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Abstract

In recent years, the market of Beauty SPA grew up quickly, which
average year growth rate is about 25% and the scale is around 25 billion NTD
in Taiwan. However, the Beauty SPA market competes sharply and customers
are various. Hence, this study planned to explore the relations about Service
Quality, Perceived Value, Customer Satisfaction, and Customer Loyalty.

The research results of this study indicated that:

1. Service quality significantly affected customer satisfaction.

2. Perceived value has a significant positive impact on customer satisfaction
and customer loyalty.

3. Customer satisfaction significantly affected customer loyalty.

4. Perceived value has a significant mediation effect on the relationships

between customer satisfaction and customer loyalty.

Keywords: Service Quality, Perceived Value, Customer Satisfaction,

Customer Loyalty, Beauty SPA
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Jonesand Sasser (1995) 1 % AE % LA R LAp AR £ #2074 B~ FRAE
B A - {8 é‘ﬁf»‘f%}g » B 4582 88 £ {7 5 » Chaudhuri and Holbrook
(R001);em AR E R PR F R B - AR » 2 £ - fE{7 5 Flot o Bohf
LREBRA S F A e E L3 (Purchase Loyalty)fr ik & & 3 (Attitude
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Springs) ~ P& e e 2\ %z 45(A Fashionable Resort or Hotel) ~ — i #& ix
B KK o K % (Health Spa, A Commercial Establishment
Providing Lacilities Devoted to Health and Fitness)... % (£ £ 2 » % 90) -
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G- h KRB RBEFTTEEBLRZ S F @RISR A
BF %k R B 2w F) %38 o Zeithaml and Bitner (1996) 5 B A Fl& ~ B
Fl % PRIFEESH A z%f@*g LR R R AR o 2 3 (R 96)3n G
FHMAR RBEFTEREZALAZFT s ¥ Fr M - Hurley and
Estelami (1998) # 7 JRix & Hfrm R AL L & A7 BT g > B JRIF 5
fed RARZEX F 4T b G SRBE T E R T ERL R -5t
g'ﬁﬁﬁ“’ 2 BBLIRIFSE B E AL AZEF THF L » o

ag

-~wﬁ&?%%§%@
SmmMala%D@ PR PR IR A SIARRE E R R
Rl f K £ I 2ol B o Aaker (1991) 3R 5 Fod S F B A
REE Y A S RS R 0 2o A RIE B e 2k # (Zeithaml
1988) - % i F (X 90) i i A E M ORBEF =Y > HELRIA
FELRL RN B AT SRRSO e ¥

22



@%ﬁﬁj%@@ﬁ,gﬁiiﬁﬁ%mmﬁmﬁmﬁJTg% e

|_\
©
©
N
N
)\
“‘3‘(\
\?m
->\»‘
8
S~
w3
PN
d;o
Ry
Pk
i
<k
>
%
=
Rt
et
ok
W
IS
3
R
whi
=
R
¢

& Sasser, 1995) » R > deim kb E AFPRIBF ST LIS E B L RE L
ﬁg,1{ﬁﬂ2€ﬁ$wﬁﬁTH%W$%‘Fﬁﬁ‘Ff » %98) -
Pt 0 FPUEIRGES THELLARLIIRG AP

w i EEATE A LR

Korgaonkar and Wolin (1999);2. 5 AE % & * & S-PFi (73| % & > BF L
BEAEE A RAEE IR 4 PP M ot 2
Barnes (2000)z% 5 &£ % 5 i p FATAI@ iR B E g /A ME BT A

ol R ‘%@Pfﬂ%ﬁ’ﬁgﬁﬁg¥ﬁé%§ﬁ$%%ﬁ°

I~ B L AR
Bolton and Drew (1991):n 2 g £ = B » B A L L 5
Cronin et al. (1997)335 i} } # 5 K F IR+ A & 97 2 £& &

CIE R IPEN L R O - S T R W S



AR R RSB SAE LR B B DI § L
R AR MG , -

MoK B O AR AL S - R B

A CREEBRARHEETLPAR

Crosby et al. (1990)4p i Af & F ¥R 4 R & DIG I 2 B & M7 3
BT R  UERFAREEEZ IR REFHEEEERF
» 0 RIPLE LB €48 o Anderson and Sullivan (1993)#;] JREE AR
CHAEGVEME AR FHELELEEIIMFRINGRL M E 1

EHRE RIS T L 2P FI 60 f 2 ppE B anpl (h-p

“k

\*i oy
tm s
\v

FM% oMLY £ BlL #%E2 B F o Singhand Sirdeshmukh (2000)z% % 7B
R ML AMEENEER EaRER g e PR R
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