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ABSTRACT

How to promote the city bus usage intention to ease the congestion in urban
traffic network is an important issue of public transportation system
management. Previous studies indicate relation marketing is an effective
strategy to retain customer in retailing services. However, for public
transportation which is derived demand, related empirical study indicate
interpersonal interaction between bus driver and passenger can not significantly
influence passenger intention to take bus. Since city bus service involve factors
related to interpersonal interaction between city bus service staffs and
passengers and should have impact on the service value generating process and
considering several news indicate interpersonal interaction between driver and
passengers will create values and increase the intention to take bus, this
research argue that relation marketing related interpersonal interaction may
play as moderator and moderate the relation of service value on passenger
satisfaction and on behavioral intention. LISREL with empirical data is
designed to empirical test this assumption. The research results indicate that the
interpersonal interaction between city bus staffs and passengers will moderate
the relation between service value and passenger behavior intention
significantly. The influence of service value on passenger behavior intention
under higher interpersonal interaction will higher than that under lower one
significantly. Interpersonal interaction between city bus staffs and passengers
will influence passenger behavioral intention significant through the way to
moderate the relation between service value and passenger behavior intention.

Key Words: City bus; Service quality; Interpersonal relationship; Relation
marketing
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**denotes a significant level (p<0.05).
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TEAERFETARAEAGBEXABRBRREMRNEENR S MERORS A
™, TmESARBRIEARER , BRERESHRBREEREDABRENE A
BRERAOHEAREEEFAQEEZENTE. YARBREEREEEIHNAEE
REMQBEENRE  NERBEAHNAZEFAOBEENYE, ARRHEERR
BREEHERRETAROAEDREENTE  NBRBEAREREER S| HEHER
RETAEOEEMEBEZNTE,
BE A SABRBATHRBEEHNRRETAZAONEZTE  HEEXNEARBR
TREEEHNEETABONERELE. ESABRRAT A REEEUNTAZEANE
FELAEEM  HREAREA 042, MEBRAKRRBAT , RBEEEARTAZEEANE
FETEAREN  BHRERYA 028, WHFSWR 4 AERRIMER , HaF
R0.05 MBEEKET , SARBRTRBEEARTARONERE  TEZEARNEA
MERTREEEHRTASONEREE (p-value =0.05),
RER4ABHRRIMBERURK S WABRBRRBARNEERRITERTH
HRTELAEEERBMS , ARBRDEZBRBEEHRTAEAELBEZNADTN
R, MARNKRELRTRAZAEEBZNTE,

b fEEREAEIEEE

51 iR

FRARCTELAERELRTAZAEADINERET , TELAERERRE BN
ABRBERES  BRREEARTAEFEENRTUREFE. LEFHARIMERETR ,
BABRBERNTEAERERRITABARBABRBRNTELAERERFITAEN , R
FHEBICEHBRN DN LAELN S TER. MERIGETR  REaEHRRBER

FMRBREE , FEXRAEONEERE  AIBRBEAHRBHERE. BRERZENT
AEM  FEZEREANTE  REEEHNRERSENTARGD , FEZAEANE
EVE  BREAREHRTARN , FEZRBEEONEEXE ; BEREERSILHRITA
O, FERBERONEERE  BEnEREERKEERRAREN T M HITAROE
ERE,

MABRBRERNEELRTRANATRRINET , REERRME , TELERE
HERFCANAKRBR  SERTELAERBEENTASOWE HNBEK , EXEE
MNABUR  BEABRBRTHNTELAEREEE , BRTASONEQRRKR , 88ES
RBEABRBRETHNTELAERBEEHRTARANEQARR. 252, TELAEXE
MEREFCEBNARRR  SE-—SPRURFABEEHRNERTAZEOZZE. BEM
5 TEAEREARFCLHANARER , DECHREEEHRTARONSEELH
EiER , MEREFERITRELEEM,
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£5 TEAEREFTREMRAGBELXABBARAHIRITER ERUR)

= ABRE & RABRBEER
Std. Para. |t-value | R? | Std.Para. | t-value | R?
F6 REITAREM 0.71 0.56
FlLIRBERE 0.02 0.20 0.03 0.19
F2 &8 R R A —0.24** | -1.78 —-0.23** | -1.79
F3 lREEE 0.42** 3.47 0.28** | 2.02
FomEE 0.24** 1.71 0.27** | 1.72
F5 BREEWRSE D —-0.26** | —4.65 —-0.30** | —4.96
FAREE 0.85 0.82
F1IRERE 0.37** 3.37 0.38** | 3.48
F2 518 R R A -0.50** | —6.38 —0.42** | —6.00
F3 lRIEEE 0.20** 1.72 0.21** | 1.72
F3 R M{E 0.69 0.66
F1IRBERE 0.61** 8.92 0.61** | 9.61
F2 &8 R R A -0.35** | —4.60 —0.28** | —4.53
12=627.22 (359)
¥? | df=1.75
SRMSR= 0.099
RMSEA=0.076
s CFI=0.89
BEXEEE L RIEE GEI=0.81
NFI=0.78
NNFI=0.89
PNFI=0.74
PGFI=0.76

*denotes a significant path (p<0.05), **denotes a significant path (p<0.01).

52 EIREAMER

FRARDTERET  FERRABRTHENABRBRZBBERSREEE  FELER
BEER , RETRELAEREVEREBETR, 252, FERABSKEN ARBRR
BES  SERBEEELEXEER  EMERFELBSHITARG. Et , BRITH
HES  HREBRSIFEFERNTELAERBEMS , REAREERERREENEE,

EEIENR , EAMENERTRE  TELAEXEERTCANARRR a4
RTELAERFZEENTAEOME ZBNBERELBRZNATUR , ERABRRBRER
MEAEREEENBREREENE CHANER  UFTSELEENRBUR. EBEF
TEAERERRECHNABRRBRES  BRRERE  KEENRELFE/TURE
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EFTRESHNEENE  UEMERFELRLENSHE. FENNTELAEEERR
B, AERERARNEAXREARTCHANABRRRES  BRFNBIESESHE
B, MEREFMRRNABRBREALELZIBEZRARTNPREE , BNASEEIARE
RABFRTELENZM,

HENTEAERFSRT  RERARKTHNBSFTARTENERES , U
RATERLAEREREREZBANAKRBR  SEIRRESTELERENRBEEENE ,
WAE-SREREHNTELENE RSB, METHEERHTRLRENAMET , &
BMREMFIRENARE LY REREHEOEBEN, BB ORE. URABYWIRN
FAMNFEREZES , URERTEEASEERFTEFAMCELECHEELARES ,
EMERABRRARONERE  EEHREARATELAERERRE CHHEELAR
ARNERES  TUERFRZIESHREEE  EMEEEATELAEARERR
RH B,

AARTVUTELAESMRER , BERENABRBRESHRRELERTAZE
g MTELAEERNERES ARFAFIXEIR  YEATEAFEREARBRE
BSZHARARINRLERR HRHARTELAERBRABLHNRERBEEEXM
5, MERERRBERRIATELAERNEE , AREFEEFESETHREEZL , B
BARALHEIREEL  HERFTEBRSNEPIRENRE K HERTABRBREDRS
MARETEATRESUMBNERASNER HEREEEFTEXEN ABRBRE
B UENRERRTACHERTEYR  EFBE—JETREMRERRE, BE ¥
REITBEMS  ERFARBREBESHNAREINRER , ERHEEERZIHEFR
RAEPEBRETEE  REBTEZEERRE - AMATEBRNTEE , Rt TR
RENABREBRRIRZRERESE, MENEEREFENAFTEEERREERU
B, QR TFEEA#N  ERNRBERASHRRARTAREBNEEZEE , @M
AIREXRENARBRES  BRREBRTACTERTRYR , FEEE-SETR
mrRERE, Hanss, HE, 8% hWrESERIEERFARBRERSRSHL
AIETRTEELNRHEAEN  ERTUREEHE BB TR, ALSHE. & #6K,
MERRMABRBREAUNREERTACHERTENR , NEEE - SETREWR
EEE  UWEAXERBERLEEL B
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