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namanszummsdadula¥eusmsvesdiusIna ( Customer’s Purchase Decision Process -
Comparison of the Traditional Five-Stage Model and the Three-Stage Services Model)

uruani 2.1 nananszunumsdaduladouinisveadfus Tna( Customer’s Purchase
Decision Process - Comparison of the Traditional Five-Stage Model and
the Three-Stage Services Model)

Problem recognition Pre-purchase
A 4
Information search
A\ 4
Evaluation alternatives
v A 4
Purchase decision Service encounter
A\ 4 \ 4

Post-purchase behavior

Post-purchase behavior

\

Realization of need/want
Search for information
Evaluation of alternatives
Choice of intended purchase

Purchase of service
Consumption of service

Post-purchase evaluation
Repeat purchase

Customer loyalty

Positive or negative word of
mouth

Switching service providers

fivn : Adapted from White, L. (2003). Buyer behavior. InR. M. Janet (Eds.), Services marketing:
A managerial approach. Milton, QId: John Willey & Sons Australia, p. 27.
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