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Lin Chun-Yan, 2007 The Study of the Influence of Perceived Service Quality to the

Consumer-Satisfaction and Repurchase-Intention in the Training Center of Kendo.

Unpublished Master Thesis,National Taiwan College of Physical Education,Taichung.

ABSTRACT
Perceived service quality has been proved as a key factor of satisfaction by many
marketing researches. In this study, we tried to discuss the impact of perceived service
quality upon customer satisfaction, the impact of customer satisfaction upon overall
repurchase intention, and the relationships among service quality, customer satisfaction,
and overall repurchase intention, as well as the influences of and demographic variables
upon customer satisfaction for the training center of Kendo.

The independent variables of this study included perceived service quality and
demographic variables. Customer satisfaction serves as mediating variable, and overall
repurchase intention is the dependent variable. An empirical study was conducted to test
the model by selecting the trainee of 7 training center of Kendo who have within
Taichung city. Total 300 confirmatory surveys were sent out. And 267 copies were sent
book To test the hypotheses, a great number of statistic analysis methods were used.
Through the statistic analysis, the following findings were conducted:

1. There is a significant impact of service quality on customer satisfaction in the training
center of Kendo

2. There is a significant impact of customer satisfaction of overall repurchase intention
in the training center of Kendo

3. Customer satisfaction serves as mediating variable between service quality and
overall repurchase intention was partially supported.

4. The significant impact of demographic variable on customer satisfaction of the

training center of Kendo was partially supported.

Keywords: percelved service quality, customer satisfaction, repurchase intention
consciousness service quality
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MATE B F AR ETRAIET BT RLAREEFA

15



K F Fe s s 4 R 3 & e o Cronin andTaylor (1992)
ﬁii’%miﬁﬁ;ﬁ}é_%éﬁ%%kﬁ%iéii,%éﬁ'ﬁpjj % % ZF R E
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7 & 1 Cronbach’a i # ¥ % 2 0.7 » 4 &
Foen B LA oo D N K wm o A Fow R
SV R E - R AEFTW PR L DR R A
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£ E 2hE % 300 B % o

BRI EFHFE A Y > Cronbach’sai@ 32+ 3% 0.7 #
LA R U L R SE R R Nl
B k0.4 Lk s B g

~ B At e TR A 4T 3 2P R OR A sit B
B A4 R A A HE A tRT - EAGRE KA

FoooMERF A S A A

e

o
4

: B 4 1 ( Reliatility Analysis)

TR R L - PR ERES S RESETHE N
TR - EXLRAEFAER - PR BIHEAYGE S XRFERE G-
XMt % o A 3 22 Cronbach’s o # i - R B H= R
A ® . - 4 % Cronbach’so & B % #& % 0.7 '%ZE!'J#R;%.;E—
®ofE oo o F P 035 FRFEGREAE B ESRSDNE
B kBl E A3 0.70
2098 B > TV LB ERE - AF L 2 W RGE RS R

Nunnally (1978)3% 5 Cronbach’s o f

)
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T % ¢ # Alpha % #
7O 0.796
L S 0.757
e LA/ ed 0.794
5
FER O 0.812
R 2 0.887
REE AR 0.875
£ @7 &R 0.892
BoeAgERE R LN ( descriptive Statistics analysis)

AT BB AT RGP RE AT R e &
T

?i';ﬁi}i‘ﬁglt’gv]/{)\‘

g

B A F AR KR B oo A
ORI R AT R TR N EF AR E R AR

o on B R A B kL A Y

% - §f H = fF A 4 (simple regression)
A& UFHEARERBETSHT e HE RS
2B R BAAHET T AREE MG

o
W

£~ 5 A4 A (multiple regression)
iR UFEFCERBEFT LR ORAHE R B LR
nRERERE M E Y URFFRBLAFE LR ST S

el
Ly P RAEATE G hd 4ok o
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1 % 4 1 ( factor analysis)

FE A LAEP D EFHRSDOHER (R FE)RRL
Tt R R oA A R R FOR ™A F
AP REg R FFAFHELIRBET AR EF
¥ & B o B H T Tﬁf?ﬁ R GRS T B I S L
FAGESPMARFEE R AN EDTE S RERREY D

£ ¥ & ¥ ( cluster analysis)

ﬂq*i?’éi‘]ﬁé”’%ﬁﬁkﬁ’l#k’ﬂ%i&ﬁ‘)ﬂ'%’f%“%l‘rﬁﬁﬂ

e FBEAN B P EARES R L ENET B
i

B

H 73 8 2 %4 # (one-way analysis of variance)
A NN EREEE EEEE NS

1
P FEFE R LT ARALAL I HFLR o FFT
d

B % 2 % % ( Scheffe test )& T 2 ¥ 2 @ v 4 & o
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;ﬁg%;ggﬁg;é g AR R 0 Y T % R 5!\4}3 e fgr g o A

2R BN FLERF LR RER TR
2L RT LR CEG o R E R RME R
PRI A R AR E RN F R AR TR SRR G
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% 4-1 %&£ 57 % #& v Cronbach’a® & » ¥ & %

£ %2 & Alpha % #&
AR E: 0.795
, G S cd 0.775
I 58
v O 0.835
&
FE RO 0.864
B 4 0.921
R N 0.926
0.941

R B aRE

o
o
=

R AP ER

Fo8 KA RSN

AEH LR R ER A AAEER AP F s &

B BT AREREEFE D T iy o~ s T E FhI B kST T

w2 oG o R R R A AT R AT R G 43
Lofb 16% 0 45 A & 4-2 o

Ed K A B8R E&E KR L 11~20KkF 764 ik

28% > H % 5 21~30& F 674 & 25% > B AP

pu
2
2

FER ARG EZ S ER AL S oo Fu RS G H
RO o

RO RS F 1734 B 65% 0 &l i E B B F B
I iE F oo gt I B WP R E R R4 L a o B kY
R AW B S iR G 1074 % 40% 0 H X R ¢ OB
834 ik 31% > ¢t 7 By £ K A B - R R P G E EFH LA
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£4-2 % > X W AP R F AL A K

Lov g R E ) FA (%)
g 173 65%
)
4 94 35%
1003 )f = 43 16 %
11~20 % 76 28%
RS 21~30 A& 67 25%
31~40 #& 46 17 %
41 F oo 35 13%
o BY (5)0 107 40%
j’;; 3B 83 31%
SR - 62 23%
L (5 ) b 15 6%
15,000 = (3 ) = 74 28%
15,001~2,5000 = 78 29%
B A 25,001~30,000 = 36 13%
£ 1 30,001~45,000 = 60 22%
(A 45,001~60,000 = 8 3%
60,001~75,000 = 8 3%
75,001 = 11 ¢ 3 1%
T 3z - %o 41 15%
Zg - §oe % 136 51%
A r = b 90 34%
& 3 267
AR W 267 Rl F AR E R R 5 Akl RS
FoBR ML AL P AME AR LA TR R
4-3 % - W o L T RBEFTEEL, > 424 F 3 H -

A w O R MR ET A md A
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wA A A3 FISA A K E B i w i &8
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% LR A AR E A

[ S = i = - 4
o F IR
W = 267 86 63.34 65
A 267 4 16 12.69 2.30
TR 267 4 18 14.82 2.13
v s 267 3 14 10.74 2.21
T 267 3 12 10.12 2.52
MR 267 5 24 15.78 2.61
%;E;& 267 20 17.84 .85
R 267 15 12.18 .37
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£ & 0.000* 5=4>3=2>1
1-10(z ), 43
2-11~20 % 76
3-21~30 & 67
4- 31~40 & 46
5- 41 f r ¢ 35
0 g or (&) 0.000" 7=6=5>4=3>
1- 15,000 = (7 )12 = 74 2=1
2-15,001~25,000 = 78
3-25,001~30,000 = 36
4-30,001~45,000 = 60
5-45,001~60,000 = 8
6- 60,001~75,000 = 8
7- 75,001 = 14 3
e 0.000% 1> 2
1- ¥ 173
2- & 94
KT AR 0.000* 4=3> 2=1
1- W*® ()~ 107
2- % ¢ y‘% 83
3- E LA 4 H 62
4- ML (7 )t 15
T o & % h P AR A 3 0.000* 3> 2>1
1- = 41
2- - ¥l w X 136
3- = =x 1} 90
£ 2k 267
i™ooYA o B F ok B p<0.05
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B EREBLR SR KA K

FoH oy
R L T
& & 0.000* 5=4=3=2
- 10(% )f 0 7 43 =1
2-11~20 & 76
3- 21~30 A& 67
4- 31~40 % 46
5- 41 f 35
& 1 gz o~ (R) 0.000* 7=6>5=4
1- 15,000 =~ (5 )2 ™ 74 =3> 2=1
2-15,001~25,000 =~ 78
3- 25,001~30,000 =~ 36
4- 30,001~45,000 =~ 60
5- 45,001~60,000 =~ 8
6- 60,001~75,000 =~ 8
7-75,001 = 1 1} 3
5- 45,001~60,000 = 8
6- 60,001~75,000 = 8
7- 75,001 =~ 11 ¢ 3
B w5 0.000* 1> 2
1- ¥ 173
2. & 94
% T AR 0.000* 4=3 >
1- ? (3 )~ 107 2=1
2- % ¢ Bk 83
3- & fL &4 # 62
4- AL (7 ) ¥ 15
T 3o & ¥ 0 3] AR A 3 0.000" 3> 2>1
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2- - ¥l w X% 136
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Sl S N I R
AR EFRFARLEL L RBEF 2SR BT RS

P A& B X L pearson AP M ¥c B L ¥ E R 2 4P M 2
B oo 4-6h i HA > o RS TE 2R ELAT NI
4 B (pearson i #c i 0.741) B B B A A E L ) % LR

— A

T ¥ e 4p M (pearson Tk ¥ 2 0.762)
I FRA R ARETERBREET LT e D3 M
TREE T R AT EE MR o M A B 5 0.608

0.568 > 0.404 > 0.527 > 0.504 ~3=Z 8 FAHPM - xF 7 ¥ %
BT o RS FTE2EEBLA L IWMZF L M
£ % % & T Sivadas and Baker - Prewitt (2000)2 F & =
P E R AT H Y RRBRBAST -8R AL REPF R
F2ZRE OB G PR EET R RBESTERLAEEL DT
B , % " Durvasula al. (2004)” &2 % 2 ¥ TR 7 B % K
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2 4-6 L 3 AWM -TRXRBEFTEEFRIRIAZPHEAER

Lyy HREA oRER | .
P TRE wRE RRE MR
LR L oa mep B TRE TR ERE MR

g% 0.762 1.000
i
wFPR 0.792  0.741 1.000

0.554 0.608 0.317 1.000

+ 3744
Pt * * *
0.720 0.568 0.353 0.424 1.000
M
it * * * *
0.406 0.404 0.222 0.072 0.474 1.000
v R
Tt * * * *
, 0.503 0.527 0.017 0.224 0.228 0.185 1.000
FER
* * * *
0.441 0.504 0.299 0.256 0.367 0.237 0.280 1.000
MR

* * * * * * *

X %% 7 B ¥ -k ® P<0.05

38



FI &% TEMRBEFTEERABRLARABEELE N F LMW
7 rbﬁ

BN

‘31

M ERgAH
- ~ﬁq.{ﬁ€¢:§ﬁﬁv:rrfrﬁﬁr%?itatﬁﬁﬁfgfizsgﬁ?»avr
#%%ﬁmﬁ%?ﬁz FHE YR T AR

B~ R BRI E A ko
HERBLALETL I HFLOBE - %8R

(-)F VR HERBLARLG N T
050427 8 & F B e FEHM G AN ET D OBER
-l glg ot BRETHERBLAET HERLD S

it}
=
lg
&
4T
\»
Y
gk
vo]
o
—
o

()" A2 HFRBLAL T HEFOEE 2 @ fF ik &kBeta
B 5 0.445> & & 3 & ow e F & B R oo F L EF LOBKEK
12 @ g gamv A EETHFTRABLET EFLEEE

(Z)r B2 HEF AL AEELT HEFORFE 2w fF ik kBeta
B 0% 0.468 N A F & v o F) %M B oo F ) EP O ORR
13 @l momr BEESFTFTHEABRILAE FF LRS-
ST

()R LHE R S&ILAELF ?ﬁ%ﬁ?%igg’fﬁﬁf?ﬁﬁ(Beta
50411 & & F 2 % h F & B H o FPHEF KK
-4 flg eI LR THERBRLAT EFLEE

~
%)

B EHERARLAEEF HEFORF > I ow§F G kBeta
B 503890 & F & ow ¥ % B OB FHEF KK

1-5: gl RESTHEREBRLAT BFLEREE

39



dOR R B EF ST e A MEERBLARE G B

¥F R F o Lo F ik Betald ¥ A+ 040 0 &4

HEEM G AT AEEFNGERIRELEORYE - KR
AfEAFYRE -G RRFAHRTF B o~

FEMNELS T E 3 =

I AR ESTRBEFT, o HE R BRI AL G 2 #

HELORE " THEEREEFTHEER DB LR R4

R R

BR Ol g REETHE RGBT R HYE

= o2oe How o fE oA 4T 2 MoBody e & 4-T AT e

g

m—‘g{%—ﬁ;{%’ﬁ'lﬁﬁf%i&'ﬁ%

o

<l
=8
7
(ﬂ}
D2

247 wERBEFTHRIHFRABLARZLHER F L 72

RO AR v BE O mF R MR E

g0

0.427 0.445 0.468 0.411 0.389
s R R
F & 116.225 152.439 164.367 152.439 164.367
P &E .000* .000* .000* .000* .000*

-~ HMEEFRALREE VR AR F AN
B ERF A 2 AR TR AL ARL Y
PABROEERE  HEFREABAIAMEE YT ALRE

40



i

.;Sﬁg SmE i

I

Eﬂ\:\r
o OE =
W ol

a

=i

=

= ’”@ 'F-:H

5

-
4% It

o

A

S

=

E

a1

d

‘«3;

5

i

A5

—+
o
(s

=

c..
Y
%

|4
|5

B

e = (.573%) ~

B I % i F] % B
g B % R R TE
LTREHEHEY T

&Eﬁf

o

¥

+
~

AR ERNCH=C . SO |

L

BE LT W o F & M

',/‘{: y FTAp

1L

P e B

7]
MF

2

B 7

&

i §RBSF &L
R R
= % | . v f IR

T4 IR A &

FpAM A
TR

R F R

~

&

Yoo mi

=

=2
RN

% 468.72 5 PiE

5 0.000<0.

001) >

=1
=

7o % ® A F R L
AW A RD AL
28R Mg

& & F R F

R
et

4

%

S

P
|

%

24
% o

3 W
FR 7%
*

o 5

%_\\

T, >
X
R 4

%1\

B

B’

@
Ros &R
4-8 4 F7 i

X}

A =2
e i3
25 4 (L565%) ~ T A

F f(.523%)2 M

o

l&)‘

41

=

=,
Ll

|4

A

i
AN
9\
&
B 5

7 i&

Jit
ol
(\L
gy

s

~ B I2d

=8 SR L
B (.551%)

BOM (.592%35 )i & ¥ o



MAERALAHL ) F LR MFRLDD o 5% B PH G
(F i2=196.020 - Adj R2=0.663) -

= ~ P
N RBET CFRABLAES BEALIRFHEEINTLRE
ﬁ%iﬂﬁﬁﬁoﬁm%fﬁﬁ&ﬁ%z%éﬁa

FF N (CATIF) T R (L4327 w B R (L425% ) m R 1 (L501%)
E BB (492%)0d B ¥ P R A BAARLE Y AR
TEF DL e F] % B S B(Beta % #ciEd 0.425%% ) B T
THERBEFT CFABLAS BRAKEGEFIARE G BEF
et v Fl kP BM(F & 105.430)> F & f &N B G 2o

# 4 (Adj R2=0.741) -

ly

=y
+y

42



PR RAST CFRALRBE T LMD

A A
PR o3 - B -
- A
Sl £ 3 AW
7O 565 473
L 551% 4370 %
LA/ ed 573 405 %
FER I 523 501%
B R 1 .592* 405%
FR®&LA 425
2 196.02 205.43
R 0.687 0.730
R’ 0.663 0.741

43



¥ LF B HEER

AR ELLZHE S F - BRI ELITLEE LA FEER
%W Y% 2 8 5 AFE Y R HFELE S FZER G H
I BRI

AL Ed T REFHNCERDBEFT DI B
ST REE sy B mEFE MR EYEFIRLAR
= R LR ARREREK g AFEFEEEET R D
TERBEFTEFAEBRILAFEL AR DR B o
HiralggEg i omi v AP FAHERBTEFTRTEFER
BAALTITHFALALE - HRBEDITFLAFEE O F K
| AR 2 A 5-1 0
25-1 P BXRER LY S REF

o3 B K i;

ltalg o RS THETRBLAET BFNI .-
P
2t gD R RBET CF R BT AR - F AN . -
HEF P AR EFEREE
3rElFEDE BB L AHRBETE LY P LM .-
E*ﬁc‘/‘:][}_z-;;%
4: 72 B A v BRI HE g ERDESEF DR TE ..
IR EES.
TR ok R *F L FER

44



# s
m&t ’

)
\4

“au

o

%
S
"
ki
o+

SR A R

I S ) T

TRERBEFTEFER R R MG
SFTREEFFR - RBEFT O < fa ¢4 UHET R
3 EEFSORE T w i hdk Betald ¥ &+ 0401
23 2 e FEM G Ty EREHYE DRSS TR
BOFRALRAEAR 0 F TR BT R EEEE
T ERABLAR R F RO RERBPEFT T UK FE
m

I

wfm%&?~§ﬁ%%&ﬁ#ﬁ%
PR B R R R EF e R

i ow B Ty &R

B € S 2 H 4 0 F 2 R

POAOR €S2 M F o2
#

FHEARE T A®OERES 5 0 &

6
FRBLARE - FH &R

Ig. >

43’;
o ek
B

[t

&

i

e RS LE R A

IR RN

Fégrer 22T R KI
g oo B A BE S Y X

Bejz @+ F 0+
B s R o

s
=
1\»

=
i
oM

e ae ) JR F%
oﬂff'wgéf

73R o
e

g T.iq
¥ o=
o .4

=

2 AEf 2 G TAEE 2

R E & M & TR

B E 3 oo A Y

DS

=

S | =
Tﬁr ~=b

- Jrml-
Rl
S I

A2 07
\:’/A"‘T\J & /‘i'

77 R % L EHF R R &

R E A &

S B s RIS

45



1

FR B ARZRFEIREFIAMMN a2 o RS TYH
FRALA DR FET00 L - 2R ETRP T
ERBEFAPES AL ASE R A E o

~FRR AR EL Y LB MG

AR THEAERBLAEE R ARON B FHE
g "REF TOFREBRLAEE RFERL L
VP AW AR LB E e R S E
AL

CHFRARALTERBEFTEL YR AE S 4L FR
AR IR IER O m AR LF ORI ARS
FwRrsF2 233 i®Ma? 48 %2 59 2%%%R
CHE R BRAIARATERBAEFTEL AR DY 4B
& e

~ R F ’?.—.&.ﬂl’

~aEF Ry FR

d o g %A @m,@ﬁﬁgﬁﬁJ“mﬁ%?ﬁ*%’
FREFAHRBSSF RS BT ERERBLA
Bk B oo A P RFEREEFFARARD S PR
BT RS R RS Tl o AT R EALARYHE
FrPAMA R EREERBSF X > L E RS LAY
P EF RN E o S0 BT R HRREST PR
vt k& & o Reichheld (1994) # 3 45 4 » H i £ %
x5 BE oA JUE M€ B 4 359% 7 95% 7
o 0m 2 EBRAMAEL A AL AL RT LS AHT B
25 0 AP FAE e RBESTaG R 7T 4
Booow Bl R A MREET B 2 KD A

46



%
LR A ROP] R mE RO B8

R PRI ERRAL ST BT Y - Fea
HVH b o B F A H G G o W O gE G A e dp M
B R BT RS o

%

OB oE R BRSO AT R

R IR R 2

&

SRS JENECY

=
1

s A F O G 0 JRIF A

A T

-

BB GB L g F g R

o

FrEmoovEd EE RN MBI N H

1 4

B3l AT E R o d W ERDBEFTEE R BRI AEF
HY o BB EFhEcs X RE R HLAEKE S
Y FAPRIFEFHRBE TRl FL oo

AE AN E S FRAT IR R S R

Ak EEBLBEFTE P REERBEFT - FR A
=g X

R AWML R Ea

Z
B

N e

RN L R

=N

g

TR G EEE R RS 2R B RS
PARZEFHRE S BF AL ET L

S B R A EE R f RS - R

gEFFABLEFIL ISP IR

PP NB AT A 2R B R R

# %

#H o~ 0 i & T

b

LR

47

& 7

® %

JE- A U N T

R

i ’
iR
£

.7

e
w

fml
=

J

foalcs
W

oy



=

EXE I

TR 2ZPELFFAROE - BEANF - 28
BB EFAre c B N RREHEREN R
¥ E .

i AR B

A HEFESE YRS T 2R s AR
FAR: F2RF P EHBEEFFAT > Ra &Y

AT A E IR ERE AN R EP ] T

i &l R R - A R g R e

48



L

i

it

i

it

o3

2

40 (1999 ) o
3

géa? ’

P4
"
(2005)-
A B W%
~ g

(2003)-

7Y

jL

7= (2004)-
A B Z HFE
g o ¥ Bl R
& (2003)-
i 2 £ 2 H
= 5 oo
B 2003 ) -
A A o 2L
* (2003) -
Z 4 5 B £
Bl o kA R

B (2005)-

< S A R TR EEEE L E
A E R EREEF T o AR
LT N S T
B 2T 2R F A EE IR
g E 2 A5 oo A MR R LK E
24
& opog L RPN IR TR R Y2

NOR L %oy B2 AR TR R
g 47 AKEF LR R F K
£ % B R 2 7o A N R A L & ’
\;7’[‘7@:"

P RFREIRTEEFH YR F AT R
Fz A7 o A0 mwH Lk ¢ RS
oA R R E L RIS MR
O FE e AR L H e ok
B o
2 E EBEIE LN R FEREEAL
oo W EBHTE RSP
BOE K G RIS Tk B
A B Z BEFE F 2z 75 -7 EE
MLm= Ak xFE L #A T o
BB ERTEF AR R LR R

49



ELE T
= %
* "8

St
=

A2 Lm Yy 0 R 2 HRPHELE
Fhoe

¥ (2002) - mAFH > =k FFONRA
2 (2004) £ £ FRFFEF B EHZELEF
B F K oz A5 om0 2 2 oF sk B B E KR
Bl R MR A L koo < koA FE Lo F

T 1999) - B R F R B B E ORI A H H D F o
Y E RS Y = LT B E g FEY T E DA
e R EFE v R

¥ (2000) G RBEFE B EEDE L HF -
At A RS s AR LRy R
IS S O T A

& /AL (2002) #F K FE R D u R R
%—o

ﬂéfi%—iﬁf—]?—éﬁf;ﬂ%g—(;ﬁﬁ,étf

(1999) R 7% £ B 2 4 2 ;28 ;74 2 #~

L ke o B2 oL ko8

5
(1998) K 7 #£ ¥ # -8 # £ K i 2

50

=y
[
ki



F oo oo

Bei, L. T. and Chiao, Y. C. (2001). "An Integrated Model for
the Effects of Perceived Product, Perceived Service
Quality, and Perceived Price Fairness on Consumer
Satisfaction and Loyaty", Journal of Consumer
Satisfaction, Dissatisfaction and Complaining Behavior,
Provo, (14), pp.125-140.

Bolton, R. N. and James H. D. (1991).“A Multistage
Model of Customers' Assessments of Service
Quality and Value”, Journal of Consumer
Research, Vol. 17, pp. 375-384

Boulding, W. A., Kalra, R. S. and Zeithaml V. A.
( 1993),Process Model of Service Quality: from
Expectations to Behavioral Intentions,” Journal of
Marketing Research, 30(1): 127-139.

Brady, M. K. and Joseph Cronin, J. Jr. (2001), “Customer
Orientation:Effects on Customer Service Perceptions and
Outcome Behaviors,” Journal of Service Research, Vol.3,
pp-241-251.

Bruhn, M. and Grund, M. A. (2000) . Theory, development and
implementation of national customer satisfaction indices:
The Swiss index of customer satisfaction (SWICS).Total
Quality Management, 11(7): S1017-S1028.

Chiou, J. S., Droge, C. and Hanvanich, S.T., (2002). "Does
Customer Knowledge Affect how Loyalty is Formed? ",

Journal of Service Research, (5), pp. 113-124

51



Cronin, J., Joseph, J.R. and Steven A. T. (1992),
“Measuring Service Quality: A Reexamination and
Extension”, Journal of Marketing, Vol.56,
pp.-55-68

Cronin, J., Joseph J. R. and Michael H. M. (1989), “Satisfying
CustomerExpectations: The Effect on Conflict and
Repurchase Intentions in Industrial Marketing Channels”,
Journal of the Academy of MarketingScience, Vol. 17, pp.
41-49

Cronin, J. J. and Taylor, S. A. (1994), “SERVPERF versus
SERVQUAL: reconciling performance-based and
perceptions-minus-expectations measurement of service
quality,” Journal of Marketing, 58(1):125-131.

Dabholkar, P. A. (1995), "A Contingency Framework for
Predicting Causality Between Customer Satisfaction and
Service Quality," Advances in Consumer Research, 22 (1),
pp. 101-08.

Davidow, M. (2003), “Have You Heard the Word? The effect
of Word of Mouth on Perceived Justice, Satisfaction and
Repurchase Intentions Following Complaint Handling”,
Journal of Consumer Satisfaction, Dissatisfaction and
Complaining Behavior, Vol. 16, pp. 67-80

Devaraj, G. (2001) “Generic Translation Framework for
NIMBUS”. Masters Project. University of Minnesota,
Twin Cities, August 2001.

Durvasula, S., Steven L., Subhash C. M., and Buck P. T.

52



(2004), “Forging Relationships with Services: The
Antecedents that Have An Impact On Behavioural
Outcomes in the Life Insurance Industry”, Journal of
Financial Services Marketing, Vol. 8, pp. 314-326

Daugherty, Patricia J., Theodore P. Stank, and
Alexander E. E. (1998), “Leveraging
Logistics/Distribution Capabilities: The Effect
Of Logistics Service on Market Share”, Journal of
Business Logistics, Vol. 19, pp. 723-730

Engel, J., Blackwell, R. D. and Miniard, P. W. (1986).
“Consumer behavior,” New York:CBS College Publishing.

Fornell, C. (1992), “A National Customer Satisfaction
Barometer: The Swedish Experience,” Journal of
Marketing, Vol.56, pp.6-21.

Fornell, C., Johnson, M. D., Anderson, E. W., Cha, J., and
Bryant, B. E. (1996). The American customer satisfaction
index: Nature, purpose, and finding. Journal of
Marketing, 60(9),7-18.

Gourville, J. and Dilip S. (2002), "Pricing and the Psychology
of Consumption,” Harvard Business review, Sep.,
pp-90-96

Gronholdt, L., Martensen, A., and Kristensen, K. (2000).
Relationship between customer satisfaction and loyalty:
Cross-industry differences. Total Quality Management,
11(4), 509-516.

Gronroos, C. (1990), "Relationship Approach to Marketing in

53



Service Context:The Marketing and Organizational
Behavioral Interface," Journal of Business Research, 20
(1), pp. 3-11.

Gorst, J. K., Willian W., and Gopal K. K. (1999), “Customer
satisfaction at the Sheffield World Congress, 1998”, Total
Quality Management, Vol. 10, pp. 561-568

Hernon, P. (1999), “Research in library and information
science — Reflections on the journal literature”, The
Journal of Academic Librarianship, 25(4): 263-266.

Hernon, P., Nitecki, D. A., & Altman, E. (1999). Service
quality and customer satisfaction: An assessment and
future directions. Journal of Academic Librarianship, 25,
9-17.

Kotler P. (1991). Marketing Management, Analysis, Planning,
Implementment and control, 7thed, Englewood Cliffs :
Prentice-Hall Inc.

Kordupleski, R., Rust, R., and Zahorik, A. (1995): Marketing
and total quality management. In R.E. Cole (Ed.): The
Death and Life of the American Quality Movement. New
York: Oxford University Press, 77-92.

Kordupleski, R. E., Roland T. R., and Anthony J. Z. (1993),
“WhyImproving Quality Doesn't Improve Quality (Or
Whatever Happened to Marketing?),” California
Management Review, Vol. 35, pp.82-95

Mittal, V. and Wagner A. K. (2001), “Satisfaction,

Repurchase Intent, and Repurchase Behavior:

54



Investigating the Moderating Effect of Customer
Characteristics”, Journal of Marketing Research, Vol. 38,
pp-131-142

Mittal, V., William T., Ross, Jr., and Patrick M. B. (1998),
“TheAsymmetric Impact of Negative and Positive
Attribute-Level Performanceon Overall Satisfaction and
Repurchase Intentions”, Journal of Marketing,Vol. 62,
pp. 33-47

Murgulets L., Eklof, J. I., Dukeou and Selivanova I. (2001),
“Customer satisfaction and retention 1in transitiion
economies”, Total Quality Management, Vol. 12, pp.
1037-1046

Oliver, R. L. (1980). "A Cognitive Model of the Antecedents
and Consequences of Satisfaction Decisions", Journal of
Marketing Research, (17), pp. 460-469.

Oliver, R. L. (1981), “Measuring and Evaluation of
Satisfaction Processes in Retail Settings”,
Journal of Retailing, Vol. 57, pp. 25-49

Oliver, R. L. and John E. S. (1989), “Equity and
Disconfirmation Perceptions as Influences on
Merchant and Product Satisfaction”, Journal of
Consumer Research, Vol.16, pp. 372-383

Olsen, S. O. (2002), “Comparative Evaluation and the
Relationship Between Quality, Satisfaction, and
Repurchase Loyalty”, Academy of Marketing Science,

Vol. 30, pp. 240-249

55



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(4), 41-50.

Parasurman, A., Zseithaml, V. A. & Berry, L. (1988)
“SERVQUAL : A Multiple-Item Scale for Measuring
Consumer Perceptions of Service Quality”, Journal of
Retailing,Vol.64,No.1,pp.12-40 ( 1988)

Hawkins, J. M., Wiemann, and Pingree(Eds), S.
(1994 ) ,Advancing Communication Science: Merging
Mass and Interpersonal Process, 110-134, Sage.Spears,
R., & Lea, M.

Plummer, J. T. (1974). “The Concept and Application of
Life-Style Segmentation”, Journal of Marketing, 1, 38.

Reichheld, F. E. (1994), “Loyalty and the Renaissance of
Marketing”, Marketing Management, Vol. 2, pp.10-21

Reynolds, K. E. and Mark J. A. (2000), “Customer Loyalty to
the Salesperson and the Store: Examining Relationship
Customer in an Upscale Retail Context”, The Journal of
Personal Selling & Sales Management, Vol.20, pp. 89-98

Rust, R. T. and Anthony J. Z. (1993), “Customer Satisfaction,

Customer Retention, and Market Share”, Journal of
Retailing, Vol.69,pp.193-215

Rust, R. T., Anthony J. Z. and Timothy L. K. (1995), “Return
on Quality (ROQ): Making Service Quality Financially
Accountable”, Journal of Marketing, Vol. 59, pp. 58-70

Sivadas, E., Jamie L. and Baker, P. (2000), “An Examination

56



of the Relationship Between Service Quality, Customer
Satisfaction, and Store Loyalty”, International Journal
of Retail & Distribution Management,Vol. 28, pp. 73-82

Soderlund, M. (1998). “Customer satisfaction and its
consequences on customer behaviour revisited”.
International Journal of Service Industry Management, 9.
(2), 169-188.

Stank, T. P., Thomas J. G., and Shawnee K. V. (1999), “Effect
of Service Supplier Performance on Satisfaction and
Loyalty of Store Managers in the Fast Food Industry”,
Journal of Operations Management, Vol. 17, pp. 429-447

Swanson, S. R. and Charlene D. J. (2003), “The Relationship
of Differential Loci with Perceived Quality and
Behavioral Intention”, The Journal of Service Marketing,
Vol. 17, pp. 202-219

Taylor, S. A. and Baker T. L. (1994), “An Assessment of the
Relationship between Service Quality and Customer
Satisfaction in the Formation of Consumers' Purchase
Intentions,” Journal of Retailing, 70(2): 163-178.

Wind, Y. J. and Green, P. E. (1974) Some conceptual
management and analytical problems 1in life style
research. Life Style and Psychographics. Chicago: AMA
Woodruff, R. S. & Fisher G. S.,” Survey of Business”,
(summer).pp.33-40(1993).

Yeung, Matthew C. H. and Christine T. E. (2001), “Measuring

the impact of Customer Satisfaction on Profitability: A

57



Sectoral Analysis”, Journal of Targeting, Measurement
and Analysis for Marketing, Vol. 10, pp.
106-116

Youngdahl, W. E. and Deborah L. K. (1997), “The relationship
between service customers' quality assurance behaviors,
satisfaction, and effort: A cost of quality perspective”,
Journal of Operations Management, Vol. 15, pp. 19-32

Zeithaml, V. A., Berry, L. L. and Parasuraman, A. (2000),
“The Behavior Consequences of Service Quality,”
Journal of Marketing, 60, April 1996, 31-46.

Zeithaml, V. A., Parasuraman A. and Malhotra A. (2002),
“Service Quality Delivery through Web Sites: A Critical
Review of Extant Knowledge,” Journal of the Academy of

Marketing Science, 30(4): 362-375.

58



>

jaous T s S vus S vus S un S s S vus S un S un B v B

bl o S ol Sl ol ol B R ol o

1998
1998
1998
1998
1998
1999
1999
2000
2001
2002
2002

N N N N N N N N N
> > > > > > g8 ~ >

»
~

)

23
23
23
23
23
24
24
25
26
27
27

59

g g g% gk gv e ge gk g gk gk

N > N N > N N > >
™ ~ 59 ™ ~ 59 ™ ~ 59

S

»
&~

3 5L
4 5Ll
5%
6 HL i
12 53 %
35 ¥
4 5 ¥
8 ¥ i ¥
12 53 %
3 5L ¥
58 %

o gk ge gk

o

o

o

o



it 4
& i A 2

_J‘j:%t"#fi“?‘:

T RBETHERABILIAZ L) P ABREEL
& i A S B

ME R EHE
T H - E AT RE H P A E S SR
BETHERARLAEZEZE P AREE BHLL2AEFNT
By A EE
- BAE LG T AT HT & s R RR
FHRARRX EGF PRI ETE T F TG PR (3
ﬂiﬁi%lifﬁ“%{?)f’
AF LB BEEREF BREHTHE G HER 2
,é‘l«’;"\cﬁ-—?mﬁg’i\?&f‘:ﬁﬂéﬁo
Fr A
B
Bl = % 3857 5 mig vy &5
hERR P AR OB ER
(R - A L A
=
Bo- WA A A FR
N W [] ¥ L]+
SR AR R [ A (] & 4%
© ¥ 0% 2 Dﬁ?ﬁ N
. & # [ (&) g~ [ po 1 P
A I P [] Al i [] P
vy AR R ) me % ¢ [J=x & & ~ &
(/L Cz ) ™2
~ 8 1()\ D - 1] F D e
L] ~ ~ L]
L] ~ ~ []
L] IR
T s E ¥ Pl [ & T ]z e <

60

Rl

h

]2 =

N



#pd
L&
Lo
i <
I
A N
7
%i%Z
oy o

L

s 2
3 e
Lo oapd =
oA w2
NN
SN S,

gl

“N
)

Unooo
Uooo
Unooo
Uooo
Uooo

LI 3
% 5l

i
L]

©obe gl
F o+ i

-

S b 2
5/ af to P
et
ol B
P ok
EAETARC. 4
£ F o
¥~ ¥
e T e

J,HF/-”J-”J

’

|

FEERE

4
)
el &
wu -8
R
o hHow
g R
Az
vﬂ bvﬂ.‘?m i ,hM
oo
LR RS
%%iﬁ@
4 ot

.W.Mwmrmm.\,« ~ o~
sl

g 2R

FEed

v

DMDD
0500
0Y0o0

,ﬁm . nﬁp
R
oo +
SRS
NG -
2o *
ﬁm - 'F
Loy
«L A
R
g Hﬁm -
wnmr‘mﬂ%‘.ﬁaw it
Tk g B
35
}:F —4
AT ot g
. S
~ o~
- ~
»QM M M= %M
mond oo

[

OO0
OO0
OO0
Himimn

g

. b &
ooy B &
LR
e Ty v
b g 2 2
L 42 an\ Nk
22 45 e e
|
Lol 1 JN TR

g a3

DY SN

g

| ~ SR o~ o~
-+
oall

,hM e vaM oA

M
WL

,ﬁﬂl

=]

Hig|EEa.
OnoY0
OnoY0
OnoY0
0. OUO

G PR AE
£

0 7R

g/ B 3T A
A

£l

= e

£ L 1/
RN S
iR S

61



5 = 3L g HF % R
T E G MER H G g EOFNME LR DR R R
R R B AF E AR R R 2 F R R PR R R
R 2 % 72 B 3 I me o ) FEHEP - 3 AL o
12345
2t 3 2 o2t
¥REALILK
3 A e
i i
B RA g EEY SR E LAY N ELEOOOOO
HEE Y e g £ YR N3 E oo
EH LV RBIEEEY > R R PR X000
SRR i B RS R S T A SO I OO
¥ Ae LR %3P i B
T E 3 M E R O & oA R SRR PR R
;g,;%;g;jﬁ,n;&?x%ﬁn@;%’fﬁ 2% F R B R pEd
) 3 F 2 F 2 B 3 FIM AL ERY - I A S
o E R o
12345
EI - S
¥TRA R
e L

oA R RS E KL OF R A Rkl EE Y oo
[ S S S-S ) B Y I - i G - OOOdOt
Fi-x A2 Feg o gty 000O0

Ep R 510 ER o AR KLY ARG A

=
WA R AR AE 2P A AP L G EAE FEF
5 B oo B

62



