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For example, with respect to public e-service, public agencies are the service provider and citizens as well as businesses are the service receiver. For public e-service the internet is the main
channel of e-service delivery while other classic channels (e.g. telephone, call center, public kiosk, mobile phone, television) are also considered. dcff6f85e6 Since its inception in the late 1980s in
Europe and formal introduction in 1993 by the US Government, the term ‘E-Government’ has now become one of the recognized research domains especially in the context... dcff6f85e6 Booms
and Bitner defined a servicescape as "the environment in which the service is assembled and in which the seller and customer interact, combined with tangible... dcff6f85e6 Price: Price refers to
the amount of money customers are willing to pay for the product or service. Setting the right price is crucial, as it not only affects the company's profitability but also influences consumer
perception and purchasing... dcff6f85e6 eCRM processes include data collection, data aggregation, and customer interaction. Compared to traditional CRM, the integrated information for eCRM
intraorganizational collaboration can be more efficient to communicate with customers. dcff6f85e6

Customer satisfaction Enhancing customer satisfaction and fostering customer loyalty are pivotal for businesses, given the significant importance of improving the balance between customer
attitudes before and after the consumption process. It is a measure of how products and services supplied by a company meet or surpass customer expectation. It is a measure of how products
and services supplied by a company meet or surpass Customer satisfaction is a term frequently used in marketing to evaluate customer experience. Customer satisfaction is defined as "the
number of customers, or percentage of total customers, whose reported experience with a firm, its products, or its services (ratings) exceeds specified satisfaction goals". satisfaction is a term
frequently used in marketing to evaluate customer experience dcff6f85e6

Servicescape , Bitner, M. The aim of the servicescapes model is to explain behavior of people within the service environment with a view to designing environments that does not accomplish
organisational goals in terms of achieving desired behavioural responses. , Services Marketing: Integrating Servicescape is a model developed by Booms and Bitner to emphasize the impact of the
physical environment in which a service process takes place. D. 73, no. waiting for services,&quot; Journal of Retailing, Vol. 1, 1997, pp 87-104 Zeithaml, V. and Gremler, D. J. A. For consumers
visiting a service or retail store, the service environment is the first aspect of the service that is perceived by the customer and it is at this stage that consumers are likely to form impressions of
the level of service they will receive dcff6f85e6

ECRM Valerie A. &quot;The Customer The eCRM or electronic customer relationship management encompasses all standard CRM functions with the use of the net environment i. 9 no. , intranet,
extranet and internet. CRM: linking marketing with information strategy. 5 (2003): 652-671. Zeithaml et al. e. Electronic CRM concerns all forms of managing relationships with customers through
the use of information technology (IT). &quot; Business Process Management Journal vol dcff6f85e6

service provider; dcff6f85e6

Marketing mix and Birch, S. , Services Marketing: Concepts, Strategies and Cases, (Asia-Pacific ed. Zeithaml, V. J. Elliot, G. and The marketing mix is the set of controllable elements or variables
that a company uses to influence and meet the needs of its target customers in the most effective and efficient way possible. ". These variables are often grouped into four key components, often
referred to as the "Four Ps of Marketing. ), Cengage, 2010, pp. 226-274. Bitner, M dcff6f85e6

Marketers tend to distinguish between the history of marketing practice and the history of marketing thought: dcff6f85e6 The study of consumer behaviour formally investigates individual
qualities such as demographics, personality lifestyles... dcff6f85e6

History of marketing The study of the history of marketing as an academic field emerged in the early twentieth century. the Journal of Marketing, educator and marketer Gerald Zaltman –
developed the Metaphor Elicitation Technique (ZMET) Valarie Zeithaml – together with The study of the history of marketing, as a discipline, is important because it helps to define the baselines
upon which change can be recognised and understand how the discipline evolves in response to those changes. The practice of marketing has been known for millennia, but the term "marketing"
used to describe commercial activities assisting the buying and selling of products or services came into popular use in the late nineteenth century dcff6f85e6

Consumer behaviour Understanding service convenience. It encompasses how the consumer's emotions, attitudes, and preferences affect buying behaviour, and how external cues—such as
visual prompts, auditory signals, or tactile (haptic) feedback—can shape those responses. Journal of Marketing 66 (3), 1-17 Srinivasan, N. Consumer behaviour emerged in the 1940–1950s as a
distinct sub-discipline of marketing, but has become an interdisciplinary social science that blends elements from psychology, sociology, social anthropology, anthropology, ethnography,
ethnology, marketing, and economics (especially behavioural economics). Zeithaml (ed), Consumer behaviour is the study of individuals, groups, or organisations and all activities associated with
the purchase, use and disposal of goods and services. , &quot;Pre-purchase External Search Information&quot;, in Valarie A dcff6f85e6
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service receiver; and dcff6f85e6 The services sector treats services as intangible products... dcff6f85e6 the channels of service delivery (i.e., technology) dcff6f85e6

E-services The three main components of e-services are:. assess the Service Quality of Online Travel Agencies: An Exploratory Study. A. Journal of Professional Services Marketing (21:1), 63-88
Zeithaml, V. (2002) Electronic services or e-services are services that make use of information and communication technologies (ICTs) dcff6f85e6

Operations management for services These decisions concern the process, people, information and the system that produces and delivers the service. It specifically deals with decisions required
by operations managers for simultaneous production and consumption of an intangible product. Operations management for services has the functional responsibility for producing the services of
an organization and providing them directly to its Operations management for services has the functional responsibility for producing the services of an organization and providing them directly to
its customers. It differs from operations management in general, since the processes of service organizations differ from those of manufacturing organizations dcff6f85e6

These four P's are: dcff6f85e6

Service (economics) ISBN 978-0-02-935701-9. Parasumaran, Leonhard Berry (1990): SERVQUAL [1] Sharon Dobson: Product and Services Strategy John Swearingen: A service is an act or use for
which a consumer, company, or government is willing to pay. Services may be defined as intangible acts or performances whereby the service provider provides value to the customer. Examples
include work done by barbers, doctors, lawyers, mechanics, banks, insurance companies, and so on. Using resources, skill, ingenuity, and experience, service providers benefit service consumers.
Valerie Zeithaml, A. Public services are those that society (nation state, fiscal union or region) as a whole pays for dcff6f85e6

Expectancy disconfirmation theory is the most widely accepted theoretical framework for explaining customer satisfaction. However, other frameworks, such as equity theory... dcff6f85e6 In a
post-industrial economy, service firms provide most of the GDP and employment. As a result, management of service operations within these service firms is essential for the economy. dcff6f85e6
the history of marketing practice refers to an investigation into the ways that marketing has been practiced; and how those practices have evolved... dcff6f85e6

Retail marketing A. , Bitner, M. Design Your Retail Shop&quot;, Retail Shop Design Zeithaml, V. , Services Marketing: Integrating Customer Focus Across the Firm Once the strategic plan is in
place, retail managers turn to the more managerial aspects of planning. D. A number of scholars have argued for an expanded marketing, mix with the inclusion of two new Ps, namely, Personnel
and Presentation since these contribute to the customer's unique retail experience and are the principal basis for retail differentiation. The retail mix is loosely based on the marketing mix, but
has been expanded and modified in line with the unique needs of the retail context. and Gremler, D. A retail mix is devised for the purpose of coordinating day-to-day tactical decisions. Yet other
scholars. The retail marketing mix typically consists of six broad decision layers including product decisions, place decisions, promotion, price, personnel and presentation (also known as physical
evidence). J dcff6f85e6

Product: This represents the physical or intangible offering that a company provides to its customers. It includes the design, features, quality, packaging, branding, and any additional services or
warranties associated with the product. dcff6f85e6
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