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RIS T 28 A 5 4 B9 14 2 H AR (Lemon A Verhoef, 2016 ) . “experience” & — 22 i), Hi
R E B R RGE TR B ) (B8R ) HP Y 52 X, “experience”BE 1] L1 J&: 44 1Al o] LA shin] , /F 44
) R A ) Dy e g i M 2 [y, AR Sk Bl ) B SRy AR B AR S il il Rz e
“experience” T FEFEA [A] B 2#BHFIUAS [R] A3 N AFAE I35 25 5%, “experience” M & i AL I T
Prog G HE A DB E 2 (AT N L SR e AR 22 B D, “experience” 7EI I
BHPER 2200, X LAY 22 AN H B AR TS HITE rh A B 2 i g <2800, B 2 A4
WATHE BT E R, MR B 2 W A Ay 5K, 2 FARRAS A0 B o R o anf ) A
TP FHEORZE O R VL 30 51 AT B —Fh SO 32 43k (BIIACH 4R 5 %K 5¢
Eop Y LV S DL UE e 3 [ IS N 2o e k0 | N SR N s W LY N YA e A N M %
NZEAR R A5G B AR O BB |, “experience” FEDUE H B ALIAR LK, 8 MATE MR B & 5
T35 Bl 8 S R v X 7 S 5y X Bk, e PRI SRR 8 AN [) R A2 U P AR 36 R 1 23 TR A AR
55, L IGZ UK AR B8 AR BRI, 52 R IR S G 8 i AR 0 | v WA R PRI | IR0
G AR Y “experience” A P TEIE T AR, BIELE T “IRER 2855 (Pine 1 MlGilmore,
1998 ) AW A, FE ARG JR Ay — Bl T 2% 28 1 < R B R A 3 2% 7 i o AT = AN T
INUARRRE : 5 — IR IR TR 281 2 2 5 A 8l B 8l R M E AL B , T 2 SRR S
A 8 2L Bt (Prahalad flIRamaswamy , 2004 ) , 4% 18 5 S 65 (AN [R) 7] LL43A T8 2 55 1 8] E
B JHE SITEALRIE ) JH P SR E e JE S S A A S B E S, DUROE T 5
A3 3% 5 (B B 2 RIS SR — P IR I R 1 4 s IR S A A AN TR FRAT A AR B8 2 LA
205 AT R HEA A, B SRR TANZ T, RIS SR ME LU B o [R5 SRR R TN HIZ I, fig
f T 2T T TR Z IR B IR oK, BB RS 20 2 R a B i FEUR 155 J8% , A 46 SR BR A i A
MYBAZ AN A IR SEIAE A RIS A R RIS AR BB R AR B
AN NIAT A R ARG , AR5l 3 7 2 B 3d o I R A A SR AR 3R B 3R T 2R B SR AR I 1 B
H R TR — PR A 5 B0 2 o BRI, AT IR I SRR e 1 5 R S B e ST st ot
SR AP D3 s A 25 5 3l A A R O B A R R

201045 LATT A4 SCHR I B A W A AR B A S — SISz 9 R SR A TP, (A58 o de ek iR
55 TR A fRT AR R4S I s I B A ARG i I A A 2 N R N R Tk
Tl T 5 T AR 55 5 (Verhoef55, 2007 ) ,20104E LA , AR 56 i i A AR IS DM 7 v TT
U Z B A AT AR, B BRSS9 F2 24 b TR e SRR E 1Tl , T an = i A
GO R RS T i RS IR T i R GRS i 8 A RIS T i E R i
ONPEVARTS o | I AB AR AR I 0T i A 5 O I, AR o P ARV A AE 25 5, WA T i (quality
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F PR PEHY (user experience evaluation ) (Roto%5,2011) , A4 ot 1 A% P IR AN & s A L
FELERR 22 5 . Chang FllHorng (2010 ) TA ARG T it 2 W& % A B 2 5 210 9416 2h h It 5 IRk 55
T RS S LA P I R, DA S A 5 B ST ARS8 55 BTN s Lemke
S5 (2011 ) PN A AR 0 ot AN ASUASO Iz o it o et R 55 o o, B X 2 A 26 g o e sl I A 1
TN FRATIA AR 56 5T 12 BV 9% 8 0 45 T B 8l A8 o B A R 55 ) W0 TAA
AR T 1 )0 AR I ke e AT A R I ) N e R (B 0 | SR v [ 00 e 3 e o)
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FERAATARIEY [ LLRfRiFR B4R (GB/T 19000-2008)” ] it S, 7= i o J IR S5 dcf: Ak
AR PE AT RIS  FRATTI B B R AR R AR RR A R o, 1 A A TR G B A R A 55
GRR R IRSS , BRS5 SR TCIE Y o I e 1 B 28 22 DR A R A0 A BRI 08 743 A T AR 7=
(AR ITA B TCIRARI ™ (FEO FICTE M ™= (13 B A  ARSE H S FRA T RS T
IR, L TE Y5 3emb i) s IR S5 J& oAk, Had B2 A T8  nl i i, (HR TE S 3k
T RS = TCIE W, Bt T BRRIEAR . EFR (GB/T 19000-2008 ) IA kit i &4 — 41 [ 47 ¢
PR SR AR B, Rt mT DUR G s sOE MR, S R D RRR T T AR AT
SRR B TRV, A R R AR 1, JU RS A A A 5 <R AT LAY R AR
BB SRR B B R, L B 7 ) R SR AR ) T8 B (R S BLERBE T IR 45 R 11, B & i)
SR U A b B 35T v 2 8 B AR IT TRV ) o T LA 1 R T R S P R 5 T A B P
st T i R 55 I g SR — P B AFAE (R P e i v A AR AP 22 57 HLAACk
F T v o A [ R (DD RE R ST ) S A, RO AT T Y, T LUCR FH AR AR Y
Bl AR A A A B D0 2 5 17 A 55 o e HL 11 AR R T AR S 2 ) (TR LIS ) ST DA
PER CBE AT ), a2 R R R (4 2SR T AR T U 16, T P e o 7 5K D e LA
FrHERf T, IR S5 0T o3 5 AR s EL A LR PR AR b AR S 5 1 7 A T 3

A6 I A M A B (A I R R Y T AR HE AR A5  Pine 1T Al Gilmore (1998 ) A M A5
FEASIE T S Bl IR 55 A B AR R i RSS2 ARG A AN T sl sl () 4 BG4, b i i 2 AR AR A
B IE L, RSG5 SR ARARIG A SR 5 o DRI, AR TG0 o o 2 32 81 B i It R R 55 2 ) s i) AR 36 S
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e e ey | RO R RBIA 22 B LA | T PR AEE R RS R R
P | BB PEIE P4y i (Parasuraman®, 1988) (ChangfllHorng,2010)

GBI ARG A S SCRREE B

Y RRAEARAS | I T U1 BB AN S PR (B 22 1] () — EUREE (Oliver, 1993 ), HLH Al — B5OR BE S 5, 14
B 25T T TR o A O SN g B it T XS I 2 AT L ) s i), SR T AT AR S 4% (2002 ) F
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Pine 11 FIGilmore (1998 )IA A AR JEMET Y , v A 188 (2009 ) IA A AR I & — i B
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JEUCAG BT RARAT B 2, B BB BN 2 iy 0, BT A S M, B R I I
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TR A ) o AR BB T3 2 3 A D HZ TAT, DSE R A 17 SRR THI 45 10 9 35 SR BN i)
BRIt , A6 B TR B 280 e ) ik 7 28 PR 25 O Klano 6 (1984 ) TA Ay ik o 76 PR 25 (A g 4 784 A
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FURBREE S (2002 ) TA A I 7E I B IR I R R R B AW TE T R, TEPE 0128 15 159 315 L I &
NG , T — A5 3206 2 T 5 00 R 1% 3R A5 R AR R 3 (%) (1 DRI AT L A AR 6 RE RN K M 50
JEE % FEVE , DA T A 2550 A e B 2 A0 o T 2 A AR 6 I i R N R I B N B sl R PR )
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TR TR T E A 2 VR 50 BT i i A5 T R R AT 2R G VTN A5 T 9 B X R ol R RS
T, DT )42 s B 2 2 A I R . T2l i = B T Al 1 A 2 3 e R 1R
B (SR ESAE T Al TS 0 BRI LE (R 3R S8 T S B AR IR 25 S A O T T
A BTG R 55 KT, B G- b T 2 PRI oK, AT AR A IS ST AR TR | AT (]
5 O e 0 R A [ A 6 o T A Oy 25T M AR 5 o et D, 7T AR 95 o I
AT LAFR Ay 25 T 2 (A AR 6 o 00 o 55—, e N P O 80 AN () S 4 Dy e M AR 30 I 0
S AR R e P AR O R R AR DA SR T T SRR 58 SCAR AT A AR I
P 7 % 5 T e AR ot I et R e DA 7 i N A A TS T A A AR B e Y
T35 o 78 REWFSEARMEXT R GG (1) S5 UG SR A TR 7 R 20 (0 48 2 R0 43, ME L& BT 23 1Y) N B
JR X SO BT P B T N O TRAL AN BE R BOUE LA IR Y LR AZ s MO 12 07 VA A1 X6
RS AR UG RS AR | BBAE S WAL ARG LS8z, (R B T BAR Y SCA 43
B Gt , FUARAH R A2 b P o o 10 5 A R I s de bR AL, e ek ik
P AT o BTt , 4455 J5 0 I 1 5 S P AT R i A BT AR S o SR DD, 2 HR 2R 4l )
AN 0] LA43 AU BRAFA A T 1A AR 56 i 0 o A B A T ) R 6 J i ) i o B PR A
JELLRARES (flow experience ) BRI A FERH I, SR UK FEIN %5 H S A0, DI 28 5 5 AL Fh
I ) PR B R e AR B RS 38 AN NIRES A TGRS 2 BRI iR ITE ARG AR5 |
D) 0] W AR A T o A B 2R A AT BRI B8 S R %), DA R T 2 5 A W ) 32 8
PEAL, , SRS B 25 2O T T R I R G AR SRR OR, I 2 AR S R st R
BIL Al 53 B T 2% 2 B8l At B v R i 32 RS2 P I, 38 B TR SSAR58: L7™
RS IPRES: FRERI: SIS AR SR IR B .

() B ARG o ] o

McColl-Kennedy%¥ (2015) I\ M1l PR R & —Fh s S F2 , I BLZE & iR 2 (customer
journey ) 25 MW Be , 38 15 B 24 IR TE RN 22142 i i Roto 55 (2011 ) 4% HR S 0] AN [R5
3 ARG T ARG S A I AR AR T Bl it A8 22 rhil] e 3 2 R o e AR v AR 0
s TERIGTE Sh45 o i I 07 25 25 AR 6 - BV S A 36 e AR5 s 48 ok s 280 e e —
ST () P00 Sk 905 % 8 AR 6 Ot R DA 36 5 5 o A ) B 300 A 5 It D0 A B 1 4l 590
T WS By, et S B Al Ak 2 BRI, Xt T4 EEE AL (Pine 1T F1Gilmore, 1998 )
AEZEN.

L, RIS B A b R {7 SRR T T B AR AR B0 v ) AN AT L IR T e e T T 2R
XTI v A AN [R5 HEA 7 (R 1 B 8, B AR 00 rh IS 4 RS I 0 8%, DL K AR S
HIE BATEAZ , AR 6 T 00 2 i X A I Ak e v 30 B I 2 AR5 TR 2 R o 1 I
HEAT A BRI e R ]2 4 Tzard (1991 )TAA G 26 F S UL (FA8 47 Jhy Al A: SR AL 1t , 3
o A LB 1Y F AT A2 GE BT e PR B i Dt DA WA SR RN SR 1A T A% oA
5 FOR ARG A I 1t DL B R AR A RIE X IR AR 2GR T 2 DG AR
Ay BTI AT S 5 i A g U] SR FH O B A B VA A T i PR, Roto 45 (201 1) M 1zard
(1991) LA Kz MaussHIRobinson (2009 ) FYAZ.Cx VLA, 1A 55 [5 )i 655 75 12500 =26, 430 A F
TR L 1% (self-reporting ) WEEE % (observation ) A0y BEAE B 2 7% (psychophysiological
measurements ) , HARUNZR2FT/R o [ FH S 12 A6 T 1t D Sk d5e ok 6 DA 2 o P ) 1 — 7
L TR RS S R IR 0 BT i A DU i, B 4 [ S R A | Sk TR
MREE PRI 1 N 53 R FH BRSO I 2 o 45080, BB B s i AT 5%, 3k
FHFAAR DS o RN AR50 J 198 5 e et i AR %) R o Al T 00 N B3 I (R 152 2 , Sk R 4
T EO MR AT T A B, H WA I AR IR BRER | R i (BB 3 O B RIR R
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AT o B A T ek T R AR e A R B JILPA) IR AL OO | B IR B 7 S A T 4G
AT A BB AN 232 BIRHA LR ZR A2, w5 BERGEs o T AR B O BN B HAT H
P, i LA A o ) o IO LAY D7 30 B e LR O U RTIR R AR

x2 BHEERREBNESE

R R EGRR I Ty AUFAG I ik
. A EEE W %% O FEA: P B
. T BRI i geik (| JUUA WAL O,

156 7 (moment ) B | AR (URR)AET | L, s g | R B
Bl AL R | s | Scties () |0 PV LR LR
K565 (episode ) A TR AR TR || 2256 A iA (experience think
B RS UG R | A% | W H B e | aloud) SRIGAMT -
KA (long-term ) e 3 e
ol gt | e |EE — —

PRI IE : RotoZE (2011)

RobinsonFlClore (2002t 111545 F F A5 JCREAHR AL, DA N R 25 (R 56 1) A B o
JEMRAE Y TSR B 28T 10, T RMZid B AR Y [ 3RS BRI AH SR A5 B
P25 T B, P Z A ] A2 22 S o AR G T 00 B A AL 4 TR T A 0t 7 v 4 R 6
R LRI AT 5 (RS 45 SR A (AT o ) SR U T L SR A, AR B R Y
LR R 5 AU ARG P A6 o 0 o U S8 A AR R A AR A AR

m. BEMEE

()N RB B BE (14 2 Ht D vk

H FRAR A 0 [RGB R P AR I BT i o a0 — ST IR (R A AR 1
BEMANIR] AT Ly A i IR e 104 iR WA g (0] 4 WA 6 (0] 45 ™ AR IR (0] 45 IR 55 AR 3 ) 45
FNH PRI R 555 Z R A TR QA H & TIRZ BN AR R aT At S Il Bk
PR o [P B A A T, A R T8 51 e () f AR AR

R T ERR TR AT 0T T PRURI S AL, B e AR 5T e o () A A B RNAR B, — g
BT T AH G AR T i SR VA E TR 5 . Chang FlTHorng (2010 )88 3 14456 T 55 4
(EQM, experience quality model ) , A= 7Y L) R 55 Ay FEAl , $ i 1A 56 o MO 1) A2 i
a3, G R EER SR IRS5HER R CHAL B P BB AR B Klaus FTMaklan (2013 )14
TR AR A (EXQ, customer experience quality ) , K & AR S i &AL A P L A
55 (product experience ) . 4% 42 B £ (outcome focus ) . B3 Wi [H] (moments-of-truth ) Fll.C» 7% - H
(peace-of-mind ) PUA4E & FL 1119/ 8101, Kim F1Choi (2013 ) 1A Ay Jii 2 AR 56 Joit 1 A8 i 1A A8 1>
IR 55 235 T Jo d AR Ml AN 2 2 0] B B 5 T 2% 3 18] B 80 5 (peer-to-peer quality ), iU 5
Jo (1) 435 SR 1 N 2 S

[ 1 ) RS AR S | 3 PT DA B A bR ST AN P/ INJEAE (2018 ) T
B 22 R PR VA 9N T USRS BT R P A | 43Sl R AR RN A 55 B e A Il 55
o e 25 RS TR R S ) o0t 5 1 T PR 8 OB TR | R A TR R S [ ot 7 it 7o i BSOS TR 0 i 2
BRI I i () A AR 1 A T A 6, TR IR 55 O A TR AR R 55 o 2 MR AR AR L S ol
SEXT R SS fe 0 AN o DA Ok i s An A S A TR A, — OS] TR S 90T E .

()% HARERIEBE 0 filll w vk

AAMLAZH. (HCI, human computer interaction ) ¥5E | FRES B 6 57 25 KB LRk OB

SNEZGFEEHE (FAEFE1H)



®3 ATHRERENENENFAERS

id 5 ¥ H S i I
Mehrabianfll = AR (PAD,
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dominance )
PRb—Fr Re - A7 sh—=
AN NG R | Jackson Tl WRES R (FSS, flow & AW B RR B i 2 36/
LNt Marsh(1996) state scale) BUE T YHiES JEHR AFRE =
TR I TE] A9 AR | 2 A2 ARG
W7 HAAARTE: L 22 R ST A o o
Vitterso%#(2000) | (semantic differential s \ﬁﬁlﬁé;;%gﬁ itk At A 27/ I
scale) i JCER SR
R sk B R B R R
" — W RERFR AL ENE g
Y ik e Reps, | UL RO LB AL E
JigUFA LS | Driver(1991) recreation experience ,)S" . ST e s 1918
reference scales) B BENE RIH B AR R |
P H3BE BT 3B L PRI ) B
K A I8 KUK
BrockmyerZ TiEk A A4 (GEQ,
(2009) 4 game engagement W AFAE Sl COBE A3 E | 198
TR AR TG questionnaire )
. Wik AR 58 7145 (GEQ, game| UTIR R  E kB AT 1 i shik AR
17
Norman®#(2013) experience questionnaire) | 5 FUMEAFIER  IE PR R PRk A
o=y o 0
i g | Hassenzahl (2001) a;g‘;mlffii%(;& SR e Rt ) g 23/
a5 0
Park%5(2013) FHPRSE O i3S BARYS ) | vl FHVE IR T P (e 184~/
W 1k Parasuraman?$ %45 7 bt (SERVQUAL ) HIEME AT R RIEYE 20
(1988) B
R BB RS i PR, \
\i:b: > =
K E%e?z%olxée)ngadum (HESQUAL , higher gg % I%éﬁﬂﬂ R DHE X 3B
educational service quality) e

OB RS AR G SRS B

A G E L AR SIS ARERORHEZ BN (TAM), 28 B IS 3 2 v ) (A
JoEE I £ 73D S P00 R PR P RS 7 . 5 PP I 6 2 % 2R e el A B iy ]
FRAENE R AE AN AT BRAR R, ST RS BiE RG] R TR 2 1 5 4
PN 2 B X T 2 SR S S PEAR AR TS, DRI S R, ST IR S5 Bl &R
GURSARGE, 8 TR SS 210 AR A i R v, PR U6 e 1) 2 I HU s TR

PRI, A B it o 0 o A A 6 T ) e P P D0 PR 0 5 PR R R SR 2 32

P S SR AN W5 P SE AR BRI R ZEAR KRR B AR B AR 55 o s ) s Aol , B n =4
71N o 2 VAR DN S AR P A0 Y R R TR0 A5 R A 20 S bIF9 D7 IR ARMEX (AR08 1) W15 Jeadk
AT AL i, 38 e #) EE S FR 847 (reflective indicator ) R HEA T 5, BB VA Sz AR 56 o 1 1)
ANRIERE (55 H ) T8 PF AR AR R b 1) S ULRRSZ TS IR0 Jot £ £ 3R i 3R 4
BEVEo 1 e RO AR BRAAR 56 T B A 43R

B T FaRiE ) 540, A S m A T AR LR BT i Y PSR , WA zevedo (2015)7E
Parasuraman?¥ (2005 ) B3 ¥ IR 55 it & (E-S-Qual ) A S Klaus flIMaklan (2013 ) il & {455 it i (EXQ )
A A A T LR A AR 56 i FE AR 7 (OCE-Quial , online customer experience quality ), IA A
TELR I AR 56 5T £ R 6% L[] 52 e 50 20 8 B DO 2 S aB0R T A T o o SRS AR 211 (2015) 4

FIARE L E I 70H 5 R LB M EH 7wk 7
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Z LA RENENELRAERE

XK M | EHEE ¥ H D 4 JF I
REUIRE X RGUHE
RGAH R Rl
N , N, BANCE RGHH K
4 J
Yl Lewis(1995) | oo questionnaire ) (¢ | IFHIFELIA FREEATRH 10/
AR | RGEAE P RN RO 55
%) ARG BP0 B R
BAS MR FEAT
MAARBGERUESS S
Arnie Lund US.EI‘ﬂ%(usefulness\ AR TR Sk 30/
(2001) satisfaction and ease of use) | 7 Fi 1%
T Rl 3% SE PR e 4 225 e
e | | g s b (-5-Qual) | AT SMRT R 0 g
(N x R85 (QOE, quality of | AT Vs RIME (BIIPE S84 | -
Du%(2009) experience ) pE et e | TR
R =] )| &b
st (SO s S FIVRIE SRERE 15 20 1o
Wolfinbargerll e WIS SCBATRENE |
Gilly(2003) | TAIQAEE ks s | TR
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Objective Criteria or Subjective Evaluation: A Review of
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Summary: Experience is consumers’ unique emotion formed during the interaction with products,
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scenes, computers, corporate employees or other consumers in a specific context. Experience quality is
an important basis for enterprises to measure the effect of experience and also an important standard for
consumers to judge the quality of experience. Experience quality will be affected by product quality and
service quality, but it goes beyond the general cognitive level. Experience quality refers to the subjective
evaluation of consumers’ unique emotions formed in the process of interaction. Experience quality
measurement is the direct measurement and indirect measurement of emotions and affect. Consumer
experience is a dynamic process that should measure the holistic experience quality, including quality
measurement during experience, quality measurement after experience and long-term experience quality
measurement. Different measurement methods should be used at different times. The main measurement
methods include self-report, observation and psychophysiological methods. Self-report method is the
most common and widely used method in experience quality measurement, and applicable to all
situations, and its concrete methods include questionnaire survey, oral report method, and interview.
Self-report method helps to grasp the influencing factors and changing processes of consumers’
emotions and affect, but it is a subjective evaluation of consumers, so the measurement results tend to be
biased. Observation method is to collect customer reaction data by visual observation, including
customers’ expression, voice, behavior, and so on, which is suitable for quality measurement during
experience and after experience. Methods such as face recognition and speech recognition have strict
measurement standards, which are objective measurement of experience. Video analysis and body
analysis methods require observers to identify and judge the behavior. The results are influenced by
subjective factors such as observer experience and intuition. Therefore, observation method is between
objective measurement and subjective measurement. Psychophysiological method mainly uses
instruments and equipments to detect muscle, pupil, heart, and skin reactions of the subjects. This
method uses objective criteria to directly measure the emotions and affect of consumers, so it is
scientific and standardized. The data obtained in this way will not be affected by subjective factors, so
the reliability and validity of experience quality measurement can be ensured. However, because
psychophysiological method is instant, it is only suitable for quality measurement during experience,
such as skin electricity, myoelectric, ECG, and EEG techniques. There is no perfect method for all
purposes and situations. In the specific context, we should adopt differentiated methods of experience
quality measurement. Qualitative measurement and quantitative measurement, objective criteria and
subjective evaluation, direct measurement and indirect measurement, long-term measurement and short-
term measurement should be combined to ensure the reliability and validity of the measurement results.
This article aims to clarify experience quality measurement methods in different contexts, and discuss
the connections and differences between different experience quality measurement methods, in order to
provide a method for corporate experience measurement, and propose future directions for further
consumer experience research.
Key words: consumer; experience; experience quality; measurement
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