IHEEHEHLNETFR "+E” AUNELTWEED

BT BRI OEF

PSYCHOLOGICAL EVALUATION OF DESIGN EFFECT

FHWH E

$ FART M8 i



LAEEFHSPERR “TR" AREESTE BT
\n v » \‘
B HROR DR PEHE

FHWH F

& FART MG R



BEERRE (CIP) HiE

BRI R E LR FERET
b RR AL, 2008.4
ISBN 978-7-5019-4574-0

I 1.2 Ikt - OEFM
V. TB47

op [ i A ] 51E CIP $0dE 4% 57 (2004) 55 096302 5

FiEmE: TRE F F  FHERKW. £FE  HERT: kS FEO
Xt T 4 TR MR FEWE. 81 &K sk A

HARATT: PEBRITI R (LEARKEZ#H 65, Hi4: 100740)
B Rl MAtERBETERARARTEAR

% . SHEFERE

B ¥R 2008 4F 4 A% 1 hREE 2 IREDR

FF 7 : 889x 1194 1/16 Epgk. 21.5
¥ ¥ 500 FF
+ 2. ISBN 978-7-5019-4574-0/] - 228 TEHr: 46.00 JC

EE IR MR AR S . 010—65241695 85111729 fEE: 85111730
RATHLIE: 010—65128898 85119845

™ ht: http: //www.chlip.com.cn

Email: club@ chlip.com.cn
MEHEHRRFEE SR EERSBRR AL

80359J4C102ZBW



H 8

“GHBRIEMN” FRERHRAXENS A, REKERE,
FIEXMEZRAE, BREZERHNARNETEAEXNHES
5, FEERH LB ENS ABRBER, Mit, #itHEER
MEFAMNAFRNAFERETHTBRRFENNE —ZER: AR¥EE
WHh, “BHREHSTIR”, REBRHHHLLREE—; FH¥
FINK, “WHBREX”, BREHPHAHEMAIER; &
WEEENR, “BHHREAF, BARASEREIHHENES
IR HE; B A % B H R STl Ok B AR S XA O BE 48 4R,
“WIHRBRETFHE, EEADIERE", B REFURESE —
fii; AIb—EEENRA “EB=4&K", “Bit2HE, &it
HEVE”, BERBEA AN HEEMRSEHE, - X S5 1 Xf
BIBR MR R RN R, TERETSBENEN.

EMHSRBHHARE, XEFEESH BN ESHBARARF
f: ZERT OB, B RZBHE “SHF N7, BITHREN LR
RAFHME—; ELURRE “@F A" US, HH “HS
N HER, BB FNBRHRLRNA; #FARTLHRH
“BREIAN” M “BREAN, WIIBERAXXFMALSHMIER
B, MEHBROITNEBRSEESHNMARGEHIRE. SEMSER
PR PE, EEtSHERRME. KREANRE, BOHRRK
IMBERBSHEZAEAFRMBIRREIE; ET k. FELE
TSR, NEXNTRARMERE, HREMEAER, £ Fx
SEEMR, AOEAMNGE— MR, BRRAZLERK, RITE
fG: BHBRNBLEWERERANREWREE (HREWEE
Customer Satisfaction Index &% CSI) W&, REFRIEEE (&t
DEE) PEREHX—EE, MESRITEEER. HENE
HiS B KR PEN IR BB RE, BRI EREREES
mETRES H AR, EFRSAEREGFENEEN RS,
R EESMANESER AL, FRETRROEEMN K,
BWHTLEELER. AENER E LR EHFR TR OB
WM EA TR ERE, B, GOFEEROETN) NEmA,.

R RIEMWERFER RS R, AN “hB2
B MEMRZIEAEEREN, (3 VAR K8 F 0] 28 5 AT
BIEM, BREHFHETTENS @M, XLERRIIRE
HEERFRWEE: HEESATLET—WEES AR
B®it; MEESFAERRT (BT, JTEHERITSE); WEE
Srak it (CIS #it#1 BPR #&31) MIMRRE,

A, RIERATERENE ., BEHWEAKBEHAER
H: WIEEIFRHNWERTHRANER 8RB FELSNERE KK



WwoF

BEWME (BT ARTHELF MM TIER) (19% ~
1998 4F), R FI AN A, SMEZ 0 E BB AR BP CSI R IFM £
WEHBR, FEALIBEREK CIS &itMel AMMEFE
B BPR B MESHRATERRK, ZIEAIELFALLFH
XE (EABEBLENE). EBLKIBEAEE EZRFHIAE
ERHAEIE (BOtHmESHEREWEE) (1998 ~ 2000 4F)
BBFRS, REZHBIT =R CSIEEHE, HELTH. B
mmi) CSIE IR, FIABEERE, REAH#TRITSHROEMNX
B, HFRESWERREL CCSIRRA=REHREBAR, &
FROQEERN T/, ZWERBILFEN BB RATED,

RMNEERFOEWITFNTE, HAERFESHORKER, &
REFRHZERELIERSNTBRAIBHT TRENERS, REERT
BMEREMARH (FRAMAMIREGI). P8 (ESEHARE
&), B (AREIHTHARRE) PRELCEFENNIEH,
BT R, REBITHHRBE T, 288 HFENRITH
RLOBFMIRR, RINIBLT—ES/MBI-RHNEROCEYE
B, SEPEENBREEMBREREHREERNESE (EXHSE
MEMBAENA); B, FEEFHIHFEAMESBET
FEHRME (S HRH R LEPEH) (2001 ~ 2003 4E), RS
HUHEREWRBEES A S8R EET, dREH&31TK
FHRAALBEEZEERE, BMTHARENER EBEE=%,
BHEEMNR); LHEBXENR, ERFEMLSBEXRMES XK,
RIMNRABLCZS5FRNBRSFHTERH ML SFBE, A&
BREXBBEAENA, '

(BHHRLCEIMRBEBRBEHKNIR, EE R
RRZAHMBHNE BRHILERFRITERE¥ES S5 B8
TR . FEHAERIREIRAETES (B K T 8. SUBLR L i#/
I AMRREE) R E RS0 T, Bt #8 B [ B 3531
HrA R A BME T AMAERERRRETLE, XA THE
BTWHRARNREIHEB N FHXEE SXOBRTAR,EE
ETHRENTR  BEMMNHERH/RL, ZHBLKERE, KALSH
5| AR XERM R T 85, B il m &

HTFRIMAEHTRRRRER BIFTRAE B, BT LA R s
REFESR, RINEEHL AR “BH RO LBIEHN"R—1E
HWEEMBRARBRENRE; A XX —-FBHNELERM LRSS,
SEMERF R BT A KT ; BB BT 5 B MM BT ER & ; CSI g
ERRETERA; WEE S MBI MG & B A BWE; - B
ZEEMEE, ZEIE, 8 5 R Ak ) 8 E H g, BER
RIMNEERBAE T “EHRE" 8 THL, B84 B = 85 %R R AR
H%¥E FREMN BREXNFR, “BXBERNE M5 ES
ML

ThRFRITFR FHH
2004 4 A 208



| R

B8 QHEOETEMEHEREIEIE e 1
1.1 EEIEEBESRHTBEOETEY oo, 1

1.2

1.3

1.4

Bt EEERNE X / FRITEEERNETR /
BFRITEEERNAS / FRTEEER SR EEERN LR /

BB E B R B BOR OB

W E N EIEL SR ERDTIIEHY -eeeveeerrreemmsreemsreensines 7
HRENMERRFTRNSE / HRENMESHERBORXRER /

5= BMERE X BT / P REGTRRMESHREMER LR

CORT T Lo5: 0 BE: VTP STL WIS 1 2 S 16
B U PSR R S B R /

B 3L S Bt R s SR AR S R /

W& G B LB S BT RR L EE
BHBEREOEIEMBI R (1)  coooeeererrrrnrnrn. 27
FH— EEHRELERNE / MB- XTHEEHERNLRAE /

F%= REETRHTHAERS /

FIEN WEREESENRLOERE / AEH RTENRLBRERS

B QG RAOTEIREMBIHE oooeeeererrerr, 43
2.1 ‘&ﬁ-ﬁ%,bg-‘ﬂimm_&ﬁ& .......................................... 43

2.2

2.3

2.4

2.5

WEE | ROIBTRE / CERRE / RE 1 RRVTRE /
WEIRE (BHE / A8E | TR/ SESMERE /

BT RRE [ WFEAEE
B B R B P ETFFT - -eeverrererrnrrerrne e, 52
RIFTREE / RIEHRERE
B BR O EEMN B B BIFZT - ovverrrrrerrrrrnseninne, 55

EEFRME RPN LR / BRI RE IR EL /

BT ROR OB R B / B BOR OB R

B R D BT B TR R UL T+ eeeeeeeemmereerssmsssnnneeeeniiiinneneens 63
Bt cSIAZE B RN / B3t CSIAERBKEF /

B BCR OB RIS B SK R / K 20 B RS R R
BHAR DTN G A ZEEE (2)  ceereerrrreemrremmreeneennenineens 75
% — SAMSUNG (=) FHLMRLBAE /

% TCL FIER & (FERR) TEXRLOERE /

M= KRERABRTHROEBRE / AEN FTRHERLOERE /
FEE LEGAFERLBRE (APRAE)

EoF RMGHTBRODBBIRG ooeverrerrrmrmrm, 90
3.1 ﬁm&ﬁm%ﬂgﬂiﬁm% ................................................ 90

3.2

A EBOTROR LS / RIS / G ARGIER /

MRS GEEHERRRR / RO OEER /

& S B R B 5T

Z+ G AR R T OB SEIERFFE ( “BERE” DR) oo 9
WRBEWH AL MM / WEEFSN “BME" RRRFATIERRE /



2] *

RV “BERE” AR T B AR /
“RERRE” G RESR T B BB 5NGS /
2 - Y ok i B (R R S 4R T X SR/ SEIERFF ST IR /NG
3.3 %Hﬁ&ﬁﬁ%,bgﬁzmrﬁﬁéﬁ (3) ................................. 116
F¥%— BRMEEHEROERSEE /
[ 3 — Tk A8 v o o RO B A2 /
B3 = F1K B I 280 B R 2 (R4 /
[F1% 00 6% AT AR O BB RV R /
FIEH =2 kN R o= SAE

BUE TR BREDIEIFML  evvvveerrerererererriaaa, 133
4.1 FERBOTOEFMEBTRE : ABRLBIE oo 133
MBESESWRE / PR EOTROR 0 BB 5 /
7= BB B A RRAL PR B 5
4.2 FERFROBIENBIAFZTLL ooverrererrnnii. 140

Y BCER ST / P RAMARER SR/ mEER SR/

HRERBEER GBI / B BUR AR PR 2t 58t
4.3 FE BT RTIRCR DB IEM B SEAEBIGL -vveeeerernnnneeeens 149

KN FILBTH 8RO B AT & /

KA M F UL RUIRR O PR SRR /

KA I i F LB R BOR O BIPA 3 SEIE B 5T
4.4 FFARBOGTHPEBCR (BEB) OEIFEM M SIERE - 173

P RS BT BOR A R UL /

KEFER TSSO O EFH /

B RSO B LM / RSO O EEN SR ST
BRE IS8T REDOBIEM oo, 185
5.1 THEMBOBEBIEMBIBRIBTIGL -oorevrererrrrniniinin. 185

IERROEFNOERBIR / BES S MERET& 80BN BT /

BN ERR LI BER
5.2 f“%‘*&&%bﬂﬁﬁfﬂéﬂ%iﬁ ............................................. 191

IERRFNHEL . BFERER / TEBROEENH AR/

I ERRECEEMIEE [ MG S8R OH M
5.3 RVIEBW EMBOBIEMEUETFGY -oororrererercncenceann 200

AL & F RS M SEERF AR /

AL & BRI B SCIERF R A R /

AL & RPN B SRR R4 iR
5.4 JTTHEBHBBEOEBIEMEIZRE (4) coceererermeernnn. 206

F¥E— “MWRL” BRK ( EFER ) AU ERRBEES /

%= “REE” HEFHOOEIGAZRS /

[B14 = 2003 3B 4= JHa )& BRIP4 /

7)Y 5 % W ) 0 o 7T 1 BE R AG A 2 () 3 /

MBE “BZER” KRBT &30 IR 5

HAE REZIGHTZRDEITM  oovvvvverrrrereremrnmniiiiinneenn., 220

6.1 REFEIHIEM BULEIR cevererrenriiniiiiiiiiiiinin 220
R 45 BHR AT MR R AT B 1 RS RUAL S = R IR S VR

6.2 MBFRITBBOBEIEMEBIMNLE -ooveveerrcrcrnnciiininin. 232

M &I LCEFNTEZ — / BREZITOEWFMMEZ = /



] *

W OEFNTE 2 = / R R0 BRI E 2 0

6.3 IREEHBBDOIIEMEIEEE (5) woreeerreerrreerrrrmrieesiannans 237
% — WRBORS S 20 EAE RS / 5 RS RARNRLERE
%= VUSSR B 2L A
(A% P B 50 2 ER 2 [
I WP 20 B ()5

%,tﬁ ﬁﬂiﬂi-i-ﬂ%m,bﬂ-ﬁim ....................................... 254
7.1 NP BIMIETEGL coorreersorrencosstronessonttarensessanassansensans 254
BRI RABE / A BT ARIAY / S BT ERE B E /

A B REEBL

7.2 ﬁﬂk&ﬁﬁ@%’r&ﬁ—m& CSI, BPR  ceereererescereneccnncnnes 256
b SRR R BT8O EIEHT / 4ol ER ST O B IR

7.3 DR HSEBEHEEREIBHIET oo, 261
BRRNGIF BRI ITE / BRHRERM / BRHR /NG

7.4 A HBCR OB IEN BISCTETFIT coovevrrerrrrrerrnencnennn, 271

(“A” BREALF) Sl RBHRRE /
AL FBBERENEN “A” S BEBRESAE /
Sy “A” ARSI A R AFTE R (R / URASILE R H AR R ) A A R L

%/\ﬁ ﬁi‘fﬁ%'l‘.‘ﬂﬁﬁﬁ#* (6) ................................. 284
8.1 E%Fﬁ&ﬁ%,bﬂﬁzmm# ....................................... 284

1 — KAt RN LA /BT YRR /
RS YN R EAE

8.2 %I?"pﬁ':iﬁﬁm:bﬂii{iﬂrl‘iﬁé ....................................... 294
FE— BFEALEREHAAERE /
mE— FATAHRLERE (AFRAZE) /

FME= REHBROCERERE / )

8.3 BEERIFITHOEIEMRIZE oo, 301
FE— R EBRLERERE /AL §FRKEROCEAERS /
&= 4 PHHERLERAERS

8.4 i%Fﬁ&ﬁBﬁtDﬂﬂzﬁﬂ‘ﬁlﬁ ....................................... 310
M¥%— BkEERLEAE (APRE) /

[F1% — 2 A i Rk AR TH St L B 2 /
M= B R EHE R OEFE

8.5 ﬁﬁgﬁﬁﬁi—fﬁg,bﬁﬂlﬁfa# ....................................... 317
Bl — EHRX CDYIHRLEFAE / [E - BRSHROMEAE
B = AL O EHE

8.6 ﬂ(ﬁ&ﬂ-m,bﬂﬂzmrﬁjﬁ ............................................. 324
m— MEZERABHHEERERS / - KRANRLERERE /
RE= FEXATHETHHERLERE (AFREE)

#%—Iﬁ ........................................................................ 332



F—F R OETFNREXER

B Rt EEER SRR OERM

B HRENMERR SRR OERM

W &R RREER S ER 5T AR OERSH
B & RROEBETNEEEE (1)

1.1 FiETEEERLERITHR

IR

FRitEEUBMEEE DL, UBERAE
RFAZER, LHBAEFWREE. BWEIIH
OB BER. BR, FROITEEBRX A
BT EEES AR, BRI ECR OB E
wEA,

1.1.1 FigEEEEHNE N

BT EE¥SERER MR LR
ERFERBIHEERR RIS L5 AR R R g
L&, “COHEENERRUERERF L, ME
BE= i, MREEEIFRHTTH R, AR K
RMBHEER"; ANEMRREED LE, “H
BT REQIE MR, LRI ERA R
KPS 55BN, NTRREHRE K REEM,
BREMERENBRZ”, HFIGRANE “BEHR
&7, B “BaER",

W B R R E T H LT E SRS
HREEMOES, FHl0r “BMER", %N
MREMSESHREZMPXR, ERITESTH
ERERN. 9. EEHRENWEE. AIAE
Bk RS AR 4 b e F 7 55 B f5 B AL F & KRB
ERELE, ENSHRENEIIXR, BN
REWEER S REREESENH, AR
RERBMHEHERESEREY, EHRAENEBRE
HRAE P RARTT, Rl MBIt H ™
M RRUEERNREREE, 5%, Byl
TSR THRENES, HEBEABERE
BWATETE, M HE IR 3 Al A B R
RS B4R . B, WK, REMEB. HK,
BT EENMESARERAFTHREL, &
HRERFUITETHRAREAFTHRENTR,

%*&Nﬁﬂ%ﬁ%&ﬁﬁﬁﬁﬁ,ﬁﬁﬂﬂﬁ
HITE ™= MR ERBRNEHERE MR ENRE,
AT LA B 8 1 R A A 8 Y [l s 3R, B i
RIFHEE LS, BARNHRMITREULFIHE N
RENBHH—RIEITES), XFHWSHERN
JERIHE B,

EXE, LHES-RHE “BMER", &
REBBITHINAHEEE., REXAXEZRERHR
HZRERA, BRI FHHBREFHHAORE, £
RFE—NHAEHERELR4~61F, NKPRLK
SHRES LREBHFE, B—REBEZ LA
BAEN IfE. EFBSIFHNHMEEFRERE, R
At imE P REABTRAHEYERH
RUred, A REARFFX 76 3% B R | 5] 3k 8035
%, AEARBEENSCLHFRIALNES K.
A, MR R IIEA 8E R R 8 E R’
FIRMEE, AMISFBRRELHMME, W
EARBENHRELSHEIMAHEFEZHA,
SELVEERNFE—-ERE, Hik, HFEHER
EHAWBEMEMEXHLBEER, BREIHHEL
HIEMMEEANS,

ErE 2 0 R B R E TR - BRETE
A TEFRE TR ERE T, AR IHR
HREUAEBIZEFXNFHOME, XFMELM
BEERENIAFR , WREFFE “BMEMER
w7, 5HFR “HREBHEHEL " HERANE
(Customer Satisfaction f&] #% CS ¥ i), RS
EMNAFEEMRRMER, WEFREMEARE K
KEE, SEERERF TEZERBEETH
ATLABkEE. FA5h, Mk MEIHIRFF G X E T F ¥
FUIMRL R R AT E R A B, XARNE kR
HERENATENE, LAREBEFNFHER,
RARHEREXNF RO ERGBREE, f
MNMEZAAGBECIRTEM AN, @Xt
WM Z B, Mk M Im S 3F N R EH KR



£ 2. B MRS IR

BEHREN TR, BEERRBEME, MR
MEEHNSEHEY, RAHHEAENDEER
BRI — S MAFA B RS N, BRIHAIHT LA
STEBWATEMZ B, FEBEMEES
FIWTA BB R, Bk, “BTRMEBRANRE
WRE" MEYS, RRNERITEEAZEL,

DATH B2 0 5 0 0 B B A RO R O
HF BRI =FEIE:

H—, THRHEZRE BHAEHONERAEH.
WAL, HRNE, HREB XS EM L
BEREMTHAZE RN EE, HiiE R
BAGBRR, REASWMBITIHEE, Fikit
IR =R ER T RSB, AR
SERERS, RERIHTRE, BEECLAER
el %

H-, HBRENTRABRRELN, WHHE
MEARTTUEARRMHFTR, BEIFERE
—BAERE: EFHREALE2.5%; RHEZNH
BRENE 13.5%; ERVIPEZREANL 34%; &
REBEREA S 34%; BRFEA S 16%. T
EHHRE, MMNER. MR, EHKA,
ERER, REWRTS., QFEROEME,
MEBEQER BRI, SEXBE,, RALER
ERAFMZERGILEL; RHEZHERE, MMl
ZANEY, ZHERARBANGSE, WERRE
EREEIAE, % ERBRIT. REET;
BEBZNEN, XWERHERERS L AEITITE
REEMNERRE, MBEMIIX =R HHEN
DEEN S ER BB RE, X, ATX
REEEQIF B RN RE . T RMPEZE.
Y REHEZE, MITHMRMAER, BEERIIA
BEFE, BMAARMEN SR KA, MAIx Tkt
MEMOETNFERIEE, BRBEITRERKNE
ESH, X T “BaMEE” RERITER
HREXENASE, MMNTFERERIT.

H=, " ERENSBRBEEMMNE, H
PRE 8 K IRIEFIE - S BIR IE M “BE L EME
B” AN “BEFILENMERELBEENES S
JREBAZZE, HHEERNSWENEHCHE™
mE. REME. ARME. BRONESE,
R ) B R A IR TR A, B, KR
EMENRAES, HREEEWT G, SAE
WES BRAB A B EH T BT, M

JEB 75 L 1 I K ) 7 i AR D A 55 5 8 W 3K B X
2.7 Bk, BEMERE SN BT ITE B4 B
EHIRS A= RO BMESHREREEA LR
B WA TE , X FHA W7 F TR TE S BR P BR T
BT Y {EL RE 538 A A M S B SR DA SR, A 4% T
WARTEM, EUMUERKL, BR, BFRH
BE AW BEMRIE, B LREEXRTE
MR, BT RITT R OB OER,
T ROIMBILRA S MR

MSLFHRRIERE, PIREBIH %
FEWfT R RME TEER, NER>™HRE,
THREA A TR KB BRI BRIT NPT LT
ERE R A IGE, RESHEE, AEME. R
FEEENLMEARCEXEREHRET R,
fefI7ER B h IR R — MRS MERMEZIH, B
BEREN, G, RAYE, XRMMNINES
WE. SHRERBUMXRARZRFEBMHFRR
REEVIRE, BEROHEEMARLRMERGE
MEFPERFE, 6300 %WE BN R ;
B IA X MR B W F & BTt e H & &5
BEAE O R, AT LA G A [R 40 43 i 5 O 3 B
RUS AR Mo

JEBCHE A LA I B UL B AL b
TGy R, REFEMEHBRR. bk
HIRRM “FEEiHER", £ “§7 MELRERM
IE REEFRNALZE L, MABEHEN
REHN BMER EEKRTIX, BARET
RERFEAEWY, PR MBI IHBH 7 FF
REHZ

BRI EERESHHA, AR ER
WS E SR, TR 8 S8 5T &
MHhIE, FXLE, BT EERNSMBEANT, Mk

AREEREWREEMBRENAL T EER

FHRAZTH. FRITEENSHRE, SHH
RO EEERNA, FmEEAXN Rt ERE
B HA XA KRR N

1.1.2 FEEEREBItHNEETR

HAAMELE, BT EEEIIHTEFEL
BELRETHB, XIRAELUTIL A :

ORI ERBMBFZITESR, F4T
MeEFAR, Al A0 BT S5E T AT 5 OR AR PR AR
REETHE, BRETRAE, MREFHE,



F—F FHHHRCHEEHHALER 3.

A Z R TR MBI TS RERLM
BT I ST B S 0 ] LA S 4 4 B () 38 L T B &
TOALEITER, Q0] 7E 52 A~ A0 R 55 7K S B R st
REfRmA, EHREHHIBRPESMESRS
BH AR, RFERHEFCLERTRER. £
M AR PR T R EH AR T ™4, W
HLBBTH 3% & 7616 38 dh 3 72 o B R 6 21 19
BEE, HRAEWEE., BRERER, M
HHIRES SRR, T EA AR
ONEERARFINMRABERES. MR,
ERB AL MBI E EARERER, — 4
WK BB REBIRBIFENRE, RAKFAFA,
BT ERBRBRARE ., RREERBAR,
WRHRERE, THRERERE, ROHRE
IR, FWBERELI KR, R agfE it
HEES RS, BRAeEVMBIMSHRERY
KRR H A EERMER LRER,
QMM ERIRERES, EHREHY
ZEKTHRMHT, UERIHNERELARL
ek, T 2R A BT ITBRE & S
BARBRPEFERKB LR MEESNR
AR NET G LR RAHREA, &2
A MEIHIHE R D YAH R, b T>REH
FRYEBUR ARG, TH 9% D 2 3 9% 1 SR O B A
A, BERAAMNERAOEERRZ—, &
RGNS SBIT MBI =R MRS, FRE
X5 FHATEFH
OAFRNMEERIBMENERES. MHERE
RMmHEABRRBHER, EEEW™REN
G ERTESFMANTHEAR, ETLEFHRA,
il BT U B A 55 R S 7 A A R A T
FERRETFRA, ol FBtH I 894 5 2 A& M
EFMEENE. Al F BT I B R A ] R e 2
B EWRT WAL, FARELHEERETSH, R
SN B RO R W SE A AR, DA T M 55
MR EER TS ST
OUNELXXARRFIMERERES, N4 E
—ARFRTFHAEEFTROEXF &G, RF. R
G, EEBRIMLBRMES; RE-TREHRFE
EZRUENTHEN, BEUARUARE™REE.
REMCRA M 1 ARAE R B, EATRER &
MR LR — T REOER, FRK., B—
MG HERITEERB O LR, MEREX

REEHEABER AR RE—K, ATER
M
GOMN “BHBRETER" B “FRHRE", B
PREAREEKEEBATING, “ERHRE"
RAW— Mt METRENREXRY
BB KR RE, XATUMAATTHMUEER: a
il ANBE IR 7 1 0 38 3 B 1R S AR D AR
WHREH? b. ol MBI IR % VP50 3% & ¢
SERYME? c. Al A BT U AT KB SO R I B
FHIHE? d. A MBI E & R IR T 5 W
BREXMEAMLE? e. DA MBIHIMREH#TT
BSERITARAR? £, oy R8I R A 3 3 i o 2
HREHERMBRZ?
ONFREITHARSBIBETHRES, F£2%
EEZRME (5T FREAANEE) $F—
g “UIHE, FRARESR.” THEFHEL
RIGRZY, Att)a#H E 4ol f it I iE 76 #
T—SBALRENEEFINHORE. SRR
TR MERE, BB AMERN LS ZE,
R RARTHEER S Z B, B2kt
HMEENA.
CEMEHMARREFIENKHARES,
A ] A e 02 T 400 0 200 7 S 4 A 4K 38 A1 2% 22 |
R, MR, RBEKRILRERIES A
FHRERT, RNRBEAVHKEMNE, XEZ
ARG 20 4FRf R BRER T 500 K it R KAH,
RAKRPEERAENLWA - HERANER, B
RAAMIHFAE UMM ER: a. ARHERST
YIRIME; b. ERMMER T HAME; . HEH
EHRTHEME; d HRENER TE=NE
XEMELE TEUMEHHNERETNEE
ESRRME K, HRA RTINS BT
XA, FHEAL Al BER 1 FIE BT R :
OMRIEERIREFTE, BEMNSL K
FHERERITEENEREREAZ—, Bt
THF 500 @A PHRFEREL, BE., RE. £
#£. BM, ¥H, AMTFHFHE? BAREE, M
BREAR, BARREMNLFE R THX &8 X
ERAHER, MEREA KRB EE X
o XESUILREA 4l 1 35 % 8 1Y 4R w2 8 T 4t
zh, BEELLVELEMEERNE 1Y, H
B ST A BT ESE M EHT, |RLK, Ed/™ &
MIRFETH LR R A CHFHTRRE. F5



‘4 Bt AR R

EHR—REE, KRB R BRAEHIT
TRERE, ATERMME TS REME, Sl
BT SHERELHNFEERF SRR TRER
REEHLE] , 7 & B BOR B W R A BB K
K#EH o
OFEF-REFINEETRRESF LFKk,
A AMEHTESEZFHERE, ¥ RAFRTH
B, FELIMSWMEIITEE BIFKSBIE D,
WELSCHEEERYE,; EdRBERITEEED
REMBL N Bt AEFERHE" B “BITRT®R
K WEKB®, EFRITEHEERNERT,
MBI E, HERMERERE. BILERE
FE. BREMTERTY, AREFSNEDIBTRRE,
ETHAEREY K, THTR BRI A8,
HREBRSAHBREFHRE, U REHS
BN ERAECVZEERMBITEETERK,
R, 20 HERPERBITEERLR, X—w
M, RARFEHAT, toFE, LI-EE
FERmEINFE R T, B2 E R ERES
EREEAR. BB ITRE™ 2T RS
BHEREERZ, HEAMAEKERBAFTHR
F (R%), ZERE FF) SHEAELSHNL
BIRK, HEHLTHBE N U B KH TIRER
itn, BHEERRITEEREEEFTHET.
H AT 2o b F B3 I R R 1 7 T ¥ % M
BE, IEREERTRMAXRLCERERRE
Bftza,. ZA—-BNHEZRBNAFTHEREL
KWK, IR, FRFHRELERFEHER
FRERPEKR, BAMFEH4~61F, MK
HIFER T &Es+, FEX—BKHN “iE
M TR” GBI IMHERERILE, ™
ERFEIT. SHREWETERERED, I
HREBRAR, WIHTRABREAT . BITHE
ARMERRHE. EREXHFNERETRT, &
BOTEEBESNEM A, MHAREFHREME
FRFHRA, EHIMELENOTEERRE
LRPWMAH, AT ARMBEARRE—LH
BEWRBEREE, ARENEAESERIGES
PR BT R BCR O B, X2 1R R
THRITHRERA, #F T RITHEFSHN.

1.1.3 FigrEERELHNAE
o T T 1 P 2 R R T AT e s AL

EMRERREREWEE., RELE¥*FXRF R
i ‘BRSBTS ENREF P,
R BOTIRM Y FRITER R4,
BESAAHREABEMHAFER ., MRS,
MRS ER LB RE.” EHLFHR, HRE
MEMEBEBR, T HEHEHESHFC LBk
BEURTHERAENERES, THBEEEL L
Ft; XFHHWLEERIG, FHHMHBMAUMEMN
REVLESMITHBRBRZFEE. THSA
REZRFZLNW MBI EENEZ BT,
ERGGHBBRRKBIFG? REARR, EXH
TS OB E S MBI IT AT GBS F R AR E
HRBRENTR, HEERTE, NTTSBHRE
MWEE TR, ELZEWEMER, WEHERKX,
7 &%t 4ilb A B U A A 0 AR B K, T
EMEIHXBETREHEAEWEE. SR, KB
EW LB, 45 E 258k B LA 2 o
HRENPEERE, MBI IHELHRE
WREXBENES, EEZEEBRIME,

TR ERITEE P EIEE LT
PR X

H—, BpERE. LR RELE T
BHERE, RERTRSHEMERE, Bl
MERENEMBE, HHIRERN=RINES
FERAEMEMMERK (LN EREKEF =&
MEEEE), HENTTRERSBK, Ho,
SEEMARENRS (KIRE. BIE. iR
%%%), BAFRHEREEMES, =RARSF R
WH BRI, AT REEEBILE, RfRE
HREFEURBMRATREIT, MERET
BE B Bk A O Bk R LI E B B B E

H=-, o 5FR, X, mTHSEAEXR
RAWFMBIT MR EDN - EEER, HE
KT HEER, EREERPHEREHEE,
BASHTHRARS N HERENTE, Bilk
W E AW R AT, AR R ARIH ™= T BB
G@PSEERMA, BREHBEFWREHT
BEPEHIR K.

H=, R8%ER, XFR—-=/AIMF, m
REBREN—TRERETWE S -1 RELEE
%, MERENHKEERZ™REERRFHEW
WEER, RE=RAMRMFERE R, BXELE
RIFEBATBBABEREFRAEN AN (4R



F—F BHHRCERAGMALER u 5

1), BEBEREINEZ A THEUBEEHRRE, W
HRLL G Fe B B AU B & 4 1 38 HORE A K
Fedh, FCAETE R RN R E i dtar TAE, MLERH
REREK. B, EELRARLHATH EHRKL
HOM™a%, MUEmEsR, UBBIXHERE
EAE. BREHREEIWLZRAREZMA,
HRXN FHE XA R UL, FEE KRB
o, HRERA TS EMMELURE, LHR
FERETHRAMRS UG, RSB BEFTZ,
BRSO EC A BFH e, Bt
FERNEBERMT 4, MAEERES,

W EREBH T ERE -4 BAOHEGE
BIHEE, AR HENERAFT~REF, &
REHTER MM &, AT, ARETENE
B, HEEWHEREWLTAFEEHRE, ¥
BREBEENEERE, KEFMHEBEBLE
BRI EEER, HF S005&F, H 5%
Eafl, BABUEA TR ESERKEE,
FHORBEHRLREBCHERE, URRRT
LEHRBEREN SR, 81M2RABMAES
CREERE LR, DIHRERREIEETN,
At Rt RE it mEsdt.

1.1.4 FZTEEELSIEITEEES
:0]7 42

MR EEEBUTR, RENRTE RIS
RE, UBENBRBERIEFS. ERAUAD
IER T, WA, . Bk, BEXE
SHEREHRTHHES, S ERE R, A
2 AN BRIRT . AW RIF T HITHAE,
PP B, R B K T B R SE A AT R
WML, WX, e, 7EWEKLE,
FHRT AR 0 35 A MR BT R
£; TRERELRENSIE, R8N RBEHE
HNBREBR, RE, BREHAENTFESNT
B2 R &, IR B A T B
BEHITES .

BRI EEE S UREEREWE N R
A, UABIA N B E R W M TR, W
ST LA 1 B 2 X A £ ol A0 0 0 7 5 AR
SRIBEN B, EEL—RINEFEET
B, REHNBRMBENARRIE, RABER
W AW T AR M R At B K AL B B

EME, SHAAHERENXAAHEL, REH
RENSEE, REHRKELHBEIMEL, b
RERH LB IR 1-1,

®11 HRHEEERSRIGTEEERLLRIN

HERA MR EEERER FRHEFEERER

B EEBR SHER KA

RERARE VURHEIE DBALE SRR E B
REMER  LFEFHE REEFPHE
BItEEEE FHERFHHEFRNE EREABEMRANE
Bt RRER  Hm XA X1 L 3 FF B
THERXR ZEEH.FR R E B FES
FUHASEL BRAKHPORDBEN BARFERNES
A HHERER i ERE TR BT PR AN
BItHRERH BR¥ES RE R

BHERRE KRR —Xf—A 1tk
BRSNS RE.EY 2R K&
ERIFHER 4PTPER 6C il 6A Hi
BItREFRL TREREFTER TORAWB AR R

B BRI —REREWREENE HREWREESDISEN

AEFH, i, FROTEERSES L ER
HARGBEAARNBELNER, £ HEHTHS
ABAMBR KB H, B EETURAHBIRM
“BLRRPE" RFIE, XM BT EEAMESHXR,
ERBERSIFHHERE L, TEXRENRERE
MEMERE, HHYBBHAAEREREN
AR, FRITEEWSR—F “4ERFHE” KR,
ERIFTHRRITES, BATHEAFAHREN L
b AT U A 7= i 0 AR 55 A BT A < S0 3R B
RS R BB AT R, LAAKBMITS &l
Bt E RFRRI\XR; & BB E 5
AR EENRE, T RTHEER, R
BTN = @ AMR S W ER WK, A B BRI
RAEMBOTEEN TR, ALEHHREH, W
RHEBRECHMRAMTR, 512 MEAEHRE
HIHSE, BRIl RRABERANRE.

1.1.5 FigirEEREMEITHRROE
W4
KT A W B E Xl U 8 = 5 A
RS BEFE, LIUKESRIHEHEER (6C H
WH 6A Bit ) B~ REH, RBREHREHN
DB LA R 7= R R R . £ Fi it
T T SR P AT R SR



<6 - B RS Z IR

1. “6A” FEE

DiAiIRHE#®#F (Acquainting) ., & AR IE %
&, BBMA], HTHRMINHWUWETHINTE,
BEINERABRENEMERER,

QEENB/E (Attention) . &4 RIHE
HEBMEME, WEAW BRI, £/
1, BEBIEHBRENEHTE, ANHEEN
B AT R B 25 TR HE LS B T B AT

@EBIHEE (Acknowledging), M HEEA
ZREEBEPEETR, ERELENSRESRT
R, YREBUHERE, BELEHHERE, LN
BEMEMMNZASLAE T HFHERMEE,
REMHERE EhEENWE, XWES, EL
il

@B HE®E (Appreciating), [RH W RE
A A it mR gt a Nk &, EHERER
WEBENMEATEEENELT, w44k
MG IHR A THLS, Al AR Ui o 4t A7 A B
RN F AR B FRR o

®4#iE%RE (Analyzing), S HTHBREEN
BEMERESFRENELS. EINHREERL
MBZ WAL, AR LY E SR
SR B B HHE BB E T 1 o

@AHHBREREMITSE (Acting), MIHRE
23, BERERENLEZE, ST IHE
EREFRTHENRELENRIHEF. X#E
BHERMRS, BiFnREHEREX AL
HIBA MR =R ERE,

BN EBERGE S, ol AR IR 2
BTFL “ERERE N EEREHRARBRITE
&, EBHERMNA ML, XHEEARHNTR
B 4k A IR SR A B

2. “6C” KR
HXERTHMHERET N, #TEENN
EMERNPRIR. REERESERENEI L
BT AWMBFHFTR, AP IR ELN,
ERFHEITERER, XHENBILE “6C7
REEHINT «
OEBREW KK (Consumer need), ™
mAERE -, BEEMRHERENTE, FfEH
ERFFEREN TR, MEZEAREEBIY

i, BUHREWEEREE, REHRES
BB, FRHE S B 5

QB EREERE (Cost), HHEHEMK
B, EETHRHEREERELT R A R
&, AFERTRA. B EEA, P& mA TN
B

Q@iHTmEHEREE (Convenience), =4 B
g, MERBMMEHRESERWRER, TH
Bt THRERESFEAHOEME, #FTA0EMER
MR%&3, IEHRERBBIIOTE,

@Y rEAFEEM (Communication), #F
HERERS, BMARZHRWE, N RENR
HEBFAERBEBMEN I,

®FFME KM (Competitor), #VIXET
GEIHREFTRWBERS. EFEIFRHBR
HE RGBT A R A R, #H
BN LRTEFHTHEN, SlXETSEN
FHREERAFAREFNE— KB, BARY
vl “RKEEHER"., “SRELHL". “HEAR
SHEHER, BRERMNEFBIZB, T
MR ERAEBEWREZNENME, BB
T TR R W R AR B

©fIEF WK KEE (Creation) o 18 K K b €
¥, BlIERR, Bl RAERERIE . AlEMAEE,
7 REE NI A BT R IR &, “ARIFFMFET”
HERFTEW, HEM (ME) H1785 500 &8+,
HiE 0L VELHET. FIE “TARE
BB TR, AR R 2% R 2 8 3 b i B 7ok,
MM ZESHEERR (AHEMEHRE, B
BERARRBMERE), TILFELRT, BOEA
ERBIEIE. FEMEN. BBRENESE, &
EHETCMRMFAMAME, R E A QB K
Ak FiE i IR R ERIE TR, LTI TR,
EAERERERBTHE,

3. “MiEHBE" RE
BUYFEREWREEORERE, REHEREA
ARE#T oA ER, BEdHRESERES
ADFHER RS AT, 18 7= s B0 O B PR B
R, AT RBOITRANRE, KARET
HBREWE., X%, B, FEHEHRREN
BHir HBR#; FREASTH BB SR, XF
WA BT RIR T REER T L RRNEE



¥ RARRCEANGRELLR .

BAs, HREMMS ., BRI SR R E
B EHEERP B, HEHRERBORE
(1
OCRIEREEBRABE, ARMHERER
BEBERM MBI IMOTHERR. BER
RER, BREAWINE BIRHERE KRR R
ERFBACVARBRRMEASHTRER, W
RHRENTE., 5IFHRENWETH, &%
4k B IR AR 9%
QOEREMHBRENEF, BOTEM™ &N
ROEEE, HEBERLOBRENHRSE, XF
AL E B BT E A T Ak B 75 X &,
ARHEREREFSROTE, Eol BT
IS BRE = T B PLH  I3X h E fh E 2  ARE
KMERF, BB EMHERENSL ™K. RFB
WERE.
BrHHRENRMBFHNRBRER. &
W AMBIHIFAREHE R E W EENERREF, T
AEWHERFERENGELS. WEEELMER
MABHAE, REBRCE A ™MK HET T,
FHRRHE G H X BRI = Fh o 2T RRHE B3R
WHEEARE, XEFFEHRTEER, LR
BRITREMRSE. RERBIEALAEAR. AE
BRE—HUAH, GRANAERE TER,
@RHBMBITHRERBRENEE, Sl
Bt EEHBXERTHHERERBEER B
ERMAKSEAW L INEfF. BREF A, R
B. BAMNFERRXEHERESEERNZL,
IR AN E BT RS, R B X,
CfIELVHMEREEIHFER, BLXH

RELCHNEENR, THHREFNOHRES,

HE, RV, HRET I XFHXEI
TRMTE, REXLETEFENRE, LR
HERBOTMTTHOHERERFERR, RNXFHE
BWEYESYBEFRFHFE L, BRANLM
HREELSKXR, XFHRXRNLNLMBEIITS
ERENWEARTHRNERFE
CEHAFHEENABRITHAINFTHEE, 5
THeABRMMER =GO FEE ., EH, Eol
FrARHT = B RS BOR B, RMER R A B ]
EHF = RBE TR, HREXNTRAPER
R H, X R MBI WL E
IR T X R E &, B, ENRALS

HBRENEMERE, WBAN, WHES BH
HERMEBHRE, AROGNEEELLET
RHFEL, HMREHEBRERFNT, EHAEFN
AN A S LA B PR B R MR 4 b A B U,
REVHRF=HOFREE, HK, SlxtRE
MBHHBRENRG U RE., XEHRE
AERMTUE, F—ERWANAK, LHEYF
IR RN, AR 45 Al A B U3 SR RS ik
®, AN RABAFKMS, BiFmRRFR
BALEROBBMEE. £=, RENEME
BEHRERMREE, EHRERIMBRAL
MEFEAME, RENER, iLHRERIR
RBAT R RA R — AR, ST 24 0 3 2%
FRRFEOMBWME, ik, SLFRHEF AL
HHMYRE: H—, THRERBEETRER
¥E, ATEROTEEMRMRE; X, ™
an i AR B BRBR T B H =, B B Xk
TG Es

QWINMBREXREHHRE, ERFHUN
WHEFHEF, HREHNARBENRBT R
ARAEH, XRTFTEFAR, BRELLFMBEIT
JEXt AU RL, B+ A0 ERRE
HWEE. BAMBERESVHNBERE, B
S FRROERHRIT S RBR A MBI IF
REUBERFNERE, RANBETREL
WHESHBRFHRR, XEEHE T RN K
FER AR S, BRI AT EL LR B B 25 BE X X
BEEF, WLARA SR,

12 HREMEERSEH KR
T4

7= AR 45 B BORE R AR R A E,
RKBHRERINT, BEEHLSHFR, EFHEAR
FUERHBEHBN SR, HrH1E AR E
MR, FRETHRME. HRENE
EMSHAT . EHRAFFTMEORS, HRE
PHEM=GBITME=F X FI MK R, AU
HAE IR B HE B 5 BT BUR O B R K
R, AAEENELMELERENL; THR=EFMNE
HAERE A BT R MEEL R . IR
REFERBREORARR,

A2l e, BHFAXEFRAN, EFHE



-8 - ORI

HECRME A, HRENERFNNELR
20 HEHEKRE. 1985 &F, HR/AKE. Bl
HBH (FEREHRE) —HhilR: “MERXFTER
Sl 42 43k 45 At 7] B9 7= 5 5 AR 95 BT STA B A A
WrE—BABBAGE; FRTOETARRAE,
B TFRARZFMEMRE", 1997 8, (B4R
1) BIYE#H James P.Womack 1 Daniel T.Jones A
Jp: “HERBHBEREN, RHEREXBHE
WER, TLULARARENE. BEFENERN
WRAPFERAOFETHER"

BRI, =R RMEE XEEES
AR, BOERATEMENTHREMERER
o BIL/R- B TSR M E R
FHRERRMAIAR, 0REHREBRA R
HIEREBTHE, B2k st LkE s E
®,” “HRERLAWZMWITRAROHE, Tk
XHMEREEZLHEE,

20 t4g 80 FFR, HIRFA ML AWM ER¥E
RETH  —F AL SHEXR, HMiFM
B e A A AL TR AR, B4R
KB R AT Y 56 7R BB O 4 ol SR BT 0L A A
—THF AR, RBBWRHE K 5%, B4
Ak A R AR AT A R K 25% ~ 95% 0 LR,
A EENERES, CHEERNETFEPX
MARAE =R —RFEtNT %, 208 _HEMAH
HREBURASMEMERLE ST HOE, I
HHFABEZERAMEEFHWHERK, L
FHRIAEBRETH o

BEHEELHARME R RHREETHE
BAHAREME. BmEA AL RAEESK
AEHWBEWLNE, HFERBAG HESH
B S5 OmMHENGERME, THYEME
A5 R 54l B 57 K B 6 R A9 B IR B E A 4R
WREMHEREN, EARHXMME Bk,
kA R IER E W EBAIE, JFHEETESR
B, YRF-HBOTRALS B ERK.

HBREMEREHARNZT

ELBMEHATL/RE. B4 (Michael E.P-
orter) TEH, TEF L FE IR LR K IE T Ak R
FRIEMEE TS FHME, MM ELNG
B ERINFRA A B L. B4 % E M ERE M
XK E P 20 42 80 FFANK A iR th I i st %

1.2.1

B, ZEHEARFRBILRTHZHEREL (Cus-
tomer Satisfaction), f&#R CS i, ZEULEERE E & ¥
TE BLHT 1) 38 43 X HBREMEHRR, TRA
A A 6 1 B W K | P o R IR 5 B T R
BE, £NETACHESFNE, mEFBRER
L@ E S X FRME, B RTEN %E M ERE
HRIESIRBAMNEENETEZEHRSE: EFER
RN EES ., PSSR ik EMEE L,
WS W AL R,

1. FEZERWATRAMEEE

P FRE/R (Zeithaml Parasuraman 1 Berry. f&]#%
PBZ) \Ny, TENIBEERIT. A, #ENE
BB 5 1 i &, B 2 k¢ 1L Y R G 4
AREHERK, BERBRAMM{E (Customer Perceived
Value, CPV, 1988) #2525 Fir fB 12k &0 2 i 1 2%,
RS HAERBU= & SR % B BT At B R A, i
AT AU Ja X 7= SRR 45 A0 A B B R VEAY . RATIA
HXFIEM R B HRR BTN EE L RRE,
X—-HMESBEERETL: HE, MERIMEL
#, BATSR, AR & ZE T E— 7= %R % T
BABIMMEHFAHERE; Rk, MERKRE—F
MA (WK2k) S84 (R#r) RIRE, BES
BEECEZIAMMEMEBWLRE, TERR
BB TFRE—-FHR, FFE/RETKERNE
IEBF RS XIS’

OMEFRERTEE: BEHRATRRFHE,
SAERREE, BRAREBMEMHEXNEERHHMER
WM&, BREFZEEHR=HRE (AWFHE) /£
R E G R EER S, EaE EEENEK
i, MECFEENCE. BaSIREEm=5,
RAeWHFEE. B, BEREERERNHERY
Pk, MEH, ROATRBEHE (5. T4, #
BEE) A5, ATREHFAEESEE TR B M9
EAX, MR, EfNEEESE™ 580 R
HZ A BRI KR K F 25 A4 6818 B,

QREMEH BTt EHE: 57T RAMIE
HRTRA, AN R AR (B0 e
¥, Bh) USRBERERSE, T LMk
RABERMNBET S, 55K
HREE, BT LR ST BN T R A A ;
Xt F AR LA R R BRI E T S, W,
¥ 7175 T 32 BE BB R 1B



F—F WHRRCEFORMEDS .

O MR “MERS", BERBE—E
BE BB ER LS R A Z 8 #1782 R
A, FEVERE T h M E I, B2 X 2 8™ i ) &%
MERMARMEBAREREN, REBETEIHFAI
HEEZBEMESWE, MEKBE TR —2% 2
B K 9 B 7R ¥
g, MfIRXERBMKERHT OB TMEE
MEAT R . FTLA, M1 E & WK —ANE 4/
FE, R R A0 A (L G s oF fRT 4k Bk it R Y
%R,

@ BB AR B T & 17l i B 2
ARG, BTN rE R, FlanERRE K%
Kt W KB [E] K B[R] S R, B X
ERBRARA —H, XEWRE T ZE B E 23
S,

BZ, BEBRANEMHELEBAFIZE (Per-
ceived Benefits) 5B HIfT H (Perceived Sacrifices )
ZEIBAREE, X—RABETA¥EENINF (Ravald
and Gronroos , 1996; Christopher, 1997; Parasura-
man, 1997). BN, &7 %83 0 (8 7 LUE o 1
on 851 7 1R SR ) i B A B 2 R AT HE R SE B

2. RSB TiLEMEE R

PHRF B R DA B 2 L B A4 I 2 6 T A A
KRERBEHREMEN, 5 KA XA
RIF= AR AR LRI R, AR G0 T AT
HERER? BHTEITE B, JBU% A8 4% ) b R £ {3t 5
BRESRME, £ M8 IRENE R
W, REEMBASEENRET, BERENE
BRIRBRE, MATER—FNEHE, R
|EITSh, Mi1S T MAELN & 2T & Ml r
BEMAE, KR AT A4 I R RS AN PR W 3K Y AT
;| e

B E LM E (customer delivered value)
REERHBRENMESEABEREAZE, RHERE
#{E (total customer value) BLREZE NI —FFE ™
MBS FRBH—RIFR, BEE=HME.
REME. ARMERMERNES. BE LA
(total customer cost) FEFEEAE K T ML — 14 7= fh X
FIR %5 BT #E 2% A B ) . ORE R L A T LA B BT SR G AR
MHEEE, CEBERTRA. BEBRAE ., HHR
AFESRA (LE 1-1), B TB%E7EWE™ 5
B, BREEAXRRA, SFERT. BE. FH

AR S SRR B AR IR B, T 7] B 3L 7 B8 A P 3R 45
EEZHLRME, UFEACHTEBIRARE
MW R, EEEERB= R, EEANES
BRASPIAN 7 T BEAT OB AT, AP R MME R
A B AR H, B LAJBR % Lk 3B B B K B 7 A
AWM EI X & Xk M Iim S, EF
BOTROR I, L 24 5% v K 9% & B I B BT 2
SRR, WL BT IRE

i 2 3 ﬁ% F.Ea ﬁz
M + + + L‘&@

ﬁgﬂ:
ﬂﬂrﬁ

m+"“’+§§§+ E>£2§
B 11 BELEMERER

PHE BB S E S BE SR AT T R
Eednsr, Bk, R T ERES IR S
F, MBI ED WAL, B0 LA R
TEANHER, BOEMBI%EFTEME, S|
FEWHBBA, RPE R AT, Mm% R 4t
HESFMNFRAEZHZLENER R X
A RERE B B A= TR R RO W 3K Al
aho ERAILEMEELEFETHREMEN TR,
HA T PRE L B P BR T 5% T 4 {E RE 45 38 2 4%
RBRH RSN, HAZTEAR+ 2 EW, ML
AL, RiEaHEHZEESFEITEN

3. REFHRHRENETEEIL

H ST R R R BE R EAR T TR (20
%ﬁﬁ%%M%%%%%ﬁEﬁﬁ%ﬁ%ﬁﬁ
B Ay, MMESRRERRE WAL
KR BEHILIX ﬁmgﬂﬁwﬁﬁﬂﬁ$w$%§
SEHERMME, BT 0 75 I3 S A IR B 2 5%
APFAERNME. HTXRXRE—TKPHKIRE,
P TH 22 E S — B BB B P9 e 3R, 4%
ME % ke SRR Z A LS AR AR B S R
TE X R BRI B A 2B T A2 KB,
Xif 7= i B8R A B B R . BTEL, MM ER R
REHPH—ITEEHRS, VEMAHEBR
PHERENBILE “BEPRAEFFR” MITH, SR
72 20 H42 90 BRI B Mg Z — o XFHEES
ELRAZHUN TR, REIFRAZHFREHN
K, HEFHIANERIXREHEONXEY



