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Abstract

Tourism is one of the fast growing industries in 21% century. The tourism has been

fuelled by the growth in leisure time and engaged in holidays both domestically and
internationally. The tourism industry is also essentially regarded as service industry.
In view of this, the Ministry of Economic Affairs saves no endeavors on assisting those
cultural and creative factories which have willingness for transformation and upgrading.
By referring through the design and planning of the overall development, the successful
experience of foreign tourism factories and through comprehensive scheme, they would
become the factories which combine manufacturing, historical culture and tourism
demand. Apart from manufacturing production, in Taiwan factories have also been
transformed to open-to-the-public tourism factories. Under such circumstances, in
addition to the manufacturing process, consumers can understand and strengthen
product identification, and also create a different kind of tourism niche. Besides
improving local tourism income, it is also beneficial for diversifying tourism market
demand.

We take Plum Genki House as case study, consisting of Service Quality, Experiential
Marketing and Customer Satisfaction Degree of a Tourism factory. According to
Dabholkar et al. (1996) in terms of quality of service proposed RSQS scale to measure
basis. Experiential marketing by Schmitt (1999) proposed that is based on the senses,
emotion, action, thought and association composed of five measure factors. Customer
satisfaction is referred to the American Customer Satisfaction Index reference model
(ASCI) views.



In this study, the survey was applied at Plum Genkikan House during January to
February at year 2015 for the sampling. Total valid questionnaires are 330. Statistical
analysis is worked out in light of the narrative structure of the sample analysis,
reliability and validity analysis, and the overall pattern of each facet of analysis.

According to the study, when it comes to the customer base, we notice that the
number of female is more than male. Regarding age, it is between 31 to 40 years old.
For educational degree, college or university is the majority. As to occupation, most of
them are students. With respect to place of residence, visitors from the southern part are
the majority.

In addition, as far as the total satisfaction is concerned, the experimental marketing is
greater than service quality. Thus, we can determine that the experimentail marketing
has more influence on satisfaction.

Keywords : tourism factory, service quality, experiential marketing, customer

satisfaction
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B~ 3B ~ RIS S - (EAHRE A SE AT S AR AR A F R A i SR A
WEEE T Z =1 -

() LR FH B 7y 2 AR 255 FH st FR B 58 B R RH B S SR SO LIRS 56 5
F oo B TR BRSPS E S PR Z ekt > MHREEZESE TS
A EEE  SUBIRAE » EEEFRE - (KFHIER  BOUTRETEHEFEE
Bk > 2009)

PREEEE Q008)FRIEBURN THEATE & Bt KR 2R BSOS - D TR
PERtHIIRB R R o ¢ SR - BRESE - SUEHE - BRI E) - BRI
IRFIEERE ~ fnzEfd] ~ BERE - 3/ \(E7 35 -

2.14 BOETRAERESIR

5 IR 58 (2005) AT T H ] (e B A SR RV e T i $8 2 RIS PR MW 7¢ - 52
Ry PR E ARG SE RS NS ER BT DR RS (SRS RS IOR KB R B RS 7 2
T SRR - SEBOUR AR BRETEAED TR I E R ~ HHER
i~ SCEGEHE » BB EERARESR L - M GHHE R EEER i - 3
SR EL > BIUCERI00% » ZESSEEURRIE &M AE ~ & BEAE] -
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arEE O ~ B aan o Rt E R RO TR SRR R - KOS 2R
HIZREER RV E R - A RO TR s EEALUNR G « DB ESERES
AEBDC TRUEIASKERIE L > HESBDE RS LUASE KB esS HyAL
R& - Al tHRE DR KRR RO TS| - HhaE I RLUE R A an il A =
AN (7 > ERAS ISR S ERARE « B EL - BB RE
W BOL TS RN R E 2SN E & - BE REBUFHER) - &E&T
EHFERAVRB) - ERIBIRIKREE R © AARETT ~ SHERGS TR S rn s T E AL -

PREEEE(2008)1E " [HI B & e P A1 FH S8 g SRl Z 9 - ABD L T R B Bt 5eeh
oy H AT SRS LB N NEE B - RILHIE & E A RS R
M LR L - REEMSENER] - NI E B SRR Bl R LT 748 - FLLEN
BIFR A BALE T RN ST B R AT B BT 73t PRad i B 5 A A B
YE TR Z BN ZR DAte (it TR A 22 E -

BT TR 2 BEEN AR BTN 5 #E R e R -t rT iR (B
1R TR H ETEESSIND - ETERE SRR - AR5 DL SO AT B 38
B THEE BT IRERN > DU AT e S e 020wk e Z BT AL -

2.2 FR¥&E
2.2.1 R ENER

BN ERAT S EBROARNEREEL - &P MFRSmEN
B % Sasser, Olsenand. Wyckoff (1987) » fff158 fl i /KA 2 Fa Frfe OV RS HH &
FRAVIME KBS E i /KAE - 0 H A 73 B ISR /K#E (expected service level)
FIFEHIARES7K#E (perceived.service level) e Churchill & Suprenant (1982)5% Bk anE
EHEBEIRBH SRR - BURE RIS S5 S I HY 75 2E - Paraurman et
al. (1985 AR E M = » IR EEE i E A Zal 2 - H I E R 2
BE IR B IR B2 2 MIEREm AR » ASpEE RS » AIEERRZZ
BIfiNPESE= V- E PN
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Gronroos (1982) 2 B/ (e it in'E BLTHRE o' E Wi A AR R B anE > 58 Ak
o' B B A B R s A I S B 2 S R HIRBAIAH AL iR A AR Y - FR R
AR e B A0k 2-3

PfliinE —=——> EFPR <—= IIEEmA

AR E ﬂ
SR —— AR

[

(L ESE |
[ 2-3 FE AR S o B A =
FOEPR R Gronroos, Christian,]1984.
Garvin(1984) 3 Ry AR BB 2 — T BRI AN mE - MBI & » H 2
MEBEMAENRS 2 mERS -

1985 FEHE GIIFE A = 7 Z% Parasuraman, Zeithaml and Berry AR /8 iE 25
Ry— TR » R HEE ARG H ARG IV NN E & 72 IR (e EPR R 2 AR
SCREREA] » B 2 IR EE S 2 B A /K A B ER AR B /K A S AYEE - o
AR 5 4 e I IR/ KL SR RIAR I /KR B NEE » RRIRISE © Bl
A /KA ZRRIAR B /KRB RAYEE » RIFTRIR AN 2 - Wt R s m BRI SR
H—ERBmEE - HEEMATEOTE R IRITE - EHFAE - 8B58a
R~ ST EREE A (BT - AENEREEN)  ETRATAE
SBRET - ST HEFETHIVEBE BRI - SR —EhiEE i e
Ae s E VLS - B R T PZB R

& PZB A do— 7 3 E H F sl S — T B S (L SR E S
O HI(RS) HI AR s BL L FTHA S~ A i '8 = R R L1 - PZB #RE RS Ry el IR S &
PR bR B a4 AT S M B B YRR - R FH & & i s B B 22 HL
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4
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SRS TERERE -
LIZHEVE © BHRMEETT R AT EIEIRE » B S B
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» SRR £ ERUFATARES -
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VE ¢ RRASIERS N SRR RN B ELLIS AR IE M AR T
SERAEROEINE (42 SRR\ B S AT T T R -

[
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&
Bl

8T « (W HE RN RS 2 EE SN BT A S (EHUR R T A&
ARSI -

O.FRAFME * fen THEOHBEBETR » VREIREERTBNVRS © AT 2T aHE
FEORZIRAS - AIEEEDR SR » RIS HE S 2 3R -
10. BINE © FEMRB ST ~ 22805 JETI - St ke TR AV A B B TV T 5 (H
B F ARV 77 - B RO HE B i RAFRIRZ -

Cronin & Taylor(1992) @8 RIHR 5 B [ MR AE i e e ] T ¥ IR Ay s A4S - %5 2A
M2 B EEARE - RGBS - RS2 3 B R EE 21271 - i
HFCR—AYHE (Anderson, 1994) » (Rl » AR# B BB EER T4 R bR EEAY
Frb(Morrall, 1994) - B AR in 2 AH BA E F A EEANFR2-1 Fior
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% 2-1 IR A E Y E F

EEE (AR AR S E Y E 7

Sasser, Olsen and AR MEE SRR R - B T iRERBE I

Wyckoff(1978) HHER IR EE B ERE - Nl EEFENE - & 2B
EERE S ER > 2R ERNSE -

Gronroos(1982) F R il SR S E WY 5 TH AR R R IR e 0 B
RS T o S R S A HA S B A AR s 1 1Y 5 R 0 AE
bR EER o TR AR S E R -

Churchill & THEE BRI HY MR e R e - BUA B REAIAR

Suprenant(1982) TSI F AR AR 7% 2 72 58 - & — T F SR AR B E

G EEIE > WA E R AR -

Parasuraman ~ Zeithmal &
Berry(1985)

R S s S 52 B e R Al s 12 B PR R B A T
2=iE > MRS e = AR — AR - WfRHHAY
—EETSHAN A F Earts > fEPZBIEZ0)

Lewis & Vincent(1990)

B E AN E R LR -

Bitner(1990)

IRF5 BT — R HRGHER - 20 EXEE RBEH
BREREE -

Bolton & Drew (1991)

M E R —TERE T - M E 2 IR s B AT AR - B
IR B A E R B H AR s B Y EHE -

Cronin & Taylor(1992)

P B Ry A P IR B AR AR 5

Bitner, Booms, and
Mohr(1994)

PR 5 B Ry DR B A A R LR S AH B B 55 2 S AR TR E
% .

FERESL > BAZCHE(1996)

Ak 55 i B DURR 25 Y B B A 2 (S 2 U e Y iR A

M (1996)

MRF e B R BRI A E] ~ (E SRR L S VR
HENEIEFRET > FRFREEBET ELE L > DRME
Y ~ B EHmE RS B E -

Andrew(2002)

A 55 i B FE 1Y 2 T e B & Y R K A VAL T -

FRE  MRREE(2006)

A 55 i B 20 7 R 2 55 T S0 S Y e s o T K B 2
Z MR & BB IR IR Z A IR /K48 > i 2 [ 2 AH B BRI

7E
fF °

BRI A SRR
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H EATRD - AR e E e AR B H IR R AZE - 52 » — &R
k%S a5 T FH R 5 B A& 2IeE P4t (Gronroos, 1982 ; Parasuraman et al., 1985;
Cronin & Taylor, 1992) RSB - EEAIRBEENE - #ERT
SRR E - A AETERIR B A S RIS ER - T EaED
ZZEME - EMEETE TS R B S - TSR - AR B ERE - B

TR R PR ORI ISRy AL R AVHHSE (H G AHEER R - SRR R AR

222l B B

Parasuraman, Zeithaml and Berry E2E1F 1985 F#5F2H, SERVQUAL » 455 A+
{EtEE - Al EE - KIENME - BI5EM - HEME - 1S5 - ERMN - 22t -
BT -~ R B AR - BRI AR R - AIEAE 1988 a1 F L EFRME
o FMIARZE AL - B A EREETTE < F SERVQUAL E3% » F R HIRIRES
o B S B R ARE - SERVQUAL B 3RAVSIH S #4013 2-2 Ffor -

2 2-2SERVQUAL Ehisesz
JFAARETHI(1985) EIET&REEI(1988) B
Ak (sbizs TEHEIRE AV AT ~ SR E
[ FEM: [ FEM: A A\ B RS B BIE 2 B
AISEME AISEM REIENE - AISEMVEE ARG IRG
(T CREgE e NBEABEEZ B RGN I A
T FRTEE -
=AM
LN
PR B BEZ AL > (E R RE AR
T
RE A1

ERIACR ¢ Parasuraman, and. Zeithaml, and.Leonard.L. Berry, 1988.
A% B B SR B AR 2 SR I M HE - B IR A SRR e
e ERHE Y B F Ry s HER  FERE AR b BRI AT E Ak
ATREAE R LI 2% ERREIRE A o BUEI IR mENRE - EIEEE
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FERRIR B E M TR IR AR TR - S8 m AR i SR s H B e % -
DIERE 2T SRR T 7 © H SERVQUAL ER#ERER AT SEEHI S
FHEATIE - (EFFEENEN LI ARIEGHE © FTLL Dabholkar et al #£ 1996 £
Rt HEEESE-EHERSmE & » #/ Retailing Service Quality Scale
HAE A DR B NG E R - SellEM TR R EDHEETHEFE
FERGE Z EERNER - HARRITEER - EHSURRETE F B IS E 1S
i -

BHFEZ WG G RO TG - Fradibot TR B A R R I Ry fiors
Aahn o EERERE VRS o ERRS IS RIS SR R AT KAk
o E T Dabholkar et al.(1996)Fff@ thify RSQS &3 Ry &R

2.3 B AR T

SREFE Q00258 Fyiahnl TIHE AR LR RGBT NN E) - R EST
A DA MR T E DI RE R 88 Ryl R ENT T3 Tk By 1 A RO TURE Th Y S8 /2
fR¥EPineEAGilmore (2003)FE &L (B (B AR HE ] i OB R B - AIR2-3FR > /&
55:-20)| 0= = SAININE SO R O S E =G ekl e 9 S AR TR YL 2 4
RIREWE ST Ry * FI8NEEm ~ Pim ~ BRAS ~ AelR o HLoPAERIslE mayEE Sl DIEE A
PR 1 P AL P PRV EE A A 2= A - P SR INE EfRS © RrsPE B an
A &R Z= S E I BB S A IR E S © AeSala B LRy 2=
BIRERA > MR E RSP PR EHY -
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1 -3 AIRETR

LRG| PIREm R i A5 AR
A B T3 s A
B INRE PRATEIR UG fEfit B
EYHE AR HIPH Py BEHY
E B Y et Sip)] Z By {E A EAY
fHeg7T= RALEEF LR AR FE— B Rl A

7~

FOKE R ok Ryt 7 TRV IEZ

ERIARE Pine&Gilmore(2003)

KB AIRG TS 22 S ARG BRI AT AR - MEXCB A EINENIIT R - TR
KOREEEN G - WIREERIEE ~ [BRL ~ 3340 ~ 17 RS i s AU 4
snDREME Z B - AR E L EENHER - AE2-4F7 - BEEE R s
e N TSR AR A% - DAEUR I 20U EE H sk - (Rt AR
S R G RRE AR oKIVE M > A REAE T EILE - AT REi AR EE YY)
Babs o RE(EIMR SN EN L E SRS > DUBREE 20925 -
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PineEGilmore (1998)FlliR A & ARG B8 S e — e s o - ECATRRAvAS SR -
s EURB LSS - DEmbER - BEENEE - AlEHEEHEEREIE
A& - EHP SR ~ IR - ARSIk S <N #&
HESHY - (HERBENER - FAEREEARLF - Z2EAEIPE - 154 - J3
E2BFRS - J2A \IVRRERE T 21K - AR ERE K B E A BT IR BLIEE R
=R 7/

AEEER R - BREENEYIEEE T - HNEYERG TIHEEET
A ~ LIS RS - R R E AR RIS S - BRI S
BN EEAEEMNEIHETT R e —Emthay s - 2718 - 22=
2 K[ 48 SfE(Holbrook & Hirschman, 1982) « REM&E RG> K + 248 ~ BB DU
BRIR(3Fs) - AEe Ry M B B RS R B ¥ 448 - R ELERIRAY 2 5K (Holbrook, 2000)
RS E LRE A ETIEE - BB - BE SRR - Eat
FTiEE A2 192547 BV (Pine & Gilmore, 1998) °
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2.3.1 #8E% (Experience) I ESH

TEPE T E R o - T GES | —SalE AL T S0 T experientia | @ ZPRE ~ &
BRI AT S RN - BeBR S RE SR - EEF S RERAYECE
F—H#E MRy 2&Es (Brugger& Walter,1989 ) -

B2 Schmitt(1999)5 G g e 75 Ry G 228 A= B L EL A m e R 1 S5
BEREATERE - B TSN BRSBTS - ¥O5BEEMNS » #8
B TE B o AT EER R O SR Ak 48 H AR AR R A2 B JE -

BEE— BN N E T - ERA g - TERE e E RS
RTINS B E BRI IO EE LB R Va8 - IRV
AR ARG - BN SRR T TRV E S - FEHUEBIHY S EUEGE A
BRI A BT AEHUHEE RSP AR E R TS 2 DB R G R
IH1,2010)

2.3.2 AEERTTH

HEEREI IR ERIVELS - BAE LA AT A BB EZ T
FE N B FRE R E 198 £ (hedonic - consumption) A1 78 8 5 fi B (1 22 %2 1% - Abbott
(195538 Ry & A AG S I iR R B B2 — M & o i AP B IEAEEE Y 2 —(E
BNREDHERE o FAK > FREAVARS 3 e e SR 5 T A0 - H
R B ER » KBS HIY "R o B EE T E L - IRt
JERS - BRI SH T HRE ) AlEE - HEBTHBRIRE R Pne
Gilmore(1998)FTFE A " BEER4EHE | (experienceeconomy) » Pine F1 Gilmore f#fHE:

H ks (experience) & USRS M - (ELDIRE BSES ~ DIERAEE

RGEHEE  AIEHESHEERIENED - RERLEA PN - EERP
Y - FrRlE HoRAVEG B T B H EETHY - BB EFTANEINYE - phin » IR EH

GERSEEIMERY - HAESRATENAERT - FEREALT  ZEANERE 15
&~ HiEk E2BHATS - IRA AR E T2k - N ABelE R B E K L5
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i Schmitt(1999)HIFEH " B2ESTTSY | (experiential marketing)—35] » 20 B BB ESTTHY
R A A R R B S LR B2 RS R EA 2 Btk - e A R4
POEI BB T By BEINEE M HE - FrABEE RIS ~ iR TS DU
SHEREHERE S IIRTT - o B A DU I I s fy VOB BURE - e e
HEE RSB T U - Wl RS S RN EE TR - 8 E B4
EEUEEAER - BUERES AR EN R E BL L B R T E SN J7 % (Owens, 2000) -

HEMEEE RNy R ENEYEEE T HREY ESRG TR EEELT
Y ~ AL 2R R D REE, - IR A P A AR R R )RG5 o AR B E
T ENMEFREEAEENEIHET R - e —fEmthay s - 28 285
2 4 R g (Holbrook & Hirschman, 1982) - fREHEE ERalnsr Ry © 4718 ~ B LR
WR(3Fs) - Wi Ao F e 2 Aa ik B R ¥ £ A8 ~ B Bk Y 45 >K (Holbrook, 2000) ©

R ST IEE(2000) ISR Ao Bl T 85 /2 128 18 RN B 2R AT BH F R [ Bl 8 — T ¥ e e 1Y
R s RIS Ae R o S REEETRDS - 5SS BE BB - (efHEEEE - LU
ZERATSA H Y © BT DARGERAT 89 - /U E B AR Ees M R B RETTK

MOCEE ~ BREMS (2004) 20 AHSERTTEHRYIUARRFIE » 40 2-4 A

7% 2-4 BalE  THHVU KRR M

BB TEHVU R stH
FEamH VR EEAERSE ~ Bl7 ~ (RHRCUE T EEHE B TK

» BATE LESEFE > BRI REER Y
fa > SR AT S RS R -

BB IR = EAERVEAYIEK (Sensation Seeking) ~ B EUIATFE ~ &
BIEAYPRE - sEsRVELE I R ZE MO aE R SE - ¥
HEENS @ FEE—EER > TIEEE%EA
RN ESR -

HEENAREE | HENARSEE RSO A - B
(At TIRHV AR A S HE AN B S - HREhzU
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THEEEN ~ BERYRAE - RELS TR - Rk
TABHESHECE - HAELREPERNE—5AK
HAVHYZZE -

TTSHHVEET TR mipiTiHt e T S EREREIIP A - BRI AR
OERE AR BIA R AEL VR () - HEBLATETURG
SO RES BN IR E B O B R (RS 8 B T Ry B

38 - =LA BaTt RN RO B 2 2 B LR HRE R T
HFTARE - fEEE 2R > (T A RAREITDE S
TEARNVARE 2 > A RE(ERRSRT T S R R R

BRI G oLEE ~ BREIS(2004)

2.3.3 EGTIHSEARERTT A

Schmitt (1999 ) F2 R E& T8 B A @RS S — > MhAsEdiEs - 8= &
o RS U BRIV E S - = BIF I R BRI - SR > J5iAHE
TERESE ~ B8R ~ LIEEHY © (B2 - JHE & TR E AV ERE RSGE A IR Y
anhE T SR B P & 240 an A 8 U2 — AR i R e — e A B T SE A5 Y
EREMEEIMLMIRYC - B FIAERE - HREB MMy AR RS GV B i B T IS E
Z - AERGSRTTIA T - OHEE N U HENEY o RN - R AR R o Fa T TR
BRI HEA TR K - BimRZAst e ERUAE & O ~ BEFH %
HEEEL R RNV TEY -

Bl TN A VU(ERE SR - 2R — - FERMEREE R L - S5 RelR{TiNE
SinaRE M B BRSO E B AR S E o E RS ERE L FERIHE
PR (E R E AT ERITERE B ER o 11 & AR SRR A 8 A S A R A B R R
TR > DU RS IEE ARt HAGS: - 5= > BIZHE MEMSEE AR »
[F AL 2 B REVEETR - 550U - AeSR{TIAVTIN T A TEA SR - +
TEIZ 2T » HFR 2-5 DA SR et T I B BR T TR AL S E TN R -
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FEMMHYESRR ~ $¥UMEEHVEUR AT AR T A FEABEARE - (Schmitt - 1999)
-5 (BT A RGBT T SR 1 B R

BLRATHH HEER{T 5
H R SR AT RE B M SRR E Rabe b
WP IRIE (R A | e R
HR P H S BEE A BB EE T M B R M )
ST JItTHY ~ EfEHY SEYEHY ~ ZITHY
FEAnDAE g S LB
HEBTHERET | DM SEE R | USRS R E R
BRI © Schmitt (1999)
2.3.4 REBR THHEE

Schmitt (1999) 583 * BEERTTHH CASHERTAAE » M HEXK HIEE MR RS
AEAGES - BB TN R SRS - B EEEEER » EmERTTE - MRS
ZE[EIERER ~ 48Uk ~ B TS R AN S FRGERE T (ExPros) AR TS EIVAGERT
I o B ENTER R R RS R T B A SRS - FE R SRESHCERTE4H ( SEMs, Strategic
Experiential Modules ) #4625 T JEVE (Sense ) ~ 15 8L (feel ) ~ % (think ) ~ 178 (Act) »
Bl (Relate) TiiERGERIDZ » Jpaftan ™ -

—JBE (Sense) i @ FUEEDIGRE ~ Ta8 - 15 - BRE BRE TERVE K
FPoK - BEMBRVE RS At - B - Bl e Ay B4 AG B - BT — (1996 ) FER 2 PR
fath - NERRVEY » A 8192 HEE 28R - BXOERRE 1% - i§58 3% ~ 1
B 2% ~ IR 1% o R R HEE R ek IEHEE AR - (REREERE
MmN 2 BE& R/ - DLAER JIARGES - S (S eI G E m(E
1B -

=~ 1BRL (Feel) 14H * FRKFOHEENENVBRERESE - HIEEASE RS
B o IERESSEER  HIE T ART RS o] LIS [REAfEIE 4 - DUREEE S
F B2 Bl Schmitt (1999)F& A\ FEA DUREIE RS HE » ELFE 1B 45 ~ RV O 5 e -
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A E T IR AT IE - FERSAHY S REAE A SRR iR B A AT AN -
SHEBAT MUY - FHCEA TR RMRAIESZ - AT SR HE AR
B B 58 F(Schmitt, 1999) ©

=~ FE% (Think ) 1554 : 1Z BT T84 7 =GR HE & e B Al A
HOh AR - &2 [E g R AV EE - SORIER ) - BRI
EREET ~ 5B T &S A SR A A L RS - SR E SRR
EEE ARV RS - (e SR B e hn TRl -

BB F3E MAZDA3 + BB ES iy [ H B R BlATR R
& © 25TOGO st LAF = HAguh ke ERe i B EMEAT I E RV on - A I DMESGHE M
AR » R — (R PR ET ~ EARAYE B AR - BRI B > BhS RN E
BEOE 5 ERGIS R iR AR BB E —H T ARHSGETESIIRES: - IR TSR
% FRERES o SOO7NEN TSRS A g R BRI R o (i o s
PEEESAT - e R Z et o RSB IR WIS Z30H - (EERE A FE
RS (PR, 2004 ) -

Y~ 778 (Act) HE4H : {TEIRSER SEMESE - BRI AINVHEIE - SN EE
SRR ITENA S - FEHI NS RG RS RV UTE - B ATERIRE
BT E) WS EEEIAE R E B R EE OB ER L E SR TR
< HERE#K T UG 1T HE g 40809885 > 1l IR HEY SR T — Bl
FHVRCERA R - MR A SRR

1o~ BElGE (Relate) 520 : GERVE ~ 1BR - B - BUTERSESEE - A0
et vrsay el NPV TN = RS T [ NG -2 R (PN E
B~ M ABECESULAEARE - Schmitt (1999)F5H > FiE BIRSAV R 0T DL A RER SR
JEENZEIRAE—(EA TIHVERS - Bk ASSR S B R TEER R M (FEE - IR -
Fo ~ REBESE) EATR AN —ERE 2 E 2% (—EICUE -~ —(E
BIZ %) EAR: - AR MA IHmARR R EL R B - DM B FE RS
FIEHE » REARSENM N —EE S UERENICULERS - ISRk — TR
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EDERBRIEEET - E - BRESE R BHHEEERE LR EE
AT IR EEIRTS SRR REAE R, > Had R o Rr AR ARG Ry R LG T 5 T T8 o
FRAeiRRE o R E L SRR EARAREERNET > BT EEEE RIS
TUREAHRE - FOAM AR E - SURRERHY AR KSR HIRRS - B a iR RIREARF @Y -
(F 44, 2010)

il 5
Relate

R o 48 B A

[E2-5 SRS Bt E

BTG SR AL 7T AN B 25 R A AT BRI ORIR ) B 2 B — RSB
B Bt Z MEAFT 2 RBME A A8 - (38 BRI ERaSa sk - & Al H
TE A RS A SR MY IR ARG ERE AV BT RE o TP RS RUT AR B
BIRy " AGER 88 0 A8 2-5 R aeEnfbal 2 fMayEiE - SEG AR NETE T
FERGH YRR R S B O B HISRAT -

SR CE RS SR T TS R PREPEY DA Schmitt (19997 #S a1 T84 -P 2 AT RS b
TRAH Rote - MCREAHIE R By TR E A RS R B vt AU 8 e - Hpe e ml
RIBER N BRI - Bt AR HE R KSR TR T AR
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BE - BRC BF - IrEhikaes - (ERE E A B el o WA KRB EL
solE] - HEMEEFEERS M 2 (E(E - W7 H LA Schmitt (1999)Fri RS SR AR R e int T
SHAVREE -

24 BEMEE

R T {8 v T EHT SR BRI S (EAH R % - AP T 5e B
FEHIREHIRAR < MBI GIOB R H BB HE B CHRB R E RS
REZ A B R IR B A B e - S SR AT IR R R R R VAR AR & - R ]
RS EIAE] 6 - B E L ErHER R E B R R ARV E R TR -
Fyltt > BB T R 2 i L B FE A i T FE P 4R I S R i R R M 1T B
PERIHT » A ReE— P UCEE R EHA % -

ARENE R HRIE IR R E s R 1% > BTEARWEREHE - HIuE
TR T BB N MR 2 E S » DU s i i B 7 AR a8 -

241 BEMEEER

B R ATE T B AVESR LU A2 Z BRERYZEA | » Oliver( 198 DFFFEHY
002 DAA—E(disconfirmation) YR 5 A fo M BAZS Fra R M 1AV B PR L~z B EE 7 ]
=R RIR B & CE I L o ¥ 7 e s A A S B B PR i e o AR A5 IR Y R
2 EA N —E  BIAE Rl BN RS AV HIET - Hemple (199738 Ky - RS a
BRI ERNEE TRV E s B A s B AVIEE - BB TREARI RS
R—EAEE - AR ET Ry DM BB T B R IHZ LUB RS 128 B Westbrook
(1980)3% s R BUH & FEIH 54T - FReEAmE - SYMIAERAGE S RAIEE
BN B RS BLRT FUE RS RSE > Oliver (198 )52 Bl B S TR (R B e S BN e
e 2 s HE - MR — A e & AV B G B A M B A R B2 [F S A
I - EEAE O ERRAE -

o B R TR e B e ) LRI FE TS R 2 Y E 3 AT aLRe 2
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