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PF—ERAT ¥ EREALDOEIE

ol BOE

WTAEWCOKEEE 2 I — AT A EIEN D872 7% 79 A VSR LD
Dhbo Y—ERATHFA L ORHE LT, BAFEDYT—ERADOFMiSHLHH T — €2
DERO 2D IIEHEHRWR AR LMWL 2 L, 22N 00RARIE VT
WA BAT =R NV —bDaAIa=yr—2a YRR ERET 2 FEEMIEL
TWAEDFETEN L, RIFZEIE, FICTH—EATFA LIBT3 HENRETED
MTROEAWNLZTETH), TLHBEIEHSINLINAIY -V r—=2—3 v T
(Customer Journey Map) (ZHE S % 4T, ZORBERIHOEENE L EHOMEIZONT
VY a—%f7% ) 2 EAMET S, FHIH A=V v —=— <y THAEOT
fEIZOVWTIE, H—EATH A VG HOMERILHEEEZ T OIISRL, 7 A< —
VX ===~y TORBERA OB L ELZIIOWTE, 15 —F v FTT 7AW
BB VD, /2, A/ N=Ya VBB ERBICANI A=V v —=—
Xy T RIELD ET HUBAEEOEEHIC T 2RE R, ~—7 T4 ¥ T Ot
ek R I L L CEET %,

1. ¥y —ECATFHYA VeI R —V v —=—T v TS

1-1 ¥ —ERTFTFA VL ORE

=V ATH A >~ (Service Design) &\ 9 BB TH A VO E LTHW
SA L)L DIF190EMRLETDH HHY, ZFOifEiFiE, 19804E1X® Lynn Shostack
LY =T T4 7R AT AN HO—HEOMIRIZWDE Z EHNTED
(Shostack 1982, 1984). Shostack 13K [E @ Citibank D ICEIFLE & v 9 BEE % RO FE
Il L 72 ge8 T, EAEEEPOCORFEDLP SV — EAERLOFFNEREL
BRI 2RI BWT, - ERARF OO ORENTLEOMENENEL Lo TS
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Exhibit 1  Blueprint for a Corner Shoeshine

Standard B Y
execution time E,:;i; leli:s?l.l L "'/CollccT
2 minutes > [———{ payment
Total a0 a0 45 15
acceptable seconds seconds seconds seconds
execution time
5§ minutes / Far D\ Wrong
| point | eolor
Seen :
5 , | Clean Materials
BY CUSIOME! | shoag J (2.9., palish,
cloth)
45
seconds Facilitating products

Line of Facilitating services
visibility and products

Naot seen

by customer Select

bt necessary and purchase

to supplies

performance

1-1 HEZH—EXOTIL—FY >~ (Shostack 1984)

HEZERWL, TOUBENEBTHLILEH VT, ZTORMIZHASIEZ 5L,
Shostack 1&, WEDFEEENT —EZADRFEILLL, TOERE 2 ZBIIIZHEEL,
HFHMICZOEH 7O AR EHT2HEL LT -V A - 7V —71Y » b (Service
Blueprinting) %% L 720 TOFFRESHOY— AT A OFEESLITEIZBNT
bIFH ST T b, ERFED 1 DL % >Twb,

Y—ER - TN—71) > ML, BEEHEEHITHRET LT - EX0MH L RMto 7T
Y A%, Y—EZXEWRT LW EZO/EHMR TR, ToREE 70—F v —
FYATTITAELTRATHEDTH L, UL, W—ERAT7 T =7 DITELH —
Y ZAILEF YA (Service Evidence : ¥ — ¥ ZDFEIBUZFH SN 5 ZAEOW I T-E)
DEIZ, HEVBECELERPOLMSL THE AL, FENOIIBETE R VN
XY= FDY AT LRI RV —FDTut AL %, Line of Visibility (A #I¥EX5)
EIFIEN D MU L o T EFIZKS L CERT 2SI »H 2% (K1-1), Shostack
DL THLPIZENT VDL L)L, Y=Y A T —TF1) ¥ M, Time-Motion
Engineering, PERT, GANT F# v — b, FI v /Db sMEEHO iR E, 1F
ERREOT O A2 W) LHEWFEPLE LB TBY, FHNT 0L 2AEHOT
Bk, T—CRAOEFRHE, EHOZOICERBMIISHL CEARINb O LH
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P—EATFTHA v EHEACDFE
HTE 5D,

B LI, F=EATHA 2 e ) P TF A 2 O—5H2 Ry EHRTH
5 & 9125 2 DIFI0FERUBETH 24, TORFEOTLIEI RSV EAL 5 ) TOTY
4 VEBEWETH 720 1991412 KA v 07 )V HIZ3 L #9 5 Cologne University of
Applied Sciences 12 ¥ #% & 71 72 Koln International School of Design T #(#fi = & 5
Michael Erlhoff & Brigit Mager %%, F4EICHAP O —EC XA T A VEEFE 707 T 4
ZALE BT, 19954E PLB# 1 Brigit Mager 2°H & % Professor of Service Design & %31
Z ORI GH OB IREA & RO HIEBOH LA &2 bo —Ti, 45U T TIEI
F 7 TRRETILETHA v 2 HEME T 5 Ezio Manzini 23 A7+ YY) 7 1 OBLEH»
SH—EATHA L OLELEZERML, WRTHROOF - EATF A OBtLs R
+5EFAEICE 2 TWwh, 199745121, Erlhoff & Mager, Manzini 5 2332 CHIE 4
—UEATHA O HRE F & D72 Dienstleistung braucht Design (Service Needs
Design) & W) EZLOFER N VEETHM L Tw5 (Erlhoff et al. 1997), Z D14,
F—EXTHA COBRBEHROALUL, A F) AR, KREAN & REIE R R
FILTWLDS, ZO—HTTHFA v av P74 v TEBLELTH—ECATFA v &
YR L BT Ao 20014121 LiveWork fE 25 E THID TH—E A TH A » 7
7—A%AIZEL, F7:20024E1F IDEO 25V —E ATV A Y& OFEIEA L T»
bo F 7z, 20044 I HEEOE 4~ O FAi %R (Koln International School of Design,
Carnegie Mellon University, Linkopings Universitet, Politechico de Milan, Domus
Academy) &, ¥EEODOTFTHA a3 IV T 4 v 743 Spirit of Creation 25410 & 72 1),
Service Design Network & IFIZN 5 — ATV A o 2t 2 ERSHORIE A 3T &
Moo AR, ZOBRBEOERRKEZORESCEMNZ Y v —F IV OFITEDIGE)
2T, AHIZES> TV,

3 7/ TRHKS T Manzini D&% 1F, D% A % 1) 7O Domus Academy TH
—VATHA Y OEEWNF T T 77 L% E FIF7: Elana Pacenti 1, 904FEALIED A
FNTIEBT LT —EATYA Y OMEBANZR)BELmLEHEL T0DD, £2
TlE, Fu¥ s =Y AT X724 (PSS: Product Service System), F—VEY A A~ %
7 2 3 a ¥ (Service Interaction), ¥V —3 ¥ )V A /~X—3 3 (Social Innovation : ¥
ATFE)T4) L) 3OOREIHLT—< L LTEIFLEN TS (Pacenti and
Snagiorgi 2010)s h—E AT A 3B A R EAEGTOME S TESEE L 225 5
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Bz BT TVLHEIETH LA, FIZTOFHEMIZIE, F—-—ERxL Ty s OIS
WO 7270y s NTHEA v OF XLy, A8 ar7THFArkay
Va—F 4 v VHEMOMZBI T ASKICIELL) 328X, HEmWk
HEOHEINTA YHTELZISHL L) L9571 Y EEANOHIRE, & 512817
L LTCOY—EAYR T AL MR —ECAY—T T4 Y 7T OMARTERIER L
2, MHEICKEE G200, ZOT—XRFFEEEICELLDEEZLNL,

1-2 Inside Out & Outside In

Shostack 2SEA L7z —E A - 70V =71 ¥ M, BENLRELELDFEL VD
KM bbb LI, - ERORRE T — EARMF OB D 5170 > T,
ZIREY —CAOFRE L —C AL OMEMFAb AN TV ALY, Thidsd
TIRAEFIFET 2RHAEOTHE*RIAL 2 DL > TWD, —F, THA V5
ELTAULEDN BT —EATHA Vi, HEFWLEHARLTHEZI) Ah>o28, £
DHREDHBD—D L r ot A V5 T2 Y a v THFA VB B2 — Wi £« O
B2 EEA ISR L, Y- X2 2OfHFORLT, £OITE R, EFOM
HAOIEZ @ THES 2 2 L2 BT 5,

FOLEI)BF—CATTA LIIBIT 22— FHLEROE 2L, F5HOHEEDH
LA T 5 Brigit Mager O 2 12 b HAEIZFEN TV 5, Mager 1320074E 12 R & v
72 Design Dictionary ®H'® Service Design O H Z #&E L T 5 A% (Mager 2007),
ZOHRTH—ERATHAS L OREDTO L) IZHHL T 5,

Service design addresses the functionality and form of services from the
perspective of clients. It aims to ensure that service interfaces are useful, usable,
and desirable from the client’s point of view and effective, efficient, and distinctive

from the supplier’s point of view (Mager 2007, p. 355).
72, FUEEOHRT, 10552 ary7H¥F A4y ofRFEWNLFETHLNIVY F
BV —ERATH A UANOIBHIZOVWTLERLTEY, I ZICW5T o Rk % i#

BT BHIENTE %,



P RAFHA LD
The use-oriented approach that came to the fore in interaction design in the
1990s and channeled creativity in the development of methods such as persona
creation is one of the approaches refined and rigorously applied in the creation of

human-human and human-artifact interactions in service design (Mager 2007, p.

355).

KD TF —<THhILHIAY Y=V v —=—< v 7, T—HFHLEHOTH % #
BT 2 —EXTHA VIR R ZERRAEE L THWHNS L9127 %, Mager I3,
ZOEIZOWTHATBOFEHEFICBW T TO X ) IIRHT 5.

The creation of service blueprints was certainly an important first step in
making virtual services an actual and visible object of design. Nonetheless, this
method remained very much anchored in the presentation of processes in the
form of flow diagrams and left open the question of how the emotional dimension
of client interaction with these processes could be integrated systematically into
the design process.

That question led to the development of the client journey as a schema by which
service design can capture and illustrate the complete process of a service with
its emotional, material and procedural components from a client’s perspective-

thus making it possible to model it (Mager 2007, p. 356).

NAIX =T X ===~y TORBOFEELLZHETH Y, yY—ECATHAS v L3R
% ARETHLOY Y TORrN WS 20, T—FHuLiksto B Es%3 L b g
CHERTE LW Y ===y 7HHFHEL T b, LHPL, PAIY—TVr—=—%

v TR SNIRGESR, T AT v v SEFEETHELR NS 2 L T,

P—EATHA VW, F-EARMBEOREE L, £ OFHH LR QWO 2 5

P—E2OTaL X LT HEL, AETL20HTHLI L, LN HDOBED

BEWNIG L CRRFEE T T 2 BB AR o CWwA I LA TEX2 L9124 5,

F—ERATHA VOFEERLTHEIZB VT, “Inside-Out”, “Outisde-In” &\ KA

LN DD, HBRIFT—EAT V=T v DX, F—ERAEIRMET LM
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TANFROW R 2, MIEDOINI VD EEN RS /83— AT T4 72RO LTHED,

BEEIN ATV ==y TRV FD LI, MO BHE O
MODOREEYIA L, TN ANSNN—ART T4 TEERT L, 2O
X9, =R - TNV —=—F ) MR-V vy ——< v Ty, - RL

—VOALr8 T ar0o7u—%mk AR THEL TVLY, TO/N=ART T
AT OENEHRES L ENEETH b,

2. HEALFEEE L ToOI AR —TVy—=—< T

PAEA 2 F =4y PTHET LI LN TELHN A=V v —=—< v TOMMGL
FORRMATEY, TOTFENOHLOEI) ML ENTEL, TO—T
T, TNDEREDOTHA »7a 2BV THA SN & L2 R S NER
FLB DILREDH W BIUZ D W TUIFEM 2 AR DT AT L A LR SN TR0, M
—DBIHNE LT, —ERXATHAS OMRBHERLTD 1 DOTHILAT 2 =T D)~
r—¥ >~ (Linkoping) KEFDO KP4 T % Febian Segelstrom &, Z DIFEEIZ D
Stephan Holmid 777 - 72, —E AT A4 V2B A EEALEEO R EEICE T
HFAEIED D S (Segelstrom 2009, 2010, Segelstrom and Holmid 2009) . = OHfF3EI
FIl2 =N —FOERBIZB T 2RIy —VORHEME s Z L2 BNET 5
LT, 20084EDI0A A H20004E D 1 AT T, 77 BT A v (RG24
ELREP SRBONEMEETT) OF—EATHF A F— (—HFz—F s~
IYATHAF—LXHD) ARRIIA v Ca—WELEML T 5,

COREMEOMRP LWL P SN0, B2, H—EATHFS 0o Tad =
7 P THREALEEE W28 TH Y, FHESEZORE L L TH LN /2420 O
%, SLIHEROY A T LTCo@mEN S, [4 294 ol (Articulate insights) |
[4 %A bofzE (Communicate insights) |, [HE DR (Keep empathy) | & W
IBODTN=TIZEEDTD (M2-1)0 [4 X4 O] 13, 2OXO@Y
P—E2AFTHFAS =P —F 2l CPEL-T— s oL, EBT 2
ek, T AL MOEE] E, ENHSDOAL UHA NE T TAT 2 MRIET
=723y TOBMBEFOTHA F—LUIDAXIMER D Z %, Z LT [HEDHE
L, 2=V PoERBGHIBVTEE R -0 EE, 7 Tntx%



H— U RAFHFA v L BEALO#

Summarize

. ; data Present
Make data '_I'la_nsfel impression
accessible insights
Transfer
feeling - Framemon
Present \ Art.c u Iate - memrenng
insights \ / 5 = data
insights
Communicate NN T
. . e —— DL AW data into usabie
insights data visualy i
Present )
Find
4 . ~
EEREl Vitalize patterns
stories
To use in \
workshops Keep data
- alive
Keep

Inspiration

— empathy _ ..

Depends
i Humanize on the goal
Create g & S
empathy emember
users

2-1 H—EXFHA LB T 2ERIEBETHDE (Segelstrom 2009)

HUTREE TENLTIZTFA S —DPEROPIFLHRIT S 2 L 2 EKRT 5,
KDL/ ONIEHTRE 200081, HEAHHROLEHFOEN L
PR END T — 5 ORFHEIZ L T, BRALICHC 2 FHOERPREL ST D L0
HThb, MigOLGHMOEN L1E, WRILSNARLBREHDS T A 2 F—2 DR
YN—HNTHHENDE DD, F— DAL T TIRRENL D E V) EVEIE
o F—2HMIMT THRA SN HEFRIUI KA, 2OEBWICHRKRTE 2
I IER SN2 EAAH Y, F—2ANTRESNLZHREERZ, L0618
$F, BEBLELTORA M v F2WIT2— o &) ZHBZREBICR)BE &
ENTVD, SN 7= Oz owTiE, ¥, 2070y =2 M E5 %
MG RSV D ZENTELNEI DL Vo2 7 — 7 ATOREY, TomoH
HALOFEICHET b, 75 OBBIZNZ, TONEDOHENE S HELTEOE
PFUIE DY Z2Fo, Bz, BFEOY—EADOUFEIZE > TiE, ZOFMHRRED 3~
TXANCHERL, THA Y OFRF 2 =274 2 BOF57-012H—CA - TV —7
VM EFET200MRNTHY, —77, FROF—EXAZEET 5561218, 7

2=F = FVFDEI DO HEERDLEDD S,
DbEo#Re /o e, =Y ATF A F—OMRILOFEORERIE, T F—0
P



IHARLTEIZEDELDOTIE R, HLETHRAICHVSE = RLENICKEL T
WEEINTWEZ EDNbh b, 72721, Segelstrom & Holmid 12 X % FAHFZE T,
VHOBEOFEDNLLOTFFA yr7ude s bT@L TH LN, ZoOMo%%
OFFNIZENENOFHHEN V7, 7uT =7 bOFEIE U TEBIMIZER S
NBEVHENDTHEZEBIEHEINTVDE, ZLDOF—E AT A F—=2FHT 5
FEARMFFEE LT, WA=V —=—=RFF747 WE A=) —K—F,
B, KAY— BEELEFFALE), XVVFHREDT I v I DESTWD, Th
SOWARNFLEEZDOMOT 7 = v 7 OV, BIEPEEO BO 720 1 ZF T RE
THDHDIIK LT, BFIIFEOBWIZEEL THW SN EAD H E VD) 5IZH
bo MPIZHAY =TV ¥ —=—< v TR, AUV FLvo 8RR FEE, LIk
R723 A TORE, Thbb, [4 %4 Fofhit] [1 %14 bofzE], [LEo
HEFE] OVTNIZOER Y — Ve EZ 5N D, VY FHEOIEERLAIL, TER
MHETE Y =774 7% Web A MEREEDOEESL LI F—2@ELETLE->TE
TWVBEY, F—ERAFHAL VIZBWTIE I RAI Y=V ===y F L AfRIC T
—PHEFERL A A NEFEDOBDOIERY — Vo TV D, FHE, RETHIRT S L
I, HAIR=TV X —=—=<y TOHFIIY FR—IZiidk &, —Hoy -t
ELTEY PTHWOENRLZ LB DL BV, NV Y FETHFS Tl e it
HY 22—%5%, ZoOBELITEOHN, BE BEECEHL T A=V T ¥
AL, FXYvFIL—ABETRABTLHETHY), $Foh A~ -V v —=—I3,
FOFERMEBED Y — 7 2 R, B VCREDA T arDAT Yy TEHE
FIFC7u e AR T 255 TH L 720, WEIIHTEERIIHLESH ZLNT
&5,

3. WA=V ¥ —=—< v TOHERFER

HAG =T % ===y TORBIEEIIIHA 2L OPH DA, FiE CTHE L
I = EATHA VBT AR EGEOR B 2w & UL, 2 2N
BREVKODPOEREZ BT LI ENTEL, LWTFTIE, T2 AR VAT
A4 Ry — AT A O CEBIIZIEEIT 4 Adaptive Path ftO 7% 1 - —C
&% Chris Risdon 12X A7 Ay v —Y v —=—< v 7OMHEHE L, 20124 3 HIZH

P



F— U RATFHA v EMBEAL D

Rail Europe Experience Map
Guiding Principles

____ | e

wea Journey
Model
e
Qualltahve
— Insight:
= ; ; Quantitative
I I & E E llnforrnaiioin
Opportunitis
vttty r— gty SRS (e ""'—-—"""’"“' "-:-.""-‘-.'.'-'."‘
s il — 9
SR I Ege | dakeaways

e orisben T Qm 2= APz

3-1 Py—=——vvTOHEKEFR (Risdon 2011)

ff & 3172 Managing Experience Conference TO 7L ¥ 57— a Y INEEZ S L 2D,
WA=V v ===y TOHERBEHRIZO VTR T (Risdon 2011, Risdon and
Wilkens 2012),

Risdon 2SH: 2 H411E, BRINOELERRITOT 7 v bOFHEAEZ T A N v 7 TH
fit4- % RailEurope L4 ' F 1 Y i-ATREy — A0S HE 7OV 27 b TH L, LD
Y= CAGBRICHVEFMZRTW2E2, A70Y 2y b T, 2=V HETOBTY
—EADILY AR LY ZADFHbi %8 LT, SHROTFELEMEROBS 2T 5
Cevhbwiiol, ZDO70, Risdon DT A ¥ F— 41325004 & # 2 5 FAED
P—CARMHABTILT o — PRERTR) L LB, BOT7A—VRT =7 2%EML
INSORRIESNTHAY Y=V vy —=—~< v TEREE L (M3-1).

Risdon 1&, #AY Y=V v —=—< v THPNREFIHES 57200 2 DO 5M% 154
LTWwa, 20 121d, 2—F) % —F OFERP HEPNINED T THIRIZ 1K
DXy TIWDH LT, FERlAFHMRELL 2 LELETIZ, TS F—oa%
54TV NEEOHMBNICEE S LI LA TEL LW HTHbH, Adaptive Path

o3



Rail Europe Touchpoints by Channel

Stage \ nt
Channels i : C C
Website Schedule look-up Web booking funnel Select document option (om  Contact page for email or phone
esl intineraries Price lock-up -Pass W ot
Timetables. Multi-city look-up - Trips. station e-ticket
- Muhigle Tipe - home print e-ticket
- mailticket
Call Center payment = Call with quest
Cust. Rep booking Request ticket mailed ~ fickets
Site navigation help Reslove problems (info, pay- General calls re: schedul
X Toont o) ] Aries, documents
Maobile Schedules Mobile trip booking Access itinerary
Look up schedules
Buy additional tickets
Communication Chat for web nav help FB Comparator Chat for Email confirmat Ask quest prob-  Complaints or compliments
‘Channels (social Email for general help lerns re: schedules ond tickels Survey
media, email, chat) for wabsils nav help Hold ticket
Customer Relations Request for refund, escelation
from call centes.
Non-REI Channels Trip Advisor Airfine comparison Expedia Trip Advisor
Review site
Facebook

K3-2 HyFRALSb-A42~X2>MJ— (Risdon 2011)

Tk, BEINS OMETREERO—ERE B L5720, HIESS 71— (B
15m) D RELHFAXATYy THIERL TV d, BE2D5ME, 20~y TI2KRD
FHEA T v a e ESRITHER (A RFa=T1%E) 2 ATHE0) ET
HDN, TNEHAI =V ===y TOPRRPBR TR, HLEFTRELT
O ZAOMEEL LTHWOHNENELDTHL I LZHERL TV 5,

I—H)HF—=F 2@ LT, T—VIEMT L5 v F KA P OHERPELND D,
b LENL OBPHEBII RS E, To2 & T—Ho~y FIRET 5 2 L3
RCTEZVe v FRA Y POREBEFDL ) OBICH L0 THNE, HAFI—Ty
— ==Xy TOERIZERITC, ZRBE2 sy FRA b - 4 xU MY — (BE)
WCERTLZONPEZELY (K3-2), 2L C, =W —FOfR2LLHALNIA
YA MIHEDSWT, ARV M) —IZBBRENTZY v FRA Y MRS, YT AN
Vb o, iz do, RMLEOLDOEXFIL TN ZENTE D,

ZOL) BEMIEONT, EBEOV Y —=—< v TOERIZOVTIE, LR
(The Lens), ¥+ —=—<%7) (Journey Model), EA >4 1 k (qualitative insights),
w1 YA (quantitative insights), KIZIETNEFE T (takeaways) D 52D



H— U AT v LD #

HEEZ Z MG R L T DS, TNEONEILTOM) TH 5,

O X

Ly REE, Vry—o—<y TEEIEED LRENZEHT 2802 & T
POV FHIRE OREESEZE LW S NGEITE, 2Oy FOREEDIER ST
FEHEND 2Ll b, 72, MY —EADPEBTREN) 2 -7 ORI T a v (ff
) ®, M3 408608512, 794 YEAIZL > XL LTHEIT, fliens v
FRA VP OEEBEFMTHEEL LTHEZ LD,

@ V¥—=—FTW

—HRIZAH A =T X === LIFEIN A NEICHE T 505, Vr—=—ET ) En
IRBDBHCENDLDIE, VX —Z—OHEIIS LT, SHRABRTEB L TRT N
XTHHrILERBTE (Vy—=—FFVOSKEIIOWTIIREL SR, Vv —

Z—ORMBIZEE LT, BMIZZOL—FORBEA Ty T EWERDZDOTR L, -
EAZBWTHAT2F v A VHO A A v F ORISR, EFEDR> T WikERL
FEFICEBEN TR VERBROERDH L 08 ) xR T AL V) L H1s, FHT
LEMEZREICL CETMELEITR ) CEPEETH L, FIZIER3-1 £H3-3 13,

[ U RailEurope DH A ¥ <= ¥ —=—7%, EHTLBEUEDOEVICEL-T, B bE
TN CHPND WD H D L AR L TWd, FICK3-3DY ¥y —=—FET LT

2, TP —ECAZMHTE2HLT v TR I SRDF v TRV bAED
BREHEL L TCVEPZEHOKSICE > TERL, K3-10RE 13585 523
LTWwh,

® HEmA A b

HE9A A b e, 2—-FOERRLEFIIOVToRREZIRT. fIEX, £hid
(BN E2fZ 57259222 | [2E) LWL EALIN? ] Lwnsla—Fo
EZeRDOTERIHRL, [REIZOEUEINEZ], LI, 79A ML —2 32, i
B, BLE, WEREVSTRIFER L EDLITERHATHY), A0y v FR AV FOE
B Rt % FFE S 5 L CART R RIEE &% B,



People Talking with trusted sources such as family members and friends

Web research THide e SOw b
Activity here Activity here Activity h
[Company} Website 2= L eutiect
Activity here Activity here

Activity here Activity here Activity here
Phone Center
Customer Data ooty Rctivity Acthity

3-3 B&3Yv—=—%E7J)V (Risdon 2011)

@ =mWA A b

BHW7—% LRI, BHT7T—22MET 52 LT, - FORHEROBMF O
FExR S BIZIED DT EHNTE S, RaillEurope D7 0Y =7 bTIE, 7 ¥ 7 — MRy
LIVX—=—0D7xz— AT kI, L EOEE (Enjoyability), BIHEMED AW
(Relevance), HHMEDEAV (Helpfulness) @ 3 DOREETHIE L2#EE% 75 71k
LTIEL Cwa 2, FHICHEEOESWEFHAEOEGVWE 202 BT 52 LT,
ENPRDODOENTVEREL, EEOFMELOX vy THHLNIITHIENTE
%o

® EHErT_EEHA

Bk L)1, HAFv—V vy —=—< v FIEER TR L, e Lokl %
DI, Wb THA VREMKED 7 2 — A% B L) RBEHEERBIRETH S,
ZOWREMEE LCIE, A RF =7 (BEEOWTREN, S N), <A KA+ (5
), MEGREDPEZONDD, MEil#fid REhOHENIL, EEOTFTHFS v Toy =
JMELTRIZEDE ) %7 2= APESINTVRDINPIZL o THRENERETH 5,



H— U AT v LD #
DEDSO0EFIL wWFhb AV~ —T v —=—< v 7L LT ALELIER
b DTHAED, LT LLIFILINSDOETOERLZWMIZERITNELRS W
IDIF TR, —OOHA RIA &L THFETRETH L,

4. =Y 24 ) R—3 3 OO EALF LT T

4-1 Bl

AR, F—ERATHAL COMANE L 5 2 T2EEFR =T T4 Y THIRIZ B
T, =V AOHGBIERICKEREMNMDPRI 5TV d, H—ERATH A V55, B
DI—FHEEOYFERYRIZHE LT, HOA ) X—=a v EHWL LIHEICLZ
DEEN e Rz F 72012, ZOHERWIIEOR R 2D Ad, T4 ¥ FPII S &
TWL ZEDPFEREEZENL, RETIE, T—EADS /) R=Y g ic77u—F
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