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ABSTRACT

Emotive Business Management Method

A Proposal Based on Use of Emotive Stories by Both Individuals and Organizations

In the midst of a global pandemic, one of the major transformations for humankind, and
with consumers leaning towards added value from experience, products or services with an
emotive story are essential for making people feel positive. Also, it is becoming
increasingly important for companies to have a unique purpose and emotive story to
positively influence not only consumers, but also their own employees. Putting together
the purpose of individuals (e.g., consumers and employees) and that of companies is
important in this age that people are continuously asking and searching for the meaning of
purchasing, working, and living. In this sense, it is important for both individuals and
organizations to find an emotive story and use it in business management. However, in most
studies on emotion, the physiological effects and meaning of actual emotions are studied
only in the fields of education, psychology, and sociology, and how to manage individuals

and organizations with an emotive story as an added value, has not been researched.

In the preceding study, we found that the five following problems existed: 1) the analysis
procedure for time—based design of an emotive story has not been systemized: 2) the
correlation between the number of STAR elements of emotion and the amount of emotion
have not been made clear. STAR elements are as follows: Sense (beauty and pleasure),
Think (understand, expect, discover, and overwhelm), Act (make an effort, improve,
achieve, grow, feel special or lucky, advance, sense rarity, and encounter), Relate (feel
connected, feel that you are part of something, familiarity, kindness, love, attachment,
respect, gratitude, and approval): 3) the method to build time—based emotive stories using
several emotive elements has not been established: 4) there are not enough studies carried
out by organizations on how to use emotive stories in their businesses: 5) business practice
research on management from the viewpoint of emotion has not been carried out.
Therefore, it was necessary to carry out research on emotive management methods from

the viewpoints of both individuals and organizations, based on the time—based analysis
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procedure and procedure of coming up with time—based ideas for emotive stories (1, 2, 3),
the usage in organizations and business management (4, 5). In this study, these problems
have been solved based on the research stated in the paragraph below. The purpose is to
make clear the business management method of added value, based on a time—based
analysis procedure and a procedure of coming up with time-based ideas for emotive stories.

Below are the results and solutions for each of the five problems stated above.

1) The development of the time—based analysis procedure: we have developed an emotive
story analysis method which includes a way to derive a time—based placement design of
emotive elements. This was done by developing a data input sheet for emotive elements
and a time—based placement analysis tool. After carrying out researches using these tools,
looking at the story from a time—based perspective, of all events that triggered emotion, the
following became clear. There was a large amount of Sense at the beginning, the amount of
Think was low at the end, there was not much Act at the beginning, and there was a high
amount of Relate at the end. We also found that for Sense and Relate, all individuals
reacted to the same elements, whereas for Think and Act, it depended on the individual, so

it was necessary to insert many emotive elements.

2) Verification on number of emotive elements: the correlation between the number of
STAR elements of emotion and the amount of emotion was studied. Taking up actual
business cases of products and services, we made clear the correlation between the
numbers and amount. As for products, we picked out five specific cases, and for services,
we studied the wedding business, which is usually seen as one of the most emotional
experiences in one’s life. Cases in the top 10 percent of emotive experience and the
bottom 10 percent were then inspected, and determined what kind of difference they had in
STAR elements. As a result, in both products and services, the larger the number of

elements of Sense, Think, Act, and Relate were, the higher the degree of emotion was.

3) The development of a method to build an emotive story: we verified the effectiveness of
the emotive story experience workshop, which is a method to come up with emotive stories
using several emotive elements. In specific, we used three tools: a classified table of
emotions for analyzing STAR elements; a question sheet for discovering emotive stories;
and a three part structure sheet for recording and sharing emotive stories. A workshop

using these three tools was carried out, and a comparison was made between content
vl



written before and after the workshop. As a result, fluency, flexibility, originality, and
novelty, were all significantly higher after attending the workshop. They were higher in
amount and also in the degree of empathy and impression, showing the method enables
individuals to come up with highly emotive stories. It was also identified that the method
worked positively in the sense of belonging, working as a team, and motivating individuals in

work, which is effective in organizational development.

4) Applying emotive stories in organizations: from the viewpoint of the effectiveness of
emotive element marketing, we studied what kind of effects emotive stories have on
employees. This study was carried out in B2B and B2C companies. Specifically, a
comparison of the degree of happiness was made between individuals working for companies
with a business service producing emotive experiences, to approximately 15,000 individuals
in Japan not working in those companies. As a result, it became clear that the degree of
happiness was significantly higher for the former individuals, compared to the latter. It was
also proved in this study that the degree of an emotive experience and that of happiness
had a weak correlation. It became clear that if an employee is able to feel emotion in the
services they provide, the degree of happiness increases. Moreover, in B2B companies that
have brand statements with a high number of STAR elements, there is a possibility that
employees also regard the company’ s brand value to be high, and their sense of belonging

becomes stronger.

5) Research on business management: as a unique effort in business management, we
grasped the structure of how some companies are able to provide services based on emotive
stories. In doing so, we made clear a management method that is based on emotive
experience. In specific, through management interviews, we studied the elements of the
service excellence model (CEN TS 16880) formulated by the European Committee for
Standardization (CEN). For example, we studied the degree of practice items such as ~
Superior customer experience design and revise”, ”Learning, Culture, and Structured
process’ ,and “KPI monitoring”. Through the interviews, it was clear that the measures
stated in the items were actually being carried out. Also, to make clear the state of
business management in large organizations, we looked over discussions with Yoshiro
Fukushima, former President and COO of Oriental Land Co., Ltd., which is providing
positively emotional experiences to over 30 million guests a year, and also studied

vii



documents and material concerning the company.

As stated above, as a result, we were able to come up with an emotive management
method based on a time—based analysis and a procedure of delivering ideas for emotive

stories, from both aspects of individuals and organizations.
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I AR E FTREE T AT DI M B RO EE RN DI R A ED LV EN DD, £
DI=b | ARBFFETIE, B « FLHE T 7 CORRENA N —V —I% 2 Sl & U7 k@i~ v A
NREOREREED D, BARRIZIE, AT T,
O EEYAN—Y—% Bl CT VAL T 572D DT FIENMER LS TR0,
@ JEENOSTARERE, 3725 Sense(FE ), Think(FRAF « BAFF - 78 H. - J L)), Act(Z%
77 B3 AR O - R - AR B A - T - SE1E) | Relate(-D 72030 « — Rk - Bl
VI AU B 5555 « B - ST - 7GR D8 LI FE D BAFR DN BN TRu
@ HAICBWT, RENEZ A2 EEIE L7 RN R S KE)AN—V — R F 15
DIEDNTILZRU,
@ fAMRIZIBWTC, EENAN—Y — DIk FHIZBI TR R D3 +55 T7au,
B HFRIZBWT, REEEOMIELEL T, BEZHIE LR~ XA MO HY J7 8
BHGNISFU TR,

VIS ODFREN T IS, Mdn Y —E A2 LA Mk OFEE R (N— X)) H
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Rlizz=—73P i, DEAA XN T A=Y =272 o TWDHI LN, HEH FITO
KR PEEBMIT THERELRS> TS, HEESCEEBR LWVOEAND/S— 328l
DO/ RADAN—=V—Z HRADETWIEN, BIEE, B<KER, AXERES
FTU EIZRPDRHRIZEB W TR AR THY, ZOERTIT, KB (W F I OE R ICE)
NP) A=V =T, A HEOWE B W TEHEE THLHEZ X DND, F72, REdmicL T
L —ERICLThH, BEHEEDORAI DO SDOIREDIAY v — T v —=—D—H D
NOFCHETFEB N TOND, ZOMNOR 2@ T, WK EN AN— — &2k
TEDLNEBEZXHLENRHY, FEflh F CREVEROREZRETAZENEBETHLHE
BZBND, LU D | REVE R Z L O IR Mt EICELE 3203 % 087 - AT 5
FIEDFELRD o Tz, Flo, AAEL TOBLETET Tl ke L COBLR DM HN D,
JEENA L —V —F & 5Ll e U7 @ ~ RO A M FRIEE BT OMLEN DT, Lo T, f#
MNZBIFDEEN A= —DEH (LD @+ @) &, MikIC BT DkEI A~ —Y — D H]
(EFRE@-®) L), A KRR D O BN AN —Y —{F A& FEfih & U7 ks~ 1 A b
TEORBREED DL E RS,

1.2 AHETORBOES

JEE) D B EE A IR TR T, TR CLa B 928 ) Gk, 2018)EEFL T
W5, KEFARTIE, TELWE DR TIEL LW I EIZHEL TRV EIREZZ T, DEeBEbNLIE )
(Faft s =8 SFRIERT, 2019)EEFRL TRV, MEFEFFMR CILRVEISAZ T 5580
DEFEISSONDEZMAESICHEL T AT BB ZTE OO N D82 <& K2 B
L7 T L0 LA DT R A 228 (I H - B - LB« 1L H - H 5 - FER R, 2020) &8 7
LTWD, Wb, fIBERDELRLETHIET, BAOOTIZE T L03E V-T2, A
FDOARGERIRER BESNHZIEEL TNDEB X LD, ILIRIZ, [P TDemotionl
72 CTAE B A BIRL, HEREO NEE) I CFEVEATE THY, BB E MO
BEA TRV JGLAR, 2009)E 1L TUWND, feld THLAT 223 “Bh<” AR BR (78 21352 BhRER) |
ZRKEIE L TWD, FIRIT, B0 7oEEh Y| b B IREN D RS L LTI
NI-FEFEOL O |(FHE, 2001)THY ., “kandoh” (the state of being emotionally moved)&L T
W5 (Tokaji, 2003), AR, NEEEIEW)O DT, IS FRIEORNE DT AT LAA1E (LS E T,
L ESITRBRL CWAZEDBEKR A RS TITONA TBIHNETHEIE  THY, [Ex55E#H %
EHFEL TIREIEL TV TZDG TN, Eob NESEZHEE XD MNIRHENI A
YEHL TS R, 2009) W) FEfEZL Q0D BT VOB O, ARIICE> CTEER
FIETHY, BIAERERAEVWEATOILO THLHES ZHID,

B HEURBLT, B~ — T4 7 D4 BB, Delight (E) WMELET 5, #BE
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LUV HEEZ KRR TIEL, TREDESTEJCiATR, 2018)LERL T D, REFFRTIL, T3E
HWIZESIE, Fo, REREQ (A - A RREDT, 2019)EEFKL TR, B EGER M
TIEIRIERBEREICBDOTLHLONDIFE 5L (UH Bk L8 - (L - H -1
5, 2020)EEFEL TWD, Wb, BIAEZ0LEMREETHY | B OO KT 2 50 B E 3
HHEE A%, DelightiZBIL Tid, Plutchik 23 MEX LA LD JFUGHI 2T St & ShDHIE T,
HEHRAN 22 TE LT EAE IR BB 2T A T2 ) £4EHH L | Delight &V D EAF 123U T TE Uoy) £
X (surprise) A O A A FNHE O EPlutchiklXFaHfi L TV 5 | (Crotts, & Magnini, 2011),
SHIZ, Ball, & Barnesid, E2OEEXITNNA T, B O %5 B (gratitude) 23 Delight | Z 4T 5228
% 5-2%1(Ball, & Barnes, 2017) &L T\ %, LL T OZRIC, JEATHIFEICE 1T DDelight (2B 975
ERE BRI,

% 5 DelightiCBHT B EATHERICEBIT 5 EH

Plutchik, 1980

Oliver, Rust, and Varki, 1997

Rust, & Oliver, 2000

Ball, & Barnes, 2017

E(joy) & E & (surprise) H’
RhBIEREENDHD

HEEBAZEVLRNILDME
B - REHIREE ZEE
(arousal) €., BIMAE B 5FF
LELTOERERDE I L

AEFEEHRETHY ., K
DEFENTE
(exhilaration), %
(excitement) &5 H ®

EREEEICHNAT, B#D
S35 B (gratitude) H'Delight i
WEEY 522

K52 Oliver, Rust, & Varkild, KIZHDHED T —~/3—7ZFHHZ L, BT HFHFE2L =2
Ll dDisconfirmation(R—F)HAELHHDEL TS, 2O T i & (Satisfaction) & L =
(Delight) 1225 E T L THEL TNWAZEL S E TORL TN,

Surprising
—

12 7—</3—7 % BliZDelight B34 L 5 E TDET /L (Oliver, Rust, & Varki, 1997L Y
51H)
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X2 HEHIT ., Delight i, Surprising Satisfaction?>5 BH 8242 £415 . F72 1% Surprising
Satisfaction — Arousal/Positive Affect 7> & 4E £ 41 %5 . £ 7= % Surprising Satisfaction
—Disconfirmation — Positive AffectZ2 b4 Fi 5, E£721E Disconfirmation — Positive Affect
MHAEFNLEL, WT UL THELL VO R, TEE, Al &2 R —E g Th
HZEEIRRTUND, 5T, Oliver, Rust, & Varkil, #FENAELH5LEEL T, B 5 THD
ZEEBEMENRHHEEZET TRY, [ZNR L TIHHE AR 12705 ) LHEREL T 5 (Oliver,
Rust, & Varki, 1997), —J5C, Delight°Joyl\ o7z, [BIE DRI 2K HITRAEMIC
FOREZLBHE AR D RO BIDZ LT TRY AR E 1= DI A Z 722 37 &
DGRBS N MBI 72D THAD ] (Oliver, Rust, & Varki, 1997) &b AL THY, =W
R E LV BIRIZRATME 22 LORBA O E T2, KOJAFEZREEEREL T, BRI # Y
L E T, HARGETOIEENL, Delight D EE L ETHDOEL T, R STl ->T
AN

Delight (ERE) HE

HIREEREETHAEN KB LTS

. U e B FOREELGLEREOD T, BREL:
" RILOBE, RIE. WREZIER. APEIETS>TINBERL T BIAE S
T—EHYBE (Oliver, Rust, & Varki, 1997) F&LTOEER (Cova & Deonna, 2014)

R et S b e A B KR ELLORTEBLLCEITEL
u (Xﬁﬂ‘)ali.%f_:au_to i'fﬂ X%Q.:.Uo TﬁﬁL‘Eﬂ%EﬁH.IL\ﬁgbﬂélt

EUPHEZLETAMEELT, RRXTEABRBZEH>TLS

X 13 Delight (B\E) & BB LLf

JEENZRIL TREERBLTIR, HARGEIZIITDKE & [F 2O BEEIL R S 725720 (Tokaji,
2003) S TAFZETIX L2 35 . emotive experience R ELI AL, JEKENIRBEL L Theing moved.,
touched & RBLEALHTEAZ VM (Cullhed, 2020), Cova & DeonnalZ AU, E@hiL, [Z i
Hablb LI BRED T URE LI AN GIEL > TVHEREU T2 | BiflA 22l fEBIE L TD
#6821 (Cova & Deonna, 2014)ES L, CITV AT ZRESEDORBREL THE BN TS, Fiz,
PRI RE T > TEEL 35 (moved by love) | &2 &9 % Kama Mutab\ W "HFE B,
JEENIT VW O L THFZES LTV A (Fiske, Schubert & Seibt, 2017; Blomster, Seibt &
Thomsen, 2019; Bowles, Schubert, & Blomster, 2021), A~XA L FECTOREINIZEE B2/t
TWDAPEGERBUCLIEG A BRICHIIRNAEINAZ L3 Clde< | EEF eI N HE
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WAL 7B B T 580 I | ZOE - #llk O SHUEFEA OFEHRE W TEZHIEN
W &7 T D (Zickfeld, Schubert, Seibt & Fiske, 2019), 7235, WEAMZ I DIEEN X
AV H L DB 3T 2Z 5 0 45 BF(Diikic, 2009) Tlddh>7=b0 0 MBSO T 715 0 7 H)F

FEZRWT BIERBL O P TIHEEN L O DR T DI EMTTHPR T, F258A
LR O ST G2 0T T O E 0 B CTh L R H SN TR o2& s o
AT e D 23 T- B B 522 L Ty A (Kuehnast, Wagner, Wassilimzky, Jacobsen &
Menninghaus, 2014 ; Zickefeld & Heinnich, 2015), [Ff&(Z, J&EHEWHE DI H & OENE TS
ELEMFITHE DL T FRIRE R IXIZEASFEL TIPS ZEb RSN TV D
(Agrawal, Vuoskoski & Clarke, 2018),

£ 6 ¥/ CTHORENE R T HFE (KuehnastZh & IZZEE MERR)

B BRE)DEERT

KEE Moved, Touched, and Stirred
FAVEE Ruhrung, or Ergriffenheit

F 5 RE Ontroering (Dutch)

A4 %Y TEE Commozione

HAGE Kandoh

A K375 |Terharu

A7 Rastrogannost', Vzvolnovanost'
wILETEE Dirnutost

JIIHY TEE  |Trognatost, Umilenie

Fo DR ROGAFTE T DIEENC B 2 TR T, EE DRI M E 728 E Tho L
TEHHLONRKY-ThHHESIL, FEENRRER I LB IR O O I XD, DBEA B2 1y 72 22 Uik
EAREL - R E 72 KPS ThH ERbFm T T A (Mori & Iwanaga, 2021),

% 7 Zickfeld, Schubert, Seibt, & Fiske (201K BRENCF 2B EATHEDEIELL T, HiLlE

BLLIRRIE DIRRR (& 1ERL)
moved IZEELLT 5 RXIERIR |FRER RXAE DIRRE
Awe (REX) ZUESTHEL I FENMDEICRDLABHEE |(FIAE
Admiration (") o T-REN DTFTE HIEE
Gratitude (E%#) BNT-RUODGFEEEZRHT S L LRI HEKE BIMA &
Compassion (B0 1)) HELATWDEE - W74 7Hhtk=E UM E
Nostalgia (/ R &L 7))  |[MRICHIEEE Wo 738 L WHESE - & EIEE
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HARICBITDEE) ~ 2 A MO HATHEE L TR - B3R - AT I, TS0 E)
FTZE (W A RIER, 2015)ELTHhY, A AREN WS EE DT AT COEFRD I
FXTARIFGEICE WL, T FICOLERTMESICEN T 2L 2B O EREL T, A%
HEHHZLET D, Zeds, ATERIE, TTHE X TEERR) T o B @3RI EHLEERE ChHHEH 2T
BT F JEIT72 0 EFRIE L TUOD(ETEF, 2005), 728328, EEIEOD T | B IR EE# O
HBAEFI, BiE L TUEEIE VOB DEL TR L TUEE TWAEZ 2 b5, A O
BERGLIEEZ MU KINLER O ) 22 T o 7cb DL L TORKEY, L) B2 E720
JEEN B RIIH IR0 H Ei S IR S TOBND IR LI T E RN D LR DD T2 08,
B EAENEZNERTWDN, ZOBEMREBIZEDIIRT —F_X—=RL72 5> TNDHD )
(STARDEFE T ANFIBE THEMSIL, 7y 7 B—RSITODD00) (22 TIE, ERl o
FTNZTHY EiFAZEET 5,

1.3 SEATAFFEICRITHRE

AN « Ak L/ S— N ZD AR D TRENA N — Y — P CH - CELNICEAL THE L
RO TWZEDRFRf L2070 NEAN. NEMFRORICB T EHRAGOENEETHLE
EB2OND, A HOEIZBWCL, ata=r—arPRThy, F-, FA Mk ToR
OBV G DEIZBNT, A=V =BT, BEEZ D NHHE S WK IENRELRHEE
2. H1H, Fenton & Langleyld, [T 77 47 13 CORBRAMIFIZBWTEETHY, Hop
DS E - TR K> TWALED TS [ 774718, 2RO e
N2 T DI EE LTRSS L R DT A7 T4 T 4 2R BT 2b DELTAH
b5 (Fenton & Langley, 201 1)EFERIL ., F7o, Akerld, A=V —{%, B2 D777 NS
DEELD | 22057 EICF% D) (Aaker, 2013), MarlX, [AN—U—FV 7 #EBHA 2T
TarDEFNOEFETIER THLHIE T T WEARFRRHDTHS | (Mar, 2004)&
9228 T A=) — D EEMEAF N TVD,

— T EEAE DB FEDKENIIEIL, £ OO BRSO KE) B RO B RIZEL TH
B LB AR OS5 BRE TIT O TR BN A=Y —Z A8 A < KL% D il [ 2> DAFAE
BER2AMICL, FELO A BBHDRD FERLL TR T 720D R VA MFEICE TS
WFFRTHEA T h o7z, Fiz, #dn - P —E A2 A BT OFAEE 2 ON—32) BIE
(== SN, OERTAIZZEN N T A= =L o TWDHI LN HE A AT DI/
S5 MEEBIMIT THOEELR>TWD, HEESLUERB LV A DR — 2L HllfRO
IN=NADAP=)—Z EHREDOETVKIEN, BOER. BKER, AX58RESETU
FIZRIDRRIZB W TR AR THY  ZO BT, & E) (S 04 AT E (CE) ) Ak
—U—lE A RO ICB W TEHE THLEEZDND, o, FamlZLTh—E =%
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IZLTh, BEREDRADE RN EDLAAZ ~— Vv —=—D—HDJL LD H TH
EIRE DM TOND, ZOWMNORFHEZEL T, WNIRERRAE i TE o0 2B 2D
WD | R b TRV E RO EZ G TOIENEE THLHEEZDND, Ll
IRMD | BNV SR 2 & D IO (SR B ISR E 9 502 AT - AR T D FIEDFEL 2D
ST HANEL TOBLRTT TR EL TOBLRO M E D EENAN—V —{FH 4 &
fHE LT E) ~ AP AP FIER IR BT DM E DR Do Tz, BARRIZIL, SEATHFETIX

@O REENAS—) —7% | BT T A T DD DG FENMERIES TR,

@ KEYOSTAREFE , 3725, Sense(FE « P) ., Think(FfiF « BIFF« 7 7« L),
Act(B5 77« b3 Rk - B - RERIE - AR - Fi A - 18 - SE1E) | Relate(-D72730) « —
ARG VTR A L+ 3« 355 « B~ ST« AR O F L RGN E D BAGR N 5N C
AN

@ EANIZIRNT, EVER ARG M U, R S <RENAN—Y —F A8 F
EDEDTIERW,

@ MHRIZBNT, EENAN—V—D7E H Al REMEIZ B T DR IR D70 Thu,

©® MW T, FEEEOMIELL T BB ZHIE LI E v R A IO HY T
SEABDNTSI TRV,

EVISODIUENZET HID,

1.3.1 RBEEZOELEMEERS CORBAN)—OHT FEORE GREL)

LARIE, B R0 RIS | B O BRI 20 B L ComfsE L LT, EEhTS
DNTERVBLE LR WA RL, BREBRE B H O NEDOF B EEE 52 2R BN HEy
STWD, THRHOLKENL, RBRF Lo TT IS H B THY, FHADOFEER
ZHo TS (LR, 2009)EfEFRfTITCD, £z, FHFEIL, BEORBARAZELTLL
THAEDOENWE ST A2 m D o2 K3 HH(FH T, 2007)&1,(:};0@ ﬁ@b@tﬁiﬁﬁ%ﬁ#%ﬁiﬂa*@@
FANIIEL CND, [RIRRIZ, el < 740 - AR - =i (2006) 13 R B 26 G & L7
BABRITIE O HEE#RE®mDHIILEZH LML TS, Bl NH(2018)1%, F@%ﬁﬁi%ﬁ
ST ORI AN RR ORI LV -7 AEX T ICEWEEE KIEL, OV TEENA KR
BN SE AR FSEDEVIHENHD | ZEEHALIL TS, ZO LT, Hi#]
()72 RG] CRGEN IR BR D 285 B 23T D ST XFAEL Td,

Fio, BE AR5 BLOTE T 2B R DML TOMFED, i&%%ﬁfbﬂ\
Do BAK BRIL, AR D EOKERRER A U= GEK - B8, 1993), BARRIZ
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[R5 B R TG | TAEE T ) TR EL ) TRLD | TEE 3 RER ) TACIE ) T AR Z ) Th D, (L
FRIZ., EMRENE BRI EN D212 33852 L COD(LAR, 2009), B T ZSAFVE ML <08 5t
2R DR BE R R E S L, B E 2 AWM DT 40 DEE O AN—Y—IZBIT 5 H 4
DERIRARIZ L DIREN L U7z, e 2 K - 55 ) IR 2 A « KRB AR %t R ER BR O N
ZELRLTHHW, TR L THEETONEDO S FZITH5ZE T, TACEX 5T
DIEENABR CITEMREVONENRKEE HDTWDDITR L, & ABRE EIRET DS
TR D RN T PR E WS TN A DL ENY | T2 2R L TV
(e m AR5, 2013), FHEQOODIT, EENOFERU L 25 TRY | FEARDLIL, EDOLH72 K H)
\ZEDDLBEM DPAFAET DD o RIFAZ T RITHIFEL | RENLE BN 2 [ &2 & & oD
A CTZD, B Il es TRURL OG- &8) | TRNEEZ2DR I H 2B Db M E O — &
WR AN 7R LS - MR e~ DI | [ B SR - 25907 - HAl OB A X T RIFO L E~DfEE | 2L T
WHAEA /IR, 2002), SHIT, MR WP IR, EERBRO K 132 TV, TR ABIRICE
D3 R OE I ESERE - B ARICLDHE AL - i3 ) TR T — &) AR 2B 5L
TWHUHT -5, 2012),

R 8 FATHIRICBIIDRBID 3G (EE1ER

4 A - )1l (2013) AT - #EF (2012) &4 - /A& (2002) K - PR (1993)
=R FAfbE & DA R L7 EHE S KR
B BRI & B3I - D% AR £ OR kel
v LR e ., BoICE->TRYEGELHD bl
T R VERIEE - BARICL KB - fib #181- @ xR
BB - xE | |% WEELRTIH Y RASEM | |HEL
M ABFRE (BN . HEO—EBHHLE - WAL T
K& LT | . Y1 E3EHR
) BE L L =i
g — 478 B - = gORRER | o
= Z-FHEDS L X ~OEE) -

WM BT D REENOMFZE TIL, 61044 DR AV iEEREREE T 25— RA %I ST KE) )3
Nz FE SRR SN Dh O A 3 A TV D(Kuehnast, 2014), 55 EL T3 DOFFEA 1
ZEH U, — D BIE, JEAE 8-S 8 A 4 - - KA FENRDEIR>THDANAET
DHEPRFETHY, 2 BT, EMICELDEE THY | Z<ITME & F 2 HEEN TR SILD
LTz, =D HIT HEZ LD LK FELELLL, ZHUIKFERIERENDIIDE A2 D NI
KT LK EFORELEER, HAVNIAT 47 2B CTHBETHZETHKFITIKL, B
Tt BRI ~ERE ST A Z L2 Ab D LT A (Kuehnast, 2014), D%, Covald
being moved& W I FRBLHIA Z/AMEBIORBLEL T, EXITTIREZ - TE RN WE
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BELTRMSITHNDELT=(Cova, 2015),

Schmitt/ D FIAFTET 5, BRERAED B D LW L T- S Ffl 23T L, BRI~
— T4 7 R AR LT (Schmitt, 1999), Schmitt!X LD FEY 2— P T7b b DITFH L
LT ORI > TSI TV D EVWD B X H AT 5281280 BRBRilfE~—~
TAY T PEEIATZ R TS DRONZ B 5N TED ) Ll ~ 7= (Schmitt, 1999),
Schmitt OWFFEIT ., JERENREBRICHL > 72 H O TIHRL, BRRBRMEE L TOMIETIZHL05, AD
PRI A EZ BER I fEL . SEM(Strategic Experiential Module)& U CTHER L 7= Z & 121
ERHLEE 2BV, BARIZIE, Sense(JE& 5 AR BRAMAE) . Feel(1H & 1Y #2 B AMAE) |
Think(BIE R - FRENAIREBR AN E) . Act(RRBIRRERARAE LT A 7 22 A L 420i%) . Relate(HEHL
LI E D BIHE-SIF) D5 D> DR A RERAM L EFL TD, LLTFDORITIL, Schmitt
2L D5 > DRRERAMAE TéHDSense, Feel, Think, Act, Relate Dk 232 Z 12103, BAR
AN E DI NEE EIRL TODINE BB TR,

% 9 SchmittiZ LA ERRE AU RRBR BB €Y = — /L (Schmitt, 19995 V& 1ERL)

BEREEDNSER RE

RE

SENSE
L)

(B3 AR ) e

RE

A T4v7 - [GEH

BB/ J RIS VD LDENE

FEEL TiE-E R

(FEHERRRER M 1E) e

EU-=H-ELL

Eo Y - f) RE AR R A9 7S R0 1%

TAT—I~ADER-IE

THINK S

(B30 BAMEERITE) N T g

BRE

PR R FEER

A AIEE)

ACT E=EOEE

fth s & D i

HEMNTI AL T AT T4 4

Esc3E NG

RELATE 2 R E]

(EWEF O EDEEDT) LIl IE

IS R332 =7+«

VE R - H 3 - BITEF 13, 3001 o e Eh % 5k A 5 A 12 70 AT L. Schmitt O SEM %~ — & |Z |
[FEEL o Jg&8h % B A i 1300 S TIEE 2012 << BN E A7 121%. SENSE, THINK
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ACT. RELATED #& B fffi € 2 = — )V IZFEEL O BRI AE M FEL T DT e kI
B U HRRBRAM AT > = — /W ZAREIC KBS 4L, SENSE+FEEL, THINK +FEEL, ACT+FEEL,
RELATE+FEEL | & U7-, @ [T, Sense, Think, Act, Relatel\ ) i&E) 2 F2 OB F2HY |
FIRENERONRZE T HZETSTARZ L — L0 —27 L L7=(WH 2 - A3 BiTEF, 2015),

# 10 STARZV—AU—7 (FE - Bk 7%, 20156%H LIZEE DMER)

STARZL—LT—%

REER NE
SENSE (EiED =™ AY) %
THINK (51 R HEK) i
At
i)
R
ACT (fRERHLK) 54
L=
ZE Rk
BE
45 Al 2%
5
itz
EiE
¥
RELATE (BA®RMEDIEKR) |2%HY
— (AR
B K
ELE
o
B
Rl
AER

START L — LT —Z|ZH T, Sense(3 - 1), Think (PR - 145 - 3¢ 7.« JEE), Act(55 77+
b e R BCR - R - HEAR R AT - THIE < SETE)| Relate(-D7R7030) » — (R BT - B L
S+ B B T - KGR &R o TR ENA =Y — 2 R 5720 121E, Zhb0
STARERENE R ATEH T HZENHE TH D, ZD IR EN & S5 73 i3 DIFFEILSTARE
FOBEETHEA TERY, Eoh IR il CRENER DN G- 2 D58 2B T D FEL
A TOD—T5 ZNHDEFEZ R —fREROH T, & O LRl TR E 2 LS 735
F2DNNTEL TOMFEITHE A TV RDr o T, A=V —ZIIRFRIBEh O IRALAFEL TV D,
T, BARICL THY —ERIZL T A DE R DIGED N AT~ — Py —=— D
DOFND P THETEEN N TOND, T73b5, KBS 2 7 WFEL T D, ZOREH
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i CORERZBL T, WNTKEIA =) —Z ARt TEDNE B X DB HY | REfE il TRk
EIAN—Y— 2RI THIENEETHLEEZLND, LNLERD, JEEIAN—T— B KD
ETITEBNVE B DAL T 2D E T T DFIEDFAEL TR Tz,

REfEHh CREBR A LD X DB —E AT WAL O CIE, P —EARIF U hemvy
I DBz I7 N FME L 72> TD(Vargo & Lusch, 2004), ZOHFEICKEE . [504 B2 HE4
RFHEP—E R RIF U b nYy a2 T — I I 9E A | (Vargo & Lusch, 2008), %45%
IR —E AT A NZBITH— 2 DfEL > TWNDHEB X LD,

x 11 J9AXRIF v heayo2eh—ERRIF U b U212 BiF5E 25O (Lush & Vargo,

2006V EE 1ERR)
Sy ZXRIF>baYyo(G-D) |[H—ERRIF>baYy o (S-D)
P o H—EX
AR &7 B
SSTE AR
I hn{h (& (i EXEEY=]
FzmDERAAL RIENE 74— KNy o - 328
A& e (e
YET 5 RT L BHTIBSED B> T L
Y754 F— mEA Y k7 —2
IRFE{RIE PO
i (oLl s &4t
P B i 4] Y —EXEM

ZDOZOENTIEHLHN, 7R (Fa) BMRIT U THhHE 2 FFNRG-DTHY, —E AN
RIFURTHEEZ T NS-DTHD, G-DIZBWTIL, ZORE SN EETHY ., HiHIC
XL TN B 22 AS AT & ATV #8727 I A F = — Al THEH0, fEREL T
PO KRAE BT oI B X ThD, —FDOS-DId, Ul EE L TORER S EH 2
THY, 207 BRAZB N THIlEZBEEEILAIT 2B CTERETHDH, ZDbIT
X, 74— RN\ E@ Ll S at A e~ —ry e TR IR Tz e b7eh | 2D
MHEVEDO R CMIEZBAEL TWB X F ThDH, RIE, —E AT A DFIEDORHEL
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Act, RelateD EEFEZ W DKLD& WA D16 T 2V — V&2 BRFE LIz, €D ETHEE DO
WZEHSEAZE T, T FEOAIMEEENDDZEITKII LTz, o, EEIAN——%
BT HIDINT, IARE~— Ty —=— DO TITONHZEERITRIZ, FRLICE
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B DL O TR FATHIRIE DA —EDORREZ I LT & /K EIZEES 5) 282 W50
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WERTOAR =B F vy 7 DRHLI0 N EE, L TAN—V—BRITELAARNPOREH
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PR, ZEE, AT OB IOV TL, A BEIOMFE TIIR G ThoTo e | GEE
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Bl I EREBATAREN—ALFIFTLEOLD

(Assimilated CZDH, BEOFRISETAATNS>TLESI HD

delight) Bl AV UYREY FORBIET, BEI LYy bh— FTERILADER
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W) KD RWIREE S THEE R DLW O RIRAYZR IS O HE 2 51280 | EENRE SR8 =D
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Relate(d, % =3 CHGRMSNDINT, AERZLEE T D, 5H—fk H _HEL0D
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PRI DX T TR RS TIEROFZEOX g — | AT NAE—DRT R
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ELTCOREEIF R LT~ RS HCRAZY DM MRHEL TOB IR C, BB A 53
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