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Exploring the Effect of Kaohsiung Shuttle Taxi Service Quality on
Behavior.
Pei-Ling Wang
Tzuoo-Ding Lin
Department of Transportation and Communication Management Science & Institute of

Telecommunications Management, College of Management

SUMMARY

In March 2014, the Kaohsiung City Transportation Bureau started to use taxi to substitute
for bus in some routes. Since the service expanded into urban areas, the innovative
operation model has attracted public attention. However, there are still many people
unfamiliar with this service due to the unique operation mode as well as unclear labeling
and insufficient publicity. Furthermore, the government can only directly observe
quantitative data such as ridership, and the users ' viewpoint is hard to be detected. To
understand the perceptions and expectations of service quality of shuttle bus service in
Kaohsiung, this study will explore users’ opinions and intentions by questionnaire survey
to reflect their perspectives.

This study investigates the relationships between some service quality facets including
vehicle condition, service provision, drivers’ attitude, information, and fare toward
behavioral intention by using structural equation modeling. The result reveals that drivers’
attitude and fare facets have positive and significant relationships with behavioral
intention. This study also compares users’ satisfaction with expectation by applying
importance-performance analysis (IPA) to evaluate what aspects should be improved or
kept on. By giving advice from the results of analysis, this study can provide government
or the cooperation as a reference for decision making.

Key words: shuttle taxi service, service quality, structural equation modeling (SEM),

importance-performance analysis (IPA).

INTRODUCTION

The Kaohsiung City Transportation Bureau launched “taxi flexible transport service program”
in March 2014 and it has become “shuttle taxi service” now. Shuttle taxi service is an
innovative model that replace some inefficient bus routes or schedule with taxi. The
government usually evaluate the effect of transportation policy by ridership. However,

people’s perception and feedback are hard to know by quantitative data. This study oughts
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to collect opinions from the users who had ever used shuttle taxi service and provide the
results of analysis for government or the cooperation as a reference for decision making.

In the section of literature review, this study mentions the development process of shuttle
taxi service, the definition of paratransit and DRTS (demand responsive transportation
system), and the factors which affect passengers' use of transportation. One of these factors

is service quality.

In this study, the service quality of shuttle taxi service is accessed by vehicle condition,
service provision, drivers’ attitude, information, and fare. Structural equation modeling is
used to evaluate service quality toward service users’ behavioral intention. This study also
compares satisfaction with the expectation from users’ perception and makes suggestions to
improve shuttle taxi service by importance-performance analysis (IPA). And the result
indicates that drivers’ attitude and fare have a positive and significant effect on behavioral

intention.

MATERIALS AND METHODS

The purposes of this study are to understand user behavioral intention, perceptions, and
expectations. Structural equation model (SEM) is a general and powerful multivariate
analysis technique to find the causal effects between latent variables and observed variables.
SEM consists of the measurement model and the structural model. The measurement model
is concerned with how well various measured exogenous variables measure latent variables,
and determines how well various variables load on a number of factors or latent variables.

The structural model is concerned with how the model variables are related to one another.

Based on literatures by Hu and Jen (2006), Joewono and Kubota (2007), Tangphaisankun,
Nakamura and Okamura (2009), and assessment of city bus and taxi service quality in
Kaohsiung, this study categorizes five attributes including vehicle condition, service
provision, drivers’ attitude, information, and fare to analyze the service quality of shuttle taxi

service as well as explore the relationships between these attributes and behavioral intention.

The participants in this study are people who have ever taken shuttle taxi. The survey
conducts and collects their perceptions, preferences, and trip behavior by questionnaires.
The data are collected from online and field survey and the total valid number is 217. The
data analysis methods contain descriptive statistics analysis, confirmatory factor analysis,

structural equation modeling, and importance-performance analysis (IPA).

RESULTS AND DISCUSSION

After a series of analysis, this study has the following findings.
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Drivers’ attitude and fare facets have positive and significant relationships with behavioral
intention. Vehicle condition and information have positive insignificant relationships.
Service provision has a negative insignificant relationship. The findings indicate that the
satisfaction of drivers’ attitude and fare enhance users’ willingness to keep taking and even

promoting shuttle bus service.

Importance-performance analysis divides a domain into four quadrants containing “keep up
the good work™, “concentrate here”, “low priority”, and “possible overkill”. There are ten
items among the questionnaire locating in “keep up the good work”, taken from vehicle
condition, service provision, drivers’ attitude, and fare. It means that the users are pleased
with the good performance of the operator, and the operator should remain their service in
these aspects. Five items from service provision and drivers’ attitude are classified in
“concentrate here”. It means that the users feel these items are important but indicate low
satisfaction with the operator’s performance. The operator should take them as a priority task.
Items from information and service provision are categorized into “low priority”. Both the
importance and satisfaction are low. In fact, the satisfaction of information items is the lowest
one. The operator and government should improve it as soon as possible. Two items from
vehicle condition are located in “possible overkill”, which means satisfaction of these items

is much higher than importance, the operator may put too much resource on them.

CONCLUSION

One of the purposes of this study is to explore the relationships between shuttle taxi service
quality indices and users’ behavioral intention from structural equation model and another
purpose is to reveal some suggestions by the importance-performance analysis and the

feedback of participants.

After experimenting and analyzing, this study finds that drivers’ attitude and fare have
positive and significant relationships with behavioral intention while the other attributes
aren’t significant. As to the suggestions, this study indicates that shuttle taxi service has some
problem including fare structure, service of drivers, safety and acceptance of carpool,

punctuality, promotion, real-time information, and accurate information.

These results aim at making some contribution to improve shuttle taxi service, not only
points out realistic problems for government and the operator but also enhances the service

quality to benefit people.
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2.4.1 PRI & FF
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f =

Joewono & Kubota (2007 ) ~ Tangphaisanku et al. (2009) % % z&% 108 & & =
#2106 F R AR PRILEFEEZ P F 0 B THEREZ €558~ Bff i
S 2H 2 TRBA A AGREEY FEIC 0 RS 202 Pph e
F2 P EEB i HHERREBAZIRBEREFTER > Fhck 330

1 33RRERILERRIAD 5

AL Bl RN R
10 Drivi E®EBD T 7% € praE -
11 Driv2 E®REEMRFL I TEL > A% 2E5AEH -
12 Driv3 H % Jf B aR AR 7 §iFET B o
13 Drivd BE®E XL 25k
14 Drivs E® R 7 5k ~ i AL 29 o
15 Drive H®E 7 ¢ h{7®iEs? $iF 3C
TR KR AT R

4. ?};mﬁ =8

DB R FTMEE S R R ek 2 R HER EH

&

i
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Hu & Jen (2006 ) ~ Joewono & Kubota (2007 ) % Tangphaisanku et al. (2009 )

BEWGF MR e r 108 ER BT NBRBETIEEHR 2 - h0 B
Bl Tk A BT A 340

234 FAFEFANGF

%%u Ko fﬁ"";%_ e ]

16 Infl 223HEFRAED -

17 Inf2 % #F BIRFOTM > Glae R § ~ B Y4 o
18 Inf3 4 BE 30 ik i KL AR

19 Inf4 ApME TG B Boi@ o

TR KR AR AL
5. #*

106 # B F 0 3 42E PRI TREEY o R AT PR AT
FiimA s o HY e d B4 iE Eﬁiﬂﬁﬁizz»(rgésu_ F)2FERE 4%
Z¥ER 2 4 & ¥ Joewono & Kubota (2007) % Tangphaisanku etal. (2009 )

B PR RS FE L v Y o FREJRIEE P LM e R o T

I

b

J4:

J‘l?f*—‘ﬁi ROIE 5 RGBT o Fdod 3-50

# 353 ¥ RPN F

E. Wi FERA
20 Farel B % ihf gt 2ag 5 e
21 Fare2 & fiAp o i Bt L& o o0 e
22 Fare3 =& | gE53 7% Eﬂ%%‘“ °
A kR AR AL o

6. 75 &M@
AFEF Rz -2 LT R X ﬂ\mﬁ LB S HEe 57 Zeithaml et al.
(1996) 2. B 4 ; 28 ;5\ F “/f PR (&) & W«‘Eﬁg?lﬁﬁiﬁ“ v HOPRGRA| fE

BGEAR mETRUEFERNA IR A BRI I RRAEG Y T F R
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Ao ) 2 THRBo 5 T8, 5 RANL o ek 36

£ 3-6 f‘?%%@FFBJEP\ 76‘1

MR %R FRERT

23 BEl ¢ %@ Az @od ) ik o
24 BE2 §EpAAit 28 g o
25 BE3 MisgFFHEF DN o

TR kR ATy
3227 %k

AT 2 ARSHTRET 4L 2B F R AR FAGE R R
B R LSRR S e B e e
SRR WA Ve S R

b0 d N ERBALE - 2B T4k RS DB B RESE
FoAPIHEMAAEMR T N B AR Y F2 BAF BT UR AR

2 R T e

R ¥

AR 5 T FER A NN @ MR LR £ R e
BEERELRELAM AT EHEY L5457 ¥ 4 (LikertScale) g ¢ * ;F‘k
ZREfRE P 1 R AR AT 2R SRR LAY ER O AFT R

DB R R LA G AT

L Bgmkis2dgmi byl BPRY FRARLTE
2. PRI E '?]Pl;iﬁﬂz"\%%ﬁ;"i 7 e ,rgiq/;r', -2 fggl ﬁ’% E,}il r‘].%

3. EMmBMBER I HERBIMAERPERY FRLRLFF -

4. FAkE: 288§ FRAAEFVEER Y FRAAL T
5. B oI HERERT FRLALFE -
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FTRIN BN FIRBAL AFIN R PR RN AT 2T B
LHRWAS FEIpth o 22 BRI BB T PR RIS T 0

2R IR T o

e
>
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g
b
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oy
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gt
oy
&k
S
7
&=
]
»
P
-
T,
.y
|

% & PR E
PR I - C N R C R I - ) 0: 434
L1215k ™ 2:15-25% 3:26-30 %
B R H2EY 4:31-40% 5:41-50% 6:51-60 4%
7:60 1 b
1: 54 2 BEY SR/IK
3: Em/BIRAE 4 FTAREE
BE R HLHE 5:1% 6 Riridtc¥
7 ¥ A b 81 7
0 : ¥/ 10: #
oy M - 1: ¥ (5)4T 20 % ¢ B
Z& %*ﬁi&%ﬁiﬁﬁ.3:?§§$ 4I;iéwtf
1:10,000 12~ 2 110,001 ¥] 20,000
FLfe @ EE W L@ 3:20,001 £ 30,000 4 : 30,001 F| 40,000
YT 2 & %F 5 140,001 ¥] 50,000 6 : 50,001 F| 80,000
7 180,001 ¥ 100,000 8 : 100, 001 r2 +
N L L EE BT Tt 2 HBleg 30 =2
i ¥ %¥;5ﬁ5£ 4:3488 513 6: 152
5 X l T:pird 8: 4 (7 9: Hu
1: x93 21 kRS R
4 % Fa 50 & EM 6:15 8
7:23 B 8 :33 9:62 B
Bk R*FEHERLI 100828 11 : 98 & 12 ¢ & 3
ZB® O RFERER 13: %6 14: = 16 15: % 28

16 © %= 50 17 % 51A 18 &= 51B
19 =51C 20 = 69A 21 : # 21A
22: 4 21B 23 : 4 22 24 H51
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%37 () ~7 7277y R

l:gi@*e? aifd = B2 QN
20 R AR ARTREE RGP
i ’g‘%iﬁﬁ»:fﬁa%'/;{; 3:&B2 1=
Hp 46*1.7wﬁ 45 B 2-5=%
5:&% 1-3=x%
6 ALl 3 =«
l: 2% 253/ 2 £ 28
o B 5N T%’i*"ﬂ*”ﬁ‘%?éﬁ;‘f]\% 2 A BRA/AER
PRR RORPRIFZRRLE EAR 3 il
iIFEE O fRR 4: B R/ER
St RA/ENER
3373

AFETHEFREBLZ R L v cid#y sif AT Wk T
SPSS Statistics 17.0 2 LISREL 8.52 i& {7 & 7 » & 47 = j% & 354t {52t o 47 ~

BRAT  HREEFE AT S A E LR A RS ke T i
3.3.1 dcik szt o 47

AT ER AR FE ML S RFEREELIEIALTHEAG
g BB fEE Y B

%— -H}}%@IW ’%ﬁa\za’ E:EE] '1‘2:&4\]2%»2 \—T-j’l:ai: Fj,za\l,h ‘L *——‘,LE Wd—*’t

L% -
a5 % PRF* 3 W2 _Ap RE 3 A =S U Ea A A BB A ?\7}‘, ﬁ

LN CEa A58 ,F'uﬂ—ﬁsﬂ\ LN R (E4 H crEp 2 o
332 2 B A+

Peter (1979) 45 #1 5 & (Reliability ) 2 #i#2 & & £ | (Test-retest) ~ b %
- % (Internal Consistency ) % 4f & (Alternative Form) = #g » 2 # p A - &

PEAFTERET L3 E > bR * Cronbach’sa & kg -
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Cronbach’s o @ A >0 3] 1 22 & » 3 xg*_ﬁ KPR A ER— Efz'ri;ﬁ B oH
Cronbach’sa £+ % 0.6 ¥ z fF P 2 AT HERL W 07455 3

BRI 035 A T MR (B2 F 0 2004) 0
333 &%FILFIE A 17

7 %1% & #7 (Confirmatory Factor Analysis * CFA) n Ak K 78 i &
REAHEZ G 0 TR R~ sk (Convergent Validity ) £ % %] 2 &
( Discriminant Validity ) 4 472_ o
Carmines & Zeller (1979) #->x & % & 5 ] % »tA& (Content Validity ) ~ »c &
B B> B (Criterion-related Validity ) % 2= 4£>z/& (Construct Validity ) = ~ #f >
PEHARR S 3R R TRk ( Convergent Validity )~ ¥ %]z & ( Discriminant
Validity ) =2 2 22 (Nomological Validity ) (Peter » 1981 ) -

feacre & 1 F1 % f 47 £ (Factor Loading )~ # £ 7% & ( Construct Reliability -
CR) % T35% R 5P~ § (Average Variance Extracted » AVE) 3+ 5 78 2. » # b

FERHE G Rz Fofph it Ru R E%RFEI FHER F LT L2214 &
¥R 32N THRREEFEREASHE T aphd E4p 7+ 3 (Fornell

& Larcker » 1981 ) o
334 ;Hﬁ_’ AT

i AR £ d F1% 4 47 (Factor Analysis » FA) % & B /24 17 (Path
Analysis ) e— #8377 > d Karl Gustav Joreskog - 1970 & 3% I ip B PL 4 > iF
B AALE BT AP R E R ik P - (R 2011) F b
S Al ¢ 2 RIR B (Measurement) frg #4050 (Structural ) » R £ 050 4
& f7 vt L% % #ic (Observed Variables ) £2 % #ic (Latent Variables ) 2. B e

% 4 ij}u{ﬂ—% AAr o m BRI A AT IR B b R B PR T (Hoyle &
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Panter » 1995) -
- BA EDSHES REA D - B PR oo BESEES T
o U ERE N B %o 4B 32 71 > F1 &2 F2 A w5 A BAREK
PP AR VIIIVS L p SERIERECELFES RIS E P2 GFL

D2 54 i i2 it A fREaRiAs » T2 (Byme s 1994) -

El — Vi
V4 e— E4
E2 — 2
V5 «— E5
E3 — V3
Measurement Model Structural Model Measurement Model

Bl 3-2 $H> 3 25 & B
3.3.5 i fir & 4p

S R AR ER Rl R B AT ERIE 2 - o B fedp iR
¢ 7 % ¥tig pe (Absolutefit) 45 % ~ 3 & (4p %+ ~ +* $2) 3 fe (Incremental fit)
ip e »xig o (Parsimony fit) dp#%-= = 4 (Hairetal. » 2010) > feif & £ 4
RAFRAERINART ALY 2 HFERFEZ HRP 407 o

ERERpES G 2 ELd B LR e ke E o B B
A THAIGAEE  PEF S IR AES ] RS Joreskog & Sérbom
(1996) 2% * + 3B d Rant @ (¥df) ks 2@ AP AIE e R
A% ¥ &3 P Rl A TR G e R - fe i R dp 1R (Goodness of fit
index » GFI) &gt jFaid chv BEFREE R BE A0 0~1 2> g4
TIREAHATEARLE > - BRERELEEZ 09 ) > KA L E g =050
£ #5 Dolletal.(1994)3n 5 ¥ 2% % 3] 0.8 17 17 3% 4 357 42 (Root mean square

error of approximation » RMSEA ) # 7 £ #% A e @l 58 > B id 4 A RE t R ﬁ

&
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£ > RMSEA ] % 0.05 % 24 e » -] % 0.08 5 7 4% i fie. (McDonald &
Ho » 2002 ) -

B fedpih & 0 A & 45 (Normed fitindex » NFI) ek 32 &3+
FEXWEA N EERABRST 2 EOL R TR - BRKLNEEL
WA 2o e L5 0 BB FHE* 13009 5 % (Bentler & Bonett » 1980 ) ; +*
fif fedn ( Comparative fitindex * CFI) 32 NFI enig & » ¥ F p& ) B3R i3] &2
REPR MG BA 2 LB RE P RIRRHEI G &+ 2
LAPREEAT  EART I A A WA ERGEE AT oo P &
tehig & > W ¥+ CFI>09 -

[ rzif fe ™ & 0 3 B 1S 4 fe & 4p # (Adjusted goodness of fit index » AGFI)
BT EA AT SR ELT R R LA d R S RHAEF GFD e GFI
— A0~ 2B o LEELZ 09 > 22 ¢4 GFl P prH Hcigs ¢ X

7| %% # % > MacCallum & Hong (1997) 2% ¥ 2<% 3 0.8 o fj »cif 8 feif
K 4p ( Parsimony normed fit index » PNFI ) €_NFI eig i+ » #2 § hficis 4 1 &2

WAZLRE - HALG BRMR > BEN0S L 57
33.6 F B —% A 752

Martilla & James (1977 ) #& 41 € & 4+ — % 384 472 (Importance Performance
Analysis,IPA)> & ¢ % & K 27 7 4 ¥ IPA 2. B * 3 1 kg id e > (e TR 4 2
A &} iF3F 72 % (Sampson & Showalter > 1999 )> 7 & * GEEREE A S
JRIFcHE R M Z ARARR > H P A MBRE MR )’MF]"L/% LALR R 0 3 AR
BHcE i i ARET W - AL A ER HY G A E LR

Fahis & LR > Sd14 84 5 B EFFR (Keep up the good work ) ~ %

-

¢z L % (Concentrate here ) ~ =t & #x L % (Low priority ) ~ i & £ 4L % (Possible

overkill ) » % % "2 R & A if4cT
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1. BFFFFR - ATHEEZELREAES  JRIFE ‘/‘jﬁ A IRs £ ARE
T S 3 PRAR S o

2. @&éﬁ%tﬁﬁmﬁﬁﬁﬁ%%’ ©EE EAARR M A IRTR D
#

[N
&
<o
i 3
1%
=
&y
%
\
“:mk- 3h

4 BREEHAFHEERARF > RIRBERLF DERAN LY

FE2RE
F\
BRUEE BEERHFE
. RR
T RE
REUER BEEAR

B33 &£ &M —% A 7H
L kR Martilla & James (1977) »

TEP—AMAITZPE TP IEE 0 S NERRBRETAELE T R

T eAfiE s A Rl AP RS ZREARRY 28 S 2B A
2FL 2 e AN FIRIBEF e cEmE AR L P
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Fri REAd

ARUEFF = RE 2 BREREFTESIT AR PRIF S S5
LTSRS rr 2 A B HIREFTREE BELTEE AT
TEEHHESAEAAT R FRHLD NP F IR LA ST LB LR
FHEEFLIARZIEES R EER Y A Mo 2 HFF I N R PRIEZ

H et 2 o
4.1 B ¥ %

A IR B2 3 NEERRE SR R g E v 51 R E S T
112 Cronbach’s o L5 5 & A #7225 > - 433 5 Cronbach’s o & = ** 0.7 R
AT AL S PR ®MHEE (George & Mallery » 2016 ) » % 4-1 2 m R & & &
LAt Ek o e 2 HERARA B L AZA 2 Cronbach’sa B9 3 0.7 K %
BARAFYEFBLD o

Fo A1 RIR S R A YT

1‘#& A7 Bc Cronbach’s o &
B gk ik 6 EALARR 0.838 ~ & A 424 0.913
FRA% % 3 LALARR 0.859 « % 2. 428 0.842
Bom BRI R 6 TR 0.867 ~ %R A 0.905
s 4 FALARAE 0923 B A 4R 0.873
B 3 TALAER 0.854 ~ % 2 424 0.849
N 3 0.947

TR &R Ay R o

TR B2 F R 219#= 7 L2p 22019 & P LT gk E
2}-@’:’ ; ’J‘ I I% * “‘;‘_:%E":‘ZIF”LF P%EI‘]‘%‘ ’ FF ég&é&_ ’ﬁig_—??id:);ﬁ%i ’ J’\‘ #F’
MIFELHEAFE AP Fo g e BFaB g  ( S8 o

b L S W E s R ARGEA Gk FRREL BFR R 2RE
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(8L s hE N M R E S FREN ST UEEI AL 0 WFH AR
35628223~ %228~ %50~ % 51A/B/C % 1‘% 21A » 5?%%’35:%‘:%?
LPFHFEBAAN S S L% QRcode HLBM I o BB Z 0w

249 > PAHE - REBBEB L ROCR EE 32 15 11217 B kB E

42 3+ FRACE R 5

421 AAGF F THA 4T

AP TR L E EAREEe 20 B BT AER E%xizzﬁ U
A FR AT 0 R T A AL A 4T 0 X iﬂ"iﬁ € EMFHET L AP 40T > Fw
X fed F oA IR e T F oA 42 1o

BrB g o 2 AP H R 122 4 (56.2%) 2T L 95 4
(43.8%); #dmF 25 > X FrL 153 255 ~ 7 (44.2%°96 4 )> H {8
Z E#RT A5 313 40 % (13.8%°30 % )~26 3 30 # (12.4% 27 ~ )~
60 #12 F (10.6% 23 * )~41 3 50 &k (8.8% 19 * )~51 % 60 f& (7.4% >
16 * ) BfSP 5 15T (28% 6 4 ); He 4 @LMmdfch 153 25
R4l 250k R 512 60 kenERTRPEF AT (42 Lo

AIABZ AP ERTRRN TR S F 0 R A dh 484% >
HX 237 B B A 8eh341% 0 @ 8 5 & 10.6%FL (7121 ) %2 6.9%
Y (F T ) BEIS L 364% N F 2 Sk G X2 5 AR IRIFE
MERNFAR o VHEERE o Akt E L0 17.5% 5 & 07 L e
010,000 ~ 2T S A B (38.2%) 0 k2o R A A 20,000~ 3] 30,000 ~
(24%)> # &5 =fer e a7 @ R F 5 10,001 =~ ] 20,000 ~ (14.7%)

% 30,001 =~ 3] 40,000 ~ (10.1%) > # {& % 50,001 ~ 3] 80,000 =~ (6.5%)
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40,001 =~ 3] 50,000 =~ (5.5%) ~ 80,001 ~ 2+ (1.0%)

F A2 X HA G NIRRT

g P ) =# P A
" 4329 95 43.8%
4L 122 56.2%

15 6 2.8%

15 fk - 25 & 96 44.2%

26 f - 30 & 27 12.4%

& 4 31 g - 40 & 30 13.8%
41 fk - 50 f 19 8.8%

51 % - 60 % 16 7.4%

60 gk 2+ 23 10.6%

B (7)™ 15 6.9%

wt iR ® 7 O 74 34.1%
S-S S 105 48.4%

RL(z)m? 23 10.6%

el 79 36.4%

BEG O 5k 22 10.1%

& iR PR ¥ 31 14.3%

T 11 5.1%

B ¥ 1¥ 9 4.1%
¥ ORAR B 9 4.1%

7P 18 8.3%

FE: k 20 9.2%

H 18 8.3%

10,000 12 ® 83 38.2%

10,001 ¥ 20,000 32 14.7%

20,001 1| 30,000 52 24%

&0 v 2@ 30,001 ¥ 40,000 22 10.1%
40,001 | 50,000 12 5.5%

50,001 ] 80,000 14 6.5%

80,001 ™ } 2 1.0%

FHL KR kAT TR .
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422 @ % (75 BREHME LT

Mo

= PEX oy -

-rx\q,

AR B P FH A S F IR R Y R RS

F_k

i e
Bl FLLHMRBARENT LR TR S RE D N
BRI 0 S AT IR P AL 2B LR 7 0 BtArd 430 Bt 217
éﬁ&#ﬁﬂﬁ354%&Wﬁéﬂiﬁj%%ﬁ’%éwwé1M%°

F43 2B 5] F PRI L AR K

#E | = #i oA
& 182 83.9%
Z 35 16.1%

TR KR L AL R
AR RSN F 2w A g AR AR HEL 9B PR
AB R F L Bk 4dr o BEHAE 0 LREEE LA Y

R BT KB G o Aud 0 341%2 23.5% @R EF R LG

p)

Br2-5=x (13.8%)~ &t 1-3 = (124% )~ * ¥ 428 3 % (11.5% )~ & B *
1% (4.6%) -

Fo4-4 2B 5N F @ o A K

5 v = K T oA
B e pid B 51 23.5%
R eI REEFEZE (3R ) 74 34.1%
EBr ] % 10 4.6%
F B 25 30 13.8%
3 13x (%FF 7 412%) 27 12.4%
FFAZE 3 = 25 11.5%

TR KR AR B
FE S S L AR AR T RN N RN T T E R S
BRI RN FEEHER D G M Ao fdeT TR 41557 0 5 HSI Bl

AT A 114 23 TS01-~T502 >0 Ak is 40 8 > 4 @ik wice

ETTES
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35
. 23 23
17
13 13 5, 14
9 g 10 710 .
5
3 4 3 3 I I
1
II | "M | II 5 N I I
: B T Y e e N L O G G G A QTG 2
g%m%%waeegwﬁ%%%%%@%%%%i
EFFEFF veo  we

Bl 4-1 537 % i@ * prai et

L EL AR S ) F RIS Y A8 - R Y R

AR S p%ﬁk\: 2 BEEH R o

-
(i}
|
e
W
R
—
|
s
ih
(O]

4.5 MEE sé‘?ﬁ'r%ﬂi

a & % &
s

= #k ot = #ic R

- 48 10 4.6% 12 5.5%

HiE /s 58 26.7% 58 26.7%

A 50 23% 82 37.8%

Al - - 3 1.4%

A 16 7.4% 16 6.9%

e 76 35% 29 13.4%

pi7a 7 3.2% 6 2.8%

# {7 - - 11 5.1%

TR KR AT AR

deb R0 0§ 35% R R MATR Y 2 3 & N BN i L
i ] B HE e (267%) 2 28 (23%) A bR @ FELR LD G

B4 (378%)> His4 EHEF/ /I (26.7%) o2 (13.4%) BT Gl RS

WH e R B FNEmt s 2F SRR L2 - o
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43 25 TR B T 30L 15

% B A 45 H_2 Cronbach’s o & k2 302 — R > e PF LS 1 3E P 2%

1n B (Corrected Item-Total Correlation ) 5% & Ho B B2 pM A2k - ¥ L I

I 5 T Yo Aot B 5 W B iR

HIEH AT 0 A 46T A 48 A H h ik

EARMER CBRELARE FLRABEFTRE TSI % -

246 EARAER LG RS T A 1T 4

R e T
Condl 4.18  0.899 0.728 0.900
Cond2 4.13 0911 0.667 0.910
#4% Cond3 428  0.774 0.849 0.883 0911
AR Condd 444  0.750 0.830 0.886 '
Cond5 446  0.787 0.764 0.894
Cond6 430  0.822 0.713 0.901
 Servl 437 0878 0.630 0.658
E’i Serv2  4.06  0.984 0.583 0.722 0.769
Servd 449  0.788 0.610 0.690
Drivl 459  0.708 0.659 0.879
. Driv2 453  0.758 0.733 0.867
5P Drivd 442 0.847 0.640 0.882
JR A% _ 0.890
i p Drivd 440 0811 0.771 0.861
Drivs 452  0.794 0.782 0.859
Drivé 434  0.852 0.675 0.877
Infl  4.11 1.068 0.811 0.921
Fa Inf2 420 1016 0.873 0.900
o 0.932
#%  Inf3 424 0979 0.843 0.910
Inf4 414  0.992 0.834 0.913
farel 442  0.852 0.849 0.908
7*  fare2 443 0.895 0.897 0.868 0.931
fare3  4.44  0.886 0.831 0.922
FH kR D AT R
55

doi:10.6844/NCKU201901518



24THRLARR LR T RS T 08 5 4

Item-Total a if item

- T g ¥ _ ,
e s ik Correlation  deleted Cronbach’s a
Condl  4.37 0.878 0.826 0.947
Cond2 436 0.861 0.873 0.942
#4s Cond3 444 0.798 0.910 0.938
 a 0.953
A Condd 447 0.839 0.879 0.941
Cond5 436 0.861 0.832 0.946
Cond6  4.38 0.863 0.808 0.949
. Servl  4.00 1.030 0.661 0.730
PR %
ﬁ?f— Serv2  4.16 0.909 0.686 0.698 0.805
Servd  4.39 0.865 0.619 0.767
Drivl  4.37 0.829 0.693 0.850
Driv2  4.46 0.827 0.720 0.845
'R .
Do Drivd 412 0.935 0.666 0.853
PR3 _ 0.873
s Drivd 433 0.897 0.722 0.844
Driv5 431 1.019 0.620 0.863
Drive  4.12 1.023 0.659 0.856
Inf1 3.80 1.046 0.805 0.906
T Inf2 3.99 0.965 0.840 0.895
,,(. 0.923
#E Inf3 3.87 0.993 0.841 0.894
Inf4 3.77 1.023 0.804 0.906
farel  4.43 0.825 0.683 0.904
7t fare2  4.57 0.755 0.822 0.773 0.877
fare3  4.57 0.737 0.794 0.801

TR AR AT I

% 4-8 75 LBIHEG &R & T ks 7 4

Item-Total o if item

1‘#& WMo EEE R L Correlation deleted Cronbach’s o

~ BEI 416 0992 0809 0.779

%:;] BE2 417 0949  0.855 0.740 0.876
BE3 433 0999  0.631 0.939

FAL KR ¢ AATERTL o
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H| w4 + 5 % Cronbach’s o & & 0.7 & i3 &+ 938 P 24P B 1€ 0.5 %

5*34

Flg > AFERAE 5T B2 MY 2 A ETRAS S % AT
EFRERARKE BRI TOE BEFR I FHERA 2 RIBE LR G
BRBHE R FTAKREAARL TERMAER K A ABLAER S ¢ T IR
23R A BB BRI NLTARE SFRL NER PRSP R

&~ H R -

4.4 %L FF A7

AFPIRASERAESRREPD FEGARALE  BREEEHRELFIZ A4
Pl PeAp R 3R P o A SRR B ORI LR RN AT A R A ML BRI
T LR BRARRE T LBES #1472 0 BELT L taon R 8 R WA e

£ 049 s S%EETF AL @bt Bk e 2uET L 335 2
PF oo BRI o F 3 E5 49433 pd RE 254+ B d Rip
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