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7’s Framework

1. Staft
2. Skill

3. Strategy
4. Style




7’s Framework

S. System

6. Structure

7. Shared - Values

Peters,Thomas . “In Search of Execellence”
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The Service Triangle

KARL ALBRECHT



THE INTERNAL SERVICE
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(Customer Satisfaction)

= Y A W
ﬂﬂNWx‘iW@%ﬂlﬂx‘iQﬂﬂﬁJ 330

o & 2’1 é’ v
1. aummmmaﬂumuwugmmmgﬂm
(Fundamental Needs)

2. AUDINNNABININNNINAINIANI
(Expected Needs)

Y a ::; ' % =
3. ﬁuﬂx‘iﬂ’313~lﬂ@\‘iﬂ1i‘ﬂuﬂﬂQﬂﬂ1ﬂ1ﬂl’l$~lﬂ\‘i
(Unexpected Needs)



Yy =X Yy Y Y
M3a3 19NN lalviungnm
( Customer Satisfaction )
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FIRST IMPRESSION, BEST IMPRESSION
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SERVICES

: SMART AND SMILE
: ENTHUSIASTIC

: RELATIONSHIPS

: VOICE

: IMAGE

: COURTESY

: EMOTION

: SKILL
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DISNEY PHILOSOPHY

1. P : PROFESSIONAL
2. E : ENTHUSIASTIC

3. K: KNOWLEDGE - ABLE



S : Service
C : Cleanliness
V : Value

Raymond Kroc
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KONOSUKE MATSUSHITA

MATSUSHITA ELECTRIC INDUSTRY
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(Personality Development)

0. IATUNTIV GNDHH I



NULAZANUHNE

UANANNIN
(AN + NN )

Personality
( Person + ability )









yAaann N (Personality)

HUIAANZIUAD

- Sound mind

- Sound body
- Sound speech



yaaanmw (Personality)
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(Internal personality)
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(Internal Personality)
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o (Spirit)
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(Perception)
anuls (Understand)
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(External personality)
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sUanual (Character)

n3en, Mg (Gesture)
lunih, wihen  (Facial)

TOYEL Smile)
AITYA Verbal)
NI (Listening skill)
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Hans Eysenck

EXpression (NMSLaAID0N)

1.Introverted Expression
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External Personality
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External Personality
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External Personality
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External Personality
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External Personality
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