bbb boobuobob oo oobuobobooon
[

goougon

E-mail: 9608064 @mail.dyu.edu.tw

g
gbooobgoobooboobobooboobooboooobooboobooboboboboobooboobobo
goGcpPSOPDAO O DODOODOODOODO0OOLOODOODOODOODODODOODLDOODbLOODbDOOD3CcHDOO
goooboobooobobooboobooboobooboo ooboooboblboboobooboobobo
goooboobooobobooboobooboobooboobooboobobboboobooboobooboo
gooobdoobobobooboobooboobooboobooboob20bo0obooboLDbOobDboOobDOooD
goooboobobobooboobooboobooboobo3obobbobooboobobobOobbooboooD
goooboobobbooboobooboobo4b00obo0obobbobo0oboobobDbOobDboobooo
goooboobobbobooboobooboboobooboobon

ooo0:0bo0bob0bob0o0oboobooboboooboobon
(BN

0000 0000000 0b0o0o0oooDoo0ooo0obO0ooDoDWioboo0oDO0oDOD0ooOoOOooOOobOOoOoDOooDOOoO
00000 ivOO0O0O00O00O0000DO00000O0bO00D0DOO0vioOoooOooDOoooDooOooOooooo
cooooodvibOoboooooooooooooooooooooo0 xoboooooooobooooobooo
gboooboobgxgobooooobooobooboobobooboobo1bobooboobooboooo
oooooboobooooboi1boooooobooooboboooobOobob0oDo 2000 bobb0OoDoDbOoOO
goooboobooooo3goooooooooooboboooooboobooboDob 4000bUobbOODUODOOO
gbooobooboboboebdbuoboobOobbOobbo0obOo0oboobOobbebooboobOobObODO
gooobooboobobobyobooboobooboboobooboobobbo soobooboobobo
goooboobooobobobooobooboobobbobobooboobobbobboonnpooboobobo
gooobooboobobodobnnoobgooboboobooboobobbobboobO0 120D00bDODO
goooboobobobobooboossbgobobooboobooboboboobbooboob 1IsOObOobDOo
gboooboobobobobooboobo oo oobooboobooboobDboobooobOo0o1bOooDo
goooboobooboboboobooboob BOoboobooboobooobooboobooobooboe2roo
oooobooboboboboobooboobob oobooboboboobooobooboobobooobg 32
ooooboobobobobooobooboboboobo0o 200000 oobooboobOobooobOoobOon
g3soooooobooboooooboobooboboboob 4000b00ObOobODbDObDOO0ODbDOO0ODbOODDbDODO
ooo4000000000000b000b0o0bUobDbO0obD004b00bOob0DbobOo0oboobobobOobDo
ooodb 46000000000 0DO00O0DO0ODUODDODODOODO S UbDODODDObDOODbDOODOODDODO
gooobooossbiobobooobooboobobobooboooboob ssgoDbobooobooboobooboo
00o00booobgsobAf0DbO0Ob00ODbO0ObD0o0bo0obobobUoboe7TOBOUODODODOODOODO
goooboobo o000z 1000b000oob0oo0ooooboooobobob e 2-20000260 0000
oooooooooogobob 0 s-1goooooooboooooboboboooobobob0 30 3-2000000
oooobobo0oooobouooooU 240 3-30000b0bobooooboooobOoboboOonDgD 250 3-400
oooobooboooooboooooobobogoog 260 3-50000oobooooboboboooobooogD 2y
g3-6e000D000D00DO0ODO0ODbObObObDOObO 280 3-70000000O0DLOO0OODOOODO0ODO
gb 300 410000000000000O00DO0ODOOODO0OD 80 4-2000000D0OGSMOOODOODO
gbooobgs404-3000000000200000000000O000DO 360 4-400000000O00O0O0O0OO
gooobgoobob 370 450000000000 00DO0OO0DOODOODO0OD 410 4-600000O0ODODOO
goooboobobbobo 40 4-700000000DOODODOODOODOODLOO 420 4-8000000O
oboooboobobboobo0obuo 46b 4900000 000DO0ODOOODODO0ODOODLODODOODOD 430 4-100
goooboobobboobooboobobb0o 40 4110000000000 0DOODDODOODOOD 45



O4-12Scheffe0 00000000 0OO0OOOODOODOOO 4000 011-1000000D00DO00ODOODODOOO
oooobs0e2-100bo0oboo0obooboboobooboobo yo 3-1gobooboboooboobo
goooboob 1904100000000 0DOD0OO0DDbDODDODO0ODOO 39

goon

000000 CarlShapiro&HalR. Varian (19990 00 0000000000000 0000 [DOOOIoOO:
http://tw.stock.yahoo.com/xp/20060822/50/8085038453.htmI[2006,December 1310 000000006 [ OO OO0 OO
http://www.moi.gov.tw/stat/ 0 0 0 0 0O 0O O (2004)0 [0 O O O 10 O O : httpwww.motc.gov.twana20040702213513_9212-1.WDL O O
droo4) 0000000 DODODOO0O0ODOODODOODODO0OO0OOODODOOD300 000D EUIDOOOOOoOnoOng
0000000000000 0000000000DEoS) IO DD 00DODO000DO000DOO00DDOOD0oDODOoooooOg
0000000000 000000020 D00Roo)ODDODOO000DODO0O0DOO000DODO0O0DO00DOoODOOoDDO
pJjsco00onooOo1 ooo@ees) oo ooooooooooo0doooo0oooD0oooooooooooDoD oo
g@roos) D 0000000000000 oooD oDofdERUDDDoD0ooo00oooooooDooooog
O0000o0o3CcO000iooooooooooo0ooDoo0ooooooD oooEes) D00 ooooooooDooon
0000000000000 0O000o0o000oo0 o) ODD0O000N0o0oUoDo0ooDooD0ooDoDooooog
000000000000 oooEoeI D00l 0lND000000000o0oUoDo0oooo0ooDoDooooog
0000000000 000ooooOoERIRLOO0NDDO00N0ND0DO00ND0D000N0D0oUDoO00DoDooD0ooDoDooooog
000000 000D DOD0DO0OO0ND0O0O0N0N0O00ONoDoDO000Do00D0o0oU0oDo0oooo0ooDoDooooog
0000 ODOONDDDOO0D0ND0O0O0N0ND0OO0NDNO00NONDOODO00N-00000000D0DO0000oo00oooDoOoooooOoon
000000000000 00ooES) D000 00D0o000D000U0Doo00oDoo0oooDoDoooooOg
0000 CO0DDDO0O00N0O0O0N0ND0OO0DO00NON0O0O0ONDoDO0UoOoO OooOo@Y D00 onoooooDoDoon-
000000000000 000000o000oD o000 000ND0O0Do0ooNoo0oooooooog
000000000000 000000000000 0000000 0oooooooEI OO0 Dooooooooooog
O000000000o000ooo00ooooooooos720 0003 I D000 ooooooooooooooon
0000000000000 0O0O0O0O0O0O0OOODO 000000 Abod, A. K., 1. Hishamuddin, & T. Venu (2002). What Drive Customer
Loyalty and Analysis from the Telcommunications Industry, Journal of Targeting, Measurement and Analysis for Marketing, 34-44. Andreasen A.
R., (1977). Consumer Complain-dose Business Respond. Harvard Business Review. 55(4), 93-101. Anderson, E. W. & M. W. Sullivan (1993), The
Antecedents and Consequences of Customer Satisfaction for Firms, Marketing Science, 12(20), 125-143. Anderson, W. Erin (1994). Cross-Category
Variation in Customer Satisfaction and Retention, Marketing Letters, 19-30. Ajzen, I. & M. Fishbein (1980). Understanding Attitudes and
Predicting Social Behavior . NJ: Prentice-Hall . Athanassopoulos, A. D. (2000). Customer Satisfaction Cues to Support Market Segmentation and
Explain Switching Behavior, Journal of Business Research, 47(3), 191-207 Bearden, W. & Teel, E. T. (1983). Selected Determinants of Consumer
Satisfaction and Complaints Reports. Journal of Marketing Research. 20, 21-28. Benshid , F., & Elshennawy, A . K . (1990). Definition Service
Quality Is Difficult For Service And Manufacturing Firm. Industrial Engineering. 21, 65-67. Bolton, R. N., Kannan, P. K., & Matthew D.B. (2000).
Implications of Loyalty Program Membership and Service Experience for Customer Retention and Value, Journal of the Academy of Marketing
Science, 28(1), 95-108. Burnham,T. A., J. K. Frels, & V. Mahajan (2003). Consumer Switching Costs: A Typology, Antecedents, and
Consequences, Journal of the Academy Marketing Science, 109-206. Churchill, G . A. & C. F. Surperenant (1982, November). An Investigation
into the Determinations of Customer Satisfaction. Joumal of Marketing Research, 5, 491-504 . Churchill, J., A. Gilbert, & J. P. Peter (1984).
Research Design Effect on the Reliability of Rating Scales A Meta-Analysis, Journal of Marketing Research, 360-375. Cronroos, C. (1989).
Defining Marketing a Marketing-oriented Approach, European journal of Marketing, 52-60. Crosby, P. B. (1979). Quality Is Free: The Art of
Making Quality Certain. New York, Mc-Graw-Hill. Dick, A. S., & K. Basu (1994). Customer Loyalty Toward an Integrated Conceptual
Framework, Journal of the Academy of Marketing Scienc, 99-113. Earl, Peter E. & Simon Kemp (1999). The Elgar Companion to Consumer
Research and Economic Psychology. Edward Elgar Publishing, Cheltenham, UK . Engel, James F., Roger, D. Blockwell & Paul W. Mininard
(1993). Consumer Behavior, 7th., Orlando Florida: Dryden Press. Festinger Leon, (1957). A Theory of Cognitive Dissonances. Stanford University
Press, Stanford, CA . Fornell, Claes (1992). A National Customer Satisfaction Barometer the Swedish Experience, Journal of Marketing, 6-21, 56.
Ganesh, Jaishankar, Mark J. Arnold & Kristy E. Reynolds, (2000). Under standing the Customer Base of Service Providers: An Examination of the
Differences Between Switchers and Stayers, Joumal of Marketing. 64(3), 65-87. Gerpott, T., W. Rams, & A.Schindler (2001). Customer Retention,
Loyalty, and Satisfaction in the German Mobile Cellular Telecommunications Market, Telecommunication Policy, 49-269. Gravin. D. A. (1983).
Quality on the Line. Harvard business Review, 61(9), 65-73 . Gremler, D. D. (1995). The Effect of Satisfaction, Switching Costs, and Interpersonal
Bonds on Service Loyalty, Unpublished dissertation, Arizona State University. Gwiner, K. P., D. D. Gremler, & M. J. Bitner (1998). Relational
Benefits in Service Industries the Customer’ s Perspective, Journal of the Academy of Marketing Science, 101-114. Hempel, D. J., (1977).
Consumer Satisfaction with the Home Buying Process: Conceptualization and Measurement. in H. Keith Hunt (ed.) The Conceptualization of
Consumer Satisfaction and Dissatisfaction. Cambridge, Mass: Marketing Science Institute. Hunt, H. K. (1977). CS/D-Overview and Future



Research Directions. Conceptualization and Measurement of Customer Satisfaction and Dissatisfaction. MA: Marketing Science Institute, 459-460.
Inman, Jeffrey J., James S. Dyer & Jianmin Jia, (1997). A Generalized Utility Model of Disappointment and Regret Effects on Post-Choice
Valuation, Marketing Science, 16(2), 97-111. Jones, Michael A. David L. Mothersbaugh & Sharon E. Betty, (2000). Switching Barriers and
Repurchase Intentions in Service, Journal of Retailing, 76, 259-274. Kahn, B. E. (1995). Consumer variety-seeking among goods and services.
Journal of Retailing and Consumer Services, 2(3), 139-148 Keaveney Susan M., (1995). Customer Switching Behavior in Service Industries: All
Exploratory Study. Journal of Marketing. 59(2), 71-82. Keaveney Susan M (2001); Customer Switching Behavior in Online Service: An
Exploratory of the Role of Selected Attitudinal, Behavioral, and Demographic Fctors, Academy of Marketing Science. Journal; 29(4);
ABI/INFORM Global 374 Kim, H. (2000). The Churn Analysis and Determinants of Customer Loyalty in Korean Mobile Phone, Korean
Information Society Review, 1-18. Kim[ Park & Jeong (2004). The effects of customer satisfaction and switching barrier on customer loyalty in
Korean mobile telecommunication services, Telecommunications Policy 28, 145-159. Kotler P., (1991). Marketing Management: Analysis
Planning: Implementation and Control. (7th ed.). New Jersey: Prentice-Hall Inc., 20. Kotler P., (2000). Marketing Management: Analysis,
Planning, Implementation and control. (9th ed.). Prentice-Hall. Kotler P., (2000). Marketing Management: Identifying Market Segments and
Selecting Target Markets. Prentice Hall, 256-274. Labarbera, P. A., & David M., (1983). A Longitudinal Assessment of Consumer
Satisfaction/Dissatisfaction: The Dynamic Aspect of the Cognitive Process, Journal of Marketing Research, 20, 393-404. Lee, J., J. Lee, & L. Freick
(2001). The Impact of Switching Costs on the Customer Satisfaction-Loyalty Link Mobile-Phone Service in France, Journal of Services Marketing,
35-48. Lele, M., & Sheth , J., (1987). The customeriskey, Wily Books, New York. Madden, Gary, Scott J. Savage & Grant Coble-Neal (1999).
Subscriber Churn in the Australian ISP Market, Information Economics and Police, 11, 195-207. Miller J. A. (1977). Studying Satisfaction:
Modifying Models, Eliciting Expectations, Posing Problems, and Making Meaningful Measurements. in Hunt, H. Keith (ed.). The
Conceptualization of Consumer Satisfaction and Dissatisfaction. Cambridge, Mass. Moon-Koo Kim, Myeong-Cheol Park, Dong-Heon Jeong
(2004). The effects of customer satisfaction and switching barrier on customer loyalty in Korean mobile telecommunication services,
Telecommunications Policy, 28, 145-159. Muller, W. (1991, June). Gaining Competitive Advantage through Customer Satisfaction. European
Management Journal, 201-221. Nilssen, Tore (1992). Two Kinds of Consumer Switching Costs, The Rand Journal of Economics, 23(4), 579-589.
Oliver, R. I, (1980). A Cognitive Model of the Antecedents and Consequences of Satisfaction Decisions, Journal of Marketing Research. 17(6),
460-469. Oliver, R. 1., (1981). What is Customer Satisfaction. Wharton Magazine. 5, 36-41. Parasuraman, A., Zeithaml, V. A., & Berry L. L.
(1985). A Conceptual Model of Service Quality and Its Implications for Future Research, Journal of Marketing, 49, 41-50. Parasuraman, A.,
Zeithaml, V. A., & Leonard L. B. (1996). The Behavioral Consequences of Service Quality. Journal of Marketing, 60, 31-46. Porter, M. E. (1980).
Competitive Strategy, New York Free Press. Raju. P. S (1984). Extloratory Brand Switching: An Empirical Examination of Its Determinants,
Journal of Economic Psychology, 5, 202-221. Reichheld, F., Sasser Jr, W. E. (1990). Zero defections: quality comes to services, Harvard Business
Review, 68, 105-111. Rust, R. T., & Zahorik, A. J. (1993). Customer Satisfaction, Customer Retention and Market Share, Journal of Retailing,
69(2), 193-215. Solomon, (1991). M. R., Consumer Behavior : Buying , Having, and Being, Boston: Allyn and Bacon. Spreng, R. A. & R. M.
Olshavsky, (1993). A Desires Congruence Model of Consumer Satisfaction. Journal of the Academy of Marketing Sciences, 21(3), 167-177.
Srinivasan, S. S., Anderson, R., & Ponnavolu, K. (2002). Customer Loyalty in e-Cornrnerce: an exploration of its antecedents and conseqllences.
Journal of Retailing, 78, 41-51. Tsiros, Michael & Vikas Mittal (2000, Mar). Regret: A model of Its Antecedents and a Consequences in Consumer
Decision Making. Journal of Consumer Research, 26, 401- 417. Westbrook, R. A. (1980). Intrapersonal Affective Influences on Consumer
Satisfaction with Products. Journal of Consumer Research, 7, 49-54. Westbrook, R. A. & R. L. Oliver, (1991, June). The Dimensionality of
Consumption Emotion Patterns and Consumer Satisfaction. Journal of Consumer Research. 18, 84-91. Woodside, Arch G., Lisa L. Frey & Robert
Timothy Daly, (1989). Linking Service Quality, Customer Satisfaction and Behavioral Intention. Journal of Health Care Marketing, 9. Zeithamal,
V. A., & M. J. Bitner (1996). Services marketing. New York McGraw-Hill. Zeithaml, V. A, L. L. Berry, & A. Parasuraman (1996). The Behavioral
Consequences of Service Quality. Journal of Marketing, 31-46.



