Jobouobboobotobouooboo—-0gooboa
goougood

E-mail: 9315887 @mail.dyu.edu.tw

g
gbooobgoobooboboobooboobooooboobooboobobboboobooboobobo
gbooobgoobooboobobooboobooboooobooboobooboboboboobooboobobo
gooobgoobobobooboooobooooboobooboobooboobuoobuoobobooboobOoon
gooobgoobooobobooboobooboobooboobooboobobboboobooboobobo
gooobooboboboobooboobooboboobooboobob oboobUooboboobOooDbOoon
goooboobooboboobooboobooboboobooboobobboboobooboobobobo
goooboobobo ooboobooboobobboboobooboobolbboboobooboobobo
200000000003 0000b00bOobbo40000 000 ODSO0DbO0ODbODODODeDODO" O
" Orvgbo0b0oobooboboobosoboooboobuoobobooeboobobboobooboobOoDoon
gloobooobooboboooboobooboobooboooboobobooobooboobobboobOoOobOoon
oooon

gogg:goboo,obdog;,gogon
EEN

ooooooooboooooOoooooooboooooooOoooDoogOoD..ibbooooboOoooDboo
gcoooooooooooobovooooooOoooooOoobooOoooooOoooooOo.wibooooboooo
oOo0ooooO00oOoOooO0oUooOooOOwiibdobooOo0OoDOoOo00oDOOoOoOODOoOoOO0oDOOoOxooooO
OO0000O00000OOo0U0O0OQCO0U0ooOo.xioooo00obOoOo00ooOoO0obooOo0obDooOoOoxvO
gboobobgoooboobooobgoo.cooboobooboi10obooobooboobo.obbooobooo
gboodebd0ooobob0obOobooboobo.oboobooboobobsoooobooboobobo
goooboobgoosbg oogbooboooboo.0bobobooboob1obo boboobooboobobo
go.0o0b2200 boboobooboo.0bobooboobsipbooobbobooboobOoobobobo
gooob3ioo boooobooboobo.oopbooboobsbogboboboobooboooboo.cbobo
obo3s00 b0bogbooobobooobooboo.0boobsroo booboobooboobo0oboOo.0boDbdo
oo oboobooboboob.bo0obobobo46000 D000 D00 O0OO0ODOODODODOODOODOOD
ooodb4800 0b0o0boboooboo.ooboobobooob4b0bobobobooo.oboobooboboo
gos000 bO00obOoboo0o.0bo0obobob0oboo0obs4b0o0DobooobooboobobooobOoobon
gs6ed00d 000000 0O0Ob0OO0O0ODbOO0bObDOObDOOS™UDL ODbOobDUOObOoObOobDbL..bObOODbO
o500 0000b0ob0boob.ob.0bobob0oboooesSUb ODbObDbOObDOODbL..bODbOObDOObDO0OeeO
0oobooboobobooob.boobuobbe700 D0DbO0bODDOObD..DOODDODDOODOEOOD O
oo ooogoobobooobooboobo..boboooboonnobo bbb ooDooboob.Oob
ook obobooobooboobuo. bbby bbb UooDbUobD.oboobOoo
04000 00000000 0b00O0oOooboboboooDo.ooobobobobDRUOooboobobooooDbooo
ooo0.00bdbuedlDb00oooboboboooobobo.oobgoobiscoboooooobobooooDo
ooooboobooooobikigoo tz-1iogbooooooobo.Dboooobooboonooy4p220po0oO
ooooooob.0obooooboboosoz230goooboooooboobooooobooooo.Ooog24no24
PZBOUOUODOODODOODOOODOODOOO.0DO0ODbO2e02-5PZBOODODOOOODODO0ODOOOOODOO.O0ODOO?27
Uz2ec0000000000D0O00DOO0DOO0ODO.000038U2700bO0O0bOO0ObOOO0bLOoO0bOoODbOD.D.O
gboo39028000000000000000O0000..00.0Db041029000000000O0000DOODOOO
g.0oboo.boo4ibos10b0o00nooooboooobuoobooob.bo.ooossbos320bgbooonooooboon
googob.oobgooossodb g1gogogoboobooboob.0obobboboobOo202100000
goooboobob.0ooboobgoob28bz22000b0o0o0oboobooobo.0boboob040310
goooboobobbobooboo.boboboest41boboobooboobooboobobooobg



0904200 000000000DO0O0DO0ODODOOD.0DO00D12804300000000DbO0ODODOODOODOOO
0.000133

goon

0000000000 100000000(@199)0 0000000 (Inter-act:using interpersonal communication skills, 7th ed.)d Rudolph F.
Verderber, Kathleen S. VerderberDO O OO 0:0 0000 2.00 00 (2002)0 O O O O (Relationship Marketing)d John Egan0 0 O 0 0:0 0
00030000019 000000000000: 000000000 400019920 000000000000D0O0DODODOOO
O0000000—-0000000000000000O0O0OD0OOeE-870 5.00000ORUODDDODDODDDODDODDDODODODODODOD
0e0d00000RDIODODOODOOOODOODOODODOO 7.0000(1997)00 0 00O O 0O (Basic of Qualitative Research:
Grounded Theory Procedures and Techniques)d Anselm Strauss, Juliet Corbin 0 0 000 O0: 0000200 8.000(199) 000" OO OO
go0oOOOoOOOoOOoOOOOr Doob0:ODooeOoOo@Eesy 0 dd—00000000000 10000 (200200000
OO0 1nooocEooy)OoOooOoOODOD: 00002980 1200019000000 0000OoooooooOICO
0125-1260 13.000(1997)0 0000000000000 0O0OOOOOOOOOODOOOO200061-920 140000000
(0000 00 0000000000000 000000000000034-1000189-2050 15.000(1997) 00000000000
go0oOoOoOoOoOoOoOoOoOoOOOOOOOOOOOOOOOOOOOOODO 000D OODDOODDOODODODOOOOOOOOOO
gooOoOoOoOoOoOoOoOoOoOOOOOOOOOOOOOOOOOY7OO0O0@EOOOUOOOOOOOOOOOOOOOOOOOOOO
go0oOoOoOoOoOoOOoOoOoOOOOOOOOOOO BOOOEOUOOODODDODODODODOODOODOOOOODOOOOOOOOOOO
0000000000 DO0ODOOD0O0OO0O0 000000 1.Andreassen, T. W. (1998).“ Antecedents to satisfaction with service recovery,”
European Journal of Marketing, 34(1), pp.156-175. 2.Albrecht, K. & Bradford, L. J. (1989).“ The Service Advantage, Dow-Jones Irwin,

" Homewood, IL. 3. Barnes, J.G. and Howlett, D.M. (1998) “ Predictors of equity in relationships between service providers and retail customers
", International Journal of Bank Marketing, 16(1), 5-23. 4. Bitner, M. J., B. H. Booms and M. S. Trtreault, (1990).“ The Service Encounter:
Diagnosing Favorable and Unfavorable Incident,” Journal of Marketing, Vol.54, pp.71-84. 5. Bitner, M. J., B. H. Booms and L. A. Mohr, (1994).
“ Critical Service Encounters: The Employee’ s Viewpoint,” Journal of Marketing, VVol.58, pp.95-106. 6. Boshoff, Christo, (1999). “ An
Instrument to Measure Satisfaction with Transaction-Specific Service Recovery,” Journal of Service Research, Vol. 1, Iss. 3, pp.236-249. 7.
Boulding, W., A. Kalra, R. Staelin, & V. A. Zeithaml, (1993).“ A Dynamic Process Model of Service Quality: From Expectation to Behavioral
Intentions,” Journal of Marketing Research, Vol. No.3, pp.7-27. 8. Christo, B. (1997).“ An Experimental Study of Service Recovery Options,”
International Journal of Service Industry Management, 8(2), pp.110-130. 9. Churchill, G. A. (1995). Marketing Research: Methodological
Foundations, 6th ed, The Dryden Press. 10. Colon, D. E. & N. M. Murray, (1996). “ Customer Perceptions of Corporate Responses to Product
Complaints: The Role of Expectations,” Academy of Management Journal, VVol. 39, Iss. 4 (1996), pp. 140-156. 11. Cooper, D. R. & C. W. Emory
(1995) Business Research Methods, Richard D. Irwin Inc. 12. De Lisser, E. (1993).“ Today’ s Specials Include Customer Satisfaction,” The Wall
Street Journal, B1. 13. Day, R. L., (1980). “ Research Perspectives on Consumer Complaining Behavior,” Theoretical Development in
Marketing, Charles Lamb and Patrick Dunne, eds. Chicago, IL: American Marketing Association Press, pp.211-215. 14. Firnstahl, T. W., (1989).
“ My Employees are My Service Guarantees,” Harvard Business Review, pp.4-8. 15. Folkes, Valerie S. & Kotsos B.(1986).“ Barclays Life:
Customer Satisfaction and Loyalty Tracking Survey,” International Journal of Bank Marketing, pp.287-292. 19.George, William R. (1990).

“ Internal Marketing and Organizational Behavior: A Partnership in Developing Customer-Conscious Employees at Every Level,” Journal of
Business Research, Vol. 20, pp.63-70. 20.Gilly, M. C., (1987). “ Post Complaint Processes: From Organizational Response to Repurchase
Behavior,” Journal of Consumer Affairs, Vol.21, pp.293-313. 21.Gilly, M. C., W. B. Stevenson & L. J. Yale, (1991).“ Dynamics of Complain
Management in the Service Organization,” Journal of Consumer Affairs, VVol.25, No.2, pp.295-322. 22.Goodwin, C. & I. Ross, (1992).

“ Consumer Responses to Service Failures:Influence of Procedural and Interactional Fairness Perception,” Journal of Business Research, \Vol.25,
pp.149-163 . 23.Gronroos, C. (1988)." Service Quality: The Six Criteria Of Good Perceived Service Quality,” Review of Business, 9, pp.10-13.
24.Hart, C. W. L., J. L. Heskett & W. E. Sasser Jr. (1990).“ The Profitable Art of Service Recovery, ” Harvard Business Review, pp.148-156.
25.Hoffman, K. D., S. W. Kelley & H. M. Rotalsky,(1995). “ Tracking Service Fairures and Employee Recovery Efforts,” Journal of Service
Marketing, Vol.9, No.2, pp.49-61. 26.Kandampully, J. and Duddy, R. (1999) Relationship marketing: a concept beyond the primary relationship.
Marketing Intelligence & Planning, Vol. 17, No. 7, pp. 315-323. 27.Keaveney, S. M., (1995). “ Customer Switching Behavior in Service
Industries: An Exploratory Study” , Journal of Marketing, Vol.59, pp.71-82. 28.Kelley, S. W., & M. A. Davis, (1994)." Antecedents to Customer
Expectations for Service Recovery,” Journal of Academy of Marketing Science, VVol.22 , No.1, pp.52-61. 29.Kelley, S. W., K. D. Hoffman & M.
A. Davis, (1993).“ A Typology of Retail Fairures & Recoveries,” Journal of Retailing, Vol.69, No.4, pp.429-452. 30.Kenney, M. J., (1995).
"Antecedents to Customer Expectations for Service Recovery," Journal of Academy of Marketing Science, Vol,22. No.1, pp.52-62. 31.Levesque, T.
J. & McDougall, G. H. G. (2000).“ Service Problems and Recovery Strategies: An Experiment,” Canadian Journal of Administrative Sciences,
17(1), pp.20-37. 32.Maxham I11, J. G. & Netemeyer, R. G. (2001).“ A Longitudinal Study of Complaining Customers’ Evaluations of Multiple
Service Failures and Recovery Efforts,” Journal of Marketing, 66(4), pp.57-71. 33.McCollough, M. A., Berry, L, L. & Yadav, M. S. (2000).“ An
Empirical Investigation of Consumer Satisfaction After Service Failure and Recovery,” Journal of Service Research, 3(2), pp.121-137. 34.Miller,



W.L. & B.F. Crabtree (1992). Primary care research :a multimethod typology and qualitative research map. In Crabtree O Millers (eds) , Doing
Qualitative Research, Newbury Park CA:Sage 3-28. 35.Miller, J. L., C. W. Craighead, & K. R. Karwan, (2000).“ Service Recovery: A Framework
and Empirical Investigation,” Journal of Operations Management, \VVol. 18, pp.387-400. 36.Mishler, Elliot G. (1986). Research Interviewing:
Context and Narrative (Cambridge, MA: Harvard University Press,) 37.Mohr, L. A. & Bitner, M. J. (1995). “ The Role of Employee Effort in
Satisfaction with Service Transactions.” Journal of Business Research, 32(3), pp.239-252. 38.0liver, R. L. (1980).“ A Cognitive Model of the
Antecedents and Consequences of Satisfaction Decisions,” Journal of Marketing Research, 17(4), pp.460-469. 39.Parasuraman, A., V. A.
Zeithaml, and L.L. Berry, (1985).“ A Conceptual Model of Service Quality and Its Implications for Future Research,” Journal of Marketing, Vol.
49, PP.41-50. 40.Parasuraman, A., Zeithaml, V.A., & Berry, L.L., (1988). Communication and Control Processes in the Delivery of Service
Quality,” Journal of Marketing, Vol. 52, pp.35-48. 41.Price, L. L., E. J. Arnould & P. Tierney, (1995).“ Going to Extremes: Managing Service
Encounters and Assessing Provider Performance,” Journal of Marketing, Vol.59, pp.83-97. 42.Schlesinger, L. A. & J. L. Heskett, (1991) “
Breaking the Cycle of Failure in Services,” Sloan Management Review, pp.17-28. 43.Schweikhart, S. B., Strasser, S., & Kennedy, M. R. (1993).

“ Service recovery in healthy service organizations,” Hospital & Healthy Service Administration, 38(1), pp.3-21. 44.Shostack, G. L., (1985)
Planning the service encounter. In J. A. Czepiel, M. R. Solomon and C. F. Surprenant ed., The service encounter, Lexington, MA: Lexington
Books, pp.243-254. 45.Smith, A. K., Bolton, R. N. & Wagner, J. (1999).“ A Model of Customer Satisfaction with Service Encounters Involving
Failure and Recovery,” Journal of Marketing Research, 36(3), pp.356-372. 46.Spreng, R. A., G. D. Harrell & R. D. Mackoy, (1995). “ Service
Recovery: Impact on Satisfaction and intention,” Journal of Service Marketing, VVol.9, No.1, pp.15-23. 47.Tax, S. S. & S. W. Brown, (1998). “
Recovery and Learning from Service Failure,” Sloan Management Review, Vol.40, pp.75-88. 48. TARP (Technical Assistance Research
Program), (1986) “ Consumer Complaint Handling in America: An Update Study,” Whitehouse Office of Consumer Affairs, . 49.Westbrook, R.
A., (1981).“ Sources of Consumer Satisfaction with Retail Outlets,” Journal of Retailing, VVol.57, No.3, pp.68-85. 50.Zeithaml V.A & M.J Bitner
(2000). “ Service Marketing : Service Recovery ” , 2nd edition , pp.165-190. 51.Zikmund, Willam G. (1994), Business Research Methods , 4th.
Ed., Fort Worth: Dryden Press.



