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Abstract

The main purpose of this study intends to better understand a natural phenomenon of
customer service relationship and its performance in financial banking industry. To achieve
this study goal, we carry out an empirical study by using a multiple interaction regression
approach to structural equation modeling (SEM) to gain significant outcomes that were
consistent with the dependent variable predictions but we moved beyond earlier literatures,
presenting new findings and insights. Our findings suggest that evaluations of bank service
resources that include human factor as well as information technology and their interactions
will lead to a more accurate prediction of the relationship performance, allowing them to

match with this changeable and dynamic marketplace.
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TEFRR  E TEFARRL ST HER ABBI5A AT E4 KMO &
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HARFERREEEE52152% 2w Bipa FlE A 55 0 (1) R ERERIG(2) 7
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3.2.3 AE % PRFEBE 148 2%

32301 EERBHGER

REEPRISM G R RS LA R 2R E S 8 A2 Gl DR R B R aE R
Fade@rin ) FASHIE RS2 F S EH DT A o F o sl 4 HiEE
B G2z VR PRARRE g ManAv c RRAEE DG R T R EEE SOl AR S
® o Plac MAF AR T PRIEM Tk p 12 o Kim, Suh ¥ Hwang (2003) & * T g7 o + 3¢
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B FTROTLBE > R LA RREMEHF ST AR TR PR E
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»% o Barney et al. (2001) 23k § i FURD Fohg REH 2 BFRIEPE DT > &
PURFHIET R G e AR 0 R B D TR IRAE TR 0 Al D LB AE R
JRA% 1 & (Makadok, 2001) - iz~ F]¢* Barney (1991) £ Fﬁ%,ﬁf]&mﬂﬁiﬁﬂ”}})ﬁ”ﬁ%:p =g
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FREEE PN IVRIFFIRE RIFFTRE S B 3 s o

&
d
-
"

5471 U@ AR 23R
ip;@@%«*%Amwﬁﬁpﬁﬁ“ﬁﬁmﬁp@miﬁﬁi%fﬁﬁﬁﬁ
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FARREBDL FRBE > TRFTERF BB RR? T ORE F
Herscovitch ¥ Meyer (2002) #% 1 5% (affective) ~ ¥ 4 1+ (continuance) > % & 73+
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%1 M ek

& A2 AT R RE L PRIRBE T 5 0%
1 2 3 4 5
Mean SD
1 3.416 425 1
2. 3427 420 S14** 1
3. 3451 429 S509** S562** 1
4.  3.487 448 591 ** S31** 568%* 1
5. 3453 363 637*%* 608** . 884%* .669** 1
”%%kﬁmmm%&%14iﬁﬁp@ 2?WHWﬁ?@ 34 TR L

42 gRi L R

ARF EPRFXBE R 5 RE L PRI

7R — AR R IRAEM 1§ okl

[ S

L o

M R

ok i R I e L]

R LA RE E PRI F IL RELIRIZB IR
AL HR12 & HOAID B2 R BAID BRI 2 M
3 g %
Bz BHF
Al
A RIET
() 33%* 31%* 1.7-2.1 A3%* A1** 1.7-2.1  45%* 41* 1.7-2.1
TIIRIEF
(HIb) 29%* 31%* 1.5-1.8 AT7%* 2.2-2.5 17 2.2-2.5
Bl 2 7
iR
A RIET
FREF IR A3% 2.2-2.5 AT7%* 2.2-2.5 17 2.2-2.5
%3 h(H2a)
Y2 62%* .64%* S5%* 46* S1** S3*
F 118.8** 120.7** 60.2%* 63.4* 78.2%%  79.8*

*Fp<O1(F & ),*p<.05(F & ).
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