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up of the original 4 Ps extended by process, people, and physical evidence.
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¢ Physical evidence —the environment in which service occurs. The space where

customers and service personnel interact.

e People —Human actors who participate in service delivery. Service personnel who
represent the company’s values to customers. Interactions between customers.
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¢ A product refers to an item that satisfies the consumer’s needs or wants. Products may ~
be tangible (goods) or intangible (services, ideas or experiences).
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