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BHERFZR-TTUEFR¥. TAREMAEEES LR, BFRLIWENR
ERRATOLHSNEHFIREMBENSSENHER. MTEREIRE-ELE
HERSPTHTH, Hit, B4 ARTE., EHAOBEOCEES, ERAREHEENI
REES, tHERAAEHUSHAE, X FREEH, IRCLHLEEE, B
ZHEBRAAEERL

FEAENTLEEHNBOBREHEME, NEFAREHERULASLE BRI
RENHAEHEHE22RNEFN —SEREE . REERHAR.

F—T EHANRLEIR
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IEWMAMBRERT, KAEARZREY; BRI
RT, RPN FBESERRZHE; 2390,
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ARG, RAKRZAIR; F5. AMXMHREREBANCHE, XY 5RESH M K EZ R
SHRAITE, BRAXBERERERHRTS, BAEHAER,

KELHEZRDHE (A H Maslow) R A% 4 BT B9 S0OR # BB R0 T 4 3
Za, 2, BEMARIZAENBER (FERENTEE ),

(2) HE (want) REAXBERIEMBAHEY (BHEHEHEK) WEZR, HA
IO BRER SE AL S SO S B3R 88 ([F) BF 7T LA 036 1Ml 20 G ORI ) A1 5 M B B W s
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mErR AIERBRT, REHE, BREKEEEZFARE (BT KK )
LAMRAR; HRIKRT, BERBUT 255 FBEARE N M HE (n0n s K Yk
BEBENRENTE) AEATR. B2, ATAHER -FETERRAR
R R A 5 T ko

(3) ®K (demand) RAMEKNXFHHKE., MERTROFALREHLE: OB
EHE; QWXLEES .

ATEKBILFBREFT R, BHit, AMEAA RS 8RB 4 8 A R E &
KE=fm. SEWEHNENGER, AIHKERER TRR. Mk iEH AR
DURBAMKFEMTE, HEYKN™H., EENMEFFEREWR. MBATHKE,
SmEETR, ATHEEAMX —HENTEE.
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MIEEXREFRE S, ARAARNOHERRHEER, RMNEZH2 (KBRS H R
BFHRM2)? AEEERBENRTERN., BAN., B, ERNSHRSF, LEZ
REEERA™REAL, A CHEBREEHE =&, MARERMEEREAN
TEOBRITE, RA—PHRHALE:. WEEBIGHF, WEXKFAREGIE S,
MEEAERBRRPABE, EX—BX L, RO ERNHERRUSHEAENE
IARE, AR, BANHERRHERREAERENERFHOEZ; BRILHER
FHERRUAEBRENREE, BUWKEZANT I E KB, 25 B b i it
AHBREMERFOEE, B2, BEEAMNBTE,

MIEREEERF™GEA L, MANKREFTENIMAR, KZHh “BHE
BAE” o HHB—FIEEEH W EANFA—FTERM R EMBF > M, BF “BEWHE
MIE" KRERAFRAOFHERRHERRSBITER, BEGRARRZF.

FEXT BRI R AN M — A= S 7 s B mh, A TIBT K48 0 1 o 2 45 7 ™
MM, MEMHEE. %, AMMEREFEEERARK, FAMITFRBERMEMNHEE
BT i o

R (BRA) BRBBEIETR 8™ & ATH KA.

HEMEBE BRI NME (BA).

WER—FAMNBRERENAE, RHRENS, HFRWENFELHE:. LHKh5H
Bz, OR¥A. BELENE, F%.

(1) EHFSHE: ¥ THAEFTERORE -4 HOFR, EHREFNRLES
MR SHERIMMELHERIRELR, WHRAERIHE, ABEL, HEBRENE
H; RZ, HRAERSRIAAHE, HHERIANARMEARL, HAEBRIBAH
B, EESRIA M ELSZREWMORER, :
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(2) DR BigEmEE— MU TR BA (FE), BABsNMAS
Bt AR Z 1

HFEHA = AZBR/A R

LhL, BAREBRENTHEOANFRAN > HEBHEELTENREERINE
Wit , EREHBRENAROERZE,

mE -2 Fin, AN SBAZENXRBBEFFOBABRIFE, 4k
M = 0B, BAABIEAME, WHRERI S I, .
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H1-2 2GEFARHEFRETREE

(3) BiZiLEHMME (Customer Delivered Value) : B Z ik ¥ #HE B Bl % Br 43 Bl 89 Fr A&
Miz (SBUEH{E, Total Customer Value) 54ZTifti 89T A M (BBEBA, to-
tal customer cost) 2%, iLEA/BEFHMERL, BHEBRKE,

JBE BB BT A R SR 0T AR AE SR IR ARFREALRIERSE; B
ERMHEFARNaFERT., wE., EAOME %, mE1 -3 Fix.

7 i

Y £
- Am _ W

AR HHE

BEILEME=- — - ERME
% R A
BB e () R A

[ wnmx |

¥ A

BE1-3 MELEAE

BR, REAL-3 PHBEFLEMEE N, ZRGBEREENRR. E4o8E
R R, BERS, RRARRBEMEA R KT R R 8 0SB



4 || muwe

FHE; BB BRARBE Y T A a R R AR 20 R Ok FE I SR AR
A B AT G B HE B[R B AR BB LA o

B, RS BENE, FumingtnF R4, ke % A Ho 5
HaERREREmRAE, HEEREBHRE? Hit, AFEEHAR R RN
TTARRE B R A A

w, X#E, RHPFXAE

UANMIREUZHRHFARBEEACHTERKEN, REEEHEIT .

AIATLGES AR A XK BEACHTEN R : —BETE™ . —MRIAT LU# o
T7% . MAagCRBERERTIL, ALMEMEMALZERR, EXMELT, BEXH
%, ELEMTS, ZREHRE., —MRXTUMMBALFERAEBEY, 5 —F
ma, BT#GEN, 2k, =22, —TMRIATLURHIAZITED, BT —F
s, ZHEBRAEHEMAENREENER. NEXHK. —TRIAUABCH
MEMATASHAERIYEHRTLR, RUVEEHRY, MARYESS TRIRLEH A H
EHWAR., EEHET, HRMOEENHRBTHOZHBRT R,

(1) 3#: (exchange) RiFHEMBREFEMARTIERER, MH A EREFFDH
fihe TBEATREWRELNEKMG: ©Q ZLEHY; @ BHHAHM N IAAIEAME
MARE; @ BHHANEREMEEES; @ B8 HHBEZRIELXN THRA;
® BHHBANES S —FITREREERFROMEN,

R —-FABRMAR—-TBMH, MBENFEEHTRA, HFBTERBYL, RE
BREMATEA#ITKER, —BHERBI, RRETRETH.

ATRMEZ BB, BEHELASHTSELLONTEBHAEREHH 2 M5 3
P&

(2) &5 (transaction) RZHLWEFIED), BRXBMMEARIT, BhHWF ZHEE
M 1832 38 BT ¥ BB AT R o

—KRZGHERETAITUERNELREANE: BREXHBRETERLE LA FMHI, FN
F LSRR R M S DML 1] 55 5 A o e A B AT

X5 5%it (transfer) AR, EFiLAEY, PREEVSRZ, FHAEZEMELY
EREIR . BHFANERARZSITH, BEHARFKILT I, XBTRXRAEHPTLBE,
ML, BHEEBRNEBELEBNRZARBOEFMEN, THAVTFEHEERN (I8
BEENRMZE. XEES) REBZAKBL; BUAKEATREN RN Z H IR RE
BE; BaTEARMNEBHRZARMAZ; HEHATEN RN B IR Z REZAH
R SRR, ERREE L BERZ AN — B 4 KR TR BB RFT X

(3) KA (relation) BAMEXBABFPFIEAENERESREHMEL LR, FL
L, EXGAEXNEHED, XSG EHRERXFZEH (relationship marketing) XHBEEH
Y — 4 BB 4T o

XEZEHEAEEEYYEEES - A78 - /K7 # (Barbara Bund Jackson) F 1985 4E
HARMK, XEFLEBEHEEFENL - BH4¥8 (Philip Kotler) FREHR (EHEH)
BABMCEHEXER, ERARE I BEHARLSLREFENX G EHEMEN TR
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BE#E ., RAEHRHPFARRRAELSE LA HEBIREAR, EXERD, Wi
LEHPLVHEBERE, AEAVME—KERS, RERBREZEVSHENRXEA
o ATTRELFHHG, REBRETRAEHES, XAEMHBELZWITEAE
EXRFEHNTEXRSHEEKBXRANZIR .

EREMLE R : RTHTEMPHZS S, B ELFEHMENBE. 5+8H
R, BERI TSR, REFMEKMIXER, . '

KRB TR Ll 05 A BRI 7 R A B S RE X R

XREBEHBETRAREYE, HERRIBEFRMARMME, KRR ERBEEH
KARFERE. BRTRERMESEE LA B8R IHE R 7™ & LR & BUE 83 8 E LS,
Ay SE AT LAE S R FF 2 R E S FBORME SMAE KR

A, TH

W (Market) B —HEARENRENTE, SFHEEMEY LI HKHE I
ARCEE T A 4 T B S A AN AE B B A A

SFFRBPOTHREMZHRATI, BRZHRXLE (— BT HMBRE) &
B, BREMEENES. FREHEBREEENYPAN, EX-FERMFTHRRE
MEmKEEXERWEHEMER, EASHINEN: WEKEMIMNEN.

BHPERMRIENHEEEMC LB EHES, BIHTI A a0 o 8 A 5%
3, BNHFHELTHTE, ULALEBF.

Pk, 78X B S48 A 7™ e B9 BLSC W 3K 38 P 7E W 3K 3 7 SR B9 B A

MHEF=ITEEMER, IEEMTEOAN; IHEXHTENWEKE; K
RRXMTRRENWEE S, BRI, THRZX=A"FEERHER, EX=1THEEN
BRRL:

W= f (A0, WX, WEKE)

LR R REER (A7 LB B @ T A T A E e ) HAE
B, EEMEREFEAT=ZTTENER, X=THEREMEEWHA, t—Aaw, RA=
HHEAEE, THWRALNTYE, FRERRETHHARMNER.

N, BHEEHE

B (Marketing) EMATFIHBIARE, AARKHERE.

HAAAL FA 0 . BRI EIH P E A 2 620l b, anfe & L i 35 7% 5K 1 52 4 #y
it B AR 55 B9 £l B BE AT B

BEPF KEMRE TR (Steffenhagen) HFANy: EHELWEHFEDHN TS
F, E-EUEA, ERBFV[ALOMBENTRENGL, RARMNXEFREH
i w i) A kA7 A

REFEMFE - B (Philip Kotler) BIRIAN: BHE - MLEELE, AKIESP
AARBHAES B . RARFHARAZSRA MEN R TR A S OTREMRE,

RESAMHEE, BERAXERL, TUAN: BEHEHRESTHALXN—TARSE
B, BIGIEMEMMEARNTEZNMRKBELEYN, MEBELR ILHAZHRNTES,
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(1) NBLELERSEEAENTHE K, BILARE R $ L

=

(2) FRAVBENENES (ABENSHHFR)

—FiE,

(3) B HR CHEFMELEFRRER) BHEHBRENTE, LAV ER

——El s

BHEREMAMALESOE LR XM ARARAZ R =FAMETNRESETEN
—Mit S MERNSRE,

XEEBEHDPSXEFENENL: BHE-ITHAUAMLHEESHIRE, EXIMIBF I
AMELGE SR S ASTFRIT, E4r. B8, o8, SHMAMARALAXZHRA NHEHB>
i, LAV R EE R RAERAR B

BT, MBI —FEES ., EREMIFRZE, WiTERZ AN EH
H, FERZIEEBE

BEHEARERAEAREIHMNMALIRER, FEZUANYRSZHTEK
WMIAN, Bk, BEHEBRATLIESEE, MTIRKE, HHEA -GS, EZWUHEBE
BRI REZE"R, Ba, AN THRZNEHE, FIEXIHBELRZIEH
BH.

FT SHEEREMR

MWEHETH . BEMEERENIFRT, MARFTHA T BETA BB TR,
HA, AREES, UELDIRENARBRHLRE,

BHEEERANTXHAMCL B, 8E. B MRS BinH %2 E 65 R K8
KA, MMBIHHTRESH . R PATMES], BRI, 505 X2 6 A & HEs L
AR ERAR BB SR

—. BHED

REULEREBEMERZLOBRE, TUEHEHE
g (BPBASEEIANE) DIETE: 7ER L UBE 8O0 EH
Hat b, ALA SN EARTMETHOTHE . T HHE D
Hirmigg®E, mgeEh, BEHRMASF - RIED
(@1 -4 Fim). BRGSO EHESHEREM G @A

B R RIFNE.

[ hEaEs | LR, EHEHARTRHEMNHEE (Sell) ZAEH
ﬁ (Promotion) , ## REIREWHES M —F4, fHRE
BEEOWS . ELWERLAURES - ETIRE. &

B1-4 meEy | HOEOREEEHERYRLE,"

e it eI
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= BHEENGES

BEHEHENESFREN TR B4R LR HTRTROKF, SOLMER, %
FRETRER,

U EFREFHIRY, —BMEREERTH LBPHELANK S KF, R,
LEBRAFITERET . FTHRTEXANBHAKF. 52, AERTSHL, TERESA
TR, FRM|LOUERFT R, B8 BRR B DX LA R B 7RI

FEFE - BB BRBERRAKF . S EAMEFEROAR, 598 H AR R FRR
0, UREARKFRRET, & 58 5w g AE S .

(1) AF/R. ATREBERZBEANEN>HBRIRE, EEEEHERBEH
—FR SRR, EATRELT, BEHEERNEFEUWEEY, Wathtigftar~E
WX F G, UARREWLGES ™A EH T, BREMEMBRAEH TR, KK
GREESESSE, BRTRERETK

(2) EFTRK, ETREHE BIRHHX 7 MmZIMBEEAS RO —MTFRRL . &
FHHMTHFRERTRK: O AMI—BABEMEREIED G O AMI—KABAEH
H, BEFETHEMENRE; O FT-RHHEREFEARBZHNY T, EXFTRE
T, BEHEHEAMESEZNBCESN, BEL K REMEAEHERE, 3508 M Prak
RESOF 5 AMNBTREANBESEKR

(3) WERKR, BEFTREHFMY—BIHRAEXNEDERIUHER, MAENY
AR SF X BB EZ W 2 — R T RORO . EBRARTRELT, EHEENEFRIT X
BH, BWTREHMRMBEETSUEOR R, T %A 2809 e 3UR 55 5k 7 2 X L
TR, HEEFTRENALTE R

(4) THTER, TREREETH MBI =RHTRETEEEH TR
RL. ETHERRELT, EREENESFREREH, WM ERMERA, Hm
FHFH BTG, RE~RFESHIN, RRAEABNBEEFERER. RYT
R, = RITHFHAEMGEY, FELAEENREEHERAETRTRENES.

(5) AAMFT R, FAMTREHBERXEYGRRFHHHTRE-FARFN, K
—RAARRB T, £EZ—-XKAFRGEETEIBKE—FFTRRE 784N TR 5L
T, BHEHENESFRDEEN, EIREEN, KORHELMRHTFEREER
SRE R, Y & SR %5 69 i 35 4t 45 A SR 7E B E]_E B — 3

(6) FEATR. FATREMIEFY &SRS B B 77 KK F B 6] 55 F 5 69K
F-Fnet B g — R R SRR, XESWBEBEN -MTERRE. HE, EHFHHLE, ¥
BRERG2AEENL, TFHEREHA. Hit, EXIFRELT, EHEENES
REREH, B HRFTGER, 2FWRHERENHREE, SdRENHE, FH8¥0E
HHA RS HR BT KOS, T84SR B RRAKF.

(7) TBFER. SERTREBREMHY MRS AN HTREL T oA Fregftsh U8
HAKH—-FMTRRE . ZAERBRHELT, BEHEHENESEREEHN, EIREMHN
W, SESHETR, BORSMREHFER, THEKABERTHTRKE, HEFR
EREMEEARFBELRMEBTBEARNTRAF. FRANE, BEEHFARALT
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(8) HEFR. AEFREBWHMELEEFY HBWFHTR. M FHERK,
BEHEENESRRES, MARERE EYH SRS 0OWRERFXHBEATER,
KNELEEYRRBSOTERLE, KERTME, UREEEFRNE, REEH
SREFHFNXFET: AERRBEBRSTER, FERRBUEHHEXER,

=, EHEEgE

| OpvRENRTHILE | ERARTHEFRET, CUWETHESFE
BRI, BRTHERESTHAENREREALHEE
lem%mf”**ﬁ' B, HEEEDETEE, TRRRRE LN E
| O f TR I HEsEEE EN AR HETHN—FRI TE,
' BHEELSE (RA1-5) . OSFMmiEmd
@gggﬁgg: e (FAE—, =%); O AMEEERTY
i (HERBEAE);, OHEEHRK (HERE=%);
[ Gt A AL I @FEEHITR, PDEHKBES (FEREAEE -
' THELEZETE),; OHUHAALHKE; @FHE

©# #E #E WES EHBRITEM GERE+—FE),

B BRI

., B4EE L K9 4P

EHALREHBLHRT - REEOMSE,

RAg il S XTSI BRI S, SAEREMARORES TR, SR RELNY
BB, GOEARTS, BEAORE B, BRI SRHS. bl
BRI EAN — T R%E, BACKHEMENREBSRELR, HR—152ZHMHR
oo TEMRGE, ARG RN T B HOR— ATV R 0 T R G 3 FAT 8 X AL
R, A7l 5 00 ol TG B TR — S 47, W4 th ISR B, T AR DA 9 F
Y5, 1964 FREBERRKLBEAT M - £ £ (E Jerome Mccarthy) ¥ S H 1LY
EFIEILM 4P'S HH A AR, B=F (Product) %W, HiH (Price) HMe. {44
(Promotion) HMsFISMH (Place) Mg, B4 SCHIAME 1 FRME P, KA
4P'S HiMs. B AP'S HMERYRA R LM IS AR, H1-6 P RRIRETH
S S M, 4P'S MR AW TTRMER, SUTLELABAL 4P'S KM, U
KB 09 E A7

(—) 4P"S B &4 P WS

4P’S s A P IOAE S 41 BIR -

(1) =gt Siems : TEARO 00 OB R 0 LA o B0 B R AT A RERO =, LA
RHHHEE.

(2) HrHesRns . BEMRYH IR LU AREROSE 5 2 I ELARTI S5 0 0 A28

(3) RREMNE: EMRAOFE, BRABLRELRAENE, B~ RI=5 O
BER, REXRBEBIMRET R, I RN ROTTHHREOREE,

(4) HREW. ERROAE, ~RABLHERT (CPER); “RAEBIR,

1-5 HHEEETRE
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Badr-amitEs (CENXMUMEFER) el (SRAft4aswmTR, @dftas
WL, K&, WH., RNBESGERIHAETFS; ZRaREHES,
ARBEHKAEIRITRAP’S R EH I, HMMHRETEERES L AT
G EREE, A1 -6 FAP’SRIEETFHE N RBETEN, EHSHEHFES,
ENEHEKEN. BREMNAMERE M RBBREEZ, BEVEHARLHAE
3, RAEEENENETRRAMANKELS, BMERSSER, BBAH TX
FXFHRMIFHE, BP0l 3 H 55 . ‘

> REs

AR\ SR | B R R 5
A

\\Ef\\\\\ i 44

A B4 ////ig;;/

/jfﬁgi/// i 5 fHEkdn
ol

He - fif 8 % 1+

e
HERE Wi (FEfEs
B et )

op i R &
m
=i

op I <5 Al

SHAS

M1-6 EHAAKRK

(Z) 4P’S REEEHMARNER

APPSHERBMBEERAAUDER, Hik, L LHAFBRERBASHIEERY
FEHZER KR, MEEREHNDSHE M. UL WFEERAE, @4l EHEs
MERZFRERXER, WE1 -7 Fix,

= e A ¥

B %A B R A

I |
® :

FWE!—1 il i R A& o %A

L @ ) :
% TR

—=HREWXR e B HR EA X R
ORAEY; OQHER—EMRAEY; OMRAR.

B1-7 EHEAA5FEXRTEE
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HE -7 05, BHEEHNESRARRALNEHEBRANEA (BEX) 5&H (K
A) FAFE, BJEBIXE R 7= 4

(1) A : BRMEERIMETHAL 4P’ S FRTEHDHELEHRALEN, HEA
EREA, BB TELHAMEM, NmEZmERALSE (MEEELRHE. B3
BAMYSFRAENNSTRA), BIEEC AR,

(2) P APPS RBETES TR A B E S —FH, EdEHRANR
A, HESEZSHSVHEREM, ENRIAENHELT, BETHERA, BT
BEAME; B—0H, TRRMEEMERE S RN A TSR, B4
PRI R, NTITE R A SRR, SBURARKNEL, BET B>
i 4 B0 BB G AR, BA  She R AR, ERAMRARET, B BRI M, N
T 46 40l s ) i 388

B1-7HFHEEELRMOXRINTHE (BT R =88R SHEAXRNR
AR, QBANEHBRASHERZMXLZANER, S 5—HEREE, ONMKS
HERZHNTFRERE, HREEHARESRPEASHTE (3 MAKM M
) FRAAMSVFEX BT ETFAE, M EHRREERENKE.

BEit, B EGREEEEESEHNRASTEH, LA LNESEBFE (&%
Wi SESFENER), BELLMBTFRBFMR . HlEEam,

BEZEEHREINA, ERBELEFE+E,

A, XE4 10P +1P

BEE RRRAF AL, THEFHAME, RBRFRABEE, EH¥OEURE
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