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ύЎᄔाύЎᄔाύЎᄔाύЎᄔा翊翊翊翊

ҁЎЬԑӧ௖૸୘۫ჴᡏᕉნᆶౢࠔӭኬࢂ܄ց཮ჹܭ੃຤ޣᅈཀࡋᆶ۸၈ࡋ

ԖቹៜǴ٠аٿৎόӕ॥਱ޑፄӝԄᓓ໯Ȩ̍ߓૡްȩǵȨBurger翊Joint翊7 ϩ

soȩբزࣴࣁ኱ޑǴࣴزόӕᜪࠠϐᓓ໯཰ࢂցჹܭ΢ॊቹៜԖόӕޑυᘋਏ

݀ǴႣीӧၸำύЬаୢڔБԄჹٿৎޑЬा࠼ဂ຾ՉჴӦࣴزǴᇶୖԵᐕԃЎ

᝘଺ࣁ౛ፕ٩ᏵǴ٠ճҔϤᅿόӕޑ಍ीϩ݋БԄࣴزӣԏϐୢڔǴႣයள่ډ

ፕǴ୘۫ჴᡏᕉნᆶౢࠔӭኬ܄ዴჴ཮ჹܭ੃຤ޣᅈཀࡋᆶ۸၈ࡋԖቹៜǴԶό

ӕᜪࠠ۫ޑय़߾཮ჹ΢ॊቹៜౢғυᘋਏ݀Ǵ٠Ⴃය҂ٰёճҔԜ่ࣴ݀زǴଞ

ჹόӕᜪࠠޑፄӝԄᓓ໯Ǵ຾Չܴዴޑ୘۫թ࿼ᆶౢࠔᅿᜪᒧ᏷Ƕ翊
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Abstract 
The gist in our article researchs whether store environment and production 

diversity make influence on the satisfaction and loyality for consumer or not.We also 

use two type of mulitifaction restaurant for erecting an index as “阿 Q TEA SHOP” 

and “Burger Joint 7 分 so” ,researching if  different types of catering trade make an 

interference effect upon fore-mentioned impact or not. In process, we plan to make a 

field studies on mainly customer group by the questionnaire.Referring to literature 

which over the years auxiliary as basic of theory. To get the conclusion,we use six 

ways of research to anylize retrived questionnaire. There is an influence on the store 

environment and production diversity with regard to the satisfaction and loyality for 

consumer absolutely.Different types of stores will interference in fore-mentioned 

impact.We expect that using the conclusion of the research in future. For different 

types of  composite  food, making a choice on store decoration and product type. 
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ಃ΋കಃ΋കಃ΋കಃ΋ക    ق߻ق߻ق߻ق߻翊翊翊翊

ಃ΋࿯ಃ΋࿯ಃ΋࿯ಃ΋࿯    ࣴز୏ᐒᆶᕉნࣴز୏ᐒᆶᕉნࣴز୏ᐒᆶᕉნࣴز୏ᐒᆶᕉნ翊翊翊翊

җܭ౜ϞΓॺޑѦ१Кޑٯቚу,ᓓ໯཰ጲࠁว৖,Γ҇࿶ᔮНྗගଯ,ӧ໯

१Бय़ΨԖၨଯޑा؃Ǵό໻ྕࢂႫǴ׳ଓ؃Ȩࠔ፦ȩǴࡽाӞޑӳΨाӞޑ๤

፾ǵҶ໕Ǵ೭ᅿ੃຤ሡ؃Ǵ೷൩ΑȨߓ Q ૡްȩکȨBurger翊Joint翊7 ϩ soȩ฻

Ҷ໕໯ࠔ୘۫׎ޑԋǶ翊

ӧӳӞǵ๤፾ǵҶ໕ޑᓓ໯੃຤ሡ؃ΠǴ៝࠼ӧԵቾ੃຤ਔǴಃ΋ϸᔈ൩ࢂ

۫ৎޑѦӧᢀགǴፏӵᐩӀǵး⩰฻฻೿х֖ӧϣǴӧᓓ໯཰຾ΕߐᘖόଯǴᔼ

ၮԋҁΨ࣬ჹၨեޑՉ཰ύǴ೭٤ಒ༾ޑৡ౦൩Ԗᖐىᇸख़ޑӦՏǴ۳۳ᕉნ᏾

ዅัόى฻٤೚ᒱᇤǴ൩ࡐԖёૈԋࣁ੃຤܌ޣᖿᗉޑჹຝǴ܌аӵՖ࿶ᔼჴᡏ

۫य़ᕉნΨԋࣁ཰Ь܌Ѹ໪ոΚޑБӛǶ翊

ҁࣴزόѝ௖૸ჴᡏ۫य़ᕉნ཮ቹៜᖼວཀᜫǴΨ཮ቹៜ੃຤ޣᅈཀࡋǵ۸

၈ࡋǵӣࢬ౗฻Ǵ౥ഖ཰Ь΋׆ۓఈ੃຤ޣόѝᖼວ΋ԛǴ཰ᗋ׆ఈࢂޑബ೷Ȩ۸

၈៝࠼ȩǶ྽ฅǴ཮ቹៜډ੃຤۸ޑޣ၈ࡋǴᜢᗖϝฅୖکԵЎ᝘္य़ࣴ܌زග

೛ीޑጕ઩ǴаϷ୘۫ݗǶᗋԖ਻ࡋᄊޑᎍ୧Γ঩ࢂ཮ጕ઩ǺΨ൩ޗ΋ኬǴޑډ

ጕ઩Ǵ೿཮ჹ੃຤ޔޑޣ᝺ሽॶԖ΋ޑۓቹៜΚ(MBA ඵ৤,2011潢Ƕ翊

೚ӭᏢزࣴޑޣΨЍ࡭ჴᡏᕉნޑख़ा܄Ǵӵ(ᄃ୯᎔฻,2007潢ύǴ่ࣴز

݀ගр੃຤ޣᗨฅό΋ۓჹڬᜐӢનԖ௵᎒ޑჸ᝺ǴฅԶځჹ੃຤ޣനಖϐՉࣁ

ϸޑࢀዴࢂԖቹៜޑǶќѦǴ(ᄃ௴໩฻,2010潢ࣴزύǴΨගϷᕉნጕ઩Ԗշܭ

੃຤ޕޣ᝺ሽॶගܹǴջ٬ӧόӕЎϯΠǴ୘۫ᕉნጕ઩ϝࢂख़ा៝࠼ሽॶࡰ

኱Ǵനࡕӧ(ҏᜩ,2008潢่݀زࣴځΨᡉҢ੃຤ޣ୘۫਻ݗϐᅈཀำࡋჹ੃຤ޣ

௃ᆣ཮Ԗᡉ๱҅ޑӛቹៜǵ୘۫਻ݗӚӢનᅈཀ҅ୃࡋӛǴჹځᖼວՉࣁԖ҅य़

ቹៜǶ翊

ҁࣴزǴᒧ᏷ȨBurger翊Joint翊7 ϩ soȩکȨߓ Q ૡްȩ೭ٿৎᓓ໯཰ࣴࣁ

ৎӧٿՏΨၨ࣬՟ǴԶখӳ೭ۓࠔႽǴౢ࣬ࣁሽ਱ၨࠔౢޑৎٿ೭ࣁჹຝǴӢز

ᐩӀک਻ݗ΢Ԗ๱ᡉ๱ޑৡ౦Ǵ܌аЇวҁಔགྷుΕΑှٿৎ࣬ޑӕ࣬ک౦ϐ

ೀǶ翊

ޣ཮ჹ੃຤܄ӭኬࠔ୘ک௖૸୘۫ჴᡏᕉნ,ٯࣁৎ୘۫ٿஒа೭زҁࣴࡺ

ᖼວᅈཀࡋǵ੃຤۸ޣ၈ޑࡋଯեቹៜǶ翊
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翊

ಃΒകಃΒകಃΒകಃΒക    Ў᝘௖૸Ў᝘௖૸Ў᝘௖૸Ў᝘௖૸翊翊翊翊

ಃ΋࿯ಃ΋࿯ಃ΋࿯ಃ΋࿯    ѱ൑ཷݩᆶϦљङඳѱ൑ཷݩᆶϦљङඳѱ൑ཷݩᆶϦљङඳѱ൑ཷݩᆶϦљङඳ翊翊翊翊

((((΋΋΋΋潢潢潢潢 ѱ൑ཷݩѱ൑ཷݩѱ൑ཷݩѱ൑ཷݩ翊翊翊翊

(୘཰୍ܺԃ᠘,2010潢ࡰрѠ᡼ᓓ໯ѱ൑ޑ੝ՅࣁѦ१௼ဂຫٰຫӭǴਥᏵ

ՉࡹଣЬीೀȨᐕԃৎ৥ԏЍፓࢗӚᕴᚐ߄ȩǴ2004 ډ 2008 ԃ໔Ѡ᡼҇౲ӧ१

ځ຤ҔЍр೴ԃ΢ϲǴЀࠔ 2008 ԃ१ࠔ຤ҔЍрςၲډཥѠჾ 1.2 ӂǴයύӧ

Ѧұ१຤ҔΨև౜೴ԃᚹϲޑ౜ຝǶځύᚈᖒৎ৥ౢޑғ٬ߦ׳Ѧ१Кޑٯቚ

уǴ٬ӚԄᓓᓔጲࠁፍғǶ翊

((((ΒΒΒΒ潢潢潢潢 ߓߓߓߓ QQQQ ૡްङඳૡްङඳૡްङඳૡްङඳ翊翊翊翊

҇୯Ύ႟ԃжǴѠύ҅ॶݣݰआૡ۫ޑᑫଆǴԶߓ Q ૡްޑബ۫ࢂӧ҇୯

80 ԃޑਔংബҥǶനԐߓ Q ૡްࢂѤᆢຉޑ໺಍ВԄЕࡌׯࡂԶԋǴԶࡕӧ҇

୯ 90 ԃਔӧε቞ၡ໒ΑಃΒৎ۫Ǵٗਔߓ Q ૡްΨᑼΕΑВԄОᗙ׎ԋΑനԐ

යޑፄӝԄᓓ໯۫ǴډۯԿϞѝഭε቞۫΋ৎ۫ǶԶࣁΑගٮቶεޑ੃຤࠼ဂǴ

ߓ Q ࣁᔼ཰ޑ 24 λਔǴόӕਔࢤ೿ૈྣ៝ډόӕԃសቫޑሡ؃Ƕ翊

((((ΟΟΟΟ潢潢潢潢 Burger翊Joint翊7Burger翊Joint翊7Burger翊Joint翊7Burger翊Joint翊7 ϩϩϩϩ sosososo Ҿ཰ङඳҾ཰ङඳҾ཰ङඳҾ཰ङඳ翊翊翊翊

2011.4.16 ဦӧቶΟ SOGO ࣁ໒ჿǴӢ߈ߕ 7 ϩ SO ԴᗥӧѠύՐΑࡐΦǴࠅ

ว౜Ѡύ٠ؒԖၰӦαޑښᅇൕǴӢԜ׆ఈஒ੿҅ޑѦ୯αޑښᅇൕЇ຾ѠύǴ

٬੃຤ૈޣགډڙၰӦޑऍԄᅇൕǶ翊

Դᗥ׆ఈஒၰӦޑऍԄ॥਱஥๏੃຤٦ޣҔǴό໻ӧᅇൕԺ΢ᖱ؃ᝄᙣǴ੘

αགǶ୻ޑଆٰԖ΋ᅿ३໅ࠈբԶԋǴڋ޵ҔӄഝखࢂǴ൩ೱរх೿زᖱࡋዕޑ

ਥΨᖱ؃ଳฯޑαགǴ಄ӝѦ୯ΓޑၰӦαښǶ翊

ಃΒ࿯ಃΒ࿯ಃΒ࿯ಃΒ࿯    ჴᡏᕉნჴᡏᕉნჴᡏᕉნჴᡏᕉნ翊翊翊翊

ԖᜢܭᕉნۓޑကϩᜪБԄک௶ॊǴၸ۳΋ߚޔதޑᕷᚇǴؒԖ಍΋ޑᢀᗺ

ᇡޕǶ΋໒ۈҗ(Mehrabin翊and翊Russell,1974潢܌ගрޑᕉნЈ౛ኳԄ٠คଞჹ

੝ۓᕉნ੝፦ࡌҥܴዴޑϩᜪس಍Ƕډޔ(Donovan翊and翊Rossiter,1982潢ωஒ΢

ॊޑኳԄᔈҔӧ႟୧ᕉნ΢,ࡰ٠р႟୧୘۫ᕉნࡰࢂᖼວӦᗺϣ೽࣬ޑᜢ௃ნ

ӢનኧǶ翊

ҁԛϣ৒٩(MBA ඵ৤,2011潢ޑϩᜪБԄǴஒ୘۫ჴᡏᕉნϩࣁΟεӢનǺ

ङඳӢનǵ೛ीӢનǵޗҬӢનǶ翊

1. ङඳӢનङඳӢનङඳӢનङඳӢનǺǺǺǺࡰ੃຤ޣό৒ܰҥջཀ᛽ޑډᕉნӢનǴٯӵ਻ྕǵྕࡋǵ

೯॥ǵ਻ښǵᖂॣǵ᏾ዅ฻ӢનǶ翊
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2. ೛ीӢન೛ीӢન೛ीӢન೛ीӢનǺǺǺǺڈࡰᐟ੃຤ޣຎ᝺ޑᕉნӢનǶᆶङඳӢન࣬КǴ೛ीӢન

ჹ੃຤ޣག᝺ޑቹៜ൩КၨܴᡉǶExǺ᛬ೌ೛ीǵӢનکфૈ೛ीǶ翊

࠼៝ޑΓ঩ǶExǺ翊୍ܺᕉნύ୍ܺک࠼៝ޑᕉნύ୍ܺࡰҬӢનǺǺǺǺޗҬӢનޗҬӢનޗҬӢનޗ .3

Ƕ翊ࣁՉک߄ΓኧǵѦޑΓ঩୍ܺک

Զ(Turley翊and翊Milliman,2000潢׳ಒϩࣁϖεϣ৒翊

1. Ѧ೽ᕉნѦ೽ᕉნѦ೽ᕉნѦ೽ᕉნǺǺǺǺ۫߻ǵ፿ጲǵ৖Ңืǵࡌᑐނǵଶً൑Ϸڬᜐᕉნ฻Ƕ翊

2. ΋૓࠻΋૓࠻΋૓࠻΋૓࠻ϣϣϣϣᡂኧᡂኧᡂኧᡂኧǺǺǺǺኴቫϩթǵᚑՅǵॣ኷ǵᐩӀǵ਻ښǵྕࡋǵమዅǵӦ

݈ǵᕅ΢ᙟᇂނϷԏሌᐒՏ࿼฻Ƕ翊

3. ୘۫թֽ୘۫թֽ୘۫թֽ୘۫թֽǺǺǺǺౢࠔಔӝǵΓዊࢬໆǵ୏ጕೕჄǵ฻ংਔ໔ǵ೽ߐՏ࿼฻Ƕ翊

4. ϣϣϣϣ೽ޑഋӈ೽ޑഋӈ೽ޑഋӈ೽ޑഋӈǺǺǺǺౢࠔ৖Ңǵࢎη/ጃηǵੇൔǵ኱Ңરьǵߦᎍ৖Ңሽ਱

኱Ң฻Ƕ翊

5. ΓᜪᡂኧΓᜪᡂኧΓᜪᡂኧΓᜪᡂኧǺǺǺǺᏱᔒำࡋǵ៝࠼੝፦ǵᎍ୧Γ঩ᄊࡋϷ঩πܺڋ฻Ƕ翊

ಃΟ࿯ಃΟ࿯ಃΟ࿯ಃΟ࿯    ౢࠔӭኬࠔౢ܄ӭኬࠔౢ܄ӭኬࠔౢ܄ӭኬ܄翊翊翊翊

΋ᅿޑѱ൑ࠔౢࢂᒧ᏷ǵΨ൩ࠔౢޑ࠼๏៝ٮቷ୘ගࡰࢂࡘཀޑ܄ӭኬࠔౢ

฼ౣǶ೭ࠔ٤ౢᒧ᏷ёૈٰԾܭኧໆǵࠔจǵᚑՅǵελЁκǵғౢࢂޣ܈ೌמ

ቅНుǴ1984潢Ǵӧ)܄ឦࠔౢࣁ፦಍ᆀ΋ѡ၉ёᆀ܄ک፦΢฻ৡ౦Ƕ೭٤੝ቻ׷

(Pinson,1986潢္زࣴޑय़ΨගډǺ੃຤ޣ཮ӆᖼວޑၸำύஒౢࠔឦ܄྽բࢂ

ຑ՗ޑБԄǴٰᔆံჹࠔౢܭၗૻޑόىǶਥᏵ(Ramdas,2003潢܌ගрزࣴޑǴ

೭٤ৡ౦ΨԖёૈٰࢂԾܭၮଌǵ୧ߥࢂޣ܈୍ܺࡕ᛾΢฻ৡ౦Ƕ᠙ܭӭϡϯޑ

ਔжٰᖏǴ੃຤ޣჹܭ੃຤ޑНྗΨගϲ೚ӭǶҾ཰Ψஒ೭٤ബཥԋ݀Ǵᘉණᔈ

ҔډВதғࢲ੃຤ࠔǴբࣁᝡݾᓬ༈ٰྍ(ᇳఌԳǴ2003潢Ƕ翊

Ȑᙁ2001,✎ڷȑࣴزύǴࡰр੃຤ޣჹࠔౢܭӭኬ܄ຫଯޑ୘ࠔǴᇡࣁд

ӭኬࠔౢډԋҁωૈளޑଯ׳ёૈाбрޣаǴ੃຤܌ሽॶΨ൩཮ຫଯǶࠔ୘ޑ

ख़ຎำޑ܄ឦࠔჹౢޣύᡉҢǴ੃຤ز฻ࣴ܄ӭኬࠔǶа۳ଞჹౢࠔౢޑଯ׳܄

ჹౢޣӳ཮ቹៜ੃຤഻ޑࠔჹౢޣ੃຤ࢂሽॶᢀǴΨ൩ޑࠔჹౢޣ཮ቹៜ੃຤ࡋ

ᎍ୧ዴჴ࣬ᜢǶ翊ޑࠔ୘ܭჹ܄ӭኬࠔᒧ᏷ǴӢԜǴౢޑ܄ឦࠔ

ಃѤ࿯ಃѤ࿯ಃѤ࿯ಃѤ࿯    ੃຤ޣ੃຤ޣ੃຤ޣ੃຤ޣᅈཀࡋᅈཀࡋᅈཀࡋᅈཀࡋ翊翊翊翊

੃຤ޣᅈཀۓޑࡋကӅёϩࣁϖᅿᢀᗺǴࣁ٩ׇ௃ག܄ᢀᗺǵԋҁਏ੻ᢀ

ᗺǵᇡ܄ޕᢀᗺǵ᏾ᡏҬܰᢀᗺᆶҾ཰ᕇճૈΚᢀᗺǶᇡ܄ޕᢀᗺ(Miller,1977)

ᇡࣁ੃຤ޣᅈཀ࠼៝ܭ،ڗࡋჹౢޑ୍ܺ܈ࠔႣයǴᆶჴሞԜౢૈ୍ܺ܈ࠔց಄

ӝ៝ޑ࠼යࡑǴޣٿύ໔ৡຯޑ΋ᅿຑ՗Ƕ௃ག܄ᢀᗺ(Cronin Jr., Brady, and Hult, 

2000)மፓ੃຤ޣᅈཀࣁࡋ੃຤ޣЬᢀЪ௃ᆣޕޑ܄᝺ǵ੃຤ࢂޣցૈவౢ܈ࠔ

୍ܺύᕇள௃ག΢ޑᅈىǴΨ൩ࢂ྽੃຤ޣᖼວ٬܈ҔࡕǴ੃຤ޣЈύౢ܌ғޑ

ЬᢀຑሽǶԋҁਏ੻ᢀᗺ(Wong, 2000)߾ᇡࣁ੃຤ޣᅈཀࢂࡋ΋ᅿᖼວᆶ٬Ҕౢ

ғǶ᏾ᡏҬܰᢀᗺౢ܌КၨᖼວбрԋҁᆶႣය٬Ҕਏ੻ޣǴ࿶җ੃຤่݀ޑࠔ

(Szymanski and Henard, 2001)மፓ੃຤ޣᅈཀࣁࡋ੃຤ޣჹ܌ځԖᖼວϷ੃຤܄
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࿶ᡍޑӄय़܄ᑽໆǴ៝࠼཮ӢԾيჴሞޑ࿶ᡍԶჹ੃຤࿶ᡍ଺᏾ᡏᅈཀޑࡋຑ

՗Ǵࢂ΋ᅿа࿶ᡍࣁ୷ᘵޑ᏾ᡏ܄ᄊࡋǶҾ཰ᕇճૈΚᢀᗺ(Morgeson, and Krishnan, 

යճዎၟගଯѱ൑ߏҾ཰ബ೷ࣁёቚуᎍ୧ᆶᕇճǴࢂᅈཀޣ੃຤ࣁᇡ߾(2006

ሽॶޑᜢᗖӢનǶ 

ӧࣴز੃຤ޣᅈཀࡋਔ翊(Dumana翊and翊Mattil,2005潢ࣴزύගϷޕ᝺ሽॶᆶ

੃຤ޣҁيག௃Бय़ޑӣᔈӢનаϷ੃຤ޣ࿶ᡍԖᜢǴ٠຾΋؁ቹៜ੃຤ޣᖼວ

ཀᜫǶ҅ӵሽॶ཮ቹៜ៝࠼ჹගޑޣٮᅈཀำࡋ(Anderson翊and翊

Sullivan,1993潢Ƕ(Cronin翊et翊al,2000潢᏾౛рԖᜢሽॶᆶᅈཀ࣬ޑࡋᜢЎ᝘Ǵ

ว౜ሽॶᆶᅈཀࢂࡋև౜҅ӛᜢ߯ǹ翊៝ޕ࠼᝺ሽॶჹ੃຤ޣᅈཀࡋԖ҅ӛቹ

ៜǴջ྽៝࠼ჹౢ୍ܺ܈ࠔჸ᝺ډၨଯሽॶਔǴჹ၀ౢޑࠔᅈཀࡋΨ཮Кၨଯ

(Jackie翊L.翊M.Tam2004潢Ƕ翊

ਥᏵ(Ֆ႘ቼ,2007潢ႝη୘୍੃຤ޣᆛၡᖼޕނ᝺ሽॶӢ݀ᜢ่߯݀زࣴޑ

Ԗ҅ӛቹៜǶ翊ࢂϐ໔ޣٿ᝺ሽॶޕޣᆶ੃຤ࡋᅈཀޣрǴ੃຤ࡰ

୷ܭ΢ॊଷ೛Ǵޕ᝺ሽॶ཮ቹៜ੃຤ޣᅈཀࡋǶ੃຤ޕޣ᝺ሽॶཇଯਔǴځ

ᅈཀࡋཇଯǶ翊

ಃϖ࿯ಃϖ࿯ಃϖ࿯ಃϖ࿯    ੃຤ޣ੃຤ޣ੃຤ޣ੃຤۸ޣ၈۸ࡋ၈۸ࡋ၈۸ࡋ၈ࡋ翊翊翊翊

(Oliver,1993潢ᇡࣁǴ੃຤۸ޣ၈࠼៝ࡰࢂࡋӧ҂ٰख़ፄᖼວ഻ӳ୍ܺޑᆶ

ޑѱ൑ࣁǴЪόӢࣁՉޑғख़ፄᖼວౢࠔᆶౢ୍ܺޑӈسจࠔǴӢԜჹӕ΋ࠔౢ

ᡂϯځکдᝡݾჹЋࠔౢޑԶౢғᙯ౽Ƕ੃຤۸ޣ၈ࡋԖϩٿࣁᅿ׎ᄊǴࣁՉࣁ

۸၈ک௃ག۸၈,௃ག۸ࢂࡋ΋ᅿКၨଯભ׎ޑᄊ࠼៝ࡰࢂჹٮᔈ୘ǵ঩πǵܺ

ख़ፄᖼ࠼а៝ࢂ߾۸၈ࣁǴԶՉࡋᄊޑ΋ᅿၨᑈཱུࢂǴߕ΋ᅿ௃ག٩ޑࠔౢک୍

ວࣁЬा੝ቻǴࢂ΋ᅿКၨեભ׎ޑᄊǶ(Oliver,1993潢ᇡࣁ੃຤۸ޣ၈ࢂ΋ᅿ

ёૈک༈׎٠Ъόᆅ,ࠔᆶౢ୍ܺޑӧ҂ٰ཮ख़ፄᖼວԾρ഻៿࠼ᒍǴѬз៝܍

ቹៜᙯඤՉޑࣁΚໆޑբҔ翊

ӣࢬ੃຤۸ޣ၈ࡋᄊࡋय़Ǵ߄౜ୃܭӳࠔจᆶ੝۸;ࠔౢۓ၈ࡋՉࣁय़߄౜

΢Ǵத཮Ї຾ཥ៝࠼ǵख़ፄᖼວǴ܈Ь୏ගрࡌ᝼Ǿ฻БԄǶ੿҅ޑ੃຤۸ޣ၈

ޑᓬ༈ݾҾ཰ᝡࢂஒ࠼៝ޑǶ۸၈ࡋ΋ᅿᄊࢂѝࡋᅈཀޣǴԶ੃຤ࣁ΋ᅿՉࢂࡋ

Ьाٰ ǶྍҗԜё Һ୍Ƕ翊ޑ྽ख़ा࣬ࢂᇥǴٰޣჹҾ཰࿶ᔼ࠼៝ޑࡋԖ۸၈ߥǴـ
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翊翊翊翊

ಃΟകಃΟകಃΟകಃΟക    ࣴزБزࣴݤБزࣴݤБزࣴݤБݤ翊翊翊翊

ಃ΋࿯ಃ΋࿯ಃ΋࿯ಃ΋࿯    ࣴࢎزᄬࣴࢎزᄬࣴࢎزᄬࣴࢎزᄬ翊翊翊翊

翊翊翊翊

翊翊翊翊

翊翊翊翊

翊翊翊翊

翊翊翊翊

翊翊翊翊

ಃΒ࿯ಃΒ࿯ಃΒ࿯ಃΒ࿯    ࣴزଷ೛ࣴزଷ೛ࣴزଷ೛ࣴزଷ೛翊翊翊翊

ҁࣴزᇡࣁჴᡏᕉნჹ੃຤ޣᅈཀࡋԖ΋ޑۓቹៜǴ࣬ ၨࠔౢܭჹ៝࠼ғ౛

Бय़ޑቹៜǴჴᡏᕉნКၨࢂឦܭᆒઓ΢ޑᅈىǶ൩Ⴝ྽៝࠼ӧວܿՋਔࡐӭਔ

ং٠όࠔౢࢂᏤӛǴԶࢂၨឦܭ௃ᆣᏤӛǴ྽៝࠼Ј௃ӳܫᇸ᚞ޑਔংᖼޑނኅ

ఈ൩཮ගଯԶЈ௃όӳਔ߾ϸϐǴԶჴᡏᕉნӵ݀ૈᔼ೷р΋ঁૈᡣ៝࠼གډЈ

௃ӳޑᕉნΠ៝࠼ӣࢬ౗ǵᖼວ౗฻฻ךޑॺ࣬ߞ೿཮Ԗ΋ۓำޑࡋගଯǶ୷ܭ

а΢௢ፕǴҁࣴزଷ೛ H1H1H1H1ǺǺǺǺ୘۫ჴᡏᕉნ཮ቹៜ੃຤ޣᅈཀࡋ୘۫ჴᡏᕉნ཮ቹៜ੃຤ޣᅈཀࡋ୘۫ჴᡏᕉნ཮ቹៜ੃຤ޣᅈཀࡋ୘۫ჴᡏᕉნ཮ቹៜ੃຤ޣᅈཀࡋ翊

ҁࣴزᇡࣁ୘۫ჴᡏᕉნჹ੃຤ޣ੃຤ޣ੃຤ޣ੃຤۸ޣ၈ޑࡋቹៜЬाϩٿࣁᅿǺ翊

1.1.1.1. ୷ᘵԄ࿶ᔼ୷ᘵԄ࿶ᔼ୷ᘵԄ࿶ᔼ୷ᘵԄ࿶ᔼǺǺǺǺ翊翊翊翊

ڗᓸΚΠᕇޑޣݾǴय़ᖏ౲ӭѱ൑ᝡޑനᜤࢂനᙁൂΨࢂ୷ᘵԄ࿶ᔼޑᒏ܌

੃຤۸ޑޣ၈ޑࡋ଺ݤ൩ࠔࢂ፦Ǵ൩ᓓ໯཰ٯޑηǺ୍ܺԿ΢Ǵ៝ࣁ࠼εǴ៝ࣁ

ԋ΋ঁ׎ຑሽǴ೸ၸα࿞ٰޑӳؼ੮Π΋ঁޣǴз੃຤୍ܺޑനຠЈډڬ଺ന࠼

ᓬ፦ޑҾ཰׎ຝǴ٠ӧ۫ϣޑᕉნǵҔᓓፁғ฻୷ᘵ଺ډനӳǶEXǺЦࠔ໣იǶ翊

2.2.2.2. ബཥԄ࿶ᔼബཥԄ࿶ᔼബཥԄ࿶ᔼബཥԄ࿶ᔼǺǺǺǺ翊翊翊翊

ബཥԄ࿶ᔼࢂ΋ঁᜤࡐࡋଯޑ΋ঁБԄǴ೸ၸࡌҥ܌ᒏޑόёڗж܈܄੝ਸ

௃ޑלϿኧ潢ёаᆶϐჹ)ޣݾဂǴӧؒԖᝡ࠼Їεໆ֎܈ᐱᡙ៾ޑளѱ൑ڗǴ܄

کӧ೭ᅿ࿶ᔼБԄΠǴѸ໪όᘐബཥࢂǴՠࡋ۸၈ޣ੃຤ޑёᕇளനεߡΠǴݩ

य़ଛ࿼۫ޑжǶEXǺ੝ਸڗޣݾдወӧᝡځଯᕅǴаٛЗ೏ޑᘖߐᑐѱ൑຾Εࡌ

ᕉნǵౢࠔǵ୍ܺǶ୷ܭа΢௢ፕǴҁࣴزଷ೛ H2H2H2H2ǺǺǺǺ୘۫ჴᡏᕉნ཮ቹៜ੃຤୘۫ჴᡏᕉნ཮ቹៜ੃຤୘۫ჴᡏᕉნ཮ቹៜ੃຤୘۫ჴᡏᕉნ཮ቹៜ੃຤

୘۫ჴᡏᕉნ翊

翊܄ӭኬࠔౢ

ፄӝԄᓓ໯ᅿᜪ翊

੃຤۸ޣ၈ࡋ翊

੃຤ޣᅈཀࡋ翊
H3 

H6&8 
H5&7 

H4 
H2 

H1 
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翊翊翊翊ࡋ۸၈ޣࡋ۸၈ޣࡋ۸၈ޣࡋ۸၈ޣ

ቹៜ,ӵ݀΋ৎҾޑεࡐԖࡋᅈཀޑаϷჹ΋ৎҾ཰࠼۳۳ჹ៝܄ӭኬࠔౢ

཰ࢂԖൂ΋܈Ͽໆ࠼៝,ࠔౢޑᄌᄌޑ൩཮᝺ள೭ৎҾ཰๏дॺࡐϿޑᒧ᏷,ᅌ

ᅌჹ೭ৎҾ཰લЮᑫ፪з៝࠼ჹ၀Ҿ཰ޑᅈཀࡋफ़եǶ܌аҾ཰ᔈ၀ӭว৖όӕ

аܭ౗Ƕ୷ࢬӣޑ࠼வԶගଯ៝ࡋᅈཀޑჹҾ཰࠼Γ,ٰගଯ៝࠼Ї֎ٰࠔౢޑ

΢௢ፕǴҁࣴزଷ೛ H3H3H3H3ǺǺǺǺౢࠔӭኬ܄཮ቹៜ੃຤ޣᅈཀࠔౢࡋӭኬ܄཮ቹៜ੃຤ޣᅈཀࠔౢࡋӭኬ܄཮ቹៜ੃຤ޣᅈཀࠔౢࡋӭኬ܄཮ቹៜ੃຤ޣᅈཀࡋ翊

ҁࣴزᇡࠔౢࣁӭኬ܄ᆶ੃຤۸ޣ၈ࡋϐ໔Ԗ๱΋ޑۓቹៜ܄Ƕӧӭϡϯᝡ

Ƕ੃຤ࠔౢޑᜪ՟ࢂޣ܈Ǵࠔ୘ޑ΋ൂܭىሡ؃όёૈѝᅈޑޣਔжǴ੃຤ޑݾ

ډǴᘉණ่݀ޑሽॶΨຫଯǶҾ཰Ψஒ೭٤ബཥځǴࠔౢޑຫଯ܄ӭኬࣁ཮ᇡޣ

Ծρޑ୘ࠔ΢Ƕࣴวр׳ӭኬϯࠔౢޑǴբࣁҾ཰ᝡޑݾᓬ༈ϐ΋Ƕ٠Ъ׬Ր៝

ଷ೛زа΢௢ፕǴҁࣴܭǶ୷ࡋғр۸၈ౢࠔౢيЈ౛ǴᡣдॺჹԾޑ࠼ H4H4H4H4ǺǺǺǺ

翊ࡋ۸၈ޣ཮ቹៜ੃຤܄ӭኬࠔౢࡋ۸၈ޣ཮ቹៜ੃຤܄ӭኬࠔౢࡋ۸၈ޣ཮ቹៜ੃຤܄ӭኬࠔౢࡋ۸၈ޣ཮ቹៜ੃຤܄ӭኬࠔౢ

ፄӝԄᓓ໯཰ᅿᜪᕷӭǴ୷ܭҞ኱࠼ဂϐሡ؃Ǵ܌ബ೷ޑᕉნǵ୘ࠔᅿᜪΨ

όӕǶВԄᓓ໯ӭъᒧ᏷Е೷׷፦ٰᘍ೛ᕉნǴΨ཮ԖξНթඳǴՋԄᓓ᡺߾ӭ

ϐѦǴΨ཮يҁࠔሽॶਔǴନΑౢࠔ୘ۓӧղޣᐩӀଛ࿼Ƕ੃຤ޑჱᓉǵܶསو

Եቾࠔౢځᆶᕉნϐ፾ӝࡋǴଷ೛ӞՋԄᙁᓓਔǴڬᎁޑᕉნ֐ᚇǴջ཮ቹៜ੃

຤ޑޣᅈཀࡋᆶ۸၈ࡋǶ୷ܭ΢ॊচӢǴҁԛࣴزᇡࣁόӕᅿᜪޑፄӝԄᓓ໯཮

Ԗόӕޑ୘۫ჴᡏᕉნሡ؃ǴڀԖυᘋਏ݀Ƕ୷ܭа΢௢ፕǴҁࣴزଷ೛ H5H5H5H5ǺǺǺǺ

ᓓ໯཰ᅿᜪჹ୘۫ჴᡏᕉნ཮ቹៜ੃຤ޣᅈཀࡋԖυᘋਏ݀ᓓ໯཰ᅿᜪჹ୘۫ჴᡏᕉნ཮ቹៜ੃຤ޣᅈཀࡋԖυᘋਏ݀ᓓ໯཰ᅿᜪჹ୘۫ჴᡏᕉნ཮ቹៜ੃຤ޣᅈཀࡋԖυᘋਏ݀ᓓ໯཰ᅿᜪჹ୘۫ჴᡏᕉნ཮ቹៜ੃຤ޣᅈཀࡋԖυᘋਏ݀аϷ H6H6H6H6ǺǺǺǺᓓ໯཰ᅿᓓ໯཰ᅿᓓ໯཰ᅿᓓ໯཰ᅿ

ᜪჹ୘۫ჴᡏᕉნ཮ቹៜ੃຤۸ޣ၈ࡋԖυᘋਏ݀ᜪჹ୘۫ჴᡏᕉნ཮ቹៜ੃຤۸ޣ၈ࡋԖυᘋਏ݀ᜪჹ୘۫ჴᡏᕉნ཮ቹៜ੃຤۸ޣ၈ࡋԖυᘋਏ݀ᜪჹ୘۫ჴᡏᕉნ཮ቹៜ੃຤۸ޣ၈ࡋԖυᘋਏ݀翊翊翊翊

аύԄޑፄӝԄᓓ໯ᖐٯǴځ๼Յх֖ݺ໭ǵݺរǵᕂ໭ǵӝ๼฻฻೚ӭα

ࠔύԄǴౢܭ੘ǵကεճរ฻Ǵ࣬ၨ₨ࣁεӭ߾྽ଯǴԶကԄ࣬܄ӭኬࠔǴౢښ

ӭኬ܄КၨեǶޣٿᗨฅόӕǴՠࠅ೿཮ቚу੃຤ޑޣᅈཀࡋᆶ۸၈ࡋǴ೭ࢂҗ

ځᓓ᡺Ǵޑ஑཰ϯࢂԜᓓ᡺ۓऩᇡޣǴ੃຤ۺԖᢀࡽޑᅿόӕ਑౛ٿܭ౲ჹ҇ܭ

ύޑ๼Յӭኬܭឦࢂ཮ຫଯǹϸϐऩ߾ࡋ۸၈کࡋᅈཀޣຫեǴ੃຤܄ӭኬࠔౢ

Ԅᓓ᡺Ǵ੃຤ޣᅈཀࡋᆶ۸၈ࡋ൩և౜҅࣬ᜢǶ୷ܭ΢ॊӢનǴҁԜࣴزଷ೛ᇡ

а΢௢ܭԖυᘋਏ݀Ƕ୷ڀǴࡋᆶ۸၈ࡋᅈཀޣ੃຤ܭፄӝԄᓓ໯ϐᅿᜪჹۓ

ፕǴҁࣴزଷ೛ H7H7H7H7ǺǺǺǺᓓ໯཰ᅿᜪჹࠔౢܭӭኬ܄཮ቹៜ੃຤ޣᅈཀࡋԖυᘋਏᓓ໯཰ᅿᜪჹࠔౢܭӭኬ܄཮ቹៜ੃຤ޣᅈཀࡋԖυᘋਏᓓ໯཰ᅿᜪჹࠔౢܭӭኬ܄཮ቹៜ੃຤ޣᅈཀࡋԖυᘋਏᓓ໯཰ᅿᜪჹࠔౢܭӭኬ܄཮ቹៜ੃຤ޣᅈཀࡋԖυᘋਏ

݀݀݀݀аϷ H8H8H8H8ǺǺǺǺᓓ໯཰ᅿᜪჹࠔౢܭӭኬ܄཮ቹៜ੃຤۸ޣ၈ࡋԖυᘋਏ݀ᓓ໯཰ᅿᜪჹࠔౢܭӭኬ܄཮ቹៜ੃຤۸ޣ၈ࡋԖυᘋਏ݀ᓓ໯཰ᅿᜪჹࠔౢܭӭኬ܄཮ቹៜ੃຤۸ޣ၈ࡋԖυᘋਏ݀ᓓ໯཰ᅿᜪჹࠔౢܭӭኬ܄཮ቹៜ੃຤۸ޣ၈ࡋԖυᘋਏ݀翊翊翊翊

翊

ಃΟ࿯ಃΟ࿯ಃΟ࿯ಃΟ࿯    ࣬ᜢᡂኧϐᏹբࠠۓက࣬ᜢᡂኧϐᏹբࠠۓက࣬ᜢᡂኧϐᏹբࠠۓက࣬ᜢᡂኧϐᏹբࠠۓက翊翊翊翊

((((΋΋΋΋潢潢潢潢 ୘۫ჴᡏᕉნ୘۫ჴᡏᕉნ୘۫ჴᡏᕉნ୘۫ჴᡏᕉნ翊翊翊翊

က翊翊翊翊ۓကۓကۓကۓ .1.1.1.1

ҁࣴزჹܭჴᡏᕉნۓޑကࢂ௦Ҕ(Mehrabin翊and翊Russell,1974潢܌ගрޑ

ᕉნЈ౛ኳԄࣁ୷ᘵуаޑؼׯ(Donovan翊and翊Rossiter,1982潢ޑ౛ፕ,܌ᒏޑ୘

۫ჴᡏᕉნࡰࢂ୘۫ϣӚᅿёૈቹៜ܈ЇᏤ៝࠼གޑڙ௃ნӢનᡂኧ,ځύҭϩ
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ሽ)܄ᡉाឦޑᏼૈΚᆶ۫ৎॄޑޣᢀᗺ,੃຤ޑѦӧᕉნᆶϣӧᕉნ,൩੃຤ࣁ

਱ǵࠔ፦ǵౢࠔᜪࠠ潢ࢂց಄ӝ,೭٤Ӣનޑ໣ӝᡏ൩ԋ൩Α୘۫ޑჴᡏᕉნǶ翊

2.2.2.2. ᄬय़Ӣનᄬय़Ӣનᄬय़Ӣનᄬय़Ӣન翊翊翊翊

ҁࣴزჹܭᄬय़Бय़Ьाࢂ௦Ҕ(MBA ඵ৤,2011潢,ஒ୘۫ჴᡏᕉნϩࣁΟ

εӢનǺङඳǵ೛ीǵޗҬǺ翊

(1潢 ङඳӢનङඳӢનङඳӢનङඳӢનǺǺǺǺወӧ୍ܺޑ܄ EXǺྕࡋǵ਻ښǵॣ኷ǵᐩӀǴόܰ٬੃຤

ᢀགǶ翊ޑჹ۫ৎޣቹៜ੃຤ޑወӧૈࠅ,ཀݙғౢޣ

(2潢 ೛ीӢન೛ीӢન೛ीӢન೛ीӢનǺǺǺǺ܌ᒏڈޑᐟ܄ϡન,೸ၸ۫ৎ੝ਸޑ᛬ೌ೛ीǵфૈ೛ी,

നз੃຤ޣ੮Πᡉ๱ޑӑຝ,ឦܭЬᢀ܌,୍ܺޑ܄аჹܭӵՖӧε౲

ύڗளനεޑਏ݀৾ޑਅߚதख़ा,Ƕ翊

(3潢 ޗҬӢનޗҬӢનޗҬӢનޗҬӢનǺǺǺǺឦ࠼ܭᢀޑ܄Ӣન,EXǺ៝࠼ᆶ୍ܺΓ঩ϐ໔ޑϕ୏ǵ୍ܺ

Γ঩ޑሺ৒ǵՉࣁᖐЗ,ࢂКၨ৒ܰԖຑᘐ኱ྗޑӢનǶ翊

((((ΒΒΒΒ潢潢潢潢 ౢࠔӭኬࠔౢ܄ӭኬࠔౢ܄ӭኬࠔౢ܄ӭኬ܄翊翊翊翊

က翊翊翊翊ۓကۓကۓကۓ .1.1.1.1

ёૈࠔᒧ᏷Ǵ೭٤ౢޑӭ׳Ԗޣ๏੃຤ࠔౢޑόӕٮቷ୘ගࡰࢂ܄ӭኬࠔౢ

Ǵࣁय़ᇡ္زࣴޑ፦฻΢य़Ԗৡ౦ǶԶ(Ramdas,2003潢׷ǵރ׎ελǵᚑՅǵࢂ

ߥࢂޣ܈ǵ୍ܺࡕύΨёૈх֖Αၮଌǵ୧ځѦᢀǴܭৡ౦όѝ߳ज़ӧޑ΢ࠔౢ

᛾΢ޑৡ౦ǶԶ೭ޑ٤୘ࠔӭኬ܄ǴΨᡣ੃຤ޣӧբ୘ࠔᒧ᏷ਔԖ׳ӭޑБӛё

а଺ୖԵǶ(Pinson,1996潢زࣴޑύࡰрǴ੃຤ޣӧჹܭ୘ޑࠔၗૻᇡޕόىਔǴ

཮Ӣࣁ୘ޑࠔӭኬ܄྽ჹܭ୘ࠔຑ՗ޑБԄǴٰᔆံჹܭ୘ޑࠔόዕ஼Ƕ翊

2.2.2.2. ᄬय़Ӣનᄬय़Ӣનᄬय़Ӣનᄬय़Ӣન翊翊翊翊

翊翊翊翊܄מࣽ܄מࣽ܄מࣽ܄מࣽ Ԝౢࠔឦྍ܄ԾמࣽܭബཥޑᘉණၮҔǶ翊 Ѹाచҹ翊

Ьᚒ܄Ьᚒ܄Ьᚒ܄Ьᚒ܄翊翊翊翊
ቶ֋ນ؃ࣁѸ܄ឦࠔΚǴԜౢݾΑബ೷ᝡࣁ

ख़ᗺϐ΋Ƕ翊
Ѹाచҹ翊

࣬ᜢ࣬܄ᜢ࣬܄ᜢ࣬܄ᜢ܄翊翊翊翊

ࠔமፓౢࢂр౜ӧቶ֋ύǴ೿܄஑཰ឦࠔౢ

ӧࢌБय़фૈँޑઇکගܹ٠Ъᆶౢޑࠔճ

੻׎ԋ࣬ᇶ࣬ԋޑਏ݀Ƕ翊

Ѹाచҹ翊

翊

࣬৒࣬܄৒࣬܄৒࣬܄৒܄翊翊翊翊

ਥᏵόӕࣽמ஑཰ឦ܄ङඳᗑػԶғϐౢࠔ

ឦ܄Ǵёа༼᏾ӧൂ΋ౢࠔ΢Ǵ۶ԜᐱΚၮ

բԶόϕѾǶ翊

Ѹाచҹ翊

ᐱ੝܄ᐱ੝܄ᐱ੝܄ᐱ੝܄翊翊翊翊
Ԝౢࠔឦ܄ӧӕ΋ᜪձౢࠔϐځдࠔจቶ֋

ύ࣮όډǶ翊
кϩచҹ翊

໘܄ࢤ໘܄ࢤ໘܄ࢤ໘܄ࢤ翊翊翊翊
ᒿ๱ࣽמόᘐബཥǴԜౢࠔឦ܄཮ុ࡭௢

ᄽǴࣗ܈೏ڗж翊
кϩచҹ翊

ᐱҥ܄ᐱҥ܄ᐱҥ܄ᐱҥ܄翊翊翊翊

Ԝౢࠔឦ܄ջߡόᆶ၀ౢࠔӕਔև౜Ǵҁي

ϝࣁ΋ֹ᏾ϐ੝܄ǴҭջԜౢࠔឦ܄ӧځд

ᜪձౢࠔύ٩ᙑёวචځфਏǴԶߚѸाᆶ

кϩచҹ翊
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၀ౢ่ࠔӝόёǶ翊

੃຤ޕޣ᛽คᜢ܄੃຤ޕޣ᛽คᜢ܄੃຤ޕޣ᛽คᜢ܄੃຤ޕޣ᛽คᜢ܄翊翊翊翊

੃຤ڀ܌ޣഢϐ୷ҁޕ᛽Ǵ٠όىаᕕှԜ

Ӄ຾ࣽ翊ܭ୷ࡌ

Ƕ翊܄ឦࠔϐౢמ

кϩచҹ翊

߄ 1翊ౢࠔӭϡ஑཰ឦ܄ᄬय़ϐۓက翊

((((ΟΟΟΟ潢潢潢潢 ੃຤ޣᅈཀࡋ੃຤ޣᅈཀࡋ੃຤ޣᅈཀࡋ੃຤ޣᅈཀࡋ翊翊翊翊

က翊翊翊翊ۓကۓကۓကۓ .1.1.1.1

੃຤ޣᅈཀۓޑࡋကӅёϩࣁϖᅿᢀᗺǺ翊

(1潢 ௃ག܄ᢀᗺ௃ག܄ᢀᗺ௃ག܄ᢀᗺ௃ག܄ᢀᗺǺǺǺǺமፓ੃຤ޣᅈཀ࠼៝ࢂࡋӧᖼວਔၟ٬Ҕૈࡕցவౢࠔǵ

୍ܺύளډ௃གޑᅈىǶ(Cronin Jr., Brady, and Hult, 2000)翊翊翊

(2潢 ԋҁਏ੻ᢀᗺԋҁਏ੻ᢀᗺԋҁਏ੻ᢀᗺԋҁਏ੻ᢀᗺǺǺǺǺ੃຤ޣᅈཀ࠼៝ࢂࡋҁ٬يҔࡕѐຑ՗Ԝౢࠔਏ੻ࢂց

಄ӝ྽߃ᖼວϐԋҁǶ(Wong, 2000) 

(3潢 ᇡ܄ޕᢀᗺᇡ܄ޕᢀᗺᇡ܄ޕᢀᗺᇡ܄ޕᢀᗺǺǺǺǺᇡࣁ੃຤ޣᅈཀ࠼៝ࢂࡋႣය่݀ޑᆶჴሞ௃ݩϐ໔ޑৡ

౦ޑ΋ᅿຑ՗ϸᔈǶ(Miller1977) 

(4潢 ᏾᏾᏾᏾ᡏҬܰᡏҬܰᡏҬܰᡏҬܰᢀᗺᢀᗺᢀᗺᢀᗺǺǺǺǺமፓ੃຤ޣᅈཀޑࡋᑽໆ࠼៝ࢂаԾρޑ࿶ᡍࣁ୷ᘵ଺

ӄय़ޑ܄ᅈཀࡋຑ՗Ƕ(Szymanski and Henard, 2001)翊

(5潢 Ҿ཰Ҿ཰Ҿ཰Ҿ཰ᕇᕇᕇᕇճૈճૈճૈճૈΚΚΚΚᢀᗺᢀᗺᢀᗺᢀᗺǺǺǺǺ੃຤ޣᅈཀࣁૈࡋҾ཰ബ೷ߏයճዎၟගଯѱ൑ሽ

ॶޑЬाᜢᗖӢ(Kirwin,1992潢翊

2.2.2.2. ᄬय़Ӣનᄬय़Ӣનᄬय़Ӣનᄬय़Ӣન翊

੃຤ޣᅈཀޑࡋᑽໆ΢Ǵεठ΢ё୔ϩঁٿࣁय़ӛǺ᏾ᡏᄊࡋᆶӭख़ᄬय़Ƕ

୍ܺ཰ύǴεӭаӭख़ᄬय़ٰᑽໆ੃຤ޣᅈཀࡋǶ翊

ӧόज़ܭ੝୍ܺۓՉ཰ޑ௃ݩ΢Ǵ(೾ቺᇯ฻,2000潢௖૸୍ܺ཰੃຤ޣᅈཀ

ຑໆǴаȨ୍ܺϣ৒ȩǵȨሽ਱ȩǵȨߡճ܄ȩǵȨҾ཰׎ຝȩǵȨ୍ܺ೛ഢȩǵ

Ȩ୍ܺΓ঩ȩᆶȨ୍ܺၸำȩΎεᄬय़ٰᑽໆ੃຤ޣᅈཀࡋǶ翊

(Cadotte,翊Woodruff,翊and翊Jenkins,1987潢௦ҔΎ໨ᄬय़ᑽໆᓓ᡺੃຤ޣᅈ

ཀࡋǴϩձࣁȨౢࠔࠔ፦ȩǵȨ୍ܺೲࡋȩǵȨ঩π϶๓ำࡋȩǵȨ਻ݗး⩰ȩǵ

ȨమዅፁғȩǵȨሽ਱ȩϷȨ঩π୍ܺࠔ፦ȩǶ翊

翊

((((ѤѤѤѤ潢潢潢潢 ੃੃੃੃຤۸ޣ၈ࡋ຤۸ޣ၈ࡋ຤۸ޣ၈ࡋ຤۸ޣ၈ࡋ翊翊翊翊

က翊翊翊翊ۓကۓကۓကۓ .1.1.1.1

ਥᏵ(Oliver,1993潢ޑᇡࣁ੃຤۸ޣ၈࠼៝ࡰࢂࡋӧ҂ٰख़ፄӦᖼວ഻ӳޑ

୍ܺᆶౢࠔ,Զჹӕ΋ࠔจౢғख़ፄᖼວޑՉࣁ,Ъό཮೏ѦӧӢનቹៜԶౢғ

ᙯ౽Ƕ(Oliver,1993潢ᇡࣁ੃຤۸ޣ၈ࢂ΋ᅿ܍ᒍ,Ѭз៝࠼ӧ҂ٰ཮ख़ፄᖼວԾ

ρ഻៿୍ܺޑᆶౢ٠,ࠔЪόᆅ׎༈کёૈቹៜᙯඤޑࣁΚໆޑբҔ翊

翊

翊
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2.2.2.2. ᄬय़Ӣનᄬय़Ӣનᄬय़Ӣનᄬय़Ӣન翊翊翊翊

(MBA ඵ৤,2011潢ᇡࣁаΠΟᗺനಖᄬԋ੃຤۸ޣ၈ࡋ翊

(1潢 ᏾ᡏޑ੃຤ޣᅈཀࡋ翊

(2潢 ख़ᙟᖼວཷޑ౗翊

(3潢 ௢ᙚ๏дΓޑёૈ܄翊

ಃѤ࿯ಃѤ࿯ಃѤ࿯ಃѤ࿯    ࣴزჹຝࣴزჹຝࣴزჹຝࣴزჹຝȿȿȿȿܜኬБܜݤኬБܜݤኬБܜݤኬБݤ翊翊翊翊

ҁࣴࣁز੃຤ޣՉࣁϐፓزࣴࢗǴӧࣴزጄൎБय़ǴӦ౛Տ࿼ѠύӦ୔

Burger翊Joint翊7 ϩ so ᆶߓ Q ૡް۫य़຾ՉჴӦޑ௖઩Ǵ٠ᇶаୢڔБԄፓࢗ೭

ᖼວཀޑޣᐟ੃຤ڈց཮ࢂ୘۫ჴᡏᕉნޑৎٿрزЊǶࣴ࠼ЬाޑৎϦљٿ

ᜫǶ୘۫ჴᡏᕉნޑࠔౢکӭኬ܄Ǵࢂց཮ჹ੃຤ޑޣЈ౛ቫय़೷ԋቹៜǴ೷ԋ

дॺӆ଺،ޑ߻ۓԵໆǴаϷВࢂࡕց཮ჹٿৎᓓ᡺Ԗᓬؼຑሽǵ۸၈ࡋаϷࢂ

ցᜫӆࡋ੃຤ޑགྷݤ೷ԋቹៜǶ翊

җ̍ߓܭૡް(ε቞۫潢ک Burger翊Joint翊7 ϩ so ೭ٿৎޑ୘۫ჴᡏᕉნၨԖ

ৡ౦ǴౢࠔᅿᜪΨό࣬ӕǴࡺҁԛࣴزᒧۓ೭ٿৎ଺ࣁኬҁǴ٠а೭ٿৎ۫य़ϐ

ჹຝǶ翊زࣴࣁဂ଺࠼

җܭፄӝԄᓓ໯ϐ੃຤࠼ဂ౲ӭǴ़՜ϐሡ؃ΨόӕǴځ୘ࠔሽ਱ឦܭύ฻

ሽՏǴ܌аҁԛࣴزᒧ᏷ڀԖλᚐ੃຤ૈΚǵғޜࢲᎩਔ໔ၨӭǵሽ਱௵གࡋၨ

եޑ 20~35 ኬჹຝǶ翊ܜࣁቫ଺࠼ྃ

ҁԛࣴزБݤЬाаໆϯᔠᡍǴᇶа፦ϯࣴزբزࣴࣁБݤǶ፦ϯࣴزஒ௖

૸ᐕԃයтϷፕЎǴ௖૸Ӛᡂኧϐ໔ޑᜢ߯ǶໆϯᔠᡍБय़Ǵ࿶җႣ၂วܫ 50

ҽୢڔǴஒϖᅿᡂኧӢηӚ೛ी 20 ᚒୢᚒǴ٠ᔠᡍࡋߞځǴ٬೛ीрᕴኧ 60 ᚒ

ϐ҅ԄୢڔǴႣीวܫ 250 ҽ҅Ԅୢڔ๏Ҟ኱ࣴزჹຝǶ翊

ಃϖ࿯ಃϖ࿯ಃϖ࿯ಃϖ࿯    ಍ीϩ݋಍ीϩ݋಍ीϩ݋಍ीϩ݋翊翊翊翊

ҁࣴز௦ҔΠӈϩ݋БԄ啓翊

((((΋΋΋΋潢潢潢潢 ௶ॊ܄಍ी௶ॊ܄಍ी௶ॊ܄಍ी௶ॊ܄಍ी翊翊翊翊

௶ॊ܄಍ीࢂҔٰϩ݋ᡂኧޑ኱ྗୃৡǵύѧ໼ӛǵϩթޑελǵঢ়ᄊǵԾ

ᡂኧکӢᡂኧ኱ྗৡ(George and MalleryǴ2003)Ƕӧҁࣴزύ٬Ҕ௶ॊ܄಍ीϩ݋

୘۫ჴᡏᕉნჹ੃຤ޣᅈཀࡋϐቹៜǵ୘۫ჴᡏᕉნჹ۸၈ࡋϐቹៜǵ୘۫ჴᡏ

ᕉნჹӭኬ܄ϐቹៜǴ຾ՉԛኧϩଛǵԭϩКǶ 

((((ΒΒΒΒ潢潢潢潢 ࡋߞϩࡋߞ݋ϩࡋߞ݋ϩࡋߞ݋ϩ݋ 

ҁࣴ٬زҔୢڔፓࡋߞޑڔୢ,ࢗϩ݋௦Ҕૈ࢒౥Ԕ͉߯ኧ(Cronbach翊͉翊

1951 ԃ Cronbach ගр潢翊

翊

翊
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((((ΟΟΟΟ潢潢潢潢 ਏࡋϩ݋ਏࡋϩ݋ਏࡋϩ݋ਏࡋϩ݋翊翊翊翊

ҁࣴޑز೭൳ঁᡂኧ೿Ԗӳ൳ঁᄬय़Ǵ܌аךॺ཮ѐҔࡌᄬਏࡋ(construct翊

validity潢ٰϩך݋ॺޑᄬय़Ƕ翊

((((ѤѤѤѤ潢潢潢潢 Ӣનϩ݋Ӣનϩ݋Ӣનϩ݋Ӣનϩ݋翊翊翊翊

ҁࣴزа௖઩ޑ܄Ӣનٰϩ݋Ǵ୘۫ჴᡏᕉნჹ੃຤ޣᅈཀࡋϐቹៜǵ୘۫

ჴᡏᕉნჹ۸၈ࡋϐቹៜǵ୘۫ჴᡏᕉნჹӭኬ܄ϐቹៜǶ௦ҔȨЬԋϩӢનϩ

 ᚒҞǶޑϷմନό፾Ҕࡋᄬਏࡌޑ߄ԑӧԵᡍໆޑҞځǴ݋ȩ຾ՉӢનϩ݋

((((ϖϖϖϖ潢潢潢潢 ӭϡ଑ᘜϩ݋ӭϡ଑ᘜϩ݋ӭϡ଑ᘜϩ݋ӭϡ଑ᘜϩ݋翊翊翊翊

ҁࣴزϐ௖૸ჹȨԾᡂኧȩᆶȨ٩ᡂኧȩ௦Ҕӭϡӣᘜ಍ीǶ 

ӭख़ӣᘜϩ݋ғౢΑѤঁЬाޑॶ(George and Mallery, 2003)Ǻ 

1. R SquareǺR ॶ߄Ңᐱҥᡂኧ٩࣬کᡂኧϐ໔ޑᜢ߯ΚໆǴΨ൩ࢂᇥ R 

square жࢂޑ߄΋ঁӣᘜኳԄှޑញૈΚǶ 

2. F statisticǺж߄ёૈޑ܄ॶ(p)Ǵ߄Ңޑᐱҥᡂኧ٩࣬کᡂኧϐ໔ޑᜢ

߯Ǵ΋૓Զقᢀჸ Sig.ޑॶǴջёࢂցၲᡉ๱ਠޑा؃Ƕ 

3. β weightǺ߄Ң؂ঁᐱҥᡂኧൂᐱӦჹ࣬٩ᡂኧޑቹៜǴβ ॶޑᡂϯவ

-1 1Ƕ҅ॶ+ډ β ॶ߄Ңᐱҥᡂኧ཮҅ӛޑቹៜ࣬٩ᡂኧǶ࣬ϸӦǴॄ

ॶޑ β ॶ߄Ңᐱҥᡂኧ཮ϸӛޑቹៜ࣬٩ᡂኧǶβ ॶຫεǴᐱҥᡂኧ

ҢႣෳૈΚཇமǶβ߄٩ᡂኧϐ໔բҔຫεǴ࣬ک ॶຫλǴᐱҥᡂኧ

 ٩ᡂኧϐ໔բҔຫλǶ࣬ک

4. t statisticǺ߄Ң؂ঁᐱҥᡂኧ٩࣬کᡂኧϐ໔ޑำࡋᜢ߯ޑёૈ܄Ƕ 

((((ϤϤϤϤ潢潢潢潢 υᘋਏ݀ϐϩ݋υᘋਏ݀ϐϩ݋υᘋਏ݀ϐϩ݋υᘋਏ݀ϐϩ݋翊翊翊翊

Ψࢂ௦Ҕӭϡӣᘜϩޑ݋БԄ຾ՉǶ翊

翊翊翊翊

ಃϤ࿯ಃϤ࿯ಃϤ࿯ಃϤ࿯    Ⴃය่݀Ⴃය่݀Ⴃය่݀Ⴃය่݀鈺鈺鈺鈺่ፕ่ፕ่ፕ่ፕ翊翊翊翊

((((΋΋΋΋潢潢潢潢 Ⴃය่݀Ⴃය่݀Ⴃය่݀Ⴃය่݀翊翊翊翊

ଞჹ H1Ǻ೸ၸҁࣴڔୢޑزፓࡕ่݀ޑࢗǴךॺႣය཮և౜੃຤ޣӧҔᓓ

ਔό໻໻཮Ӣࠔౢࣁ΢ԶளډᅈىǴ׳ёૈӢڬࣁᎁޑᕉნቹៜډдॺҔᓓਔޑ

གڙаϷᅈཀำࡋǶჹٰ࠼៝ܭᇥǴдॺӧ੃຤ਔΨݙࡐख़ᆒઓ΢ޑᅈىǶӢԜ

྽дॺᆒઓᕇளᅈىǴЈ௃Ψ཮ᒿϐӳᙯǴӢԜΨ཮ڈᐟډдॺޑᖼނኅఈǶ翊

ଞჹ H2Ǻ೸ၸҁࣴࡕڔୢޑزǴ୘۫࿶ᔼБԄёӃϩٿࣁᅿ啓୷ᘵԄ࿶ᔼǵ

ബཥԄ࿶ᔼǶ୷ᘵԄ࿶ᔼ۫ৎ཮Ӣࣁᝡޣݾ౲ӭǴ߈Զा؃ӧ୍ܺ΢ࠔޑ፦Ƕബ
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ཥԄ࿶ᔼࢂ߾ബ೷рکձΓᆶ౲όӕޑᕉნǴࡌҥрόёڗж܄Ƕவ೭ঁٿ࿶ᔼ

ኳԄёаว౜Ǵ੃຤ޣ཮Ӣࠔޑ୍ܺࣁ፦Ǵޣ܈ᐱ΋คΒޑ୘۫ᕉნǶᡣ੃຤ޣ

੮Πӑຝࢂޣ܈ӳޑຑሽǴ٬੃຤ࡌޣҥჹ୘ৎ۸ޑ၈ࡋǶ翊翊翊翊

ଞჹ H3Ǻ೸ၸҁࣴڔୢޑزፓࢗϐࡕǴךॺႣයև౜੃຤ޣεӭ཮ᇡࣁ୘

ޑ੃຤ਔܭ཮ᡣдॺჹޑᒧ᏷ᐒ཮Ǵᅌᅌޑ୘۫ǴᡣдॺؒԖϼӭޑᅿᜪၨϿࠔ

ᅈཀࡋ೴ᅌΠफ़Ƕᇡࣁ୘ࠔၸϿቹៜډдॺޑЈ౛ӢનǶϸϐǴ୘ࠔӭ۫ޑৎǴ

ό໻ᡣ࠼ΓӭΑόӕᒧ᏷ǴΨёૈᡣ࠼Γᇡ۫ࣁৎޑೕኳၨεω཮Ԗ೚ӭόӕᅿ

ᜪޑ୘ࠔǶ翊

ଞჹ H4啓೸ၸୢڔፓ่݀ޑࡕࢗว౜ǴךॺႣය཮և౜੃຤ޣჹܭӭኬ܄ၨ

ଯޑ୘ࠔ՟ЯၨԖᑫ፪ӆԛ੃຤ǶӢࣁ੃຤ޣЈ္ᇡࣁӭኬ܄ຫଯޑ୘ࠔǴځҁ

Ǵ཮ၨᜫىόޑ΢ޕၗૻᇡࠔ୘ܭሽॶΨ཮ຫଯǶ٠ЪёаᙖԜᔆံჹࠔ୘ޑي

ཀӆԛ٬Ҕӭኬ܄ଯޑ୘ࠔǶ翊

ଞჹ H5ǵ6啓೸ၸୢڔрٰ่݀ޑزࣴ܌ǴךॺႣය཮և౜ᡉҢр៝࠼཮Ӣ

ᕉޑр۫ϣۓ،ᅿᜪ۳۳ޑЈ౛ӢનǶฅԶ୘ৎޑдॺډᕉნԶቹៜޑ୘္۫ࣁ

ნǵᘍ೛ǵӀጕаϷ਻ݗ฻ӢનǶନΑ٦Ҕ୘ࠔϐѦǴ៝࠼Ψ཮Ӣ۫ࣁϣޑᕉნ

ჹܭ୘۫ޑ਻ݗаϷ੃຤ਔޑགڙቹៜډдॺࢂցᅈཀ᏾ᡏϣ৒ǶӧҗԜ،ࢂۓ

ցϐࡕ཮ӆԛӀᖏǴӢԜᕴ่΢ॊޑ౛җǶ翊

ଞჹ H7ǵ8啓೸ၸࣴزፓࡕࢗว౜ǴךॺႣය੃຤ޣ཮ӢޑࠔౢࣁᅿᜪǴ٬

ளЈ္ޑࠔౢځډڙӭኬ܄ቹៜǶٯӵՋԄᓓᗺǴӢࣁҁيӭኬ܄եǴ੃຤ޣӧ

੃຤ჴ٠ό཮Ӣࣁ୘ࠔӭኬԶ،ۓᅈཀࡋǴԶࢂ཮ਥᏵ୘ޑࠔ஑཰ۓ،ࡋᅈཀำ

ቹៜǴ๼܄ӭኬࠔౢډڙ཮ࢂ߾ࡋᅈཀޣଯǴӢԜ੃຤܄ǶϸϐύԄᓓ໯ӭኬࡋ

ՅӭኬޑύԄᓓᗺǴ۳۳ћёаᅈى੃຤ޑޣЈ౛ำࡋǶ٠ਥᏵдॺჹܭ१ޑނ

ᅈཀۓ،ࡋΠԛ੃຤ޑᒧ᏷Ƕ翊

((((ΒΒΒΒ潢潢潢潢 ่ፕ่ፕ่ፕ่ፕ翊翊翊翊

୷ܭ΢ॊႣය่ࣴز Ǵ݀ךॺᇡࣁ୘۫ޑᕉნჹܭ੃຤ޑޣᅈཀࡋԖ΋ޑۓ

ቹៜΚǶ୘ࠔӭኬ߾܄཮ቹៜ࠼ډΓޑЈ౛ӢનаϷགྷݤǴ׳ቹៜ࠼៝ډ੃຤ਔ

ΨႣයᓓ໯཰ᅿᜪزǶԶҁࣴࡋ۸၈ޣ੃຤ޑޣ੃຤ډǴനಖ཮ቹៜࡋᅈཀำޑ

ჹܭ୘۫ჴᡏᕉნࠔౢکӭኬ܄ዴჴჹܭ੃຤ޣᅈཀ۸کࡋ၈ࡋԖυᘋਏ݀翊翊翊翊
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ಃѤകಃѤകಃѤകಃѤക    ୖԵЎ᝘ୖԵЎ᝘ୖԵЎ᝘ୖԵЎ᝘翊翊翊翊

΋΋΋΋ǵǵǵǵ    ύЎ೽ϩύЎ೽ϩύЎ೽ϩύЎ೽ϩ翊翊翊翊

1. MBA ඵ৤(2011 ԃ 11 Д潢翊Ǵhttp啓//wiki.mbalib.com/wiki/MBA翊

2. ᄃ୯᎔ǵጰలఛǵࡓ׵ቢ(2007潢Ǵ୘۫ჴᡏᕉნჹ੃຤ՉࣁቹៜϐࣴزǴа

ܺႬ႟୧཰ٯࣁǴ๮۝તᙃයтǴಃΜѤڔǴಃ΋යǴP.41~P44翊

3. ᄃ㭵໩ǵ໳דЎǵ໳৥ℱ(2010潢Ǵӭख़୘۫ᕉნጕ઩ჹޕ᝺ሽॶቹៜϐၠЎ

ϯᢀᗺǺڜଢ଼ೱᙹ۫ޑ੃຤ޣᡍ᛾ϩ݋Ǵᆅ౛ჴ୍ᆶ౛ፕࣴزǴಃѤڔǴಃ

ΟයǴP.23~P.38翊

4. ҏᜩ(2008潢Ǵނ፦Ьကޣჹܭ୘۫਻ޑݗሡ؃ᆶ੃຤ޣ௃ᆣቹៜᖼວՉࣁϐ

ಃΒයǴ।ڔǶ๮۝તᙃයтǴಃΜϖزࣴ 113Ƕ翊

5. ୘཰୍ܺԃ᠘(2010潢Ǵ

http啓//www.cdri.org.tw/files/13-1000-1520.php?Lang=zh-tw翊

6. ቅНు(1984潢ǴΓ਱੝፦ჹౢࠔӭϡ஑཰ឦ܄ϐୃӳᆶቶ֋ྎ೯ਏ݀ϐࣴ

ೕჄᆶ฼ౣၮҔǴԾӑ翊ࠔǴౢز

7. ᇳఌԳ(2003潢ǴΓ਱੝፦ჹౢࠔӭϡ஑཰ឦ܄ϐୃӳᆶቶ֋ྎ೯ਏ݀ϐࣴ

ᅺހ҂р܌زεᏢҾ཰ᆅ౛۪ࣴߏǴزᇟϐቶ֋ྎ೯ਏ݀ࣴೌ܄מǴ翊ࣽز

γፕЎǶ翊

8. ᙁ2001)✎ڷ潢翊啓翊Γ਱੝፦ჹౢࠔӭϡ஑཰ឦ܄ϐୃӳᆶቶ֋ྎ೯ਏ݀ϐࣴ

εᏢҾ཰ᆅ౛۪ߏቹៜǴޑࣁՉޣჹ੃຤܄ӭϡ஑཰ឦࠔ啓翊ѳय़ቶ֋ύౢز

ᅺγፕЎǶ翊ހ҂р܌زࣴ

9. ೾ቺᇯǵڬੀ๮ǵ໳ߪमǴ2000Ǵ୍ܺ཰៝࠼ᅈཀຑໆϐख़ཥᔠෳᆶᡍ᛾Ǵ

ύξᆅ౛ຑፕǴಃΖڔಃ΋යǴ। 153-200Ƕ翊

10. Ֆ႘ቼǴ໳లถǴ஭҉൤翊(2007翊潢ǴҾ཰ϐ៝࠼ᇡޕϣ఼ᆶᑽໆǺ៝࠼ሽॶ翊

ᢀᗺǴ2007翊Ѡ᡼୘ᆅ౛ፕᆶჴ୍ࣴ૸཮ᄤಃΖۛᆛሞᆛၡᔈҔᆶว৖Ꮲೌ

ࣴ૸཮ǴᇻܿࣽמεᏢǴ222-231 

11. ݅᎜۟(2006潢Ǵӭᡂໆϩ݋ SPSS ᏹբᆶᔈҔǴඵയǶ翊ޑ

翊

ΒΒΒΒǵǵǵǵ    मЎ೽ϩमЎ೽ϩमЎ೽ϩमЎ೽ϩ翊翊翊翊

1. Anderson, E. W. and Sullivan M. W. (1993). The antecedents and consequences 

of customer satisfaction for firms. Marketing Science, 12(2), 125-143. 

2. Cadotte, E. R., Woodruff, R. B., and Jenkins, R. L., 1987, Expectations and 

Norms in Models of Consumer Satisfaction, Journal of Marketing Research, 

24(3),305-314. 

3. Cronin, J. J. Jr., Brady, M. K., and Hult, G. T. M., 2000, Assessing the Effects of  
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Quality, Value, and Customer Satisfaction on Consumer Behavioral Intentions,in  

Service Environments, Journal of Retailing, 76(2), 193-216. 

4. 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), 193-216. 

5. Donovan, Robert J. & John R. Rossiter (1982), “Store Atmosphere: An 

Environmental Psychology Approach,” Journal of Retailing, 58 (Spring), 34-57 

6. Dumana, T., & Mattil, T. (2005). The role of affective factors on perceived 

cruise vacation value. Tourism Management, 26, 321-323. 

7. George,D.,and Mallery,P.(2003),“SPSS for Windows Step by Step: A Simple 

Guideand Reference,”Boston,MA:Allyn and Bacon. 

8. Jackie L. M. Tam. (2004). Customer Satisfaction, Service Quality and Perceived 

Value: An Integrative Model. Journal of Marketing Management, 20, 897-917. 

9. Kirwin, P., 1992, Increasing Sales and Profits through Guest Satisfaction, 

Cornell Hotel and Restaurant Administration Quarterly, 33(5), 38-39. 
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