Research of Process Mode of B TO C Service Failures in the 3C Industry-the Comparison of
the C.1.T Analysis and Qualitat

goougon

E-mail: 9511699@mail.dyu.edu.tw

ABSTRACT
ABSTRACT Not only the information of critical incident study but also traditional qualitative open study are analysed in this study
of scanty information; more, we can find those information and data were researched by the former one of which displayed not only
scanty data but short of information here evidently. Whereas the meticulous approach, i.e. narrative analysis is applied the mode of
BTOC service failures in 3C industry of acquiring five modes from it. Those are as follows 1.The high degree of professional and
consumptive mode; 2. The low degree of professional and consuming mode; 3. The mode of expectant consumer; 4. The mode of
maintainable consumer and the final one is the mode of secretive information from service port. Key Words : BTOC, service failures
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