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What is Marketing? Marketing is a ﬁrocess through which we come to understand our
customers and satisfy our customers. This paper focuses on the principles of service
marketing and provides a basis for understanding how these basic concepts can be applied in
libraries. By using a marketing planning process, this paper offers a step-by-step guide to help

librarians apply service marketing principles to increase the effectiveness of library services.

BA#EE Keyword
B & AT ~ BRAFATSE ~ IAF T4 S ~ MENE

Library marketing; Service marketing; Service marketing mix; Customer satisfaction

@—40



== @ o =
F N &

W E#F A A &5 5 & et v DT8R e 2 &
MR ETRE ? ARFHERNERZERZ TE
a7 8 BB o B R E U — REER 0 B
TEMBEENEE  ROURTHEME &S » HE
BEENRTHEEN & HBERRRHIEH—
TEAT 8 WES T T o FRPEAT 08 B I 2 A FEg © HE
1Tk T MR o T W R YA o REAR
TR T REE » WEBEEE » TR
BRI ER > REIFEFIEIERME - Y
R UM RS IR AT 08 - B A ok S R AT
BT | KR EEEAEAEERMYEXEHER
W o PRI B o A A A H RE R I R B IR S
IEL Y 57 G0 > B R A i S A T R oK A R R
B o

A 2 SRR 17 949 R 7% L R A ] 11 o A B
o [ 5 AE A K RIS AT IR S B T o T KRB
R #5917 #8 ##% Tony LeisnerCAH Ea[E HeE & (E=
+ % R BREE RS ¢ FBRE [ A SRR E R
RBL Y [ 5 B i T o A P RERO 2= AN AR AT 90 L o
(D Leisnert i — 47 15 H » $2 (ko B2 1 = A9 A
W oo R A BA WAL o Ty DURR A A e
BIE 755 % (5 P (N R O T 5 (EL U R T K K 3 [
2 BF R 5 (B B A BB > ATV DA 75 K A% S i 5
B SZ 7 » 2 B Ak 3 AV B 88 o PRl » 1598
B E &R EEN > R AT
W 5 A O 5 A AT PR RO RS 0 T R HE R
B 1EE) o

7 it 77 SR IR 5 17 98 o5 K Y 22 I R S I 5 A
25 L R AR AT TR A A € o BRI 58 A 6 HE

R R o T AT O B i e

o [l ¥ A F R AL HY & SRS - T HL 2 MBI R
AR o BRI > SN AT SR ML B AR P e
i 00 7 i3 O I B o AR SURE A R S 1T 98 Y 5

17 967 1B 5 A S B AR S

AW o R L A 0 DATT SR AR AR
R REE T St R 7 A 1T B ) B A Bk - BSH IE
8 S [ S R AT AT O o M I A
ke 5 87 2 58 o

A RFBITHEZA

FR P EC B 2 A AT OB R4 T AR EEE B AR 0 AR
A PR T 2 T oK 0 T LR T RO AR L BT B
(vision ) il » 32 8F & 8 A H0 R B R %S
HKEE PRSP L R ERE o BELIRE
AKEG o W > BT EEHIEER » EREE —ATR
B EHETHE= @

&= A LG %8 RN E T ( external
marketing ) - J2 [ 25 88 £ T B 37 3 2 il
HOSS 7 o J2 B 2 A S 2 T ) A 5 2K B o TE M
& I P b o B RS o BT > R R B FREE
T ] o [ o AT 6 MR W5 ) LU - D T
S ERAT SRR THRE o HUAIEG R o SNERAT RN EE T L
B P R A T A W 0 SE(EWE T AR R A R
NP o LT RE R EBBS L EE » EARER
] 90 T (SR Y R o IR A L R S 9 1
BT 98 bR T SR B 5 ~ (88 ~ FIA SRR RS
» THEE TR 1T 00 W A R IR R > U R
A o BET T e A RS A R R i P
P e R o

=AM KSEAEBTH (interactive
marketing ) » H#E B R IR 1788 ( real-time
marketing) * R EEBEENEELE > 2
B BT EIT 88 » BUIEE R - & e
AT DAEE B 5 U Y IR B 2K e o

&= A0 AESRABTE (internal
marketing) » B8 B FE BB IR &G > DL
T S B T SR P AR 5 0 0 R T 9 R TR
R o PAERAT 9 R B o E AR L HBCE ~ WOED
P EE & - e B AR DTN EHE R Y

@—41



f] 52 VR T

e 5 i =

i
il

B FHE

HAEHEHL

B—: BERTHE=A

FEEL R Y Ik 5 2K B o MR B B RE 0 T L IEURE 2 it
B 5 e AR B ) R s o D A R T R
A SRIESEETHE= A0S0 EE o RE
17 9t T B 2 R W R R W R A A R AR
By BAAEDERER > BAEAWENEER  THREN
W& R H FB & A o

il 5 B AT OB B R LD o BB NERTT N ~ SAT
WA AT =EET » DT =AM —
B FTAA{TH S AR E & o By DU AE AT 98
W57 Y IE =0 17 9 AR AR - DURH B8ORS YD
T ITHE > Z#MEa EE ( mission
statement ) 3L — BUHY REFELR o EWEIRB T
S HH & T SN EBIT IR WEE - R iz DU A AR AR 4l
T AT > MEEWE  EREEWE o
2~ 1THAE AR

[ & B 1790 R AL H B AR - B GUR RIE
R — R > 25 0 TE S 0O 17 S 47 M1 20 A 1 = 8E m] DA

SR ST AR T R R A 2 AT R B A
JIE ? RE A A BB A A7 0T R B AR 0 AR

HEBE P IR PR AR SRR K 1 R SR AL A G L B S i
SRS S S PR SR R ) T 949 VA T e R IR
P (R AR » SR 9 K5 SR DA A 8 IE
» AT e [ 1T 9 AR S SR i e LR 2 o

T 5 17 989 58 — = B2 v S ol At e A
ty B SRy o ATEE T AL A Z S > AR
Ry (R AR B R R AR e AR —
B o R A MR AR R R B D 0 AT B
RS o [ 8 R — (R A R o R0
5 B AE # T 1) — Beed 7 e o 45— P B S A AR
FERZ A HLBUR » PR B R BEIR & RV S5 - PRl
B 5 A A 5 O (B L » (A S B IR S L o 9
—Fit fE EH e E A RS X GE S o R
2 A — {1 A SRS A AT o I O
AEL Y b 5 T s+ TS {8 I A TR BB B o
B 6 A (B S IR AT o B R B AT
M = AR ERTTIE o

BT BRREAEGES & BT RERE
9 J2 8 5 A BT AT B RO BRBE - S YR BB AT
e 5 8 P B R U R AR L B A 2585 - T

@D—42



17 917 B £ A 62 2 B R 5

1 2 3 q
BT RE RS > SIHTERI H BEETIREE HEITTHEFR —
8 o 7 6 5

FEITERE |« HATITEETRMS BEETTHEORE BETHEE |«

Product
Process Price

AREE TR

B : BEETHERERE

SR BRI 0 AG R S ES BRI P R A BB A P B
& RIBRE o AT AT DUE F 31 9+ B 259 4 (SWOT)
BRI A 4t 1Y STEPR £3-4 il &5 8 Bt B HO B

BLUL AT 2 8 0 0TI AR B8 O 2 A T Bl Y
3 8 0 B o SR 1T 98 LA o AT T BHRA 5T - AR
R G W TR RS IETT I8 H A - e 1T 0 SR -
KRBT » T RE P EE TR R
8 1 3t o ARG > ARBRET 56 SRAS IEAT 88 50 -
ok 25 [ 3 A RO O iy SRR o (R [E AR B IR 0T 1
HE 24 ¢ Iy PR R B 353 1) S8R S T 0 DA R 3 o 8 R 2k
o1 B ] & B 1T S AL B9 B R AR 5 I DARD R o

B2~ WERITE - RS
s R — A TR TR 5 R
0 e 0 I 0 R 1 » 9 A

ILH YR ST B O R o [ AR T LSRR AR > B
B H R IR F R - E R DI - R A

O 25 [ 5 O ) E A o

EEETEMESE - BEHEEZSHEES
Bl ZEEEENET  LHREOEED  F
B S R BT MBI MG ESEERE
haL o RN EEENEGES N5 2B E)
B MREELEREACHNESTE BEAY
BHECHNESELEGEFENESR - TIEMEE
AT » 35655 B b <7 o ] 35 B 2 B [ 5 149 1 4%
B R A ( stakeholders) @ » BE 240 o A DA
HEE BRI EM G E T AL R E N
DIRTE B R ? TR A R (P
S ? WATHIFI B ER AR FE 2 BEERA S (i
HIHAEE 2

o ey B R TR 0 T A AR R A B 26 I
Y [ B ) B, o B TS S A R A AR S [
ENE = A=

G EEE A . T BEWTLR

@43



e 5 BE 2 AN 2

B BRI E A RS - A WRRMH TR
R 2 ANBHRIBRAIR o 4 EHBEWRESZT
» S (g [ el 25 A A BT U 0 SR 1k ) R SR B e o
HEARRABFAEREEEGHRA | 52
B o THLEE ~ RHAR ~ B ~ SR HIIHE RS ) IR
BLAIR » DAEE G 2BEBEAEE R | 58
SR EEEHEH T OHREHE - REBUE
~ I BN B A R R 5 S PR S R A I
AE IR R B B (i o DU HE O E e R IR
75 25 B Al (B BEL U 5 BBl P o B o AR U o
A RiEHEFIR R BERER - ©
Unescoz & 2 & 8 & 8F 2 % 37 B e 5 2 B
R A M 7 BRI (R > e it e 20 Sk B R A (
Unesco Public Library Manifesto) » f&#/A 3t
AR EE ~ BRI AR R B’ AR
O B 2R P+ SN 0 G B R Y+ I
B iy
1. 7 o s B M B R A
2.5 R4 M BLHY TE R BH A E REH
JRHLE AR REI B
4.3 B SRR AR RR RO FIRIE T
5. HE B B SCAL B AR RERR o DU B Al ~
B2 p sk R B 38 E B
6.2 {3k & F 2 BT Y STAL R |
7. 558 UL B EE R ¥ 2 o0 U BRI STEF
8.3 15 [T 5 19 {5
9.7ite £ 717 B AT DABUAS ik W B &5 BB & AR
10,55 3th 07 A 3 ~ ik [0 L AR £ 6 5 B B9 5 BRI
%
11k 36 T AL R S SR e RO 8 e
2.2 R B2 &l G AR RE IR A 2 WS H)
FEHE - ©®
ERALEEEOERES » RS
P JN i PrincetonZ® 34 i & & % £ 7 » Princeton
AREHENEEHEGRES » EEBHAEHL

FiT 43 8 9 /4 €6 © Princeton/® 3k [l & 88 & A 3Lk
T 2Rt EMEF D o Princetons 3 &
AR G - 3 558 TH ¥ Princetoniih B £ &
o~ BEE RS E BB TR o Princetont 3t
e & B 3800 A HR B o B Y BRSO (o
BE Y Bl B AL BERL BB A R H AT ~ IR AT S8 o i
] YRR A Y YRR % o O P Y PR A 5 R L
R ~ BE - FIEFNRE > BEEER
A BE Y P RS RO BEE W LA B B By S EE
Bo @

B G 4 K B Bodleian(® F A (Ear B S
5 o UHERR R AT B R PR S 0 DASTIRBIAERI R
A KB BB LR SR TR » AR A 25K
Y B0 T OR o 4 RYEEBUGE M d o B A K
B

1.5 2 U A R RS B E R R R T

figp B 1] JEE
2.JER SR Y R R R IS - AR BEAUA |
355 2R B Y HR A A R AR

4. %5 45 Ja A AT BE B B R R E BB AT R
5. MECRMB5EETT
6.8 KBRS AN 2 B R AT AR
7.9 A e A R S A RO AL B S
e
8.1 FH &5 (M SRR A VB CE R » DU B 1 5 B
B EE - ®
REEREO AT T % ~ 5 F = B
fiffidy > TERLEEHRA » BEFG RO TIEE
5o FEEESEE REABEEEOEENTE
WR— T2 /] o THEMKEBRIFHE o §5i
W E T IEEHERBE » — GBS ARDE @ "R
TEARATTE ?
B — A T AL HER B EHRE
W —EE LB © o
58 (7 A B R I RO B 2

FIRIETE

FRIELE

@ — 14



EMBE, o

FEU8 S R SRk R BT T AR
> i T St A [ A Y R R ey > HEE (D R
O iy BELBE B 40 5 » WBUBI R RS 581 0 &5t
RWEATH o 2 E AT IR B o

f~ FHEERNEZRED

{57 90 AL o o IR S D
it Tt 5% 11 By B L Bk o SWOTHISTEP W L 7 4
07 6 Y LR B AT i [ A AT S B IR S B TS

e

SWOTE 3 P B 25 47 » & H DU B8 S B
BB R ECEY @ S & Strength (E%) ~ Wi
Weakness ( 4% ) ~ O & Opportunities ( #&
) ~ T&Threats (&) o

T G B 0 AT S 1A B A ) P S B AR B 4
» H HH DR B T 4L R 5 Y (R B A 5 B » PR HY
] HE Y BE € R o FT DA BA 0 25 B R 1Y 2 [ &
B T A V14D PN S BELRE 43T o I 6 B A B A
BB o B EEETHENER - BN
B B S AITREE RS ~ BN ~ B > B
M~ RE -~ TERESE - R R AR &
B FR G o BRSO o R DL B A O (B
o [H HEHEM S RATHANEZEW R -
T L T e O 8 R £ B AR AL RE D
o 65 AR Bt T DA S8 B R B 2R o (O s R A R Y 3
S 0§ # o § 4 » University of Louisville
Libray# i {iZ # 5 26 SRR EEBAL - At
DI 85 8 L2 B A% BB T o i B B BB
B o FHRIN o 458 I i o A T KR B R o 3R
T AR — TELB TR KREIPTHRIR °

% < OB 55 A T DA IR P A SR B IR 3R
 INEE R AT ~ BURRYBUR S » R34 F]E

17 B3 e 5 8 B2 B IR 5

K"—BEBDR

e 5 %

EERE

¥ B

8RR

e

EE 31

b

S A S Rl R 1 SRS BB ERI SR o 9 A
B BRI ~ BASESRIT RS » REE
B G E 85003 BB & GO o IRATATBASTEP
ST 2 B R AT SR e R BRBE o S J2 Social
) TEEr RIS o RS A B » fAE B0 RS R0 T
~ REM RS  BHEEENEERER > 2
Fe it €r Jil & AN it € 78 (R E SO o 4018 E AR (R
-1 % {1, o T & Technology » &iflEl ¥ » A&
L1 52 48 ) 48 [ 40 90 % BE Y2 » Al Internet ~ [ & 8H
HEb ~ BB LREG MBS - E
5 Economic » # BRI3% » /15 S5 18 A8 &
B ER % o P ZEPolitical » BUAK K » B
HR 5 T o A RSORE RO R A 0 UK — IRV
WEW o RITIURT "HERE SR, KR
# STEPHY 23 H7 % 5 o

D—45



R gt Sl

R HBEEBOAR

#® | B #

= ol

A

Hk R

A sh e B #

A

#4 HHSWOTHISTEPZ 7 » w DL 175 [l & fi
FRY (B B4 R0 5 B > T 0 1 15l 298 WS 8 o R T B 0 1
BRE L R DUEE T B e AR R S AT
&7 BB IE o WA E BT BRI S A
o R T S AT IR B A RO R R B IR 0 1
BEM A ERBERA—E T o BAlEHH
0 5% XTI 4 T S 1 Y o (L T N S R
8 o BT R AR R A R AT EE R R D
s | BTl » eSSl » BDUBEE B H
250G RERFHEFTHIBIIT » TR B BB F
B RER IER IEHE » A G RE EP T 3N
% o

B o3 A RELR B AHIT, » SE BRI o BT LA
TRETRHFETF o  WHFEATRESHEHEH
o R PHF ? HERR » BFHF
NAGREAEA LIERRZ SN PR TF o
Bl [ o G R L DU B AR R E B PBF »
HE o HUEUR B AR A R g
[ 2 B 0 S T o T DA K B 5 6 1) 3 P o T

e HE ~ HAEITaeH - EHK -~ R LEE
R (A Uncover) ~ B4 ~ kB ~ HREH
E&o

B ~ IS

[ & B fTER A H A R B R a8 B
B K P 25 BRBE 2 » TS S 0k Bl Ml S £ I 5 B 22
EEEZ LT o TR TR DU R 0 e A
B E TETT S » B T e 2 A i 5 e >
% SBR[ o

L [ A — T DU AT A R
HERMBZR "HEWE ) (user study) o K
o WRETHAERZRE » RO ERA
PR H B R o HE L - HWIER BT
T Bl 288 37T bt 5 0 e e e s [ o JE TR B
o B JiAIT 4 2 M 3 57 B A e SR R 1y A T A
9% o BT IR G BT o REE T e R R ek
EEEMET °

TR P R R A R E -
&AM R

— R [ A

BIan » Bt X R ET AR A F) 3 A
? R A A ZE 100 T 2 %) R 2R AT B M IR
T PRt 5 T MR ? R B R KA R E
AR R s AE B 1 AT DA T A AR R Y R — R
R R ARA T BERE » RTINS
._.}}’—‘- o

—HARH

S 8 bR o W E SRR TR KA
X S 1Y = il 76 £ B 5 e A L M = B R o TH 8
Tiff 57 R T o R S A i 0 S 0 (A IV o A R
& o TLEUEMEGIF » 58X SR iR & R A
o = A o R — Y [RE R TR E S A
U] 5 R AE (T P RS L 0 FRDL > BRZARSH B X R
T o B H AR EHE o HE L EWRET

D46



RIEHE o BRIF KIS BB T & 25 LR HUE B &
E B LT B IR S » R A B A - DU Al
7 58 555 38 e H s S AT A P o B R At A T DA
S i 4 A S (ot PR 0 SR R o BRI LA
IR E AR B 0 SR ~ IR R R
R B BEHY > TTRBHYESE o {8 O R A B G R
%50 1Y AR — R B E W DU TR AR ko
AST 0 BL TR R E R, AR AR A B
> SERE BT B PR S MR ARG o
ZRFRFEBGRN Tk
BB ETHREER B KR E R T
i o BMETHAETREEMAMS - 85l - B2
FRBE AR B BRIy J7 ZUSH R
RS N
T 355 T 9 T B A 1 (B R AR DR AR - B BEN
BT R A7 R o i R BN BT B A v Ak IR B
o B » A WIREMENEREGH U > ¥
IRHsRE A R B TR AU » 5T HEEEZ
BREENENFRTREREMNTERFE B2
FTER— 8 0 NEAERE B BB dr i » Iy
R B REH T BRI R L > TR E RS o
Hl 5 B & A IR T F AR 2 o BEFT A R D
W o K - TG IR N BRI o B0 > K
0 A S T 2 A Al 0 O o P ) R R 5 — R
JE L B B B R E MR R
M| o University of Louisville Librayfl 4% »
% B A S B B AR A RE 44057 i [ A b AR B 2R
2 > {H S ST B B AR R BRI R SRR — B
HOBLEE o T DA BZBE B A S 1 S S B B R 2R AR
T B W o BeET A F AR EER SR A& IR o B3
T B P B SRR i B L T DA B B, B PR A B
ma B o 18 B T DA SRR B0 B B A i SR R oK

17 96 [l £ A 9 2 AR 5

s S B A S SR HI 2 o R [ A T A B R
ik EE EREE K 0 BT R AR R o ME B L AT ELY
T Y Al T S Y W o R RO RO B e n
TR SR BB T B > A1Ed Tech Tools,
World Lecture Halld o 75542 09 B b HI 20
A BRI R BT G 3 B9 B IR R AN T BE 45 © @
2k~ RIFITHES

788 E (marketing mix) W BE R i 5
A LT REI AT SR o EAIAT IR &R H
7 & ( Product) ~ E#% ( Price) ~ ¥ (
Place) ~ fI{€88 ( Promotion) VU{# P FifH R »
T 1 3% FE DA i o B I Y B SR o E AP
TEAT A A PR P OB > B RS (mix
) o BRI E S R A L R 0 AR AL
BE R UR 3 B e A W W 1 T 45 T DR B R R A

AN
& °

R 55 e 75 1 2 7 Y e A e TR R g A 1 »
& o e R B 0 SR A RE R ELE)
T2 RN RORE o B% > HRBIKRE &%
TEH > JE 25 B S0 T 1O 52 S Bl e £ ke 65
v RS R e o 3 A S AR Y 1 R 0 R AR
17 8B 2 AR (F » AT DURI FH 58 A5 41 1 480 5 ol Bl
FWEE > R BEE TR o FlA B E AR
H i ~ i REWTEE - URERNIRERE »
B B T 25 1 R S B o

IR 5 17 S B85 785 0 51 38 0 1 8 S R S 1Y
HE > TR AT IR S R B N DA i - ik
N (People) ~ EH# ( Physical evidence)
~ FIEFE ( Process) * BESMRESTT 8840 & 7P
» AT DA = 2 1 A MR 5 17 9 R 6 FO B HE R
& o 45T Ak AR A 2 R R R TP & R
15 B 5 R R A ©

@—47



B 5 52 5 A7 B )

B= : BETRES

—~ A (People)

i SRR A » B e SR YR
Bl T 401 o SEALFTHEEO A » A3 IR S HR 06 A B AT
W% o

FE IR R OB T 2 SRR B R 1 A
0 92 B 2 0 DL G 5 R T R o RS A
(22 ~ Hh3 ~ IBEAITE » B O RS B
BT o P L > WEEETE » BRI
B | R A b S B R R
B E o A EMRI B AR IR E AR
T4 o BRMF MG —EEE » — [ HEES
HEEHE 0 T LRRIE » M5B G/
ek S E A 4 SEA B E R B B R — R
R SR B > A1 S8 AL b 2R /N L B R
TR BB RIEAEN | IR & A — 3 |
) WG RSERHE » ERRZ R ? |
BRI > 20BN T F i T
s BRI WS TFRE TR

BB > R SR 2 !

WA TS » RS 22 1 o s e g
B > HOFB A o 583 & Disney %4 & i LI
S e AT A TR T e A e SRR R
5% R 2 5 16 AT PG o St G AL 5
» 55— MR A B SRR 1 T B A )
) BRUR S T RS IS LR E 5 0 BRUE TR
2% V6 S8R L L T o

N HR 5 7 8 o i EL B BR A B 7 0 RIS
AH AL EBEES ARSN o ERBT
BEN —BIER % > HETRDST SN EE
S — A o (L AT S 4 1 T 5 L B
IR R B » SR R i 28 o

B 5 B B Bk — T — R 2 L P O 2 1 T
2 o B B A 28 T A0 2 AR - HEF
AN E % 0 BB REER o FTLl » BEETIEE
& B T B BB AR WebPACT » Y4 st il 8
It T 8 ST 0 T A — B A 0
O AR I AR B R B o MERER

D48



Eztk o SLEE W IRE G HEAME T o AR
HH L PR R B > BBl —8 AR E
By R R EFEVCEIRE o T AUE I E R IR A R R
MR R R Ik B IR B AR T © 857
B R IES B R AR 5 GEAR Do 4% B B 7%
HEl & R P A Bl IR A o B DAME— B

R A AT S kU R R B B RS A B

T o T E AL B R B A ) A P R GER AT 9
B e s N R o AT S T I 5 ) o B R - R
AR~ B R ENIEEREARRETHAE
NI » BHEMBE TS » A Mok i B & e
i EEN—EA > BREEMRERBARSE
A o T I (R MR B 8 o AR BERAERO B T
— % > RTE SRR B BB R
» R B R R B 8 NI — 405 - SR
PN R R B o MHICHY > AISRGERE 0 B,
I BE [ B 2 A 1 Fe B R BRI BOR o AR
B T o B R R I s o A 5E A R
FFRE WA T | ARE "TwE L - WRPIESE R
5 MBS 25 6 B 2R B U HE A Y
BE o B BE RN R T o T R TR 1

s WERIBEET — LW BB - BEREE

1% T L U L ©

R E AR IR A E » (R IR T E R
AHREM: o B MR GE BRI R EE > thiy
A B FSE N U o (ERBORTIVAE 7T DAREfR
e 1S e 75 ML B . o A1 6 R [ R e — T el & BT Y
MRB B ~ TEFMAEEREE  TER-TET
EH-SERER EREBEHIN ) BTES
— AR LB B BCREE - ARt EE
HRIRAG AR BB IRE N BN TE  BRES
BT B REER T - B RIRA AR R e B
HOFE R b o ANSR » BAM BT 90 A B e o B O
BE 75 B8 S A FR W Bl 25 B > el 0 2 S R R E O 4
o R IR %5 » T RE R A RS R IR DL B

17 [l 355 B 2 2% AR S

vk K IR o

PREATIMER " A, o HEFHEE - WR
B A R AR IR S B > P DA S Ml 5 1 8
T 52 % il A B S o B AE i A R B
UL R AR S E R RS Y B R AR
 SERL R o FHE A B s b i S
Tl o B AR N 58 i SR AR T A RR S 1 D S
» MIANERZR T o

— -~ BEEEIB (Physical evidence)

T e 0 I IR S W A IR B e
PE % o WS BRE M EALFE BE AR » #
B 5 28 R 25 Y [ B A ISR o [ AE S RO ~ 28
RinE ~ TRES - SEOTEE - REBMKK
Bl SR B 2 (service scape) » #P &5 B
FH R AR BRI R AR o @

17 87 B BORLFD B T SR R R B IR R
o ([ & 8 v LAE BB BN ~ B ~ AR ~ FH
(B ~ BAE A SO 21T » 2R [ & e Y ST
S o Fi AT 35 8 354 55 P A5 17 0f W 58 1 3 T 2Rt

PERZEE ARG o TR R e R R A R RR) SRR

o T AR O o 0 U D et R
T B 1 1 LT R o

I » OB T 0 P R T IR
5L L 4 O B 1 PR 08 © B
2 Yo AT O LB G PR AR o B R (s
S (S O RS o P o MRS
1790 0 B2 - 0 I A R AT MO
7 55 IR 2 o S A
RS S o HADTEER » im0 W 2 AT e 125 — 1R
AR — T LR 0 TR o R
— B > EEEHE S > AL ORI — B 0 KA S BB
o ERESEAE MBETHENE > &
Burlington Bl & 8 —# » 3K #F Cappuccino® »
HRES NEET |

@— 49



fer i 5 AR T

=+ iB# (Process)

R 8 R WY IR R AR 5 1 S AR - #
S R Y R O L o A e IR e A YA B 2k
At e M R 0 B A UG SR S B RE
56K 0 R T REG B B E B AR M R T o
B BURH A TR BT A LR
FORLE - B BENE 0 WHRAR—HE BN
#Ho

ke 265 it A2 T st I 5 A (R 2 1 D R B 4
» DA EVBHBCZR B Bh 8 BRI o MRS R R
i B 5 2 BT o0 a LR - T PR S 4R S
Ho0 A AR g A 07 =it i > T8 4IRS — A B 3
B RS B B > DL 8 8 B B R O i B R
LR » B0t T B W T Y IR o

“E& (Product)

B 5 Y e PR P R AT SR A AT
PREWE 2 DK 20 O NS o [ 5 o B AR I B A
B! RTE | RN ? BRI e — AR, AT
RIE LTI ROES o LA 0 B R R
EHIERY) o (BRAR BT 88 AT Bk E g
HETHETTREEBME | ERRMEAFR
TR T SR TEBEE 2 BRI R 28 0 B S 2 TR Sl it
P o 28 E RO EE S TR o TR K R YR
IR A ERIREE - R DA RERBUI RS o
WM& B RTEH > ERBTHE KRBT
R o MR A » BREFKFTHER » AT
SR B 2 2 B B R AT S B K 1T B AR RS
R AT BH R SRR AL R R R M S B E R R AT
TRAE 2K o

I A g S o T R T
T AR EEEEHT - B8F
[ Bt M R AR AR 2 R A 2 B A
RIS T B B e o A A R e o T A

RHEWENE L o

B 5 O R 0 E o A B R - SR B BRI iR
15 LR 2 FI SR ERZ > 2 B B 1Y I 5 A B 2 W . -
T Tk Y 5 A S U A O IS > o S B
HEE o LREREEE - HR 0 LEEFNEA
T2 Y52 76 FiPk R T B R B EE S R o [RIAR Y o
5 1 1S ik A1, % 2 R IR 05 A R RGBS il
bR B o

SR A2 1 5 B A0 T R B - TR A
» THS PO 3 T 9 I sk R % 41 A G 5 rh R B A
R E b o BF— T AREHKAANE T /%
{1 » B2 VT DA S SE VB 0 F 4 80 PO AT i o T
B b BB ARG R Y B
1 T2 RS T SR A B 0 TR £ Y R T
RO RS » BE RS LB » FELEIX
BT FTEIVE | T DA AR AT 80 9 BN R S R
JEL 25 ] 55 G (P A R U o R PR AR B R S
» T B AR — (L > &b R EE
TSRS o

Waltersix it 7 — {3 L& 3k » BBV IR 8%
BB R BT » 2RE=ZHF

F ~ 848 ( Price)

. 5 T 6 R 7 [ O AR R A
8 o FiT DA S BE Y I 530 AR B o RTTT A
ERHBENE  SHRBTERE — R EE -
FE] £ R R P R R A o Bz St -
A RN~ AH > THREHEEENTER » 1
R A BB LR o B
LAY e 5 R AR B BT B o B B A A B2 ik B
s e (8 - S8 HE IR s i 0 B B B AR P ARG B o

V] A R AR B Y R 0T > 6 TS G A
IR IR FS RT3 o W | B35 A P s A
B R W] DU I o A0SR — 3 0 O IR s B S o
N EET FE BRI AR > S e ot B A K0 i 25 0 T A

@&— 50



17 8 [ 3 A B B FUIRBS

R= . BBEBESWSLERR

PR 4F &, HAEKH o 4T B BE 38 T RAF ?
APEHEE @ RKREAM&EBK € MBMETAHEEE ® FHHKEMESE
BT kg AW WMARENR T 0 fe g sk R4

® wwwihAENT R&EFN M F R & Eag kT o

BMEEE  ARRBWRYE  SMEETREED
EENE R REAEEFA » IR E RS R G
B IE 7 B R B o & R o LR B R R A i
BEEE S LR SERERMBEERE RS
TS e B R o

I A PR G R B R > A R AR T
TSP BRTS FE0Y o A0 R R RS
el 5 B R 15 PR BN fair market pricingt & (8 S
» LURAZE o FIBEHE SR - BEHEED
J2 VT DL e BL e A e B ok AR A - Bl Y o
AN R B A AT DT IR RS | A
Ko AR HEEBEE R » BRI o BH
i VI DU S R AT S A 0 1 VA T DA ket
BED (1T PER e A HERHE » (PO IR (o 4 2 P 1
) o BT LUS B S RN ST o

T B B AR % IR ) E (SR » (RZ &
S 2 K B A0 U 1 B T (R A OB AR o FRAM R
o A R o P URR B R R L Y A
A o QUSRI B R Y R R S R A B
1095 2 128k » 518 I IR B UE W o R RS 6 8Bk
B o T AEOTH o RIS EHNAERE » A%
BRAT T AT U IR P 1S 78 SRR 50 e e IR 1T - R
FE P 10 IR 5 BT o T O (A U RS R R

H A5 350 SR o B o S T A 2 A e T ) T i e
W] Y M B R o AR TR R T SR SR T 3 » o
T A R I 5 A 9 T £ SR LR o

7N~ B8 (Place)

AL [ i HH R E i B IR S R (R g 5 o (i b
B iR P o ) TR B - B WU DAAE
o £ 2 AT 7 B0 [ R o AT BL o DA IE A
T e S R S AR A 0 A3 Kl i 10 o B
FARMAIBEE o

£ IR T B A AR A ) S {8 R A R R 1 [
5 BE o I H T A LA {1 R A L L A
T ST S ) (T £ 9 o STl G e S O 6 4
B FRC ) > ANBA iR R ~ HRAESIRRRE ~ DA 38 E E i
> P S5 B A R R OL G B S R R RISk o (HE >
B _ER [ EEE IR A T BB AE R » B TR
5 BB bR AR o RS R TR RS E R
B FR AT o 5% T S8 hil e B 7 A8 1 5 B S gk
SEAR  fR R T R A T o AR 2 B A Y
A8 S (BT Of A R R B IR S - AT IR R 0 K
EE R ER > A IEH RS » R E &
HEST H L -l B XX PR » 2Rk R4 481

AR D Y 3 o 2 R O AR B T O

@51



] 5 B AT

B o [E AR MO B A R AR R et 0 B
OB 47 TR [ o A SR R Y WG AR 0 R H
B 1 1T ST B » R o I A Y 4 B o MG R
W] 55 ] SfEL Y A L ) KA o (B A A
1T 90 09 28 — D WL R SR AR st A — Ml A O A i B 23 o
L A OO G 0 ECRR D T RS
HEHHYEN R o R R E NS IR BE - BE
Mot L7 B R 5052 T B 5 A O L U B
W > dCIRERE L ~ KA HAE
Zi MR o 7N B2 WW WK BE 0 70 B 6 14 »
S B P B K i B 5 ER R T T L 2R B 0 B
BENATTHBEN S ARER » MEE B
FIRE > B0 T AR R R B o > BB E
g SE MR A R (E M R T BB R
» T LR T WRERY ERS. » B G  R T R A Y
HAFRK o

5~ #E (Promotion)

Pt b o —FE(HERE > B — S E IS
TE TR 0 SRR HESI RN B o 7 B 5 A AT 81 o
B~ AESRAI Bt EAR BB o (ELJR T S TR EY)
1780 5 JERE ER K 58 o SEECNE 2 B6E 2 i
B @0 TR - HOE R E AT o

fTo8 B B A M C gk 2 A 8 R (ex-
change) o [l & A LA R 2 Wi T 208 A2 A S 55 AR
B o AR BEAI 75 O Y B 5 W DABEAR (R AR Y R =5
B 0 » 2 R B 5 B AR AR ? R RRE Y
HEEE W AR HEHHE R FHRN
AR 0 HRRIERREELEHD
A S 2 B A ARORS o BRUEVRRAT 9 [ B OF AEY
B &= B AR R R P

— BT MR R AOR RS - BER A
SRR b S HE AT I > ER I Rl 28
o {ELR MBS HRFE - BLEL I 45 AT EHY o A —

T RMBHERER > E2ORERBET 5
W B 45 T Y 1Y 0 SO % D T R TR 2 G
RHEWTI OB o 28T » IREIRE BT 88
WEEMRE "O®, (word of mouth) °

It L AT SE T AT e PR T
B 55k 2 — (3 0 1 2 45 7 53— o Y
2 0 SR L IR A 2 PR A | AR R A S
R » M BEIBE ~ R T R AT
A IR B ST SR BT
$955 > AU B SR A O 010 9 B 5 A R A R
e o[BS A (AT L PR T o R
) AR AN BB TERNEE  E
ST i 38 G AR A Y 2 B R R > BTG AR
7% Bh3% B I R A PO AR TE o P DA R R e
B 55 2 LT » RIS » B S R 2
20 WHAGYE o MERMY LR EEHRE
16 5B R BRI > o B WA A RS
R 52 A 6 A0 L7 o SEBRIRS I » SR I —
A X 1 0 O L o S
T I LIE B ~ T 0 £ (P O SR
» T 02 DA DITHELEE = 840 T ATV » 7 L5
55 2 0 W R AL o ) B 2 0
BRI (T8 o

S R B W I 0 R it
31 90 0B 2 L S0 1 0L TE (00 » 0 LD
B o B O A 08+ BRASAR 2
A H T2 B S A B R E o 1 G PO I Sk
2 SRV /ERE A T O A AR > BRI R ~ ErEt
R ~ 2 2 1025 T S IR A0 2 ) — B o T3
B 1T 88 » 75 i M4 I 9 425 2L Pk T oL
HASE] - ERREE LT AR S A Sk T b
I o IRA — R ARBERRI » Lk
BHBEIARSLR TRIMEE - - TRINE
TV o BRI ABICRIE BT o

@ — 52



B~ 5 W

JEE 2 S R B S R (BT 4 R ) R 2 D
T B ke 5 ) I A R B o 5 A 4T 0 ok R L e R
W o 55 I IO MR O ~ I A AR
BEHEEI W » DI BESEE B REWRS

Z*M :

17 9% [ 5 A SR A UAR

IO 1T 86 AR AR AR T LRI B - 7E
(18 8 B R S I L R » T OB B R S 4
s BEIR I B > RVUSETETT 8 A5 B3R R 1 4 0 s B
AT R Rk T 5 % 5 {1 A gt R R - R b e
TITHHMIF 2 2% o

(%A% B 3 : 199848 A11A )

BEETHARBZEMBRREA

1ETHEEREGE S KAV RAF R ? HRMAH B ?

KATEG A 25 AR AR ? B RMA B ?
2.5 B RAVA A JEAR S ? KB H B 2

KRVA R ?

MO BRFHFRBEPHFHAABES 2 HRE?
3H R AT4E B 42 KAV B AERR B ?

B 3 RE K B AT B F B R AT 6 A ?
4@&?%%% ARG B B R A B AT AR 4 2

BB By 4+ b S 4 2

5.f5 IEAT4K B 4%

ERENIE ¥ ¥ S A

ERHESRAR AR ?
6.45% T AT 4K vk PIBRAT4E ~ SN3RAT4E > A MAT4 R A L8 ?
TPRRREIERI T2 HAHEF Rdas?
T.BATAT 4 Sk B AR AR R B AT R R ?

8.3 4 7 48 & 3%

744 B AZ EERES ?
o g ?
BR 7 WA R ?




fee 5 L 2 AR

&t

F{l_{#

it@ :

HEOS :

@)

=

Tony Leisner, "Should Libraries Engage in Marketing?" 6lst IFLA General Conference, Confernece
Proceedings, August 20-25, 1995, <http://www.nlc.bnc.ca/ifla/IV/6l-leit.htm/> (23 Jun. 1998).

IR 3517 9 € = 4 72 tH Gronroosfi #& H ° Christian Gronroos, "A Service Quality Model and Its Marketing
Implications," European Journal of Marketing 184 ( 1984), pp.36-44.

RIMB0,20EH » BHFEE S N\ THEEERAREREHE S - FAEMNM > FMGEE S =11
T o TR I R R [ A A R0 R o SE TR AR O R A S R S D ) L G A U BRI S R G > JEHBL o T
%t A v T A B R R SRR o B AR T DAGE HE R B S BETT RS HE AR B BiEHGE
— B ©

§ AR R BR8] A DR SRR P (A B e o

! "The Mission in and Strategic Priorities of the Library of Congress FY 1997-2004,"

<http://lcweb.loc.gov/ndl/mission.htm1> (27 Jul. 1998).

: "Missions of the Public Library," <http://www.unesco.org/webworld/libnamif/plmission.html>

. "Princeton Public Library, New Jersey, Mission and Roles, "<http://www.princeton.lib.nj.us/about-

mission.html> (27 Jul. 1998).

: "Bodleian Library--Mission and Objectives." <http://www.bodley.ox.ac.uk/mission/mission.html> (27 Jul

1998).

DB EHE MY http//www.louisville.edu/infoliteracy/philosophy.htm>

: Bernard H. Booms and Mary Jo Bitner, "Marketing Strategies and Organizational Structures for

Service Firms," in Marketing of Services, ed. by James H. Donnelly and William R. George (Chicago :

American Marketing Association, 1981), pp.47-51,

DEIEE THREMmREESE R REEE,  KEEEE 14 (REELIH ) » H3l5le
: Roland T. Rust, Anthony J. Eahorik, and Timothy L. Keiningham, Service Marketing ( New York :

Harper Collins, 1996), p.12.

. Norma Blake, "Compete with Bookstores : Serve Your Own Cappuccino!" <http://www.infotoday.com/

mls/sep/story.htm?> (23 Jun. 1998).

: Suzanne Walters, Marketing : A How-To-Do-It Manual for Librarians (New York: Neal-Schuman, 1992),

p.38.



