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Résumé

Cette étude a le but de connaitre I'effet de deux caractéristiques; du produit qui sont le
risque percu, et les caractéristiques de la sourcke éeucheaoreille ces dernierssont
I'expérience et le leadership de I'opinitan similitude, la forte relation sur les perceptions de
récepteur diboucheaoreille, ainsi que d'explorer son réle dans I'évaluation des clients de
service de téléphone mobile en Algérie. Cette étude a également souligné aussi le réle du
risque percu ans la modération de limpact des caractéristiques de la sourde de
boucheaoreille sur la prédiction du comportement de rester ou éloigiteZournisseur de
service. D' un autre cote | 6®tude a essay®
opérdeurs de service mobile: Mobilis et Djezzy et Ooredoo au vue du client, et si les
variables démographiques de I'échantillon de I'étude ont un impact sur les perceptions de
récepteur dibboucheaoreille et I'évaluation du service de téléphonie mobile.

Les résultats de I'étude ont montré que I'expertise est le plus influent sur la perception du
récepteur, et sur I'évaluation du service de téléphonie mobile en Algérie, Suivi par la forte
relation; Le risque percu joue un réle importent dans cet impactrésedtats ont aussi
indiguent au niveau macro que le service de téléphonie mobile en Algérie est mauvaise, mais
l'opérateur Mobilis est la pire en termes de service fournis aux clients par rapport a Djezzy et
ooredoo. Les r®sulltan@y@anaucenuome r ® f fa@rsesmnc @03
soit dans la perception du récepteur ou sur I'évaluation du service en raison des variables
démographiques, mais le niveau éducationnel affectent I'évaluation des services de téléphonie
mobile en Algérie

Mots-Clés Le BoucheA Oreille, L'expérience, Le Leadership D'opinion, Similarité, La
Force De La Relation, Risque Percu, Le Service De Téléphonie Mobile.
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Abstract

This study aimed to identify the effect of both product characteristics which is the
perceived risk, and word of mouth characteristics: expertise, opinion leadership, similarity
and tie strength on the perceptions of receiver of word of mouth effect, as well as to
investigate its role in customeger@abThiestudyl uat i or
highlighted the role of perceived risk in modirating the impact of the source of word of mouth
characteristics on the prediction of staying or switching behavior from the service provider.
On other side, this study tried to highlight thieangement of the three operators of mobile
services: Mobilis, Djezzy and Ooredoo from the customers perspective, and whether the
demographic variables have an effect on both perceptions of word of mouth receiver and the
evaluation of the mobile phonersiee.

The resultso f study showed that expertise is the
perceptions, and on the evaluation of the mobile phone service in algeria, Followed by tie
strength; The perceived risk plays an importent role in this effeetr@sults also indicates at
the macro level that the mobile phone service in algeria is bad, but the operator Mobilis is the
worst one in terms of the service provided to customers compared with Djezzy and Ooredoo.

The results showed no stutically sigaifa n t def ferences in both rec
service evaluation due to the demographic variables, but the eduactional level affect the
evaluation of mobile phone service in Algeria.

Key Words: word of mouth, expertise, opinion leadership, similatigy strength, perceived
risk, mobile phone service.
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L. Ibid, p42.
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ci aia airaiuw!ad vydz UAakldz2 & &1 N O35 .1t 060Gz
aitla 7Tdz208 UNMWil k pko Gdzdz i 6A+h 1 A%
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AGdzNj] RAT T! & 1 & p 1 GPk& 1 DA df il DF| K 0&PAdHA
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i 826R Aakl1dz yoDZ k! t+padlLjd2? & +t+ dmDA! & eUG
1A tdzi Pl& &1 kTdz2 UyDA! Ghu + | DZkdzl & & 4i
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yO0+TkLjdzZDZ ct pzpd D& 1°DETEN B y dAikn kGd&a (i h

1. Bernoff, J.: Viral Marketing Success From Ground\&Il, Harvard Business Schqd® Edition, 2008, pp 1
2.

2. Murray, K. B.: A Test O Services Marketing TheornConsumer Information Acquisition ActivitiesJournal
of Marketing Vol. 55, No. 1, (January}991, p 12.

319620081+ zhai ! & TL/DROWWSEEGEywdaE UFal k : OLGN
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1. Zeithmal, V. A; Bitner, M. J. anGremler, D. D.: Services MarketinilcGraw-Hill, 6" Edition, 2006, p 95.
576 0WG] ! 81 ghil & & hz -4 dzoa ¢inG

3. Mangold, W. G.;Miller, F. and Brockway G. R.: WordOf-Mouth Communication In The Service
Marketplace The Journal ofServices Marketingvol. 13 No. 1,1999,pp 7885.
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! - De Matos, C. A. and Rossi, C. A. :\Word-Of-Mouth Communications In MarketingA Meta-Analytic
Review Of The Antecedents And Moderaotdournal of the Academy of Marketing Scienéel. 36, 2008, p
579582.
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! . Laravoire, P.: Roles Et Mecanismes Du Bough®r ei | | e Dans Le D®veloppement
Vétérinaire Canine, Thése De Doctorat non publiéaculté deVétérinaire, Ecole Nainale Vétérinaire
D6 Al 200%pp 6570.
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- Oetting, M.: Ripple Effect-How Empowered Involvement Drives Word Of Mouttpublished PHD
DissertationFaculty of CommergeESCP EuropeBerlin, 1*Edition, 2009,p 44.

2_ Ibid, p 44.
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i &1 zk1 & ydz i 00 ®ersopahiRelatidnsbip) N8 T&G P iz DAF 5 i ¥ d>
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' Ibid, pp 4547.
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!
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Hotmail 220 G*1a yoGdzkan!ad yAd? ii06in!é& ODZGsI
O5 NJ aGLjR{ dikoos !aa7 ! 080 aNj kyl d? yoEsRyFedAw &.4( O A
} TGP!' & NX*hT 0DPh palo Gnj! piPkldz aa y
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ADBREI &) 160 6oL R T Gat @ehUArET REmEGEE U414
(Undetermined Triggers for Word of tus A 6 dZD4 &G bE F & aiii ©6D4 &
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ON@a 'Bil LJT 60@njk dzi p
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O ai GO |HGHA @REUN &ufg/L) d7) + Ljozdz +t 058GZ @&
O1Gla vy ET®yesaidttednvolvement)y (T pEN @AP& U+ &t
yZ T 0huzkDZ aa WINEkadP (L& GhzP| TRD¥ ¢ f REQEGAEIB iuli knj h
.t Bl & YyG+dz t 0+0k! & 1PAKI IWNKODESG diANN] O
yiP ydz Gl Gl & |jd 0 3veskagelpvétivemant) | Rl Féad illoa! &i Si+! ga
b i nk 1T DZ c¢iaiuv! GivP a@e &Lj0EZ U@t diGz IN& L@
. Nk LjdZ2? &8 ydz éi ok

ci GOl ! tkhudej!aGhy FGhdnfiedorydnivavBrger)l! O 2adzaDH0 & + & +
e Gdzi LjU&A ydz t+6! GZ tniih GhaoTdz ya$o6 1t Lj
eGdzaD&zdz2 & Ol Dka poil kh G!'T NI Odzo 1 a

 padlLjdz & ! fAdz0As! & zIDB& ! @Ap&dzas yoo O5 .y o
} 1 Go! & aa URA&I T! 8&PurthasBulbizelentybzaDZ H B & G F &g +a
aiao yva y+dzo a1 ! & yzDak!ada i O0Ak Gnkatr i
ci P! Ghu waoc Tz dzsa! B8 § TGCPpOs pjadMi#ABA + dzDA ! &
i GuPa Yyl Lj! 815 yaDbdzw R& T!' & i & p 1 GPI

1. Dichter, E: How Word Of Mouth Advertising Workdiirvard Besiness Reviewol. 44, 1966, p 148.
2. Oetting, M.:Op-Cit, p 50.

~ 28 ~



. N aN & DZTkEA kg3 @ KGka aA

p >

k1dz { 83 Gdz2DA5 Ut padljdz2 & + dzDA! & (aD]
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. T dzZAT 1 I (Bat D& | |

é0o UuDAk]dz2 & uabDj O5 &i 6Adk GNj A+aa t
&alja lji Z2GTdza NX GNjGn k & DZa yhl k{dz & ¢
Ut padlLjdz? & + dzDADZ <c¢i o6in .&WE Pk de Lji &k LURDAG
(Wrd-of- " p i a @&ordof-Mod#DZ "ci 85! & 1+ dzDA" yAdZz & GoDd

e Lji kLijU& 1 hZYy Bk &njDA&zh &2M&dna © hjdzk &

. hus A6 dzD4 & HDZI| #I hGead

banjsdz2 & &t Nj O5 tpadlLjdz2l & t dzDADZ + hu¥i dz G
} 0! GZ tniihh Gudéa o606dzk k GnjLji¥! NE&I S i @F @P
eLji kLjU&A OFGTP bpNa ydz .t 06i 6D2 & & 6tDZIGHK]!
Va GCdz4 i @I #a2G]{ DZ t+ A&i o i A+Lhf t @@ &za 0Z AdF &
18 tUy®d DI + hl Lj! GASYEI! §&njkd o5 K! &aa eDA
e Lji kLjU& HIfwesT20fe Gpk T. POILjozdZz | &1 54a & GZadz
O5 64ai PLiUGh pnj! 0OdA1 6 Gdzdz Uy odz Pk1dz &
(Interactve DA Gs kp (tP&kHTZ & NXzi p &7 ! 8a pnjhu 6 GP!
Upool k! & éGhidahh Ué GLjai d?) & Gdza Divehy! & 1 DZ
i TLij®a NHzdz pa AR&ZO8, HaEbDE OB Th + 1 GTdz &
GDP O5 eépasfjIldz dz0hjd2 Vo gaoEGdz2iz! & aa N

1. Ibid, p 51.
2_ Ibid, p 53.

3. Dooley, J. A.; JonesS. C. and Iverson, D.: Web 2:8n Assessment Of Social MarketirRrinciples,
Journal of Social Marketingvol. 2, No. 3, 2012p 209.
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. VO DAk d:DZ t+ OFA&I T! & & 4&i

Qo
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ézs ki & é! GA! & +ahdUaoDpai BjudZzawhaky aajo
6 GPT U aws yydiu@Ivesdithp 3OGLjdAN &7 & diDA ! @njLjZz § DZ dzl ¢
O5 w4 CAB T no +o! dadz & yornGlU& O5 . eGnk
b ws PLjdzZ in éLjGx yiuzU& ahli 2 GEoszhkd? eaLj k5
fd4A Uhu T i pa Gzskidz Rar T! a 1 amedkh €&iNjipai :

.t padLj@woaot yPA e &dza D& dz | DZ 4&s
yna ydz t 62Gdzk nU& p i ZBA pyope@t aNhk5k i Go+a® diA
b&i Pk14& t0s50% yZ i0A%! & Gizk U GnjuDZ &
+Ghi a4 tAUGA .1 08Z2GdzknU& pizU& yfFGla ¢z 4
(Twitterandii A tu] 6 G5a i kdak [ DZ VaAiAi okoPREDE piZ
TNy yAdz O5 inédak!a pizZz Vya ¢é FaebotkhGnjk Gnk
$1 Ut Zi {hu 1 TkLik Ok! & tohDl! &8 é&GIlI ODZk! &

'ain i PAdkdz eépa O5 yFGla! & |1 N;
DAk 1dz2 & T2z106 UelLji kLjO&A 1 hZ tAi Godz2 & 1T
Upnjk GZadindz a4 pnkG+hT RGuzaa ROdD! & V d
ya*rk ip RBRGhiz!a&8 RUANj ¢cGdo 0&Gdijad [pop V.

1. Meiners, N. H.; Schwarting, U. arReeberger, B.: The Renaisse Of WordOf-Mouth Marketing-A 6 Ne w6
Standard In Twentfirst Century Marketing Managemeni?Iinternational Journalof Economic and Science
and Applied Resear¢civol. 3, No. 3, 2010, pp 839.
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O5 64ai PLjG! vyvaizklda ++hT! & O5 RBRGuZa pnj
Y A1 Godzl &

i dZAT + 1 Il Ua hDZ&EI I a

édo UtolLjai k+! U& +d2DA! & eUGTkad yanN Gdrkkl
a4 OhiGnoa i1io6hzk &40 GaEghu 6&isRLja kjid §jhja PR
i dhu 1 BLdINR&@GNE& LjpZkaaUy &Th yohl ki d2 & a
2 & Lji kLjO&A iz 6G]

eUGTKkUA yodmn" yAdHK |iadidjaiokjd] 6B i Rz iy acaE
eGdzsi P a4 yDi OFGTP aa bpadiPkla& ydTh el

2t Ljo z dz
“aLji kLijU&A 1 hzZz yO+Dhk] d 4 Do W aliTs | @aj
yuP yvdz OhuGk*+! & yGTkU& t o D&z
S eLji kLjUA ypaadz aa eGoi kLjd:
a4 yYODAzkodz2 & RUdz! & 6e6hnkPPUE SHPpASsIGE & of
yZ eGll1adz2 d4a o6GPTUA& ianjdin! + oGkdz ya#$k
& Lji kLjU&A 0G0

tzho! & Ui Tdz Uci NjGI ' & Uyosdak! &a i TLjDZ ins! & i-41 Ui dzoa |
241620187 1a08 +ohiz!
2. HennigThurau, T et al: Electronic WordOf-Mouth Via ConsumetOpinion Platforms-What Motivates

Consumers To Articulate Themselves On The Internetdurnal of Interactive Marketingyol. 18, No. 1,
2004, p39.

t 18GWTDZ + 61 G61! & + #i GTidluA 10BLjadNf &1 6 4 b gan ig)d0 E TRAMT § &
24 2)01@ a T Ljdd G G nakidadn Ljdd DA -1 Tok D CHzot 4 Gazy ! 8 + 1 GFi &«
. Chu, S.: Determinants Of Consumer Engagement In Electronic-‘@bMouth In Social Networking Sites,
Unpublished PHD DissertatioRaculty of CommerceThe University of Texas, Austin, 2009 11.

®- Gmach, 0.0p-Cit, p 32.

®_ FerrisCosta, K.: EWOM Via Mavens, Buzz Agents, And Followers, Unpublished PHD Dissertasiotty
of CommerceUniversity of Rhode Island®011, p 19.
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Source Chu, S.: Determinants of Consuntengagement in Electronic Weai-Mouth in Social
Networking Sites, Unpublished PHD Dissertation, Faculty of commerce, The University of Te

Austin, 2009, p 17.
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1. Oetting, M.:Op-Cit, pp25-26.

2_Wee, C. H Lim, S. L andLwin, M.: General Perception Of Word Of Mouth Communica As A Source
Of Information-The Case Of SingapoteAustralia Marketing JournalVol. 3, No. 9, (August), 1995, pp 4P.
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a1 ! 8 NKLaWAF 0!1ad i ARk Jdz GA 6 i &U iti+sal DiIZdE Gz
. iis! 8 yhp ydz Uial dz2odaio®BA & A& idA
} F5 ydz 6PT! & vy 3 DK dika ki1DZ QjNj otApdako LQds! & at+
} 1 Gli!'8 +awvadz ydz yskidz ysDak pnoi! yoi!
ya$o ya ydikodz & ydza Ut ! QNK UjdEDAu DKL # dk dtk
i Gdzk Z& &bl &éi TOo ya y+dzo &1 Nj Uypa vy 3Dz Kk
dzi 1 dz2' & t+ dzi P! & Vafk Gdz LiZ RGhoU& t+ 5%dKkK
eGplz! & ezDk Y& ain ydkodZ & .yEgDasGN &Z Ed
yoi PU&A ydz iisDZ t+062GdzknU& éeGpliz! & ydz i
t padlLjd2? & t dxDAARAG T PAdEKkT PBZy §acZ 1 DZ 0! T 4
. Gnj!  y 6 DRI k1
yAdz T DZ 0o6zuvw y*Th éd#*i t+padlLjd2dl & + dzDA! &

}1 Goa uabD]! Go*hT (oDdHk edi p GLjNj & G1 ai
ydz +t 0Z2GdzknU& iis! & t plZ oy déufkoklu GBSDAEZp a.6d
yorT!1a8a & GpU& yAd?) "ts0zw toaLGA" T1!14a (
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1. Arora, H.:Word Of Mouth In The World Of Marketingrhe Icfai Journal of Marketing Managemeivol.
VI, No. 4, 2007 p 5557.
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Chtella GadeUsiéuADar : (

Source:Arora, H.:Op-cit, p
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@ Gdzi Pa éGnklLjdztv + 6huki d2? & éGdzAaDZd? & Gnjos
.t #1 TDZ + o7 &i dz2k14a c¢ion t zdEo DAPD
1 DZ idikzk UAi Pa +06d2i 106g ¢+ Zadndz
Ljidz! & + dzD&A! & 00616 YyZ +dzLjd2? & yao
paodlLjdz! & + d2DA! & yGTka 1 DZ ioh* y#+T
dzz! & (RGlI huk{1&) 1 DZ ©6Gso! & 1 DZ t dz Ljd:
. yo06! Go! & RlUdzz! &4 éGoTak yuP ydz
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. n a N & DZkGA kna3 Q kgika &A
URGdz! 4a VyoDAzGz! & yoh ¢ciodon tplz!d eLGH
(Recommendations) & G O(Referkalt) 88U Go U& T (13&R6E10CTkz hé 6ed T k P &
. O! Gk! & (Rap&htBGEitess)ly BAIZEdFa O Nj@ | :
. pbi1t+1D4 aA UT GBrAsOBF Wisipiud ¢

/*"““\

e 0Go A CH +

Source:Arora, H.:Op-cit, p 57
. hus Ad dzDA & tuPA OAF &

i GTA @&GLjo1dzP!' & 1T Ljdz5 Uial z 1 Ljdz yo61i Gdzd:
I DZ 615 iAao U !& Gpdg ywioGhuke! Gidda DEZSdiDE T | Gid
Il koa Up&di Pk{U& izh pnkGNjGnk&a UpnkGzpa
ydz i hu¥a tpacdlLjdz? & t+dzDA!' & i1 6Adk ydh éaoh
a08lae @jZR0T PrayddtZAus dz2! & e GLji 204
& NFGkLja e
1a0a t+ Zadindz & & #i
k 1U& Gi+Da ! 1aA Il ®F! & OiLZEH
'ODDd Gdz# Gnj!

UOLTk Vy+dzwa Ut padlLjdz & + dzD&!
UOTPT! & i06Adk! & 1 D& 1
y+dzwa Ut STPT! & t hin

T T kBt I al AxyY i 7

b Lji GI dz 7 hu¥a &i 0Adk e&GdzaDZdzDZ + Ljgzdz + 6°

O54i gadzoz! & NaycT kUEAATAM lci P yAdz y dzaa z
.t padélLjd2? & + dmDAE! & i OAdk!

' Dpe Bruyn, A. ad Lilien, G. L.: A MultiStage Model Of Word Of Mouth Influence Through Viral
Marketing,International Journal of Research in Marketingol. 25, 2008p 152.
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. n a N3 DZFkGA kna3 Q kQika &A
CcFl G1Il.a A+Y i
a4 eéok T h¥a tpiha UeGdzaDzdz2 &8 yZ éoh! &
Ai PU& 1 i GRAA 4y dZ2DEA HAji IGpAa 6 Ljd2! & + dzDA! & &
yvafiio yoi1! &da NkLjd2 & t+ Fsh tDOHDPH c¢i P D
yZ éohiDZ UGdz2kod i1 A$+a& vyalia*xo RA&I T! & i &i
. agI MR Ljd2 & yvao tooTL vy
hi TQllla (a GQal.a) HhGi U
yv+¥Th t+padlLjdz? & + dzDA! & Vyai TLj6 y 0%+ DAjk | dzl &
Ui 6kdz' & Gui ! 8 piza Gui! & yAdz ydz8az Vy dh
.uabD] '8 &1 N yAdz ial kdzpkjdpnz8 &y 4za pada! U4
. tus A6 d:zDAd & hDAI I & h
UDk Pdz 671 zk é6o0 Ut padlLjdz? & + dzDA! & Gnh é
Gnjui 2 yOMdzGa ! BaT sOMPAai ! & io0zT!& I DZ tpabd
. Oduwak! da &I T!& ydz ROTh
(Francis Buttle) Ut F G é&ii Al 3
é1 adzLj! £o9s &[tGYra Halkdd GAdZ(S Tzbekrpifa §I7kjGhu" d pLjai 5
10! Gk ! PuwadHT 1adlj] G372+ + 6ni GPa + 6 DPAi

1. Buttle, F. A.:Op-Cit, p 245250.
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. (FranciceButthi t FG o1 2 dzatl 2 | @@m& dzDull &

ot Wi huo T Glla

hJ|=I=G]a|IIa huai GI Lo

T 10% ]! &
WOM | @ — 3 woMm
el Pi|— ¥ ‘v & Gni P

9F /1WMy HKKT &

s ai ] WF p Wi b

T D‘Z > Al Pa e
ypak <

Source Bulttle, F. A.:Op-Cit, p 246.

B &akii di @G o DAZHIntrapésonal Uaotes) ONB Q11 U&a G &l ¢ af v
I DZ Gl Gla é&Gobfzab BpdzljdNjt |0x07k & & BpDE BRI @&HiA 4
3aCGnN&k o3 wGd ORMOGTarab crigA s Waeds b Ui DAk | d2
R&ai Uldp & ®LiAE Tak dAHedzz0R Ai ! ¢ iy@aik! &a e@Ep
061 ok pkod VA& Gudzu yGdik od UuyfPLANG dB GdziyRIE &y
cCOGkdzdz & t+ hGnklU& 00616 yZ Gnjl 61 okl + Lji
i dZA k1 k GnjLja éoo &cuBod! &t Njl Ljd:GB + 5 DAUK !
t padBjdzydht ggRA " & Yy +¥dz yAdz2 Ghu . OQudi 1 0¢g
. eG%i {d2 4a éGzpak! & yoh Oui d
& NkLjdZ2 &8 R&aaU0Ut pado Bdpradk ot temd k BUAa g 3 dz0y
a4 NkLjdz2 & RA&i &hy 5 5SNB DHAaLjKU i CB Gihdelh By L3bFER P
. RAT T! & +tO0DAHZ yZ Gui! 8 pi Zé
&f 48 GdmA5 U&iifathh Atap(aidigdaDd pydalidk! & 6&jG#H h
} DA Ghuki & T A+4a t 11 d2 & ptodzd Ik! & OiLp ki 4 S
b dzi P! & yoTak t+oDAzZ O5 +tLjozdz éGlLja$fdz y a

(@3]}

[@}]}
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Noai k ynéa Vydz GNjsaodka | GApGEu i DES | | 882 yaxk
édo Utdz P'& +t06%0k! +O883NGn! & tdzi P'& Vyai
A i ééT!é ioil k ydz y5i6a Upnjoi! {+adk! & |
e Gp bnohi k eLG* 47ad8 + TGP Uyoi PU& ydz
.1t 6ap

ya y*dz ROT 61hd> Uyoddz! & Gnjha iprak 2k Ok !
O5 yoi Pu! aaibtdi BPIHi& izl d'd hd&a 1a N GuGz p ak
t oDAzZ O5 yodz! & NI p Gpe iad | &D& Wkdah k(t0&Z d

Nk Ljd2? & R&i 4a NkGzpak yoh eGLji Gl dz il zh
bGoLj'! & O5 yodak! d piz) BRAGCWKA! GHe+y AdzAIS4
Ok! & i1 GTdA § 2y é2o0 tup ouLjdeDAjk f| dZDA! pal 6 Vo 4

INBi! O5izdzt & eGoki(

I DZ 1 Adak OKk! &ExtbpéreorGi&didblds) a E09 Ud ¢ N M ¢ af
O5 Gai 6! & |1 padassEstjdbapupdiazyEi dedibd &
.y GdzZzU4& 1 GL{rE E&xaard!dda Ubis6e2 @
O5 eLjG* Gnj! a®zasoiyrma UGk 1U0d c&BGE fciANjc®i 1t &
} 2Gdn! & eéG5GI A& fA*xzZ 1 DZ u'!ia Uiis! &
vai ljGui piZ yZ iohzk! & Ouwdi!ad id6g UDA
VYDA P ydz T huzd ya t0zZ2GdmA58 UGusIdl Ayl dd  NILjde
} 5 Th dhuGnoad Gnj! +82Gdn! & ¢ioLjl & eLG#*
y * dzo 0 Z GBI Gl M!SAGIAd R yOBGo! & 8IGKkaGHa =
i 0f k Ok! daa t Zadindz2 & toawz! eai GTaagh dzxk
iAdka OGPTU& VyZ Gni GP G6&6i T +5GI A& yat#
.t pa @LjdeDd i d2EE

( —— -

ci 8 GPdz & | G¥ +# & mn ©dpdpdZ 1aDfRA R Bt t & 8YPajidD
Uai Gd?) NEAaa Ljé U Dk Pdztu 746yPa 8k y&DE k.|t U O
I DZ RGul! & aa& yoDXZk! iFi06A%+! 8 yzsk Vya C

i 6dPDZ o671 zk! Ghu 6GP! &

- Ibid, p247.
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b Lji GI dz € Gdzi P! Ghu + | DZkdz & + o&FpaF¥Fka & AiINA
yvih a GpUada RGpi TBAA! & DF & DAk ydapa yidz | d
URLGn k! && py Bd2)Ut & G @&idPHA ! Gnjlu 806 dzk k Ok! &
b dzi P! & + O dzNja& y-7Aa L oedlod +iprji i Ljdal Dk P kdzD&db+
(.. .1081i GTk 1 &
t@7DAB6a yGdzkod | 88 GdzDAE Gz s k& @hukie k! Buy &
i GdzA k1 U8 eelo G!'1 ya*d Ai PaT §i dz hidy DA§K
Ci Godhu Guo & (todHDAGIdA tUp adbi LPdz1&& atadzDek!Ljdz! &
.t DATd2DZ t #i i dz
eGo+abD] ! & hi MISPKO & T G @&AUES nfivfPiok 40U NIpZa 6 iLjlda &
éeDp GdDAF oJ06#i k! & Aakldz i &0 GdzDA5 Ut Z2Gl
biZz yZ i06hzk! &8 O5 t+s5DAk aa t+thazT ino6k
. NkLjd2? & ydz tpliz8 @i Popdzi 088 DY &! i Brup & 6 G
y+dzo UGAdz ViuDhgk dezbR Ak! &t p&p oz & &t §zBz i
ATt PUO& 7T1 GTd2 & a&G&gy 51 ddGPy aU tip&i adekdy! Gihu
ODP i6n'!' & Vydz . yo+DAR] ¢ @1 &CIOBDARd7Hs 6RO Y
yao (B3l Z @2a0ZaH @ & dig A% Wanizdyo Hka 1 daoiat draCht o ¢ E@jza
Wiidzn & 106P!' & yaDEZk yan &hpdz ¥ pa ohjekn &z &
.(Duncan and Moriarty) o I Ja Tty DA & &iuA DAz
eUGTKkU& T DZ 8+ki dilod p&Ep DS5! &
20kU& y*+T! & O5 yohdz aNj Gdz+ }

&1 Nj ohda U

=]

0

- Ibid, p 249.

2 . Jang, D.: Effects Oford-Of-Mouth Communication On Punasing Decisions In Restaurants Path

Analytical Study, Unpublished PHD Dissertatiofraculty of CommerceUniversity of Nevada, Las Vegas
2007,pp 1011

~ 43 ~



. N a N3& DZTk@EA kng3 @ &KFka sA
.(Duncan and Moriarty) T + T FT 1 ADA b F | dzéoh) Il y&1T Y I

)

t O 1t

Source Jang, D.Op-Cit, p 10.

~

yGTka 1 DZ 6GI {UGha Ut daDzdz & yhl kida (
| d2DZADE &7 §@Hzk | dza y 17 dZ GdinjLja 1 DZ ¢ 6 Lja # dz!
toFa&ar T! & e&i &il!'a u!1t ODSd Uyhl k1dzt & T
34 t0s5Tk!& toDA72Z2 pkk R& T! & 1
Gai LjT! &k éxbo [jUiNp ato0Adziz8 &t dzHADKIAZ
UGLjNj "ialU0&a aailLjT'a" yPai UtpasdlLjdz &
.t padlLjdz? & + dzDA! & i o0AdK
eGplUzaUEBqA a! &(Ddndan ald MRk} 60! Yy GTKkU& &1
NNGTk ! & i Ghakpas U dyza TykockmBmea@day+a Vv + d20 Nl ja
Uy hf kildidz! 8 & Gdza DZ dz + w8 ® Njdzy &0 k B2 e Bf T & 184 &
.t DAui 3! & e GoDAzza Ue
.(ShannonWeaver) B JF T+ U&3 é i A D&z
t vak $dz eGdzDA UGk Gnj! & 1 DZ to6Ljaik*¥! & éGu
inak Gdz . Nha! Gnna yGTkO! eaii Ghda
et adij! & 47T N O! dadz & y*T!

—_
Y
2
W
Qo
QD
QO

' Ibid, pp 1215.
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(ShannonWeaver)T 21 A p AdzF { (bg REM+Ua é

¢ GLjp

@ .I. 6 5 g .I. 5 T !

b 61+2z!8 +013Kk! &

Source Jang, D.: Effects of Wordf-Mouth Communication on Purchasing Decisions in
Restaurants: A Path Analytical StudynpublishedoctoralDissertation irin Hotel
Administration University of Nevada, Las Vegas, 2007, p 12.

b1 Gh Gi zda Ut 057 z dyliHdDLER & A§aafiageE N! Gz o
} DAZZ Nlja 1 Ljizdzv Ui 0od&da 1ljGnkéa O35 + o6 DAzZ
ydaok GnjLja 1 DZ +5izd# & t++i1 GTdz yaask . c¢C
y # (Shamnbawebley 0! O6 P! & yGTkUA& étadij pai Pk]

.t 5izd2 & t #1 GTdz ydz GZalj t
(hannoAweave) U ! vy Gw{Cfurldad andMorartjli 'z dyf & y GTkU& é1 a
Ui Tk! & + 0671 6L ydZ y* 05& dpahBaGT& dy @ §d:
6osk T4 Uiihdz2 & Gi Tk! & +06106Lj ydz 606 Pdz2 &
tabDi v ahLjkDZ t il Lj! Ghu p1 Go! &0 pajb7 184 y@id
ci 6061!4& O5 yAdiko to+aDl! & toLjDZ é! GA i
ci 601! pd I VBAATPEGAGNKkU& O5 t!14&i VyZ ¢i Gh
yonTk i &0 GdzDAa Ut 6huGnoada NXkGNjGnka eéLjG#
} odzNja i T y$+#dz Ui Pa eLjGn ydz . uabDj! & O5
b1 58ad2 DAk dZ & yiwi&d iyadz uNBi TykA dzgy 6é @& Uy

.t padlLjd2? & t+ d72DA! & é Gdza Dz dz 1 i

Va y+dzo 066Pdz2 & uabDj! & toio6Lja iitdz & ai-
ciaT ydz tpadlLjd2? & + d2DADBb&AYy NpKE X |
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Nk &7 UDAjk]1dz2 & 6hi o Gdz LjZ Nljdhu éhiA i pa

NLjdz2! & c¢iaT ydh uDAjkldz2 & ypak &ia Uua!i 1
. O0TL y*Th RAT T! & T & p 1T Pkd NLjA5 +06kat
eGo1Gl1U& Aioca o606Pdz2 & u0abD]! & t o1 6Lja
y dZ tipdEmALjdE &y hul k{1 dZ2 +O0kat! &

T 7 h
ciraT!a ah

.t dziPl&d RAT T T8 p T GPKkU t h
.(BansalandVoyer) 1 1T A3A (U FedzGgl .4tus Ad dzD:

I DZ 6%i 6 +padljd! & G &jDE 1a& f kDt 1a y diA i ¢
'O Gk! & v+ T!GF &NBTU &0 1 G

0
a

.
G
n

(Bansal and Voyer) T TUAFz2RdZGRobUdyBsAi 45 8PHZ v 5

- n]ralu,F 4T q-I:JTfO\(

-

t dzDZ& DZ
b3 48
b324bbs

K OFdla BAGI & /

Source Bansal, H. S and Voyer, P.Ap-Cit, p 168.

6GRATY o AapokzRaznadzd dy @&2! & RAI T 1 DZ i Aak
tpliz! & cap) 6GPTU& yoh e106! Aapa U(i1iT
él0A Goi kpad Gdz# . (tpadljdz? & + dmDAE! & yZ é

! Bansal H. Sand Voyer P.A: Word of mouth processes within services purchase decision codtextal of
Service Researcivol. 3, No. 2 2000, ppl67-170.
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Aal ! & BARai 8tz IPDA RGPTUE yoh &106! Ok!
. 6GPTU& yoh Aal! & 1 DZ
} Gl hu! Ghu y 4506dzk o OLjGA! daa yaUa éfiadidj! &

y G Biardddiweaver €7 adzlj T aT0 é06o0 UyTsda 0o6pi vy+#

Duncanand U! y i zdz2 & é7adij! & Gouwd! UtD|ETk a
Okt @BU& otad ILIGTRAUA + o Ddlizo k& @KG LAv&@Es o/ BidiEn ! §
(Banshand Voyer) T 6 a5a y Gl Ljv é1 adij Gdza . yhl k1dz! a

yoh Ok! & ydzaaz! & tZadindz yohu O81T T V+Th
} Zadmdz & ¥ TGLjZ ydz v+ +o6Ljohul & eGpuluz! a

I DZ t p&a 6iLj@A &k + ODAEY Ok Zadizndzl & 1 TGLjZ i afi
UDka tpadlLjdz? & + dzDA! & i Tdzu +1® RRAT 62! & &
-i Fadn'! & O5 yGlLj!a Ga4kGnj!a ec
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UT201a T 4 q

Gnjo5 Ui GTo + oibtl2 Ba b@ANNCHE +1 DA AP TjdA & &1 |
®DZ 4 yAdz t06LjGlLja c¢i NjGba + oDM7Za b6 GTLj V:
i GTkLjA& t2i1 e&1 Onj5 Uoai!ad& O35 pNUa&a Aa,
O TPT! 8a + o RPaw Ldjud Zeeddan!. & GULpAI & 1 DZ
.t dz6 Ljdz2! &a yo6dz DZ t+ hul Lj! Ghu t padLjdz :

5 ioin 0T &1 Paa Utonal!aljxk! da t 6ZGd
.1 01 0alGNj&it dd&REXkB A& pPBEK OKk! & 6FGla!a Yy«
D dz i 6 yUP ydz t odD&2! & O5 pFokk Ok! ¢
i ydz UGnjdznj5 O5 i1 A+4& Odzk! & olLj 0061 6
O5 ND !Ip& 00iCHdk 'a@Nja UGnjk Gn k Ljdz @ K

~ 48 ~



| dZERBRA A

rus A dudiBdzd & DDZ




. naNaD#Zka n30Gka nsi K39 . /EDXKKRek a

Aiéad Ocoti CdengBid | ¥ & v B &BRj Bls &k & Hpai# & & HIT 4
Ut 6 & & Didt BIOE d By a6 T b U &8X16an adl L5i Lg+koraz o hué |
y & dRATT TDREAD 6 8j i @kd G| 1 \GCakm AR dzdizalpsad qr
y U P o 6 DEji njolbtap at kgl pdé deNjdizh 2 #auvT &5 B G d2
& TYNP v &1 [k I5EEEEESS at] & DB fodkaY &R & @ iy md Ke! GE ¢
y o Tk b &FIPE B0y @ Dii @R AGEdazy K[1s8T13Y a @ DE
} d7D& D& aDigko d¥TcksUslj¥ & 1T Gt p atodzids &4 &a DE &
O3 17 Gdidd GnpL]! L' 58 G NI DAy 68 aeGjiF ik tap a

y & d¥zd¥odlazE A oyLgHhj! 8 & Gjdrig
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. naNabD?Zka n30Gka nsi1 K39 : AEDXKkRak a K dZzA
tus A6 dzidli 8A 2 HuR& [T IGD t
b dzbB dANjA ¢ i Godraalz!1a8 eéniDgk POk 168 Z éohul & V dz
I dpB@U RaoLjdzo®at kzDA B ajsdz poi |l ka tUpad@mLjd!! &
. @ GdZi Pp Ao yjdHdn TOpE oz ¢a AU
tus A6 dzDA &4 1.buDZA | |l &
b dznjdz yFa&ihu pil 6 AG hdike &6 ip o Dicgnjpd idy g 4
GNj GOkP& pkod ydzdaz ppad] @i sjgadktzid cpeFHd
{EOLgA A A O (7yna ydAYoaE] kataoa 05 6 @TUA ydzee| GJA -6l e8I i 1oty
i 680k Uyoi Tz! &4a io0da!d yiob! &+guxld yapahi
elidzo! &a + 61 0 NjGdzn! & étUpGATokL{balh dyady kIDFA1441 G&;
OLiGT LjU& yIGCT& @ lLjdiyI&Tor ¢bgaialai ! & V606 0c
UpbnjFa&i a yodiaika UV o6+ DhKpaDd 1§dl dawdrpa | &puwdz
Ut Zithpadajdzod at dzDZ& b ajk GdzGdzk NjU + hGnkl1a& &G
b 7 GTdH 01yoG!LaG 't hugi ' & O35 yTdkdz 8a 064l kC
‘RUdD! 4a +t DFGz! 4a RGpi TU&
.17 ihd AppRZDA &7 BiDZA UA &

e p atl pha 80L3dA & dzMja@zDEN @66 1! a éeia ORplid LydAaz
. Gnju o1 ofkdzay RIEGIindvapiiEdze ANjDR! & 1 ) &n «

OV Azt lla GFWDZT 3z THFela ¢csAla T.3a husAbc
i A+a4a &daohTa pnjlLjada U&dai 63k ip RUdz! & Va
O5 t601h!a& eG50KBAA Uid&iailda i Bk kdzDBhu jhut
eGdzaD&dz & yZ éohDZ GZG5iLjd i A+a yaiDaf
O5 +O0TPT! &4 eUGTKkU& éeGdzi Lja ya Gdz# .y Dz

! Gladwell, M: The Tipping PointHow Little Things Can Make A Big DiffereneeOxford University Press
USA, 1* Edition, 2000,pp 3234.

2. Smith, K. L.: WordOf-Mouth, A Key Component Of The Marketing MiRromo (Online ExclusiveApril
21, 2009, pp 2.
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} nGo! & i1 Nft pac Az &y dzNGE Ljljr dakp5 G& GHDH GO
t padlLjdz & + dzDADZ i oh¥! & ifana! a& énklLja Ok
. O! Gk! G#0i GaidT ayLFGipoa
Ué Gn k [gazO8  iGhjl T Z(EenDRdd-Sidy Pactits) & £ 6 & d28 DA A Y
. Gnjdzo 61 k 1 DZ uUDAKk]1dz2 & c¢ciip 06GsPLja 1! 4
GRyAdER] 24 6 dkan Z0Bypa Ui flé LRGENMDAAT1&e CERdAT @ddedd T 13AN;
tn! Gzdz 6806171 huk vy &4 DAKA dvlzau! ¥ DXickuia PE@IDI Al71!y4
. bndz aNj Gdz | DZ &6 A1
eUGTKkUA& t 5GA* : Giphasiickracidrs) 6)i dy ldadvs BAAY &1 40
yothu eUGTKkU& +5GA%+ ¢i Goda Uyé&ok Ut &@RBTL)
Gnjk s DAk ©6Gs PLjda éGdzaDzZdz & icdT&odg&d tUB P T
} TGP éGLjGoh i Z8ap RGTLA pk éoo U6GPTUA
.t lanlt Gnjd!a yaTa! Ghu éGnkLjd2? & uDkh
s Addz2DA &4 HDZEI I FG
diink UGLjNj ya c¢i oPU& t Ljaua
s DkPdz & é&iadok! &8 uDk énklLja G
20Dd Gdz

BdNn! & OGhe (Bddforand Agproddnes) sei G fi @) (G glai DZ All & Hl
ada UtolLjai k+! 0U& ypaadz 8a ea&iaTLjd? &a t 6Lj
i3T4 RA&AdNa&a T1!ad yo+DAk|d2? & (poll k) eksk
i GOk PaGCKk®LGEra Vya+DAk] d2 & 18 Tydz yiaz yatad
Gpi 8 yahindéa 6TL y+Tha Vyapaldz# & éohd 0
bpjBul-floxz6ad :yizd! aioDZ k! & &7 adzij! & y dz

! - Rosen, E..The Anatomy of Buzz Revisited: Relife lessons in Worebf-Mouth Marketing Doubleday,
Random House, IndNew York. USA, 1% Edition, 2009 pp 4041.

’.Godes,DetatThe Firmds Mana g e me nMarkedifig LéteoscV/ol.alb, Nd. 34, 2005appt i on s ,
417-418.

3. Oetting, M.:Op-Cit, pp #10.
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} TGP UG&inkid! c¢idin!é&d eG+*xok+k! & yao i
OhTz!l @&y NdtajkA+a +z0hdé! Ghu t njnakdz 071 & aa
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— O
= W
=)

coLje i@k yoarglay@@ayo O5 (Collaborative Marketing) | dZAF Yy + I 4- 07 Aet |
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} TGP! & pnDFG1T 1 TLj! t+0ioD2 k! & plGzUA& yF
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.y 617 GdzdzDZ y Gndz i dzk | d:
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"ef Lji A196amGZ 6@3U5 U0 6 a KR Ra o Ldr! GG StadkRAABIT |
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(Product-based Wordof-Mouth)y A+ d?2DA & A*Y hWDEDAMEAFIG 1T Bs AC
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L. Rogers, E. M.Diffusion Of InnovationsNY: Free PressNew York 5" Edition, 2003 pp 229, 240, 257,
258.
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.t dziz! & aa NkLjdz2 & ya
} 67 6Lj aNj Ut padélLjd2z & + dzDA! & 006alk! yazU
ydhu pod] kbida Y#OOBNkoi dzk pk Ok! & eGo6G*o
iTn! yaioadz2 & yalo .ai Th! & ALn! & 7adék
Onj5 O! Gk! Ghuva UA&i GTkLj& iA+xa yafk ya t!
. GkGhA T A+a t1 DEONWZIGH ®0 jdr! § G DA § & dD o
io! Gl k | DB ypd[&pl au DAOP drLjy @mMpzU+awvadz & &7 r
yGlia +t06s50% iiok Ok!& yo!izdz 8a URGGH | a
Uy hul k1d2 &a Uy i d2 & GnjLjdzdai s R05 Ok ! %06 Gy |
N3T G KB adzk i Bai 6Lima (v KA1 ddzéTadE@ &N B9 1+ 1a
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Ok! & ydzaz! & Aioa ONj Rldz! 8a yoDH:Gz! &
a2 @iZayailkegaiae pacs Wogdk g6 1dat d¥E6 ok O5Npkyay+di
e GoDA7ZZ ydw tplz! d4a 1 84daoc! ®5REIGM § & T duk hu
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London, 2001, p 18.
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3. Ibid.
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2. Day, G. S.: Attitude Change, Media And Word Of Moulbprnal of Advertising Researchol.11, No.6,
(December), 1971, p 36.

3. Arora, H.:Op-Cit, p 59.

* . Silverman, G.: The Secrets Of Wor®f-Mouth Marketing-How To Trigger Exponential Sales Through
Runaway Word Of Mouth AMACOM, New York. USA, 2001pp 2730.

®_ Ibid, p 30.

® . Rosen,E.: The Anatomy Of Buzz RevisiteeReatLife Lessons In WoréDf-Mouth Marketing, 1% Ed,
Doubleday, Random House, InblewYork, USA, 2009 p 69.

~ 64 ~


http://www.amazon.com/Anatomy-Buzz-Revisited-Word-Mouth/dp/0385526326/ref=sr_1_6?ie=UTF8&s=books&qid=1255518023&sr=1-6

. naNaD#Zka n30Gka nsi K39 . EDXKkRék &4 K dzA

NI 3181 &7 GdA éiokd ydz yd?z yodz! & iiod é
UGnj1sLj 1T DZ Aizkk GnjLja Gdz .+l h'a + hinjd
14 yodZ §yd2 é6io! & yl kLjda pnjhi Gnk yZ 0

Nydikndz2 & O5 ODZ y+Th & Gdza
O5 t+0o6! Gzs! & c¢iohux + 01 0NjGdzn! @ 6 hjd* 84 t YPE
yodai d2d & O35 ai kTdz & vytupi iy dzGdAT PURNRLjdZAG
dRzDBzwW&! & cioh¥x! & GNjoAdk cap 1! &
dLjdz! & yDA! & éeDAsT éGdi P! &4a e GnkLjdz &

I 0diNja& 1T njok Gdz# .t 0o0T!
A ONGnkad O35 yGTkU& i A&aa ii

bNja o0& yAdzk GnjLjdz t 6huGnoU& ¢ & ytdgaa 6 Ljdz! &
t d72DA! & T 0Adk ttupdidz i tukzk Gdz .t 5hD]
dal ROdzB& tBEPcitioduGnoUA& + padlLjd2 & + dzDA&
60s5Pk T DZ ynTo6 ljiaih &7 Na Ut #$i TDZ Ui ok

3iin RGAEZ e&in!
. husAddzDA & BDZEI Il &
cKkKM UWyT X3ITb pMIOF PCnlOFmM o®FylOF 4fc

ViralMarketing | 2 AT 7 201.a a7 Azt |

} 0dziZU8 NljZ e«k$ ydz yaa ya éoo 00ailk! a
Uoob@cfiavira) + 61 ai 05! &(Dolgks®RicaRo " GajluGh & OBU n &
t zd2Gn O357 GkEaiEH) & atasNpDAOy a7 0 ODH T 020 &1 & ! § d
Ui d199dk Ljl 006ailk!a O5 c¢idz yEHOIDLAT 0% GA&T «
vy yG+ Otlaios! & al@avatsknladl Dappérn|sidiuddi had yiadz k y
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®_Kim, S. H.; Yang, K. H and Kim, J. K.: Finding Critical Success Factors For Virtual Community Marketing,
Service Busines¥ol. 3, No. 2, 2009, p 149.
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\ O ya y#dzo .+dzii P aa NOIGEZK va @dA & @k d
i 48i 54 t+hgi T DZ &ilLjkldzAa &ai Gnk i06g Vya#fo
.t dzi P aa NkLjdz 6aTPh pnjk &i hut

.(Evangelism) (1 84 D4 &) A8 71 {1 Gt Il &

I Ljiz deEvggeag K& | 01 g U& + dzDA ! & Yadz PARADaRT Tjtudz' 3
t vl Lj! Ghu + 6G3DZ t dmnjDAz ya+k +dziZ t+ hinka
¢cRGs #04& Aai@aad . g&di PUA) yVdD IfEdA | fidZzy o & dAS K DAz

y o1 Thudzl & =i & aNj ioThk! &8 0o6alk y3a5 + p
"ULjZ thGOLj] 8GTLju pu*!a 1 TLj O5 ¢i GOl
yiuZza ydz t+ Lja &2 1aDZA | tD@Ard KGljdz v @5i 826 ha  + Adeodizjdz! &
ydz yonaidz2 & i1ad6ka O! dadz2 a yodz!a tpi?Z
. éGzohdzl & ¢ci Goda iin!'é& RUGdz! & 1T DZ p]
yizZza Noai ka t+sDkPdz eG5i Thail ®&Z! O Gy a] W'+
.t dzoLjdz2 & a4 tdz2iz! & aa NkLjd2 & Noai k
y-tiZpa 6 Ljdz2! AGHLjpiADE! @+ T pipad Ndzi + 6506+ anNj |
t1 6l o ONj i 6Thuk! &8 06alk uDP c¢i FGlotdd cal

.yud5a GLG+dz p! Gz!'a yz

1. Meiners, N. H.; Schwarting, U. and Seeberger (x-Cit, pp 8991.
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. na
O5 Vyaf*k yoh|GLjdz2 & yoi TGLj! & ydz t=z148aa t #
yoi!l & yoi TGLDZ Gink1dZ2 &! AhOBk!cd GBI & W
t o7 3k! &da t06i & U& +0+0k! &a RUa! Ghu yadodz

vk y35 Uy+6n!a ONj +tpadljd? & + dDAE! & el
.8ai!'& anNj yo

(=T
1 o«

R Gdzz! & &1 Thudz aDP! e&4adéP

BRlUdz! & V dz ¥CoslorAezPlusdlelta) difi DE/1+8 Wwudzg T U& a7 C
. T &t dzk 1 Ghu

. GLjGndz t 51 z dZ! & (Ndpsteiiz&Khoditdgeu§ 1 YjDH & d& 1 & dzy

. ci Phu + 071 & BupdBddjdill 76t dEDAD! F&dzGR
.t #71 GTdz2 8a R Gl k! (cheatd CBZEuNB)I O2B4 BID2 G# Gk n d
@Df! 1 3Ta 0ai(@akelie-JzPduksyi WBEIkdvdad - T VO35 L
.ci 603T7!4&4 R&NU& 11! 3
. yuw5a t ZGLT! & &Geadalcdise)! 838G 2y-zin¥ A DZ &

a1 Thidz pai Pk &y d&GnA [l A &IGBUDOA W2 ¢ DA MG TaPdk
536dzkk Ok'! & 615 c¢ianTdz2 &8 éGnklLjd2 a y0 U

}

| 51 0! & O35 Gnjk d+8k hplkkd Oykd HDAaka] d¥! 58a ! yacda
ion TA4&4 NI Vvyvaf+o yva y*dzw 0aail'a i FGp 9%
Oz hLjo &ai! &a RUdz! & &7 Thidz &di i k NB! a &ai i
bpliz iind2 ilak O Ok! A& +diizhae Gz ajps & d
UeGksLiU& ydz yizdz 0061 ok aNj é! GA! & vy dsGz
@l $! 006alk'!ad éecoDzZz O5 RlUdz! & Ndzia Ut ¢
Al d# & y6ac6 +0+6k! & 0o

! - McConnell, B. and Huba, J.: Creating Customerrigpwdists: How Loyal Customers Become A Volunteer
Sales ForceDearborn Trade PublishingChicago, USA, 2003p 21, 35, 4153.
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(to6Za8i! &) 1 Thdz2 8" ODFPhi i A$+4a 1 A+4a &Gd®
yoT1la tdwljd2 & O5 O06GPTU& pNj + dzo Ljdz2! & ¢ Gz
yOooGkdz yGTkU& 6GPTa& y G+ &aiDA S5y Gt kdal zI! BZ

i dzk 1dzZ y+¥Th Gnjkzdzl y061ok pnLiG+dzaAN yGF C
.(ynan +#i T yAdz OLjG1Lja Nhaa +to0TPT

. pi dzlla ai Aet A T 2A7 112 lpad di oA 22t &5 A

UDk Pdztv t padlLjdz? & + dzDA! & yZ 1ihuzk OKk! & &
- ODS Gdz5 GnjLjidhy 8606dzk! & y+dwa UGHjLj

d+ki k . tpadlLjdz2 & + dzDA! & NP DRAi o(Ddak 16& ! 186

boil khu yOo+DAjk{dz? & pGop ydwkk On5 Ut pa

yFGla yuP ydz tdohi ! 8 GuiN yaia &aidia y#+

i TLj ydZ + 01 Gnk ¢d06dz +t 64 NI f0!Za yiGdpkLpd &
[ fo

i TEE ¢ y4Thii DEf ARG O/&HG &t dldAe Ly & fo & ERda
@B Ljd2? & ya 16z UNJIsL a4fihd? & T1hs UeGdal
ydz y+dzdz i1 Z ih$fa ydz +daDZd? & ++i GTdz ¢
b Zilh T TkLO &a7!'& iG*+5U8 fnaiosh ¢i NjGo! &

yadhlit 8l O ayal0aad ~aFoxz Olai os! & 0sailk!
GlikPUAt NBD LjgAEBDZDd2DA 284 O1ai 605! :
GdzLjdhu Ué GnklLjdzDZ i TGhidz2l & 16y Noai k! & i 6

Nl 4@ Ua\k Ljdz! & vy o wis ka Gdhufiihd aQtAdzDkaa$a ¢

Qo
o
O«
[@}]}
—5
~

<

a tpadlLjdz? & t+dmDA! & yoh tplz!d vao
0t air v GnjLj¥! Uy OLj6! &cCtnded 1" K !GLja Fi & Cidz" e a8 !
padlLjdz & + dzDZA{Roden) +ayddrpdz I°y' & & U] & jLj@hd@] K oiTdn ¢

L.Ibid, p 36.

yas DAild&Z JoDapn alJoB & ol ka tGloddailja e GNjGnka | DDDEI B&dd°z4i1aG Tz A
70062008 i i02!i4DHLZE &k V44 ¢/ Gh b DAjpi t &d2DB b & o

% _ McConnell, B.: Creating Customer Evangelists: How Loyal Customers Become a Volunteer-Sade,
Dearborn trade pupChicagg 2007, p 214.
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.yoLe!&d 0oalk! (ODzs! &) Ol o6l o! & Ui od

a

yai 0 éoo Ui @sStaghbduli ahdripdes) 'O Ljd ioaT & " O! a hudzG|
Odz1 k Ok! &8a Uai oDZ2 k! & 1! GDZE dGEKa ke LjiokL[§0
UGdznj! + hlLj! Gu . ¢cidin to6lo6alk eGonokaik

M oLjai k*¥! U4 tpadlLjdz2 & t+ dzDA! &a + 61 6 D2 k!

o

a

ya i16g UtpadLjd? & +d2DA!' 8 ioAdk T1!4a yail

o

y
O yoL6!a&d yva$+o Vva y+dw . eGdaDzdz2 & vyl Lj
y

i

y ¥ dz0 kdda y.nidoaylhup ydz p¥fok yaia 1 TGhdz yPi

a
yd2 cdsG+dx# & ydz Rédn yhGl dz + ds P! 4

6alkbDZ thllL!!Gh .aioDIk!& p!Gz!ad O5a
daohh GznTdz ya*d ya y+dzd aa uDaAk?]dz &
1 GUIiT AT DZOOTBRKIY&E Ty ni ! y+d20 t+ ! G

aa

. fAai 85! 8 yAdZ ci ol 121 1 Hh

Gabeza iS6h% Rdn O5 iazd eGondkai k1 UA

i

ydz ~alLj' & &Tnh & Adk ypa &aohTa ip ypaa

dzNja i A+4& &iai eezDk t+ Foh! G5

0
yao tdaDzd2d4 §d@ LUTGCH OBDANGEN WG y GTk UL
0671 Gnk ts5T Gnj! é106!a 6GPTU

. hus Add?DA a4 KNDAI Il &

& Ut !latl dz i 6g aa abichaitzde OINGEO &t | REDAT § 1
il k1l Ga!7!a Uyalswaay & Enydd mdz] OZ5 G dg Kk

a

p

Ho U 4@ (@ Alked? pBLOD | Gk 1 GIAURYJAAL G YT o .+ PRjHG 31 odl?

Oz hiLjd U y#! UGl oU Gnjudi GdzF&i Vy # dzo
CtzOKf dz a a4 G inj e Buidz

! _ Stambouli, K et Briones, E.: Buzz Marketidges Stratégies De Bouche A Oreill&ditions d'Organisation
Paris, 2002, p 296.

2_Gmach, 0.0p-Cit, p 38, 39, 40
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i s POMADA 188 A& 1dA At 1848l = ! B
k!ad yGndz O5 NI Uzkla Vy+dw C
OkU& acolLj!d 1T DZ 0!t a

() [}
Q¢ O«
—_ i
(@)
-~
\<: - —
(N
——
] O
o B¢
N(¢
Q Q)
— +H
Q.

Ué GLjl ZBeling iy rdostiypamjiision)F DAj AF PZAF Gy FieUTaG 1l &
ydzzk e&! Gz! & O35 Onj5 Uc¢i TGhidz Nk Ljdzl & y 6 huk
bai Pk 4& tQzDBFLA .atap aBLRIN 144 T 0Adk! & T dZ] Kk
UoHEING & iZaTCrRAaONG & Yabyda yiZBihd@o ! + pa o Ljdz! & + d?
}656% + TGP UNX pGol ! & pkd Gdz2 + padlLjdz
i TLiZ y+ pool k end .tpadlLjdald &idiDE]'&8 ¢ Gl
yaUsi i W@o gat oz o) Ob t dE[EiH R dsad D yEpayliPy dz (64 | k DZ
! 1 i zh . NkLjd?yGha oz dikyy] 60646 BF5T OZ GjEpGa O
Ok! & tpadLjdz & t+dzDA!' & ONj i Nj Uydparadzs
OzZGLjpU& 006alk!d& 1 DZ yGdzrRRaiyTdzai dond® & NpG
} d’2DA! & ¢i GAAa aa o606i ok [IDZ 0GsLU& y1ok
.t padLjdz &

Fi di t AT ¢cFyi GDA & 1 aiit bpa:epylsDzZl &ad | F GDz
(By influencing word of mouth directly, salescan!T kK1 & Aa ¢i& DEZDZ1 Y Al &
} DAzo0! G5 Ui coukirehkb icreaged thide fo tenftimeZor d® huLjo
| TpodckT 2 &/ d2 eGzohd? & ci GOd ci GZ GnjLjfd®w -
¢ci Tzhi ¢ci God! & 0&inklaa UilgGd kaditaa OBi izl
}1dP 615 &l loa | DAso! & &yDIRE VA ao deu &1 6
i F&i ' & aNj GnjuoGT T1 s Ue
DZ1 la T1 WRT &N &ahu@: &ZDFG B Bigesl a k1 Ua e

(The single most effective method for speeding up the decision proceskus A 6 dzDA &
ji 6g 1 Pa GTPT Vya 0o# Oohigbbrinouti) Gnjo & 0 67 0

! _ Silverman, G.: The Secrets of WeoftMouth Marketing How to Trigger Exponential Sal&srough
Runaway Word of MouthQp-Cit, pp 198208.
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yh . NRAjdd @PY@Ga Gkzn! +1 016+ tpadl
. pbnkai &ip 1 GPka O35 yazi {06 O6GPT
'ODd Gdz#i 4i 1 0& i1 O35 "y

~

Wordof AT T #8t1a pGdYUFG hdi Fbs:@RYywaadagp e UAA b

} n! ®= dmhijghiis Zs easy to structure and use as tradithal advertising)

O1Gl4a ino* Gnjkn! Gzdz yhu Ut ol dalk! & ianjn

yAdz T A4 t+to0inh tpadljd? & + dDAE!' & +6P Vyu
.006al1kbDZ Ai PU& eljdan! &a UéGz

Wordof T YFdzs Ua a7 A2t Il FG hdi Fiypysgémbd a oU0C
.mouth is literally thousands of times as powerful as conventional marketing)
U torwbDzZU& y*! UGnkap O35 1 *s503HlpP0T y*+ y
biZ e@nd .cidz 0! dhul OZNLIPABN GHR&IR! §aiyidi o
eGLGzUA auUa ydz +t DODH t Zzadindz nGla [ DzZ U
b! a14 UIDZ ioh* y*+Th yasi Tkd pnjLj#! .
u!'i7! .yapahiradz &8 yao[GhjGha 1 RBBp URRDE3 Y BUp
Gdz ONj Nk LjdzIllaa B '1zBzpIGZddiodz| ¥ dzGhipgtd ljj@z! & + dzI
. NLjZ ROGdz! & Nlalo Gdz yh UNLjZ
Gl Fuwt Tkl Ua mAEZA I hé AddsepDdlt ap2yhigiz) beh i
(Word of mouth is paradoxically the most powerful and most neglected force in
UOO+k Va uaiia .7o0h¥ 7 0P mbrletiig) 67 20 Uaarp
.t 06ap t0611 ¢80dz OLjdzd Uy
hi GF WUEA Ihusl46 dDA | T p &l @tAd T maudsF Slpia A3 dzDA
(It is almost impossible for your product to succeed unless it has massivaJ DZ]] T
yodim O35 1 dzk |k Ok 0§ hphjiiva Gotd dit! mauth)t dzDZ& ! & € o
bGol ! &d4a Upnizdy yEwdmoodPEEA 6¢gd]| 0 GdZ 5

- Ibid, p 199.
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p

ya*d . NkLjdz2 & 6aTPh cidh*! & toshGnoUa
Z Gdz

.t 0dNja ypa ya+o u!1T ai
OkUG+ 1 & 1{U& uUDk 67 zh ak

PFi1U&a 6y G 0FdZj cicliz2dzha hAREE) W W RIcEDZDHA 14y DG
(Word of mouth either explodes at an ull F © U | Iz pAlTe FDZiiE€
exponential rate or it fizzles. There are some specific things that determine what

Ut pladeD@z & DAAGSi+o Kipodsi PR G Makjithié iZany case)

Gdz +i 1 dW @®ncEAZVROT iy Odi 0! T {zha Ut

Aol a Uaaalj! & iGnsLjU& yAdz UdiDZEZI @o) y# dagj dz

Gnj! yéi)rié céeoo0] Gajopko Ok! &da t+tonoiik! a g

T hv¥da T O0AdK

LJ lj  UT DA . huWihoDiEal &7 NJA | T Al GidstBbca dzDAT & Y
(There are over a dozen reasons a&f | DZ Al & U A6t ba pl DZ U huD4
why word of mouth is so powerful. All of these reasons, once unds#ood, can be

Odz] o : Ghjﬁiﬁ)} lva + P& @ Kjdilijnéd & yoir didvarfagr ! Ghu  p nj5

O! g @Ha pi 2 ahut D& | & ydéup 0Ap & B fjdzb a Z

. yf]ZUGFU b Lji Gl dzZ t 6 paA
-l T Gl ha FNJ 15 AEZADA F\JNEi #m:&m%ﬂlhj hul T F (]

(Thereisone huGT Wt 1a U7 TAt DAI 18 pPpFNEAFGH +BaAd

overriding characteristic of word of mouth-not its obvious independence and
credibility - that gives word of mouth most of its power word of mouth is an

ydzm O35 07 3k 1 dzl 40 D lontigaligac dalivery deghaniéyp a! & V &
6GPTU& y5i biZ . NkLjd2? & t LjdzNj G0l 06 Gdz
. YOAPe AT P ¢ BIQZNK Ljpzhj&a Z iui n k! Ai Pa ¢i GFr
Fyi DAU FNJ #Y halAd1dzDIpDZ DRIk sk voshfedi@ O F d)j
(There are many different types ofword of mouth, all potentially controllable)
RUdzz! & ydz yaAioko VypabQdya RADERIE pi B
} padLjdzy & gria @A & | it 2IOADE  yOBHTHERDAFKGOhY 0! G h

1. Ibid, p201.
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} dZ2DA UK d2Gz! & eéGpliz! d4a UyoDAHzGz! & Yy oh U D

b T Kk Tdze &1 GOETAG & dnfdd 3G Ljdic & 5 o dZ

y® "y Gdi sDDH1 " T dik |

tus A6 dz2Dd BZ uRA + O®Z FYaAdza éFi1y snedias l a Ai C
(Different types of decision makers need different T a7 & Il & & Al b DZ hu* ©1

iGl & Gzayhiddiwdrdiof mouth at each stage of the decision cygle
jd2 Gh| GLjd? CE@BG Lj@yjl § @psHE &P ahjCLjd? &

@ ndz NlLja" =+Gdz] Vyai *+khdz2 & pagiLjgz2 &§ ¢844
+Gd?] éGkod yo6zhGk!a ydz +alj y+*+a UGnkoi G
} sGOT i6iok @nd .T &l ! &l & opdzZt § DX PdzDR ©

URGdzz! & ydz UDk Pdz =+aljtyh!s LjAup 6jd D& G Gn

.yazlikl o 6GPTU& yznol at'!
A+Y hxZAlI6lIdzEDA aGshd e DA 11 TDZ h(Fiy siFDBE4A Oa
(Asimportantas AAt ©D4 & pDZ hui DG a Tkl a 1Tkl a At

the content is, the sequence and source of the word of mouth is just as
t | a Gimglittanp &4nésometimes even more important than the content)

Uy { D3l ka Ueéeodpaka Ut ! Gli DEZ06iyoakl odedd iy hpdz.
t padLjdd Bhzd daDEN Jk 1 t zhi 08 t idDEIGAIMA |jT Nj ¥
huT fuGl A ® dzDAUE A dudEBll 4 BThDEYH 2 DZ:(DFydziic BFaUa 1 3
talslla a Al h2+t DA (i DOBFDBA WTF gl ai Q&4 A

(There are basically two levels of word of mouth, expert and peer word of
mouth. Each is more powerful than the other at different stages of the decision

Ue]l GLjd2? & eépa! d Q5 Ghgla ORIAE yEkR a7 BRIP4 § d

yoB8klk Gdftu tLjiGldz i A+4 eGzdhdz NkLjk Va

baOBKLBGS njLjU&A &4ihd! ¢GTo!ad 1Pak 615 O

i Gnjo U RA& P! Bk @Dk § &% & 878 o 820p GRa? &" i

5194 O5 ydzo G6% i1GnoU RUGAB! & p&i Pkl aa
.41 GZ 6PT

- Ibid, p 202.
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87 TO ek G*! & fislj yT

huDA+y DA & p DZ hi DZj ks A &dzRA0 80 A by Mgl ai 7 | Dt Il &
(In  word-of-mouth marketing, confirmation and verification are more

ciaT ywpao bdd HEt dzO#iodd dan ipformBtion)

yuzU0aa ediaTaih! 8 yAdz Ut oioDIk! 8 t+06ZG5
i 016 UU0aa .t dAa pad@tLjazpBodprassUy owBa& P oenil:
NkLjdz! & iza &ata UG!'? ifzh .idon! & eeljGn! &
Uz5to®T & &FUAyde Gl ik yZ yarnto i Waa o5 &b Gi 5 é doFu

yZ éohl & pkdo U aqzi®Fdéazs pn@&dep! Nk hjtiGH o
ydz ydzG¥! Ghu pnjLjZ éoh! & pko Gdz Ghil Gg . C

t padLjdyt &P+ dzDA! &

(nword-of- T 7 kDt I & ¢ Upiudd dzixl & A spmgdiag ayl tai - 0

at a R al lhddth darkefingy Pii e napigatidy spheres of influence

(DD 25 ) D ZdBetze UEdy dyand RHTa ya ik & [ IGd7ae

R&i P! & 1 DZ yacljsa! & RA&I P! & iAAd Cdz ci

qli 6 CGdidz Upnjuzh yd? y2adokoi Cas g o 6 Dintzh
T A+4a eail kzdz

Ui TIla dGq pDZ 683 pl Il Uprdyyrydma oFqQl UF
(Experts are more approachable than ordinary people, but only throughl || F DAUU &
Ulkdzaa 0i T!8& yuso Vv #IPOBi&bgdeksty)Gdzdz &i a i
NGUai &S i6) ) U@y @ 430 PT y+1 laya dlasaGFaChy4di. id) Negz

GnjLj35 Uc¢i 65dz ¢caia éeLG+ at3a5 Ucaid+ NkL
6GPTU& c¢iaT VadzZzio u!TbABki 8YGHHIGY WG d?
Gnjk 647 pnjLj¥dzo éo6o URaTI P! a yoO0+fTk t!aGo
éeGnlLj!da yaioioa NkLjdz2za i Tdz i 6fi ok! Ghu ya

. Nk Ljdz yuw3U

- Ibid, p 203.
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e |
Q1
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QX
O

Sl
¢
Q:

e |

N«

O
G
X
Q

WFGp 1 &i 1 0& a Jakhy o' yGIdE s
(Credibility is more & NJ | FG hidd F$ DZ 1 1:GC@jisasied & i DF a
i 0g RBai P! & Vy dz 7 Gnipoktdnt@ &n edpegtith@jTae Yy dZ ¢i huP!
006k VoOskk!18 Galita@il @@ otd5i pdz NBi! 6PT alb
bn5 Ut Zi {h pnj! Gndz O5 R& P! & O6GPTU& 86
i0g Guda pnjLji! UGI 5 Rai vP aaio6! pnjLja
R &1 hP!zaplfioGdrk&P 4¢ GohuDl a eéGohGnoa Y Z &éGKks|
Oz hGEGjd+* .yuwuda ya*xd yoksT!'a UG*f ulOkdza y 35
I DZ Vyodmjdz i 6g aa UR&aizZU& i86Pa aa URG:

. bnjLjdz y* 1 DZ i6AdkDZ Gpi
(Thereare hus A d?DA &4 HDZ | I & |0 V0TFA {LIRy WiGFdddEl F G eeF «
} dzDZ& ! & "many @iidbk bhjéchanipni f& delivering word of mouth)
Uydz'!a eGTia paiPkla .éiod u!l yzn ean
UéG+hT! 8a UeUGodKaTWU& at DiGUOARaAaUBEéB DO &hjd!
O5 ya$fk Ok! & tpadlLjd2 & +dzDA! & FoTak! Ai
iZallaydAZdidEp! o I0A Ay AR (jy+ aisi & (\eddaeoG  yalglz

. Gnju + TGP

Qo

(Word of mouth hu¥ DB1 y 6+ dzDZ U IAl G Hapysumd A6 dzD4 & |
ianjn p 6 dljKpamsibe\hpliioszheddyBtdwiatically, as a campaign)
aa t'!'aoezdz2 aa to6hdi kdz22 a 106g tpaodlLjdzt a td
. T OAdK
tuDZ | Il & pDZ hii DA a 1T k| &dzwlAd: @ hylddke Ipd DI L7 C
(The word of mouth among your sales force can be more P U DZ Il & pi G his Ad
Yy 0 hu! 8 3 ¢isgditant thardthe odd of mouth among your customers)
bal 0 v GoGLjahFdAGHFEFDy 1 0 +s k! a piZ2 bPya*ol VYo
i GP 6GPTU& uid ydz Uahl dzZ NkLjdzt & toai!

L. Ibid, p 204.
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@Goodi Tkh c¢i Adkadrui & itap albzLidrjod .t+yddee! 184 y dz
Uy oh! & yGnii ojkd hO 5t plia ®dLgdzIR&O T+ dyDE& 188 Gink 6 a1l
. dGkdzdz NkLjdz? &8 yadh yl kldzt & yo! il

lyal o "yGdisDH1" 1 dik

bl DA wliHIFa rl BRET GO ABIAAT Ol a:e2 PGl | BT F QA hs
éFt d# 2aA Upl D2 BOXBEA » (i DAD 46 GCHPE DDA i

(There is a specific way to research the naturally Fy dzs DZ b G D& Il & Ljll As Y

occurring word of mouth so that you can identify exactly what your customers
are actually saying about you, determine what yar prospects ask, and conclude

IJ + 61 6 DA k & O Hihdher @hat FoB disjomeys 8ag iF pkrsudivie)Z
6GPTUA URGPpI TG! NkLjd? 8 -pRdTaceCoadpdr gz
10 +a RiGERATPAA! bzEHEj¢ oERe@OUN T 14138 & Jabzo U
DAk od?! 8a yo6d6! Go! & R U dzz0 sl gmadus@d ™ b k
. Wy Uy 4 HOF+ GuiAHar 3 r HOF

c
(@]

<:
O«

FNOY2DG i1 Bt Il AaA hi yi Goll & ts@pydEDdBa DA |l &
(There is a way to experiment with ways to influence the naturallus 7 & 81l & 1 3 hy dzb
11 a =+ GLjp Wdd ofimgulbj Znd vlerify @ar ilis in fact persuasive

. 0GPTUA EOAB @AY yaiClEh B @] a [kORae Gdida
Tz pAIt T+t 1 & | NCADAUDAT 8A + Bs AORDHIGE e DZk | a1
(There are many ways of producingand hui T A2l AA & { FGD4 & tus A6 dz
del i ver i ngwordi ofanmutle that are almost as powerful as live,
Gnjztod® k U y Gdzi LjZ + p adpdniaidods wotd ditDabuth & p 6 dZT k¢
U6aTlLj! & aa UeljikLjUad aa&4 UtokaT'!'a edonik
ydz 6huw! Ghu Rladz!a i o1 & Gdz ai Nj y *! Ut dz

. bnkai aip 1T GPk a

L. Ibid, p 206.
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i 4 1T U8 UDk GT0 &k G#!

ui Azt lla hIFe 13 1 DA &z D @Gy FhaeslA®d dzDA &
Md¥ 0O ¢fgHICE pDZTRa hdBBRZG F@IE At ba plDZ U Yk

(Paradoxically, in word of mouth, unlike in conventional marketing, negatives
Ut kK Yy dZ cgnrp®Prho@ redasiiridy than positives about the prodtic

ya*ro]l] yGsgU& y3I5 cialsdz eLjGF a&aira U+l o
. " 080T OhTo &l dgi Ii dvnd ik Ejdid & nj § & G € PiGAZ ] dz
YIS tgdNREdZ & &l GhuZz O3 NdzGUjy A gzZdA &y dliupy RS
bkd UOhDA! & eLjGn! & pnFGsez3ih . OhuD] ! & el
.t ohLjGn! & 64 z04& T11'a ¢i GTU& pkod yoa :t
6icz kOk! & t+ ohLjGn! & i GAU& =+alj yZ &azda o I
Ut 6 uLjGn! & o6&l ZW& Pi Ak a0 | iodiéd+ kp ' yG= | &6 i 5! &
GnjLja ydz i #dk! & end y*! UeGohDi! & 1 DZ
ya uaiia OzhlLjdo Gdz# .éeGohD]!' & OLAK]l1S OP
bnoi! ydh Gui! Ghu 4ai zTo6 1T kOGRIB&BI no U
. eGohbj ! & ydz ¢i on
(AWord ofcabfFGy Il a 13 065 Fda@yy sthesdA®d dzDA &4 h
"t p@zba t dZDBEA APRAWEZ apti iZsDAZo is a contradict
aNj . NkLjd2? &8 yZ tovéda cia T bilpUGdz &i i GLj
.t padlLjdz & + d72DA&DZ GdzGd:
UO6GT 2 aAt ©D4 & AW¥YA 4§ dzDdbd A HDEGisEaDY Ay 2 DZ A 3
(In word of mouth marketing, any perceived attempt to influence U DF | | FG G F T+t U:
ai huo |1 R O Tthe dodtdnt wilp t&ady linvali@ate fhd cZmmunication)
I DZ i o6Adk! & eno U NLj35 U8 Gk dzdz Nk Ljdz t dz
. b njk i &G depBLjd2k&d y |1 D4 kDZ RB&i P! & VY dz

DZF Rat T3 heAl yDZpAl+ FOZppdfed &U7 Gl a b

(The usual rules of advertising and salesmanship are often tus A 6 dzD4 &

L. Ibid, p 207.
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} padLjdzy & 1 dEfn&rgodustive lij dvord of mouth marketing)

} dzpA)! e Gzohudz! da Yy UZG! UDAkWét gjZGlydizzikZaa

Ut 6 GnjLjDZ @&GNji ! 8a UOhGnoU& {t padldz?asd y Z
tUp a 6 Ljdd! BZ + @2D&ELjR U Gnjk (0 6 Aidd zTdR) e RioD2& aU+ G
ekhuaAa &1 a 0Ua # grabdipd d4 & MGE oA 42 COapdza hjk 1 i
U + TGP padiLdidkat kz-DEGkoo . yGmpdl ay &1 Nj O5
.+ dzGz! & eGpuluz! d4a UNoai k! d4a Ueée Gz o hud:

. tus A 6kdzI24 &F Hd- DR

ydz 06alk! a8 O5 Gn!izk1U0 é&GdzLjd? & énjnka
Ut padlLjdz? & t+ dzDA! & + DAHzo! + Lja$dz & 1 TGLjz! &
. Gnjdzd i Pk1 U c¢iiodz2 & vy
. hus AodldiDal arvhiilE® 1 T F dzY
ek WCTOT OhfF 3K wbhbamw @&KolkylH

ORjwWhat'Dai FDZ @18 WdrdPpfiMauth Qrit)y Ll H I 3 ratOF®Awr S bltOF
631 k! Ghu t | DZ Kk dz2! & @& QUupsalizlpdr! 88 Vit odzDZ (! Ad at ! ¢
7dz .t padLjdz2 & + dzDA DZ t+ DAgkde dBs npki +d aG TydEj Tokk ¢
GhuwLjU& ydz .t A Godzl & 060 & &a v@NE d&dE)!LEdz! &
5 OhGnoUa . Hldd LigeaLj!IOS Lo Gkdd Hladoad NE
vadal! d ydz . yoi PU&A Ai! FGhjlz yloamGio & 66 @0
GPk O5 @gi o 0al Uttt zdjlidzm Yph! 831t Bhjl6
. Gnjo DZ R GLjhu Gi
i Tdz# 0aldz & &yGho i aoNt IDiadIdd71a8 +H A1 & !
} DAZk o dz t | G“[ i oadk pko I ®&hidi [ ICpio %@ HbOAIG
Gnjo65 p#ok UGLjNj ya$¥o yDA éoio!a O35 Uaa
. RUOdzzDZ + hllLj! Ghu yTé&ak! &8 t+ DAl Va$k

l-O()Leary, S. oOmdat pp26R7e han, K. :
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yoi!l & vy fpaiWho o' 0pEZ TAEThgPhricifants)l TphyA | 18F 1 D

} d2DZ!' & yT5 pnkG5i Tk dso0k yoT!l & i 'rBDé

y1idz &a U(tpadlLjd2l & + d7zDA! & aDPO &t ! a) i
v.hul k1 dz! &a

Qo

Ut d26 Ljd2! Ghu y O DAzGz! @i d@ a0 DRF 04§ A-& PABO! &t
ya Nlj*dz yodz! & ydz yZGskd O6PT aa& . GkGn
. think!&a aa tpadlLjdz2 a
0 Gz DZ &i 6zdaNjay alkop asdiLidal 40 RTdeDEk 6 WD d oa  +¢
. GnjLjz i Pa O6PT i GhPU i 6kLjd6 ya N
aNa .ynlU&8 O6PT!a& aN &7 Na Utip@RsstLpdpAda + dz
.ylidz & ydz t padlLjdz & + dzDA! &
UDAzs U NLj$! t+ did lijdgpldfE+ oo RO oyiaz &i dai a Va

i ukzdo GNji Liza Ut! Gli!la& (yizd) 106306 Va

@& &1 AP oNFUjai nBlp By hR dBpEaRe @an 3 O6y1i ki i T o
. Nk Ljdz2l & ¢ Z A&dhlkir o'k ay"ao(CG ddlespap YU B &

} 61 Gdz2 & ypaadz2 &8 O5 aa eéelLji kLU& T DZ ya#$o
NLjUO pnjdz yG+dz & pnj5 .ai Gdz & i06i ! & ydz R
} d2DZ ! & c¢i oca! t W] jdGh wipAdzddE 841 7 a njdzPla&k G
Gudoad {ZG106 yG#+dz2 & pn5 .+padlLjdz? & + dzDA! &
b.bpaoélLjd2? & t+ dzDA!' & t+! Gli 1 DZ iAak Vya y+do
Nk dzo Ljdz y Z + dz0 LjdzIR& dzed @ T YA d20 é § Ao Iy Ghuzo B )iy
ai GLj O5) i Pa yG#dz O5 Vyal kDS Gdzi LjZ NE dz
. OuGoi ! & &ai GLj!'ad O35 0alk'!a O35 pnjkai P y:
.y ¥+ Gdz048 ok Rdzly wisha] WInBh &GN @ yub 4

ONjga DZ 350 V & i hoyld'diid W p'FF K[ (ljha Acto@)gz¢ F 3T Tt I &
b dZDA1GE 1! thGnk{1U& aa Uioidik aa UOQDR!
yUuP ydz dzga +.0t dpaLjdg!¥8 v Z yhl k1d2 & 7 GhuP3h
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. OLjai k+!' U4 io06ihl & G061 6 yZ uU4!l ya*d VA
®@0GT yonTk 00616 yZ yoGnkk] Ai PUA eé&G5i T
Nbi! yopalkd? & yd2 6GP y+Th + d# Ljd?? & @&oC

. bnzdz Gnj¥i GTk PGk! & & Gdza
ydzk 06 Okiwh y B AGFIDH EhedinpFagi (ah QF tydzar 4) ¢ F Wi
Va y+dzo RGOTUAE yyTdz!i oON !l & ! .4 ipdEl BoLaypakd &t ol
yhl k1d2 &8 yzso UtUWDDECA! & |G i GaAF 60T yhup
GnjLjdhu i ¥dko! +!1 Gli!d8 vao i A%a é&GdzaDzdz
ydzn 1 6z06 Y& yhl k1dzDZ y+dz20 .t dzoLjdz & i ad
3 4 iGla B dzojdipdP! B! INKOILGH O &DBE
a du! & yG+ &t a Gdz tooldz aNj ydzk
Gnjkdzip Ok! & c¢ciodin!a& éGdAaDZdz & t nokl] adéd

Tk tdL@ka8 &aGTdbDDA:DZ + F! &dzgUa e
.1 ! Ghu T Dkd ya NbBDZa UGzohG| a
. hT GFWI U4 hsAo6dzDA & hDAERI A AfY
10 Y hicp & & BribiEd dzk 8 OloeicP i & B a4y 82 &

v 0T OAGRIE a0 B dzia'k &jdzd D Fao hu! &

1 dziaThlk &yj di! | AGRdaoAHD Gakripl) &G4 palEipl & adk

06 {idH AR &6 dei ® & 1| \BHjrf.é

NERBIRN dezo! B8 dyzdihd& e @Zhui] IG2jdz

OSHoGR Ut dAa Rk Bjd & v A1l [dE DHATTO nd kiAo &I&dzPR@
Yy 6 DK @lfEoCHEj eTljjak hi@&Ljaa 6 1 &

i a Go& GRG0 B &I ialkz A

0 A1 ICBRS fadked BIES Lja

1. Mason R. B.:Op-Cit, p 214.
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.00 itda GAP ddiy ZA fi Gk p a P@AF GRAE P& L&l &
b MG dzkidEGAj | @ arhjROTEE P RECRFERE K.p &

. hus A6 dzDA & hDABI & yai

afak ip GnLa Ua U=GLjpU&aa ioAadk! & O35 tp

0DH Gdz GnjdzNja y #GT
vao t0hDA! &8 &FGI fDEZKAHAE OFOT kubijd OuiZBA & O DA |
I1a aiao ip +thi ¥ aa +t2GTa y*T O3 ya*k

Nl ao éiai ai!4&8 ROT!& aa t+tzDi!4& aolj u!1l
ya i PU épa ydz yd?1Lj yGAdz & yoh] BDZ .t ]
el k yGsoUa fAhildz 6zhu y4 aa Uci 066P Guai
i Dk pOsékprak! &i i ai dz ydza Nlja aNj UGLjNj Nb! &
.tlaiidz idog to6! GzsLjd t106i 8 GnjoDZ i
Uy GAdZ &7 gdeull & T DEAGAZDA & hDAEI a4 ¢& | dZA ¢
Gnkdziz ya@oUa oywd] [ &8i 2G& o6i ! GLjai #Gdz y A dz
yaa UNPGskLjd 1'!'3a aiak i1 Th! G iUk dzzDH F &
Gnjz5i Gdzz UGNj TLju éd:Gp O&6 A0 ud GEdzb B i 6
GO6sPk! &8 yna ydz dovazk di OnjiZaATINGS 625 P dzdz[ K 5
. GnjkGdziZ yao OhD] pil* V d

ez Gl Il pi D2 eDAd & pi | $N¥ aeDA & u0iéd pDZ p
bai Pk Gli dadzA& 6 &i i u pGol ! & pnjoDgy Hea ai !
bilk ip Ok'!'& éeGl14a8ii!'8&8 uDk R& nU t 6LjdddCcC

.1 8dZi P a4 10zDA +F5 y#! yohagi d

6 06200 40Ut z hudi ! & +UeindoLiny - Oyye & aidk §UBAGIFZAZH78 Njdi a3 | dzodz e &
49417
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a4 pnzDll! &a4CLCOGR §BEnNnDDH Noai k! da 0

O5 yapaskdz & t+ hDDH! Ghu t LjiGzk1U& bpko

Ridzz! & 1 DZ i06Adk! &8 yna ydz a4i c¢i Gp &ao
. @GhTDZ + TTPd2 & t06uwGH

53
ip

hus A6 dzD4 2.t DA |l &

y£do Ua UGdGP Ad! ¢é8io!dd yadh "1padlLjdy .
yI Lj GnjLjG*d7z3tva ¢i ai Uda Uydin! 4a UAGO | DZ
ci &fi a t!1d|dz éot &l &3 KBAFOQP Ghu ljy Npz Oi5a ToLp
iTNj TDZ &06#i k! &8a UGnjzdz yd:Gzk! & (35 } 01 &
.t dd P& 0GH]

~

. hus A6 dzDA & HhDZI Ila LVUDAaDFyYt I

y35 UyGOoP! & ydz Ghi v vafidzii GOK CiNDida piflo
. Gnjnjdnakt pam e&EoHx | aBA2T Gl k Ok! & eLjdan!
t dZDAS'T& & AGop +1dldz ii7T'a& &1 N O5 yaGLjk
UGnjki &7 U t dzo Ljdz! & GnjoDZ i Liklk OpadaLd@EFaE+

. @Gdzi P! 4 yGndz O5 +padljdz & + dzD

~

hus A6 dzDA 41 DA 1 Il &

UOl @& & &f IP&il Ghu + padLjdz? & + dzDA! & o6osh &G
dhud aa (6GTLj)) &8 #k AGOI! ¢i od
yadal c¢iodoa! & ¢i Ghz! & UuDk eélLjdzuk Gdz# . R
| TSGR0 OANREO TAO KR, opayEd &1 & C
.t Ljdzdz t 6LjdD ¢i k5 yuP NkLjd? & !

R&al +padlLjdl & +dDE!' A& AGSI! cifizkdz &4&i G
t padlLjdz & + dZDBATE hoy G BKEF &1 csahpdzoeida yta 1 0 ¢
bool k! 8a +6+hT! & eCGpilz! Ghu pknk Ok! & éa

1. wilson, J. R.: WoreDf-Mouth Marketing John Wiley & Sons, IncNew York, USA, 1991, p 9.
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-

. n

~ ~

| DZ i Aak Ok! & ydzaz! Ghu pkNaa U&din yoDp
1 Gli 4 AakoHdzo3a®Tiwhub k DAZk A Raal
2001 Lji Y a¥da GNj* ed:Gp Ut padlLjdz & + dzDA! & vy
é6o U+l hnuGl!a eGlaii!a Gnk!aGLjk Ok!a +p
@DZdh AGIUA& ino U!Th ONXkdol Pt &F 67 @ & &ah
. rawadz & &1 Nj C
bool k O35 + T TTPkdz tolLjai k*! & ypaadz dai ha
b TV 5 &G 1Gdedza T Nj O5 t padlLjd2? & + dzbA! & el
O5 eéGl ohdk! & 1ljT Nj yAdz NruzDk &7 ! & i 0hu#! i
ydz to67ias5 to01%Z to67 3k 1 D& aTo! aa
b #7 GT dz2! & gl#SanicoﬁzkayEG’puﬁ'GﬁJ “pai[éfo[D2

ioTp épa O5 éGzohdz2? &8 yDIk aa i06dk Vya
yGdzZzU& 1 k! EZRABI deoadz i 6iz! & yva Ua UGh
3 Z

. GnjdDZ ci6061' & yodokld? & yda + 8

&1 6 Tdz ya*o]l tpadlLjd2? & t+ dzDADZ Ozohd! & 1a
d

0D y+dzo y N b&Cndmd pHoRAZzA Y Hazt dio Ljdz2 & i
i Go6a éai kpa T114a Rd&n!& &TNj Gi njo badijDZ
} DAzk 0dz ahiLjk é71 Gdzj tzhi & o6iz06 édo Ut paad

'ODH Gdz# t padlLjd
(Map Transactions and tus A6 dzDA & tDZAI| Il a4 DEaymR®&tiNad@ ¢ U
} padLjdzl & + dzDA! & (ldeatify AreastofvpM dordroisk 1 & 0 DP!
Ut FG5 t+ 6GLjzhu + 6i Gnk! & éld:Gzdz & yodin vy
qllLli v¥dzo U ua!i1! .t TGP! & AGWTIE GTaP yGnfLgdz Uc

b Kiriscioglu, H. K.: Kiriscioglu, H. K.: Substantial Effects Of Word Of Mouth Marketing In
Telecommunications IndustrpublishedMaster ThesisSpecialization in Industrial Managemehtniversidad
Politécnica de Madridnternational Master of Industrial Management (IMIMJ" Edition, 20B, p 30.

~ 89 ~



. naNaD#Zka n30Gka nsi K39 . EDXKkRék &4 K dzA

i i dzk T U& aNj ain!d yG* &1 a Ui TGhdz y*Th
.0a1'!'4&4 O35 RGI h!
a 6 Ljditlendify WORZBArS )& T #YF2014a) hsA@dzdd & hD:
z 6huki k Ok! & ¢ 1a!'da 1 TGLjz! & ydz 1 0A %
Z OzhlLjo Ut dzi P aa NkLjd2 + padlLjdz2 & + dzDA
DZG5 + {dZP UGLjNj . GnjLjohu +t plz! & cap aa
: ODDS Gdz05 yaDAdxko + padljdz &

<:
o« O

+Th & GZGLIIDAK jeaZ &) (Pdadt Auptisie kR aTplkloa o6A dz

hu Uial z 1 Ljdz NDBDZ &aljG# Gdzvu t Lji Gl dz b nj

dzi | dz2! & i Za t Ljozdz & Gin Gkl Ljde! D& ithdvo8p yyazD.

iia yazFGh! & 1 GkP& u!i1 +tnoklj .+0615GL

al!ad O5 +0615GLk ¢806dz @ *a +wvaizdz & t

LiTk &in @azT!'& ydz @GhTed | @ Gk'A3hea &U pljaiol
. "t kohu tdzi P" a4& "eéoh NkL

DO < O
> Qo O« (W

c
O«

yohl] T DZ .GnjlslLlj BRA&i T! & t oDAzZ ¢y dzw t dzi P!
O35 & Ua + andikédk ybkdind G5Gryk Ljdz! & 6ai 2 Uy a hul dz

.eépal!d fdAsLlj O5 Ut dzi P!'a& Gaio6a +! af
OzhiLjo a! 71! .tdz P'& aa NkLjd2? & RBA&I T y Gdzk
@ Gnk LjdZ! Ahidd dikGLyNEaa.Z2GNji i ok Ok! & ydzdaz! &:

.1 03k! da Upsdak!a UGnHj! @4ad UGNk 06 ¢
éljiap Gdz &4t a t+1admddz i6g O6FGTP Gnjoi'!a
.t sDAP&HS OaDOEzPH + TPTdz €Gdzi P! & Va*k Va
RAT T yao i A+4&a e&GdaDzdz yZ éohida UGF y#+T
i A+4 eGdz P'& a+DhAk]1dz ya+o +1admaz & v DA
yEdzo u!T! tpokDZ. t 6F& Ti!'08A dknjkp&ij&i ! a t 0
@ Gdzi P! & adzi |l dz . NkLjd2? & yFGhdt t Lji GI dz t p
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b dzDA!' & pZi yuP ydz 01 Gla y+Th pnfadzz TI
M padLjdz &
y*Th {dzkzk + padlLjdz &perdeidstDZN &7 0 PHEEAP T P &Il & c
} d2DA! & c¢iai w! Ghu 0DPk 615 éGdz P!& 6ai Z
R&i T T & p c¢i k5 yiP T ko Ufd+=z! & 1 DZ .006
.1 0hDA!' & aa t oZUCGHDBAIRA! & paionjdH 'da nj|diDAY 8 dzd
O5 yoTsk! & ydz +alju Nbi TLj &7 ! & Giidz & i
6FGTPa NklLjd2? &8 6FGTPh 6GB!106 lydk!l & G856 1y
-t padLjdz2 & t dzDA! &
yvaDtr! & 1 DZ &i GdzkZz4& . RARARMI & hiwval i ydapd Ui
y+dz .t sDkPdz i G6PA | DZ &dakok RAI T t o DA:
¢ci Gl Pa yGdz04 UO1sLji!ad UOZGdzknUa URAiT U4
t padlLjd2d & t+ dzDA! & . pnjhu +t TGP! & iRl ! Aépgaat
i 83 GdzDA Nljdh yal ! & Ol 6 Ljdz! & ydz . GnjZGh
. NDDHDZ k @&i eiddaApzddjdzr & PaEFEy +Th yodz! &
Ut padLjdz & otdozRiEoly &upoutd Reqhickdd ihks A& dzDA-a hDZ | Il &
UDk! t+061+*z!8 t+t013k! & +Gdzl! VyoDAzkodz & R
RAi T! & =+alj ildikZ&E 67 AHDPR¥FT 661a VZ ¢i GhuZz #
. GNj GTkLja Aakl1da tpaodlLjdz2 & + dzDA! & i O

} padLjdz & + davd ok MouwthGnkljipnde) AssKAOAEZDA Bj tuDZ | |l &
| DZdz. gi Ta&h& 1 6P! 8a NkLjd2? & =+aljlu Gnjdhi a ¢
eohy NkLjdzZ R&1 T &! Gz! & O5 pDH35 c¢i NjiGTdz G
} dzDZ!' & i 6Adk y*! Ueépa'!d yoouk 1i6Pa Ol

k&7 ol ¢iislLjdzZ t! Go y* yoDbk eend 0! 1%
.y TsLjdz y#Th tpadlLjdz & t d

} padLjdz2 & + dzD@drdéf Mbul Spkedd)d hus SovdzBdh & Vv wDzb | || &
k! & aa4 t0iGnk! & id6g ¢iiGhdzl & ydz t 6h

. Ibid, p 31.
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yai NXkhink yodz! & 1AKTIOGKE dZ yeoii @A)a 1 g &6 Lyd
cidzkzdz t padlLjd2? & + dzDA! & i GTkLja tnii ya:
ydzdaz! & IljiNj yohu eGplz!a& yoDbk pkod . Gl

. Ol Gk! & RanNn! a

(Word of Mouth Actors and Their F N} Fs5 i YA h3¥AF@&bDBa 0wDE U4
b Lji Gl dz + 1adzm8z2 & 1 0g OF GReRton&ly Gnjk z 6 hud t
O5 t+dz Pl& ya$dz i 83 Gd2DA éd6o0 URUGdz! & §y N
i P! & Aak]dz i &40 o0GdzDiAad URARPTA & Ay kupdz y ok
ydz Okdk Ok! & éGdzabDzdz2 & 1!a yaTabZz Rud
. Rair P!a Raia aa yohi

Rai T! & yG+ RrA&al UNKLjd2 & =+alja t+paolLjdz & 1
} #1 GTdz NkoLj é t pa '
tofi GTkpU&a +05GI A! &84a + 03538
&dzsi P! & yAdz Gnjlao + padlLjd
Ok! & eGoaGdw+! d4a iapa!d yAdz eGnkLjdz & ¢
. @Gdzi P! Ghu t Lji Gl dz t padLjdz? & + dzDA! & i T

Qo
o
NK¢
O
Ot
Qo
_'|
L.

i A+ada0noAGnoU& GNjoAdk yaxo Uioh* y#Th
yTo Ok! & eéeGLjizU& aa éeGdzabDzdz2 & Vydz +alj
} DA ! & 1 OAdka NklLjd2? & =+alj yoh ¢i TGhdza
} PpA@&Ljt d2DZ! & yZ éohd yodzZz aa Vya Gdzx . G
'ci TGhudz RA&i T! & fzh UtohDl!& aa tohGnod
(Define your company’s current luD®D dzDA F G hTF )l & HtséAd dzDA & h
HGo Os5 UGhinadz t+ padLjdz &sStatudaDBomd i GTKk Ljd
(+odz#) 1 4&ildz Uu!'i1 eLjGn 1!'4a .tohGnoUaa
ioi ok O35 i GhkzU& yozh T Pao Vya
cianadz? &8 O6FGTP! & O6FGTP! ¥

L. Ibid, p 2.
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. naNaD#Zka n30Gka nsi K39 . EDXKkRék &4 K dzA
}1 Go O5 UeéeGzohdz2? & ybDidoa iuwo !'y@da O5ko §y *+d
@ GZadmndz O5 eGdz P!4& aa eGnklLjdz2 & auoLjTk V

. GNj 4ildza (tohD] aa tohGnoa) |

& UGLjNj Ut dzi P! & aU& DMjkLjdEt! & @aiDda adid

6dzz! & Ui GT6 UyhGld2 & O5 . 6GPTa t .

(@]
M O

(@]

| iog! Uyo6paildidZ yuwd508 ydz 0! i
n dalja*d Va& Guoa pnjodDZ & #t!! Goy 6@ !
I DZ i GdzkZUGh t+ 61 Lj' & 1jiT Nj 006 h
. 0hG1' & yTs'!'4& O5 Gnj! acGlj

D < O

(Segment Customers and " U 1 1DE I &3 AT DZ U*rgQA GFYFo6s5 A
OF&i T! & pnjfaD] ealore@t 61/Cupt TierR Vaze bt & Ma
Gdztvi t+ s DAdz @ GhuDA pnjdi ! aa& pokLjdzZ BAI T q
[ 1a tdzi P! 8 npkd ONBLjdZp&j d®ful k LjiOGI dz t+ #i T DZ
iAd @8 id yopaldz2 & 1 DZ end .to! GdnUa ¢

tac(8 g ZEa T dp ik + 108k BUEGHR Mikidz tdi iEPo O5poIdATdRA
tpRlidZ gZ@ynaydic@@BpE@ + 0! Gdzl & pNjii dadz yaTTPo G
I DZ yub5a &i FGZ é&GdzLjd? & el *k u0!Th Ueéc
0al!'a O5 t0615GLk ¢cd06dz 0DF
BRBdzt!6 DAuGp yo6+*Tk yvaGod éodo Ut 17 Gdzdzt & 1
P vl Lj! Ghu + 6! GdigLlWad vy pdpk bz p ¢c G&q 6 &7 &in a0 35 dG
GNj ElsforRAr&eferral Valj)e y 6 dzz! & + ! Goad +dzop Odzl i 6
OF&i T! 84z |jiddiPnjoiss iinnjLpa yOdkdr & & UGo(trE) vy o dzz
(CTV) yodzzDZ +06! GdznU& t+dzwl ! & OhTk

’CTV = CLV + CRV

. y6zdz yodz! + hlL! Ghu Gnjl a1l kLvi 5 DAk a

L. Ibid, p 3.

2. Ibid, p 3.
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OF&ai T! & |ji &i p U®ion 144 Yddiz=DE G mglorBL|l BLj@ U
} dz6 Ljdz2! & éLjG+ &1 a4 GdzAa yodzDZ ahGl! & uabD
i 6tu¥ vy GHjL GiodzK z K au] GLjdz + 6 LjdD TLji KIuGil @D AP S
yDAd Ut 0ZGLjT/ to6%0nk]1 & yD] W& d6®/ NAafd}) dz

. YFGhDZ t+06! Go! & topai!é& tozuwa! da L

bk at! 8 yodz!& ydh NDODHk O5 &i #dkdz 04
doP! & ydz ya*ol .yo6zdz Aidz 1! a ypl& 1 DZ
} 613k éGdaDZ2dz a4 yai i&al! &8 fslj T Pka a
} padLjdzD& d# dzdA! § (®Ggzaz t+ dzi P! & aa Nk Ljdz &
RUdzzh G6ailk!a 0ai 6! Ai Pa eédaidh 8dai Adk C

MOLjGA! & =+alL

. pbnlaoc &GdzAaDZd2 & ydz i 6dd2 & yodnk
ydz . pNjf GokP& 1 DZ eéi Aa 80kt 5& ztdA | o0& |dkhy &b GBS
.0 pa tpadlLjdz? & t+ dzDADZ i GTkLja aa vai |

ydz yodiZz y ¢!
RGz! a ydz

VO WE d B0 RiGoyod Rim iy dzdidpz dz y o
} U i
. ODA! & =+adz

jasala 1!a t3&LuwaalPyad :
ydz + dZaTPdz Gnjks DAk Va#$k
0 14 =+alj!ld ROdzZ ydf & ocda vy
6 Ghii U& aa e&8i GdzAi k{10! + hiLj! Gh

} 0zpda T A$+4& tnoklj 06z01 L

b dzo1 ' & &Glo (0aldibd y+dz UO! dak! & 1 D2
t odZNjU&A 1 0iok! +dz2R0dz 1 A+08 eéedaild Ai o
yodabzdp t5asTdz ONj i 0cda fAGjl a

yT! & @oouvcshBaxt SFGLA +5as5Td2 O5 GoUP

L. Ibid, p 2.

2. Ibid, p 3.
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U7 DEDH & A 210) PAITI ]

. o

, 0 PFT d UFO(

0 > F F

2

® o \

. n Pudd eFYIi

8 ©

05 PL VY5 KI

i

U7 D& Il huDZ s

Source Kiriscioglu, H. K.: Op-Cit, p 42.

} 1 Godzzt 820 gaaiyot dzop ydz y*¥ O35 + zs5kidzZ t ne
bnjoi ! y ®Affiledtsn 'R 1B @iz G&Bhdpons " U F 6B S dZl kK  p K
ya yoo O5 .yodz!& t! Goa tdwp ydz 65 PLjdz
" eF Yinjlo&d2] k b kdzi @njtik gk Y AFPOBRO Yy F! U0ozuw
yodz! & ¢Goo c¢iai +dwop) yO] Gorvazhted G+ OOF
Kisersi " P O QyGAI dE]"6 (y 0 dzz ! &

e GO n Gk @iz &3 EOT iZ ¢E 'YaRa dpt 3o] dzyxdp] Ik 55T ARG
yhGl dZ 8584a0 poil khh YyFGh! & pGp &ia Uu!i
} d2DZ! & i TLj! + TGPl & Nk58aia NkGnGokod I
y+dzo Ok! & ledGondrk is Dk Pada edizdgd p + zhi &4
IGnjLjdz y ! Gnjd:

ci Ohu¥ e GhDD pnjoi! éoo (Chimpighy TED-EUDS5 y ot
yihul +tnGo UGLJNj Ao! .yoDAzkodz? & iin! & RI
ydz + 0&i k1 U8 Vy opad deD@dzayDdda iUTLj !T DA phaNpLydz
yaA5 U+t 6! GAdz2 &8 t8o0GLj'& Vydz .RUdz=! & ydz A
.yGorU& pilp O5 yodzDZI +06! GdinU

1. Ibid, pp 40, 41.
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@ GhuDd yai BTG GO o0 GEI &inj5t diipentsfSlbdEz-1 da3 Uyadz +a

bnhi Gnk VZ é06ioDZ pNjidizk18 tDp ONj pnj!

} ws PLjdz pnkUGoa t+dzop Vva*k UAI P4 ¢i Ghizh
. daobDdz y*+Th

épal!a O35 y+! . yGaha aiNj] & Gpnjjpaia o k hv oLjG ZihD
Nhao ya end Uu!1T! . pnkGdédo ciai tdzop |
VFGhDZ Yy *dz2o .+ dz P! & aéa NkLjdZzDZ pnjk hi nk'!
Uyhl k1dz2? & O35 eGoi kTdz2! & |1 PZ0@iGuropPkR GO Ly
i TLj yalaGodo yo6i!& RGoLgU& iiZ O35 c¢ci GO
eGonokai k1a& pdzk ya y#dzo UcGzZi! &8 eGonod
d54aoc!a Uo60*ka pnkGhgia pnkGnGo @&xlo RBRG

. Gnj1 G1 &

.+ 1 GoU& O35 pnjtabD] eh] tu:(dddchet)eeF ¥ Il & vy odz
b nj! i OloEydZalhsNpBHERRES an. BT 1aydidq 3KEe EEjj 1a0s
tdzop G!1! . yGohiG! 17 $#kdz2? & e«DH'!' A& iil h Af
I DZ o006%i k! & yopaild2? & T DZ @&@nd .pnkUGoa
yaiooprmgk&i tdwp c¢ci God 006i 6 yZ yGoha 1! a
a1 i Gp YyFGh! & ya*o U&ion +dzdzTdz2 & + paodlLjc
yG+ &ia .pnkGnklLjdz t LjiGétu 868zk! pnjnjdonak
Mk y +dz0 U NLj35 UeGdz P! 4a yDA! & Dk Pdz
.t oiaiw yodz! 4a YyFGh!' & yoh ii 5 T
RGLjzk1U& yv+d2o U y#! Uyp4Mmsed) BTRAIGNAES 4
bNj GhukZz28 y+d2 .ypakdz & +Gski UGhu é&716!

6UA! & eGFs! & ydz aa 1!a Riudrz'U&&aydd % Zac
y+¥Th {dzkzo + Zadmdz2 & ljin! O6TPO Y& @@&nod
CcGZi !l & eGOonoka&i k14& Ndz . tpadlLjdd & + dzD&!
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[@}]}

4 ci G868 6i5 i65ak ynlh@s yyda Uyichksd? BGC LG
|

T Gz1U& eGudsPk yAdz tpadljdz & + dzDA! &

ohu GoGnlLj Ad6! yGdhU& RdN O35 t+t06! GdznUA&
54 Ulitak ya y+d» 51! s PAKOE &k Oua!l denp
L O60T y+Th +padljd? & + dDa! & &GONG6kAi KI

—

s Add2DA &4 HhDAI I &4 af 41.3 hDD dzDA

e Gd Ljd2? & pGop t 65 0aF @ oUtesdz Gdek nt (DD Db Ui 2«
b dz6 Ljdz! & G ngl Gdonko K Vail & ¥ & @40 P & adzGiei aGmj dfii P k il IGIH
20Dd Gdz# GB8GTL] i A+08 1! & 1+ 6 hD?
& Gdza DZ dz y 6 dZn k hu: (FhedFBT| abubbserted D @ [0D28 kB kDAESD c
eLji kLijUA éGzdskndz 06i 6 yZ Gdza ! i h pGoI !
} sDAkha eélLji kLjUA 1 DZ éGAi Godz2 & to6oldz
Up NjGui t ni i a dz@@yjf Gyd#Zdzd DEz diijf &k & 4& E&LjGo hu! &
izl kt daokadBk&dy pal k a!T fzh .0ai!a O5
YUZ(! yig aaydtb e AGHAIFNETR kyNj Tk (BT G4
8305 ok !dLjdARd P Pikdhe Fidn fas! Maderadod) INji YOBZ .AtuDd dzDA a
eGzdkndz yoa*kh t+dwLjd? & pGédp inLj Uiafi! .
€Go*dk ydzzk é6o0 UeGdzaDzd? & yi Ghukh oL
. NkoLpiz 'a& hi O5 ¢i ZGldz2 & yUP ydz eéGuos P
Ok'! &8 to+6k! & yhGldz yodzz! & ¢ad5G#dz pko
O1G1U& yizid! yoih aad ydz#dz Ndzi hul & [T N;j
} o1iGH| A& +sDAKk Vya*k Gdz Liz yiuzU0a ydzk
UDAjk1d2 & +1 061 Gloa NksDAEKk Vyafk Gdii Ljz Vy U 2Z
.t ws PLjdz 7 z 1 DZ

- Ibid, p44.

2_ Godes, Det al, Op-Cit, pp 426428.
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tEeod a g HEdAT PR a18ANIO5: (The Firm as Mediator) 6 7 2 Al .BuD® dzDA a
b Nji adrkay 202d&dz yoi! & o6GPTU& Ol kLik édo
ol a éeGdzAaDzdz2 & 1 TLj eéiip Ok! & ONj t dz LjdzZ
O5 +tpadlLjdz! & + dzDA! & 1 TLjhu + dzoLjdz! & pGop
y3iaGotdz ONa UGnjnkojd I aysadzo 0 AydZ L AJlak RyGAU® &l

o v -

4 dznjdzt & eai ail'& O5 T o0hP! & top
b #71 GTdz2 & 1 GO P: (Thd Firnfas Hartdpahidi!i & | DDA DHidpDH &
. (eGoi kLjd2? & yAdz t+padlLjd2d & + dzDA! & 0067 6
FTii il & +8TLA ydz GZGLjp aa iGLIN &Q1F& 18 L& Ki
&t n! +onokadi k1 U& &Gl ohdk!a& foa eGoi klLj
a4d e@LGnla yoh éiok éGzodohdz & c¢ci Gop O5
e G+ huT pPaEddZ v 'odadxlad +i7 6 g RIAIZzAI 68 aui BG hji dz ! (
ai''& c¢i Glh tLjiGldz a!1i
s A0 d?2DA & hDAI4 a o ai

iAak Ok! & t+0o6dwoLjk! &8 G i Gdzdz2 & aad O6FGTF
OFGTP! & ljT Nj ydz t+ 6LjGdzA G GLjNa Ut ofuBRq{ aa
vy ya édoo Ut padlLjdz? & + dmDAE! & yao t zddz é
}! Goi ajfidzu®E PO yva y+dz Ok! & O! GTdz2 & &Go
-+t 6dzo6Ljk! & eGpGo1!' A& yodm O35 tpAisrRjdz a 4
@ yodz! & GCGuwilmiygdzaksoGkuiya y+d72d + padlLjd
yUP @y dadzGizz 1adae Gpli Z0U& y A@y diostdkdhodrikdlad cd BG
UlhGTKk! & ydzZ2 i G64a @ divdzd Lgdz'odjdy 2 ¢ aDAES Bjc
eGplzZ o6zh yizk1U Owvédaa OO1 T i nnh 1t dz Ljd:
eG+hT! & Va*k GLGoheDd| !|yaGAyda DM ky 6ahd] +1 DG n. 6C
ci Adkdz t paolgdzht abdsoA Ba t YyDER Ay Ndli Gfd Y na
yZ tpadlLjdZ &) tedzpAF Y& dDduka dzBa Njy §dzzU0aa R
} pad Ljdz2 & (6t §zDE AR BDA k4R BHEBIEFIHIGok Yy d7v & G5
a4 t0hGnoad eLjG+ RAa 1o DEICEDIJZtE THPIEDAADIE Gf
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} dzDZ& D2 oL deZK:dstanerﬁVEMSEkl DI P& Wi sl & haiho
RUdz! & ydi } ohuGnoU& tpadlLjdz2d & + dzDA! & 80
} dzDZA! & Yy dhZy aidlhkkz a AGdzNI U [y adED !
O5 +3! Ghu +6dNja Gnjta U0Ta +Lidra eUGTK
b dzi P" poi Hzk LjizDEZk &.CGubi dPz 184 eGlri 0061 ok Yy UOP
} padLjdz & + dzDA! & é iyotkTihu 6d npdzoii !l Tk "1 z0hoi ¥ " i

1 3hGnsUA

} padLjd? &

O5 yodz! & yZGsk t+oDHzZ yUuP Vdz

édo0 Uyo! &adza Raizl ROdZ ODP a

i 0i hul & Ui TGhidz? & OlLjai k+! Uai aoie

yodz! Ghu + TGP! & ¢

I TLj ydzwko +paodolLjdz? a + dzDA!' a oOso0-@ugoddzz! A
yodiz! & e & !tADPxAdzz4A &

O«

(Brand/ Product or Service WOM) uD4 @] Aa hy*ez/ huDA.E G hTFql
i1 N ydz2Tk Ut padlLjdz & + dzD&! I D2 t dzi P! &
Nk Ljd2DZ é G lgiddzjelft + pa o Ljd2! & + dzD&A! & & huki k . i :
} d72DA! & eédzd7Z Gnjk&T ONj Ok! &a R C
} d2DA! & odaihu y*¥! &= o5 i6P!'a& ybDio Ua
60ayzkad t+1 616! 8 fAslLju . &Gzpak!ad yhGlo U
} huki d22 & 6FGTP! & V& Gdz# Uyodz! & Gnjdzdzz
O5 Ai PUA eé4i 0Adk! & Gdza Ut dhGnoU&a t
tdzi P& poil k +106i6 aa NkLjdz2 &

Qo

Ljdz! &ommuiRins Womp 2 kT+ UF G HTFIGI & s Ad ¢
z! & 0016 yZ o615 abDPk U Utoni GP! &

Cx Ot

. williams, M. and Buttle, E.The Eight PillarsOf WOM ManagementLessons FronMultiple Case Study
Australassian Marketing JourngV/ol. 19, 2011 pp 8689.
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Ut 6GzZi 1 & UyGdzzU& éa8aioca UyUzZUGh 1t oLjzd2 é
} 963k! & Ut oLjaodsDk! & + 07 Gnikde! 88 eu@Lad &0 & 2
tdzol &4 O Gz ya$fo ailada yiazUA& Aakodza c¢i #
i ONjGTdz & pa&i Pkl14& yAdz Ut padlLjd2 & + dzD&! &
} vGpi 1 DZ &8%i k5 t+dzGz! & éeGpli@ndz @8za .1t 0
6huki k Gdzx . yohiidz 6GPT4A t614&4ah éecdp 04
® Gnka e&i P53 Ucdo%i! & |ji nju & Gdzo LjdzDZ ¢
GTOTP t+ dzdz[dz ypadadz2 & o6zha &t pdDE&LjdZa&d 1t dZ
Ok! & +Tiii! & uuiopa TIGITKAEEA at pa GLjd25& wiad?
ya i16g Uiodh+ y*Th ¢i wdz OhuTk ya& yhp Gnjl
eLji kLjU& 1 DZ Gnjk GO D&zZ Vy@=zdzaetwy hvé & dd Dy & L

to+DAZ & towda i

(Key Influencer Network WOM) pT1 ¥ 27 &1 A& pi T kaDA &4 hl G1 G |
} Foh! & 63u!d eGzZGdmna +o6dafto! & éeUG*al!
Uy 615GLjdz2! 8a topliPU& e GZGdump!l &a etCE@m'ada
ya$fo ya y+dzo + dzLjd2 & Gnjdz | k Ok! & éGdz P
} njndadz O5 &ip yZ tplGz! & c¢i &i a t 0DAzZ @D
0DZko Gdz5 t+ TGP } }
} oruGnoU& t pa a
yUuP Vydz t unadz & tp
+tozoh! & Aal! G
cO 0 #i ! ARefrdl Nptworkiwom) hull FeUa hl G1 G KTFAQl & h
yoi!lad +&alLj0&4 uDkPdz ydz iiZ é&Gli Gdzdz ONj
tozoh! & Aal !l & od8hki k . & d#adaa! a0t1 02 U@GihdzkyZ
OpGhia yGdzZUGh 0o6Aa y*xTh odhki k GdzE Uy 6
OLjuk Ok! &4 eéeGpuz!a ydz Aidz yuP ydz +G5i !
| BZya] oDZdBZ iam) yil@ aNjtar @& édothitadi a e dazi ! & yAdz +
RGuzZza Ui GTOo iin!é& ROUdz! & poil k O3 &i Nj
} Ti 5 OLjdzk Ok! & eGol kD2 4a e Goi kLjd2? & O35
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}1 GoU& Gdza . Gnjk Grgk 4ypzd + ¢gza 6jHptzB & v # dzBASI5 4
&T Nj .11 GoUGhu pGolI DZ &8584ao0 aa ézZGh aa i
boddz k! 1 O6NGTd2 & pai Pklada eUGskoU& yU0uP
}

0! 4ad?2? & eGhoki k! & 1 DEZ Ohd DEN & Ba Ghjp &0 Lijc

yizU& 0Go6] elo uDkPk UeUGoU& Noai k! ¢
ar Gnk! a

(Supplier/Alliance Partner 0l FOt 1da PFI 1T 1/ pi 11T ADA & hl Gl C

I D25 Uy Gdzza! +t dZznjdz tROGHE umawark Wdigldd (! Go k! &
Ut dandad Lz Opd k &1 k1 & ded!lGd¥ka $160 |1 @dz yeCRE dit! B
| DZ t 0 adpd! LR 07206 B 'd SdftLgH? [CKk DAY d # AGFEO K50 48 dz
yoh 6 Ghki Ua d#ILRjz yahk Tk e Edvled &1 + @& pn
} d2DA! & ds50a yGdzkUA +pGodh! yoii +kdzl & §
t padélLjd2? & t+ dzDA!' & yozsk y+dw Gdz# Uiin! &

T eGdziz pnoi! yoide & dad! L kd! &7 [BAEKi TG dfi d

Ol GZ i Gk ha

NF Gk Lj!: @&mployee Nworléwiom) b1 # DF Y Il & kil G1 G hTFQl &
t 5Gua UeGdzmwLjd2? & yoh +#i kTdz2 & é&GI TDaz G#
GOl 54 édso 1 81a!a ci di bia &3 TOGLL[KA 38 ViacH
} 31 Ghu t+ 6dzNja ai yodz! & Gui a&l#*! yoi Pl dz
d+4&i dz O05a +t+nnéda!é& 6P O5 yoDAz:Gz! & t+ TGP
ObYe Gita & @& 1at P o ppBlarBRidgkfoé @ @ &@udzl & pp Gd O5a y G
Rbadz! & Ai! O! GZ

yUP ydz t pa b dihisationd W& hud DA @k |l & .6 tus A 6 dzD4
} dzDZ -] aypaat kKWDZ)5 O35 8aIDF Gdzdsldgdz'ad& coNL@EP a é ¢
0DPKk Gdz# .c¢iGl! & Gnnai o Ok! pga@lggzcd ! &
8i vk Ok! & uUDk yAdz GoDz! & ¢i &4i U4 GNpso
ya ydz 0aGPdz UGLjnj5 puazUa FGla O5 t 06d¢
Gnj! thGnk1U& O5 yTsk Gdz LjZ 'E/@"FP)O GnjLjd &
GnjF GLju O5 0U6ad Gkpa epi3zk"
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CFDZ Qlla GFWDZIT 3 hsA
O01G1UY lpopwljaz & + d72DA!' & Goalk) OhTa Ucgi
OpGhi §yZ +s5DkPdz GnjDZn &471! & +padlLjd2 & t d
IT1va +dzi P& i TLja NoOai k! pnjisLia Rudz! & |
138 AGdzooh Bdzi Rl BapPahkDOSYOMTLA pNj RUdz
} d2zDA! & pa&ai Pk1U +Dfzkodz2? & t1 067 6!' & y3I5 0!
bNjGwi 1 TLj I DZ pnzdnTka yo606]106Fi! & Ridz!
hn!ao ydzZ 6GPTUA& 1! 4a bpr
. (Word of Mouth in Service ManagemenjfuDZ4 Q]I & af a1 & [ 3 his A

Gdz yGTk& c¢GLjp GnjLja 1 DZ O1Gla y+Th tpad
t @fuLjiadmDaz @ 6huz k+ ydzzk Onj5 {RORABDMH o dZ! 4
&l GnkDZ yoi haghap 8L &PEDE" Enjk f@iin ki pk
b hink 0061Lk yUiP ydz yoh! & + oDAzZz ODD ai!
(yo6dz DZ ¢i TGhaddkd Cofi |Gk DE p didLjdnad Ghoz0EAL] &
" RBUdz! & RUa ] #
O5 &Ghi Ua s0% I DZ iAao NLJjU R&I T
bl OP1BA& t @dl nj } 6huki d2? & t ohiGno Ua&
eGni Pdz? & ydz NkLk Ok!& ¢ciGzl1'8 ya*k O!
GnjLja T koa ODZ5 aa &i Nan yo6ih y2Z c¢i Ghz
AGui ' & iindz ydz
t 6 DAzZ2 ODAk Ok! & 16 pp EEKA &I it dDEH'Y & Gazd T k54
p

-
LJ— QJI
Qo
—f—
O«
O O
u<
N«
N
=]

iA+4a tpaodlLjd2?z & + dmDA! & yFGli eéohTéaa i 48id
6 Gs PLjda OOi dz2 4a e4&i *+Tk'! & iiz +Gskia 11!
fAaG+FT! & i1

1. LindbergRepo, K.;Gronroos, C.: Word of Mouth Referrals in The Domain of Relationship Marketing,
Australassian Marketing JourngV/ol. 7, No. 1, 1999, p 111.

2. swan, J. E. and Oliver, R. L.: Pastirchase Communications By Consum@aurnal of RetailingVol. 65,
No. 4,1989, p 531.
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Coleman James: Sociatd@esses in Physicians Adoption of A New Drdgurnal of Chronic Diseases : 93 X Y
Vol. 9, 1959, p 19.
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