A Study on the Relationship between Service Quality and the Consumer''s Postpurchase
Behavior--Take Department Store in

gobogood,bgd

E-mail: 9121670@mail.dyu.edu.tw

ABSTRACT
goooboobobbooboobgooboooobooboobobobob oboobooboboboobooboon
gooobooboobooboboobo boobobooboobooboobooboobooboobobobooonoog
gboob obooboboboobooboboobooboobobooobooboob bbooboobOooboon
gooobooboboboobooboobooboo ooboobooboobooboobUoobobooboOobOoon
goboob obooboboobooboboboobooboobobobLooboobobboboobOoobOon
gooobooboboboboooobooooboobooboobobooboobUoobobboo 200bOooO
gooobooboobobobooboobooboo 3 obooboobooboboboboobooboobobobo
gooob obooboboboobooboob 40b00bO0o0ObO00ObO0O--bODbOObDOO0ODbO0ODbObObDODOO
000 boooboobobooobo0oboboboobooobo0obOooo s 0D0obooboobobooobo2b0d2
Oo0o0oboobOoboboO40000obooboboooboobooboboboobooboobo booo

Keywords: OO0 0O ;0000 ;000 ;0000
Table of Contents

gboogooboboooobobobobobobobooobobobooboob bo0ooobo bob
gboooobobobobobooboobbobogpzBDO00OODOODOO0ODOODODODOOOOODODOO
gbogoobooboobooboobobob boooobo bbb obooboo oo bo0ob obo boob
gooobgboogoboobo b ooboo oo obooobob oboboobobboboobOoo oo
goobooboob boooobgoobobooboob oboboobooboobobbooboobo boo
goooboobooboobooboooob oboboobooboo oboboboobo b oD obDobOooDb O
gboobooboooobooob oboooob obob

REFERENCES

0000 1000 1992SAS/pCOO00O0---000000O0OOO0DOODO 2000000000 00O0O0O0DODOODODOOOO O
Jdo0ooooOo ov3. 000 000 1994SPSSFORWINDOWSOUOUOUO---00 000000 0O oo:0bobbooboooooooa
0 4.000 1995 SPSSFORWINDOWSO O UOOUOOO ODO:0000000000000OO S 000 190000000000 o
Jdoooooooobooboobobobobobboe OO0 0O0O0 00D OoOoOoDbOObOO 7.000 199% O
dO00:SPSSFORWINDOWSO O O OO OO:0D0O0O0OO0DODO 8000 199700000000 0000000O0O0OOOO 9.00
019%5 00000 00000000000 10.000 1994 0000000000000 000000O0O0OOOOOOODODOO
dd0d 110001997 0o0o0o0o0o0o0oo0ooboo0oododdoo---0boo0000d00ooo oDoooDooobDooboobOoOoOD 12.0
go 1% 0o0o0oooooooooodddddddooo---000dd0o0ooo DooDooOobOoOobooObODODbODO 18.00
g19000o0o0o0o0o0o0o0o0o00000d---000000000 0000000000000 4000 000 000 19970
00000000000 000000 D00000O pp.85-9815.000 19970 00000000000 0OOODOODODOO0O OO
0000000000000 16,000 1930 0000000000000 0DO0O00O00O0O0DOO0O0OO 17.000 19890000
JdoooooOoobooboobobobooboboooo0o 1. 000199 0000000000000 0000000000000 DODO
O 1. Anderson,Eugene W. and Mary W. Sullivan 1990,Coustomer Satisfaction and Retention Across Firms,presentation at the TIME College of
Marketing Special Interest Conference on Service Marketing,Nashville, TN,(September) 2. Bolton,Ruth N. and James H. Drew 1992, Mitigating the
Effect of Service Encounters,Marketing letters,3(1),pp.57-70 3. Boulding,William,Ajay Kalra,Richard Staelin,and Valarie A. Zeitham 1993 A
Dynamic Process Model of Service Quality:From Expection to Behavioral Intentions,Journal of Marketing Research,30(February),pp.7-27 4.
Buzell,Robert D. and Bradley T. Gale (1987), The PIMS Principles,New York:The Free Press 5. Christian Gronroos 1983,Strategic Management
and Marketing in the Service Sector,(Boston:Marketing Science Institute),May,pp.63 6. Crpnin,J. Joseph,Jr. and Steven A. Taylor 1992,Measuring
Service Quality:A Reexamination and Extension,Journal of Marketing,56(July),pp.55-68 7. Crosby P.B. 1979,Quiality is free,New



York:McGraw-Hill Book Co. 8. David A.Garvin,What Does 'Product Quality'Really Mean? ,Solan Management Review,Fall,pp.25-43 9. Day R.
1977,Extending the Concept of Consumer Satisfaction,in Advance in Consumer Research,W.D. Perreault Jr.(Association for Consumer Research)
10. Diner,Betty J. and Stephen A.Greyser 1978,Consumer View of Redress Needs,Journal of Marketing,42(October),pp.21-27 11. Etzel,M.,and B.
Silverman 1981,A Managerial Perspective on Directions for Retail Customer Dissatisfaction Research,Journal of Retailing,pp.124-139 12. Fornell
and Claes and BirgerWernerfelf 1988,A Model for Customer Complaint Management,Marketing Science,7(Summer),pp.271-286 13. ----and----
1987,Defensive Marketing Strategy by Cusyomer Complaint Management:A Theoretical Analysis,Journal of Marketing
Research,24(November),pp54-59 14. Greising,David 1994,Quality:How to Make It Pay,Business Week(August 8),pp.54-59 15. Juran J.M.
1974,Quality Control Handbook,New York:McGraw-Hill Book Co. 16. Keavency 1995,Susan M.,Customer Switching Behavior in Service
Industries:An Exploratory Study,Journal of Marketing,59(April),pp.71-82 17. Kotler Philip 1987, The Principle of Marketing,Prentice Hall
Ltd.Ch23 18. Labarbera 1983,Priscilla A. and David Mazursky,A Longitudinal Assessment of Consumer



