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Abstract

According to the survey by International Congress and Convention Association
(ICCA) , there are over 400,000 conventions and exhibitions hold around the world
with total cost $ 280 billion. The International Association of Exhibition Industry
(UFI) also mentioned that the production value of the MICE industry has been up to$
1 trillion 160 billion and brought the huge economic benefits to all countries. Taiwan
has gradually started and improved the international competitiveness and visibility in
the World Conference and Exhibition field. In addition to the Exhibition , Taiwan
government also emphasizes the importance of "design in Taiwan”

The purpose of this research is to explore the relationships among five variables
strategy experiential modules, experiential value, service innovation, customer
satisfaction and loyalty and provide suggestions in marketing strategies on conducting
special exhibitions based on research results. The statistical analysis includes
descriptive statistic, t-test, Pearson correlation, ANOVA, regression , in qualitative
approach, and in-depth interview.

29 ¢

1. To discuss the meanings of “strategy experiential modules”, “experiential value”,

9% ¢

“service innovation”, “customer satisfaction”, and “customer loyalty .

29 ¢

2. To examine the dimensions of “strategy experiential modules”, “experiential

b 1Y bR AN1Y

value”, “service innovation”, “customer satisfaction”, and “customer loyalty .

9 ¢

3. To test the significances on “demographic variables”, “strategy experiential
modules”, “experiential value”, “service innovation”, “customer satisfaction”, and
“customer loyalty ”.

After analyzing the data of questionnaires and qualitative interviews with
customers, the study provides four marketing strategy suggestions on conducting
exhibition.

1. Providing a more high-quality viewing.

2. Strengthening the service quality of Exhibition Emphasizing on the theme of the

exhibition and making differentiation.

3. Providing a more interactive, and making the design more friendly and close to

the people.

Key words : strategy experiential modules, experiential value, service innovation, customer satisfaction,

customer loyalty
iii
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8% {7 40 (Experiential Marketing) @ 5 & #1773 f o 2 A7 FE A ¥ 7 12

RIS~ Prifrl F) > p ke G R T MR FHLITRFEITAS  BHEE
Ao ptthy w2 LW AR EREEP I R FERE foz 2 ko
Bk g 5T el 4 R R sehih il 2ok F (features-benefits) (744 » % 2 5 AF Z £
& 9 5% o (Schmitt,1999) Pine and Gilmore & "z sAp N | - 2 ¢ &7 T @ #%

PRiE > § - R T R RIS o %&é@& R Emr 2
V- TR fj&ﬂzxﬁﬁ c BA ST Mbd 0 B SEF A M RBELEA S @
MRS e ) p F G MR PR SR A3 X R kD
-8 LR H B % o Pineand Gilmore(1998):% 5 %8 5k £ A B 47 1 1L
B PIRIFSA PR Ao SR R MBS R
BT 0 E B R 0 MR REE A

~ ¥ % (Experience) sh2_&
OO R g (07 13 5 7,1989)4p 1 i & (Experience) - R 2 6
"Exprientia » RApIF L Rk A RB L LA LAER LD B R F S
AP e - A2 2 eSSk > T L 88 o Schmitt (1999)4- 448%™ 7 2 & ¢
TR I A HN R e BB R E R MR F KR E AT o ¥ A
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REoeid ¥ 2 Ap a0 AL EG D A g o d B AR § AT S
TG S B AL R 24P o Holbrook(2000)4 8 0 = - & W chiF AR
%ﬁﬁiii“ {%(Hedonie) i) 7 45 » & &k p ** % *f (Fantasies) ~ & 1€ (Feeling) ~ A&rk
(Fun) » #% 3Fs; i7& ke 7 © 535 3Fs at ¥ 3| 4Es : 48 % (Experience) ~ & #
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Mo A 4 F F RIS Ba A TR R A AR T & 2-2-1
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FH i § oG &L § @R L - Abbott(1995)4 & 1 o i 2
A& EF L0 AP Y GRSk EARY LAEA K APRIE o

FANT a2 Y o Pine and Gilmore(1998)# ! 7 S /ANF & G A2 R T2 ) -
321999 #E K4 0 TR E T & %I > i (AW & 1EiE (Progression of economic
valug)ic ML 2R { =B > KR FAEZPa LR it a5 i 5 KM% LA
forE R LR BAES S 0 B s O SR IIBERA O G T B
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R kR 1 Pine & Gilmore.(1998)Welcome to The Experience Economy. Harvard Business Review,

Boston,\Vol.76(4), Jul/Aug, pp.97-105
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Marketing) s P & > 1345 553 p 3R = %”‘ 2002 & 6 * 17 p 3R ¥ > Schmitt %
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o ~HEPER R BMAR AR EZ > YR k- ZRMARE
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Argcit2 BOE o d X FHAR S At oS L LR X PR R e ) E o F

LAXE R T X3 —%"iﬁﬂ?’%%\ I s e LA
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HoIbrook(1994)#;¢ DA AR TR aESR > T B B AR 5 R
feae e A ‘g BTH|ETH A AT R R 7 S B R T
Brct

(=) # i % @ (Functional Value) & & e Fac 4 ~ &l 4 ~ R e o
(=) A-¢ 421 E(Social Value) & S-crE 4% ¢ AL ¢ Fig 55 -
(=) B & 2% E(Emotional Value)wt A2 i § & et ~ F3
(=) 32421 E(Epistemic Valug)#t i-ATH (HE > wpdzdi 400 ~ Kb ¥
() % & (Conditional Value)## 7R firim 4 e e = # i AL € & o
RS
Holbrook and Corfman(1985)# 1 7 45 B 1 & X p i § H i &
BPRIE BERARIESRET IR A R8T BRET BRI F R R A -
Hoe® 57 i)y iﬁf g &P M2 ek Rend] F o (Babin & Darden 1995; Batra &
Ahtola 1991 ; Crowley > Spangenberg & Hughes 1992 ; Mano & Oliver 1993)
Holbrook(1994)z% 5 & & sekfizk § E ahp pfost 2415 a2 o > B3 1
Rt 2 163 B3 a3 B NS EHA] Ak § Bk p YR H
FREARER AT AR ERRA R AR AL P e o
Holbrook(1994) #7#& i chZf 45 » MBS B4 5 w B > 4o B 2-3-1 #77 » = B
T3 e 70§ 357 4 P (Customer Return on Investment ,CROI) ~ FRi% Akt
(Service Excellence) ~ % gt (Aesthetics) ~ 4&r& |4 (Playfulness) -

. ABFR 4 iR
MR E i
L Playfulness Aesthetics
(intrinsic value)
KT .
s ke PR AR
hERE Customer Return on _
. Service Excellence
(extrinsic value) Investment
B B AR
(active value) (reactive value)

Bl 2-4-1 %5 § © g A
ok k&R : Mathwick C.,Malhotra N. & Rigébn E.(2001).Experiential Value: Conceptualization,

Measurement and Application in the Catalog and Internet Shopping Environment. Journal of Retailing,
Vol.77,39-56.



) i F —“ﬁ:ﬁ-\%éﬁ f* (Customer Return on Investment, CROI)
FREFETHPELS MBRT R R 2 75 e 27 i A2
FP ST RSE N 0 LA —“Ff“’ Bk v S AT Lo dR A o

(=) PRax g% 4 (Service Excellence)

PRAF AR R - B p A Y hF o RPN R F O FRAE S A
SFfERF o Oliver(1999) AIZa 5 FRARenifAR | 7 riAR 5 F B el §o > A kop
FFREEFREL DT o
(=) # R (Aesthetics)

3R F AT AR 1 T e fEg fodd e 12 5 f(Olson,1981 ;
Veryzer,1993)Oliver & Mano(1993):% 5 * & A e R IRA B M Hehif o -k ¥ AL
EZOMPRE T AN IRELR T G o EFRLF B AT i o B
BHEH o T F 2 T ais X (Deighton & Grayson,1995) -

(=) A&+ 2 (Playfulness)

ABrR ML 5 (T L RPN BB A PRE K p A M sk s U oin
ALK/ ELERF 4 F R % (Huizinga, 1995 ; Unger & Kernan,1983)A&rk |+ 75
Bt i F - BERE T R BRI NE SRR fod
P fchz T A% s 4 (Day,1981) -
= WR§ ESEE

Mathwick » Malhotra & Rigdon(2001).5z & 7 Holbrook *74 #f 4 2 % &4

N RE S @ chimE = A& (Experiential value scale ,EVS) k #i7& i ¥ K sk e
EVS gz i H%vda‘?ni'%fé*”’%*m“ = ST AL ,,sé;,wféﬁm
BEHSRE e AfFERG P AV REE D PR E SRR EEALE
BRE -HRVEAGHIFASE > €3 2 R LR -
® o~ RS (7 42 RS 1 G B

LR F R R SR (R G fFHAS AR A S
HRLACE A 5 (2 F R TR Q) B R AL o A i
HAHIrBREH T R @&*?%&5@ T aflid - BIDF DML B EL ¢ FRD
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d b= Lﬁk? oM T BT B2 T % M R A5 5 2 Mathwick >
Malhotra & Rigdon(2001) #7# i =ij & 4 3% F 4% f(Customer Return on
Investment ,CROI) ~ PR 7% A% 4 (Service Excellence) ~ % g (Aesthetics) ~ A&rk |4
(Playfulness) i % 485 § & e B+ 5 -
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Lovelock(2004)# ! » PRAFE ~ * $¥ - * 91 BeniT L A RS Fok o T
E- AL VUL AT RAFRREE LG o R
Hoa s R & e o X W {741 ¢ (American Marketing Association,1960)
BIRIFTEL (TEY BB LAY N - R F AL R EER I F
AR R e

JRAR & 50 JRARE T ~ PRI GRS PRAR (T4

LoPRAE(E 1 & FIRIEME A3 F T AsF 43T L2 e
2. JRIBE X ﬂWﬁﬁwﬁﬁw’%Wﬁ@¢pd?i’%$Wﬁi¥;

3. WA A A R e IR LB £ 0 XS § K nm

B
F“-‘fr o

Regan(1963) B33 5 FRIFE 5 2 < F i (4eT £ 2-4-1)

% 2-5-1 Kotler(2003) ¥ Pi i 4 {2 i3 2
it | Kotler(2003)

#7512 (Intangibility) B E PRI R B ok

BE i s PRERSIRIE - X AAE

% ¥ A 4% (Inseparability) L Ltﬁ P < i B
%ﬁ &ﬁ ij,@i

% i (Perishability)

Wﬁpﬁ*&m%%ﬂ'gﬂ@mﬁ&ﬁ\m
TR S JRIAHBA G A R ER L o
TR KR Ay R

B F 12 (Heterogeneity)

R APk &

IRTEELE B 5 d ¢ & R A 4 Schumpeter(1934) ik 1) 3% 5 AIAT

B g B enT R BTN A5 NBES Beng & RS £ PR b
4 0 ﬁ{rﬁﬁﬂ F-fp¥7 L ig,f]\ ¥ B EE o Higgins(1996): 7 0 AT
TP end 4B A2 B AT XL E AIRTHB ‘ﬁ£\£$~é%’ﬁiﬁ
FGRE AL R H O E - Holt(1983)3n 5 £1ATEF A - f5d B~ HAE wRiE
F AT A AR M e E B A Y 4 BB A A, 3T A A TR e
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#2.0 Drucker(1986)#-£1 47 €& 5 £- fBR T FRATON i 1A LA MG it 4 o
BIATR & - BRI R A E A G F o PRI T f B g 2 6
SLER S Y Y 3 E I R E LU L ARE SIS E S

Tk S RATA S TEAES T AIAT o Luecke(2003) Rk AIRT ALY £ i 0 1)

=~ FRAR | RTEOE T &
Rob Bilderbeek £ Pim DenHertog(1998)35 ! » £1A7% Hche BHem - ¢ 3 ¢
(- )#rePRix2 4 (New Service Concept) :

Bl PRIFT 0 Ao NATA SR AT A N B MRS KA

JRAZOEIZT 5N § enE P BT Leh (dode ini8 % ATM %) > R 28 % 2
Fechr A - AR LA FE DL (Wrfp B BEE FHARAS N E) o5 L%
AbRr-7F (RFE) PR ATHEY LR E3 3 (fFE) BLE

RTINS SN AR RGP A AT o 35— 2 F PHR RN 2 R
(L BRI FRBMERFTE R = Bipd 3 B2 TpcF HE RG> b4
EREPRE LU F IR T PR AR T S R 3 ATIR AR AL

7k o e PFEEE 2 B O N RIFE R IARY o

~—

=)#renZ 2 /i m (New Client Interface) :

R b F2 JRIFPIATIAL > SHIMF TN AET S R BEF
R P (k2 PRI eEE ~ TR R - BRI LI S e ¥ —
THE ) K E BPRIEP

Koo FTeNE 2N G 2 F bde D REALFEATM 2 % F &
dﬁ&'/ﬁ‘\'ﬁ;ﬁf”ﬁﬁ ',-“-11‘— ’E'_

41* Call Center (FZF%IRTEP &) H EZ 2 JRFE
Electronic Data Interchange (EDI > THAE) R > A EFE e v 2
AR RURVIC R SR el - o
(2 )#FrepRir @ vE & ¥u(New Service Delivery System) :
Sl EBRE R eSO gF R 1A 0 R R LS H B R
FrORAR o M A Fe @i Ao FEPRFE o RTERPRIEF & ATehie WA i > 4

BA 2 B i 4 B HIT s A ATHPRIE B IRk AL o
(= )# 47 78 (Technological Options) :

PHET F HJRIFRIFTOS REH > o3 BB RET T F LG F
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fe e Fart o R SIRARAIRTE FOE (S ) §oRF R DML B
BT A AR > T A ARG R T R PR o o

Snndo and Gallouj(1998)#& ! £ 374 % 7 PR A 5w ~ 5 1 (1) A& & AIF7T ~

(2):BAZLIAT ~ (3) 2B RIRT ~ (4)F BRIAT o ATPRFEE X P H {8 » LR (74F Fi
s L T E AR 0 UGB A F R T - FEECPARTIRAS o VOsS(1992) 4k ) PRI £ RTIN
(4T B 2-4-1) 0 F RS EHEAS {0 EBS B 7 RenfoR o B B AT
EEARIR > TREFR TIRGBEA] o FoT B IR Y ¥ AR ED

IR R MRTHPRIRE A B B

PELFE 2 217 D PRAMEEAIF E [ PRIFEEALRIE P R
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—D

PRA® 3~

FFIRIE L

Bl 2-5-1 PRIXAIRTEAR
TR kR : VOSS,C.A.(1992),"Measurement of Innovation and Design Performance In

Service,””Design Management Jouranl, Winter,pp.40-46.

Gardner(1985)3% 5 FRAFAIATH > i) § F e S = A & F > ¢ Z Y Beh
{1 ;#(Point-of-Purchase) ~ FR7% & v£:& #2.(Service Encounter) ~ 7 i@ BTN
(Communication-Context and Content) - %] & #X(2004)# ! JRF: £ TP 7 > 12 PRFE
3% (Servicescape) ~ PR i* @ v£:% #2(Service Delivery Process) ¥ pR 5% % & (Service
Product Bundling) bt # o 77 3 3% PR BEendf ek p >N RIEF-F 3k 3 5 PRIR

AR RAE B R K- RBEIRGEE P RYIRRE LA o EiEs P
4o

(=) MRax3FF

PR Bhenflge s § o0 IRARER S L Uk ¢ 2B T B H
B bR 5 F ST kA AR E RMEI DY BEARERY

APHEF TR ERDRE T LY R A R MR O PRI EH AL £ 8
T

1‘;,@\?[{1%%1]‘91 A e Y m—%;t,lf’i’?,l'zfﬁiﬂ'?f;ﬁﬁé‘ééﬁﬁ;{%;rﬁﬁs"ElH
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(Z) MRAHAFEE
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A
F o

Roid E FIAL ~ IR ~ARE 2 BT o Ao f R

BE -HHM -PARE TS E5 -Bakeretal. (2002) Rlzn i PR3 F B E ¢

Kolter(1973) % #& ) PR3 Tk 5t

A
4 o

oy
Ry

PRAxBE i > ¢ 3 A R BRI EAT o Lovelock(1981) #-PR i3 @ i 547 %

AE R AR R R ‘%‘«‘51”5’ LR
REH- RS LR MR RIRBACAE R R 2 BN T A AR

PR & PRI R BGE (7RI F
4

P el f i

H R o (AT B 2-4-2)

N =\ RARE R
N
PR R
‘f’f’: NN
TET I
ik
WEAT R

- ~ PRI BB AR

B 2-5-2 [ i* ePRAR kAR
#L %k Langerd, Bateson, Lovelock and Eliglier, Service Marketing : New Insight from

consumers and managers. Cambridge : Marketing Science Institute, 1981, 221.
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B MBEERFTRANEA AREIR L EHRMAI F el LR E
2 E AL T B P 2 30 IR BRI § IR AT I
MFy Anb o JRAEA &2 £ g o Kurtz and Clow(1998)4% o1 1 JRi% % & e &
PRI & T AR IRAR T B S RIEE A B A A AR
™% A o Kolter(2003)» 4% 8 & crpRix ~ &£ & FPRAF ~ R & FPRAR ~ Mo PR

B2 A R T A A

FELY 2 g WU R RFROAATRGE o A L RN R
73 (Servicescape) ~ PR i 1@ v£18 47 (Service Delivery Process) £ pRi% 2 & (Service

Product Bundling) ¥ & & #% 3 e ik #5¢ 4f ©
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FA8 BETRIR

Ryp 2 23 L T & 0 B E (Customer)sh3 13 5 Custom » R4p " BRAR b2 5
¥R R-EFS >z Ty o Qill Griffin,1996) » AZZ ¥ 5 ¥ 17
Mg e f FE T ER D K o (2 Fia oo 2003)
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WRIE B LR E o § F Cardozo(1965)R4& 1 TAF E % L & 4 (Customer
Satisfaction) > Fu 5 REE B L € W4 A 2L MY DR E (75 0 0 ¢ FtEMH
O A

Ingrid(2004) % & 2142 % % & -RE £ ¥ - A S aip 3 M % Bl (40 B 2-5-1)
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TOM Magazine,16(1),57-66
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EEERBEBRLABLL AT A RIHEBRLAEHELE ) 7 Pl
FEZ2 A E(EW) AT o b anFaga g 2 v Tt Engel,Blackwel &
Miniard(1986):e s AEZ B R R NE R M E R T A e > ¢ Z B HIEE &
WA) R R RS B RS R A
éﬁﬁ%éﬁ%’jigﬂ%¥—TﬁiﬁéﬁﬁiJiﬁﬁé’jﬁé

A R R O R ERA R L P T - BB ARATER YA S

- BREADTA XL A ESIIRMPEE OB FERE ok AR TRE L
FREHLFFH L FVREETIREOEE  FF RS CERLR
e B E2LE R o

RE Z % % (Customer Satisfaction,CS)ir 3 & 4% R BLEL 13 7 & 2 8 T
< % LBk (Transaction-Specific) £ % ## {2 B.8E(Cumulative); 4 |2 57 gLgk 1) g8 pl & &
# suiefs pgk(Cognitive) 2 fii BLBE(Affective)o + & Rk & & R 7 F 2 8% &
AT & 2-5-1 2 & 2-5-2 #5F o

3261 Mg E R K SRR TE
e ip B F ip B F
REEH T HPY 2 Senaid B B AT R ensE
Howard and Sheth(1969) | f*i& 7 & {s = AR 2 F & T8 X 12 K

: REE A B PRIl B e rag 2 in
Oliver(1980) T ¥
X

R | o
T A SEBEfe B gtk et 2 A AR anT
T Oliver(1981) w A I @A § SR S E
R o 24T D BATEELTE - R o
L8 | Howard and Sheth(1969)

GETE R DR T OHNR Y A S LT

Woodruff(1983) WOEALR 0 D - B T4 F AR -

Cronin(1992)

MER® ARUHASGRERY G L F

Engel,Blackwel and
g fFen— RfE4e 13T G o ﬂxﬁ'ﬁméaﬁiaﬁi

Miniard(1995)

F- R
R BLREIEER j\m/§iﬁpéﬁ‘ﬁ%)£m‘4?
S Hunt(1977) T% >R 2R SRR 0 ) F IE anE
2 B0 R RS L
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Churchill(1977)

R RA SR NS AR R
|j_7’=7|vf‘,\ld\'?t"‘ A,\*ﬁ—o

Woodside & Daly(1989)

Beardden & Teel(1983)
Churchill &
Surprenant(1982)

—RFFERASAERNEE AN T
P fs B EEN T FRCER AR o

Fornell(1992)

Patterson &
Spreng(2000)

Miller(1977) o AL TR mfmfr;:;fmk Mg A o
Oliver(1980) REE 3 4o b e E b G o
Churchill & REEMY frig * 2 Fen % 2 pLY = A EFE
Surprenant(1982) HrgrAd ant sk o
AT Cina REL P F B3 Bk ijE
i W RPN LR A & PRI AR
= Hempel(1977) N\ i i N
BB B ZSEH AR - R o
R E 4 A FH B e i*imbbaﬁ&’ﬁr%fi
e \i LE ] ﬁ}i o :’LL@ B % BT
Kolter(2003) X k4 T ARSI
Lo FA TG Y ’Wéﬁﬁiéfl
i
Westbrook(1980) REELBREEN P ERFTELBL -
Woodruff(1983) FIEBET o - A2 PO EE -
R _ L e p iR B XA SN RIS LA
i Oliver(1997) e i g . R R
B BB ori s ah- fEi e e
e Oliver(1999) @%ﬂﬂ;@*%ﬁJWWéZWWﬁﬂﬁo
Cronin ~ Brady & - BRI FRAELIGET MY A
Hult(2000) R PRIE 0 7 %‘J&&L%ﬁﬂ&mﬁio
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Oliver(1980)

R PSR RIET € Y F e
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Theory oo B FEARLTE L AR
. &L : WEAFGADYTF L LBPE
Sencralired N " Carlsmith & Tﬂ*;%wgr;4ﬁmwmg "
eneralized Negativity ) EV e g ¥t A A 4 - e d 2,
Elliot(1963) | . N\ e
Theory B ASERED Y - REELERT -
. R E SRR - R € Ed 3
A d A Festinger e " *}ﬁ TN\ f ﬁ4 )
o B A JEREMAAR > FMta F 7
Assimilation Theory (1957) L ) e
FEETR - B A DR o o
ERRa LR n A ESRERL SRR FH
) Cardozo(1995) | ™ "~ : f
Contrast Theory enfd % o
v Bl e ‘\; 2 [ _ﬁ g f‘:i ;}/ 3 g E’
AT R RR %»r:]’_%rrz Pij%m,\ﬂ;ifﬂa Lh A §E
o Hovland,Harvey | P @ AFZ T2 € 3 e X B {riE 8 I o
Assimilation Contrast ] , - N o
" & Sherif(1957) | Fet ZHEE p < ¢ A2 it 2%k >
eor
Y F2RIAA $Hock o
MHERERRAAA SAIRFLA DL IR
ok T REREARL SRR RS
_ La Tour& %??ﬁ%ﬁ“@*ﬁm&&’%é§
Comparison Level 4\t N . , N,
Th Peat(1979) PR FRA LB AT R B RAE R R TR
eory > N 5o - >
BOOFZPIBEESRR
2 FRPprve poRk BREFE D & > 35 E
P e La Tour & . g ‘ :% . Fin o B i
- A S JRAE DR LG S 2 S
Satisfaction Theory Peat(1979) N .
BE > dipEHETE AN A o
N RRLR R TR
) Oliver(1980) PN BEGEF T BIR TS
Equity Theory . - e
T FZRARE o
. , R AEE € BB RFIT A~ R T
b 1T : corg o L ap e RN
L Weiner(1985) | 2 i T2 e “FIGF FI R F & 4 &
Attribution Theory L
% prenp ¥ o
A B AR, Day & FHAE L b EARY FAL 2 AR
Redress Process Landon(1977) | A% € 4P~f7d > kP RATE K
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Theory EEATE -

FR&R: AEg ER

o EEARAFERS AFECR
() AEE S LRI

HWip 7 P AE2 B 7 25 REE AR ERERIAF S EMNEHER
BAkfgE > 5 H - 18 p g8 - McDugall and Levesque(2000)#% ) PR 7% % crf £
BERABA  RIBEABRBLAZIZBFZRE A8 RS ET MRS 2
TEFE P ETRIpAAST M AT R AG AR HBES N R
BRI AR E LY ~ AEREY BTEEIE 2B LR -

Singh(1991) | s JRF% (74 AL g IR B w aBin K 5 k5 AR
L5 Lo 'afﬁ_ﬁs WA &L B B AR S LR ¥ REE R i
EEFRALS LR TAR -

Churchill and Surprenant(1982) R 5 & 7 % Fr &7 § o M- Bchf 50 & 7 AR
% #p 3 (customer expectation) ~ A &’ »z(product performance) ~ # — &
(disconfirmation) 2 g % & &, (customer satisfaction) o

Fornell (1992)i%5 R AT £ 77 NERFEDHFMRE T L § ¥-3 5o
72 AR - Bt g o @ Fornell etal.,(1996)4% 1 7 % BIAE % % £ 4p #(American
Customer Satisfaction Index, ACSI) » WA Z i s A#FEIL L > RiFE L ¥ - 4
E 580 B2 i@ e o D7 IR AR R AURR D P E% 2w
Mo & R RISk 2 I 5% -ACSI A 2 d 4 f & (perceived quality)
kg % 8 % (customer expectation) ~ #4f # i (perceived value) ~ Z %8 £ Z 7% & (overall
customer satisfaction) ~ &g Z 42 72 (customer complaints) 2 g % 2. 3% (customer loyalty)
A e % (de 2-5-2)047\—4%%%@7&% FRCC S e S 2 PERCE S TR
rﬁ—ﬁjr\~$mJ&Wo&wk%?T’ﬁﬁﬁ%ﬁ§%$ﬁ$é%iﬁ
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ERRE L

% & (ACSD)

W 2-6-2 % RAE £ % 47 B30 (ACSD)
F# k& : Fornell,C.,Johnson,M.D.,Anderson,E.W.,Cha,J., & Bryant,B.E.,(1996),”The American

customer  Satisfaction Index:Nature,Purpose,and Findings,”Journal of Marketing,,60(4),7-18.

R FIEFLEFI PR ORI B LN k- BERE
Ty PH - AR5 K ri3iig o Day(1977)ke 5 B R Jﬁgﬂ"—fé_ﬁ - R R o
Handy and Pfaff(1975) RI3a 2 AR £ e R R W 2 0 2 B infed 2 514 > 2§ & 7
FRE - B 2 B HA SO B RS MRS L i R S

C) BEBRAAFEA
p 3"%/&!% * m@?;/% .&&mf}?ér{ =3
1. f§ ¥ %R = & (Simple Satisfaction Scale)

TR rEA L TEEER L L TROBE s R 2 RIS

BLRoET T - BEX TEATBL A T22F 232 2 847 o
2. A & & & (Mixed Scale)
ARG TREL LT ARE O TEF AR EL S BB

RECREZI-BEXRITARL T AEL ) - BREF S
3. #r ¥ = A& (Expectation Scale)

R RS NG AT G AR N A R FEA S R
LAY R HETRIIEL  F L ASO R RN AL 0 ML

BREZHR -
4. jg & < R (Attitude Scale)
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5 #R ® R (Affect Scale)
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1. il 7 4 (Prospects) @ - chif F 318 > 2 A 2 1 R R RIE S L
FARESR S A SR BRI T -
2. P4 (Shoppers) @ EFFE AR Bl > Gl4o R R FARF & AP AL
{%ﬁ%@m%%+ﬁmwzﬁﬁ%aﬁﬁﬁ°
3. BEZ (Customers) @ SFHP MY F TP HBEE P BEERG B P H IR
ﬁ&?ﬁ%éﬁ@*&%&ﬁ%ﬁﬁiﬁﬂ@i
(1) 5% 3 pL% (staple shopping) » F#p (PR p ¥ 2 =% 5o dofFd K~
FAEAE
(2) B 3] pE % (solution shopping) @ & 37k B thm B - 4o R B
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Adj R2 0.351
F-value 219.443
P-value 0.000
VIF 3.267
D-W 2.115

¥74 7 p<.05; “¥E VAT p<.0l; “*¥E L5 p<.001
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S BB AdERE2 L AER=1.628+0.364%% £ A RS R BRH0.256% K EH AR A

() Kuptmtre ~ WG & RBAAT - HEBRLRHREELFRLEFA
Wt a4 A7 B fs R v MAR e R0 5% (8~ JRAFAIAT
ERLASIEE LB AL %ﬁ%ﬁ G F 0 R e TR
F oMk R s TEREY | PTRAR G CEEERAAZ TEEARRR
B TRPESBAR A ET MELPARAL ok AHELLFR R
FHRGET TEA\+‘? v E % 4T £ 4-5-10 ¢
3 4-5-10 Rvs MR WA B E R AIRT MR SR MR
e REREE L PR

LR FA

i AJEEZ L BAE

M1 M2 M3 M4 M5 M6
B rgﬁ
;; in, %t | 0.335%* 0.527*** 0.314%**
* 3‘—“{
W ABrk 2 8 | 0.418%* | 0.396%** 0.614%** 0.288%**
A=)
PR ragas | 0oree | 0082 0.044 -0.074*
g .»: 3 —
. i%?@ 0.121** -0.035 0.036 0.006
PR3 PR3
BT
X AET 0.046 | 0.300*** 0.538%** | 0.212%**
LR
5 0.138* | 0.127** | 0.190*** | 0.156** | 0.105*
T
BAE | w By
s 0012 | 0.189*** | 0.017 0.089 0.033
R

94




Constant(‘¥ #) 0.537 0.555 0.837 0.781 0.672 0.405
R2 0.612 0.580 0.543 0.548 0.534 0.627
Adj R2 0.610 0577 0.541 0.546 0.532 0.624
F-value 253.419 | 184.394 | 318.443 | 243382 | 230.407 | 192.193
P-value 0.000 0.000 0.000 0.000 0.000 0.000
VIF 1.883~ | 2.196~ 1458~ | 1.864~ 1668~ | 2.091~
4341 6.001 3.561 4.266 5.885 6.024
D-W 2.110 2.110 2.041 2.123 2.112 2.009

97 EZ p< 05 “R VAR p<.0l; “*x7%n p<.001

FA KR © AP FER

d % 4-5-10 7 Fa K WE el - Mk B~ PRIFAIAT AR E BT R ¥R
ELPFRZ e A E2Z LR T B F OB P(Ad. R=0.624>F £=192.193 >
B2 % 4 p ©=0.000 > VIF & 4 [F] 2.091~6.024<10 > D-W £=2.009) - &g+ %7 & &
FTRIFVL IR AN G Kl e R LY %G EL 4B
FREE 2 TRPRAR | SCRBAIFTZ TRFAAT ZHERLARL THELR
BAR ) FHHELBEARZ TR AHELLERE  LTHFRE

REFAITI T D AR AT
S i A e 2 P& =0.405+0.314%3K 3 L 4 +0.288* 4k ek £ B -0.074* % iR

A%+0.212%% 3 £ F7+0.105* % £ L BB R B
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$ 6 LRBA

PR S L EHE BR o AT RS EF AR T AP R E AT
BEALB A R fRAA T AP EAN AT HE S R WA e
BB B~ TRIFRIAT MEZBRIRZMEZLFREI BRALT T FH G-
o MR es 7KL 7 - BHEe MR ER e 7 AR E ok A
BB S RIFLIATR G B EETIRBCR AT B S HEERARS F R
EARBARTRVESRLIAD BHGFELBANL» 8 A RELLPR
- BifG -

AT BRERIE E AR s B S B B Ak B KT A E"ﬁh"‘; N
Jor £ S35 o B d N u]  BMIFR A B R A TR &R ThE ke
FANTIORE B 247 o m E8 S EAE F s KTAE BECB L TPl
® § %5 % 2 #ch 45 (one-way ANOVA) 2 4 % £ % 8 dic> 45(MANOVA) it (7 F
et RITEFLEFHFELLE -

B REEFHLPE 005 TAEFHEFLLR DRy FREET

By k® > £ v Duncan § £k T3 E TR .

-~ PN ERAEREG L RS

e 4-6-1 7 Bpom > B PN R et e PR AP FIELE -
461 puld L gt e AR BT E

5 7
%97 45 1 ® HERpE
w A 3.7549 3.8149 -1.225 0.221
ok i 5 3.9083 3.9481 -0.898 0.369
L 3.4251 3.3224 1.917 0.056
bR 3.4137 3.3668 0.875 0.382
W BIAT 3.9186 3.9701 -1.184 0.237
LELRALA 3.6431 3.6738 -0.687 0.492
KPR HA LR 3.7579 3.8263 -1.455 0.146
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wis AR EZ LA | 3.9409 3.9695 -0.610 0.542
"p<.05, “p<.01, ""p<.001 FR kR AP R

= B EREH LB L

4627 iR 0 B PRI F At e L P AETIMELLE o

2 4-6-2 4 AP & RIS LB PA RS

2
£77 {5

- 3.8125 3.7906 0.244 0.808
ABrR £ B 3.8112 3.9421 -1.484 0.143

K ifAR 3.4554 3.3544 1.101 0.275

& ¥ E IR 3.5089 3.3753 1.207 0.232

K EIRT 3.9107 3.9535 -0.530 0.598
PRF% 2 1% 5% & 3.7092 3.6586 0.668 0.506
RFEFARLR 3.8750 3.7948 0.891 0.373
Wi AR LBR 3.8648 3.9656 -1.172 0.245

"p<.05, "p<.01,” p<.001

"

vOEEES A LR A
BB EAT A 463907 0 F P ESDLFEE & sk 28 TR 18
2 T w AREZLPR ) ZBHEG P EDFFLELR o2 = B ¥

20 fi 1T chEEEGRE R AR AT D o £ BRC] X T 0 R

Trmafd g s Ra R g ikt B aAER E 2 B N gkt 4

Fro o4 REER KB FAELE A o

% 4-6-3 E& 2 2 BIE 5 2;3‘1%“7\%% %

20 & 21-30 | 31-40  41-50

- " " oy Duncan
HE 1 3.9185 | 3.7484 | 3.6768 | 3.7333 | 4.0313 | 3.627 | .006 | (34215)
ABrk 1 8 4.0584 | 3.9061 | 3.7753 | 3.7048 | 3.9643 | 4.627 | .001"" | (43251)
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HEAR oJaplH R FIE R eni2 2 JRIA L 2 R

W igAx 3.3957 | 3.3446 | 3.3780 | 3.2000 | 3.5000 | .441 | .779 | (42315)
5 £ EFIRIE 3.4522 | 3.3499 | 3.3780 | 3.4667 | 3.4063 | .788 | .533 | (23514)
R IAT 4.0580 | 3.9218 | 3.8252 | 3.8889 | 3.9583 | 3.082 | .016 | (34251)
LELREBLR 3.7304 | 3.6512 | 3.5209 | 3.7413 | 3.6964 | 1.861 | .115 | (32541)
KIEHBLAE 3.8957 | 3.7780 | 3.6707 | 3.7778 | 3.7500 | 2.223 | .065 | (35421)
v A2 LR | 3.8957 | 3.7780 | 3.6707 | 3.7778 | 3.7500 | 3.521 | .007" | (43251)
p<.05, p<.01,” p<.001
TALkR D AT FR
T RARRRERAREG PLRELT
AATE AT £ 4640 D kB H R B AL RIS L HAE T

Duncan

wPLd 3.7857 | 3.8030 | 3.8417 | 3.7857 | .135| .939 | (4123)

ABrk 3 8 3.7755 | 3.8745 | 4.0095 | 3.7755 | .670| .571| (4213)

K RAR 3.3393 | 3.4318 | 3.5167 | 3.5000 | 1.363 | .253 | (1243)

L ¥ LR 3.3704 | 3.4962 | 3.4333 | 3.2857 | .711| .545| (4132)

K AIET 3.9511 | 3.8485 | 4.0833 | 3.7143 | 1.986 | .115| (4213)

LELRBRLA 3.878 | 3.7900 | 3.7738 | 3.3878 | 2.306 | .075| (41,132)

UPEHBLRE 3.7901 | 3.8586 | 3.8833 | 3.5238 | .981 | .401| (4123)

v ALz LA | 3.9532 | 3.9978 | 3.9881 | 3.8571 | .201| .896 | (4132)
p<.05, "p<.01,” p<.001

FHR KR AP R

JEG 4-6-57 Bt 0 B R T ARRE X FE T
A

I~ TR LSS LB H

A

F

P 201

EFHALR P PRTEEHNULESEDE R A HP ug e
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MR FEE R Y Ak AR o R LA F (B ) AT AR(R)

=k
&

Wt b I NTI Y RR R R AR DB AT AR

<

37 B(F )T R R AL AR R SRS 0 R BB R e
LRDBE AF ORTAERRG OB AR BIGRR S HE B

&g FR L 2R S o

%465 Ry MARE L RA R ARSI

Duncan

e kg = 4.0138 | 3.7888 | 3.6184 | 12.933| .0007" | (3,2,1)
ABrx 3 8 42272 | 3.9079 | 3.7744 | 21.309| .0007 | (3,2,1)
Bl T 3.5394 | 3.3469 | 3.2632 5.160 | .006" | (32,1)
¥ E TR 3.6358 | 3.3715 | 3.2204 | 11.436 | .0007" | (3,2,1)
K AIAT 4.2441 | 3.9187 | 3.8158 | 20.750 | .0007" | (32,1)

EELARBAR 3.8628 | 3.6352 | 3.5883 8.481 | .000 (32,1)
KIFEFBRELAR 4.0787 | 3.7637 | 3.6952 14.993 | .000 (32,1)
wis AdE g2 LA AR | 41620 | 3.9514 | 3.8139 10.674 | .000 (3,2,1)

"p<.05, 7p<.01,” p<.001
SRR AR

BE S L RTHS L B

B 4-6-6 7 BT R B BREERE B

l-r-
=
-
Y
-k
‘_.
Em
ole
L
/4
-
i
T
s
i
N
L

TRPAATE TREARARA  FRIEFRLE 3

®
Fgxd | % WHERERE O o FlEABAREER LT pd E XEE R

prARPI T REAR BRI EY TE T niTE

e

WA PR FER R R A ABREe TR AR 2T g ¥

P
Pl REE 0 Lyl E LR EGE R o vER T EEAL 2 TRE Rk
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Hul 4 3.8214 | 3.4286 | 3.9000 | 3.7556 3.8846 | 3.8393
ABrk £ 5 3.9865 | 3.6735 | 3.8971 | 3.9111 | 3.9945 | 3.9490
K igAR 3.3820 | 3.2619 | 3.5400 | 3.3095 | 3.4615 | 3.3095
&L ETIRGE 3.3943 | 3.2857 | 3.5600 | 3.4000 | 3.6206 | 3.6071
K RIAT 3.9835 | 3.8254 | 4.1067 | 3.9185 | 4.0128 | 3.9444

EEXARABLAR 3.6839 | 3.4898 | 3.9371 | 3.6444 | 3.7355 | 3.5422
RFEHFRLAR 3.8205 | 3.6984 | 3.9733 | 3.7407 | 3.8846 | 3.7222
wis A de k2 LA | 3.9700 | 3.8367 | 3.9543 | 3.9746 | 3.9148 | 4.0204

% 4-6-6 BRE S L R 4G LB r*Mfr % % ()

B E
Hiulh 14 3.8571 | 3.7500 | 3.7188 | 3.7912 | 3.27/08 | 3.9722
ABrR £ 5 3.9524 | 3.8308 | 3.5893 | 4.0238 | 3.4405 | 3.8413
K igAR 3.5000 | 3.2077 | 3.0625 | 3.2917 | 3.1250 | 3.6677
&L ETIRGE 3.6071 | 3.2500 | 3.0625 | 3.3333 | 3.1250 | 3.3899
K AT 3.9841 | 3.9128 | 3.4583 | 4.0556 | 3.3899 | 3.9835

EEARBAR 3.7959 | 3.5516 | 3.4107 | 3.7619 | 3.3690 | 4.0159
KRTBEFRLR 3.8095 | 3.7333 | 3.6250 | 3.8611 | 3.5000 | 4.1852
wis Ade k2 L3RR | 4.0136 | 3.9363 | 3.7679 | 4.0595 | 3.7143 | 4.2063

Duncan




Sl 3.5500 | 1.884 | .033" | (11213,2139841016753, 13984101675312)
Bk £ 5 3.7048 | 2.108 | .015 (119213812, 921381234671510)
Edal $4 3.1167 | 1.223| .262 (913118210614573, 1311821061457312)
& EE TR 3.0917 | 1595| .088| (9131182106121437, 1311821061214375
W RIRT 37111 | 2.213| .010” (11913,9132,13284612175103)
LEARERAR 3.4667 | 1.935| .027 (11913,2684151073, 68415107312)
RFTBEFHRLR 3.6333 | 1.143 | .322 (119132684711053, 913268471105312)
wis A dE g2 LR | 3.8810 531 | .896 (119213583147610, 921358314761012)
“p<.05, "p<.01,” p<.001
O5fItygs s A7 % D-W BB =83 3 2 WF AL+ - ik S AMFLF

FAL KGR T AR R

= P r ARG L R4

A 46T 7 Bm 0 2 ) e iRy b TAEREE ST RPLIRT, P g
SPBFLAR - BV g RABRE B P 10 fer T60001 A0t b £33 AR
BR o RSALEEFLR ] AR RV RFL o FARY S B
fe » T20001-30000 7 ;7 ¢t 4 7 HYBIEA 1 e R RH R R TIOMF o T i
il RATH X B F OO R TSR o BRAIRTY CRF AERF H 5 K

» 720001-30000 ~ ;- gt H o F3aks Hiuk & 5 PRI B AR ALET Y G

% 4-6-7 BES LB f;m LR AR

60,001

1)t
" 3.8189 | 3.8642 | 3.6906 | 3.6957 | 3.7321 | 4.1250 | 1.528 | .178 | (345126)
A\ ]
%.gﬁ;\ *
is 3.9625 | 4.0197 | 3.8006 | 3.8364 | 3.9694 | 4.2857 | 2.501 | .029 (341526)
2r 21
;;ﬁ 3.3793 | 3.3103 | 3.3094 | 3.4130 | 3.4286 | 3.5000 | .405 846 | (321456)
FEY
Wgh 3.3873 | 3.4332 | 3.3076 | 3.4239 | 3.4821 | 3.2500 | .502 175 (631425)
)
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2r =21
f"]‘; 3.9772 | 4.0460 | 3.8321 | 3.8696 | 3.8333 | 4.0000 | 2.233 | .049" | (354162)
L¥XE
N 3.6777 | 3.7007 | 3.5457 | 3.6791 | 3.8367 | 4.0714 | 1559 | .169 | (314256)
{ :E.»
L 5
NN 3.8191 | 3.8391 | 3.7386 | 3.7246 | 3.7619 | 4.3333 | .877 | .496 | (435126)
"R
B AR
N 3.9795 | 4.0579 | 3.8458 | 3.8841 | 3.9082 | 4.0714 | 1.763 | .118 | (345126)
"p<.05, p<.01,” p<.001
T KRR AP FR

/_rr' VB j\gﬂﬂﬁj&'&kj\/\ g
5 4oT 4 4-6-8 0 TR
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