gobgobuobbuobboobugbob-0uobobooon
goougon

E-mail: 9422450@mail.dyu.edu.tw

g
gboobgoobobboboobgoobooboobooooboobooboobuoobooboboobooboon
gooboobooboboobooboooobooboob bboboboobooboobobob booobooo
gbooobgooboboboobooboob booboobooobooooboobooboboboobooooboon
goooboobobooboobooboobooboob oboobooboobooboobooboboobOoobOoon
oo oboooboobobooboobobobooboobooboo oboobooboobobbooboobo

gboo:0obgoobgoo
go

000000 DOO0D0DOO0Wo0o0o0vOOoOooOviDbOviiDOviiO0OO xO0O0O X000 00 11100000
001120000 2130000000 31400004000 0000521000052110000000521.2
O000b00obOobb 6220000000000 8230000 1123100000 1123200000 1323300
00000 14234000000000 152400000 16241000000 17242000000 182500000
000000 1v0b0b0onon0 21310000 2132000000 23330000 24340000 283500000
034000000000 34100000000 3420000 374300000 9200000000 9451000
gO0o4s5200000000 10053000000 1020000 103000 108000 01100000 402-1SETO
gbwos3-1gbogoooooboooobob 2000 0210000000000 02200000 120310
U0000b 2303200000 240330000000002603400000000000 270410000000
o420 000000000000 DOOOODODODOOODOODOO-tODOOD 380430 00D 0O0O0O0ODOOO
gbooobgooboboobooboob-tobo0 ¥o4400000000O00DODOODODOOODOODLDOODOOO
g-tOgboo4004500000000000000O00ODO0ODOO0ODOODODO-tO0O0OD 4104600000
gooobdooboboboboobooboooboo-tbbobb 4204700000000 0O0ODO0ODOODOODOO
gooobdoo-tggbg43po480bobooboobobooboobobooobDoobo-obobobooboo
4049000000000 000O0ODOODOODOODODODODL-00DO0ODOD 44041000000 0OO0O
goooboobobbobooboobo-0boobo0obo 404110000 0D0OODODOODOODOOO
ob0460412000000000000000O00O0DO0ODOO0ODO0ODOO-0D0D0DO0ODOO 4704130000
goooboobobobobooobooboboboob-00bobob0ob 4804140000000 O0ODOODOOO
0000000 48041500 000000000O000O000D0O0D0OODODODOODO-0Db0OODbDODbDO 4904-16
goooboobobbobooboobooboobooobo-obobbooboosoU417OODOODOODOOO
oooobgoobobobsib418s0dboobonoooboobob0boDooboobobo-00ob0o0obDOon
5304190 0000000000000 O0O0OO0O0DOO0ODO 304200000000 ODODbDOODDUODDODO
0o0o0obooo-000b0oboogossb4210000000000000D0O0ODDUODODDbDUObOO®e04-2200000
oooobooboboboboooboobooDboo-b0o0boobOos8u4-300boobobooobooobooo
googooossd42400000000000DO0O00O00OO0ODOOOOODOOOOO-DOOOODODO 6004250
oooobooboooboobooooboboooboeib4260000000OD0OOOODODOODODODOOLOOODO
ob-00b000boobe2042700000D00ODLOOODOODOOOODODOODOBIO4-2800 D O0O0OODOO
ooooboobooooobooooooobo-oboooobooesd4290 000D 0ODODODODOOOODOOLO
gboogobdesd430b0bonboobobbobooboobobooboooboo-b0b0b0obOoon ev
0431000000000 00000Db0O00b00ObDO00bO00b 8043200 00000O0O0O0OOODO0ODLOODO
gooobgoobobo-obooboobesd433bboobobbooboobobobobooboon 7o
0434000000000 00obo0boobooboobooboobo-0boboobo n1o43s00o0oboooo
gboooboobobobobooboob 2043000000000 DbODOOODOODbDOODbOObObDbOOn
U-000b000bg 730437000000 0000000O0O0O0OOO0ODOODLODbODO 4043800000000
goooboobobboobooboobobobo-ob0o0oboob 043900 0b0o0boboobDoobooo



oooobgoob 6044000 0000000DOD0ODO0ODOODODOODOODOODODODDODODOO-DOOO
ooogwbh44100000000000O0DO0DODO0ODODO0ODOODODOODOODOO8O4-4200000000O
goooboobobboboooboobobobobooobo-obobbooboo U443 ObOOobOoOO
oooobooboboboboobuoobo ebi44400b00Db0O0ODODODODODOODOODOODDbODDOO
oo0ooboob-00b0oboob 204450000000 00DLD0ODODDODODO0ODOODDODOODOODODOO
8304460 0000000 DODODOODOODLDOODLDUODDODUUODLDUOODDODOUD-O0DUOODOD 850447
ooooboobooobooboooobobooooobooooboboo ssu44800 00 0D0OODObDObOOODO
oooobobooooobouooooooo-oboooobo srd440000D0ObODODODOOOODODLO
oboooboboooogob esb4s00ooopoooooooboooobobooooobooboooobOooog-
gboogbgoboeod4sibgnboobobboobuooboobobbooboobuoobobooelg4s20000
gboooboobobbogobo2is-10d0bobooboobooboboobooDbonon 9%

gogo

0000 100000000000 0000000DpD2000000000000000000002.0000coBITOOO,O000
O000000ooooOz000000000000000003.00000000000000000000OOO0O0D200000
0000000000 000o0o000D 400000000000000000000000D000-D00000O0020040000
0000000000 000Do0 s 0000000000000 0000000D0000-00000000200400000000
0000000000 6.0000FTTBOOO0OOOOODOO0ODOOOOOODOOOD204000000000000000A0
7.0000000000000000000000020010000000000000000008.0000000(199)0000
0000000000 000000000000000500051-540 9. 000004000000 000O0O00O0O0O0O0O0O0O0O0O
00000-00000000000000000000000O 10.000@OHYUDDODOO0OOOO00OOOOODD-0000
0000000000 000o0o000oo011.000[@089U” D000 DODOO00” 000000 12000000000000A0
O0000-0ELMOOO0O00O0O0OO0199700000000000000000O0D 13.000000000000000-000
O0000000oooo0ooooz200000000000000000000 4. 00000000000000000000
O0ooooooz00000000004800p27-580 15.000000000000000000020030000000000
00001 00000000000000000000020000000000000000000 1700000000000
Jddd0o0oo0o0ooooooo 0100000000000 00000000 L0000 0oOoOoOooooooooooDODOD
gOo0d0opoge040000000000000D0DO000D0ODO0O0.00DO00D0DOO0O00ODODOO0ODOODOODOOOODODO-O0O
00000030 0000000000000DO00D0 2.0000000000000D0000O00000O020020000000
0000000000 21.000000200000000000000000D00203000000000000DOD0OODODO O
000 1. Berry, L. L. (1983). Relationship Marketing, in Berry, L. L.,Shostack, G. L., Upah, G. D. (Eds.), Emerging Perspectives on Service
Marketing, Chicage, IL: American Marketing Association, 25-28. 2. Perry Gary R.(1995,April),Business in Internet. 3. Anderson, E.W., and M.W.
Sullivan, “ The Antecedents and Consequences of Customer Satisfaction for Firms,” Marketing Science, Vol.12, No. 2, 1993, pp. 125-143. 4.
Parasuraman, A., Leonard L. Berry, and Valarie A. Zeithaml,” Refinement and Reassessment of the SERVQUAL Scale.” Journal of retailing,
67(winter), 1991a, 420-450. 5. Parasuraman. A., Zethaml, V. A., & Berry, L. L. (1985, Fall). A Concept Model of Service Quality and its
Implications For measuring service quality : A comparative assessment based on psychometric and diagnostic criteria , Jorunal of retailing,
70(Autumn), 201-230. 6. 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, VVol.49, pp.41-50. 7. Czepiel, J. A., Persprctive on Customer Satisfaction, 1974, American
Management Association, Now York, NY. 8. Fornell, C.,” A National Customer Satisfaction Barometer:T he Swedish Experience,” Journal of
Marketing.VVol.56,N0.1,1992. 9. Ostrom, A.,and D.lacobucci,” Consumer Trade-Offs and the Evaluation of Services,” Journal of Marketing,
Vol.59,N0.1,1995. 10. Fornell, C.,“ A National Customer Satisfaction Barometer: The Swedish Experience,” Journal of
Marketing,Vol.56,N0.1,1992. 11. Oliver, R. L.,” Measurement and Evaluation of Satisfaction Processes in Retailing Setting,” Journal of
Retailing, Vol.57,N0.3,1981,pp.25-48. 12. Kitler. P. (1999), “ Marketing management : Analysis, Planning, Implementation and Control” , 9 th
ed, Englewood Cliffs, NJ : Prentice Hall Inc. 13. Zeithaml.V.A.and Bitner, M.j.(2000),” Services Marketing” ,2th ed.,NY:McGraw-Hill. 14. Engel,
J.F., Blackwell, R.D. and Miniard,P.W.(1993),” Consumer Behavior” ,7 th ed.,NY:Rinehart & Winston. 15. Anderson.E.W. and
Sullivan,M.W.(1993),” The antecedents and consequences of customer satisfaction for firms” ,Marketing Science, VVol.12,pp.125-143. 16.
Garvin.D.A.(1984).What does product really mean?Sloan Mangement Review,26(1),25-43. 17. Cqepiel,J.A.,Persprctive on Customer
Satisfaction,1974,American Management Association,New York,NY. 18.Day,R.L,” Extending the Concept of Consumer Satisfaction,

“ Association for Consumer Research,Vol.4,No0.1,1977,pp.149-154 19. Ostrom,A.,and D.lacobucci,” Consumer Trade-Offs and the Evaluation
of Services,” Journal of Marketing, VVol.59,N0.1,1995,pp.17-28. 20.Brown, T. J., Gilbert, A., Churchill, J. & Peter, J. (1993).” Research
Note:Improving the Measurement of Service Quality” ,Journal of Retailing,69(Spring),pp.127~139. 21. Buell.V.P.(1984).Marketing
Management:A Sreategic Planning Approach, McGraw-Hill Book Co. 22. Oliver,R.L.(1980).” A Cognitive Model of the Antecedent and



Consequences of Satisfaction Decisions” ,Journal of Marketing Research, Nov,pp460~469. 23. Engel, B.W.& Paul W.M.(1986).Consumer
Behavior, Hinseale,IL:The Dryden Press.



