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1_ European Foundation for Quality Manageme(EFQM)
2_Goal_ oriented

3_ Responsive_ oriented

4_ Goal —free.

5_ Advocacy_ oriented

6_ Expertise_ oriented

7_ Naturalitistic and participant — oriented
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1- Parasurman.
2- Berry.

3- Zeithamal.

4- Reliability.

5- Competence.
6- Access.
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1- Courtesy

2- Communication

3- Credibility.

4- Security.

5- Understanding/Knowing the customer.

Yy



..EFQMJ RESe @L:j Dbae 4y &7 5 L Ol eldls (ghib; Ol sy

Sloas basoall)l Lale (58 OMpus Jolds a5 Slods juguone sloas> 2N
alge Jimo g Sl

odls oasg bl gub leas &Iyl HUley e 4 a5 Sleas og ligebl LB Y

MLJ‘SO L'Aw ER l) 9 03

Geb Sleas &)l 5 (gymie 4 S5 gl plojle hled Sme 4 S g oKl Y
.).M:b‘so o oals 0dsg qu‘]w

Oliebl il g lag] (Qllg5 5 QLS O )lee 5 (U1 45 pogde a (Sl
D08 (5 yine dlaiel g Jbol>

Bl o gyt 4 ol lid Az g pols UL enl paghe 4 aFiie L Joes O
OYA (Gllals g ol s cul 5Ls 0 90 Sloas

w3 oo ) 1) Jale soloas & 4aS sl ogas 35, Y

Jo 14550 Gillaeg S b Sla” g b Sloas &) el ime 40 aSeakl o LLE)
il

oS azs] gllas Sleas 8l 5l Solel g lod! ixe @ Y&:..;‘slo A Y SOV Wesi A 4

RO PRVIRY .@‘.a.)

el Slans 8] 6l 5L5 550 e 5 Olen (o9 o cine 4 >Nt
Byl o Lil leas

el (g ytaly ST bl | s ye 5 (g, akamde ol ol il pixe 4y 25les O

(e ay 310 (555 ed BB Ol 4 e 3l ST &S (i b B3| F
el (g i JSie J > (S555 S «Dlodd g i o5 e jLi el odge oudas

5 o9 olaxel BB 4y ol 8l U asd S g OS5 b Oyed e 4 a5 LelY
Al e ibls Cdlas

5 Pl el b el Sy g s k5l b Sogwl Jae 4 el alA
el g4l05],

Lol a” 2535 e P Glasaiesls Sy lp W Soe @ s tie S0 A

1- L.Berry.
2- Feeling of responsibility.
3- Competence.
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1- Customer relationship management (CRM)
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\ - Customer Results

2- Public conception.

3- Flexibility.

4- Products and Services.

5- Quality.

6- Value.

7- Innovation in plan.

8- After_ Sales Supports.

9- The behavior of sales personals.

10- Recommendation.

11- Customer packing note.

12- Technical support and auditing complaints.

13- Specialized training related to product.

14- The provided technical exhibitses texts for customers.
15- Accountability time.

16 . Further propensity to purchase.

17 . propensity to purchase the other organization Products.
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1 . propensity to introduce the organization.
2- Transparency.
3- Futuristic behavior.
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1- Offering and trake after the offering of education's services.
2- Employee's capability and behavior.
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1- Cronbach,s Alpha.
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