goboobouooboo-goToood
goougon

E-mail: 9600706 @mail.dyu.edu.tw

g
gbobooboobobboboobgoooboooobooboobo boboobuoobooboboobooboon
gbooobgooboboboboobgobgobobooboobooobobbooboobooboboboob oobooo
gooobgoobobobooboobgooboobooboobo boobooboobuoobooboboobOooboon
Uo0o00boob ob0ooobOo0bDePerterg198s0 000000000000 O0ODOO0OO DOODOOODOODOO
gboooboobobobooboobooboob booboobooboobooboobUooboboobOoobOoon
gboobooboobobooboobooboobooboob oboobOobboobDooboo ooDbobboobooo
gooobooboboboboobooboooboobooboobooboboobooboobo boboob oo
gooobooboboboboobooboobobooob obooboobooboooboobobo»woobooo
goooboboobobboobooboobobobobooboobooboobo boo

ooo0:0bgob,ob0boobo,0obon
(BN

0000000 000Wo00o0wvDhOo0ODvODOviDOviiDOD0O xOO0OxODODO OO0 OO0 ODOODOOODO 1
oo oooboobsobo0 bbb bbb N0 o0 BOoLOU boog
00 0o0b 4000 b0o00 18000 bo0boobo0b0 2000 0000b 20000000000 DO
ob03ws000oooooo3yroog ooob 44000 00000 b bobo oboobooboooogs7gooOogoO
oboooboobooobDeiUibDbUO0O00OeID0I ODbO0OOUODOGTUDOD ODOOODOOOODO 3ODO
oooooobooooobooovvs0oboOoobO0ob0 000D ooobOooooLk8UOooooooo saogn
ge D 92000 01100000000 401200000 120210000 1502200000 1602-30 00000
1902-400000000000 280250000000 30026000000000000000 330310000 36
03-2000000000000040033000000000005404-1EMO0DO 670420000000 68
0430000000 6904400000000 700450000000 71046000000 72000 D1-12001
gzoos00opoobOoboobooaebPOd 101200000 000000 601-32000020040 000000
oboogb 7014200102000 0000000000 801-52003020050 0000000000 801600000
ooooboobOobbOoset210b00b 2302200 00000000 2602-300000000000 29031
0000b00bOob 4803-2000000000044 03300000044 0340000000 48035000000
gooso0s-e000000n0O0Os103-70b00on0oonoOs203-80b00nOns3d4-1200002005000000¢0
74 004-220030 20050 0000 7504-3JD.PowerCSID OO0 75044EMOD0000O0O0O0DO0O00O0O0O 7804-5EM
ooooboobobobobo vod46EMOD0D00D0O00DOODOD 8OO4-7TEMODDODOO-0DODODO 81
U4-8EMODO0ODOODO-DO00D0O0DOO0ODOO 81

goon

000000 10000019900 Donald R. Cooper & C. WillamEmoryD O OO OOOOCOOO: 00000 200001998000
goooooooboobobobobooooogobDobooboboboobooboobobobob oo .oboooooooo

groooiodboobdbobobob 4 0bbbze020dbgboboooooboobobobobobbbbobobobDoDO
oooboooboooooboobooosbboboooooooobooobbboobobbobz2e00000O0 e 0DOODDOI99800O0
OO0O0O00OO0OOOOO0OOO0OO7.00000200100RokertK.YiNODOOOODOOOOODODO 8.00001990000000000
goooosogs.jbooooobbze3boooooooooooobooooooooooooooboo-0obbooobooboooo
ooobogo4o0 0.00000000OO000DLDO0O0DDbOO0ODODOODODOONID N.DOUODODOOO2000 00000
oooo0o:bO0 1200002030 00000000000 13.0000196000000:0000000000DO0O0ODAO
0000 1. 00002p000000000000000D000000C0O0OO0O0O0ODO0O0OD340100 15.000019%000
gbooooo:0oob0lle.gbobzo4b0b0boobooboboooboooooobooboboboboooooobooobogo7.00



g0198l0 00000000 D: 000 18. 00001990 00000O0O0O0OOODODODOODOODODOODOODOODODODODDODODOO
O000O0O0O0O00O0O0O0O0O0OO0OO0 1500000000190 0000000000000:000 20.00002003000000
g000oO0oO0O0oO0OO00OOOO0OOOO0OO0OOOOOOOOOOOO 22000020030 00000000000O00OO0OOOOOOO
00000000300 22.000000000200501201600 http://www.toyota.com.tw 23. 00 0000000000000
000000000 D02005012016000 http://www.ttvma.org.tw/cht/information/automobiles/A01L.xls24. 00000000000
0000020050120 160  http://2k3dmz2.moea.gov.tw/gnweb/statistics/statistics01/reports/B03.xIsC0 O O O O O O 1. Anderson, E. W. &
M. W. Sullivan (1993). The Antecedents and Consequences of Customer Satisfaction for Firms. Marketing Science, 2, 25-43. 2. Anderson, E. W.,
Claes, F., & Donald R. L. (July-1994). Customer Satisfaction. Market Share, and Profitability: Findings From Sweden. Journal of Marketing, 58,
53-66. 3. Churchill, G. A., & Surprenant, C.(Novermber 19, 1982). An investigation into the determinats of customer satisfaction. Jurnal of
marketing research. 491-504. 4. Cardozo, R. N. (1965). An Experimental Study of Customer Effort, Expection and Satisfaction” , Journal of
Marketing Research, 2, 244-249. 5. Deming, W. E. (1982). Quality, Productivity and Competitive Position, MIT Center for Advanced Engineering
Study. 6. Ellinger, A.; Daugherty, E. P., & Quentin, P. (1999), Customer satisfaction and loyalty in supply chain: the role of communication.
Transportation Research Part. 121-134. 7. Festinger, L. (1957). A Theory of Cognitive Dissonance. Clark Altanta: Standard University Press. 8.
Fornell, C. (1992). A National Customer Satisfaction Barometer: The Swedish Experience. Journal of Marketing, 55, 1-22. 9. Garvin, D. A. (1984).
What Does Product Quality Really Means. Sloan Managemant Review. 25-43. 10. Griffin, J.(1995). Customer Loyalty: How to Earn It. How to
Keep It. Simmon and Schuster Inc. 90 11. Handelsman, S. F. (1991). An Investigation of Determinants that Influence Consumer Satisfaction with
Inpatient Health Care Encounters (Patient Satisfaction). Unpublished Dissertation, Rush University. 12. Hemple, D. J. (1977). Consumer
Satisfaction with the Home Buying Process: Conceptualization and Measurement. Conceptualization of Consumer Satisfaction and Dissatisfaction,
Cambridge: Marketing Science Institute. 13. Howard, J. A. & Sheth, J. N. (1969). The Theory of Buyer Behavior. John Wiley and sons Inc. New
York. 14. Janes, W. N., & Sasser P. L. (1995). Involvement, attributions, and consuer responses to rebates. Journal Busiess and Psychology, 9(3),
279-297. 15. Juran, J. M.(1974). Quality Control Handbook. 3rd ed. New York Mcgraw-Hill. 16. Kotler (2000). Marketing Management, Tenth
edition, Prentice-Hall. New Jersey, 36-37. 17. Kuzel, A. J., (1992). Sampling in Qualitative Inquiry. in Crabtree, B. F. and Miller, W. L. (eds.).
Doing Qualitative Research, Sage. Newsbury Park. 31-44 18. LaBarbera, P. A., & Mazursky (November 20, 1983). A Longitudinal Assessment of
Consumer Satisfaction/Dissatisfaction: The Dynamic Aspect of the Cognitive Process. Journal of Marketing Research. 393-404. 19.
Lefkoff-Hagius, P. & Charlotte H. M. (1993). Characteristic, Beneficial, and Image Attributes in Consumer Judgments of Similarity and Preference.
Journal of Consumer Research, 20, 100-110. 20. Locke, E.A. (1969). What is Job Satisfaction? Organizational Behavior and Performance, 4,
309-336. 21. Markus, M. L. (1989). Case Selection in a Disconfirmatory Case Study, in Cash, J.I. and P.R. Lawrence. The Information Systems
Research Challenge: Qualitative Methods. Harvard Business School Research Colloquium, 1. Harvard Business School, Boston, MA. 22. Maykut,
P. & Morehouse, R. (1994). Beginning Qualitative Research-A Philosophic and Practical Guide. 23. Miles, M. & Huberman, A. (1994). Qualitative
Data Analysis. Sage, London. 24. Oliver, R.L. (1980). A Cognitive Model of the Antecedents and Consequences of Satisfaction Decision. Journal of
Marketing Research, 17, 460-469. 25. Parasuraman, A.; Zeithaml, V.A., O Berry, L.L. (1988). SERVQUAL.: A Multiple-item Scale for Measuring
Consumer, Perceptions of Service Quality. Journal of Retailing, 64, 12-40. 26. Parasuraman, A.; Zeithaml, V. A., O Berry, L.L., (1991).
Refinement and Reassessment of the SERVQUAL Scale. Journal of Retailing, 69, 140-147. 27. Parasuraman, A.; Zeithaml, V. A., O Berry, L.L.,
(1985). A Conceptual Model of Service Quality and Implications for Future Research” , Journal of Marketing, 49, 41~50. 28. Patton, M. Q.
(1990). Qualitative Evaluation and Research Methods, Sage. Newbury Park. 29. Perkins, W. S. (1993). Measuring Customer Satisfaction: A
Comparison of Buyer, Distributor, and Salesforce Perceptions of Competing Products. Industrial Marketing Management, 22, 247-54. 30. Prus,
Amanda & Brandt, D. Randall (July/August, 1995). Understanding Your Customers. Marketing Tools, 10-14. 31. Roger, D. W., & Joseph, R. D.
(1991). Mass media research: An introduction. Bellmont, CA: Wadsworth. 32. Smith, B. (1998). Bonds, Relationship Management, and Sex-Type,
Revue Canadienne des Sciences de L’ Administration. Buyer-Seller Relationship, 15, 76-92. 33. Solomon, M.R., (1991). Consumer Behavior:
Buying, Having, and Being. Boston: Allyn and Bacon. 34. Stum, David L & Alain Thiry (1991). Building Customer Loyalty. Training and
Development Journal, 45, 34-36. 35. Tse, D.K., & P.C. Wilton. (May 25, 1988). Model of consumer satisfaction formation: An extension. Journal
of marketing research. 204-212. 36. Woodruff, R. B., Cadotte, E. R. & R. L. Jenkins (1983). Modeling Consumer Satisfaction Processes Using
Experience-Based Norms, Journal of Marketing Research. 296-304. 37. Woodside, A. G.; Lisa L. F., & Robert Daly, T. (1989). Linking Service
Quality, Customer Satisfaction, and Behavioral Intention. Journal of Health Care Marketing, 9(4), 5-17. 38. Yin, R. K. (1994). Case Study
Research Design and Methods, Sage Publications, CA. 39. Zeithaml, V. A. & Mary J. B.(2000). Service Marketing. McGraw-Hill. 123. 40.
Zikmund, W. G. (1994). Exploring Marketing Research, 5Th. ed., Fort Worth: Dryden Press.



