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Abstract

To measure service quality, SERVQUAL model have been used. In my previous paper, by
putting marketing mix into ready-made models, | was able to suggest statistically that the three
factors: resultant quality, process quality, instrument quality, can be used to explain the model for
service quality altogether. In this paper, | suggested the service-quality-measurement-model,
which is additionally put findings of the earlier studies of consumer behavior and goods into, and
considered implications to practical businesses. As a result, it was suggested that the structure of

consumers' perception of service quality differs by the degree of experience-orientation.
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