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QQ.Jctct " 

2.3 \l l 'U1\ltl'Yllfltl1 'U8\I 

~VIVln~'\I a mfieUTii (2546) VJ 1f11 'Jfffl'lfl I~ tl\llhl '1t.1~ ij~·rnl'it1fllllJffll ~ tl l'll \I f11'J ~HI 1~ 

'IJ t1.:i ~'Jn t1'YI 1w'!fvfl1~ fl'Yl 'J m1 fl -ff 1~vij11'1 Q11 'J ~ ""_,fi'1yjt1fffl1:J1iJ t1 ~ v~hw iJ 'J ~ 'fflJm\I m 'J 1'1 '11~~i '* 
,, ' ,, 

'l u m11i Yiff'U 'l 'il9ivfiu ti'1u"::'U1 fll '.il'll\lfl'UL'Yl v1ru 11 um:f1nm1l'il ~ vYi~ ~Hn11'lM'~m1cifvfiuti'1 

11'1::'U1fl l'J'Y1Nfl\H 'Y10{1i11'1J1~1 ~'U i CJ>'l'i'l~lJ 1~ fJffUltl tllflflcim1'1t1 rh.:i~i '*fl'Wl'Y1ti11 i1 l'llJl • 
iliut1vfl-:i1 1 iJ i'WflHl'Y1'YllJMl'Wm1m::iJ1mucvici~ 1'W1'W 4001'11t1d1\I t11flmHYlJLL'U'ULlii-* • • 

' ~ 0 
C\ "" 1 i"' .Q C\ fllllJ'Wlt1::1u'W1m::mfll'Jllfl'.il::'11'1Jtllql'1 ~fJ 'lffll'fffll'I One- way ANOVA 1m:: Least Significant 

Difference (LSD) 

HCl fll 'j fffl lll'ff~ iJ l ~ 11fltjlJ~1tlV1 \I 3 2% If! V~tliY'U ti' 11m:: 'U ~ fll:i l11 \I fl'Wl'Yrnfru \9l i tJ 'IJ tu~~ 
,, ' ,, 

flfl 68% v-_, 
1

lli1fl tic'Ht1iY'Wi'i'11m ::u1 m'J m\I fl'Wmt111i1 \9l mnt1'W 11~nfl11lJ'ff'W hVit1::9ft1 hrn'W lfll'I 
I ,, I I 

1J'J::lJ1tu 30% ri1'Wflfl 38% iliijfl11lJ'ff'Wit1Vit1::9ft1mti 1i1t1\lt11flv.:iilil!'Wit1i'W1::1J'Uflnfom 

fl11lJ11'1 ti~ n V'IJ tl\I .\1 m~ci ri1'W 1J fl f!ci1m:: fll 'J 'lf 1 'J ::1~ 'W 1 ~ vi1'Wi'i'1~fltjlJ1'11t1 d1 \I ij fl11 lJ~ t1\I fl 1 'J ~cf v 
.d t!f QI ~ ~ C\ f' .d I Q.I I i .d ~ _.=i .: .Q ,, .Q 

lJlfl'Yl 'ff ~fl tlM 'W \I 'fft111r1~ 'ff \l'YllJ'YI CJ>'..:Jfl '1lJl'l1tltJ1\l'Yl\l'Yll fl tJCJ>'mrn:: 'ff'W i ti 'Yl t1::CJ>'t1'ff'Wm1m:: 'lJ 'J fll'J vi 1.:i • • 

fl'Ul'Yl t1f 1 i'.1\9lt1:: i Mfl 11lJfflT1' f.lJ n uiJ 'il ~ v~ l'W H ~ \9lflW cnlJ 1 fl~ 'ff~ 'Jtl\1'1\1 lJlfl ti iJ 'il ~ fJ'Yll\I~ l'W 'lf t1\l'Yll\I 
u • ,, ' 

fll'J ~rnll w iJ t1'1t1~1'W11m 1m::iJ t1 '1 tJ~l'W nTHT \lm'~lJ m1l'lm~ 1P11lJ?11~u 'W t1n t11nili u nrilJ r4Yi . ., ,, 
If! vc'Ht1iY'W II 111'1~'U~fll'J'YI1\lfl 'WI 'YI t111u\91lJ1 n tltJ V\I i M fl 11lJ rl1Tiwnu iJ 'il ~ v$i'1'W 'U ~ fll 'j M "\I fl1 'j 'IJ w 

. u 

lJl fl~'ff~ 18\1'1\llJlfltliJ 'il '1 ti$11'W 'U1fl11I'ff1 lJ iJ ti ~fJ$j'l'W fl11 ~ ~\Pit1 ~ti 'ffl'J 11'1:: iJ 'il ~ti$! l'W 'lJ 1 f11 'J 'IJtl\I • ,, . 
d li1. ti o QI QI QI v d " a QI ... I °' " 1 

11'U 1CJ:fl'I l'lllJCll~'U ~\l'W'U~'IJlfJ'il\lfll'J l'U'Wl'Jtl\11 :: UUrnlllfl1llJIJCltl~fW'IJtl\l 'IJtllJ'1'ff1'W 1.Jflfl '111'1~ 

m1'lf11~1~u1~vm11~lJ'lia\lm\lm'J'!f11~1~u ~"'~ 1\lfl11lJitu i t1 i M'tiu~cft1 1'lfu m'Jri" i iJni&6 

d a ,1., d 91 91 1 91 91 
Ln'Ul\l'W'Li'11tJ'Yl1\I 'W tlfl tllfl'UfJ\lfll'Jl.J':i::'U'U Call Center i '11'1flfll'ffllJ1'Jfl 'Yl'J l'IJ1lJ1'1'tl'UflllJ'IJtllJ'1 ., ., 
1l$i'~rn0~ 24 i'11lJ-' 1~tiili1irmi1 i -*~1myj0'1'~Hfl11lJtrlJ~'Wi°11r1~n0 i M'1n~fl11JJ.W\l'Ylt1 i 'il iM'nu 

'1fli'i'11$1'1'\l'ff~ ., ., . 
~inn foii~ (2544) Vi1m1fffl1:ll1~ t1\liJt1~ v~ij H'1~t1'Ylq~m1JJm1 i -*1fl~t1\1Vi11 Wfl11'Yll\I 

uty'Mtl'111 uir~ (rnYi1glJ) 'IJV ·HJ flli'lli'U 1~ l'J'YiltU 'If Vi 'W1'1J\9lfl~ \ll'Yl'VUJ'HltJm 1'11QU'J~"1' \!fl M'1fl'IJtl.:J 

m'J fffl'hl 1;!t11yj t1'Yl 11u o.:i'ffmu m1 ru '1Jt1 .:i \9lm~ rnVi1glJ~1 1l iJ 1m:: iJ t1 ~ v~ij r-rn~t1fl11l'i ~ iYu i t1 i-* 

.,. .!t d d 91 i a 91 ""1 d L 9191 .,. a .k 
'lJ 'Jfl11t11mm0.:irn'Ylm1111r1~ 1 'U1 'il'Wql'lm 1 lJ'UtJ\I ~'U 1 flfl fll'Jfffl'hll 'lf'lltllJ'1'YJl'I tJfJlJ CJ>'\111u11lJ 

m t11n11 Mri .:i~ 1\1 'l uci:: i -*.\lt11.1 '1U2}lJfJlJ'illflfl1':i"1111 t11m::~lJ1'11t1d1\l'illfl'J ni'i'11i'W 1m 1V11w'!f u 
, , :; I & 11)9/ I 11) "' 11) 11) 

'lltJ1Yi 'IH\!'l'M 5 mH "b'~ 1Y1un titJ1!'11'l'n~~1'Yl'Yi titJ1fl1'l'n~~ 1'YltJ titJ1fl1'l'n'ffn'l' 1'YltJ ti'W1fl1'l' 1'Ylu 

Cl r/ • d 0 CV I 0 C.. t/9) 91 QQ Q 

'YllW'lfV ll'1~1i'Wlfll'Jfli\11nt1~1ifJl 'ill'Wl'W 400 \911tlfJH 'Yllf11111fl'Jl::M'UtllJ'1~1'W'fffll'll'lf.:J 
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fft111fl~t1-:iti'u-:i1'W1~v'UeM ~l'll'lnll'U -ein'l:l':iV'U'Vl{ (2546) ~i ttfl111J~1fiw~1'Wu1m':i'l1'1'-:im':i'U1v 
q u 

mn~~11 ':it1'1'1'llll~t1u11~v~1'Uu1m·Hff1ll u11~v~1'Um':i~11~t1~t1m':i Lrn~u11~v~1'Uu1m':i'Uti'I 
Q II) o' o QI ,,j I Gj 3J Q <!/ Gj 'l 3J OJ 3J II) y 
nu t"lf191mirn1~ru1vn:1nt1 imf111fl1llJ'Yi'IYrn i11 rnnu'ftnm i11ff-:i"1'11 

.. .. q 

~ l'U u1 m':i Lff1ll'Uti-:iu1mH'Ulfll':i'Vll'IV'Ul'Vlt1{1tll'! 111nm':ifff1'l:ll'Yi u11 H'u1inf1 ii .. 
r1ffirn~vrli t.1 ':i~1lu~~ 1-dv-:i 111m1ni 'll'li'Vll'1Utu~ mm.J~ut.1 ':i i1ffri1t.1vl'1 m':in1l1u111~1~u m':i 

.. .. u 
' ,, 

~ llJ.I"' <!I 0 I "" " "" " .... !':1 " .... ?1 "" "" 
i ti'U rn v~ 'l.Jflf1" ti 'U ll '1 ~'lfn ~ f11 ff 'U mu ':i m ':i 11'1~m'W':iu11 'I 'U t1 l ff'U t111 'U~ 'U 'U 1 lJ 'U u ':i m':i l ff ':i lJ 

~1'11 i' u H' ~ 'lfti um ':i l iJ ~V'Ull iJ" -:i ti ri1 ffll ti ~" 111nu'U1~ 11 ri1'U iJ ':i ~ ffll m':i l'l '1111'IJ1 n n n ci 1111 .. .. 
4Q.I tt!~~do V & t Vll]V da9) .:9 cii c:i 

H'11'l flW cy] 'U'Ulll'U ff 'l'Vl'Ullff'U tl11'1~ff':i l'lf1111J'Yi'l'Y'ltl i 1ll1f1'1f1fll t11 tll '11U'U ff'U flll1 ':i tlU ':i f11':i'b''U 11 .. 

' y <'I "" 
5.2.4 'Utl\jtH'VH>'YIVl~tl'lHU.J'J.JVl2 1U 

Q,I .c:.. j/9 V cii a o' d ... I V cv a V cv 
'Vlfl''W fll'l 'U ti 'I H A 'll'U':i m rn 'U 1m':i'Vl1'1tl'Ul'Vltl'jl'U191 lJ ':i ~ f1tlU 111V 'V1 fl''U fl19111 l'W fl ill '1f1'l:J ill~ 

.. q 

~lJl ... I a ci. ttd v d lil cii .a t1d v 
'1'11 tIJ'U tl '11J ':i f11':i 1i 'U lfll':i 'Vll'ltl'U 1'V1tl':i1'U191 11 l'Wl'I tl'W t '\JU ':i f1U1i 'U lfll':i'Vl Htl 'Ul'Vl tl':i 1 'Wl'l 111 'W 

I d .a Cll ti d 'J/ Cl! Cll a 4 ,/ r;j 

mli ':i rn1w.11Ju ':i m':i 1i 'U lm':i m-:i tJ'Ul 'V1tJ':i1'U191 111'\.J u rn11 'Yi lfl''l:l 'U tJ'I u ':i m11i 'U 1fln'Vl1'I tJ 'U1'Vl tl'J 1'U 191 

.c:\ y & tQI a j)GlYa a tldQ,I 
'fflJlJ191;fl'U 15 'Utl H'1f11'Jfl'f1'lfl Y.n.J11'Vlfl''UrWl'Utl'IH L'b'Urnl'J1i'Ulf11':i'Vll'ltl'Ul'Vltl'Jl'Ul'lf)1J - .. 

' ' ,, 
'Y'lt)~ n':i ':i lJ i 'Um ':ii ~u1f11':i1i u lflU 'V1 H vw 'Yl tJ {1u191 ~ l'U fl11ll~111 vrn ~ v ff'iJ 111 tt/ fl i' -:iii 

fl 11llffll-W 'U £ n'W 11 '1~-n'fl''W fl~ 'UV'I ~i -H'u 1m11i 'U lm-s 'VlHV'Wl 'V1t1{1i1191 tl'IJ'Y'l t)~ n ':i -s ll i 'W m':i i °* 

u1m11i u lf11 ':i 'Yll'I V'U 1vrn{1i1191 ~l'U 'lf1-:i n'11~l ~u1m':iiifl111J ffll~'W .fi n'W 11 '1 ~ r1fl''W fl~ 'Utl" 

Yq'1a a tld Q.I a q qV.a .a rid 'J) 
H !'l11J':i fil':i lit.I lflld'Yll'ltJ'\..H'YltJ"Hhl\PlfilJ'YH)\Plfi':i 'H,J I hi n1 • !'l1U':i n1• lit.I lflld'Yll'ltJhlt'YltJ'H 'W\Pl Yl l'W ., 
mn'W~i'*u1m':iiifl11llffll~'Wif n'W 

111 f1H'1m-si1m:nr1fl''Wfl~11'ft~'Y'lt)~n-s':i1Jf11':i i -H'u 1m ':i 1i'U lfl1 'J 'Vll'IV'U1'Vlti{1 u l'l'U tJ'I~ nil 1 

nt.1 lfl n 'Vll1l':i1 'VlV ~1n11 (ll'\1 l'lf'U) nn.U ffmn i 'U l'Ul'l n~ .:i1'Vl'Y'llll1l'Wm u'1~1.J1llw C\'1'1 ~1 ~vii 
~tllff'U tJU'W~ ff'JiJ l 11V1i'W lmrn 1'J i -H'ri1'WiJ ':i~fflJ'Vll'lf11'Jl'l'1111U1 f11':i (The Serviced Marketing 

q ,, 
"' ""' d Mix) t1111'1'\.J 

"" "' o' 1. H'11'lflWC\'l (Products) 

1i'U lm1fl1-siim':i~ni'U 1111' m-su1m-s nu lm':i'V11-:iv'U1'VltJ11 ul'liif1111J '11"1f1'11 "w 1'lf'W 

iim':i 1t1'W~l'l1i'Ulfll':i (Inter Bank) i'WoMtl'l 'Vll'l1i'Ulfll':ifl'Ut'VltJ{1u191 U'1~m1iimn.HuiJi-:iiiJuuu 

'Utl'l!~U l "lf;L ttiim11Jr1'U fflJV191'1tl1111"1 
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2. 11fll (Price) 

.,. t1d 91• "" 'i 91.,"" ,,;,,, A'I"'"' 'l'I"' 
tllH'Yltl11Ul'lll"~tlfH1Ufllli1HH'Utll.Jn11 ttl'Ul'UllJUJ'lflJflf1"tlU'\JllH'IJl'l l'\l'W tlHY11.:lllH11.:l t11 tl1 

u • "' 

"mi'1m l ~lJ1flnmfl~'U vu1~umrn~nl1m11rnmi'1~m 1~u1m1~liu1m1 t~'U f-rn l i1' li'U1m1 
"' "' 
mm1mM~1l~~1t1lum1~11uu.:i1ui~ 

3. mnY.:ilff1lJmrnm'fl (Promotion) 

fll'j ri .:i rn1lJfll'j1'1"1'fl l1 lJ1 tf Q.:j fll'j ~'fl~ tl~tim11 ua.:i" flftll ~ ll1 lJlt11vl till ~-:i<U11m1 
"' 

~.:i l 11 l~u~m1liu1m1'Yl1.:iflurnv{1~l'l 1'flttflnt~tifl l '*11im1hrmu1 u1~'1f1iY'lJYiu£ m1~vm1 

-U'tilJ"-ffu ri'1 m1 l '*'Wir m1u vu1~umrn1~~ui'fl11-:i l 1fomi'1l1umffu l 111~u1m1'll ti.:Jli'U 1m1 
" q " cu 

~ & 'l'l ~ t~ 'Q.1\1} ' ~ " 
mfl'll'U 1rn~11lJfl.:ifl11lJ'lftilJ'Wti i 11 i um1u1mrnu\Pl'fl\Pltiflu i uvu1.:i'ffmt'fflJti'fl1t1 

" 'I "''I ,,,,,. o' d liJ. I ., f I .d 
1i'Ulfl11fl1111~11.:lfl"~'Ylli tUfl11'1JtJ1V] l 'U~ t'lftl'Ul'Yltl1l'U\Pl llJV-:Jl1'U1tM1Ul'lN "') '\ll 

. 
4. ffmuVi1rn~'lf'fl.:im.:im1i'fl~ll1U1t1 (Place) 

., G \q o' q o' G , 91.c! ') 91 d I .% 91 & 91 
U 'jlJ UH ldlJ L 95\Pl li 'U 1fl11'Yl1-:l 'fl'Ul 'Yl'fl 1 l 'U \Pl l1 lJ flll t 'lf .:l l'U 'Yl .:l 1 tl'IJU fll'j l 'IJ 1 fl .:l 'IJ 'fllJ" . "' 

liJ I d I ..!j ., 91 q 11J. I 91 ..,; & 'I 91 91 \iJ 91'1 91 
tlJfl1';ilJfl11lJ~~Vlnl1'Hl9f'lJ9fV'WlJlnlfl'W l1J l'Whlfl1llJ'ff1V~llll'V'lVfil';i'fl~~'fl tlHJflfll l'fl t'll'~lhl 

y • d 

~1"'fl'fl1!U<U''U\PIV'Wl'Wfl11 Download Vi11'fll11 

1i 'U lfl 1'.i fl 11 ii I fl~ tM L M 1J ~ fll 'j fl'Ul'Yl 'fl {1~\PlU1 ~ ~ l"J fl ff l'IJ ll ~'fl iJ l'U 1tiff~'fl1 fl L Mn lJ 

H'i~1J1fll'j~'fl11llJ1Vi111tlfll'j~l'Ug'U "1 ~li'Ulfll'j 
"' 

5. m~1J1'Wfl11i.M1J~fll';i (Process) 

" 0. & o' " i d ~ C.d " 
m ~ u 1u m1 L l11J rn11 11mvtH 'fl.:Jf1U1~n'fllJ1 u mu 'll'U \Pl 'fl'U 1 ~llJ ttlJ l11tl1lifl11 t 'Ill 

d ui o' 0 Q 9 91 "ct " Q Q.I 0. \q " ' d • 
l11J t95\Pl lnl~fll';i'Ull'ffU'flfll';ilJ';ifll';i tl1f'l t'lflJ'jfll'j ffllJ1Hl11JlJ';ifll';i l'fl'fltll.:l';id'fll11 l'lf'U li'Ulfl11 

"' 
i Y a a d'd ~ e:ti q9J 1 91 

'fl1';i'1'fl'IJU\Pltl'Ufll';i L 'lflJ'jfll';ili'Ul'fll';i'Yll.:l'fl'Ul'Yl'fl'j l'U \Pl l'W';il~l'U tl.:l1llfllJ'IJ'U\Pltl'U fll'j l 'lf .:l l'U fl'fl'U 'Ul.:l 

V.:l tllflVi 1li1'm'*u~fll1 Ul.:l11tl tlit ,j' 1ltJVi11 ltlfll n11ii1'1i'Ul'fl11 "'°Oil iYt11 ltl l~l U llel ~Vi1 i i1' 
q " cu u 

6. 1Jmnm (People in Service) 

li'U 1m1 fl1'j ii i'fl vu1 lJll '1~ 111' fl11lJ r un'Wir fl.:ll'U 1~ u1n1J flu u 1fll';iliu1m 1'Yl i.:i 
"' 

Q o'd Q.I Q o & O J) O. I Y 0. ! 
tl'Ul 'Yl tl ';i l U \Pl 11 'U 'W 'U fl.:l l'U lfl'flfl11lJ'lfl'U lty 95.:l 1l~'Yll i l1 lfl'fl fll';i CllV'\lltl'flfl11lJ iu'1~ 'fl li lJ W ';iJlJ'\ll~ 
,1 ,,,.,; "'""' 91,,,. 91i .,. d d.% 
'll'U 'il~'1 flfll'VllJl i '))'1J';ifll';i i '11lfl'flfl111H'IJ1 'ilU'1~1J';ifll';i'\ll';i'l'fll';i1'1J'U 

"' 
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