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Abstract

This study has adopted SPSS FOR WINDOWS as the tool for statistical
analysis. For sampling data use research method for example, frequency
distribution, T-test analysis, single factor variant analysis ( One Way
ANOVA ) and subsequent inspection, Pearson correlated analysis canonical
correlated analysis, cluster analysis, regression analysis , path analysis and so
on.

The purpose of this study was to examine the Study on the relationship
between service brand equity, relationship marketing, service quality,
relationship quality and behavior intention in Flow Computer Products
Industry .The research was mainly conducted by questionnaires. Of the 720
questionnaires sent out, 690 were returned, among which 69 were not valid,

621 were valid. The returning rate of valid questionnaires was 86.25% .
The major conclusions of this study are as follows :
1.The personal demographic information of customer (income) is

significantly difference to the perceptions in areas of service brand equity .

2.The personal demographic information of customer (i.e., gender ,income )

Is significantly difference to the perceptions in areas of relationship

marketing .



3.The personal demographic information of customer( income )is significantly

difference to the perceptions in areas of service quality .

4. The personal demographic information of customer(income )is significantly

difference to the perceptions in areas of relationship quality .

5.The personal demographic information of customer ( gender ) is significantly

difference to the perceptions in areas of behavior intention .
6. Service brand equity is significantly positive correlated to relationship

marketing, service quality, loyalty & pay ( the parts of behavior intention ) .

7. Relationship marketing is significantly positive correlated to service quality,

relationship quality, loyalty & responses ( the parts of behavior intention ) .

8. Service quality is significantly positive correlated to relationship quality,

loyalty (the parts of behavior intention ) .

9. Relationship quality is significantly correlated to behavior intention.
10.The parts of service brand equity are significantly canonical correlated to
the parts of relationship marketing, service quality, relationship quality.
11.The parts of relationship marketing are significantly canonical correlated

to the parts of service quality, relationship quality.

12.The parts of service quality are significantly canonical correlated to the

parts of relationship quality.

13. Different cluster’s customer are significantly difference to the perceptions

of behavior intention.

14. The relationship among Service brand equity, relationship marketing,
service quality and relationship quality is significantly positive
effectiveness on loyalty.

15. The relationship among Service brand equity, relationship marketing,
service quality and relationship quality is significantly positive

effectiveness on pay.



16. The relationship among Service brand equity, relationship marketing,
service quality and relationship quality is significantly positive
effectiveness on response.

17. Service brand equity is significantly positive effectiveness on relationship
quality. Relationship marketing is significantly positive effectiveness on
relationship quality. Service quality is significantly positive effectiveness
on relationship quality. Service brand equity is significantly positive
effectiveness on relationship marketing. Relationship marketing is
significantly positive effectiveness on service quality. Relationship

quality is significantly positive effectiveness on behavior intention.

The above findings will be shared with the boss of flow computer
products industry, relevant scholar, and can be the basis for future relevant
studies.

Keywords : Service Brand Equity , Relationship Marketing, Service Quality ,

Relationship Quality, Behavior Intention
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Ja AR OR E o b b d M PRGEE 5 - 3L R F 4 (heterogeneity) >

T T R R T RARA R A R > T E B AR R

[

B R RAPRIESE X PR -
(2 )3k v 4—pRF3vEE 81 b 30T endk o (The Gap Between Service

Delivery and External Communication )

STz E ext B A SR MG B R RIS
P#PE’; = hLi_Bb B ifuzi”ﬁ ﬁﬁéﬁi}iméﬁ o 'ﬁ¥2\5@§;%* ag/,ng N
SHERF O AARE ST FEF DY RGN FRY T s
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FOZR HAPESL R G B REE PSR RF S
T2 PN h a7 sEE- BUES THED ) L4 iﬁ'?ﬁ'ﬁ?\ € 2
TR AE o AL EEFFEA N L EREG D
()@ v b—if FFH 22 ERE L ar& ok o (The Gap Between

Expected Service and Perceived Service )

TR FACHRBET L TER RN R RLRE LG FALE 14k
2B R R L ER NG LY RIS R
SP|REE R B SR E O R L B E R X SRR 2

i

ﬁujﬁﬁﬂ?*’ﬁﬁﬁg‘Jﬁ&mﬁﬁwﬁ’wﬁﬁJ#“
%

T o FE AR IR Y foi e B an L BB TR EHIRIES T A L
2 & o b ¢k > Parasuraman, Zeithaml and Berry(1985) » #-% 7 B4k o

Bz ko H b KARE ) IR AR L FE o RFERE R
ol FPRFE R o
2.3.3 RIHEEFE4
78 PRA% 5 B 2. & % 4>t Parasuraman, Zeithaml and Berry(1985)%
B IR E R B ATIGRI R B R PRI B L B (LT
B IRIE S A # T SERVQUAL |, £ 4 > # {55 Cronin and Taylor(1992)
$& 0 2R A% 5 vz (Performance) & 7€ PR4% & F 1 ' SERVPERF ;| £ % o
1. TSERVQUAL , % i & {4 » T SERVQUAL , £ %
"SERVQUAL ; 2 i & {5 ¢h " SERVQUAL | # & §7 .6 1% I -
R BEe 0 BT BiEe c HERALL 260 iR S A
VURE R A BN RS HEE AH D AR HIRIAY TR IR R
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ARE FLERSFT R OiRE o
% 2.6 SERVQUAL I B & st Bid M ik 4

SERVQUAL 7 45 (1988)
2T R F i i Mo

P ©

i R X ©

L T ©

R 2L M

g | FEE ©

AR ©

L R 2 ©

s | F3rh ©

(@]

S-Sy ©
i ST I ©
Bl i3 {2 ©

Tk kR : Parasuraman, A., VLA, Zeithaml. And L.L. Berry. “SERVQUAL :
Amultiple-ltem Scale for Measuting Consumer Perceptions of
Servive Quality” , Journal of Retailing. Vol.64
(1) .p12-40.spring.1988.

SERVQUAL % % ih3 B e ZmIE P 4ok 2.7 T kiR ¢

% 2.7 SERVQUAL # # 2 % 2287 P £

H TR
lizhe @5 M ivank i o
4 2544 2.8 R @ HIK Y ]‘ELV/\H’\ °
Fo RN TR LT FER -
4.3 7 P BIRIE G M R 4 o
5. iz f Pl kE B E AR o
6. ¥ PR RPF - TR g’t@ b A MR- o
Gl s TE?2?$—xflﬁ* & PPRFE o
TR 7 g EBR A %Wmﬁmmﬁ
9. TR Pk FEmiE o




% 2.7 SERVQUAL £ 4 2 #5 #3875 0 4 (&)

Ho R P
10. iz & 4 g#&ﬁ%”‘ s PEFA e PR AN o
11. & »25;’1’7&15& IRy TPRAE o
F R 1203730133 SR E o
13. 3% @ ehf 1 ¥ Flx = d @24 g 5 IR o
U Rl SN s £l W R i § T O e
15, B FEE R FTHEAREL 2 -
FEd |16 E R PR TG AR e
17 2R PR IR E@ P Eent g @i e
Peeha iE o
18. i R @ 2 st L IE B Wb PR o
it 19 2RO F DRI A L BR bR o
20,2 PR a2 g BehF RGP e
21,32 R @ X ARG BB 2 it s oo
22. RN P OF FPR AN P EMEF o

7L kR © Parasuraman, A., V.A. Zeithaml. And L.L.Berry. (1988)
“SERVQUAL : Amultiple-lItem Scale for Measuting Consumer

Perceptions of Servive Quality” , Journal of Retailing. Vol.64
(1). Pp.12-40.

2. "DERVPERF ;| £ %

Cronin and Taulor(1992)3% 5 & ™ PRAR 5 3% (% 5 JRIFSF 78 4k
#_> T SERVPERF | enf* 38 p < % + * TSERVQUAL | 3 om0
"SERVPERF | # # @4 $IRirFrc ks U R VT - i ¥ 3 15
PRI FHE  5 e

AP TN ETOFEE S e ER 0 LENRL PBEFTAA
S il FEF R R EHE c TR R R FRET Y
74 e TRl PZB (1988) I B & TG 0 B4 T3
i E A F R AR .

b
3%
‘;iq )
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2.4 M5

RIS FIE G ) B RE 0 TR AR R R AT
1% % 72 FE s (Uncertainty) » £ H 5 & o g 2 RENE
EWBE SURGEPE > S TG {F 0 8 S AT LA FIR
A prE fwm % A4 v e o (Croshy, Evans and Cowles, 1990 )
%43 0B 755 (Relationship Quality) ™ 127 i 7 F i ¥ & B2 84 &
% ¥ 4§ 3 & «n7g ¥ (Anticipation of Future Interaction) ( Croshy, Evans and
Cowles, 1990 )

0T ATIRARE K B oM B R LR 0 AT ks

FHMGET M, FIEAS -

2.4.1 Bz & Fae i

FpSmith (1998a.) he sk » "HGEFI- B2 2 L0 5 B &
%% eng Fpz 4 (High-order Construct) - F it BE thenih sk & > 12 2
Ma A A K2 EY gk K2R | o Hennig-Thurau and Klee (1997)
e MRS o ek A& ST OPE 0 ARG RIS KA E M R F R
g 7 ALK o

2.4.2 B G&EF i
FWORAHM GET oA A ROALE RHNHGSTRS 3
RERAEG DS AR RPL L TR BB EF D Dl
et i - &
1. Crosby, Evans and Cowles (1990) 3% B (2 & B # 4R 5 — B B Ffcfu
W 2 k%e 7 ¥ (Trust) &% E (Satisfaction) & B e o
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. Lagace, Dahlstrom and Gassenheimer (1991) % H B % S5 38 ¢ > 4
FHfrR LA Bie F M BEF -

. Storbacka, Standvik and Gronroos (1994 ) s& A 7 % B % 5 mf#& » e
R Ap g g e A 0 ¢ 7 BE % & R (Customer Satisfaction) ~ B i
5 & (Relationship Strength) ~ B %% & (Relationship Longevity) %
B % 9142 (Relationship Profitability ) % o

. Kumar, Scheer and Steenkamp  (1995) u i B & &~ A8 ~ K
=( Commiment )~ =% ( Conflict )~ 4% 4 =) 3 ( Expectation of Continuity )
2 $ 7 e B (Villingness to Invest) 2 #£4 o

. Hennig-Thurau and Klee (1997 ) %% B & & F & ¢ 45 B & F i
(Overall Quality Perception) ~ T #f 2 K= Bire -

6.Smith (19983, 1998b) $F £ 3% 5 F F chp 2o ML > e 7%

R GALE KGR BARM i -

22.8 METiHe 277 %

5 X E3 R A
Crosby, Evans and 1.7 4
Cowles 1990 |2.:% 3,
Lagace, Dahlstrom and 1.7 4
Gassenheimer 1991 2. :% 3

1REZ &R
Storbacka, Standvik and | 1994 [2.% %5 &
Gronroos 3B E &
4.8 EFIE
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£2.8 MR TG 24 ia(§>

]

P G2

Kumar, Scheer and
Steenkamp

1.7 87
23
1995 |3.#F%R
4 35 el ¥
5.4 F i,

Hennig-Thurau and Klee| 1997 (2. i #f

1. ﬁr%ﬁ e ?ﬁ— m;f_x"_‘f’

3K
_ 1.5% 3,
Smith 1998a,, |, /I, ;;
1998b. [~ 7 °F
3K

TAL kR AT KR

T G

ﬁ‘%?ﬁ?fﬁﬁt@é’ ZRE o - Rl o e d P E

v%ﬁ?’ﬁﬁﬁﬁﬁﬁw R ZARGEEE
TRl 2 G (RAR

B W ARAR 5 2 B TR & F1F (Berry, 1995; Dwyer, Schur

and Oh, 1987; Moorman, Deshpande and Zaltman, 1993; Morgan and Hunt,

1994) > f =

5 #eenhf 4058 (Relationship Model ) # - 28 & - L&

MO PAT - ARHOTEY > S g0 ZAAGH BPE ¢ 1
B it 0] F k78 - Croshy, Evans and Cowles (1990) 3n % iz g £

iAo At

ﬁg'g&ﬁ?yuﬁi’ﬁ’ g,rué;? ﬁpm«f KiFd | o

Moorman, Deshpande and Zaltman (1993) 23 " & ¥ (% - &R 5

HER T hohikigd 2P, - Morgan and Hunt (1994) < &

i T

TOBEF g

ﬁﬁ?iiiﬁ?%wﬁm%Jo%%mﬁﬁfga

Tetp L AR A E A RTEE bR ORR B



P2 EEERE O REE G %‘Jr;fi";v' | £ & (Croshyetal., 1990) -

;;“d fgiﬁﬁqéi,?u LN /}“/\Lbﬁnﬁi'ﬂ°

Oliver(1996) % % M & 7 EAF T4 foi) R ApM S F 2 T i e
B H]%7 > Westbrook(1981) Rz s Mis & £- Aok i - 4
F s 43 & Sokan®i | o

TR A - AR e AROEHEL R BN R

Jﬂ“ﬁi PSSR EAFORTR o RPRIFEARY AR E LA € FIPRIE
A B FE o bl D RFRE D B 6 TR AR E 4 R R

HE PRI B L 2 Eav o hd - R { ERG

Fe etk § (Parasuraman, Zeithaml and Berry, 1985) ; ¥ — = & Af

¥ BRI R A S P2 R A A kR R TR E

HAIRIEA Q& 2 P R R e F VARG 2 fiht e o Croshy et

al.(1990) 7" 45 &1 » F AR L B2 G TR BIF R TS AL g
AR enit B dgiREE o TR R AR K kenkg g I o

3. K%

KFEF?ARIPEZBFHEHYY GOFFLB 8P 0 af Y

( Dwyer, Schur and Oh, 1987 ) - Moorman, Zaltman and Deshpande

(1992) i T kE? L REFFasy §Em ha- ARy, 9

Hennig-Thurau and Klee (1997) Rz & T REFAEZ M GE D A

Fenfe o 2 HAHM GDFEEY ) A F LAV EHN G AL R
BHNEAMFLE jod PP KBEIAFLEZ LYY L B £
Hoox A - AREFFASFMN GOLE 5T A RIGEDLRR
EH S AT AL LG LM e FI o KGR E S i B

39



%2 % & =% (Dwyer, Schurr and Oh, 1987; Morgan and Hunt, 1994 ;
Sharma and Patterson, 1999 ) -

2.4.3 MR THS

B % & F #-7% (Relationship Quality Model ) #_d Crosby, Evans and
Cowles i%ﬁ?—"zi&ﬂ'. ks FEFEHAROEZZIFATRNT B
F o P % 5 Hd Croshy % 4w m_&_% pe i AR R L

e

.,—'—'_'_'_ ™
I AL ;izm%fﬁéf&%mrosby F A ﬁ%ﬁqi{hrﬁg Uh g BBCR A R

e

m oo 3 NN\
Crosbyf,é?al. (1990) #& i ehbl 2 & F 05 » 5 Fﬁ‘]i\ﬁ JEE
£ L B g o IR LB AR 0 AR Y X

B2 A ETL 1) BBt W’?mfr%fﬁ;tj\?ﬁﬂﬁﬁ & 15 fg

m%@%ﬁ%?ﬁﬂ%*rﬁ@A

ﬂﬁ%Aﬁm%ﬂ www<&mww>*mﬁ% i
( Service Domain Expernse“j‘—’—%—r‘—ﬁ% f;_ ple 353 4pd0 & (Mutual
Disclosure) ~ & iT & k¢ (Cooperative Intentions) 12 % $f§ 3% & (Contact

Intensity )
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F12.9 B %5 5 405 )

7ok kR : Crosby, L. A.,K.R. Evans, and D. Cowles (1990),
“Relationship Quality in Services Selling:An Interpersonal
Influence Perspective”, Journal of Marketing, VVol.54(July),
p.69.

2.4.4 MAEFHS 2 pMAY
FHGEH ERIARRLEY ARBFEL I W EF 20
Crosby, Evans & Cowles (1990) 5 4% J1 B 5B 8050 > d A R %
R AE S UG E G BIFRIEA R ¥
HIRIA RO ER LR LT ¢ BT
CEARED BRI R AE M R - £
P i > A7 & ARP HEF 75 R

~

L FFOFE Y o VHERIME BT DG - RaDE
L

B BAF LA RF 0 SR A E RS - B2
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RN

FA-FEEF - § 8 REGIRBARET ' BB AHE S

Moo TRRFR A FRAF G B A i b hiE A R JRIB

-~

P

o F > ER M GRS EY 23 FA LR FRBA LT b
B RN g B (R > 2 88) o
AN RN BT KEFF LY TER
lLAS/IRIFEFLEFmLY  HE GBS L5 BEEORES -
2. PRFFE AT A HHE(A85) ~ LB (RBO)wm ¢ > HH ST
?f &\?‘%m%i%&% o
SMASTHFNARI &G PROLF! - ATRGSTER § ¥
A kT B oo
229 MGE T2 ApHAg
Fa & 'FI;E EH%‘%& Fa e R
R * v
1. 4p 0+ Lp i $B R Faypd.
2. % %ok 2. % XM AR ¢ R OEP
3.M A4 e AL e
R Y .M AHLELHMASTT 3 AP
Croshy 2% E-EFLRE A
(1990)% * |5+ B ©|— 3 5% B 4¢muwﬁéﬁﬂv*ﬁﬁ% R =i
e MRS e
— 1 5. M BREFHITH A KT B R
— U AR B HE ok PlAMFRES o
5. 4 &k
6. 38 A k3 &
1617 5 s eyl 2RLE
2. & ¥ fra TARKE o
¥ 5 £3 M RaRgaR 2EMIFTLEMATT LI AR
Lagace R | RS S EFwBAMAET L AAR -
(199D) % 4 |mgr | — B AEHFER 4. M G FET L el L R0 AN
A, M G5 % o
—
— B A
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2.9 B A2
piyx | O4 ‘ L XL LGE € 3D
¥ 9 GER S S
=i
1. ﬁjaﬁ’é}i,ri 1 i.““:l:ae
2. 42R 2T A e ‘ﬁﬁ, ~T
= . = = AT I 0 4 2z
Kumar B N3, %%ﬂ‘%%r iMoo BV A /\E——'ﬁ"j Fﬁg n?g.;gr
(1995)% « |2 F &4 Wik gpe e S R
??ﬁﬂmﬁﬁ“ﬁ@w 2. B BEE B GET R
lé—r“)ﬁ 6. B 4% - R E R % I ARRE o B
B ERl ! ey
\ 3. Fﬁ‘g l%‘;fi?g’-%’;mé%rg ,/;‘—’J—Z'}E#E‘(Fﬁg o
= = v b e
M - L LR
B AL AT 7 G
A& 526 Juf’f%‘» LAzdetm o ~ BHLES ~ BB 75
E 2 RB AR PRI A /Mzz;mg,,ﬁff s
Leuthesse b '!’3 4. 7 4 X F 5% )7;]1 r‘f’:;]: k& o LS ?ﬁ—
(1 ' TR i
997> 55@7?{’%'& 3— ﬁ?r’tiﬂﬁé éx";“}%ﬁ'ﬁ &E%‘E;é%
6. g“/PR;?z-g;gr B TR ik ’ﬁjr"i;? )
TMART A /I 73S 4 RS
8. T # *;'*'é’ﬁ & ,, o *"“f'f?fr?’a“r’*
9ﬁgx49 IR 2 R e
Smi th T '5‘}* ¥ ¥} ﬁ 22} O
(1998 B ik i) o
—H 1"‘;;,\—? Ok $ ,/«r:,;%«u J# il
g/ 2.7 i s £ HHH % 5 F :Ea ThE.
S I 3, B4 £ ol "“Tij B g
BA (3 M MERE. SRR
o H 3Rk
£ ?\3 _ﬁ;‘f‘é’:é\'
' P s
— SR
4.8 &
1. #Bﬁjlrﬂ'_
2. & ¥ o
3. M 48 (7 1Bt
3w A TR CRETRA B (T 2 ,
ﬁ‘xﬁ‘-}l‘ 25 ! > = Q;fﬁ& %
%E‘J;E} oy ;; 4”"&1//2»9 ,ggﬂ. Eéiﬁﬁ—ng’;{&fi pFﬁg ,?‘_E'r,%‘r, IXT.;Z,
ﬁ 7 5 Fﬁg 1% ) 2 W2
(% 80) 5 6.‘ ERel LEBERmE BEHGR
RGN 3.0 i B PRI R hae e
. 4 % PR E B 1L SRS 1
T &RATE FE AR G R
\/_’xal o AEARNEAY &)
A B A 55 € B
! ! RN TR
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2.9 M T2 My ($2)

a7 X 3 p gl =§ ] p el N
1 R o 1 1, 7
1. %253 B @M RAE || % (75 % BPIRGE & LR 4 %
2. Pros IRAR R RARTF MO EES AR
— L ¥R FERMPIEERETG P RDR
—3IFRR o
ﬂ%?%—%%iﬁﬁﬁ-' 2SR D IR R REM REFT G R
5 % %i%é&féﬁ%ﬁﬁWﬁ gw%héiﬁiiwﬁiPﬁﬁm
(2.85) aéﬁﬁ—ﬂagféwg& %m%§&?ﬁﬂzimlﬁh
s 3. %% {715 % B MIRAR 1 (ST BRI
N e v MesTalgsyds -
— %R 4 MBS THEZLAR] BFPE
SMEERPR doo K H BARFR RN o
N
— A A
- BRI LAEEEs s FIRERHEM AT
LEFRI &R SRR AR A & o
(DAEE & 2. THGIE ) ~ TR Faas, ~ T3
B F(2)F 1R R#E Beag k2 TREEA AR B MG
BOER2 L LR AR ERL
T (DB 2 E . MRS ERE BT Faiph e
han [P @B Fan A MF XL L L AP
(%.87) = R % (%;M@fi 5 o
515 = |(4)pg & £ 4F 4. R RBEH T T BB R IR
BEEE|Z MR Mo g g %7ﬁ%ﬁ
S W PR BlanakFEALE D A o
HE) 2.AR
ZBERFER
L&A 5
2. & 1% 4
3. 4B 75
TARKR L EFE (R89) » ARPERAFH GETHS AT 0 &
E-EFRFEFTTHLIAY ©
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FREARLEY 2% F eSS u A A& 4 (Cognitive Component) »

& & % (Affective Component) 2 & #- & % (Conative Component) - )
fé;@’ﬂ’%ﬂ;ﬁ%@*ﬂ LR EHATLMEY o AEARESY 50
TR FEFREZAMREBRDLTTFF > A TE AR Y AR R

(Engel et al. 1995) -

DEFR O BRARALPEFLFORET A - LIS L v
FF e FrEeh FERIA R eni7 5 o Banks(1950)# Katona(1960) <% 3
B BAKGLA E FHEE LA R H Y o RRRMEE 59 530%; 2k
WA PR R R Y o BRREE FO530% (FEL 0 A
77)

Engel, Blackwell and Miniard (1995)¢+ 4tz & ~ &% ~ & A& ~ 75 &
w8 2 B Terd et ¢ (RI2.10) 0 s R H R - b
Mo o Ad By o GRER T ) FHF - R

EV R ELER SR E RS RN S E S SRS
H

i R N N e

-

B2.10 54 BT -BAE-FTaamBEK¥%F 52 M%HE
7ok kR 2 Engel, J. F., R. D. Blackwell, P. W. Miniard (1995),
Consumer Behavior, 8th ed., New York:The
Drydden, pp.368.
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2.5.2 #FEAwhEFEE

Parasurman, Zemail and Berry (1996) & # 5 3 B PRAx & 7 4t 2 5 gk 41
RE RN TIRBETEF L L2 MBS S 2B A (e R
2.10) » = =F ¥ 3 %E;’*v?@);%“‘ ' F MRS ARG 0 A5
REWAE 0 RI3 AR F L L AU P A B Do miEdL , ~ TRET
Loy~ THREER ), 2 TEREFL ) B4 L 80
FE Y T2 47 0 AR L3 PR R A 5 2SR (Loyalty) ~ ##5
(Switch) ~ # 1 (Pay more) ; ~ T ¢kt w jg (External rRsponse) ; » 12 %2 T
2% w R (Internal Response) | %57 B o T 2.10 ¢

3 B f'?é,"é,‘ré"fﬁm g » AT R-UPZB 75 e £ & (HcBl2.11)
Pl B2 Rl i AAL L %ﬂ#}ﬁ%mé&:m LIRar2 o KT ME

PRAE T rer®

)
=N
3

i , %
B s >

—
—

[N
8\_
@
) 4
&
[\

-_— E FE R
Bl2. 11 JRAFSFEF 2 e 2 Hite %

7ok kR - Parasuraman, A. , Zeithaml,Valarie A. and Berry, L. (1996), “The
Behavioral Consequences of Service Quality.” Journal of
Marketing, VVol. 60(April), pp.31-46.
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#22.10 PZBf7 5 &+ & %

e FEIEP
Lgwi i Az BiEho P anipao
LO2F AREE O A EHEERS T
#OBE @aéwx%%¢%f méwﬁmﬁo
B 4g Weip RO P S Y A SR RIEY - E 4
D. A KRB & ’ﬂgﬁﬁﬁéﬁzﬂ%ﬁ&émﬁo
6. A K& ’5“5%"')?%‘?15% A Fe B PRIR DT Hie o ()
ﬁ Tdrk W] 320 @ A 5 R RI A R A 0 A 6 E T3 FIR
7% o
g PrEERS PSR RPRFE AT A BB S AL R R
o,
3 9.&2%53"@%@, B g > A0 gl ket 7o
4o [LOBFIHERAOR AL > g FHA W h P o
Ti*;@ 118 3| EpfRA PR 3 > € H B AR R IR o
128 R fRA R R E e B E R & o
leaﬁﬂﬁﬂ%ﬁW% S L LN

e ()T AR hE LA
7ok kR - Parasuraman, A. , Zeithaml,Valarie A. and Berry, L. (1996), “The
Behavioral Consequences of Service Quality.” Journal of
Marketing, VVol. 60(April), pp.31-46.

2.6 e BM R 3
2.6 1 RAIxF-MIEZE TS A #

Cobb-Walgren, Ruble and Donthu(1995) & 4- ¥z 452 e 2 $5 i
Ry FAERRE SR REE R IR FRLM G 7]
BERHTRORRREIAT R R HHESMT BRE DRE 2
fL B @ Morgan(2000)~ § % & & E 2 i KRG R A
Fw PRk FHE T AR TRL SR EE E ST
£ BARRAR -
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26.2 REBEFEFZA™
Parasuraman, Zeithaml & Berry(1996) = = & —?‘f  d JRAF S
FREG S 8% 2 a2 R F R RS TR E S e 2 M
kB ANERE  FTR2I12 - RAMBETEFL L v
Ml XRATHL RS T ERELARPIRBET 0 PIRER
THEEFERT 0 F 2 FRETESRBET  PEERE 5 D
Fadmee Pl VRE LR e RS SPME gk
PIB ==5F%73 & ’“é/,?“‘ HFEsawitedr 0 2 %ﬁr’ ?
@ﬁﬁ%%ﬂmﬁﬁiﬁéi@%ﬁﬁ’j%ﬂQW$%fmii
( Word-of-mouth Communications ) ~ B % & + (Purchase Intentions) -
¥ .57 B (Price Sensitivity ) 14 2 32 22 17 % (Complaining Behavior)
Fwdgo LHEFIF A3 BADP Fr LHEA (Loyalty) ~ #4
(Switch) ~ 41 (Pay More) ~ #F¥%w & (External Response) 1

% 38w g (Internal Response) %37 Bie » %% £2.11 - X #37
R CRPER AR RGEZEZGEIHEIEAREALAZE R

PR #RRBETELFEE G Ly 2w M 2@ 2

IR ERIERE e MR BT O TR 2 o
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PR AR 5

Vg

£1 e

+$

i A ek g
Bt g
WRE R
o B AEE

AR %

1 ,:

J\er)\‘g‘

Gy TR

)
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b B R

4
W

AL %

S

B2. 12 PRAEGSH e 5 2 PRI &

Parasuraman, A. , Zeithaml,Valarie A. and Berry, L. (1996), “The

Behavioral Consequences of Service Quality.” Journal of
Marketing, VVol. 60(April), pp.31-46.

#.2.11 PZB 7% &

;4= Y 2 5 B %
T WP E &

o PR
lLLgmBis Az BeFH B OBE-
2.7 AR AE  MEHRBETRF R
&R 3. § BRI 2 DlipA RS
4. § BRI L AP RAFAF DY - EH
AR EF REFF R
6. F4 s € 0 R RGP BB o (—)
A T.ododk o] 7R > 2 ¢ EH T RIS -
, 8. -&r%;\e'ﬁ%’hﬁ,‘z%ﬁ&ﬁb s 2\ 1;;—:;—5_ ,;i 7
i 0. Wik B RF ARA B F o AL FFR AR
10. B R|Epf2 AP 3 ¢ ERE 6 hP R o
bR R 118 REpf2AniP 3 ¢ BB JEEF 2 o
12.: 83| 5pf2A-niP X > gy ME F & -
pIfE |13 BRI g RA 1 F G -

TR kR

Parasuraman, A. , Zeithaml,Valarie A. and Berry, L. (1996), “The

Behavioral Consequences of Service Quality.”
Journal of Marketing, VVol. 60(April), pp.31-46.
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263 MASRFEGEFZ L w

Crosby, Evans and Cowles(1990)F &3 R AE £ A k3 & g ) >
2okt H B4 e AR 2 @ enBE % 50 5 Boles, Barksdale & Johnson(1997)
iAo FAREH A RO R L RE DT e

( Intention to Remain) ~ 3& & =& B8 (Willingness to Refer) % 31 g eg,
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L e aE B21- 1 5 233575 | 0.5962
B 621 1~ 5= 3.1353 | 0.6428
PRr R E | 621 1T | 5 3. 3120 0. 4306
g sa] 621 1.14 5 3. 3510 0. 6643
Marii 247l 621 1.0 5 3.5867 | 0.7356
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N 621 1.25 5 3.5160 0. 6105
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A 621 1 ) 3. 3826 0. 5595
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4.0 2 FHEBELHH2 LR L4

T 9%
i : : e | Pi ir
192 129

L8+ | 3.415 | 3.35 | 1.160 | 0.246
egme | 3.371 |  3.281 | 1688 | 0.092
S w | 3.365 |  3.928 | 0.627 | 0.531
SW Rl | 3.141 | 3.114 | 0.455 | 0,649
s W fEE| 3323 | 3.270 | 1.261 | 0.208

wipnfad| 3.319 | 8.475 | -2.91] 0.017 | 251
M A | 3,567 | 3.662 | -1.298| 0.195

WarH | 3443 | 3568 | -2.177) 0.030° | 2>1
#wl | 3.504 | 3.563 |-0.976] 0.329
7% | 3.629 | 3.671 |-0.707| 0.480
Wit | 3.245 | 8.314 |-1.071| 0.284

S | 3.181 | 3.407 | -2.686] 0.007

Wira | 3.390 | 3.489 | -1.878] 0.061
ik | 3.823 | 5.224 | 1636 | 0.102
R4 | 8.466 | 3.433 | 0.547 | 0.585
%1 | 3.987 | 3.365 | 0.390 | 0.697
WS | 3.392 | 3.341 | 0.988 | 0.324
T# | 8.463 | 3.420 | 0.654 0.513
A4 | 2.949 | 2,894 | 0.736 | 0.462
F | 2.569 | 2.600 |-0.687| 0.492
Frie | 2994 | 2974 | 0.487| 0.626
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n=224|n=130| n=9 £ % |T-Zone| N=48 | 7 ¥ + n=15
n=12 n=5 n=91 | n=87
AR 3.4513.35] 3.20 | 3.33 | 2.96 |3.44| 3.39 | 3.40 |3.51 | 1.206 | 0.293
eeEe 13.39(3.31 | 3.19 | 3.40 | 3.15 |3.40| 3.27 | 3.40 |3.43| 0.833 | 0.574
aeig et 13,33 13.44) 2.96 | 3.39 | 3.13 |3.33| 3.35 | 3.44 |3.02| 1.790 | 0.076
ot 13.07]3.04 | 3,11 | 3.39 | 3.47 [3.22| 3.28 | 3.21 [3.20| 1.904 | 0.057
PRA% 5
1 ¥ 3.3113.28] 3.12 | 3.38 | 3.18 |3.35] 3.32 | 3.36 |3.29 0.586 | 0.790
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. 3.3313.30| 3.40 | 3.49 | 3.26 [3.30| 3.32 | 3.58 [2.99| 2.146 |0.030
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Mg [3.3713.39( 3.55 | 3.52 | 3.06 |3.46| 3.34 | 3.38 |3.43| 0.693 | 0.689
& 3.52]3.43 | 3.51 3.22 | 3.04 |3.51 | 3.46 | 3.37 |3.27| 1.128 | 0. 342
i/ 2.8912.94 ] 3.07 | 3.33 | 2.67 [2.99] 2.80 | 3.10 |3.04| 1.595 | 0.123
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A2 M
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Eifff: 3.589 (3.2261 3.733 | 3.639 | 2.833 |2. 738]0.028"
,L ‘*‘F‘ |]
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4.8 H_F v [ EAE WAL T 3
T o
6 1 2 3 Fie P& [Scheffe
€ ¢ * - T
£ 8 3. 431 3. 322 3. 369 1.726 0.179
B2 75 18 3. 384 3. 283 3. 308 1777 0.170
i eak 3. 427 3. 242 3. 238 7. 345 0.0017" ;ig
B e 3. 156 3.15H 3. 077 0. 905 0. 405
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T 3. 561 3. 440 3. 440 2. 856 0. 058
3 A5 3. 690 3. 438 3.596 5.519 0.004*" 1>2
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