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F‘C\K (acknowledgment) FHFEH DA a=r—a 2%t L o722 L DOEERCHSH
"B [ (question) fF ¥ <07 A 1F D Bk
ﬁ%ﬁ}& (confirmation) #HF 5 & RERCE AL - AEKLE WO BBEL D NDHHESTWND T & AR
F871 (advisement) fHFHDITEN &2 & B - g - FoR
& 4R (edification) E#LAIF R DT
BA R (disclosure) ANHIFIEH - & 2« B DR

VRM X4 # A7 B > ZTHE TORGEIATICHWN SN TR, ZOROMIEND

*1J.B.Bitner,B.H.Booms and L.A.Mohr,"Critical Service Encounters:The Employee's
Viewpoint,"Journal of Marketing,1994,Vol.58 (October) pp.95-106.

*2W.B.Stiles,"Measuring Roles in Service Encounters; The Verbal Exchange Structure,"in
J.A.Czepiel, M.R.Solomon and C.F.Surprenant( eds.) ,The Service Encounter;Managing
Employee/Customer Interaction in Service Businesses,New York University,Lexington
Books,1985,pp.213-223.
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2-3-3 GTAIZE S KFEHHT
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ﬁ\?ﬁ?ﬁ@ﬂfﬁ B 525, ZOLHI=ax :L:b“—“/a vaERE LIEFEEDHETF
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(function) ENE (content) DfHALELEICESS a—F 4 T H2{ToTWb, ZDH
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DR DISEDEE (HES) #& L TW\WAhH 7 —ATlX, CP rﬁ—/kbf\@E@%*

*1D.C.Cansler and W.B.Stiles," Relative Status and Interpersonal Presumptupusness,"Journal of
Experimental Social Psychology,1981,Vol.17,pp.459-471.C VRM % AW 7= 3823 7a ST\ 5,
*2A.Lampert,R.Dale andC.Paris,"Classifing Speech Acts Using Verbal Response
Modes," Proceedings of the Austrarian Language Technology Workshop.Sydney,Australia,2006.

#¥3 R TCIE Y — B AR (service provider) & FEIR S AU TV D FEPT A AR TIE CP & 7T
ik L7z,

TR TTRIRBELTEE D BWETR] LORFIIHLTIDOL I Ra—F 4~
T EN TN D,
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ME w7 OEA IT INF,ACT,ECO
B | FE v 7 OFEMIO TR OE A ITD INE,DES,ACT,ECO
ME Y 7 OFERIO TR DT INF,DES,CON,HES,DIR
e | P> 7 O ET INF,SUP,CON,HES,DIR
_ | EREDOAL A=V OBk DI ACT
15 INF IT,ITD,DT,ET
a3 a=k—3 g Bth ECO IT,ITD,DT,ET
N | — 87 ey 7 Ok ACT IT,ITD,RT,DT,DI
% DR A EM DES ITD,DT
R | BEICL > THRRENIA A—VDOHR— |k SUP ET
i HES ET,DT
TR CON ET,DT
FEAKGR NON ET,DT
ala=r—va R EE T n—7 v 7 | DIR ET,DT
2-4 £
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TX 5,
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ko VBV AR L7s Halliday & OWFFETIE, (#HEE & L COHEIOEENIR T
LFEORMET —~ L LT\, BE L OFABRIZOWT O EZIT > 72 Mohr & D
BN TH, R E CP OMEIRIZIZNENOXEE DI RSN itk
TRESND E LT, &E L 27V 7 NoOHGHEZOREICHE 2 TWe, kit bo
&M L7z Hoffman O OMFFRIZEWT S, MOMNEXBE L L TOFRADOKRE 25 L
TV Z ERFAEDOMMES T e R LRI Tz,

M) & THAESIEREMGE) T8 ER) VoM EOBRICOVWTIEED XD
WZEZNT VDN, F—ER o T —DRHE T, SIS TWAEENRH S
MEUDEDLILTHLE LN TWDHDIT Tl HeEIC X 2M@E )T BHEFESTOKRENIE
WA .2 TW5D & Mattssin HIXTERT S5, 2O LI L THFELICEREE 5 2 5174705 CP
CBEONGTITb s Z &b b, ZOHE0mMEFEDOREKIL, ERICK> THRRIN
= THHAESIEBEMR) (HEFOITAEFHRE - HE LD 5 BR) T4 T EEx6N5,
HEPGRICBWT &5 &3, Bl ala=r—Tva vzl L TEY SN TEI ¥
— DBy FTHIHEEZLN TV, =B R BT X —D7 v A%@ L TH
LWRIED THESIEBIMR ) k2 EARM S, 2 e & bITHTREENTFEH ST

*1J. Mattsson and M.J.den Haring,"Communication Dynamics in the Service Encounter:A
Linguistic Study in a Hotel Conference Department,"International Journal of Service Industry
Management,1998,Vol.9,No.5,pp.416-435.
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REIZ72 D,

SHOIZHHETR R LEL DI, AR, —ERX = DU Z—Z2 W0 IZEEA LT
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