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







   

            
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          





 



         



            



    

           

         





 

         

      



   

   



 

 

        





 



 



       

         



 

 

  





 




 

         



           



           





 



 

 



 



 

  

         

 



 





 

         









          

         





         

















              

           



 

 

        

 



 





CONSUMER 

Word of Mouth 
Communications 

Personal Needs Past Experience 

Expected Service 

Perceived Service 

Service Delivery 
(including pre 

and post-contacts) 

Translation of  
Perceptions into 
Service Quality 

Specs. 

Management  
Perceptions of  

Consumer Expectations 
  

External 
Communications 

to consumers 

MARKETER 

GAP 5 

GAP 3 

GAP 2 

GAP 4 

GAP 1 





 



          

  

  

          



  

  

  

  

  

         

  

   




 

          



          

 

    

  

         

           

 

        



 





 



 

     



        

          

          







 



 



        

          



        



         

          

 

           





        



            

        



 







      





          



 

 



 

           



         

         

         









           



             

            

          

        

         




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



















     
    




    



Service Quality 
Model of Non-Fuel 
for Petro Retail 
Outlets 

Service 
Quality 
Model of 
IOC 

Service Quality Model of 
Non-Fuel for Petro Retail 
Outlets on the basis of 
attributes  

Service 
Quality 
Model of 
HPC 

Service 
Quality 
Model of 
BPC 






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



 

 

 





     





  

 











  



















 




































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

 

        

 

      

          

 

 



         

           

       

   





         





           



 

          

      





 

         

           



 



         



 

      







          





 

          



 

       

           



          

       



1.6.6 Demographic Profile of Respondents (Step 8) and Petro Retail Outlet 

Details & Non-Fuel Offerings at Petro Retail Outlets (Step 9) 

          

           

            



            





 



 

         



             

         

        

        







   

        

        



          

        







          



         

     

 

        

         

         

       

        



 



 



 

       

         



           

        

 



  









 

         

 





 



         

   



          

 





 



    

 

          

       



          

 



          

 



          

 



          

 



          

 



          

 



          

        



          

   



          

   







 



 

          



            



           



 

 

       



 





           











           









        

           





 







          




