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［１４］ＭＵＬＬＥＲＥ，ＺＥＮＫＥＲＡ．Ｂｕｓｉｎｅｓｓｓｅｒｖｉｃｅｓａｓａｃｔｏｒｓｏｆ
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［２４］ＥＤＶＡＲＤＳＳＯＮＢ，ＯＬＳＳＯＮＪ．Ｋｅｙｃｏｎｃｅｐｔｓｉｎｎｅｗｓｅｒｖ
ｉｃｅｄｅｖｅｌｏｐｍｅｎｔ［Ｊ］．ＳｅｒｖｉｃｅＩｎｄｕｓｔｒｉｅｓＪｏｕｒｎａｌ，１９９６，１６
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［３０］ＳＨＡＷＢ．Ｕｓｅｒｓｕｐｐｌｉｅｒｌｉｎｋｓａｎｄｉｎｎｏｖａｔｉｏｎ［Ｍ］．Ｃｈｅｌ
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