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ABSTRACT

As a result of the “prevention is better than cure” concept, how to maintain a higher rate of customer retention
and how to capture higher market share have become the most important challenges for hospital health
examination centers. This study attempts to explore the key factors through which a health examination center
can affect the relationship quality. And the relationship quality will affect customer loyalty. The subjects
surveyed are those who themselves pay for the packages of health examination with 387 valid samples. The
LIRSEL package is used to analyze the data in this study. The study result indicated that: (1) The contact
intensity, service tangibility, and service expertise between the health examination center and the subject has a
significant and positive relationship with the health examination center’s relationship quality. (2) The health
examination center’s relationship quality significantly and positively affects the subject’s loyalty. (3) The contact
intensity, service tangibility and expertise between the health examination center and the subjects will influence
relationship quality, and will affect customer loyalty through the relationship quality as a mediating variable. (4)
Service tangibility is the most influencing factor among the health examination center.
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D12 0.09 0.03 3.69* 0.30
D23 0.22 0.06 3.37* 0.76
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A (X)10.2 0.85 0.16 | 5.40 0.43
A(X)11.2 1.07 019 | 556 0.46
A(X)122 1.31 0.23 | 5.64 0.47
A(X)13.2 1.16 0.25 | 4.64 0.34
A(X)14.2 1.22 0.24 | 5.15 0.40
A(X)15.2 0.77 0.15 | 5.15 0.40
A (X)16.3 1 - - 0.48
A(X)173 0.95 0.14 | 6.87 0.51
A(X)183 1.21 017 | 7.22 0.56
A (X)19.3 1.27 0.17 | 7.50 0.60
A (X)20.3 1.25 0.17 | 7.50 0.60
A (X)21.3 1.11 0.16 | 7.07 0.54
A (X)223 1.11 0.15 | 7.45 0.60
51 1.51 012 | 12.36 0.81
52 1.85 0.14 | 12.85 0.86
33 0.99 0.08 | 12.27 0.80
34 0.95 0.08 | 11.36 0.72
35 0.87 0.08 | 10.63 0.67
36 1.07 010 | 11.22 0.71
87 2.53 0.20 | 12.94 0.87
38 1.34 011 | 12.67 0.82
39 0.96 0.08 | 11.96 0.74
510 0.94 0.07 | 12.63 0.81
511 1.29 0.10 | 12.44 0.79
512 1.81 0.15 | 12.33 0.78
513 3.10 0.24 | 13.18 0.89
514 2.35 0.18 | 12.85 0.84
315 0.93 0.07 | 12.85 0.84
516 1.31 0.10 | 12.78 0.77
517 0.98 0.08 | 12.55 0.74
518 1.24 0.10 | 12.17 0.69
519 1.10 0.09 | 11.73 0.64
520 1.06 0.09 | 11.74 0.64
321 1.16 0.09 | 12.35 0.71
522 0.88 0.07 | 11.82 0.65
D12 0.10 0.03 | 3.17 0.30
D23 0.24 0.05 | 5.08 0.71
®13 0.09 0.03 | 3.07 0.25

5F: *$2r<0.05

4.5 fEdzfhat - ehpEd R Ul R

LBt T s

HEm AT a2 BB TS Bt R

LR 52 ST ] DU & A ST EL P e VR R 2

I o (REFTARI 2B HER » BEIEA TRk
e 5 B FEE o] (A (RS o S i B R A
8o B EESR R EE R E AR EHTRR L -



PP B BISEE (@O R G B DA 2 9T -LL LISREL 17 H i 5ss

mdE X
\
02 AN
15 ?. Pé*&ﬁ?—lh %ﬁ/? e ‘\ \\
03 A X1 0.44
16 F 2R 4k 40 A
¥ V\ A Xa1

; N
[1E= (=S = -
| 191L+ﬁ;‘]$~&%,‘p%1\) \ A_X3l

05
™| 20 e HBHR A X1
0s A Xs1
— > 5 T ET BRI |e— A X 26 1 -
o7
| nwi i g R s -
OS—> 1hEx g 2 0r 2ie \
o A 2427 7 iz
| 2w v A Xs2 0.45 oy
0w A Xs2 €
g RN [ A Xw2
on
T ewaireprea e A0 o9 v L
0n A X122
g R T o A X132 Es
013
md / A X422 o
O u / A Xis.2 : = F
| stwamm ..
015
dE R /
o 4243 574 7 5
— ¥R G A < A X17.3 0.48 )
on A X173
R ERETET 4T Axes €s
018
| Brawe izt K e A X3
01 A X203
TP 34 s s st e / o
02
- 35 2T EER S G o )/ A X223
o)
| sowmupgearpap
02
mndE T
01

4 R % LR B A s R A R SR AR [ B R A AR B
2B p< .05;

2 B B
it BSOS RS T - BPIR
TEMREAATEILIE 2 A > et e B LD -

55 HESEH %38 EE M



BT mE I

UM T R AG Bl o R A Y i e 2 % B > &€l
LSREL8.52 hixfysfiatdiat - irfEaeEiCELIFR 9
23 o SEREUR > (eI S i o TR AR
HEE - WL AR ESIEAE - EHETEE
g ERHY— A -

N GIESLEE 2 Fon it b I PR ESEMERE S b
=5

X 2 test df GFI AGFI

185.18 317 0.97 0.96
NFI1 RMSEA RMR SRMR
0.96 0.000 0.056 0.033

&re DAESIAT > BT Se R s Ay 2 8 £
STEERRGER - FrAEE BEREKCE (1 EAR
1.96) » FOREAE EIHELEZ B TH 7 HIERA (2 5
HREE RS R BRI AUE AL BRGEIR GFI
AGFI ~ RMSEA - NFI Z{E > ZEE| S IEACE S5
o INIEAWTFE T R S is s By > B9ME
TEAE BT N AR VB E B THAY S B K
HETL T AR (5 o TREIRA(R BN R T
iR " RIS AR e T ESEME ) o B
TRARARE ) AV IR B Y TR

(E1) #m
®E T ome
051
m#E 7
( é;%éﬂ; /

¥ tvalue KRR 19605 » p<.05 5 #5B p< .05
[E5 S B EEIEN R L S G E YRR B

HR > (st 2R b ARET DL T R T (EVB A
R — (R 22 I VR A R R R - B R
frin® L s > EE BB TR EAKEN
BOR - B TERE ) TE > O TR BB TE
PRI M TR E ) R ERTSCR - T
flserE ) s 0 " EREREERMREN BN
AR ) S ESERVRCR - HIOE T E e fElia

HERH %38 EE M

56

kR L B i E AR "B L 2 BT -LL LISREL #E1T EmbRag

TRREAEA ) A TR KR R AAVAE -
B TRBEREL, S T RREITEREL
B ESERCER - HOE T e E R AR
RAERERIES ) 1T e E E NI W ETE T | -
BOUEEN ME o T BEARHRATR LAY
RERENLZIRR ) B B FEMIRCR - HAOR T A
RETTENEIE R T HAVRIRE L K "B A BT
e RAVERN R IEME R ) -

2 SiC Sayiin

AU L AR e TR TR
Bty R TEEN F TRGGE ) KR
& TEERE ) HUR 8 o RRD TRAREEE TR
KE L g R EAEEN AT - £
LISRELIY 3 Afreh - BR TS T & B S IHA R (4
B2 R GEHERVEREE , PR 2RAVE SR
b > LISRELJR 55/ MNEE GRS SORBLRIRENCR - H
EFE R LB R L RS - RORAVERRE AT DIER
FIREREA BRI P B (B - SR E R BTy
7 fR#ECohen (1988) fEHtHISH{H » HEHE
/IR0 10T/ VR, » HAGHHEAE0.30/E 5 FE T
R HAEEHMEAEOSA L » B AR -

4.6

He o SAHTE RN 8RS - & T R
BB T BT REN  HAE
SRy 0.84 0 t{E Fy 6.19 - EEFIFHE/KCHE - HhlE 5

F o B ERK - hAETIBEEKAE - fEDL

=

1 T EfEses , — TRAtRGRE ) — T EEE 0 H
4R B 0.22 x 0.84=0.18

2. TR AL, — "EfRaE , — TR
HAEN I 0.51 x 0.84=0.43

3. MEEM, — "THfME, —
R B 0.31 x 0.84=0.26

BB BT EIA > B E R BN R T R
TR RS L R TEEEME o BLT RS
Bt HUZ BT RoR (043) 5 HIUE T HEEM:
(0.26) : " HEflRE | (0.18) HYZETIR - 1

%-

FEERE o HA

SR LU AR B B R 7 CHE



eI T P

TRER (LB
BifE N
R gr | S¥E
Sy
wE | R
T | 022 -
gg R R ; 0.18
. smgeE | 022 | o0is
w| nme |© - :
2 wmsE | 051 | 043
EEaE | o0al 5
Wl | bR : 0.26
sm@wE | 031 | 026
A f‘
@ gE | -
2 BRE 0.84
4.7 558

Lt B Y TR o BT
"RRREEE  AREEHIEHIRE -

DIRHIREIATT TR CE - T BRI BT R A2
B E AL BB AR R TR HAERY
Bl R E R R (% Frme B HARA T Rl » T " 4%
fRIE | R Frp— (B - BERREH5RE S
B N B S e o R (A B
1 HA ERE R > BB AR R T
B = DR B B T B A P 2577, LUR R
BB ERAR A AREE - FEIRBESE ~ SRITHE R—Lk
HArHISHEE - BB RS — EaER e
RE HERTRR (A — TR R -

2 ftm LRy T IR R E ) RO T BRI
mnE | FEEVIEm A -

HA AR E Y SRR M - PR BTG A
TEME - RIEA IR BB EAVRESEEL - EtE
anfFF It 2 AR R A e — Ry DRI
KRB BRI 28 - aeft—EE RS &
VR RIS o B B R R BT
TEME o MR B OELSENRE - 2
FHEEH(1991)R5 LB S ER AT i T
A TR ERR(E ) B W IRREB X
R - RBRE - BEEERREU S HER
R E R i B R R IR - fii#% 1 (1996)
FAE (1997) HYEBHZER P RS T "
Bt ¥ TRGRGE , AIEEAVRE -

fte OB i B R DA E 2 BP9 -DL LISREL 1T B sifinad

57

3RO TEEENE | RO T RS
HREENIERETE -

Crosby % A (1990) fEH R it B HIBIZE T -
P ERCERH B AN SVEEAH - A EHE
ANBBGEE BB AN —IHRE - BRI
BFEHRA LR - 10505 - BEATAR
FIREHE N BRVHIEAEE > R 2 an e IR
Kol > SHE N BT RIRHAREIIHBIRE ST > Tk
Rt AR R UG R - R - BRI ]
DAt Bl & N\ B B0 i R R Bl 5 B E
B -

AR B FTRRRIHY B A B HYFTRIA
CH AR Y EIFE R S RO PR AHBRRE T - AIEEEA
SREHIE AR A TR - B AT 1L R B
i I (R T TRV RRE - R b 2 (A
OHIEEEURE VR - 828 B 85(1991) it
FME(1996) ~ AN (1997) FA - FEMFIHIERE
PRZER P thlmse T R, W E A
BN Z

AR B EE | EEET R A
BEENERYE -

B o BN RIRE (R TEH Y E > ZBEEEITEET
DUN AR FE SR DU BB SUME & R oo T B
fir. ~ M &R B R 5 T B 1L (8 AR
FHEFE ~ PRE R LAV B IR - T Bl
Z RIS & DS A S HE -

R S SRR T - BE (i B AL S Ry
B - RS B — I - 18
FEME ~ B IR BAVERZ R0 - I LR R R
I RS (HAE » DRI A T = S B AN TEE
M o ETEAEE PR RE T REEE A RAYIRTS
B BEAVEER > SCRBE HVBECE - Bt
B IR E A BB TERE TIRT R
JE o RILRARIT#HEY B Y221 B AR B
73> TRE SR E 5 R A T IR 7% - Bdg
ORI R HIR A - DU R E G HEE
P (Crosby - 1990) - BR{rinE s > (UREE
Sl BLPE SR BN RR R EE TR > IEE Rk
FEREE - EIMEHEETE VR (GRed
# > 2002) -

5.fttarb O HREE Y TR T RIS EAR(E

HESEH %38 EE M



BRe BEEE $IRE

FEZEN ) RERGE  EBR i ERY
ORI R R ARSI

FHRYRIAL 1 ~ 2~ 3 ~ 4 BEAVEEERERE - SRpACHTSE
B (o B YR R (RIE B (i B B o BRI
BREE - HIE - (e OfE TSR TR
BEfE(t ) 5" BN SR EMARERIRNER
EFrEES T > R R R A E L BURE

(BRran B fEE ) CHZEETTHE - i 2R
FARRZAG LA O BRI AT
Fo o RUTFEHYGE R B H B 55 (1991) ~ i 3% 1
(1996) ~ TABRE (1997) FEA—EL -

6. " BR{AEE  AYRIEREE S - TS b T
SRER MR (i E

et LRV L EE S R e IR S - B AEAR Y
BT WHE BISEFTAHERERE A EEA
B DUEE A pE U HLAE E Ak BUH i
LR AT THIEEEEAR - 540 FEEAR
Wrst S ftmsoFr R B e fdtm L - it
PR O BINERAVETR - BERET 4K
o BRI EE - FRERER > MRS
WEREATEBFEER - BB AIITE - 7l
(B R A iR NI > R R i 24
BRI ORI © AL > AR R gl
Y T(EE ) B TR RN (R E -

7 TS ) TS O TR BB T EARTERE
TN ) ERE SR EHE

SRR E T - R E R E R T
Fo o HEEZ TRV - DO BT R
EAGEEEAE EESE > B i RIS 5 e e
FULHINRBYMERGIRGIERE - Gl E i
B I B B A B T B AR P Lol
HREA Ll Z G5 - s RIS AL — Y
SRR SR SR > (HEFRLUEF R HAVHYEE
BefdtadL - MEXRBEFIRNESER - ZREF
AR ReEREZ B e S AT T 38 TR E g
O o ATRESE AR RS R A o LR RS ek 2
6] " BREE AR ) 5T MRS ERS ) DU
TRV HTR

8.fathartu ey | HEESRIE | T IR AR L K T
M =0 TR E  NERT o DL T RS AR
b, BRBEIIEK -

HERH %38 EE M

58

kR L B i E AR "B L 2 BT -LL LISREL #E1T EmbRag

e 5 PHISELAEATR > BB BN R
g DT R R L, AU EIER - BIREH
PR MR Sy - B T R TR
AR HIEEAL > ReaFEanE RN ZR » tHH I
M (EEE AR MR Rk - DB
DAEPRARES HE  FTCALUA T MRS 2K 2 5P
PEAtHIIR - o] DU R s I LSRR R
AT HEE TR -

PRI - (et b OBy S IR TS - SRS B AR (LAY
EW > AiEERRIREERHLNER > KE
TR A HEE M > T fE e L (i
OEERTREAVEE - T (1996) ByG
P I B R R (A T O N R HUR RS R )
TRET 17 TR R (e T I RNZR AT A RE
B LB RAL TATHZ & T RS R e R o
e R RIS ) SYESE = DU ]
R ARG (b g e Ry 2 -

f -~ G iR

B beltn A - AT At AR AR
Hiin > HRHEZ RN IR S 2 A I - SE
A BB RIS L R i E 2 R > R
BN TEEEHE S - BB H SR
Pre st B (A O HE A S U AR T 85 040
DRURS BERR MRG0 - (G- fihe L B B AR B Y
[ TRy

Fo T (e oL B Rl AT N U RR (A i Y
B Do BREE TR R T LR RS E Y
ey (NG e e e RN S e e el
BLE > DESE C Bhiif#f oz B g e
HEAE R G A RIE TR - &i& > &EhfE
LR RS E R TL - NMERER B R fm
EHVEENE - A i A I TR R
B\ B ofdte O R IR R R B S (T
TR - M E R = ST Ay -

AW R E R T 5T 05 ZURT G Ay £ S SR R A
% -
Lf#ta b O BlgEZ Y SR o Bl LR
"EEhiRE  AEEREESE -
2. (@t Ly T R RS L B O T REGR
m'E | AEENIEHE -

gn

gn



BR=l B $IRE

3{@&2\':’3»&\5’\] riﬁr%fﬁJ {@*ﬁqj,bﬁ/\j FE%{%E%EJ
ARSI R -

ARG B ) SR T R A
B I -

5.f et LR AT e T IR EAR(E
TEEN ) gFEMGLE  WERRGLE
B o A SR T R B Y TR

6.ftg Ly T ESRE T IR AR L, KT
M = TR E , NERF 0 Ll T RBE
ARt HURETIRK -

7. TRRREYE ) AYRS(EREE S T B B TR
SHRER BB (i E

8.4 TR, s - TR T R L BB T AR
I T EE | FRERESNE -

(R ARBGE & B S © AT THEE TR
% DURLEGRR GERRELY - EET
SRR AT R EL A &) - — B
Wit L EIRA Y AU - (HE RO EH - %
SRR AT - S bEmER A AhPk
B o DRI STV ARSI AT - R
DUELB B A BB ARI AR » LU
Bl » RS AEILHERS - 2B AT MR
25T BT AGIRS - A0  AREELESR
PR R © R - DT (8%
B BRI E RS - BB R R4
5 -

L. AREEMIL , T

(1) BB
R s A B AR A (RS SRR » A A
EE R EREKRE © FTDL - R R R S
fry— RS Kk + SEARAZ PHITREN : (R —PE »
B B TR T A BT RS AT i
RIS » LR AFTERRHIRIFTE © [t
R I — B RGBS RARE -

(2) BERABHIRE I R
R SRR - R
BRAES  RB IR RS - HTEIREH,
BTG AP BN SR - BB
T » B R R B R 1 -

fte OB i B R DA E 2 BP9 -DL LISREL 1T B sifinad

59

It - Sl A RERGHY P TR A B — RS F E
o -

Q) EFEHIIRE K2 E

Fo T FRERE (R AR 22 - Bl A —(EE
iR E A A EA A FE R R E A DU
A GTTHECHIIE - SEA R N R TAVE A T EEY
BORHERG.C . R E R A NEEE - At
¢ 35 L &G 23% > 35~45 L E (S 30 fe4
PRIt E4gE - ATLL E4EEE e-mail 5 FRTAR
ARHTERARHMESEAY FLESL > TR O R A
A E A o BEIRFREICA] DL ABORZ D2 -

2. TEZEME ) JTH

(1) fosEEE A\ B RSEUSHYE S HIER O
FHIFROR > WEJE TRt - BAREE
AAVESEAN A

B AR TR R L BRI AR i T
HITHERRE 19N - B TAE - HREA IR
B AT B R AN DAL Lo
SEESIR T Z PR A E T AR ERY
KPR R A

1. TR, DT

Fo 1 BARERS SR & ORIsr BRI 7 A B A P e 2%
THEST]  [EIRH R = B 2 B A bl
IR (DAY —TERGE - BT DR BHR Y IBHE
FAREIEE B - UA LA ¢

(1) BEIUEERERREREER L 2REE
o AR AR TR AT — TR R Y By
[ > SRR T S PR MR ] -

HZRERE AT (F S ta & &S RAvEal) =i
g b L SRR R R (4% SR HH R R B
Bl AR R [l (S 1 ARG LAY By
B TRAG PrEA P TR ] SRR 2 A ]
BIN BRI RS E BRI T2 ] -

85 BRI 108 YR e e
SR R BTN RN
- L ITLUBBRI R A TS 1F - SR
RS - TRE > IS R
I R BT R ML T B %
R -

O]

0]

®)

HESEH %38 EE M



BT mE I

[1]

(2]

(3]

[4]

[5]

[6]

[7]

8]

[9]

[10]

[11]

HEE

N~ SER

g (1996) T 2@ RS2 BRAMESR -
nn' B B FE G 2 BRI PERT 9 o > RAALTT
B TEUE I ATR LA LR

FARE (1997) " IRABZERT] - BEAITHHEL
B EE R R Z W5 | > BIIL P IR RS 4R
SEEENTITATR L E 15w

FHEE (1997) T &Rt BB R
OZARVE > IR SR ERTE L

LA
affl °

FfFR (2001) - " FEED kR 2 B S o
E -~ BB LR D AR ST
FEHE R ROl S BT SE TR 3R S -

;qu

JLERE (2001) - TREINRBSEERT  HR
o' E BARH o B BRI BT 5E - RS
(b SEE BRI R S

=2 (2001) - RS n B B 2 [ A
ZWFi—Lla iRl B b e ROl R
RN FLEGE R HITE
AL

FHEH (1991) " FhgsErs BRAARITHH Z b
7t 0 BITBUE R RER T TR AR L

A
aff °

ftiFEkE (1996) - I &I fRITHERR (i E
U I 2 TRWTE ) > B BB ER R
I SEE BT RTR R L5

RS (1993) - T PR et B oA

BLARACHI RIS AR E] | A E RSB ERL B2

FeRTHE LR S ©

EIEF - TR RCE RS0y (1997)
FEREEDLHBERFERERFAVEKE

BHHT R 2 JeBabgE ) 0 7(1) - 43-50 > hEE
REIZER T -

sRAHE) (2002) - T EETRE S 2B (hdn B 1R

A BUBRSERENE AT 15

H EREE—

60

[12]

[13]

[14]

[15]

[16]

[17]

[18]

[19]

[20]

[21]

[22]

[23]

[24]

kR L B i E AR "B L 2 BT -LL LISREL #E1T EmbRag

FFECE (2001) T SERR M S TR d
MHBIR R — U TR EE B > &
BER BT B BB FE AT 3 5L

BRE A (2001) " PRt B &R AR T
S Z MHBRR e APt o RS ) T
REE TSR TARSE R 20hH H-5m 0L -

B (2001) » BRI A T E %
HERE AR | 2T R TSI ISR
B R L

Hhise (2002) ) EERBYER |0 oL
CEETERSE -

BT (1995) T IRTEEBIEABTE - Bk
S 5 — B S (R E R 1
I BT S0 ©

FERETK(1996) » T @RI E KB & Tita R
128 » 86-88 » &isEMESE -

FEE (2001) " g R HS Sn E R R Z B 5T —
EHEMWERINTEZER 0 712-82 0 BIE
HUHAH -

FEEe (1995) T {EZEHERE | - 22-28 > Bl
A TR

Allen, C., Kania D. & Yaeckel, B. (1998).
Internet World Guide to One-To-One Web

Allen, C., Kania D. & Yaeckel, B. (1998).
Internet World Guide to One-To-One Web

Anderson, J. C. & Narus, J. A. (1990). “A
model of Distributor Firm and Manufacturer
Firm Working Partnerships,” of
Marketing, 54(1), 42-58.

Journal

Bagozzi, R. P, & Yi, Y. (1988). “On the
Evaluation of Structural Equation Models.”
Journal of the Academy of Marketing Science,
16, 74-94.

Berry, L. L. (1983), “Relationship Marketing,”
in Emerging Perspectives on  Service
Marketing, L. Berry, G.L. Shostack, and Gd.
Upah, eds. Chicago: American Marketing
Association, 25-28.



[25]

[26]

[27]

[28]

[29]

[30]

[31]

[32]

[33]

[34]

B

Berry, L. L. (1995), “Relationship Marketing

of Services-Growing Interest, Emerging
Perspectives,” Journal of the Academy of

Marketing Science, 23(4), 236-245.

Cardozo, R. M. (1965). “An Experimental
Study of Consumer Effort, Expectation and

Christy, Richard & Gordon Oliver & Joe Penn
(1996), “Relationship Marketing in Consumer
Markets,” Journal of Marketing Management,
Dec., 175-187.

Cohen, J. (1988). Statistical Power Analysis
for the Behavioral Sciences. Mahwah, NJ:
Lawrence Erlbaum Associates.

Cronin, J. J, & Taylor, S. A. (1992).
“Measuring Service Quality: A Reexamination
and Extension,” Journal of Marketing, 56,

55-68.

Croshy, L. A., Evans, K. R. & Cowles, D.
(1990).
selling:

“Relationship quality in services
An
perspective 7, Journal of Marketing, 54(2),

68-82.

interpersonal influence

Evans, J. R. & Laskin, R. L. (1994). “The
Relationship Marketing
Conceptualization and Application, Industrial
Marketing Management, 23(12), 439-452.

Process: A

Fletcher, J. O., Simpson J. A., Thomas, G.
(2000), “The
Relationship

Measurement of Perceived
Quality
Confirmatory Factor Analytic Approach,”
Personality and Social Psychology Bulletin,
26(3), 340-354.

Components: A

Garbarino, E. & Johnson, M. S. (1999). “The
Different Roles of Satisfaction, Trust, and
in Customer

Commitment Relationships,”

Journal of Marketing, 63(2), 70-87.

Griffin, J. (1996).
Simmon and Schuster

“Customer Loyalty,”
Inc. Gronroos, C.
(1990). “Relationship Approach to Marketing

in Service Context: The Marketing and

HERE BIRE

fte OB i B R DA E 2 BP9 -DL LISREL 1T B sifinad

61

[35]

[36]

[37]

[38]

[39]

[40]

[41]

[42]
[43]

Organizational Behavior Interface,” Journal of
Business Research, 20(1), 3-12.

Hair, J. F., Anderson, R. E., Tatham R. L., &
Black, W. C. (1998).
Analysis (5th edn). Prentice Hall International:
UK.

Multivariate Data

Hennig-Thuran, T. and A. Klee. (1997). “The

Impact of Customer Satisfaction and
Relationship Quality on Customer Retention:
A Critical Reassessment and Model

Development”, Psychology & Marketing,

14(8), 797-764.

Jones, T. O. and W. E. Sasser (1995), “Why
Satisfied Defect,”
Business Review, 88-99.

Customers Harvard

Kotler, P. (1999). Marketing Management -

Analysis, Planning, Implementation, and

Control. New Prentice-Hall,

Englewood Cliffs.

Jersey:

Kumar, N., Scheer, L. K. & Steenkamp, J. B.
(1995). “The Effects of Supplier Fairness on
Vulnerable Resellers,” Journal of Marketing
Research, 32(1), 54-65.

Lagace, R. R., Dahlstrom, R. & Gassenheimer,
J. B. (1991). “The Relevance of Ethical
Salesperson Behavior on Relationship Quality:

B

The Pharmaceutical Industry,” Journal of
Personal Selling and Sales Management, 11(4),

39-47.

Lee, Jonathan, Janghyuk Lee and Lawrence
Feick (2001), “The Impact of Switching Costs
on the Customer Satisfaction-Loyalty Link:
Mobile Phone Service in France,” Journal of
Services Marketing, 15(1), 35-48.

Marketing, John Wiley & Sons.

Moorman, CR,; Zaltman,G. &
Deshpande,R.(1992). “Relationships between
Providers and Users of Market Research.”
Journal of 29(3),

314-329.

Marketing  Research,

HESEH %38 EE M



R

[44]

[45]

[46]

[47]

[48]

[49]

[50]

[51]

[52]

[53]

[54]

HHEE

=

HER BIRE

Morgan, R. M. & Hunt, S. D. (1994), “The
commitment-trust theory of

of

relationship

marketing”, Journal

58(3),20-38.

Marketing,

Parasuraman, A., Zeithaml, V.A. & Berry, L.L.
(1994), “Reassessment of Expectations as a
Comparison Standard in Measuring Service
Quality: Implications for Further Research,”
Journal of Marketing 58, January, 111-124.

Peltier, J. W. and J. E. Westfall (2000),
“Dissecting the HMO-Benefits
Relationship: What to Measure and Why”,
Marketing Health Services, 20(2), 4-13.

Managers

Prus, A. and D. R. Brandt (1995),

“Understanding Your Customers”, Marketing
Tools, Jul.-Aug., 10-14,

Reichheld, F. F. and W. E. Sasser (1990),
“Zero Defection: Quality Comes to Service,”
Harvard Business Review, 68, 105-111.

Satisfaction,” Journal of Marketing Research,
2(3), 244-249.

Selnes, F. (1993). “An examination of the
effect of product performance on brand
reputation, satisfaction and loyalty” European
Journal of Marketing, 27(9), 19-35.

Shani, D. & Clalasani, S. (1992). “Exploiting
Niches Using Relationship Marketing,” The
Journal of Consumer Marketing, 9(3), 33-42.

Sheth, J.N.
“Revisiting Marketing’s
Generalizations”, Journal of the Academy of
Marketing Sciences, 17(1), 71-87.

and Sisodia, R.S. (1999),

Lawlike

Sirohi, N., E. W. McLaughlin, and D. R.
Wittink (1998), “A Model of Consumer
Perceptions and Store Loyalty Intentions for a
Supermarket Retailer”, Journal of Retailing,
74(2), 223-245.

Smith, B. (1998). “Buyer-Seller Relationships:

Bonds, Relationship  Management, and

H EREE—

62

[58]

[56]

[57]

[58]

[59]

kR L B i E AR "B L 2 BT -LL LISREL #E1T EmbRag

Sex-type”, Canadian journal of administrative
sciences, 15(1), 76-92.

Storbacka, K., T. Strandvik, and C. Gronroos
(1994), “Management Customer Relationships
for Profit: The Dynamics of Relationship
Quality,” International Journal of Service

Industry Management, 5(6), 21-38.

Stum, D. L. and A. Thiry (1991), “Building
Customer Loyalty,” Training and Development
Journal, April, 34-36.

Williamson, O. E.
commitments:

(1983).  “Credible
Using Hostages to Support
Review,

Exchange,” American Economic

73(4), 519-540.384.

Zeithaml, V., Berry, L., and Parasuraman, A.
(1996), “The Behavioral Consequences of
Service Quality,” Journal of Marketing, 31-46.

Zeithaml, V., Berry, L., and Parasuraman, A.
(1996), “The Behavioral Consequences.



