11

13 7 18

3 [1]
Satisfaction CS

1.2

kishida@surugadai.ac.jp

planning

®)

2003/11/17

A

132

Customer



[2]

1980

1
3
1SO11620
2
1SO2789
1SO11620
1SO11620 JIS X 0812 2002
10 20
ISO/DTR 20983
3
JIS X 0812
A&M LibQUAL
SERVQUAL

(3]

E- etrics



2.1

mission

vdunmunmung

1

2.2

effectiveness 1

A 1 30 B 1 20
A
efficiency C D
1 30



C 1 5,000 D 1 7,000

C
performance
A 1 6,000 B 2,000
A B
1
Al 200 B 1 100
B cost-effectiveness
B
A B
1 100 30
A
2.3
operational definition
@ )
@
sampling
error (2 measurement
error [4]



2.4

[3]

indicator



2 5(1)

IFLA
(3]

(1) )

(©)

@3) (4)
v

()

(2)

2.5

(3]

distribution




2.6

3.1

8

9

10 11 12



[3]

NDC

3.2

[3]

A 100

A 50

B 200

B 200




3

15011620

@

(@-1)

(b)

(b-1)

(b-2)

(b-3)

(b-4)

(b-5)

(b-6)

(b-7)

(b-8)

(c)

(c-1)

(c-2)

(c-3)

(3]

availability

1SO11620 JIS X 0812




3.3

[6]

[1]

10



4.1
10
10
15
[7]
4.2
8]
[e}e]
e}
(1) 1
1 2. 32 3 1 4. 1
2 1

11




(1) 5 4. 3 2. 1
) 5 4, 3 2. 1
2.
C.
a b.
a.10 b.20 c.30 d.40 e.50 .60 g.70
a b. c d e.
f g. h
a b.
1
[1]
2003 3 p.87-104
[2] 1985
[3] SERVQUAL
2003 3 p.65-84
[4]
2003 3 p.105-121
[5] 9
2002
[6] 1987
[7]
2003 3 p.125-144
[8]
14 2003 3

12




