%
=
=¥
b
53
tH
b
E3
_\J:k
¥
-+
b
s
o
]
#

X

NETRIMR S

E ML FEBKXEHEH

lllllllll y of International Business and Economics Press



ERFREREHEFTUETFRENNEM
ik 35 S #HF

FRt W&

Xt S 2 B B 5 K A



MEERKE (CIP) BiE

MEBEHF/ BTEERE . —Jbel. WINEHFRE K%
HER#E, 2009

SERBFRREH T E T REALN M
ISBN 978-7-81134-295-6

I. - M. F- W WEN-HTHEHFE - BEERK -
#HH# V. F719

A B AR CIP BB (2008) 25195782 5

© 2009 & FHLFHSKFHMHEHREST
BREUFE BEHSR

IR %5 = 5H

B RE
BERE: & ==

M EFHAE KE S KK
EEHHEAREFRE 108 HE L 4555 . 100029
BEWA TS : 010 -64492338 R IFTHHIE. 010 - 64492342
P4k . http . //www. uibep. com E-mail; uibep@ 126. com

ARIERERRIARFAEA RIS FEHEARKRITHRST
&R 185mm x260mm  15.7S EI3K 363 FF
2009 4 1 AAEEE 1R 2009 £ 1 A% 1 KEDRI

ISBN 978-7-81134-295-6
EN¥. 0001 -5000 fF 4. 24.00 ¢



EERFERE HE O T IR Ekt

ImESTHIABZA
(LR LE)

FEE RAFERFEEFRHR. HL AR
FhkBR HFRFHAFLREK, LT
ARE TLAFFEFRHK, HLAEFF
FThkBE REMEZXFHRK, HL4£ 57

£ Ol TERAFRFEZPRERK. AELALRF
NER SNHh2FTHRFEEL, ALAEFIF

F W WIXFIANFTEFRHAK. HLLEHF
NEHM aFAXFERAFR#AK. HLE2 57
BEK TEARXFHK, $14 557

HEH LTXFAELTEZRHKL. FLELFF
BB X&EF T KRZHK, AT

BEAN L FPHRRZETEFRERK, HLAEFRF



£ i 156 W]

BHPER0MEMERTEEN—2H, ESCFHAFLEANTAL. AT
YRR AR, FEAMRGRABSVLERRY, BEM5HET 2R WFMER
FHEE R

HM 20 4 80 FRBEFIAEHFLIR, XITFRBEREL L, SMEKER.
GEMA%¥EHHNBEEHFLL, AINHATALMEFNEHEHIRBNLE. &
21 HEWFATFEN, MEEHN, KOEH, FPXRETHE, JEEBHSTNHME
HSEBR#—-PEETEHFRNNE, FER-TTEERERERRNFER, A AR E
Wik SR, AREEENEZRAEEMBLHERM, EXHFRNTRZT, PEM¥
RAFHBAL — KM EHELZKNEE, MIIEIER T RUREFACHMA, X/
“EAEFK. ARFE” WREEKAHTERAHERE, Hhah TERRAEMR
YRR, FEAR 1 A 18] P9 LA AR B — BRI 3L

AT EHFEVHREIBENLERNEBEF-TEREANESE, XK
RUEM TR LB ENRSBR, WHPET A5 K% HRAEHSE N R B H
FLWMBHRNERAEE T “2ERERKEHFT L ETRENMEM" . K4
LURBRAR Y, 25 TEHIFEETHEH 2L LIREREMRE S 6 F #3505,
HRAERAR, A—REPFRAEN, WE rEHEFTLH2HLBIRE,

FEHEMETT R R EACFMERER RN, B RERAER, BEAEN S
FHEREHEETVRARBRNHETE, XAHEREHARFINESANAZE,

A Bl T AE B A RS O I B B BRI R RAE B B BTk, IR
BHEHMEAIED R REMRERT UL, REABRSRIER, UERNESH
AW sE !

stoh 2 0 5 K F hmdk
2008 % 3 A



F B

FOREWORD

RERFEHBRFETIAIPEURE -+ RENEE, BHEBZRELS A
HEEM. EREAPBZN, HEE2U “REEY” IERAEHRIBCEENS
TEHATTHR, WHBRIR, SREEREOMS EHEMBERERLE T 50 2%,
RE-MAZLMRI. X—FHERE T RS B EMNEBEE, B—HhEd
R TN —IFINER, REBEHFLETENRBREROH BB,

HR 55 75 BB HE AR AN B 2 R 7E 20 1H 42 70 4EARK 80 AR, BB R
BB 2 P E MBI L EHTEE - M8 & B TE 1982 4 R & 10 Strategic Management
and Marketing in the Service Sector ( Research Reports No. 8, Swedish School of Economics
and Business Administration, Helsinki, 1982), 763X 33} &, WP BB RE - KR
TR RROME, FR, BPEHEBXE (RNHHES) SFY L
RT—-RIXE, BALERTMEFEHSERYROELEENE T, HE, 20
WSt st 4l & PZB M — RI A MM THE, HERSEHSEERRTHLT —4
FHEM. WA T RS REEEMA (Gaps Model), WE T IR S F & F R K
SERVQUAL 53k, MM+ EMEETIRE B SEHEEL,

RE, EEHTEE, RESHALCKTFREREEL FE L ILK22E ( Nordic
School) HMIJLR¥IK (North America) MUHEXTUF MR, AZERANLIEN, HkAFES
— X, AL EFIRAMIEE 2RSS,

WA ERENRAYRBEL THEANRERSE, SEEIMEBBENEEEAY
ECREHTERMBIT. SIREENERE RN, B2 (REEH5%H), HE
PREBA TRKHIZEN. HP, F— MBI SRS Moments of Truth; 5 — MR AYEIAR B A
Customer Relationship Management Perspective; T 58 = iR N 2 % Customer Management in
Service Competition, HIFR&E IS 1 T4 % B W7 U254 IR 45 B 05 B0 N B E B IR 2 0K
LEH. MEFLEHE, RINAEBEIAWEFEREAFESH UREEH) ©
REZM, BERPEHHBREERARMWE, XLUBLRFYU (REEH) S5, i
HEHMGE. IERTHIRREZRAR I TN —LER. PG5S SFEER
Bk, EESRFREEX RS EHIS T, AT B R B T BB ik 55
B8 I 0 7 s AL RT3 347 88 O 4 AU T R 55 75 4 3 30 T 9 90 9 90 R ST IE
HIESEEEME, SR, Hot R b B AR Y e o

BRT LRSS, REM% KK IHEE (Christopher H. Lovelock ) EEERR
WHMEEREEWE, BN BE kY, FPRABAEREKR EBERS EHEANES
HA




FE, BFRNRIRGEEEZARBE EAK A RROREME, WHES A HIRH
BENEEZERERETEL,. BEREREAFESHHERSGE, AEHRE, ZH
Ry ERBEREHEM; MAD ST PNEBEAE K, SALURANE
W, HWESHRIEEERRNMLERE, WESAETHK, YHERSEHELRNE
BAGER T B M HEER .

FWEREAN (REEH) —FH, TERHBEFRENKSRFILLABRIMIF
M, REEZR IR BB FBALENE ME FNFEHFEE, HEHRE, XW
WHREBRAFHEE, BHAHA—SZ2ENPENER. BNREFANEF, XHA
HpREKP TR TR EMBREPE - NIRRT RREIN, 2RB2EI
KU, BT, ARHEEANTFTEHES, AFLVHRAITER T PEEEEAR
B, B, ERZEalgE (REEHSEHE) (B=W) T2 Sabel Wilderness
WERGSD, BEEEATEHMNBERS N ELH Leopold 1y “KA&WH . HRF KT
HERFHRE” IRAHFA—ERZ LB ERE, LA —LRG, TEX+HE
SV EHLBRNIESEXSEMMS,

ERETF ERFE, RATAREMMIZETFRGKELRALEGE, kL —6E
BB P EAN LR, FREEREREE. BEORSEHER S

BAEBHHREEA L RIFETERSERWIBERHTH, XE—FLFNHRT T
e, WL BB, RITBEE “BRE. HEMRFTFREFE., TREEFRSTR. RiE
BE RS T REERRITRS (5. REGEMRSEEIBIMEREBNRES .
Wik RS % (H3h) RBABERREIRFEHNARR” IH-FELREEEH
HE, XEFABEHE -, RITEHIN 12T, X12ENEHREXLEART R,

EHPHHE - ITRHOEERELRD, FEEENAEEL, MATHARRENRA]
FEit = BRI — S SEBR R, X BRI TIRAZEXNBEM AERER, FHR
REEHBESHEETEXHNETRTHEH, BERKWHER. #lm, & “BFEE

HH —Fd, TSR R Ik SERVQUAL W B Flis R A E K — M
Erxt e o, RAOTEETNEREANBWRBAGIATAEAZE, CHERIMNBZBEEX
SERVQUAL [al %57 IERK, BHMA, ERLHEEE, —HIBEBRITERM,
XEEAHEBERREFEEST .

AHHBE=ZANHORERFER EASGHRAENRESEEM L, MATHIEIFH
MR&EHBIETMRBE. EI—-HHEY, LHLAHMEEYE, EAAESALIEES
WHERANE. BHE, REBHE-T2FNER, A TEEASHATE, LT RRED
B, REEEESEEL, EETHR, RITETFESFHRAERNETL “RFRH
H5y%HE" WEARIEER, BESHEMERASFET —EBEMX A, KHNERIE
HMABARALESWHERT, kL THRIEREEEITARRAMERL, Rk,
HHBEXBRAHBE, FURE—AFLEMULEMY ., RITBIRERLRS, HHEN
—AHERINTE, RERE,



B BEENEE | —
$2d REMBHH
BEAT
' :
TS
W3% EATBEH
eyl | _Twee
|
A% RETIHAE
BSH MR THM S
St
s FRIB%
6T R 5
# REFRE R ot
WIE REEBERER 464
I 5% R
£
B FRS FREE
!
BoE REBRKSHE
AP ]
} ——
FI0% REFEES - ﬁﬁﬁg
PR SO 2 MRF
}
||

BUNE FEAREE

!

BE BEEHER
F=E

% Rk




B, BATEME D E X, REEASMENFEZRA, AR BMGIIHE
EXZHEBESR, Blm, EHBRSE XN, BRIAES TRETHEHES . JLEE
B’REAYHEHE - P EHHALEERARAYLRARER - BHREROEZARAN
RHEME Lo

FHEEERRERG, BREPHENTREIEAFBER TR, XOHFEHER
AT THRE. BFEHERTAHHEBER, MAHPHREWL, HRETEEEH
BEEN ., 55, MEEEZEH, RAIEHERF, SREEGRBHE,

ABHE TERXBELHN: RATLFEFAHERERNIITNEAETROHE,
FERBETHE., B 1 HNE 8 ENRE T/, RBIFURKENEMELATKE 4, 105
2 EMHT; RBEFHLRENERRELAREI TNE T EMNHRS; KBRIMEAF
MKWERLAR THE 6 ENE I ENHmE; PEARKENE LRI ERTENRTE
SEMME; RBEMEAXENEERBMMUAR TR 2 ENRE. B, RBIFEAE
ERZROPIRETI, BERE. KHE. KRS, SmMTHRIRANREMRR T/,
SPEMRE, HRFRALEHR, ELLZRREBY, FHUBERERZE@AT, EI,
EEAA BR8N EMAR SRS RS, ©nF 8 TR R RER
SITRRRBHE R

HTRFEHR—TTHNEN, NZBCFHFHR, HARAERZEETER,
BEROBH, REREFERAABMWEERIERNBUREL,

2008 FAKFREREXRE



HE 7

RECOMMENDATION

To Dr. Wei’s book

The service sector has been growing internationally for several decades. This is also the
case in China. Therefore, it is important to study central concepts and models of service
management and marketing in a Chinese context. In this book Wei Fuxiang describes key
aspects of service management and especially the concept of service quality. He studies various
models of service quality which have been developed internationally and explores how they can
be adopted in the Chinese market. In this way this book includes important pioneering work. It
is a pleasure for me to recommend it to students of service quality and service management and
to businesspeople working in the service sector. It will be of great assistance to everyone who is
interested in deepening the understanding of service management and in developing his or her
business in the service sector.
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Christian Gronroos

Professor of Service and Relationship Marketing, Hanken Swedish School of
Economics Finland

Professor of Service Management, Lund University Sweden

Honorary Professor of Nankai University, PR China

Honorary Professor of Tianjin Normal University, PR China
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