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1. Henley Center 
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1. Parasuraman 

2. Zeithaml 

3. Berry 

4. Servqual Model 

5. Oliver and Rust Model 

6. Gronoroos Model 

7. Johneston Model 

8. Performance-Only Measurement 

9. Cronin & Taylor 
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1. Reliability 

2. Empathy 

3. Responsiveness 

4. Tangibility 

5. Assurance 
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1. Validity 

2. Cronbach's Alpha 
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1. Kolmogorov- Smirnov (K-S) 

2. Mann – Whitney U 
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