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1.5l

HBU R R = HEBGR - REREMRREITE KB H ARG - R BB A i 5 2 2h 4%
J& o 12 Py B SR E A ORI AT - i e iR - = ER -~ BR G ORE
ErE A SCELE E S o I 253t 5 BUR AR R B D CORTATZE 3E o B P LR — S PR FT i i J
TN - EMHGEE K BT (Bed and Breakfast, B&B) ik i JEE o FL1E 7S 36 /& FE 3K HT BT
BUCIRFES - R8s ARG EESR - Utk BRERER - M Etlmik sy > 57
EEE A AERIB I BEREE - HEBNAD : AR REHRIE ~ PRFEHRIE - & BRI AR 2 RS > DA
Bt R sk 5 [ 3E 2 BOCR © L&A BINREEFENFB IS ol ~ 2R L E-EL
FEARERE - PR BT BUN B H @ BEREEENR R o KBZOEEEDCR 2014) 1Y
MET > B 2014 4 2 A > 28I RIERE KB E 4,932 5K 0 FIEFMT - HE 5

2012) ° fM4b - RFAEMGE - MESRESAEMGEHRES o BRITEBURN HHRH 5 AL
P B ~ M IR B I B B R AR I - U e R TRE B BT LA HEE B8l R B ISR e
FEfE LU R R E R - M ERER &S 2012 4  #5&514 5 E S SGS
B 38 BIPSENEE RAE G E—— 3S /AR 2R IE (safety and security) ~H2EHZIF (sanitation
and cleanness) ~ ECEFE {1 (spirits of hosts) » ARECR K R FFRAE ' E  ( EIEHEE > 2012) o

AR R TE 2 R (B IR T AR I 2 B E AL - H PR (service
quality) 552 SRR NEIHTC PRET S EARARRRE o IRt B R (SR DA 7 38 R B i Dh P B
BASEIAIZR (Dawkins and Reichheld, 1990) » [ B fig Al Bs an BT B 126 & BLAR B AU EEERA LR ~ DUk
TR A R A sth s il A B B Bl R A R (BATG S5 > 2013 ¢ Tian-Cole et
al., 2002) ° EEFFLIFEE E RS o BB EE (customer value) A #HE &% (Bolton and
Drew, 1991; Cronin et al., 2000; Dodds et al., 1991; Kuo et al., 2009; Oh, 1999; Petrick, 2004) ° &
HEMERREREREREIRENEERXZE (Lemon er al., 2001) » 2 2B E B &
FHR A (Zeithaml, 1988) © HCBDCAERM S » B (E{EE S BB 1E R T B kAR
FHEFRIZS R (Sanchez er al., 2006) ° MEPCHFHRANREERN S - TR W
7= (customer satisfaction) ~ FAF I B 75 (customer loyalty) 71ES B ZERASES E8G © T4
&% (word of mouth communication) f&—f&@iit & LA TE - R EETREGEENEE
HELEETE - A5 ~ [HIFEBE SN - I BA AT ERE SR (Wirtz and Chew,
2002) ° MaFHIEER S G INAEE MR E R - ek B bEs - araEErr
¥ (Cardozo, 1965) © [T BEAZ R HI AT £ 1B S8 7 AR O A 4 - THE e B 2 S e B i DA ot
{lRUA (Zeitham] and Bitner, 1996) ©

AT SRACAE B Py 5 R B 1 s v BB A R TF 9 - (ELI0 A D i e F) %
(B ~ B v B R R R - MOE A RSRE  REE U R RS i ~ R (A ~ B
W ~ RS RE B R 2 LA 2 TR RR (R TR BB R A ERET - AT th R A8
R > DU g B s i e ~ B (EAE ~ B~ IR S B S A5 (A T
KB ER IR EAZ S o ST P ERAT BT MBS ot B 2 e R ({1 ~ v B I RS R AT
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nEJZZE’%SLl&F%’EJLE WA R O R 6 4 B s N RSB E S RIS Y ~ (EiE - e
~ TR R R FE A B BV R R T b U R > R A T R R B > DA SR T DUR
TTHHBATE FE P T Rps i ~ B EAE BB ~ TR R 80 > LU IR B o
BRI o ARFZERERERG R - bR 7T RE R B IRES e ~ R EE - B iE O R
R G RHBA TERF 7201 » BE RIS e ISR A b oA [ B G E T FE SRR SRR SRR [T

2. CEKInl g

2.1 REFNBRHEER
fﬁﬁL%K%&E%}% (2001) RIFEHBRES 3.6 REFE - REMREFNHEHETZHEBH

EHASE s AR - RS - BUREIN SRR S > DIRRERIZE T AR - 172
1 ﬁR%ﬁ@?EEZE@F@ﬁﬁ HS B LR BB ALY » BE EAEEHRETE 150 m® LA
TEEA] o EAAEE R - KRE EE R BRE T T Sl RS - KRR
TERMEE 2 RFRERE  BOCME - R L i Bt 2 B e R - S LUEFH 1S
ML » BHEFEHEEHRERE 200 m* DUN 2SS 2 - REAS HE O MFEEERK
B BALARBRE Hf ABGE—Z/E FIYZZ (Morrison et al., 1996)  ITHR R
EEZEEAEE S - HEBNCIT 265 BN ELL B&B ( HEE Bed 1 Breakfast Z 1§ )
B¢ Home Stay 2% Inn #iff.2 ( #FEEE > 2012) o RAEHE—MIVIKEE ~ MR ORI FLE
bR T RAEARIEE 25 - 26 TRIEE R ENREN A ER AR AR - REEEE
KAV AME R A A EHR e r 1 R e th R £ 2 R A i AL B2 (Warnick and Klar,
1991) ° M ERAERR 78T ABGRE—FE LAY » e talas IR sy - Eifié%fh%'ﬂ
Ii58) (Pearce and Moscardo, 1992) « & R 15 (IR 7 AW 5 | TR IED IS HiBRLS -
HAHUSE RIg = PR 73R TR AR - EE 2 ~ EEREAERE B E%ﬁéé
B 4 B (5L - 2004« BEFEE 5 1998) o W FERAIE MR 5T B A - (2
Rk Z SRR TBD IR EEECR T € BREREHIEE - C HPUERRAERE TR - G005 10 5 28 5 5
b - B ~ AR DU RO 2 MR A (BRIESSE - 2001) o

2.2 BR¥36m

AR 75 i ' P MR 2 B P A58 % P I 32 1 A M 3 Y 7E % € %€ © Cronin and Taylor
(1992) #2& Hi AR % o BT DR — R S > B8 E & A YA B 88 7 © Lewis and
Booms (1983) HIFE RS i 'E B i & B 2 iR /K ERE BT S BRI B RURE S » ik
% YE @ SR T 2 B IRJZE AN o Parasuraman et al. (1985, 1988) & Hif %Eﬁ/\jﬁ_tﬁﬂtﬁ
TERIBE AR i E R 1B B LU PR B AR B B ' B A B AR 228 > FR RS T 2 ER
G)ATL B TEROHT) - BREER ~ IKIE ~ 75 ~ (73 - BIMESE AR BRI & 22 {[H8E
T2 Z i = A% 50 SERVQUAL &3% » H> SERVQUAL & FREIZEHEI % s -
HABE B8 Bl - BRI E Ay B BB 2R e (BREER ~ RE(E > 2009
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Augustyn and Ho, 1998; Chen and Chen, 2010; Oh, 1999; Tian-Cole et al., 2002) ° [Kltt, » AR5
PR LL Parasuraman et al. (1991) {Z1E/411) SERVQUAL &3 » i 23 B A9V ER Ot A ZE AHRR T 5%
T LMBE TR LR & R R AR < RERBSEESR -

23 EEEEIE

RARAR Z W e 8L (HENE R EE RN ELER SRR - BEEE
B A B A BRI S E  WIERR ~ Tl R~ BB - [EREEIRF (Bloch et al.,
1986) 1A B Hr Y HE SR g e AR B A Ik B R EE R (R - 5 (3 IR T RS Bl (Babin et al.,
1994) - B A MEEEEEPETERE BT ERE G7 # R EMNRET K » B —EMD
(I E A — (A G R AR AL L EEEEEER R R B E A Ak > A2
A E AEGHRELETSE > TIETREII5EL (Babin ef al., 1994) ° Al-Sabbahy ef al. (2004) £ HEDE#E
SEN B (B 2 Fi S 7 o R s P 2 AR ) — (R B > HLS IR 8 e
AR AT H B (5 i oy B 8 7 o RS (R O AR, > T DA (E (R R ~ IR SR
PIHHE o AEH _EASC PR BB E A /e S E R E - FLEEE B nE — SR EE
(e.g., Babin et al., 1994; Hoffman and Novak, 1996; Holbrook and Elizabeth, 1982) ° L4} » Babin
et al. (1994) fEHIEERERZ (IEERE I /358 - HLIE FE{E 5 =R EE mE R - mid
DIREEA TR AR EBEINAEHE - SR REBEENS - HREAEELREESHH
HAHRR R e (EREME) o DUSOE &SR E N IR ' E e L HEE B S - RE
BFREGR ORI A G S W R FREITR K - RIS O I E S R (=
Le(EfE) o [RIL » AHFFEEILL Babin e al. (1994) 4@ H 2 B HIEME ~ FL4EE M ER RHE
R (B Ay B R -

24 EEEWME

TR (MBS B A Rl R A R RAR - M EE M B A R - 2 ER T RN
B BB BRI AIE (Cronin and Taylor, 1992) ° Day (1977) ~ Fornell (1992) 5 Ostrom and
Tacobucci (1995) & 3 5 B & i = 7] OB — SE M R AR AL S B - B R B #4% E iAN F 8
B ERRE & g RS DUB B R St BB SN H A © Bigne er al. (2001) JREEES
R e e R R AR R B R E B B R IR vl 3B R R B S A
R R ) — SR VR B AS SR o (EBDLIRAIESE - thE IR SR BT E (Cole e
al., 2002) ° KL » A BBR MECH —R N 1T » EIRERKIIFE (Day,
1977) » R B BEEME B EEE IR TENAEEWE S HAENREE » B
WA B (RS2 IR sl Y A L 4% - AR BB S BB (Fornell, 1992) © B
B2y FEE IR Bettencourt (1997) FT e Hi 2 RETEM & FLfE B R o

2.5 [iREHE

CRE A& B H aE RN EFRIE - WaEEIE B E E AW SR e iaEE
PP SO A A2 7KEE (Bristor, 1990; Swan and Oliver, 1989) o JtH B T & BRI R
IR > KRR B Fr /B R R B E AT KR £ /50 » YA &+ & SR (MK T REUE LA
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FUIRTRHIE (Formisano ef al., 1982) ° Litvin er al. (2008) 583 L & EEBDLIRRER R A H
KB T) » MHFZE YR - RS S EFERRE - EMEZEREEH © Reynolds and
Arnold (2000) 5 [ FFHELE E 28 B R B B (b A BRI B3R 85 A B K / BUIE KA ZHIEDL
PUCWEERE AN S » vl 20 i3 BT (positive) T RRMERREL & Y (negative) FTHEERE » STHI
PR 1 28 A i /2 AR B B AN S SRt R E 72 L R N TR B A B ek e
%% (Singh, 1990) ° & RENE SRS A3 > ARV DAOMEE A4 2 v Re B IE I A B —HE 2Rk
fai it > ARIHILIZ ST A% & o 407 Swan and Oliver (1989) Z25% TR E « (1) 1BE
R HFME LU R & R EARCE TN () @ — Rl E &R - HEE M A CRE
B S NG R E% Z B - Richins and Root-Shaffer (1988) 15 [1HE &/ sk = FEAEAY « Al
B~ BRI T B AE AFSER © Wirtz and Chew (2002) DLZEA: IHHMERRAUREE ~ £/ Sa A
REFE ~ DURE S HEBE R T Re 1 55 — (18R [f L {188 i R 22 % B — R Ay 2 T (B A i o
Babin ez al. (2005) i F B — 1] — (& REPE A M = B R B 0 S B A S B B B A s i = ) 1
BB EE © File et al. (1994) F§ 3 B A (input) B2 (output) [T - il A IR 1A E
AT E A Z O i ORI R B R AR O T - AT BTERETIRE R R
EEERE O PERIER > BORHZCAr i L D fEE O - BEmE - DEER N
TR NS 2 G REE M ~ IR SRS - BEREIEI T AR o 76 0 R e B i &
T 1A > ATFZE4R F Babin er al. (2005) B—FE# ] — &l R PE S 1 B 1 o L WOME R e o

2.6 EEREH

HIEZEMS » SHMBEEBEYER S - FERB IR R  FSEURERK
DUk & F 23 w7 AR AT RS + 3 ELRE A S TP 5% B B8R 5 26 e ok (R B 3 8 B % i 3 TE B U AR
(Anderson and Fornell, 2000; Frederick, 2000) ° Chaudhuri and Holbrook (2001) 255 3
UMM » t—RTRE - MEF TR ATRELH (REEEREBRETE
1) B REREIEE (EE OHIE ) (Oliver, 1999) © AifFF222% Gronholdt er al. (2000) RS »
DU P i ~ (R 7 2 B A I A L 1 o ot R I o S AP F EH AT
FeRTE R L 2 = o

3. W3 itk
3.1 TASSACHSERERER
HROE F At ST - AR 2 e A 1 -
3.2 WHFEERER

3.2.1 REEEHEAFEE  BAEmSRERET TR

Dodds er al. (19971) 5 e £ iy B PG B ot 5 R M6 15 2 iy ' RO BLFofe 5F 12
TR ELARYEHIHEHARA (R o Zeithaml (1988) 3853 B SHE EAUESZ & 52 78 dh BB 1 il B K i
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H1

H2

1. FH3REE

BERARIE - AR A TR -

SO o Sweeney et al. (1999) I HIARES o E & A EE &2 BN B S REEE e - K
HEFS ~ Bkt (2011) HURFFEEEHT R T MBS H B (A BEE I IE MR8 < B REF  eneg
EHRS (BGEM) S EEEEEEE EAUE 2K 3 (Bolton and Drew, 1991; Cronin ef al., 2000;
Dodds et al., 1991; Kuo et al., 2009; Oh, 1999; Petrick, 2004) > Anderson and Sullivan (1993) ~
Bitner (1990) J de Ruyter et al. (1997) FRFFEIIRE & ARG i E /& 5 B R = P AT R A B « it
4t > Chen and Chen (2010) ~ Cronin et al. (2000) ~ Hume and Mort (2008) 5z Wang et al. (2004) %5
AR e 2 B B 2 (L (i o S R i R A IE IR RE 2 © Cole er al. (2002) FHFFE BB & /32 Ik
Bl - BT R A IR B o BRZDRTE (2007) 7136 B AR #E AR i B A B A B
TE G IE 52 - Bloemer et al. (1998) k2 Wong and Sohal (2003) HJHFFEES 28 8 AR '
Al o HIBEHE 3R © Cronin and Taylor (1992) B 38 7E 28 5 RS it B 1 Bfe o i e (T T R 22
F o R IR B B — D R N FI R © Keaveney (1995) #EHUH RERERR (I RLAT
WIS - Bt MR A - BB AR R (B S Rl BT AL © Yavas
et al. (2004) FIRFERE RN ERARAS oL B R S ik AR - BRI ESF (2013) AYRHSER
HERERBSE WEE TREEZBGG > IR B ENRE W E » e SR E W -
AT M I o I AN SRR H T 91BN -

H1 = [R50 E R 7 R B I s -
H2 = IR e BT i A RS R s
H3 © [R5 i B R 7 SR B I s

3.2.2 BREEEHETWE - DR EEEEE RO

Anderson and Sullivan (1993) 5 H B AEL (B (i & e B BNA G BHILAGE R ERE R -
Patterson and Spreng (1997) # I B [EEMEE FRE AT E S IH B 2 1R 222 MiwERD
BT R S T IS B o Chen and Quester (2006) H<JHF 728 7 BE 7% (] {if B Jg 27 6 3nk i B2 FH
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4 ° Eggert and Helm (2003) ~ Hume and Mort (2008) 5z Wang et al. (2004) HJHF ¢ 5 IR B (E
1 ey S 5 R 2 2R LR AU 2228  Cromin er al. (2000) FI 8 35 F 25 0B A RS (8 M8 € 1 R0 )
BB ESE - IEY) > 2B 400 (2014) Kz Chen and Chen (2010) S5/t 8 SRS this 2%
I B A A (B[ 52 % - Babin er al. (2005) ~ Dubrovski (2001) ~ Frenzen and
Nakamoto (1993) ~ Molinari ef al. (2008) il Schneider and Bowen (1985) FURF5CLE) 3 8 F5 HIBH
(B i & 5 LR EE A2 522 - Patterson and Spreng (1997) (IR 5 28 T s R R (M v A T T
I H BB B s B B AR o TR A = HI P B A& © Patterson and Spreng (1997)
Oh (1999) 778 B % (B (H Bl A R e ET P TR B IE RS BERAIR - Petrick (2002) £R5T AR
BRE BRI - fR RGN EER G & - MHEEH [ IRESE AR I e R B Al
B s BUAVE(E Gz IR e B S — A 2 O > AR AR e 2 38 B R AR5 A
B o ML EANEEEE o MRMEE ~ REASL (2012) BHZERS RAB R R B & EIERE - B
& A RE L RS SEE HERE RAF AR © Dodds and Monroe (1985) IR R B EEAR - 1HEH
B LI B R R S AL & [RIRRAYEE S © Chen and Chen (2010) S #'C A SERURRSE
FRUUE R RN E A 2 - MO - 2EUT (2014) ~ fEEETE (2009) K EHTE
% (2010) HURFSE th#l 2 BB C e S B (B {E S B OB A R R 2 - AR E SOt
Heam o ANBFSCER T YIERER

H4 : JEE {E B % S B R
HS @ B S AR B R e % -
H6 © B (H B A L a RS L g8 -

3.2.3 BREmEH OB SR AT AN

CTRRAE— R IR S R IR Y » Hoa] DU (R SE M R IR B BAS 2R R R »
MBS mENRRS » A ReBlE Em M o BETFZ T (e.g., Babin ef al., 2005; Eggert
and Helm, 2003; Gotlieb et al., 1994; Patterson and Spreng, 1997; Swan and Oliver, 1989; Wirtz and
Chew, 2002) & 28 81E B i Az s - HIETRS TR ERR R E RS © Cardozo (1965) #5 HIEA
o IR ) B AR A T RS L B LAt O Blitner (1990) #2855 I 12 2 B A
HIRTERIERIE » 1 B8 [E [0 52 2R G © Jones and Sasser (1995) fe iR IR HA &2
TN FIREE, o T B E & AR B HUSERH o Chen and Quester (2006) HAFZEER
TR R FE R B AR © Chang and Tu (2004) AR 7% 28 B B & & R B
EFRAI T BT o FRIEER ~ B5%EE (2012) WHFE R B S S IR s B R R G -
B0 (2012) JREEHBDC TRIEFmER G B2 8GR (7RI LR St & 2
X4 ) ° Hume and Mort (2008) [FJRF5%Hiti 538 B B % 0 75 P I B A e 18 AIRES ot B ' %
FEF R Hth 2% EEEET RS - e mE g R T E LT
% o [It9} > Molinari et al. (2008) it Tsai and Huang (2007) ifF 5%t 2% i 2 & 5 75 P s i
HIEMIJHE o MRS (2012) FIF7ERE RE T RIGEF M & EH B E R « 50
b ERRE 2R ANBFFER T YIHERER |
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H7 : B RSB L R B R s 2 -
H8 : iR & S B L s

3.2.4 OB EEHEZEHIH

Cram (2001) $5 Hi/E G B GE R 2 BT A1 o3 S 138, B 5k 7 4 7 1t A S5 (L - R BN —1{R]
SR B I R 2 S R B A e o = Pt B HEEE A o R O ERR SR
JEE % A0 B BN % © Reynolds and Arnold (2000) F Zeithaml (1988) FRFFEE# 81 1H%
S P R R B B IE 11822 © Molinari et al. (2008) AURFFZCEE R BES (BB 1o B I
FELG EM 2 - B s g E A B2 o I > Eggert and Helm (2003) 52
Hume and Mort (2008) [FJHFEHTEE B B= (EEH ~ B s S B SR 2 A E B A 2 o
R > AtHse B L

HY © DIEMEE R & O AT B IR s 8 -

3.3 BERE

KIHFE 2 B REHEIL B EE 7  Rr BT E R - BREERR - BRWER
X~ ORERBRER - BREHER LA OMGTSEEE (S - i - Z51EEE) - R
NGB RE R > IRBE ~ B FEE - BRSO SR SRR i &R
= REERAZE R 7 B8R & (7-point Likert scale) T LAEALZEE FTIEIIE R » {KFAG T 1
£ 75 o FERF A HIE > Ll Parasuraman et al. (1991) fE1E#2H) SERVQUAL & 3% i AT
e B R TUERE (22 ERE) < A1 (1) BT (a. EREHEE IR  b.
FRIENE MRS REI : o MRENIRGABRERESE 5 d ZRENEMBIERER
EHFRRE) ~ Q) W5 (e, ZREREANIFTTRE ARG HEE ; £ HEAE
HA RS > 3% RAENURERE B E 220 B HERG g B S > B3 RG2S I ZER h.
% A SR AGH IR PR E S RS 5 i EREMRCB eSS ) ~ 3) BN (j. %R
i AR IR R FR IR [ 5 k. B RTEM B T BRI P T AVARES © 1| ZRENE
TEEE BB m. 32 RENE TGRSR - 1204 T BN R E) @) fREEME (n.
REEZRBE L o MEREMNE LA » WEEIZL : p. LB EEZREAN > ~FE
e FRIRRE : q ERENE TREENN . ZRENE TRESIERETINZR » LT
fiff I TIE) ~ (5) BRIEME: (s. MRERERMIEIE S EFTIFIVIRES ; « MREEERE EFT K
u. EEGZERENRAZHER EAERNMR v ZREIRERAEMGHRIFTER) - BE
BEERIRIERLET > HILL Babin et al. (1994) f2HH 2 B HEME - =8 EEIE R B EHE @i
(o ERIME) o R (1) EHEME (o EHEEAE - FREH TRAZEIIHEE ; b 1F
HEREEE » B 7 AEERIR M ¢ o WREAIREMESHRIINIEE : d RBEEALRE
IHESEISIARERE ) ~ (2) TEEE (e. WESGEHREHERIEIALEHE ; £ HHEH
fthzg > FESIERFE L RERE R — MR E2E ¢ REBHRELREAEELRA TAIE
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TR b FRE(H RIEH S il Enate - MAEE TH MM ¢ i IREHEMEE
HERIERE » M SR B - e REER) -

I % e I & 2547 & Day (1977) 2 Fornell (1992) HYERES » $RAMEEZ e & —HE
() ~ WEFEIUEL G » Mt B — R R A m] + ELr = YEER ] Bettencourt (1997) ATde i Z
R R REE R L EEME) o A - (1) EEMEEMEL - FREEEEEEE
FE 5 ) IR REMAINEES S - FRBFERWE  3) S RIE1ES IR
FIBRATHAERET o IRMERBIIRIIERE » Ll Babin ez al. (2005) & B —ffii &A% - KM=
CRYEREERE QL =M o 2005 - (1) FREEEAS S R R A E A R 7 HAt A
Q) HEANHRWER > et MEEREEEE  3) FREESEEERIS AT LEER
RAEERE o itk #RH Gronholdt et al. (2000) HIHE&1E S BB L ARAUFRE o /05 —(EfE
(k10 ERIE) o RIS (1) BEEIBER (a 7E[F—HIE > B8 T35 i s Hi xR
REETIAE : b fEF—HIE » EREFEET RN ZREGSRIVE—8E o amiH
FAR B R HEBE R RS RS« d. AR FHERIRREETAE) ~ ) HERERE (e 12
— il > BIEEEA R TSNS > RO GE R RERE ; £ EH—HE » AR
EESE S R EREEERE ¢ A BIHEEBEEMEEN) k@) A XEBE (h
RS RERE L MES - 0 HE - BETE - dam - &/ fFE- i FREERS
Bzar R HESRIIRG & 5 j. B HAHRE RS A T oK - e RFRRERE) -

34 BRINE

KT LI R EREE BT - IRARGHAE I FEMBEEGET - LR 20 5L
FREEMETEEE S - 57 HEARE AR U 5 SR FH B R SR B T T
BNANELE » 2B R EREE TR - El 7L HE > AEHRERE
(AR - ARG BRI > BRI FER A ERIEE o & BT RS R R
M KHFFEER R THIE BT 7 A I o DUR TR BT AP A RS A B A 1
EIE (RERPHTHE ) (IR SRR (population) © FHAERFHEIFS 2011 5 10 AEFFFE -
MRS 2011 A 11 AT IERFRE - AE S ARZECEBIEREY: (HEREEBHTEAX
BRI e At o FEEAERREER TR R ~ RSO B EE o AiEEH R
BRI BEERADEE R i IS AT - AT B 400 13TE4
ARG 330 17 > [FIRERES 82.5% o HE 13 (B E A2 LU EREE B (40 - FrsEe
EEMEE) > FEEEREBR 317 13 GRAEIEE 79.3% © TEREARGRE G - DIctZd
EHHE (5 66%)  FEELL20 ~25 B E (535%) » 26 ~307% (523%) X2 BE
FEEE LI EER R S T ¢ ISR BE RIS 5 2 B o

4. wi R

4.1 ENEDH
I HIF 72 f5 5 BE R &% & % 2 Cronbach’s o {2 & (R 8 (#5 E £ 0.805 £ 0.933) £ &
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Nunnally (1978) Fridti iy 0.7 FIREUE o R0 T » ANHFFCAS AR A e e B > W%
3 25 ST R B8 R ) B B - G B AHRH s R ~ R E R IR R » RIRERE Ak
PRt S BEEIAN R E - BUERA —EMNERE o 1Ot > ARi7E LUREE TR R S T
st EEANEEGERE - AL &S 2 B E (convergent validity) LI R0
(discriminant validity) ° TR T > B 7 R A B R K RIRE G
it (goodness of fit index, GFI) ~ Z:YERLIE S 15 (normed fit index, NFI) Sz FL#ACEfE R R
(comparative fit index, CFI) ¥J#2T Bagozzi and Yi (1988) i1 0.9 BHAEUKHE » RIORE AT
f& (root mean square residual, RMSR) I ECEET 0.05 o BFFEAS R RATHIE S KZHEE
faf R BRI — P B kR 3R i 2 ZE B 2L & (average variance extraction,
AVE) 3£ 0.5 2 /k¥E » B> ZFEBREE TR /AT » A& B M PR R 81K HE 2
b WO R AT Z B A E BAFRIEE Y o AEIE ARSI {K3R Anderson and Gerbing
(1988) 535 53 1S i i A T (U PE R (R B PR AE 55 1 > IRER I IME PR e R X B R R E o o B AR
FUESTRTIELERE - WIRIRE R 2 R ITEBRIRE 2 JF i E s 2 R 7 ER R
FKUERE - HIFRIE R B AR RRUE » # RIS 2 ) BRI A0S -

42 MEREEENDN

AKIFFERRYE Anderson and Gerbing (1988) Ftidia R —FEER /2T (two-stage analysis) © 55—
P B oA AR CHORR e 1 B PR st DU R AR b ke AN 72 B I e o & TR RER © BT
FElEH AMOS 7 filif 7 R BB T - My R B 2 M A B MR - BB TS T
TR

4.2.1 HEEmEIEME

6 B ZOE A IR - AT FE 4R I8 Bagozzi and Yi (1988) HY%EE - LI AHY & i 12
#E (preliminary fit criteria) ~ B HEfE FEACE (overall model fit) BLRE 2 A 7EKS HEERCE (fit of
internal structure of model) —F XML E o Bt > (EEAEACKEES /G —IEEE > A&
TErRIt S R A Bl (RN BT ENRERS 0.63 BGEE 0.95 HAEBZ K - TREA
KAHTIEAE (Hair ef al., 1995; Tabachnick and Fidell, 2007) o Z&HEH a0 BAR X 002 1
AR > ARIFFEE S B R SR BRI K3 A BRI K - L8R L
(A2 B BRI Bl & 0.555 BE(EAS 0.63 [FIIEEHE » HERE S 0.63 DL L o M &EIREEH
PR B U RS A DI HERRIS 5 (0.899) » TERE T 5 AN 72t U S AT e 3 ] f 7
JKHE o B8 REHE AR RN R R A A R (s U B SR R AR o AT 92 R Hair
et al. (1995) HIEHE » JEEE = IR ELE TR A BB R SR ERCE RS » /R EieEhE
B & (absolute fit measures) ~ HEE G LM & (incremental fit measures) K fifi £ & 5 i &
(parsimonious fit measures) o J ¥ 35 5 1 52 FH AICHE E B AR 20 mT DAFHHI L A B i pH
FERRAURRE » R EEREIE R o) ~ EAEIEE (GF) ~ FHEEET TR (RMSR) ~ T
A DUERE 77 HR (RMSEA) ~ FAREME G SR (AGFD) ~ fHE(LIT71RE 2 (SRMR) % -
AlE 2 Firr > AW A G B CnUE EE & Sl =B 1 = 274.136 (d.f. = 95) ~ GFI =
0.904 ~ RMSR = 0.042 ~ RMSEA = 0.077 ~ AGFI = 0.863 ~ SRMR = 0.062 » H" GFI ~ RMSR ~
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i 1. ZREmENEERI D

MLE (g2 8 ot e T,
HIH REEFR O HEE 05) HEEE REE AR B
RS i e 0.708 0.923
G 0769 0.421
A 0.907"" 0.150
S 0.873" 0.236
TR 0.862"" 0.229
AR 0.787"" 0.336
% EE 0.707 0.828
HREE 0.797" 0.324
LA 0.883"" 0.204
B 0.792 0.919
T REE 1 0.867"" 0.316
Wi REE 2 0.929™ 0.188
WA 3 0.872™ 0.283
mpEes 0.826 0.934
R 1 0.873"" 0.279
FIHRREE 2 0.930™" 0.171
I TREH 3 0.922™ 0.200
B R 0.612 0.820
RS 0.942"" 0.129
ERAEA 0.801"" 0.899
ZXEE 0.555"" 0.702
BERAIR - AWrge B TR -
"'p <0.001

RMSEA ~ SRMR /& n 57 #i[&] - AGFI B&{KA5 0.9 FIREUE o e & i & 1 it 1 LU P A
R B R AR M PR ARG FR YRR A 4R (NFI) ~ ML S 81 (CF) 55 » AlE 2 fors
AHF RS P i 2O R & A R RS © NFI = 0.943 ~ CFI1 = 0.962 » —F g%
#ilE o fEE A R R RS G AR REE E IR > DU E B — 53R B FTRE S
(I A - B A A S S ML A PR A (PNFI) B B0 & B (PGF) - 4IE 2 Al
o AW AR R R EDE & M B PR RE S © PNFI = 0.746 Jz PGFI = 0.631 » /£ PNFI
Je PGF1 L&) Z#ilf (> 0.5) « B S - F oS e 0P8 - A 7ol A 5
fRCHENCE BATF - et o B NTERS RN E R B AR 2 BB E L E - S6E
B BAEBIERIE % - 3 v (e AIE HF{EE (individual item reliability) @75 17E 0.7 LAE ~ 1B
TEBIENIH A EE (composite reliability) /& 751 0.7 LL_E S B AE B IE R 2 B 5L & (average
variance extracted) f& &3 1E 0.5 DL TTH232 /K ¥E AN LAEEAG o T E 8 T & (5 B E Ly
ZOE R BRI L TR 2 18R IR E - BISEE - BRE - OWER LEE
AR A EE 7 IS 0.708 ~0.707 ~0.792 ~0.826 F2 0.612 » M ZEEUEE 8 73 HI 5% 0.923
0.828 ~ 0.919 ~ 0.934 J 0.820 > FIFFAIRUE » BT I TERG FEERC RS AT o
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4.2.2 ZESENEERR D

i TR s B R AT i oy B E P2 5 BRUR ~ R B R A S B RUIR =l 71 > T
T BSURE R E BRI LR BCR - RIBE 2 B3R 2 B IR E B EE S
R E BRSO MBI G R B yBs, 0 AR 0.648 (IREFERER
) o BEEEMA R LR R ECRE By BER 0.745 (ONBHRERER) - ME
SR R I ME 47 U 2 R R R BRI o EIIE 2 (B R B A S SR B
T 0 BFFCRER H1 ~ H4 ~ H5 ~ H6 Fr H7 #1535 #;

51 #E5REYER
FEf R T - EIRES G ~ B R M ERR BT BRI o

DR E A B E o RIFFERE H SORER T BT VR 20 7 ihs SRR BB S
(R ERUR » DB R - HREARE Y o TR e 1T RE 7 H1 S e ek
B BYR -

KRIFFEAS SRR ST B TR SERE - T 7e ks REURIT /2 RER H1 ~ H4 ~ HS ~ H6 . H7
TEISSZFE o Ho > WHTOHEREE E RIE ARG o S H A B [E 5% - LB Cronin et al.
(2000) Kz Kuo et al. (2009) FIRFZEAEFAHRT < 25— > WF7ehi RS H R EBE EEHBEEWES

&
PRS- B

2. EIECHEREEE

BRI - ASBHFFE HATHE -
it =274.136, d.f. = 95, GFI = 0.904, RMSR = 0.042, RMSEA = 0.077, AGFI = 0.863, SRMR= 0.062, NFI =
0.943, CFI = 0.962, PNFI = 0.746, PGFI = 0.631 °

p<0.05
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® 2. ZSETHREZEHMRDN

R R R
KR R \ —
< EEAR AR e R E B HER
RS S - b 0.648 - 0.648
B EE 0.745 -— -— -— 0.745
R
T MERE
BRIFIR - AL E{ TR o
BEZ E[A5% o ILEL Chen and Chen (2010) ~ Hume and Mort (2008) 52 Wang ez al. (2004) fIhfF

JERGRAATT o 55 = » ANIHSCHE REE RGBS E S OB E S RS E % o I8 Babin
et al. (2005) ~ Frenzen and Nakamoto (1993) 5z Molinari et al. (2008) FIRFFERSHAHRF o 2509 -
AHFFeAS Fas B R fe B (B B E A B IR M 522 o LB Molinari e al. (2008) ~ 7 2
HEE (2009) K EETESE (2010) (URRFCASSRAERT o 2570 AHFeHS RS B R B O
{EIR G RIS E 2 o ILEL Wirtz and Chew (2002) FURFFEAE SRAHAT © 2575 ~ H2 B H3 B R#
Sk (AR e BB e B EAE RO AR ) o (AR IR B R
TEH M RCR - BRI R S B R R A R B, - TR - R EER B R
S o RS o i T A b BB S (B RE R T e S e S B L B Ao o Ak 0 H8
HO EF38 G T A S S R R BRSBTS s S B B R N - (s
FF 2 7T 38 B IR e B 1 MBI G R TR 3k > A e Al A A 2 S Fr - BRE5%
FIFA > HEHTTREEL AN SRR A RR A K2 5 20 ~ 30 SRR IERE (K9 SREERATSAL)
B o I fGRs B a i sy i Z 8 S s oRR U o BOE e RIE i e
b B G AT B Z RN RIRY RS o TR e ) 2 BRI F8 0 TE L DB & A I
g BAER B ERPIET - RSSO R E R LE B AN KAE R o fOrT B8 S i i L O e 4
HHER LB o (HE AR RER WS O ERH RIEEEM S AEE - KR
A H S > BRSO ER R EE BEIOR R I ENEE EE2A G - Wik ]
TE B EEU B = B IR I EE T -

5.2 BESH

HG o AW R TR I o S B A B B8 - P E IR
HERBER NS EEN RS > HEBEE LI AMIERLE (Allred and Addams, 2000) ©
FEIRESE (2011) W9 RN# R RAE A8 i B 2 BB  IR B B RS S o ST AE2K - e
5 B A AR A LR E A RN E S S T ED R TR L 0 R
2011 FREHPERICREINAFZY o HAE H L ~ T (2013) $FHE B EEAE & R FET
TS B < IR B AR L (T T B CHATRAE - SR ERTBRINRECENEEE ~ B TRIBR M
RS L AR A BB 2 A 22 22 - (Rl > A8 2 ST IR ARORS oy '8 R I B B LA I
i > LIRECIRF AB B TIHARE o« AWFeHS: SR RS IS ol B A Bl T 2 K38 B e B 5
AT EEME ~ SOIETE ~ DREETE ~ BRI R G o Hrp ol 5Ei s SRR R E R 5 - BRI R
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S LR S S BE Al 5 LR R PR (I AR A AR R RE J1 LUR RS K B B BB & R ER (6 AR
B RS o St S E N EE > AT SR RE RIS SE » &
TERETHIEA I RE 2 » 38 U Zxi i e B B BN - (HANE 2 A 285 (2013) 58T H RS
o' B % E BV VR R DAt i O RS B A SR & © B SRS
(2013) HIFFEAG 105 08 50 75 B I RS oty ' X E 43 v s B R 7 B e e el (R 1 4 T 1H
B o3 o A5 SREEUT  WEERE) A1 S R E R T R S RE i E R IR R E  (HA a5
BRI TS T A G RN < R > BRER R v] DL e i R R ks - %
LI ER] o

FR o AR ss i RS R (S R s~ CME R R 3 A B 2 -
MR EEHAEE KR &M E - FLEEERHESEE R EE - EIHEREE - fER
SOEFEREPREIEEMESEE - Rkl g e m 7l REmameE (22
T~ 5HHE - 2010) - EEFGERRUEE B IETEAEM - A e BEE T R AWG Wi
B S FHERCE 2% R4 (Lemon et al., 2001) » K » BRI RS Z BEZEME - bR T FHEHERE
LEEMETRSS » BATBHEE AT R DA R > DU A E RSB E [ EE A &
EMEEEEFINAESN - NBEEMAESEY > Z8EETE > KITBEMRAS > M
EEFEM EIRFEGETE NG M2 (Babin ef al., 2005) © 1B SR ST EL
(v s BRI - DUR KIS a8 B i e sz 2 (1 E R 1 e 4R - B S B E SO
TR R E AR 2 ] (Babin et al., 1994) o RGO EIREEZ A OH ~ it HERR
%~ BIRENEL BT K WFHERLE R SRR 77 RIBR EE > S RigE L Rk
HE > UERREZSHINAEEE - SHEFREREEFE AT g HE - KB REEH
B AE R THINA B E AU TEIY £ B > DU R E TS EI SR TEIE > B
(e F A SERE 4 B (E B R IR (Engel ef al., 1995) °

= RIS E REBEZ WSS O ER A B E 2 - MRS ELSIERE
B > Hu] DS HEA RIARVBER A HAS EEOR IR o (K » AR RIEBEZ R
HEMALE ERP O > HREEENSHEEE - MEEEENEET > BEREOEE
FEE SR BB A -~ B WE o IR SRR B EE o A8 R AT 1R (B -
WA T U AR I HME R -

et ARSI B R H S RE R 3 (BB R B E B AR - TRERUR K
Fr B EE AR e E - IR B RE B O > DR EERER o MR i
Bt 2 K3 BT 2K R R -~ ERASD IS o RA5 B O s = s
BEES S A SNEE T Jones and Farquhar (2003) I BE EGAUHE & L E 2 — B SRR
SR LUK Hepworth and Mateus (1994) Frf i T B Ei RS EEBESIBERE A
] LAt o Y R [ o A R P PR ) S o T T R A I E AR E R B
ZHI B E RAE0Z A b i dlIR R B B R AN o IR AT REELET 2 RS (SR B RS
M TR CARRFAE L KR E %4 / FiE ~ A murd)s o B2 8RS 3EE naeA =
BN E LR IRRR 2 g 2 5 B o B PR AT UL > DIBZ iR ) - B
EE T DR F MG SEATITH ~ e BT R R > 0 DAREE T B 2 ST AR B T
HRNE (40 tHARMTEE) > bR 2 @8 -
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fil Lk — Al o AEEEAR SRS i DA A At AN [F] Sl e FL A A SE AR TR T &R - 6 DURAR
filrik B bR AGE — D PR = B 2 B %  IEOE - R ANFFE AT LU AL 34 - 40
RILRR B - SRR R RENIIUERET etk - RAMFFE I AL MR TRET AlG T Re R B
SR A - RfEahEEe - BfROE ~ RORB BRSO AU - LUGNmHTE L -

224 3Rk

L~ BT 2013 » EERIRES RO E 2 %G ELE RN I - ih & E244 » 20(3) » 305-321 ©

ACEEVEBDCR > 2001 » REEFERRL > ZSWEBDCE » 21 -

AL EEECR 0 (accessed April, 2014) > 2014 > 2014 2 A BRE R H - BEEHET > <http:/
admin.taiwan.net.tw/statistics/month.aspx?no=135> °

AIRE > (accessed October, 2012) » 2012 » EEFH %% - 1R AIEER » HHIFH > <http://www.
libertytimes.com.tw/2012/new/mar/7/today-life10-2.htm> °

PSR ~ ATAERR ~ FONE 0 2013 o RS G E O B IUREN AR 2 $5 & S RS i E 2 He
ARPIEAG > f BFEHR 5 20(6) > 571-598 °

ZHEA - 2012 > ARKEREYEGFE2EINE - WEEHSB G 2 R > 7
BEH 5 19(6) > 541-563 °

ZEA - 2014 > KRARFEIAE L EEERER ~ S IETTERZVE
W > EYaEFF » 28(1) » 95-121 ©

JEERTE » 2012 - 3S FRERIE » LI » A24 ] -

BAEFS ~ 52 - 2011 - RGOS G AT 55 DI Re 6 g 2 (H (6 B2 B (% 0 B B e M 2 BR5+
o BT 18(3) 0 259-277 °

SRAMAE ~ RBAZ - 2012 » REEFEEEME - S EEEEREE 25
B > ARETRERTTF] > 7 0 75-81 e

HEEE ~ R - B REE > 2012 EAZER T EREEEWME S HEE
BN > RTIREFE » 6(1) » 29-44 ©

BRCZO ~ SRR ~ SR ~ PRIETER > 2007 o [BIPSERDCAR BB AR S i W B ] 2 BF A
EIEERAH » 9(2) » 155-176 °

PRNE B ~ DRtk > 2012 0 Ao B B BREHTHE - B W K BB [ 3 S s B 2 T 5%

DI WEEFZE RG] dn B2 > 19(5) » 491-522 ©

PR ~ FEEEHE ~ 016 0 2001 0 BN RTE 2488 K8 R 2 FRET——LU Ui B Y8
B > 2001 (RETEDCEER S X E > 263-283 ©

LLEEAERRERAE

LIE I Sk R A

[y




176 JR#FHZH ~ BEM M ~ BAEH & ~ DR 5RAECHI BB EFFE——XRAEEE B

AN

%

TR SRR > 2000 0 R B R MR i E BERE
R > 7786777 » 6(2) > 299-328 ©

GEME ~ AT 0 2010 » BfEMKEDE R B R EIGE A B - BDEMRETZH > 1603) -
211-233 °

R (accessed October, 2012) » 2006 =8 R[] B7E 2 SEAS S DS 25 - <http://www.atj.org.
tw/newsconl.asp?number=1670> °

B » 2004 » FE1E & RIE I BFSE 77 20 157 LE R RIS I F 0 > 1B BGA
REEMB B AN SE R e am S > 2L > B o

BIETEE - 1998 » BAEHIEZHIE > S EERREFREEHR » & -

AR~ g ~ 2R 5 2000 0 AR EE@E*& SR AENAEE AR EEEEE R

Gy

s —— DR PRI E S B > FIRERAE » 22(2) 0 79-110 °
FERE ~ SR ~ SR - 2011 > rﬁ?&i@l@%hﬁﬁ@%ﬂﬁﬁl%iﬁﬁ/ » BB ELIEIE
5(3) 2 1532 °
ﬁﬁ@\@?@\wmmASnmm’ﬂ%E%ﬁﬁﬁﬁﬁkﬁﬁ”F%ﬁ%@ﬁ%gzm
Fe o JTYLIERRTFE » 23(1) » 53-83 o

g [“ﬁ RS Hf—iEﬁ 0 2013 AR EE N RR—ERR - IRBRSREIRS W E ~ BEER IR
B R R RAFIRE B SRR B 2 T ST - BUEEDEHIFE » 6(2) » 20-45

Al-Sabbahy, H. Z., Ekinci, Y., and Riley, M., 2004, An investigation of perceived value dimensions:
implications for hospitality research, Journal of Travel Research, 42(3), 226-234.

Allred, A. T. and Adams, H. L., 2000, Service quality at banks and credit union: what do their
customers say? International Journal of Bank Marketing, 18(4), 200-207.

Anderson, E. W. and Fornell, C., 2000, Foundation of the American customer satisfaction index: total
quality management, Total Quality Management, 11(7), 869-882.

Anderson, E. W. and Sullivan, M. W., 1993, The antecedents and consequences of customer
satisfaction for firms, Marketing Science, 12(2), 125-143.

Anderson, J. C. and Gerbing, D. W., 1988, Structural equation modeling in practice: a review and
recommended two-step approach, Psychological Bulletin, 103(3), 411-423.

Augustyn, M. and Ho, S. K., 1998, Service quality and tourism, Journal of Travel Research, 37(1),
71-75.

Babin, B. J., Darden, R. W., and Mitch, G., 1994, Work and/or fun: measuring hedonic and utilitarian
shopping value, Journal of Consumer Research, 20(4), 644-656.

Babin, B. J., Lee, Y.-K., Kim, E.-J., and Griffin, M., 2005, Modeling consumer satisfaction and
word-of-mouth: restaurant patronage in Korea, Journal of Services Marketing, 19(3), 133-139.

Bagozzi, R. P. and Yi, Y., 1988, On the evaluation of structural equation models, Academy of
Marketing Science Journal, 16(1), 74-94.

Bettencourt, L. A., 1997, Customer voluntary performance: customers as partners in service delivery,
Journal of Retailing, 73(3), 383-406.



o5 B8 # Vol. 22, No. 3 (2015) 177

Bigne, J. E., Sanchez, M. 1., and Sanchez, J., 2001, Tourism image evaluation variables and after
purchase behavior: inter-relationship, Tourism Management, 22(6), 607-616.

Bitner, M. J., 1990, Evaluating service encounters: the effects of physical surroundings and employee
responses, Journal of Marketing, 54(2), 69-82.

Bloch, P. H., Daniel L. S., and Nancy M. R., 1986, Consumer search: an extended framework,
Journal of Consumer Research, 13(1), 119-126.

Bloemer, J., de Ruyter, K., and Peeters, P., 1998, Investigating drivers of bank loyalty: the complex
relationship between image, service quality and satisfaction, International Journal of Bank
Marketing, 16(7), 276-286.

Bolton, R. N. and Drew, J. H., 1991, A multistage model of customers’ assessments of service quality
and value, Journal of Consumer Research, 17(4), 375-384.

Bristor, J. M., 1990, Enhanced explanations of word of mouth communications: the power of
relationships, Research in Consumer Behavior, 4(1), 51-83.

Cardozo, R. N., 1965, An experimental study of customer effort, expectation and satisfaction,
Journal of Marketing Research, 2(3), 244-249.

Chang, C.-H. and Tu, C.-Y., 2004, Exploring store image, customer satisfaction and customer loyalty
relationship: evidence from Taiwanese hypermarket industry, Journal of American Academy of
Business, 7(2), 197-202.

Chaudhuri, A. and Holbrook, M. B., 2001, The chain of effects from brand trust and brand affect to
brand performance: the role of brand loyalty, Journal of Marketing, 65(2), 81-93.

Chen, C.-F. and Chen, F.-S., 2010, Experience quality, perceived value, satisfaction and behavioral
intentions for heritage tourists, Tourism Management, 31(1), 29-35.

Chen, S.-C. and Quester, P. G., 2006, Modeling store loyalty: perceived value in market orientation
practice, Journal of Services Marketing, 20(3), 188-198.

Cole, S. T., Crompton, J. L., and Willson, V. L., 2002, An emperical investigation of the relationships
between service quality, satisfaction and behavioral intentions among visitors to a wildlife
refuge, Journal of Leisure Research, 34(1), 1-24.

Cram, T., 2001, Customers that Count: How to Build Living Relationships with Your Most Valuable
Customers, Financial Times Prentice Hall, London.

Cronin, J. J., Jr., Brady, M. K., and Hult, G. T. M., 2000, Assessing the effects of quality, value, and
customer satisfaction on consumer behavioral intentions in service environments, Journal of
Retailing, 76(2), 193-218.

Cronin, J. J., Jr. and Taylor, S. A., 1992, Measuring service quality: a reexamination and extension,
Journal of Marketing, 56(3), 55-68.

Dawkins, P. and Reichheld, F., 1990, Customer retention as a competitive weapon, Directors and
Boards, 14(4), 42-47.



178 IRFHZH ~ BAE M ~ BAEH & ~ 05 RAECHI BT TE—— ARG EE B

Day, R. L., 1977, Extending the concept of consumer satisfaction, Advances in Consumer Research,
4(1), 149-154.

de Ruyter, K., Bloemer, J., and Peeters, P., 1997, Merging service quality and service satisfaction: an
empirical test of an integrative model, Journal of Economic Psychology, 18(4), 387-406.

Dodds, W. B. and Monroe, K. B., 1985, The effect of brand and price information on subjective
product evaluations, Advances in Consumer Research, 12(1), 85-90.

Dodds, W. B., Monroe, K. B., and Grewal, D., 1991, Effect of price, band, and store information on
buyer’s product evaluation, Journal of Marketing Research, 28(3), 307-319.

Dubrovski, D., 2001, The role of customer satisfaction in achieving business excellence, Total
Quality Management, 12(7-8), 920-925.

Eggert, A. and Helm, S., 2003, Exploring the impact of relationship transparency on business
relationships: a cross-sectional study among purchasing managers in Germany, /ndustrial
Marketing Management, 32(2), 101-108.

Engel, J. F., Blackwell, R. D., and Miniard, P. W., 1995, Consumer Behavior, 8th ed., The Drydden,
New York.

File, K. M., Cermak, D. S. P., and Prince, R. A., 1994, Word-of-mouth effects in professional
services buyer behavior, The Service Industries Journal, 14(3), 301-314.

Formisano, R. A., Olshavsky, R. W., and Tapp, S., 1982, Choice strategy in a difficult task
environment, Journal of Consumer Research, 8(4), 474-479.

Fornell, C., 1992, A national customer satisfaction barometer: the Swedish experience, Journal of
Marketing, 56(1), 6-22.

Frederick, N., 2000, Loyalty.com: Customer Relationship Management in the New Era of Internet
Marketing, McGraw-Hill, London.

Frenzen, J. K. and Nakamoto, K., 1993, Structure, cooperation, and the flow of market information,
Journal of Consumer Research, 20(3), 360-374.

Gotlieb, J. B., Grewal, D., and Brown, S. W., 1994, Consumer satisfaction and perceived quality:
complementary or divergent constructs? Journal of Applied Psychology, 79(6), 875-885.

Gronholdt, L., Martensen, A., and Kristensen, K., 2000, The relationship between customer
satisfaction and loyalty: cross-industry differences, Total Quality Management, 11(5), 509-516.

Hair, J. F., Jr., Anderson, R. E., Tatham, R. L., and Black, W. C., 1995, Multivariate Data Analysis
with Readings, 4th ed., Prentice-Hall, Englewood Cliffs, NJ.

Hepworth, M. and Mateus, P., 1994, Connecting customer loyalty to the bottom line, Canadian
Business Review, 21(4), 40-43.

Hoffman, D. L. and Novak, T. P., 1996, Marketing in hypermedia computer mediated environments:
conceptual foundations, Journal of Marketing, 60(3), 50-68.

Holbrook, M. B. and Elizabeth, C. H., 1982, The experiential aspects of consumption: consumer

fantasies, feelings and fun, Journal of Consumer Research, 9(2), 132-140.



o5 B2 # Vol. 22, No. 3 (2015) 179

Hume, M. and Mort, G. S., 2008, Satisfaction in performing arts: the role of value? European
Journal of Marketing, 42(3-4), 311-326.

Jones, H. and Farquhar, J. D., 2003, Contact management and customer loyalty, Journal of Financial
Services Marketing, 8(1), 71-78.

Jones, T. O. and Sasser, W. E., Jr., 1995, Why satisfied customer defect, Harvard Business Review,
73(6), 88-99.

Keaveney, S. M., 1995, Customer switching behavior in service industries: an exploratory study,
Journal of Marketing, 59(2), 71-82.

Kuo, Y.-F., Wu, C.-M., and Deng, W.-J., 2009, The relationships among service quality, perceived
value, customer satisfaction, and post-purchase intention in mobile value-added service,
Computers in Human Behavior, 25(4), 887-896.

Lemon, K. N., Rust, R. T., and Zeithaml, V. A., 2001, What drives customer equity, Marketing
Management, 10(1), 20-25.

Lewis, R. C. and Booms, B. H., 1983, The marketing aspects of service quality, in emerging
perspectives on services marketing, Emerging Perspectives on Service Marketing, edited by
Berry, L., Shostack, G., and Upah, G., American Marketing Association, Chicago, IL, 99-107.

Litvin, S. W., Goldsmith, R. E., and Pan, B., 2008, Electronic word-of-mouth in hospitality and
tourism management, Tourism Management, 29(2), 458-468.

Molinari, L. K., Abratt, R., and Dion, P., 2008, Satisfaction, quality and value and effects on
repurchase and positive Word-of-Mouth behavioral intentions in a B2B services context,
Journal of Services Marketing, 22(5), 363-373.

Morrison, A. M., Pearc, L. P., Moscardo, G., N., and O’Leary, J. T., 1996, Specialist accommodation:
definition, markets served and roles in tourism development, Journal of Travel Research, 35(1),
18-26.

Nunnally, J. C., 1978, Psychometric Theory, 2nd ed., McGraw Hill, New York.

Oh, H., 1999, Service quality, customer satisfaction, and customer value: a holistic perspective,
International Journal of Hospitality Management, 18(1), 67-82.

Oliver, R. L., 1999, Whence consumer loyalty? Journal of Marketing, 63(1), 33-44.

Ostrom, A. and lacobucci, D., 1995, Consumer tradeoffs and the evaluation of services, Journal of
Marketing, 59(1), 17-28.

Parasuraman, A., Zeithaml, V. A., and Berry, L. L., 1985, A conceptual model of service quality and
its implications for future research, Journal of Marketing, 49(3), 41-50.

Parasuraman, A., Zeithaml, V. A., and Berry, L. L., 1988, SERVQUAL: a multiple-item scale for
measuring consumer perceptions of service quality, Journal of Retailing, 64(1), 12-40.

Parasuraman, A., Zeithaml, V. A., and Berry, L. L., 1991, Refinement and reassessment of the
SERVQUAL scale, Journal of Retailing, 67(4), 420-450.



180 R#FHZH ~ BAEMME ~ BAEH & ~ DR IERAE LK BB EFFE—— ARG E X B

Patterson, P. G. and Spreng, R. A., 1997, Modelling the relationship between perceived value,
satisfaction and repurchase intentions in a business-to-business, services context: an empirical
examination, /nternational Journal of Service Industry Management, 8(5), 414-434.

Pearce, P. L. and Moscardo, G. M., 1992, The boutique/specialist accommodation sector: perceived
government needs and policy initiatives, Queensland Small Business Research Journal, 38, 34-41.

Petrick, J. F., 2002, Development of a multi-dimensional scale for measuring the perceived value of
a service, Journal of Leisure Research, 34(2), 119-134.

Petrick, J. F., 2004, First timers’ and repeaters’ perceived value, Journal of Travel Research, 43(1),
29-38.

Reynolds, K. E. and Arnold, M. J., 2000, Customer loyalty to the salesperson and the store:
examining relationship customers in an upscale retail context, Journal of Personal Selling and
Sales Management, 20(2), 89-98.

Richins, M. L. and Root-Shaffer, T., 1988, The role of involvement and opinion leadership in
consumer word-of-mouth: an implicit model made explicit, Advances in Consumer Research,
15(1), 32-36.

Sanchez, J., Callarisa, L., Rodriguez, R. M., and Moliner, M. A., 2006, Perceived value of the
purchase of a tourism product, Journal of Tourism Management, 27(2), 394-409.

Schneider, B. and Bowen, D., 1985, Employee and customer perceptions of service in banks:
replication and extension, Journal of Applied Psychology, 70, 423-433.

Singh, J., 1990, A typology of consumer dissatisfaction responses styles, Journal of Retailing, 66(1),
57-99.

Swan, J. E. and Oliver, R. L., 1989, Postpurchase communications by consumers, Journal of
Retailing, 65(4), 516-533.

Sweeney, J. C., Soutar, G. N., and Johnson, L. W., 1999, The role of perceived risk in the quality-
value relationship: a study in a retail environment, Journal of Retailing, 75(1), 77-105.

Tabachnick, B. G. and Fidell, L. S., 2007, Using Multivariate Statistics, 5th ed., Allyn and Bacon,
Boston, MA.

Tsai, H.-T. and Huang, H.-C., 2007, Determinants of e-repurchase intentions: an integrative model of
quadruple retention drivers, Information & Management, 44(3), 231-239.

Tian-Cole, S., Crompton, J. L., and Wilson, V. L., 2002, An empirical investigation of the
relationships between service quality, satisfaction and behavioral intentions among visitors to a
wildlife refuge, Journal of Leisure Research, 34(1), 1-24.

Wang, Y., Lo, H. P,, Chi, R., and Yang, Y., 2004, An integrated framework for customer value and
customer-relationship management performance: a customer-based perspective from China,
Managing Service Quality, 14(2-3), 169-182.

Warnick, R. B. and Klar, L. R., Jr., 1991, The bed and breakfast and small inn industry of the

commonwealth of Massachusetts: an exploratory survey, Journal of Travel Research, 29(3), 17-25.



o% B8 # Vol. 22, No. 3 (2015) 181

Wirtz, J. and Chew, P., 2002, The effects of incentives, deal proneness, satisfaction and tie strength on
word-of-mouth behaviour, /nternational Journal of Service Industry Management, 13(2), 141-162.

Wong, A. and Sohal, A., 2003, Service quality and customer loyalty perspectives on two levels of
retail relationships, Journal of Service Marketing, 17(5), 495-513.

Yavas, U., Benkenstein, M., and Stuhldreier, U., 2004, Relationships between service quality and
behavioral outcomes: a study of private bank customers in Germany, /nternational Journal of
Bank Marketing, 22(2), 144-157.

Zeithaml, V. A., 1988, Consumer perceptions of price, quality, and value: a means-end model and
synthesis of evidence, Journal of Marketing, 52(3), 2-22.

Zeithaml, V. A. and Bitner, M. J., 1996, Service Marketing, McGraw-Hill, New York.



182 RFHZH ~ BB ~ BAEH & ~ DRI RAE CHZ BT TE——XRAEE X B

The Research of the Relationships among Service

Quality, Customer Value, Customer Satisfaction,
Word of Mouth Communication, and Customer
Loyalty for Bed and Breakfast (B&B) Industry

Jui-Lung Chen

Department of Business Administration, National Chin-Yi University of Technology

Abstract

Bed and breakfast (B&B) industry is a kind of new developing leisure and tour industries
in recent years. Along with more and more people take to the leisure vacation, the B&B grows
fast every year and competition is getting intense in Taiwan. According to the survey of Taiwan
Tourism Bureau, however, there are 4,932 bed and breakfasts in Feb. 2014. This study will explore
the relationships among service quality, customer value, customer satisfaction, Word of Mouth
communication, and customer loyalty for B&B industry. By using questionnaire survey, the travelers
of B&B service were selected as study samples. This study used descriptive statistics analysis,
confirmatory factor analysis, reliability and validity analysis, and Structure Equation Model (SEM)
to examine the hypothetical model. On the basis of the research results, the concrete and strategic
suggestions and references of business management are offered for related B&B service providers as

well.

Keywords: service quality, customer value, customer satisfaction, word of mouth communication,

customer loyalty
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