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(#4EE . Mallory & Barnett 2000 - A Restoration in Hotel Loyalty - Developing a blueprint
for reinventing loyalty programs by Deloitte & Touche LLP)
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NV EEERk. AT 2REBME X b Ay —LEir4k

o MREF WFMEMNAXRETUENESLETR MELWENEEN
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o MEFTHPHMEREGATNEE, HRAIEN, SMELRZNESHRAENITH
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€ 2.2 12019 FEGEERFNEE (BEEHEFRIFER)

E xR 2019 FFTHAR Ex 2019 FEFHAR
(BA) (BA)
EE 217.87 h 162.53
FaHEZF 126.17 E 40.20
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(BIRIE - 2024 BX S EH SR HLR)
https://www.unwto.org/tourism-data/global-and-regional-tourism-performance
https://www.unwto.org/tourism-statistics/key-tourism-statistics
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EUHE

'fﬁ‘ I* )E,k%iit_

BEREHE / ERAAE

ERAHESMMENEEIES (RK. TRHE
%, ABEREETFE)

BRTIREARXNTF R E R I, R=FTHT
X477 AR

EAMENSEES (FTHRNESE. Hik
RESESED

BELTRR

HEEMW

12 15 2 9 [5)

BRECEMEMERSRNAE, IRIRIEREBIENEA, REMENRERS
ZELA . BRMNELITREFAMKEE, RIFTSEH MR Y[R

KE BEAT

H AR ERHHAEL, BEMN [R] & [E] XEE.

Rz E PIE MIEER IR, [BA, RIAHXFERY FEE ENE
— MR EEAN 7 |

BRER RN TTIEEE L TR

111




BEXRRERS

& 5.4 EETHEE (K5 FE . Ben Ostrowsky)
BNRURSRE, WTIEAARIHR, XRRETRFAEXLRRS, B!

s HIEE. HEHASRENTTE, BEEM
o FER. WAL R, RE. BYyE
o FEMEYESIE. HHRAVET. RENTI.

BERIRZREBEFNIRBREREFFERN, FHEE

o FINRBEME ;
o R{RMMEBBFIREXAEE ;
o FKMBN CKBTFHERFHFIT. JUERMEFTENAN)
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ZHBEEN

BERRAKRS

BANSF AR IR RR Tt ARIE, TFEA S RN TTRTE, BAESE R
MPEEN. FXE, BEFNEE DIFE SCHEK,

# 52 FCHES
&35 E (Concise) = AEENAF.
IEFE (Correct) B EL,

RARFMENABTAITE

SSEE (Complete)

RAREVAERERENAE, HEBREET,

HxLIEE (Courteous)

BHILE

Jaa 5.3

BIE— AR IE DRV IKE, HRE—RREMENERA (TUE—HBETE. —H

BEH—PFHEM.)

L BRNAAARRNBIRE, FMMREEER SC MERFUCHF,
2. ABRETRNEMIET, LEXRPBARENER.

ZWE

5C EX

AR

IEHE
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AR SHEBEMHEEREN  GENETHEEEREDER, R, HEHTHE
SENNENEROIE (MESHES), SHRBEELH—SWGT .

BHSEEN A TR . AL, BRI E, R
HERETE METHUGE NANTRREEARRSGTSHE) . REZES
SEMRHE, TR, EHEES, BREESGHTRE, SEHARNEN.

5.6. EFAWBITTE
IRTREE & TR BIBIID, BIRLFRERTEEMIAIA. T INEE |

o MY (ANHEBEIER) ;
e PEAX (K. &%k, &, BTHM) | =
s MEMEE.

RRERBUITITER, BEER

s REHMFRBEEAL | &
s XAMBERE A,
Bl
o Carric SIEMNE, FTEMUTMZFNULIE. EHUIN KR B)#,
o Emer thZE SMEFEXNE A, BEiZMERITKETR, Eit, Emer JREE T —L
EREMNER, WEEMEERFES,
o Bill FEHIN—MERNITE, FHHMAESUERIEADRHMTTR.
o Hilary FEREMEIIMNNRESERET, FERITHEIAGEM,

RAE TR ERBRIEE THRNTR, Bl :

o BEAREHF-VIIBRHUBEMLINEHTT

o HIASEREMNHENREE

o BLEMEURERUBSEATENZRTN

o HMATRHZERUBEINEXNEMNATR, HITHRE.
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5.7. EXEEE

S5HEEXNEZREITEZFL.

\

°« TR %/I\A'ﬂﬁﬂlj (rﬁigj—[//{ﬁﬁl‘/l\% E/];'éff) /
o WHRE—MAEMERE (RFMmMEZE) ;
o IMBBEERMEIT (BRUT. 1RiE. BKIES)

W

W

}

o SCHFMAIZTR (FARMDA. KD ESEBEEL).

/

HNEZALE —EREZL, REEITE
o FREEE
. BRI
o WRIEMEMNNMATE, FERAEBRIN,

B 5.5 AHFEMIHIHTF (B KR - Ben Haley)
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ESXRERE
Jaah 5.4

HEABRFIRFMAL R ESMEENEDRN, KA TMNABLRE ? ETRELH =1
B, FRBESDMPITH, RS REFEXEDBAEH.

BEENEHEENTE - e
1
2
3

HMNZHELKRE], XBBIEEAIBATRNNGLE, RANERAD. Hid
s EXLEEMEHKIES |
o EURIFFNERTIANME.

RIFMNEBEIEDBRIT, BURMERRSH—M0. TETARNER, SHHBOYEE
ARKRETE, BN, SMEETERORESSENENTRNLTR. BICAHURTE
PEXNFRATIR, RYFHE !

BHFEAXRRTHEIRKITNER, 7RNEFESERBIEEIBTR

http://www.hr-services.stir.ac.uk/documents/TelephoneTechniques.ppt.

“ESEHR 1 J RN FBIERIIRIGH
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58. EHASKIES
FEEBOTESRES . SMIBRRA AL, 0 EHRE. L% REB
EE. B, M. BN, SEEE MREFEE. FTEMBREAMMS. FH.
KRNI ERTF.

JEE) 5.5
BIRNE T —HE R, BEEHIEEPAY, BEASRIGARKENEMARBR,
BEEA TEHENZHEK.

Expressions Set Photo By M.Omair

A 5.6 - FAFEIE (B IR - M. Omair)
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BINA L ERRENERRE :

a5 5.6

HETIMNTH, SERKIENERERRXY. HIR FESHREESAXUNESR,
mAMMAR, EXHHEHRT BEFLEBEINIHFES FISEMATESANES
R RAEM.

BAES : EERAERNEE aXx

I PR, BERITE a) AT

2. WF X PEH G b) X EHRE

3. WERRZXALE, HREFBMER o) MHBAAE

4. WERDFFALE d) B, k. R
5. WF XXM TFI9E] e) ANl

6. WFHHE. TEBEITE f) A

7. BFIER g) Rfs

8. hit. BRMITIEE T h) FFRL. B

9. HRES i) Rfs

10. RFHMTFER j) X

11 MEFE, WRFTE k) WE. Fl. 24
12. WF B AHEE ) A=, Bk

13. WFHL, MRBRZXLE m) FL

14 FTHFZ n) HE B%
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S4IEE  FERAEREE aX

15. WIRE A, ERER o BfE. B

16. FHEREMYH p) R&E

17. 188 / ;i F LK q FE%E. REE. Uik
18. &3k r) HifE

19. R TE s) AR, Py
20. #idhe, REETE H REE. NMEE
21. BRFHEH w BfE

22. fEE 5 v) RZBE. AR

£ Flexible learning toolboxes, National Vet E-Learning Strategy, Australia MR EEIATH
XBHHE (Effective Communication) BIEIE (mazxmL)

https://www.coursera.org/articles/communication-effectiveness

SEHIE
o JBE:

https://www.yipsir.com.hk/Znd_order/YPTP_Handouts/Old/Communication_and_Rx_Skills.pdf

e ALEE - [BRELEMNSHRESAR
https://www.sohu.com/a/533505904_104074

o FFAKAE :
https://wiki.mbalib.com/zh-tw/%E9%9D %9IE %EB8%AF %AD%E8 %A8%80%E6%B2%9IF %EI%80%9A

e OLiAA :
https://baike baidu. hk/item/%E5%8F %A3%EI%A0%AD%EE %BA%ID%EI%B0%IA/I506054
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59. PAMBEERE

HERIRBENL RORBELTSE BEEES, AEENERRVHFERSHAR.
R S SEE— 8B S IR TR AR R A IR AR B

[BTHRS (EATHERZTIRENFLE)

~ MFRAENFR, ABRTARENES®, DAFERTHR.
- FEMRNEHNAS KM, JHEROML.

- REEFHKE.

» REEW. RBER. RERTAERREKE,

NEREE

= SLRDIRIBET . DRSS ZEE RN,

= REREHDE. TEENEN MEXRZFALILYE (non-porous
material) HIEHY,

= REBE. BF. &k BEHARFABEN (EXRREHRBEEEEL).

= FIRBIAGRBLRTH.

 ERMMEZEERENEE, FERERIER M.

KR =SIMHE R, EAERNUBRENRBEIRN. B8 FERTEE RITE,
BARHEALRE, BEEMMMHNRATERENL. ]

7@ H Alfred State College f9 SUNY College of Technology
http://www.alfredstate.edu/academics/departments

B4

RETARTEERITEDBEXRMEZA RIT. Z—‘«Iﬂ&l‘&éiﬁﬁ%ﬂilﬂ%oéﬂlﬂu&@ﬁ
5. ANER. SEEEENANE. BEERAERENTE, EFESMEEBT
FHAEZRITIENARERTABHINR .
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Bt =%

Bf=% 1
B8 1 YA i A <F

= HREEIER, REBRRIREVAL.

= EOTEIER, FAARERW (R, RRBERARTF. ASER, FEEHE—

REHARBI,

= BREBEZEITEMHIRBIRATNEBF.

» WZEHEEERFE.

= ERHEE.

= FIEALEEA.

= ERERERE, THATEEBXATMESHMAZREITIMM, MZIEHR

B—7HBE FHEFEAEXALHESES,

= AR EREE, BRI,

= EUTHIEN, AERE.

 BEITHIER, MIZREHEK.
B IE IR
B : (Q- BHEE A= BEITH)
R9F. BRIUIR, FRABTITEE
BEHE, BSBIRARBER EFREDR.
AT .
(RZIZE) ReF, XERFER. BRIFEATT T ?
Ry, BETIT—ERE TEHMLR NG,
T, BNTEEREE, BRERNEEREIESERRFS ?
BRI FAIEFE Jason Chan, BIESHLE 2788-4987,
Broed, BERBERANBEERARE ?
—E B NRY AR, .
TR, REKFERIT T —EF 2RO ENEAIERBEEE.,

A I A N

121



BERRAKRS

BE: (Q- HBE A= BEE)

Q: fREF, RRMFR, FAB3 Bill Ng,

A, BERBRNBF SRS ?

Q. FMEFE Karen Siu, 2 Bill A%

A T, BEE ILREREE. (FXZE) AEFRE, Ui T . RERBE
4fg 2

Q. WFHy, MOURIMEEIE, FKABIESIE 2345-8965,
A, ERBER B ?
Q. #¥Hy, SHEE 2345-8965,
A i, BERBBERERELE.
Q. s, B/,
A B,
KR F )
= FREUR, FA8k...
= JAEHK. .

* BRI
 REIRELS
© BRI T E RIS ?

o=
"Hs

= T THIE. BE
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Bt % 11 - % AIEC

EHEE RES AL RRBE BRI HENRE.,

(Consumer satisfaction)

tWVEFEFES HH—EAS. NHRERABRNES

(Corporate mission statement)

RERA BHATEREKTIRA, R EREEIFS

(Cost of quality) R HIMT I AL A (cost of poor quality) B9 F,

ME 4 5{NE SEN AR ANFT = HIENME, BIERH

(Customer Life-time Value) BREEMrERRENS., HESETHE
BERITHRZHERE, TENE TSN
5,

LY He—MES T AN

(Etiquette)

& SRR, IETIMNE. s, He, 32

(Goods) E0@m, Blain—ARBH—EBRE.

Mz AT SERES NN ERES S EERE.

(Market)

iz SE M E 5 A SR RRBE T / AR

(Market area) e,

e e XEHARHE—BADBABTRINR, B

(Moments of Truth MoT) FESAEENRNEENZ . B0, F—ENREF
FREENZ, YAESE LM ERA LS
B, {1ESXNASETHENENR.

AT = EAHAEER, BRI HaE RS

(Personality traits) RIS 1EE &N o

LT AT R A R—PAERSF

(Protocol)

TR LR EWE| . AERIMBESEEAHHER

(Relationship marketing) it SEEHMVHARE.
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Bt % 11 - % AIEC

AR 55 5= [BR&S=M ] @ [EASEM] (landscapes), £

(Servicescape) FEESN (OMERRFEIRAT. W&, JAERS . BE
FIREE) AR (R REG. 8E. RE.
E. SRHEE. BE) BAE. ©UNEER
THRE. $IB. SEIITE,

AR %5 SRS, SEFERRMNE S, nEES

(Services) EEBIREETEAMNERS.

AR 55 # Ak BEEMER—7 (R, B4 . KiTH)

(Service encounters)

@A —T7 (MAE) RERSIER (WEE.
M. 9E) NEHERE.

AR 55 RiR PR RBSETE, MABRSER,
(Service failure)
REEE ERMBSRE EAETRAENEE. FE

(Service Quality)

KEE, ERFERETS3uENmE [ 51 ]
FE. RERPENRS LT M, MRRERS
RIAMEAHEE.

ARSI

(Service recovery)

BBRSS RIRMIEH AR, Fm<SME=—REIHE,
RA BRI

RE€=1%

(Service Triangle)

BREE=AETRNE. ARRRFZEHEELXE,
ENTEATRSERE. MEXRRS, UEA
SIRTZEMNHEEXR,

THREEHE L EREEEENRAT L TRIHAKEAT
(Total Quality Management - TQM) | f9BRSS, 1ZFMZMHEE, MAERELTKE
RIS %,

SHLERS SEREREEATEHHEKE, BRAERT

(Total Quality Service - TQS)

HUME AR, BIRSIRE. RIREHER
W, UEEBHREORS.
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BERRAKRS

Bt % 11 - % FIRC

T / A4S REITVEIEEHIRS (MBR%. ML) . R

(Tourism industry/ organizations) & (ABE) RAZAREMAREL (0ERST)
CRIE : fEER),

=~ T L REERIER (EEL—RER5S).,
(Upmarket)

HARRENRSG BRI AEBE RS
(User-friendly systems)

mp AMISBEASZ= 2548, SEBEENB= R0
(Word of mouth communication - W JESN.

WOM)
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ik I 2EHE (HEEER)
A, BEEFEHNEE

The Napkin, the Melon & the Monkey: A Customer Service Fable
(Barbara Burke %&)

PHEMTE

https://app.thestorygraph.com/book_reviews/53d52e1f-4ac5-46ce-b4

2¢-132a2359¢8c4

A CUBTOREN SERVICE FARLE

e
NAPKIN
e
MELON
e the
MOMNKEY

e s

The Customer Service Pocketbook (Tony Newby & Sean McManus
z)

https://www.sean.co.uk/books/customerservice/index.shtm
RIRE T BT

https://www.pocketbook.co.uk/media_mp/preview/9781906610555(P

review).pdf

Delivering Knock Your Socks Off Service (Performance Research
Associates Z&)
http://www.amanet.org/books/book.cfm?isbn=9780814473658

%ﬁlim rin
Knoc
Your
Socks
e 488 Off
Service

FOUSTS EDNTI0A

The Customer Service Activity Book - 50 Activities for Inspiring
Exceptional Service (Darryl S. Doane & Rose D. Sloat %)
http://www.amanet.org/books/book.cfm?isbn=9780814472590

Customer
Service
Activity Book
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https://app.thestorygraph.com/book_reviews/53d52e1f-4ac5-46ce-b42c-132a2359e8c4
https://www.pocketbook.co.uk/media_mp/preview/9781906610555(Preview).pdf
https://www.pocketbook.co.uk/media_mp/preview/9781906610555(Preview).pdf
http://www.amanet.org/books/book.cfm?isbn=9780814473658
http://www.amanet.org/books/book.cfm?isbn=9780814472590

BERRRRS

What to Say to a Porcupine - 20 Humorous Tales That Get to the
Heart of Great Customer Service (Richard S. Gallagher &)
http://www.amanet.org/books/book.cfm?isbn=9780814410554

What to Say

T A

The CRM Pocketbook (Charles Turner } David Alexander & )

http://www.pocketbook.co.uk

The Call Centre Customer Care Pocketbook (Mike Applegarth X
Keith Posner &)

http://www.pocketbook.co.uk

eLibrary - Open eBooks Directory I MERE B E

https://www.hkpl.gov.hk/tc/e-resources/e-databases/keyword/elibrary/
all/1
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Bif % IV — HHRIR

AFMFFER R, HEFREBHZEIE (CREATIVE COMMONS) HEAUFT], 1#15
I, http://creativecommons.org/about/, & F AYiF ol M &3k B13E -

®%%o BVATES. £47. BREFAPEFTIEERERBROREEER, BLHRE
RIEENZE R

®3Eﬁ)lkﬁﬁi$° BAES. £f7. ReFEREREBXNESER EXITBT
FEFLAE.

©*Elﬂ7’iﬁ§%§"=o BT R TRINVREER, ERARLIHRB XMRRBIF L.

EPS T

Wikipedia — Customer Service http://en.wikipedia.org/wiki/Customer service

Institute of Customer Service http://www.instituteofcustomerservice.com/

The Customer Service Zone & Help Center http://customerservicezone.com/

Service Quality Institute http://www.customer-service.com/

Customer Service Group http://www.customerservicegroup.com/

e-magazine for Customer Service Professionals http://www.customerservicemanager.com/
Customer Service Institute of Australia http://www.csia.com.au/

Customer Service Champs 2008

http://www.businessweek.com/magazine/toc/08 09/B4073customer.htm
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