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ABSTRACT

Since birth rate in Taiwan decreases year by year, parents are afraid of
their children losing at the beginning, and thus they pay much more attention
in children’s education, therefore most of the children study not only in
schools but also in cram schools, so cram schools increase rather than
decreasing. The study aims to Changhua city elementary and junior high cram
school, use parents research. Totally, 300 copies of questionnaires were
dispatched and the effective response rate was 82%. The results show that (1)
Service quality is significantly affected to customer satisfaction, (2) Brand
image is significantly affected to customer satisfaction, (3) Service quality is
significantly affected to purchase intention, (4) Brand image is significantly
affected to purchase intention, (5) Customer satisfaction has part mediation
effect between service quality and purchase intention, (6) Customer
satisfaction has part mediation effect between brand image and purchase

intention.

Keywords : Service quality, Brand image, Customer satisfaction, Mediation

effect
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AF 7 F A1 Anderson and Sullivan (1993)4p ) PR 5 7 F14R 2 0%
LR NF R G R - R %mg’wﬁ§?{§%%i§¢ﬁf,
Fleb o RIS F G AR s R R chw F1% 38 > £ 1 Zeithaml and Bitner (1996)
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o RIRDESFEBRLEFAAIM G MBSTFERFHEERLA 4
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Bowen and Shoemaker (1998):%. % B £ L AR A - B R L@ ik > 7
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PIRIET AR AL ALY DAL T M G B 3 TR
R e BAPRIFIR LR R F F MR LR g RTF -
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3.2 P31 BK
LRGP E LA P PR 2 R R AT R ER D

v

S S G
HI RSB S FHEZBLRL ] o HFLE -
H2: S AR ARAL R EE BT

H3 :JRbS MM LREG 2o HFBE -
HA D g2 g4 A5 T 2ok
HS:BEZMLAHME LS 2ol ¥R Y-

’ — A
Tk ERER

W

H6.é§&\; :&E L_FRjZ‘W%&I‘J’Ei% ’%fﬁa *ﬁ 3k o
H7 D BEE R AR EM %2 LT LG ¢ ik o
&3%%ﬁiﬁﬁﬁi§§ﬁi

TV RS L R 2 FFAY TR ALK FREE B L
AR AR %\ 4o 3.1 #roT o
1. PRA% &

AF 3 ik yx Gronroos (1982); Lewis and booms (1983); Parasuraman et
al. (1988) MR+ ZH T & 5 REHA VIR F > a P FE I %R
flisehg £ 2 L§8 > B % i‘ - AETRE > BAcl § H B X F Aodf
oo Ry iﬂ‘ *—”%Eﬁﬁ’ir’ﬁﬂﬁﬁiﬁ&?fjﬁl BmE e &FR%Z»S«%?@?;_"’ B o AFE
A MRS REF BT RS £ ISR -
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2. &A%

AF 3 ik yx Dobni and Zinkhaml (1990) ; Keller (1993) ; Park et al.
(1986) #-F-M 25 % T & 5 Fk $4 ¥ FLEM ot t chirf gt - 1 & 8
WREHA YR e RFEA Y ST AR % HE > 5 > &
Fpgd AR SR RS F B d KR S R 84EN T o

3. MERRA

e

Y
%ﬂ{
ey

A7 7 i ¥5 Ostrom and Tacobucci (1995) 45 &1 7& % & R =2
HA AR Y Bk L BARR 0 TR $HAt Y T A S

Y FIR AR TE ek R JRAE M B L RFAE AR R B a4 s
ﬁ?ﬂﬁwimﬁﬂﬁﬂﬁ?ﬂw%ﬁﬁﬁgwgﬁ’Aﬁaiééa
Foafeantp £ B ivt g (Kotler, 1991) » £ 50 ipRE4R 3 & Kﬁ—%‘ 3T
e UE A L

4, B LR
*# % %45 Engel, Kollat and Blackwell (1978) *f#t ! 5hEKBi} §
7R TR RS B W E o R Y ILNER > Y e A

T TR 2w &2 {8 g 4 e 22 Dodds, Monroe and Grewal (1991)

Kb F L LA PR HERA Y S A f eh o T2 T

P T R S BT A S SR X RS %
SUTRT e MR ABEEFEE S % 0 A7 % Dodds et al. (1991)
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FE WM Y IR F > A P F

SR EER R R 2 L 4

Gronroos (1982) ;

Lewis and booms

o e o 1983) ;
i | B Ae w0
A 4eTTH 0 BLY R ¥ e R e Parasuraman et al.
bR S - (1988)
SRR (A 87)
FE A Y FLE M e e Dobni and Zinkhaml
1990) ;
e BB AR LR sy g |0
Keller (1993) ;

HT 1 kR AT Y 5T o

Park et al. (1986)
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BB E B sk 4 s A Y FLER
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Ostrom and

REERER LSRR A Y FTAn M AR o Tacobucci (1995)
ﬁ%?$’4$%%£&%$ﬁ§]“mﬂmm)
Gl A BT R
R SHE B Y el i 8
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BRAh o © P FFANES & L v Dodds, Monroe and
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¥ o

LR %33t
AP VAV SRS ~ &% % - HERLAHE L 7L
RER LA A -1 RSP B S0 S R E 2
FERP CHARM 2 e IR UG AR MATE & RE F oA 4 o
PPE LRIy Likert - B REGE IUM2F R TR
"R R, s TR, s THMARAE, C TARE, > TR
5 TR ARSI A #(7,6,54,3,2,1) 0 £ 2 SPSS 12.0 k3t

EHRE T AT

2. B X 5 p

AETRDE AR B B 0 AT UFE B RN T 2
Gt L E S CFRALT W D EL D NR SN A kYo B
BArg T B R A - AV SR A RE SR £
#F 60> R E > wolzz stk A520> 0 % % SPSSH AR T R A4
" Cronbach’ s a i kg S B 7 P 38— L GUF L4118 % > LT G
Cronbach’ s aig 32+ 3+0.7 » {245 Guieford (1965)#73#% I ofe 2| ¥k & > %
TREEAPMMEG - R o d PFRRAF BRI ERAPIN- R
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MR R

%232 RERRITRLAYT
F TRk Cronbach’ s a
PR A% & 8T 0.957
i A % 0.940
REE B AR 0.942
MR L 0.836
B R 10973
T RR AT IR
%33 ¥ g7 %A\‘fﬁ
KMO BartlettTf 2 =_ o
ik | : e
jb%“ﬁ;t 7 —E- ﬁ‘f!/"k"‘k\ ) o %’%%
ER 'S e pd R | HFL =
PR I3 & 8T 0.858 783.465 105 0.000 72.360
i A % 0.831 383.291 28 0.000 71.828
-r—&h $)—_\
WEARL 0.785 309.194 10 0.000 81.990
PER AR 0.741 107.439 10 0.000 60.527
T RR L AT FIR
3. AR EFATHEKRE v
F LR R RE A Y SLOIRB ST R R E R R 0

PE &Py AR ITL500 7R SR # Y FIRE -

AR AR S R AR PR R AR £
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ARIIE L0 A ek S Bk 3000 o A vk ¥
2275 o R Ew e 591.67%

PR E 3 22 47§ % Bk
136> > F % wjcf »ck 2620 > § 2k E wfef 587.33% -
PR A AT R S

A Kl S ’p’ AFHRE L ETHRE KEE T =
PR F]\J’i

SR K PIE  FIE R E AL 7 S E
SPSS 12,0543 £ %1 7

—\
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2L

BATEARTL 0 Y A
E:

JPE BN U el
CERATCFEAN R ATHR R

T~ HF]F R AT AR A
7 \1‘3’5?;/4;\"}'?33 “‘"‘-L"s E ,,‘El_;“;!_‘pg,kr"r :

1. 4zt k3t (Descriptive Statistics Analysis)
RFEIAFERAF R TRE At 2777
B~ L

B2
A}Lbj;,ﬁ]]\*’
AFHEI S LA R ]

E# S HTAER R E

NS
B~ o] 3% RN $32AT Y TR fRARR
PR ATHR T BB AT

FII0EF H T ¥R #kes
$7(One-Way-ANOVA)Z_ %3t 2 » WA 77 F I D ahZ B4 ;{ﬁ‘
B 3% 3 gﬂ,oli”’§£4
AN A

\s
U

g /}z\ 4]‘::};‘;—,]] ~
%A
H ¥ M uE

4% > L
YU ‘g

ﬂI’j’ Fra%mp/z‘

W mﬁ}i4~x¥z\£—

1’\ \:'/(FF IE ﬁi:{ F%i £

A T

SETEER
2. % & %~ 17 (Reliability Analysis)
CRApRETRORE AL RDE M F BFLEREL Eh- R
A % e 30 X 4 i
£ %

i R A AT B Rl
REFTHHR - T RDOFEEET

307 BB GR AR ERFE

73] T Cronbach’s o7 # | 3

(1) #Cronbach’ s aig < *% &

¢ a2

K
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3003582072/ > B3P TR AR ET EL ) F K035
PlEMER > % Z 21T (Guieford, 1965 ; Joseph, Rolph & Ronald,
1987 1 %4 % > 2.95)

(2) #Cronbach’ s aiE ~*09° 2738 TR ; 3075 &L ; F ®»
035> Bl % K A > o & 4715 I (Gay, 1996) -

&E’*?iﬁf g iEF R AR T "Cronbach’ s af& + »70.7 | & 5 %
+

3. %% 4~ 7 (Factor Analysis)

Fl& A 47 A ﬂ%éf*g(ﬂ%qf,@ﬁma)wﬁ o€ e iz
BR R 5o % £ #ic(Covariance) | o %3t 2 2 > S5 - B
IV AR L BB 2 F Fl#c% #ic(Common Factor Variate)£? — B fhiF %1% 8
#c(Unique Factor Variate)es 4+ e & » ¥ 2 b F]% &2 2 BEPI T - 7|3
AYTEF LR R TR O BNBERT R R E B

Flh AT g3 =2 chwbag o
(1) fo st fiot il 0 TR A 47 35 BB 5 anh® S 001 k&5 B P 0 el

R SRR CER L R U b
Q) HEEXH G BWFFAPTT I RPEFIWNEEE G eE

FreniBk ~ F B ATOIRG 0 B ¥ L5 F % L F1 & & 45 (Exploratory

Factor Analysis) °
(3) te Bk et i BT Gk S

72 3 q*u? A F]F AT R T TR BRI R A

s BB F A 47 o
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4. Wz AT T
B EATR T AR P LA 2 I ol i, 2 5 2 f2
LI FHFLE IV - HEERIFEFLTLE -

5. H 73 % B #ic~ $7(One-Way-ANOVA)

FRERA TR L RFEF =B E AR SR BNF B A FRT IS
Bz v PR AT EFEFALAR c FARETHEF 0 £ 1 Scheffeiz
EEFEVR TARMEAY UEBEERSOIE LTI REFE

6. #p B ~ 47 (Correlation Analysis)

AT R R F LT L RN G RS
VISR BRI O RRT SR E RN o 2 B R B g M
S E AR o A E & (Pearson)fp B > AP R 2 B T o0 d X K
(Covariance) st f 5LiF v d - B RN E - HFR R T LEFHN
fooo AP R ehse R 2 B K R E ) kA% Fgt o 50 /ﬂ"fﬁ
(VR SNECA = ;o < SR LR = ",/T‘ "= o Beantk & X (Standard

Deviation) » & 35 #r {8 cnficiE & T A1 12 fF » & FI P E R FB

'SP

PO HM ) - B e wH 2 L4 M % B (Correlation
Coefficient) °

7. i 7~ 17 (Analysis of Regression)

3R PHE LT - A AR o REP - AR R R B
B Benm 7 B R R R B R e M AR o AATT 3
%ﬂmﬁ&?~@%%%&ﬁ%%i@:wﬂﬂ? REEBEL R - HT
WA I RE G MF 4 h Bl
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ARBRREDAHB LT FAIY F 2 R e it
EEFHEIEHFH > DRBEATL L EMERLT I AR E 4G
TP E R &R AR AT R R A L R T
BRI F SR EFZAMELCRKR LRGSR L 0- REE @
5z & iwwﬁﬁiﬁﬁpm%\L@¢%%ﬁ¢¥E$QWEA+
1£ﬁﬁ?3ﬁﬂéﬂﬂmﬁm? R~ BEERLREMY LR
LRGP ARFEEFH  EnmE AP BRALT

4.1 > gt st A 44

AFTG AT S R e dRRE]  E S RTARR S BE ~ gaEpR
PR s R P IR A M IR REE s B2 Y SIR R F 9 5T
B AT SRR T AEE oL 41 27 oA 41 R X0 2 st

AEEEF R B w171 3(65.3%) 0 74 91 (34.7%) 0 T
PR L LR B8 ] 5 0 B4 0 T L RE

2. B

RET G kR B w ot 36 FE~45 & 138 (B 5 (52.7%) 0 H= % 26
K~35 & 93 13(35.5%) 2 46 K&~55 & 17 (6.5%) 225 & 12T 12 (> (4.6%) »
B 5 56 At 2 i (0.8%) o
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3. BT ARAR

ﬂ'\fﬂi“ 4 J{FF %Ly T?"PI(I,[ rﬁ ‘:1 /F 118 ')7\(45 0%)%\ A —,-El-”\ =3 = -% P}L’}"
109 »(41.6%) > & ® 11T 22 i»(8.4%) > #=7 #704F 13 7 (5.0%) B % o
4. BE

A ?,j FRR E wr Qg E T2 (3(27.5%) F o H = 54 il PRI %
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#(7.3%)> ”"’%;fiji:r. 16 »(6.1%)> p ¢ ¥ 14 »(5.3%) & 4 7 i»(2.7%) >

i f R F 6 7(2.3%) 0 R ARidIE 2 7(0.8%) -
5. W{AFRRR

if\lz‘ﬂjj’ﬁ PR B e oo WA S F 253 7(96.6%) 0 H ¥ (7 A4S -
W B E .. %) >(3.4%)
6. 7 #1i¥

AFEE F AR B {2 20001 ~30000 < 83 >(31.7%)E 5 0 H =

% 30001 =~40000 = 61 ©(23.3%) » 20000 = 12 47 >(17.9%) » 40001

2~50000 = 30 i>(11.5%) » 60001 =~ 2+ 25 (9.5%) » 50001 <~60000
6 >(6.1%) B 4 o

7. R ] IZA B
KFT T 4 VR E o Rs 3% A ot 2 1 140 $(53.4%) 0 £ % 3 3
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Ar XA e A 18 (6.9%) 5 &2
53 5 (1.1%) % 1 o

| 3% FIR R
Y *ﬁ 3L

RSN R

Fias % 231 »(88.2%) » H =k §_ &8

Lk 7 2(2.7%) 0 btfem}buaﬁs:lgm

9. ¥InA Y FIR fRALR
AT F R A TR fEE S 149 3(56.9%) 0 HE& G FdE 71
(27.1%) » 22% By 2 42 > (16.0%) B 1% -
241 BAAFTRAPZ
AT B3R = & B A
g 91 34.7%
el
e 171 65.3%
25 F 1T 12 4.6%
26 i ~35 k& 93 35.5%
£ 4 36 i ~45 & 138 52.7%
46 i ~55 17 6.5%
56 fi i b 2 0.8%
B P 22 8.4%
AR 118 45.0%
Ky AR
+ &gk 109 41.6%
F g s 13 5.0%
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AT - $IE x i B A
1R ¥ 71 27.1%
EIRE 72 27.5%
T 16 6.1%
L is ¥ 19 7.3%
&4 7 2.7%
BAkig ¥ 2 0.8%
Ad ¥ 14 5.3%
& O 22 8.4%
BB E 6 2.3%
H 33 12.6%
< 4 253 96.6%

YRAFPE %
¥ & 9 3.4%
20000 ~ 12T 47 17.9%
20001 ~~30000 =~ 83 31.7%
30001 =~40000 =~ 61 23.3%

] ’]:‘C )N

40001 ~~50000 =~ 30 11.5%
50001 =~60000 ~ 16 6.1%
60001 =~ 2+ 25 9.5%
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141 H2AFTHEEFZED

A v IR S S BA

I = 28 10.7%

2 140 53.4%

NIRRT

3 74 28.2%

4 i=r2} 20 7.6%

BRA e 231 88.2%

BRI A 3 1.1%

AR S5 A BA e A 7 2.7%
B4R XA e L 18 6.9%

H 3 1.1%
2L By iR 42 16.0%

¥ 71 27.1

TR KRR AP FE

42 FEFIZ LR RIE T

SHTL TR SR AR SETR LN SN £

ek

BIGREFE AR L RK L

1. B RA47
AFE Y 5 B A 474 * Cronbach’s at %> Cronbach’s o & ﬁ BhTER
ﬁ F o TR HBl2Z &S 5 Cronbach’s o= #70.7 » & WP A7 & T?UT* 2

FTREAITES > ArE429757 o
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342 GTRATE

Lim A A Cronbach’s a

PRI B 0.949

A % 0.911
REERE R 0.927

PEY R 0.823

FERE R T 0.962

FAL &R - AP R

2. %)% ~ 5 (Factor Analysis)

BEFFZ AR RE > AL riEARY o Kaiser (1970)#% 4 4 12
Kaiser-Meyer-Olkin (KMO) & f= Bartlett 3 )4 %2 T F L 4% if & (¥ 7]
FA 17 KMO EP i 7Rz B~ > AT AAMEA 44 0 @
Bartlett Z25¥ 2 5 I X308 2 P erp b Glcd 2 2 b 2 A3 % > EE op
B EEATAPM GEENLFLF RS R FELY o RS &
MR AEE R R E PR LA KMO 5 A e A 5] 5 0.8670.842+
0.782 ~ 0.746 » 12 Kaiser (1974) .2 » KMO 53-8 & 5] % A 453§ & 1+
0.90 2} i &8 7 F1 & A 45 ~ 0.80 14 Fif £ &7 FE A 47~ 0.70 1}
WE TR AT T AT KMO B A3 0.7~09 2 FF Y& T i
7 %1% ~ 17 > * Bartlett 3|4 P & %] > 0.001 > &7 & £ 305 2§
LR TFE > FEEFFNELIT o Ak 43 F7m o
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# 4.3 KMO &£ Bartlett 3 354& 2_

KMO Bartletts 25 ¥ =_
Py Rk | PE{ETE
T ¥k it 3 Ape pdR BEl
PR A% 5 HT 0.932 2952.971 105 0.000
A5 % 0.887 1537.878 28 0.000
REE B R 0.856 977.331 10 0.000
PLY RBR 0.735 531.633 10 0.000

FH kR AE T R

AL RO  HOPMALR B L Rl AF LR A
AR E B A RREEE TS FF c B LT R AR
o IR HEMETFIZEFE  FHRESAREREEE R

%44 3 % 47 o1 o
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344 RIFET2 F1F A1

A i %

N "
g i gRRER TR E . | 0751 | 0.823
T TRTE LR - 0.709 | 0.817
XA e R T B 0.706 | 0.772
;E* AT G R RER LI 619 | 0756
EEFR L g R T R - 0.626 | 0.735
Tl e YRS E YR 0.593 | 0.700
i 6.365 | 42.430%
P | R e R S R | 0.669 | 0.696
f;i: RARFEFFRS BETRD | 63| 0670
IR T T T 0.567 | 0.641
£ B RE i 2 2 T e | 0.672 | 0.635
K RE B b 0.634 | 0.632
PR R R - 0.541 | 0.625
L | AV IR A = 0.735 | 0.814
;3 IR R F A - 0.693 | 0.797 |3.52165.901%
By srons p o 2 0 0.747 | 0.770

TR

%
AT FIE

37




245 FMA5%2 FlF A

F1F&

A i %

2 A e L PrE | @ e
LN
SR SIS Uk B o 0.730 | 0.854
B FLI R L IR - 0.729 | 0.854
P YD b e 0.723 | 0.850
g' WA Y FTE B gl 4 i 0.702 | 0.838
2 — 5326 | 66.572%
SN BAYFIE G BALR o 0.645 | 0.803
’ PRVSERRERRARIATE | o605 | 0791
S LI E I R - 0.593 | 0.770
Y STt 2 FRASGUEE | 0579 | 0761

IS EEY=EY 3]

46 RERALRLFIZAH

%) Flx | Fik A
- _‘El | - A *
% ﬁgJE 23 ri é. Tgi f__E'_': ﬁ %g
N
FERE A 30 S A Y LR R
e 0.857 | 0.926
RE | TN EH Y TR FED 0.831 0.912
7 | ' '
| BMA SO SR SIRBE | )20 | 0.878 | 3.726 | 74.516%
. | Pl ' '
.
B AR R AR Y FLOE VR 0.639 | 0.800
AFE I A Y FLE 0 S
o 0.627 | 0.792
TR kR AP EFR

38




%47 BY A2 FF A7

A4 | | L
i S sri T2 RE mes
‘ T B T
EL T T B 0.612 | 0.783
pp | G E LR K YR 0.603 | 0.777
PSREREE SRS ERAY | 600 | 0.776 | 2.049 | 58986
2|
i %’;‘”ﬁﬁwl&iﬁm—r—&,i\.}gﬁ“ e
L A e 0.588 | 0.767
gAY FLE A % o 0544 | 0.738

43 % ATH 2
AET b B ATR IS VRSTS84 LA LAY
Y ARHES R Rk BRI T YA B EH L
L R -
Hd AR E AR Tul o MR AT N
FAR A MHTI5H(6.0667)F 3t §F 14T 35H(5.8022) 0 % F & M EANAT Y
FIHR A AT T Mo 4ok 48477 o
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148 LGB ATHR A

. AT st ) . . s
& $57 i F S 2k S WA s
(A
a.s 91 5.7429 0.80820 N
, b.* 171 5.9072 0.78723
PRFE 5B
R L
a.* ¥ 253 5.8485 0.80168 N
b. ¥ ¥ 9 5.8963 0.68647
A
a.s 91 5.1470 0.89143 N
b.* 171 5.2120 0.92166
SUED
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