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BOtEREI M SBE R AT EERENERBEINER S~ &
B 3T B AR = BRI e VA Y R 5 T 2 B PR R R RSP I R ko o AT A L
BEZ T LR EEEHREENGE  BrEXERAEAE) (EHERS
2008 ) - iR G EREEE ZEERMERBELE - ETERTSTHE
B 7 7 2009 4F B 6 A 17 B [ PR B2 s B B AR DK AE BT 8 R R - DU RSE
B il 55 B S o BRILZ AN - BREESEE A SRR IRES N B IR (B R
1A BB % 1 7= (Dunlap ez al., 1988) Bl 1> 3 #8 & 1% %% (Chowdhary, 2003) 5 B K 7 2
R ST DOE A DR # B E (SNBSS ) BT B REYE ST HEE -
FElRBEAREBETIMARSEEE T ( NEBEE ) ITHEF - #37
B A S T AN E RO IR B & 56 - TSR & AU Sh B iR 5 S JH R B TRy
R REREARBAE AL P9 a0 1T 55 Wi o =5 AR PS 1Y BR - iR AR RS
g8 A P ES AT 5H R S B 1T 58 1Y A4 B2 {6k I .2 — (Greene et al., 1994) -

W FREOCIREAERERIRGEENFOESE  RETRZIEE
HAREFRZER - Liwe B LHFNR > EMEFNTHENE LT HimEN
BEE B RRES 1780 - 2 H BT AkUS E 5 22 B B 2 AU RS & B Bl (Nilbin er al., 2010) -
HRETE D TP BB B AU IR EE S P A S E AL - A TR
NEEEE - IEEAMTH ( HEE ) BAHNTH (HEL) &S E
TG E T » ErEEMANEH 8 TiwmE TFERE - B 8 TE 5
ERAREZIRE  HNEE TRBIREXRERNEE DT HEEE
#55 & TR TIPS B S BB 21 - B T SRR S 8= BUbs 2 A
th PR 7E §Z B A # BE 75 (£ T 5 B TS 35 3¢ 87 25 (Karatepe & Sokmen, 2006)
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MATHEH T B AR E AT EE TG TR R KRG » 2%
P ER A B 9 BT S T R BRI E oK (B AT e B T A AR
Mz HE AT R 2 - TR B A A A S S MR ST AT S R
R E Al 75 2€ (Sasser & Arbeit, 1976) » B 2% 38 2% 545 W 52 38 B A &0 17 5 B 7%
s ZEMTIEFBA R - R REHRAZEDERFEANE » BATEMNEEE
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Bk 5% DA H Ak #5 17 8 (service marketing) SO B 8 Z ZIREEER B T2 N
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EEEANKEE TFE THABBEEBENE TR TFERR - KEGERS
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B ZWRE - W AF 8 5 TR AR E 5 R (57 T8 TR A A [R] Bk Al 1y RS o B 1
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IR A& » i B T REM i EH T /F (Greene et al., 1994) - Berry and Parasuraman
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B ST ERNESEL  BRREEEETE  FE-HHFEL
MEEERE T AT e 8 THRORE MR RERE - IETET
&3k o Conduitand Mavondo (2001) 58 £ A )& & B R WAL (TS RAYAHE -
WMABIH  BHEHIF  ARORNTEBERANEREEEH I RE TR
WEFEmE TSR (JNLBEE ) Z R - 5 78S 2008) 7 N &1 1T 5 i
& 75 Ry SR HUAT S5 M S DLUE B AR A Ak Y S TR A HR B R B A B B O R HL R
FZTEE) - dELVE S A RN RS S B EE - 5 8 B AR E S h B R
HE A& B - DUERGHM&EE - W AN EEN T EHRIRE KR - BHE
RN E A SRR IREE L EIE I R IF RV BN IR B 46 SN A - 38
B E 1S R H P AT R E E 5 1 iR 88 1E £2 At R 55 T A2 B9 IR R L AR EE H A
AR o AR IR B WY i AR IREEAE T 55 LRYSEF T » Ry FF R AT HY
R mE > ERERTFNIIKGSE —RELE2NHE - MER —E5xEEBL
ANESATSHHI T - f% B Rl - " AEITH BERE IR EBEENEE > Ei6
B B9 78 8 5 8 R IR B 7Y VS B SN BB B 2 ST B A B L AR B 0 AR B
BE#HAEEEANET  FEREMHBAZIEEANBBTE T HZEE L Ea
PLERMEMBEE  WHRREIZIE TERERmEES TFEXK -

H % 2K 56 2 T8 AN B B Ak R A RS o N BB RH R K BE A2 N (E TR R
AR RE 2T 3 EHMWE TH TENEAREE -« B AHEER
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FefEH R BRI R R AT DL R R B ( 2R AR ) RE TIER
BOHB R R - A F E 3078 2 B A8 R RE JJ 0 AR K38k BB XL -
{4 B3 B £ 1 500 (R A B 78 T 25CR (Hogan & Holland, 2003) - i #H ## 2% 36 X
{8 N B 2 A i RE IR e 1 AR B S MH(E e Al sk iy H R ELE (E
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2011 ) - i A A A R E R R AL R B BB R R Y SR A B B 2 RE K - AR
N LRk AR E RS o T O A B B R B A R AR (R
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o B TRE B A AR Ry Al SR R L) U R R R A A D R
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[ 7 7 T % B £ 5 P E A T P AT S 2R i e AR E TR OR - HI AT E A T
Y 15 T e Il L R A B A A 2 Ry el R S5 - R BN 1T 8 B B T R R R
L HEAFE IR B GR  BOR e e T 2R N AT (BmEEE X
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SR L B A AR (2008) U ST R R - FEHI IR E TR EEEH AL
I TAEBEROR Tl AG 7 E B BAE - sl BEHBER > B THgES
IEmAyHB A B LTHRMEMREEFERERE CHBEHT  BETLRE
RUR SRR R A AR T B = R s N E 2585 7 > FIRFth & B & K 56 55 21
TIEEHE > EAEWRENEARE - 5HIh» 22 FQOI0FEHKLEFRANT
IKEFEMMEFRREE B THBRAFED SR > E TFESHE TIFREREE
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KWK E - [ - AW I 2R IREE B T 5 M 809 38 [F] BBl B 7
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TERR B AT SRR ZE o - $FE N ERTT 8 ~ AR X3 B B AH A8 K 56 1Y I 92 R
» R 5 4 (2005) fff 52 A SR B R N ESTT S T ER AR S N BB TAE R E =
LAH R R G 0 AT ECE ML BB IR TFRIE REEE - 535 Chang
and Chang (2007) B BF 7% 28 37 P9 017 85 b 0978 B S 65~ V858 B 17 B 0B 3 o
HA AR A ERBEB > RRNETHNETH R B T8 65 & i K 56 i
s ld o 5 > Tsai and Wu (2011) DA 8 Zr 2 B fe (NGEH A B R i 52 B 52 - of
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flal N B0~ B R AR T B AR AT o 5 E N B A A By A B B — B A 1R HLRR R
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ZT AR ARE o B EE R AT RE . JREIE 8
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Ml ANFENEMANEEMREE EEMERME - #®AEh - HIER A
BREERR AL FIEE -
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MEITE

A EEZANABEERETER 2N MERREBE2FZENA - Jb
H T B B S5 AH B SR Z BB & 3% 0 I DAE 3T 5k 58 B T 48 il 2 SR RF 1 2
H o RS R A KES - BENETH22E (SEHBIIM 6 EEH L
Froo O EEBHLR 6 EBUEI R ) » MK 148 - EABERTI2E - AR
FrE 10 3 i N EARER - R ETRERAE - HiEE T REREE
EETEEEZE  M2WEBL"FERE 2T IFEARE  ZRAERE
NEEREE  JFEREBEH RS > AE RS - BHRAIE4 S - HELE
B34 ANAE2G  IEEAFRELSS -

HEIM - EHITF - BEAHEME R RFNESTD (GEE - &
Jug% > 2009) B ECEANIRFENANELTHER  EX2FTREVKELG S
TR EE N ERTT 8 - F L B SE (2000) i fim HE T 2 & 3% - WE 1T #5715 Bl
JEMYRHREMNEBEHMZUERE " EK8EFTT > HEFKEBEE THE
KETFREE ' FEGTHEOKMEES TETFLZGEINE
HIF2 %% 5 4 5§ 2 Cronbach's a B Fy 0.93 » J# 8 B (2 01 E 20 T ¥ 8lUE A (T
fEREK > AIDUZEEBEER EMEMEOER > " REgE B
il ~ BT EGEEELMENEEREN | AEESE ¢ I #E Z Cronbach's
off f5 086 - MBI RBIEN " hEF —ExENEEHE T EEBTH
BEREREER  SUEFELHESAMAERE > T HREGEEE TEREZA
DU T TAERE ) WIAE S 5 WUE) B & Z Cronbach's a B Ry 0.88 - it & 3l #f {1
AT RIEERTEEEHEE T2 HEESER |, » " RIEEENEFI
RE AR K FEREED o % 5 M Z Cronbach's aff £5 0.77 - N TT 8 & %
Z Cronbach's a{H & 0.91 -

HE A ER2FFIEREFZQOIDFEHEIIRESERELER  Z
WHESSASARE THNEINRANETHES - FIE " FFEE M H D
NI - W B ECFIE R AR EANNE R o ~ T BRE R el B9 A iR A B C A
ANHIH %% - JLE 2 S PLER | %% » & % 2 Cronbach's aff 5 0.84 -

HARFERZEFHIEL - wmiFQIIDZEE-B TEHERERTM
A MR E B RAEE S h TEWERE > SWESsAEREREL
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ZHEM TG - B T HEF& 3R Z Cronbach's aff £50.929 » FIELN " FEEH
AR ERBIEARNES - T BEMS > WATLATR EHRAAZRE
HIER o 3 EE G EF 2 Cronbach's aff £ 0.951 » FIEAN " 3% B T GE
EREMFELLRET ER R | TEEBWME > A T TIERMME EE K
i = J°

ANERERERZFFIEESEQ010) iRz EREETMK - ABEE
HERN - AR EREED EEPWW)J%% 5% > Hoff 5068 -
BraesfEAEASREERAS B2 EFREAZEABREERE
BN T e B T AE t{l}\/\zz’%ﬁ}&jf%KT ERAER T IME
EREHCE IMA DIFER , - AMEARFEESE > HafH 085, 54
BEAERAEARSEERGS s fIEN" AEEE 2R ER , - T HF
W—iF TEME @ OB AR EN TEFEHEE |

Kt E R 388 T WEHRER I KIEFN S - ETE - WE
ST TR S 5 - BERE KMO {E R 0.86 - Bartlett’s B J2 f B (B Ry 1524.689 >
df=6 » 3 FHE K HE(p < 0.001) » BN ARWFIE R A M S AHETEZ 50 - mMEZE
SffifER > SEEOARETFHBAEOCRIZEANEE®HNR08, H nHEHARGHAF I
B E I FAE -
7 il B Y
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SRS EMEANESR (E - £ - EBRELNC - ERREFEE
BRIRRBEEEEBNR ) 2 MERERAIITHE - HREE - BoER
BN N EARBERLTEREEEZRE  EFEIAH > HEEE - Bl
HEZE 2R KR H A R AW 52 o 2 e i s 8 -
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BR A 0l 14 3 47 B X S TR 2 AR RE 5 AR
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B DL (Bl B2 B ) & £(63.7%) - H X2 H R (149%) ; B L % & DA

20,001~30,000 m%%%&(SS 8%) » H. 7t 72 30,001~40,000 JT (24.2%) s B T.1F &% ik

EERBEERZS R 2 F 018%) BT RZAERERIRGHEEER 2-6 F

(392%) » R 2 FH A 31.2% ; (ERRBEADLFE B A FIME43.8% i % - HAE

BHEEL IO 5 (18.8%) » HH R E H A FI(17.5%) ; %ﬁ&%%ﬁi@ﬁ%ﬁ
Z8 o HREERE (B EE ) RAEEIL(14.2%) -

HEIE MBI R (R 1) BURAESATHE  EHE IR - EEbER
BB R R~ FOF A R R B R % R B B PR BE A IR AH B R R B R B R S 3R
WEHEE AR WElT R R I 2R S EHE - AT HEZ
T bR T SRR 2R AR F AR 1 T AR E B AR R R R B
AR 73 Bl B e R SR 3 B R RS Y IR AR B

=1 WroesE 2R Rk

I PR FEE 1 2 3 4 5 6 7
1L AHEA T 429 0.77  (0.97)
2EHEER 420 0.83  0.92%%* (0.92)
3EERR 430 0.83  0.95%% 0.84%%* (0.91)
1. WERE 432 0.80  0.94%#% (.82%*% (.87+%* (0.92)
5. MEsE 435 0.88  0.90%#* (.73%%% (0.82%% (81%* (0.91)
6. fH Mk EZE 449 0.71  0.82%%% (0, 75%%k (0, 77%%%  (.78%%% (.73%%% (0.96)
7AEMFEI 452 070  0.14%% 0,09  0.13%* 0.14%* 0.15%  0.11*  (0.96)

=F : 1.n=388; 2.%p < 0.05, **p < 0.01, ***p < 0.001 ; 3.FEHR AN KB &

— > BB TR BB AGE 2B O

7S BRI el (B 2) 0 1T 9 B AR AR 3 0 B U O B K HE
=0.81 » p<0.001) » B 7% B T 7 511 B 51 ) Py i85 17 94 8L Al ok 7 35 L 9 1A

B - EESRF(B=0.73 » p<0.001)  JEERH {R(B=0.76 - p<0.001) ~ &K & (B=0.77 -
p<0.001) Ed 2 5 Fll 5k (B=0.72 » p<0.001) ¥ FH itk 7 55 11 3l fi7F £ B3 32 B = K HE
SR B TR AN 2R E B SR TGE B4R SR R B ORI AOR R R
B PR ) IEAHBA -




R AEFHEER BN =

Z - AERITH  HEAERBURRZAFE SN

AEL il 2K R B R S5 B B ST B R B (3R 3) 5 B K HE(B=0.13 - p<0.05)

BA R B TR Ak R 3 B R R s 2 IR i B IR AH B o T P 1T 6H B R s 3R

30 i 4% B B /K HE (B=0.15 - p<0.01) 5 A& B 52 KF (B=0.11 » p<0.05) ~ 15 5 il

1 (B=0.14 » p<0.01) ~ ¥ &) 5 & (B=0.16 » p<0.01) B 2 7 Flll ¥R (B=0.16 » p<0.01) E

3R A R AR B o B R K E  BEUR B TR AN AL B By AT 8 e H

%Eﬁﬁih*%ﬁ%%*ﬁ@ﬁ%@%ﬁ%ﬁ%@ﬁﬁﬁ%ﬁﬁﬁ%%
IEAHRE -

2 NERTT I B R R G W R AT

T 2 LR
M1 M2 M3 M4 M5
et 8 T

N oSk 0.026 0.01 0.01 0.04 0.03

HERE -0.04 -0.05 -0.06 -0.04 -0.01

Hik -0.04 -0.07 -0.05 -0.03 -0.10*

R

RS 0.81%%x

HHEY 0,73

T E A 1R 0.76%%*

B R R 0.77%5%

HEIR (.72
R2 0.67 0.56 0.60 0.61 0.55
AR? 0.63 0.53 0.56 0.57 0.51
F{H 193.98*** 123.79%** 144.28%** 150.25%** 115.92%%:*

=F : 1.n=388 ; 2.* p<0.05 ; ** p<0.01 ; *** p<0.001 -




B RRER A EAT S R RSO GE B RUSR IR AR BT 2T — DA~ SN AR B TR A

e
m
S

R3 AETTIH © A RoR GG B R R ISR o AT

8 887 PR
M6 M7 M8 M9 M10 Mi1
PR 2 TH

SE¥ A # 0.13% 0.14% 0.14% 0.14% 0.14%* 0.14%*

BERE 0.03 0.03 0.02 0.02 0.03 0.03

B 0.18% 0.18% 0.17% 0.18% 0.18%* 0.17%x

PSS

AT 88 0.15%*

BT R 0.11%*

T E AR 0.14%*

T K 0.16%*

HE B 0.16%*

L 1% K 3 0.13*
R2 0.03 0.04 0.03 0.04 0.04 0.04
AR2 0.02 0.02 0.01 0.02 0.03 0.03
F (g 3.28% 3.98%* 2.74% 3.60%* 4.0k 4,374

=F : 1.n=388 ; 2.* p<0.05 ; ** p<0.01 ; *** p<0.001

b

MR 28RS

RE YL 1T B B AR G — R TR A R R Z B AR - AR 450
f S UM2 A ST 8H W 5B 6% 350 (B=0.50 » p<0.001) - JiIT A 8 2 5 2 1 1 3 [
0 M3 PR 1T 55 B3 R £ B (p=-0.001 - P>005)7I‘Ett7ﬁTI§¢%%i} + HL i R
HER)H274% ETF 2 40.1% - HAH /% K GG 2 58 B 0% #(B=0.62 » p<0.001) 3% &
%ﬂﬂﬁ? FKANHATHBERER 2 E Irfﬂ-’rﬁﬁ( 1 1 1= (KT A5 AT R

s R 2 Ak B R R R B — ) TR L R RS R IR 2 B AR - E R R
M4EF'%‘&ﬁu}ll;fiEZ I 55 {5% B (B=0.46 » p<0.001) » Jji1 AUH 8k 2K 35 o2 & B3 R A5 5
MS 25 Al R Y 3 i £ 85 (B=0.03 - p>005)1‘ﬁttﬁ?5%%73} AR EERY
FH 24% E 7128 40.2% - Ho i ik 7 36 2 50 ER 6% 2(B=0.60 - p<0.001) 3 B & K HE -
RABEBEAIRAS AR AZLE - G A& &0 & &I Aa Ao s e
B 7 B A A K B — (R TH O B R s R R IR B AR B B R A M6 rh
S Z 38 R (R B (B=0.46 » p<0.001) - il A RH % A 56 & 1R 1Y 3l B AR M7 B S

=

i

H

;;,




R AEFHEER BN =

i 50 B (R 2 (B=0.004 » p>0.05)fHLL A T @25 - KRS R &R H 23.5%
EFF 2 40.1% - Ho il #k 2 GE 2 0 R 6% B (B=0.62 » p<0.001) = B & /K #E - RRE
MR SRR I 2 B 8 DA R R B 1Y = (R T A P RO 5 R T E B AR
B A % K G — [F) FEOE HC S PR SOGR IR Z B AR - F SR S G R AR M8 rb i G R
.2 3l i 45 B (B=0.47 » p<0.001) » i AR 2 35 12 & 1 0 it A5 X M9 1 73 3 el
PR 50 B (R 2 (B=0.004 » p>0.05)fH LA T e 25 » H R 5 & (R 24.9%
iﬁ§MWw HLAH w2 G 25 BT 0% B (B=0.62 » p<0.001) 3% BH & /K HE - IR iE

B R R R R & AR R R GG B S R T R AT EOE  RE TED R R
B Al K B — [R) T H B R R R B2 B AR o S 3R 3R 5 Al R 20 MILO o iR
Bl R £ o2 3 B 0% 88 (B=0.46 » p<0.001) - B JiIT A e 2K B .2 1R (Y50 B £ 2 ML
oH D AR B S %M%®0M4mmmmmﬁT%%% HpgaRE
(R?)FH 23.5% £ 712 40.2% » H il i 4K 3 2 50 B % B (B=0.65 » p<0.001) =2 B & 7K
A RORB R R B BRI 2 B g KRR OR A B & (R TR B O -

R4 FHBAGEEANEITHH - BEFIRR B SR BRI ZE R AT

0 B (R VE$i)
M1 M2 M3 M4 M5 M6 M7

Pl E 0.05 0.04

Sy H $ 0.05 -0.03 -0.004 0.06 0.04 0.04 0.04

HERRE -0.04 -0.06 -0.03 -0.01 -0.003 -0.04 -0.004

i -0.14% -0.10 -0.033 -0.07 -0.03

TR

N 1T 8 0.50%%*  -0.001

HEH 0.46%#% 0.03

i 0.46%%%  0.004
o R

KB A B 0.62% 0.60% 0.62%
R? 0.03 0.27 0.40 0.24 0.40 0.24 0.40
AR2 0.03 0.24 0.13 0.21 0.16 0.20 0.17
F (g 4.14%% 36 11%%F 5] 20%kk 30 2%k 5] 28wk 00 45wk 5] Dk

ZF : 1.n=388 ; 2. * p<0.05 ; ** p<0.01 ; *** p<0.001 o




HERIREE N BT ko 3 B AR A R I BN IR — DA~ S AR E Ty T I

RS ARG B EE R (R PR R R B R R R I ST R o AT

I 4T EU I
M1 M8 M9 M10 Mil

PR 2 H

SEH A # 0.05 0.04 0.04 0.06 0.03

HERE -0.04 -0.04 -0.004 -0.03 -0.003

T -0.14% -0.06 -0.03 -0.06 -0.03
FEHFE

i ST e 0.47%5% 0.004

VB B R 0.46% -0.04
SR VES

RH A K 0.62%%% 0.65%%%
R2 0.03 0.25 0.40 0.24 0.40
AR? 0.03 0.22 0.15 0.20 0.17
F {4 4.14% 31,82k 512 29.48%5% 51.37%%

¥ ¢ 1.n=388 ; 2. * p<0.05 ; ** p<0.01 ; *** p<0.001 o

TERURZES

— A IMNEARESEY "R EARAR, 2 TERR

ot & RtiEH (2R 6) EMAT AEMTH N ABREE | RHEHE
R o3 B 4R BOR SE B K B (B= 0.39, p > 0.05) - BRI A 722 AR s B I
17 68 B Ak 2K 55 2 [ A B R RUR o AT SH < AN AR R B 2 R (R B
3 BH =& 7K HE (B=-0.43, p < 0.05) Al B 7 ) P2 A% R "B 3 1 01T 68 B ik 2K 55 2
MESTEYCR - HEE 2 /T4 - S ABREEEERSE - 520N
1788 B A A K 55 Z Y SBOR 5 fHERY » AN AR R EH A SR E - Al &5k
b P T 85 B 7k A 3 Z YRR - AL - Beik S R A D ERE Y SZFF -
THEUREY (B 2) E—FPHREHERIKE S T/ AR REERERS
Hoogoait T NEITIH B ROREE ) ZHIBRCR s B AEMIREA
THMEABREEAEEEE - Algm " N7 RS L ZE IR
oo HE®RMGRRZ R RRER > A ERIKE & TAME AR E EA %R
BB R BEEEREEIE T AT RS  Z TESCR -




M B AT 8

B2 Hh KSR E AR AT B B A A R G 2 T EEROR

FREEHLER B+ =H
RO W ANE SRR E S A ST B LA A K G 2 B Tl R o T
. _ HH kR 25
28 4,78 L R
Ml M2 M3 M4 M5
AR 1 e B IE
St H 3 0.02 0.03 0.03 0.02 0.03
HEREE -0.06 -0.04 -0.03 -0.04 -0.04
Ik 5 0173 -0.05 -0.05 -0.06 -0.04
WBE 2 0 ARSI
N T B 0.75% 3 0.55% 3 0.807%* 1.03%3x
WIE SR E 0.09% -0.14
YhZE NS R -0.04
A B3 TR 0.34%
NER T 88 < NP2 AR 0.39
N ER AT B8 < SN2 A R -0.43%
R2 0.04 0.68 0.68 0.67 0.68
AR? 0.04% 0.64% 0.003 0.63%* 0.006%*
F (g 5.00%* 158.55%#%  155.69%%k 132 8(**x*
ZE @ 1.n=388 ; 2. % p<0.05 ; ** p<0.01 ; *** p<0.001
| 3.92
4 - 3
2R
a 0 | -
7
IO R
o
_11 L




HERIREE N BT ko 3 B AR A R I BN IR — DA~ S AR E Ty T I

Z RS EARSER TEREFEARAE) 2TEUR
HRFRAER (2%7)  EMAEEIF AEABRTEFEERE

HLm 7 (R 8 B AR YE (B=0.49,p<0.05) - W BUR A58 NS IR 3 0 B
SCFFHELGE AR OREE Z BB THESCR - NEARBRBEHR®RSE - gabE

SR B A AR EE Z I UROR 5 MY A ARREEARES - g
g (LR B Sy B A R KGR 2 RIS - (HIE Bl R iR R R R 8 R
NS B 1R 95 v o RH AT S (e E TR A B S Ry B R RO R 2 T
MR (2E3) - RS ZEFEA TR - B0 AE B R <SR
BRI - Ho R O BE B /K YE (B=-0.63, p < 0.001) » [k B/ A2 A A S
EHEHFHEMAMRAGEZMHES TEICR - IMEARBEHE®S#
& 55 108 B SO B A R ORGGE Z BT RO SOCR 5 AR ETRY - S AR R B I 1A R
& o Al s BT R B A AR GE SR ROR (28 4) -

RT W IR E B HYE B Sy B o 3 2 B T Sl i 0 AT

. L K 3
RREW Ml M2 M3 M4 M5
WER 1 - PR IE
S H 0.017 0.02 0.03 0.01 0.02
BERE -0.06 -0.04 -0.04 -0.05 -0.06
g e -0.17%* -0.08 -0.08 -0.07 -0.06
A EE 2 FEEREIH
g 0.60% 0.32% 0.73%5%% 1,08
ELYN R .23 -0.04
HNE AR E -0.05 0.48%
WER 3 TSR I
B R NS E 0.49%
B R AN SR E -0.63%%
R2 0.04 0.60 0.61 0.57 0.58
AR? 0.04% 0.56%% 0.005% 0.53% % 0.02% 3%
F (g 5.00% 114.92%5% Q7 475 99,76 88.3 1k

ZF @ 1.n=388 ; 2. * p<0.05 ; ** p<0.01 ; *** p<0.001




N

¥

R AEFHEER BN =

—

== 5

CEIEEE:

30 PIERE AR R E AR B SR B R G 2 T EEROR

—1

0
uk —= %,
L4
7H
¥ 7
-11
.14

e

[ 4 HhEE RS R e B S R B R GG 2 T ROR




B RRER I E AT 5~ R RSO GE B BRI A BB FE — DAY~ SN RS RE B R T R IR

= A IMEAREEYN TEARMGREEBAR ) 2 TEUR

FSE R U IR (2388 ) - B DA B AR < 3 AR R SRR H R
HL W R (R BOR = B & /K #E (B=0.17,p>0.05) ) » [ BEUR P42 A% e 3 T S ol
1Eﬂﬁﬁ§z7¥< 42 fE AN B R o 1 5E B AR < S AR R B R R B

EKHAE(B=-0.35,p < 0.05) » [k B/ I P2 A A8 5 ' i o B % B A A R B 2
F’aﬁﬁﬁ?—%x&% S NS R E R A B = - 8 g LR B O B A K B
L EHIRR 5 AHE AT S NS R B A R - A o Al iR 5 B R B
kAR Z R (28 S) -

F8 N~ SRS T B S v B £ B A R R L o T S R AT

2478 2, L 7 2 3
M1 M2 M3 M4 M5

HER 1 PRI

SE¥ A # 0.02 0.02 0.02 0.01 0.02

HERE -0.06 -0.05 -0.05 -0.06 -0.06

i -0.17%* -0.05 -0.05 -0.05 -0.04
A B2 0 IR I

V3 B AR 0.66%%* 0.57%#% 0.76% %% 0.93 %

ELYN R 0.18% 0.07

SNE NS R E -0.04 0.27
WER 3 TSR I
HER RN AR E 0.17
T R R AN RS R E -0.35%
R2 0.04 0.62 0.62 0.60 0.61
AR? 0.04 0.58: 0.001 0.57 0.004*
F {4 5.00%* 125.4%%%  104.500%%  [1581%%% 97 95k

2 ¢ 1.n=388 ; 2. * p<0.05 ; ** p<0.01 ; *** p<0.001




R AEFHEER BN =

|

3.79
—h— 3
._1_ -
EaE
®e A
7 i .
23
4 L
7 L 5.27

8 B A

5 AN Ty ' TR 5 B 0% B A A R GG T ROR

MR IMNEARBEY "HBRAREERARE ) < TEWURE

HGE BRI ( 2389) - B IAEUE Bk R < R ¥ RS e SRR H R
HL i OR BOR S B /K HE (B= 0.27, p > 0.05) » BRUR N 2 ARG R B 3 BB A R
B A KRR Z N B R EERUR o O R R < D R B G B R BOE
B & 7K HE (B=-0.38, p < 0.05) FIl B 7 HM 422 A A% 155 ' 360 D it I B L ok 2 3 W2 T
HTEBR - S ARTEEAE S G220 HUE & B w55 2 [
HIREAR 5 FHES AT S AR o B ) S - U)o e V0l e o B R A 2K
L TEERR (208 6) -




HERIREE N BT ko 3 B AR A R I BN IR — DA~ S AR E Ty T I

RO HMEE R E BN T R IR B R R A 2 T S B 0 AT

2478 2 L 7 2 3
Ml M2 M3 M4 M5

A B - PR EE
¥ B 0.02 0.04 0.04 0.04 0.05
HERE -0.06 -0.03 -0.03 -0.04 -0.04
i -0.17%* -0.04 -0.04 -0.03 -0.03
A B2 - BRI
VB R 0.66%%* 0.527%% 0.77%5%% 0.96%
N ARBRE 0.2 0.03
i NAS R E -0.03 0.31%
BRI
BN B = x N HE NAS TR E 0.27
BN B = x i NAS TR B -0.38*
R? 0.04 0.64 0.64 0.61 0.62
AR2 0.04% 0.60% 0.001 0.57%3% 0.005%*
F g 5.00% 134.26%# % 112.20%#k%  12027%%%  102.04%%*

ZF ¢ 1.n=388 ; 2. * p<0.05 ; ** p<0.01 ; *** p<0.001

|

—— 3
4 |
27
&R . —= 5
i i ,
B
4+

|

-6.07
B AR

B 6 Hh AR E R R R B R A R G 2 T EEROR




R AEFHEER BN =

7

A IMNEARESEY "HEIIREABARE, < TERR

B AR B (223 10) - B0 A ECH R« A 322 A8 R B o T OH
R HolE R BOR E B K HE (B= 033, p > 0.05) - (AR ZEAMHHHHT
Alll R B A Ak K B o RN B EERUR - R IR O AR R R AR
SR 2 BUE K HE (B=-0.22, p> 0.05) - HIBH R S P2 A% B 51 250 Rl okt B L
HEE LIRS B R

R 10 A~ SRR E B F0E ek B kK B o P R AL i 0 AT

- 8% A B
RRAW M1 M2 M3 M4 M5
HER 1 PRI
SE39 A # 0.02 0.03 0.03 0.03 0.04
HERE -0.06 -0.01 -0.008 -0.01 -0.01
Tk -0.17%% -0.10%* -0.11% -0.10%* -0.1%
WEE 2 F BRI
5 3| ok 0.60% 0.43% 0.71% 0,833
ELYN S SE= 0.79% 0.006
NI KSR E -0.04 0.15
HEE 3 TR I
BHEIB N ASTTE 0.33
BB IR INE SR E -0.223
R? 0.04 0.57 0.57 0.55 0.55
AR? 0.04: 0.53% 0.002 0.51 % 0.002
F (g 5.00%* 101.45%#% 85 ]2k 93,20k 78,095

ZF @ 1.n=388 ; 2. * p<0.05 ; ** p<0.01 ; *** p<0.001

1A~ $S5aHE 5
MR
— RETHEABAE CEENE

B R o A A SR B S T B ARIR B B TR AR E 2 AT $H B A A R B
BREEIEAAER - E R A ST 85 A B S g iR B T AT A 5 e I R B




HERIREE N BT ko 3 B AR A R I BN IR — DA~ S AR E Ty T I

FOEE - R SR AW o SR BN B TR A1 B B9 B S B B A R GE
HHEZE MM - FRE B THE BB/ & SR 12 BB R - (8 B 4 &2
HOEMHE&FT—mF  #ims#EE THMHEKEFN TR HEE T
MBI MEHE RS HEMAREE B HBRR - fEEBREKTE > B L
FiT 022 1) 1 08 5 R 1% B AE A K G5 B B RV IR A B - B — (A R0 0 S
BREEEE LRARSHHEMBREE  TwmERE - FHEEETEE AR
Foo EMBE R FE - B TR AR B 8D Rk R A R oK 3R A B IE A
B Rl R UREN AR AAGE RN ERBVBR 0 R B T2 MBI E A
B THMAMBWRER R ANEZEERDS > AESREMKNEE S LHHE
ERME R Al 2 — 1 T - FEEQOOD) KM FE e » =38 % & it L2
Bl RS B TR KYE » BB TIEMBESE S - RFN®E L
HAFWEBREKESE TT/ELR  ZWRERERAIIE > BRBEH
Bill#AHE - 8 T8 208 E S oRGE B EEWIEMR - 20
Bl Peccei and Rosenthal (2001) £ 2 & #Il #k 75 I Y & 3 - A2 R58 & B THI=E
BB & T2 ERERE A EZER AR - BUR H3 H #& om 56 IR
B2 EENREEF - e IR S AN BRI EERGE R TIERR
JREN#CE 7wk B & TR #8  R BA IR (A Y BR 4R -

o AEAREBURBECERUR

B RE oo M7 A R B B TR ko B 10 2R3 B HD R R IR R BEE IR A
EHVE B TH A o & R AR 2 L RoRGE I - B TR & AR 3 58 A #
w R E Rl dk (T HEZ ST > AN EREMAFEECES
£ BEfmkEL T RENERERH -

= AEITHEBURBCERBR

B R o M R BN B AR BT A E T S0 B R AP A% B T2 AR
BEE MM - ERARERMEMROANETE AT 8 THRERE &
FEABHESEE  EETARINERIFHEE TZHEUREREE
WIEHHRE - IEREE TR EEFES - A TR EENE LY
fr-gEE THEEEMMKNRTHESWESRE - ERERG TR - B




R AEFHEER BN =

THMERFEBEMGEE TZREMRRFEENEMERE - §85F - R
(2002) 42 H ff 52 15 H (0 (£ — (B ik & A1 7% o - B 75 S8 T HL A 000y 3 DUAE Ry
A A B I SEAE - Koz - AR R AT RE & A Ry N RO B9 - S T B 2 T AF
AT HEEE LT EFEIEN W RERGFREHUZE - 123 E
AR GE - B TR BB UE R B B T2 BRI R B B AR o 1
Arnolds and Boshoff (2002) fff 52t 713 15 Hi 23 =] 1Y 5l 1 £ A B 7R s e B TRkl
TR HARefE r Hsm s kE -

M~ HEAEHAIBITHEEURBZH AR

AT 5T E 3 o A A SR BT T B AR AR B T RYAL MO GE SR AT (2
Bl BHE SR - EERE R BB R ) B GR B M E A R R
EAMAEMKE S TATARBAANEMITHE ( BENK - EHEITRE - BEH
R BB R ) &EE 8 T RIHEMAE DR EEGERR - Bl
AH 7 2K B S P9 B0 AT B B R R R B A AR T RO SRR, o I RE R B 52 58 1 5
PSR~ e AR ) B G = O IR AT IR T B A R R G B A R
IR (Tsai et al., 2010) -

bR EARSEHRBTHEARABAEZ TEUR

B R oo M A R BN PR AR B A B P9 A AT B B A AR R GE 2 E A
TR 5 (HE T NS B & B A 80 1T 5 B R kR RE TR A T R
SR o PRIV B B 2 (2008) R BF SR RS SR AR H - AR EI R BB T (8
SMENAERE ) BN THA R ORE B E R BAN A
Mz - MEEHZR A - BTN IMNEARRRE & 358 3R
oK R RS TESCR - EFHERFER T B TRABEABREE NG HE
A [ £ LR A K B o P A T SR - (HOMNE RS iR E AR B A
oK R LS THESCR - EHBREAH . IREEETRNZEAREENS
AR A B R RE TR E AR TR OR  (EAME RS R B A IR R &
B ik R GG M E A TEYCR - EHFEAISTE - ETA  MEARBRE
R A HE Rk B A R B T E A TR OR S HVIREE B TN ~ S A
R E R 8 T R A U O AR A A A R GE I RUR -




HERIREE A BT o kR 3 B AR A R I 2 BT R — DA~ SN AR R E Ty T S

e
m
S

GREE LEZINFMG THRNETHEERDS B LEIGERLD
AR H & IR A HMEHEENE  HEMHM& RN EEDESHEEE

B [ E B S R RE ] PR TIERI S DRI DS B R E RS - Al
R A AR AR OREE o A RTE R B SR > EE R R BB AR
REFHEIIRERNITHAG  EEE 8 THMM 2K - %5 8 TREM
RIREE M EH LR ARE LRI EEEMGTHEE  #E > 2
fhaas il mes - A ESRS R EEEENAERREEE - WiiTie &
T2 B EE Y R R R T R R ek Y RSz - (e BE A E BN B T - T
FAE R IR A IRAE AR RO EE - AN EEmEREIRFETL  ARE
@%Iﬁ%ﬁ@él%@%’ﬁEE@WK%&K%EK%%%E’Eﬁ
Y& RE KE B8 M AT HEE 1T O 32 KR AT BG5S B PR 1 B R B 4R B o B SR K
HO MG HE A A K 36 - IREE A RETE M B A IE A4S T B B > Bl & L a9
B SRELMNEEENRRER B 1E - #E TIERG 22 H i fy R
TAF EAT R LS - B REE B T ¥ 20 Rl 2 /Y B AR B R e A A RE R RS - e
FTHEENER - MAFREERFE LR BRITEEARANERE - B TELEE

AR - DUIRF B TARRE A9 E B0 Ak B Ry vk 8 (o B 0 m] DUZ <258
WO RO B I s R - MG RRE R R 2 SRS F ARG B R L
R BELEREEERANBEEREEEMLE THEME - E1TE
& 5 SRR B F) A A R R

— A AGELIR A RURIER

EETAERE T2 HE TENEZ RN - G808 TH TENKRA
{50 L AP RR A A B B RS~ REE RS e 2 ELRE - it W IR EE TR B 0 - BL I
BT PSR gEBEEMNEE T A& a8 ENESRE -
= IRMEEXR ETER  ETHR

AT 5 HE G A A 1T A SR AT S A BT R Iy 0 B T RE R B R A Y
HEF JREEFSEANEE - At H&gELERAK  EMEBRES

i




R AEFHEER BN =

fTH - PIRARFHESRE - A AGREREEEERGTE LT E
SRR LASRF - R EEREE RS T > RIEERE > WHEE A T
DGEFIAHEERE - B TEGSEERS - HIEEQPBARNGREE - £FE
FAFR L IREEEZ K EEEEE - KBS BE BER  HELHEEHSHE
NS EEMRE T - FADIREE T « T8 - B0 - 885 sl
RARE TR - M A T I BRI - 540 - BB B S T A] A
FI 908 s i <5 T T A R BB AT R B T sESim 2 (B AN TR OR K5 E E
ETRNBRE  FRLEENTSAABENIERTR » 688 TIES B
FHE ~ AR EGH & H ) B SO T T T AT e o T R B T R AT B AR X
R - AW FRARHE B TEZIAF e THRFNRE - gEBET
R SIT ] B RS A P B R VIR S - B EE B E G FEEMm K - Btz F]
WUEN B TRt SRR E A AR R

M- RETITMEBRERITEH

AR REREE T HRBIANMTHALNFA SRR » #E TE2ZH
NFEBEESREAS (HFIIHK) HPELHERHEE (EBHTR)  FIE
Wi EEE ((EERFR ) REEWREHE (BEKRE ) - ILEA
TRk D P BT RS O B RL R - B TR R B AN W] SOl R ) R B RE [ R R
ANFRMEOCAOLEEFE - ET K EEHAEAFRMFHENEHEMSE S I
2B H A BB -

h - EBEBETIRNIMEARIGEETREME  EERAR
FHEHEENEE LB TARE - HERG TR R

BTTRREH #AHEBGELCHEN TIENRARE  DietHa T H
HEE— 2 PR BAME AR EG B AT (EHSR  EEB R

S
LS

BB R ) B AR G M E A T EAUR NI E H E SRR TIFRE
EAFHENRE THRENE  HRAFECR - SBEHE - mE Vo E

IEEAREE  IEE - DN 8 T8 A R 2 A E R BUR
R R B B E T R o B TP BRI A] SE B G KAk TR B T
AR E A DAEOR 58 — BRI AN B - fE T B T ARRRE L%




HERIREE N BT ko 3 B AR A R I BN IR — DA~ S AR E Ty T I

FERLENEITHNE T Lol L2 RMGERAL » sEH AR AR E %
HEAN B B9 205 Fl ok ER AR B A (5] B0 S B R O R SRR R B TR E S K
FH R B8 B9 ST 85 1T R R G SR B IR EE B 1) 00 T R R B - 34N B
—IRAKMAERRN TEZTHRE VA TOEEEEESEM T # - &
B E PGS TR E T R REEMRERNE - MWENLKETLS
MEBFHRE > KFANERFAERFHIZREUETL - TE8HETH
AN H E/IAT R - 5 B T R] DUR 76 28 3l R 8 /Y 58 8 17 5 B i 1A i s
EE TRKUTHAERERENZ2 KR - WRRBITEFENRG - RKEST
HAEAF R HESG LR - a0« Z8E » FrDAERE G A BT PIEAE
BRI G A AGELT - B0 RGT R ECRE S - DU RE % I 58 R 19 05 =0
2R BB BYUR o T R 18 D0 R 1T Ry B R AR GE Z M By BR(EOR - &
(R 55 D FY 17 s I Y R ot B R 1 IR IR (GE AT R B TUE Ry () 2 B R A
WHEE - I#E T 7 BIRESMELT  RIRERKEE THANERE -

MRS « FIRAER

AW geE @ B T - EIRAEE F 0T 78 2 W ELTT 8 AH fk 2K G B A 5
FOR EA ATt o BTG IR 58 R 2 AROIR EE P S AT B B R A R 3 DA R AE
MR A BE R IEMEE - Kt - &80T 28 K058 A &0 1T 85 1Y & i
HHEZANMATHRENE G - BISaM & TH A eIt - e
fE AT B TRE R IR H RAF s R - MR R e A A RE
o S R A oK R M E A T ESCR N AR E g bE
S L AE R EE L TR CR 5 MR EEHNETHE (BEERE E
i R 0 e B kR ) BLAH R ORGE M E A T EACR  ASME AR E &5
LR ETT 8 (B > FER R E R R ) Bl MR ZHA R -
Bewr e A RS e AN BRI SNEARBRE - iR 2R
IREEE B L EHEAE - WRHE - (£ B FIsEANEREH
ORI B Z MR - WF ST HE ER I 2 R R P BT SR AR S AR R HEGm B AR R -

HERAMFRERA AR ENEE I EEARRGEZHESR
THEICR - Wit - A E2EFRE S HITE R H 0 8 TR - LG E A
SMEABREERKN - STEESCE THWARTFEERAR - £E£-D




R AEFHEER BN =

RITHE SR ARSI A EEA B THEBE T IR F S LR e

HARASFEEAWET » 5il&ENFRHEE - DHIEEEHE 8K

K 5 RE 5 0 PR SR B A A K 35 W E TR Y B AR - (BB SRR A S 5T IR

il B R R T RE 2R i DL PR

— > AWM ERR THEIEA R EEER B TEH DI HERNE
T8 MM REHE ARBBECERYBEHRESR > AlegEL " [
w7 o At BRI BEAIEERERI > WLLZ &=
PNl FE B BB B T/RaC R AFF N A T8 ~ slakR 3 ~ A
BRE A RENEEENER - Bl 2 TerE 7 =t nl ik =2
W DL FRETAE 77 20 - AT & BARF &k & BH 457 1 59 %5 R 7

T R ERZ G RO E R R £ EAKER 0 I RKEEZ B R
BN - R 2 WERET MRS - LABKEE T REEZ#E T
AL I 365 e e B8 R SELDA JH B Pt BRI R RE S AT B B TE 2 Bl & e 2 -

= N AR EFRIEEEE0.68 5 {2 Nunnally (1978) 5 H cronbach's o {E 1F
0.7 N E75 Ry = E BERFEE - (H A I8 BT M BR (5 R f (K AY 28 18 & i
FEREBESSZEEHE - K AMEREE - A FRRS - 2%
RAMFRCE T & IRAE R B T HAS B L N7 AR & 76 2 i ] -

W RWFFRDIA ~ S EARRE R FHESIE - ZEREN 723 7T DL A T8
B RUE a) AASFEE ~ 7K AAE FE B 5 DISC &I A% F5 & Uk 795 17 8 B
AH AR B Y T I DU ok ( AEREL N ARG ) &0
B R OIR B8 B B SR AR BT R PG -




B RIREE AR AT 8H  AEL AR G B R R IR AR BT 5 — DA SN AR R E T T R IE

(oA

8 A SRR

N

R~ B ER008) T IEM EERET RAMHEE T TIERIR ? HE#EZ
M ERENTR A AT o skl Fw s BB IUE > H 89-121 -

Wi~ BEE - BIEREQR08) T NETHEEAE NHE TR E > v £
FHER S FLEE=H HI12-

SRR - BB - EHELSEQ008) - T OH B EFENE T E RN E 20T - B RE S
ZHITUE o BFEHFE %ﬁ BV - H 129 -

T THRE - BEIMLQ008), "HEHENREE TAKTE - TERE > TEHEE
SR -DEREWABERE , » FALHHEALER BN+ —BF M H
83-110 o

CRRLAS - BB~ SRR RESTI(2011) - T RH AR R GG~ R0ER o = ELAH AR O R AT R B
WiEZ ot BEFEBEXRY ALV FRFEER > B+ —-EE M H
77-101 -

BRE - MRFE R 2008) » T DL R B RS AL BRET B B A S N AR S = LA AR
B2 E | - #EEERE  B=2EHE I > HI1837-

FEE - N - FIEEQROI0) - T B TR R E AH R K R 2 RE — AP E A
EAo gl 2R BT NBE M H163-179 -

ZEMEQR00Y) » A stz gt g > b BK .

WE R ~ RAEZR(2002) » TN ECATEY ~ AH AR EE ~ T W 2 BB 5 m IR S R AR 2 it
Fe—DANTEEEB o k@ E gy B GHE T HT9-99 -

WHER ~ BB - R AEQ006) - T NESITH  AHMR RS - TF = B R R RE
RR 29 — et E B RN RG], » AV FREFELEK > ERNEE—
B 47-74 -

FIESC > BRZE(2009) - T AP E BRI B BRI GE o 0 E Bk B R KA
HEUUR S UUE - 225-236 ©

PRIEJE ~ S EFEQOLD » " B 24 EFEREAE  AMEEHEEBERBR MR | - X F
ﬁﬁ%ﬂ’ B BE—H > H5580-

FREA IR ~ kB 5 (2008) - TR B R Y R BE B T HH JE RS v BB A AR 1T R 2 B R - DA
‘*ﬁﬁﬂﬁﬁﬁ KIREEESHEE RG] o > AR - FE=1VEHE 8 - H 303-316 -

HEEFEAI) T KEBEEENANIINFHIBESZWRE » »  HFoELH > F11LH
B 113-121 -

gEEA R Bl 01 > T MR E TIEBEHE TEBER - HTBREE g




o

h

R AEFHEER BN =

FELFZHEEER J o B9 EBEE 2T F A g » 5 1119-1138 -
SR EIL(2007) - T DL < 3 B R TR A L Rk 1 A SCRT £ I R BROR L IR E SR L 7
DM BRT=H HILTe

AFNERE ~ ARSEfg ~ BRAE e (2010) » T B BRAR 22 fiw B B B0 A G Wﬁwh@%ﬁ%
A RTRZUITE-DIA -~ SMEARRE B THEE Aﬁﬁﬁ%ﬁﬁﬁ
+EH W HS53-77-

AFIERE ~ B Ei s (2011) - T B BREROLIKEE E A FI A AR IE 3% ~ B TAH T R B R
BB — DS/ R T+ EEE - BAAHEHR  HHEEE-M  H
49-74 <

AFNERE ~ 5RE A ~ BRES - 2011) - T B PR O R A B RS R RE U R - RH K R GE B R
BT R MR- SRS FEEE , - £REREELE B/AEH=
Hi » EH 213234

AFSE  BEMETT ~ FFELL(2010) - T ONERTT 8 O F B R B G BR AT R BRI MR BT SR — DA
CEBOLRERG ,  HREHR B TEH H123-

WS L EQ009) T N ERAT B B A AR R Z B — DL AR R TR E R
MBI BHEAHHKFEA  BTEE W H291-326-

=RERER %%\?%E@m%r%ﬁ“%@ﬁﬁﬁﬁ%%@ﬁ%*%ﬁﬁ%@%

ﬂﬁﬁ&ﬂiﬁE%@qj/\%*ﬂéAjy fﬁzij 2 U T HA » H 57-100 o
HAEEE . MREEZR - PHFF 4 (2008) - EM‘%?@@%& BECIREEE O -

#ﬁ%%iéﬁﬂmJ’%“% f—H > H 94-110 -
HAm A (2005 T AEITHH A EHEERRE AENEE R ERECHBEERESE
MIEEE - BEFELR - FEH—FFE ] HR9-112-

Bt B~ 5k SR~ B ORER(2010) - T OHERE BE 2 T B 8 A B A AR E B R AT N
AT R A SR A AV FRE LI S FBHEEIUE] » H 55-82 -
HEE R 2002) "THEETHAEMHBATE B -DUEdtHIBES R

B, #FEHR - B=T=H  HI177-190-

BT - BRHIE B F - RHERE(2003) 0 TR S 3R R A F SR R B N R T
ETHMAEEAMBERNEREE AL EFRFELR > FE6GHNUY > H
39-64 -

Arnolds, C. A., and Boshoff, C. (2002), “Compensation, esteem valence and job performance: An em-
pirical assessment of Alderfer's ERG theory.” International Journal of Human Resource Manage-
ment, 13, No.4, pp.697-719.

Berry, L. L., and Parasuraman, A. (1991), Marketing services: Competing through quality. NY: The

Free Press.




HERIREE N BT ko 3 B AR A R I BN IR — DA~ S AR E Ty T I

Borman, W. C., and Motowidlo, S. J. (1997), “Task performance and contextual performance: The
meaning for personnel selection research.” Human Performance, 10, No. 2, pp.99-109.

Brett, J. F., Cron, W. L., and Slocum, J. S. (1995), “Economic dependency on work: A moderator of
the relationship between organizational commitment and performance.” Academy of Management
Journal, 38, pp.261-271.

Caruana, A., and Calleya, P. (1998), “The effect of internal marketing on organizational commitment
among retail bank managers.” International Journal of Bank Marketing, 16, No.3, pp.108-116.

Chang, C. S., and Chang, H. H. (2007), “Effects of internal marketing on nurse job satisfaction and or-
ganizational commitment: Example of medical centers in southern Taiwan.” Journal of Nursing
Research, 15, No.4, pp.265-274.

Chen, J. C., Silverthorne, C., and Hung, J. Y. (2006), “Organization communication, job stress, organ-
izational commitment, and job performance of accounting professionals in Taiwan and America.”
Leadership and Organization Development Journal, 27, No. 4, pp.242-249.

Chowdhary, N. (2003), “Learning to Service: CUISA Transports.” The Management Case Study Journal,
3, No.1, pp.20-33.

Conduit, J., and Mavondo, F. T. (2001), “How criticalis internal customer orientation to market orien-
tation.” Journal of Business Research, 51, No.1, pp.11-24.

Costa, P. T., and McCrae, R. R. (1992), “The Introduction of the Five-Factor Model and Its Application.”
Journal of Personality, 60, pp.175-215.

Dunlap, B. J., Doston, N., and Chambers, T. M. (1988), “Perceptions of Real Estate Brokers and Buyers:
A Sales Orientation, Customer Orientation Approach.” Journal of Business Research, 17, pp.
175-187.

Greene, W. E., Walls, G. D., and Schrest, L. J. (1994), “Internal marketing: The key to external marketing
success.” Journal of Services Marketing, 8, No.4, pp.5-13.

Guilford, J. P. (1959), Personality. NY: McGraw-Hill Press.

Guthrie, J. P. (2001), “High-involvement work practices, turnover, and productivity: Evidence from
New Zealand.” Academy of Management Journal, 44, No.1, pp.180-190.

Hogan, J. and Holland, B. (2003), “Using theory to evaluate personality and job-performance relations:
A socioanalytic perspective.” Journal of Applied Psychology, 88, No.1, pp.100-112.

Hunter, L. W., and Thatcher, S. M. B. (2007), “Feeling the heat : Effects of stress, commitment, and
job experience on job performance.” Academy of Management Journal, 50, No.4, pp.953-968.

Karatepe, O. M., and Sokmen, A. (2006), “The effects of work role and family role variables on psy-
chological and behavioral outcomes of frontline employees.” Tourism Management, 27, No.2, pp.
255-268.




R AEFHEER BN =

Katz, D., and Kahn, R. L., (1978), The social psychology of organizations (2nd ed.). New York: Wiley.

Libert, R. M., and Libert, L. L. (1998), Personality: Strategirs and lissues. (8th ed.), New York: Brooks/
Cole Press.

Luthans, F., Back, D., and Taylor, L.(1987), “Organizational commitment: Analysis of antecedents.”
Human Relations, 40, No.4, pp.219-235.

Manion, J.(2004), “Strengthening organizational commitment: Understanding the concept as a basis for
creating effective workforce retention strategies.” Health Care Manager, 23,No.2, pp.167-176.

Motowidlo, S. J. and Van Scotter, J. R. (1994), “Evidence that task performance should be distinguished
from contextual performance.” Journal of Applied Psychology, 79, No.4, pp.475-480.

Mulki, J. P, Locander, U. B., Marshall, G. W., Harris, E. G., and Hensel, J. (2008), “Workplace isolation,
salesperson commitment, and job performance.” Journal of Personal Selling and Sales Manage-
ment, 28, No.1, pp.67-78.

Nikbin, D., Saad N. N., and Ismail, I. (2010), “The relationship between internal marketing and imple-
mentation of strategic orientations in Malaysian service industry.” International Journal of Busi-
ness and Management Science, 3, No.1, pp.17-37.

Nunnally, J. (1978), Psychometric theory. NY: McGraw-Hill Book Company Press.

Peccei, R., and Rosenthal, P. (2001), “Delivering customer-oriented behaviour through empowerment:
An empirical test of HRM assumptions.” Journal of Management Studies, 38, No.6, pp.831-857.

Pierce, J. L., and Dunham, R. B. (1987), “Organizational commitment: Pre-employment propensity and
initial work experiences.” Journal of Management, 13, No.1, pp.163-178.

Rotter, J.B. (1966), Generalized expectancies for internal versus external control of reinforcement. Psy-
chological Monographs: General and Applied, 80, No.1, pp.1-27.

Sasser, W. E. and Arbeit, S. P. (1976), “Selling Jobs in the Service Sector.” Business Horizons, 19, No.
3, pp.61-65.

Seybold, P. B. (2001), The Customer Revolution: How to thrive when customers are in control. New
York: Random House, Inc Press.

Tsai, M. C., Cheng, C.C., and Chang, Y. Y. (2010), “Drivers of hospitality industry employess' job sat-
isfaction, organizational commitment and job performance.” African Journal of Business Man-
agement, 4, No.18, pp.4118-4134.

Tsai, Y. F., and Wu, S.W. (2011), “Using internal marketing to improve organizational commitment and
service quality.” Journal of Advanced Nursing, 67, No.12, pp.2593-2604.

Werbel, J., Landau J., and DeCarlo, T. (1996), “The relationship of pre-entry variables to early employ-
ment organizational commitment.” Journal of Personal Selling and Sales Management, 16, pp.
25-36.




HERIREE N BT ko 3 B AR A R I BN IR — DA~ S AR E Ty T I

Soochow Journal of Economics and Business

No.83 (December 2013) : 43-78.

A Study of Internal Marketing, Organizational
Commitment and Job Performance in the
Five-Star Hotels: Locus of Control Personality
Traits as a Moderator
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Abstract

This study aimed to explore the relationship among employees’ perception on internal
marketing, organizational commitment, job performance, and personality traits. Research
samples were full-time employees and managers who have worked more than six months in
the five-star hotels in Taiwan. Questionnaire surveys with convenience sampling were ap-
plied for data collection. Sample matching method was applied so that direct managers were

invited to evaluate job performance of their subordinate employees. Five hundred question-
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naires were sent to employees and 100 questionnaires to the manager-level. A total of 388
valid questionnaires were received from employees while 82 valid questionnaires from
manager-level were received. Research results indicated that: (1) when organization has
more internal marketing (management support, communication, encouragement and train-
ing), employees’ organizational commitment and job performance are higher; (2) when em-
ployees’ organizational commitment is higher, their job performance is better; (3) organiza-
tional commitment had a full mediation effect on the relationships between internal market-
ing can increase and job performance; (4) internal locus of control moderated the effect be-
tween management support and organizational commitment; (5) external locus of control

moderated the effect between internal marketing and organizational commitment.

Keywords: Internal Marketing, Organizational Commitment, Job Performance, Locus

of Control Personality Trait, Five-star Hotel
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