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Abstract

This research is based on the theory of "Moment of Truth" (MoT) proposed by Swedish scholar
Jan Carlzon (1994). It explores the audience of Chinese Opera performances, their experiential
behavior, and their feelings during watching Chinese Opera. This study analyze the relevance
and influencing factors of the Zero Moment of Truth (ZMoT) before watching, the First
Moment of Truth (FMoT) during watching, and the Second Moment of Truth (SMoT) after

watching performance, which determine the audience's decision to Chinese Opera program.

The research employed a quantitative approach and collected primary data through online and
paper questionnaires. The survey was conducted from April 28th to 30th, 2023, targeting the
audience of the "Who is the Hero" Chinese Opera performance by the National GuoGuang
Opera Company.There was a sample , among of 2460 attendees, 187 participants responded to

the survey, resulting in 187 valid questionnaires in a response.

The audience's experiential feelings towards the performing arts program were influenced by
the appearance of the "Moment of Truth," which engendered trust in the performance. Using
scientific metrics, this study analyzed these experiential feelings and identified four dimensions
based on the Moment of Truth as a factor through confirmatory factor analysis. These
dimensions were "Second Moment of Truth in SMoT," "Activated in ZMoT," "First Moment
of Truth in FMoT," and "Passivied in ZMoT." The results indicated that the sequence of
explained variance of these dimensions was SMoT > Activated in ZMoT > FMoT > Passivied

in ZMoT.

The research findings indicate that among the observed demographic characteristics, age and
personal annual income show significant differences in relation to the activated moments of
truth ZMoT (audience emotional engagement with Chinese opera performances) and the second
moments of truth SMoT (audience social media interaction with Chinese opera performances).
There is a strong positive correlation between activated moments of truth ZMoT, the first
moments of truth of FMoT (audience familial heritage engagement with Chinese opera
performances), and the second moments of truth SMoT in determining audience decisions to
watch Chinese opera performance art. However, the passived key moment of ZMoT does not

show significant correlations with the other three dimensions.
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The highest correlation is observed between the moments of truth of FMoT and the second
moments of truth SMoT. FMoT has the most substantial impact on future audience viewing

behavior and influences their willingness to purchase tickets and attend future performances.

Keywords: Moments of Truth, Experience Economy, Chinese Opera, Performing Arts
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{LAIRTHVEE S —R - RS THSHAN - BEREEFRIRENEZERE - BERED
WA B R R EORRE R S SU LS R AR SR R L I S EDE B B B R - 2



SUARLIR Ko Bilde > EE R B ERY e RSB R0 T AR AR i TS E
A > FEREFEERNVIEE - DIARHE - BB EEEmBIGE T © 4SS - 5
BT EEROH AR « SRR - RIS TEH RS - BBEA TSR
BUEGREEES ZHI © BRSO ~ 3 ekl A0 A2 @ - R EanE - JhE
BRI R T R HARE -

e RS (4R th = A - S G R T B e R LU IR > OO
T SRR A EER - DURESREHREREER S ENER - HREDEREES
SRS R & RIEBIMIIT IR - BOCBIE L — G - (£ 5 T IIAE B
BB ENN G 2 A B -

BRI E a2 AR AR BT HIR [ (R AR Rl 25 e A e s U
AR [F Rt BRI ICE E i AR ~ Zotlt - IBEUEATE( AL > 2R
T RES E PR AR ESEE AL

[ T R B R X ST > SR O DA (e RGBS A B i S — H R
SRR 2 A DUARHY B SEETA] - AR (R BRI B a2 S B H P HETT B S8 AR REs
[ERBIRERE A AT TR - SR L F R ERS) - B8RSR
MEEFREEHFRL - RFRFFERMEE RS EETEEE A
AT A 2T - BE BN RENIEE —REIR - EH LRl - BEDLE
EATERHIEM (&S ) ~ (EsHEc) ~ (F/EEE) (REFEEE) - (205
&) HE L2 RE - FORFRIESEIER bV EESE - BRI AEERE 2
ECREVE RBUR S A SR ESES - BDERIEABES LU ES - EaghEE
ARSI > IS (F S B Z P A AR IR IR -

[ R ] 2% S8 ) S L RS I B A BT - WGAE 2002 SEREFRRE IS T 4k
KA (FREEE > 2019) - ESESHERYER DR B2 A ETTERAVEIR - 1TE
HEVRIFTELE S HAVESE - BEDELRIEIT SR HES - ElhaEREEE 5
Y anfE > ST S A AR R TR SR LU B (E - B a8 R R IE B MR st
AT R R T Y AR E R BRAAR B - BB 0 PR S BRI T8 T BB TR
A M ERR B R ey > IE T RE R A E WAL S RIE - S AR EiER
AR B %/ R AR VRV R B - BEUAREE - 8RR - ERE - 51LR
ERER ~ $HEREE AR RIS E) - RS IR AR -

RIZIREFEQOEL - BRSNSV EHE - S EHE B sy 1 22
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AEET > QY IAGE TR MR - FrdREkes (CEfEIRE SR T i AR ER G A
T RES BRI FED A ERESCRBI0U-H5%  2AT EDERE R 2 B
HVRBCER R R PR R AERERE - S 2 BRED R E PR R 2 E HEE
mE WRTEGHE > (BEEEREREEA T EER I E > BRI
AT LAEEIR DU -F ik DU N AVIBUR VB R T o (BRI R R g TAFRVFEE AL - IR e
ERRERRET] ~ HEEZ RS UK HEEMIESHINVEREE - AEE SEE & P pUH B
BT > 559MeE 2017 £ (PRI ) BUREEREER (GREFE > 2019) wJLUGAT -
Ll 18 2 25 BRiSEEf % > VU-FER bl NBURAT 70% » B4 kG T 39.2% » B4
T3 57.3% I RBE > ZHELENENHEEREA R 8 TR -

R E R AMEZRARES I~ BRI IES ~ RIEREILREE - DU B
WA RIE RV EISNE B > SR ERE R RIS E sl M9 BB ER - FIZ BRI
Sffghein - BDCBIEROLE 20 F > RERILTEE RS - EEBEDCEIE A E
fir > B RSB B B AR AR R A SRR s 1R -
=~ BIEBHFRIHEEE R

BUR - EIERIE S A AT eERk ey —(E RS o KRB AT By - 0 HL
ZF T&El , (HEE - 2011) - EHVERPEEHENGEEIETR
BRI S oy T REEE L ATE T o AR B EEE HEY—E ) - 178
P o HLIAIERIRE (Life Style) 2R T ERNEE (BG) AUBER! » HPREBROHE
DURAL &R - fiE Kelly(1995)AY{E A2 A1 ZE 5 (Theory of Personal Constructs) » #A#{T
JHERE Laze Williamr DIAJERIRE 3 WOH B ZHIBRER > Lazer(1963) 1L 10 B4 A
(Psychographics) R FER & & H S B SUERF M BT BEIE - H Rk BT 5E R
HYEERF#I%E > Horf Andreasen (1967)a8 Ry 0B RIRERF A TR RIF] o7 EEBE - FHEAYRI(E R
BEAVAT AR ARG ] > ERRay T UB AL R RYIES > 7810 Engle ~ Blackwell
&Kollat(1982)AI[FE Ry » FILEAGHIMAS LU EFEARE T 4 /ETRE » Kollat —{E A4
4 ERBUE S B ES) (FEH > 2011) -~ BEMEIRD LREZ RATi= - Engle »
Blackwell » &Minard(1990)4 %300 H 5 B E #AETERIRE » PR dEE AT~ RET
s BR EAYE H 5 50 > H5REE TG lE g - SR o DU BB
Kotler(1998)&7 5 DL RS » s8R (8 NG EIRE O 8 - K58 L GIER AR ABRE
AYEARY » R A —BREUERRE - &FE T LU EERE - nI DL T AR R RR BN B AT Rl
MHEFEN - AEATERRRRY T > A DA 2RI ER & H Ay H AR > S 415RAE
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o3 T i AR R Y AR TR A RE RS A B R R IO B 2 HARE (L (BR e ~ E 228
2001) > HUAAERIREHE UG AR - L a0 e AE T HEBURHY H 2
40 John Pick f£ (EfI{TEL) (Arts Administration)—FFE o3 RV URIH 3B Ky ([BEE
M EEE S 2011)
(—) ~ JBAEEE X (Potential Audience) : HBIERSBRIHEMEIH > HERAMESE
RN

(=) ~ I EYER (Occasional Audience) - ¥t £ BIF M ETET H B A 5851 > A
TSI -

(=) ~ &EHHVBUR (Regular Audience) » & [RURyA[RIEM T 5 | HE 1T 2 B MEE T -
TR TS A FEIA AR -

(T9) ~ AE(IZ L)) (Inward Audience) > SEE I AFRHENM & - FEEH ERY
RS TR ARG NERE -

BRI LU S Ry B A VUt - BT P B AR SN - 0 H DA O BN ER IR R
FofifiCy > RS VBERER ~ (R BVEBUT A0 5EFE(Diggle et al., 1976) - FypI{EFRIEE
HSINE @ BB ERAAK S M > F15 T A EERERR ) AURRET - h7ess
REUT - AREE R % 2 2 B EEER) - ARG VBB R - e Z U
VB ~ SEH VBT o (I Chip Heath(ZfZE (5%) - 2019)PUK Jan Carlzon (=t

(FF) > 1994)HEm Al - HERF N EREPUS I EE22HY » N R S RS (A S = SR
BAHE =B -

{fc# Kolter ~ Scheff (FB5H (3F) - 1988) SUR AT LUB S 288 Hss - FeE Bkl
B HAVNZR - fA5 ~ BER ~ FoRRUmEE o By NYIERS -

(—) ~ BESRIENR 1&g~ BUaT ~ 8URT) -~ BT R HIEEE LU

REE ~ TR I ARG EE -
()~ ZMERZE  HRERTT A B > siERE S TEE - 20Ut - g
PE&R > RIS R R R T R E R A & AR L IR & -

(=)~ HERE  25EE - EREMW - AT -

(P9) ~ CEEAER ¢ M~ EIRIRSRE ~ BAIA -

(1) ~ EANZE © BEE ~ &ORIRM ~ ATERIRE ~ R

BB SRRFZIBTE > TR LR YR
(—) ~ BURA e © SRIFAHGFT R AR AG &8y - fE[E—TH HAVRIEEET H o

gl

R

» LA I EL -
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HERFREAB RS -

(5) ~ BURHVHERT © FaBE S HFFHRA S ST TIERS  BUER IR LR TI5
FEAETHFEGIRAERR(EER > 1999) » JUERFEHEATER - it
S BLH A IE H R H HPER

(=)~ BRaviER - SHEE IR HGHVER > FILERT - BRHERILA
ST B SRR o TS R R E S 2 L R R RV EUR VB

(T9) ~ B HYERE - RIBFIEETET HAVEENE SR NEH R EREBRETY
PRI > RS ELRIEEITE H AVRRON - JHE A FEREHAVET H 4
HAER > EE R IE RIEEARE s

() ~ Bl - FEETE GRS AR AE - T aE BRI g EE - 5
R EN B AR R -
MREREGE (FHETH) (GF% () - 198) THyFpsHEEt - EERFER
THERTHVER - BT A B E R R ANV (RE R > 2010) > FERIFINTTE T DURERET 2
BUPRRIGHTS TR - 2016) - WFEAEREB R A TS IUREA [F R s B E R BTy RAY
BEAREMR - JHETT R~ Fil - EEE - BN - BEREFgELREER - B
ARHYBRSE I DLERE MYISIR (BRERTE > 2014) -
(—) ~ MIZEBUR AN R R BRI AT A TE S {E R -
WAL ~ ERES - B AMEFT R feeRES EE BRI -

()~ SREUEEFSHN ARG R ENVER © FREEENRRIIRERIGER » X
JEHERS ~ BURMED ~ B EE -

(2) ~ NEER B AEHTEUR © WENERUEE HEEER > ERBERIEEI
R = B S BH BB RUE ARIEBMISE -

(1U) ~ B EI AR B AR R E IR - Bl REE N REREE - ¥
AHEFRES N TELE - 2EER - BEER - 85 SIRICEREEM
JEE

[ P Y R ST T LA G T 2T > R HY HARA S ERE B BT LA
FAT Ry SR ER A T AU B R ST A - B R R I il B RS B T BB T T 17 8
MEIIEE - oA ERYANCgET ~ EEE - BET BURATEHRE - SAHE R
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BEBETATIIEEAREE - FREEETE R VB B DU B E R - 8l
TR DR S BN AR TR RS B4R A # % > Wind&Green (1974) Fife
tHAy AIO ={E & (Activity ; Interset ; Opinion ) S8y - [T S8 Ee ol (HEH EL /S ARG
VALS(Values And Lifestyles) 3 357% » #EM ¢ VALS FEEFERN = EH KA (Self-
Oriented ) 7KSE&RFERERL @ 2 Ry VALS2 » 3 Al RHAE By T3 =R ]

(—) ~ JRHIZEE (Principle) : EIFE (Fulfilled) FIMHESE (Believers )

(=) ~H#firEE (Status) : pEE (Achievers) FIEEFI5 (Strivers)

(=) ~178/& M (Action) : &85 (Experiencers) FI#LEE (Maker)

(M) ~ HAtr : TITHE (Actualizers) FI#F$[# (Strugglers)
PR ATO =& fRIEE 28 AT LA BR TR N A1 =050 -

(—) ~&E) (Activity) : 245 ARSI TE) - FIAIGE RS - (A

MRS T e B IR R -
(=) ~ Bl Cinterest) : ZAEHINFIART € H5 P R ERAVAZ S B AT
(=) ~ EH (opinion) : ZILIREERFIEMETAVE B2 HRIE(ERS - #mESE
R -

RS (2003) $5H AR AR S A RE RS ) AT DARE T L TR i 1 ~ R A20E
& ~ WEERVE IR BB TE R - WAE 5 R s ik v DA 22 o8 A CVRF B B BT DL e 22 8
FHEAg AR AR
B - RESTHIR R AR REER R

Pine f{1 Gilmore /> 1999 FF-42H " #SERaS , AL (EER - BJ&  JTRESE (8)

2013) - sz SRR B B R B E A DMEMEA L T XS B RE » 2 T 885
&L | (Theatrical Economy) » #SER&CRFR(L T IUIERYE © R8E - 35 - E - F%
AR EoAtt P i {E(Commoditization) » FIERHIEEESEIEY) ] LN, » BUESERE YRS
HEEE @ IRBERIPH - M ASERE SR EEDUSENRY - BeBnsCR rhonsi B (E s 2E
TRBGEI B Ry — 5 REES) > EmAREES 75~ IREEEE - BN
At —RESEUEHMNESE TR RS EEN R EAHERER - SmEEEn
SUHBEEHRRERIVFR K - I HEOR MR EE RSN AE LS - miEiE s A E
EHVESE RS HEERER - AMMIEEERELHERIEY - BRBVER (2%
o8& TR (5%) 0 2013) -
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HEBRHIELSR U Cie

SRR R

R AR EHY

2.1 RIS
BRRE  EER  BJE TR () (2013) - eipdORR : A EEESESE
# ° ®%FZ(B. Joseph Pine Il & James H. Gilmore) - 510 @ &7 H AL -
B 96 -

Schmitt(201 1)K 8 g i — 25 4l 73 Ry B E (Sense) ~ 15 &l(Feel) ~ &% (Think) - {78}
(Act) ~ BHli(Relate) 7L{E J7 T - HECRANE HEIEAEERISE - FEAEBE—RIIRERET
SRS (E EAZ o BbAh 0 B T TERERE TR - MEDIEES R BE o I LA
AHIAZE - 45 Carbone A (2005) (VEI%: > BIE LA ERBBEIFTAGREEE 4
FHEIER E S BEARE - Bt (EHRS(LES R ETRRREE - KN4
RWVEHEE S - ARt E D BE R IR R E AV E - Maslow (38 - B
HIE (88) 0 1987) SRR NEFR K2R RBIARIEHHER - (EFBIEARTE KR %
ERER (FFe% - B () - 1987) » BREHO TR

(—) ~ ZEHFE K (Physiological Need)

UEFE N RO BUBRR N AR T K -

() ~ L& FK(Safety Need)

NEZ BN KRR 2 G BB (T S 2 2R K -

(=) ~ EHIEFEHYTE K (Belongingness and Love Need)

HE A2 - RO - W - BT RERK -

(M) ~ EHZE K (Esteem Need)

ERIGER B BN — IR K -

(1) - EFREIHFE K (Self-actualization need)

HEFRG—WAERAFTK - BUZERIE AR T K 2 EE e -
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N (B A AR bR 95 AR R S HV IR (RAAEEY, 2012) > [N RyRaliRas LUK Bz
5% o A DURZ IR ~ i E EERCZ - 2RSS T OSENE - LDERRE
K IR VIR - BB « B SRHVIESK » EMERLLENR - I Hiwke 7 (8 AHY
ek~ R ARG E - APV KT ]A L ek

(—)~  BIEIH EE - MIEEA - 325 2RE - RE SR -

()~ (ERSsERE - 205 EEE

(=)~ DHEFR R - E74% ~ 4078 - BRI - kR - (R

(T9) ~ SR - AE) - Bl 0=~ 28 BT - B R - Rl

e

()~ HrEEE © B ARG TRV -

pelRdORESUN TS (BT s > B - F%g - 5% BEREIHAE &
AR ORI > FEINEERE > A LHRMUN B IERAYESE DURECIE - RIEE
BiH e THRESE - BRI IR EEHE SRR T - RESIMHVRERR T 5%
G B ORI A R (R EA LR o sRERE R AV R Ry - I E RG] - Al
EFREE MVHZRMAEBEGER 0 2010)  JHEE (BR) FEREF RIVES - Ik
LUR 28R > FESHrEB MEE R SUEESE T HER » MEMERERGETTH > 2016) » &
HEIT R EAE I U IWESE - BBEZOATEHES  UROUERER
ANV G LU HESRE > AR RN RS T > DI Tl a] fE R IR LR 2 ENEh il
SRR - B~ FE ~ R E - FRAERRIVE RS - EARIE R
T EPBEE R - AlRE T RIFRVENSR - BeBR R 2K B NBUR NAERY g SE - EH 2
FEIRG ~ Ak ~ TE& L2 BTES > SEANEREZLEINEASHER - i L {2
BPERHA R E T - FERANE - SRR AS IR - WEREE " T
EBUEHIAIEES - AstENZIRETSEFEL > BT (BUR) e AR
Z o BEAGEREEE SA AR (BRAT ~ K ~ R ~ 178~ BE) -~ FEMEEH
(Customer Touchpoint Management) ~ fZfi##(Touch Point)Z/EH LMD - Relaii(NE 5
BlE A FEIY RGeS S e & R RS S A TR MRS [ R I AR Sl 2
ERFREHE R R T RALE - BEERER Y ERED R R A BRE S S AR B
AL -
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2.1 ¢ EAE AR
SAZHE st

FOHIPE PORIPE S Ry B G B (A S8R > BERF DS B & e P B 2 s YRR, 2R
Aware TRRZ AR BB ISR ~ LRI TS5 E R B AR HERE -
EIRlE e THEE R R EE SERE IS - e DB E SRR N RZIAVEN S » Bl R
Appeal SKIEES -
SRS SHEE G R AT ORYBRE » FtG Bt A ELBR Y Shg A T A F'Dﬁ@?%%ﬁ*ﬁr"
! Ak = iﬁ%ﬁﬂ RIS oA R ~ FRERHE - FTEEEIR IR OB EFE ]
s FE oo ©
EEE FOHEH EE@F’DW%FQ?EEEEEEQ‘} LAV EATTE) o TN REEET R B
Acfl = BETHEEE - THEBXZ DV ERRFE » SR mVEERE TREESEE S
b BN EEETEIY N IEmAVEISR -
(B RAFHY EN AN IE B9 [0 R EE ST RS B & S an i B E - 2ME SETE Bl ~ R
Edvo?att BAAR R At AHERE b o DHERE S A A SRR EEHEE H C EE MM 0 B Rin
RSk iR S e B -
BRI - BI8E (8) (2017) « {785 4.0 : FEEM SRR AR E Y2 B4 (Philip
Kotler, Hermawan Kartajaya, Iwan Setiawan) - 5305 @ K NEEsE - H 113-118

Pine 1 Gilmore(2013)/F #2 (& BS B b » fifebati by " BIS ¢
REF - T a1 iE0 R fp & o foghit— 0 G ARAFA L T
G TP LS R A R A A GRS - 5 N Bk
Borerenr BB B ge it A IR E AR jE ) K
GIHP R g d G o hEs R g s e (EFER G B E (FF)
(2013) - R &Hmpri @ At piExqd 84 4 5 5(B Joseph Pine
Il & James H Gilmore) o = A7 & FE4L o F 233 ) o
BT DR BIAR Y R IR E v DAE o B IOE = > Rk T EESES
"ENELEE - TEEREE, - TEBRRES ) & AESEES S TE RS RN
AR A > TR ER tHERET - oA BIELFR R Ao is o IR SE S M E S TIE
HES SO ILE » #eESENEERE—5 > BranEERE——4FE -
TARER IR » REEIITB B ETIERBIN I » U7 EE s > fE R L
B BEEZERIINCR  BICRBISRIE R SF #ENEY: - REBE LR A —(E5E
AT ES > IR 451403 (Continuous Improvement) 55 & 4F 7 (Lean Production)f& =AY
BT DU BEREIGE RS ZEN By - sHEE—{tEEE e — RO+ E
Feft 8 LAV R » Wihnse BAFENSR © HiEF1G e T HE AN 8 > 805
HEVHIE R EMAERENANS - H2 e REF N RIERE € G BB E IR
HE4EFHE - e L PurE g5 230 7 U o] AE— SR e 5 B A -
BRI IR L T EHN AR » BB R B S BT A B R R B AR & F A

B>

Q

%t
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BB S R S = A 0 B HAVEIEEER T RIMEEIA - ik T o Bt BB - o
BUETRES BRSO R ARIE - BE - Y% - F5E 0 SENEET - BEDLEIERME S
SACAGHEA AR B4 - DL TRSERE ) IURESHERE B L - ARTRERIV UL
FEEYE - e DUBE R BN ARGS W BUTOE A BRI 5T - SHE Sy AP B ST
BRI B BT D R FERCA SRR JTHY RS RS - RS - B - bl - R
HEPGHR R T - FER—EEAE IR IEOR R BRy 7 SRIHO Y S M B B
/‘“ﬁ °

Bk 2 B (2004 )42 I 22 EA T P Y RS B T 95 =X Ry 25 18 1 IR AL R B Y RS B 5 [ U
PEEFE TR AR B AR REUR NS - T e F5 oK TR (E&ERIF - RIEHR
HRER - EXESZE NER > BOHEE (BUR) AHIREZIWERE - B EEEN
—{E (HEF - 2022) -

S=H1 - REREEEFENA - EERE T AH R

"BAEREZ ) s R P HIRAE Jan Carlzon(FHE (3%) - 1994)FTH2tHHY Moment
of Truth MEZH » WHHZEHBIERE S " RASENZ] ) - EXEERHIEE HE RS
Hidh o AUFER T RASRIGZ] ) € R BN S B RE I ET H I B MR E A - TR
Jan Carlzon YA (RAFEIFZI) T » fRFBH SIS ZIAREE s 7 o 25 [ S 888 s R 2 25 1
Tk S TSR A LB A B A VAR AR IS - DU A& R - Jan
Carlzon 585 » TERERFEMIZS - BARAVEESIEZ & T 20 - B HHAZE I5SPA
FCIESEUREE L - RETORE B A o o SRR Ry T RS -

Jan Carlzon 8 FH HEZAATZZSE T - F5 T E4RHYFEHH#E(Chain of Command)[a] -4
SENHYEE T4 - FAE R EE R A B S A AE - S SRR L YRS - — s
AR AL - BRI HE B S - R R RS SRS A TR T Ay &

(—) ~ EHAENEIEEE -

(D) - HERESRBAKE -

(2) -~ HBE D EEESE T -

(0) ~ IRESTTERER » FRERPALAH S Ly B AT Ry S HE -

B SR I 21 2 o3 ly = IR T Y52 BB By ¢ ARV IR F- (Appearance) ~ 17 5 Y Rl F-
(Behavior) DL & @Y R F-(Communication) © {¢B3 Chip Heath ( F&7 > 2019) %>~
FRSRISZINUATTE By -

(—) ~ f&7(Elevation) : AIZHIAGE ~ fE&MEE ~ BEIIRVERS [JT - B HEES]
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W sz AR AE B

() ~ JAZE(Insight) : {EBRELAYBETSEIREA - BEBAET B - W B E H B 802
SIS (E TR FAYEAE > Roy Baumeister B B S2f,0 FHEE S > TR
WAL - BERE AR R E T & -

(=) ~ s (Pride) © A T ~ JENEHFHITHINVER - T HERERIETRE - B

VA
(TH) ~ #Hi&E(Connection) © BT FEAZ AT » REMFREIR B & BT HY APRRE ARSI
5RH) °

BRSERE 1A (1 FAE PR B R ELA » S M R T SR L AT 2E B
B HE BE PR - BT TS RETEE DU - 15 B RO A
SR -

R

4% B 12 Peak-End Rule 28 H A Barbara Fredrickson B, FHE.5Z Daniel Kahneman »
fait o LIZSE—IZS M ROk R EGT e GER (G2) > 2018) 3 L LUEEYS
B F 3 (3 H (Don Redelmeier) i {2 A BL47 AN A B LR o EBREEBR » (66 FFD A LA
FA T EL %3+ (Hedonimeter) Py 44 35 P T LAFSHAI » 1EACIB KRS SEbcas s A op > B
—ER IR AR L 5 A A A » DR R R SR A T — 2 A
BT RS MSE T o B LAt 50 AL SIS -
SR B AR E SRS TR - REM ISR T AN E S SRR
MRS > T B CHRIE | o AASTRCEBL R R R AR B T | T (ER
AT B BRI - R 2E B IR B 405 + 0035248 72 /206 (Duration
Neglect Al BBRSEIF 2055 » AR AT HARME 302 (i) - (AKIE) ROKATHR
BT R L B -

Chip Heath, Dan Heath(ES{SE (%) » 2010Vl = A (6 T5e 48 T ST »
P BB R » R R T R o ARSI R B R S - (L
A L AT REARAG LR S8 » ¥ 50 BB TS b 1 F R 2 — Bl DA R (B A Y S
M+ BB LG B S S R W TE R B (74 1 2 R 4
BGRB8 R RS T AR TR S SR R R
SHZRE IR TR A A DR » R LU BEST o TR - 0T (2022) R
SIS B IR o RPN R TS i T S AT - (£ T ERsE )

17



EEHEEEERORE » MR HEEIREETR A LT » AR IES NS -

Jan Carlzon (M (5%) - 1994) FEHIEAFERFZ] - DI EHAVIEEI S =(EPSEL
P HRRRE - KA MBS PETEE TR - WPUBKBEMEEIE ~ 1155
NEETHYEL B Fy HEE > Jan Carlzon AR im 2 & B ERM - o &IETEEE - DL1~T 0%
sHEWEERTEIE - B IRACE TR E G ) 80%HVE AR SR 1~3 S Y AR -
B2 4~7 DHPHBEGEEA G2 0SEER EEA AR - BRI AR R BRI 2y
[ - A EZ 2 HE TR ARG - MEREMEILE  ERE EEIEE EIWE
BliE Sl - JEEEE - KB (2022) f5i - BASERISZI S TR W (8 b - RyoRifE
Mzl - AESHEZARD @ ASERHH AENR - DUBRR R RN ERE ST -

Chip Heath B Dan Heath ( E&E (5 ) - 2019) Frig i A wm iy &5 & (b
(Crystallization of Discontent) » fFAwiH Y4 LA Fy—TERHIEIG 2] - M 4S R LS
P ZE & REURAES 0 NS G S hnsh e ~ RN - sefEdH 8 CRYIE4E -
NERERFEZHHEY) - B AFEEEIE SRV P — A A g B
H O OVMEE R - Ba)EEER - BieE A AL BT 2R § & AR S R s 41 -
g B AR - W HEE T RENEEL ) o BRI -
33 Ry B 7 DR S T A Y B A o I R (B AR R A8 2 R AN i em (b - A
REFEAEMERVF N, - 55 CEB BEBRIA TS "aHt, f9S (E8FE (8) -
2019) - FRREURAERS SR BRI R - BRSO Wi Bl TR i, - '
EfE " EHR ) PRI o BREERCEZ BB E o AR TR -

Chip Heath, Dan Heath ( £ZE (%) - 2019) S ZEMAA(Scrip)fyEE » #HEil
RESRES ZIAUME S > ELEFZErT DUEE 1970 4% > FRRIS My &8 ba TEEA O FREE 57
Roger Schank i1 Robert Abelson Fl| F Fl A (i 2 s a R BHE AP AR 8 (I U3 AT AR AR -
AT AR B U bR - AU G — MR B AR

HEE T —RIEFEEINES -

HEILF -

BIECET R -

BB -

TeiE WA R g > a] DR S e R e th A i E T - (HE N 5e % - 28T
RHEIACHE B ARYEEESR - TMtE B SR e ERAYAHET -

e SENERWEGE T —RK RIS -

—
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N RGN BRI RS » 10 T — BRI RIS AT -

BIEEN BN H ERIE0SEF -

] et

DARIAHIRE S A8 (R IESE - W2 ERASRIS 2R - 228 - JHZ2 TR s -
OBV E BN R &I —2 0 BINEE AL - A B E AR AR B =
o THPHY SRS A JIHEES © Gustav Freytag sREHS IS AAB(EER - BJE -
JLRESS (8%) 0 2013) > RER o E B2 AV EEi 4 — % (Unity of Action) » Brenda
Laurel B2 T BUE = A& (Freytag Triangle) » 81 =& ECFraliA [ » feRIFERIH
(Exposition)—BH#aHY /A B BLG FECE ~ #E4GEF(Inciting incident) BB R AYBHLG - 15
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ZRIAHEY - VA MBI AT S NSRRGSR -

FURIESHE ¢ E AR

B-RLE A
Dt
B 5

F FiEEE
G- EE e

2.2 1 BREIGERE
BRI - E%E B~ TIRESE (B2) (2013) - @ERKEREA - AMEEEZSESE
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A2 A 2 et (Customer Sacrifice) » AUFEAE 5l BE B AE K B P s AL Y S Rr 45 R EL B I

i

i

20
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A=MEREAY) © TERE,  TARERIY, M T EIBIREY o ELIREEER DY
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PRI - EGER ~ RS (2022) 45T T ARSRRCUR IRIZIT S {RIE_EAlHThRE
TTHETT - R PR R A B L BRI SRR s 2 ] AR Sl 75 A
(—) ~ J5ik— ¢t MoT SuffdmeyEs—(E 575 - e % T ELUGH SR -

24



HiE (AR EEMER SRR SR AR A ~ 5B~ 1 - i - 1 0 B
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MBI T IR AIE FHRE CBASETTIT - 28T (Keli¢, 2018)R A Ry fE & B IHEGE > T
FEEZEET - DB HEE BTN = U ROHEE > T - TEEER IR
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MGHEE ~ ANOVA 73#7 ~ (SR FIRZR A SRty - iH5E AT DUSE 4t & A
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Al PATE A RO AT S A SR 2P S R AV B84 » R GaE T EIsy B=RE )
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PRET T BT B R SRS YRR SRS 2 - [FIRS - JEEER - ARIBE(2022)F2 Y MoTX
FAERIRE T AGBERIEE H AR - BRI EHE TR BE R ZMoT
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STRFEIEEAEE > HIEAHB#EEN 10 pRRIFFEE > HEERFBEERS -
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