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1- Services
2- Pure tangible goods
3- Hybrid

4- Pure services

5- Intangibility

6- Inseparability

7- Variability

8- Perishability

9- Managing differentiation

10- Offer

11- Delivery

12- image

13- Managing service quality

14- Reliability

15- Responsiveness

16- Assurance

17- Empathy

18- Tangibles
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20- Managing productivity

o
1- "Marketing Management", Ninth Edition,
1997, Chapter 16
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