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ABSTRACT

The past literature seldom discusses airline’s integrated factors of
corporate image, service quality on the impact of customer satisfaction. The
SEM analysis is applied to validate the the cause-result relationship of research
structure to find out the direction for airlines to improve their performance and
offer better choices for customers. The findings indicate that the corporate
image has the highest factor loading. Thus, it shows that the coporate image
with service quality toward customer satisfaction will help to promote its
competitive power and further increase its profit.

Further, other findings also reveal that it has an 83.69 % opportunities for
female taking flight is for travel, it shows that the female travel consumption
market is fast growing. Moreover, female especially emphasizes on corporate
image more than its service quality and satisfaction. Therefore, airlines should
adopt marketing strategies to streghen customer s satisfaction to enhance their
willingness of ticket repurchasing and flight taking from service quality
improvement. At last, the final result should be as a reference for airlines to
develop strategies with market competition. And finally, it can facilitate to
improve the service quality of airline market and shape the win-win situation.

Key Words : corporate image, service quality, customer’s satisfaction,
custormer’s loyalty
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fze i ml S G RS al B B P B

2.00 /\
{E | -

g — 2081 F
#% 1.00 e 20554055,
i‘:f; \ / / 4155-605%
# 0.50 e 60 5% 1L |

0.00

B 7 MRIBEFRERERFERTRURS N

FPEHE 8 TARHG . B TR ke TRESENEERR ) TTRACRMT - T REEE o ST
3.00 (496) ENACHEIIEL 2.75 (2%) T SEEEREESAE 5 DRMEPIEL 3.00 (19%6) LY
Y9275 (19%) > " SEEEEE o 2T VEE3.11 (29) IR TEEL 3.00 (4%)

finze RIS G R RS B B R R

3.20

3.10
fili °

2l 3.00 _

b — A

i 2.90 \ SRR
;’; 2.80 \ S A

L — o~ =
s \
2.60
5 LS

B8 FERHURRBFEZRTRURSN

TR 7 P EHE AR b A e b ] 8 ARER BTV SR SH B R TR R AT - SRR A TR
DL THETERE o (84.6%) %% » A0 49.53% ~ B3 35.07% » HERKHER A HIBIARE - T
TEEFHEIRISTERE - JCH DI PR IWIRE - 20PN E T 55 IEAE DR R R e » 223
2y mlAne P2 R R RS - S FIE B2 MR S -
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4.4 BRISN

PRAT RT3 BT (One-Way ANOVA) jf§ ALIffEHEE - BEREE -« B
e ~ HICABLEEPEIRINSE - B B T B A A BT - AR 5 BRI -4 BB AT
7R ' P fE>0.05 » @i s MRE Ryl M TR AR VS B SE - S
FRHS IR AL - (BHEKAE 0.95 1 » IEREREEMREL (null hypothesis) °

AAb o F RIS PSR G BV 0.05 » RIS 22 o SFET IS RS S ak
HAREER  ETHRRENAT - 3R two-way ANOVA S3477 - #1228 T IESE | BIREE S
AREEEIHRE 225 (F 5 0.023 » P {F=0.05) - fi Scheffe i% alpha = 0.05 FEHEHG LI "5
P 4.31 S EEESE - HERSE - HAOE - IRESEIREE -

i1}

RSERFESEHSN
UNBES R PR k5 RSl R=Vics [EEESRsE7ics
WELE 0.232 0.700 1.770 1.036
e 2472 0.869 2.099 0.023*
et 2.632 8.401 6.132 4.806
HEA 1.270 0.488 0.386 0.590
FEREIR A 1.194 0.256 1.190 0.636

Notes : 1. BHE/K#E*p< 0.05 + **p< 0.01 » ***p< 0.001 » 2. n=310 » HLMIEALE 325 17 (FERARRAN 22
15 47) - PRAEAHE A BB A M S5 B S AT s TR iR -

4.5 HEGEEERA

#elg Kaiser ™ SEATEASHEYIERE KMO (Kaiser-Meyer-Olkin Measure) 57 Bartlett
EIREKERE (Bartlett Test of Sohericity) » DME Ryffidt &g FIBTHER] » 20128 6 KMO k&
Bartlett BRFEUAGE FIBTTHEFTR - KMO {H3>0.70 DL_E - P {EEEAZE/KHE - BURERLES
HEATRIZE T

% 6 KMO R Bartlett BREVIG T I Bi1E 2

Bartlett ER7UAGE

construct KMO {H
K1E H HHE df P1{H
e 372 0.722 581.899 10.0 o
e 0.939 2599.92 105 o
[EEEST = 0.834 951.378 6.00 ok
A R 0.762 642.905 6.00 ok

Notes : 1.EEFE/K#E*p<0.05 » **p< 0.01 » ***p<0.001 » 2.n=310 »
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4.6 BRBIBES

WS E ST Gaski and Nevin ™ #2H12 “IEMERIGEST © (1) —HEHIEIARI LR
BUNA 15 (2) HETRIBVAHBIEREY INRE R ISR Cronbach’s o RS » R —#EH
ELEERIUE ; SB4ciE Fornell and Larcker ™ {53 » DISE %8 BAEH R (Average Variance
Extracted, AVE) T » Z5TEAE8 (latent variable) HY AVE ¥ HR AR E—TEFRE
AR AR R % ARSI E A RAFRYE RS o AMF5E F SPSS ;. AMOS #k g1 745
S ARBR R BT T 2R S ) ~ TEIREBE L ~ TEEWEE L - TEER
S L M PIRFE l =TERE W U HERI - SRR S B R 2 &R
Fi£ - #R4% Fornell and Larcker " 755 » B TB{E B 2 S 2 IS - ARG
IRF » BRI SRR - e R B At A i S R 2 & rl B R - a2 AR
REEAAE RS » A RERF S RIESK - R 7 JHEHAER (REEE AVE SE RN »
B AVE SETHRERS KA SRS TIRTAER CR S - BRI SE e R B B4y E 1
B

}R7 FEEAERAGREE AVE FH1R

item AVE CI SQ SA LD CR
CI 0.649 0.805 0.880
SQ 0.519 0.636** 0.720 0.938
SA 0.740 0.692%%* 0.773%%* 0.860 0.920
LD 0.720 0.672%* 0.693%* 0.816** 0.848 0.884
Notes = 1.CI {23/P4 ~ SQ Ik E ~ SA BF MR » LD BHFE LY - 2.AVE I RAL & - 3.4
Bl AVE 2SR - 48835 /K #E%p< 0.05 » **p< 0.01 » ***p< 0,001 » 5.0=310 -

4.7 BESRBRAEERETE
Morgan and Hunt " S}t iR 20 » BR 7 #RATIR IR AL 4h » ML ]

ReZ it PRl o i AL A A HERO 54545, (Parsimony Normed Fit Index, PNFI) Eilfifj
SLEGETERE (Parsimony Goodness of Fit Index, PGFI) - #4535 8 BEHG SRR AU N # AT
HELEBEFT : PNFI= 0.701 » PGFI= 0.594 » PLRRSIE 754 Hair Jr. et al., "% fiiss o pzse o
PEFREEL RO FEAE  (djusted goodness of fit index, AGFDISLFEHE(E 0.9 Fb - HAREL
BRI - BRI - SRS ST FIET - BURADT S e R R R
PR AT -
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R8 BRESIBRIMEREFELR

b e TRy ERCTERE  BESRIRARR  ApIEENE
X? 394.095
DF 72
X*/F 5.474 2<X*/F<5
HE BN FE1Z (absolute fit measurement) GFI 0.866 0~1
AGFI 0.804 =0.9
RMR 0.224 <0.05
RMSEA 0.118 <0.1
g NFI 0.886 >0.9
. H R CFI 0.904 >0.9
(incremental fit ineasurement)
IF1 0.905 >0.9
o PNFI 0.701 0.5~1
| MAADBALIAS PGFI 0.594 0.5~1
(parasinonious fit measurement)
PCFI 0.715 0.5~1

Notes : 1. y 2 = Chi-square; DF = Degree of Freedom; GFI = Goodness of Fit Index; AGFI=Adjusted Goodness
of Fix Index;RMSEA = Root Mean Square Error of Approximation;NFI =Normed Fit Index; CFI =
Comparative Fit Index; IFI= Incremental Fit Index; PNFI =Parsimonious Normed Fit Index; PGFI
=Parsimony Goodness of Fit Index Fit Index; PCFI = parsimonious comparative-fit-index o 2.n=310

4.8 BREABERAEEMANES T

(—IEEEEB IR RS

WSS Anderson and Gerbing " AOZEE - FESTAHHIERCET ST - Hh—REBY TR
EHE R ST i By S REIEETT Cronbach’s o FRERIIT ~ PEERMEKIZR 34T (Exploratory
Factor Analysis, EFA) EE&ZEMERZE4047 (Confirmatory Factor Analysis, CFA) » $&t T &%
RETHIFI(EEE ~ IRIE (convergent validity) AR (discriminant validity) » LI 2% RS
TERIEREZC » A05R 9 R S A B as MR KR o T o -

(D)FEBIREERE

TSP S ) S RIS R AT S A R A IR SR A AR - 56 4 REZ A
FEfTE (factor loading) {4 0.394 - [K|itt » 0.4 FuHREIIEG UL - MIBRES 4 & - SEFTEE XK
RIRI3 AT » ZEHUR L ity A ARSI e B AR R 2.957 AR 64.867 %% B » FRIFVHEY S
R REIE R R 4 AR RE T o

RBSALE § 15 REAS A AT BRI P B R A K SRR A AR > 8 3 B r Pk ALY
8 REREER LY » B REE 2~ 4~ 5810~ 11~ 12~ 13- ik 8 REAGRHEE
4.348 TLfARE 54.34%% B - it 8 R R — Ty L B A E IR
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*9 BRERASFEEREEEZIN

IV:DV MLE ff3+2% SMC CR AVE WUEFEIE R E(%)
RZAE HERE
1o 372 0.817 0.543 2.957 64.867
CIl 0.858 0.264 0.736
CI2 0.922 0.151 0.849
CI3 0.541 0.707 0.293
CI5 0.543 0.702 0.298
555 =] 0.938 0.519 4.348 54.34
SQ2 0.720 0.563 0.437
SQ4 0.696 0.596 0.404
SQ5 0.780 0.442 0.558
SQ8 0.661 0.639 0.361
SQ10 0.765 0.469 0.531
SQI1 0.779 0.460 0.540
SQI12 0.732 0.517 0.483
SQ13 0.756 0.479 0.521
ITEEST =N 0.920  0.740 3.22 80.49
SA1 0.855 0.270 0.730
SA2 0.896 0.197 0.803
SA3 0.855 0.268 0.732
SA4 0.834 0.304 0.696
A TR 0.884 0.720 2.424 80.79
LDI 0.822 0.325 0.675
LD2 0.944 0.109 0.891
LD3 0.769 0.408 0.592

Notes : 1.MLE {#&}228 (Maximum Likelihood Estimation) » SMC ¥HZZ34I5Af#EE S (Square Multiple
Correlation)» CR #1512 (Component Reliability) s AVE SEH8 B ZEHVE < 2. n1=310 - 3. Hair (2014)
81 PRIZZ e fif & (factor loadings) SZEREHEE A (RREIE & (KI5 & i & » FI LAY E B2 REIE (R RE B 75
FHarE R SR R MR R ERZRAFERNR 0.7 rEGEEE
FEERZR AR EER 0.5 » HIZEREREE T DUk -

MR REE ) 4 AR IR SRR T B A I e AR IR ZR R R - AR
F A S AT A I A FEAG R AR 3.22 AR 80.49% B L » HERFIFAEIY 4 RERIGEE -
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TR SR | 4 RERESEIE RS R R AT B A I e R IR ZR R R - KT AR
fBH 2.748 HEC.f#RE 68.693% 8L & » (B 4 L NZR A& 0.431 B3 0.4 Ry HEAER
(B > MEREE 4 & o SETEE KK T - ZEHUR E R by oA i il an R e 2.424
AIfARE 80.791% %8 F i - HHIRAHY 4 EREEEE R 3 ERESEE -

4.9 BREFBERRESH

R R R R AR AT n] BERE T SR 25 TR S B TRURBA £ - Bt e R AN
10 - H1 {38/P R REE S A IR « H2 3PS S SRS R IR A%
H3 file#s il B BE RS A IR R 8 - He s B SRS A A IR ~ HS
REE TS SR SR T AR - ISIRBUI 2R - mBEt e R - AT
FeFTHR B T 2R RS R R s B R R R R R W5
BIRRIRBA (R RS S R - BN R R B L ER RIFC 24 E(E -

® 10 BREEBEESECREABUEBRESEER

item v DV B {E P R? Hypo
HI iise 5] IR 0.33 o 68.0 XFf
H2 (s 5723 e TR 0.18 o 70.0 XFf
H3 HR#s e R 0.58 ok XFf
H4 ks e R R 0.11 * XFf
HS R R R L 0.61 ok SCHF

Notes : 1.EHFE/K#E*p<0.05 » **p< 0.01 » ***p<0.001 ° 2. p-value < 0.05F3ZFF » >0.0537FF - 3.0=310 -

AERTFERE R & BEHEA LI A PR B B At oo AT LLAR P B - R B AR Bl g
PRI BT AREI o ISR SRANE] O BT R AU BEL 2 BGRERE T MR 25 B BRE
R o

4.10 HBRE S

AW S8 3 FHAE AU S B EHA  P A  RGET TAE R A - R L PR T BRI A R R A
% > FIRFBRIEANIFER IR S Rt tE - 1ER 2 nI20 - THERRIRIAT , 3 - DL T hksE ) T H
1 (n=234 15 72.0%) Fetmersn 5 SOARBTFEZEEN T HERRIRIAT ) DL TRREE | By HEIBEAR (n=234) -
A AMOS SR BEES THEREB AT » FIH CFA RS ~ A0 BT o FE 4 A ok e vy
et SET TR AR M o b B e B BRI B R 1 < S TR - AR KR EH AR
A > SR BRI FEBR LR - A5k 11 i R SR i Ba VR IRIE AT -

—126—



A B2 8 K R BB S W AR &R BAE S REZTR

e 1
MBI 2 e 0.720%% P i
0.58% % B 7.896** WA 2
MepsiiiT 4 e 020 WAL
: R*768.0
07802 0.85577 i 3
HRR 5 E S
0.66 %% H4 »
0.11% 0.834%* TR 4
Rt e 8 0.765%
H5 (.61 %**
- 0.779
AR E 10 (0.33%**
0, 0.822%** o
RS 11 SENE 1
FELARILE 0.044* I
bS5 i 12 756%% "2 R*70.0 B 2
RS GAET 13 0.760%s% | SIS
0.858%** 0.922%%* 0.541** 0.543%**
¥R 1 T 2 25 3 e 37
B9 ERREEEIEBEEE
x1l FHFEREZEEESUERZLN
IV:DV MLERTEW  oMc CR AVE ¥iHFRIE BERESLE)
: e o ELS FErE 222 R (70
KRB & raEiRs
Z2{Z(Tk SQF1 0.841 0.570  2.711 67.769
SQ10 0.748 0.440  0.560
SQI11 0.772 0.404  0.596
SQI2 0.749 0.440  0.560
SQ13 0.751 0.436  0.564
AR PREEME SQF2 0.801 0.667 1.667 83.342
SQ8 0.811 0.343  0.657

Notes : 1.MLE {128 (Maximum Likelihood Estimation) » SMC #IZ3#TEA#ETE ] (Square Multiple
Correlation) » CR $H&{EE (Component Reliability) + AVE SEFJ# BAEHT & - 2. Hair (2014) "MK/
BfiE (factor loadings) ZMEER A HEHC KNFE AR E » FLAVEZERREHE » RNEER
EARG RSBSOS MR - BERRENEAR 0.7 REAEEE » BHEH
RIR BT RARR 0.5 » RIZEG 328 T LAIER - 3.n=234 -

(—) BBRE—

TR Z R A SRR o BURL - BRI AR B R R R 1% - Lai and
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Chen ™ (ZETTHERE EHINIABSRIE - SHERIIRS ATRE S - SRer i A S RIS R
NG = DU B IERERRSE » SEE T R0 2 R IR (SRR « I - S8R Z2(E
{TRE (SQF1) -

FH ST Se R e AT A T 2T ) (SQFL) AT AESiZL A FIIRES S R
K% » fi 12 W41 0 Hla 3RS A s i A IE N2 (B{H 0.345%++) » H2a
ST S E 3N P {E 0.049<0.005 (B1E 0.088 ~ P {E 0.049%) BAIFEE#EM: - H3a
RS S A T B IE RS2 (B {H 0.498*+) » Hda IR i EL ST OF0E B
BIEFEE (BH 0.213%++) » HSa BEEME S HEE LHEERIFANEE (8HE
0.608**%) ; HUARFE.Z 5% Hla ~ H2a » H3a » Hda » H5a $9575F » BRI 202 RIS
B - REA EELEE - B IR RRUR AL -

x 12 BEEE-LZ2EAREFECREFBMEGRESRER

item v DV B1H P{H R2 Hypo
Hla kibe 572" WA R 0.34 ok 54.5 S
H2a RS JBHE R 0.08 0.04* 68,2 T
H3a PR L R R R 0.49 o HF
Hda PR R R 0.21 o Hf
H5a R R AR 0.60 ok Hf

Notes : 1B /K #E*p< 0.05 ~ **p< 0.01 » ***p<0.001 - 2. p-value < 0.05 N HF » >0.05 S§F - 3.n=234 -

PR — T L EAF TR o oA LIS e - R LB AR B R I I B 18
PRI © BRISIMATRERANIE 10 Bl — L e (F K, BRI SR ATR - R
ERHRBERERGR o

(Z) BBEE T TIRBRTZIE, DIFLER

AeE e R D T AR L B T OREE M ) A B CEER RS - DI E T
1E B T % [ RE I Y BL 22 41 3% - Parra-Lopez, Bulchand-Gidumal, Gutierrez-Tano and
Diaz-Armas P f5 A S5A IEH AR BIHK - ERE S AMONNEITR - B&ELETEEE
B F B BRI - KM - IR IR (SQF2) -

o B oe B HEam vl - T AR OREEME o (SQF2) L ATREE 22/ Rl AR B BRI E
[KIZ » 5% 13 1Al » Hb PR mE S 2 A ErrvEe (B1E 0.575%%*) » H2b
P LB EHE B E IERE2 (B1E 0.124 ~ P {H 0.016%) » H3b AR E EAEH
WS EEAIERIEE (BE 0.341%*%) » HAb AR SE SHRER EGE BA [ERys 2
(B1E 0.254***) » H5b RHEHEE BRI L A IERZEE (B 0.528%*%) 5 HUART
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FtZ ik Hb » H2b ~ H3b » H4b ~ HSb B537FF » BURESEP SELIRES i E - R EE5HE
H - BEEFENRRERELE -

a1
HR 5 2 1 0.82% %
Jiok 0.49%%* TR 2
PR 2 2 0.81
RT3
%5 8 3
AR 4
51 0.60%**
LTS 0.34%%>
R 1 Oisk o
' SELBRRE 1
Q()k**
% 2 0.90 5 aom
) AR 2
3B 3
0.86%% I 3
ke 5 2" 0.88%**
10 FHBRAE—L2EERIEEESEERE
£ 13 FHIRECRBABEEECRECEHEBRREEERER
item v DV B Py R? Hypo
H1b iibe 5172 BRWEE  0.57 kol 0.69 i
H2b iioe 3721 BEEIEHE 0.12 0.016* 0.69 P
H3b AR E FEE T =it 0.34 *ok pEs
H4b AR E R Rk 0.25 AE pEs
H5b T = Vi< R Ak 0.52 ok ZFF

Notes : 1.EHFE/K#E*p<0.05 » **p< 0.01 » ***p<0.001 ° 2. p-value < 0.05 RN3FHf » >0.05 37HF ° 3.n=234 »

FEsBE PRI T AR R o SAT LLsRE B R A3 AR A B R e PR A
TRE - BRACOPATHESRANME 11 el T IREs ORaE M ) IRAVBR SRS R AEERIA %
ERARBEAERGR o

4.11 BR¥3SAESE PZB BN S ITLEE

M B R R S RV E AT - TR SRS S S RATRIR S - &S
s b B AR IE TSR 22 SRR DU (RS - ST R i ze o R AR s A Al -
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AWFSE R RS st B A T+ ZHUIRES S R - FE N SN - REEME - BIPIER
LRMEFE AR - 3 PZB FR=50AT » 3 RIBVERE LIS IS AREUERE - 765K 14PZB AR
HEALBRARERES - AIETE (B 1H 0.096***) ~ &M (B{H 0.44%*%) ~ REEME (BAE 0.19%*%) ~
G (BIH 0.174%%) K Z2d M (B1H 0.26%%%) ¥ REEE - fRREREJ13E 98.6% -

i FSmIFFeansR 14 Ketesmvl A - Mize ARG E PZB b » IR B A &
ZHEIE - BARENERRRIEEAL - BE R IRES AT RS I - B IR 2 st
H—HIHE - BrHaARERS U LIRS - BEERZRAE RS E SR - g
FEA PRI R -

- R 1
5 e 2 0.67%** 0.88
EE T b
RS e 4 06822 0.34%¢ S 89 s 2
R>69
ok N -
_— ull 0.88+F TR 3
5
HReAs i o <\
TR e 8 0 7655 0.25%*+ 0.87%%+ I 4
fonH 5
H5 | 0.52%%%
N 0.8
MR T 10 0.57e%
0.76* HI B—
Hie A5 e 11 ' HgbpE |
SN 17 ac N ey
MR i ET 12 79H R - R>69 R 2
3 B
TR i 0.86+** SRR 3
0.84%%*% /(. 86*** 0.72%%* 0,745
EHIEER 1 i(oe3(7%= ) BHEIEL 3 TE¥IES S

11 BPRE T RISAREHERRZ NS

ik 14 PZB RAFE(LBRERBBIRER

v DV B1H P{E R?
AIEM: ks e 0.09 Kok 0.98
B e k5 E 0.44 ok
fREgM: ks e 0.19 ok
\ivtE R 0.17 Kok
ZEM R 0.26 Hok

Notes : 1.BHZE7K#E*p< 0.05 ~ **p<0.01 » ***p<0.001 ° 2. p-value < 0.05A3Ff » >0.053FF - 3.n=310 -
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4.12 BESRBIBREEE FREISTLEE
(—) EREREIBIR R MR PR B RRZAE N LR

fERERE ) — ety R2 » R2 ZAMITEMBUE R N RT S AT RE MR S L % - [RIL - R
WFFEAERITEMIE ST » Hair, Hult, Ringle, and Sarstedt ** R2 iy 0.25 fLFARHRERE ~ 0.50 £
R ARERE0.75 AAFAMERERE ] HHZR 15 B TR RERE ) Ll nl 40 B AR Y 2(n=234)
fEeRe ) it

® 15 BPERABREENEER

e B B PZB RS

construct (n=310)  1(n=234)  2(=234)  (n=310)
ks ety B A S P B S R 68.0% 54.5% 72.8%
13T S B R 2 o i S R A L 70.0% 68,2% 77.9%
A5 - H 98.6%

Notes : LMI "Z2fEERK , (SQFL) ~ M2 TR#fRaElt , (SQF2) - 2. al/E 1-H41 PZB K » 7]
B ~ RN ~ PREETE ~ M ek &tk -

(2 BRI B PR R IE R BLLE

e 16 BEfaiita s aY Bl R A PRBIRER - i G DL B R L - (S8 ae
BEWEE (BEEE) - Ik ESEE RS (BETHE) MEE S AL
Ak - B BN R PRIFAE o AT SEAE R e ol A 5 Bad i S A5 R P 2 PR | #578
% - BURBIARIEEESIRDUELT « IBADTFEER - nI iz rlie st i s i E -
PRGE AR S Z HAY -

xR 16 EEREEBEREEIERIRTRALLR

item IV—>DV G B(H  EHGHA— B{H BESHS T B{H Hypo
H1 ¥R -EEmEE 0.33 0.34 0.57 FE
H2 (¥ pSSEEERE 0.18 0.08 0.12 FE
H3  REE B WEE 0.58 0.49 0.34 XFF
H4 R SE SR EE 0.11 0.21 0.25 XHF
H5 i WEE A LS 0.61 0.60 0.52 XFF

Notes : 1. BRI n=310 » M1 " Z22{E{FEL , n=234 (SQF1) ~ M2 TR#{REEM: , n=234 (SQF2) - 2.
BHE /KHE*P< 0.05 ~ **p< 0.01 » ***p< 0.001 ° 3. p-value < 0.05 “RZHF » >0.05 F -

—131—



EastER FERHE FoH RE——O%A

4.13 EERERISERIR
(—) Hl EREEHBETAEER ERNEE

HI PSR IREE (81 0.33**%) » Hla ZE(F{ERE (B{H 0.34*%) ~ HIb Jik
BRRETE (B1H 0.57*) FEAMF LIS - LRI RIF 2P 4 EE L
FELE RIFINESEIP S - A IIETHREE ISR - 75 &38R M5E Nguyen and Leblanc (2001)
U S SR AR A I E B B RS - IR B A o EEARHT
FeREREUR - (RSRPSUERAE B A RIRY R RS - Miz2 AR RIFIIESEIE R - 1
B ESERFERE - BT A R B AR AR -

(D) 12 ERERHEEEREFT ERNZE

H2 (R R REE R (B {E 0.18%%%) » H2a ZZA{F{ERK (B 1E 0.08***) » H2b fiz
BN (B1H 0.12%) SHAREEERNTPE - FFEBEMS Kim ¥ @& H e
AREETEAS - DR (RS FHE S - ERAMIERREUR - &R ESE I L 2
ESRMIRFR s > PR R SRRSO R ANBERR ~ i~ (SRS SR BRI
YRR A B E RN T - (R U AR ~ R - DM E AR -

(=) BEBAENETAEEESEE EENEE

H3 B SR ARTERE (B 1H 0.58*%) « H3a (ST (B8 1H 0.49%%) + H3b I
BRFENME (B1H 0.34%**) » FEHRHE FHIVZE - K@ EMSE Parasuraman et al.,(1985)
6T R85 (2009) M7 o SEEATF SRS REET: » IR S 52 TR S AR AR 10 5
o SRR TN R R AU TS TR S 2 A I -

(M) H4 (R R EHNEEERESFEE EEANEE

H4 R i B R SR (B 0.11%%%) « H4a ZZ2(EfERL (B1H 0.21%%*)~ H4b fig
AR (B1H 0.25%**) S HAG MRS IE IR - 25 &R 2152 Roca et al., ! ~Doong and
Lai P9 FR BB R MBI - W 7&K 5% » A A
FWE - HIAZRBEARNERESERN - M52 HISSHBEE LS e -

(B) B B REEHEESHEAF ERNEE

HS E R ECAEE S (818 0.61%%%) » H5a LE(E{TRL (B{H 0.60***) » H5b
RS IRRENE (/1 0.52%%) SRR IR - FF&BEpgE PZB ™ SR THRES
B S FE A (RO E S R A A ) - WOIZE A R R R R R R R E TR AT DU
BAAEENT AR R LU TR Tt S s B A i o
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