(Interpersonal Communication)
(Perception
process) (Caputo étal, 1994)

(Perception Process)
(Perception)
(Sensation) (Perception)

3

1 (Selection)
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(Stimuli)
6
2 (Organization)
(Perceptual Process) (Degree of
Ambiquity) (Emotional state)
3 (Interpretation)

(Feelings)
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(Everette M Roger)
(Source) (Receiver)

Roger

(feedback)

Encode

(decode)
(Field of Experience)
(Feedback)
( , 2529)
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, 2531) (
L (Market Segment)
2 (Product)
3 (Company and Competitors)
4, (Brand Positioning)

1 (To Inform)



(Persuasive)

(To Remind)

15
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(Coverage)
(Reach & Frequency)
(Concentrate)

(Continuity),
(Flighting) (Pulsing)



Customer Service  Total Quality

“Exceed Expectations”

“What is expected”

Quality
Product

.e. Average
Customer

Service

le. igue
Customer service

Martin Christopher. The Customer service Planner. 1994, Chapter 5,

66



Performance
Expectations

Service quality

“Service Barometer™

<& Performance

> 100%

The service barometer

Martin Christopher. The Customer service Planner, Chapter5, 68
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The Components of service quality

Nature of service

On offer

Personal

needs Expected

Lo
b
= Service

Word-of-mouth

Communication

Past .
Service

quality

experience

evaluation

Corporate

image

Service
Content L >

Perceived

Service

Service 4

process
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Word - of - Mouth v
Fer
References
Expectations/Purchases Experiences |
(Old / New Customers)
Interactions [

(Moments of Truth)

Figure 7-1. The Communication Cycle

100% "

Christian Gronross. Service Management and Merketing. 159. “Word - of - Mouth and the
Communication Circle", 1990
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"An Input - Process - Output Problem - Solving Model”

Four Models of Small Group Communication
Model I Input - Output Model

Discussion Procedures > j Productivity
Number of Solutions A Satisfaction
(Solution Multiplicity)

Model Il : Input - Process Model

Discussion Procedures Communication
Number of Solutions . (Types of Statements)

(Solution Multiplicity)

-

Model lll : Process - Output Model

Communication | Productivity
(Type of Statements) A ] Satisfaction

Model IV Input-Process-Output Model

Discussion Procedures " Productivity
Number of Solutions A Types of Statements 8 ~ Satisfaction
(Solution Multiplicity)
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Jarboe (1988)1 “
Jarboe 4

(input  output)

1 Input-output Model 2
"discussion procedures’ 2
“reflective thinking” (Dewey, 1910)

‘ 2 Jarboe  'Solution  tliplicity”

(Shaw, 1963, 1981)

“Jarboe , “productivity
Satisfaction

Productivity (
2 Input-Process Model

Discussion  Procedure
Number of Solutions (Solution Multiplicity)

1 Dominic A. Infante, Andrew . Rancer, Deanna F. Womack, Building*"Commnnicatjon Iheory,
Second Edition.  331,1993



3 Process-Output Model

Communication
Satisfaction (

4 Input - Process - Qutput Model

Productivity Satisfaction

Originality - Impact

Model Productivity
Solution mutiplicity Satisfaction
Discussion

Communication (Types of Statement)

1,2

Procedures
Productivity

3

23

Productivity

Brief
R.O.  Relevance

input
Satisfaction



“Rhine Hayes” 1990

Honesty and integrity ( )
Results ()

Creativity ( )

Talent and staff ( )
Responsiveness ( )

Easy to work with ( )
Professionalism ( )

Marketing expertise ( )
. Competitive pricing ( )
10. Media expertise ( )
11. Strategic planning ( )

12. Scope of services ( )
13. Size of agency ( )

Allan Krieff. How to start & run your own Advertising Agency. Copyright 1993,

260.

24
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(2539)

(2540)

25
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2538 -

. 2540

. .2536- . 2531

(2540) ‘

500

26



2540

10

2539

29

.. 2536 -

27
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