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bdHDDIZ, I, ZOF LA F—F VI EILANC BT DI B L2 OBIRIT, EHSHh
HMEERTHMUOBERMEB A 1=, /S—hF—i72 3Btk ERD, T70bh, HE3EBITHAR

FEERE A GH2LC, EADMEBIZ SV REES N AEME (QWL; Quality of Working
Life) 157 %, 2L THIO T, HOWDOIFATENT, X B O H COMEBICE S DL
0, TLyY &AF /L (F1RL&HA) 73 B BHNIERIN, KT, 270747 «~—/r
T AL BT DR EOMEIEAIN TR T 2, BK LN ER G O B EHEE AT IS0
7z, FABIRDMER TED, BICFEMICTE ARSI, R LR LOMEILAID S 123
T, BB DIEZE BITR L THK (empathy) (B - 1L, 2019) 4528 T, ZORMRMES T
%o % (empathy) ZFE572 0121, EEBITEIRICE> TEBICES T v T =y at /v ()
OAEEHER THDMERHY, WiH O EAENTES>TH, 0 QOL I, [ARIL THDHME
DD, BRIT, BRERIZB A0 B EO T (confrontation) DI 124 U5 3 # (empathy)
AL CO I, EZELORWIMBIRMEALFEBLT 2, BKIEA LOMEBIZ S SR EANEZT TV,
BEIINEEBEZTUC, TOMBIEHEETTHN, T OB TN, BEOfMifEIA% 3854
LEFRIT, BED QOL LIEEE D QWL DOxtiRf (confrontation) Tébh b, ZD%FIRF (confrontation)
(Z&oC, THeBEIT F FEREIR | (Engestrom, 1987)3EU%, ZOMEBIZEH W CTEEINL, 1EEB 0@
%0 QOL #FEBL+ 5720 HBHD QWL (23S H BB EMRICL > TR B SN Loy
& AL (S & BAT) % BEAE L CAM AR AME | 206 S 9~ 28k 712y, $% (empathy) 375, #0iK
TN, BRRIAH—F e~ =T 7 0T, RENT BIA (IEIRE) ORI TZEDOHDIZN
LoD TS, EERD QWL ZRIEL, 150 H L EBUMLE 22T, FRMICTEIR
DEATHFBT DLV RV A MELE BB T D,

3. WEWMERERQIA 25T 4T - I—rT407 | ELEIZH T ZEEDMIERE
DI AIFTTSVIRY I RO M
(AT T 4T e~ =T 47 2B T AR BT, AEERERYRDS, R OfE Al



FRAZOWT, RIS TUIRR THHET DR THD, bbb, BEOANE# (K, BT,
B OB = N ; QOL) JERR &V, B AE DR A B R LRWEETIE, EEEIRAA
KEHELTWD, BAKEOEFGINAEIAINFEBCE T, FERELT, REUIMBRENLD
FTIET OFEFEMEOMESLZ NEEHT 5, dr LA 02, R LEER LD T8, K8l
ZE L 72 3# (empathy) DA FNRT UL, h—ERAOFEMLELR, FEERHER 7L — LT
— 7 L3720, B OMIEAE OIS IIA TR Tide<, QOL Thd, ED QOL L3
B QWL ICESTHbENT- B LW H CHFED IR T —EREDA 2T/ ar w5l ¢,
B % LB E ORI (empathy) 23 U5, ZH0MHEAZEOBEA L, &R
WEAT, MR, RSE LTINS, EITBE D QOL DHEBLDIHEHE THHDLFIFIZ, it
¥BD QWL OEBDSHAEE 1O AICT 2L T, 3 2O~—r T 72 —F -
=T TA T A BTGIT AT =T AT |, [T AZ—F )b =T (T DB,
FAETRER Y —E R~ — T (LT R A N DT L— DT — I MERET HEE X BND,
UL, RO IS BGRbAELD, TN TOREKD QOL LHEEE D QWL IZXHRT 5
ZEITIE TR DN, AR D AR AR D TITRW D, SV D THD, antfaicds
WG, FEARMME, FEEfA DT RN LT 2 Db 0LEN, TOEBZHELT DX (Digital
Transformation) ZMEMES VA EREE T ClE, BAREE S OMISAL B RN IEBL R A F NH DTl
WINEVIOHLEITTH D, LinL, fRftEns Y —e A3 kgL, JEARILENZELTYH, 0P —
ERZHTE T LDIL, AHDNFTHLZLIFIAETHD, V—E AT, 2 2OMENHD, HIZ
FLZ2 72 —E X (intangible service) & H IZ L2 53— & (tangible service) THH(FEIL, 1993),
ZD 2 DIIMAITHTEL AV, MFFOZDEEBEIZ G200 D ThD, ELLin—T Il mHZE
I, BEIZES THITARIRR 70D, BRI, SAERERART VDOV T — )L b DY —E A7,
BIZRZ D —EA(Eak 11, Al 7)) 1E5 0T, A —E AR B e o7 358, 1HERAY - 1E
FERJT —E AR RIEL, BRI EIRO T 7259, £, [HE - FET—E A2 T ImiE
B, £2, BARERAZET, b —EAOBENRNEE/ 0D, Fo, BUROEIT- Al £
Wra Ll LT, BRENEHE B O (empathy) 234 U DB 2 /ED T Z LIXREETH S, AL 28
BELTDHICAZDY —E 2 (1R ME, De-humanization) &, AR H3, BIZR 20
TR BERIEICEE S\ e — Rl E, NTUABLTFAL TN, BEOEHEEERD,
EMZLTESEDHIEITRD, Al ONRAREF D HILL, aXMOIRHEILE, Bt —EADIR
N e Rt 352 L THY, ZUIY —E 2D ETTF 4T b EHE®T D, 27 4T b1
KD2OoDFayyyay |58, REDTILAIN LEG T 1 Thd, EOETHRL, ZNHITEE
? QOL EMEFEB D QWL DA/ N—T AT IRBE A LR DEELRERTHD,



| BEY 27 L(BERKR) | ERAELY —ER - X2 IAY bOT7L—LT7—7 (BRA)
o | Tan | | moe BoF0 | YoER (REH) BRORE MFR: LRA0
e T - T b ‘w-vx |[[ BAYRzL |[[ EEvZzL ] 4
H—r BAWT GDL, SDL, = i G %
RE BEEME SPC, etc. DTHAL) RS
" FE GEo % WW&WW Service _Zsﬂmﬂ:w._ mxﬁmﬂ..w._
D] ) 0 || X 3| Marketing arket arketing
1. 84 7 RDHEFE (CRE 2o 2 n
@Y —ERIEE / 8T 3" T 124 F (Shostack, 1977) management BRHEN Triangle | es g : — BE
@9 —ERF [TH] TF B(Levitt,1976) I hﬂﬂﬂm
1
2.UTOERICLY, Y—EREEDinseparability 0o M7 oo EmEEmEmEmEmEmEmEmE
(RBSHE - JESEEM) OEBERAR xE#ROR_§

Ot% (MERHESE) IBERICHEEEZRET S Y=

Qvw—rT4 I HRIERICH—ER%12#Ht3T 3£ T | GA

BEDT — A HITICETCEEFR o

— EREEELLRAVANEWET SR

Yy —RIBEARWE

EREREFv v THHEIDTIR?
P(1) Interactive marketing; BB O MIERIZED

P2 Internal marketing; 8% (2 & » THEE Y- REBORE (EREBH)

ES — EEE DQWLDXFIEFIC
A Interactive | e PIBMERLED K> THLBHRIZLS
# [ marketing | EREEL~E EEOEELAOER Ty
T — P Service
PELRESEDEA e management
e Internal ?msm}m&a F% EEAMHWM
marketing &,W = L AEOMERA]IC L B¢
FEDQWLDEERL

BEOMESE (Qou) &

mXDER (EHEK)

%] 1



VIL BhHYI

(=B R =T 7w RO AN | DIFATITIIRRE AT DEFE T AT Il 5 OREE B

JENLE T D, B (M) O~—rT 40 7 LR BB 72— AR ThH DA FEL TN

B ORI, FE5BENE (inseparability) Zfi# B3~ 2121%, #8758 AR AN A, B, /3%,

e B ORMRMEA ARSI FRIRADLETH D, P —EARF LRI EDITE, EES

Z ) ESELIET TR, FERAEBR TR AT RO RN R AT R ThD, Lo, F—ERIZ

BT DIFEIIARTE R Bild D, Bro i ClL, +—ERAIRIEITE N T D N5 B

TLEW, Fz, P—EREERITIB O TUL, ZL<ORFBVADEOIMERE (T 7-DY, FEE

FIIENZ L ROSUULHIFTEL L TRl , BRIl RO BEZEMEZ FE3 SR8 E L THany, £

T2 RV, —E 20, B/ MOISL UTZBFFExt G L UL RSV TR iRl o 5, B

—EANEIM ThH O, BRI EFRRE NN EE Cho7-Z &b L TVD,

AFaTlE, —E2MIROFRE BIEL, ALK PIRO T —E R~ =TT (T RA D

FHTINZ, D 3 SO EERRT D,

O FESH(BLTRL, ¥ —ER, RREZVT 1) OFERICIDLEEEB 7RG TEHH A
DS

@ REFTATLBES) LR AT L (H25) OB AR RIC IS — B AFEOfEH

@ FEERFEBRL, BEMAE T 572D ORI OWR

Thd, INLEBERDE, ARG THIELIZHROT L — LU — 226 Dt E Al 0 e

WLT, BRI ANAEOE 2RO LEREZRL, EEBITITNRE OB 2@ U7 NAERL &2

RU, B, BIFICEDFERORIETClakl, BEDONELNEED NEOBEZEDHT

LIZHBRCEDE T E DTN AIREITRD,

Keywords;

bR =T 7 e XA, LR, E A, & (empathy) , AR E1
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7.8
L]

FIE R

L HAROEMEER

PEFEREE D T 33 CHRM) 2250 —b 23 () ~ LRl CD— 5T, O/
EHFEOEBIIRIZICHIE(onY vy s 2 B LTS E TH D, AR BHE, BRM O
—E R (Zeithaml et al. 198N LT, B —EREEH O~—F T 427 vy S EE
L DRI R AU T, EEATRER Y —E R e v XA MDD T L — LT — I DAVETH 5,
RIEFEL L T —EZPEE TV TUE, B FEOHIT I kA THRN, —E 2 FEKD
BT, BromefE O o IR A MEL T, —E A0 EREF 1 TH G
AT G EREI(Polanyi, 1966)% H O SUALRIPTA ¥ & RAKL THY, I EI(Polanyi, 1966){L3 2 4%
LR, TEREUE S 5720 OF AR TERCRE B A B R M O B OV TORR A+ T
HHZEITHEDIRN, LinL, FEREMEDNTEALOREREE D Z, V—EREFEFEOE]
RIZEBNT, = AFFEOH DR IIRFROEGE TH D, DI, FREFEEFOHHE),
TRDOOLR O EFERDO I OB I DM AIE A2 EH D TEFRIR O | (THE, 1992)73:K D5
NCWD, AfE CTEOM R LR L O G IZ LD — B AR 2R L7z FE2E vl Re7e h — 1
AR A ND T — BT — I OFERIZONW T, LERFRIROu Y 7 2 5 LU CGRIRT S,
—BE R XA N —E R — T T DT OB b — B AD FEERITEHEL
TWDIDThD, 2k, —EAEROFERO THIIR 52T, FILWERHY —E R~
XA DT — LT — 7 E R T D,

. FREOEE
AR THHATAHZEICOWT, 3 SR TS,

1. TH—EX-IRIAUR]

Y —ER2DAL T IAND TN~ =TT 4 7 OREREMWT Y2 B NS ENDZEERRL TWD
(Gronroos, 2007a)Z & X HITREL T T2, ~— 7T 4 713w 2P A Mo TREfES D, OF
DI —BERe~w—lrT 4T« NTAT 7 )V |(Gronroos, 2007a)i%, 3 DO et ARAIHEZSH DY
—ERARRIEICE DTN~ — T T A T DRSS, v AV A MIE S TSRS D, 3 DD~
=TT TR A =T e =T 7 (R B OBRRMY) |, (52570747 <
—r T4 (BREVEEB OBIRNE) | RNy 2 —F Lo~ —lr T A7 ({3 LR L DB
TRPE) 1& 5T,

-11 -



2. TH—EZR]

AFGTIE, 2 2O —EADOFMEFHL TND, 1 DL H M () 1263 2R &L To
=R, b9 1 DIATEERKR O FRERED T 7 ZAMNIBIT 5 —E A T D, 2D
BT, —ERAD 3 DOFEESHTHAHBHTRLI [KRAEZYT ¢ | [ —E 2 IZOWT, Bk
EEOHBARLL TCOFHERE BOLL T, ThENOEBRNBEEZ IR T (5 4 =I5
)

3. T3EHEEl

P—EREEEDI D, Tinseparability | 12DV T, —XAVIZRREIVTWDTRIREE 12N C, EER
ERRDIIEZBEME I BIRL, EO=a T U ALK LT T2, TEmBEME 2oV T, IR
QO1D)IE, TR DIEFBEL T B~ FITR I T D0, BAROSULEINIZIE BRI CH
%o ZTDMAINTZE | ThD, 2 ROED, SEELHEEHETT, BafEie - 015 -$e -85 LTS
IRESRIMBE R T D, SYEED T 4 — 2 | WL 27RO | SFR T A 8018, B RO EERAY
IRHERE LR AAL S PRI R oS HETH D, T80 5, MifELAIZIW T, BE OAH a0/~
BRAE D AT T HEIE, BERCEEB N —ERADILX LS5 T2 A TND,
R AR (EEER) 23, PSL T —E 2D SEA AU L > TSz 7 — VR TIdel, [FIRE
ZE RN B W CRIBLIIC R BRI EAER 3 22 LIC ko T —E AR RS TSR 1%
PZTWBD, ThEDR I ES IR —E ZAOKRE I OWN TR FIFE | LW S IERIT T
IRBLITERD, THEREME I LW SRR D LT,

4. TQuality of Working Life |

Ruzevicius (2014)1%, Quality of Working Life | %, 4={% & [ Quality of Life | O — &L THE X,
TIBAEFEOEDOESIE, EEOEOM LICHEERETOLOLEML, EERDAEFEOEZ R
D DT DAEFERRROTED FIZHOWTOET VAR TS, £/, [Quality of Working Life |
EVIHEEEBKRIE, 1970 FEICBELIZb DL E b, RIFRE T OREAFE T RUZLD 578
O RENCHEIR LI EL, DF AP ST 06 B O @B A SE T 20 L
T QWL 2MBEEN7Z(IMB =92 R, AFe T, Ruzevicius (2014)Dikim 251575 QWL O
fRBUCHED, TICHmA RS, BRE OB EIL A O EBUCEEE 5.2 2FFEELT
BEADLLEDOTHD,

. HFALEY—ERXEBREHIZDOLNT

ALERFIROY —E A= XD AL OBy 2 28T % KBEOIIZOVTH 5 SR U 6 5 TH
REND 2L SDOBHIRT A CEBES TR R BRI, X R BU ORI It

-12 -



AEINTWDHDO TS, FHIRT/VIE OLDTHD, 2 DORT /VITAIZENOEFEM LN T
<FHIM CEBEAKED S ERT VY —EREENM 77T A0 K BN Z FEHLLTZNS, T,
L DRT B TRBRD I LA DR EIV TR ST T2D Th D, 2 DOFFIHRT /TN T
WYY =R TV THY, 220, FRFEALOF TIEE I TWED, HHERE O mifkAT Vv ElE
DT v A FEBLLUT, EOERITAEENTICBITDBVMAMKDEZANREZ N, T7eb
Bl B —F e —=T g TV eIA BT 0T 4T e~ =T 47 BT DM E ORI D
BARFHL TODEEFAHUR LW DIS, ZRSDORT L EZER| LU TERALE,

V. ARBICBLWTERERODT—Y

KEH 7L — AU — 7 3 1= DT M, RFENERE R T vy 27— (Cashflow), 7
7K (Brand) , J#% (Customer) DE L&D KL TH D, —EZFEIZBWT, Fiftl72ilizk %
HADEDIL, BB AT MR THE T AT LEL TR, BR, 163 B O A BEGRET
0D, AFTIE, BT AT LB RE Y TD, RKFIRO Y —E R =TT T v XA
MPRT, ST AT MCLDBERIERH BT EHIRIZOWTO, BERAIMREEOMELANEIL T
512 T D, Gronroos (2007b)73, K A EOMIEHANT, 3 WH OBIRIEDTFEEI BT
LRRDEFERTT DI, B CHTEM) OIMEAZ A AR LT DIERDASH ~—7 742 7 Tl
FEIILZ 2, Y —E R (HETERE) O CRE Y —E AR A S EX BT R Y — R v —
TTAT = RPAMNCEAST, P —EADHER T AT AOMEIAZ FRINTHED D06 E D05,
FoT, BBV —E R XA MDD T L — DT —I DA NEED [Ty avo—), [7F
VR, TREOB L& | 2 KT 2L EERBRIZ OV TORMERZRGEC OV TR, 4%
OIFFETEOMTrZ e 5, Fio, RFHFICENTH, —E R (M) ORE, Mk %<
U787 7 B AR At L, BHEXTREOH T AROLND, BIZIE, h—E R~ TANIE
(TOREF OWERS, MR, BRICHNDIAMFATIRELL TR DV — A il s 28T,
i (ATER) & — B X (BT RE) O A FEVEDARIE SRR 172D, Y — B RZIBIT HIRAEFENED
e TR AL b T EE I BND,

V. BHROER

P =B RDIATHFRIZIIT ORI FO RN, @ikl — MRT MBI 5 —E RO MEfE R
L, BFEEENHE T 22O B RMEZ IR 35, AR TIE, —ERAOFEEITRLH
FPER B WAL FIRD [ —E R =T 4 7 e XA N O BEERHI BRI R0, £
DEIE~OREMAETHL, FEAEEX BB OMRRE LR R TV, 207 A% EUT,
FLET R —E A XAV DT L — LT — %R D, B —E R XA NI T 5
IRERWFRIIRTIZF R IE ICH D, P —E XA PR KOV — 2RO E B3 R O KER

- 13 -



PREZRIL, BRI TEREESN TR WBEBREDTEAE THY, 7>, TNNFEIHLAEA T
ERVEIR THLIEITH D, N2 T, —EREEIZIBW T, FERIIZR B2 fEEL T 2D
ETHEMMPDILNOREAR Th D, WEFNIHE S RE/UNTTHY, BPEMOJIR THD,
L, SUER TR RFRIRRE IR CHY, RAMRMEFFOLOTHD, LIEZ DTS,

L, TDOELDOEE, MEMEICAEEIIRD SNV ONHR THD, ZOXH72 BRI %, W
—E R XY A O RN E o TEREEL, 27 IEE 24T 28I LD HENRE
Bk B CThD, —ERFEEF O B OBIRm RARFHIC T 52T, —e A

OFMEAE BT, BERAY—E R RO A NN LS D LITRBH Th D, iz, BIRLERK
DG 7 v AR CEHIN Y —E A XA MO T L — AT =728 7TC, —ERAFERE
O ERBIGREICL DB TR A RL 28 b TED, $72, A FTHFIIEEL TRELLNH TS
ofz, Y= ADRE LSV E 2D STIRAMAE O A 2 1t 2 PR 2 DI ' k35, FEEAY7R
YP—E R X ADT L — LT =273, BEEIAEEET 5720 TR, —E AR RUTRD
BB, EELHEEBOHT-7BRIEIC OV THIIRT 5,

-14-



F2E B

3

i

~

L EEALH—ERTEOERA
A ARD GDP Of 8 ElZ4h—E 230350 280K (K 2) IZR VT, REREOBBLFIAL, AF
Wt L LTcb O DI 2kt R L LTt D~ DRl 2 O LR IED FEER BB L7 > T

60

80%
70%
60%
50%
40%
30%
20%
10%

0%

Service industry

.

L o T T 2 e O o N ¥ 0 O B B K 0 T V0 T N O O o O o T O = e 0 N 0 O o = e O O™ O O = 2 T B
N W W W WWWININININIDNDOORONWOMOMWOOOO OO © 0 0 O o o
A OO0 O O O O O O O
o o e o e e e e e e e e e - - NN N NN NN

X2 BAOEE#EE(1955-2014) ERZFAE I (RERF)
H# FHINEZ (2016)

BEEOT =7 DK T EFERGEE DO REIT IR TH D, 2010 FI2BWT, KE, J2E,
TIUAIBITH—EREDOT =T 1L 80%IT<ETHELTRY, fiER0T =7 1% 10%i1r<E

TR FLTWA (X 3),
Manufacturing industry Service industry

" 1980 " 2010  change " 1980 " 2010 _ Change
U.S.A. 19.2% 11.7% -7.5% 68.7% 79.9% 11.3%
U.K. 24.3% 10.0% -14.3% 56.5% 77.7% 21.2%
Germany 28.9% 21.5% -7.3% 57.1% 69.5% 12.4%
France 20.6% 10.3% -10.3% 64.3% 79.3% 15.0%
Italy 28.4% 16.0% -12.4% 56.2% 73.2% 17.1%
Japan 26.9% 17.8% -9.1% 57.7% 72.4% 14.7%

3 ENEOREERUVY—EREDIITOEL
H88:FHIIEZ (2016)

-15 -



R LR (R 2309 —E R (BIEM) ~L T X ALRBAITL TS, BRI DR
(%, AR MED ES, FERERR AL [ CHLRD B 7= 72 (R F B iR SR EA TR SRS OF
SEGoT, FDT80, BRI LIRSS E IS LS, BR~—7 T 7 12doT
T AT A% FERET HIEAS L D~ R A NFIENHENLSNTE T, —F, T —E2DOW%E
[TENTWD, LaL, HatAVRT OIS, JelEsEE D GDP @ 80%#EZ ¥ —E AN HH TS
PLE, = RZEH LT, Bl Rl o~ RUA MREDORIE LE AN EE THHZ LI
HATHD, BN ER T —E 22 L U X0 T 28, b —E AR, Y —E 25 (THIP;
Intangibility, Heterogeneity, Inseparability, Perishability : fEfZE, FLVE M, RIREM: - FE53 BEM:, 1HIK
PE, Zeithaml et al., 1985) D=2, KGR FR ML T D mENE, Rk, KeltE £ e 9 50k
BB DA D, £ DT, MEBIO STRIHKAT$ 5 FERAIRRFEIZ SO, @AM, S RYX A,
REENIEA iR L T UEZRDRN, T —E AR F O R R ICITIR P LR ERO BB N EETHD,
/IR2010)1E, BIEHICHITDEEICEDLFEM, 37205, 1RO FRAMEILL TR
FHRE S DAV RIS T 7 e —F T BT, MG OE ~ DN, R, STl EX,
INERT HIETHGERZ D7 4 — VA OFTERMLEELFTL, Lo LBLIRIT,
(BT O~ —rT 40 7 o= 2P A N —E A B IZHE L CODIRILE 2> T D, 19
AL 5 20 HEAUZ ISV TO R OTEPEBUR O E TR RBUORMN IS 2 E IR L U7 e
WAL TR, b — RO N E T2 8RS, S —E A ZENEN RN D —>
Thb, FFlT, BARDIIZ, @ERar T 7 ANUbEFFOEIE, h—E 2% TELTRLIEHER,
KaBNLLEE LU T, A b W IR st A FF o, Y —E AT 500
ELTHZONDITRE T, —EADME DA =X ALIZDOWTE, BE FRIFFRORZELT
RS2 otz, B ORHUIME R B LD o T IRt SIS Th 72y, —E R
DOIRFRITBEE Z TR WAL R VAT AO MO FICHIRFR THD, ZUlL-TC,
FRMEZ B LR R LB S, AL ~Oxtil, BREERE, A, 280, LGBT 72& %%t
BT, BIRMBRESRFEOHY TR Eb TE D, 2HLE BB ORMRIZ, B A O
A A A R LT DARHI ~ — T T 7 o= RV A NES /20,

. NAFRIZEDH—ERBBDOY—7 T4V 7 BRADEN

P —E AT, 1970 FARUTALKFEIRIZE > TARBALS B O IFIE S B T, B,
(B FERIZH - T, —E R (W) X8I BEL 72 T AL A7E T2 (Shostack, 1977)
R ZDNTELLVINAT AR ERIFK THD, ZiuE, 20 HAHIERO K EAE - KREHE D
RERICHE LT, ALK EFLET D~ —F T4 7RIS B T 5 —E AOBESITHR 25 T D (R
18, 2016), 37205, v RUAV DR RNEE THLHI-0, ~—T7 T4 732 A M HE
MIEEZZ L 12D, WNTHFIZ M A2 S DN HE R DAL T e, ZAUSRIL T
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PRFIRICE DY —E A0S, —E A BELERICLOM AERICE 7 e AR, W
DRI E > Th e A Ml LAl 28 U TR OMERS, MEFF, BRI, ~—7 T4 7D
EADMITONT, 2FD, KRS —E 28 T, ERM ThHL Y —E 2%, TEORW L,
ST E LT 2 L Ic ki~ C, BEEORIYE DT L — AT — & E ALY LT 55D T
HD, ZUTH T —BERIZH T DA T ANEEL TS, L)L Shostack (1977)1%, BEfFOH—E
AMFGEINOINE LT, =R DO~ —7 T TR DBLE THHE TR TWD, LKA
—E R, TROLARM e G ELT AR~ — T 0 7 OB T, A 2 fofé
HENET D72, A2tk (R C DR O SCIRMNE (6 F AT 18, #REEIERE) 1X~—FT 127D
HRITIRDIRN, T, AM~—r T4 7BV TOMfifEE X, ToOREICE->TAEESR,
A HARF I AT G- S0 b DEL THIES D, 2L, RISNDE DR —E R THD
&, ZORETHDRIFE, HOVITIEHEN: CERELTHBR PRIFFZRS DT E) OMWE LT
FAZE N2, =B REE, = ADORMEE LEHE D, W& O RIZBIT LM AEEREZBEET
BESNLT 0t ATHLHTD, HHCDROSFT CREA 2 B L TRBLZEIIAR R THD,
Fiz, Y —ERDLNEZDY, AILNOESENZHITONLGED, TORZMOFIH T, B
FEHILT, Pr—E AR OIRAEIZIE U CTRIBE IR S Db D TH D, 16> 7C, MifEse#atsz o
R D AAEIZ DN T, ¥R ARDDNEI~Y—T T4 T ORGI T DR ~— T
(T, A IS T2 L3 —E RO ERBICAIL TR, HRMZxIREL
TABKE)~ — T T4 7 Clk, Y —E AL, ZOREEZE KB EINT, T IATHET 4L
BAEMEL TIHRHZ LTI —E 2D T34k | (Levitt, 1976)03X DAL=, B2 IEF#2(2016)1%
DI T A==~ =y FOERITHEK T D, A—/—LiT, /INE —EADAKDFHE THD,
JE LR DB~ — Ay N BE RIS B U DM BAEM %, M1f/MEL, T3(EL, 25717+
BT 5Z8ICEoT, EENREEHOTZERETHD,
2000 FALIZAD, BELHFLOZ X RIF o hv 7 (Goods Dominant Logic; LA ™ GDL) 25
P AN AR L AR O — R 0Py 7 L TEA 72 DI, Vargo & Lusch (2004a)
DY —E R RIF > hmP w7 (Service Dominat Logic; LA ™ SDL) Thd, ZiUZk, TIVETEN
Tho7- GDL DASHAMEIZFE 54 T Oz ikamar, PTG - SCURMGAE L iR L 7= iz 380
HHA)THD, JLEKEIRIE, GDL SI3@ % O 728 OB TR (DA N TRY, 2Ol
| TR AR RS 5, B B OMNEAE (Gronroos, 2007b)&Hi#:E T 56D TH
HELTe, FAHR(2016)1%, SDLIZHOWT, OffifEI AR I AR HSND, OME ISR iE
ELTHRICL> T A ICHIi S NG, @QBFIIA TV NMFEEL TR ADND, E) 3 DD
FIZRWT, GDL iz 7-& L7, L)sL, SDL bAMEA DA AN DEEIL TR, D3R
T IONZ, V=B ADAFELIHE OIEFREEITB SN TEL T, o, @7 X1, KKHifk
DRBAFIZLDICHRAMEIL, PITV~—T T 4 T ORIGEF 2> TNRN =8, —E 2 D~
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=TT e FUANIEFEL TR, SDL OE MK, P—E AR OIS, 37217
T2, BE DB GICLo> TERESNL W), MELAIL V)~ =TT 4 TR Z KD TR
OBND,

LR FIRIZ SDLAZHOW T, {BHEHI~ —7 7 1o 7 Ol i3, BE LD M ED T v — /1
(D STo AL, ~— T T A T D, MM LRSS ET L, WMBEO7L — AT —
AW, =R O~—"rT 4 7 E D fER M4 U T2 (Gronroos, 2007b)EL, H—E R
ME O~ —bT 107 HER OB OW; T 12705 LG AIE 5 U, ALREFEIRICE D — B AR
1970 ERNDILEGEEZ T OLELTIHREY, —E 22RO E L TTIEARL, BE#EIc~
RVAMKIGE T DA RS AL, GDP (2 D5 —E AEOEIE N B LD 5 1980 41X
ORI LA, 2008), ZOALRKZEIROY —E R v XA MIBW T —E AL,
ETHO T rEATHL-OIT, FRNCHEL TRBIENRARRTHD, T8, A - Jitil - i)
TE - VHBE DRIREIZ, [RIZEHCITONDREA R DL X 5, B LT, h—E (L, BEN
Y —EROAFEIEHEINI ST 22 TRALT 5, 22U, ALKBIDIFFEE DT 7 r—F DEL
BB, ALK FEIZH51TD SDL EXFIRAYZRILER FIRDO R Y I3, h—E Ry
(Service Logic; AT SL) CThd, ZiUTH—ERERRICAILIzny v/ Thd, ZOFEMI7eAR LS
DT, I3 ETHIRTHIELL, ZOFITHE, — 20, BEICAREL 7 FALRITFE S FL7g
41, 4Ps(Product, Price, Place, Promotion) 2% FetfE L UT-ABH )~ —o T 42 7 D3 —E AU A€
NZFFRTANLEM T L EZE ST, —E R A2 S EX T2 —E 2 E O~ R AR
N =TT AT DB OWNTORIDENT-ZEZHFEL TRET,

. H—EX(BEROKRTIL) EROEIK

ARETIE, EEAY —E R~ XA MDD T L — LT —7 DRRGEICB W T, TV OHEF &Y _E
Fo7b, ZZTIEET, BT AP —E RAEREZEHLARDENDIRIITH L, W< ORI
ZHERLIZV, 55 112, 365 H 24 BEEUARHI T —E R AR —al Ve S b ¥ THH A1
0D, 2L, V—ERADOIEARTHLHE DL ELEIEDR2E FEB T AROEE R IEUELE X 5
%, 365 HEXETHZLL, FHIOEBEE~YRIA N HIEE2EWT D, £, 24 AT
THI% M VB HEDREESFY, BIZEAT L TIIROIRMELITH LV I E RO B MESZ 8
ZOERIIMITITRZ I DR, 2k, NFm, B =U7 11, B mIcVThid TEEL
WS A ML T D, 210, MERCS BB A 2 TR ThD, AT /L ORI
72K B 250 BLLEDNMETHD, EHORBMELT, 250 BB DHE, BIEMMEE PRI
MU~ KA LI AT DI R BB IT0 %, KRB is 28 s 586, — AOWEEERN
B OWH ZATHZLITREETHY, D7ped, B, ~—r 7178, BHEECEHS, 1578,
TS ER, RRERED, NZFER, BEE D, M S 2 X L2 2 T, Sa IO #) e~ 1
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DAIRROLND, 16T, FREE TR T VO ER RN 5, S EEY T 5HEFORT
NG, BEE 250 ELA LT, HORRIERE DM H R M HHRT NV Thd, ZHLT-
—EOHEEL ORT B D FFITHEGREDO AN ATRETHY, MAEIZE-T, BoEme %
EINO@AEG OB BEMENRERBEEL ORINDLZEIZEST, 5%, Z7a— LKHET, fFa it
—ERERBICBW T, BEE L, TSN ZENMFFTED, Lo T, h—EREDHTHART
IVEERUTHE S AT, EROBIRIZOWT, £ & 2 S0 2 Iz 720,

LIAT, BAROY—E ZZEDRAFEMEN RISV TNOA LN (K 4) , HARDY—E ZZERIKD
A FEVEILKIE (100 &3°2) EOERTIE 50.7%, 722> ThiEia - R ¥IT 38.8%LFH LK
v,

it SBEREIDKE CKE=100) (2015%) 06 : (@S 7 (%)
o 20 40 60
XEERR Y— EXEENE
KEIDERFTEKE
101.4 (=100)
100 7
B5.2
73.0
63.5
58.8
574 565 544 po
50 7.7
38.8 379
344330 315
17.7
718
24
[}
£t X = & T u B8 5% =z @ B g
2 7 D & = 58 ®H s s oa P A 5 X
4 " A 8 - E & & & 2 % %
& £ g 3" 2 KEERL : 674
i# % i

H—EXESE 507

4 BAROEZXBIEEMLQ201S F)
H L EERMN(2018)

—RENARAEPE O RINE L C, AN FAMCE YN BR T D72b DO~ —7T 7 ) O~
RVANIORRENERHEITND, HARDH—EADF B3 KE DY —E2I0E SE 23
EVIOFHI S B 50T, FEFITIZINC, BRZE LD, 2ERbIE, 22 Chm DX 572> TD
JBVERENELIT, B CATEM) OB Th D MlifE A 2 B L L7 ERFHHME TRt R S
TWBINLTE, DFD, B O IE 1 Fiscal Year (R FHFEEE) CUILA L A /TS, A pEtED
AEIND, LinL, h—E R (M) 1%, BKEEEEOBREICE S TERSNLDBDOTHY,
BACHITRRR B ML, LT LB NICHER TEDLIFROW, BIfR A RS 5701203
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RERIIGCTUA, TROBBE O KL OFHEE L, Z2<O%5E, BEFEITHO>TAL
Do TN —E 2D B RE DR THLERMT RETHA), b—E R v XAV MNE, BE
OREGLHERF, ZUTERA R LELIERDS MR NDTD, 1 FELINICE FR R 3o
FEHAMEALIT, TRNELD, b —E R =R AN, BEO~R AR B, F1E
H)le~ 3 A MBS EE THD, 2V AT AORB AR AT MILHESE S, 77205
LR EOBRYEIZER T2, Hilc/e~—0 740 T~ ROA N LB LT D, ZHLTew R
DACMAIEIE, 10T <° Al 228 DT V2T 7 /ay—43 88 N —E AL OB O FEICIB
Th, EERBFAETHD,

ST, AT NVOEEMEICET DRI OV TOMEHI RS, HAAEPEMAEL A 2017 FFIZFEmL
TEREICEDE 28 FE OV —EREDIZEALIZONT, BHAROY—EAMEAKELOE E
FEF Lo CWD(HEE, 2017), £72, HARDEMLFT VX, BRI ERDOFRZ L —RDRT V&
B LC, D T ChHIEMFRREND (F 1), /=2 —T— 77 E DU CEEL T
NG RIRT N EIEIHIKEZEN DD, B ARORT VO EAR D7 L — R ORI IR %
FO BN THIRME THY, =a—B—I DRERAT VO —E R W ERT VR T VA —
I T DY —EAD I IR ~UE RO, A& 10 LU THh D,

WU I — VB 42,977 M
~ BV AT BV HUR 37,645 1
IN—=INAT Y N 36,960 M
S TVTIRT VIR 36,436 M
T RNAT I NEUIR 34,720
i EART IV HR 24274 M
RT N =TT HIR 16,464 [
BTNV =ma—d—H = H R 12,899 M

x1 NERBHMARTILEHM=K* L0 RevPAR™ LLEZ (2012 FEELE)
8 ARIL 4 (2014) KYEHEERK
*DFEEARTIV, RTIVA =03, RTIZa—F—3=%4E7
EE | EHYDOFLOEEZ(FERA-REEH)

TNERILEL T, BHARDKRT VB 2Bk 2R & EIFARE TRV S W) i mTRb e 5

23, Lol H—E AN % S2 i A% (AL SR b 3 D2 LIRS Tldaw, A MliAE pg i
T 1T HRT L, MRS ERE IOV I LV IEEICEMAERTIUEZ 5720, ik ORE X
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WO EBEREIE TH LML (I, 2014), MO EIL, TR DT AT TS,
P —E AR LR EOBIRIEICL > TH A SND, BRI HARIZEBWCE, A SBE ORISR
PRI OWNTOA BRSO PG NTETROEBAIED, Lndk, FONTHWKIEEEZ 2L &0
IZHENRT IO, Y —E AR LEEIL, B AR ORBIRE SR L U B WA dE AR
FRECENTEHEIN, FICAIESN-—E R, —E RBEF LR O AN LD DL
PRSI QD B R B D RV, B LD B\ E D G BREE RIINICRD 528
IZHY, TN, P —EARENHIETFEMLEI T DD ORIMHR LD,

72120, BURD B RDFET N~ R A NDIED 51, B ARDPGIE O AR HMEZ AL TS
MHENST, HITHEETDHILITTERY, HARDRTNVOIELZEER DL, BOKREE L
L TRER N BEOE A REHER TED, HARYIOAME B2 EFEART /L &L TRRALS i [ER
TOUI, 1890 (BT 23)4F 11 A 3 HICBAZELTD, T O OE FATHT-Di%, BTEBURF DRK
KK DRI 7R BRAVBOR CThh D, MIEDINE KE S PO EGEAZ TR — KA
J\ER72E DI FADFEREN L2 FENNEOF F2b Te il E L TERNIELNZ, %
PR EITERNE B ENT) T 2 28 RKEREOHMBAHE LT, ERIZE->TRAZLE
AT | BB TR STz, NEERN DR EZ HRELTZ, RBOROEEEHAIT-C 3 LD Ry
AT IR CEER T 572, RICKRYZ—E AR IS <EalB Ic e )R-, ZD7-
WD, AR T I~ R A NOEA DR, Z 22, TR OBHA RIS L DM (B
=B RFE) ~OERDH ST ZEBEREE 2 HND, BT, FHEER S ER R 2Tk
5 TEBORESE0, BEHOMERO BIH -7, FHRUIZTY, 1964 FOFFAV 7 BilfEE
FEL L TEL DO RBIERT LR FR SN, LvL, AV o7& THI, ERNAAOEHEE)
BV FIHAS B RNCRREY | L RERILMEE VT2, 2L T2 LT fEI B LT A AR DR
TIVERIL, IO CKERLE AT N~ 3P A OB ADEEMEIZR AL, 1960 4714 10
HARDRT N ORI E FH DL HKE T — IV RFRT AR E T KERS AT INLR
2 A AD—P U RIRT IVERLIRE ~, P —E R R OA NSO IR LR T,

V. #HEVATLERFVATLICEBRSEDHEE

B ORBAE, REHEORUT, KVRWEZHEZRIEL, 4Ps FEDRHHI~—7 T 127 25
LT, MiGEFEOILRAE BHEL TEle, LiL, gL, B FaEitt a3 b6
Mg/ e C, SEREDOE VR AAF — AT —EZENL T D, ZOBMRZE TN~ 1Y
ANTHIZOIIE, WEEEF DOV —EARF O, 7005, ZHIRFLVL, SR
DOBRMEZ BT HE B FIEUVER DU EDR DD, Y —EADRROEEN BIFT EH0
1%, B LOME LA 2@ O AR AL LI RO SR Th 5, £ LT, MEELT-BfR
PEa RHNTDT-MER:, RS EDIET, R TEERIEICE ATSRE R D, €
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DI=DIIE, BT AT LDOT—/L T2 MIME A ORS00 TIERHI L N2 MEED FAE
R, BTV AT AOFEIRETH AL TONRTIUR D2V (RS, 2018), thaT AT A
(SR ~DT 7 —F ARt 2 AT b (B ASH) ITEBSESE 528 T, MR LOBERIED &
15, HEFr, BREIRESTD2810705, A QOINEI—E RTftA v AT A, BT TS
AT LEWNELT HEFE AT AOLETHRDI, —ER(FR AT 5) BEATL, B @RF
AT ) IMEATT A1 EEIRL, Gronroos (2006)1 & LRSI EEBESIX, 2174 O TR
ITRZNEDTDEDTHY, TOT X TEBEDIHBEATHLIRADIEETIRT DI LT 5,
PRSI BB S A~ R AN DI, BREARE (WEER) DAL ZTIT 47 TRRAR A% R
Z B U7 AME AN DWW T, BRI > OB LT 20 E R DD, £D7-01iE, #in
DR A X, P —ERARELRFEMEORE, TRDOBERANIEST, R —E AR
SR T DI LN EE IS,

ZOUTERBUZ AT 72011, IRD 3 SO RN EE THD, O —EADTEESFH (BHT
2L, =R, RALHIT () ZHERTDHIECLD, BEERZOIEDHE S OES, @Rk
AT I (RRE ) AR T AT B (HE) OBEHIRR, @FEER A BIEL, KB Z A
LT 212D DEFRMOBE R TH D, —EAOEESFUIHLIR, BHELEE i itFsh v
Wb, TNEERMTTHZL1E, BRMEZ®EOL7-ODRb KRR T 7 n—F Thd, FEL
B LB S iEa R OZLIEo T, SR ERERICKITEEEZRRL, OSSN EHix
HZ LTI D, ZRUCHOWTE, B 4 B THEMEZ IR AR,

02



FIE RTHRORENDN

PR R ADIATHRDO GITIERL, —E R~ =TT 4 TR E a8 TD,
MR D L 30, ALRKZEIRD Gronroos & Voima (2013)i%, MifEALE 7 0 AZBWT, [ gy
— i, [YaA MElR, 2 U CIEERE ) O 3 SOMIEERRHHZ 2R LT (K5), ZLT,
PR T AT DIEE R EO DO, ZOD 3 DDOFEEOE N NOME R ORI
BV T, KD 3 DO—UrT A T TG —F e —lrT 4 7 (T a4 — 58 LN
KB) NI RZ =T )= —= T 7 (BRI R LRHR) | A HT 0T 4T =T
T (VaA Ly MEl; BE EHEEER) 11X 71T L7(Grénroos, 2007a) (4] 6), [/ A% —F L ~v—
TTar 7 e, REEBE L OBMRE R T IREROIA SR E Daa = —va FEAE, #
BT LTI B3R BRIETDHLOTHD, [TaIR 81X, AT AT 2EDIRH, LSRR Z@EL
THRENBEIK L TEDIHRMEZRALT 200 E R, ZNERNRTLHZETHD, (A%
— TN =TT 7 )8, EEEEERORBRYEATR T, WERO RN EHEREL 21T L
(X, BEEDOBRMEIIRSI LW LR S D E01T, IR ISR L GRIIRLZ T 7 m IR (fff
EIRE) | Z BT DD EREIR, T7bb, (EEESCIS | EEE2E DT, BE~OME
RAEDTD DEHRAHEN L, WENHA L iuEiebien, B A 270 T 47 v~ —lrT 4
NZBITD, BEHERAZEI T —E 2T (X —LLTOERIL, BB —EADMED
RUBLIZREREEL KT T2, [N—R A Lev—F 5 — | LI ERESND, [/3—h A
Lev—bE— | LiE, —KENCA A=V INDRED~Y—T T4 T E G T TN EA L~ — 5 — |
LIESZEIIRHGE L TND, e TIR—= A e~ =G — [T T NG A b~ — B — | EFERIT
BT 20 ENDHD, T78bh, [TAFA b~ —lrF— | IS AR —F e~ —lrT 4 T |1
BT, KGRy R_R—r Rl 2@ CHZIORU 7 a2 (ERSR) [12oW T, [—Rha A
Lo~ —lr o — | INBRE AR CERITIUL, IO FEBRICER ST DRI, ¥y 7B TL
F9. ZOIIRF vy T ELCIERWIEOIL, BERFROVR—M e, BEIXI = M AL~
— I Z— IZRHELRIT TG0, TN EELEEB MDA —F Ve —lr T4 7 | D
NETHDHD, (M BFT70T 4T «~—0T 47 1T LB O AN 2@ U7 FARETH
%o MEEBITT Ly Y & AF )L AR &HAMT) A LA T, 17 aIx (fETRR) 1 22T 2, BEED
ELHERYZR AR EAE 218U T, % 2R DB A AR HE S 5780 IC R ORBRANE ICH PG L T
FIBLAZ RIS T LW 28N, R OIEREI2EE D7 0t AT, ZOJFRE/RDEED
EBL (ZOLT2Y, 2H7R072 N WO E0RES) Z BT 52 L3 sRDBID, 1E-T, BEK DAl
HEZERTHIENITELERD, 2N 3 DO —T 470, BEPSEE~DOIF I (fil
3242 | D TZ B NEL T, EILAI OB S Z MUY —E R v XA ML > TRIFES D,
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From a production perspective

Producer: The provider Co-producer: The customer
as producer of resources participates as co-producer
in the joint production process

to be used in the customer’s
value creation

PROVIDER SPHERE
* production
(potential value)

JOINT SPHERE
¢ yvalue creation
in interaction
(real value)

CUSTOMER SPHERE
* independent value creation
(real value)

M

Customer’s role Value crl:_atm'f co-creator: T_hc )
- customer is the value creator in direct
interaction, but when inviting the
provider into this process (a merged
dialogical process), value is
co-created with the provider

Value creator: The customer is
an independent value creator
outside direct interaction

Provider’s role Value facilitator: The Co-creator: The provider may get Value facilitator: The provider
provider is a value an opportunity to engage in the is a value facilitator
facilitator

customer’s value creation process
as a co-creator

From a value creation perspective

5 Value Creation Spheres

Hi#8 Gronroos & Voima (2013)

= %
el RN B R L]

VIEETRE ST B

AR =F N =TT T
R 8470 R

-AB - ]
-FhHoOT— KIRERI-T B

- RSB

- 05k o m= =
& AT ETsF T Tl

- BIEOkEH SR AL 7 =T A

- IE BEETmeHEfi s 22 T i

6 Y—ER-I—TT4VT - +SATUT L
H# Gronroos (2007a) & YEEERL
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Y=t R~ =TT RO T DR CHOMEILR]~—r T 712 oW T, AR
—BERFFEEALRR IR (VT 49 7 RN 0D (RS, 2018) 23, AEBEREZIROIFSEIX, Y—
E AR (THIP) @ inseparability ([RIRFE - JE40BENE) 25R< B L, 2 LBIE ORRMEICE A%
b=, MfEAloay v 7 (f—eZ-mv7; Service Logic, LT SL) Th b, ZHUIxL T, b
KIDWFFEL, Bih (AW 20 b e T D MlEAS R ) 2 Bk L UTARRE R ~ — o T4 7 DR
TZHDT=OI, FFELHBORIRELZZE T 500y 7O HIXTER, 20720, BE S
ALY —E X7 a7 ¢k F—2 (Service Profit Chain; L K SPC) <o % O R E 2
R L7zt —B R RIF > h-rv 7 (Service Dominant Logic; LA T SDL) &, B IZLHEBER7:
MEADE TSR, ALK DOBIFEIZ BN T —E A, £/ OMRED TITITLIAEN I
—E V= XOFIEDEFE ThHD, LKA OB LR (B M) OMEAS A gL 325720, #%
FEVAT L (RRFNIESOTEEERANE) O 720 Crest 3272012, B O SCHRAMN >4 Al i
ITIRFE ORI RLIRD2, B (M) O~ —7 T 40 71X KGRV CREN TR A0 ICR # &
OFFENEL, AEMTHSIIEMIC AL, — T, B ThHE T —E ARSI
FRIEMERT 5728, FG M ORIV 8S, BAMEDS W EShizizw, BEEHERED Fik
M2 D, LR EOMME A2 R L U7 BRMEORREE (LS AT & BIfRMEIC RS
WA 2B £ 2 27201203, RERLIRFE OOV EER AL D00 (R, SR
AL, RRENE) 2 FEE T 5 IR It 1L, 2014) , DFED, —E A%, BH7R0HEEEOB
PR EL, BURRZAGERIW A <AL, WGP @2, [ERIR TR — AR AL
KT UVRHED DD,

P —EREEOLIZIB VT, —EREHE, #8841 T/AL (treatment) & A7 L, (LEERYZR T
PE=TARADATAY—EUTHZ DTN T, BRPEIZ L DM E A2 R A B IR ST B T
T HEMNFIZONT, BIPICEBTLILEM TN AH D, —E A7 —H%
HEOEWAE HO TOHETE, ALKFIRO Y —E ZBFIED R TR, b —EADRMEAE E X,
HEOBURMEAZERIL T, BT~ — T AL T XV A M, BEOGIZBWTHIA LT

AULRZRDIRNRHR 72 o T, BN T R A Lo R 2 A T2 D B A F R S 3572
2, =B AREE R LT 722 [ —E R e = T U T e XA N DBHY F 25T L T
ARV CVECANGYA AN

L H—ERHED 2 DOFR; EXBE DY —ERARLILBZIRO Y —E RHE

1. deXEBEOY—ERHRE

KB DY —E R~ =T 4 TRFFEIE, 1980 AEARICAD, JLECEIROE B L 525 578 CIEE
LUz, KENZROWTE, — RIS —E A B % [ — R~ — T 7 | LR BT D (G
A, 2008)728, ZZTIXZEDINTEKFT L0, AR TIEL, ~— 7 T4 ZIE~v R VA MIEfES
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NAHER THLILARAMHEEL TS, LRKFIRTIL, Y —E AL —E R~ XA D
WEM—E R =TT T RV AR ERBIL, [P AT 5 NEBNZIX 3 LT 3
DD T AT (I AE—F ), A B—F ), A BTIT AT =l T4 7)) Z G T
AR ESND, KB OV —EADIFFETIE, h—EAZE /LRSEERML, "iho~—7
T4 DHFIZRIAENLED LR T2, DFED, P —E RO THHEBM OB R TELEIN,
4Ps(Product, Price, Promotion, Place) &% Hx L U7 AB~—2 7 42 7SI HIL, TBEAS #E |
AEMRELTZ, UL, 1982 FEICRESIIKE~—7 T 10 7 2 (AMA) O 1 IR
BT, JEBRFRIRD, BEEOBURIEICIE B LY —E R~ — T T O R FiEE R LIZ
(G4, 2017)28C, BRI G =5 SCHRMEE~DE H 23 £ 72, Vargo & Lush (2004a)3%& #
L7z SDL Tl&, MRtk | ORAEIZIOF MM, 6 G EOEZEED PRSI, BEDOA
AT UME (FIRME) A T8RSV, 2 E THRII R IR O EA M 5-3h b A ~<_T UK
IAFAED S T=DITH LT, SDL TITBZIZHOWT, MifEEAIE§ 54T Mo e ThHIEN
BIRESNT, SDLOERNE, Y —E MlfEMEZEIC L TET TlE, BEICL->ThiEbns e
LicZé, 2L T, THTHEMICBERILIN Db DO TIEARW, ELIZRIZHD, BT, Fofkry7a
R E D T bDTHHZEAPIRL TREEICE A Y T, BEOMEBLI il ildh
%o Lo, ZHLT-E O FMAE, SCIRMGEI, [25#1% ) oryy 7 Thy, B O #i%
HIET DAk~ —7 T 4 7 Dz Db D TlidZeoTz,

B a R RELTARHBI~ — 7 T 40 7 T, EANE X EIC L > TRENDHD T, —E A
i, BEICBLS o I IR EN TR, BRI, TOMELZ I X T 72D DREN 2B LS
NDHERZHN TNz, ZDT Ty X RIF kw7 | (Goods Dominant Logic; LA N GDL) i3,
Lusch & Vargo (2014) DMEWT DINND, T4 e ASALIRE XELH) Ch o 7= i3 H 8 E 12 HE5<
HOTHY, WHITLY BUVMIE WA FZBL T 20 A8 Y Th v T, £LC, SDL 13,
GDL A3 a2 #affiifiti 2 B AL 2 DI LT, A EZE R 2b DL L7z, LAaL, SDL DORiEE Sy
W5k, Zouyy s OREMEL £I2, WA R ELTABHRI~—7 T 12 7 DI Z T
WIZEMHID, T2, SDLIZEBWN T, BIEICES TOY —E AMMfEIL 22 #it% | ITELLEE
THY, Y —ERETH S inseparability (£ EVHE DO[RIREE « FEBEME) SRS TR E
FThHD, SDL 1, MfESLAIZAZEL THDE03, JLRFAIROAREILAI DR 7 (SL) S13 5725,
FHx (2016)1% SDL (22T, [H#2RY72 Y —E AR (230 U7 M AL, {3 LI & D3 RE ]
)+ ZE IR EVITHMNTBENL CRY, ~—F T 7 e - i - RO B E{bE b7 H 0
TRV 5, SDL IZBITA ) —E 2O 7 ab AL, —EANEEATHINDETER
Do RHIT, B GEEB) IFBRICE G T8, BEBHBHLO LRIV T —E
AEMAL, ifEz E% T X >TWD, 2T (EER) LR OB BN AIE
MERBALTELT, —ERDOEELHTE O 4 — LR BIVEESN TS0, —E AD IR
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PELRIRFE R E DY —E A2 SO L TR LT, £/, AREPBEIMEZ T 59 52 L&l
FELL QD KB —E AR L TR B ) 2 FFoh9 | DOBE &S, Heskett, Jones, Loveman,
Sasser, & Schlesinger (1994)I28:5H—E X7 @7 v+ F=—>1 | (Service Profit Chain; LA
SPC) Th D, ZAUE, mEICEERATITSIVZAER AICE > T —E R E A EL, UL~ T
BEOW R ED EHL, BEICHT2rAY VT4 mD V) EIRTHD, LnL, —E 24l
HOBRR BT DA EDEHENRBE HIZOWTUEE LS T, MEIXEEMICE->TAIES
LD ER->TEY, RENHONUOBELBEN ST AL, ZREBEIZHT S35
X THD, Z2TH, —ERFFED inseparability (A2 5EETH L O [RIFRFE - FE o7 BEVE) I3MEIR S
RN, ESLAI LTI,

2. ERFIROY—E RFHE

JERRZEIRIE, ACKTAFFEIZSEATLC, 1970 ROV — R (BIBM) Zxt G L Ui s 2 B,
YDA LR OBMRMEICIE A LD, EEREIRIE, Y —E A% R E LA O AER%
BUTAMME LA T 27 m AL U CENBAYICHE 2 7o (F1H2, 2018,fth) . 2Tl K AMifE
DAEH THY, B GEEE) ITMEIRES L LT, BR EOE B A A 2@ gz
KBTS, BEITHEB) O EE AR ME AN L > TlE L ORI EHEBIRAEEL, =
TUCE S THEEMZ N ESEDT L~ RO A MGG ET D, EREIRO D —E 2 TE ORI,

BRI, B —ERAZDOEDEMIERNGEL TNDRICHD, -EhDO~—r T4 7 BIRELTAE
KA — B RFFEICH51T D SDL LIIARBRIC RARDMEZFE o, LRI, —E ATt
REDEDE~—T T AT I H A NDRIREL, Y —E RE @R L OB EAERIZLD
BIRMEA B TR SN DL DL X D728, HE OBEEBILIRN Th 5, i 2 T TH—E A4
DOIE S =E 30, KB O —E AR FEIC OV TIE, KEAE, KEHEORRICBITS
B AR REUTARHRN BB FEEZ AL, Tha Y —ERSHATRNAAHHH, ALk
FIRIE, —E R (MERE) O K¢ (IHIP; Intangibility, Heterogeneity, Inseparability, Perishability :
HEFEE, BB ME, [RIREME - o3 BEME, THIRME) ZRiTH2 &L, inseparability (42 &H # D [RIREM: - IF
OYBEME) ZdE L7, RELBEOMMELAIOuY v 72 RET S (F 2), b —E XL EFR
(intangible) TV VHIENE (perishability) 2381, A EM (tangible) THLEL GO LT, FRIZ/E-
THELTBLIEDRARETHLRESEXDHE, MO HELRZ T DA DB~ —7
TA TP —E RS THZ8IE, AREITE 2720 BEROME T & D 5546 > TR M
=T AT T HECOFIEREL LTSI THD,
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B P—b 2

A AR
K= FEM
APELIRIBETEE DT BEL TVD A PELURIE LB BRI T D
] EEH LT T rEA
HEZAME AN 520 FLEHWFOM BEAER T

AR T CTAEESND
EESND

%S (MEI) T m AT BN % ‘
W& DVEREIC BT 5

&
R AT HE FEHAN T BE
AT A MNP BB 5 AR LZ20

=2 H—EREHMGZDEL
Hi B S 4 (2008)

(1) JLERZEEIRD 6 DD & BHIAEIR

JEERFIRO Y —E DT 7 —F 21T 6 D DR 85 (Gronroos and Gummesson, 1985),
OO ~—4rT 4 712 EB DI\ OB R
QFEBRICEIDFER LA LTI-a 7 MO

@GR IEIT Fa SN = FE R e % A

DI ge#E LB R ORIRAN2 AU

QA A —F o=l T 47 ~DFH

O®FEEY~—7rT 4 VI DR R OB~

(Grénroos and Gummesson, 1985 kUEEVERL)

Thd, ZORHEE AN TRAMHL, LERFIRIE, B B 2 B RE LB~ —27
(7B b, AR BT LT 5280, —E 2RO INflifE 2
HIDAMREMERHHEE Z TS, Flx X, BRI —E R 7 a2l 0T, 8 LI3ED T 2
IR 5, BARITT e A% 58 U CE R o0 STIRMIE LS K2 ks it R ik & kD 5, BAEITFTA
AR T HIEANE O HINETH2T TR, HE T m A& @ CTHESZRME ThH D T4
DN R MBIZ DN DR AT D NEDOBEHIMED A EA RO TNDHEDTHD, @DIT
DWTIE, EBICHFOIRS TR RER E 2B T 2R354 RL, Y —E ADOMS M A Hi7E
THRFEONEEBLERT 2O THD, 2, ARFEIRO~—F T 407+ XA MK
LSV TCND, (BRI~ —T T4 7T, ~— T4 7 HFLEPHISDEL, v R ARE
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TN LIRS CTh o7 7o, I U ORI SEA T3 528038 57, Malter & Ganesan (2005)
1%, by 7w R A D AR BB T D~ — T T4 T O BITEZ, BEORIIEHEDOR
BIREICE > THEMZ K> TND, REIC~Y—r T4 732 OEENE R, ~—FT 407
FEREIXIERL QD LHER 35, F72, Grénroos (2007b)i, ~—47 % — K OMRTE B, BK Dk
POWIR A, R EOBIECBIE ~ 12 A bOFHE K ONEEN D7 Dl RO 7 1EEF D AT
RTIUTRBTNEL T, =B R =T (7 DD _EF MR RR LT, Z0BE X8 -
B ZQ2017)DWH T2 B E ICb R T2, DI, BB GEOEARITENC B Tieh B2 Z
ST % L DT (empathy) | ThHHETH, 1 A 1 ADBBUS TEELAIZAV, TR
(empathy) L, BFERANZ LA 52 L TRONIIZaBRER AL, ~/oill&aE8E, RIUIET
TR I A TH ZE RO HNDEBR R TND, TR IROE 95— A~ R
A eDZL DI R A RN ZENTED, BRI HME LA, BRI DA T,
Z LTI (empathy) N EASILTND R THD,

(2) 3DDIMEREDEHT— T T4V T EHIET A V—ER- =TT - IROAUR]

AERRFIRIE T 7 B I A (MERSR) | ORBEHIZ T4 BRIC 3 SOHOY—E R-v—FrT 17

ERIEHNCS RO AT D, 3 DD~ =TT 4 7 LT,

O I ARH—F)ve~—2rT 127 (External Marketing) ; {23050 7 BIX (IfEFRZ) | D=
ErAET

@ AvH—F)ve~—4rT 17 (Internal Marketing) ; iEHEBZ AL AAT L, [70IA (fHfEH
) 1O Y2T VN —% HINE LT BB VAT K55 i

® AHETIT AT +~—"rT 17 (Interactive Marketing) ; B HZ S ITDNEER OX—hA
L=k —) DI 7 a2 (EHRS) | OFT V) — O KB MiE LAl OfEEZ B 5§

YL ED3BERDBDD, ~—T T4 7 a3 28, Y —E AR S L DS H 72 SCRAT 8

ZNTAT ML, AREOEBITHRUEL T o e ks, FEEY —EADOARNE HEMEL R

AR, BB ORI A B KT 500 Th D,

(3) TZHRE—FI-R—ITT42% )

AFETIE, [ RE—F e —r T 47 ITONWTUEIT — =B NS0, IS AR
s

[TNEA L=l B —ThHDH~Y—TT A THIX, /A —F ) =0T 4 7 OIESE %18
U THEEICK L TR ESNA BRI L CEILAFE A, ¥ — 7 v N DRI, v AT O—
HHONE, Hae NELTT 7 a—FENfG5, [7aIR Lo TEE MW IFHZ W T,
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WEOMMEY R —NEIR (i, (8, 1, AT A, Hiff) Z2LLC, BRSNDHRETHD, 2
ILIBREOMFEL, FiERGEbHIUL, 2O TRWIEELHD, HDHNIE, B TH-TH, H
EBORITET, W CGRRS LD L1272 58555 8% ) (Ojasalo, 1999)

[—E R AT A — BT DEEEORRERIT, BAMTIERAL LW, #5613 —E O F 4
STH—E R HTF—%RRERT DN, ENHITH AN —E AR EE A EV 5, (=
JARE—F ez —0 T4 JIEE ThD) g, o, Ihd, /v Z—Ryhaia=r—149
¥, FAVTRA—L, RFERHE, ik EELZ MU T, BT, BEOMANR=—AEE|C
—HTDRIRET D, TNEA L~ —r =X, I20VT, ZOTZIRE—F )b e~ —T 4 7T
BAFF2, KAITBEEOLOR T, LLHTORBRH D ME A IR —E 2R {hEF DA A=
FoT, MOOLNTZY, WiiFoni=vb95] (Gronroos, 2007a)

4) TAVB—FI-R—Ir T4 |

ARKFIROHIE~— T T4 T ThOWEEBERNG LA —F e —TT 4 7 1T, AR
EDNBEIIHU ORI 7 eI (MEIRER) 128, BEE IR W CHTNICERSNDZ L% R

ELT, HEER OSN—NMAL -~ =2 —) BLBELT DT Loy & AF /L (5 /L& BiAl) ZAFHEL
BRSO~ —T T4 T ThD, A G —TF N e~w—T 47 | LI, BEHERIZBITHHE
EBDTANCNT A (F Loy &AF )V ML & HIN) @b 212D DIEE T D, £ TIE, 13
BUTRER DYy (P —E 2% T D30 ) B SH, BESOMELANZ W T, MMEEdEH &
LTI 7 mIx (4R 4R) | &2 T CTEHIZT O L)) Ly Y & A% )L (L & Hifl) 2 RS+
HILHBWET D, EERMICHITT 28, BEEDOI TR (EIRE) | 2 EBL T 57D E
IRF Loy & AL (L & Befitr) DEGALEHE BITZERSEDToOITB IR T8I, LN
BOHANRIBIRIET Clidrel, #EEEMALL TOBRROREMHICH K 5, ENIBREEOHE(F 21,
A FEHRRE A4 T — 7 M DT MU D> TRE EIRBER S, 8B O AR 235Ed
EINTWDHIEETEL, ZHIUTL- T, =2/ U7 (empowering; HERRDZERE) LA X —T Vo
(enabling; SCHEHERE) 230 DN I CHERE S5, EERAIEI RSO T LMFIRAINZ DL, AT —
B R RIMVOFGRITIE, KRN LI ThHD, KIFHRELL, flx ASOHEBEZEOR
TR BN PEBRL, WA EL T T2 MRS AR BE A fa 3, F7, ELWEER
DEIRIEITHMNICLE FHTERS, BT, HALL TOREERLINEEIZLENRDBND, 1EH#
BEANDONABIZZZ BV, B NAEMIEZ L CELID, REITEEBEIHRLRTN
(T2, HEEBMANEL TOAZHED, BEFELTJELRVEREEMH A ROLND (B 5
B CEPIERR LM AR D)
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(B) TA2BS9T4T =5 T427 ]
P —EADIEEITE RO E TlId 7t A0 E T 5(Gronroos, 1998), [ A 2707747 -
V=TT AT N, BEERICBO TR OS— M A L~ =72 —) PR~ 7 a2 (ffifE
2R | OTINV—DREL, BEOMEAE D EELZZITT D, HEEHO~—rT 17
WTCHD, (M BT0T AT == T4 7 JITBW TR, (7RI (MifERR) | 22492 2
DDA Z RO, X, 7€ B ORI (improvisation) Z 58O 572 D[ 2 "T Y 7
(empowering; HERRDZLGFE) | &, TN T A0 DBREICILBEEEV I A R—TV 7
(enabling; XHEHERE) | THD, £ LT, HE I - THEET (attitude) AT (communication)
EIANT DL T, T7aIA (ETR SR | 2R M DB RE 2 BE TE 2 L1072, B HRITE
WTHHEANEF 1 ZHETHRIE THY, EEBIMEER ThoH, EEAREMz 5L, Eito
FOR TR AL T, BERERICBW TR SN OB OFE ) LA L, BRITHERR
DTBT 2y aF VISEEUSH, fHEREZ TR LS, BAFRMMEILAIOAT =V 285, 2
DI, BT AT L THOBE LB LD BRI AT 21203, RFEE T A5,
AU, FRARNTHR ZE TR, —EHUAISRE DL, BEDORELE N EAL, O
BAR T M 2 Ok 2, LR 22 IR O B 25 B S 1S HE O <@ & & o AT, 4C (Contact,
Communication, Co-Creation, Context) |Z&L > TR A ISILD, AR EDEBERZF AAEHIC
F0, B3 WEHE) 1T, VT VEALTRE OB RIS T D2 LN REL 2D, Y —EAD
FUEMIZOWTEERFRAZINZ 58, BET —ZI20E0, mEITHE Lo — e R& 4L T
b, R L TOORARWIENE 2 5D, % A& OER, BIHIZ DO — FIZl>TE L
T 512D ThDH, ELRILY—ERATHoTH, BRNFITHE THLLRH20,

3. EEMER LMFIREILRBHARDELN
AERRFIRD SL EALKAUFFED SDL ZHHeS 2L, WD~ —r 7 40 7 eI Al Difgim s
TSN TS, UL, M IEREEARDME R (3 3), ALEKFIRO SL I, MEOA]
WEELCOBEELEL, BRI RODAMIEE D DI (EEEB) LOBRMEE2 BT
%o AKINFFEIZH51F % SDL bR O UMM 4 B 223, MEDAEPEIIEZEICE>ThEn
HTEERBLTNDIZOIT, A ELTHE OFREE - JETBEME IR S TR LT, MlifEsS#Lt4 I
ECDE O MBI L~ — 27 12 7 SR TIER W, BIZ0E, JEEREYR (SL) 34— — AR
DT AT—12T5E, JLKBWFSE(SDL) X, VT AARDTAT—12LE 25, 7725, SDL 1%
BEOMMEBAEL, 10 RUWIMER#E HIEL T —E 2% TEAL, it —E 2% a0
ICHET %,
fE ARV T, BEMEEAES THY, BEITMEIRER L THL Yy &A%V (L
& BT RS DTN, —EREEK BRI L0 D, BEARZ LI, EREEH A (1R
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7)) CHHIETHD, DFED, TAT—IIAK, [, R HAE (MEAE) 2R, (i
728 OISR AR IR LR DSBS S T B ARV 3, £ 07 e B 2% T2 1 E S 2
DIFE T D, =2 —AROPER (SLIL, 74T =2 1 N 1| AOBEBEDOEROHEZRY, 4
WD T LT YA L DWELFZAR Y, FREL, RN ERRAE IR DM ZR T, BRI ED, ZL
THMED, KEOZAIZEDE THARXDOFEZ LY, BT OMiERE OxtIGcEd 2,
FERZTEVIELT- %S, BIREOBRMEDEGL, 2oL #2800 bE HDOA—Y O BT LA 15
1ZOLT, B RHIRIZRBAMRIEZHERF L T, 22T, BE LT AT —LT, RUZERIZBNT
FEICEREIER LD, B OHBETDIERE LIEY TS, — 2RO [RIRM: - IF
77 BiEPE (inseparability) , 2B (heterogeneity) 23ENEA, HEHEREL TS, [Hh—E R~ —/r
TAL T e R APNNL, RF Y AT LEAER T AT ZOE A BIMIE CHAME LA 235 5,
VT AAARDLERRIE, TAT =DV AR, TWAL, B EEFRNIR R AR EE B H L CHal
(CHE 3D, BELLRIA— 2 — ARG 2 FE T 5, BZ Ol =— X5 LTI 7T RE
ThDHN, ZORDOY, Fkx RFEN DRI T HRHITR S TS, R&D HPIAEEL, B D
HELFCOWTOERMEFRES, ZNAKL T, BRI T5M Mz FaICHE T 5, EFEs
THE DR 2 ORFZERTRIS D, BERRMBELAI 7O CD, B =—AZ AT
EL, I bT 2L, h—b 2O LEMNRERINDLIILT, BELOBEHEOHEAERNED
I, R ENDTD, —F = A NIDH LM Th D, LHL, ZOFRIZME LA Of S L&
ROBFED=—XL, HLETHMEDOT —F DKW E T, BILD VUCA (Volatility; Z B,
Uncertainty; A~ESEME, Complexity; #HENE, Ambiguity; BEBREME) BE(S(T =2 EE, 2017)DOFH1E
(V3R B i TEZR Y, R ORRANE 2 SO CEIRN VDU R H AT D, B A E D
AIEZTHY, BEIFZTOMREE THHEY) SL ORIFED, BRI BEERR) Lo, [FIRFZEH
TOMAEME, BMERBEHREEZECSED, BELREIZESTRFIZA Y M2 501
SL DR DIT T2,

JEBR IR (SL) JekRAF 4 (SDL)
BRI MMEANEE, BFEIMERES | B LB EOL R AEESR
R AT E M EAE R BRI | IR RO LAIORZE Ly HEL T
H% %
PERS IV H B SIC > TR Tt
ADWFZERN LA EFHND

(NN R A S

%= 3 SL & SDL MiELY
HBE R (2016) KW EEVERL
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SL DD —E AEEITH L CODI SR T FHIEZET D, UL FIORT A A7 0, bl
EOERRY —MRT VT PR TR (B 6 FICHEBFEM) Dar =LY 2 LR
DRVEY ThD, BT VN D LT T2 ARG 2T 6 REIZ T HKIL T DR A K IREH] EL AT
IZRT IACEIHE LT3 A ORI OW T, SLISN HIL7-5A (24) &, SDLISSEHIL- 84 (£ 5)
Z LRSI %,

< PR >

s THRIDBIZ N @R T T ARFEE (1R3 V- T TR )32 2T 3 D8) B4 6 K
ICTFRILCWDREE DS, THIRER— BRI AT VI EIE

SEEIIORE ST LTI EE

RNV BURAELE, L2 O T 22 IC BG4, 273 — IS TR T A ~Bl)
2Pk AT VRITH 130 FrA—ML, HENLRT LV ETOBEIRIIT 6 FFHE

B (AT MAZENFE)

R7r~v (B AN, ~L~<A227<)

Ly (i EEi-> T, avy oY aF AT ~TAa—R)
(F=vZ AT A~N)

arvanva OO, WholeWER, BRFHLLTEVELE,

[EiE-S VARV D TRIZENEDIC > TLESTHLRARW,

(BB DO HF o)LL TTRIDBENZN, BEIED) -
TeOT, AKFANEN R, LILF v B T5D1TH 5720 a0

arvelVa o (BEDOEFARIZKS)
D a BN TTENWET R, VLB R TIRENLET D, VAN
Y ORFRNTTFENELELLD, L RFRIZE T DL THHI LR
WZLEL XD,

kS (1FoLLT0) ENMNTEDDRD, BV,

Ay Va NLIEVELE, OEET, ©oKDERBIRARITZINY,
(VAR BN EAZWL, TRIFRFEZ 1 ReRIEESET2)

4 SLICIHILI=ISEDF 4705 (EEER)
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<R >F 4 LRIC

ks (BT IAZHIFE)

R7 -~y (BFEHHZ, ~L~<A2o7)

L (i ZEF -~ C, a3z LY aF AT ~TAa—h)
(Fxor A TatA~)

arv=nva OO, WholeWER, BRHLTEVEL,

[k VAR D TPRIENEDIT > TLESTITO AR,

(BEOLOF RO LOF o0 <E I L TR IR
0, BEIDES, RREHRHBED, LOLF v 450105

72UNR0Y)

v Va TRIOBREMTTND, ZOFFEHL AN AT ERNNLE
Lx9,

B (RFAR BICARLZELE 20) £H7242, KO TR LNV
KT 2 b,

% 5 SDLICIMILI=ZEDFATOT (EEHER)

ATV OET T ARG 1L, YR 2T 3 DBEEZEEL QW7 TV AD Ry 2V 7T
A DOWRYIDOLTEL NI FEEIEDHY, FAFN LT — NI/ =R EBOT 0z LYz, —fKD
TNARHBBEH I, EREOBEICIRE 135800 B e TR ERIRE I Ch o7, ¥ ATl
IZHDRED, ZOLTORMATTRL TWHD720, (KTIARBZLTTYH, BRFLZLRITIRG
WEEH IO Eha LT IRRBIZH - T,

SL ZHEfEL U860 (32 4) DS, vy =P ald, BRICLV AN L ORI D02 B 41242
L7, RIAARBOFEERFEZL THEL ORI, BITEFRNENL CLE AIREERH ST
D12, [ H, i ThoTlolzw, REAERITE G TR o7eid, VAN U ZELATNTH Y,
PEE AT ol 1 WefEltE, BADOBFITEDLEE, ROV =)L T TR TOT 4 —% Wt
THIENTEIZ, &K 4 TRUBEEZ SL OFFRAEEER TREMIZOITT 5L, 22T, <&
THHERIZE > TOMEAIEZ KB T 22 8% HINELTABEILAIN RS TODZ L0005,
R OSRMEZ, 22 Y= Yaid 7 a7 oy at e L yY & A% 0 (G & Hiffr) 215 H
LTHR—FL TS, HIZ, ZOIGHE, BEDOETRRENIALFaT — 2RI EREIS AL
THY, —ERORHETHS inseparability (A2 7E EVHE O [RIREM: - FETHEME) ITRHIEL TODEN
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25, BRI T VIEICB WO CTROEIW QOB ERBRITEO ERA~DOMFsE, 2 vy
2MEHETHILET, BEOFHEAERL, RYBRIEOMER:, BIENER 5, 2, 8
HI7RIN S AR e T D85 S AT LD B OFERL A O HEAL, BIRITE ZHRf o7~ 1 A Mkl
RN LTCb DO THY, RRFT AT LNZ, RV AT LOZR BTSN VLA TH D, SL
DI —E R =TT 7w XA MITEIS, BELEOT RHNBEAMZ BT 20T
B, ALYV aNBRDNIGIINLD, FRICE S TROEELWZ LI EE 2, [TEILTZ
ZLIZE TR DI, BEPOLDEF THD, B TIIRNT L VA M REL TN
VNV aDT L TORIT, BEITmE T D, ZOBEDL G, ZIVAEORT LR AT
DT FNTDONTUL, A vz P 2T AV T NIER A AL o T, (BRI BERME
wET, ENDE AR TR IR 2 EB T 52 m A Th S,

—J7, SDL Z MM UT-8a8 (35 5) DG, bI-bINTAERIL, B E DIHE ThD, 77 A
BIEEOT7 L3 —2013 3 B HICHDI0b O T, RFHARRORETIZEHm TLIVRW, 2O 1, 1 A
¥ 5 H DRz b alE e b, BRI, TRINEERECTHIZ LA B, BNDEET
BN BEZBLTEEITNDSTZDEN, Z2US, ary =AY a5 LRI EAREE D,
R, ZOXAT RS TR Y e VU 2 IR BV ANT SR LT=DD, ZHUE, SDL O
(CRNTWDIDNG, MEDILAIDT 4 — N RPEE LA L2V D2 L THEEL THDONLTHS,
Fibb, VeV Y aOFENIBE DR LE BVDOLV AN VA FRL, TOH~ENTHET
ThD, LBELTWDI2D THhHD, 27258, MREDLMEEIVERY, a0 v e VP 2B AT K
NEZZT DLV EBREMTHI72 RIS T2 SN2V, SDL AL Lo —E 2 ThH, 2055
1%, AR ORBENOITEIRIL TRILTHZEETEDD, 22T, BEOHFRCMEOAIEE 5
B D3 RE ERDENBE (AL vz LV a) OFEILL T, HREEMICE RSN TRV, &
DI, ABEDALF 27— 7R EBA~DX ST, ROZRJEARRbDLRY, 3£ L THELI
HIETT, ZOAL X 2T —72REBICHIS T 572012, EBO FE LM #ITSZ sy,
HDHIVE R DOFRT LTI, 1 H Y720 2000 R/VETORBHENBIEEBIZG 2D, BRSO
BDALF 2T —RISIZH 05 HELTHER 2283 TEL (U5, 2011) . LarL, ZO5A,
WHICRIED AR DD L, MR mE 2D T2 1C, BARRZSES 13455 TIIRW, K
RN EHTERVRML Ry 21T, BICOWTOMEROZE TRIT 550 TIEAL, B~
DI 7aIx (MEIRE) |2 FB T 27200, L7 KHIAEREL TWAN SIS D,
SDL B DY —E 2D 6, VAR RNIZBW TR NE DI R Z 200\, B5 L7
WV, ZDT 4= VRITE DD T2 DL OB, L LZI T, EROICEE ZmES T T
LEIZ LIRS, BWEHEE TH - T, B2 EWELEO IR E— M IR0 K9 2378
W,
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69 1, EPELTHE O [FIRFHE  JEBEER R T 200050 Wl A28 T D, RO —E R
X, B/ DB~ —7 T A 7123720, Y AT MBS0 AN Mg 2~
—T T4 T T HIENROOND, EZ T, P —ERIZEALERENA T 5, BREORE IR
BRMEICEA =T T4 T A =X LDPME T %, R DEZEREZ DZOIIEFM THLH, £D
KT Z T DDA Th D, BRIZESTEERZ DL, BEHCELRARERTHD, £
KENX, BELOLCVEVZ B TEEDOHLERLE X, Y —EAZ B THRLZENMEETHD,
LinL, O &l OHA Y —E A& 2 T2, BIE 2B & OB EREROM T ANE S TODH LKL
AR, 7o &2 RLEANE H D e —EAG R YE CE/ L R L2 LT, RO HIFFITIRS
<, AREEZ L7220 T2 b7pn, B EARE 22N, 7 ad L FAMNIE>THELIZ WS
DTH->Th, ERMITEE OO EBEEHET DA B RIERDR, —E At
(TAMEEEE THY, 7m7 = ad /L LU CTRES O STNRAMME A 5 18 (2 O i Bl i 2 528
%o ROV —E R~ R A NI T 2412 L TIGO TODAY SHAIRE SALONJ (7U—F &
ERINZEDT =7 P RO LR E) 2EPI T D, EOR—L_—VIE, LRAOIvI g
Y ORI DRSS, BREOBIRMEZBERL, A MLTRBVEIHFT~IELTWD, ZL T, %
FEIA~DAy 7=V LT o EHELL, bol DM EKBEREDNM T 5912, EREOT
—TAANNEAELET I ELT, T H—TAA L COBEHE R ERBIL TS, TONEIT
[BEHEETEOY S (V7078 22T L, BRRICEOEE L LA, BEME
IZEDDNRWERAMERB BN EZDOLEREEEVRT COEET 1 EHY, BR MM ILE D
FEETHHIEEHLL TS, Fiz, BRICES TEOHRFEE BT8R L <O
OZANTHI S THLIDMIL I | [ELRAMEILIZEZE N EET AL LT TR CH T
L) Mo lqT& <751 8V O 8% BERIZHT TV, 22U, BIR L Ok BItR 2k L7z
HFEAMELRIAHY, SR ZEC A F AL NEBOIO b ONE RIThHD
EEZBND,

ZOERFEOFTIE, ANFRRESHMEE L, EARRMEBE O TSN DRI E R
MY T=oTND, Jed, BREICE SHESMBIRIEATER T2 B2 B T 228128 Tk
FEOMEERET D, b —EREEEOL OMEFD AN =X LN R D, DFED, BHEIZE-T
BESN - BERU A1 59 2 lE A #a 2 H &3 28 D TlEewny, ZD7-%, Gronsoos (2007a)
TV —ER~—0T 7 DOERIT, BERAME O E TR HlEALE | TOT re 2D
RYR—IThoHLLI, DFY, b—EREHFLETIH LN~ —T T 1 713 L D ME S
HoOE&E TR, R EEICIAMEILAICHD, SV UL, BB DMIEAE 2
& DAL OME LA IS 20 EL A7 T AL 0O 7 & A (interaction) 235 E 3+ B
FRPEDOFENMEPMEHE) ~— T 4o 71T W b R B s Th D, BB RO DL DA E
BT 57201, R GEER) PR TOREERZME LEAL TV L, BEOBGERE
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FR LT — L AREOEREBICAIL TS, Fiz, BB EIEOT D, MEIENCED
B % LD (empathy) (CEDENMERSAE L D720 ICA B2 —E AD B GHENL. DO~ —7T 4
YT FETHD, R L ORBRRMEZ B U7 S M2 e TOLITIE, B OBR % OMRIEE
RR D)7 v A%l U CEIE RO BIGRPE D 1] EZILDR T IUERBR\0, Z D711, i3
(TEEB) 13 I L DBER O M 2 R IR LA T 5D Tz, BE OMfEElIz B Al
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HZETH D, BMBENMEDELERTDE, BEMTLOLT, BEDO=— A% [HE S DA
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G TR EINIRSNADTEAD, L, —ERAZ THEATHIE, OFY, ba—~vr - —F
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-37 -



AD AR RITZ OGBS REMER L1267, GBI THD,
BRI S ZEEH OF TIIRWL, 2% 2B ME R OREER TIdRne
WIFEREMEND D, ZHUL, D ANITZE STV ) 2T, RIUEE THR I ORGE I 0k
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PEEAEE T D FICLDBRAME DI K T D, BRI LA A8 U TR ¥EICE > TOREMIE
P ED, WHEATEZ EEALT D, Fio, WEAO A ERIRaIy A MIEY, B4 ORRED ]
EAOBEHT DS, RELORRENEEY, RO REM N E</eD, EEICRN
X, TNENORMABIRIENSToH T IIRHELRICRY, ~—F T4 7 BEOE HI 8 E H
(ZRAD L AITHRIRE 1D, D721 Levitt DFEFICIIFRE 2 HB R AR L TNDHEZ 2 D,
MfE LA LIEA2, U, SL 23R 391, MMEDOAIESR Th OB MM A LT 2L b
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ETHD, T —E RAE RO FIELA KT,
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(A —TF o= T A T | THD, (A B —F Ne~—rT g 7 )1, [ RS —F e —
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1. BREIRCAVMEENSBIIY—ER - I—TTAUT IR AR
AR FIRIT, —ERAZAMEILAI O T m e AEBUEL, Y —E REpM: T2 A FE L 1H # D [F] IRp 1 -
o EEE A ERL, AL AT AEL COEE LD BRMEZ G L L T D, Y —E 2R3 (THIP)
1%, BV L7261, TV AFBNC —E R Z 20| LN ZEIZ DWW T O KRR E D,

ZOMEEIX, NENEORRIZBWTRHEND T —E A2 LIz AFTHEDIBZETLHY, i
REIEEOBERABICHE LB DO THD, 77205, RFHRHE R CIRA DAL H
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HZETHDH | EVIRTTRIE, FAH<OITEE TLIeL, BETBROZZHIT W, LnoZer
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st FRAIS, ALK DA LA (SEERITIAGERT 5) (IC3 W TR, RN LEA TWEIZRRE
i —EREHANCHE T2, a7 —2EEBREL, BEOS AN D THD, ZDT
T —F FIETIE, RWIOEETZT LA, BESMNET L0 —EAER R T 5283 TS
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N MR L 7=WHE T 7 e —F BUETH D, HlZ2IE, EIL(1993)iE, B#REOERIIT T =)
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FASWRAE) %1855 AT I (BIF N HE SR I TS AL ENRD 5, i
AT LEIE, B2 S8R E A B IR — B ADN RS0, Nl R E2 TS E5EFET
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DEUHZEITHELLRRER T 5, Gronroos (2007a)iL K TR0V —E AR TIEe, HHD
ifEA R 7 2 2E BT 2V ) 2 —al a2 kD TERY, O MLENETRASH D TfRET 212
—UVIZE o THEESND ) HfEfL, BARFIELT, O— XE AT — U BT QD 774
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AL TSI 8T, BF VAT LA TIHRAEE T AT MTEENLLDOTHD,
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AP —EADRERIZB N T, BELORIIOZREL TREENEZEG SN, BEICHLT,
Y —EROT L TOP R, B, fk ) 28R L TEE OM RIS HIET, #
HIFEHLTOOITENIEARLEND, ST, BFLUEBO R AEH 28502 L2
%o ALBKEFIRIZ, ZOEEICI T LI A EHH 25T 572018, b —E A ~—=TT 4T %3D
DI ( LI AZ =T, A2 —F )b, AFT70T47) & 3 DO (B, EER, £23) 1257
i, FHEOBRIMEICESZHTHILT, B —E R~ XU AV MR L, K 6 (F548) 1R T
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ST=ODREFER LB TH D, 25T, 3 DO~— T4 ZITEEIL TWENSTE, T7hbb,
ZOFFEAANT, AT VEE ST, RESHENAHETIEEOLOTHLL E, 4
DX SIS~ =T 4 7 BRIECA NG b, WU CHOMM LA RO HZENEE, £
IR IUR, T Z—F e =T 4 7 IZBTFHAT — IR —[E O RfRMER BN TL
£, HHNTE, L — LB BRIIK T HBFEOD M FRLICETHEEITEAIN, £DY
L —AIERINIRT VOB ThHoTeDn, ZDO%E, £ b T HERE CHEELTL0
Yz ot=0ny, 2L T, 2 FEERICIRVEI LSRN TZD OFNIIR T 41 —%4T 570, L)L
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LI, WDWDHIL —<—~DRIEDYE, ENEE T HZEIIMAT Y EE KIFT e
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BIADFEREREREL ITHEZ DAL TR, BZHRUTIRS B EL, R OMMMEALE ARt 2720
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TL—LU—7 LU TOFREER D ERIT OV TIRRM LV,

1. TAV8—F I -R—T T4 T NIEB T BXvyT

(Ao B —TF)ve=—0rT 47 JITOWT, Gronroos (2007a)lZ, TE3EECHG | fe/r EE (U4 ED
R L OB S A N %2 B TINERRER | EREOY, 36X TN R | 2, TN | LRI U &S
M TFE THRDRITIUT DN EEIET 5, L, 2O EEE, EEOIA 2 —F L <—/r
TA T IORARIRIE, T7206, NBREE | ~D7 I (IfETREE) OTE0) B IRREIF
JEE D, BRELFRICFIETHEEBEZWOROIE, (U F—F e~ =TT 4 7 [ICBIT DL
WEHEBOBMRIEICI WL, EEBEMIEOAEE 1 LU, B¥EE2ZDMEFERORESR L E
BINRTHTebn, T72bb, (EERITMALLTOHE CEBRERD, B¥EITENE I E
THREBRMETHDHILT THD, LLERRIL, BEFHERICHLT, [WN— M AL~ —FH—|
ELTC, BEDOTBIARNASFT 52 8% T T LT05, BRI TIERL, TRshiaisg oxtr
HISIGIZEDNAEEE D, RV TUMEMRER LU T, @MU GO T Ly Y & A% )L (F
L&) ZAETEDTZAIN, BRI (empathy) L, (51T HICEDE57, a7 =xyia
FNELTDT Loy &AF /L (UL &HAT) ZAEBL, TiVE LI TBEHE RV TR ISR
(confrontation) THZENTEDLDIEAIMNMEVDIEMNELD, A F—F N~ =T 47 |IT
BIFDAEZEITIDNWEZE B ~DMAED [ FT 5 ) OREBUZ DOV THR A2 (2020)30 %, T & —F L ~—
T 7 | Oiam B, ALERFIRDS SL 2R T O LININOFAET 26D THHZ L2 EL
T, KT FE AL T BB L7 o TN D AR TIY, R O A4 348 T DBk
DOENDEES %, WINIED DD, BRIEDNENI RICTESE Y T, [ F—TF e~ —FrT
AT DR FEIIARBFE Co L LML T D, LERFEIRIE, BIR A OANIES, A3EAZF D
BELL, V=B RS RXANIALETIT AT =T g 7| A B —F e —T
VU IRFERITHEI L TORITIUTHEREL WV E TR TOBICH )b b T, R RIZHBNT
HERR B I BITH U TR, HOEA AT T DI Eo WA AR &
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AT AEANEREZ HFEAS, Wl OO IEL T LW ERD, BEOXEREOOIMEBA X
H7a7 gt LU COMEIRERN M ALSRESND, ZOR, ERIICHEES DBRFE7L
—DZINDITRRE T, 46 SRR O EIL AN I T DT L~ AT e 223 U H 2 878
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WHEED QWL OFEBLTHIENHY) ThHD, BEANLLTONEBIZHBITHE O FEBA, 1%
IMEET DD THD, 9T HIET, WEBITHF 7L — LN DT L2, BFEMICHI#EZ
TR, PP TENRT R TOBRFEE 7, fE R Z OMEEBICERT 22812725, 1t
EBOH KD, RO A CEBUERY, ZSEENEILAZ A S, AEOFE
MW" 2D, REOY —ERAREDOZIIBW UL, (EEBD QWL OEHAE ZIETLHEEDONYE
ZHRL, BARMZRIERZITORITIUE, A Z—TF v e~—rT 4 7 17200 Tldzed, U
250 2 SO —7 T4 T OREAILE T2 L1705, 5 5 ETIIERE D QWL DEH
HHMELI A2 —TF e~ =T 7 | OFREFHIZTY LD,

2. (HiEHEIE £ (empathy) fEi5

LR FIRDER T DA Z—F e~ — T4 7 1, b—EREE b, o7l a4 5%
B D0 BEER DY THD, BB LIEERLOBFLZRICBNT, BEFLEEADME
J&& (empathy) | DAFAEDS, Hfe Y THERAVZRBIE IR 2 I 5/ M4 THDHEBEALNDNGTH
%o BB RLQ2019)1E, 7T AT ALt iR T 4 3R B (AYE | (intercorporéité) D&%
RL, NFAEXTIRE (confrontation) L7-If, Bk, Je3 B {IADILE (empathy) X5 EL 72
ClZfidy, HEkAED T v A, TR (sympathy) | Tl37a<Ae 771 @& (empathy) | 395 E45
i 3%, NIXMIEE (empathy) | LCHID T, TR (sympathy) | 234 F 4L, [X15G 1 23460, Fiiz/e
filfi i 2 A2 - N UAS DL B SN D &5, 1o T, BEICKER DI, TA)EK (sympathy) | T
1372< T3 (empathy) | THDEFL, MBHFOMZETIX, ARIZ, MAFEE NG oI,
BRI 7 A X T DR MBI DY, 23T 3% (empathy) | ThHEB 2 HILTND, B)
WIATEN - De Wall(2009)1%, 37 —==—n>/(Rizzolatti & Sinigaglia, 2005)D % 2k A
IZEFNSEILEN) ) ThoHEL, I (empathy) ZARER 72, FEIZTEH H AR TV D EE
ThHDHELTZ, Keysers (2012)13, fi#H OEME, BEIE, HEICOWTIH AR TIREZRER T 50
(WD > TR S &L, BIFL VDR TEL TODIREEZ [ =T — R - —%
b (GRREERI) &40 AT,

INBEAMEILAIOGHICEES X 58, BRI, (CEBPBE A S LFRSEOBMEZLUIT, BE
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BREENS TS BRI TIIZRY, BEITARNRL L TR ICHEBL TV R 6, BE
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IR LToE 5280, 2 (EER) IZE>TINEETHHLL TR, 2T, Bz (¢
¥R) Loy iE LAY, Tk b, RATRELRD, BE S LAIS Y —E RS TH
HEVHITENE, BB DPARBEINTRKD TODMEIZOWT, B3 (EER) BHEREL SN2 o722
EEERT D, - T, BEOMIERL (Erm, WA, B CEH) BAROIRGZIER TR L
72, FNRLTIE, —bROFEMNEHER, ZOZLE, EERFIRBAK BRELTNWD, BE
EDOE R E LA 7D R IR BIRYE I C LD S 6 M O EL 2 INEEZ 975,

R (2016)1%, BEIZE>TOMHE (Value-in-Context) 2~ R AL MR EL, ZZ~DT 71—
FOHEENEZOWTH BLTEY, BELEEBERR) LOMABIEHICOWTIEL, 4 2O7 1t
A (Contact, Communication, Co-Creation and Value-in-Context) 23MF/ET D EFRTET 5, T7205,
Contact (B R) 2L DIOIZLTR-D D, BEEIRIDN, SZEIFDS, VTV, /S—Fx)Lin, £
L CEZTITh A M7 MO Communication (28> CEREFEAAER 4L, Co-Creation (fffi
BRI S EBASD, £ LT, Value-in-Context (BAZ 12 &> TOAME) 23 FEHLZ 07 LA D3I
FAUL, MELANIE TS5, UL, Eik EIE, Z0%IC, Bl iiE gz 22— 57
HYABMIEESIND, B A28 CREBR AT I8 % 5 0 7oA 1, IR7R DA E DRIIE ~EHEA T
11403, B WEER) IZOEALARA, HLOMEIREZT22LT, MEAEDOROT =—X
AR = EHHIENTED, MMEILANT, HIETAZ—IL, #& TINDFELIZ DL, &
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SH, fkgESab LTI, MEIAIZ~ R AN D8, —E ADFHEMEZ LTS
T2OITH T L72%, B D RIEE 7= 2B %K MMl E LA 2 A% — hESE DD EFFOIENDTIIRS,
4 50 C OTaVAEEHALT, SEBINT 7 r—F 211528, EENTL— LT =7 I RSt
PR AUTIRBT2W, B 6 B CIE, BROMIEBLO L 2 AE 7, MkfeHY CF R A7 M fE A4 F2 80
THIOICE RSN —E REHE 5,

1 85503 2000 4EIZ[RIART VE B S A AIZEL, 2012 4FE TR ERFE R (CEO, CMO, GM)
EHD T AR TR T AEHIESEEOLOTHY, TWAEIIR ST L > TEE IV TWATZD,

=TT A TBRITR D,

2 IR—2L— https://www.shairesalon-go.today/

§ MR EDTHICIIT LR E IV, 2020 4 10 H 3 HFEHiE (zoom (Z&Dia W23 ; FhaifE—2
%, R BRI, EH)

- 46 -



FA4E HRUATLEEFVATLOMWIL

P —E 2 CEIZ) OWEEITEI TIE, 23 2T AICBITATEINRGE Y AT 25151781 L0 5%
1795, A Q2016)1%, FRFE T AT LONEFHFIZHONWT, BT AT ATBIT AL E DB
fRDOHETHEENDHEE OSUMIMEZ I E X, T AT ARFEATTHER TS, OFD,
—EADHEZOWTIE, CARMGEZ EHHEZ D0 N EE R/ D, T2, 2O N (23)
UL, b Ml o Sh k0 E4E72 28, 2o AN (B3) 2 EEL TEY I EWIOTEBRITEIO X
ARAIAELL, RS AT L CIERHI, RBUTTEeW, DFD, B /NEREZ BT #Lo B
T, B ARF LR A DI LT TERY, Y —EAEBROBEOITENS, &7, BELME
&K EDBRMEIZIE SO SO E O R A CTHY, A AAZHEZ AR L T DRIEEOL & T, 78
B DRV AT LD FRBSINADZEOBREENZ R THD ThDH, ZHETOR G (M) DRt
VAT LR, ENEIRET DIEMHI~ — o T 42 7 FiE, MEAS A RS AL LTz,
BE O SR~ ST ETH Y w7 OlE H7h -T2, L, b —E 2 (EERH) O
BB TUL, LR OBIRIEIC S HEEY AT WD AT = AL H R HZE N R B/ FR
RELT2D, 2 TR IO, ZOREICIVAET =012, 3 DOESNEE THD, O —
EADEESHOFERICLDLEEERZOILBOM R, ORFLV AT LBV AT AOBEE
HItH R, @EERE BIFL, B aE b 2720 OFRMOH R TH 5, ZOETIE, 3
DOHFDIEAREIL D —EADEHOFERIEREY T, FERLFFICLLEHOIEH D
BHEMZONW a5,

L HY—EXDIEHOBEROLEN

(B0 ) LT RO | LOTEREN Y —E AEDOARE 2 RHBICL, #RAI T —E AR EZ
PR 72— R v R A RO FIEORENLZIELE T D, BFHEEREEEROBT# X570 3 DD
—ERAEDOFHESH THH B TAL (Omotenashi) | [RAEZY7 ¢ (Hospitality) | [ —E 2
(Service) WZDWC, BRRZEL CTHERTIMLERHD, FERO HLEHNEIL, HRAELZY
TA VLT E OB = — XTI T BRI R A R L, T —E R LIZIRAE XY T 1| N2
PRV IR TIRE S, R (bSNTmOERE M, 2L TIBbTRL(0) 1&iF, BEN
R 2R A B2 RBRANE (27 7 AR) THY, ZAULIBAE XY T 1 (H) | &M —EZ(S) )b
#nnHI A=Y —]TH%(0=H+S),

3 DOEFFUIDONT, ME—SNTZERIIMFELRV, o TRETIXREDOSHIZBITHE O
ROZERMELARHE— PRI OV THRBIZZET, EMICBURZRLIZN, KIZ 2 ADEATHIZEE O
WA D el A R U C, EH OEBERREOMAREER LI, FRHS, B TH5e

-47 -



DINIIF G ZFETT DL L > TRgg 21RO T, FlZIE, B THFZE TIRTRAE 2T 1 | <2
[ —E R OEFRIIIBEGTHNRTEL Tl O SO ERERNEZMHEIZ OV insiTn
20, LL, BRERBROKEM (AR—VU—) LD, h—EATHFAANIBITLIEBLTRLID
SOOEEMNLRTUERSD, EH O FERRABEEX MR TIL, [0 Tl Liddiem
TR A Lo T S DA RAR R DTN T D, D FEY, il x DIRBRAIAN—1 — 730
TP —ERT A NEBLTRL THALRZHILNTED,
oL, HEIICEHATL2EEELL TOMBLTRL I O— IR X TARAEZ YT 1 | D HER
ThD, LEVILDOTHD, T8 TRLUJETRAEX) T 4 IIAREMIZRZTHY, [ —E R %2 —
BRFEL, BEOHLLEDELT i bLTebD THLEWVOHETH D, LL, FATH2EH Th
HILANQROISIEIHRAE ZYT 1 [NZOUWT, T UX(1997)DFEHIZHE Thostility (BCED) 1IZHEE L,
[TR4G 1 L TOP—E R JEE LT, NI ARAE X DT ¢ | LT —E 2 O F A7 KB L TV
R, =, fERFEHEO AT LI —e R ERAC XV T 4 1T EBOb DO ThHEERLZ,
IIARIC LD ERIFEF IR, [ —e R ) &ix T ) OB - FAEO R EL) B — 72 AF
TEEL, fhatiE o B ML D, ZHUTKIL CIARAE XU T 1 120N T, ERIEHED
HREL T —E R LT IO DAL L, —kina BB LIz, AT TIX, AT R
EIMZIRNE, 3 SOEESHOFERICIOBFLEROMEEZ AL, HILWELATEHO
ERRFIRRGEA T o7, 24D 3 DO EHE IO ABEMZIR T 528128 - T, 2ZICHTET
DA T2,

I ZRICBTLRAE

1. WRB® 2 2OBRR:TRAERT1 1D EER

(1) RRER)T1LIERLTHD

ILINQ014) X T VX (1997 D e Z 5 L, [HRAEXUT 4 IZBT 2 EHZ BV THH ) LT
5o TV REOFEIICEDEHRAE ZYT ¢ | 1dThospes WKL, 2 DDOXL T HEENFROHHI
%, J72i5, Thospes|iXThostis | & pets | DFAAGIHE T, Thostilis(HE 52D RSB DD E))
(U, 2015)E725, ET2, [ —EREIIBINTHL LD T —BIXEIN I ERD? —E R,
MOENT=ELNMERE, BIWEL TORMO M E PMEE SN D THLHENIZL L, [ —
EZNTTZF T 2bb, OFMOBNIZE LM, QB EL TOENIMENRHHE TR T D,
DEVBRIIKT T DIZZ RIS RIS (B DE) ThHEKL TEY, KEILTFHG ) ThHiHE
LTWD, LT, TEWEL TOEMMA Y —EADAKRE THY, REITE DR EM 2 F5HDIC
T HIZOIHERSNTCNDENIZETHD, —E AR OE Iy L, Z DA M7 #2358
FETRESN TS, (REEL TOELE, KB, i ERENEETHY, — 5T, X, FE,
BIVWAEETHD, HMORGEIE, HOERTHRIBET-WEETHDH | LB TWH (LN,
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2014),

LL, TUZ OOV TR FUZ DWW THIZRIEZ Fhd D, IUARQ010)EIARAE #7114, [
[V EUTRMT DT, FHREDR HEFEAEL | LA D, ZDOMEMESIT 3 DO
B2 T60 5, T7bb, Okl &I s - A5 R72 S EAfr o8 i3 (Bedfr) , @BrBE% T
ESALIERE DR (R, @F T AN — MR LFHRI2 R LD R (5:) THY, MAEIZERL
BEL &2 TWD, ZOMEETRAC X T 4 | B e L THEM T2 LR BL THD, IHRDH
RADOEMEELTE, 5 1 2BV OFHOERICZE D> TWL R ThD, —EDOHMRILT
O, =B RAE TG EL THER T E7iE ) LWL CTLEOI DI, h—EAEEKOARE
DOITTREEL TD, 552 OFEFUKEL T, T —E R | EIFRAE XD T ¢ Z[RZ LA TOD RIS
0%, ILNKOFEOBA T TRIG L TOY —ERJELTHED, NEIXIFRAEZYT 10
FEEMNDAZ =L TS, [ —E R E[RAE XV T 1) & [FFET 2701, —ERERDAET
DERDOAT I AR T F il I — Y —E 2 OFFIRO L THENRRNV DI LTS, Lol

(Y —E R ETTHOLWP DAL T VAN R T ZEIFRA[RETH D, EE—ERADa T/ AR
1%, MO A FBIED R 223, BRI DB T 25t A FE THY, AERIXTIS T
bHEB ZLNHINDHT, SROMAZBNNCT HIEICE ST, FHEEICRVICH BB E 720, Jit
fEDOLCFHIGMEND L7, BT, FEEL CHBMEDRWEEEN BE 2 5 TR LI L
TRRgd s, EROREEIR =Y —R &I, TRHTRUI DO RAREL TILK - IEB A e T 528
IR HZ LRSS ILD,

(2) BREDY—ERTHAUIIBRHDHREATHD

(LINQR014) %, T —EARBINTHHEVDIZEA BT DL, BEROY—EADOT VAU NIF
Thd, FbEb T —E 20K TDINCTFALENTWD, Bl IFA=2—FEMET
LIERIELHOL, A TEIZL THEWDR, 22 L7220, RICRIREAZROND LT A
1%, ZNETOZ—FHFLOABFLOE X FNOIE, 1ZE NI D, AR LR
FE"B L C&7= Donald Norman (255, =F—at /LT VAL Digim 2O Sz gifh 385, #i
2, Vryha—AX — TR IR 28T, RISt 2 720 &, 2k A a 18
T&2J(Norman, 2004) LW OEEFRAET 2 | LR TD, Lo, EHORERBRNDE LT
He, ZOTBOCOHIR IR A AT D, B OBEEEIE TR O AN LD,
[ R D A= 2 — AR A3 DN TU VWD, A THHE R F M 24> T DT DRI T 55
72, ZHUE, BEHEWITRW, LVIHYERFRTHY, FERTHHD, TN R 44 EDFREE7:
STWDIEW), FTe, itz RERNDIE, BERWOLD THENTEIEZINOHZENTED
FOZ, EVIIREZRITINDEN  Thd D, RHMEIIZEEL T, BEO TREZEL, BiEEZ V2D
THROFFANTND DI DD, 2D B ARDPIEDZ LORETHY, BAREDIRDEI 70t
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DTHDH LN, o T, A=a—ITliE BTSNV TN &1, R Z W ~§F01E BT
T, Y=y ha—RE—DTAT 4 T BELAREEZ wWRU- w e Bk a LT AL
T2bDTHAR, FHEDPMZTBIV VDR AIE, T<—EOBBITITY TUXEDLDS AR, F
EMEDDITRNDZEITTERY, (WNOT VXIS D ARAEZ VT 1 | OFRE O T 113
—E RO LF K L DO T O ORI L TERBISN TWHHOTHY, T ORI E
BRIZIBWTEGR T2 0H0IE720 UL, BHiiiZZ D04 0iEY T, fgE THORZ Ok B 5K
BREDEARTA G/ T AR E A I DEBER O B2 T T LT 357, 2HEHE
372w REZIFEAFTUIRE SR ES EATHZELBLUT 2V, LInLEDHE, T a2 7R fElC
BOMRL TR Z BT AU, BRI T 27249, HARDREEL, BELZE YV RADE LA TH
DIz, ZHLTRSIE LW, R LD R M BRI T2, oD, [FhHo TR %
B, 20721, BED 1 Bl OB AACRL, TELIETZOEIEDOHIPFANTIND L5 L
T%, ZDOHARLHRE ) 720D T, & ZITIXRGE ORI ORER DR T Do IS LARTIZ [
KO LR AT 5, FHMEIRUG OF VAL Tl BEOTF AL 72072, 16-TC, %
—BE R R AN, E ORGE LITFEL I ILDD, IR BRim Tl L&
DDA, BIRMEIZ I DNt AT OB TR L BE L0 %, JR(2014)1%, H—E Rk
FH LR O BIREATEILAI Ch L E48H T 5, [ —E AL FEZ BN T, FRAHERICEND
P—b R T T —% ] S, MEIAIZTT> 0D, BHIZREEBIR I SMEATH O
FHEDRESNL QLD THD ), HARDPHE DRI AR DOMERFLBIFICH DT L% Rk L Tl
2D, A HMEE OV RGE LT H B TFOFIL, BREICLNEL T, A (BE) OEFELRLHE
BHIUE, EFEDOFREAL-HZH8h, IRUTEFFL TUIRBZRW [(FH, 2007)DTH L,

2. WAELDEIR

(1) TH—ERIETRRERTAI~NDRR

IWARITEZ a8 U CIRAE LT 1 | OF ZHEEH, HERREFTORE LTS vaF VB R
ZERIAFER SV FE, B —, HERZEMELTELN TV ZETH D, DFD, i —¥)E 22/
(homogeneous space) DXt CTHY, H—E AT society DIEIEDAHLA DO MF THYHHIT
HD (LA 2006)ELTWD, [IARIE, [FRAEZYT 4 |20 R FIZH G CEL) BIEICK)
IST OB, [ —E A ZaET 4T AL RML, B—) THRERZRL DL THEHIL T D,
AT H—E R L IRAE XY T 1 | 2 B R DA S T DR REHE 2 TV,

(2) TH—ERJETRRAER)TAIDEE

LA (2010)1%, [ —ERERAEZYT A HRFEISIL TS, AARIET TRAFR THIRRISILTH
L) Y= RFEEACR THRICFA T L7, ZHUTH LARAEZ )T A I FIZE>TENE R
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HSTLD, RAEZUT ATIIHHECHAN T2V 2L TI20 AT —E A0 TH -7z, 21
HAUIRAE XV T A DR THS | LR, [ —E 2 T EOL O, RAEXYT 1 | 1ZZ b
DOLOELU TR A RS L=, £, ILARQR010)1E, [HRAEZUT 4N —E A 20O THE
NTCWBHEEIRL, 5 ORI AR L T)D,

O  xtEAfREIEF BILROFA ST

PSRN TIRAREZUT ¢ NIER L

P st OB TR AL X VT ) 2 W2 7 SH D
FREIHEOTREEE N FRAC X T 1 )% B2 72<{SH TS
ANFIER, B COMmBls 1 72{SH T

© 6 e O

INDE RS THAMRE, SEF2EEDINZ TOKE, IWARIZIRAE X T ) & EE T
bz, BHTEMEEN T —E ARSI TR, DLBAZT BT L, iU, ILARDWYD
HHZRRESC, AEEARLEZ THTRICADE TSGR, W2, FEDRBIIK T 28k T
PEMAY 72 —E R T 3D fERMEZ 22T vl REMEDMER TE D, Y —EARFIZIB W T, VT
—IZBART D —E R ORI, EIREROFAEZ FEOMBENEIET D, mERVT TV
—%&H D N ASORFBIESCRERZ2 T DVIE, BRI~ —7 T 7 b b T 8ETHLHS (2
UM IS DWW TR TIEEEM IR0 o r—E R RTIBUN T, IR 2 4
PRIZNDZEOEEME, I —E 2RO EILEHDOTHD, OFY, P—EAZH
BRNEER —E AR ZITDIENTERWGEAIDL, BEDORDITIEU T, BEORRER Mm%
DX vy T Z D DO —E RRUHAI OSBRI Th D, 203, BROER, MEFF, BRZ 3284
BT DR THD, b —EAEEICBNC, [—t 2 OBEEILARAEZ YT 1 | D5 TlE72
VN, FERRAC XN T 4D BEEAEHERN Y =2 T VKRS E S, HOGVERNLTELTOLF
1ETH D,
AR L7 REOIC SN T, B2, X—Y st SRR RO STz o — 8D
EE D —EAEIRFIL CODIRREZ T, ILARITRE S AT LEGTEL, 23—V LT A Bt
D FERDTND, OUF, Mz, BRI R (fE2) TIXBEERIFRA
EHVT 4 NTEE TIRWERIRTED, L LRIZL THAROBRFLEZ THEITEAIN, EHFHD
BESTIARREZY T 1 | BRFSEULSZEITITBEERH L Bbns, HHBFOHR T, 1A
DV IRAEZVT 1 1%, TH—E RO TY, 1FTHIRAeAZEZLRBITELL, [HFAY
HUT 4 )% 8T DEFAEERICVGET DR — E AR O TIER M 72570, h—t
ZBIBEAD A HARFERIL, FEMEOBIEOLET—EOHH FICENANDA, FEMEL
IR E AL (LS NDHZET, —EALLR EJT 5, THRTRAEZYT 4] Th
HEPRZDHZENTED, @ITHOWTIE, P dh - —E AR EEIAIZBERS (W5 L L Tifitans
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WA RL, 221, R OESEZ ZUEEC AT VIR THD, Ziud, 17y X RIF k-
2377 | (Goods Dominant Logic) (2 U5, UL, BARDOR.LES T2 OO FEELTD
WG (ZET 47 A0) 1T —E ZFZEDILRRFIRD Gronroos (2007a)h H E L TVWD, DI,
(R ETRAR ) D3 BEL TR ELEE I, B & — B AR A O ELL AN T, Afifil
AIER L L COBEBITHE IR Lizxt i GREEME) 23 TEARRD LB C& 5, OIF, V—E ARt
PERZS S TRIG T 20 TIERL, BEOBBLGHOEAR (LA, 2010) 1215 H 35 F)3
[RACHZVT 4 | THHENIZEEZERL TS, LL, ZOMEEITIT TSN TR R A
RZTIRW, [HRAEZ VT 1) OFEREIEAE N RIER D THD, [HRACHVT ¢ | OFRAE T
—E A OFME (THIP) IZE > TH R L TLE G L2 o TN D, HEBLRNDT 58, THRAE X
U7 4 | EITTHBEL CLUED ma ANRIG R TIERS, TBAFSRRE | & R ~&ETITR ), BERIC
PR DREER R (RAE XU T ¢ BHFSREPE) 2 T — B X (UL ARRPE) JICRBATL, &R 528
EERIEAL T DN FEME X DO TR, 22T, KEERZORBEIVRSNHD THD,
F AR Q010)1E, FEEADTOLOERBYEI T TN IR IR A PEA HARL T 2 TP (=
EBT AT ) I THDHEL, [P R NIZ ORI E ETE~RESEHEREZL TDHELTHE
FIL TV,

. HY—EXRERICET5 3 EHICOVTORME

FEOWFITIB T, BEICKHLT, BEN TE(LOENY —E 22U LT 2281, &b
S AT 2B, ZAUT Y —E R RO FUR THD, Jelk D@y, Mo ay (Fhif- &
) NI DR OHESRL, Lo Th v (L -TR(E) 1§75, W4T - S TS b OB
M7, FEERIZBITHHERZ R RT DL, BKOWELF- B WL, SMIREEICESE(bZT Tl
<, KT 28— ML TOELT D, 204, h—EAERAT ML, ZHLZ kichb
B CRIAITIGR LR T AUER b7, 370bh, BEN | ATHWDHIGEA, FIETKTHHA,
Ay 7 NTORGM, K TOFGR, BUKTORGLRE, &2 TITH L TG E 2 LS T2 1T 37
BV, BRI NTRIMULZZBRIZIE, BEOEMELELS, fREREL EARE LT —E A% 424,
FIECTHAE S 2% A%, FREOE - MR < IRW - FEHF I L > T —E 222 S5, By
LT, AR, B OFRFT vy 7, O 2B UT-BLE, R, FHEI%EICE-T
Y AL ST D, RIFIIR LTI, Filfn, BEROWE AT 2E e LTZBLRE, IR - i - fEHER
B 2R L O 972, HURISRI LTI, BURICR T D& DY, HIEORER -8R 5 - 25
AR - AR - R IR S A £ X T x G A RO HID, HERELANIZIL 3 DOEHRENDD,
P —E ARHHCER TR, B RS, S ROEETH S, AR D S,
WD BEENTWT, FFRORNW—E R IRICAELND, £, BHEEO DR, HATL
— DY —E AT, BEAHEIELILITTERY, a7 Y () 0% —E R, a7 7 Ak
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(FEE - STARAGAIE) DY —E AL E R, BRIIAN—V—Z KT DR TERV, ILESh
7o —E AR 1, R RIZB TR0V N, KR CThHITE, HDOWIEL, EHECTHELUIZ
&, 3 DOHIREFZEOWHEO R CHDOENBME N EE TS, ZDIDIZ, BFLIL, BRBRMEC%
FFOWRINC L > TEALTAIFEIETHY, Y —E RERUEF L, FOLAITKIIS T 57212, By
T2 T2, BB DAN=Y—Z R D3RR A ATOLE N DD, T OINMIZITE -, HiT,
BHETL—D 3 BHRNRDHD, (L, Y—EAEEDOL T, FHERNE, LiLDII7RFI#E1T-
TWBEEITmRD T THD, EEROLTOTY—E R, ThbbELOEIEZADIEBL T
L, TBAE L TR, BEL, V—E2FEZ DML L Tlo7z, KARDIHZRIET
Loy, P —EREZTIAHZEN TERVONRBUIR TH D,

EIATERL, =R EIRAEZVT A | OREGRIE, MZLRWERZ TND, T —E A 13IHF
WY —E 2T, RAEZVT 4 IR —E X, TRDOLAFERE T O —E 2| THD, [HRA
E2UT 4 IR (R 5, BEAFBRERE, Ti1T55) 12h, INSCAICH B G MENREND LR E H )
HIWTL 72 &&IT, R —E R L TIRESD, B30T, BEROEA=2—RIRAE 2T 1] T,
A= a2 =N —E R LF XD,

P =R X ANT, RIEA S, BESHOMRA~DY ) 2—2al LD ETHD, SR
ORI DEFE ~D X IRIE, Al O#EALIZEE £59°, VUCA (Volatility ; 28 8,
Uncertainty ; <5201, Complexity ; #4EME, Ambiguity; HUVVEWE) S LGBT, a0 @5
WHFIZH K5, FEROVP—E R (2T, P —ERAERDOER) OREICKIET 5720128, 3
DOV —EASHOBERELFEERERFILE TL2LMROBND,

1. 3EHRMIOVTHOERDEREEEROBREDIEER

IR (2006) 1% [ —EREITAK DT2D THHID TRIFBE DD TIEI/ew, EEEM, F2EH
A DN D THS T, BROZEDLOTIFR, (HFE) L— Ao~ =a T WA Z#HE S
HHDTLORWBRIZENNTHNDD THLH LR TND, L, RIELTEITHAI D, H
AL BEIG7eL, PO Ml % ORI O B BRSO B2 RKEUNZT2I5R3, Eik E, oz
T HDIEAHID VIR AL, FEF T —EAEZEFH L TUARDWS 121 R ITARAEZY
TADKHRT, $—ERTBEDLD TH D LW TR F I T 58, FERTIE, &
—EADEREZ B — B RIS T Db O LT X T, [ —E 2 Al — A CHLEIA e B2
BETHINAROHHNT, HaF RIS EREETAIC L TOIES R TH L LB 0% 157
VY ZL DY —EAEEORMBESITRIFIEAMELZRD, 3T AT A THLIHERHDNBT,
B ORE DR T e —EADAETT 4T UIT, EHRELRTHDE TR AN
B, AN E G TZD0T2,

I, IARHEHE T AW 7R T —E A IZOWT, IRT VI RIT A —E RAFE R 2w LT,
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BT IVIIE R OZ RIF DR T VNDOL ANT T BEEDTZDOIT, T4 5 R LATNICL AR 1
BFE LT D, LinL, VAN VOB IXFH 5 BFECHD, & RIFITENTEY, [N TR
THHXIRUVINEL AT DY R— T — LV 2 AN LT T 5, 2O LT F BRI KA T L C
FESEEDFRETHLD, ZOXBE, 00%LL EORWHERT, LAN U ~v3 =Ty —i3, &
Tl | RERENTHEL, HLEY, 7% S RO BRIE £ TAD MW ROV TS TR DO ZE 2K
T 27259, ILWARDWS, B —H CHEIN T —E A THD, LinL, [RAEXYT 1) 3 7ebb,
IWARDED, HFIZEDRIIGREEN T V1=V —PIGRI LG, ISR TH-TH, &
TIVIER OZEE I EL, AL THHW, BIZEZNT 5, B, ZHLIE 0BGt
IZRL T, RRH LR THD (b L) BRIFBORFELZRED, AL, [OFI»
T SFECIER, BRREZRUET 5, BAIER AT O LI TN BRI ETIEH LD, TvaBh
(TR KU CH AR BB 2R 310 h, BB HE N EIE T LR, OV TITREE L Ofk
(7 BERME DRERF L DR ME AR T B ZLIT o705, BIER O 10 45 ANTENTRAGS
W72, EWNSRRBLE TH D0, TO LTS RHI L DB E DL DEFH DR N KREI Th 5, £
DT, IHARDW [RACZ VT4 1T L DBMRME AR T2 8ITA I THD, LinL, 22T
HBEROWL, =2 (B, $E, V—1) IZGETDOTIFRL, ZNRHHIET, [HFAE
VT A I PEDAMEZ IS LV R E TH D, [ —E A LIRAEZUT ¢ X IR TS,
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“Hospitality is welcoming a person into your environment, such as your hotel or restaurant, our
home, or even your office, and making them fell warm and secure and that they will be cared for.
Service is placing yourself at the disposition of others, anticipating their reasonable needs and freely
offering the meeting of these needs, with integrity and caring, to the best of your ability.”

John Sharpe, former president and CEO of the Four Seasons Hotels and Resorts

“Hospitality: The ability to make people feel comfortable in their surroundings and to connect with
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them in a genuine and personable manner. Being courteous and smiling are among the hallmarks of
hospitality, as is being genuinely concerned for your guest’s experience and thinking one step ahead
of them at all times. Service: The ability to engage with guests in a discreet, professional, and warm
manner, to take advantage of each moment one has with a guest, to interact with them as individuals,
and to put the guest before all else.”

Shane O Flaherty, president and CEO, Forbes Travel Guide

“Hospitality: We strive to consistently deliver a Bloomingdale’s experience that is both personal and
engaging. We want our customers to feel a sense of community, where fashion and style are always
made easy to navigate. Service: Relationships are the cornerstone of our model. Customers are
looking for great merchandise but many times will veturn because of great service. Our associates
are expected to build their business through loyal clients who will reward personalized care.”

Tony Spring, president and chief operating officer, Bloomingdale’s

“When I think of hospitality, I think of providing warm, caring, genuine service. I think we need to
take care of our guests in a thoughtful, caring way as if we were welcoming them into our homes. If
ever we come across as aloof, I think we have failed as a hotel. When [ think of Service, I think of
going above and beyond the expectations of our guests.”

Maria Razumich-Zec, general manager, regional vice president, USA East Coast, The Peninsula

(Chicago)

‘My view is that service comes from thinking of the head. Hospitality comes from that plus intuition
of the gut and emotions from the heart.”

Ted Teng, president and CEO, Leading Hotels of the World

“Hospitality: Graciousness. Service: Respect”

Randy Morton, president and CEQ, Bellagio Resorts / Las Vegas

“Understanding the distinction between service and hospitality has been at the foundation of our
success. Service is the technical delivery of product—or how well you do your job. Hospitality is
how the delivery of that product makes its recipient feel—or who you are while you do your job.
Service is a monologue—we decide how we want to do things and set our own standards for service.

Hospitality, on the other hand, is a dialogue. To be on a guest’s side requires listening to that person
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with every sense, and following up with a thoughtful, gracious, appropriate response. It takes both
great service and great hospitality to rise to the top.”

Danny Meyer, owner, Union Square Hospitality Group

“Hospitality is showing others you are on their side. It builds relationship, has a warm feeling, offers
flexibility, understanding and comes from the heart. Service is the technical procedure of doing our
work. It is the transaction; has trained / industry knowledge; is systematized, competent, and comes
from the intellect. Service defines what we do and hospitality personalizes how we do it. Success
results from the integration of Service and Hospitality. Here is the Success Formula:

Integrity = Service " (Hospitality)
1 =S (to be H degree)
H is exponential thus very powerful!”

Chick Evans, owner, Maxie’s Supper Club and Oyster Bar (Ithaca, NY)

TEA—RIVREFERT NAT— VRRDS A Dar Vo RiE, THOLEEEEOEHR LM ER,
[P —E 2 EITRAEZ VT 4 IOV TR D IDIZEFEL T D (Sturman et al, 2011),

“Hospitality is foremost the application of the golden rule or treating others as you would expect to
be treated yourself. While largely universal, every country and culture has its own unique
expectations as to how to provide a friendly, welcoming and generous treatment of visitors, which is
the essence of hospitality.”

“Ultimately, service is the ability to deliver a great customer experience either as a solutions are
new to the world, just new to the company providing them, otherwise, customers would provide the
service them-selves. An outstanding service provider allows customers to trade off money for time or

time for money.”
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“Hospitality and Service are both distinct and interrelated. Hospitality is like strategy, whereas

service is its tactics. I believe that they both are integral to every business, and they are fundamental

to our industry.” (Sturman et al, 2011)
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From a production perspective

Producer: The provider Co-producer: The customer
as producer of resources participates as co-producer
to be used in the customer’s in the joint production process

value creation

JOINT SPHERE
« yvalue creation
in interaction
(real value)

CUSTOMER SPHERE
* independent value creation
(real value)

PROVIDER SPHERE
* production
(potential value)

L

) \. " - - : 7 a p— . —— - '..

Customer's role alue -:re_mmfcu creator T_hc ) Y a!u-:* creator: The customer is

- customer is the value creator in direct  an independent value creator
interaction, but when inviting the outside direct interaction

provider into this process (a merged
dialogical process), value is
co-created with the provider

Provider’s role Value facilitator: The Co-creator: The provider may get Value facilitator: The provider
provider is a value an opportunity to engage in the is a value facilitator
facilitator customer’s value creation process

as a co-creator

From a value creation perspective

5(F#8) Value Creation Spheres
HHE#  Gronroos & Voima, (2013)
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BINZELL TR ED, Brob Ui, FfHr, A7 /L ThHIUTE DR DFRIATHE D%
(XS TORURN RS, 22T —E X%ﬁ@Egﬁgyﬁfﬁ)éﬁﬁﬁ'ﬁ:’fﬁi(heterogeneity)
WD, ZALT HMEBLCKIIE T H72DITIE, BEHERICBITDMEDAL 2T ar &iEli,
BAL DG AR E N HE THD, BEXIGICOWT WHT T, [ IV SEE e —4
— LR TERL, B, BRx R H L 2% v (BK - K- 7% - %K - I
&) 1EFFOT, AR OEE 2O EROEG THAHL, v —E A0 T 7 A KA L
HLIOERA TN, TR | LTV —2— D, [R50 (recognition) | DA METHD, %K
ERESRNE, FIAEEIZRRL, RTAMBEDRIZONTHoRIERERD, £, TOED
RTNEEBER A FF > CODIRBEIZH DK TH D, AT VERNIEEIRAL A>T DIRRE
Thb, —HE—F— %, 1 B EOFIHBRERH LD, T /VRIRZEDRIZOWTOIE#RE
HEVALTOROIHIE DN D ZETHD, B LFF5D0F, 2L TWOBE T — X125
WTH BRI CELRED I Th D, A EIDORT VHIED B BN THLH, FITHEDRM
FRPEIZEDD, HIEIE DL RZETEIENTD, HOVIIRIM TH-T20, ThEARIED I
BGEET 5OV THLINEHA TERITIIE, THE | EMESRE TRV SNV — L ER T
T, HEERBIIERH T O BROEBORFEORRC, B OFEIZRE T T, 2%y
DFFUNZHONWTE, FRROIIZRBDTH o7,

R | B ERT NVANDFEINL GV, B0E A I TED BT BN,

ME% ) BRI TR, EALL TR T 284271, 2 OBIF-CARTRIT R 255D T
BV, ZIUTEEMISZ L2 UT7R6720,

[F% 1 FHOK, FEROBIZF LL TR T 5, A TOHETHOHDLZLDRWEFDO~T —
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R —REAKDGTOSIHIRD I E DS Z R L AR BF A THHI %
RTVDRPEL TWLZ LT LT N7 B720,

[ — AN CREDZEEHF TR, R TCORNRTAMNEBLBILEGHEZ DLW EZA T
LT TIERW, O —E R | 2 T E B ET DI LaBak L 722 T, R H RIS
e,

(2 = T — L (BEEBAL) L2, H e —E A2 L, KARF NI #
ZIRT, BEIZHEBL TALD,

(FE11, 2014)

BEDOMEBEZ DEALEIR T 572018, 2O TREL, MRS AR AICE A28
IZEoC, BEBNZ M E LA A BB T 22N TED, ZOT v avid, BEIRT V~OEHEE
ELEEDLA MDD, Thbdh, EDORT KT 5, —E 20T a7z af /e TO
B4, 220, W, BiF3, K@ BRI D7 4 — LR A~ SENTO, 2, F—ERD
RRBRAME D SR L COSERF 2R T, ZIUIZARNEEZERL, ThR Rkt 528T, &7
VDO —EAFELL COREL 2D, HilZ0E, K 18 2R T I, BEEAICBWTEED
BRI SRS, R0 TH & OMEBUI R E, D2 OZNBNZELL TOERT, ZAR7
THE LRt r 7ol A1 R B 972 (R HE— k),

@-=EsacrT oy A
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HE-#ELE
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BEIIBCOrEF, Em (hiEER

{ oOEEES FEETE LT,
FEETD (@=rEEm

ELUT,
AR-FL,
WMERD EEO LA SOTRBELE

18 HOMEDNMELRDER[LHAEERADIEEY (FHER)

BEITE S OMES, T7005 B Mz RO THDDNENIZEIZ, HITHREE-> TS
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DI TIER, #5T, 1| DOBEFERIZBIT DY — AR T, MEILAI O R L3720
RO ENEZN, HOFFEDELNIIATE (R), ZZTHX—NTEDLENIZEZEY, (KERL
72T (B . LoL, ZOBEOY G, ZORRTIE, FOZOMEZINIZOEITES T,
WIREDE B FE NIV AT TORERZRE T (), ZOLTARBRDIEZ LI YA 53 DAZA VT
HoTNHIEE A COMEBIZETL, WRITKRTZRETIE, 22290720, EWOEERHTET
(NLAR) #15DC, B IEAI D G E D, MESEANTBE Lo ChithSh, % A & OMfE#S 2D
R E72%, R OMEBLATE R SNDITIE, JE—E2ADarT Y (RN, —EAD
i, (P —E R, UL R ZE B H DN BT DL E 72D, h—ERar T
DL TV AL OBENOE, Bk IIZHHWITEEIRICIER 22500, lifi 34103
MhED, R A H OMEBAERSNDETIE, —EARBRODRVEE O —E Rk 5)
T HREIZHY, = A~ A E 5k (fiES) 2R ZaIIN#ETH 5, —e AR Mt E
%, BRI —ERZRENCEHEL THEIeIL, =R A VT4 (A# ), —E X,
SCALARHERE T), MERRREJ155) & ATREZRIRY, HIV 5 IRSZpITHUEeblevn, ZOF e FB X
BRI OIS HORE S T D, BRPERICB W T —E A1, 82 OFE O HIRHRBR
& (B OENE, EVArh, BUED=—X, A%, %) [T 2N TED, BEHERD~ R
VAN, RN —ERar T2 gL, A R (BRI A fE#) 2R3 ET
D7 A% B LD RO TRIRI Th D, BT OIERZ B L THHIZ8iT, BE
Y —EASDOB LA RO DL, BRIL, B RO MECH IR &5 5,
Mgk OFFAOALTT, Pt oiBR, EEBOY —E AL~ L ORI, B —EALE
B —E X, ZLTCIEM—EARE~OHELERED, BIREL TORMENFEEZLE, FFED
SRR TR, = 2RI T DR LB LR E - TS, BEIEL B QO H0H
Wi, BRI BB R R RN, 22 TORBRAREX, AT LOLETHIX, X
DA HBZRARTAOBIULRB LS F DI El0D, T bbb, MRk RN E 2 A4
I, BE OB A2 52810 d, Fo, BIRHSOEGIENHE T3, BEMmE OI% S
& CRRRR) NITRD A=Y= E N, BEORBRANES L TOSUER EBAERIN TS,
(7 VF =—/L (Althusser, 1965) D HJE IR E (overdetermination) & FF5 KR BIFR Tl, £k~
7R BRI EHMEIZBIRR L, T OBIRIEDRIRIZE DB R L LTRSS J (IR JF - LN, 2014),
ZDIH7RE DOREFAME DRI EIE, P —E RERMEE LD ILANZ Lo TRz 72 P8 Sl 2 42 2
L, P—E2OS M LEIGEEZ 5T, TLTERIRT v —2 81 () 20 O UBlR 2 L ES
, REIZES TORBBAMED m E-> T D,

ELY—EZDFEEOY T, BFHERD, BRIZE>Th, P—E AR HH IZL-ThH, #HIIR
DT AT IRIRNAERIR T HH DO TR, BIROEMEL COMEBLIL, B> TEADES
BIZHIRND, BRBER DA DRKRERE/RHZEHHLDTE, T, IR R T, BR O
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EBLARES 2 N CL DT AE LD, RRBRAT B TR B R DG I Lo TAR—=U — (k&
Do LL, £ TY —E A7 Y N E M H O TS 72 2 2 TR CE 72T g,
ZIUTADOZL T IREREIRD, TRA D2 T I ANZZE DR WISV TR L7020, B3
(2L TORE BT A MBI L ATREMENN H TLD, B2 I1X, WHT DIy 2T 3 DEOT7T
ZRHEE I, RIRBHERE TRASNDE L 7 ADIBRIZOWT, IR R RL TWDHED L —
L EFEONDIENE 2 boTe, FEERTIE, ZIUTIEN T T 2B O 58T O BHEREIC LD
DTHY, Fiz, MHRDOEKRLE (TI/E) Z R KRICT 2 FIELEL T IV ATILER Chdh o7,
VAR O —EZLFEAD, BTN LR E OB AR 250, T IARE G
TN LR UT-BRIINNE L TR 2 /R ST, i RAVICIE R L7 oo, VAT AMNTAY; D
TIARBRDA — T4V T4 E D EEOE TR TS, B AORBE 7 2R T 528
wE bDar TRl T, WA LDV T OEARLL TOIELED T AU —ThHD,
WHT &L Th, REOFHITR 7L, @SfIMIERART VLT HHIIZE T2 —1 2=
LTV Ear T I AN RO TN, VAN DA v S e E L, TOMDIZ, BARHE
D7 Z AR T DY T T —DRRE~ORIREL T, FANS THICHIT 2L, IL#E
HEIL MR BNE I OWTOIFIRAE RO 57 L, r—e 27 mt2%& RELZ (K 19),

(Emt I ETHEIEZ NI Thep) FiEiH (BT S AFEE

FLle—das TEVEL D&, AR T | L
e > TU—E2

= Bi{H
EYGTEEETho o S FHIAT B ME SN L TRIE
BEOUTS - DT —H
RO IS AR FEOETERTEE LD
B I 3T AT T
RS DS

WEEE . | BERERD - JLE LTl
FFAO-F - A2AF35 30
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P —ERADALTUVNIZIEICEY, AL TEDLDE, TERWLDNHD, ot —E R TH
MTIIRRAL T 22813 7e<, EEBE OB, Mgk, h—t AR, M el Ic o3Ik
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WrEHIpE, D% L2 3 HbdD,

Var v e VO I REGTT 2 ZATNDD, A TH A= arZfbe L kBahhe 5
FRILEMAER DTATAZANR, BLAH S HtRET DN = (FR) ThD, VoY I1—n
FAEOE TR T VDA Y VD 2T FRUD R L7225, FHIRT V(T4 =R T Al ER)
DGEIINANT—HTh D,

2 3T — =2 BNREBTED LT F OITE 2 A /3 T3 PRt iiie ) [ 5 (b L7385

8 JR—LX— https://www.windsor-hotels.co.jp/ja/

4 RE =2 IIIREEEL, BT DI =T I, F 2 SE LT ks T V3N
L, Xy T —=2 BT %, Bk 72N IR E L A il Lo 7 VI ANl &2 7r s, EE
KIEDRT L EL TSNS, hitps://www.lhw.com/

S BEOR FRERTIRIED —2, FEE Lmz ke F EHTHRLIZLO,

6 1993 4= 6 B2, ALMEEHHIITAE T DT A~y 7 2 (LR ) 23 E L Tz,

T — Y A ¥, R— LA — https://www.secom.co.jp/corporate/outline/about.html
81935 FEAE L, 1995 42005 2 3] 8 FRICDOTVALHEE M F 2 E5 0T,

9 1863 HE~1928 H=, AX Y NTF—IRT IV F = — B2, Cornell School of Hotels Administration
Founding Benefactors. 1907 4F, NY /N7 72 —|ZHE ZE L 300 EDO R T /LA, A THIOH
THEEBITKBEE N2 — LR BT TV THY, ED%DOERFT NV O R EoT,

10 Gstaad AA AD @Ak LEY Y — R, @ifkA7 /L Gstaad Palace (73 2 —R /XL 2) 3G 4,
https://www.palace.ch/en/

12000 4= 3 A 31 B34, BT T THERABIASEE, #EEIX 850 FI kAT,

2 ARTN=ma—A—A=DRIEH T3, RERORIET 1 £4H720K) 25 HTHTHRESH T,
(AT V12013 H361EH 770 21 1)
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PR (BB 7200 TIEARKREZE (FEM) 1280 ThH, h—E AR OB Y R AT —
LITEENDEEATIMIE ZER L TR A BN TWD, 85T, ABMEZHRIER TH-Th,
Y= AR SR L 7o — B R e v RO A MFRIEDRENLII T Th D, LILERIE, SEDET
ML, B AT R ELTARKII~ — 7 T 1 7 % SR L L Te~ RO A R i &7
-7CHY, SDL (Service Dominant Logic) {ZftF S5 5720 KA — e AW IZ 35 17 DAlfE 3L
RADOT 7T B—=FIZONTh, EELERICIDERNRA L 2T 7 2 LD MEILANC IRES
T2 edIZ, ME A DOAE TR FIRD SL (Service Logic) E[RIE EITE 2T, L E XM
Az B AR L LT B LAY E LA & > TS,

P —E 2R 70, THIP (Intangibility, Heterogeneity, Inseparability, Perishability : fEfZPE, 5
B, [RIREME  FES3 B, VIR O Th, ALEFIROY—E A TR I Tieh B E 5 E
PRIE, B ADOAPELIHE D inseparability ([R]RFE - 53 BlEME) T2, SDL (ZI51T D ffiE 3
RlOFEIL, BRZA T NEIRE ML, BEE O SCIRMEE 2 0 & LT ARE 2 fa i L7228
b, VP —EADAEFEIZIBWT, R EDEBENIIRAL ZT77a HHifRELRWZDIZ, R
TEOQEFEHET D), ERICIDMMEANEDIIE LD, $7b b, BE DRI ONWTI,

T =R MEE Lo TR S, R ORI EA IR LW @E DT — X & Eof D@ D L
IRE AL, F—E RS D2 L1705, Tilha bl z, B ORBRMEANT A7 2 R4
ALeENREEL COTHEIZ EN TR, T — 2B I LHHEEIL, WEDOTHEZERELL
HDOTHY, TNEBHERINRIE 22 T TR T 58— A (BB [ZAREIC Rk 813
TERW, ZZT, BUROBE D FERELDMTRLRFAENELD, B ORE1E, BRELRWLT
BT, PEETHS T 2, ZLTEET 4T AL TURMIE 2 HEE T 528 T, i IROR &
HETHRISLTE T, LL, BB 6E 2 UL, fGORHRIT, HOMDZHORHMITY
Bole, AT T AT A EFROIFRIZENT, boLHFITESTZE/ DRVINEERLARN BT, il
HNCH, THAUINCH, B CORDDMMEBIE S ORHIUE, TR TEH T2, LaL,
DEBROT Y AITIL, 7T RRAY VT 42 ECSELERNVD e, HEROREF G OILKR
ks aliz, REWHEORNND, AIOFEEIZL ST, MBI TEARZRRERZ KD 28K 1T
Gs DEHRICIBATLIZS, BEBIEOR R TRE DL, —E20RRICB T 5605 E3IT,
B DOAMEBLICHOWT, KDIEMEICRHIAMRE, B OAMEE 2 5 F A TG 2 )2 BAR b
TELIPINEELRD,

P —b R =TT 7, BRE TR ChoT B A B L Loy v 7 TR 5 L,
F RN —E2DFET 4T b A RESE, ME A TITRS, BEICL > TS L7 A iE
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BRI ZDNDTOIZ, BT 51 &72e>CTLED, BERS - il 2 32t 328 U7 il
AT, BELEELOEOHAEFICESBERMEZIER TERV, T, h—E R~
RVAPDEMRTHD, BiZEORMHIBILRIEIZHD, Bk T2 7 A VA ORI A
A B2 E DDA A S DA (B% O & 8) 13 C&/alind, AW &L +5
BRI~ —7 T4 72— RTEH T2 & TRV, SAEREIRA FRT 2B HITZ 0 A
(2%, B LA (W R) OWrie i)l AN XA ME AT, MiiEDORIES 7= 2%,
) 2 LA T DRV EBL G L, 26 (REER) ARIBELAY IS 52 82RO LD TH
D, B—EAOAREITFEANHE TEDLOTIIRL, RURZER CRASNALDROTHS, #E
SC, [YP—bB R~ =T gL T e XA NIB WL, BEERICBIT AR OBEE D~
RVAID IS BEIELR D AWK FIRD Y —E R~ =G T4 T e v XA MIZB W T, 5
M~ =TT A7 DEIIe~ =T 427 ORENERET, BHRR~—rT 407 2 &[5
REThHHEERESN, (¥R, ¥, BELOMBRMEEZ, LVFEHIC, a2 AT AL TR
HZLIZEST, 72 —DHEE T —E A R PA MO ML ERLVICTED,

P —EREEICB T EREMAGDE, K FIRO Y —E R~ =TT 7w XA | D
T — LU =T HI20E, EEOBF TG TH T uIA (fiEfR ) | 22T 5720 DOHE
FEREL L CDI A Z—TF Ve~ =TT 7 ITRIT DA LIEE B O BRI DOl 2 T,
(MG —TF e =T TN, RELUHEB OBRIEAMIR T 2L ER D, [1F
— TN =TT AT TRV, WEEBIZBE~DOI 7 oI (fE1RE) | O T4

FTHOTIIRL, FEEAMAEL TOMEBLIC OV TIEIAZEL, 2B H CEHZ LT TS
BEFRMED R D DD, AR & OAME 3L AN %IRF (confrontation) TEAMEE B ZAIH 570D,
FEA TR TR XA MDDV T 3R OOND, A =T N e~—=T 4 7 )12
WD, EEBAMEANEE L TR, 73680 QOL(Quality of Life; AAAflfE) 3724
HAOERZEHL, ZTITAN— MRS BT 2AZ AR RDBI, TOLIEWEER
RF N E D BRI I~ THEZE B D QWL (Quality of Working Life ; Bk N AAMAE) 370> 6 1%
Bamlc B QFEBA~OaIy AN, EITH SRS E T2, TUAEEE DT rEL
TOH TSR T LoD & AF /L (HIL &I DIEFHIORMNY, TNR A ZT70T47
YT AT BT D, BEOIEEER (B23E) ISk AE#E O EAb 7267, & D QOL &
P73 B D QWL 23%HIRF (confrontation) L, /& (empathy) 234U, HIZE 7, 2> ke r 7 iE
HRIDFEAREIR>TVKIET, BHEITFEMEZHIR T HIENTED,

L ZRIIBTSIRHAMALENICHT HRAE

IO —E R o= T AL T R VAN DT R A%, HHETARNDOINDFETHDE
L CEERRTILIFIET 2, Y —E R CITAL KT — & AR 7053 HoA A 7 < Al 25 468 - A
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BT 5O~ AR ETRTHY, B2 ANERE AT — L Ay ML DI D5 % f
FeFDIET AT ADOV I A NFEA Y —ERCHEALLYET 5, LosL, BRI A L
THYH—EADEREIZIBNTE, TOFEITLT LA TIERN, Bk i@y, o —e 2Rz
IR b, 2 U CREEB ORI TH AN Ay MBZEL T ZER, BROHE
¥ B O NERER A ST HREIET DT — 208, REICL>TOREMZEMELH LT
DIRDD,

1. T Levitt I —E XD I Eb1(Levitt, 1976)D R fig
Levitt (1976)i%, B/ 7% —EZADA—/,X—<—4 v (hypermarché) 23 HHBLL 7= L X2, Z DA
DEELFDIRE 03/ NGB AR TE DN AT KT LT ZE A BN ZET, T —E AN F T T D18
RZRFRIRIIEIT T, #ERITFEOR R E R 2 DO EZTHEL THDEHEHI LTz, Ak,
P—EREVIEEEL, PFANRRE, 2 OBEICEDETEx AT 2282 THOTHD
2, A BT, FIARMAKEDL AN ThHHITHIDDL T, KT <rern— 222 RELTE
0, ZINE DIHMMEE T O IR ITED LY, LHEfET 5,

... the hypermarché has been effectively resisted by coalitions of small personal service retailers and
local and national politicians. This kind of resistance to retailing efficiency reflects a profoundly
persistent cultural manifestation with its ancestral roots in distant centuries. Historically, the way to
“serve” was in the form of one person for the benefit of another—the butler; the footman, (‘F/H)
—each performing one-on-one, highly personalized service ("/'#%).To this day, even moderately
priced restaurants in various parts of the world are redundantly populated with paid factotums in
frayed sartorial imitations of the past, each specializing in a separate and costly triviality like
opening doors, removing and carrying coats to the cloakroom ("5 )doing questionably required
work that incurs unquestionably real expense and serves no real purpose. ("7l )as long as we cling
to preindustrial notions about what service is and does, none of the applied rationality which has
produced such magnificent efficiencies in the industrial system will be brought to bear on what

remains today a maze of inefficiencies in the service sectors that surround that system. (Levitt, 1976)

P —EREV) FREITE ENDEHRRA A= 0bh, R OBE T 0403, MEOAK
HEBMEIL, N —E AL D8 NERIEDRILDBRAFR O EFRESNDRIA THDHEL
720 16T, Bt Lo~ =27 1k, 37205, —t ARG EL TR ZEBRIRREL TRV G
BH72ET 5, B, BEDRDH=— A% M2 5 —EADEATWE §, 1i-7T, D8,
AR DR TAELDL AR —E R, AR oORE TROEHEFIELFRRIC, BREICRETL,
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The managerial rationality embodied in the practical imagination we see exercised so effectively
everywhere in manufacturing can, given the effort, be applied with similarly munificent results in the

service industries. (Levitt, 1976)

BEER(2015) D HTTIE, Levitt 13, BLE¥L Y —E XFEEAZXRIL, —E 22 RE b DL T
IZLIIFHENTHY, BEICH T —E RO ER ITH L0, P —ERAFEELNI T v VITFIEL
7RNEFEREL, Levitt 28 SDL &R CamBR A OFLEG HLTWDEL F 2 D&k~ TW %, SDL (34
iz —E RV EER TR IOET DD, Levitt 1%, V—EAZRGHIZH TLO DM EMEZTL,
Levitt 1%, e, THEEDEIS —ERTONWT, TH L AIZADRUIZA 2O SIZRAL T,
= RZRERI] HHT LFEE TR, BLEE CEBIThIL W AR E SIS H T 528
DA CHDHEFERT D,

Exactly two hundred years ago, Adam Smith gave a name to the kind of specialization and
concentration I have been talking about. It has traveled in manufacturing and economics ever since
under one name: division of labor. (##%) Thus what we witness is nothing particularly new. (FH5)
The managerial rationality embodied in the practical imagination we see exercised so effectively
everywhere in manufacturing can, given the effort, be applied with similarly munificent results in the

service industries.(Levitt, 1976)

L OB FE T —E A2 BT 52 LICE DR ROIANT, 27—V Ay b Thd, Zhilk
2T, KRV EY —E 22 S0 2l R 2 23 W REIC 2D,

In order to enjoy the advantages of division of labor, one needs considerable volume. (7H5)
Efficiency in service can require as much costly investment in plant, land, equipment, and promotion
as has been historically associated with efficiency in manufacturing. It can require as much planning,
organization, training, control, and management as that used to produce the original car. It requires,
in short, a different way of thinking about what service is, what it can become, and how it must be
financed. The key point is “volume"—in a magnitude sufficient to achieve efficiency and to employ
systems and technologies which produce reliable, rapid, and low unit-cost service results. (Levitt,

1976).
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F7z, Levitt 1%, BM (B ITAD LN IERAEDOFIEL, MM ORET) OREIEHHH
Uiz, AR, Ahe, Eefldh, ey, TUR TRk Ca e a4, MBI LI, k1T,
R, #F, EFRLE —ERCLoTRELSN DM A4, BRI, AT DALY,
SHEZ LA > TODPRGET DI ENTER, HEVIL, Failc RO AR &2 sl 5
HTLITTED, LinL, BARNS, ZNafioTHD, BNTHDLEVIZEEITE T, FaTITHER
TEDLHERREITHONTY, IRERLT VTR S IV TV DN AR 1T > TR, EERIZ
i, HIEMOZ OIS EZ AT L0, MEOERICHIEROEBIEM ThoHE
Levitt (35459 %(Levitt, 1981),

Distinguishing between companies according to whether they market services or goods has only
limited utility. A more useful way to make the same distinction is to change the words we use. Instead
of speaking of services and goods, we should speak of intangibles and tangibles. Everybody sells
intangibles in the marketplace, no matter what is produced in the factory. (FME)Such intangibles
can make or break the product’s success, even with mature consumer goods like dish washers,
shampoos, and frozen pizza. If a shampoo is not used as prescribed, or a pizza not heated as

intended, the results can be terrible. (Levitt, 1981)

W Levitt 1, BEMBEEICG 2 BIZONWT, [T —TF—bA—h—b, ABIEZOLO%
FEoTNDDTII R, TeKSADNRT 4y N/ oy — D LT BB 278> THND D T D,
RICKILTHBM OFR I & md 5o AT ML IL 201X, RIS AR ]S
NZRT UL 7eb7e0 (Levitt, 1981) &L, AR EIXEST-~v R A NOELIRHHEFEHT D,
Fbb, SN AONNUEGFET 25O THNIEHDITE, HAOKRESR RN, IX, BIE
WAECDRMDNRD D, B M2 BR D A U & TERDPST25E, ZOBK ISR, BE
T35 (Levitt,1981) ],

Neither the dealers not the manufacturers sell the tangible cars themselves. Rather, they sell the
intangible benefits that are bundled into the entire package. If tangible products must be
intangibilized to add customer-getting appeal, then intangible products must be tangible.
(Levitt,1981)

The more people-intensive a product, the more room there is for personal discretion, idiosyncrasy,

error, and delay. Once a customer for an intangible product is sold, the customer can easily be

unsold as a consequence of the under fulfillment of his expectations. (Levitt,1981)
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Levitt 1%, B/ M OMEOEESAZRBD, FRHCEDBAMERL DT /T — <V AD R ES
ERER T HIDIZ I — 2D T 2R L, BRI, MEOFHEE HIEL, AR
1TMEEEN—R T /a0 —, V7T /a0 — Rk OENLEMAEDE T FIECEZHZD
EVOLDTE, FIZIE, N—R T 7/ay—E LT, mEhEE O kO A O ORHERTO AH
2o T, BENERMEARRE T D221 T, 2IUCEoC, FRBRFFORMAROL, FIH%E
WZAV Y N 52 HZ N TED, £, V777 /md—LU T, B2, IR T IRRTr 4y
F—TTARF X LI E DT 7 ANT —RLANTATRIT D5 E LI LD A TH D, AELRY7R
Y=o T VBRSO IDZEIZE ST, AR — R, WH, 1HIRS, £ LIRS
ZEBILTWDEEIRT D, IO EEHZITIZL T, BEOHRZEELRN T — A0 Y
R T DMEMEZ IR R TN,

2. Levitt D EEA~DRAE

Levitt O —E 2D T BT 25300, 1970 IR RSNTZHOTHY, Bk —E
AT DI FRFAETDDIXT =7 TIERVA, LKA —E 2RO BB E OV TRY, &
FFgeE LU TN A% R L QDT B TH—E AREH &L CO R PR ALAFZ IR~
THIZ, £T, EFEOD Levitt DFg ORI 5L 2A1%, O —E 2D LD NIAT—/L
Ay THD, QP —EALWHFEITHRITEK THD, @Y —ERATB AT L THD,
ONFENEAFT D2V —ERIIARBIEN L, @F M O —E 2L M UIAATZIZD 13%)
FMNE, EVILLED 5 DDRAL R THD, % % IZONWTEBEZ BffE ik ~5L, QA7 —/L
AU hOIBZEE, Y —E A (M) ORHMUCEBO T, 2R E T 28 CHET 5, filx
(TERBEIE, LGBT, AR/ E O RIBIEBIR IR BT D722, BIM OFEBTH L, # 5]
DY —EAREFIZBN L, BEETEET D~~~ T4 718> C, BEOMEB OB
DI EMAFL 2N e Z D, DIZONTIE, B Exf T 5 LBIfR IR E DI RV AT AR~ —F T 4
YT DORGEIR DT ThD, @Y —E R~ =0T 4 TR FIRIZE ST 1970 FARUCBIAS
NIZFNTHDTD, HRHTEER M A2 80 LRRICIIER T &0 o7z, BRI R o~ —
TT A T EE DEEY—EARF I T 0 ZE~OHEHIN 2 @ NBHKFOY—EAD
SAIZOWTIE, AT DX OO B RELWERICL > T =S 2odh b, A —E AL
DX Il seBfRICHD, ©F v R+ RIF > h-rYv7 (Goods Dominant Logic; GDL) DFAEIZ, 1%
2, —ERRIF kw7 (Service Dominant Logic; SDL) 72X Oim#lc &y, vy i3l
LT3,

Levitt O —E 2D TFAV 1, SDL eI 320 RAV7ZR~ 1 A MR &L TEDHZDOILK
Y — R~ =TT 4 TR B A 52 72 (R 2015), [ —E 2O T b D= T 7 AR
X, EFDOANEPTOPXNACHEERED R L ESLI B HESE, 77 /Yy —b~v=aT )L
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(HEARZ) IZR S THE T 2LV OB D THY, [FERLAANN, (TR, BRSOV —E 21
FED, 2 ORI N—YFTARRS TG % (Levitt, 1976) 15952 & THEULMEIZ DOV
T, Fo, FAUTEDBAEBANEIZ DN T, RSGERT D58 Tl Levitt 13, [HRDS0D F5)n
DIRAEIT DT LIS TREFEL RO TN ET DB E I, KL ITERDPEDH —E A2
FEMBEZ LA TWDDN, TORGMEERDTWD, Z4MELT, WHEE, AL, hE
T EDIAMIEZ 52 TEDNE I THD, - 7T, Levitt [THAF A RASNTH—EAZDE
DEBEL TR, HAZ AR T LN —E RE8ELITIAD, 7D REAEEZ RIS
ToN—R, YT DT 7 /a0 =T HRELVIGRMATHY, ZHE KL, fBEShDHOT
T2, LL, ZOar T I ANIBIT DI AL~ A X &1L, FRESNORE D=—ADHEKAK
BENHIZ L THHLIRIRTED, FELo~ =27 bS5 7 me A 2 Lo THRfkS B B
b, BEBLSICB TS ANENE ETAE BT AL O TR, FENCEES M2 F RN =
T HIEIE, Y —E RO linseparability ; [F RE: - FE 3 BfENE | 2~ X A RO RGERIN 5
TEEREWT D, HIT, DS, EORECRIEMER A AW T 20OV R E T, [
—ERDTHAL ) —E R R UA N L TEDOEEMHIS T HIEIIARFRETHD, Levitt 13,
I OEBEAERL, ARMOMEEZRE ST L2ERLBEM ThorL TR, ZhUT,
PRI BT 5 AL B S8R 2 72585k (Shostack, 1977) 035 ICH 5, T70bb, 22
TV AL L3 —E A Tl37e<, h—BT X (Services) Th D, £7o, r—E REHEEZZ DN TEE
PENZEML GEImDEBBISIL WA, Mo hik 20 SR M o B E B O, THh—
EAD T &IV a—Tar REHSE, 2077 v—F I, GDL 2°5 SDL ~DZ5E N
TbLiz, v =TT AV 7 - F YA MR ORE 5% e B 5157 BRI WT, AEE
Thb, BihThH->Th, TR LAV IT/ESN TV -7, ERRITHE AT 2BEOHRY
WNFFBEESTLED &, AKD HIIDZERS IR, DN, EmirRE T E— LA~
MERZ RO IO, IRIEZL TWDE, TN DIRBRRE S I E 2 U 72<72 5, B it
—E AR D E DM RE BT LD MBI ER THHEAHPRLIEZEITEE TH D,
L, M OB E A B e L= —E 2D T/ TlE, BAERLIZHTREEED,
o —HR 3 R TEDITWME 72\, BIE M2 o O — B MBI R E AR B ) 4 b2 D8

HIX, BE B S OMRELERITMbD > TN ThD, T72bh, IR ORERME, SCHRMHIE,
A IC LT, FRSND T —E AMIMEN BT DI LITE B0, [h—E A0 TE( 2
I O M E B ARG T D EIIRARE ChHEE 2D, T —E R D lNinseparability ; [F]IRF
P« FESTBENE ) 7207 Tl Ze< Theterogeneity ; B M IZ DWW TH R A MIRNBI L TLED,
[ —b 2D TEMNITET AT AHICEDME L EL B THOTHY, [RAITITE R )%
KoEDLILDOTHD, MO~ —7 T4 T DIRELIZY Y a—aid, —ERACZOEEIGH
THZEIIWEETH D,
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FEICBIIL T —E A MBS, Levitt MERLIZERM OTRLZD, FIRNVERED, 3
2D H, MOPOEEERI SRR, FeH, BDOT 41—V RIZBNT, {3 (WEER) LRE LD, K
FEHNTAH AN L T, 165 T, Y —EAMEITRD DL, 22 (H—M) T3, s o
B~ THD, Levitt LALERTFAIRED b IR DENNT, 222D, AEEKFIRIZ
BOTIBEZZMIEDORNEE THY, 43 (EER) 1M EEtEE THH (R, 2016), ¥—
EAMEEN, EENMEE L, B IS ST 500 TId e, B WEER) LK LA
STHMESNDLOTHY, 7o, MEILAIOT B I RICL > CHASI, BRICLo TR
TENDHLDTHD, FIZ, ML GEER) ICL o THAISN DM IZIE, B AT L2
TIIL, BV AT LDOEELINDD, @ETENEDARFEDORLY —EAPFET, W, &
MIZABE NI N EWSBIG DR IO, MW, R RV 2B, & OMfiEslic
REELAESND, ZOIIRBED LT, h—EAOREEHIZEEA DL, BEOMIEAEDE
RITRE OMMESL, HDVNIEDEIICHDEEZ AL, 16T, EHITACERTFIR DOkam 2 T8 i
SHLIET, MEOMEBAIEAL (A 2T TAT = T4 7 BT LT me AL, RED
Frgeim D38 BB IL A2 KB D720 D[ A —TF )b e =T 4 7 [ITDWTOHIR
RETERUZ, M —E 2O T, BT AT DE Y RVAMDMGEL TR, HEFR D
i B AR L &~ =2 T AEETIE AT 5L, EEREA O THI0ERSN, 25747
MEERE, BAANIBR N2 ROZENI0D, BT AT 2T 70bb, R OE# (QOL) &
Z AU IR (confrontation) 42 7E 3 B OMifEEL (QWL) DFEFEZ HIF T~ R AL MARAKD
BND, FHT, HEEBOMIEBL(QWL) IZ oW T, BEEALL TOREB TH LA, —MAL
L COMMEEL (QOL) 13d 5, FHEE =THEHD 2 HlENHHZ L2, I, [fo¥—TF -
V=TT AT NIBW T, WEEBZMEOAIEE LU TRA, 7T — MR 2 SHEL,
ORREEZB LT H O EBA SR T HZE05ROBID, TN EETEIUR, Levitt 2545515
F972  customers usually don’t know what they 're getting until they don’t get it. Only then do they
become aware of what they bargained for, only on dissatisfaction do they dwell. Satisfaction is, as it
should be, mute. (EIZIT, H53PE DL o027 —EXZ521T TV B0, PEAEL TLVRh, F—EX
ERENTTRN07E03, At ECTERFIZENT, € 75) | (Levitt, 1981)&W )RR T
Do 2T —EZHTEOF v 7R EUDIRKNE, BENBEITHL TR DL TND 7RI
Z(MEIRZE) | DT DI%, AL ZTITAT =0T AT | DOFRIZL TN ThD, T
bbb, %K LOBRIEN LIRS NI IHE ZEM T3/, P —EADZHERFETOROGNZT 41—
NRIET %, == T4 T DRRLLTODNE ThD, IEAZHE VO EABIHIL, flifEtLA]
HRETDOL, M F—F e ~—=T 0 7 IR RESYE, TENNAHT70T 47
Y =TT ALY NIZBWTBEOMEANE O R aEl T LW R R A A H L) —H DT 7
YIvAr BB THD, HOEBANDEF N—La \ZBITHEN, BHEShEEBD T nY
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=y ia VL TOT Ly Y & AL (1R & HIN) D3R DI HEZ L2, T O ZEREEERE R
BUIOMEER A FRESE, BEOMEANEZ Wit A RE T 52 L FTREE 2D,

—J7, TR CTHBMOFR Nz @ 5 1o a2l B LU O1E, BRI A M
EIEHZ2iF nuiE e b720y (Levitt,1981) 1 &) Levitt OFaEIE, —E 23K Bi2BIT5, BED
DEROII N Db D Th 2, 4t BT B ACKHELE DN ) SCEOY R, SSRESR 0 BEENES &
¥ 77 a2 | 2B T D IMESTER A 0, BT TIRED 2, N EN o' 122
72DL D7 (N, 2008)LEF L GESTWENNZ, BB RO HNL Y —E AD T mE A
DA LT, AIBMZEIEATE T 28R ARFICR O R DT LI L HETHD, —E A
ZOHLOIE, FRNCHEL TRLZEITTERVDY, BFERIZB O THERELIZEE OFRVE I 2
HIEDICA M Z1E A58V HESRT, —E RAFERICB W TELAEE TS, LEEFIRE, £ D
Service Logic (SL) Di&amD k503 — B AZFH b Db O Tldel, ZhbofEHEICH IR
ATS 2D _REEBAS THHZEETRF L TUD (Gronroos, 2007a), I72bh, BRI, B
ZEE - FIHL CTODLO TR, £, "WML 72 —E 222 -FIHL THhD0THZS,
[ LTz Lo — B AEAR M ATREICL QD —E R 2 EE - FIHL T0D, B Th Y —E
ATYH, ENDRHLFEOFMMIRIC L > TREES N TV D 8N B BRHUEERR THY, L R XA
EHATIIRL, BB EAEL ORI BMRIEICIE S, RSN MBSO 7 4 — LR IZIT DA
LA B89 2803, FRHIRRE IR B CHDHEL T D,

FERRFAIROZ UTAR R EIT 25T 7 2—FC, Levitt b5 FEEWTOIBIRME OBREEMIC
DN, BEATED M T DZEAIZEAT 23 T 7 AMIB N TE KL TS, T7ebb, i —
ERERER T DALY T N = T ML T DIRE, BR O ARG LR IER A2 D e
HZEEFRL TUD(Levitt, 1983a),

The more complex the system and the more ‘“software” (including operating procedures and
protocols, management routines, and service components) it requires, the greater the customer’s
anxieties and expectations People buy expectations, not things. They buy the expectations of benefits
promised by the vendor. When it takes a long time to fulfill the promise (to deliver a new
custom-made automated workstation, for example) or when fulfillment is continual over a long
period (as it is in banking services, fuel deliveries, or shipments of components for assembly
operations), the buyer’s anxieties build up after the purchase decision is made. Will the delivery be

prompt? Will it be smooth and regular? Did we select the best vendor? (Levitt, 1983)

SRTADPHEHEIZRY, BB TR T (B ETFNEE 7 rh L, B — T, R
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=R NRE) DI R BIFE, BDPNLEHFFIFAE 0B, BEFEILEAGE DY D TR, BT
FH O, (Eaf 2 1FEE ITHIFFFE > THb, CHD e SIS E TR MFR 93702075 L5755
(BIRNLHREZ AR D [ BT — 2 X7 —a32) ORI T 70 E I o7z o TV —E X5k 7
SIS R FAFA LIS ERD T JBIFNT, KICT LN 2205, WIHEDIZIEG 175415705, ~NAPNRTEDF
FEEINLED)E, (Levitt, 1983)

F 1 TRENDIDNT, Levitt 1L, FHROZEIZL > THE | OXE1T product 7°5 system contract
(BFEZK) ~EBVEDY, ZNUZE-T, V—=RZALTEHEL, h—EAOETEEENHEL, 2
HREEO BRI/ D, TE-C, BklE b, ERLDVL—Tal vy FREEITRD LML TV
ZDO

CATEGORY PAST PRESENT FUTURE
Item Product Augmented product System contracts
Sale Unit System System over time
Value Feature advantages Technology advantages System advantages
Lead time Short Long Lengthy
Service Modest Important Vital
Delivery place Local National Global
Delivery phase Once Often Continually
Strategy Sales Marketing Relationship

% 11 Perceptions of Product Values

HBE Levitt (1983a)

77, Levitt 1%, AR LA ELOTBEM: |~ X A MR E B AR O —H>L LT, 80—
EADTEN FEEWFEOMEOZITIED F, DB EME L QWA ZE2fafL T D,

The fact of buying changes the dynamics of the relationship. The buyer expects the seller to
remember the purchase as having been a favor bestowed, not as something earned by the seller.
Hence it is wrong to assume that getting an account gives you an advantage because you 've got a
foot in the door. The opposite is more often the case. The buyer who views the sale as a favor
conferred on the seller in effect debits the seller’s account. The seller owes the buyer one and is in

the position of having to rebuild the relationship from a deficit stance. (Levitt, 1983a)
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TEEDE T 9824 T, EVFERNWFDBIFIEREPD, B FIZIEDFIZXHL T, B> TS
THVITENEIEH D2 E AR TO TS ABIEZHIFFL TV BDTHY, o> TiEVFi,
BOFDRTIIEEEIANNIED DI > T, TEHEEIZIR I TES LBk 7S DITEY) Th D,
BWFIZH B ETEE TR ) FICHLEFo/EE@B . T30, 20FIT, L7550 75
5, BOFEDBIERE FHEZELRITIULZRH20 K HEIZ S D/ (Levitt, 1983a)

F121%, BEOTuBRICBITHEIFELENFOZNEND LI OWT Levitt 2RLTZHD
TH D,

WHEN THE SALE IS FIRST MADE

Seller Buyer

Objective achieved Judgement postponed; applies test of time

Selling stops Shopping continues

Focus on purchase; wants affirmation that

Focus goes elsewhere
expectations have been met

Tension released Tension increased

Commitment mode; relationship intensified

Relationship reduced or ended

THROUGHOUT THE PROCESS

Stage of Sale Seller Buyer
1. Before Real hope Vague need
2. Romance Hot and heavy Testing and hopeful
3. Sale Fantasy: bed Fantasy: board
4. After Looks elsewhere for next sale “You don’t care”
5. Long after Indifferent “Can’t this be made better?”
6. Next sale “How about a new one?” “Really?”

%% 12 Varying Reactions and Perceptions Before and During Sales Process

HE Levitt (1983a)

FEDFDTEE NI EAATHE TE T Ladik L CEWFLOBRMEN A M2 > T DI, BWFO 1T

AHALUT-PE S —E R AR OB D)y, £77 BARD TOAIREE
T7a—FERRIAL, mEOEHWFERT Fu—DHEK|
7= EWVSTIVIARIZIT>ThH, £21
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D 572012, AENGERMEAHERL, HOFMITZ B TOONER T HZENEETH
5LV Levitt DFEHIE, T —E 2w XU A RDORAREE ST T, Bi% DO =— XD aAE 7,
UG DT LN HE THHIL LR TH D,

Levitt OMEFZAMAE D T ZIEIZDWCTOFERE, ALKFIRD I —ERew =TT 4L T e KR
YN OuY I ZEIRDEHRNHDN, 52 OOy ORISR, Levitt ML THY LK FIR)S
P —EATHHILIZE ST, YRVAVRDRIG R EI > TND, RO~ R A MNIKILT S
Levitt |FEED=—ADRKRAIBEEL, TNELENICHET L0 O be~=a2T
MbxE BT, —H AR, MEOAIEE ZBEICREL TWDHI2), —E A ¥EICk
STHANCABERIN, EFSNLLO T RWEL, B¥EITEEOMIEMIRES LU T, BRI

EREZR M BAERICBWT, 78R — e RBLT 572018, Moy —F N ~—rT g
YTIRNIAL BT I T 4T =T 47 WA AL, LT D0 ERHHETRT IO THD,
P—ERERLORERIZRENE, P —ERATFEANHE TERNWEVOEETHS, EIZM TH
HH—E R, WIZE/ 2L THeiiESnabT Cldlen, 7o, e B TIALHTIT 47 v~ —/r
T4 T NZONWTOH—ERAE R RHIZ R LTI, FUBE~OY—E R, R DK
DAL, FfTHE ORI, TORE 2 DUMEIZL ST, FICEbS7a< T, BRI IIAED
IR, L RIZBNT, UTVEALT, BELEZAA AR LRG0, B OLETefifEz 5
BL QWL AR EHET DA, ZNETOMMERELX T, HOREDOHEREZ LT
ELTH, ENNEIEEKIZ 528055, BENFR LD T UL DI, R ORRER
M3, TREEX 2B E R T CODEANEITHD, —EALFANCHET DI LT
20 Ko T, =B RAZ T LM THIEN, B —E R v RUA M ERT 5281238570
DTHD,

72721, Levitt DY —E 2D T AL 1L, —E R~ R A MOBERED — i ZHWVEDH L5 2
bND, BED=—ADRRKAKBEBEBAL, ~==27 /v () (LT 57 2 ERIL, BEDO=—
ARREFR OV ROZE(IZAE DR THEA T T v 77 — M DV A iR L T 4UE, 6
4 EIZBWTHRRLZ Y —E 2 IRAE XU T4 | Tb ThLIOfFER (1 BH TRL K AR D
KRR =[R2 2T 1 BAFERRME ) + T — 2 AR B L Rr e ) ICEE D EHRE %, T b,

& Dk % Ie=— R D I RAE XV T o |OHND, FEMEDRBOONLERZML, £
NEREHEAL, SEV [ —E b1 T 5, [RACXVT (1%, BEOFEN, &, K, 7472424
IV, RRERATE e E 2B E X, Filcle=—X%RY, ZORG T —ERAZERIICRMLT52LTH
%o ZLTC, [RAEZVT 1 1% 3 DOFEMLVOIER, T70bh, OFMHXIR, @~—77 1
7, @BELDOFEFITONT, FEMITAN THLERDOLNIH O TS, v=27 /1

- 140 -



b3, TN L TCRENTRETEL T —E R &70D, —KIIZI v =27 kSt —
BT — ) TIRIRTE | EFHS A DIE, 2D T —E 2 B HEL B S TOD05 TH D,
WITHLW=— X&KL, 7y 7T —h&N TS, ZOLRMEX vy 713420, [P —
BRI ARAN SRS, BEEABINT 5, ZHUCEoC, BRI A 5 6D 72 B 25 % i
S, o, v =aT B TERWIRAE XU T 4 IR T e Rt & B, TN EZ T —E 2]
LAV EREETNS,

I H—EXRERICBTARFABRETNIIT HRE

1. TBELGEELTHELINY—EREDEREEEORRLZOH,

A RO —E REDIRAEFEMEDORENGERSNDEE, [BHTRUINED IR THLET Dimai
PFAET 5, 22 TONRETRULNIEE 4 FICBWTHERLIZbO T, —mIcfEbin
WH=aT A THD, LEIAD TR T 5 ) AR EREREHL, 2012) Db D& R T,
2017 FFEO G A FEMEUKED EFRHIZ TIX, A ARDY—EZZEITKED 48.7% L E S TND
(FE1%, 2020), [BHTRLIOREREASIE, BAROY —E R WE S B E O LN E B> T
RAHEIT2, 2017 FITHAE SHUT-FAAAE R (1K 20) T, dWEZEZREL 28 FEOT—EADH
BHIZEAED, KELY A ARDEBMENL TODEWIFHIliZ 372, Fiz, HRSOHEHE, h—b
AU ORI T HREBIIZR ISR 72 L, IRV — B RIE LK UL EE DR WA ST
% (BRI - N, 2017) , ZOf%imlE, SAERTIL, —E R (BIEW) 05 @A %, GO
M EASHE DA CTHARLZEDfEISEFRFHL TD, ZOT —HFTlE, BARD—E AN A
FNKE I SE R EWZEEFEAL TS, 370 h, BIROERS, HERF, B ROBIR RGO
RIPBADEARGHTIIZRN, ERICY —E AR LR N LI —E R XD A MU OB E S
[ ChHDHES 2D, K, BEIRBEE T —EATHY, MERa AT T0D, EORHIZZ W,
LinL, Y —E 2O FIMELIIE DR RE THIZD RETHLMEWVIEERINED, VRO
Dz @E<IED, BELSIZMICLT2b D02 KEIZSIEST—EAD LD ibdh D, —B
ADFEEEHI 720, T TRE —E2EETHEDRLIZY, ORI L2 TS EAITETL
TR RIS TEDTEAD, LnL, BEITIRE THY, RRPHENSNRITRLZR,
HEIEM DN FAREIR ST T, AR ESEE ISRICE N~y — T T4 7« X A TRt
JETERN, HEE FIRELIZY —E R =TT 4 7 OB F71%, BREIRZRBERIEICES<EE
DEFELN LZ2DSTHOTHY, FHIRRSFHEEN TONZDORF Z B 53 H D TIERW,
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SREELY | SRR SERAMEL SRAL
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I EERE B us3 16. FHER 1L
2. 45— T— L1 17. R Y —ER B 1109
3. Mk ppam 18, RFA(T2/5—) E._' 107
e TATE — 6.1 .
4 BB RH(IR780) 10,6 8. ATM. &+ —EA . 1104
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b FEEOT-Z =TT o 1119 20 SRE o0z
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. I 115.9
B. M= HE TR
103.6 21, BA A !| 10.1
7. WFRER) p— 134 -0
U 20, rEmALAbSY e
B DM ZILRALT = o __!“”‘ - l g
. . A ETARER) -
5. ExHncEE E—_ 1133 - [
B — . 104.3
24, o—be—Lav7 o
10, BE I_,. 114.5 ! Tog.
e 0z
1. EEREE — ||_1_|, 3 I P P s EI“?
12, PR R 5 131 26. T (RR) L1020
T - = ar. H
13, R EE O TR —.,._..l_.”'l 2. XFEE i
!
14, T LEROTON Y e i 2B, MW S 8 R ot
i . )z
15, Lt TE | =HAEM O ELA

X 20 Y—EXBENDZE (CKE=100)
HE EE-HMNER017)

WY —E 2 (BH TRUITRLD ONEELVIFRHDIREST D — D L7572 DIT, 2017
TR LT, Y~ MNEBORILOVVEEROMBEE, ZIUIRTAN—RFO—BRELT, 4
A Bz CHE B R A O A E LA A ) o 7287257, ZOXORERL Y —EASa B =T
VAANT D 24 Wi EFEREEIRL T, AAMFFO BRI —E 2 LU, RET &L £
BRICIE, EOAMR —E AR DO =—RZHEL, FHMHEOPRIR &7 20 k2 B L T
%o AAM B OZXD MR —E 2%, BUREMEENea AN TS LTS Tl S D7
DI, B IMEE L O IR A GV T TOD ATREMEZ R 52 L3 TE2R, v~ Mo [
DIRKIE, PiREOHEIMIE ST, DM —E AEE (K HI 2 HEREL 72 W S REIZ IR~ 72728
ThD, TNAEFRIZEEAFT —E A0 FE LA E L7 8 HENC W TR OIS RIL, BE

ISR LIZZ L2 R EOR A TR LR STEDE TERVWEBRICEHIZ LT, F—EAD%IR
ThHY, BAEDEEORELEWRT DB THD(F L, 2017),

SEHIEESTER THDHE, EHEGAFEMEO R, MfE#A L LR IZIE &350,
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P —EADOAMAIMIEF IR [ E TRV EWD BRI D 5, AR TR D Z LT
RN, F—ERDEFEN AR DT HEOREME = NIBE O Th D, D7, TOE Xt
HREFENSFNIRBITHRE RECHLZ LR THD, RO, HFE, BlROTHO
BT ARD R R A BAEFENICAFDZ L\ 212, Jesb o X NERIE ) & Rish s o
TIXRWEAID, BRICEETHHRE X, AL OHE R0, HH OGN ESINT AR L
NAHZEDTT VI, BARDIIREE T LOTBLTRL DR ERE S 72 kLTI Z D
P—E AL, FOVETERESCAEOMNES VS, BHRERA, BELTRAHEY % L0 B
PEBHERF T D ZEMIEL N ESILD, ALRCFIRICH B U D BRI A B DA RIE 2305, K
EDRARMEZ R DT MBI HDRFFANOIEE/R L | O L E RO T A, A B 13T HR
MZIORT, REDOFEANTEETHY, HAOENIBEE THLLBHEL TWD, £z, B—H
— NI — T HARORE 1IN T, D HEL THRIZRERIT — 2L, 70D,
BEDRIE CTHLHEL T, BIRAZELI AR ERZTH -, HARTIE, 2019 A2 100 47
DHRFEZEN 3 5 3259 HITEL, ENOEZERD 227%% 505, £z, A% 1000 F2# 225
M, Iy REHLETHMIMEZET 16 tLF(ET 528, AR 1 EHZT 20 #LLL BRI
T, ZOZENBE, HRITEFEERELS DO TOD(HRELYZ, 2019), BREZEHR TS
P —E AR T, R EEST L0 OaA N EH ClIadEE LR enTEr2it s
EERHIUE, AAREKEO—E ZAEDEFEM O HHES TG R LD DO TR, Lo,
— 5T, AR THRVIELIERTWDEHZ, BAROEEE T LOGEHEEORICENT, —t
ADAEFEPEIZ DN T ELID ELRWMIE D HZEIC 20T, BRI 2&THD, —t
AREOBGICBIT DR BRI ~O L2t 20, [8H Tl SUBICRERBE A T2 &~
DAMEEILT LV —RED, HARDY —E R v XA DR LKA [EIZR L TELET
W5,

SO TILBRFZIRD [ — B R — T L T o2 R AN OR[N | OBl 55t A i
&, (M B—=F Ve =0T 40 7 HZBWTREDL, BE~DO T (ifEiRR) 128 T5
7oL B — V2 AR L, (EEBOHIN 1% ESERITUTRbRe0, BE~DI 7 rI
(MEFES) 1 2 E B LI T 5282725720l D 2 SO~—bT 12 7 L OB RS
TR STENETHY, —E AR HRE | THo720 b Tiden, h—E AL, EEZT THLEGR
T TH, REERIETHo TORANL LW, B4~ — a2 (Practice) , FERIIZKI25F
)T 7' —F (Theory) , FEEHFR O BRI A 53 HT (Administration) 28 =7 —{& (PTA) L72-
THERELZR T AU, BB DOANTUADMRIoN T EBAELD(R -1, 2016), ALERFIRDFET D
FOIZ, K ZEMIMEORIEE THY, BHEITEOMIEE EH T HREE THHENIAX L AT
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ERFERIN, A —F 2K L TEWIF = 2R TE L LU T, HEHEINLTHDEND
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DUVANT U TREET DA RO HEEAD, BINMALS—[A LOBURIEIZE DXH72b 00,

TRIZEINTE, FRA IR EBE L DAL Z2T 72 a U THIRLIZOZ T, R4 %
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m<, ERIIFCB@ R EVMENZH LT, Fi A ar e — T 52 kb,
WHT T B ICBRENIZL AN = sT 2T 57— | Tl 84 OREEEITREDEEICHTEL
2230, FFED HEEIZIRY, OB OEE R —NMIAD, BIZ, Y T2 R - EBIT, &
FIPEDEVVIEIZ A, B, C T 21050 S, & NDAX S U2 BB IMES LD, B2 T TS
G CBE SN DT 4T — 77 = (N AF T TER) OV —E RV R - 5%EHI1T, (T2 AA
— =T A — (EH Xy F o ~DERVIRE) | 1T 7 BB DY —7 | 1527 Conw T
(FEATZIME FFD) ICoEshD, £ T, ~VTICADREEB N T 7 CIOAF LV OBEAIT,

Ny P DHEMIE T 5, ~VTEGEL, BTV OBEIR S FRNC RIS, S8 A
BZUCVRNCRILT, BB IKBES LD, KEBE T, ABZEKL, R LRHEE S FEX T
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BT NVORIELNE B TFxV7 7 702bil L T D, LANT U —E R, R LDOYT LY
A LD EAERERNELE, R TR G M OMEE OB g7 8, IFIRE DL L
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TN D~ R DA MNE, FEEROE 10 H ORTOBEE X IGZ 29 X157, RERL B
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AR R 2 2L)5k (empathy) S, 10 BV AEAEIZXDMMEILA~EDRDBDE D TH D, 2oL
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WHT # 5 St R M WHT 3B A~ —7 7T VAR R) 12, ZOREOF—ER(Z, P
HINZEIL THXL T DIENTERWEDH LIRS o7z, Ty 7 AR A BT, 2205 24
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B BT OBE T HIERIE CTh D, QMU E DOTERLEE, TRILIEIEE RIEROF]E B
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BRI, 1ZEA LW WL TRITEIEND THD, BIEOEEDHTH OFH% TROSE, FHDF
% TR ETEENMEZZELTH, 22 ET 130km BN/ T A BB ETIRDT20OICIE, W
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BD, KR EBZITITTR B WNEE OaANTIAELRW, TeLA, THLT IS OIS,
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—HZ AN Z, EUNIHER T HZET, £2IRELTaANMary ha— /L TED, £t, EDA=a—
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From a production perspective

Producer: The provider Co-producer: The customer
as producer of resources participates as co-producer
to be used in the customer’s in the joint production process

value creation

JOINT SPHERE
« value creation
in interaction
(real value)

CUSTOMER SPHERE
* independent value creation
(real value)

PROVIDER SPHERE
+ production
(potential value)

M

. Value creator/ co-creator: The Value creator: The customer is

Customer’s role ) o . . -

- customer is the value creator in direct  an independent value creator
interaction, but when inviting the outside direct interaction

provider into this process (a merged
dialogical process), value is
co-created with the provider

Provider's role Value facilitator: The Co-creator: The provider may pet Value facilitator: The provider
provider is a value an opportunity to engage in the is a value facilitator
facilitator customer’s value creation process

as a co-creator

From a value creation perspective

5 (¥548) Value Creation Spheres
L Gronroos & Voima (2013)
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