20 2008 10 3
3



guality

All Right Reserved.

SATO



- Intangibility
- perishability
- variability
]

Inseparability

Kotler 2000

All Right Reserved. SATO



"

Service Provider Approach

Customer Approach

All Right Reserved. SATO 4




~

J\

AN

\

\

\

Economy Efficiency Effectiveness
1 1989 8
All Right Reserved. SATO




LLogic Model

Input I
P

Activities I

Output I
_ ’

Initial Outcome I
< ’

Intermediate Outcome I
~ J

{ Long-term Outcome I

All Right Reserved. SATO




All Right Reserved.

SATO



—’! o0
x
o

) | 5\ )

O

T

<

0

= e

< 2

(<))

0

o4

=

2

£

177777



A) —
B) —
®
®
All Right Reserved. SATO




———

10

SATO

All Right Reserved.



O
Service Marketing
1985
L
SERVQUAL Parasuraman, Zeithaml and
Berry1988
E P

All Right Reserved.

SATO

11




" J
SERVQUAL

O dimension

Reliability
Tangibles

e .

Responsiveness
< Assurance
_ Empathy
Parasuraman, Zeithaml and Berry1988, 1999

All Right Reserved. SATO 1 2



M. Chiristopher 1993 1999

All Right Reserved.

SATO

13



All Right Reserved.

SATO

14



B SERVQUAL
O
Cook
]
]

SERVQUAL

SERVQUAL

LIbQUAL T™

A M

All Right Reserved.

SATO

15



Service Provider Approach

>

Customer Approach

» SERVQUAL

All Right Reserved. SATO



m Kotler, P. 2000 ,Marketing Management 10t ed., Prentice Hall International Inc

m Christopher H. Lovelock and Lauren K. Wright. Principles of Service Marketing and
Management, Prentice-Hall .1999
2002

m M. Christopher, The Customer Service Planner, Butterworth-Heinemann,p.68,1993

m  Raymond P. Fisk, Stephen J. Grove and Joby John. Interactive Services Marketing
2"d"edition, Houghton Mifflin Company. 2004

2005
m Steve Baron and Kim Harris, Services Marketing, Macmillan Press Ltd 1995
2002
O 2006
O 1999
m 2000 No.4
r 2004 540

All Right Reserved. SATO 1 7



