:2005-07-18
(1978-),

cF27 A

110004)

:1001- 7348(2006) 05- 0171- 02

2 d

B

[6.7] M

4

(1945-),

2006 5 : 171




d

Yo
3

(1)

VYi
yro
0 1

(2)

172

, Taguchi
(9,
, J
=Y wl F | (1
,J |
s W
i JyEd
Vi
0 ;
1
(Y YD) )
,0 0 1

(3)

(4

m )
(SNR), SNR
3y
_ r=1
SNR=- 10log( m )
,m 3

(2)

[ 1] T.Levitt. Production-line approach to service. Ha-
rvard BusinessReview,1992,11(9): 41- 52.

[2] Shostack G.L. Service positioning through struct-
ural change.Journal of Marketing,1997,51(1): 34
-43.

[3]S.W. Brown, R.P. Fisk, M.J. Bitner. Development
and emergence of services marketing. Services
Marketing, 2000,8(6):77- 96.

[4] A. Parasuraman, V.A. Zeithaml, L.L. Berry.A co-
nceptual model for service quality and its impli-
cations for future research[J]..Journal of Marke-
ting,2001,49(2):41- 50.

[5] G.L. Shostack. Breaking free from product mark-
eting[J]. Journal ofMarketing,1999,41(2):73- 80.

[ 6] G.Stephanopoulos. Chemical Process Control: An
Introduction to Theory and Practice.Sydney: Pre-
ntice Hall.1984.

[7TW.L. Luyben.Process Modeling, Simulation, and
Control for Chemical Engineers.,London:McGraw-
Hill International Book Company. 1974.

[8]M.F. Hall, I. Press.Keys to patient satisfaction in
the emergency department: results of a multiple
facility study[ J] .Hospital and Health Services A-
dministration,1996,41 (4):515 532.

[9]C. Loch.Operations management and reengineer-
ing[ M] . European Journal of Management, 1998,
16(3): 306 317.

Study on Feedback System in Service Process Control

Abstract: To control the real moment of service process,

service process control was taken as a feedback sys-

tem and the values of outputs and manipulated variables were measured by applying the design method of

statistic experimentation.

Key words:feedback system; service process; stake holds
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