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A Study on Relationship Marketing in Customs Broker and Transportation
Services in Hsinchu Science-Based Industrial Park

Student : Hsieh , Huei-Wen Advisor : Chen , Jaw-Ming
Institute of Business and Management National Chiao Tung University

Abstract

In Taiwan’s Hsinchu Science-Based Industrial Park, due to its special business environment
and historical reasons, most of the transportation service venders also provide custom
brokerage services in order to provide a one-stop services. The vendors customarily use low-
price tactic to attract customer; this practice leads to a vicious cycle of lower-profit and lower-
quality-of-services, and the customer relationship suffers as a direct result. Futheromre, the
transportation service vendors in the Park will have to face new competitions due to a recent
change in government regulation. Facing the challenges from both the demand to improve the
service quality and new competitors, the transportation vendors in the Park should focus on
establishing long-term and profitable customer relationship in order to retain the loyalty of its
essential customers.

The scope of the study is focused.on the business entities in Hsinchu Science-Based Industrial
Park. Winthin the framework of Relationship- Marketing, the correlations and inter-
dependencies of Service Quality, Relationship Quality and Customer Loyalty. The “layered
regressive analysis” method is used to.explore-the effectiveness of Relationship Marketing.
Finally, the Chi-square Test method is used to exam the correlations between the service-
quality and customer categories.

The following conclusions are based on the compilation and analysis of datum collected
through extensive surveys,

1. For the customers, there is a obvious dichotomy between the expected and perceived
service quality.

2. At customs broker services, the “assurance” issue of service quality has a defining
influence of “trust” issue of relationship quality. And “tangibles” and “empathy”
issues of service quality have a defining influence of “satisfaction” issue of
relationship quality.

At transportation services, the “reliability” and “tangibles” issues of service quality
have a defining influence of “trust” issue of relationship quality. And “assurance” and
“tangibles” issues of service quality have a defining influence of “satisfaction” issue
of relationship quality.



3. Both of customs broker and transportation services, only “satisfaction” issue of
relationship quality has a defining influence of customer royalty.

4. The “empathy” issue of service quality has a defining influence of customer royalty at
customs broker services. The “assurance” issue of service quality has a defining
influence of customer royalty at transportation services.

5. At customs broker services, the “satisfaction” issue of relationship quality had fully
mediation effect between the “empathy” issue of service quality and customer royalty.
At transportation services, the “satisfaction” issue of relationship quality had partial
mediation effect between the “assurance” issue of service quality and customer royalty.

6. Customs’ characteristic has no significant influence on service quality grouping.

Keywords : Relationship marketing, Service quality, Relationship quality, Customer loyalty
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Copulsky and Wolf I f,]lg {3 225 % sy 7 38 kg ,J gjﬁ ;T
(1990) Bk e AT ASEIRE BHEEFE - AL
N F L
BT ROERT o Sd T R KFE T
Gronroos (1990) | g > ~adF W E FELBEBEERT DM R B
AT o~ BA P a9 T AR o
Rapp and Collins g‘— (gl l'r: ) @i‘; Fj’iﬁgpﬁﬁ?ﬁ”ﬁ% FERT Y ‘é, -
(1990) 'F'/% PV RA - AR RE S BEAE 2o rr{“%%& 7 4
& o

Shani and Shalasani
(1992)

Ed 3@, BACEJIEHR R ARG R

BT E2ABUA L ORRME G TEELREF
R B 0 % e S B el B K g T b - R TR
K&

e

[}

Morgan and
Hunt (1994 )

P reiEs s B BB aF A pl RNz - 2 eniE
GRS R 45 RS PR F 2
MRS BB

Evans and Laskin
(1994)

ﬁﬁ?ﬁ%ﬁﬁiﬁ’u'@ﬁﬂﬂ*%i'”%ﬁ
BB Aeg ~ 2P R RF P o R 2P F iR oER
- fhig e AR

FEingraE s s mdFdras it o ¥ AR BB E 2 )2
Gronroos PR AR LB A AR R A B T e
(1994b) 7o Fa w e égﬁg\ﬁmg e m A
o - B AR RS I E T oo
oty el BB B b FRAGE S plg s Ao Al
Parvatiyer f R a
(1995) d iR AR

Perrien and Richard
(1995)

E- A HET B A DS SRR ERE
ﬁ;/ﬁ? %’—Q*’E’#fﬁ“{m é@m""’] ‘5\-#‘:’}_%"‘&— %
ﬁ?lJ’qu‘:J\'%-"LPEm]ptuo

Wilson (1995)

\v

AR EB st TR EE AR A
?,-ir‘rl, -Eﬁp‘ﬁ'*f o LR R R DB A @ s E

é‘f’!-—*)’f’r; °

Palmer (1995)

o Pyrgppmer )~ TR M2 2 TREE S
£ 25 KT AEMAELH




g (4 4 PE)

Fit 8 (1995)

_[L‘dn’-rlj%jrf%\ ’ )IJ— li_—s"tl P ek 1—%94 e
R B 0 o 2hE R A E RS

dﬁ@*ﬁ*ﬁ?ﬁ%ﬁ’ﬂéﬁ%%é§&

%& HA LN RBH LR B R Go

“%

. MR EA AT 5 At AT R S N
BEE )y B e M AT -

Mk ia S Bl s AR SEHEY T
" w%ﬁ’ﬂ*?ﬂiﬁﬁﬁww*ﬂmnﬁ.éﬁﬁ
SE ol 8
% E A (1995) WAEE  EFERE R EEE I R RALT AM

o UEPREE LR AT R Y E -

W%

%

(\x, ﬁlﬂ

Exy 7 (1995)

MAFHL ERLbnn R BoFEE s - H- ol
o BEHREASE IR EE IR I LA
MRS A3 Bl 1 0 3ot B Y B e
BFEVEPRE L ch B z% B o

mm n s e
%bg?o B A SR s T BNl A
@ RLen{ial A8 s PRIBBAEE B 0
Stone ~ Woodcock | . R e f% £ WEP
. 1 Fﬁﬂ-pu"’"‘ﬁ?f m@;‘
and Wilson v 5 2
(1996) 2’“ %}g‘;m’wfﬁ“”
?I‘ﬂi"—'ﬁig;‘« ) M ST BE SIEER o
Christy » Oliver FgE s AN RE Il a - A
and Penn (1996 ) 7 2 a8 F A KIS 7 G M A o

Williams et al.
(1996)

i
FdAwes o Ol AEFLIEEZBLAS
S &4 e o

¥ LS (1998)

i
Bl ~2 TRGsEs | Augy e s E
MFEFHLFRYGL > S BIRBFE L -

£ # 4+ (1998)

Ed IR BANE A FRA DL B RY o w2
it B R RN G- BiERE S 2
PEE P Fﬁpmff | -

Armstrong and
Kolter (2000 )

R B E o R @ 115 MARAIS - af - ok i 1 en
BN G A P RAE S E B R A LS L
B o

FH kR 2Py g

2-2. Rir

2-2-1.

PRIR T3

Bt & TR g A RA HIll (1977) [18] 0 T3 PRAE o g Bk

CABMPLT V- GARE IR E LM

Murdick etal. (1990) [14]:% 5 PRF+ 2 Fet 4 & ~

-10 -
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2-2-2.

AAbeE® o £ R {74 € (American Marketing Association » AMA) B =

HIRFE (service) 2 H LM A RS- AP S LR TR EDLEBIES
R ﬁi»Kmﬂ(m%)ﬂﬂkaﬁ@ﬁ SR EAT i e
E\‘? Z",,_\ﬂ\"zi_ﬂtf] m’k%g4,ﬁ-g,;-ﬁ§ﬁm‘_—»ﬁ%§,ﬁf A IT)&:]’J\

TR

B S H AR AT ER RSP AT G F A
P R PRAR A B B - fEAz A ) o (Gronroos 1998) [16] 0 i f F PRI

ZARABARGF I F - MG A BAFHE SBT IR FRLLAR

B2k bARTHEHLPERNREMZ ERE? BB LRHEFT A
AT TR A 0 T TR TR~ TR YR BIRFR G ¢ 5 A

z
Lengd s 24 - fF B ESIRBAE S A GASLE T
PR A% e 1

BIRFESEFHFT L BB S ¥ F e b BT
2 PRFxA ¥ > a f E¥ & % (business t0 business » B2B) spR 7+ ik B ## -
40023t o = Boyt'and Haveyr(1997) [17]% B2B Z|pRisA & 5 B fouk
- R E 2 ABP A RIS C P EBEFAE B L E PR
Kolter(1991)[18] & & £ & " $f PR+ {2 end 33 > JF 0 HIRAL e B2 & 44
t ¢ & 45 1 (intangibility ) ~ # ¥ 4 &+ (inseparability ) ~ £ & 1+
(heterogeneity ) £ % #ri+ (perishability) - & Wz 40T @

1. &35 (intangibility)
Parasuraman - Zeithaml and Berry(1985):% & PRI+ &~ fafl (7 g & > &
2 RFMAES- WA R F D RS g R ey JRBEF M

e
ASTLRE2 AR PPN RERBT GFHE &S VUET

CHREprR P ROFEEASET o FISAEE IR ] o 4 FHIR
Freng 9 R R R TR R LSRR B AR E KB JRIFOME -

& s
Bl 75 o P Rark e f Ao AEd A9 0 KA
TR BRR IR BRI EOLYG 0 TP AAPE £ R AT

-11 -



2. * ¥ &3 (inseparability)

FHPpcEAmLAEd 24 88 RBAARY R D7 PG LR
2ALY R OB LR FE L S o RRURG SRR R
/> 1] - Carmen and Langeard(1980))j* R s o AN PRIRL B HE M Bk
HFRT o REEREAN MPRIRA A AR 0 B FIRIFREA R AR R
2 Fehd e n B 0 WWIRDBST Y 3 ARy BT A FRE S8
2R Ao $HA S’r?ﬁv%%‘u FeA B Bl JRIHEALE
FIRIRAE S F A, B IR E R DA o

3. & # 1+ (heterogeneity )
JRAFX DR H D7 b AR B DPER 3 BT A g R TRk
1k’%%ék—%mﬁ4ﬁﬁ%wkaﬁg§,xQWZFﬁ%
CHEE R A RAREEA AR IIRBETHE LR o

e j\jﬁ BIFPRIFEEE T R - 23§ ENE o ATIL o do iR 4e Bh

#
Raamig @ f 1R fE %l b RBERY 4 2w

4. % #r (perishability )
JRAF A @2 GG M TR e A MR - R TR LR RS
B p AR E BT o TP RGNS Ha EEAR S 0 ® IR
2 F Rk & AR o FlA s L 0 ¥ oArd PRI LG
PEPT > B E PR QIR RG 0 Fpt A A RFE S AP D S RIS

Mg -

@ James and Mona Fitzsimmons [19] & 1997 #& ) PR jaen—= 35 354 » @ i
S SRR LRI E S 35 L SO 4T R FoR - < haE
BoRT CRAES FRCOATE U CFEN FEEE - E-AE

v
§ 5
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O RJRGRDEARY c BEs A58 o
O JRIDZ AR AR F A JRIFHGIEL § T o

0 FTORARBEEGH (RPN e R IEBPFIF L) o
O JRIFZF RF o FliPRIFE G ot o

O JRiAN (¢ FEEFifc2 44 ) 2 58 -

O JRAFcHE BLF LITAEE o

O MRIBAEFTIFAIDE

d b HPRFR T fv o FIRFFZ E M FIRHE 4 TR R R
BFHAT AN TRt E R g {FE R R RS
JRAFIEE R > B4 hE > B A2 FIEIRB ST R E W ¥
PR TR LB o T AT ﬁxﬁﬁiwwﬁ VERPRIR SR 0 AEH
FE2 PRI FE G SR RESIRTES N2 S5 o

et

2-3. IRIF&EH

3090 U “ M=k 30 W l§¢ m?mFRﬁ‘n—\i A Bt FaE & Lk
(Parasuraman - Zeithaml and Berry-1985 ; Reichheld and Sasser 1990) [20,21] -
PRAR G R crid > i F L VAR AR 0 2 AR RO S R B R S &

2:!:\' IE_,ﬂﬁ TF'ZF%/ZJ‘: °
2-3-1. RBEEH DT A

Levill (1972) [22]#- PR 4% & B 2 & 5 PRAFE % 0 7 & #1k iR o

Sasser » Olsen and Wyckoff (1978) [23]r4 444 ~ K & fo+ | = B HEa % )
JRIEEH > @ ip- AMR T IRIAET A N ko % > 4 & 7R ERM
ﬁ%ﬁok%wwﬁmémﬂﬁﬁﬁmﬁ&ﬁﬁwwﬁﬁa:mﬁ«ﬁﬁi
MR ETPRIAFHBE LT R A2 R IE ek > B2 T RHE L LB H RS
-k 2% (expected service level):= 2 pR 7%k # (perceived service level) - Lehtinien
(1982) [24]#k tff Z cLBE R FIRIF ST 2 305 RIS T 5 (1):‘@7?2;%%?
(process quality) ; ffRAFEAZY » A Z e RAFPL BIFR C QA NS
(output quality) ; Bg % $PRF% = & chffis & -

-13 -



2-3-2.

JRAR e d 0 AR FEABIMELEDOT R B AL L Y F R
REERL o RAFFIR G &)~ 2 F A3~ B2 2Rt i) §
A M E RS WA Y -k
[25] - %12t > &

LR LEERMMEBLPER B o 2§ FF B LY L odf B inw

KPR SR S A

1F

A5 % @ k4o 2 &y i (Crosby 1979 )

PEE RSB Y  BRLRIE R ER X T

Y

1. Gronroos (1982) [26]7‘1&5'\3;% JRIFSF AR EHIRDET 2D 0%
R PRFR (8 2_FRATEn i o

2. Lewis and Booms (1983) [27] % & PRi% & HAR @ % chpRi% 0 ERE £ &)
Hefe R kT Eano

3. Parasuraman - Zeithaml and Berry (1985) #-PR7%: 5 2 & 5 B £ ¥ PRI*
i) Y BT R IRIR 1S G B o D APRIE T 2 L EE > TIRIBEF =1
¥ FPRTE — AR AR S S S ) ¥ PR FRR B oA Ris K EAp E 5 £
PR AR S B s A e AT e R AR K < ) Y PR GRR I o & T PRAE
SR oS RACEPRAR KIE N o PR AR 5 R T PRAR SR K o

FE LB F IR L A T E R R U 0 LS
G FATEAETRE  AARE R T Y SR E P B L DGR 2
Z % > 4 T E_Parasuraman - Zeithaml and Berry 3% 21z T4 % enfp 3 & o df
LFE ) s TIRIEE ) hT AL D N AT E ke B S e TR R
e F] » 4o Brown and Swartz (1989 ) [28] ~ Heskett (1989) [29]% - » F &4

1tk TRE L SHAR M 2 E iy ¥ RS > SRR ES T b
BT o

PRI entE

-

da G PERY T RIRGE T L kGRS A AR TR 02
A PRAFA £ > 4 & 33k B PR F+ 8 42 ( Lehtinen and Lehtinen 1982 ;
Parasuraman at el 1985) - & & frg © & ? & KR 5 B > vRE 2 fF
g2 70T A ‘%'Jﬁ-% g —“‘Ff ATHPRIE S B ehiEw s p? 2 (dimension of service

quality )
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1. Sasser > Olsen and Wyckoff i 1978 & 3% ) 7 - 2 JR7% 57 = B it
- o
(1) %2> (security) 3% B2 PRF*% & EiEY L FAE L L £ 2
PAIR b ek > o
(2) - %% (consistency ) : #& -2 JRI:7F € FIPRFFA B ~ PR ~
LA femF A8 0 PR BERE SR L2 AL 2RI
(3) &R (attitude) :PRFFA BB - EF N2 B RE > T4
kil DRRE L F o

o (completeness) © PRARZK # 2 3k RPRIX R 2ARR o

dF

(4) =¥k

(5) #% (condition) : PRA* EHrchin % ~ KK 2 F 4 &

(6) i 11+ (availability) : § gk ~ BFF %2 L 4 7R EHEE
PRAE > P RIERAEE B A B2 %

o

(7) FEac (timing) i g PR P L A FRAE > A £ F ST o

2. Gronroos ** 1984[30]- #& I R -7 ¢ & 5
(1) # i e& 5 (functional quality ) : PRI:3% ieh— 58 227048 o

(2) = @29 (corporaterimage): : 7 M 222 G & ~ A & v @ o

3. Lehtinen and Lehtinen f'] %1985 & 3% 1! 7
(1) %85 (physical quality) : 7 B A& &2 L &2 304 o
(2) 3 # & (interactive quality) © 4 Af % £ JR7+% B8R 2 4
43 BPEEE s > FE o BURIAAET M oo
(3) 2@ & (corporate quality) : F B = @ eniz® ~ 25 % ~ f # i
BREX o

y.

4 . Parasuraman > Zeithaml and Berry ** 1985 # % ! 7 JRix S F 010 B = &

(247 %1% (determinants) ) » # 3 :
(1) 734 (reliability) @ &7 - f&% T W2 PRIFP F - R
Rl BRER R RF] T HIRB ST REKEILE R
AR ARl o Blde DGR R RS TR IE L R Gy

TR N R JRIEE o
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(2) F J&t: (responsiveness) : ¥Hig % «h& foit A i & wpFenw

(3)

(4)

(5)

(6)

C7)

B L EaAIL o RS EIREE G A PLEE F W
BE > AL R EREAIRTE o bl g hF NS H
BETEHSPRIES TP E PR E gy § N

BRALE o

% £ (competence) R4 f K EIRIEUTE L ARM 2 2

A2 BT S ATEA G o A SRR A B AR R IR
The blde t 2 EAER G L enz L EE A 2 R0 B A

ANPRIFA B A A B i 4 E oo
Heifft (access) ' RIFFFRFIBEERTI 2 RFFE
ﬁa ’ rn\}éﬁ”’]l

JRA%R o Glde 1 ¥ AT E IR NI G IRIE T - 2 L EF

] o
75
¥
o
i
==
)
a3
w
;‘;
%
]
=1
';‘a\
A
o
|
N
o
5
T3

27

L ART @SR R (R AR R P R e gt
R SINER = E g

A gt Ceourtesy) k JRIrA B i R AR ~ F AR s s E E
ZRGARE o BlAE R AP hE o e A
Ao RIEA R SR AR AR > AR EAE IRP o

o

TRy S Er i AR
Al i+ (communication) : e PBNFCRR L PPUE 2 LR ehA
EO R R G EMEARRTE T &Y F RGP & IR
A RBEE LT YR A SPT T JRES o bl HTRT AR
B AR o A XA ARE T R RGP o Y RFIR D
REE > AT RJR NP a0 SRR T
- A f - R A SR E Ol ¥

izt (credibility) :BAEZ G E Al 2P 2 RG 27 %G #
A RBELFAPRIE > FIP IR R R Fp A kBT

SRR LR ER R GPRIE 0 AT E BIRBRT R F 4 g o ¥ PR
A %
E3

CRERBE AARGMEY R WIREERL  JnRED
F 2RI A | 35T e B o



/.\
oo
—
A
14

B (security) :GEAEZ A%~ AR MAEZ B o T
WX 2BEES O RET AL P2 R 0 X
%??E%%*ﬂﬁﬂﬁ\aWﬁmﬁﬁé£Wﬁﬁwzg§@

)
Pm
‘:‘El
Y
gﬂ]—

FAEE R &G AR A B e RS

(9 ) =iz (understanding / knowing the customers) : ¥tAg % i
AP E T R0 A D RN R R IRIR R E o ok
REE & AP 2 a2 0T P& HAE LR > IR L R
f2o IR B Y aeie d T fREE R - LR G R SMORE
HRALRDRLE FRF - A RRFIFEE Pk fH

(10) 7 24 (tangibles) : 3 A4 & FZIRIFEAZY 75 F 75030
A RTIIR G OF QA ST T 0 FRWE R Y h1 B
B QAR KR ot B S R g s E Ry

PRAE A B S R PR A A 3R 0 2 ASER Y g
% -

5. Parasuraman > Zeithaml and Berry[31]* *+ 1988 & #- 10 /&2 7| & & &
F RGBS S
(1) ¥ 34 (reliability) @ 2P BAELHEEF 04 w0

PRengd 7 0 3 % AR RIS 0 A ¥ A AR A B R g e
WA ERELEREL
(2) F &1+ (responsiveness) : =& % H

ZRELF A P GRS > TR F R AR E L L fRi

REE NP B ¥ E a0 R iR den

W R PRI o

(3) Wz (assurance) : JRI+ 4 B B3 2dr2 B ¥4 B, o

FHARZPG AT ERFE TR

EEE A I I S S R st

=
=
R
A
(
-
<
"

-17 -



2-3-3.

(4) % 751 (tangibles) : & 325§ 5 @5 g WA > ¢ LA -

FAREEETE MR PRBAA 2R ~NMNE22 g FRE

A5
o

(5) MRt (empathy) : & BRRTHPESHEICT B BT - PR A B i

B R B RAT 0 D PGB M 0 b s g

%
¥
&%
%
=
¥

LR AP eBEEFE s I PRFRA E‘Eﬁfj':(.»‘)%ﬁ?t; mg]‘\t’;;b

P ERBEREBEL AT > FanREELoT ko Ea B

BRATIRIFLREE o FP 0 “BILSTVRRE Mol S hh B E R
PRAR 5 e

Gronroos (1982) 3% #1 A BPRIF S Fehfhs o & FoH L ST 2 HERT 1 #
B AR R AL @ % 0 2 BRI BIRE AR R o A S hR S
o e Ay BRI AL g S o R E ARIAE Y EE P
}%:“ o

F5EF R OGS TR Ay - 2 ¢ 1 Parasuraman - Zeithaml and

Berry (1985) = ¥t GRS H A MBS 5 2> » S5 5 1

RS

FRLEEFINY WP AEHREE R 0P S EIKER - A

A

w

2

e It
3

se

BEFeBIRBEDFRABLEEF A F- S a s e i ¥

&F‘—&‘;/ &%ﬁ*ﬁ“’%‘,ﬁ‘ff—:ﬂ—
r

BH# ) » 4Bl 4977 o

<

=)

2 feh TIRAE S FRABIS | 0 - 4

=i

¥

-18 -



S BAF RN

4
> Hp Y R
LI A A
i* T b
/
gy |
PR G
A
#r o1 )
v 4 BREE 2
PR 18R - > I
= h3mE
A A A
e 003
v
PRI B R T
PRI & B
A A
i* v
r
Rk

#H e

B4  PZB IR & FEAL MBS

¥R kR © Parasuraman A - Valarine a. Zeithaml and Leonard L. Berry > “A
Conceptual Model of Service Quality and Its Implication for Future Research”
Journal of Marketing » Vol.28, 1985 » p.44.

A
%

& Parasuraman ¥ A 3% d1 e DRI S FRAMHE | P RORBEFTF I B
v(gap)c PR EFE R L A{rhR B A EARZ T RER DA RE 0 FHIRES

?wfﬁ_&émém A

BEEZZ RGP LR T ok ¥

[N
/J = 7

I BT LR

ki

I f[% 32 E )j'j' KPR?Z‘%—»PRjZ‘W}FTﬁ = /5 ’EL

:mk-

RRAFE PG AL SRR e 5
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SRR R A

U o- DR R GRARE B I B R F e o0 4 gE(consumer

expectation —management perception gap)

pedtr A4 i &R PR E AR L Y SIRGE A SR L D Rl R
F oA T R A g TR BRI A S KR Y o
#rozor g iﬂ‘éﬁ BTy L RS TRRE DLFE

(management perception—service quality specification gap)

TRELEAR I D BFLOT R R EFR O TIREE LD S

Bl R P L FRZREMEE L LATE AIRIRE 0 28 A2 7 e

Piﬂg‘rr'?ﬁjﬂaﬁi- m;;ﬁ.r:' °

U2l PRIF&E AR SR B YR A eh L §E(service quality specification —
service delivery gap)

- AR 2 Rd AT FEAR R g o e |1 AR IR
ARpE o B g iR A - R id A i g AR EHIR

ZZ’\:’T’ ’Fﬁ_ mp:\.&’r‘? °

i vow 1 PR G vE & R i@ B oeh £ BE (Service delivery — external

communication gap)
EEFHR LB INFET LR A HRR A P T HIR

oI CREED R PREEF R R PRI F 2 4 jE(expected service —
perceived service gap)
JULREEN o q\}éﬁ'—”" T 0 ¥R el ‘f\f'«‘f%-i PRI {63 anZ JE o 4ok A = R

AN ETOH Y O RELHEEREIRBETERIEL £ 2 0 RBE

CEREARBETHER T BA o 7 T EPZB 2K AIIFET > 4T
I v - Flako e e o T gapb=f (gapl > gap2 > gap3 > gap4 )
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d AT e v - 2T e kg é#dﬂz AE ?gi;‘{ﬂj;iiz-;}i@{—'g:}i
BIRFAS L B g v T P Ed R F 2 o B oL jE R
4%%& FAPRBIARIVEE AL £ 2 %R E o OB T £
TIREE R R AIRIEE T > RS 30 I 0 Fl 5 AL IR ) F e e/
FE BE 0 AR R HIRAE R S A A -

Parasuraman - Zeithaml and Berry » ¥ ¢h#-5% 7 B4k o fh= 2k > H e g4
A F R e AR B e L BER R AR L o SRR R 0 £ T s fF R
N BREIRBE T AT R S B AP W RIS TR R AR
* e & 7 v fude (reliability ) ~ 5 & £ (responsiveness ) ~ 2% iz 4
( competence ) ~ 4 3+ (courtesy ) ~ 5 * ¢4 (credibility ) ~ % > &
(‘security ) ~ & i = ( communication ) ~ # i+ (access) ~ By f& £

(understanding) 14 2 3 251+ (Tangible)

gt ¢k > Parasuraman - Zeithaml and Berry * *+ 1988 # 4% 1) JR7% 5 crfff ~ $ic
TakT I R FE o R R
Irg T ent B R R b AR AT B G 0 PZB JRAR & T F R 8 AT e
B 5-

\—:4

;"L——{' *3—}“”4‘3)‘7 —g‘ﬂ#‘

ARG P 2 - TEAIFH T T 0 P R D B E T M 2 B iR
TATH Y PRI EFOR S > sl R e R L B ARA > KAE D 6 chA 7Y

%TE“'ﬁi?]f]iﬁfﬁgi ﬁ*]i %ﬂﬁéi%ﬁiﬁ}%?_l‘jéxlﬁ;(;'

o

Cn\:\f
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PRAR & ik % _F)

1985+ 1988+
Gl Xed > TEME
F B > F R BAZ R | EE
MiEh
4

At Hp 2 HPRFE

- FE —
e & —

o PR R
% rp
A
o PRI

FiT » B =
B iRl
i 1]3!]4‘ > ”}; Il}:r’_}_ —

®5 A RIS 5 - 2 T #
7o kR Parasuraman, Zeithaml and Berry 1985 and 1988
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2-3-4.

PR R

SERVQUAL(SERVice QUALity) £
SERVQUAL £ # %_d4 Parasuraman » Zeithaml and Berry (1988) #7# !
o B B LAL Y BRI &SR e b oo

Parasuraman - Zeithaml and Berry 4 $+42i7 %

7

CRERR 2P~ LR
2P BEGEF IR 4P S ETERAE > R AL BIREST

AAROHRIA S BAEP REFRRFTY 0 LGE- WGP F
B EATRFRAMEG C FRPATEA LR B FF 4T 3
VLR R E R RAOT B oo L2 BAP
ELIRIBFFeOgrEIE P » 7 SERVQUAL £ % > 4r# 20 B P 0
—ATHMAFEFM T IAMEFEIRML PI L HEFER AR
P te 3 Lo R EEE S RS A1 o KRS EE MR -

-@

o
B3
Aoy

i
T
S

‘T

—=\

PR R A B BTk .@iﬁvﬂﬂi&%%ﬁri AR &
ﬁjﬁ&@'ﬁﬁ* » (AR FIRBERE R R AR AR IR o TR A
JRA% S HFE 7 AR s enE & 242 - Parasuraman - Zeithaml and Berry 32 &
&—ﬁ%%?Q%ﬁ%&#ﬁ&,?@?glkﬁﬁﬁé%o

iz + 7 SERVQUAL # %

&% PZB #% )9 SERVQUAL & % » % % %‘?iﬁﬂ’,l Ll U IR

Carman (1990) [32]4; #i SEVQUAL & # 07 5o &2 22 B K I § )

PRIFEE S @ 3 freesg > Flt Ha2 R F B ond 358 4t R AR

43 A i3 ¢ - Babakus and Boller (1992) [33]+ ¥t o cfg T die

74 31 > % I SERVQUAL 7 i ﬁé DU N SR IO I 3
15

QRWJML§%5¥%?ﬁ@ﬁE%%§£$H % g
F]4 Parasuraman % 4 [34] % 1991 & #3744 E S R ¥ 2 T

BEz BIRIEAERF ARG PYRFY 0 T SERVQUAL £ 4 i3
Pefig e b ERLSHER AR LR DERAR o B R

X 22 'l?Fviﬁ“’mﬁf?'szern W AT +"11"'§\I§E’pp-‘f4m' >

&
=

ﬁré’“—la‘%@ za @fréijrﬁ endp o 13 I {5 P SERVQUAL 'E.% R
AT OB H L BHER BB AT R A SR RS R A
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(physical facilities / equipment) ~ B 1 & il & # 3L (employee
communication/materials) « # 7 # IR > KHB L S DE LA LG R o R

Do mER L R AR ARG o

SERVPERF ( SERVice PERFormance) & #

o B A B E R R A KRR R 0 2 SERVPERF £

% ¢ h3E 78 v SERVQUAL £ % ¢ ¢ 22 B 3L P 4p F o Cronin £

Taylor[35] & 4 ®| &= T R @ * & & |4 4 2 & 8 5 2c 3= & # 50

(SERVQUAL) | ~ Mg * £ 2 P 4cfE2 3 HF =8 5N (4o

SERVQUAL ) , ~ T&ig* £ 2 Moz Hrer ¥ £ it
%

2

(SERVPERF) | £ Tig * &£ & [ 4c iz S et

&
3

£ BERCY (e

I;t."t’xﬁ a[}.xﬁ. —r‘?

%w

\

-\m
EH-

SERVPERF) | ¥uw 6= 2 #4177 ¥ ~ F i ¥

Sl

;ﬁ‘ﬁﬂz ’ I’L‘ﬁ;"i‘l '%'Llp ~ TR A ﬁﬂ"' it * i8R p.\.xr-r 1}1’& Piﬂg‘rr'?ﬁ—»;'%_? }f%

#* SERVPERF # iz

£ % £ (Non-difference) iz & & %
Brown » Churchill and Peter (1993 ). [36]~ # F & SERVQUAL ¥ 17 3u5®
PRA®ZEP F PRAX B 60 L FE K i & PRS- F eh 2 0 18 PR G Aot B
RIRIEEH S R irigu g e 38 Bl (GRATPRARE Y PRAE) ¢
% Z KR FIM B PERIBEEAEE P P RAIREE Y YR
‘ﬁ ABER GG PRAFSE » T2 L B2 RBFEFHE S o
i B PIRIHE TR 2 7 200 SERVQUAL T 46 ~ 22 5 B AL i
FEE iRy ood W ED R A TREFERBSET O A1 E
SERVPERF — %3 22 4T+ o
Parasuraman > Zeithaml and Berry = i %‘? el B 7 & ﬁ.‘a 5]
SERVQUAL £ £ 82 F|% > § & chif5t » e fr LRIFE A £ 3 7 7 2
FHPHET DIRBPEFTLEEGFES N IR AN RS g
& $8 4% Parasuraman > Zeithaml and Berry #7# rpRas & FF7 3 18 (7 2¢
BE QDTG AT HERP 4m§i’—*‘*’*ﬁl§izz~rf-’§.‘rm)—}’/‘_}fﬂa'}’ﬁ’#
B

i2:cp SERVQUAL £ 4 o
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% 2 SERVQUAL % %

Strongly Strongly
Disagree Agree

1. XYZ Co. has modern-looking equipment. 1 7
2. XYZ Co.’s physical facilities are visually appealing. 1 7
3. XYZ Co.’s employees are neat-appearing. 1 7
4. Materials associated with the service (such as pamphlets or statements) 1 7

are visually appealing at XYZ Co.
5. When XYZ Co.promises to do something by a certain time, it does do. 1 7
6. When you have a problem, XYZ Co. shows a sincere interest in 1 7

solving it.
7.  XYZ Co. performs the service right the first time. 1 7
8. XYZ Co. provides its services at the time it promises to do so. 1 7
9. XYZCo. insists on error-free records. 1 7
10. Employees in XYZ Co. tell you exactly when services will be 1 7

performed.
11. Employees in XYZ Co. give you prompt service: 1 7
12. Employees in XYZ Co. are always-willing to helpyou. 1 7
13. Employees in XYZ Co. are never tgo busy:to-respond-to your requests. 1 7
14. The behavior of employees in XYZ Co. instills confidence in you. 1 7
15. You feel safe in your transactions with XYZ Co. 1 7
16. Employees in XYZ Co. are consistently courteous with you. 1 7
17. Employees in XYZ Co. have the knowledge to answer your questions. 1 7
18. XYZ Co. gives you individual attention. 1 7
19. XYZ Co. has operating hours convenient to all its customers. 1 7
20. XYZ Co. has employees who give you personal attention . 1 7
21. XYZ Co. has your best interests at heart. 1 7
22. Employees of XYZ Co. understand your specific needs. 1 7

7ok kiR Zeithaml ~ Parasuraman and Berry 1990 - Delivering Quality Service-Balancing
Customer Perceptions and Expections, pp.185-186.
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T
L TR N L SIS RE 4
it 4

TR e M RS8R D
FRALEY AL T BN GEF R AT F
LA ¥ EEnz iz (Croshyetal 1990) -

D-4-1. M &k

M OGS TR E Y MG G SR S Al o 1 SRR W

2 % &7 Fx 2t (Crosby et al. 1990 ; Smith 1998 )

Smith (1998) [37]% &\ T 4 5% 7 67 5 £ 460 & M %%

(high-order construct) s » & 1k Che @85 B 1 % B G A A7 RE Y H P h

mEARR | o

Hennig-Thurau and Klee (1997) [38]3% 5 M (2 &7 > 4ok & 5 & g -
VARG AR EAEEM G R aui AR o

2-4-2. M & Fifs

MG E TG R Ed I G e S B R X - RN
( Kumar - Scheer and Steenkamp 1995[39] ~ Smith 1998 ) - Croshy - Evans
and Cowles (1990) #£3f e fRi+4 & pF > M A o4 &k P EFFH A
kT dez ApREM H P R R

EFRE AT SRR GAEE
B H "hE, B TR,V AM BSR4 (Crosby et al.
1990 ; Dorsch et al. 1998[40]) ; ¥ 7 Jﬁ;,w\ TRE T RN RS
(Kumar et al. 1995 ; Hennig-Thuau and Klee 1997 ) » #4753 #-% =& Jﬁ Ak

TITAPN A RH o ¥ FT TR

=
e}
éi-ﬁ
foalcs
H

)

M-
AN

o

ST E T A KT ﬁ?%%ﬁﬁ

Xy
4

41 B f,/?rr-é-%ﬁf‘ﬁ’]%.@ 4e 1 ﬁ_glﬂl_—&r"f :
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o Crosby » Evans and Cowles (1990) & & » "B & F £ - B F I 0l
#5030 ge 3 E (trust) &% & (satisfaction) & Biea | -

o Lagace » Dahlstrom and Gassenheimer (1991 ) [41] & f o &5 #-57 »
M EfeA R S BHR R AM R

o Storbacka - Strandvik and Gronroos (1994) [42] » & A % % B % 5 7 4¢
oo R AP R B IEEA 0 ¢ 7 BR £ % £ (customer satisfaction) o B 1%
5 A& (relationship strength) » & % & ¢ (relationship, longerity) 2 B i% & 41
4 (relationship profitability) % -

o  Kumar > Scheer and Steenkamp (1995) 327 B i3 & & B G 8 ~ K
(commitment) ~ @ % (conflict)$ 4§ 14 % (epectation of continuity) % £ 3
1R, Bl (willingness to invest)2_ £ 4 -

0 Hennig-Thurau and Klee (1997 ) 2% M & & F & ¢ 42 8 & F iudr
(overall quality perception) ~ % i= 2 /%= B G -

O Smith (1998) &P =F Fdhgiz o MBEFI AL R E
EORFEZ AP RO G o

o Lee and Kim (11999 [43]&%= 1 #= > & e g M (2 & T hFF G

(trust) ~ & #¥pB & (business’ understanding) ~ = % 1 ¥ &2 b &

(benefit/risk sharing )" "~ *&k%% (commitment) ¥ #% (conflict) 7 38 -

FLAsEAMGE T afdn L ALRL N T RE MG
EHAIERERG e RFE A FREMAETE LAY -

O H3 s Z k] RES RS (R 86) [44F T M k5T & e sior

ALBBRE S AER T EAERT

F2Mtho B M ARTL %
TRERAM AR TERLRE A donE  FE

BEXwIf, "

»

FEELFEFPOTROZMASTHS > THEA I RFF VT REIEL 2L

ARG E S ORFEE R EZ BAEG 0 WK Z BSR4 AeT
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e

<

1244 Crosby > Evans and Cowls (1990) > 2 izehe £ 5 TR iz 8- &
A MEREIAGHLART GG fUMEED PIE %
# |, 5 Moorman - Deshpande and Zaltman (1993) [45]:n 2 2 iz 4 -
BAA - BT 6ol p
(1994) [46] KMV H#5% @ sk 3| enfs iz > o A3 HiFe 4 %%

[ 7& Morgan and Hunt

thid P AR REEL THIAIPL ST EE D E G G oamtie, 0§
BRAGEL-BIGFFEL  FRRERGI M EEHARALEY R

FoMAGERPERLERLGE

IR MEE A S A EA A TR A A AR A A R
PR GER B Y F R RGP B LG T o %ﬁﬁﬂf?‘lﬁlﬁ_iﬁ ( Croshy et

,1990) » B3 FFd GEmamE s o F RS RSB AL 0

-

GER e M SR G P R B 2 2 T
mERNEEREERT R R RSG TR R AT GEEES o Al RS
wﬁpiﬂ’iﬁﬁﬁﬁ BABEL 8k, Lo ps T
FEhG Mo A GmE A ML SR R 2T £

A3 B R Y B E & - %057 (Morgan and Hunt 1994 ) o 3R 235 &
i 1

C"'

Ao RENAFL VIR A ;jfg{ﬁ % 2 ke %% X (MacNeil

1980) [47] o 4r% £ ¥ F B E NG > F FE L2 FIp g

R R e T

KEARXIPEF > P B g2 g7 2@ v g (Dwyer -
Schurr and Oh 1987 ) [48] ; Moorman - Deshpande and Zaltman (1993 )
wh T k@2 LR Fdasy WEM hao- #EY , oA Hennig-
Thurau and Klee (1997 ) Bl:a s " -RE TSR L ¥ G L ¥ adF i
v R A Rl g M E AR G ETR I E D

F3E

R 4 °°
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B ET v REAAFESMGAENER Lk Y RA- R
EEGABE M AP SRS E T RESES S SR Y

%2 & =% (Dwyer » Schurr and Oh 1987; Morgan and Hunt 1994 ) -

Bl 6 = Morgan and Hunt (1994 ) # d!-k3#—13 i 22 5 (commitment-trust
theory) % j2 f B 0% 7 & ch & 7 > ¥ 22 4 KMV # 5 (Key Mediating
variables ; KMV)#- T &t # enfd % 740 3 8 B AR fciz T, 3 0B
CosE B R M AR A RERS 0 A WIE B RK

KA T ahm
BFZELE NE NIRRT NI 7 BRPE

B RN

T

147§ R HPE otk B MRk - BES Y OM T KR LAY
L
|

[

it

IGilY

BEG AT GG R AR A LR

IR R

ey

&3]
e
-

4

B TR ML 2 A

~ |8
+ +
M E < — W
+
Y
+
i i * R
B 6 KMV #;¢
T4 %k © Morgan and Hunt (1994) - p.22

>3- =+ A - _ % LRSS - A
":L.‘}'Z\'era’m,ﬁz/—gs‘ ~ é‘rﬁ'm,ﬁz/—g‘s
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R

Oliver (1996) [49]% % "% R 2 EAFE ¥ ol d M et P2 E oz
B ei®is 2] %7 > Westbrook (1981) [50]R1:n 5 Tk & - A& apk
fo > BF BN B ERaGRTR | o d t“?ifrléﬁf’ﬁ;i%ifﬁﬁ\%?i ko
ip Re AR EHTHE S

W gn koo MR GTHIEGY 0 B BB T AE R AR
EEENF - A3 FpamL 2T FOoEEE ¥ HRRIELRTL DA
# (Buttle 1997) [51] - 5 #cehF § 8 % ¥ink AR B8 A R LT AR
ey R L AH R B e B ek oS R ih- Ao TLiEsE ;s T
TREEBRIAAE - EARDLERTHEMF (ROI) 2 3 5% @5 & 4p M
Sheth and Sisodia (1999) [52] -

P RPRFFPA G- AP R R R R 0 2R

BIRFH AR Y AR LA € FIRAE A ¥ - B F|F 0 Glde | PRFFE
Mmoo R AR A AT A B PR G R OER AR 2 §aE
i frdp 3 en SapE S E B A FEF M ek (Parasuraman 0 Zeithaml
and Berry 1985) \; ¥ =2 m B £ ¥ iRy Rar A A o P A kR
rH A RPA M U EH NI A AR 2P B A E TR LR
B % eny% e o Crosby et al. "(11990) Ap o FAEEYED i ok 3
FRIBILF AW 8L fohl 3 ficsyikif > P {4 L LR Ak
PG R R o G BN BERLT MEI LB A ERBR
(Anderson and Sullivan 1993[53] ; Fornell 1992[54] ; Oliver 1980[55] ;
Oliver and Swan 1989[56]) - m #:E L F R T B - g L& E_,)ijbﬂb =E

7 A k41 £ (Bolton 1998[57] ; Fornell 1992 ; Rust Zahorik and
Keiningham 1994 ~ 1995[58 ~ 59] ) - LA RDEE > PIF LR
#% & & 45 B (customer satisfaction index) # i % & R4a itk - B 7 3

Anderson and Fornell (2000)[60]#% ! 2 ff % 7% & /& 45 i (CSI) #C5¢ -

ﬂ*}
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2-4-3.

L
=l

w1 T A

i

g en
F R

ﬂ"%ﬁi’m
i i R S

BI7 AfEmE Adpdc (CSI) 05
Anderson» E.W. and Fornell » C. (2000) > Foundations of the

American Customer Satisfaction Index > Total Quality Management 11 >
pp.869-882.

AL KR

‘A‘ﬁ. I —E,‘h)’z ?%gﬁ"ié ) f‘:: |1F ~ 7;,\‘:?,__ /I% s Kq,\fgj‘ W’Fﬁg‘f’);}’%%%_ ) ‘57}';

EPEA L RFELGRE G LT F o AT HET Crosby et al.

(1990 ) ; Lagace » Dahlstrom and Gassenheimer (1991 ) % & —"Ff m—p

Ho I BRLEEES B RESH BT

B O TS

Crosby » Evans and Cowles

f 1000 # F A4 DT - 2 MBS RS (R

8)» kAL TR AR T Al BB P BT F NI MG

2 a4 giEARY > A B A BRI AT NEMGETRAKS

Aed & L.

Croshy % A 8.4 XA R 24 B IVF > iR ¥ 5 GlFHIRIFA | 2 £ &1

PFood BEE TR A R 2R R AR LT ERTH Lok o
LG 2R R

Crosby = 45 ) > d 3% PRGEE_E )5~ AF F 5 BT E B0 40 L
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PR L F 2 A Y Wb S RIT 0 S R

I,‘io

® 0

mmW§§ﬁﬁﬂ%
FiMGETE 372 AE %2

A el TR HCES 0 B4 Croshy 3 A BE O & RO e A o

% & J i3 (relationship quality model) 2 4 » 1 % & % &
F gt~ Sizecp Crosby ¥

B R

)ffl l/J'I‘I‘i -EF #—'f‘r?g\- A éhglé‘)i
& ITRAR
o

4

BE B
(e v
y % A
48 s > TR A kT B
B8 M &

T4 k& Crosby » L. A. > K. R. Evans » and D. Cowles - “Relationship
Quiality in Services Selling: An Interpersonal Influence Perspective” » Journal of
Marketing > Vol.54 (July). pp. 69 > 1990.

2-0. BEELPR
Heoda 2  MMELBREATHFREL S nE & 7152 - (Gremler and Brown
1996) ° A E i BTG AT (FRBEFT ~BELAfCER) HW LB T
% ¥ eng 4 (Dick and Basu 1994 ) [61] - ~ %%«ﬁéﬁ’%%ﬁ%ﬁﬂﬁﬁ%?ﬁvi
B MR EHZLAEAAER > A LMY % HIRGE -
2-0-1. EERPRADNTE
CHARAELBMEHFIPEFORFF - ThheE > FIrREBEIERLAR
L o 3 F LBIFAAE R AEY X - B AR SRR PR
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w(brand loyalty) 5 7 5 148 5 A7 ¢ B2 BB AR S F R ehS o 4R
LL R o

Dick and Basu (1994) 25 AR E AT ARG B A LA - 7 5 A H B 0%

R ehip & o Jones and Sasser (1995) [62]4p AR £ LA EAE E H 5 LA &

BIRIAARPE LR THREETRFRL R D LB LB

WP L LMY > 2 2R EH P L F L LB
A

B SR SR R 2 T TR S AR S

Bhote (1996) [63]:n 5 “T3f AR & LA IR L BT & 7 O S8 RIF - R
B MR R S S P fg @ o Oliver, Rust and Varki (1997) [64]: 5 A E & 5 R
AAp s XX PR PPN FH L 27 N F AR TS LA EEE T
F T SRR RIE A KR Y o R B ORE DA ¢ fTec s o Smith

1998) P LA - BN E AL » TEE LA L ERET S PRET

‘Rﬁ’ﬁ%%é%ﬁmﬁiﬁi%i%ﬂjﬁ’kﬁﬁwﬁﬁ

w EN N
A
ke g;
v
7
o

AAEELPRAMEL SRR s ) > T REERRL S A F -
i»+ o Frederick (2000) [66]:a = "#RZ & AR, Ldpr A g eniz iz > "

I E Bim ]5';};\F| g ’I%ﬁf"@‘

R

“l’*‘}
Bl \

- BHEBRDEE 0 S S HPGL R R AR LR 07 LT gL

L3R - Seybold (1998) [67]RI3ns W M E A BAT @& & £33 1

Hi&RFFr LEMEMAEEGA > EETHRME S BEF P 4

P EDRACE T ER A S 2R E T

2 AR 3L PIREE L EEREATORE AL PP ERLA AL B
&

Gy v LERAR A

Raphel (1995) [68]:n 5 E4p kR chA b > #BpE 2 d R HERNF ML 5 T
B Py £ 0 B AR % (prospect) ~ R4~ 4 (shopper) ~ £f % (customer) ~ £ ff %
(client)2 B 2 % « (advocate) » Ip Frs #% 31 & — B Fp o dein 3§ *7 cPIRIMAE
ZoRABEL I -FE > NP EEGEESH o
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2-5-2.

REE &R DEFE
LSRR A EER AN GRS R O R o SRR
LPERFT R ARAECTERER MEFEFEFR Y > LD

Lot T GRS TR RS gk o

Fornell (1992) i #fd AF 2 EAFMF PRA 2 B LM EH Y R PF LA
B2 g REFEAE L L AR - Jones and Sasser (1995) R H-fE Z & A R T
¥ o 4 2 z% 0 £ pRFE (intent to repurchase ) ~ i & {7 2 ( primary
behavior) £ = & {7 & (secondary behavior) - # ¢ » & R FFEdp A B AT
BfgpF oA d A KLY 2 Wimﬁmiﬁ'iﬁﬁéiﬁﬁ%?%i%
AEHEPDEFL AR FERMNIFEFELE LS RA N AL FE DTS o
TEBEFLAEEANAEPIRS hE B M f T APEOTEREE A A LA
ﬁﬁi@,iﬁgmﬁ@%ﬁ?@gi_ng4ﬁ BenR g Ft S E
B LRt B A s i

(1996) [69]RIzn 7 & MPAER D T 217 5 SH LEATMR ~ LAY
*

-

SRR E LA T 5 o Griffin

jﬁ

zs%ﬁ@ﬁgﬁg§émﬁ\ﬁ@;2?%irm’v£ﬁﬁwiﬁﬁ&
85 B o T o Fredenick (2000) 4g i AR 2 LA R F e EHF R & E

Fob o~ FERRIFOPFER RN AR AR > UE L 0P KATHE -
Gronholdt - Martensen and Kristensen (2000) [70]45 &} » AR Z L3R+ o
@%ﬁ#:ééﬁzﬁﬁ%ﬁ@‘@w«ﬁgé~ 54
BRAAEE R BR hRMER MR F- 272 8 &2 SRR o

g L AT
7 R E - fAo T F o
Ai—ﬁﬁéoyawiﬁﬁiﬁ%Ei@%&@ﬁﬁﬁéaaﬁ@oiw

£ LR DR R R
PR T AR B Y
F100 R BEY ALY DY RFT AR MY B~y 4 (Jones and

ﬁjﬁﬁ’ﬁﬁﬁmﬂbﬂkéﬂﬁ&’@igﬁ*
T h

AERAFLERAERAE  FF PR

\~H‘ \m&

1‘% w

FRLBR KA kT AY BIEE i

Sasser 1995 ; Griffin 1996 ; Gronholdt » Martensen and Kristensen 2000 ) % %
WERBRZFERFMES 37 F A2 GRS Z  FprEY LRLE - »
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WARE DTN EWOREE S B RAL Y DAL R

Bedpte s PR A THEELFRALGFENE

=
w5
ﬂﬁ‘

2-6. JRAFSH M RS TR E L AR M T2 R

BT T ALE BETLBREZTIRMG

2-6-1. xS F e e f 2 Mk
BN RIREE > ¥ R EARE g $ R B X2 R )  F]R R
DELZTFEHBEEITO2EMG NRELHLERIIGEHEL -
Crosby et. al. (1990) g PRI &2 A & e £ iF i - Cronin and
Taylor (1992) % #s4p JIRAF&F 2 AAE 2 L ehmdk - @ Wetzels et al.
(1998) f‘téfwm}é-;%? (MEEFEET2# R BST) BEF - o ER
REE G e s X o HennigrThurau and. Klee (1997) 45§ ¢ M G ch A #3o
22 B R e A S b b s A S PRI ST A R ALK T S
A AL F o TR FIVRERRE foR A SRR ARG B M RS
TR IEE o FIMN AR i kX A T B UPIRB ST A
ESBEAFRILM AR T And o o

2-6-2. MBS FEMELBRLM G

Croshy et al. (1990):}ﬁ CREETEHIRIEA BRI EZE R TR s ]
eHRB -

Copulsky and Wolf (1990)[71]z% % "E F AL 5 eni B > B (G (74 R A ko qx 2
TR AMGETFEEL NS Z R nF L2572 B  AH
GEMAIE R UBEELPRL P T

FERIBFRIGIAMEFE AL BHERE L vk
P T AFBERERF M GRED IR PR BEL S o
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2-6-3.

Heskett et al.(1994)[72]:0 5 » R B EZGRB R B R TR ER L R &
B A MEALASGERERFMELHR  MELHFA

& 2 £ o Keaveney(1995)[73] % 7 # > &
MEERE ¢ HAM I E W & ¥hF & B4 - Garbarino and Johnson (1999)[74]#71
AWM GBS ERPMEE A k4 g LA o Price and Armnould (1999)[75]4
B R R R R NS E R Lk Eb R L A H 2 g
AR SE LFS S BN R ESIRBE IS 0 L P

ﬁ;ﬁ%&%&%%’@%ﬁ%ﬂﬂmﬁ#ﬂwmz# SRR 2

£3 H(x QD[T6]F M - 2P MBS FE AR MG H AL L
REFDGBE R 2PN AR TETELHR L BPR

JRARSH M S TR R LM

Keaveney (1995)# Fornell and Wernerfelt (1987)[77]% 3 & % #74% ik PRIz %
Bl s @i d LR BRI %?uﬁﬁ S S A o @ H A
?ﬂﬁ;@ 'uszTéEdﬁ’»% }éi:k m? ,{L

Y v AT
- LR REE

BV T R S T AR N AR T OE R FIE 0 6 MG ST L

LBRED GRS

2-7.

2-7-1.

FHE R EHE

N

§ A

&

1. G701011 3% B ¥ (customs clearance services ) » K& & b =& 41 v F 4
PRARZ. T H o 2P X R T ERELMF(F - X B37)[78]H R 5720 3F R
e e v MR FEEHze o o

AT 2 dF M R F IR PR [79]% S i 0 T AyRE T2 R M
¥odpgy el A fREMAREERLFIE
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2. G101061 ;v & [ & ¥ (truck freight transportation ) » @& 2 B2 2. R2 > 5§
FURRA2EERP LY EF > P REE B R A i o &
YEARE RS N(F B MR 534070 R T E g
FAdamed BRSPS FEERL - -

2-T-2. WM E73H E PRI

datiedie 2 pM RS AR R - SR F e c A B2 S ¥V - 2
BoAR AR AT TR AL BB E- RN 2R SREM
BpaaM A 22 0 L ARS8 pr 2@ Moy A A E[80]% -
»Mf%g'rgﬁﬁﬁiﬁw\@ﬁiig,@i~$@*i#ﬂ;ﬁ

AMEE2 FE  BEEFTHEMARFTERE ) A A2 HFMERERE
B2 ARBMRIE - B 9 B W 10 Zp R/ PR UMA BB AT
Bl 20 2 dp M F @Y L A %0 B RAA Y LR SRR

HE o,
/~F]
£ B % E & 2l % M 5 & F
D z2fe |To 317 8
[ 3 | A H F ] - 3 ¥
L F | ) L]
(R
TRADE-VAN
HHENE
4 e 1 8 17 e
* XW ] -] ,
¥ - e M R 5
FESH i 3
MO &v FHaMpd s LR

TAKR M T RERERRG DD

s

-37-



¥ & %

®E (o)

B 1 s
TRADE-VAN
HHERRSA

f%ﬂ El@?&@»&?ﬁzﬁ
}78.@ﬁ%%ﬁ%ﬁmﬁ=‘mg' 3
PEASARERT Bl b e B A AfF gL EeF
R el ALIT L PE UEERRE ST LA
BHRPMEFEPETIEEL ST A FRRFL fEdr > 2R
¥

MZELAF O P EREAATO PR LA RPN L FE L
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% 3

TR T R

(B 2 w)
T
A ' R e *EF | @ SEF | die | AEF gd@Ec| 2S£ F
2003 # | 437,538 2.92%| 671,366 7.61%| 391,167| 17.91%(1,108,904| 5.71%|1,500,071| 8.64%
2002 & | 425,107 6.23%| 623,889 | 12.89%| 331,752| 39.98%]1,048,996| 10.09%|1,380,748| 16.04%
2001 & | 400,193 | -17.11%| 552,675 | -13.21%| 237,007| 165.7%| 952,867 -14.9%|1,189,874| -1.57%
2000 & | 482,807 | 20.49%| 636,831 | 10.13%| 89,201| 13.94%]1,119,637| 14.37%]|1,208,838| 14.34%
1999 # | 400,711 14.3%)| 578,237 | 12.92%| 78,289 12.79%| 978,948 13.48%|1,057,237| 13.43%
1998 & | 350,580 | -1.29%| 512,060 5.8%| 69,412| -6.65%| 862,641 2.8%| 932,053 2.03%
1997 & | 355,161 | 18.76%] 484,005 | 11.65%| 74,354| 16.4%| 839,166| 14.55%| 913,520| 14.7%
1996 & | 299,065 0.54%| 433,518 9.24%| 63,877| 6.18%]| 732,583| 5.51%| 796,460 5.56%
1995 & | 297,471 | -19.8%| 396,860 5.59%| 60,158 0%| 694,331 -7.02%| 754,489 1.03%
1994 # | 370,923 | 10.79%| 375,859 | -7.86% 0 0%| 746,782| 0.55%| 746,782| 0.55%
1993 & | 334,793 6.9%| 407,937 | -0.58% 0 0%| 742,729 2.66%| 742,729| 2.66%
24 SRR EfTRE R E R
pawg |, | mewee e s BT pmp |
SEEGECRNE Sl Al T
2002 # 289,066 -3.64% 17,731,104 -0:02% 61 3.72% 70,058,488 1.94%
2001 # 299,983 -12.69%| 17,735,367 =2.46% 59 11.72% 68,726,703 -2.97%
2000 # 343,581 -1.8% 18,182,007 -0.38% 53 1.34% 70,831,094 0.72%
1999 =& 349,875 -2.8% 18,251,144 4,73% 52 7.85% 70,326,553 2.15%
1998 & 359,967 29.96% | 17,426,493 43.25% 48 10.25% 68,847,746  29.22%
1997 =& 276,980 -4.31% 12,165,071 1.45% 44 6.04% 53,280,564 1.06%
1996 # 289,446 -0.59% 11,990,977 -4.01% 41 -3.5% 52,722,380 [15.78%
1995 & 291,176 -7.1% 12,491,503 -4.58% 43 2.63% 45,537,821 1.27%
1994 = 313,436 3.9% 13,091,360 1.74% 42 -2.11% 44,964,588 -0.09%
1993 & 301,669 12.58% 12,866,835 5.29% 43 -6.36% 45,004,402 4.89%
2-T-4. 77 EF "2 M EZ FEHELH A
PEFH 2 AFMEEREF Rk T EFRRE FREL [81]F
S THR R EHIE A FE T SRR M A T
BELAR T PAKFRI AT MPFD2LEE 0 B pd FRHLLS A
HE2Z@BEH A gHnv 2834 0 WE G BRRAKLFFL EKE

-39-



2o ot “'P;:é;\';fi%;l %@?ﬂ%ﬁriﬁﬁ?@ﬁ;ﬁ]ﬁiﬁrﬁgi LB PRIR 2 BRI o
FAI,';»Q'Q—»""B\W’L—‘L'.&— H:"LB@LIL °FIIRJI?‘773§$%J"E’§F&§FR7JZ~$&V1”

%‘iﬁ%a’ﬂnd\lﬁi|$7$ﬂ w4 o

%5 *’%T’ﬁig@&”fp)jﬁxﬁ ’%#%\E"

2o »F e &y EFGTEE )
2004/02 369 1,581
2003 369 8,578
2002 334 7.054
2001 312 6.625
2000 289 9.293
1999 292 6,509
1998 272 4,550
1997 245 3,996
1996 203 3,181
1995 180 ‘ 2,992
1994 165 | 1,778
1993 150 ‘ 1,290
1992 140 : 870
1991 137 777
1990 121 656
1989 105 559
1988 94 490
1987 77 275
1986 59 170
1985 50 105
1984 44 95
1983 37 30
1982 26 N/A
1981 17 N/A

FHER 3 AEF " F A
€i120043‘[§?%}:ij; S B O
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B30 img~

£ 200,012 87,265 60,433 36,182] 1,630 1,076 386,598

2008 = £ & 47.24%| 10.35%]| 139.75%| 10.01%| 37.29%| 11.58%| 40.49%

£3F 135,887| 79,077 32,890 25,206 1,137 964| 275,160

200 = £ ¥ -1.08%)| -13.86%| 18.81%| -0.01%| 16.47%| 25.42%| -3.04%

£ %7 137,375 91,704 27,682 25,224 1,059 768| 283,813

200t = £ ¥ -45.41%| -45.78%| -1.16%| -36.97%] -19.61%| 55.50%| -42.15%

£3F 253,885 169,046 25,906 39,929] 1,424 494| 490,685

2000 + £ F 95.25%| 2.08%]| 53.81%| 45.70%| 65.91%)118.59%| 43.91%

£ 132,167| 165,552 14,680 27,283 895 226| 340,805

199 SR 30.55%| 24.29%| 17.07%| 51.06%| 25.95%]| 147.70%| 28.20%

£3F 101,235}, 433,189 12,539] 18,041 730 91| 265,825

199 = £ ¥ 8.05%| 20:14%]| 28.19%| 19.80%| 10.71%| 41.59%| 15.52%

£%F 93,685 110,861 . 9;781| 15,059 659 64| 230,110

997 A 7.83%1710.29%)| 26.91%| 80.55%)| 48.61%| -8.21%| 12.82%

£3F 86,875/ 100,510} +7,707 8,340 443 70| 203,946

19% R 11.16%| "-7.51%| 1.10%| 94.58%| -24.94%| 6.55%| 2.28%

£ 78,151 108,673 7,623| 4,286 591 66| 199,390

199 = £ & 77.75%| 67.12% 12.53%|117.00%| 24.90%| -0.03%| 68.57%

£%F 43,966 65,024 6,774 1,975 473 66| 118,279

1% = £ ¥ 58.89%| 27.05%| 26.88%| 12.97%| 23.79%| 10.40%| 36.93%

1993 £3F 27,670, 51,177 5,339 1,748 382 60, 86,376
FHE AR A LB AR
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&% |123,331| 41,965 | 31,733 | 15523 | 1,176 | 151 03 |213,879

2008 £ % | -0.63% | -8.74% |-21.07% | -7.76% |133.34% | -8.61% | -73.50% | -10.94%
437 | 142,648 | 47,351 | 41,156 | 17,244 | 423 183 1.1 | 249,005

2002 + £ 4 | 958% | 16.54% | 18.94% |-23.73% | 27.73% | -3.74% | 32.46% | 8.95%
&% | 130,174 | 40,601 | 34,625 | 22,609 | 335 191 0.8 |228535

2o % £ % | -55.43% | -54.65% | -40.32% | -16.94% | -48.51% | 74.53% | -16.33% | -51.12%
&% |295159 | 89,516 | 24,149 | 58,016 | 663 109 1.0 | 467,612

0 &£ & | 67.66% |-12.00% |112.08% | 38.93% | -14.61% | 65.66% | -87.47% | 40.94%
&% 179,021 | 101,727 | 8,392 | 41,732 | 796 66 7.7 | 331,742

1% FEF | 469% | 38.04%,| -6.25% |156.65% | 19.77% | 1.44% |-16.03% | 22.58%
&% |170,999 | .73,691 | 8,951 |°16,247 | 670 65 9.2 | 270,632

1% £ & | 3.71% < 18.63% | 38.73% | 29:48% | 29.42% | 55.58% | -89.68% | 9.72%
&% | 164,873 62,118 {6,452 | 12547 | 517 49 89 | 246,645

o £ % | 19.92% (“6.34% | 7.91% | 16.73% | 8.87% | 19.64% |156.74% | 15.70%
&% | 137,484 | 58,414°| 15979 | 10,748 | 475 41 35 | 213,176

e &£ & | 63.90% |-14.01% | -14.55% | -35.76% | 22.20% | 32.28% | 4.86% | 21.12%
&% | 83,882 | 67,935 | 6998 | 16,732 | 389 31 33 | 176,000

1% % £ % |140.85% | 85.76% | 26.13% |389.49% | 22.62% | -22.51% | 25.89% |117.96%
&% | 34,827 | 36570 | 5548 | 3418 | 317 40 26 | 80,746

10 + £ % | 61.10% | 40.95% | 5.67% | 72.05% | 59.69% |-41.97% | -55.65% | 46.47%
1993| 4%F | 21,618 | 25944 | 5250 | 1,987 | 199 68 60 | 55,126
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3-1. 7% %#

AR D A ATA P E TR LM A B P AR AR PRy §
¥

ﬁ

?
YO FPTHEHEEDL AR ’“/T‘ TR PRI A A £ R I 5 5
o Bhe P FEMMGEH RGP RELMGET LY TR EREK A HEE
LREESPENRT] RS EMPEERFFPAHEERF AL DR 1%
P ORERMELE  AFHREG BHmEAHE - AP 2 F AR 1L o o

\
B %
PRS- > -  MELBR
SONE 3
s R
4
BEE B

NS

BT R

AR Y EHE T 2 & GEFE Heskett ¥ 4 (1994) #rik O e TR AR- B4R
(service-profit chain) | s #EA o 3EHN 30 5 3 B SRR E o
BERCHEBRTAERTIE DL SR &R
aoa$Pfﬁﬁﬁ%%§ﬁﬂf§@&mﬁ% SRR E ¢h
AR AR DARM 2 E R TR IR R R FEEARTIBL
En PV ET TR MY ORRE -

we A AT Y %4 Heskett ¥ 4 (1994) PR B 4842 5 #chhf 4+ fk & Parasuraman
#40(1991) Hrdk MRS S F A 0 - B S R AR E AT DIAR M R
@ﬁ#mmﬁwﬁéxmﬂm gﬁ#zﬁﬁ%&ﬁiwﬁ’ipiiﬂ%#ﬁ
AURAES TS 2R TR () - BREEBRLZIMGERTEY A
%ﬁ£@%&$E§A%%ﬁ(W&%E)WE%E%%ﬁ’i@>@ ot %
B (RFRA) > RRIWM 2 E R ST BRI S L SRR AT



3-2. P Rk T TE

ERF L2 RAA ] B M L T R (TR AR b

3-2-1. JRAEEH

PRAR S A Ap AR AR X PRAR2 16 A Y SRAVIRAR TR SR R o A
zmﬁmﬁ&?éﬁ Hgrgsmp ¢ FIAFANRZ T a3 748 5 53"
JFR 2 E ﬁ 2 PRIEEFL & % B Flet4x* Parasuraman - Zeithaml and
&wy%l%Sﬁ%ﬁ%?m&H%ﬂiloﬁmﬁﬁ%ﬁ#%ﬁﬂ%(ﬁqﬂi‘?
R F A AR AR TR F A BT R CBEEE)
FeE I BHe s (1) v 3 (reliability)) ~ (2) 5 B
( responsiveness ) ~ (3 ) @z 4+ (assurance ) ~ (4 ) % 75
(tangibles) ~ (5) BiRl: (empathy) - 12 13 sk =8 » & f84¢ Likert
TEEE R d T2F 2RI P T2 R, > A8 13 5878

B E@AR GRS HiE e

PRV FfE g AU REE TR S AR IGE N 4RI R Bl
BiEpRAE A B J e AR R DR R SR ATHRA 0 4 5 RIFIREE Thdp IR
FRARATE B endrds s R E BB L GHE 2 L ani 4 PRI A
fedg £ ¥ 0P MR T ~ R BRI B KK BRI R Pk A 5 IR
BRI hdg 4 AR EBE S 2 A L PRTE o £ 8 ZRIFE I BHEG iR

wap e
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3-2-2.

%08 JRIEE T RO D

#rE I P £ X 2 )I%

AR A SR RE R A A RFE R
CIRIREA R R REPLFRAAE I R ST E FEk
PRAEA B % - ARG EEDI D =L GPRTE
RN R
.Fﬁizzﬂ ﬁéﬁﬁ’ﬁg%m‘t
" Pf jﬂi’m TFAE A A

27

FE
rm 3 AT en

Ly Yea

PRAE A B A il ig ek AT B chpRFE
BRI PUEES R AR R € 2 T e
CIRAFA R € FG SRS g2 TR A g

o

CEAR S EEE S JRIFA B oA A mE o R Parasuraman -

VIRIFEA R AR kT LA AR T R iE e 1988  Zeithaml
IRIEA R - e g AR and Berry
CIRFEAR BB RAgend 2 gokaw F A g R

Ol > Lo D[~

REE ST FRIC AR B 0 AL LA B PR VTR & R

«’—‘*_‘*_"_‘l—‘%‘r%—‘@OO\]CDCﬂAkCJO[\DP—‘

=

. FR§2~4 R oens ¥ g
3% 0 7 AR R R AR 3 TR A R Pl

—
N Nep)

=

R Xea

o F R ORI
o P He iR R PRI

LREW R AT R ER R R AL
.H?%ﬁuf&imﬂ&ﬁgﬁmjﬁ@

\'\‘&' Tl Tl
NN

DO DN DN =
o — O w oo

JRAR AR B JES i Ak R IR R

I'Fbg

Croshy >

GET R TR R A R AT R L e ERR - AP LR

Evans and Cowles (1990 ) -~ Lagace > Dahlstrom and Gassenheimer

(1991) $H ¥ g2 » WAL E S EA BHA RESMESF -

1. &

BRELFEDPNETIRIE > F G ok

vHE

E—REG- AL TAEERGGEIRFGEA R EFTE 0 g
é.’w

3

Bl o g B

N N2 £ SO 1ol

J=t

=\

2. BA—BAL- BHEF R F B EHEMRE SRR E HD
9

=% (Westbrook 1981) - 443
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3-2-3.

3-2-4.

2 &R EFREIE P (& 9)4 & 1345 Crosby » Evans and Cowles (1990) #

EHESE - TR VR’ IS - B

%9 B BNk IR FE IR P

AT, A F 2 TIP3 i 2 57
48. 2N Ap B PRFEA B A

T
50. B A 5 o AgHE R

Croshy >
Ol Aot TP A% Sl - 1990| Evans and
Cowles

52. (1 Brie T
R (3 EHERE S R R R
54, A (B BEH T S TR

B5. AR FTH B N K i REE TIRARR AR R

BEELBR

"TRHEELHR A EEARSFS S A T AR AL R

R o A SRS R A SR F A AR kR o () TR R

LR, 2 AR HEAREZ LA FRASSIRBDOLA - (2) T2 pi

B RRE 50 P AR enE ¥ A AR RAT o (3) T A4, gk
TAIHACERE A SUARRIRBLT ZRORA N iy B
c(A) THRLAE ) EREEHEHZAP PR REL TRES T DREL S

Fozppk o) THEL FAAARR  RIFEE RIS SITNEES

PRAE A EWPIERT T 5

BEE R

AT RAEL ALY B A KkE C RARDBERLE Y P T E X
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3-3. = { E®

Wiz By p g e > A3 IR N o #HAAT 2 R A

e

Bk - ~HL-LBE R RS e R Efef Bane FHFLE o

Bk S H2LRBEEF L TV R e HM ST MELE -
H2-2 pRis sz T st e HM st E ¥R E -
H2-3 pRis &2 Tl o M GEFL 3] HFRP
H2-4pRir iz T3 2 e HH G e T E B E
H2-5 R 5 12 TR ) 46 $H GBS T2t o) HEDF

Bz CH3LR# &L (TR e HE AS TS LT HERP
H3-2 R 74 % Fa T F fett | o M B8 F2 8L HERE
H3-3. ki & 2 Bl (s M B R FLa i HFRE
H3-4.pR 7 % Fa T3 A5t o M B S T2 %L 7 HERE
H3-S. 7Rk it T RIS 56 M BT AL 7 HE P E

Bake ~HALM G2l  Ha ¥t LA BERE-

HA-2.8 2 Tk o 0 HER L3 BFRE -

BRI > H5-1.PR§2":%%7‘1 M+ jﬁ-'H—J 1:#51 f%f@ﬁ"%: ui;)‘#ﬁi’ﬁ &F%‘?/‘—?‘ o
H5-2. 0k % Fr 2. TF ot o L LBART HELE -
H5-3.pRis & e Mimsit | o $AEELBRTHFLE -
}%4%%&?1 ?”HJﬁW”@$&$E$ﬁ¥%@O
H5-5. R a% 2. TR | e L L BAT HERE -
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B2 HE-LIRIE 2 (7 R 6 SR LR PR LSEN
Fra i i@ee fiEr o
HE-2 1t & ff 2 T F loth, 16 $ATE LR PRP LS BN 0
f2 e 4 e o
HE-3 03 ff 2 T At 15 ST E LA PRF - LS
Bz izizend A ier o
HE-4 0385 T2 T 254t o $AFE LR PP - LGB
Bz izizend fier o
HE-5. 075 5 2 TR | 5 $EE L3R B P L5 M 4
Fz fzizend e o
Bk = ~H7-L RS2 TV i shg_ﬁ, HATE LR BT LS EM 4
Fzigiend fhier o
H7-2085 502 TF it #5 $EE LB R OB L5 EH
Tz iR A ier o
H7-30R% & 2 TRa G 17 2 & ¥ R B 5 LS M 7
T2 il Rogh? A JEH o
HT-4ppas s 0l 2010 ) HE 4
B2 % Roehe K fEw
H7-5.pR 4% & B 2 T BRI 1‘#54
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H8-2. "2 lp R 1 A B2 B E ) IRIASTRFEL » 2
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3-4.

5K

AELR S LAY R R A ﬁ‘)‘“rﬁ v TR IR B2 @@T#L;}i—,ﬁa;}:
POARERFIEETRP I FN s R 5 R0 e RN LR
&ﬁm&iﬁﬁg’v<§7n?§ﬁﬁwiﬁﬁiﬁﬁkﬁiﬁgﬂ§g,
R LY R TR L FS T > AR

REEE RS BN B NIRRT E PR & R Rl o 2
BB PR R SR AR M2 SR L R PRSI AR AR RS IR
HELATR £ L B = i LB L Yl T O L S S %m%&;};iﬁﬁ;{

BN AT R AR R RS AN 2 E R IR HIR S
Fenfh A2 & fods X IRIr oami o2 & £ 5 22 42 - 247 3 12 Parasuraman -
Zeithaml & Berry(1988)##% & e~ o % & PRIF S A # > @ K F R
§_11 Parasuraman ~ Zeithaml" & Berry i+ 1988 # #7#% ! /7 SERVQUAL & % ¢ e
22 BRIE G oiRYp o RISELHIWHE s’ﬁﬁ%]#—m,%]ii‘a SeXE P o FREEE %ﬁ”—év\
BB 22 % 24 B R PRIREFEAR IE (L AR S 3R5) o B AR 3 e
B (Likert Scale) T Z-& # > IR S Fendh R r b5 5 T2 £40 )
"AEAR, > THwE s TER, C TAYER, B2 TEAEL, ~ T2

By~ THE >~ TRR L TAYBR, o AME-LII R

s
i

i R AR RN ERE AR R M AR TR A
BELALA PG 0 L] OMLAE T Z3R) X B HEME EREL L
BRGEE ARG Do AE g s RN e ARt AN ML R
LA~ A s BRFLAfTIAER LR F e (L SR Z300) 0 =3
53 ¥z 2Niriok 2 A4 ¢ A (Likert Scale)T BE 4 o #K T ok A ALA
TEARL, > TARL, > THE o TRALE AR AHE- A

BV AN
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Feh AEPEARFAATH SNGLR AERRPAFTHETE
FHATZAEY B 1A BRFREER T b SdkcE e 8 (L e

Fw i) KB E L R

3-5. B REE AT

GHERT PPE G STR BT R LT EEAR 0 FARTR Y R R

LFLFGRLCR o FI kSRR R T T A G R oA 2 A

3-5-1. TRA7:

% R (reliability) €47 - FRIE 1 & en7 RARR » i RIS % - RALA R
AT BRI HENEDLEELIIE U EARDERE AL LT AR
Lo SRR LF Y RN By el o F SRBERG RN
RHE P 1 Cronbach o M¥ci® i FE I FFen- REEF SAPLFF T 11k
* o Bt A FF g 750 Cronbachiig, ik T L R E R R GEE o f a g
FoAAREN AH A ARRAAE- R TR EERLF K
Guielford(1965) a3k v § @ <3 07 p5 > £ 7 R ARARE & > TR %3
S EqEAN 0T E OSBRI FEL LB 2FNEVES  Za @

12 0.35 4 L5 M A GEREIT gy

210 &6 2 G ARGE

B ) % & (Cronbach ¢ i #%)
FLiFs EpT &
PRAS 5 T EARAR R - -
e %= 0.8640 0.8523
F Rt 0.8835 0.8764
Lo ea 0.8017 0.8186
7 A5 0.7370 0.7473
RE IFL1 0.8962 0.8925
BE % B - -
£ o= 0.7961 0.7298
s R 0.8034 0.8129
LB R 0.8289 0.8345
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3-9-2.

d % 10 ¥ g I & s 0 Cronbach o fhicds <3 0.7 0 &1 287 7 0 B

TR AT L
PR TrAp BRI AN Frdt > TR E ORISR T K AT A L Ak Rl AT R TR E R

PEFFEBREORER c AP AR E P FORTEED > Gk
&3 2 PZB #3 F % 1 7

Parasuraman ~ Zeithaml and Berry = 4 >+ 1988
ISR SN F RN C SRR S S A T T
AR e M B RARM R L %ﬂ’vﬁiﬁs iFEREELL

ARG > A E B A & o NIFTRRE B L PG F AT 2

R LD R TSR §okk o
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3-6.

PR A R

AETHUAMGHEERFRE AT AM L F N 41T BRE L i 146 R
50 derh 19 P EOER 5150 R B £ 127 0 F ek S v ek 5 305%

AR EZREF IR TEZITAPEFRFTRFLEN NP LR > v TG 2%
PR RAF TR A B AR 11

211 2padz ki

- M E ¥
T b Wil | F A | Al T A
-4 0 0 0 0
- Fe 65 51.2 48 37.8
e - R 24 18.9 27 21.3
R Ik = Fe 3 2.4 14 11.0
T Rl 4 3.1 30 23.6
L AV 31 24.4 8 6.3
AT AR 45 35.4
THE Sk ERR AL 12 9.4
AW 1 29 22.8
A F 5 x A FE 21 16.5 S
AR 6 4.7
2 HEAEF 6.3
H 6 47
100 4 ()~ 70 55.1
B 1Ak 101~1000 ~ 51 40.2 E
1001 * 12} 6 47
- E(F)T 8 6.3 8 6.3
¢ e & PR - E~7 #(%) 74 58.3 85 67.0
IrpE TE~LE(S) 37 29.1 28 22.0
Ly 8 6.3 6 47
y 1~10 = 36 28.3 37 29.1
5 e 11~40 = 41 32.3 38 30.0
40 = 11} 50 39.4 52 40.9

2T AR b AN E R SR ERP RO - FE S 4
i 51.2%%7 378% - A A E% > G > FAMTHAEET 354% B Eid g
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3-7.

22.8% > & % £3+iE 58.2% o f 1 A A 5 100 4 2T ik 55.19% 0 # = £ 100
1000 % ik 7 40.2% ¢ A K &34k 953% « £ e PPRAPER D dRM K2

I
L - E~T E(F) bBF o A6 ik 583%% 67% 7 Tiou b = ko

WHE2 EhFEHE Y A0t S o 450k 39.4%2 40.9%

R EIRE
ARG TR A 474 SPSS itk EK4cAE[82] 0 E M AT Y E AR

(W 12 FAA ) RM 4oT

WATHIRTE e I PR
T # %
EE Y- WALE -3
y
PRI & BT Mk

# @ # @

o ¥ H L e = i GFA 4T W
| AR i TonBR
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#® /
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Ao f ki3t (=c B~ pe)(Frequency Distribution) @ #-< 3 i % & 4L 2 St

U R R A AT F L R

ﬁ ]‘%—/E °

*‘M

# A 47 (Ranking) @ ¥ AR L R X T2 RIS TG 2 28T A > T R

>

BBt @Eap /i A E RIS L SR B AR o

% R 4~ #7(Reliability Analysis) : &% & 4~ 47+ > i & & * Cronbach a & %
e wIC £ ¢ L RBOP IR R T KT Ay el A
Tatmd AT - R o
sz & & $7(Validity Analysis) : i& * p % sz & (Content Validity) i s #r& ~ 52
TAARE2ZMBRNIBIE > NRIIAEAFFTZRFE AN T L E{FR

ThRT:ALDP DR UFERD I IRBPERTIRBLTE FHF DL
B ’;ﬁllﬁgz‘%iﬂ’“”%ﬁ=f B - 2 F A o
WEFA YT L L& RIS GRS T M SR R L
BB B4 2 %l b R AR rl@gﬁ;ﬁfgﬁq%%&éia,y,i'.;ﬁu%g
AL TR 2 MR RC T BT AL 2 o AR R R AT
Mhs e ? Aok D LER S BER - L3420

P12 FF AR RS FRRED 2 FFEA TR MR AR
FHFLOCERBBRTHE AP RUEEARBETL A RREFA
oo

TR AEY RSB ERR AT FORBETEE I LTI HEFL

I:T‘l

+
oo TIFIUR LAY A0E 2 DGR A F A2 e
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e g T

O RBEE DRSS YRR ER o DDA 0 2 SRR ST D

WAL R AR P LR B

o
ud
N
\‘U\

o

P2 R NmE AT
- BT oA IR 0 R AR AE A PR ER o IR
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