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Abstract

In the situation where the population is aging and the number of elderly people who
need nursing care is increasing in Japan and in the world, improving the quality and
efficiency of nursing care to enhance the quality of life of elderly people is a challenge
in the society. In order to solve the challenge, this study has been started from
awareness that utilization of information and communications technology is limited in
the field of welfare and nursing care.

Since the situation of mind and body of elderly people is always changing, practical
wisdom is needed in care service in order to make an improvisational decision based on
the situation. The purpose of this study is to clarify the actual condition of building
practical wisdom in care service by using Voice Twittering System, which can share
reports, contacts and monitoring information. Since there has been no study on
building practical wisdom using information and communications technology including
the Voice Twittering System in the field of care service, this study is unique.

We selected good cases from care staff members’ voice tweets and what they noticed
from them, and we defined OJTs that are shared by staff members in an institution as
“off-site OJT.” OJTs that promote awareness by detecting voice tweets remotely during
care service have novelty. We defined such OJT as “remote voice OJT.” In this study, we
proposed a theoretical model in which practical wisdom is built by off-site OJT and
remote voice OJT in a mutually complementary manner.

Practical implications are (1) it is easy to keep a record by the Voice Twittering
System of what they usually do not keep a record, and (2) since some staff members
can set good examples, practical wisdom circulates in an institution.

Challenges for the future are to establish the way to select good cases by using
evaluation criteria combining voice tweets with location information and satisfaction
level, and to establish the method for systematizing knowledge from on-the-spot
information and good cases. Since the way to build practical wisdom using the Voice

Twittering System has general versatility, it can be used in other fields.

Keywords: care service, voice tweets, practical wisdom, good cases, awareness
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Bk, K7 =—0 B2 i [Polanyi, 1966] %% H L. K24 & oM E/ERAIC
EOHORAE T A E2ZRL(X 3-4), THFEAIED 7 vt 2%, BB LB mo s
RAHMEEATHASNET, 2F 0, THEEBN TSEL - TERE(LE 2 w58 & |
EHEELIIERICHE S SNZEBN AR MOMELERTHY ., ZOWBRMN T o 2 %2>
U7, HikoHE - BORE] L LTW5 [BFRAKES., #HBF %, 1999],

N
iy
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S 1%

REBTOEX
(E FGA

fiE AN KRR ez %0

EBIECIR

AEETOER
(A77—>FFAD—>ETIL)

1E¥R | P
o R
AT« (B AR RER, ks ofeE, 1990] p.63

3-4 BFERMEBXMOMAEERIZE2HMOAIE Y 2tk &

P 503, ISECT TIHEEAIZH L EAIZIFED & W) et A0 BERIcE RS E T,
DFEY BYOHGOBNR, fHROERE R A B U T LFicA b GEi), a7 b
2 b, ENBNEMICIEE EN D (FAf). S bicEnNES ki, (PR “Hm”
2%, TENEFERTILILEODICEANED, TNl AR EEREZS2S LT, 20

U CEEHSOLOICTS (NEL) ] & LTS [BFHAKES, HE%, 1999] (X 3-5),
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BiR- AREEE, B xf5E - BEIC K DB
BEREZELCERND THAUDERIE
#EH BIH (RO EL)

1. HROSEEY LB R Kok 5. BEORBMOEH
RADER R 6. BRANSHRLD
2 HAOTIAISESE | #AKk gk | ERER
=, N
3 H%%M;‘%E & | socialization | Externalization | ¥
2 ERAOER BE  © N = | mruomarcss
N DA
N S o
B RAMETE - RED L 1/ = R
bgéb‘ﬂﬁiéﬁﬁf:?‘iﬂ% = NEE ~d #®a1k E‘l
REELTHEE-2E > L o 4
gj Internalization Combination z 5 FLOB R OE B
PaN
10. 78, REFBCL 2 | \ 8. BRAMOEER., ¥R
11. ¥2al—2avPER
[C&BHBRAMDIAIL

HAT - B ARVRER « ATEF B, 1999. p.111

3-5 SECI 7 u & =

FEHIT THEAREOMERANEICB W T, TR & &l NEEREHRL - T,
SRR AET 2 HERIX. MR TH D Ax OAETFICTEY ALSiu T, FTLWAEEZ
BlAHERREHE L 0D ) L LTWD [EFHEH, 2003],

K RIZOWT ES T TIRE 7 v & AT HER B ATEE/E (ADL: activities
of daily living) ([ZBAF D HGk =T oY 2R L T\ 5 DNEA & « KR+ - AELD),
2009].

3.1.4 HEBER

HBERIC O T, Z2< OER® 5,

WAL, T dis (knowledge transfer) &L, 2%V FOEHOHFIIH DM E % T FO
FHOHFICHBET L THDH, 22T, MBOFHBEL X, BICHEHRELTH-TND
TR, Mol Z ENEERNRTE L L TEITTCE DLV ETAHBLEND Z &
EEWT S, 22C, I FEXYFE, EBOMBICET2GA VLD L. B DG
OEELHH L LTWD [NFEE, 20101,
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Dixon %, T##kIZ, =F> « F Loy VX TEH LOOHME L T E b,
AL, HAERAY 2 FEEEH O MERIE TSR ICE D B E R T IE R bR nE WS T AR L
TWd, F—Io, MBRITRBREZMRICHRT 2 HE, Thbbaty - Ly VEAIET
DMK FEEROTHTUERDH S, 5 2 12, TOHMERFZER A8 TBIET 5.,
Thbbaty FLyVEENTLILNERH L] L LTWD [Dixon, 20001,

(1) JBBEDOS5H>OHT Y —

MBI SR H 0 | B R Z ) S8 5 72 OISR LIS U 72 (R 2 0 3% G 23
VETH %, Dixon (X, ZITFORME, EBEOMWHE., BEINDHEOZ A T Hik
BIEO S >OHT T —& LT, Eikin, THEER, @RBik, BIEBE, FMBRIC
S7¥ L T2 [Dixon, 20001,

WS F— AN EBEOPTHEE LIcilE, RUF— 28R C¥EEE R >7TRILT
THOWDOBETIERT D,

B . F— AN HBEN OBV IR LR SN EBENLEE LB mE, 23R UEE
BT toF—ATIHEAT S,

HIEBEL . F— ARNIEEMNERE TR TEA LR A HEO¥FEEIT- T
WA F— A TIHEHT 5,

RIS R AR IR & o TR CER BRI A B E 2 % LB 5 720 I B e 84 F (i
B+ ) 2 MR 2 2 N EN T TBET 5, AN ILRRBE &R U228, K
MR EEMEOENTRADER LD ST D,

HBER  BEfF O MR A B 2 5 MR BEICER L TWDF— A0, Mk oo Az
LOEMWAEEATT S, 22 TBIEINLI ML, ZEREBESOBRIKBIRE B0 | iR
M EDOBHRENE 20V ERXMTH S,

AMFETRHRB L LTVDIEFROERLE VAT LMK D2 HFBIEAIT, THEBE L SR
DRERELEZDOND,

(2) MBBEDO L~V

B, BB mIia —F OFEERARAIR EFRELTWD, EROBRSEETIE, A
DIEBRIZOFZIER LTV, FLOENRBRAMEZ AT 2120%, HEHERICH &R T
BLHTDAa—FOFENRAIRTH D, FREBEITWVNICLTANRD ANEmZBERTY
K O», ZOMENRS, RbEETHL] L LT0D B Ak, 2002],

Koruna (. 7 —# EIHWMB IO OBI O A 2 r L T\ 5 [Koruna, 2003].
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T—H LERB IO OBEICEL T, SBEMOFNBEO L XARH L E LTINS,
LoUL D (F—2 0B  BiOMGIE, 77— 2B OME (FH, 8, PRES, K
HEE, %), T FERRBIEN S ERBELITRIETE D TR 0,

VAU (TEMOBER) - BRI EIN ORI SCE, BE R, %0 Fomiss B\ T
FHLZH D,

LAV (AR ORBER) - BEsxt QUL EITT HHE ), = FIXRRWICIS U Tk s Bl LA
fbEgbhd Lotk d,

BRITEAPER LTATENCESWTHIRZ M E S L T2 L &I, HMBZOBITIZRG
RTAE, EORFBRIIAENCEE TH DL E LTS, [EH L& kO K RKOEWIZITEIRE
HZhHsn] L, FYFLZTFOMTHEPBETLLEXL2D TR, T FERZIT
MolebDZBEL T, HyHEORROMMAE AWV Tz BALET 2 & ) Hefil iz oR
LTW5,

BEORZY BEONEY
J 2
BEmE | 4 ? > R
2 - 1
FLYIAR—R FLYIAR—R
RRDOHE KR K ?
2V THF RO AU THFRANDEE?
SEOMME SEOME 7
JEETOFSIE: FEEDENHE ?
®YF SHF

H & . [Koruna, 2003](H AFEFR p.194)
X 3-6 FNFkFEis D %o iR

LV O MG 2 EBT 5 KA FIEE o T2 oS E LT, MikoiEs b
LCo £7 V7] Ta—F27) TREHE (Scaffolding) | [#H | &R OMEEN
L) E LT 8] THR%E] 2250, —#HOM#EBID et 227 b Lz,

BTV U EME N MR OB L Rl X OEEEERECHRTH s, ET Y
I BRI AIE TR O MRS ) DR & RIBICHI T X B,
a—F 7 EMHRE I —F I Lo T, FEEFICK L TEEBR R IRE R 7 34
iU, MEEZITWV, b hNET - NNy I 252 FEEOXEEEZM
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R 7 0 A BEERMEICHIT S D,

HEAMMMAB L OB EMBICT 2 7o AT, FEENBICHMBEL TV

LEAFMEE ZNPOFELLI E LTV DHEOBELE T 5,

nE CFEBEITE S OBER LOWmIE L EMFEE IR OBE I IO Rk
W & 23 5, Z OWEBIIFEE D B 5 O FEk I O R ITTWD S & %2
1k B DL,

73 : BO OB T v 22 PREICEA L, £ha HMFEORMBEMRR 7 7 & 2
T %,

r
%
5
Fi

AFFETIE, a—F v T OHREE2FFOLERLE VAT ANGHME L2 FEFE2IEH LT
T LTS,

315 7Oz T7RR

BT 177 =7 x % (Awareness) & WO BE&IE. AMOEM (Consciousness) - #E
&% (Unconsciousness) PEEH T2 &, HEEI O LM ET 5, £ OMEE
IZALEST 2O ERE (Awaking) TH L] ELEMIT TS, ZLT, [T =27 xR
(B DETICHD, KAV T02(T 7 =7 LTV D) EE#MEIZIEHA > T2
WA OBLNGRHIRE ) D TH D) LiER L1z (B, 2009],

BEIX 7 T —ERZBIT DT 7T FACONT RS 5V T H RO E 72X
TIVONEELXZORMET V2T R RA)DERIIOZENT, O NN D TP ERET)
EMBEETHEIA AR, LOELIICL > T, EBEHMIZTELALTHD, LLAR
MWH, EXTONEFITRBRAMORRICEY  ZORABFEMLL TRV ELTWD [
e, 20091,

W7 U =27 2 A%, EHHIEOZODOE 2a—~ 77 7 XL LTRSS T&E T,
Endsley © X, 198675 1992fiL 28 L AWM E v AT L DT —H X—=ZAD b, RWT U
T RAZE 3OO L~LE LT, Lobl: EREREHFEM T /2o 72 (failure to
correctly perceive information) . L X/L2 : IR Z B T& 72 o 7= (failure to
comprehend the situation) ., L -X/L3:[fRIZFRE L TH| T X 72)- 7= (failure to project
situation into future) 23®» %] & L T\ % [Jones Endsley, 1996], dRiILT v = 7 % A

(situation awareness) DEF %, [HIOFEMBREOPT TOERORM, TOEIRDOE
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RO, TRKICBITDZOEFZOREOTFHI THS ] £ LTS [Endsley, 2012],

3.1.6 #HEE

Jelinek (3 MEAAB LY HIMMMAICEE § &, MBITIHESTERT LI bMALLT
seAFTRE, HMALMBAOm O RERD, BlEEAE T 5, MR TR
i) X0 b FETLILICEY T 5, BMiaEABA CEAL, 2L, B
BT 5, MEDORMEB ZHEBOICKET S L0 b, [EETZDOHAI #8574, 2kl
THIGET 5, REBICIE, 2BITA / _R—v a v 2at, BELRBIERZHEET 57
DOVAT LEEHTH] L LT3 [Jelinek, 19791,

S 51T, Weick (T IZ0%E T v AITMMOLELH D, ThiX, AFIVLEENOD
ZATFITHRREAVIC A . MR, RESNTCHEE TERRLOTHD, b LLMAKEIRAT
LS biE, RREOSE., REBOIEMS ., LENHK & L Tfbi 2K, kT
ODEERWE LD L LTWn5 [Weick, 19791,

RO EREF OJT ITHLEL L -SSR 222 8 23 d 5, Teece 1L 3Rk 72278
X, SHDOA NN =DREX ONTREICE NN E L FE L2 LIRS, [TENRY
Bx, A0 R FIENEBICE L X IR 5 GREBEBOEE), & 5I0RH
B EPET AMMREE L, R VBRSNS AL L TH LW TE S S A A iR
CWEDbloRFICKELTEZ S £ LTW5 [Teece, 1997,

3.2 EEA

3.2.1 =EEHM

FEMIZOWTIE, SRR ERLHERLERELESE TOBEM R EDHFET, £<0
T TV 5%,

M, TEERAEX, O TROOLNTNDEZ ERRAEINTATADZEEF S, TD
TAHBERCHLED NE] BDERAENTWDS, £/, TOHTRKO LN TWVD Z &I,
KRB E - TH, BMEICLDEZFICEL > THEEDLD RN S D DT, < SUIRICHK
FLEmETHL) LER L MBI, 2008],
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FEHIE, TBG CRION 2 EERFGRIL, HEHE L OBBIEXETAON LS. EEEITIE
HENRTWET TR, HFEFZLMY AL T, YFHFOEFEOMEIC LD, Z
OBEIIZ, NEF@HOPTZRXAF—bEFENTWD, EERMOERE S, THEKOFE] (2%,
NeZ NI —=F 52X Xl HbTENTWD I ICBbhd) &, FEEMICIE
NEZ o RU—F 523 VX =T HEOBEICONTHEER LTS [HEfED,
2003],

A)NE, TEATHERILT 28, EERL THERILT 25 THLrERMTHD, A2l
Bicmmib L, HFRME LT TREDO IR D ] L LTWD )&, 2006],

BT, B E A ST BERITRBRO IR TIER bRV, BREBRORA L IE, Zh
FTCORBEBEATWIELORRBRINDL L OICRDENIZETHY, BERLDIZO
SMPNTHLERL TP T ARRKRBRLOTHSL| L, RBZARIE L Z L NER
HIERRIZ D785 & FRLTWD [EARP T, 2008],

EBIC, EEAMOAE TH 5 HIEAHIEIC OV TKRDO X I IR TW5E, TRBRAH D &
ATIEEVHEF R TEDL LWV D THERL T, ZORBRNH D HMIZM o> TEHERES
NTHEREY, WOTHH X ZREICHREZA T DHAIK, BHOE Y TR M8\ TH
JISEDHINTELDTH D, TOHMN, [ZOREDRNZIELL EH X, V—LED
TEXTETO, TNEBILHM] L2520 ThHhd, ZOXIRTI/IX—ITRELE LN
FIZOBIE L TCT 7 32 —% 2 LB T HErIT, T RZ UV ANARENTITRD
N, HENLEBTHLILOL B OTHD, 2F0 [4, 221 TO, Az %
WG ORIBLAHICH D) & L T2 EAP T, 2008],

B [ 7axs 2 WOBEITT VA RT L RITHMS A, £ O FKITEE (Prudence),
¥l (Ethics). FEEM A (Practical Wisdom)] & FHER L TW5 [BF AR KR ES, 2006],

Flo, ME, TEAT— X (episteme) . 77 3 (techne), 7 7 %A (phronesis) IZ
EABLTW D,

27— A (episteme) L. —fXMEZE W LREOREHE - 22/ - il & O BLRME.
DEVINR AT I A MR TELE SNV, FEAIH BXm),

77 % (techne)ld, 77 =v 77 — MIRIET HEENLOARIC L > TR D, b
D7z oL 0 I RER M (R

7 v 3 A (phronesis)ix, fEOEESBIZ - T, & OHEBEE O TR C e 722 1 W -
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ITANTEHREBMME (GEORRRM) ] & LTWD I FAKRES, 2006],

EILSIE, 77X 20T 6 DOROANOHEREINDLGEEZR D, TRbiX, OFEOH
WL RO ). @BE XA L) —ICAIE ST 207, OENOARE 2T 56
OAREZERBTHHES, OREEZILEEICW N> CERATLBIEN., OBEEEKRT 5
ﬁf&éj&bfwé[@m%%ﬁ#ﬂmmo

EHILLGDERLTND 6 OO 7RI ZADREND S B ABFZEICEE T 5HAE %2 LU TIZ
BRET 2,

QBEZA LY —ICAFESE HHE

7Ry AL IEBNERORBUCE L2 HWi 2 T 21 CTh 0 Alx LD DRINEFE
RCEE LZOARTHA R L E O g, FRSEMELTITEIT 22 LA AREICT 287
Thd, Wiz [HiH), BRI TDHEDITIE, BODOMNENLEIT TR, X
FEDOHENL S, RWERD Z L b TERITNE RS2 LEILIFEF1E2, 2010],

HEh EIIEANTE L, HERAIZIEARYE A STV D ERRE ., & EITITHEE D5
Remz Cgnl, AR, MEoEszmESE, ZOZEEEZEAL TV ZENY —
X —DEETHD [ELZETIZ0, 20101,

O DOARE Z LT D187

fE B B 22 CHBIZ X VB b 0k, TOFEHALLIEORBRIZECE->TLE
IV FOREEBRTHZET. ZORBNO —EDOH BN EELZB/DL LN TE D,
REERL LT, AN - HRFEREOBERSEEDORZ BRI AKL I TH D, Kt
AAMEICRMS LAEZET D 2 LICXk . MRErfMiciis, TOMkEEST LD
WCHBERITENZ R T 52N TE50CTHSH LR 1E), 2010, BHF OEMHRZ &
LIRS, Hx 0L LA K CBE T D2PMAREIEL T OEKT 5 L 252 2R1 IR
B OHINNLE ST HDREANB 7 v x v AT 5 [ElsE 71320y, 2010],

OAFREERBLT L8

R Bk L R AERT DAL, 7 n0EKRE, JFEL2@ L TREBIL LT 1
OB JERMREAE ) BV a v R LRSI LTl L. BT 28N Th o [
557, 2010, REZIML, ThEMEIT LI ENRTELE LTS, MENDETH
NZENEEZRTE, TOMSTMAOFICH LN TLE >, WATEAEEZ NCE N
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TELEYa LT, HICTHOEMAERTBENREETHEAD I LN RDLND, £
DIZDITIE, TELHRETEENREHEZHNTEEREO T 7 A DL FEICEDH
WRETH,2F0 HoERTEREEIEY BT R0 E L5 [E L5719, 2010],

OBEEEBKT HEEN

BB L TCOEKIT, Mo o) =X =12k TTIER, LA, FMikLr -~
RGIZBIT DY) —F =0, MEORFREOTI (SR IZHEDWTHE G 22 W &2 9 FE)
T& % [EILFETIEN, 2010], BE &%, e <BREICEAREALN TV RS, Ty
F 22 ORBITBNT, XA L0 —ICRITLITEITE 2EKNFTETH D ELET
1E5>, 20101,

FEILS T T2 5 7 E THRERICEK T 2 A EFRBI 2R L, MmO TnS 2 ENTE
LZONEHAOENITLHI LT, RODEABHERPETH L, ZNUTONWTIEIHA FT A diR
TN, EEFEZRRILLIEZ~=2 7 VIIHFEE LRV, 285 aka s 5]
HRORMICB T DM = A F v 27t ATHY, HILbzkToNLTH
5 ] ERBEIGROERMI~ =27 VT LI ENRTERVEERL WD LELIET
17>, 2010],

BARIT [7ex—20EHKEY M#ObLIEERFZTbbT /7 2—0bD AN, 77 %
—LtREBR LA EFS VU7 EHT, BAICKTHAEDDOAL—VEMREST S X9 2 hmb
MiAteZ A TENIE, SNZEDT 7 X2 —ZEL TV ZERTEDLLEAD, £D
ez 20oR87ax—vAThHsH] LLTWDS [BHEARKT, 2008],

Sz, TR O T ERL,. TEV K] ##ED LD L Vo TH LW, 727 x—FBEIC
P ZILBIZZHTRIITHLIND, ThE5H5b000, IHIZLY KK ZHTONR TR
F—VADAEETH D) L LTWD [EARHT, 2008],

322 EEBHNOEHHE
FER O FHIF I B M & B HEABE DS RH 5,

MIEBIL, ABEEETEIMBEN, a—F 4 X —Z —OHMWEEKIZE T2 TEEOR Y IKY |
DHEREBRFT L TWD [EET, 2009],
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L. THERO BT —BICIRE S S DO TiEZe < | ZAiE AN OREBRIZE S\ TERE A E
LCAREICDE > TRERFEIT TV et 2 TH5] L LTWDS [Z 2006], =M E
A fE NSRRI E L CEEAMIZETH 5,

Dingg, 201210 X 912, ERERRGICB T 2 EERMICHOWTHEME EBREmO 2 flEH» s
ERLTWVWAIE LD S,

I T 7L — e, B « L « BlfE - DX E W o B E R s a3 2
== arThdr—FH, BR-IB - N - F#EREOHERITAEZEI DD D OB
ThobH] LTS [#£5E, 2013],

WREOIRET 5 TRl EwmAEFEERE O [ERM] BraRiEo2fEiEx) (1 3-7) 13K
e L OEBENEND T, 3L BR%,

WL, TREDOGICY 2% U2 T TSR S D BEIR AT 7 b FEEmIE, Ei
DFERIZRD [FT V] OB KEHEIN 225 (ETANLOM), XTI 05
BN TAT 4 7T #EZBEICRA AL E GRITHo0mM), T 625ELELLTW(E
FEAENL D) E VS TEATAERE - BER LTV P TERER TV ] & LTW5 5k
fE, 2011],

[SRELPDOM) &, REORKRLETZ THAEKSEESHELT S LICX - TERK
ENDHE, TETANLOHM] %, MEORKBERN BR[O ERLEEDEKNEZSEIC
L7ce WRDFFELDOORIE, AT DLOH] &2, BEZHAALDLZ LICX o THLN D FERK
LRBBICE Tk ERD I ETHERENDM, (BT TORYIED | &, F R
BB HE CHRET D, EEREZRV RSV EFBLLEY T [X—FF—¢&
DIRVIKY | Z, FERIZOVWTHWIFEY G VIRY K72 TE D MHES, A—/3—
NAP—DFEEZTOHE, EERL, ZhOoOMEAK 3-7 DX 5 1Tm L FHIEA,
2011],
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ERAOEBE —
T HBBEF L7 TRYEY - BROBMH
| | pr=u—
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SRREEA (IR HNGE)

— QFW%’:L'CG)FEE]
[ FIEE - e ]‘ Lli EFAHLOM \ [

NN

SEhonm N

J
3 = LY

BHROBLE [3—hF—1EDIRYIRY J

[ M kSR OB

HAT . [FBEAEN, SiEEAaEEE o [HZEm) EiGRRICBE3 2 GRFZE, 20111
p.68 X 0 HEH NIERK
3-7 EmERALERE O [EEM B O 2R E R

ZOWEIE, hEEa O RERERIEBERICE T DATTE [BFHEAE A, 201010k Ok & 1@
AEFEEE O TFEH ) TBROHFRICBE 5 FEAERIMTIE [FFBRIE N, 2008] 3172 > T D,

VeI, T 7 OFEEmMEZ, Rk E Lo BB BIXOEKRKRITAZIREICEL
DD (i LT d [E#E, 2013],

Fo, 7 Ens b ok, Rl —MHFO=—XZHNTLZL— NOIBED,
Thid, AMARMICEENSE Lo TWDH LD TR, BRI ARGEH TOREREZE L
TEEFERTNETE S EHIC2b720 ) L LTV [1EHE, 2013,

BREOSRE VAT MIBIGO BAR 2510 TRGCHNAZ 35— e L TEERMZ (B
ET LR L L THRET D,

M THRER &V D FHIT, “BEMICEmSm” IIx L Thhbhdy “Exbh
b D7 BT LREICEA TS 2HEBER L TWET] & LTWD [MJINEF, 2005],

HNNE THERCEH R A BZ ORBICE TIOL LN FEHEERTIIH Y AL, SV
A5 E, BERICTXTZERNTE 2IEEFH#EORBHETHMTIIRNE NI NETL
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ro] ELTWa [M)IEF, 2005],

M o1E TEREME L TOFEFT. To—axdgbl. HENERZIERT 5%
REEZEOHMAIZ L > THWAT D Z LT TE RN, TREERBREDRRFNS 5 £ b
HOTRITFATRSZRV ] L LTWD [JINEF - JIIARRL, 2005],

HINX T7 VR T LADOWY THEM (T I7x—)) & TBE (Zux—vR)] W otlk
SRR ES T, BHICBIT D ) oS ERMOERICESTELY LT 5] &
LTCW5 [#)IE+, 19981,

33 H—ER-H4ITUX

B % A F (customer output) D TR L LCo fEEAME] 2oV TiE, ENER
BT L—ABREET L2 ERNETHRECHRIESLTWS [HRan, 20091,

Heskett 5%, L) Lz —E A MO 2 &I [—EX - TrT 0y -
F = — > (Service-Profit Chain) | ZH¥ L., X —v R & 2o En Exs%T
L2 LR TIRRDBEF N EZHBLTOOFHBKEICHT IREHROBEREICHEIKL 72,
ZTORNEIE, PRI, R A YT 0, EEEMEE., (B nA YT 4, LpEEL
WO Te IR A FERT D L THELEZ LN HERZHE-SIT TS [Heskett, 1994],

i Bix, — 2 24, w SR, EAPRME D 3 Sl EL TWwb T
hk - NEERE - FESEW, 2008],

PR WEMRICEENOREE 5 2726 O Berry b DFi% L7z SERVQUAL T &
% [Berry, 1985]), Berry HIEH—EADMEOREEREZRD 5oL L TW5H,
Oy &EFE (Tangibles)

P—EAEEMABTHEON T OIRMBECHEL L THEM OB, P —EXEEBE DI
mEx ST,
@1Z#itt (Reliability)

P — B A MM BFIIKT L THIENZ R D W R Yy — e A 2Rt L2 | RE
SN ETICEDOY —ERZFTTHILRELEST,
@n% (Responsiveness)
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P — b AREMMONEEPBELZEALTERT L, Ho0HEAIGX L) ETHT L
R, BECY - A2 RET 2@ Y RN LMo TRERF - X275 2 &%
7,

@FRFE (Assurance)

WMEBOITHRBERICZOREDEREZ 522 L L bIC, TOREITHRICRLRE LR
THIELEEWRT D,
®HEEE /) (Empathy)

P— B AREMBRA S EEOMEZ BB L EEORLEALOS DR EITH 2 &0,
BRI L TEMNCEREEZ L7275 a2,

AHIEZE O BN BLE) 7256 i 22 3 2 S 1 C i TR Al i 0 L AR AR 2 A 9 2 & X 2R @3
EHEAI L I2b & 3WT [QISE] T2 2 &N —EAOMEICHELE XD,

X 3-8 OV — v A MifE LAl D 7 v — [k LB, 2013l 255235 & BHFRERIE T v %

VA LR LS LT AT DICEB L, Y—EXFRREar T YOREICHEET S L E
ZTCW5S, TNHEBEL THAEMTETHZ LT, [OMWEZS—E RITR D,
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34 BUANELEHETOICT
341 FBUANESFHETOICT OHHE

E-FAF o rF—nrnv=r NI, HEBRBROBEARE SITICE2FEEET DK
Erbne L TEmRSIN [GHEEEE, 2003, A7 v Y7 Mt ANEEDTEA A B
EE=Z VT HERICLEEBSUELZBRLTWVWDL I EEFFELLTVD,

MNZATBOEN BHAEM IR ISTI O T r 77 ATEML TV D S
CR T ERIEHNEREEZ AN EOEOFEICES <, Ly TAMET - fHlih— v
2] O ERAL) T, ARG AT AEHRE - EETLZLT, M#EOFT- R T
T ORTRERAELLTWD, £, T T e —F] OO OMEFRHR - E— =
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