gobgoboogboooood gobgobougoodo:od

goougon

E-mail: 9701370@mail.dyu.edu.tw

g
gbooobgoobobbooboobgooboooobooboobobobobooboobobboboobOoo oo
gboooboobobbooboobgobgoseobgbogos2snopooooooosoiobgooooelsgn O
googospessbAMOS 0D O00obooobobooboobooooboobooboobobooboobon
gbooAMOSOO0ODOOO OOOOOOO0ObOO0bOobOOOobDOO0ObOoObOobObOOobDOOobDOoOobOoobOobboOon
goooboobooboboobooboobooboboobooboobobboboobooboobobobo
goooboobobobooboob obooboboobooboobobooboobuoobobboobOoobOoo
goooboobobboobooobooboooboobooobooboboboboobo

000 :00000000000DO00D00D0ODbOO0ODdatisfaction) I O 0O OO O (post-complaining behavior)
00

o000 ooOobo0oooOob0oooooobOoooooOosibooo00obO0obOO0oDOobDOo0obOOoDOobOOWvOoD

0000000000 0bO00D0D0o0oOviDoODoboo0DO0DOO00Ooo0ooOOobooDOoDOviioDODoooooo

0000000000000 0 xOOo0O0oOoOO0oDOOo0oDO0oDO0o0O0o0oO0DO0OxiooOOoDOoooOoDOOobOoOOoo

gbooobgoobi1ibobobooboobooobooooboobo1booboboboboobooboobobo
o30gbooboooooboooooobooooob 4000b00b0ob0b00ObDO0ObDOOOODbDObbOOSUDbDOOO
gooobgooboobobooborryboobooobooboobooboobobboyoobooboobobo
oboooboobooob2w00b0bo0ooboobobobooboob0obobooD 290000000 bDOobObOODODOOO
googs3sobgoogbooboobgobobooboo4b0ooboboobuooboobobboobon 41

goooboobooboboboobooboob 20b0b00b0o0obooboobboobooboob 4000bD0DO
gbooobooboboboboob 4400b00bobbobooboobobboob s7Toobooboobobo
gooobooboos700b0o0bOotb00obo0ob0obbOobOn e20000ne-Way ANOVAO DO 700000

gooobe3bobbO0bOo0obO0bOobbOOobO0Ob e bODbOODbOODODODbDODOODOOD 72
O0O00OD00ODO0OO0ODOOd (structural equation modeling, SEM)OD D0 OO0 OO0OCOODOO 83000000 DOOOOODOOO
goooboobsdbobooobooboobobbooboob bbb oboobooboobobo
goi1oo000boo0boboobooobooboob0o voboobooboboboboooboobOooDb 120
oooobooobo0obobbobooobooono 119

googn

000000 O0O00Ob0oDo@eyooooooooo:oobooo oobEOYYyDoooooboo0oooo0o-bo0oDooog
o000oOo0o0O0ooOo00DOoO0o0bOOooO00oDObOO00oOOoOoOoOoDoO Do) OOOOUDOOUObODOUODODOOODOOO
O0000O0000O000D0O0O0000OO000DODO00D0O0O0OO0OODODOOEIOODSPSSODOOO0OODOOOO:D0DOOO DO
oOo0dOoQo@ocoDOCOOoboOoodo: 000 dfE)yoooooooooooooooboooooooooooooo
0000000000000 0000OD0 O000@9Uooooo0oooo0o0oooOoO00oooOo0oooooD0oooDooDoOooo o
god@oooOOI0DO0O0DOOO000DODOOU0DOO00DODOO00DOO0O0DDOOOOD0ODODDOODODODOOEODDOODODOOO
goooOoOoOoOoOoOoOOOOOOOOOOOOCOOOOO0OOEUOODOODOODODO0O0OoO0Oo0Oo0—-0ACCOOOOOOO
go0oOoOOOOCOOCOOOOOOCOOO 0O0O0OOOO@eVIDIIINNONNNNONONONONONONONOOOOs33d155-1730 O
go@eloooooooooooooOoOoOOOOODOOOOOOODOODOODOOOO 0000000000000 DOOD
OO00OOCOOCOOOOOOOOCOOCOOOCOOOOOODODOO480139-1720 0?0 (005000 O0OOOOOOOOOOOOO
gooOoOoOoOoOoOOoOoOo—0s3cO000O0oOooUUoOoUoUoOUUOUUOOUOoOUUUOUOUUOOOOOoO ODoOA9YLI OO
goooOoOoOoOoOoOoO-0D0O0OO0O0O00OQ00OQ00OO00OC00OO0O00OOC00OQCDOU0OUOOOOLOOOOO@EYYUIUUUOODOOOOO
bobo-000ob0obobobobooobooooboboboboobobooooobo boobbz2010bO0oboboOo:bboboobo oo



0@o07\V0 000000000000 0D0O000D0000D00D00DOO00DO0O0000D0D00D0DDOD000oODoOoOoDoOoOoDO
000000000 D000 0ND0DO0NDND0O00NDnoOoEUIDODDNDNDNNDoo0Dooooooooon
00000000000 000O000 o0ooo@ees 0000000000000 000D—0000000ooDooooog
000000000000 oooEeeoooo0ooo0ooo00oo00o0oo0oo0oooooooooooo og
0@ 00000000000 0000000000000000000000 000D OO0 ooooDooooog
000000000 ooo@eYyooooooooooo00oooo00o0o0oo0ooo00ooo0oooooooooooono oo
0@ 000000000000 00000000000o0oOoOn2061-920 DOOR)OIDDOOOODOOOOOOOOO
0000000000000 —00000000000000000000000000000 000@ees)oooooooog
000000000o0o00ooooooooooooooooo@Eeeyoo00oooooooo0ooooooooooooog
0000000000000 0D000 000EeRoioooooD:.0oo0D0D oDO0o)ioooooooooooooooon
00000000000y ooooooo0ooo00ooo00ooDo00oo0ooooooooD ooo@Ees)oooon
0000000000 000000000000D00199-2140 000@YUUIODODODOO0DOoO00oooooooooooooo
0000000000000 0O0000000ooD0oooD oo OO0 oO0UDOo0oDoD0ooDDo0oD—00d
00000000000 0oDoO00ooo000ooDoD00o0o000oo00DoO0o0ooDoD ODoOo@EIYUODOoDoDoDOooooog
0000000000 00oo0o0oo0o0ooooooD oooEI) DU oOoUoooD0UooDooUoooDoooDoDd
060197-2160 00D (200) 0000000 0000000000 O:00000 ODOOOOO Anderson, E. W., Claes, F., 0 Donald,
R. L. (1994). Customer Satisfaction, Market Share, and Profitability: Findings from Sweden. Journal of Marketing, 58, 53-66. Anderson, J. C., [
Narus, J. A. (1990). A model of distributor firm and manufacturer firm working partnerships’ . Journal of Marketing, 54, 42-58. Andreassen, T.
W. (2001). From disgust to delight. Journal of Service Research, 4(1), 39-49. Albrecht, & Zemke. (1985). The Service People in Service
America-Doing Business in the New Economy. Dow Jones-IRWIN, Homewood, 25, 226-251. Belk, R. W. (1974). Situational Variable and
Consumer Behavior. Journal of Consumer Research, 2. Bell, C. R., 0 Zemke, R. E. (1987). Service Breakdown: The Road to Recovery.
Management Review, 76(10), 32-35. Bearden W. O., 0 Teel, J. (1983). Selected Determinants of Consumer Satisfaction and Complaint Reports.
Journal of Retailing, 56(3), 3-20. Bitner, M. J. (1990). Evaluating Service Encounters: The Effects of Physical Surroundings and Employee
Responses. Journal of Marketing, 54, 69-82. Bitner, M. J. , Booms Bernard H. B., O Trtreault Mary Stanfieled (1990). The Service Encounter:
Diagnosing Favorable and Unfavorable Incidents. Journal of Marketing, 54, 71-84, January. Bitner, M. J., Boos B. H., & Mohr L. A. (1994).
Critical Service Encounters: The Employee’ s Viewpoint. Journal of Marketing, 58, 95-106. Boshoff, C. (1997). An Eexperimental Study of
Service Recovery Options. International Journal of Service Industry Management, 8(2), 110-130. Carmel, S. (1990). Patient Complaint Strategies
in a General Hospital. Hospital and Health Service Administration, 35(2), 277-288. Churchill, G. A., O Suprenant. (1982). An Investigation into
The Determinants of Consumer Satisfaction. Journal of Marketing Research, 19(11), 491-504. Conlon, Donald E., & Noel M. Murray (1996).
Customer Perceptions of Corporate Responses to Product Complaints: The Role of Expectations. Academy of Management Journal, 39(4),1040-56.
Christo, B. (1997). An Experimental Study of Service Recovery Options. International Journal of Service Industry Management, 8, 110-130. Day,
R. L., 0 Landon, E. L. (1977). Collecting Comprehensive Consumer Complaining Data by Survey Research. Advances in Consumer Research, 3,
263-269. Day, R. L. (1980). Research Perspectives on Consumer Complaining Behavior. Theoretical Developments in Marketing, Charles Lamb
and Patrick Dume, 211-215. Chicago: American Marketing Association Press. Day, K. Gabricke, T. Schaetzle, O F. Staubach (1981). The Hidden
Agenda of Consumer Complaining, Journal of Retailing, 57, 86-106. Engel, C. T., Blackwell, R. D., 0 Miniard, P. W. (1995). Consumer behavior,
9, Florida: Drydem Press. Etzel, M., & Silverman, B. (1981). A managerial perspective on di-rections for retail customer dissatisfaction research.
Journal of Retailing, 57, 124-136. Folkes, V. S., Koletsky, S., 0 Graham J. L. (1987). A Field Study of Causal Inferences and Consumer Reaction:
The View from the Airport. Journal of Consumer Research, 13, 534-539. Fornell, C., 0 Wernerfelt (1992). A Model of Customer Complaint
Management. Marketing Science, 7, 287-298. 17 Fishbein, M., & Ajzen, 1. (1975). Belief, Attitude, Intention, and Behavior: An Introduction to
Theory and Research. Reading. MA: Addison-Wesley. Folkes, V. S., (1988). Recent Attribution Research in Consuumer Behavior: A Review and
New Directions. Journal of Consumer Research, 14, 548-565. Firnstahl, Timothy W., (1989). My Employees are My Service Guarantees. Harvard
Business Review, 67(4), 28-32. Guest , L. P. (1994). A Study of Brand Loyalty. Journal of Applied Psychology, 28, 16-27. Gilly, M. C. (1987). Post
complaint processes: From organizational response to repurchase behavior. Journal of Consumer Affairs, 21(2), 293-313. Goodwin, Cathy., O 1.
Ross (1992). Consumer Responses to Service Failure: Influence of Procedural and Interaction Fairness Perception. Journal of Business, 14, 124-134.
Gronroos, C. (1988). Service Quality: The Six Criteria of Good perceived Service Quality. Review of Business, 9, 10-13. Goodman, J. (1989). The
Nature of Customer Satisfaction. Qualty Progress, 5, 37-40. Greenberg, Jerald (1990). Organizational Justice: Yesterday, Today & Tomorrow.
Journal of Management, 16(2), 399-432. Gilly, M. C., Stevenson, W.B., & Yale, L. J.,1991, Dynamics of Complaint Management in the Service
Orgation. The Journal of Consumer Interests, 25, 295-321. Clark, Gary L., Peter F. Kaminski, 0 David R. Rind (1992). Consumer Complaints:
Advice on How Companies Should Respond Based on an Empirical Study. Journal of Services Marketing, 6(1), 41-50. Goodwin, C., & Ross, .
(1992). Consumer responses to service failure: Influence of procedural and interactional fairness perception. Journal of Business Research, 25(1),
149-163. Howard, J. A., O Sheth, J. N. (1969). The Theory of Buyer Behavior. New York: John Wiley. Hirschman, Albert O. (1970). Exit, Voice
and Loyalty. Cambridge. MA: Harvard University Press. Hart, Christopher W. L., James L. Heskett, 0 W. Earl Sasser Jr. (1990). The Profitable
Art of Service Recovery. Harvard Business Review, 68, 148-56. Howard, J. A., O Sheth, J. N. (1969). The Theory of Buyer Behavior. New York:



John Wiley. Hoffman, K. D., Scott, W. K., & Holly, M. (1995). Tracking Service Failures and Employee Recovery Efforts. Journal of Service
Marketing, 19, 49-61. Hoffman, K. Douglas, Scott W. Kelley, 0 Holly M. Rotalsky (1995). Tracking Service Failures and Employee Recovery
Efforts. Journal of Service Marketing, 9(2), 49-61. Johnston, T. C., & M. A Hewa (1997). Fixing Service Failures. Industrial Marketing
Management, 26(5), 467-473. Jacoby, J., O J. L. Jaccard (1981). The Source, Meaning, and Validity of Consumer Complaint Behavior: A
Psychological Analysis. Journal of Retailing, 57, 4-24. Kenney, M. J. (1995). Antecedents to customer expectationsfor service recovery. Journal of
Academy of Marketing Science, 22(1), 52-62. Kotler, P., & Armstrong, G. (1996). Principle of Marketing, New Jersey:Prentice. Kolodinsky, J.
(1995). Usefulness of Economics in Explaining Consumer Complaints. Journal of Consumer Affairs, 29(1), 29-54. Keaveney, S. M. (1995).
Customer Switching Behavior in Service Industries: An Exploratory Study. Journal of Marketing, 59, 71-82. Kelley, S. W., Hoffman K. D., &
Davis M. A. (1993). A Typology of Retail Failures and Recoveries. Journal of Retailing, 69(4), 429-452. Kelley, S. W., & Davis, M. A. (1994).
Antecedents to Consumer Expectation for Service Recovery. Journal of the Academy of Marketing Science, 22(1), 52-61. Kalkar, P., 0 R.J. Lutz
(1975). The psychological Situation as a Determinant of Consumer Behevior. Advance in consumer Research. Plymire, J. (1991). Complaints as
Opportunities. Journal of Service Marketing, 5(1), 61-65. Price, L. L., E. J. Arnould O Patrick Tierney (1995). Going to Extremes: Managing
Service Encounters and Assessing Provider Performance. Journal of Marketing, 12(3), 59. Ron, Shankar Ganesan, 0 Noreen M. Klein (2003). The
Impact of Relationship Factors on. Customer Satisfaction. Journal of the Academy of Marketing, 34, 164. Faff, M., & Blivice, S. (1977).
Socio-economic Correlates of Consumer and Citizen Dissatisfaction and Activism. In R. L. Day. Liu, R. R., & McClure, P. (2001). Recognizing
cross-cultural differences in consumer complaint behavior and intentions: An em-pirical examination. The Journal of Consumer Marketing, 18(1),
54-75. Landon, E. L. (1980). The direction of consumer complaint research. Advances in Consumer Research, 7, 335-338. Massy, W. F.,
Montgomery, D. B., & Morrison, D. G. (1970). Stochastic Models of Buyer Behavior. Cambridge: MIT Press. McCollough, M. A., & Bharadwaj,
S. G. (1992). The Recovery Paradox: An examination of consumer satisfaction in relation to disconfirmation, service quality, and attribution-based
theories. Marketing Theory & Application, 65(4), 102-107. McCollough, M. A., Berry, L. L., & Yadav, M. S. (2000). An empirical investigation of
customer satisfaction after service failure and recovery. Journal of Service Research, 3(2), 121-131. Maxham, James G. (2001). Service recovery’ s
influence on consumer satisfaction, positive word-of-mouth, and purchase intention. Journal of Business Research, 46, 73-82. Oliver, R. L., O
Swan, J. E. (1989). Consumer Perceptions of Interpersonal Equity and Satisfaction in Transactions: A Field Survey Approach. Journal of
Marketing, 53, 21-35. Oliver, R. L. (1981). Measurement and Evaluation of Satisfaction Processes in Retail Settings. Journal of Retailing, 57(8),
25-48. Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1993). Building A New Academic Field: The Case of Service Marketing. Journal of
Retailing, 49, 41-50. Morgan, Robert M., 00 Shelby D. Hunt (1994). The Commitment-Trust Theory of Relationship Marketing. Journal of
Marketing, 20-38. Richins, Marsha L. (1983). Negative Word-of-Mouth by Dissatisfied Consumers: A Pilot Study. Journal of Marketing, 47.
Richins, Marsha L., 0 Negative (1983). Word-of-Mouth by Dissatisfied Consumers: A Pilot Study. Journal of Marketing, 47, 68-78. Selnes, (1993).
An Examination of The Effect of Product Performance on Brand Reputation, Satisfaction and Loyalty. European Journal of Marketing, 27(9),
19-35. Singh J. (1988). Consumer Complaint Intentions and Behavior: Definitional and Taxonomacal Issues. Journal of Marketing, 52, 93-107.
Singh, J. (1990). A Typology of Consumer Dissatisfaction Response Styles. Journal of Retailing, 66, 57-99. Singh, J., O Sirdeshmukh, D. (2000).
Agency and trust mechanisms in consumer satisfaction and loyalty judgments. Journal of Academy of Marketing Science, 32(2), 241-249. Spreng,
Harrell A. S. G. D., 0 Mackoy R. D. (1995). Service Recovery: Impact on Satisfaction and Intentions. Journal of Services Marketing, 9, 15-23.
Swan J. E., & Richard L. Oliver, (1989). Post purchase Communications by Consumers. Journal of Retailig, 65, 516-533. Swan John E., [
Richard L. Oliver, (1989). Equity and Disconfirmation Perception as Influences on Merchant and Product Satisfaction. Journal of Consumer
Research, 16, 372-383. Shuptrine, K., & Wenglorz, G. (1980). Comprehensive identification of consumers market place problems and what they do
about them. Advances in Consumer Research, 8, 687-692. Shoemaker, S., & Lewis, R. C. (1999). consumer loyalty: the future of hospitality
marketing. Hospitality Management, 18, 345-370. TARP. (1986). Consumer Complaint Handling in America: An Update Study. Technical
Assistance Research Programs. White House Office of Consumer Affairs. Tax, Stephen S., Brown Stephen W., 0 Chandrashekaran Murali (1998).
Customer Evaluations of Service Complaint Experiences: Implications for Relationship Marketing. Journal of Marketing, 62, 60-76. Woodside, P.
J., O Daly, K. (1989). A Critical review of consumer satisfaction. Journal of Marketing, 152-169. Warland, Rex H., Robert O. Herrmann, O
Willets (1975). Dissatisfied Consumers: Who Gets Upset and Who Takes Action. Journal of Consumer Affairs, 9, 148-163. Westbrook, R. A. (1987).
Product/Consumption-Based Affective Responses and Post purchase Processes. Journal of Marketing Research, 24, 258-270. Westbrook, R. A.
(1981). Sources of Consumer Satisfaction with Retail Outlets. Journal of Marketing, 44, 68-72. Westobrook, R. A. (1980). Interpersonal Affective
Influences on Consumer Satisfaction with Products. Journal of Consumer Research, 7(6), 49-54. Woodruff, R. B., E. R. Cadotte, O R. L. Jenkins
(1983). Modeling Consumer Satisfaction Processes Using Experience-Based Norms. Journalof Marketing Research, 20, 296-304. Zeithaml, V. A.,
L. L. Berry, O A. Parasuraman (1996). The behavioral consequences of services quality. Journal of Marketing, 60(2), 31-46.



