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1. Brand importance
2. Expertise

3. Independent advice
4. True costs

5. Brand’s personnel
6. Value perception

7. Competition with

other brands

Customer
1. Holding hands satisfaction
u B
2. Process ease
3. Transparency
4. Flexibility
5. Multi-channel ot
oya
6. Common grounding yalty
intentions

7. Interpersonal skills

8. Priority of customer
service

9. Personal
relationship Word-of-mouth

10. Servicescape behaviour

11. Efficient desien

1. Convenience
retention

2. Familiarity

3. Proactivitiy

4. Relationship v.s.

transaction
5. Service recovery
6. Emotional reward

7. Social approval

= ¢ v . .
31 1-4 gunmluilszaumsalveagnai (Customer Experience Quality)
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nguii 4: Wandumliaelumsuslan (Expenditure function)
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NQugN 5: nuudrasanseensumalulad (Technology Acceptance Model: TAM)
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NQERN 7: ANUIANANNUYDIAUA (Product differentiation)
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