gobobuobobooouobuoboboobouob-obuoobd
goougon

E-mail: 9417926 @mail.dyu.edu.tw

g
gbooobgoobooboboobooboobooooboobooboobobboboobooboobobo
gbooobgoobooboobobooboobooboooobooboobooboboboboobooboobobo
gooobgoobobobobooboobooooboobooboobooboobooboobobooboobOoon
gooobgoobooobobooboobooboobooboobooboobobboboobooboobobo
gbooobdooilgobobooboobooboobooboobooboob 20b0obo0oboobOooboboo
gooobooboobobooboobooobosboboobooboobobboboobooboobobobo
goooboboobgrveo0DObe7DODOD0Oe7TDDOODOODO88IDODOSPSSOODOOOOOOO
gooobooobooboboobooobooboobooboobooboobobobobooboobooboboo
goooboobooboboboobooobooboobobooboo 200obooboboooboobooboboo
gooobooboboboboobooosooboobooobooob0ooboobobobobooboobooboboo
oo40000000DODOOODO0ODOODODODOODOOODODOODOODODODODOODOODOODbDODO
gsooboobooboboobooboobooboboob0ooboobobobobooboobooboboo
gooobooboobobobboobooob e bObDbObDOObOODOODDODDUObDOODbDUOUODOODDODO
oooobooboboboboooboobobbooboobooboo

ggo:gooo,b0boog,gogob,boboobo
g

oo oooOopbooo0OoooOo00ooDboOo0OoDooOoUOoDoOoOoOoDWoOoOoDboOoOoOoDoOooOoDbOoO
goooooOo0oOoOoovODOOUOODOOOUOODOOUOODOOOODOOOUOODOviiOODOOOODOOOOOD
oodooooO0dU0obOOoo.00xoOooOoOoUOODOoOoUOO0ODOOUO0ODOUOUOUODOOUOUODOOxODOOOODOO
DO000D0000000D000.00XVODODO e xvO0OOo OooO1i10000o0400o0o.
g.obooobgoob1iz2gooobgoobgoobobooo.oboobo3spooboobooboobooobo.o
gbood414p0000000000DO0ODL..D0O0ODeOOD ODODOD210000D0O0ODOODODOOO.O
gboodbov21100000000000000000DO0O0721200000 00000000O00DO0O..092.1.300
oo oboobooboboobdin2i4o0bb0b 0obob0bOobb0obOo0B215000000000DOO
obooobg17y220000b0O0o0oooooo.0oboo.n0.1822100000000 bOob0b0obooOobO182.2.2
oo0ooboobgob.0b.0bbob2022300b00b00o0oboobOobo.0boob0o2B2300bogoooooon
0000b00obOobz2423.10000000000000.b00Db00242320000000000b0.0b0O0.OO
0262330 00000000000. 000000272400 000000000000.0000D0003241000
ooooboobo.oboobos3k24200000000D0O00DOO0.O0D000DO372430000000D0O0O0DODO
0.00odob3s25000000000000O00D0DO0.00D00™¢ 2600000000 0DOODDODDODO.
00442610 000000000000000O.0042620000000000000DO0OODO..O442630000
ooooboooooobo.b4000 000031000000 0DO00O0O0ODOD0ODOOO.ODODO473200000
ooooboobooobooboboo.og48330b0booooooboooobobo.ooosessingoooogon
oooopoooo.boose3320boooooobooooobo.bo.oose34boooobooooooboooonD.
0005334100 000000000 D00O0.ODO0O53342000000000000D0OODO.ODObB4343000
gboooboobobobob.boses44n000b0pobooooboobo.goez23s5b000boooboooonoo
gooob.0b0e43510 0000000000000 0O0..006435.20000000000000O0OODO..O00¢64
/s U000 O0bO0bOobDb..00e43540 0000000000000 0O0O00O..O653550000000
gbooobooogbo.besbo00ooboob04100b00b0b0bO0o.Oo0bOo0bOobbObee420000
goooboobo.boboobgooe7r43000b00b0O0bObDbOObObLOb0ODbOr431000000D0ODO
gbooobgoboborv43200pbooooboooboobooboonn440boobobboobooboon
0.000724500000000000000000.000764510000000000000O0O0b0OoO0O77



452000 0000000000000 0O00O784530 000000000 00DbO0OODbDOOOY4540000000
O000bOo0obOobobooposo4ss0b00boboooboobOoboboOoboOos456000b0b00O0obOoOobDOn
googdos4600000000000DOO0DLODODOO..O8346.100000D0D0DO0ODO0ODOODODO..86
462000 0000000DLO0OD0OLOODOO.O874630 00000000 DODO0ODO0ODLDODO.884640 0000000
OooobooobgonbD.e4es500000000DLOOO0DDOOOOODOO846 6000 O0DOObDOobODbOoDnDO
gooo4670 000000000 0O0DODODOODOO92468000000000000O00O0DOODODOO934.69000
obooobooboooooboono.es4e1000b0dbobooooobOobobOoDe446110 000 0000DOOO
googogoestoooooobosipobooooobooogoboboogo.boo9s200000boooooDn
oooooo.goess3bbouooonoooooooboo.oo.ness4booogboobooooobooono.g
g.leoss00poopoooooobooobgoob.oooobgobgooobooobooboobooobo.o
gl bgoobooobooboobgooboobooboob.0ob1sbog bo1-1ooobgooooboooboo.ooo
googobdgo.e0z21pPzB0U0D0O0DOD0ODOO..0D0O0DOODODLD21D2-2PZBOOOOOOODOO..O0O
g.000bgoob2202300000000000000D000.000000O020240000000000000
goooboobobb2802500000000000000DOO0DOODO.LO37T026 0000000 0O0OOO
goooboobobbob420b2700000000000O00DO0ODOOD.DDOOD43D3-10D0O00O0ODOO
ooooboobobboboo47r0s20000000b0O00bDO0O0ODbDOO0DbObD . ObDOOsR304100000D0OO
goooboobobboo.oobgssd4200000booobooboboooboo.oobosrg4-30gnogoon
goooboobobbob.0oboossb440000000DbOO0DObOOODOOD.ODODO&DO450000O0
oooobooboboboboo.ooobeb4-6000000DO0ODDODODOODOODOLOODDOONIO470OOO
oooobo0obobobobooo.OoobOo204800000b0O0bOobOOo0ObOo0ObOobObDOobD.O93049000O
ooooboobobobobooobo.boboY4p41000b00Db0OD0bDODOODO0ODbDOODbOO..ODbD9% 0411
goooboobobboboooboobo.ob.besbUfib 0o bOobD0O0ObDOoObOobObOobDOoOobDO O
0502100000 000000000DbO00DbO0... gbgdz2200000000b00O0bOObODOoODOn
O glog2300b0ooboobooboobouooboo.bo.g2gdz24pPzB0D000Db0OOO0OboDoonDOnO
gooo.ob.102500000000000000000O00..0.001602-6PZBOOOOOODOO..O000O
go.oo.0oo.0wmvoz2rooooobooogooboobooooo.oooob.g3eb28sgooooooooon
oooo.0ooobo.032029000000000000000O00D0O0OO0ODO3¥4bO2100000000000
gooooooooo.oc.0o3sb3-1000b00obooboooooboboboooobo.oos1b320000000DO
goooboobobboo.ogssgs3sgunonooobooonoooboobobboboogseds-40pnognoon
gooobgoobobboobo.ongsrgs-stogbooobooobooboboobuoobob.oeot41000bonon
goooboobobbob.0obgioer04200000000O0O0O00OODOO0ODOOD.ODDOODOED430D OO0
gooobgooboboboobo.obooobnb440000000D0O0ODODODOODOODODODONIO450000
goooboobobbooboo.oobonu46bbobooboboobooboboo.boor3u470nom
gboooboobobboboob.0oboo73b4800000000b0O0OO0ODbDOO0ODObODOO.OOD74D4-900
gooobooboboboboobooo.oob74b4100000D000DOODODODODODOODOD.O7404-112
oooobooboboboboooboobo.o.bnb41200000000000OD0O0DO0ODOOD.OD..O75
04-1300000000000000DO00000DO0DO. 007k 044000000000b00D0OODOODODOODOO..
o077 04-15Pearson0 000000 DO0OO0O0ODOO0ODOO.O0770416000000000O0000DO0O0ODOO
O.... go7804-170000000D000DODO0DOODODOODOO..O9D4180000000DO0O0ODOODODODO
goo.o.0obsb4-1900000000000O0ODO0DO0ODO0ODODbD.DO8104200000000DO0DO0ODO
gooobog.n.os2b4-210 0000000000 00DO0O0DLDODODDOODOO..O08304-22000000000DOO
0.00oobo.0bo.0s40423000000000000DLD0ODODDOODOO.O0.O86U4-240000000O0
gooooobooooob.bo.Oosrb42s00000000000000000D0O.O0OO.O88 042600000
oooooobooooobobo.ooo.osb4-27r00booooboobobooooboboboo.ooo.geon4-2800
obooobooooooboooo.ooobo.oat429000000000DO0O0O0O0ODO0ODOOO.ODO.O90O4-30
ooooooboooooboooooobo.Loo.bst4-i0ooboooobobooooobooo.o.bo
04-320000000000000000O000O00O0.00.09%

goono
O00000100000gan0 0020020 00000000000000O0O0O0O0O 2000011990 000000000000

gooboooooooooboboOooboooooboboooo s ooobbooobboz2040 00000000 ODOOOODOOOODO
gbooooooesibubobuoboibbobo400000W. Lawrence NeumanO OO O20020 00 0000—-000000000O



g00O0OoOoOoOoOoOOoOsO0O00020020000000000O0O0O0OO0ODOODODODOOOODOODOODOODOODOODODODODODODOO
O000OO0OO0O0OO0OOOOOOeOOOO2040000000O0ODOODOOOODOODOODOODOODO—-DO0ODODODOODOODODODODODOOOD
g00O0OO0O0O0OOOOOOOO 700001998 OOOOOOOODOOOODOODOODOODOODOODOODOODOODOODODODODODOOD
0008000001990 0000000Lovelock0 000 0:000 9.000000000RandallS. Schulerd 0O 0200000000
O0000O0O0OO00O0O0OO0OOD 0000000002030 0000O0ODODO0OD: 00D 1100000000230 00000000
go0000oO00O0O0OO0O0OO0O0O-—-00000O0O0O0O0O0OOO0OO0OO0OD 12000020020 00000000: 00000 13.000000
go0o001960 0000000000000 00O0ODO0ODODODOOD 140000200100000000000:000 15,000
g0000000000000O0O0O0OO0OOOODOODOO—D0O0O0ODODODOODODODODODOODOODODODOODOODOODOODOODOODOOD
000 1000020040 0000000000000—000000000000000000000000D0 17.000 020030
0000000000000 00oDbOo0ooO 11s.00ooze2000b000oDbo0obo0oDoboooDoooDboobooooog
O00OO0OOOO0OOOOOOO0O0O0O0O0O0O0000 1.00000199000000HIN&InesDOODODO: 000 20000
g2002000000O00O0OOOOOOOOOOOOOOOODOOOOOO—0OOOOOOOOOOOOOOOOOOOODOOOOO
002000019970 000000000000000000000000O0O0O0O0O0O0O0O0O0O0O0ODO0O0O0O 22000019900
gooOoOoOoOoOoOOoOoOOOOOOOOOOOOOOOOOOOOO BO0O0O020020C00000000O0OO0OOOOODOOO
gooo—O0OO0oO0O0oOoOoOOOOOOOOOOOOOOOOOOOOOOOOO 400002002200 000000000O0ODOOO
OO0 DO0O000 1. Albrech, K. & R. Zemke, 1985. Serve America: Doing Business In The New Economy, Dow-Jones Irwin, Homewood, IL.
2. Bither, M. J., B. H. Booms & M. S. Tetreault, 1990 The Service Encounter: Diagnosing Favorable and Unfavorable Incident, Journal of
Marketing. 3. Bithner, M. J., 1990. Evaluating Service Encounters: The Effect of Physical Surroundings and Employee Responses, Journal of
Marketing. 4. Bitner, m. J., B. H. Booms & L. A. Mohr, 1994 Critical Service Encounters: The Employee’s Viewpoint, Journal of Marketing. 5.
Boyt, T. & M. Harvey, 1997. Classification of Industrial Services, Industrial Marketing Management. 6. Brown, S. W., 2000. Practicing
Best-in-Class Service Recovery, Marketing Management. 7. Clark, G. L., P. F. Kaminski & D. R. Rink 1992 Consumer Complaints: Advice on
How Companies Should Respond Based on An Empirical Study, The Journal of Services Marketing. 8. Cuieford, J. P., 1965 Fundamental
Statistics in Psychology and Education, N. Y.: McGraw-Hill. 9. Day, R. L. & E. L. Landon, 1977. Toward A Theory of Consumer Complaining
Behavior, Consumer and Industrial Buying Behavior, Amsterdam: North Holland Publishing Co. 10. Firnstahl, T. W., 1989 My Employees Are
My Service Guarantees, Harvard Business Review. 11. Garbarino, E. & M. S. Johnson, 1999. The Different Roles of Satisfaction, Trus and
commitment in Customer Relationships, Journal of Marketing. 12. Gilly, M. C., 1987. Post Complaint Processes: From Organizational Response
to Repurchase Behavior. Journal of Consumer Affair. 13. Goodman, J., 1989 The Nature of Customer Satisfaction. Quality Progress. 14. Goodwin,
C. & I. Ross, 1992. Consumer Responses to Service Failures: Influence of Procedural and Interactional Fairness Perception, Journal of Business
Research. 15. Hart, C. W. L.J. L. Heskett, & W. E. Sassier Jr. 1990. The Profitable Art of Service Recovery. Harvard Business Review. 16.
Hoffman, K. D., S. W. Kelley & H. M. Rotalsky, 1995. Tracking Service Failures and Employee Recovery Efforts, Journal of Service Marketing.
17. Johnston, T. C. & M. A Hewa, 1997. Fixing Service Failures. Industrial Marketing. 18. Juran, J. M., 1986. A Universal Approach to Managing
for Quality, Quality Progress. 19. Keaveney, S. M., 1995. Customer Switching Behavior in Service Industries: An Exploratory Study, Journal of
Marketing. 20. Kelley, S. W. & M. A. Davies, 1994. Antecedents to Customer Expectations for Service Recovery. Journal of the Academy of
Marketing Science Recovery. Journal of the Academy of Marketing Science. 21. Kelley, S. W., K. D. Hoffman & M. A. Davies, 1993. A typology
of Retail Failures and Recoveries, Journal of Marketing. 22. Kotler, p., 1989. Principles of Marketing, Prentice-Hall, New Jersey: Englewood cliff.
23. Kotler, p., 1991. Market Management Analysis, Planning and Control, New Jersey: Prentice-Hall, Englewood cliff. 24. Labarbera, P. A & D.
Mazursky, 1983. A longitudinal Assessment of Consumer Satisfaction / Dissatisfaction: Dynamic Aspect of The Cognitive Process. Journal of
Marketing Research. 25. Levesque, T.J. & G. H. G. McDougall, 2000. Service Problems and Recovery Strategies: An Experiment, Canadian
Journal of Administrative Sciences. 26. Lockwook, A. & P. Jones, 1989.Creating Positive Service Encounters, The Cornell H,R. A. Quarterly. 27.
Miller, J. L., C. W. Craighead & K. R. Karwan, 2000. Service recovery: a framework and empirical investigation, Journal of operations
Management. 28. Mohr, L. A. & M. J. Bitner, 1995. The Role of Employee effort in Satisfaction with Service Transactions, Journal of Business
research. 29. Neter, J., M. H. Kutner, C. J. Nachtsheim & W.Wasserman, 1999. Applied Linear Regression Models (4e), McGraw-Hill Book Co.
30. Sasser, W. E., R. P. Olsen & D. D. Wyckoff, 1978 Management of Service Operations: Text and case, Allyn and Bacon, Boston. 31.
Schmenner R. W., 1986. How Can Service Business Survive and Prosper? Sloan Management Review. 32. Spreng, R. A., G. D. Harrell, & R. D.
Mackoy, 1995. Service Recovery: Import on Satisfaction and Intentions. Journal of Service Management. 33. Smith, A. K. R. Bolton, & J. Wagner,
1999. A Model of Customer Satisfaction with Service Encounters Involving Failure and Recovery, Journal of Marketing Research. 34. Stanton, W.
J., 1975. Fundamentals of Marketing Channels, McGraw-Hill, New York, NY. 35. Stewart, K., 1998. The Customer Exit Process-A Review and
Research Agenda, Journal of Marketing Management. 36. Tax, S. S., W. B. Brown, & M. Chandrashekaran, 1998. Customer Evaluations of
Service Complaint Experiences: Implications for Relationship Marketing. Journal of Marketing. 37. Thomas, D. R. E., 1978 Strategy is Different in
Service Business, Harvard Business Review. 38. Warland, R., J. Willlits, 1975 Dissatisfaction Consumer: Who GetsUpset and Who Takes Action,
Journal of Consumer Affairs.



