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1. INTRODUCTION

Service quality is a critical driver of business performance. Most researchers indicated that
service quality increases customer satisfaction and customer loyalty (Bruhn and Grund, 2000;
Gronholdt et a., 2000; Martensen et a., 2000; Cassel and Eklof, 2001). Accordingly, the means to
identify the key practices of service quality in each management system remain to be an important
research issue. However, according to relevant researches, most decision-making approaches depend
on making service quality improvement strategies from customers’ perception (Schvaneveldt,
Enkawa, & Miyakawa, 1991; Reichheld, 1993; Garver, 2003; Bel & Shang, 2006). For example, two
practical approaches which have been widely used to search for service quality practices that need to
be improved are Gap Analysis (GA) (Burns, Graefe, & Absher, 2003; McCain, Jang, & Hu, 2005;
Tontini & Silveira, 2007) and Importance-Performance Analysis (IPA) (Matzler, Ballom, &
Hinterhuber, 2004; Tam & Lam, 2004; Aigbedo & Parameswaran, 2004; Breiter & Milman, 2006;
Levenburg & Magal, 2005). The concept of using GA is to determine if a certain practice should be
improved immediately based on the existence of the difference between the customers’ perception
and expectation (negative gap). On the other hand, IPA focuses on clarifying the improving priorities
for practices from customers’ perception. Furthermore, to validate these two approaches, Lin, Chan,
and Tsal (2009) developed two transformation functions to integrate individual emphasis of IPA and
GA in their research, and this new revised model was then called as the IPGA model. The main
concept of which is the replacement of the subjective measurement of performance with the service
quality gap as recognized by customers and deciding on the priority in improving practice based on
the pair relationship of service quality gap and importance. Although the IPGA model was verified to
redefine quality practices which truly need improvement in the service system and be valid in terms
of reducing the risk of misleading decisions, it is still a decision-making approach which depended
on investigating customer’s perception.

In today’s customer-oriented market, there is no doubt that understanding the customer’s
perception has to be considered as top priority. However, it remains a question whether the manager
needs to adjust all quality practices which are regarded by customers as needing improvement in all
aspects of practical operation. For example, the decision maker will possibly query does the firm
have enough resources or capabilities for global adjustment? Is the global adjustment cost effective?
Especidly in a market environment with limited resources, it is difficult for firms to meet all the
needs with the same level of completeness (Panizzolo, 2008; Ba & Johansson, 2008). Therefore, how
the decision maker can find and adopt powerful practices which have the greatest influences on
improving customer satisfaction among many customer demands becomes a central issue of concern
(Garver, 2003; Stan, Evans, Wood, Stinson, 2007). In other words, the decision maker’s
accumulation of management experiences and judgment (manager’s perception) is the key to
influence the final decision making (Santos & Garcia, 2006; Cacioppe, Forster, & Fox, 2008). To
this end, Battelle Geneva Institute developed the Decision-Making Tria and Evaluation Laboratory
(DEMATEL) approach which is based on experts’/managers’ perception to help look for powerful
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practices, and this approach has been widely used in various fields (Seyed-Hosseini, Safael, &
Asgharpour, 2006; Huang, Shyu, & Tzeng, 2007).

Accordingly, the main purpose of this study is to develop a two-phase decision-making model
by considering perceptions of customer and manager to help the latter frame a comprehensive project
on improving customer satisfaction effectively. In this model, the customer’s perception is firstly
presented by the IPGA model to understand primarily the customer’s demands. Second, the
manager’s perception is analyzed through the DEMATEL to assist him/her in further looking for
powerful practices among many customer demands. Since the two-phase decision-making model was
developed by combining IPGA model and DEMATEL approach, this study cals it as the
IPGA-DEMATEL Modd.

The rest of this study is organized as follows. Section 2 reviews the relevant literatures,
particularly on IPGA and DEMATEL. To elucidate the actual determinant of improving customer
satisfaction, section 3 introduces the IPGA-DEMATEL model proposed in this study. To confirm the
suitability and practicality of this new proposed decision-making model, an empirical study of
Taiwanese online declaration service was implemented in section 4. Finally, section 5 draws the
conclusions.

2. IPGA-DEMATEL MODEL

It is necessary for managers to find means to improve customer satisfaction under an
environment of limited resources. Therefore, it is important to identify the powerful practices that
can affect other practices and improve customer satisfaction significantly. In other words, the
powerful practices are those which have the higher return on investment. To this end, this study
integrated DEMATEL with IPGA to devel op a two-phase decision-making model which is called the
IPGA- DEMATEL Mode (Figure 1).

<Takein Figure 1)>

As shown in Figure 1, the IPGA-DEMATEL Mode is a two-phase model which can help make
comprehensive decisions by considering both customers’ and managers’ perception. The main
purpose of Phase 1 is to use the IPGA model to discover the practices that need to be improved
based on the customers’ perception (the detailed processes of the IPGA model are shown in the
“IPGA Model section”). As shown in Figure 1(a), if the practices are drawn in Quadrant 1l of the
IPGM, these practices are then taken as the priorities because of their higher importance and the
existence of negative service quality gaps.

After identifying those practices that need to be improved from customers’ perception,
managers have to further clarify the powerful ones among these practices based on their practical
experiences. The DEMATEL method is used in Phase 2 to this end (the detailed processes of
executing the DEMATEL method are shown in the “DEMATEL section”). As shown in Figure 1(b),
both the interrelations among practices and the influences of each practice on others can be easily
recognized by depicting the IDM and IRM. Then managers can use this valuable information to
make effective decisions. For example, a practice may be considered as a cause factor of a service
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system while it has a positive and higher net effect. This implied that this practice may become a
priority when managers want to improve customer satisfaction effectively. Moreover, a practice with
higher total effect demonstrates that it plays a critica role in monitoring the executive performance
of the service system. Therefore, managers can take the performance of this practice as the criterion
of judging whether the service practices provided by the system are sufficient.

3. EMPIRICAL RESEARCH

The Taiwanese Online Tax Declaration System provides services to taxpayers by means of the
Electronic Tax Declaration and Payment Service Web site. It is an electronic system which validates
the ID through the person’s certificate, financial certificate, ID number, and household number, then
transmits and declares the information through the Internet. Since the Online Tax Declaration System
is the first e-government policy promoted by the Taiwanese government, the government has been
working hard to improve the system’s service quality since its trial operation in 1998. Therefore, the
Online Tax Declaration service in Taiwan was selected as the example to demonstrate the application
of the proposed IPGA-DEMATEL Model. The results will then be provided as reference for the tax
authority to improve the service quality of the online tax declaration system in the future.

3.1 Research Design

Based on previous studies (Chang, Hung, & Hwang, 2005; Jiang, Klein, & Carr, 2002; DeL one
& McLean, 2003), the current research evaluated the service quality of the online tax declaration
service from three dimensions. System Service Quality (SSQ), Information Service Quality (1SQ),
and Genera Service Quality (GSQ), including 29 items (Table 1). The System Service Quality
focused on evaluating the processing capability of the online tax declaration system, such as ease of
use, responsibility, access capability, and so on. The Information Service Quality focused on
evaluating the output quality of the online tax declaration system, such as information timeliness,
accuracy, availability, and so on. Meanwhile, the General Service Quality focused on evauating the
received service level during the interactive processes, such as reliability, assurance, empathy, and so
on. All these practices were used to understand both customers’ perception and expectation with a
five-point Likert scale.

A pretest was employed by 30 experts from several accounting firms and marketing faculty to
validate the usage of the hybrid scale, and the results suggested that there were no items to be deleted
and that the Cronbach’s o of each dimension was higher than 0.9, indicating accepted internal
consistency. For the data collection, this study first conducted face-to-face interviews in HsinChu
(Taiwan) National Tax Administration Office and 246 questionnaires were completed. To increase
the sample size, the online questionnaires were sent out and 110 additional questionnaires were
returned. After deleting invalid questionnaires, there were a total of 268 usable questionnaires
returned. The Cronbach’s a were between 0.9160 and 0.9302 for all service quality dimensions,
indicating high internal consistency and good reliability. Then the IPGA model can be used to
determine the practices that need to be improved from the customers’ perception.

In Phase 11, the DEMATEL questionnaire was then designed based on this finding”. Three tax
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authority directors and three directors of faculties who have a background in financial management
in universities were chosen as the experts to identify the casualty between practices.
3.2 Results and Discussion

According to the two-phase model proposed in this study, the IPGA and DEMATEL were
employed to help make a comprehensive decision on improving customer satisfaction. The results of
each phase are stated as follows:

Phase 1. IPGA -- Find practices that need to be improved

According to the results shown in Phase 1 (Table 1), the service quality of the online tax
declaration service was accepted because of the level of perceived performance ranging between
3.70 and 3.96 on afive-point scale (1 = extremely low performance). However, this study believed
that the service quality of the online tax declaration service has to be improved due to the higher
level of percelved importance ranging between 4.30 and 4.52 on a five-point scale (1 = extremely
low importance) than perceived performance.

This study used paired t-test to understand the existence of a service gap for each practice.
According to Table 1, there are significant differences between the customers’ perception and the
expectation for all practices, suggesting that the provided service of the Taiwanese online declaration
system cannot satisfy customers. Therefore, this study further explores which practices need to be
improved from the customers’ perception by using the IPGA model.

<Takein Table 1>

According to the processes stated in the IPGA model, this study transformed the performance
and importance value into RP and RI (Table 1). Next, the IPGM can be depicted by taking RP as the
x-axis and RI as the y-axis.

<Takein Figure 2)>

As shown in Figure 2, 10 practices (situated at the upper left area) having higher relative
importance are the top priorities in improving customer satisfaction. Of these practices, two practices
relevant to System Service Quality are such as “the functions provided are completed” and “the
system can save a lot of time.” Five practices, namely, “the information provided is correct,” “the
information provided can meet users’ needs,” “the trial balance and return receipt provided are
complete,” “the information delivery process is safe,” and “personnel information is kept
confidential,” are relevant to Information Service Quality. Meanwhile, three practices, namely, “the
usage timeis free,” “the system can provide the best calculation reference,” and “the system always
provides timely service,” are relevant to General Service Quality. As a summary, according to
customers’ perception, the online tax declaration system needs to strengthen its functional integrity to
save the user’s tax declaration time as much as possible and improve efficiency for the aspect of
system service. As for information service, it shall consider how to provide the users with correct,
necessary, and adequate information, strengthen information safety and users’ privacy, provide
adequate and valid data to users, and prevent information leakage. Meanwhile, the key to improve
the general service quality is to ensure convenience in terms of service time, best formula, and
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service stability, provide users with convenient and efficient services, and avoid users’ wastage of
time due to service interruptions.

According to these results presented, the customers considered that there were 10 practices
should be improved immediately in order to enhance customer satisfaction. In view of this, this study
used DEMATEL to help managers determine which practices have the higher return on investment
among the 10 practices.

Phase 2: DEMATEL -- Clarify the most powerful practices

Ten practices obtained in Phase 1 became the bases for designing the DEMATEL questionnaire. Six
experts chosen for this study were asked to fill out the questionnaire according to their working
experiences and indicate the degree of influence they believe each practice has on other practices.
This was done for al 10 practices. The degree of influence was assessed by scores ranging from 0 to
4, which represent “No influence” to “Very high influence.” After averaging these six experts’ scores,
theinitial average direct-relation matrix was obtained.

According to Equation (3) as shown in the previous section, this study transformed the initia
average direct-relation matrix into a total direct-relation matrix, T in order to present the
interrelations among 10 service practices within the online tax declaration system and to map out the
IRM. To ssimplify the IRM, only the practices whose effect in matrix T is greater than the threshold
value of 0.35 are showninan IRM (Figure 3).

<Takein Figure 3)>

To determine the powerful practices that have the higher return on investment, this study
adopted Equation (4) and Equation (5) to obtain the sum of both given and received influences for
each practice and to produce their net effects and total effects (Table 2). Finaly, (r, — ¢ ) is graphed
on they-axis, and (r; + ¢ ) isgraphed on the x-axis. The IDM can be produced as shown in Figure 2.

<Takein Table 2>

Based on the above results, 1SQ1 has the highest positive net effects, followed by 1SQ2, 1SQ8,
GSQ3, GSQ10, and 1SQ3, respectively. This demonstrates that these six practices are the main cause
factors which have the highest return on investment of the online tax declaration system. For
example, the investment on 1ISQ1 may affect the executive performance of SSQ6, SSQ7, and GSQ2,
therefore when the manager regards “maximizing the benefits of improvement” as the main target,
the manager can plan this practice as the top priority for improvement. Therefore, the provision of
valid data (correct, necessary, and adequate) in this online tax declaration system is the priority in
strengthening the system. Second, information safety is a key concern of the public when using the
online tax declaration system. Increasing the public’s use of the system shall start from information
safety. Moreover, if the public understands that the system can provide the most beneficial formula,
the public may be willing to use this system in the long-term and their satisfaction in using it can be
enhanced. Finally, heavy traffic in the online tax declaration system will cause collapse of this online
system and delay of completing the necessary processes of tax declaration. Therefore, strengthening
the stability of the service system is aso an important work for the online tax declaration system.
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With regard to the overall effects, functional integrity is top priority, followed by service
stability, time convenience, data conformance, adequacy, and correctness. The result indicates that
this item plays an important role in improving service quality. Continuous improvement is a very
important task for the manager to monitor in the improvement framework. The manager can examine
whether the functional integrity is improved, the service system is stable, the public is satisfied with
the timeliness and convenience of service delivery, and the data provided are correct, necessary, and
adequate to review the effect of system improvement.

4. CONCLUSION

Service quality is the primary concern in improving customer satisfaction. However, under a
complex mutual influence between and among practices, identifying those with the highest
improvement benefits is the basis for the manager to make decisions. Given a firm’s limited
resources, however, how could the manager properly use the firm’s limited resources, identify the
practices with the best effects on quality improvement, and strengthen them? These are the major
issues which this study aimed to solve. Hence, the research proposed a decision-making model to
identify the powerful service practices by employing both IPGA model and DEMATEL approach,
which can help the manager work out a comprehensive program to improve customer satisfaction.
This two-phase decision-making model includes two major concepts: (1) Analyzing the customer’s
perception of quality practices using the IPGA model, and identifying the service quality practices
that need to be improved: (2) Understanding the causality between practices by managers/experts
through DEMATEL in order to judge the practice with the higher improvement effect.

The two-phase model proposed in this study cannot only respond to the challenging
environment faced by the firm; it can likewise assist the manager in working out a comprehensive
policy to improve customer satisfaction. This two-phase model has three theoretical and practical
arguments:

(2) Integration of the perception of customers and managers: Because all practices are designed
and provided to meet customers’ needs, understanding customer’s perception of the service
quality is extremely important. However, the practical managers are directly responsible for
determining which practices need extreme improvement. Asindicated by Cacioppe, Forster,
and Fox (2008), managers have clear views about the companies and this affects their
attitudes which in turn have an impact on their intended behavior towards resources
alocation. Therefore, to consider both customer and manager’s perception, the new
proposed two-phase model initially uses the customer’s perception to identify the practices
that need to be improved and then involve the conduct of an in-depth discussion on practice
based on the experience of the practical experts.

(2) Clarification of the possible causality between practices: Judging the practice’s importance
to the improvement of overall customer satisfaction based on the assumption of mutually
independent relationship between practices is actualy not cost-effective for a firm with
limited resources. Therefore, this study adopts the DEMATEL method in second phase to
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determine the causality between practices. In other words, clarifying the interaction
between practices will help improve the firm’s use of resources.

To study the validity of this new proposed model to practical management decisions, an
empirical case of Taiwanese online tax declaration service was performed. The application of this
new model does not entail a complex calculation process and the results can be presented by graphs.
Therefore, the illustration can help the manager understand more clearly the customers’ opinion on
services. Moreover, the method can help examine the quality of the service system and make service
improvement decisions effectively to enhance customer satisfaction under the resource-limited
situation. For example, although the user thinks that there are 10 practices that need to be improved
in the case of Talwanese online tax declaration service, this study finds from the anaysis of the
manager’s perception in the second phase that improving 1SQ8, 1SQ9, and GSQ3 cannot result in the
expected benefits. This demonstrated that considering manager’s perception is necessary for making
more effective decisions. Therefore, this two-phase model has high accessibility and validity and
further researches can use this model to make practicable decisions.
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Phase 1: Finding practices that need to beimproved

Based on the customers’ perception

1. Evaluate practices’ importance and performance.

Y

2. Calculate practices’ RI and RP.

Y
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3. Depict the Importance-Performance-Gap Matrix.
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4. ldentify the practices that need to be improved.

Relative performance

Figure 1(a). IPGM

Phase 2: Clarifying the most powerful practices

1. Evaluate the influences of practices on others. Based on the managers’ perception

Y

2. Derive thetotal relation matrix.
(using Equations (1) to (3)) 5
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4 @ (
. 71
3. Depict the IDM and IRM. j ~Sed
(using Equations (4) and (5))
Total effects
\
4. Identify the most powerful practices. Figure 1(b). IDM and IRM

Figure 1. IPGA-DEMATEL Model
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Table 1. Results of descriptive statistics, t-test, and transformed values

Dimensions and ltems Performance I mportant t-test RI RP

System Service Quality 3.9590 4.4015

SSQ1  program for using online Tax 4.0513 43663 5,600 099  -095
declaration system is easy to get

SSQ2  download speed is fast 4.0037 4.2637 4172+ 097  -096

SSQ3  processes of program installation, 3.9670 4.4139 7.311* .00  -097
setup, and operation are easy

SSQ4  Tax dedaration online sysiemis 3.8828 4.4103 8.243* 100  -0.99
easy to understand

SSQ5  thepictures provided by the system 3.8974 4.4322 8.443* 101 -0.99
are clear and easy to understand

SSQ6  the system provides complete 3.8974 4.4798 8.602* 102 -0.99
functions

SSQ7 thesystem can savelotsof time 4.2930 45458 4,275 103 -0.90

versus alternative tax filing systems
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Dimensions and ltems Performance I mportant t-test RI RP

SSQ8 download of income datais fast 3.9670 4.3919 6.527*% 1.00 -0.97

SSQ9  instant windows offer clear 3.6996 43516 10060 099  -1.04
assistance and warnings

SSQ10  upload speed isfast 3.9304 4.3590 7.044* 0.99 -0.98

Information Service Quality 3.8685 4.5189

ISQ1  the system provides correct 3.8059 4.4872 11712 106  -101
information regarding income data

1SQ2  theinformation provided by the 3.8022 4.4286 11.067% 108  -101
system meets user’s needs

1SQ3 the information provided by the
system is helpful for completing a 3.8498 4.4396 9.708* 1.02 -1.01
Tax declaration

1SQ4 the information provided by the
systemisclear and easy to 3.8132 4.4139 10.009* 1.01 -1.01
understand

1SQ5 the downloaded informationis 39194 43846 8.150* 101 -1.00
relevant

1SQ6  the system acknowledgesthe 3.9744 4.4835 9.307* 100  -1.01
submission of the tax declaration

1SQ7 the results are accurate 4.0256 4.6154 10.736* 1.00 -0.98

1SQ8 the delivery of information is safe 3.8132 4.6777 13.930* 1.02 -0.97

ISQ9 secrecy of persondl informetion is 3.8132 47399 14377+ 105 -0.96
maintained

General Service Quality 3.7077 4.3040

GSQL  the system provides adetailed guide 3.6044 4.3553 12863 099  -107
to help solve problems

GSQ2 open hour are very convenient 4.0586 4.4725 7.277* 1.02 -0.95

GSQ3 the system provides calculation
references in the best interests of the 3.9927 45311 8.803* 1.03 -0.96
tax filer

GSQ4 the system can be customized 3.6337 4.2015 9.330* 0.95 -1.06

GSQ5 government provides lots of
advertisement to introduce this 3.7875 4.1538 5.534* 0.94 -1.02
system

GSQ6 the system informs about the
declaration date and provides free 3.6227 4.1941 9.007* 0.95 -1.06
consulting lines

GSQ7  itiseasy to make contact using the 35018 4.1575 10025 094  -110
customer serviceline

GSQ8 people in customer service have the
knowledge and capability to solve 3.5421 4.3040 12.077* 0.98 -1.09
people’s problems immediately

GSQ9 people in customer service can
provide specific service to meet 3.5385 4.1905 10.028* 0.95 -1.09
customer needs

GSQI0  the system always provides service 3.7949 4.4799 10387 102  -101
during promised times

Total mean 4.4043 3.8442

Note: *: p<0.05
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Table 2. Total effects and net effects of the 10 practices

Sevi . Total effects Rank Net effects Rank
vice practices an an
P (r+¢) (=6)
SSQ6 the system provides complete functions 6.336 1 0.023 7
SSQ7 the system can save lots of time versus 4412 Y 1452 10
aternative tax filing systems
1SQ1 the system provi des correct information 4717 6 0.751 1
regarding income data
1SQ2 the mform?non provided by the system 4796 4 0612 >
meets user’s needs
1SQ3 the information provided by the systemis
helpful for completing a Tax declaration 4741 0.221 6
1SQ8 the delivery of information is safe 3.487 0.584 3
1SQ9 secrecy of personal informationis 3.029 10 -0.060 8
maintained
GSQ2  open hour are very convenient 4.933 -1.365 9
GSQ3  thesystem provides calculation references
in the best interests of the tax filer 3.746 0.366 4
GSQ10 the system always provides service during 4.960 5 0.320 5

promised times

13



I E R b LR F RS

éﬁ-ij‘kﬁﬂip\Z@;“”)%"J'iifp?iﬁi)i\%é‘.q\l”}n‘ BT LAV R S Fs Y T
EHEAES SR TRALLE B PPIe- HEFRELT AR L34
LB IE LAY R AR ERAL G F MG EE 0 - FEEE

YT T OF

f?”w*ﬁﬁféwvﬁa PR FEFR
Vi p
[0 Ag=pH GFwp > 12100 F 5 '2)
[] F2%4pc
[ Flecf s %7
(] #& R%
Fup
2. % p g g A S FE IR
wr ivegd [JAgd22 %r%: [#FEs* &
B4 e &® Y ¢ &
[ g et e
Hiu (12100 % 52)
3. g%fﬁgzmu;ja\ BATRIRT ~ AL € B 05 -
E(@Q%ﬁ*%%ﬁax&%‘u’
500* :«,m)

VFERAL A RZ G Y §
E- B 2T ) (1

“W"

T

2y 9*
kg

e

Wiﬁ% ’ Hbﬁl?;f% Pijz'rr'?ﬁrﬁgﬁﬁ,’l % MTI—— ’ LL£ZI _gt E N %ﬁ’%\"}’/\

2010 International Conference on Business and Informatlon (Tsﬂ Mlng -Chun, Lin
Shu-Ping, Chan Ya-Hui, Integrating Perceptions of Customer and Manager to
|dentify the Powerful Service Quality, International Conference on Business and
Information (Kitakyushu, Japan), 2010.) - p # 7% ;“ggi it g At 8
o2 B o B OF K f *t AFRICAN JOURNAL OF BUSINESS
MANAGEMENT(Tsal Ming-Chun, Lin Shu-Ping, Chan Ya-Hui, Service Failures
Identification' The Involvement of the Interrelation Effect in Service Practices.
Submltted) iR :I&? 5 K RPRIEEH 8 AT S > R 3 IR 5 M 4
Fl g2 59 0 "*ﬁﬂ TR AP RN IR A R PRI E RIS 2 M4t
ﬂi’ﬁ?%jipib1&fﬁﬁ¢?%ﬁq%i£%ﬁéowﬁﬁﬁi
HERR R B § 555 - TNFRER -

14



R ¢ EHE L FATIARNEEIFEROFRL

W99 EO07T " 14 p

4 e 98-2410-H-216-001-

VR | RBETHEFIZIE N SRR g R A R

:l= S /{ i FR%’Z» ) %5 %, L= AR 27 = z <r
i@ﬁ LA a%?ﬁ TEARLE TR T BRE
N 99 £ 7% 5p 1 .o e
PR =Pl A=t 4 ,

g R 99 270 7p § & 8| P A-a 4 M (Kitakyushu, Japan)

(¢ <)

§ e

(&~ ) 2010 International Conference on Business and Information

(¢ %)

(F2) 2hw~:

CEX D 1. Expectations and perceptions in restaurant services: three dimension gap
P analysis.

2. A study of online customer satisfaction model: the mediation role of
customer inertia.

3. Integrating perceptions of customer and manager to identify the
powerful service quality.

-~ St §RRIGIE

LA E A A B AR R AR ERRA AR S R LT Rd o pd T
FAAD bt g o B9 A A Hend 4 5 BT LT §
B EAGIe FZ R S R o Bt FARY AP T 0 3 g
EP AABk N F RAFRE S 2p &AL 7Y 5p#iE] A Rihga Roya Hote
FA XFFEE SN EREEFT 3 A ARG ENFT S faFH
(Marketing)4p B #7 3 1 482 342 ;7 * 7 p 820~10:00 F £ o % LFTih+ & 5 3

2% - Bt ~1020~12200 d FALFIE FERE R A % - Hw 2 0 15:20~16:30 d




RPEFEF R FEIFRLFH NG 20 40 R AL e F g

HELLH YRGS REEHNT T TP GO0 BA A A EE T

P8R Y EHEWES e

B RS AT € 2 2 EUE T F (Business) & 3 3 (Information)AR &2 3k 4247

—\

SR Py EkEAREH AR 7 (Marketing) » #* = § A4z
F BREIEE P - B sesson & (74 F (Marketing) > R ET7 P 7 p B A A
B E R 0 RATE L Z By AR B R 4F 2 (Marketing) e
session § ! 0 gERY G SR A AP FARNTERABGF R LY B
REROREMALRETEY S bR ARBRALR CHEZ B 1R
FABNF A > @ T EHA PN I g T ALY 0 gk dhsessionchar 35
BABRA T EREFT ISR ARG D RGy hE L 2 g F R

HE S R ISR A KA PR ST T 2 2 R W B S R AR

B2 Hp T o LD S ﬁb:(g;i » N hg ]«/{;ﬁm/_l (Jf-* - 1H§-T-ﬁ,’\ - E 'j-_f?)j,;;ﬂ;.ﬁ"‘\

N

PGB G LR BBV E R L EDL L AFHE L
LAELELERT L TRE > T F A B AL AF S LR E S £ S

AR MHREFY L AL BN AR RRR S TR
AREFFCS BEFFTAAAE G TR E X ERATED T REEINT 4P
LmE g o B AP RS T S 0 TR B2 PSR R B Y i

T ﬂ,L#B f;;ﬂ,b:’( 2},;, Bk p"j‘gm““%"ﬂ'*\ b"irfb ,«,gﬁﬂ 4 A ;\j\mg/{h—ﬁﬂ'ﬂ b":_ﬂ:



(5]

itk
TR LR R
Wxﬁﬁzﬁzﬂgfgégﬁé Jé,";;i‘g p—‘?i‘ggi_‘m ;1'{;1[7% o

5

-\

é?ﬁﬂ’i j\'ﬁ % gi ﬂ’!ﬁ j\ @Z]K?s%‘f/{h-,};ﬁ"j‘g ’ 1#'311-}#9%%;4‘1 “l_"':_‘:_._g_o

S R S




R G A

Al GA {Ete),

vy .
B G S







WEREHFTTHEFT S EFREL

PEAELER G

33 S5 0 98-2410-H-216-001-

PECH RS TMER R FN R LR R R S RS

g X
Y ek P &
5% p R LS s FERE | g SRR
B (s |Ik(z 75 AL = | B S
fegr) | ) #H oo o= ¥ ...
%)
R 0 0 100%
e PiEBREL |0 0 100% #
¥ E T
it g 0 0 100%
P 0 0 100%
o : ﬁ%f g 0 0 100% .
S 9 0 0 100%
B e 0 0 100% n
R I
B4 & 0 0 100% + A
L4 0 0 100%
fgrsih A4 [E A4 0 0 100% o
=X
(2R [BLumih 0 0 100%
LiEen 0 0 100%
L 1 1 100%
o e PALARRBATED |0 0 100% F
gﬁ‘nQ E T
it g 1 1 100%
L1 0 0 100% Y
%11 v ‘;i—ﬂ % ¥ 0 0 100% "
O 0 0 100%
1 ?P
" i 0 0 100% 2
A I
#1142 0 0 100% + A
L4 0 0 100%
P e 0 0 100%
A =
(hEE) LR 0 0 100% '
LiEmm 0 0 100%




H A%
(miz gz
5 hoyE B s d S
HREE S ERREE
V=g g NP LB T
SR R D B
Vicne S TSN | 2
EE G F A

}ljo)

g

’i X538 P

frebs

—

#R%EL S(7 FRredn)

/e

Re|grga epe A1 8

21

Fi

B ye s IR

T e

3
1
4e
g |FiHE/ iy
i
p

PEASHAEZ 2 (BR) Ak

OO O OO O o (o







T PR S TR PR R

ﬁ*‘%ﬂ?&lﬂ PERVENCARE CEITFHIFFR AL AR F S Y
T (5 & 4 +%\:§=ETJ*%~,&3\I%IE\§5—§KE\\ HEEZFT ) 2 F§
ELFmaF LY R AR FRAEBFHEES T 5FEFTR o

Ly p o R hAp AR ~ 2358 P R T 8
W=
&z 0 GFsm > 21100 % 5 12)
[I7 % 4 px
mEES E Ly
IR
N
2. 3 = % B T 4o o j‘%'f | & §-35
w2 Wl FE agiz2f LER &
B[] &® []Y 2 %3‘—6 B
B D ﬁﬁ[hmb’lﬂ
H i 3('/ 100 % % *2)
T %S 2010 & T % g £ 2010International Conference on Business and

Informahono p o n e ﬁ?l B3t € 07 2 s 17 R 2 12 e FEHFR T AFRICAN JOURNAL OF
BUSINESS MANAGEMENT -

3. ;F fi?}ﬁ'&jj‘k N D‘Jj://f’ﬁ‘f,'J%fT R 7&_%?2%‘3:{1
B (PRAESETRAZ L E T

500 % % *2)

AP EGER - SRR S TR TR MR T RS R i

FER A5 RIS M AE X T h 0 AT B % e 30 0 450 2010International

PRIV SN A )
s BRRE- HE LT ) (M

-~

hic]

Conference on Business and Information s P # 7= ¢ jd #754 § #f 822 o {80 Mg >

12 2233 AEfR >t AFRICAN JOURNAL OF BUSINESS MANAGEMENT o -7 7 5 % #-7 17 5 & kIR

B RARE O RS TR R L 51 BEF LT REY AR FEHE G R

Pl?izz»qeﬁl?izz»rrﬁﬁ*a MaEFF > A7 REAF T N L RS T AT R 2 L2 o 4p
PR BRI Y5 - TR




