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Abstract

It is important to learn what factors attract our users visit library and access
information services to increase the use and impact of library. This study adopted the
marketing ideas, include store image, perceived value and customer experience, to
identify the factors that attract users visit public libraries and utilize library services,

and how the factors will influence users’ behavior.

In this study, the authors transformed the concepts of store image to library
image, perceived value to library value, and customer experience to users’ experience.
The aim of this research is to examine how library image, library value and customer
experience would influence users’ behavior, users’ intention to continue using library

services, and the possibility of recommending the services to others.

The authors took survey approach. Questionnaire and interview were applied for
data collection. The authors surveyed the users visited the sampled libraries located in
Taichung, Taiwan, during the period of April and May 2012. 366 questionnaires were
sent out and 4 in-depth interviews were conducted. Statistical techniques, such as
Descriptive Statistics, Chronbach’s o, One Way Anova, Correlation Analysis and

Regression Analysis were adopted for data analysis.

The results show that library image was build upon library value and users’
experience, it means the users believe library could provide ingredient that could
improve their lives and the past experience would affect how users portrait library.
With three factors correlate with each other, the users value library services and will
continue to use library resources as well as recommend library services to others,
especially when the users have positive image towards library services. For the
sampled public libraries, services quality, library services and library location are the
three factors have major impact on library image. Facilities, easiness to access library

services, and library setting are the candidate targets for library strategic plan.

[ Keywords )
Library Image ; Perceived Value ; User’s Experience ; User’s Behavior Intention
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CTHER PER § 0 TR L A S 2 o R R BIEWE A & 01 & (Lindquist, 1974, p. 29) -
rﬂ AN R Rz R gk 'fr”‘f‘ S A A E‘_x% P ?’%fr? YIE® A e g

g ARG 2 Bl o

=

S TR RE R ek

"% B % (store image)sivEF B ¥ w1 1950 & X {5 # > Martieau(1958, p.
SHES S &N TH EE % ffﬂ?“'f%.ﬁﬁ AEHRNEH WRAPRE RS THEE
s ® R RS N 0 - J0A F AR O i hgF T (functional qualities) 0 ¥ -
e How @ Mg 4 (psychology attributes) » | # it «Jrf“t%fr PR & IEE
ST BB B RS R AR RIEE o 2 o R R RCE B
T FE S BRI HE RPR R BFRE r@ A B~ R R
M R E (51 p Mazursky & Jacoby, 1986b, p. 146 ; Lindquist, 1974, p. 30) -
Lindquist(1974, p. 31) & 12 Martieau(1958)% Arons(1961)% % EEHFERNZ &
e TR A FEEF RO AF AR F R R CILE F e A R
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LR TN AAMELE%K 2B BT % vhE 8.8 % o Berman % Evens(1978, p. 125)

EREH P TRRE &, HRE R TP RO S A7 Rl B

*ﬁﬁ@ﬁ’@%éﬁﬁﬂnﬁwﬁﬁk Bltde » o f i kA Rp L HED
4

v

Arons(1961, p. B FF %k TH ARG, 5 T4 DAL M AES L
W ARIP A2 E S o Boulding 2 Lindquist 7 3 31 T§ & %
A RA R & 23] 5 851% 8 (Lindquist, 1974, p. 30) = =5 ¥ copr
B RERS AR o

Kunkel 2 Berry(1968,p.21)#¢ * # ¥ k2l B & g €& TF A
B 5T B AR - B RS EE W § R E A b R oo
AEFERIMEHRLR RO R - S R SRRt do g
2o R T AR g CREF R T L B4

=N
=

Oxenfeldt(1974, p. 9)5 A i’ﬁ?v“zﬁ:‘:m REE ©FARAE L PR

w0
Boooses TRRE R RE A IE G i F&i@%”ﬁ%ﬁﬁ@%&
Lo AR R EAER RGN TR R R 0 R R
+

;J[,\—

oA e R e o

Mazursky % Jacoby(1986b, p. 147)12 2 % ciiffe k 2 T3 B &0 % | ek Rl
BoRpH TR > P REE G F T e A

() - fEird iR e

(=) &d dasmm keno

C)HERARAHE B E e E)h T e e o
@)%%‘ﬁé’ﬁﬁﬁﬁé;, CLFER R -

Engel ~ Blackwell 2 Miniard 45 1 .5 ¥ ch ¥ %825 7 b > it 1 RhELm &
I EE R 75 R S ﬂ/j“ﬁi"t’*@ B o TE e g ) 2
FlARE LB E F R T TR oL B2 B R R R T EHER o
(Engel, Blackwell and Miniard, 1995 ; ¢ % > 2006) °

AELFEAER LR EHTE R R R TR 2-1-1) R R E g
T THEEHE ﬁ@mﬁWWﬁ PR BRI Blba- BAF AR
e ZEE SRR ?’@ﬁﬁﬁﬂ?%ﬁ%ﬁ‘ﬁ@$‘*%i‘@
B2 28 P EHE R R 2 L § N B e
‘:J;IL;I‘,V“’kIE_Q mf%ti}i ‘f#m ’E;%E,IX‘EJ:]‘:, °



ERRLEl .
& B e S LA
FH
Martieau 1958 éﬁ"{i&" AP RO - WA ERGF R EFE
F"% J;I,\A\.»Im}gjr’}m;ﬁ o
Arons 1961 |d RAZ M GeXau s 2MNF B2 AT i d o

Kunkel % 1968 | B 4 fk - 3 L[ RS o KT DEE % 2 TR H A PE %
Berry B

Lindquist 1974 | o Bg % “q
U 1;32 EE?ZQ_%J B s:% E’”?miﬁ‘%@iﬁ% °

Oxenfeldt 1974 | %3 TAEE G w0 s TRRE R R RR R EHEAE R
bod e FHRE LY e oo

Berman 2 | 1978 | B # i Joli R BRI e £ 0 fp F R 0 R e
Evens Ao st L2 EHFFREYT RE2HF o

Mazursky 1986 A AR AT T R g | hEHE B

3 Jacoby

Engel » 1995 | 4p 1 % & %*“*@m@ei“ﬁﬁ%%%ﬁﬁ
Blackwell rﬁf“im*?? 4*'“( e TERE G T HE R OERE
% Miniard & o

FRKOR AT F
z o TRRES ) i

ETH R R LA LB R e R s TR S g
PLEL o ( Martieau, 1958 ; Arons, 1961 ; Lindquist, 1974 ; Berman & Evens, 1978 )
Cardozo(1974,p. 90)§ 3 " B &7 % L & R B L AL B RHRTF R %
LI UREEA - A EEFT S E AT T Cardozo s M EFAT REY
PR EFE N B Rdpe o LR AL(199D)F N T R % To@ s injp
ﬁ’@%%7k%@ﬁ?ﬁéﬂkmm@ﬁm°ww§§*W*ﬁ%’mé@—
Wl bs TR R - G A ME RN AT T E @
"BRE G M GEL MR HRE RN s S H AT e
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R 2 e Eqlier g2 H) 3 o T AT
‘:P?‘J mﬁi‘w ’lpé“g];m‘ﬁ L-E]%"EF_—,_

Martieau(1958, p. S1):a 5 #2588 T B & % mf%ﬁ»_u/z]; T B

¢ 7 I+ 14 - Martieau # ':'m!]&a. BRI E(BEEAE ST

PR SEA) E SmBE(MIEE R - RS R L 2B
R e

Rich 2 Portis(1964, p. 12):} & 4 % %45’#&4ﬂmwéJ“£ﬂfﬁi,
BT Bl FEREHEN TR PP T BRI FAHSFE SRR
Al VAR ﬁ SFPRIEE F TR RHKE R R o

Kunkel 2 Berry(1968, p. 26) 1/ K %3 &= X4 & 1,050 =5 f 2 7 et jif
PE TR R AREmR AT R SR oMLY 2 TREAE G S
Martieau ~ Collazzo ~ Fisk ¥ # 4 - A AL EHFAENF 7 5 9%k £ 2%
AR ER 12 BAEG o LR AE THERE & VR RS TR - 12 B

=

ap\;%'z_ei:aﬁ
(C) BB BB DT F AR RS
(ERN R Rt e A R
C)FSREE  FEARE P EFREE -
(2) B &in 7
(I)HEAR B RER A RS-
() ¥ BRI 11 B RETERS - O P RS o
CIEBqfIF % BB FERETE o

(M) PRFE D 2% FRFE ~ B RIRIFE o

(1) B4 : HoRER S B 2L L % o

() AR ﬂ*wW?\@%m@w\p.gio
(=) BRFF EMEX AL BEFE
(L) per t@F A FREES

Lindquist(1974)/384 26 =8 % ¥ (e ¢ > 5D 9 BiEa % 33 B i -
Hanson % Deurscher(1977)4 Lindquist(1974)# 21609 B T3 &0 % 456 s &
A E AP RS RME AP AR R E AR B
FeAEAR TERE R, 2Bl A EFFRE N 9 & Lindquist 4p e
- i T R E g ﬁém 220%& % -9 l[?;’}#m N R Aok 4o T

G)ﬁ%i%F‘gﬁ\ﬁﬁa\«@io
(=) PRF% 41 & A B PRIF ~ FF PRI ~ ﬁ}i[}.l LR E o
(=) T’;:ﬁ*g)‘b@»‘f}»“J CBLERBAER SRBALLE
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(2) FRERE AW~ 2B RETE
(E)Q?dw:ﬁq1w+w%a%&o
(7‘~)f’w1)§%~f§T‘€tﬁza PR
C)FRF3 " BHER a‘%‘:»ﬁiﬁiio
(M) BHFE D RT o FRE

(L) FBBRLARE FETPHE-IFE-

Nevin 2 Houston(1980)% 2 Lindquist(1974) % Bearden #& ! &9 7 & 5 % |
B RDI6 RS 2 E FPARY BRI R PEE A& E
BH P EERE A S F AR BB A B RFR AP
ERU BRET BFREFE CFRARLRBFEHBF L EFEER
B E S R IRT AR -

Blackwell * Miniard % Engel (2001, p. 132)333 5 #shif § § &3 10 £
LT RE R ¢ FERFRAGOETERE R LR
JRIF-FREFHM R L L 0L ~F REF 4 2 28R o Mitchell(2001)3 5 7 &
Bl A Bte BRGS0 ¢ 5 R ARG P S IR G MR
"% % IR % o Thang 2 Tan(2003) a7 7 ¢ &N €& h 878 T B &0 % 4 H
BooF R A m@%%‘m@wmwﬁ G R Y- AN R R |
M h WP A FR R BEERLFET RN R RS 4o
% 2-1-2 -

BERGE K2 F”%m”wﬁﬁumﬁmvidmww?mﬁwﬁ~
WA~ FAF A A R EHG e T F AL G R EE
g% B R 2 g @ sc % (Cardozo, 1974,p.90) > @ T F B 4 | i
2 pdhs & L G g B 2 A 28R F1E G 4L R (Mitchell - 2001)
%>t Kunkel £2 Berry(1968) -~ Lindquist(1974) % Blackwell & 4 (2001)# 412 5
BE % fe ¥R EAFF Y c AL R 2 "ERE %
g@_ﬁﬂarﬁéﬁwaysgﬁﬁﬁg AR E AERIEH 2 A A
B F ApRar s 1~ B3 ARPRT00 0~ B3 AURIEATAIL s B Ap B e i

NLEE R EE R EE SR S IEIP SRS B & BN
o RE R RS T RS EENS B FRRE - F A A2 W
EEHER DN E RS .
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Rich & Portis(1964) o o o o o
Kunkel & Berry(1968) o o o o o @ o o o o o
Lindquist(1974) o o o o o o o o o o o o o
Nevin & Houston(1980) | o o o o o o o o) o
Blackwell, Miniard&
o o o) o o o o) o
Engel (2001)
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wos TR RE R, 2 RE

R LA NEE S L i PRCTEe £ 0 AR e S e
gﬁﬁps}—\;ﬁaﬁ;,@ig,}zﬁ\w\gﬁ%.]ﬁaﬁ‘ad#@gjg:{_\gﬁqi%cugﬁféo@jggﬂ
2 e —\ﬂ;;g_rr@@w@”iﬁa_ﬁazp;ug%ﬁuﬂfuo@;fﬁgﬂﬁ@&@ﬁw
SR FEAEEL FRARZE P ABBFEREE .

(=) Fr#FELL(EF2002)

o8 & (LikertScale) R ¥ a7 ¥ * FenfrE 1 2 - 25 EZL R
R B P S A S B FEY S LR T A - Rihe Fgt > HplE
PEGEARDLE A A BERDEL X SR RLAEFELA G SRS

B Rd® o ¥ LenR ikt A 3RIIIL K -
(=) #F & A2 Z(Heise, 1970 ; Al-Hindawe, 1996)

3 X £ B (semantic differential scale, SDS)®_** 1957 & ¢ Osgood ~ Suci
% Tannenbaum #73%k 3t > 2 & P e +*“/F‘J R‘EJ—%‘ R FR A AT 2 AL
£ o ILAT g o PR RFEREFOT LT 7 ?éﬁmm,&%ﬁ’m@@%mm;
Fed~Easide L“"d—.ﬂ%\ﬂ.ﬁ B BAP D AR DE RS>
FAG - BRBAHES S Eo4eT

T
B

B2 4t it e B e L
pEi 1234567 Bk
BE 1234567 BB

Lo ﬁq%%ﬁv‘;‘}*"%}\& {{T ﬁ&—a%%;ﬁ_%gﬁp}%m L,ﬁ)},@t)‘,ﬂ.ﬁ
TfE o LRIE R R R R AL 28 B el o A 0 3% R X B
&*’\;}‘"?I-é__—f‘; ';“&ﬁ/),)g = w q_%g;fiﬁz_;‘ﬂ ’f"":ﬁ:,\:ﬁw 'FBil‘Eﬁr} ; 3, ¥
&R R A EHP R OE AR o

(2) FRBEHRS

M M58 (multiattribute approach)® g ) g 4 end & 4 5 FT B4 2 p) K f
PIE = ‘«PJ F AvR i 1ok A2 & - Fishbein(1967)~Bass 2 Talarzyk(1972)
Wilkie 2 Pessemier(1973) ~ Doyle % Fenwick(1974) ~ Oxenfeldt(1974) ~ Jame -
Durand % Dreves(1976) ~ Kuruvilla » Oliver # Bickle(1994)% & p# * 7 ~
B2 =5 T R % o (Birtwistle, Clarke and Freathy, 1999) James -
Durand 4v Dreves(1976) 2 H A 3 @ B F v A2 1 A )02 > § i g
ﬁ®EWEW%mn{’jfﬁwﬁrmp R IR T Sl B o

}}E”%mﬁ{:;"ﬁ PR L

3

>‘]
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1. Fishbein Model(1967)

FABBRENY RE BB PN r%‘j{_?ﬁ_‘;‘J (fishbein
model)’ - Y

— B (expectancy—value model)(% F 47 >
2004) 55 Gk 5 6 £ BR © BB DG F F A 6 S AR 8
m‘/ﬂ 7 ﬂ L_g?,%_ g&g B4 J:,Emr), mf%”’ ¥ Lua@,x ?fﬁ_}\ﬁ‘iq} S
W~ R MR 7 e

BN A BRAREDENE F
(1) ¥ P &4~ 3 & (beliefs) 358 B o
(2Q) ¥ &an®k o

531’%'1&?} FN A T AT

n
Am:me
i=1

Aacr % TR - 173 PR
Ai £ 7B P o

Bi # 7P EEiIDTERR T2 B oS o

N 47 fltenicp

BEAR R LR 5 5 ARG P BRI Y s e
F{ﬁﬁ&@ PR BB F G 0 A4 TIREB DK
7% | (Hybrid Model) -

2. Bass % Talarzyk Model (1972)

Bass 2 Talarzyk ﬁ@—%" 4 "gf’ st e i A SR e o RS en

PG Rl E R ﬁﬂ%%mﬁ&oﬂﬁﬁﬁmam%ft

n
%:wab
i=1

Ay 2T HFTEWDDER -
Wi 2 7B i hEEHAEL -
Bi, 275 Wb ianEaliz A -

N 47 fltehicp
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3. Cohen - Fishbein % Ahtola Model (1972)

Cohen ~ Fishbein # Ahtola 7 #-§ L % #5440 3 2 4% ) Tag § 42
— ¥ & M # ;5% (adequacy —importance model) j o }* H58  HHEanE & 4
oA Bl i o HIEGN T  RIRIEH TR AL R HER
B s BB G B BE N d Ao

n
%z}}Mi
i=1

Ay 274> F 0Pl A -

Pi %27 $mfh HitichE Lt
Di &7 $hiian=y

N %7 Btk

*Q%F%rﬁ’?}g ??’II“’”?KFF¥ }ﬁlﬁ?%ﬁﬁf“ 'r"%:' ':P?\J’—Li-jfé
Hrg 2R B Rk gk ﬁob P8R anp B R S LR RIE L E hA B
AETHRY ZRBEE AL AT hfrd 2 2 o

-8 R_ojE

~ o~ Tanael ) PR

741 5§ ~ 7 Kotler(1972, p. 48)it & Tl e A F 5 2 % vy EI‘*‘U%'J%' =2

o Qe enp 2 S EIRE IR EB PR ¥ A 11,&;.33 Gale(1994, p. xiv)
WwEl WiE e 7 '—W%‘*J u% ®omifEr £ —fgmﬁﬁﬁ'z\»ﬁ"f‘ﬁ)ﬁﬁé(l999 )
FL2pniped - faipmppedms HE T nomi s 2 L pal § & -
N ERBALE APz S% S A WA BT 548 ¥ T eng 2
A ies ARA oo s FE B @A s > T fﬁ{g AN )
I\m(Magretta & Stone, 2002, % v A% > 2003) © F EF 3F 3 b 0550 0 de
é_wm’? N A EEA R R AR E (BRI R o Mz < > 2006 >
*8®°thmm%plﬂﬁﬁﬁwéﬁjugﬁﬁﬁé?ﬁg kR Ry
FiEORIPEPTET A e (D BN R B H ko R R
RS AHEFFT S FERUSF RO L QF L) F A& &F
11 F ) Lﬂ_’«wff MBROEF TR ELLART A DS 0 R
sl S '(4)1%' EAEH N EEI i 2 BTG AT F o Zeithaml(1988, p.
- F R R B S R B B (R 221) 0 B
Ul B e x% lg‘;'*‘f':'&i?ﬁg l’f‘-°p‘ 'fqz;f;f; e SR i BB BAKS
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m I% T LL&}-’E&W”?LN g Aot % o

o a1 [ Y e
v A
N HQLW ESaL MR
A
TR TR
R TR

B 2-2-1 e~ &5~ P eokea)
Tk kiR @ Zeithaml(1988, p. 4)

Zeithaml(1988, p. 14)12 954k 11 enip Eag 3] > € & 24§ & (perceived Value)
F A jﬁ*ffé_rr-z PRAR T3 e eEF 2T AT R 0 ﬁ}bi}\l% #* —'ﬁé“ff“r 4
(B B/ FHROEFEF) 2 775 (WEFDTAE o8 ) 74 FFHr
'—;Mfm% B s e BHP o i lan(dobf o e R A 28 L DA 4R sy
AR Pl (B o n’ﬂ—&'\;&}%‘r*—' ) g FlAaRom x% BN A o A
¥l e ffe(trade off) © A7 7 (2006 > F 18)4& I3 eh T inse i B & /ﬁ FA e
FEARY A2 R AR ﬁ-‘uﬂuﬂ P HE A K1) F (perceived
benefit)£2 is ife 1 i} 1) ek i (perceived sacrifice) 2. & &P~ - Woodruff(1997, p.
141)3% 5 B B 4 e * PR AP BL R AT g E D duEY
Mm@, %2 AR BER RAEhE - FFE & 57 BT B2 BT (S enrF e
A BrREES TRy 7a g3 2 5% - Woodruff(1997)¢2 Zeithaml(1988)
kil s I% IE‘ﬂJDIA“ %7 EEZ %;‘(}ﬁ Xenjgfe & i E 7 ﬁ""”r 1z HriE 3
HELACT A ARk 0 @ '—;Z}fm% B T‘q\/ﬂ % —““fbi PR FIEG S 0 A2 Tk
AR o

Bolton 2 Drew(1999, p. 376)3% % 7 &3z " 4= % B 5 (Tl @5 & F e 4§ M
%o *31}7% Zeithaml(1988)3% J12_ #£4 » i&— H % T ‘—,,QJT\T'I%‘ B T& A %" '%z PR
16



et LOAH#H O HATEE 2

T I% BTG

FoerH N2 EBEE- 2R ) R R

' § TR ““WM\ ‘?b%‘ WA A BARTE LA AP o

‘f*“ R el 0 Gale(1994)3a % 3o thenfr® = S 241 % p A3 i 2 @

- fif’g_ Tﬁm 3 FCR /ﬂ

PR R

rEY E:TF NEIE R J‘%ﬁ‘ BEERAY TR TR0 Ee s &
PRARIRAR ﬂ?ﬁ %mwawﬁm%wAWWaﬂ,aﬁ&,a@&m*ﬁ
I"\:' fo o ¥ é,i 4+ A2 R
#2221 T, 2 MihE, T&- T4
U T 5
n %
P | Zeithaml | 1988 | i e mT A S e (DK BLRE G Q% 5 LKA S &
Ferfl £ Q) B el e 55 (D BN I8 F T afpds e
Gale 1994 | HELTEF, 2 TR, hpHAR A2 AR FHTEARY A
R BRZ G §EI AR o
Woodruff | 1997 | B a4 5 EF 2 KPS L ighie
R4 1999 | & - M i aps o LEHafns > G2t enE pLenl & o
7| Zeithaml | 1988 | 3 i * A% A *%ﬁ%ﬁﬁWﬁﬁﬁaﬁﬁﬁ’gﬁi@*?
,% Bg%«ﬁ 7 i :Ir]_,y,_ A48 3 me% B AR ggrggz-s;% o
&
Woodruff | 1997 | i} § ¥ HASBREF=RE > A4 iR
Bolton 2 | 1999 | i % & M PRARee® L AH - $TEE L JIE 2 T N2 - =
Drew f{’ﬁl’ °
Bt 2006 | B FH Gl FEARY TA L REF R 0 2 A F o HER
AT A F A E E s AT R 2 B RB R o

-‘r%w

ATl E év"ﬁf]&_\i

Semon(1998, p. 18):5 i+ 1 g % PF [ 324 @ | 2 Jl?v P IE BT
P, A RREHT c FE TRAPE ) PRFF =0 ¢ F(DF B A
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i@, 3k 0 QH NFEFI2LRMM G Q)RELD F
BE o B FEiRs Mm@, gl L FHFRIA LY 5
Btk TeRarip &) 4
Palmroth(1991, p. 23)#% #1 = BAE £ 5 £ & enfy E4fe & 7 (- )% 2§ &

() B 5 (Z)h 2B S (2 )& 5 (TGl E; () A i Ee =
BAES P G AT

(—) % > 1 E(safety value) : € 2 ¥ fEEm 3 A £ & 0 ipr A

AL 5 AR Ko
(=) # i % & (performance value) : ip A& &% PRIFF AR E 01 &

(Z) *t % 1§ & (appearance value): ¥ d T & K- & ¥ 1t 4e3p ) g 4e kdeie |
2 Tytged Wﬂi\j\&mv 1 R TR E R & '% B e

(z) &-3if # @& (comfort value) : & 7 4 F 2 < ILehgrif o

(1) 573§ E(economy value) : # Edp it e & » 7 Ldp & F ke
B e dmE T A AR %m7mﬁ% i a RART UFHES

(=) @ A % @ (durability value) © 4p & &% FRIF¥ BIF O o

Sheth (1991, p. 160)% § % Rl 217 - & CinAT o 2 (R 2-2-2) 0 )
# F],J_‘ﬁ‘\; oI T Y B TR R *'!z AR AT Y LR X
R R OERRL BB R T - T B N G At

'r .

p)ﬂﬁ@@mmmmwwm:Wﬁﬁ%é%~%wﬁWﬁgﬂﬁﬁﬁ
Wwar o o x% (ERAY) vf’il;}ji,ﬂ ""Fl" ;ﬂk B B ik 4 i
2 .

(=) 4 ¢ W iE(social value) : 4+ ¢ ~ T4t A 5 v
FR TS AR P R g R E R Ry HE
B TR SRR JRAR AL € ) % iAo

() FHHE (emotlonal value) : i 7 ﬂ FF e > BRI L
2 EEEs N S T A i ) i /ﬁ LR AN, ol g A
(=) #o38 f  (epistemic value) * i § § Ffd i f i@ AR Kk R RATE
FTE BRI FTIOEN B F,ufr'x% [N S o rﬂzy\/ﬁ ﬁ PR AR Y R
RS es KARR o

I=q

(1) $#8 § E(conditional value) : 1345 FRMH & RE 7 > i §
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HYAS B ESRBIRTE ] LR A R ESRS T
s R 38 S S 1% (3 4}_@ ,% i oo

# i i g o
i

Bl 2-2-2 §EHEs &0 R F AN B
F L kiR © Sheth, Newman and Gross (1991, p. 160)

Parasurman % Grawal(2000, p. 169)#- " s240% & | 4 5 & Lsfats o #
! rg,grm% B e B E ﬁém v & 7 &R BE~2 5 BE SR EE AR
BoXRIF-BRESFEEFFRTAL R o B EEG P F A 4T

T

(- ) E# ¥ & (acquisition value) : Ap >+ & e f o A o T F —‘F% &
A g PRI E T e F o

(=) = % § E(transaction value) * " ¢ = = - HAF 2 2 K F m'}',ﬁ e R
(=) i * ¥ i@ (in-use value) - i % —‘ﬁujﬁ BPRFR P TR R et o

(z) 74T & (redemption value) : § & & & JRIFc2 GEHPH L >
PETEASATIE

R
™%
o
-

Bl 2-2-3 JRIFSF®RIEE TRl B 2 F
7 kR ¢ (Parasurman & Grawal , 2000, p. 170)
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Sweeney % Soutar(2001, p.203) A= 3 ¥ & T3 & A R ~ALE
R/ BRI/ EB R e 4 fi&a CFRBAT P ERE BN 19 RIEE P K
il F % T i 2Rl R 4 45 PERVAL( 2222) -

% 2-2-2 Tz fr’l% # , PERVAL p| & %

2o

[

i Hd & PIE IR P
‘ . FEZ Y ASAIRIEATA | (1) EAEE o
% R (emotional S
2 L R K (2) gRALER*

value)

(3) & @ * R IR
4) ¥ AR K 4
(5) 7 RAR LU
A g i A g (7) ¥z g R <
value) (8) i i A FLEH W AFE G
(9) iR AFF ELGAFRFR

s () k p g | (10) - Rengf

oA BRI | (1) $#F 2B 51

R AR s (12) &5 7 & X & TR %
(13) #5 7 45 enfljir- kT
(14) &= & ﬁp#‘:*‘ NS
(15) § - F&enic ¥ inde

(quality/performa

nce)

(L E)R A A& |(16) B&g s
NIRIFEPEEPIFY (1) EFIPEBEE

=+ A R (1) M e HE A - BIFA &

(19) &7 g

BR/EEF E
(price/value for

money)

ALK R Sweeney& Soutar, 2001, p. 212

FRLFTEE RN L TRl B 40 (£ 2-2-3) 7 g IEF R 2 G
BHH AR AR o EE A&?‘ka‘fi 2 G o B o EAFlEG ¢ g AR E
(Palmroth, 1991 Sheth et al., 1991)~4+ ¢ # & (Sheth et al., 1991 Sweeney & Soutar,
2001)~ 145/ % % /g i E(Sheth et al., 1991; Parasurman & Grawal,2000; Sweeney
& Soutar, 2001)~ 5573/ 1@ * /1 # 1§ & (Palmroth, 1991; Parasurman & Grawal,2000 ;
Sweeney & Soutar, 2001) © *F 7 % ?v‘k#&, dz Piasw i &) e TR

B AH RRFEIHIEFEE RN HF r"’fm% B He 0@ R §
ARG B E S S/ E ’]vé./!ﬁﬁi% ERRIE Ao ) A :u-‘f#‘m °

20




% 2-2-3 '—;Mff'l% =R ’]‘ﬁm - ﬁz\

s ..
i o
% 5 F
Palmroth 1991 (D% 2§ E(2)7 5 | E(3)H & § E(4)E{ T E(S). ‘3‘_197\!%
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(=) # 3% 8 v (switch)
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B %7 B 513.9%) | 1020.8%) |  28(38.9%) |  32(28.6%) |  39(39.8%)
<Lk 19(52.9%) | 32(66.7%) | 35(48.6%) |  60(53.6%) |  39(39.8%)
B g (3 ) 7(19.4%) 1(2.1%) 4(5.6%) | 12(10.7%) 9(9.2%)
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P
g E 11(30.6%) 9(18.8%) 56.9%) | 28(25.0%) |  11(11.2%)
54 6(16.6%) |  18(37.5%) |  33(45.8%)|  34(38.4%)|  44(44.9%)
T 11(30.6%) 4(83%) | 13(18.1%) 7(6.3%) 9(9.2%)
# 3(8.3%) 6(12.5%) | 13(18.1%) |  18(16.1%) |  15(15.3%)
AE B 0(0%) 0(0%) 0(0%) 0(0%) 1(1.0%)
Tya% |5,000 ~(F)
RV 1027.8%) | 1939.6%) | 32(44.4%) |  48(42.9%) |  44(44.9%)
¥ 4 e | 5,001-15,000 =~ 5(13.9%) 510.4%) | 12(16.7%) 10(8.9%) | 10(10.2%)
«@  [15,001-25,000 ~ 3(8.3%) 9(18.8%) 8(11.1%) | 12(10.7%) | 23(23.5%)
25,001-35,000 = 8(22.2%) 5(10.4%) 9(12.5%) | 16(14.3%) 6(6.1%)
35,001 = (5 )2
F 7(19.4%) 4(8.3%) 4(5.6%) | 23(20.5%) 5(5.1%)
A 3(8.3%) 6(12.5%) 7(9.7%) 32.7%) | 10(10.2%)
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LI L3 L10 L21 L31

T & (n=36) (n=48) (n=72) (n=112) (n=98)
Bl| x5 [0 0(0%) 0(0%) 0(0%) 0(0%) 0(0%)
g | " PR |13 = 19(52.8%) 23(47.9%) 22(30.6%) 46(41.1%) 33(33.7%)
Ef 3=t | 4-6 = 12(33.3%) 7(14.6%) 21(29.2%) 26(23.2%) 35(35.7%)
| 7-10 = 5(13.9%) 5(10.4%) 14(19.4%) 19(17%) 10(10.2%)
e 11 = (5) b 0(0%) 13(27.1%) 15(20.8%) 21(18.8%) 20(20.4%)
Tiok |0 =% 2(5.6%) 1(2.1%) 6(8.3%) 3(2.7%) 5(5.1%)
g |13 % 17(47.2%) 22(45.8%) 28(38.9%) 55(49.1%) 48(49.0%)
L4 | 46 = 11(30.6%) 13(27.1%) 16(22.2%) 26(23.2%) 23(23.5%)
PRI | 7-10 = 6(16.7%) 6(12.5%) 10(13.9%) 11(9.8%) 10(10.2%)
= #ic 1=x(5)m 2 0(0%) 6(12.5%) 10(13.9%) 17(15.2%) 10(10.2%)
X E 0(0%) 0(0%) 2(2.8%) 0(0%) 2(2.0%)
¥ | IR 34(43%) 43(33.9%) 48(26.2%) 77(28.8%) 77(30.6%)
B34 | & 8 RAr 2(2.5%) 3(2.4%) 8(4.4%) 18(6.7%) 14(5.6%)
JRIE | 2 2 3R IR 3(3.8%) 7(5.5%) 14(7.7%) 10(3.7%) 15(6.0%)
(A5 | p ¥ IRFE 5(6.3%) 26(20.5%) 48(26.2%) 68(25.5%) 60(23.8%)
A2) e B IR A 19(24.4%) 29(22.8%) 35(19.1%) 61(22.8%) 51(20.2%)
AL T HLRY PR A% 3(3.8%) 6(4.7%) 11(6.0%) 7(2.6%) 6(2.4%)
T PRI 13(16.5%) 13(10.2%) 18(9.8%) 26(9.7%) 28(11.1%)
# 0(0%) 0(0%) 1(0.5%) 0(0%) 1(0.4%)
Hu g | MpmD e 18(20.9%) 25(21.2%) 30(18.1%) 52(21.4%) 28(13.4%)
CR* | BRI g 18(20.9%) 28(23.7%) 43(25.9%) 61(25.1%) 46(22.0%)
W | R R A 4(4.7%) 4(3.4%) 8(4.8%) 8(3.3%) 9(4.3%)
TN | ERED e 21(24.4%) 32(27.1%) 41(24.7%) 68(28.0%) 64(30.6%)
NG | HEe 22 R 24(37.9%) 29(24.6%) 41(24.7%) 48(19.8%) 57(27.3%)
E) | & 1(1.2%) 0(0%) 3(1.8%) 6(2.5%) 5(2.4%)
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