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Abstract 

The balance of long-distance 
transportation has been changed 
dramatically due to the introduction of 
high-speed railway in Taiwan. The impacts 
on traditional railway as well as highway 
buses have brought up the issues of service 
quality in order to compete with. The 
purpose of this study is to investigate the 
relationship of service quality and customer 
loyalty in transportation industry using 
Structural Equation Modeling (SEM) for the 
implementation of customer relations 
management. First, content analysis was 
conducted for literature review to develop 
the questionnaires for the study. Factor 
analysis was applied on the items and the 
dimensions to the variables for its validity 
and reliability. Then, the sampling process 
of customer survey was conducted in the 
transportation industry including high-speed 
as well as traditional railways and highway 
buses. Finally, Structural Equation Modeling 
and Path Analysis was processed to develop 
the relationship models and to compare the 
differences for the improvement of customer 
relations in the competitive environments. 

Keywords: Structure Equation Modeling, 
Transportation Industry, Service 
Quality, Customer Loyalty 
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ύځǶޑคύғԖࢂ Parasuraman et al.
Ȑ1985ȑᇡ࠼៝ࣁයఈЬाԖѤঁٰྍǺ

α࿞ǵঁ Γሡ؃ǵၸѐ࿶ᡍаϷѦ೽ૻ৲Ƕ

ฅԶ٩ྣόӕ௃ნǵόӕ࿶ᡍǴ៝࠼යఈ

җ೚ӭόӕቫय़ۓ،܌ԶౢғǴZeithaml 
et al.Ȑ1993ȑ܌ගрϐ៝࠼යఈኳࠠ౐ੋ

ΑځЈύޑགྷݤǴᡣ៝࠼ղᘐϙሶኬำࡋ

ǴӢԜளԵቾ೚ӭޑന፾ӝࢂයఈНྗޑ

όӕӢનǴவঁΓǵ୘ৎډ௃ნᕉნǴ֡

཮ቹៜ៝࠼යఈ׎ޑԋǶ 

 ᝺ሽॶޕ᝺ሽॶޕ᝺ሽॶޕ᝺ሽॶޕ 3.4
    ZeithamlȐ1988ȑᇡޕࣁ᝺ሽॶ៝ࢂ

Ǵჹ᏾ᡏౢޕᇡޑбр܌کډள܌ܭ୷࠼

ຑሽǶMonroeȐ1990ȑஒޑਏҔ୍ܺ܈ࠔ

ᕇࠔԾౢޣǺ੃຤ࣁကۓ᝺ሽॶ຾΋؁ޕ

ளޕޑ᝺ࠔ፦ޕ܈᝺ਏ੻࣬ჹܭሽ਱бр

.៾ᑽǶGrewal et alޑ໔ޣΒ࣊឴ޑ᝺ޕ܌
Ȑ1998ȑ ᇡࣁ௦ڗமፓ៝܌࠼ᕇளౢ܈ࠔ

୍ܺሽॶޑȨሽॶ୷ᘵ฼ౣȩǴҗቚ຾ວ

Бჹౢࠔࠔ፦ᆶ࣬ჹᎍ୧ሽ਱ޕޑ᝺Ǵٰ

ගϲᖼວޑሽॶޕ᝺ǶFornell et al.Ȑ1996ȑ
፦୘ࠔۓᆕӝຑ՗੝࠼៝ࢂ᝺ሽॶޕҢ߄

፦ǴԜᇥܴࠔޑࠔሽ਱୘ۓሽ਱ᆶ੝ޑࠔ

፦Ϸॄࠔޑ᝺ሽॶஒӕਔԵໆ҅ӛޕ࠼៝

ӛޑ॥ᓀǶ 

 ᅈཀ࠼ᅈཀ៝࠼ᅈཀ៝࠼ᅈཀ៝࠼៝ 3.5
KolterȐ1997ȑᇡ࠼៝ࣁᅈཀࢂ੃຤
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ჴሞޑғౢځǴ୍ܺ܈ࠔౢޑᖼວܭჹޣ

ය࠼៝ࢂϐق΋ठǴඤޑցᆶႣයࢂ่݀

ఈޑԋ݀ᆶჴሞᇡޕৡຯޑ΋ᅿຑ՗Ƕ੃

຤ޣჹܭᅈཀୃեޑ୘୍ܺ܈ࠔǴ๏ϒե

ຑሽ຾Զቹៜ៝࠼ӆԛᖼཀᜫǵ෧եౢࠔ

ᎍ୧ǶCardozoȐ1965ȑӧزࣴځύࡰрஒ

ҾࣁǴѬςԋࡕᅈཀᏤΕՉᎍᏢጄᛑ࠼៝

཰࿶ᔼᕮਏޑ΋໨ख़ाࡰ኱ǴӕਔΨ೏྽

ޑٮ኱Ϸཥ୍ܺගࡰᏤЇޑ໒วࠔཥ୘ࣁ

অ҅୏ΚǶFornelȐ1992ȑࡰр៝ࢂ࠼Ҿ

཰ၗౢख़ाޑ΋ҽηǴдॺޑᅈཀࡋஒޔ

ௗቹៜډҾ཰ޑԏ੻Ƕ 
Kotler Ȑ2000ȑΨමගрҾ཰࿶ᔼ୤

΋όᡂޑচ߾ǴΏࢂᅈى੃຤ޑޣሡ؃Ǵ

٠аѱ൑ࣁଆᗺǴ೸ၸ᏾ӝՉᎍǴٰᅈى

੃຤ޣሡ؃ǴவԶӧ੃຤ޣᅈཀύᕇڗճ

ዎǶҗঁޑ࠼៝ܭΓӢનǴᖼວ࿶ᡍǴᖼ

ວҞޑȐ୏ᐒȑ฻ࣣԖόӕǴӢԜջ٬Ҿ

཰ග࣬ٮӕ୍ܺ܈ࠔౢޑǴΨ཮Ԗόӕޑ

੃຤ᅈཀำࡋǴOliverȐ1988ȑࡰр៝࠼

ᅈཀࢂޑϣӧЈ౛ޑᅈىϷჴ౜Ǵջᅈё

ຎࢂࣁ΋ᅿЈ౛ǵ௃ག΢ޑᅈى౜ຝǴྍ

Ծܭ੃຤ঁޣΓჹౢࠔϷ୍ܺ੝ޑ܄Ȩჴ

ሞȩޕ᝺ᆶჹȨයఈȩޣٿКၨ׎܌ࡕԋ

 Ƕޑ

 ࡜ܤ࠼៝࡜ܤ࠼៝࡜ܤ࠼៝࡜ܤ࠼៝ 3.6
GrönroosȐ1988ȑࡰр៝ࡰࢂ࡜ܤ࠼

ϸޑғౢ܌ࡕӧ୍ܺѨᇤϐόᅈ٣ҹ࠼៝

ᔈǶDayȐ1980ȑගр៝࡜ܤ࠼Չࢂࣁҗ

ǴޑЇଆ܌௃ᆣ܈௃གޑ᝺όᅈޕ࠼៝ܭ

ࣁϸᔈǴόૈຎ࠼៝ޑ᝺όᅈޕаؒԖ܌

໨ٿԖࣁՉ࡜ܤ࠼៝ܭǶჹࣁՉ࡜ܤ࠼៝

ᢀޑ܄ۺཀကǺȐ1ȑ੃຤࡜ܤޣՉࢂࣁҗ

аؒ܌ЇଆǴ܌௃ᆣޑ᝺όᅈޕޣ੃຤ܭ

Ԗޕ᝺όᅈޑ੃຤ޣϸᔈǴόૈຎࣁ੃຤

ϸᔈޑࣁՉ࡜ܤޣǶȐ2ȑ੃຤ࣁՉ࡜ܤޣ

೯தёϩٿࣁεᜪǴջՉࣁϸᔈᆶߚՉࣁ

ϸᔈǶJacoby and Jaccard Ȑ1981ȑᇡ៝ࣁ

ܺܭϦљࢂࠅǴـό኷܌Ҿ཰ࣁᗨ࡜ܤ࠼

୍ၸำύᜤаֹӄᗉխޑǴՠځϝૈࣁϦ

љ஥ٰ҅य़ޑቹៜǴ៝ࢂ҅࡜ܤ࠼ᔠຎϦ

љჹޑ୍ܺ܈ࠔౢܭલѨǶҾ཰ᔈଞჹ៝

ϐှ࠼៝ى๓٠ᅈׯуа࡜ܤޑගр܌࠼

،БਢǴаႣ୍ٛܺϐલѨᏤठ៝۸࠼၈

 ӆᖼ౗Ƕ࠼៝ډ෧եǴ໔ௗቹៜࡋ

 ࡋ۸၈࠼៝ࡋ۸၈࠼៝ࡋ۸၈࠼៝ࡋ۸၈࠼៝ 3.7
    SelnesȐ1993ȑᇡ۸࠼៝ࣁ၈ࡋж߄

੃຤ޣჹౢࠔᆶ୍ܺޑՉࣁᏤӛǴඤѡ၉

ᇥ۸၈ࣁࡋЍଛ੃຤ޣჴሞᖼວՉޑࣁख़

ाӢનǶBalogluȐ2002ȑᇡࣁᆅ౛ޣӧຑ

՗࿶த۳ٰࢂ࠼៝ޑց੿҅۸ޑ၈Ǵ۳۳

а៝ޑ࠼ᄊࡋᆶՉ୏ٰຑᘐǶJones and 
SasserȐ1995ȑࡰр៝۸࠼၈࠼៝ࢂჹࢌ

੝ޑ୍ܺ܈ࠔౢۓ҂ٰӆᖼວཀᜫǴ٠ᇡ

ٿอය۸၈کය۸၈ߏԖࡋ۸၈࠼៝ࣁ

ᅿǴߏය۸၈Ǵߏ࠼៝ࢂයޑᖼວǴόܰ

ӳ׳Ԗ࠼྽៝ࡰࢂᡂᒧ᏷ǹԶอය۸၈ׯ

 ඤҞ኱Ƕ׳཮ߡᒧ᏷ਔǴࠔౢ܈ቷ୘ޑ
    Singh and Sirdeshmukh Ȑ2000ȑǴග

р៝۸࠼၈ࡋ൩࠼៝ࢂᅈཀᆶ౜Ԗ୍ܺޑ

ගޑޣٮՉࣁᜢ߯ཀӛǴᇡࣁӧ΋ঁᜢ߯

่ᄬύǴ៝࠼ᖼວࡕჹܭҾ཰ߞҺޑຑሽ

ஒ཮҅ӛቹៜ࠼៝ډჹ۶ܭԜᜢ߯ϐ۸၈

ࢂࡋ۸၈ޣǶOliver et al.Ȑ1997ȑ੃຤ࡋ

ёૈЇวݤՉᎍЋکᕉნቹៜډڙᏃᆅࡰ

ወӧޑᙯඤՉࣁǴ៝࠼ჹ഻ځӳ܈ࠔౢޑ

ᒍϝฅ܍ޑӆඁ៝ࢂ܈҂ٰӆᖼວޑ୍ܺ

όᡂǶ 
Zeithaml & BitnerȐ2002ȑᇡࣁቹៜ៝

Αёࡴ፦ȐхࠔᅈཀϐӢનǴନΑ୍ܺ࠼

᎞܄ǵӣᔈ܄ǵዴჴ܄ǵӕ౛ЈᆶԖނ׎ȑ

ѦǴځдӵౢࠔࠔ፦ǵሽ਱ǵঁΓӢનϷ

௃ნӢન฻֡཮ቹៜǶऍ୯៝࠼ᅈཀࡰ኱

ኳ Ԅ Ȑ American Customer Satisfaction 
Index: ACSIȑǴࢂаޕ᝺ࠔ፦ǵ៝࠼යఈǵ

ܤ࠼៝ډӢᡂ໨Ǵӆೱௗ߻ࣁ᝺ሽॶբޕ

ځᡂ໨Ǵ่݀ޑᅈཀ࠼៝ࣁ۸၈࠼Ϸ៝࡜

 ᄬӵკ1Ƕࢎ
 

 
 
კ1ǺAmerican Customer Satisfaction Index: 

ACSI  (ၗ਑ٰྍǺFornell et al., 1996.) 
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ѤѤѤѤǵǵǵǵࣴزБزࣴݤБزࣴݤБزࣴݤБݤ 

 ᡂ໨ᆶ໨ᆶ໨ᆶ໨ᆶଷ೛ଷ೛ଷ೛ଷ೛زᡂࣴزᡂࣴزᡂࣴزࣴ 4.1
    ҁࣴزӧ௖࠼៝زჹܭၮᒡ୍ܺ཰܌

ග୍ܺޑٮයఈᆶ៝۸࠼၈ޑࡋቹៜӢન

ᆶᜢ߯Ƕ٩ྣ࣬ᜢࣴزᡂ໨ϐЎ᝘௖૸Ǵ

ගраΠࣴزଷ೛Ǻ 
 

Zeithaml Ȑ1988ȑᇡ࠼៝ࣁჹሽॶ

ቹៜǴ܌፦Нྗࠔ୍ܺ܈ࠔౢڙ཮ޕᇡޑ

྽੃຤ޣԾҬܰύ܌ளޑډਏ੻ຑሽཇଯ

ਔǴ߄Ңޕځ᝺ࠔ୍ܺޑ፦ཇӳǴځགڙ

.᝺ሽॶΨཇଯǶParasuraman et alޕޑ
Ȑ1993ȑቹៜ៝࠼යఈϐനख़ाচӢջࣁ

࿶ᡍޑ߻а࠼࿶ᡍǶӢԜǴ៝ޑ߻а࠼៝

ჹ࠼៝ܭයఈ׎ޑԋǴэԖख़ाӦՏǴ؂

ԛ୍ܺޑௗ᝻֡཮ჹ៝࠼යఈౢғፓ᏾Ƕ 
H1ǺǺǺǺ៝࠼යఈ៝࠼යఈ៝࠼යఈ៝࠼යఈᆶࠔ୍ܺځ፦Ԗ҅ӛޔௗϐᆶࠔ୍ܺځ፦Ԗ҅ӛޔௗϐᆶࠔ୍ܺځ፦Ԗ҅ӛޔௗϐᆶࠔ୍ܺځ፦Ԗ҅ӛޔௗϐ
ਏ݀ਏ݀ਏ݀ਏ݀ǶǶǶǶ 
 

 KotlerȐ1999ȑᇡ࠼៝ࣁᅈཀࢂࡋ੃

຤܌ޣག᝺ϐז኷ำࡋǴԜำࣁࡋ੃຤ޣ

ჹౢࠔϐޕ᝺ਏ݀ᆶ٣ӃයఈКၨ׎܌ࡕ

ԋǶFornell et al.Ȑ1996ȑ߄Ңޕ᝺ሽॶࢂ

ۓሽ਱ᆶ੝ޑࠔ፦୘ࠔۓᆕӝຑ՗੝࠼៝

ሽ਱୘ࠔޑࠔ፦ǴԜᇥܴ៝ޕ࠼᝺ሽॶஒ

ӕਔԵໆ҅ӛࠔޑ፦Ϸॄӛޑ॥ᓀǶ 
H2ǺǺǺǺ୍ܺࠔ፦ᆶޕځ᝺ሽॶԖ҅ӛޔௗϐ୍ܺࠔ፦ᆶޕځ᝺ሽॶԖ҅ӛޔௗϐ୍ܺࠔ፦ᆶޕځ᝺ሽॶԖ҅ӛޔௗϐ୍ܺࠔ፦ᆶޕځ᝺ሽॶԖ҅ӛޔௗϐ
ਏ݀ਏ݀ਏ݀ਏ݀ǶǶǶǶ 
 
    ᝵໦๮Ȑ1995ȑӧ୍ܺࠔ፦ᑽໆኳԄ

ჴ᛾ࣴزϐ௖૸ύග܌ډᒏ࠼៝ޑᅈཀǴ

ջ៝࠼ჹࢌ΋୍ܺޑයఈᆶ୍ܺගޣٮჴ

ሞගр୍ܺޑԋ݀࣬Кၨϐ่݀Ǵऩ୍ܺ

ԋ݀ၲ܈ډຬၸ៝ޑ࠼යఈਔǴԜਔ៝࠼

཮ౢғᅈޑىག᝺ǶϸϐǴऩ҂ૈၲ٣ډ

 ǶRustݩ௃ޑ཮ౢғόᅈཀ߾ႣයǴ܌߻
and OloverȐ1994ȑΨගр୍ܺࠔ፦،ۓᅈ

ཀޑࡋᇥݤǴ຾Զӧࢌ΋੝ۓቫय़΢Ǵᅈ

ཀࡋ཮ቹៜӧ៝࠼҂ٰჹࠔܭ፦ޕޑ᝺Ƕ

Ruyter et al.Ȑ1997ȑࡌҥΑ΋ঁ୍ܺࠔ፦

ύว౜ܺزӧࣴځ᏾ӝኳԄǴޑࡋᅈཀک

ӢનǶޑനЬाࡋቹៜᅈཀࢂ፦ࠔ୍

Cronin and TaylorȐ1992ȑჹሌՉǵନᙝϦ

љǵଳ۫ࢱᆶೲ१۫຾ՉࣴزǴࡰр୍ܺ

ܺࢂӢનǴΨ൩ۓ،ޑࡋᅈཀ࠼៝ࣁ፦ࠔ

 ӃՉᡂኧǶޑࡋᅈཀࣁ፦ࠔ୍
H3ǺǺǺǺ୍ܺࠔ፦ᆶ࠼៝ځᅈཀԖ҅ӛޔௗϐ୍ܺࠔ፦ᆶ࠼៝ځᅈཀԖ҅ӛޔௗϐ୍ܺࠔ፦ᆶ࠼៝ځᅈཀԖ҅ӛޔௗϐ୍ܺࠔ፦ᆶ࠼៝ځᅈཀԖ҅ӛޔௗϐ
ਏ݀ਏ݀ਏ݀ਏ݀ǶǶǶǶ 
 
    Class Fornell Ȑ1992ȑࣴࡰزр࿶җ

ၨեޑѨ௳ԋҁǴૈගٮҾ཰аၨଯࠔ፦

ύځᕇճΚǶޑᆶ୍ٰܺቚуҾ཰ࠔౢޑ

ၨեޑԋҁࢂޑࡰόᘐӦၲԋ៝ޑ࡜ܤ࠼

ा؃Ƕ 
H4ǺǺǺǺ୍ܺࠔ፦ᆶࠔ୍ܺ࡜ܤ࠼៝ځ፦ᆶࠔ୍ܺ࡜ܤ࠼៝ځ፦ᆶࠔ୍ܺ࡜ܤ࠼៝ځ፦ᆶ࡜ܤ࠼៝ځԖ҅ӛޔௗϐԖ҅ӛޔௗϐԖ҅ӛޔௗϐԖ҅ӛޔௗϐ
ਏ݀ਏ݀ਏ݀ਏ݀ǶǶǶǶ 
 

OliverȐ1997ȑࡰрᅈཀࢂࡋ੃຤ޣ

ӧ٬Ҕౢࠔ/ௗ܌ࡕ୍ܺڙགޑډڙЈ౛

΢ǵ௃ག΢ޑᅈى౜ຝǶParasuraman and 
Grewal Ȑ2000ȑගрȨࠔ፦-ሽॶ-۸၈᜘ȩ

ϐӢ݀ᜢ߯Ǵ྽៝࠼ჹҬܰޕ܌᝺ޑሽॶ

ཇ҅य़Ǵཇ཮ቚம៝࠼ჹ፤Б۸ޑ၈ࡋǶ

Garbarino & Johnson, Ȑ1999ȑᅈཀࢂ΋ᅿ

᏾ᡏޑ܄ᅈཀǴ୷ܭჹౢޕޑ୍ܺ܈ࠔ᝺

ག܈ڙ੃຤࿶ᡍ܌ಕᑈޑຑሽǶHesket et 
al. Ȑ1994ȑᇡࣁගٮ๏៝ޑ࠼ᇡ୍ܺޕሽ

ॶǴ཮ቹៜ៝࠼ᅈཀᆶߞᒘࡋǴҭջᜢ߯

ሽॶǵ៝࠼ᅈཀᆶߞᒘࡋԖᡉ๱ᜢ߯Ƕ 
H5ǺǺǺǺޕ᝺ሽॶᆶ࠼៝ځᅈཀޕ᝺ሽॶᆶ࠼៝ځᅈཀޕ᝺ሽॶᆶ࠼៝ځᅈཀޕ᝺ሽॶᆶ࠼៝ځᅈཀԖ҅ӛޔௗϐԖ҅ӛޔௗϐԖ҅ӛޔௗϐԖ҅ӛޔௗϐ
ਏ݀ਏ݀ਏ݀ਏ݀ 
 

BitnerȐ1990ȑᇡ࠼៝ࣁᅈཀ࠼៝ࢂࡋ

۸၈߻ޑࡋӢᡂ໨ϐ΋ǴЪ཮҅ӛӦቹៜ

ǶᚅξනȐ2002ȑ௖૸ՋԄೲࡋ۸၈࠼៝

१཰࠼៝ځᅈཀᆶ៝۸࠼၈ޑࡋፓځࢗჴ

᛾่݀Ψ߄Ңޣٿև҅࣬ᜢǶAnderson 
and SullivanȐ1993ȑΨ߄Ң៝࠼ᅈཀ཮҅

ӛቹៜ៝࠼ӆᖼວޑՉࣁǴ٠௢ፕ៝࠼ᅈ

ཀࡋᆶ៝۸࠼၈ޣٿࡋϐ໔࣬҅ࣁᜢǶ 
Newman and WerbelȐ1973ȑගр៝࠼

ᅈཀࡋᆶ۸၈ځࡋӆᖼՉ࣬ޑࣁᜢࡐ܄

ଯǴՠࢂག᝺ᅈཀࡋଯ٠࠼៝ޑό΋ڀۓ

Ԗଯ۸ࡋ၈Ƕ҉׵ԃȐ1998ȑࣴزуݨઠ

ϐౢࠔࠔ፦ᆶ୍ܺࠔ፦ჹ៝࠼ᅈཀࡋϷ۸

၈ࡋϐᜢ߯ਔǴᡉҢ୍ܺࠔ፦ჹ៝࠼ᅈཀ

࠼፦ჹ៝ࠔࠔ፦ǴЪౢࠔࠔౢܭቹៜεޑ

۸၈ࡋԖޔௗޑቹៜǶRavald &Gronroos
Ȑ1996ȑЬ஭྽៝࠼ᜫཀᆶϦљᆢ࡭Ԗሽ
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ॶϐᜢ߯ਔǴஒ٬ளдॺᜫཀᒧ᏷ԋ۸ࣁ

၈៝࠼Ǵᡣޣٿϐ໔ϕᆾځճǶ 
H6ǺǺǺǺ៝࠼ᅈཀᆶ۸࠼៝ځ၈ࡋԖ҅ӛޔௗ៝࠼ᅈཀᆶ۸࠼៝ځ၈ࡋԖ҅ӛޔௗ៝࠼ᅈཀᆶ۸࠼៝ځ၈ࡋԖ҅ӛޔௗ៝࠼ᅈཀᆶ۸࠼៝ځ၈ࡋԖ҅ӛޔௗ
ϐਏ݀ϐਏ݀ϐਏ݀ϐਏ݀ǶǶǶǶ 
 
    Tax et al.Ȑ1998ȑᇡࣁԖਏ࡜ܤޑೀ

౛ǴёஒኌޑࡗǵѨఈ࠼៝ޑᙯᡂ۸ࣁ၈

ǴԶЪКଆ҂මӧ၀Ҿ཰ᎁၶၸ୍ܺ࠼៝

౧Ѩ࠼៝ޑǴ཮Ԗ׳ଯޑӛЈΚǶRichins 
et al.Ȑ1983ȑගрҾ཰ᔈ၀ाႴᓰ៝࠼ᑈ

ཱུჹόᅈཀϐౢ୍ܺ܈ࠔගр࡜ܤǴ٬Ҿ

཰Ԗᐒ཮Αှ୍ܺѨᇤϐ܌ӧǴуаׯ๓

а੮Րᙑ៝࠼ǵᕇள҅य़α࿞ޑ໺ኞǵϷ

ගϲ៝۸ޑ࠼၈ࡋǶ 
H7ǺǺǺǺ៝࡜ܤ࠼៝ܤ࠼៝ܤ࠼៝ܤ࠼ᆶ۸࠼៝ځ၈࡜ࡋᆶ۸࠼៝ځ၈࡜ࡋᆶ۸࠼៝ځ၈࡜ࡋᆶ۸࠼៝ځ၈ࡋԖ҅ӛޔௗԖ҅ӛޔௗԖ҅ӛޔௗԖ҅ӛޔௗ
ϐਏ݀ϐਏ݀ϐਏ݀ϐਏ݀ǶǶǶǶ 
 
 ᄬᆶ؁ᡯᆶ؁ᡯᆶ؁ᡯᆶ؁ᡯࢎزᄬࣴࢎزᄬࣴࢎزᄬࣴࢎزࣴ 4.2
    ҁࣴࢎزᄬࢂаමௗڙၮᒡ୍ܺ཰ܺ

୍ϐ࿶ᡍزࣴࣁޣჹຝǴ٠ୖԵ ACSI ኳ
ԄЪࣁΑ຾΋؁௖૸៝܌࠼གڙሽॶᆶჴ

ሞ΢ள୍ܺޑډϐৡ౦Ǵྗ׳ዴӦϩ៝݋

Ǵ٠ࡋ۸၈ޑ୍ܺٮၮᒡ୍ܺ཰ගܭჹ࠼

ᆶ ACSI ଺่ࣁӝפрന፾ҁࣴزϐࢎ

ᄬǶၸѐࣴز௖૸୯ϣၮᒡ୍ܺ཰ၨϿග

Ϸ៝۸࠼၈ࡋǴӭኧ๱ख़ܭӧ୍ܺࠔ፦ᆶ

ӆ࠼ௗቹៜ៝ޔ᝺ሽॶᡂ໨΢ǴฅԶ཮ޕ

མ४ཀᜫޑाન۸࠼៝ࢂ၈ࡋǴाаගܹ

ࣁനࡋ۸၈࠼ӆམ४ཀᜫѸӃՉவ៝࠼៝

ᓬӃࣴزჹຝǶਥᏵࣴز୏ᐒǵࣴزҞޑ

Ϸ࣬ᜢЎ᝘௖૸ǴගрࣴࢎزᄬკǴӵკ

 ҢǺ܌2
 

 
 

კ 2Ǻࣴࢎزᄬኳࠠ 
(ၗ਑ٰྍǺҁࣴز᏾౛) 

    ҁࣴز२Ӄ຾Չၗ਑ԏ໣ᆶ߻ෳǴа

මௗڙၮᒡ୍ܺ཰୍ܺϐ࿶ᡍࣁޣჹຝ຾

ՉࣴزፓࢗǴЬाࢂ௖࠼៝زჹܭၮᒡܺ

୍཰܌ග୍ܺޑٮයఈᆶ៝۸࠼၈ޑࡋቹ

ៜӢનᆶᜢ߯Ƕࣴزύ௦Ҕ᏾ӝࣴޑزϣ

৒ϩݤ݋ǴᙖҗୖԵၸѐЎ᝘ޑϣ৒ඔॊ

ϐϣ৒ᄬय़ϩ݋ǴаϷᜪձឦޑ܄යтጇ

ኧϐໆϯמѯǶӃவ࣬ᜢሦୱϐཛྷ൨Ї

ᔏǴٯӵǺCEPSǵSDOS…฻Ǵ೸ၸਔ໔

ׇӈݤԖس಍ޑᇆ໣ 2000ԃԿ 2008ԃϐ

໔ᆶ៝࠼යఈǵ៝۸࠼၈ࡋϐᜢ߯Ӣનޑ

࣬ᜢЎ᝘Ǵଞჹόӕزࣴޑ᝼ᚒ٩ྣ؂ጇ

ЎകޑӜᆀǵᜢᗖຒǵᄔाǵϣ৒ǵ่ፕǵ

բزࣴޣख़ᗺٰᘜયǴа຾Չ᏾౛ᆶᘜય

ϩ݋Ƕ 
ҁࣴୖزԵӚঁᄬय़Ў᝘܌ගୢޑٮ

Ǵளࡕၸׯሡाঅز໨ǴЪ٩Ᏽҁࣴୢڔ

ϐᑽໆୢ໨Ǵୢ໨೛ीֹԋڔୢزҁࣴډ

ޑڔ஑ৎᔅԆᙶమୢޑǴஒፎᏢǵ཰ࣚࡕ

Ҕӷࢂցᆒ ǵྗࢂցӝەǴ཮ց೷ԋషౄǴ

ќѦǴࣁΑڙ٬ෳ׳ޣ৒ܰΑှୢޑڔϣ

৒Ǵஒ཮ႣӃ଺΋ԛ߻ෳȐpre-testȑǴ௦

ྎޑޣෳڙ΋ჹ΋ೖፋБԄǴᙖҗᆶڗ

೯ǴΑှୢ໨ϐ௶ॊࢂցૈዴϪڔୢၲ߄

ϐཀ఼Ǵӆஒ߻ෳ่݀຾Չࡋߞᆶਏࡋϩ

ᇟѡϐڔǴஒό፾ӝϐᚒ໨մନǴᆶୢ݋

অुω׎ԋ҅ԄୢڔǶ 
Ӛޑගр܌ᄬࢎ౛ፕۓΑ຾΋؁ᔠࣁ

ᄬय़໔ϐᜢ߯ǴΏ຾Չ่ᄬБำኳԄϩ݋

аᕕှ᏾ᡏኳԄޑᜢ߯Ƕ่ᄬБำኳԄϩ

ȐFactor AnalysisȑϷၡ݋ӝΑӢનϩ่݋

৩ϩ݋ȐPath Analysisȑٿᅿ໺಍಍ीᏢ

ύೌמޑǴ٠યΕΑीໆ࿶ᔮᏢޑᖄҥБ

ำԄǴёӕਔೀ౛΋سӈ٩ᡂ໨ϐ໔ޑᜢ

߯Ǵ፾Ҕܭҁࣴ܌زట௖૸ޑ᏾ᡏኳԄϐ

Ӣ݀ᜢ߯Ƕჹ᏾ᡏኳԄᜢ߯ϐ௖૸߯ਥᏵ

Anderson and GerbingȐ1988ȑϷWilliam 
and HazerȐ1986ȑ฻Ꮲࡌޑޣ᝼Ǵ຾Չٿ

໘่ޑݤࢤᄬБำኳԄϩ݋Ƕಃ΋໘ࢤӃ

ଞჹӚࣴزᄬय़Ϸځᑽໆᚒ໨຾Չ

Cronbach’s α߯ኧϩ݋Ϸᡍᇡ܄Ӣનϩ

Ϸ୔ࡋǵԏᔙਏࡋߞޑǴаᕕှӚᄬय़݋

ձਏࡋǶಃΒ໘ࣁࢤஒӭঁᑽໆᚒ໨ᕭ෧

኱ǴӆၮҔ่ᄬᜢࡰᑽໆޑ΋ൂ܈Ͽኧࣁ
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߯ว৖่ᄬኳԄуаϩ݋Ǵаᡍ᛾ࣴزύ

 ǶۓӚ໨ଷᇥᔠޑ
SEM מ಍ीޑݱ΋ᅿᔈҔ࣬྽ቶࢂ

ೌǴӧ୺Չ SEM ϩ݋ਔǴЬाࢂӧଞჹ

҂ୖޑޕኧ຾Չ՗ीǴ٠Ъᡍ᛾ࣴ܌ޣز

ගрޑኳࠠၡ৩ࢂցᆶჴሞ΢ޑၗ਑Ԗ܌

ଛӝǶ൩ SEM ӷय़఼ځ୷ҁচ౛ऩҗޑ

ཀٰᇥǴ᏾ᡏςੋϷ่ᄬϯȐstructuralȑǵ
ଷ೛БำԄȐhypothesized equationȑᆶኳ

ࠠϩ݋Ȑmodelingȑ฻ኧঁ୷ҁཀ఼Ǵջ

аଷ೛ᔠᡍǵ่ᄬϯᔠᡍᆶኳࠠϩ݋฻Ο

ᇥٰܴۺཷঁ SEM ୷ҁচ౛ǺȐ1ȑଷޑ

೛ԵᡍȐhypothesis-testingȑȐ2ȑ่ᄬϯᡍ

᛾Ȑstructural confirmatoryȑȐ3ȑኳࠠКၨ

ϩ݋Ȑmodeling analysis and comparisonȑǶ 

ϖϖϖϖǵǵǵǵ่่่่݀ᆶ૸ፕ݀ᆶ૸ፕ݀ᆶ૸ፕ݀ᆶ૸ፕ 

5.1ኬҁ่ᄬϩ݋ኬҁ่ᄬϩ݋ኬҁ่ᄬϩ݋ኬҁ่ᄬϩ݋ 
ҁࣴزаરҁวܫϷᆛၡጕ΢ፓࢗΒ

ᅿБԄ٠ՉǴӅวр 350ҽǴ࿶ၸմନค

ਏୢࡕڔǴӣԏԖਏୢڔӅ 336ҽǴԖਏ

К౗ 96%Ƕஒ܌ӣԏୢڔϐኬҁǴ຾ՉΓ

α಍ीᡂኧϩ݋ǴаΑှኬҁ୷ҁϩѲ௃

 Ƕݩ
ӧ ܄ ձ Б य़ Ǵ ت ғ ܌ ՞ К ౗ ࣁ

53.27%ǹԶζғ܌՞К౗ࣁ 46.73%Ƕӧԃ

សቫϩթБय़а 21~30ྃК౗നଯǴ՞ӣ

ԏΓኧޑ 58.93%Ƕӧ௲ػำࡋБय़аε஑

ଣਠК౗നଯǴ՞ӣԏΓኧޑ 65.77%Ƕӧ

ᙍ཰ݩރБय़аᏢғК౗നଯǴ՞ӣԏΓ

ኧޑ 63.10%Ƕӧനதམ४ϐҬ೯ၮᒡπڀ

аѠ៓ࣁനଯǴ՞ӣԏΓኧޑ 43.45%Ǵځ

ԛࣁѱ୔ϦًǴ՞ӣԏΓኧޑ 33.33%Ƕ 

 ݋ϩࡋᆶਏࡋߞ݋ϩࡋᆶਏࡋߞ݋ϩࡋᆶਏࡋߞ݋ϩࡋᆶਏࡋߞ5.2
җ߄ 1 ளޕҁࣴز᏾ᡏࣁࡋߞ

0.861ǴӚ໨ᄬय़ύ Cronbach´s αॶ֡ຬၸ

0.7Ǵ؂ঁᄬय़ࡰ኱໨ҞڀԖϣ೽ޑ΋ठ

 Ƕࡋߞޑӳؼഢڀ่݀زҢҁࣴ߄Ǵ܄
Ӛᡂኧϐ໔ޑ KMO ॶ֡εܭ 0.5Ǵ߄

Ңᡂኧ໔ϐӅӕӢનཇӭǴ፾ӝ຾ՉӢન

ϩ݋Ƕҗ่݀ҭளޕǴୢ໨ϐӢનॄ಻ໆ

Ψࣣεܭ 0.5 ϐा؃ǴӢԜҁࣴڀڔୢز

Ԗ࣬྽ؼӳࡌޑᄬਏࡋǶ 

߄ 1. Ӛᄬय़ߞǵਏࡋϩ݋ 
ᄬय़ໆ߄ᄬय़ໆ߄ᄬय़ໆ߄ᄬय़ໆ߄ Cronbach´s α KMO 
 යఈ 0.861 0.695࠼៝
 ፦ 0.807 0.763ࠔ୍ܺ
 ᝺ሽॶ 0.812 0.698ޕ
 ᅈཀ 0.822 0.710࠼៝
 0.822 0.874 ࡜ܤ࠼៝
 0.832 0.883 ࡋ۸၈࠼៝
 

5.3ଷᇥᡍ᛾ଷᇥᡍ᛾ଷᇥᡍ᛾ଷᇥᡍ᛾ 
᏾ᡏኳࠠଷᇥᡍ᛾ᔠ่݀ۓӵ߄ ܌2

ҢǶ 
߄ 2. ᏾ᡏኳࠠଷᇥᡍ᛾ᔠ่݀ۓ 

 ଷᇥ ၡ৩߯ኧၡ৩߯ኧၡ৩߯ኧၡ৩߯ኧ ᡍᡍᡍᡍ᛾᛾᛾᛾่่่่݀݀݀݀زଷᇥࣴزଷᇥࣴزଷᇥࣴزࣴ

H1Ǻ៝࠼යఈᆶࠔ୍ܺځ

፦Ԗ҅ӛޔௗϐਏ݀Ƕ 
0.710 ԋҥ 

H2Ǻ୍ܺࠔ፦ᆶޕځ᝺ሽ

ॶԖ҅ӛޔௗϐਏ݀Ƕ 
0.155 όԋҥ 

H3Ǻ୍ܺࠔ፦ᆶ࠼៝ځᅈ

ཀԖ҅ӛޔௗϐਏ݀Ƕ 
0.477 ԋҥ 

H4Ǻ୍ܺࠔ፦ᆶܤ࠼៝ځ

 ௗϐਏ݀ǶޔԖ҅ӛ࡜
0.050 όԋҥ 

H5Ǻޕ᝺ሽॶᆶ࠼៝ځᅈ

ཀԖ҅ӛޔௗϐਏ݀Ƕ 
0.947 ԋҥ 

H6Ǻ៝࠼ᅈཀᆶ۸࠼៝ځ

၈ࡋԖ҅ӛޔௗϐਏ݀Ƕ 
0.683 ԋҥ 

H7Ǻ៝࡜ܤ࠼ᆶ۸࠼៝ځ

၈ࡋԖ҅ӛޔௗϐਏ݀Ƕ 
0.338 όԋҥ 

 
კ ኱ྗϯၡ৩߯ኧև౜рᄬय़ᆶޑ3

ᄬय़໔ޑቹៜᜢ߯ǶȨ៝۸࠼၈ࡋȩޑ R2

ॶ(0.887)ࣁኳࠠύᏱԖനεኳࠠှញૈޑ

ΚǴЪ኱ྗϯၡ৩߯ኧύǴȨ៝࠼යఈȩჹ

ࡺௗਏ݀ǴޔޑԖ҅य़ڀ፦ȩࠔȨ୍ܺܭ

Ԗᡉ๱Ъ҅࣬ᜢڀ፦ࠔයఈᆶ୍ܺ࠼៝

(0.710***)Ƕ 
ԶȨ୍ܺࠔ፦ȩჹܭȨޕ᝺ሽॶȩ٠

҂ၲᡉ๱НྗǴࠔ୍ܺࡺ፦ᆶޕ᝺ሽॶค

ܴᡉ࣬ᜢ(0.155)ǶȨ୍ܺࠔ፦ȩჹܭȨ៝࠼

ᅈཀȩڀԖ҅य़ޔޑௗਏ݀Ǵࠔ୍ܺࡺ፦

ᆶ ៝ ࠼ ᅈ ཀ ڀ Ԗ ᡉ ๱ Ъ ҅ ࣬ ᜢ

(0.477***)ǶȨ୍ܺࠔ፦ȩჹܭȨ៝࡜ܤ࠼ȩ

٠҂ၲᡉ๱НྗǴࠔ୍ܺࡺ፦ᆶ៝࡜ܤ࠼

คܴᡉ࣬ᜢ(0.050)Ƕ 
Ȩޕ᝺ሽॶȩჹܭȨ៝࠼ᅈཀȩڀԖ

҅य़ޔޑௗਏ݀Ǵޕࡺ᝺ሽॶᆶ៝࠼ᅈཀ
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ᅈཀȩ࠼Ԗᡉ๱Ъ҅࣬ᜢ(0.947***)ǶȨ៝ڀ

ჹܭȨ៝۸࠼၈ࡋȩڀԖ҅य़ޔޑௗਏ݀Ǵ

Ԗᡉ๱Ъ҅࣬ڀࡋ۸၈࠼ᅈཀᆶ៝࠼៝ࡺ

ᜢ(0.683***)ǶȨ៝࡜ܤ࠼ȩჹܭȨ៝۸࠼

၈ࡋȩ٠҂ၲᡉ๱НྗǴ࡜ܤ࠼៝ࡺᆶ៝

 คܴᡉ࣬ᜢ(0.338)Ƕࡋ۸၈࠼
 

 
კ 3. ᏾ᡏኳࠠၡ৩კ 

5.4 ่ፕ่ፕ่ፕ่ፕ 
(΋)୍ܺࠔ፦ᆶᅈཀࡋϐᜢ่߯݀ว౜Ǵ

೿Ԗ࣬ޑࡋ፦ϖঁᄬय़ჹᅈཀࠔ୍ܺ

ᜢǴԜ΋่ፕΨ᛾ܴParasuraman, et al 
(1994), Cronin and Taylor(1992), Oliver 
(1993), Bitner(1990)฻Γჹ୍ܺࠔ፦

཮҅ӛቹៜ៝࠼ᅈཀࡋϐᢀᗺǶӢԜ

ε౲ၮᒡ࠼ၮऩటගଯ៝࠼ᅈཀǴஒ

ёவගϲ᏾ᡏࠔ୍ܺޑ፦ϐ໨Ҟᆶ฼

ౣ๱ЋǶ 
(Β)ᅈཀ۸کࡋ၈ࡋϐᜢ่߯݀ว౜և౜

҅࣬ᜢǴਓ࠼ჹε౲ၮᒡ࠼ၮ঩πޑ

୍ܺᄊࡋϷჹ࠼ၮϦљޑ᏾ᡏ୍ܺځ

ᅈཀࡋଯǴਓ࠼཮ӆԛམ४ε౲ၮᒡ

ಃ΋ᒧࣁၮ࠼མ४ε౲ၮᒡעၮ٠࠼

᏷ǴЪ཮௢ᙚ཮࠹໺๏ᒃܻӳ϶ǶԜ

่݀ᆶBitner(1990)ᇡ࠼៝ࣁᅈཀࢂࡋ

Ӣᡂ໨ϐ΋ǴЪ཮҅߻ޑࡋ۸၈࠼៝

ӛޑቹៜ៝۸࠼၈ࡋǶӢԜǴ៝࠼ჹ

៝ޑᅈཀډ፦གࠔ୍ܺ܈ࠔҾ཰ౢܭ

ཀᜫǴ٠຾ԶޑǴନΑ཮ౢғӆᖼ࠼

ቚуӆᖼໆᆶ௢ᙚՉࣁϐѦǴჹځᒃ

϶Ψ཮ж࠹ࣁ໺ᆶϟಏ࣬ӕǶ 
(Ο)ӧᆅ౛ཀ఼Бय़Ǵၸѐزࣴޑว౜Ǵ

໒วཥ៝ޑ࠼ԋҁࢂ੮Ր౜Ԗ៝࠼ԋ

ҁޑϖ७ǶԶाගϲਓޕޑ࠼᝺ሽॶ

གڙǴёவගଯ४ޕ࠼᝺ճ੻ᆶफ़ե

४ޕޑ࠼᝺ԋҁٿБय़๱ЋǶӧቚу

๓ฯᡏ೛ׯᔈޣ᝺ճ੻Бय़Ǵᆅ౛ޕ

ഢǵׯ๓୍ܺΓ঩ޑᄊࡋǴ٠ගଯ४

᝺ԋҁޕǶԶӧफ़ե܄ճߡޑམ४࠼

೽ϩǴନΑόाҺཀගଯ౻ሽѦǴᆅ

౛ޣᔈճҔֹ᏾ޑၡᆛೕჄගଯམ४

ংًਔ໔ǶԜѦ࠼Ǵаᕭอ४܄ճߡ

ගֹٮ᏾४ًၗૻΨૈ୼ၲډफ़եޕ

᝺ԋҁޑҞޑǶ 
(Ѥ)ӧѱ୔Ϧً೽ϩǴҗܭ౻ሽڙᆅڋЪ

ሽ਱ե༹Ǵคݤӆаफ़ሽБԄ֎Їਓ

ख़ाࣁਔ໔ԋҁԋޑ࠼४ࢂǴϸॹ࠼
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ၨ࠼ǵ౻ሽၨଯǴਓߏਓԛਔ໔ၨܭ

ӧཀ܌ࢂޑගࠔ୍ܺޑٮ፦ᆶሽ਱ޑ

ଯեǴᡉҢৡ౦ϯ୍ܺޑϣ৒ଛӝե

ሽ฼ౣࢂᔼၮޑख़ाБӛǶ҂ٰ୯ၰ

ᝡࣁόૈ໻аሽ਱բޣᆅ౛ޑၮ཰࠼

όӕ݋ǴѸ໪ᕕှ٠вಒϩࢤЋޑݾ

ਓ࠼Ј౛੿҅གྷाࢂޑϙሶǴගٮԖ
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