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EEAFHRKBAAR . WE AT 7358 LI R AR R, ERRE T AZ
HIZ P e A, L in 58 2= ReARi Y (expectations disconfirmation model) . 14734
¥R (perceived performance model) , MJEAA! (norms model) . ZidFEHA (multiple
process model) . VHPEFEA Cattribution model) . /AR (affective model) 5 /A TR
(equity model) 4.

BEEZ PR RS SRR RE, 19894, EREFMRKFEE ¥R, RERK
BP0 B3 fr T « i /8 (Claes Fornell) FPAZE N T Bt L2 7 6 B B 4R 30
(Swedish Customer Satisfaction Index, SCSB) . MBI FSNEE & KT, B
WIME. BPWEE. FPBAME S Bk, 19945, {ESCSBRYFERE L, i /R 22
#H T EEZ R ERE (American Customer Satisfaction Index, ACSI) . ACSIHEA!
F 6 A8 B A i DR SR AR, HLeb 2 P ST | A e R S e A 2 i R iR R A
&/, FFHSMNE S BWRE PR R,
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., FFRE R T 2 AR s ek . S 2 R Y Ao i) 3 AR LR AR S5 . (E201H
ZB0FEAAR BTN, Kk B HK M2 ARIFI hL B AR A 7 UK T B e
i, HENT — AR R KRB .
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1) BRI Aty T AT HALEI N TR sl R 4E

ATHERIERGFA D, PR RN NSE 2 N, 72455 b % A
WAL E AR 55 BN . X N g R T BT W L O RN o SR B AR R ey
BAFTEKFG, TR A3 RS KE S RIGEEAT SAURIE, ARIRE T Ik %
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ST 2B P EF M, FEAFRAMR, MEEIBLERR, E& /by g
N P ERAESRAAER . HAr, ®BAIEXEIAE gk, S0 — R B X
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2) B AREMRIEY sty A8 H K B BhE B RLE R RO RS

BEERARNBESD, FHEPWMNESTROME, HIREOEE 0 RA Ymtk
) BRI AL, o AN LR N[ R 2 WL 1) B Y B A8 el LA B “ AZhifs5 01" N
LR, s 5 AU R LA B UIE S N A RE (IVR) .
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2, EdEF AN E AR RS RS s, WO MRS, BREFERE
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3) HEAREARIEA Ly B TETR R NERRS

55 AR MREPI oL AREE, 8 = AR AR ARG SR A TE LRI SR AR (Computer
Telephony Integration, CTI) £AR{ERG ML ARG MR —4&, LI TEGH
PR FEL . R ERARAERAE RO F G, i R AR b 0008 SR 5
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LEHL. FHEER. WAP. B FHiFFE2MERGE T K. FURFRFMPLOTINTIE
T AZNARHEAR, WTHNRMES, HERXAGEF BN, st AL RS
(¥ B BAE L. T LATR A PR A e AN b ) 2 AR cho O B 9, R H AT IET 2 N L 1)
Y.

5) Fr—AAEMRIEA G N AR R 0 R EE
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