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21. IR FH5H v HE

22. FrhkEZs v) SRZBE - A%

221 Flexible learning toolboxes, National Vet E-Learning Strategy, Australia #8HEFREELLTA
BAXCEE (Effective Communication ) BYEHR} « mmawm#)

http://toolboxes.flexiblelearning.net.au/demosites/series9/903/content/resources/03_effective_communication/index.htm

SHER

i R
http:/sites.cjcu.edu.tw/wSiteFile/File/B0408/111011141531%E6%BA%ID %E9%80%IA%EE %98 %AF %E4%B
A%BA%EI%IA%IB%EI%IT %IC%E4L%BF %82 %E 7 %9IA %84 %E5%8B %95 %E6%BA%90.doc.

. SRS Rl
http://programme.rthk.hk/assets/files/rthk/radio1/holo_good_joe/%E6%9C%80%E5%B8%B8%E7 %8A%AF %E
7%9A %84 %E8%BA%AB%EI%AB %94 %E8%AAY%IE %ES %A8%80%ES5%A4%AT7 %ES5%BF %8C.pdf.

dr gk
http://lwww.nwp.cn/book/286.shtml
http://www.readersdigest.hk/article/2204

vEEd
http://webcache.googleusercontent.com/search?q=cache:Y0iZxhSK42sJ:www.lis.ntu.edu.tw/~pnhsieh/courses/
mgt/ch12.ppt+&cd=9&hl=en&ct=clnk

http://webcache.googleusercontent.com/search?q=cache:f-
RTeuLzNrUJ:www.ilc.cuhk.edu.hk/chinese/re_doc/OralPresentation.pdf+&cd=21&hl=en&ct=clnk

Non-verbal communication (2--v ¥ 411 ) g vm£ -
http://toolboxes.flexiblelearning.net.au/demosites/series9/903/content/resources/03_effective_communication/0
4 nonverbal_comm/page_001.htm

Verbal communication ( © 853 ) qg#viL -
http://toolboxes.flexiblelearning.net.au/demosites/series9/903/content/resources/03_effective_communication/0
5_verbal_comm/page_001.htm
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http://programme.rthk.hk/assets/files/rthk/radio1/holo_good_joe/%E6%9C%80%E5%B8%B8%E7%8A%AF%E7%9A%84%E8%BA%AB%E9%AB%94%E8%AA%9E%E8%A8%80%E5%A4%A7%E5%BF%8C.pdf
http://programme.rthk.hk/assets/files/rthk/radio1/holo_good_joe/%E6%9C%80%E5%B8%B8%E7%8A%AF%E7%9A%84%E8%BA%AB%E9%AB%94%E8%AA%9E%E8%A8%80%E5%A4%A7%E5%BF%8C.pdf
http://www.nwp.cn/book/286.shtml
http://www.readersdigest.hk/article/2204
http://webcache.googleusercontent.com/search?q=cache:Y0iZxhSK42sJ:www.lis.ntu.edu.tw/%7Epnhsieh/courses/mgt/ch12.ppt+&cd=9&hl=en&ct=clnk
http://webcache.googleusercontent.com/search?q=cache:Y0iZxhSK42sJ:www.lis.ntu.edu.tw/%7Epnhsieh/courses/mgt/ch12.ppt+&cd=9&hl=en&ct=clnk
http://webcache.googleusercontent.com/search?q=cache:f-RTeuLzNrUJ:www.ilc.cuhk.edu.hk/chinese/re_doc/OralPresentation.pdf+&cd=21&hl=en&ct=clnk
http://webcache.googleusercontent.com/search?q=cache:f-RTeuLzNrUJ:www.ilc.cuhk.edu.hk/chinese/re_doc/OralPresentation.pdf+&cd=21&hl=en&ct=clnk
http://toolboxes.flexiblelearning.net.au/demosites/series9/903/content/resources/03_effective_communication/04_nonverbal_comm/page_001.htm
http://toolboxes.flexiblelearning.net.au/demosites/series9/903/content/resources/03_effective_communication/04_nonverbal_comm/page_001.htm
http://toolboxes.flexiblelearning.net.au/demosites/series9/903/content/resources/03_effective_communication/05_verbal_comm/page_001.htm
http://toolboxes.flexiblelearning.net.au/demosites/series9/903/content/resources/03_effective_communication/05_verbal_comm/page_001.htm
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75 Alfred State College [ SUNY College of Technology
http://www.alfredstate.edu/academics/departments/culinary-arts-department-student-

requirements
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Fifsk 11— % FlgEse

REE R R

(Consumer satisfaction)

R B FH o T P e BRSSO AR .

tERET S

(Corporate mission statement)

fr—EAE -~ SRR HENES -

BTN
( Cost of quality )

HEFFE B KRR - DU RIRBE AR
R HHT s A (cost of poor quality) FY4EFT

AT 2 44 J /3 L
x B
BR%E & B 0R B

( Customer Life-time Value )

B NPT E AR AEE - R AR
FHEIFD AT AR 5 o HERE R
RS BRI R T > TRV R 5
B -

G BT B -
( Etiquette )
s TANES e IEE - @i - e - T
(Goods ) FENYIT o PI—AE 0K
W B NEESLE RS IR AR S A EAE -
( Market )
W B4R = NN [T Tete i v ) s = D =R VA A= O s A
( Market area ) HEE -
R 42 FF %) RESEHS ZI R He — A E48 N NIFRZIEN S » a5
(Moments of Truth MoT ) IEH B E HENRINEERZ] - fld » S5—EI5R4F
TERRHEREY - EEETT A R H R
BF o S S A S NTRmEEIS -
1 F Bk B HHEPERE > BTt A e I S B

( Personality traits )

RS E L RE -

A8 & NFI09T By 07 (8 AHRSF -
( Protocol )

B A4 R FAARHEREE BT | ~ 4R oinoa Bl B2 A\ R A
( Relationship marketing ) AR - EEREDENREE -
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PRF% B B "HRESEE  E T 52  (landscapes )
( Servicescape ) BIEESIN (IMNEEEEET ~ et ~ JHEARS ~ &
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(' Services ) FEEE SRR ESE AR -

PRI F 1Y AR R — 77 (AORFFE ~ B4 ~ TRTTH)

('Service encounters ) w55 —77 (W) fRftigeinsm (EE
THAY ~ HZE) IV E EEEE -

PRA:A 5 BEE AR RIS - B R RS ss -

( Service failure )

JRA% 5 BT BRGNS o B T AR E AR - B

('Service Quality ) MRS R ER RIS ST ETA &

B R WS RS RIS R > DABERREE
BRI EAMEE -

PRAZAE T LIRS SRR T E AT [EIRE > BRI < RE R E

('Service recovery ) B TR IR SR -

PRIx& = & AR5 = AETNERE ~ A5 RS M A

('Service Triangle ) & - ARG A EIARGHRES - BAERIGR - M
FeANE B T2 MRHE R -

0 SRR SHGEEEEHE AT ETETHIKEAT

(Total Quality Management - TQM) | HYAR#S » FEFABAEHRESS » fEMIEMEA SHRIH
BHIVERR T -

> o R E PRI SHEERBESEAEEHIESE » WIRFTAE T

( Total Quality Service - TQS) YDA Bty ~ 8L IR REAE - T R R

o DU AR SR AR -
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( Tourism industry/ organizations )

AT B i (CAnEls ~ Ayt ~ (£7
A (ANEIE ) ~ REEGRT MR SE (1
BAs) (AR« 4R ERE) -

% fh A & i R R (LR
(Upmarket ) =)
Rl U A 7 (B A (P fE I 255

(User-friendly systems )

gy
( Word of mouth communication -
WOM)
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The Napkin, the Melon & the Monkey: A Customer Service Fable
( Barbara Burke 3 )

EXUHIERSE © http:/napkinmelonmonkey.com

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

http://www.managementpocketbooks.com

REETEHE

www.liquidizer.demon.co.uk/files/cspocketbook.pdf

& CUSTONEDN SERWICE FABLE

dhe
NAPKIN
e
MELON
& e
MONKEY

Delivering Knock Your Socks Off Service (Performance Research
Associates Z5)
http://www.amanet.org/books/book.cfm?isbn=9780814473658

%eliverin
Knoc
Your
Socks
i 48R Off
Service

FOUETS LD

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

Customer
Service
.'\:'Ti‘.'i[?' Book
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http://www.amanet.org/books/book.cfm?isbn=9780814473658
http://www.amanet.org/books/book.cfm?isbn=9780814472590
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What to Say to a Porcupine - 20 Humorous Tales That Get to the What to Say

Ti A

Heart of Great Customer Service (Richard S. Gallagher % )
http://www.amanet.org/books/book.cfm?isbn=9780814410554
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The CRM Pocketbook ( Charles Turner 5z David Alexander ) P rocietbook

http://www.pocketbook.co.uk

The Call Centre Customer Care Pocketbook ( Mike Applegarth 7
Keith Posner 3% )

http://www.pocketbook.co.uk
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http://e-library.net/
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Wikipedia — Customer Service http://en.wikipedia.org/wiki/Customer service

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

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