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BHTHIETH D,

ZEPUE L7 2 BT 2 720 &tk £ /"L 74 TSR GO TE
ABTENTED, BEIE, AROY—Y R - Sy r—V 28T 525, K
MY —CREMEMA S ENTE S, 2L 21E, ATV, T - b—2A4
(REDF—V R - Xy r—3) LEHIZ, TVEa—%, 7797 A, e A—)
(TRH— 2G5 ZAEDDIT AT ENTE DL, T/, YRRy b (kR
%) O Z AT NDIRAERL AT Vi EOEIARY, ¥ BEEHSOHADD
DOPELTELIREE R EZL DY —E A - 4 ) RX—=3 3 VL, BHIHMKT S
CTENTEDN, 72ATHEIUED 72 DOITIAMTEL, EHINCH L i 2 i
ALTwa L, LIEs K OMEHS FoBUEEzRLIZ L, 4/ X—
Tavliodsrsitl vy FEHEET 2 THS ),

P—U 2SI, XVEREA LD RHICRMET 2 - ARG T 5 C
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2D 2. H11, BEETHZ. H2MHHIE, EHCEET D, HEXLIN
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2D 7DD F k% HOUT 5o
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pected service) &I L7z —VY A (perceived service) % (FEikitd B\ I3k
1) R - RS . ML —EARMELAY - R XD 05545
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Parasuraman, Zeithaml, 7 5 ONIC Berry i, S —ECAWE 2RI %
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(3) F—ERMEWME - 2R L DOHDF ¥ v 7 (Gap between
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Philip Kotler, A Framework for Marketing Management, 2™ ed., Prentice-Hall, 2003, p.235.
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service delivery and external communications)
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E=F Y vF « AT A (monitoring systems)o b v TOEEIE, HiLRS W
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ANl 72 i 2 T TR L 72 (L, AN &2 7572 T o T DL RIS SRS
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9 %%, Stewart H. Rewoldt, James D. Scott, % & UNIC Martin R. Warshaw &
1318, REMICBT 2R —E AT 5% oGl 7 Tu—F L LT
DEIBRLDOBBITFOLNDLE VI,

THARIY L% (negative view) CORFEL, BEAER (product failure)
EHISPICEHTDIATHY, RS- T, HKIEHO-HETHL L
LTATWD, M5, RV -—EAZE_TLIHEME, 2 V=7) /PR
WEIGE R ORI L TEHIDbNLEETH DL L ATV L, B —E A
&, B IMEGE  AREES BIEE & L TR SRS, Bt —E A
ZHI X IFTRIGERD 25 2 L DTE 5 F Tt/ MRZHERF T REMFF L
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i A FLf# (quality-policeman  view) WY — Y 202 ORI,
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T2 OB, HEZOETIZBICH 2 BHORMORIEICH 5, B
P —CRFHEARMITIE, BEMICHBANEEZHLT2TFRTHLEID DT L
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P—CRARIETAATH B (serviceisa business view) P—VY 2
&, PR TRESFIREMESE LT, TRHAKREI AR E L TAL, H—E X
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O—F 2T 20 EREN DD ERD, HEIHERESE, W2 HH%E
MIEEBTHEL, 74— T - —EARETERL TV LY — 2R
HERKL TS, SO7 7ua—F L HHT 2 RANMEL, REOTF - A
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B2 EIZL o THEY —EXAAFREZHIRT 20 2O ZOORRDHEARED
ANOEKIIHMORILZ 7257,

VRO LI (natural agent view) CORME, BEEELIDD T
LAT A =7 =D —ECRAICEIIREEZ RO L EATVE, T4 —F—
RIS L DEE LT b 7280, Rl L CREIICATENS 2 MW RED 2 A L
T F7240K, BENF—CAMEZ P22 T05 L EFINADIET 1 —
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Tt — ¥ A% (factory service view) MAR DAL T2 4 < BOR
O, TOTH—CRARHTH L, B LIZT7 7 2 FAHRINTEY,
F -2k, BECREPHIVIEEPFERT L2077 ¥ FEFITF T3
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W28 FL#  (limited obligation view) ORI, BaEEE OB
P—EZEMLE, HESEMZHEA L L T XTHHRL TV 2RI
BRESNTWD LA D, RO 7ROV —E AL, e ORGmIZONT
MR TR RETI2MIOBHIEORETHL LT D, 20T
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b L wl, 2L, R LYy —Y 203 2 MEICHHT 28 E i
THEmMLTWD,
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