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Abstract:

Awareness of consumer rising to pay attention on consumer relationship, enhance
quality of products and good quality of services are must be, no matter the tradition or
technical industry is.the consumer satisfactory and purchasing desiring is the first pri-
mary topic for any business. If the topic were stand out and satisfied consumer require
in competitor market, it could be a very important subject.

The researching aimed at how to realize the products quality and service quality to
influence the consumer purchasing desiring. ~ The relationship explored between the
products and services quality on different background consumer through the question-
nnaire researching and analysis. According to the researching result, here provide the
suggestion for flower shop owner and researcher reference.

The research is based on the consumer object of study in central Taiwan. The qu-
estionnaire context included personal basic information, motivations, products quality
scale, and service quality scale and consumer willingness to buy scale. Totally there
are 300 questionnaires and there are 262 valid questionnaires recalled. The questionn-
aires analysis was used SPSS 12.0 version software utility. The statistical analysis was
according to the descriptive statistics, t-test, single factor analysis of variance, correla-
tion analysis and regression analysis.

The researching found. Because the products quality, service quality variables,and
the personal background of attributes are different, the partly sub-structure surface th-
ere is a significant difference.

The products quality, service qualities also have a signi- ficant positive correlation.
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In addition, products quality and service quality were a  significant structure

prediction ability to influence consumer willingness to purchase desiring.

Key words: Quality of Product, Quality of Service, Willingness to Buy
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ER2BE 2T RL . PRI R RLELASZB T BB
TR o

2. R &% R (Mixed Scale) :

/L/*#T/%b ‘/%.& AT 7“/957% ‘;E#Z/%ii’&’;\'—:— 'J': JF S fi °

L

3. #1¥ = B (Expectation Scale) :

HORHI RS AN RN Y H Y B %

E%‘
)
liaS
1:;—:
I

o 5 +y
FEFwmEs»nL Y

Bl EERTIBR > FRR RIS MEDLL P ARERTI R
% o

4. f& B © B (Attitude Scale) :
BEF F B BB PEERAFIEERESSZFICBLAR TP
AR EFEREER - AR MPAASDER &,ngg;@r—g .

5. FR ¢ &R (Affect Scale) :
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Day (198802 BEZ B AR EWE ) P EHASFHR Y 5% > L - BEFH
s 4,

Westbrook (1981 s BEZ M A B B % 2 & S5 5% K- 'fﬁ*f#ﬁa x

JFls

Churchill & Surprenant (1982)% & 7 I+ & § a7 T R MAp LR L chl & %
BhF s B R E
1. kg % P ¥ (customer expectation) :

VR E A 2 WY A S TR REOE R F B Y

5;

2. & &k 2 (product performance) = i § F &R 2 (8 F R

WEF A LR FL R DA ARG - B iR
ORGP ) e

3. 7 - 3 (disconfirmation) :
FEFR LA By R Y - F2 R LR DA - 3 - KA
A - Y 4Rl - B AR (DR F - A Fad

B T - R (DAL f e d - R - B A S st 8 IR en

NAEA e end — R o F — 78 A ST rnt 8 I dF o

~

4. 8% % % (customer satisfaction) :
WE AR B RERDASSOERE DY - f2 - K2
B HASOEMEGER LS LR - BT A F R Em
i SEF

ERFROWE P FERERINBL 0 F 2R -

19



T BRER R A
% Evan and Lindsay (1996)59F7 1 ¢ &4 T % FAE £ 0% & R4 ticst | 17

51994 2 2 MBI+ Efr2 MEFF 22 € (ASQO)#®R N " 2 RAEE %

REpESES ped-A* XA T PR B iTs B
&

ey o T A AR KRR D 1B i N R TR

ks 3 o

HFRMATRE LRSS AR A AR

K3t mx% iz

\ 4 \ A 4
B R

¥

LA

i

=
™
=
ke

=
R
w
ol
W

A 4

K3t Eﬁr“’-&»%ﬁ'

B 22 % FAEE 4 &R 4 RS
F 4L &R : Claes Fornell, Michael D. Johnson, Eugene W. Anderson, Jaesung Cha,

and Barbara EverittBryant. “The American Customer Satisfaction Index.

Nature, Purpose and Findings, ”Journal of Marketing, 60(4 ), 1996, 7-18.
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=1

AEFRERFGET I EF (2008) 0 TR AT NHUNARE > £

<

dERRRE A LA IR LR F 224512 41 A 5

=

$1-8 4~ A K E$8-12 4T« 4 v/Likert 7 & ¢ » T 2¥ 3 kL

&=
o
FT

CEI TAKRR cHPASAL TAFIRL, L1 A TARL, %A
2N THA #3534 TR, B34 A T2FRL B35 48P

AP FEFRFF A FA RS TEFAREL A5 A TARE &S

R B2 ouE T2FRR B3 A2 o

AEFTREEER TGRS e (2008) 0 A AT BRI SRE L > TG

DR ERERL S AT SR G AR LR34 A5

A

FAMEL H1-4 RV AR Bl %58 A BEM B RIEM L $9-13 42 -
#0 Likert T 28 K T2¥ 3R &, - EF T22F¥ R R, c 322505
"AFARR AL A TR R %32 A THE %33 2~ TRE
B4 Az TAYRE JEA0 Ao B9 o AFTFEFRFF 2 a3

STEF AR LIS A TARL B34 A THE B33 A TR

A2 A E T2¥FRR B3I Ao
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W% % Z ot F Ao K 2o A,,\g(‘,ﬁ p{‘—i’z S }ij;:zg-r.r"}frm’%}?m PR FRA% 7 Wﬁl/ﬁ ek

p)

EAR o

SAEERMLE L -

KR KR

\\\?{r

v (2008) 0 #7 A AT M Bl &

S ETET R (R

W
>

IRz BEpy 28454 48 5N
Likert 7 8 ¢ s & T4 2 k3, - 20 T2¥F R, c HtA 305 T2
FARL 831 A TaRA, 832 A THiE B33 A TRi, B3
A prix Tag R, Ba5 A
WHP GBS R LA BAR YRR ER LA R A AT o F
z

2o MG RERAEERLA

S FRA
AT BRI TR o B P R R KR TR T £ 2
AT ERE R S 0 B AL R % i B StatisticalProductsand Services Solutions ¥
TR EABRWEFAE T AT L FRE AT DER > HR TN A
URERE SR L e AR R E
M5B AT LA REEFT T AT
1.4zt ¢ 503+ & 47 (Descriptive Statistic Analysis) :
FHEAT I TREFHERR 247 H R AT A s T o2 R 2
RFN B IEE Y G AR LR o 1R A R TR
HERF > MRE SRR AT R
2.% &~ +7 (Reliability Analysis) :
PR R BIp BRUEP VR TTEE SR - RESAELE - K

Mepl €2 &8P B SBREFFEEP 4P RIAET € A2 il
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% > AF 7 # * Cronbach (1951)#7 4]0 %#iTZ T R2ZE T - P& 4

2_Cronbach’s a4 #cA% + » £ 77 8 £ hp 38— RPEARF o £ 522(1990) 1945

iR Gl 2 BRSSP R RNCRSFLEI RN FERR
AT BT - RERE > R AT FRIFS T RS M2 &

I o
% 3-7 Cronbach's a % #cz2 =7 L&

Cronbach’s «a f&#cd* CEE Ty
a=0.30 2
0.30<a =0.40 ey R 0 AT
0.40<a =0.50 AT
0.50<a =0.70 i
0.70<a=0.90 R
a>0.90 o

TR T k45 (2009)
3. Mz & At # = (Independent Sample t Test) :
Flr - AT OERITF PERAT 2T LR b7 NRET DY
R ENEHHs L35 HFELE -
4, H 7]+ % B #its 7 (One-Way ANOVA) ¢
S SR I T R N TS E ANy SNEFCE
TR E TS R AT R ERALTASET ) TRBET
"FRkR, o THERRIAR, AT IHEFLE o
5. 1P BE & 47
RSS2 BB > i * 4p M Tk #ic(correlation coefficient) k # T
LRHATA FLRFSEAPR S fARR o 2 AT P R R E T
BRK 2 AT G A 40 0 AHFE LK 2 B Adp MR 2 w0 UL AR
LSRR R Ve R RS R A SR SoE N LR Y Y e
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6. i §F~ 17 (Regression Analysis)
AR ERFESTE - p RS kR Bl o8- A ATA T
2. BAERIM Gt @ o ) T AN RE AT L IR LR Y B AL
Tz AR LG FAAMIEL 2w -
FIa  BRAN
BRMDELZR R TREHPMIVFAELEIAPEE 0 A (Reliability) = ¥ #
F R o dp e ERIR B % ih— R M (consistency) 2 £ T % (stability) - 1934 Guielford
(1965)¢ru& 3% > Cronbach « M#ici % +*70.7 4 &7 #& = 0 F » % Cronbach

a GHL0.30 BIAF BRI T RS o

|l
S
(\x

AT ZASFFTEA RBETELA - FTARARELZHLHLA
BB RSB s 4o 4 3845 o
LA S&F &4
A&EEFE AT TA &, HCronbach a %#50.803° "2 & &
50,684 %84 a H#50.83T REAAASEFTE A G N R o
2. RAr ST E A
PRAFS - A% > T3 3542, HCronbach o %#50.630: T+ #1%, #
Cronbach o %# 50.771; " F &tt , #Cronbach a %# 50.808; I %%
M, #Cronbach a %# 5%0.618; Tk 3.~ | HCronbach « %# 5 0.723 >
§ T RIS R AT AR L
3. F A KIRA AL A
"EM kR, £ A3 HCronbach a %8 50.777; "HE&IAR, £4

i>» » HCronbach «a %#50.812 F|p » L L hav A EIEE
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%038 WAL RALNEGRSNA

H o Cronbach a % #
A FF R 0.803
AR 0. 837
A 0. 684
SRS 0. 630
¥ R 0.771
PR A% & B F R 0.808 0.898 0. 869
iRzg 0.618
fe 32 0.723
= ko 0. 777
AT A 0.812
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Frg FypLomgks
AR ELLRBAFL TR SN L B ERT A 7808 SPSS A A 49 e
oW B B RL BRI REE T UERE R A S e SRp o 5
- EFIHRANGE R DG EAEST CRBET T ARRE LY AL

RRAY HZ8 2R BAFFERLLB A1 S FARST RIS F 2

REEPER DR APM AT L 4R -

L A g = SN A
AP UARGI R E LA £ N300 K % w ek 52700
F‘J“fﬂ RE8i»» 3 »xh 5 L2620 > wcF87.33% I 5 A A & T =c fier

fod o dodd-1-4%F7

- N BARETHRL G

2 4-1 FrHEABARITELS G A

BAgE | A A $oF A ) RAT A %)
B u 9 141 53. 8% 53. 8%
+ 121 46. 2% 100%
B w | 20N 0 0% 0%
21-30 53 20. 2% 20. 2%
31-40 115 43. 9% 64. 1%
41-50 79 30. 2% 94. 3%
514 12} 15 5. 7% 100%
BRI | c 150 57. 3% 57. 3%
544 112 42. 7% 100%
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2041 FEREABARETEAG A

BARA | A i T FRF A RFHTF A
BmEg | g2 5 1. 9% 1. 9%
g ¥ 109 41. 6% 43. 5%
EfE 49 18. % 62. 2%
PRI % 70 26. 7% 88. 9%
® 2% 5 1. 9% 90. 8%
e 24 9. 2% 100%
g F | #r@onT 0 0% 0%
F 48 18. 3% 18. 3%
- 145 55. 3% 73. 6%
B el 69 26. 3% 100%
T ya% 30,000~~~ 35 13. 4% 13. 4%
“58 30, 001~40, 000~ 50 19. 1% 32. 5%
40, 001~50, 000~ 78 29. 8% 62. 3%
50, 001~60, 000~ 43 16. 4% 78. %
60, 0012 + 56 21. 4% 100%

LofEs] o 226205 »efi A @ o F (LR % 5 603.8% A fLig * F ib46.2%
(VN E RS

2. FdL I WTHR AT o TR E 2R E A &3] F~40 fRz 7 iE43. 9% 2
41 Fe~50 pez B ib30.2%% 2 B AEE KR ¥ £ %H o

3. HRUFPE T D R SRR T © ARt 50 5 1BDT. 3% ARt R 42. 1% Bl AR 50
Sih S

A BEAES R AR o X F R F AL B F S A 0 A
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wPRFRE 126, T% » éiﬁwi?q‘él& T% > B2 84 21.9% 2w 59.2%-
5. BR kAT < SHcBY A FofeR o B < B arikhh, 3t Fh S o
6. T3 Jor TR AR T 0 B ATED oo P240001~50000 7~ ik 929, 8%

N

SN BAREHT ARBTREAG A

# 4-2 FPIHRABAFAHG REBIRFTRAG L (REN])

% # = g ik FoREAvr() AHFAR%
Bt |76 61 137 19. 2% 19. 2%
Lo % 62 32 94 13. 2% 32. 4%
B 44 28 16 44 6. 2% 38. 6%
€ pokGee) | T 2 33 4. 6% 43. 2%
T oaes 22 24 46 6. 5% 49. 7%
G R S 75 80 155 21. 8% 71. 5%
4 4 P
B4 % 87 116 203 28. 5% 100. 0%
L 42 24 66 25. 2% 25. 2%
BT 10 18 28 10. 7% 35. 9%
PR 16 50 66 25. 2% 61. 1%
e 53 49 102 38. 9% 100. 0%
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204-3 FrHEABAREHEE RGP FTRELAGA(REL)
¥ 7 21~30% 31~40% 41-50% H1km+ s 7~ %) EFH)
ENIDS 25 25 45 12 137 19. 2% 19. 2%
T & M 15 39 33 7 94 13. 2% 32. 4%
® A v’ﬁ% 11 17 15 1 44 6. 2% ol. 6%
Bok(42E) | 10 12 8 3 33 4. 6% 56. 2%
- 7 17 19 3 46 6. 5% 62. 7%
a0 R AT 40 63 43 9 155 21. 8% 84. 5%
EAY AR
FPAF % 43 90 62 8 203 28.5%  100. 0%
L2 17 24 22 3 66 25. 2% 25. 2%
BEE 8 9 9 2 28 10. 7% 35. 9%
o 15 28 20 3 66 25. 2% 61. 1%
Wi-es 13 54 28 7 102 38.9%  100. 0%
44 FIHERANBAREHEF REBIR TR L(ERE)
% B4 W1 spE RE Tox 2 A gar ) FH%
FiteEgo |1 o7 25 36 4 14 137 19.2% 19. 2%
fefi & 1 36 19 27 3 8 94  13.2% 32. 4%
B A VJF,‘ 4 2 17 9 14 0 2 44 6. 2% 51. 6%
kok(F2H) | 2 14 8 5 0 4 33 4. 6% 96. 2%
- 0 23 8 12 1 2 46 6. 5% 62. 7%
OB AT 4 68 23 43 3 14 155 21.8% 84. 5%
FLPP 4 % 3 83 39 o7 1 20 203  28.5% 100. 0%
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B AR A RARG R TR G A (RBE)(E)

$ o g3 W ¥ smE RBE Eox Bu gl FAr%) AH0
L2 1 26 14 18 2 5 66 25.2%  25.2%
BHENE 1 11 7 6 1 2 28 10. 7%  35.9%
>R el 3 33 8 17 0 ) 66 25.2%  61.1%
Wi-e s 0 39 20 29 2 12 102 2.7% 100. 0%
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-~ AERETH
AEEREY D RAREFRTF2 BHEG d T AL5R 460450 w2 AR
Sz RARERE A FARAL ARA 2 HHE L3 FR A4 2
FRALFO-RARSFR FRFAZT R FEMASSTP 5 L1260 %Y
FeifE R 1Y FaE i d henggpe | T15854.27; T4

SeFHan ) e TEAREMEFS L ERE ) THE54.10

# 45 A&E&ETF e R

% & B % Tk [ S S
AECARRALT £ 262 3. 82 0.71 1 5
AE TS TR 262 4.15 0.81 2 2
AE-A e d 262 3. 92 0. 82 3 3
AE T g R 262 3. 50 0.79 4 8
AE TS A 262 3. 69 0.68 5 1
A E A BAEELE B 262 3.74 0.81 6 6
AL A s e R 262 3. 92 0.72 1 4
AE A ke 262 4.27 0.73 8 1

T FERB 262 4.10 0.84 9 1
e A B A FrR 262 4.06 0.57 10 2
AR & R EA AR Y 262 3.6 0.73 11 3
FrREICALMAS 262 3. 93 0.78 12 4
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T B Tk BEL W& BB
ASE ol E 262 4.27 0.73 8 1
J- uanay s gb ol 262 4.10 0.84 4 2

s PRAR & G

ARG REY RIS 3B G o AU A 4TE AT W Mg

%ﬁ%ij%ﬁ%wi,gmﬁ§@mga%a;,@%ﬁzmmﬂ§@m*#
13 S4cd > EARPRHL T3 A R TR T8 5435

Te 4B e Tk S A RIRAT (b | T85i4.22: TF B, =

TR LA L P T R BRI | To8cs 4,18 TEREME G e TAEE
Bh A ) T i4.300 TR ) 2 e TIRIEA R § EAREE R D
o, TR 4,300 A F ABRT b F 2T RBSTRY LU ST}

3
N
N

FATHEPIEAR Y R ERFREG (FOEFIE 2R §
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PLE yj}u,ﬂ 1A IEREEEP S DF REHH IR ot - ko 4 F R A

¥ e
% 4T JRIRER S e R A
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Z 4-8  JRARE TG R4

# o BB Tk BEL MK P A
7 A 262 4.35 0.64 4 1
L % 262 4.22 0.70 2 3
F 262 4.18 0.72 2 5}
R 262 4. 30 0.73 2 2
e 3@ 262 4.21 0.61 3 4

Z TR KRS

AETREY  FRRROER B AAIT @ N2 A EAEA LT B

|l
D

FE R FRFA G R HERFTIARBPN F LB REY - RN

i TEpEF A SRR T8 53. 763 -

% 4-9 TR AAfe miwi

# BB Tk #EL Wk 2
KR #HTAF TR 262 2.5l 0.75 1 8
JE3R 7 FeshiF i 262 2.81 0.81 2 7
JE e 7 g 262 3. 34 0.87 3 4
VR E U L N 262 3. 10 0.89 4 6
FI-az BEdEog 262 3.23 0.74 5} 5}
B S Bl 262 3. 76 0.82 6 1
TRARDANSIE 262 3.75 0.72 7 2
IR AE S o 262 3. 68 0.68 8 3
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AR SRR LA PR R AA107 @ 1 LB A kT

BELGFR AP FRPAT R FERBEEBLARN B

4B FH > £AR

% 4-10 BRERLF LA HE G R4

# @ Bog ToE L &K B A
N A BEA
P43 5 g Hois A 262 3. 65 0.75 1 2
Ng R IR
g e 262 3.73 0.69 2 1
F o A Ak b
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