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Abstract

The causal relationship between service-oriented organizational
citizenship behaviors (OCBs) and service quality gets more and more
attention gradually in managing practices. Different form past research, this
study adopts interaction quality perspective instead of general service quality
characteristics for measuring the correlation with service-oriented OCBs, to
escape the inaccuracy come from interaction of different dimensions of
service quality perception such as outcome quality and physical environment
quality.

Previous research indicated that both of human research management
practices and service climate within an organization positively correlated
individually with service-oriented OCBs of employees, yet neglected to
examine different organizational level antecedents together. To make the gap
up, this study attempt to examine the relationship between service-oriented
OCBs of employees and organizational level antecedents including internal
marketing practices and employees’ perceptions of service climate, and
further correlation with interaction quality. Survey questionnaires were

distributed to inspector of taxes in National Tax Administration, Ministry of



Finance. A total number of 412 valid questionnaires were collected and
analyzed.

The results verified that (1) internal marketing practices and service
climate were positively correlated with service-oriented OCBs, and provided
superior predict ability than individual antecedent, (2) the mediating role of
service-oriented OCBs. Which suggests that an organization should make
efforts to strengthen service climate and internal marketing practices
including top management support, organizational process support, and cross
functional coordination, to make service-oriented OCBs of employees be a
normality behaviors, facilitating to improve and maintain the interaction
quality with customers, and then forming a core competence of the

organization.

Keywords : Service-Oriented Organizational Citizenship Behavior, Internal

Marketing, Service Climate, Interaction Quality
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(Interpersonel Helping)

(Loyalty Boosterism)

Van Scotter &

F ¥ R s

a 1%%)5%

Motowidlo  |(Interpersonel it

(1996) Facilitation) (Job Dedication)
3§ = AR TG oy 4

Borman & B4 X 2 L5 (F ¥ Z 2R BN - 3?‘« P& (Persisting Enthusiasm and

Motowidlo Helping and  (Following  (Endorsing, Supporting and  Extra Effort)

(1997) Cooperating  Organizatinal Defending Organizational § AP

with Others)  Rules and Objectives) (Volunteering to Carry out

Procedures) Task Activities)

pettencourt & L3 8 IS8 H3

Meuter(2001) (Loyalty) (Participation) (Service delivery)

fi 559;’;—?‘ 2 A S PRI B VR

AL KR ¢ 8z p Podsakoff etal. (2000) ; %> AF7 7 £ 12
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221 BERBEe 2 F L2 FE

BTSN AT L b FIRIE 0 ¢ F R LendE o 25k TG
R EEL ey B SR R R WS B sl o Py A L
blde D 1 TERE > WRFFBERAE FL 2R 75 (Smith et al,
1983) - i 3 mwﬁjﬁmé’ﬁﬁgaﬁﬁ WA A

ARG IAG ENE O RGN G TR w0 bl A

IRl i (Organ, 1988, 1990 )

Podsakoff et al. (2000) §f 40 ff k e #AT 3 > Bl D R (7 5 e
FIRBE T 5 B AR TR s e R EL S o

Mgt @i 2 RBEe 2 FLDFLFY 0 AFL LY -
.
IR F: 2 SR R TR R B RS
2
3

PZAEEIA D B A I S e 8 (T A A R eni

W FEHEESNFL STy o 3B R A
Sooblde REFTHT > ¥ - RIKIFA R 3 (ER B ff%f.éf_f%‘é o L
FRBEETRBERIREES 2 F 5 (Organ & Ryan, 1995 ;
Bettencourt & Brown, 1997 ) - » it » #2580 H 2k B> & AR L ¥R
FRAE AR R
REE TR E D FIRAFE AN LB E SO F L L 2 M R R

—

vE3 { 4F =¥ - Bettencourtetal. (2001) ™ x
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AR mmsks g Foi i R EIL
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Van Dyne et al. . B A FlE S BT
’3‘: 4 4 F
(1994) LT TR S
R (2T~ mehk
Organ & Ryan I fﬁ_
(19%5) B s~ EF
Morrison L4 R
(1996) R
Podsakoff et al. ERF e R o
AT B E RS
(1996) 1 i R B

Bettencourt &
Brown (1997 )

ol g_%k oL
1 s &

Moorman et al.
(1998)

MacKenzie et al.
(1999)

e .?T%‘; B

Bettencourt et al.
(2001)

T
(% 93)

PF»?TZ‘;? 1%

FAL KR AR L AT

o+
\

s TR g IRy iE
it %2 % (Ahmed et al., 2003)

aE S FEFE o

- MR e
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S B R B IR
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TRt e AP ARG FL G P EHE R
;\A} . %FL{I%‘ ’-}é;"ri—% W PRZ&% fl;: i %\ 7 ﬁ_l }*i—ﬂs B ‘F\‘ L—PRZ%‘ L G

B3 EARAR R SRR R T e s e 3 (Yagil, 2001) 0 A

B SR L & R LR

NI FA A AL R p Y F4 L g @ o Kotler (1972) 43k

o i A T et 2 A (publics) 2 B enBE %0 33k §
}éﬁl‘—?\—"J ’E;ll'b;}z‘fédmi%;‘#%ﬁi‘iﬁf%\;]]\ﬁjrﬁlJ ;r—‘:’}i%éﬁ,’gjﬂz*_\
BB 2 74

PR NR 10 Ll sora Hend Rz - A EHRFRCF
PEAEY ARy ¢ (e.g. Thompsonetal., 1978)

-

o
\3;

s El
&y KP\ {'K

PR AL I R A L5 T R RIRA £ R e T AR

%%?Wﬁﬁ@%o&@ﬁ@ﬁ;iﬁﬁ%%’ PRI FA | A &
B cofp Ay 2 et o L 2P - AR iR H
R R AR AHEY P NEH R AR E R E S
LI E R R R

HBEPINFHBATEERE VEREL TR EFEE > W
B 3T AN, i e R B2 4o £ 2.3 - Rafig & Ahmed (2000 ) #-2_ % &
FREN R

(1) % i3 g2 1 15k
dN R IREFH L R T R 1A R AR E T T R

SHip AT g s Y AH A1 e 1 ITRE 0 TG 1 TR
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(3) Rufiragi frna

Winter (1985) #38 ]} 28 7 46 chd & A0 B ~ 07 *‘)“ﬁ’?'?ﬁ 1
5 1B

Hid g desehp e » PURERR 2
PARehip Bz &Pk adl

RESEA bR A - AR RS Y ek

gt - BEEL S MR EHR S E- AR R a8 A

mﬁ’@%@7m§imkﬁm$a€m%ﬁﬁ£¢%ﬁﬁw

mgk‘ﬁ*£ \!;\l
Hod oy ifiend & - s o o -

ﬁ\ux %‘»’JL =

Berry, 1981 ) gk 7 F > Gronroos (1981) %
- p P REARZ 2 NplE R

ETEEU S

14~
LB
Y LI E

oo BERNIMGFH SRR E T B p B T EAR o
%23 I IR T 7 4 E,/\L _ﬁ;&‘%\
Fjjb A pIREd *3—%&
Berry (1981) BB LA G PN IR R -1 (FAL L R AL 1T —pIMA &
MIFEE T RPA 5 o PAARE IR
Gronroos (1981) | f 2R {74l ehp ha > EFE F A drdo s REE $ro
REEF R o
Gronroos (1985) | i5iE¥tp R 1 e Hi (7 - ‘j BT (F W FA e e
CEEC LR R A L I
R A T dE o N 'rrii%%-mui
B8 o
Winter (1985) BN IEH DL BT R R | R
B RE4 A esap o COR MK
George & e R 2 TR R ek 4 F RN R e
Gronroos (1989) | g - T
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223 pEvEAH R AR EL ()

>

LA R, i B
Kotler & VR R TR 12 B | R
Armstrong (1991) | B 1 > # Hhepic1 7> F 2 MAF L o | - AT HE v

=
T & °

B L F

Piercy & Morgan
(1991)

PR - R P AR S
I EFAH R P PRMELE 22 AR B
B3 WNEHTRINF 0 AT IR

Ty frRgE D ERFTIRLATA R
i JEE ,ﬁf’_ff‘a N ARBERRFR hd 3 o

T
/:ﬁi\!% l,‘i_‘_[_ 'F"‘\‘

Berry &
Parasuraman
(1991)

és‘ﬁﬁf;ﬁ—;; HBERLZ R ivr—4 £

- A& hxslF R ey i

e 1 v AR ARG AEE R EFESD

- FBATE S A S IR AP g b
T — A& Feh- fa R o

- 1F—pRIE R
%

AEIBR

a1
g 5!3?% P\ ’Kf”'

Glassman and Heririgand & AL A Fae 4 FRE
McAfee (1992) |4z « 4 ;«,}Ez?ﬂ' CRARTILBVE: Sl R R Bl &
Y:I»L‘ﬁi“f”ﬁﬂﬂb 'é‘-%;x/}fﬂc
Joseph (1996 ) —ﬁmﬁga A F/’ﬁ'? Wt > S I Fag A ThE
SRR GER kR v 2 Fmegp | EROES
g/éaﬁlwz%zs%czsgmm SR | %f; A
, SR - = I 2
3 PRIF E o e
e REE ™
© R
Rafiq & Ahmed - ol SRR IR R R T I = o
(2000) %@ﬁlmﬁﬁ_ﬁaﬁlﬂ%&,aﬁ CREE
A S B SR R E chin R
#E\;‘;’rﬁ’vﬁl\f’e’iéf%~é$&%‘ﬁ§ﬁ'§éﬁ (DT BabE S it

Efe~rZ ER 1R Y
g5 e R o

Yoy o

P AR

LT

- B b F

Rt 2

Ahmed & Rafiq
(2003)

RV STy
ARLELE

1. # 3%

GRS DS Rl S
BRI EES

i i

R
-k
A

e
6‘»@

VRS e 4 .

B

1’51‘%2_%‘« SN

=
WA g

2.
TR kR AR
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2. PR S AT
BENE R AT N S LEE S St

(1) %3 e 1 1878 &

fj-faﬂmz»%‘; F o BEE TRER ch o TE_R 1 AT BRI d A4 IR
it s @ RABE T AL RS RE JHE R AL R Th L e
RO RS EOEL R R WA E L ARDTR o TP o Ao 5]
FEEFREL DR L E R G pINEH T‘éﬁﬁi"vr‘?ﬁﬁ%‘]%ﬁ
dOER BRI TR - HEIRAIRBEEF DD S
( Thompson et al., 1978 ; Winter, 1985 ; Rafiq & Ahmed, 2000 )
(2) AL IFAE L NINFE 5

HiRirdm 7 > R1BREL R
B i en1 (TR S PR ikPA - o THRB IAARZBEE 0 e ﬁ

*M-

BLER T S T T R
I':5

S 30 fe eBE oo 2973 R (Sasser & Arbeit, 1976) o p R {F 4N T F R 1
PR R ES- BUE L LT g N LR I F Re1 (T2
oo MR s s R S e ¥ i Eanfl 1 eh- 48 v (Berry, 1981 Berry
& Parasuraman, 1991) -

(3) kE

+
#ﬁ%

VREERMZ REIRIAPF > FAF T IBNEH R
%?ﬁ%&ﬁ%%#ﬁﬁ&%ﬁ%ixk%AFHﬁ
Falenip e > REF L - ¢ > PFIEE G A

SR M B P 1 o N IUEH R ST A G N B R

¥

% e 1 (Gronroos, 1981; Kolter & Armstrong, 1991 ) o %yt pLELZ.
o f.—it;‘,%rfﬁ%ﬁl FIRAFIAA D RARFE-HEFHLED o
(4) s> 28 g apt
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NERFH L AR R AR E S BN E R IR 2 A FE
BEESw nim s o @ ot r 3 F s WA e SN IR 7 7 4 e
fafa > 2 2 Fd (Gronroos, 1985; George & Gronroos, 1989; Geoege,
1990; Rafig & Ahmed, 2000 )

(5) 74 A 4 Fihpg LenfE &

DR - B R A TR S A B R 0 B L

-\

/—-P"W ~ ;Ili,ﬂtri ,Z-E] I},;rfﬁv i * % »—F?/_ ‘B »» FX fd IK @] ﬁ ’ :}’i;“g_x?ft@ﬂ
PRASHIRAEE 2 AR T IRAReD S F > B R 1 L BT

|

% 7k (Glassman & McAfee, 1992 ; Joseph, 1996 )
(6) p¥EU BEs i &7
Bo&JGH o 9 RIS EH e A e ek R R T L e}

Moo PR in 2R 2R L 3 i B ehfie R £¢ & 0 (Flipo, 1986) » i &
LRep R Y L2 Lo § > VEPPRIEG IO F - SRR A
A2 feaa it Ren3sb § v, Bt 0l ARG B & 2

LMk a7 e s 3R an+ £ (Gronroos, 1981;Geroge, 1990;
Rafiq & Ahmed, 2000 )

PIEH T - Rl A R T L o A LD 4R T
RIRams o« B Hay s > Sd Al L3P - HEER
1A BB R AR E B A R RS
Eﬁﬂf@#&w‘;&ﬁ%ﬁl R AT ERABEHARFasiTs N FLER
i pkendy 70 P R B ehp 15 (Rafig & Ahmed, 2000 )
(8)£$¢ﬂﬁﬁéﬁ@ﬁi

- 3 G od AR IR T4 —}«“r§1jm‘é‘/’fﬁa"liﬁﬁﬁlﬁjj/%@%ﬁ
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HE - S G RN ﬁﬁﬂ#ﬁ:\%’ﬁ%‘«ﬁ A1 fmEisamid » @ ﬁl&%:@gfﬁw
B dof B H ALk g B g (E o T Ha R 1
FEMTE i L2725 4% ~ 8 F(Ahmed & Rafig, 2003 ) -
(9) ‘i B 1gks 4 g
LN

REBAEME N E PRI ER DN A PRERT VR &ﬂ%i
Fpppet o R L EE =R & ehid 4 (Ahmed & Rafig,
2003) - 2= .

PRBFRLR B4 S b"iﬁ%k“ y 13 ‘g%‘ka A1

| \
Wﬁfﬁﬁﬁﬁ o=t Ea o AAagE tﬁgmﬁﬁﬁﬁ
z
e

\
m“&%@rﬁffx_# 7 fﬁ‘jxﬁﬂmii‘fﬁ y IRETR EEE I B R ELF@:—TLET?’}#

RN ENG AR o ?J“ E - i 4P§Lﬂl‘bi ( Piercy & Morgan, 1991) ;

;él%]s:é‘%'t}i%‘ﬂ Fa e £ (Foreman& Money, 1995); M+ E 1 & 2
//

FE AL s BT A IEE 1R % - B =3 s 86) ; ™

I AR %g.# 1iEp 1% - Ho HEEH /} ) ELe

AN PANEE S A ST R R RS ~_4~ AU ET B

(Conduit, 2001 ) 5 12 PR7E = 4 7Pﬁa}% IR T T
um

22 R it LEL;#_:_%-F_/QII;/ fe— 8 1 R4k L - R

3@ R Lk g 4 (Rafig & Ahmed, 2000 ) -

Ahmed et al. (2003) @B # E - REFHEE L L » B 5d R &4
CAS SR SRR LT RS IS U Y=Y TR P £
REFRE RS FHAE - FTHRE REEY S HRF DL T

EEVE B TEZRAEREEELL-og o g EEL > T ER

DB rEg L 4F e & (top management support mix) ~ & FinARd 4F e

—\

£ (business process support mix) -~ % g it & i¥ % & (cross-functional
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coordination mix) ¥ = B Fl & 6 - ¥ - FlE Y 2 & F S H 2 FrpoE Ly

R FFE S R FFY LR FEASFTRYE FRDERG B 52 FER

-

223 WAHF i
PRIFF Renf g Rp 3ty R L aut Y Bt o A gd By
HT TR MR B - B ik

o s TEEF R, A ERF Y M ERAIRSES 6 hE AR

% ®

;£A¢$ﬁ~‘@f§WM$ * 87

Roaniie w L TIRGRF i o
1l = :F‘*«;:F' iz R, ok
WIREB 2P 0 - ey K p 3B ArELA ] RB

e 8Tk 3 - 184

A

t
EE TR LR S8 T R S S e R oy %
r

ﬁ%?ié%#%L%%@ﬁ%@ﬁﬁ1Fi§@ﬁ@~ﬁﬁ%
FoArl  2RFBEeRpNRE? By FAlG- BT G
e | RS Bl 2 o o o PR | ohiF 5 (Forehand
& Gilmer, 1964 ; Litwin & Stringer, 1968 ; Tagiuri & Litwin, 1968) ; # 3}
SRp TSRS fHERE 2 RS SR RN B MR eh
o T2 AR @ SRR S ¥ (TIR B R i (Schneider & Hall, 1972) - 7]
p gﬁq‘ 8 ORBIRS g 7 E B s A | HIRE cha it o

¢k » Schneider (1990) #-% SO g E N W A & EF: 3

XERZFTERIRZ AT 0 Jﬁﬂdﬁ*“ ERFERET XD BRI E
ITE SRR S NME FLEAZE R Z AR (1996) PR E R
NERFEaS BRIl g Al R i 2 2
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RRESTH3e0:3 3 %2 kihadrh= 4 3 5+ R 5 X1~ 1

SO 0 6. W B R B 0 Rl R b T M

oo By I - AEFNEOME > Bk fEd ek

EREEVERETFIZET > F S RSO BHKRE RS - A

e B G R A R R P H T ARD o F 0 B
23 UHRE 1L 75 e (Dessler,1976) -

p

153
o R 1SS ARG S RMEE L PR T REEAF EEY
£

T
%%ﬂﬁi%ﬁﬁﬁgeﬁr%ﬁﬁﬂ%%ﬂ%ﬁ*%ﬂ%h@?%?*%E
Flod S Rdsp Rahl®ig B 7 i
o
LR - BlES? SAARF T AF A7 kil de R
F 0 (Glde D JRIZF 0 ~ RIRTH I ~ X 25 33X ) > B F g G
&

A T FRF AR A3 (LR E

A

%1+ Schneider (1980, 1994 )
EH o RAHET T AT e FRE AR

2. PRARF WFeng d e e
Schneider & Bowen (1995) i 3 A i ¢ #-H Y TP
D Sy A L R BLE A .3._‘?1%“‘7;,? (A

g
EE S REEER N LR LYE N & SEEE R E Y Y
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L EFRINL B TR L FIRIF G o F o RIS G
RS e - BRI DE 4 0 4 ﬂ} TR g4 BEL R
eNPR IR o
iz ¥5 Schneider etal. (1998) tha & » S FPRGEF i 2 4p i 1 B &%
Feogt e ey A P2 Y EFRFEEIRGEG MOEL R FILIEE 2
e o R 1A FI6 g FIEAE L e L RS EE Y
R ok .Hfﬁwﬁ PP R R 3 LI PRI P > B IR
i fE = R =35 (Schneider & Bowen, 1985) -

2
F MR F By AERaiEe £3 2 ko WHTE kg
4

%24 PRI F g R G R A

3k e

Schneider et al. (1990,1998) e

REE AR
Borucki & Burke (1999) AR I ek x ~ HEEE kL
Andrews & Rogelberg (2001 ) PRA% F i
Yagil (2001) PRARF P F TR~ gﬁf\« PN gﬁf\« Frd
Fad o L4als (% 91) JRI F 1%

T E N S

Bt &% (2 93) -
BEE ¥ AR

FTHLKR AT R

LY TR R G B kLR FTE R RE AL fr
& 4p iz - Schneider et al. (1990, 1998) #7148 B 2. & % ©® > ERUPRIEF iF (%
AR ER AR DEARARR 0 2 RIS AT LY S
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ZEMPRT, PRIFL A LIDERZI FHBRERTIRBDLIFRR
Gk L EedpER AT R o & ERDITL PR
MR KA E BRI g RAD Y AERER S HEYA? L2
AT LT G o
i ;3 (Borucki & Burke, 1999 ) 2 pRix#vpL 4 (' Yagil, 2001)
RLABREE o 4piT ;w3 (Yagil, 2001) PT ERE IR § % 2
chiF & pEL o ¥ b > Yagil (2001) % 90 F - R gl > Bl
R R 2 RS P HOY R O R BRI G2

PRk R D Tl

S o

3BT OGRS s IR ST ko JRAE S
?m%“m“*“*“ RENN S RN 2 S s

R 0 Tt - E KR R R T
§ORAEZ B PR 2 A A B S B R E A 4T

hEF S A AR o

T~

PRIr2. BB At = A o LM 4 % (Czepiel et al., 1985 ;
Bowen & Grenier, 1986 ; Zeithaml et al., 1990 ; Schneider & Bowen, 1992 ;
Vroman & Luchsinger, 1994 ) > ® pRI: S F e H 4§ LT § H R £

Z iAo m PRIF BB AL & T E R 3 B L g 2 3 # (Gronroos,
1982 ; Surprenant & Solomon, 1987 ; Hartline & Ferrell, 1996 ) » ]t » &g
AR R e R Rk S By ) i N

3% e
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231 JFRIFFid, i
1 JRIR e

TPRAE )R- BEBBRES T - HHEA B A HERER S F
AN EEA 5 5 g2 A2 P oty 4 (Kotler, 1996) 5 » # ik
-4 5 -85 ~ 1% 43 (Zeithaml & Bitner , 1996 )

LAlPRARE 3 Z AR (L) Ao (2) 2HRER L 5o (3) 2
ARZ YT EREN Y 2 A PERAE LYV RRI T 42 (Czepiel etal.,
1985 ; Bowen & Grenier, 1986 ; Vroman & Luchsinger, 1994 ) - ¥ 38 4 & dﬂz
VURE W EPBLBE R PR IR AT E e E 4 5 & A5 (intangibility) ~ 7 F
s 3] (inseparability) ~ % 2 £ (variability) £ % #ri+ (perishability )

% 4+ (Parasuraman et al., 1985 )

(1) BAH RIe] A KL Wbt LB 0L Gl &9 §
RS S S IS R R TRy 3N

(2) 27 A3 R RMESSC LSS AL /ELFHFRT
PRASIILA A RS J b P 2 2 @ik o B A B PRAS A
E2 B ST B BB RIE S A T o

(3) RAM b - BIRIFGLFN R H PRI A | 2RI P &2
p 27 e 5 £ R (Booms & Bitner, 1981 ) o gt 4|1 (FPRIF 5
FeniR 8 g A o

(4) % i : BEARPRAET L R WIRFEZ KA DX LB FFHE
IRt e R (Aot BRAR AR S RF) 0 PREE- L2 ARRE G
st o moE 2 =RE F o

W PRIEE G o g R RER P R g R 2
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2 AR &Fho @ e iTp ] 4 o Albrecht & Zemke (1985) 3Lz - i
PRI A E > d B EBFELIRBS A ApROTE B FE
ARG AR 2 RN F RS PRI W L S fechie SR DA

Trgredga s B hIz R Ep EH -

PRt s PG AH AR WA SETEERL - F P FRE IR
i - it e F (perceived quality ) o @ 2R E B EH

(objective quality) » & @ #-PRx& T Tk 5 2 | F #OH E SIRIRE
B 2o PR i 4p v ek & (Sasser et al., 1978 ; Gronroos , 1982 ; Lewis
& Booms, 1983 ; Parasuraman et al., 1985) - d 3 # J“?i 0 e3p Hp B F

R ATAEE Flp A A JRIFE T iAo Y e 70 0 RAE T
i# 47 (delivered process) | i 2 % 43 pR7% T 2% % (outcome) |
2=z (Parasuraman et al., 1985 )
3. PRI & F et
AR T B L RS B R B BAM 0 MIRBST L
WMoy - L e 8
PRI {7 41 = /%FJ& P BX £ a3 48 (Brady & Cronin, 2001) - pr g1 3 ¥

W B S RBETR A 2 7R 0 - A

I

ZEF e

gh’{

e
(1) ﬁv%ﬂiﬁ»&%ﬂi;‘ (Parasuraman et al., 1985) & {713 &
Parasuraman % H % B P>t 1988 & B B PR IF & F i E RS
( SERVQUAL & # ) # »%1991 # 4 & i3 & ; Carman ( 1990 ) £ %
SERVQUAL £ # % & i end JE & Aot & HIRBEA A Mg &
Cronin & Taylor (1992) # ! 7 SERVPERF & # ; Brown% 4 (1993)

D X RN BRI o
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(2) &8 LRI R TS B4 1 E T

] 4-Dabholkar% 4 (1996 ) fj}u? &PRARFE e BRI RIS T oD
TG AT ARG e
(3) & ¥IRIr&FF 2 Ho 4o IF

04 %5 SERVQUAL R 4 1046 cn A s 7 i 4 o IR
> S R F 5 A WP ikypde s i oo Sasseretal. (1978) 4L ~ 4 R
ek & = 2 o i R GFE PRI & F 5 Gronroos (1982) 143 i (& £
PRI B 2 B PRI @R BiAR Y A 2 hardl o Ui
M H A T PRAR T G N % o R A PRI EATY B R TR TR
i% 5 0 KRR PRIE&F 5 Lehtinen & Lehtinen (1982) RIppRires s ~
FOIERNEBETIZ B R CRHET L ESFT o2 IBE
B (interactive quality) : Holbrook & Corfman (1985) #-& B 4 & A &
AR ST Rust & Oliver (1994) #% 1= & 24558 1R A S (F
P ) o PRAR B (e A & F ) 0 fofRARTR B - Mels et al. (1997 )
-4 Parasuramanetal. 2. £ £ 274 2 enF]E 2470 i Hd ) A
FlE 2 AF RS BHEG S o SR IR T RS SR ITE T AF

FHEAYT P #1 4 #(e.g. McDougall & Levesque, 1994 ; McAlexander et

al., 1994)

Brady & Cronin (2001) #2#xRust & Oliver (1994) cpgLghins @ AR
T4 R PR AR & chae A R I PR R A B ch3 5 s PRI TR
BN ERBPSEEZ B on=f 3 A#H - Y RS oEALS €
kw2 5 €4 s gk (Dabholkar et al,, 1996) - &~ 87 Fe 47 4] PR
BREERAELPFInEe > UL AR I BT 0 F RS2

SRS e o £ 5 d HMSERVQUAL fitd] k Tkl F e o
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# 3. SERVQUAL:#T « 7% H F ;I‘A,{lg,ﬁ;u
TR HI B ST eI BR Y F 5

TG ER AR HR

AR HAcFI22 i 2 ¢

’__yr‘ J‘r”‘ﬂu o

PRAR 55

B12.2 FRA: &2 K 7 4

4L k& Brady, M.K. & Cronin, J.J. (2001), Some New Thoughts on Conceptualizing
Perceived Service Quality: A Hierarchic Approach, Journal of Marketing,

Vol.65, No.3, pp.37.
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RRRa A o

232 3 5 F PR
3R R PRI @EE AR IRAE A R SR B g8 T 6 ¢
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TR FIPRAS WIEE AR TR P2 B
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PRISEFnE 2 o 0f 3% > 1A R
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