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ABSTRACT

This dissertation based on study of service enterprises
establishes the model of competitive strategy for service
enterprises. The author thinks that the present theories of
competitive strategy are not suitable for service enterprises. So
it’'s necessary to study the shared characters of service
enterprises, and find the basic solution. The solution of this
dissertation is the model of service enterprises. The model is
made of three parts: The first part is the strategic factor,
including environments, resources, visions and organizations.
The second part is the strategic channel, including competitive
tactics,process tactics and staff tactics. The competitive tactic is
the factor of first part, and also is the factor of the second part.
The competitive tactics are made of supply chain management
(SCM) , service quality management (TQM) and customization
management. The third part is the strategic objectives, Including
consumer contact, consumer dependence, consumer satisfaction
and consumer loyalty. This model is build up with two opposite
triangles, showing the relations between all the factors of this

model.



