEHMMIs.

6. »00193D5M oL EgdEsE s Losdmzbgdols JoLsbo Fgdesw® (Preparing to
deliver and delight).

LsIOGH39™  3MMONIBHOL F9M39BHIML  ogo30LSL FgdEos IGYMEDBMUL
139060308 bseolbol  3MbEGHGM@OL  LobFHGIsl. GmEs Logmbgwro 940,
dmdbds6gdgels  dosdal 0go ©@d FMmobdoMl  dsL.  FMALIBYYEYOOL  BdoBbyLdo
360 AHL Hom8Mogbl 5580560L 3939, BMBLIBOYdS S BMTbTSMYdgEo Tob
dmobdo®dl  LabGMAM™mTo. F9639BHIM0L  Loddgs ogbdsmml  3gMLbmboels  0dob

73



39390580, ) M5 EILBFOMEYOS, ML IMOLwIMHZ390L S ML IMgeErols ImIbIsMGOgEO
@5 9990damb 39MHLMbsel 15305600 Logddol gbmwBosBIom 3gmgdoliaggh. ob, Mog
bolb dsB306dEMmdoL  IMALobwMmgddol Fs639BH0bal MBOM O, 30069
B399 93030 3OHM©OMJBHOLS, 5MOL ol, MM d3BOOL gmgzgwo LYydgbEolLsmazol
Mb@s 5OLYOIMOPIL 35O 39BH0BAOL MO 3OMYMSTs — 9O F0TIOMNMWO QMY
9cdbdsMgdeolszgh, bmwm dgmeg — doaboo 3gOlimbowrolszgb.

7. »009b35M9deol 99bs@Bbgds“ (Retaining customers).

OMamO3 Bobsblwmemo FoMds@gdol, obg dsDs®Bg oEIMmdOl MImegzMglo
306Md5s  8tdbToMgdeol  FgboeBMbgds  3mb63MMgbBHYdby  MBO™M oo
36MM3MOE00m.  90bs@Bmbgm  Lbbggdbg dgBHo  dmdbdsMgdgro s OOM®MS
3960530md5d0 93960 bosbrxgdo 999300905 9839dEH0bMOOL, ©93wsdoMgdoLs
5 29403900L boMxgdol 98300900 s 93900 3MMABMBOMYOOL 4o8Mm, brmerm
QIAH300M35 O GOM0RJOO 250DMHYdS.

LEHMIsOMs TS  Fgrogomgdo  bdoMs  Fgzmdss  Fgbs®BMBgdOL
36MHMyM53900LsmM30l. 903500908 gdwosc  FgbseBMbgdol  FmEGH030609ds
dbmemE 85906, MMEgLsg FMIbIsMYdgEo 5BsLYGOL M30MIBOOLs30L Boxcmgb
30MdgE®maOL 56 G009 bbgsl. FogMsd gl 56 JAboL EMOsEPMBDL (9HNYGdLS).
39053500908 5BMO  59d3l  FbmwmE 85306, GMmELsg  39OLMbIL  gdegzs
d9L5dgdEMds 03bMdOIL s BOsAM36gdsL 560FJdIL LEHFSML, S 3oL
956 39¢0bg0l ©g3563H>d9bEAL YOG 0bgMmOTS305L 0FOL MOMdSBY M) 306
56MH0L 5 LYOID GOl FMIbTsMYOgO.

dmIbds6gdols  F9bseBMbgds dmombmzgl MBGMm 9B, 30O  Logddol
MOMICOMP 39O 390905. LAHIMYO0 S BMIbIMYIWGdo Mbs {MHAbMdLAP,
MOmd o 5g3989996. F9bgx9g9bBHTS MBS SPYML  MBPDOYHHMdS — 3530060,
Mmdgwog 996560bMbgds d0bgszo@ 0dols, MM 33HIMDY sbsgro LolEGwaIG™
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3o0bLbs 96 259mPBs FMIHAMGOOLOMZOL LoMIB0SBO Fgm935Hgds 3mb3MEM96EO
LOLEGAOMBOR6. MONO0IOHMNMDS FT9BEIOS 36MdOLS O BSTOE0IOMBSBY, BOMBLS
Q5 350009 905DY. 5323505, LEGHIMOLS S FMIBsMGBOL F9bs6MBbgds b
©503929mb s 3BbMOE0gwEaL. gl dmombMm3al IgBHL, 30O F900TJOS
doqosh  mbmdgds.  LoFodOm  MbBo®-H39390L  FmMol  bs  Qsdmoymls:
B0 GH0326M0 Mbs®0o, (36MdOLIMY35M19Mds, 306MHE30M0 Fo639G0bQ0L IYRYAT3o,
dmboggdos dm3m39d0L  d9bgxdgbBHo o  30M30MO oM 39BH0byMEo
dmAbabmE9gdol Imdfmegdwgdo.

8. “3059mz80wgdol ©sagbs ©s Lsddol dglMwmemgdol dggsligds” (Measuring
satisfaction and evaluating performance).

0¢) 30Bbglol JoBsbos FMmIbTsMgdol Fgbo®Pmbads, 8sdob ©sd9bs
3999905 3HoMm0RoL B0bbLwE s645M0TL, IEHZOM™MZL, F9ambogegdls, botxqgdls
5 dmgdsl 1339MOLO 0bBMMTs300L FMfMEYds. 0633939, OMI 300093 LEFOOHMS
dmdbdsMgdgwms  309YgmxBogdol ©oy)bs, M5dabo  Fglodergdgeros ™A
obobo 33ws3 sdMBELAL, 96 MPBE6 Lbggdl, MM md39bo Lol MIBM 3560s.
5859 35Lbl  0degzs  LBEBHMBIOMS  30YMRBOWGOOL  49FMIOMB3S. BOBBLMEO
562560038900  39%)Y39gdl  LobEGHMIOML  RobsbLME  BEYMIsMYMdSDY, bmewm
UGBS 305YMBOEgOOL QodMm30mbgs — BoLo M934)Eo300L JEYMIMYMDSDY.

dmdbdsmgdgo 0333w gds. bbgs LolEGHMAM™MAo Fowgdmerds 49dMEEOMGdST
d9L5dMs AOBIMEML dolo IMPObM3boL bEIBIMEJOO. sF0EH™T, 305YMTBOEIGOOL
©Mbol LOYIBIE LBsFOOMS MOMEPIbMdMH030 dMbs(399900, om0 sBsE0BO s
sbgotodols  dmbsigdgdo. 1939, obdgmMgdomo  dmbsizgdoms  dm3GgdOL
d9L5dgdEMdS.
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063m®35305 gbds®mgds d9bgxdgbEL 0dol goblsbrg®msdo mv) MHmymemo mbs
0yl LsbGHMIOM s Gs 9bs Tgumogsdml IMIbIsMgdIEL, MHMI EIMRIL
306399696@1965600560 5 990b56RMBML FmdbIsGgdgeo.

3.3 95639306390 331603530900 LsbEwathemgddo

3oLmo o360l 80-056 Hergddo “4P”-L (1. 3Gmwddo (Product). 2. gsbo
(Price) scogoo (Place) - 4. 3Gmnd@ob §ob §sfgzs (Promotion) ) 3mbggnzool
b5g3dzgBg F9oddbs sboero MgMM0s, OHMIoL Jobgzom  IMALobMgdIOL

956 393H0bgol 50bodbme 3mI3egdll ©ogdsds 3093 Lsdo ,P7 @ sdMogs©
d904ddbs 9.§. “7P”-U 3mbzgxsos.

1. Process (4o@gol 36m3gLo0);

2. People (4035-2990@30L  36MHM™3gLSD 9393006900 5Q530sbgdO,
dmdbdsMgd9d0);

3. Physical Evidence (dmdLobm@™gdol a5Hg30L 530B03m6m0  ©oali¢Mgds).
03olbdgds  LobiEGdmm  ImdLobyMgdol dgdgboll B0BOIMMO 2o6gdm, Go3
59450090l LobEGwABIMU (3™m835600L) 0doxU, dmIbdscmgdgwms
593000939 9dsL LobEG MMM 3OM©MJEoL J0dsMrm.

LOLEGHMIOM  FMALIHWYOYOS  SOLAMIJGHIWO 35BN, 306506  0y0
5059 dglobgdos @s dolo Fgga0 BMYXIH  IIBEHWOGOSL  dMOMbM3ZL
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