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Abstract

Abstract

As the approaching of the time when the TV media competition arises, brand
building is becoming the major task for TV Media, with the brand contact point
(BCP) management as an effective branding strategy. TV media BCP is a way of
delivering information from the media to the audience. For most contemporary TV
media brand, BCP is not confined to TV programme but extend its content to other
forms. Therefore, in this new era, inducing the content of the TV media BCP and
keeping them in effective control will stimulate the brand building in TV media and
thus has great theoretical and practical significance.

Based on the content of audience perceived TV media BCP and its strategies of
management, this paper amounts to three parts to discuss. First, it summarizes the
content of service BCP with the adoption of induction, and further explores the
content of audience perceived TV media BCP after analyzing on the characteristics
of TV media. It serves as the innovation part and an preliminary to research on
management strategies of TV media BCP. Second, it gives an fully description on the
way of delivering audience perceived service quality. With the service profit chain
theory and service quality theory, etc. employed, it also discusses the factors that
influence the audience perceived service quality of TV media BCP, including four
internal factors and one external factor.

Third, based on the discussion of previous parts, this paper presents a series of
strategies, namely strategy of management on audience perceived TV media BCP,
strategies established form both tactics and strategies perspectives which includes
setting up strategy, emphasizing internal marketing, establishing audience-based
programme management track, delivering promise and guiding audience, enhancing
the monument on the relationship among the concerned. The strategies directs the

BCP in an effective way and thus promotes the brand building of TV media.

Key Words: Brand  Perceived Service Quality TV Media
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BHETIEFER. HHEGEERR—FRIRTEHAENER, &—
RUWBEFARBNRERS(OBRR. TR . ERFSRERFE, HERR
HERHRINE R TERE AR, —REK, 2EERERNERGEN,
ARAMNMECTIRTHEHARARGRREREREBEFRRTY LR
EHERTFR.

Bo_MEFRRER. FRHERERYEAMUSXTFEREST FRAE
FRRER, MEEGEEASRIE. RN, E RN
fEH%. :

BE=MEREER. REGERRFUIBFHIANGE. RERZMHAR
MR BENITH, REMSEARREEANTR, UEARFHREHEFER
£EB. ERFIET, BERARFARMENCE THBRLEARS. BE

e | mHE - BPEN. REYALGEH. SN, BS8%% LK. ST TV HEH, 2002
£E, 215~225

PAE K. 2 HAEPERERDIRE 2 FESRIESQERS. 7. FEEREEL, 2004

Bl e, L3, K%, B SHETHNG M RA—G R S EENE THEH ST, 2003 (3): 47~
49

[[2)Tom Duncan, Sandra Moriarty. BHIFE. M EH. AAESEHEEEMNE BR bH: %
HibKE , 1998, F112 1

13



BT MAR RIS EY

AL X IR 4 et H /S B B B, BT LIER B H B MR L T i
M ARMEE. B—HEH, FRELTRENEN. RESEFARZAT
BIIR 25 BR 2 R At R A 0 F R AT RUEBIE 8,  LUERABIEN
B, HASWNRSE BRI AR E RTEARGE, BABEM
EREEP X — R BREE LR A R E R RS R REE
.

BRI R. BEGERNRARIEE. AR~
BEH RITE RS B R E RE RS T DM T EAMEE RS AR BB
&, MESREHROFFEE OFNEE, REDRE. &, 4
B b I A T RN

AR, IR BRI R B S TS, XIS
BRSR, AT T AN RS,

LREARRE M SR 2 AERNRES S S 4 TR,

EREMA: ATRISISHERE, BAARMIINEERBANTAL
BT TR SRR . FEX B, RS ATE TE. O,
HERAAE. ’

WM 3] SHE AL B BRI SN BT 5 R R 2R
SHFTERMENS. RENERE: BHEE. $EE. BEAXZES,

BEEMS: HESRATENTESEMS, TELETRERSE
WREM WL RROEE. ki1, BERS. REMTNRE. BE
WEIRE, SEENTRERS. 55MELNEENE. RERS.

A A BT RIS R F SRR E X QAR R A A,
BEATR. ERMTRER. TEMELENENEAE. BEHEE,

ERTT 22 A MR A AT B4 S AR R,

B—RRREORS. WRERGENN, TEARE, XA R
MR EE T S — AR — AR R RS R, R EENE N
BRAEFN, AEROBAEEANRE, REILHBREENR, 24, £

pUil=

Pgipe, T3, WE. EESHETHNE—MRE—7 S TR nE HERST, 2003 (3):
47~~49
Cog g, SRS EE. PEP L. 2006 E8 5. 19T
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FoE HXEREHSHER

BIABRET BOEFEMN B HETEREEEE RO EL]
EEELIRARZHIG R, KBoHREEHRN, ARSI AN
BES; ANRATRERERSE, BREEEAKX, HREELILHR™M
i, Rk S nEr e RE, FRETHF.

FENMEMXRLGHBER T B RKHBNBZXEAN, DR SHEE
BOKPRENAK, HHEORNTEELF, ZTREHRELH . KRR,
YIRERTT= S AT REH A — R E R MER, TRECE R B2 5 AT B,
R R BENLIR.

2.2.3 BIGERISIERM R NE

BRI AT RS M A AR TR 2D, IR e AL A R A
FIPREET R EM RERE . BEEA D EMEAR MM MRS
WA B AR M S RARBERANTRGHRD. Hit—5k
TR A A E B ERERZREREE. OERGUAE N E SR AR E
s, ERADAEIMERBRATHE, HWEMARE., A 2aMaTEZAE
fil, XAEASAEERTRME R, RUBE T AMIIEE, AR BN FRE
5ZAFEMENETEMA, £ ENNE. SERMTT. MEENTA, &
BEENEL BEBNEFNIEENRER.

Gk, ABFUAN H AT T o S B R RPN 5
SRR S, AR e R BT RR D KT RETRSE B
B RISEM SRS EHRAERER, SRRNBANE S, Mg
R o B R EBR AT OB A

2.2.4 HEHITHMEXFIEMAEERE

H R E AT AT AR LR RN — A3, BOEZF T RMERK.
WENERSN—T1%F. XNZ2EANEETR, ZEARVEEER. THE
WRRAERS, AL RBIE. TIRES . KikiER,. SETEIKRSES
3% LB R KPR SR AKHE , AT R 3 & 1T a0 M mE R T i,

(Phogg . s PkAD 360 ERAARH: —HITH “Hl2% " fors. BACHEER AT, 2006 EE3 4
(85140 ). H113 T
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BoE HXFRERSEA

HAB R LI.

BT HRIEAARB LR, T, CHRLEFR. RELHEE
SRERREMLR. WRET LR, ENBETATRGEN, A
MR, ERISUEET S, BN RINER I RE A% 2 F
YmM. R CENREINRET HR—HEEITE, TALLEENNE
A G BB - TT A B &SRS B —H 2R .

HUEFHNEHARES, BRETHERLARNLE, AR
2SR, B, TUAFAFINSEEEMUER, —#
RABEE, WEK. K8, INURHREOEE. 52, WA, R
LB IES, XERERERRENNRITLPREARIOER: 5—HHE
RHEMEER A, WREAN. REXR. HER. RARLEHEE
KB

B EPR, ATRADERERT HE—FLENGY, RENNREES
RSEEENBE. BRRESRGNREIELS ANRERTRET
W, BALEESSREHE, MANRETASEN SIS MER AT
FHITHI, WHHTRMERANEE,

s EFTR, BTN HATR T S S T B R
BSAIRS @M, A A A S TR D, AR B BT AR
SR ANTE R AR A R TR EATRISL, S BT @A S . A
ERETHRERN. SREBA. BREFIRSEHOHXEL, How
TBRIRIONE 5, R oML B T M AT OTR 5.

B=T RSEHEXEEEB

B TR T FE LA B B e A B SRR AT R R, R MRS
BFRE MM, ERAOTIRAS, fHE5 ARG AR B S8 32 85
& EEABMASMNSEWAEN, SREMETRONERR. REREH L.
JREFIMEEEE A BRSO, FTUARIAE M BERAMERE XM B E R
TR, BEERETRSFMERE, BEXMREEEEN. BENRSR
BEERARTT B4, AFURRAER LA,
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FoE HXEREFSHE

2.3.1 BMERNMEEXINEHEE

B U T A A ISR, BERT LA IE . SH K TPEAHN
e AR T R AR, AT FUHE R W 0 (B A 8 SCRO TR B B8 2% i iy A
HATIIA.

2.3.1.1 MEERMENEX

B20t90FE LK, BE B E(Customer Perceived Value) R K zh
FHHXHRGRENAES FES U FIFRERNE L. BREFAIL,
HEE— MBS,

#55 P /R(Zeithami, 1988) i\ 7, B A A R EIE BT gL BN BIMFIZE 5 31
FEIKRL B IR 45 B T £t A S A HE AT AR B f xof 7 i BRI 55 R3O B B AR AR o
HRaE A S a5 EEN AR, M. BAEENLAHEXOHE
S, P HAEASERE DRARNER TEE. ZERENRPHETHR
PR e g i R,

TR E B KITIERE « BI4FEh(Philip Kotler,1994 Y2 i BB & L B (TR
REFRIRR T RE BRI ER R NE. “BELENE” (Customer Delivered
Value)RIFBBENE S BMERARLE. LBHIZ M {E(Total Customer Value)ik
REEMNE 2 MRS P RE —RFHF 2, B SA(Total Customer
Cost)R7EVE . FREMERZ™ MRS IIERMEITRE. BB
Mt b, FUSSE— PRI T 2EENERE~MIME. REME. ARPME.
FERME, SHEAENGETHTAAR. BRSA. EHEAR. B,
BELENMESREHERFRENAXNE, SEERNNBCRETRINE
BT, WA ERENRERE. FRE - RSB ELEN EE
W, T RKEHERFREEHATC,

fir ffi ##(Ravald,1996)F1 #% & 5 i (Gronroos,1996)IA 4, BIE FEB AN E AT
B, AMUREA R RARSE, BXERS AR EXRREIER
r{E, XEEF R {E(Relationship Value). BRI Z BT EMTEEEE
o [ MR, EEACENBETRERMNENRRT X, Hik

[301Z¢ithaml, V.A. Consumer Perceptions of Price, Quality, and Value: A Means-end Model and Synthesis of

Evidence, Journal aof Marketing, Vol.52, July 1988, pp.2~21
BUButz, Howard E., Jz. and Leonard I, Gaining the Stralegic Advantage. Organizational Dynamics, 1996, p24
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FoF AXEREE ST

BETHSUNEMERRTMERAENEER: BERNTE=E 05
+HRIRE Y+ X T kA AERONE=-ZOMET M E. HhirR
RAEHNMES RSP ERAEME, GBIk e a.
F: [E H gy 7 22 (R 55 K (Robert B.Woodruif,1997)% B Z 4 E 2 X A Bl & 75
—ERFHEF SRR BRI B R RIS R (B H
FEE RN,

BREXEMHEHE, BXMEXHUTLAREERRES: (O)BE®EmD
Y8 B A% O 2 U SR AR 8 5 B A0 R S (SR B 0 AR ) AT U ()RR e X
RIAEi52 %, BANFE 5BAF KK PSRRI, FEAMUERE™
RIS RR, MAAUAREE=RERENNME: QEEBRINERS
FERERE N ERRERXE, REFENEAERTEEN: @RERAN
EEBEMN, REBERARBEMERER.

2.3.1.2 BERANENENEE

BT BEBAMENESLS, BERINERSIEREREENHRR
Bz —. B AR FEiiiA 7] Parasnraman(2000)F 2 AR EERH- S EE .
BR& REMMHEEEERP. LEHRaEs=S R ey “HE” HEE
HREE, TMHMRES “FIR” HEEMREE, 2RTRSEEHER.
EFMTRLERRHRERERN, NURERA=RNSEENR L UE
T EEFFARTSRY: TRAEVHZELT/EFTR~RIERIE RS,
R R % R B R FFAR REFTTHRILEIAE A R B & - Wolfgang Uaga FA
BB BE RN EEBN S A 2, M. PERetE, REMXEE
PLR SR ARt

BiEBAMERHEEHA R —RKEEREREXREHASMGIAN. X
REHWIAR, BIEMENURET L7 F(Core Product)#1 i /8 k55 (Support
Service), JBRIALIE N R RTT L A0S A, A aT LUBIE & & B AFHBIE

32lpavald and Gromroos, The Value Concept and Relationship Marketing. European Journal of Marketing,
1996,(30):28

B*NWoodruff, R.B.. Customer Value: The Next Source of Competitive Advantage, Journal of the Acadenty of
Marketing Science, 1997,25(2): 139~153

P41Barras, R. Toward a Theory of Innovation in Services. Research Policy, 1984, Vol.13:343~373,

2SlRavald A, and Gronroos C. The value concept and relationship marketing. European Journal of Marketing,
1996, 30(2): 19~30
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—E AXERRESHN

REBKRQEEME. o, GKACAY, RN (Brand Equity)th 2 — M HEHE
ERBENERSEE. H¥EREEHNRSEYIME - LHNERNHE
BAMEREHEE. Fk, BRIOARER, BEMEENEZHRKET
WAHE, EERMBIGFBNRMBMFIR, FFY - B, HERX
SRR B BB RAMRSMERE T HINRENERER
FHARI

KZ LR, AMRIHBERMMERATRNNEEBAM K, REHR
RERERAMBHAZMEMLRRER, HAREEEEERHNE Flny
Bt #rE. HSMES: EREBNERTAENEEROREHEE
5, REBE. MEXR. AFNRGAFLIBERTRAE RN, ZEBR0
RV el R T

2.3.2 BREHAEERE

%[ James LHeskett 2 AT 1994 SE42H T RS FI a0, mig 2.1 B
e MEFNEHEE R, EFE. Rk, BEBW. FERE. Rt m
EHEREREMNME. RIEEN. HE. BREANEZRFEEFEEMHXN
KR, BREFHERSHEEERSEH - NMEENERREY, CRETRT
HRENBEREEF XN REHER R EM.

REFAEREAXEEZ. SWIRFEANESTERHME BBERE
B BEBEERDNEREEREN; BEREEZEMENANEBOAMNT
HAPMGCER: MMEANDEXERTESARE. FAE BN R TkREE,
R ATNBENRTENAGRELHE: WESTEIENNLAFRTL
T FTERENAERS. REFEZENZLEBRENESES. BIETE
HEFRK, RESVREEEEHNRE=mEMNE, FTHERNERSERE
FRE, RUMBSRERBREZN, BENMEFTBRALMBENARRE
FaERSFHNME. REREANER LR —MES, ROBEMNBRSFNES
LENREFSHAEERNER. REFENS KRR TEERZS, HERF
thrERBMEMARAL. HPABREMEVWEFTEENSE, SRS

(*ames L. Heskett, Thomas 0.Jones, Gary W.Loveman, Putting the Sercive-ProfitChain to Work, Harvard
Business Review, March-April, 1994, pp164—~174
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T E AR R SR

3 3

3 TRE &

i f’&
W ER R AT AN AR
&HE WEE EHr{E m%ﬁ *ﬁﬁ ——,
[

s £t B ‘ ey ®H
AR BT B Bk g EHME
Ml BRI B HisE R NE/E
By ‘

E2.1 RS Rl R

PE#I 5. James L Heskett, Thomas Q.Jones, W.Easser, Jr., and Leonard A.Schlesinger, “Putting
the Sercive-ProfitChain to Work,” Harvard BusinessReview, March-April, 1994, pp: 164-174
W AE. &1, BIRAR. RRSIAT. AFRE. EEXE. BEER.
SR ERERBEMRANER, BRANMGE, HAREFRNE. K.
FRE . BB, (RIEHEDT. RIRIRE R EFISMNE RS R R IR E FaR P
PXREAY, HEMRERME, SEANEETLELLAEUNNES.

LR, ARRIG: BEHEANREECYFERER: BEHEE
EREMEMXE: BRIAWENEREELTRIBICENSIRNIAER
EEBEEARE, REMEERENSEXRVEFARMLT HiLE,
fil 2R R R R RREM SRR ABORS RENERREF2R—
PMEFERNERIE,

2.3.3 REREMRKERL

ERFHEERET, B TRSRE, TEABFMNRSHEREX.
REREMEE. RERBEEEISTHE.

2.3.3.1 BEEEMEN

B7parasuraman, A, Zeithaml, V. A, & Berry, L.L. SERCQUAL: A Multiple-Item Scale for Measuring Consumer
Perceptions of Service Quality, Journal of Retailing, 1988, 64(1), pp12—40.

20



EZFE MXERERSERY

BHEFFEN 80 FARPHAGLNRE AEHITHA, FTERRWTHR

Lewis &Boom (1983) RXREFERN “—FEELWREKFETHE
BEHERENTIAR” , PREEEEBENESMZEEIINLREHR LA
f b4 L8l,

1985 £F Lehtinien AERZE M ARERSHE, WARS REZIERER
FEHEERTRARN, SRAERRERSUEED, MENRSHERT
) MARRERFARENRFEROEE. FHFE 1985 % Parasuraman,
Zeithaml A1 Berry MRS HEMT —PEX, HHERSHELMER RS KM
ESBEEZRE LM IRE R 2,

Berry, L. L. Parasuraman, A.H Zeithaml, V. AZANEH: BRERER IS

“RE” HPPES, EBEMBEFRERXEEZEZERAR OGN REH
BB BRI LR R RN RS R0 B2 BT B iR 85 (ES) Mk a3
(1R % (PS) Z SRl A —BRE R,

FZZH Gronroos(1990)RIFB NN LBLERE THERARS HERE
M R 2.2 Fiw. fiAh, BRERERFEFSHENNAR, RHEER
FHMERBNZRFRLRNER. EAREFABERESX. —&FH
MRS, —RIEATEERI=HIRSE, LRERFHRAER. BEY
BAANOERENER, TAEEERFIINE. EHERM L, Gronroos ¥
MERBX G AHEMEARTS: —REMRS ™ HF XM A T & (Technical
Quality), FERBRFHLEN B (what), SEMPRERELTZGFREZE
HATH: —R5REEEA XL AEF B (Functional Quality), FEIEMRS M5
B (how), TERIFI RERFELIBIEFEEMN. HARAENDEREHR
AREFERRMERDNAZ, DTS T VMR ERRTER. X
MATEARIE, BEELFROTHRANYGERERS, 2% ROV EHR

Bolparasuraman, A., Zeithaml, V.A, & Berry, LL, A Conceptual Models of Scrvice Quality and Its Implications
for Future Research. Journal of Marketing, 1985, pp41~50

] Gronroos. An Applied Service Marketing Theory. European Journal af Marketing, 1982,16(7), pp30—~41

U9parasuraman, A., Zeithaml, V.A. & Berry,L.L. SERCQUAL: A Multiple-Ttem Scale for Measuring Consumer
Perceptions of Service Quality, Journal of Retailing, 1988,64(1), pp12~~40

MGronroos, C. Service Management and Marketing the Moments of Truth in Service Competition. Lexington
Books ,Lexington ,MA 1990 ,p67
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FE AXRERPES R

et
3
HERE | » ERHE
A [ )
HE
iz 3
mlrJ TARE iR E
BHKR

Bl2.2 BEBMREHEER

Pt 41K : Gronroos, C. . Service Management and Marketing the Moments of Truth in Service
Competition, Lexington Books, Lexington, MA, 1990, p67
fE%. MEERRR, REPH—EDPRRBLSETEAEIR; BHERRE
HRE, FLEZBENER, LATERORARHFE. Bk, RFLMED
FREEWBENE. B2, LIEHKNE, BENRE”HRAENRDIFARZ
T2 GMEFERIRER IR 1, MELHEMREENEERSERD.
TR EMEWBMRAER. RS TEREBE N RRE =06
R, FtERERMAENEHE. RERRRIBEBRNMENRERE,
ZEEBANENREENTD.

B EZEERAA, HRETR AU RS 2K B B iv 4 i
MR A B FEARATA .

2.3.3.2 BERENER

& MBEEFRREZFRE, REENIZENTA, ERAAMREHE
R RS SUGEAT T %5 . Sasar,Olsen, Wyckoff(1978)IA MRS BB MEREHE
ZEMEAA, Parasuranman (1988} A AIRE FEMEZOHTREES L,
MIRAFNAGRS BN ERCERREEENF, SMAFAMNZERTT R
gitE, WmE 2.1 Fiw:
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FF HXERERSERY

R21 BFEREEREEX

& BE HX
Sasar,Olsen, | K2 (Security) B xR & R R
Wyckoff(1978) | —F#t (Consistency) R - bR vEAL FI— B
vl HE (Attitude) ATRXBEFT. RFUE
¥ (Completeness) % 93 Ry
i %4 (Condition) BEMKIE R R 1 SR B 1T R 2
fEFIME (Availability) T ERMENTERE
i) R 4 (Timing) FER 31 Ik 1) g 2 AR 95
Parasuranman | £ £ (Tangibles) LHEE. RIMEF
(198)" | Gr#E#E(Reliability) R4 R R BRI —5
I 7 2 (Responsibility) FEERK, BT 5 ARER T
Bt (Empathy) KPR K48 B i AL R
fRiETE (Assurance) AR, BABERITEHREE
HA KR (Technical Quality) BEERSPRANRE AR
Ky, EHAE, | XEME (Relation Quality) BEmMZ RXER
S48, WM | 255 & (Environment Quality) R RRGEMNFHE, SERE. (&%
(1999 * 1 wiEmg SBBRENER. EBEPERE .
(Communication Quality)

BEIRIE: AUTRER

2.3.3.3 REREBEEER
% [H A Parasunma, Valarie.A.Zeithaml #1 Leonard L. Berry % NTE 1985 i

['Z]Sassar, W. E. Ir., Olsen, R, P,, Wyckoff. Management of Service Operations; Tex and Case Boston, Allyn &
Bacon, 1978 pp22~24

B3lparasuraman, A., Zeithaml, V.A. & Berry,LL. SERCQUAL: A Multiple-Tiem Scale for Measuring Consumer
Perceptions of Service Quality, Journal of Retailing, 1988,64(1), pp12~40

Wby, EAE, %8, LR WERERENSERS. HUHR. 1999, No206: 8285 _
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FoF HARREMSHET

1 T IR & % B 27 1 514 Gaps Model of Service Quality), BSR4 IRS Fi &
BERE, SBHTEEAAERGERESRE. BEREREEBRHREZ—4
EFWEMEHITR, WE 2.3 fix:

Bk = memms
J‘ h
g y
*= »
2 wanms
4
BEEE L .
s | 2 3 e | SEEAEHEE
3 4
Bi% B 5 5 B
£ AR
= 3 f 3
P
AR BERE R

2.3 REREXERT

PikIkiE: A Parasunma Valarie. A. Zeithaml, Leonard L. Bemry,” A Conceptual Model of
Service Quality and Its Implications for Future Research,” Journal of Marketing 49, fall 1985, pp:
41-50

MR EEGHMEA. F— ZTEREETRSRERDM™ER.
BN EEEEEERX, WFEBUESREFREAEEX. BERHENRS
EEELENREER., MATEROBNERRY. AN, SEZIENE
HERREN. BEFERMRSEREPRAREER, CR—RIIAMHR
KAFEER. EEEXNRE RSO BRRE T AP BRITRRE S -
#E, BERATIRERFFERBEEERS. MAEREBSOREERRE
MR H LRI, REREY, EHEEBERIRS TEMERS
MEHEEEYE. B2, RERETRSRETAM TEGEREF
FPR. R SR, TEEFNUENERS HEENRE.

(5] Parasytaman, A., Zeithaml, V.A. & Berry,L.L .A Conceptual Model of Service Quality and Its Implications
for Future Research, Journal of Marketing 49, Fall 1985, pp41-50
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F_E HXEREESHFT

ZHE 1 RS e B W E R Z R 5.

ZHE 2: T EEARE BN HE U AT A AR BE KT R RS B R
1, HHR AR LT AR

Z8 3 IRRESEN . REEMNTER BT XM RFRUTELRE
HERRERRE, B L S0 M EE.

ZH 4 HTAELTEAUR LR THRI LENRFRIR, UBEEX
R 55 3R Ot 55 KSR R 2 (0] I 2R .

ZH 5 IR ER, Wﬁgm%éﬁﬁW%M%%ﬁﬂZWM%ﬁ,%§ﬁ
&2 ok YU RO <3S NG DA )R-

gE LR, AMFAABZRMNE. REFHERE URRSE RESH
RERBRETRIE-DMEARZE. THELHE. ABEREF-RIERRETA
MRS R WHRERERET B TR IRAOMER, BRTHTAEEM
REHE—ERE EREEIBREME: ARRENENRFRANETER
EVNXR, BEBONENRETBORS RELDTEDNXR, BSAMIR
EMENFEBNRSAEFERFHRR, BLXRERAEEZEEMNRS
FIEEA T UERAMERS REEEN XA, BRARSHE, 2R
ERARFEER, E—EEENREEMERERNNERRE, REERE.
AR R, ZRE—MERXRRFER T RAEE, ARG RSB
REIZARBIRS R B0 A AR R ER A T RA IR Ee .

Z LR, AR RUGEFREAXER. &BREMaHEIHER. #
RETAMREBRRREERHERER, VHAARNBEEEREMARMTX
#, AHTASHLANRREMSATMEREE, I HREH Mk
REEREE, RANEUESNRMBREMERS . £T %, AHRHE
SR ST AL B PR AL O A P R AL B Y B HEAT R A
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B ARSI AR AR AT A T

= ZRUANBUEARBERIAZS T

AR MO AE R ZANA KBRS RS RHITRS. £
B, HERHATREGEERSKAS, BHEMTT RS BANE AL SR
FEMMRY, S TRANE TAF RS, FEEM BRR T Rg Rl
BRI EASHEFERAI=AXRR, BREESERS mEEM A ENE
Fh L, #&BNENEEREERATTEEH=1XBA, AAREHEX
M R FR AR B A R R AR

-1 BERMEBSHATAS

FEVLIE 1A G R T IR 55 MR VRS, BRI LR it M — i IR LL By
BREARSS AR, EAERIAERY, RFREREBRNERIREFFEH
FoMEEME, SERSMAEEMS, REMEEMDH0NER DS RIE
RS AR, DI T A0 4 B AR S R A KN
FEAT R R R EMSATET AN S 4.

Schultz ! Barnes #% & MR ekl 2 52 SCOU PR 7R 00 @ R U S8 oAy 433
fE IS, AR MECAERM, SEERFALE—Fo iS5
FHAI T AR A SRR AL R X, H RS S R A e SO B R AR
b i SR TE R EUE RS R AEER. RIMENM X, FHRAA,
YR S RS A S R 5 IR G B2 (5 BRI RE, R A B
HIXBIEE, BEFRTRHARSSRERSOAR, TIRSREFSAES
FXWRE, FHEEHRASBEIN RS RERHT, AT REEHRS &
HERARAR.

.11 BERESH

IRk 4T LI B E R B 5 RE B = (Service Operation)iFahifi— M R 4L,
EEXNMREFEATWANEISETLE, UERAREFGHENTER, RS
AT R 5338 (Service Delivery), BIXIEFH B RIH1TE G K E $2(Assembly),
HEHEREREEE. ZTRENEERS, BREEWLERINK, HETU
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BEE oA ENEEREERSAE ST

R TS WA, HARHS R R IE R A LREE, MEREETHRAN
EEATR AN,

1. REEERE

MR % & 1E & % (Service Operation System)fJ 7] WAE 74w LABE 4+ RS A A EE
SMBREGN, k&S . BEEERIERS RSP LD o
EMBONFOREERBEAME TR R0, WESSHARRFEELET
YEGF, MEFRAEWEETS LK. BMNREER P LE S B RT
R4 RIHFIE .

2. REMEERR

R % %% Z H(Service Delivery System)5 IR 5 7= dh££ 15 45 B A 0 = BF (]
AHFRFX. RNMREPMEHERSEZRZANT RIS, 1A FERILALER
BREEM. FRE, MER{ENMZZAMHLERREERN, HEM
ERRRANTE, REEBRETHT MBS EESE D, REEFENGE
B R ERM R,

3. BBEHAS

MIRA L, R4 E i RS (Service Marketing System)$ & T BE [ XK
HAREEMR TR ZALBRNFRTRENER. REFEHRERTBER
FEBRETH K, LREENHERNMNEETIRE. RERFARHN
RIERES. kABSTHBITRRE, KGR E R RFEIHE. %EJ:"'{
RIS LLRI AR O, EHEANS 5% —SEnmEst ke ELU
ik, REEEENRETRSALN, HORKETREHALNE. ZFHUL
AR 5 R A 1 B PR A G XL TT BRI R R T AL SR M . TR
RUEBRIMREEHRZR N EERS SEOBREEHRSE, XAREENY
HER, MEEWRACLINRGRISF —ENEL, B LIEERNE
EIJ.,
gERR, APFAAEIN RS REN T, BHTREEBH—ME
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