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INFORMATION

= Study electronic brochure

= Read FAQ

= Aeview scheduies
= Get travel direclions

= Check prices
PAYMENT
* Pay by bank card

BILLING
= Compute total
for

» Check account status

EXCEPTIONS

= Record special requests

= Trace missing lems

= E-mall compiaints
SAFEKEEPING
= Track =

CONSULTATION
= Interact with oxpo:=—= =3

ORDER TAKING

= Make reservations
mnd recaelve e-mail
confirmation

= Submit applications

Source:IT AND THE AUGMENTED SERVICE PRODUCT - Principles of service marketing

management, https://www.wisdomjobs.com.
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Service Marketing Mix — 7 P’s of marketing

Product

Design
Technology

Perceived usefulness

Convenience of use
Quality
Packaging
Brand utility
Accessories

. inasision

Price

Skimming

Penetration

Value based

Cost plus
Cost leadership

Services
Marketing
Mix

Wholesale
Mail order
Internet

Direct sales
Peer to peer

Multi-channel -

Promotion

Special offers
Advertisements

Physical evidence

Facilities

Infrastructure
Service delivery

Endorsements

Process
Uniformity of offering
Service delivery
Service consumption

User trials

Campaigns
Joint ventures

Source: Les 7P du marketing des services, https://www.service-sens.com.
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Source: Winer, Russell S, Customer Relationship Management, A Framework, Research Directions, and
the Future, Haas School of Business, University of California at Berkeley, 2001, p07.
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