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Abstract

This study developed the survey with 39 items, used Kano two-dimensional model to
classify the quality elements and combined importance-performance analysis (IPA) to analyze
the service importance and performance. The analysis results as follows:

1. The audiences of SBL, UBA and HBL are mostly male and the they preferred to attend the
game with company. The audiences usually play or watch basketball games. In addition, UBA
and HBL audiences are mostly students.

2. Within 39 quality of service, there is no service quality that is classified as Must-be Quality
Element and Reverse Quality Element.

3. In the IPA analysis, only one service quality of the SBL, UBA and HBL is in the
concentrate here, meaning they have to vocus on this service quality and solved problems.

4. SBL has 4 quality (1, 22, 30, 37), UBA has 4 quality (8, 25,30, 37) and HBL has 5 quality
(1, 8, 15, 22, 37) in the concentrate here and SSI or DDI higher than Mean, all of this quality
need to be solved prior.

5. The satisfaction of SBL is the lowest.

6. Demographic variable in SBL will affect the audience's perception of Kano
two-dimensional quality elements, but not significant on UBA and HBL. In addition, team

support in SBL, UBA and HBL doesn’t affect satisfaction.
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BSh o TUAEAR » TUA LM IR ARFUAREBYHES HBLEH 7T EHEEAN LK
BTARRERE > BHh—EROEF  HEEFFARCEGEFLEOHE -

B AT B A B7 HBL 2 A48 B A R @ AP R A 215 7T Ao A va KR¥8 - 31 A @ 2Rk

B ATH ARBEFRMETHREH TR -ZRMEKE 9 BA8MA Lho &k 2-1-11 Aiow -

% 2-1-11
HBL #t#% #27 & 75 [ F % 332

B (F17) Xk A #

REW - AT ARFEKREE (2005) FHFFagRuRATTHZAR

#1%54= (20006) = 1 S 8 IR I ST BT A AR L

FisaBEZHAR

RER 42 & 856 X4 (2010) HBL & ¥ & 3k F3k B S gy 2 ot R

RAEF AR BRHLE T HE (2010) B P ERREREES BARRE HRAAT
THBRBRERRZIAR

®&F (2010) HBL & F & 5 F & 5:E F RS 8 51

B A LR £ 2 A8 At 3

Az E (2012) HBL #( 4k 48 & B s 2 M8 £ A1 8 — b 5
3 E R A P
(B&TR)
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% 2-1-11
HBL #t 4% 21 3% 5 78 jj 57 % 272 (4%)

B (F17) XK A

H & (2014) HBL B F ¥R 5P LB EFRNFRER

JE SR &8 H MR R

Z L (2014) D BB ST BT F A&k
A R B2 B S U BT

R (2017) 2Pls 52 A %S 8 HBL BF

U SEL S

HBL 4744 12 % 48 B9t % 40 % 2-1-12 A -

% 2-1-12
HBL 174578 B 9F % 2 E
B (5F47) SURR A #%

¥ (2001) SERDEH R TR B IMA—UHBL %
PR T /M E A B

F 35X (2002) BBy b S EH NIKE S e 3 352
i

FR7EI= (2002) HAATH BB EEITH 2 M — 2L HBL

" P BRI E | 1 adidas " HrEEKE

2151

FHE - RaFEEIE (2004) SEBRBESHLE 2 0 U NIKE %8p
HBL % f

¥ &% (2006) M 2EEHTERBEDCEL IR

(8THR)
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% 2-1-12
HBL 774578 f#F % 222 (4%)

4 () XK % 5
438 (2006) SEBBIH G T £ E (HBL) ¥ &2
%
WAREH B AR~ F BAFEB|IZIK (2010) HBL & & &3k H FATH R 2P

HREL (2011)

FRE G RA PR R R R A2 A R -
LA 98 B & F F R LRI E A

PREIEI A ] (2011) @ ERME (HBL) MARFNELH
HRI HEEBERER (2013) = P TR T BRI 2R R A2 2 A

% — LA 98 2 B b £ IR R A

FREFHERAT (2014)

HBL = A J& : Nike Basketball Taiwan £+ 2% Py

FHEGG A (2017)

EHEeABFTROEZWITAZIHR — A

HBL % 4]

U SEL S

HBL # A ¥ & F 6 & 48 B A % 4o & 2-1-13 PR -

% 2-1-13
HBL 478 82 5 F 44 ] 57 % ¥ 22

B (1)

SRR 4

=l E A (2012) =45

SR 3B 83 ¥t HBL = 2348 B 2

B BE

WARE) B A RERE AR (2011)

4

Wt 7 L3R F HBL R o 38 B 2 B

(8THR)
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% 2-1-13
HBL # 7Y #2 7 F 75 ] 5F % #2%

= WES XAk %
T (2006) HBL #9383 ~ B4 ~ kR

¥ AL (2004)

EH R AKEREHRE LR

HBL & ¥+ & 3k 5t B 4 )

33 (2000)

b G R AR

g (2007)

KRB & P LR ERRZAR

THAIR AT R R

HBL 8.8 S ih & A&

% 2-1-14
HBL 3 7F 2y 4 72.% & /& 14 B 7 % 272

4 B A8 BT Fdo & 2-1-14 BT

e (517)

Xk &

F KB (2009)

HBL & ¥ &KWt FBRF LA K RAITA

Z R,

BaE (2014)

B B # BCR B R CH IR B AT A 6 %
— 24 WSBL » UBA & HBL % F@ %% 4

15

BREH (2017)

BERATH B SR T 2 A B

H-oAm P LRI FE (HBL) A%

TR A HF ~ FREER & 23 (2017)

KB AR TR T Ik~ HK%R3R
r‘ﬂ;ﬁi‘%ﬁ%g %%‘ iﬂ‘ﬁ%? AN &Fz%;éa — LA

B b I A b

THIRIR | AR R

P LI L3R - BATBI WK HBL K % BT8R - &

3 HBL 3kuk 2 #7 F #94% - 4880 SBL & UBA A8l 2 Xk #t B w8 b

12 R
YIRS T3
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AR A MAIE HBL IR n B A58 - 3R 2K B AT Bl M Bk sk ¥4 HBL 343h ML 2 s
#2015 & HBL & F 308 % 0.85 A% SBL 4 P30 % 0.12 (B EE - 2015) » {2

fie K& HBL &9 RFFMAEIREKIEFHE - AAR DA BA EAFRANBESFL -

—— &

P b e 4R IT LAES 3R, 0 B ATE M A SBL » UBA & HBL #4948 BiFF % » $ b R

A IRBLE L8RS AEMXER > KRS RA B FRIREKIF 53 BB HMAIK

AR BRESRADERERGRER FX — > ERFE A EHTAHER  RERGH
RAZEBBEYRZIPE  EYVERBP TR THRIRAZ T AT BNARALE

BEITIR  RARE (2016) BEHRERBLELERA " EHRGRGRFIALL S

B EHEGTARZE ORI EER | - BILRAARERBERREZ LR > AET
DHAGEAEFERIBAG LY > QO EN BRI > THREHENBATEF

hEE 1% B Kano —#4 % H A X s SBL 2 BB G484 B 1k &k 41 A IPA

S H X B AT SBL » UBA B HBL BRE L H 2 &3 -

=t HEETAEZGABHAR

AR R GAT BB 4 SIS E & ko @B R Bt
SREEMUBBLHEL MR TARICHBEI S LB BELTENEE > TH L
& E R F e o ARES B A B EAA N B M a9 B 4% - P. Drucker (1973) %3R.:iB
"REMBNMR R EEELRABE | HEHITAZTACECHROBRIRTLR
TR HELHEM > B RARE—FERETEES #¢2  OHEE  ULERST
S5 FAABRMFHE (BRI > 2007) -

HEHATHE A LRI E BHORL  BAERME  FIRBELE B
HEHNBREER GAHEXABEEALORE  LRHEHBE B LB LR
BE AR EELTATRGEE - LM ELITARNEE Y SHERS
W BAEEHEE CREMA - SHBEHTAHER > A0 AW BARHA
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HEHATAHANTER  ERFABHEZTANERERER  RAKTHEZ A RAEZR

4E2 o

3%
—HEETAHER

% #1474 (Consumer Behavior) # % ey iR 8k % RZ > RBEMEEEA
Ble T AT URB AR B EEITA RAEEAESRAMBN T E R ML —
AR HEETAEROER > RRALERKTHERGEHT » EEAREoTER U
Bl B HEI R ARG - Bk BN S EHB T RUAEREER ~ L5 A
B> RERBBRIENAEHTH AR EIRL AT Rl

% 2-2-1
H EEZITHZE &

24 (FK) HEHITARNBEEZR
Nicosia (1966) Radt e (Resell) 1AM BT BB -

Engle, Kollat $1 Blackwell (1968) 7T 5 A%k Z91Ek R WA B EZRZHEH
AN B BN AT A fl 42T Sh e R R
BREABRITE RROERARTHRANER

b o Ao b aa GREFAE B AR B T AR TR A0 IRIRAT

B o

Howard 1 Sheth (1969) HEHOITHRBDCIE A -

Walters #2 Paul (1970) F5 AR E Aok A A S RARFS B AR B9 R R
fTh -

Demby (1973) AAP3RAS ~ BAF Boft B A AT 6 7 Sl SRR

ok RAEFHLATE)

(8THR)
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* 2-2-1
HEZTHZEE ()

2% (1K) HEHITAHANBEER
Zaltman #2 Wallendrof (1983) & — AT A BRERFANRE G4

\:Fr
PR Rk Fo kA AR E B RS AR T B R
B R -

Schiffman #2 Kanuk (1991) HEXFHR BE LRARTHELHERBEZ

iThA UHAEREER -

Engle, Blackwell $2 Miniard (1995) A& XA ETRF HEHRREE L RITHZ

AL Z B PRAE AR R R -

B4 (2005) HEFHNMAELGHRAEE & T — 47

IR YLAT B e PR o

B % (20006) HEXEMEERBY— 288, A5 FX
FER S BIMARE S FERIE C BEARMES
TA e

wiEIE (2007) HEEBTHRE R » £iEFF 3R
1E AR B E SR 6 Loy iEE) o

THRAR AT R K5

HEFNITARG E—BREMHGBRE O THHEHEAHTHEE TR/ E
b R IRH o BB ATIR A B AT AR F B R E E AR E B L AT AR IR
UREEBHEAHB SRS HLEOER HERSOLE  HEORESK BEMBE
MR RS 2 ST AR Rzl Rk HEXTAREPIZMA
ERREEZE AR AEBEOROIGERGLE & TR E S RBH 6 — RS
(ERE  fiAfn » RE K > 2004) -
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= HEETAEKX

HEETANAAMARCHN S ZHRE T RARNER > TEER T2 A EEH
B R E > ARARE G % RERARN BH0TA > LB EER AT R 048R
Fo e Lo RFFFAF L Nicosia # X ~ Kotler # X > Howard $ Sheth # X f» EKB #
A B EATRA -

(—) Nicosia # X, (Nicosia Model)

B Nicosia # &% 1966 F - BA N BT ARNESHHINERE - HEHX
ARBEREZRENEAREELHN  RHAAGTHARESREE L E &S
ITHBA A 8B ERBRE - HEEORETHERE N RE - s XM obik
RIRAZ D MR IA T W3R 5 > 4o LUTF3A:

1. E:REE

B GRS T8 A EMGAFETH I NF AR AR ELNEL K E
HA B RBLKR > BUAREE SRS EE
2. AMARE R

HEHXEWREEZL  XEHIRFE DR DBIEMIM A NIEATLORE B EA
EEERAEK -

3. BBEATA

HEHEKBESHRBILRETRIBETA R ABMBIEET > B EE &L
BRERERS HEANBRRFENMEFTRRELE -

4. B EEE

HEHXEWMARERESE  SHHZERLEALNH RRRXBILAEER  BE
BIEAT A > BB RN & H e RIEBAT BN 8 - 1F AR EITH R btk
W WARIER -
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Subfield 1 Subfield 2
Firms Consumers
Attribute | Message S Attributes N
Exposure (Especiaily > Attitude
Predisposition
ry
Y
Search and
evaluation
Exp:srience l
Motivation
Field 4: = -
Feedback - e
Decision
(Action)
Purchasing

Behavior

2-8. Nicosia Model - & #} 2k /& : Nicosia, F.M. & Mayer, R. N. (1976). Toward Sociology
of Consumption. Journal of Consumer Research, 3(2), 65-75.

4 E prif - Nicosia 8 X, (1966) #9 EFRA$HNE LB E A RMER » RMEZRNE
BiITEAS > BHRANEFARGREBETHO AT TREBH
(=) Kotler # X, (Kotler Model)

Kotler (1997) 2 A &5 H60 " R-RE | X eREFELITAHHE—
BN A 0h 842 BB E R (B24T8Y) RBIEH EHey" 24, (black box)
EAEME ERANARRIE - SMER Sy R @ > — F BAEAE % B B AR
& BRI R BAo &~ BT~ BUEF UL E o BH B BRI MR e R A
W B RE B R DA R AR RN A S SRR R UAROH B E -
HEHBAETAS AHEEQHFEIRRBRERRIMG - F -0 AHEHOHEN

AR E N EEH M RA s AU e BA S SHEE S E G AIRHE

H WA RBAE > A RAP  HRIF > P RRABBRITAZE -
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Kotler Model

Marketing Stimuli | Other Stimuli Buyer's Black Box Buyer's Response
Buyer Decision Process
Product Economic Characteristic | =IO ITOCES Products choice
. . ~ : Problem recognition Brand choice
Price Technological Culture T - S RSERRIR
Pl . SOCii\l lnrm mation M‘L\lth l)t‘k\lt‘l' Ch()lCC
ace P()lltl("ll Pe |\‘on'1| .’\Jtt‘l'l]&“i\'{‘.\' L‘\';\llldn()l) Purchase tin]ing
Promotion Cultural Peveholoaici Purchase decision Purchase amount
Sy¢ ca
e Bl Post purchase behavior

2-9. Kotler Model » &3} & J& : Achrol, R. S. & Kotler, P. (1999). Marketing in the network
economy. The Journal of Marketing, 63, 146-163.

% i Kotler # X ACEF AN & F £ 3 ATH AR B T HAL RN & RIE 6842
RNV E—F oM A EHTA -

(=) Howard #2 Sheth #£ s (Howard-Sheth Model )

Howard & st 42 1963 442 i Howard 4% K » 2% % 1969 441 Sheth £ i hkay" The
Theory of Buying Behavior | ¥ » 32 #1145 244 89 Howard-Sheth # X, - #2523 & Lfo ¥ &
St B B 4T % - Howard-Sheth # X320 & R Sk @ B 4T 4 » K & FHehh R
DTREABE G g kR B SR 2R (1) FEiztey B (Extensive Problem
Solving) ; (2) A MMk ey P RE#&& (Limited Problem Solving) ; (3) 1547 M &4 P 28 A% ik
(Routine Problem Solving) o v9 %8 4% $L LA TF 5l 4k :

LEAR %

AZRABGRHRATF (1) ZoBERLEEE TEARTELHBEEENELR
HET Q) SOWFRMARMANEL  FLALE LA SE DN FIRMNERT
(3) Edhg M mATRE R TEEMNHR T -

PRSL R L

B EEBEIIER SR ANES ARV REAE RN L A5 nE g Hmns

%
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3ERER

RAHELABME LiTAN—RERE - 002 N Be - BE - HEHERM
BETAEDMEBEE -
4.9 G B

SIERBFRABREEEARBRYOARN Y 22RO B ® () &&
BEN  BAHEHGEN  RIREAK  HEHMEE Q) HRVEN B E RS
By E B BRI AR ) SLAE A B B R -

Inputs
. . Outputs
Stimulus display Perceptual constructs Learning constructs P
Significative 3 !
a. Quality 1 ' - 1yl
b. Price . 1 Intention ' | Purchase |—
c. Distinctiveness o : ™ T X _I
d. Service Ve Confidence - | '
e. vailability ',% searc "| [ < ! . |
Symbolic ! A : | Imtertion
a. Quality f | I }
b. Price ) rr— o A : A e J
c. Distinctiveness Imulus ) - Attitude L ! i
d. Service | ambiguity |< ! | v | Atttude | _I
e. Availability ! ' : A
Social : | A | ' Brand
a. Family ' ' l 1 Fomprehension |
b. Reference groups| ! ' \ Choice Brand ! A
c. Social class | | : Milives criteria IComprehension : J
! i * 1 1| Attention (e
——>information flow |\ ¥ ¥ \ 1\ \lr :
! . 1
— *eedback effectyl | Attention | pe"ggg“' E Satistactior| !
I ! I

2-10. Howard-Sheth Model - & #} & & : Howard, J. A. & Sheth, J. N. (1969). The theory of
buyer behavior. New York, NY: Wiley.

() EBM #i &, (Engel- Blackwell- Miniard Model)

EBM #i X, 75 4#% % EKB # X, - #2474 Engel, Kollat #2 Blackwell ={ir 7 1968
FHARRE R — ARG EZ  EBBM X £ &8t ReyE37 (1968~1993) > {2
f % B RAE3THE > Kollat B #3831 & Miniard Ao Af53T » BT I 244 204% 4 EBM B R, -

1993 #5378 2 EBM B X 5 A w K3 " B ;T BHRE |~ "R KRB
2ok BERAREGEYE  BWANMERLYE AARAHENE R EBM

BAGBHEAUFELEARNBRAG S MUK EH A DER T RRFHN AN
TR A BESCHEAMONAERNERLGR EX AR AR - Bl &H47
B — RGN EE  MIERRMEA ITE - AT 5 EBM B X K3R 455 5] 148 ¢
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1. #I#&H A (information input)

BAMRBREET AR @ (1) FFTH KRR w AFLAZF& T FAa4E 5 (2) 4744
R do o ARG FATH Rk o SBEL TG RIBOH B RIS - (TR BRI
BRI HHEELEARRELDE
2. BRI (information processing)

AMREEHERE  EE EH BHIRGYUEME  TEABKAK > Bhe8
FHHEE HEXRRBANNCHEETRBROE T > MmARERN LT 2R
DR FHRL » 2 BBES B AR IZRFE E R e

. R RiBFE (decision process)

SRR A EBM B XS » 225 A CESEH - 3 1 FRAED S TNLT

RATH &3vf6 W8 HE  HERTFRRRE -

4. 3%k R iBF2 2 4 3 (decision process variable)

HEHBTARBEFEXINGHNTIE THABARFREREDER T - £18
ABEFT @A HEHBTR > Btk > Fodli AR BEBEATAR  AREPE

REr @A @R~ REH 7 REEREfH e ER

.- e Nead :‘_
Recognition |
) Environmental Influences
l = Culture
e * Social Class
\'r_lt srnal Search -
search = Parsonal Influences
.
* Farmily
+ Situation
Pre-Purchase
Evaluation of
Alternatives
viemory
l e Individual Differences
s Consumer Resource
- l Purchase < * Motivaton and
Involverr
b
| [ NSUMPLOr |4 * Attitucles
. * Parsonality, Vaues
ternal and Lifestyle
earch
FY Post
OF mpor
Evaluatior
I 4

Satsfaction [

Elv‘_".»lrf'lur'!

2-11. EBM Model - &# & & : Engel, J. F.,Blackwell, R, D., & Miniard, P. W. (2001).
Consumer behavior 9th. Mason, OH: South-Western College Pub.
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ELEBEFATHAEXT EBM BXZ B A EENHETA > §XERBABA
REHE FNHESZABEARGR T CEBNIIARTRARRRAERESNE > LEHK
AR EREWEE T RBEETA Kotler A RA EMAHEA FMRE BT E
FEEAT A - A RBEMZ AT A - Howard-Sheth X RIA AR EH MR BENER > BEL
RESEE TEBREXFADE N B BBROVE HABRD YR 242 &
B o AR A EBM # X 4T SRR FS o B Fo 4R 3 ©
= HEBEEORRBE

EBM # X B @580 » % 1993 FHEBRm » RBATERBRANFE  REBLEZ 4N
&7 & %47 A4 X > Engel, Blackwell #2 Miniard £ % 2001 32 %1k 45 EBM # KX 42 H
Consumer Decision Process (CDP) » #8347 & # 474 o982 - HEF A RBEBE XA
CEERME : FRAER  BMMF  BEATS EFL BE  HE HERITLAR
B AT a4
(—) & K#3% (Need Recognition)

FREAAL CDP AWK -5k BEBREMLNBEEERABNERR $HE
FrRE AT TRRERERREALZEFAN  ReA 4R LA 5B TR
BE RO RRR B o By 9 A B YN E R O A R

(=) &I F (Search for Information)

ok
s

THEEWERAAL REEBRNNILYMEIRGELFTEHNERNAELE N
14 % (Internal Search) s 4 & 485 Fo 48 Bl &0k R M AT A 09018 - BREAE AR E A

nm’: o

8 5% 5 9M3RIF (External Search) &4/ IR (4935)  MERR (EREE 4

ANB) BRIAARR RIAEFLR) -

(=) BEE A7 H £3F4& (Pre-Purchase Evaluation of Alternatives)
HEEWETNZIE  SRBEBEEARBANERRTEF E - FEENE RE

Bey) —BERATTREDEENELN AT BTN EZRE A

BEHRAETR BAGER A0 REE  SFHRBEHFMYESME L B FEHFF
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EARE  #M3FLLC B Y A& R EBRM EZRI » AR BhofTEER &~ HJE R
REEF O R R - R R LU B U R F N AR R F AR R EF4E -
() # ¥ (Purchase)

LEBHTFIEE HEEKRFLMENEE BEEESXIMELH BEN

BHBAZEERE  HEEXoHREVBH I EALBEER -
(%) % & (Consumption)

R LG HEHERAESLFRMAEE Wi TERESL ST N ES H
Aty hERE
(5x) 4 &4 3%46 (Post-Consumption Evaluation)

HESHERT  BHEEERATNMEAMN SHEHERLIMEERLE HE
HFERETHE o BAERBERALFELR s RZAAT RHE |  HELEHZ
ESyE o BESE > BEZRUARR -

(£) K E (Divestment) :

% CDP XY ZBME RENTXNGTHAZEL ARG E RMERFLEEOER
EETREREN X -

W LB

Park + Mothersbaugh #2 Feick (1994) # 340 R4 & A %48 M &5 » f£ F B L &8
i RO EBRFETLLAZRNAER»BESERA ERNBE > Mt REHRYER
EERE Bho REE A DM SR - L8 ATIE LILB AR § e A S -

Sheth (1991) 3R & H & E A TR Se)BFT AR > §XE - RS MHE DI EMGEE
Mty ERRBEAAMENE ek BAERIIAVE) EWEME WEFE B
AERBHELE) WESH CTUL— ML —#5H —EhsRA=FFk-

Kotler (1997) 2% & & — 404 7 09 32 FofL S B PLAR 40 A 00 T P82 - & % B
MR R E SR SMRA N S SR s a s AN B AR c R LS
HH R KT AT E BB (Product attribute) &35 & A F RAHHE » L& HAER
FlARBE 25 (AeE B RRAWEE) Es - ZRrEGEABRMERE ROIEETE
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EFeyi8 T RFEGER ~ REI A AR R E 9 E - £ & HRAT R4y &
M ABEREGBEMALZAERAROENR ELBEREXBN R LR EOBE  BAH
EHER TR REBRESE -

FHEHHEAREAME S L ARTE 2 EMA—BES (Ross > 2006) » H ik
BMAMESHLAER L ELBMN  AARARFELKR (1984) 2L REBREHESH 2
Eu BT8R o5A (1) REBME - Q) BABMKE - O) #REMHAE 4 T4
B o BIKR (1984) HEBHEZ X HLoTF -

(—) B B M (Essential attribute)
BRABMAIEESLHIZ LS - FEIBHE > REBERTEEZAHEML - 4
%R MALETH LB R LB E SN > ESBATRERE G SBARMAE -
(=) KX B (Formal attribute)
BHBTIHREHEHNER BBl —HEROHMEIR - TUHE R~ WEHE -
R o — MW R ELHAL A B S —F -
(Z) 404 /B 1+ (Perceived attribute)
foFBHAFEFHAEASEEERONE  FEATEHMALRI > MAEBNE &
WAL TTHEA — L — A e —HERAMEY T O THEEHH Y
REARGHRI - — Mz > B REMEEARBEZCEIR RHEERESZ
Flagzag) o
(w9) 74 B £ (Augmented attribute)
LA MRS~ T8 FHRES R X
AT AE B E S0 B M B 2 SURBK R 3E 4w & 2-2-2 PO
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* 2-2-2

BB A8 B Bk
Iy
N B A& S W KB ho 48 JB 1 74 B
ECXS)
A5 (1998) (1) LA SiE (1) &% (1) feJ& A (1) s Re &
(2) AR (2) 1B# 3 %0

(3) ¥t
(4) R
(5) F%
©6) me

() s

21542 (2012)

(1) ra#ey 1%
F RN

(2) Atk e 1%
R E %

(3) ratkey &

(7) ratkehm K
KB A

(1) Aatkeysha

(2) fatkuyEa e

(8) fatkmEE
Aol

(1) Aatkeh sung
%

(2) 4B H9 1R A%

(1) A8k ey 4%
A PR

2) BRWBE
HEAS BB

(3) #Rptiatk ey
A8 B 4%
2

(4) F) 5t 3

BRH 3R
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* 2-2-2

A a7 B (4R)

X5y RE

UG

R

T RXB

b S 1

e, K

21145 (2012)

(8) MRS
B
(9) A8 ay %) fE

Hp AL
SLHR
(10)48 ¥ 8y 8 &
3
(11)48 # AR 1E 1

) A & A P
(12)+a T A &

4150
(13)48 #& =T 2L 5b

e
(14)48 #4 # A5 1%
*
(15)48 # &4 3 %

s

T LA EpE

AR (2012)

(1) F#uy 2%
PAR)
(2) F#HMEH

(1) Frehshi
A

(2) F#wBEe

(1) F# et H
{3

(2) FH#eay1E

(7) FHehsmy
1735
(8) FHeyRA

= & (3) F#HI AR A & A 42 R4 H
(8THR)
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* 2-2-2

A a7 B (4R)

-1y, R

1% CER)

R

7 X8

%o 5B e

G R

REHS (2012)

(3) FHehaE
FEHEBER o
(4) F#eEL

(5) FHehiaE

(6) FH#knyEiF
TR
(7) F4e0 %
{4
(8) F A M Ao

X % itk
(9) F stk
Tk

(4) FHeH
(5) FHewd B
(6) FHew) &%

(3) FRAHS

(4) FHAEXE
W 5 R

(5) FHAER R
T A A

(6) F#kAE R BR
ok

(7) FH# ey g
S0 4 B

(8) (8) FH#ey1H

s

=

(9) F#eytRE
15 R F
(10) F #% &9 1 5
(D) F#e918 &

HEIE

R 7 RL (2014)

(1) &2 4 2
ZE

@ &

(3) FAF

T

4) 2%
(5) BIEE

(6) w3t A

(1) &2 %£%

(5) Ee&
(6) Ae

(1) ARAS

A
(2) ARFs BB

H

(3) MRA% R F
(4) REAEH
(5) 3T AR
(6) B

(7) A1¥ & &

(1) Ri@feA
(2) & =R
(3) THLARF
(4) 4 b

(5) 2™

HR AR ¢ AP IR
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HELERTARRELBECARZOER EFHLERAS AR EXRATRARL

B HNEHEFLZEGRA > AATTRBEHNESHHBRREY E S AR -

¥l (2003) HEHEXE>AEHHCEFREHH L E ¥

(—) EHPCEE  REGTHNERREX B ARELORE > RAHEDT

BOHR - EHPCEFERXALTUT TR 2 ATAMGEYRB L BT

MEESRGE  EHFTEERRSGE  EHRENELRE EHusnmeE ¥

BERALOELE EHRALORELERETCE -

(=) EHFEEA X AEHRCAE XN THXITARALNEMAE X - QR EH Y E
¥ EYRGIMB X EHARMEH X > EHANERE - BF EDTRAMRT

¥ ERHEBRBAEX  AEMEHEURIE  EHREE EHR LXMW EFRLL

RIFFIBEAAREH (2000) 2T & > BAMEGHAES 2 X2 AHH & > BHILRE
EGBHEZRE  BRAMEEY LA LB KB A8 B H R F g 25 1 E

=3y W BERATEH FHRETHHE » HEE ML ok 2-2-3 AT ¢

* 2-2-3
B E B by f5 G 1
Eou B VR X LW, Eid %o 5 B M PTAEB M
1E & (F17)
Collins (2005) (1) The stadium is (1) The stadium's (1) My view of the (1) Transportation
clean. physical game is good, options to the
(2) The stadium's facilities are given the price stadium are
design allows fast visually I paid for the adequate.
access to appealing. ticket. (2) The stadium's
amenities (such as  (2) The design of (2) The stadium layout allows
toilets and food the physical design enables for suitable
and beverage environment for me to feel interaction with
services). the Super 12 is involved in the other
excellent. match. spectators.
(BT R)
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* 2-2-3

B A BB (8R)

X5y RE
VN Eid 2 Kid a5 B G, L
B2 (-17)
Collins (2005) (3) I can reliably (3) You feel safe (3) Security staff

get a car park.

(4) I can easily
see replays of
the game on
the “ big

screen” .

(5) Sound

systems are of

high quality.

(6) Shelter from
weather
extremes is

adequate.

(7) The seats are

comfortable.

(8) I generally
have enough
space around

me.

(9) The stadium's

layout makes

walking to and
from the

stadium

(4) Other

spectators do
not affect my
ability to enjoy
a quality Super
12 match

experience.

adequately control
disorderly

behavior.

(4) Tickets are
efticiently

collected.

(5) Security staff are
willing to help

you.

(6) Food and
beverage workers
are concerned
with giving fast

service.

(7) Security staff are

courteous.

(8) Security staff
allow you to get to

your seat quickly.

(9) ecurity staff are

able to answer

it easy to get questions.
to and from
my seat.
(B8 FR)
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* 2-2-3
B A BB (8R)

Y R )
. kS 7 A fo 53 B Ty 1
& (5-7)
Collins (2005) (10) Car parking (10) Food and
is secure. beverage

(11) Scoreboards
are of high
quality.

(12) Car parking
is adequately
close to the

stadium.

(13) The toilets

are clean.

workers are
efficient.

(11) Security staff
enforce
non-smoking
policies.

(12) Security staff
make you feel
safe during
the game.

(13) Ticket
collectors are
courteous.

(14) Overall, the
quality of the
interactions
with all
employees
involved in
the Super 12
is excellent.
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* 2-2-3

B A BB (8R)

EERE T mam EY TRy I Ty
1 & (F17)
Biscaia et al. (1) Theseatsatthe (1) The (1) The (1) Public
stadium are stadium is accessibilities transportation is
(2012) comfortable. (F visually to the stadium a good option to
o) appealing. are safe. (¢4 go to the stadium
(B ) ) in game days. (R

)

3)

4

)

(6)

The cleanliness
of the stadium is
evident. (B %
)

The seats at the
stadium have
good visibility to
the field. (& %
)

The concession
areas at the

stadium are

good. (A i t%)

There is plenty
of space for
parking. (& J&
1)

It is fast to get
inside and/or
outside of the

stadium in game

days. (R &)

)

3)

The spectators
feel safe at the
stadium
during the
games (& &

1)

There is a
sense of
security in the
stadium. (&
M)

)

3)

4

)

FEHE)

The stadium has
good
accessibilities

(RJEME).

The employees at
the stadium
respond quickly
to my needs. (T
EMH)

The attitude of
the employees at
the stadium
shows their
willingness to

help attendees.
(T )

I can rely on the
employees at the
stadium being
friendly. (7T 3
1)
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* 2-2-3

B A BB (8R)

X5y RE

YE# (517)

Ve Fid

R JE

kot B 1

GEY T

Biscaia et al.

(2012)

(7) The entries and
the exits at the
stadium are
made safely. (%
)

(6) The
employees at
the stadium
provide a
customized
service. (7]
M)

FRTE (2006)

(1) BAFREK

(1) &F K

(1) FIZEEH

(1) & & B3 MR

35 X 38 B4R I g 2 A B ey R
) HE R EE
Q) BEHFR(EHR

2) =Exre  (2) BHHEK B R kR

3.3 W EEE Z)
. A GIES )

(3) HEREFH & (3) & F IR IG RS
K35 6l B 47 AN B OIRREARS
3.3 .

(4) A& F K35 P

4) BFNHKG ANB ¥4
JE AL 4T3
" (5) A& F MR35 P

ANBEYRIFEE

(5) BEFHHHKY

0) BHAHKGHEE
et () Bk Bk SR
. P92 o918 F) M

(6) A F
N I 2 AZ T
35 7]

(7) &=FHHK
N B F
R A

(BTR)
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* 2-2-3

B A BB (8R)

X0y RE

YE# (517)

Ve Fid

A JE

Fo %

i

GEX T

FRTE3 (2006)

(8) AEFHHHKy
N 2 & 5 5k
R

9) EHHHG
CES$
) 35 4% B
AR

(10) & F k35
7 S 47 4 i
& .3

(11) B F
& e 5 Rl B

2

(12) & #F #Hk35
NZ AR AE

7

(13) B F 3
N Z AR
%

(14) & F W5
BRE R

(15) & #F sk 35

AR &
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* 2-2-3

B A BB (8R)

RERE T pagn 5 o A 1 Ty I
18 & (F17)
RIS (2006)  (17) & F MK HE
Pk k8 & 4
& (2008) (1) EEARGE L (1) FaEIERE
(A 3% M) 12 A] (2 4] Bk
o %)
(2) B ERR
C R )) (2) BRF A B AR
(3) o3 g@i@f
AR (AR
) (3) MAs A B 1E1E

4

()

(6)

BE R 9
(F 2% 48)
A a8
(F 2% 48)
RFHEBER
R (FEWHH)

4

()

(6)

(7)

28 B\AL
%)

B A BB
B (BF
%)

[ B AT 2R
AN BB
(#.7.2.91)

AR F) oY B8
2H A (EA
RBF%)

RN EGR
ZHEE '
(18 F] BRF%)
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* 2-2-3
B A BB (8R)

EERE s Y Iy T Ty
B2 (-17)
KB QU () REHARRSK () FER () BRERG () RERELE
ZHE -3 AES I 12 A+
%
Q) =4 AR
3
() WAL 2
B AR A PE
FAHE QU3) () REARE () RERR () MERE () aed

(2) JEfrsTiE
(3) BHEF X
4) FE@AlH

27 >

axX a

(2) 5 AR R IRF
(3) ANBRFFEE
(4) HEIE

Bk (2016)

(1) #%& % #on

(2) RERKMHYE

(3) &ikir

(4) Prdieikmy ¥ 4

(5) iR

(6) AEFE

(7) B1ATE &

(8) BLFS Loy iR
3

(9) HIF MRS RS

o
5 8

(10) A& %R

(11) JEAr47id

(12) 35eE3ci#

(13) 33z o2 4
(14) HB 2

(15) 258 5RY,

(1) BFohR @2
#|

(2) MRFs A B a3
FREH

(3) BFABHIR
JE S HRAR Y

(4) A AN BB
FE R4

TR AR

P b & AR B AR SRR

FR o™ -
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* 2-2-4

ES AN Ry Y A

-0y R

YE# (517)

Ve, Fcd

A

o 5L B

G, K

ARG IE

(1) EEREHmE 42

(2) 3K F

(1) FIZ B4

(1) 354E2E X

(2) Bz E R Sy Rt @A
(3) I«kiifj Pq 57}\?/]?7? (2) Lj{igj éﬁ"}?’i\ (2) H&%%A é\ ﬁlé
(3 Bp B A2 R B
;I“: 7}‘ *4
s -
(4) ﬁEWE&%m VAR (3) H&%%Aé\ &
(5) AEH 5@ G RER
(A 3% M) (4) BFs AN B &)
(6) R F M B E L B
% (5) 8 K89
UETTES feAl
(8) A 4Fi# B
) 1% A2 A
BORHRIR AR R
BAMEY)RFR LR ok 2-2-5 Ao ¢
* 2-2-5
BT FFM
Y R )
. Bk J 7 A fo i Ty 1
& & (F17)
Collins (2005) (1) The games are (1) Pre game (1) Tam able to

usually

exciting.

entertainment

is enjoyable

socialise with my

friends at games
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* 2-2-5
A EDFEFHE (H)

EERE L gamm mRR eEER b i

& & (F17)

Collins (2005) (2) I like the range (2) Half time (2) Match programs
of food and entertainment is are informative.
drinks. enjoyable.

(3) I am generally (3) The atmosphere is
satisfied with exciting.
the number of (4) T am kept
tries scored in a entertained
game. throughout the
(4) Match officials whole experience.
are normally (5) Going to a Super
equitable in 12 Match at Jade
decisions. Stadium is always
(5) Food and an excellent
drinks are of experience.
good quality.
(6) Players display
sportsmanship
during and
after the match.
(7) The games are
usually fast and
flowing.
(8) Match officials
generally allow
the game to
flow.
Biscaia % (1) My team’s (1) For the game to be (1) The show of the
(2012) players have entertaining, it is <team's mascot

good skills important that my name> makes the
team performs event a unique
well. experience
(#TR)

53



* 2-2-5
B E I ET FEFM I ()

Eou g _
Ve Fcd /W, i3 508 B M 5T JB P
1 & (F17)
Biscaia et al. (2) My team plays (2) My team needs to
strong all the time play well in order
(2012)

3)

4

for me to enjoy
the game

The
clapping/singing
of the crowd
helps to create
good atmosphere
Listening to the

crowd helps is

enjoyable
(5) To hear the
crowd cheer is
fun
(6) The chatter of the
crowd creates a
pleasant
environment
FREEF (2006) (1) J&F ARSI (1) A 3kipiat
A B R T e Z W ERGBBA
HRAA A
(2) BFMHIGEIE
A B 8B AR
FIHR R R
HEE (2008) (1) REETEE S (1) tbep] ol
B 38

(2) RAZR R BT R 15 %
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* 2-2-5
B E I ET FEFM I ()

B I
AR Y 1

YE# (517)

LW, L2

o S 1 GEY T

KB (2011) (1) BREROE
7F/ i;—z-/;w@i]}?;

(2) B R A E 2

(1) b Bepay3R
AA

Pt
(3) 35 Mk 46 3F
wE F b
B Q) () mFRE () WERR () BURREE (1) BRE

(2) MEAE

(3) EEAEar

4) #33

(5) Biir

(6) hEEER
(7) B BeEtgsr
(8) ##k

(9) ¥KEF 7 HR
(10) LR F

(2) B &K
() m&H &

Q) E2%%F
(3) BIR&LE
4) FAT

(5) AFELE

& KA (2013)

(1) 3RERY

BRE (2016) (1) KB AKETP

271 ALY

(2) oL Ls
ANith &

(3) #3k B a4

7 R AR AR

A5
(1) BB R AR B
e
(2) Bk F R AN
ay

B RIR AR R

KEREFTURRB I EGZFFLE S

BAAG—EE > BESBXRY RA —AARNHAB MK » &L
BMEHEFF/ME LGB & 2-2-6 AT
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* 2-2-6

AT RH I FEFG

s ‘
% VXY T 5 X B T TR VY T
(EAEEED
AP R ERE mppmagy () BEKE  (D)ERERFA (1) £LEF
S il A RN
a R
HIGIERA
B 3R Ak
W RER
e ¥R -3 A0
A
BE
Bk H e
AT
FRARIR AT A
BEAWENITHEEHBMEEE o K 2-2-7T P17
* 2-2-7
B BT T8 T S
Y ‘
. XY 1 X JB 1 Jo B Ty
(EAEEED
Biscaia % (1) Being a (1) The club

(2012)

member of my
club brings me
benefits

delivers its
services as
promised
(2) The club
provides its
services
right at the

first time
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* 2-2-7

BB T 5B B (5R)

B 5

YE# (517)

BT

7 KB o S 1

FTAE R M

FRFE3 (2006)

(1) BFMRKG T F
H e R )
AL

(2) & F BRI R %R
Z oo [0 R B

(3) & F BEIF N o
o R R ALY T B

(1) &3] &5 E
b 69 48 B AT
457 8y

(2) BH MG E
AT SR EE)

(3) BmH kG F
kBB S
6 AR

(4) 857 918
1%

(1) @i st
&5

% &4 (2008)

(1) E8 R HR RS
A

(1) 23858 554
BAER

KB (2011)

(1) &1 31% %

(1) #iEkEH)
R E—FH
BT

(2) 45 AR )
¥kl

(3) MAALF & B
ey 3k

(4) FEAF AR

FAH (2013)

(1) 35 P42 8 % &)

Bk (2016)

(1) MR EEEH
LEZY

(2) tbFE AT B RA
B EE R R A
89

(3) R [T LA B
R85

(4) Bz A B d

o

8

(1) kA H &£
F#%IF2K B
x4

() kA K G A
EHMRBED
%)

(1) B s oY 3K
I
&

Q) BHRAKE
SR E S
Q) BBRAHEX
EE

THAIR AT R R
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e T SR BB AT P E B4R B SURK - A AT A E B b o 3 R Y AU

ZHEE AR RRBTHEGRA N A B2 AEE - B bR T ERZ T ES

ATASEEN B MR IR ho R 2-2-8 PR

* 2-2-8

AR F I EB T 55 1

Y
AR Y 1

YE# (517)

LW, L2

ks R

FTET M

NI R R (1) =heefe R =T 2L
GRS )
B o

(2) FHHT R

i B S

(1)

)

K % Logo
B&

[REELS )
it e

#

(1)

(2)

3)

4

(5)

(6)

AR Ay BRI B4
wéRe 8
ERY-E X
RAF R
KEZHY
A8 MR 4 E
)
REFHE
)

¥ AR 4 E
)
KA G
E BRI
B
BT by
1B #&

(1)

)

A Rk
PEI
AR Y AR
%
%
#)4E %R

TR - AT R R

K EREIRT UG oo BEHEGEFAE S B e BB AN GET AR

ROEHNMRAMEH I BHEBMLERK—RE  LEREARARE BT HEES

BRI AARA LG EH T ENRTHEEY B RGBT ESH B MR

SRS BRI 0% B -
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—— &
WRIFARFARATEATHFRTURRAMALHAN R TR EGZ B A EM T
REFWM > BEELREERBR AR EGZ B ENANRT; 0 E 2@ o AR N2
HFAHMAREEGEREREGRG LT A3 RiE@ - £4 48 88 > bk 2-2-9 Aior

AWM ARRGE Z XA G EBRF LM AR RTHE =B . -

% 2-2-9
AT G BRI
o JB ARG &b H
LRZEFR LY
23R
3.1 PR R
4. ik Fﬂﬁ
5448518
6.4 % tb & 6947 BF
BBt 7.3 M3k
8. 3R 37 J& A3 4738
0.3k 35 i By 4%
105 2% 1%
11.4% & 72 i
123k 35 P 9 4% - 145 3]
1335 MR H R £
X B 14.3R 35 - 38 43,4
fo 5 B M 15.2] 335 69 X i@
16. T4 N B 8 BRF5 RE
17. 24 N B Bt B ¥ 403
18. T4F A B R JE iRk
19 T ANBRBHEBRIEE

¥ S

(UL, JE

(BT HR)
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* 2-2-9

AT G NEEBRFFS% H (4R)

@

it

BB o E

3

BT

20. 535 4% A e F 4
213 B AR
2.85FEEF M
23FKBRE N

24 3K B A $AE AP
253K E A
26.4% F) K 2

1K BV
28.3k B a3k

29. X #F 693 B w (B3R
308 FER R A
3LAES %R EHE
32.8 TE KRG

KB

333 AHEHKE
4R BT AEWHEKE

ek W, Kid

35T AR A B %)

GEY T

36.4745 = 1%
378 B £
3. %

Ay

BT

39. MK EE

40. RATES)

41 .peep [ & R
42. ¥ 35758
433835 DJ 5T UL 81 AL
445U AR R

45.F7 F BAT a9 2 A

46.35, 35 B P dh 18 75 &
A7 Fi5 k2%
A48. B BT ATHS 75 &)

AR
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=8 MBREEREEMAR
FRH o H AR B S AR AS e B Ao BB R IR SRR T R R B ARES R 8 £ 88 R A K
TR IR AT RN B MBI EARE o AR R S H 0 RALE TR
TREH B H RIS A E o DA B o AT 8 & RS b H 4 Uk
— BB REZRRRER
(—) RAFH T &

BR# " Service | A LFE A G TEY servitum | SEE MR - BE T Wit AG
808 E (BRZ A& 0 1996) » f£ 1960 & » £ B4T441 € (American Marketing Association,
AMA) #HERB R A" A E RS —RBH L EmETREHEETEH  HE X
SR (3] B2 AR » 2009) - Kotler 81 Keller (2006) % £ A5 &: T — {8 mBIL®T 3
— AR ZAEATES KRG KA BTV > BEEXEESTHNMAN | IRIFOEET
e AT MAESA M TFTAEMN - Regan (1963) & F4& th iR Fs A A @ KAFE - 55
BRtE s AT EE s BEMR UM - RA T
1. &% (intangibility)

HAMRB TR E LB > BEEMOZRNHEHFRAT A HEHRE
15 LAAE 3 36 A R 6 AR TR R AT B AR B K B K o
2. AR 4%t (inseparability)

X R RBEEGAMED —HREHFAE M BRRALSE R
WA A Al B R EAT B AR R A 0 T DR AR B S B R L A ) — B R L
B o ) SRR ARES S8 AZ - RGBS A T BARR L
3. B M (variability)

B RARBOA S F 05 b MERRNRE R > MAARE > B{E L4 T 48

Bl 9IRS » HEMRFEH A EHERE g A R —HRAR R -
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4. B it (perishability)
— A T E ST AGEAF R o AL IRFE R B e o BIE R4 S — AR T LU
7 BRBEA A MEtBrE 0 AA REHER KA XA
R 2 MR Fs 69 Fr M o AR BRFS on B AR B B RS ARG AL o o RAEE RS S0 H B gL 0 BT A
EERGREERABEOHEE  BURAFHSLHHNRHSEREE R AR -
(=) smEHER
w8 (Quality) &5 ZMeb i 4F4E ~ ok ~ RE > — @M shty b8 2 1ES TR
M S LEF R > BREATREAREEHMAY > HloEF  BE - SHEH Garvin
#1984 FHSEEEEETEE T E > 25l A (1) BEHBIAG T X~ (2) B E S8
Fik Q) EMEREN R (4) B Ea gk (5) ANBEEN T X AT 254
o
(1) ABARI X 8y 77 %
B E RAEEBRGETEBMEE AR B ADRNT T AR RATE -
(2) AR E STk
SRHAIAESAOSER  THEGRE - SENZERATHEREWEE -
(3) B A H 6y ik
GMEABELEBEBEEEROBE  RFEHELETRNAES IR A S &
’g o
(4) ANk ik
SERIAESBART IR R RE -
(5) AN BEH T A
DB BIAAGBERERDE » £ THIEEBERASE N E A R
REHEHEARAABL
A REEH B R EE kR 2-3-1 Fiow
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* 2-3-1
2 ﬁ"?‘r“‘g /.f](i—f

25 (FK) o H &

Juran (1974) S A —#E" @AM | (fitness for use) » Bp & 5 & £ 18 F A

Rld > e RAEM A& K -

Crosby (1979) ol B A A FAZ £ KA (conformance to specification)

H—HRL ERELBAFEHEETR -

Deming (1982) RHDER—HBREHTHFH BB THERARES
ZIHEERR %A REABKEEER . MR AR E R

By 4 e

Feigenbaum (1983) on B AR ARy BT AT RR R AR
Mo BEHHBERRREBERATHRERAANGE R

Ishikawa (1985) RAEDEAEHEHMEALTR  LLTHENEY -
Bés (2001) RAEBERRBEERE -

P RERRARE BEHRRAT RRESBRBHBATHEEABE > MARA
CNS 74004 FEHRZEAMTAMEZ LI -

American Society for s 8 MR AR F P I ERAORR S SRR BERDE R
Quality (2006) HHINE O RS R P A BB EAR GO PR AR

SRR BRI R B -

HHARIR © AP R
BAYLE ML TR A EE T ML (2R E L2109 T & KA T LA
FroLEREAENRMABFTAEATNE—R @R L RAMASTHRASETAGER

-&\

R b B 2R AR L@ MA TR ER - AR T &N BIRF &

Tt e & o
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() MG H a8 &

FRHs o H AR BN R R sutty du 0 B A SR ERB R 7o HIREE X ™S
FR A% 69 AN E & — 42 % 3, (performance) » B JLARFS 69 4F IR R E WA T > L IF4H sLay
8 5T LAk B8R 8 3 4E (Garvin,1984) - Parasuraman ~ Zeithaml #2 Berry (1985) ¥ 7
st B B T & KR BAL R AT G B SRR B R PTR RR k0 B 0 £ BB o 5 F LW A0
8 IR A K R B IR AT EA E 09 A2 L RIRERHS 3% B IRy o 35 12 30 ko 0 BRFS K 2
AR AT S HRE  AIREBRE BT AR -

BRF e H A AN EHAE — R A B2 ey gyidig » BT b H SR
ANB 8RB 5 E 48 (Bitner, Booms, & Tetreault,1994) » A&} 72 238 £ £ ¥ AR 75 o

YR Kok 2-3-2 BT -

% 2-3-2
IR o B A B
2% (FR) o B TR
Levitt (1972) BB 7% ot H ST A5 RS 4 R A5 /5 & TR L prsk g iy
S
Sasser, Olsen, #2 Wyckoff BB Fs o B F BN RRFS K » R RBEIRBH N EH
(1978) i e R &G F 3 0 7T 5 A BRI AK I L o R AR A
K
Garvin (1984) RF B A —HERAOLE B4R A B

EHXEBRAL > BRR-HEEZBRAFE -

Parasuraman, Zeithaml, 2 Berry H & EZHBBE WM TR T ERELR HKiEiE 2

(1985) by £ 5B -

Parasuraman, Zeithaml, $& Berry [ T BRAS 4 B b - A AARE B 2% U AR

(1988) BREHEFHEENO LG EARG Y

(BT R)
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* 2-3-2
R o I FEIE (4)

2% (FR) o B R
Bitner (1990) FRAG s BBGRINH BH BRI E - R A B
ERAZ 51K
&g (1998) RRFs o0 B SRR % E AT BT UK B R 60 R
FRRE

TR ARR ¢ AR
LR AL SRS 50 H 69 R IR b H RN B H R AT a9 1 L A IR
REBERBFHGRT  mEIMELZ RFEZEASEIBROAL  REFTHHYH
Parasuraman - Zeithaml #2 Berry & 1985 sF32 1 &9 PZB #: 0 £ X 47N &3
= PZB# X
Parasuraman ~ Zeithaml ¥ Berry (1985) A4 H &5 LA RBE AT AR E R X A H £
BEEY > DERMAIRFS S BB BEH T RLR ARG AW G EGBR T H B
HOfFAE CERZRAHEFNTR RBAMEM-FEHEAHA D » ZIAHORALTF:
(—) # 2 — (Consumer expectation-Management perception Gap) : & ¥ a4 & & AR
BROGBA S H R 2 40 RT AN EHEE R E - B bR 6y IRFS &7k
RHBEHNERFAE LGSR -
(=) #: o — ( Management perception-Service quality specification Gap) : 4 ¥ FH#% H 35 3%
BRE RIS BB R ERTHELEES T RFE A HRD -
(=) #:0 = (Service quality specification-Service delivery Gap) : " fr & G428 #ml &
PRARFS L3 | Rk Rl o) £ 3B o gb £ BB B B ARFE o W 3B A ARG BRFE A B AR
T 0 842 P IR — B IRES - R B R A R R BURAS & W 0 2 BT i AR 0 Bk
o o
(m) #: 2w (Service delivery-External communications Gap) : B & & ¥:@0 5 K9 E S

FATH S FRAGHOM TR T RERE ORI A % EE LMD -
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(&) #: o & (Expected service-Perceived service Gap): 35 /4 & # IR B Z AT 89 #7 & Fu 2 3|
PR A% 38 Aa Bl Gk 1 o dbdk 0 X B A0 B AR B Tl e e ide B R HN R
B A PTEAFE > 5 RFAL R SRS AT I B AR B & RZ > R B R & -
Ha 5 Ao 1 £4:0 4 8% Gap5=f (Gapl, Gap2, Gap3, Gap4) » i & & H R #%

MM EREXLEBATR BF8hATHRomz PE - o 5 LEETRERD

Parasuraman - Zeithaml 2 Berry = A BB FS 5 60 % % + 43054 8 4 HHAR S 0 30 2 5t

FIRHE RS 14 HIRAS 50 ke by £ BE:

FR® 8 (Service Quality)=3240 &) % (Perceived service)-# ¥ 89 A% (Expected service)

PZB # X 4o B 2-12 Ff 7% :

CONSUMER

Word of Mouth

i Personal Needs Past Experience
Communications

Expected Service |+———

Perceived Service | +———

_____________________ I______________________

MARKETER Service Delivery |GAP4 External
(Including pre-and [< Communications
post-contacts to Consumers

/?\
GAP3 | I

Y

Translation of
Perceptions into
Service Quality
GAP1 Space

GAP2
Y
Management
Perceptions of

__________ > Consumer

Expectations

B 2-12. PZB ¥ KX, - &#} R JR : Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A
Conceptual Model of Service Quality and its Implications for Future Research. Journal of
Marketing, 49(4), 41-50.
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BERT o h 0 — RO W EAE R G ABRAR TR M - BB EFETH
ERAMA LT MBEHELHERE GRS Y WL BE N H R RS T B2 e
£IE o

Parasuraman -~ Zeithaml ¥1 Berry (1985) &2 7 /& PZB # XA Wi 2 A AH 0 4h > B
FIRAEERIT HHBEH ZRAFTLARERUEEETEETTRELORAR  BH
ERHELEOEZREAFRATEHEE > 25 L
(—) 3 (access) o 7 & H 5 70 BE: L IRFS

AR EFHE KB EAEMAEBN TR FEEEFE A E R TR
Pl #2356 W B
(=) #@M (communication) - ARFFABIE A BT AR N EH BHARHILAE D ¥R

TR B Y H E A RMEASHER T X

RPN E B RIFEER GG @l B IR R e R -

() B4EME (competence) o ARF5 A B ME B F ¥ 403k S 1 56

BAANBOEEANB 0408t o a8k e 4a Bl A Bl o
(w) # 4t (courtesy) - RAFABBERE » 5/ B F > MARKE

RABCH B H AT~ BN B IR R ERER
(&) 15421 (credibility) - IRFFIREE YT IE BAZE ABGRE M - LA B NF] 5 A E L

=

N LB BAABHBASEUARAHEFHFEZR LA -

(%) T HEME (reliability) o 45 &5 3245 7T 15 4% LA B R B 84 AR B

M B 91 4 SRAE R SR - fE45 A ] AR B ARFS o
() RHEME (responsiveness) o AR A B 42 4 BR 5 4 7 B 52 5

RRBRFFRHE - LR EEATNER B oF e RAEARFS -

() 2 (security) o 3R & AR © 3RS R

ANF B SIS A G R o
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(f) AMME (tangibles) - BRFFHF R4 23
FR RG> IRFE A B B9 R LIRS BFATAE A 09 T B SGR M  IRAS 69K R S (he

FRF  FR)UAEHBRE -
(+) A2 (understanding/knowing the customer) o % fj B8 #25 & £ 69 F K

THRAEENBEEER  REMBEANGHER - PEREECHFTE -

Determinants of

sevosQuity | | wor | | Fonoml || Eet

Acess
Communication
Competence
Courtesy
Credibility >

Expected
Service

Reliability
Responsiveness
Security
Tangibles

Perceived
Service

Quality

A4

= 20N s

0. Understanding/ Perceived
Knowledge the Service
Customer

2-13. PZB + B4 & - Bk} R IR : Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985).
A Conceptual Model of Service Quality and its Implications for Future Research. Journal of
Marketing, 49(4), 41-50.

=+ SERVEQUAL & %

Parasuraman - Zeithaml $2 Berry (1985) #2 i PZB # X 1% - R Ay H k4 & 4%
BARENERLTRCAERNRLEL  AEE T EHDRLIHMEERES
1988 4 Parasuraman - Zeithaml #1 Berry = {2 % # — S AT FHEHA K > odrE HEME
B AFRAZABES -  URTHES NG~ 847 kREEFLS) - ERAFLE #F
el AR RFEHEE @R H 97 ERE - X 200 ALY R E WA

TR HBEE AR R > ALEN B4 H SRR & 0 I RFS #1380 R -
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PZB # g kA2 F4wE 2-3-3 Fiw ¢

Summary of Steps Employed in Developing the
Service-Quality Scale

Step 1: Definition of service quality as the discrepancy between
consumers’ perceptions of services offered by a particuiar firm and
their expectations about firms offering such services

Step 6: Identification of 34 items representing 7 dimensions

M

v

Step 2: Identification of 10 dimensions making up the domain of the
service-quality construct.

( Step 3: Generation of 97 items representing the 10 dimensions. J

¥

Step 4: Collection of expectations and perceptions data from 2
sample of 200 respondents. each of whom was a current or recent
user of one of the foliowing services: banking. credit card. appli-
ance repair or mamntenance, long-distance !eiephone. and secur-
ities brokerage

v

Step 5: Scale purification through the following iterative sequence:

Computation of coefficient alpha and
—> item-to-total correlations for each di-
mension.

!

Deletion of items whose item-1o-lolal
< correlations were low and whose re-
moval increased coefficient alpha

v

Factor analysis to verify the dimen-
sionality of the overall scale.

v

Reassignment of items and restruc-
turing of dimensions where neces-
sary.

— |

Step 7: Collection cf expectations and perceptions data (using the
34-item instrument) from four independent samples of 200 respon-
dents (each sample contained current or recent customers of a na-
tionally known firm in one of the foliowing four service sectors
banking, credit card, appliance repair and maintenance, and long-

distance telephone)
v

Step 8: Evaluation anc iusiher purification »f the 34-item scale by
using the same iterative sequence as in Step 5 on each of the four

data sets.
y

Step 9: identification of 2 more parsimonious, 22-item scale
("SERVQUAL") representing five dimensions

i

Step 10: Evaluation of SERVQUAL's reliability anc factor structure
and reanalysis of the original data {coliected in Step 4} pertaning to
the 22 items. to verify the scale’s internal consistency and dimen-

sionaiity
i

Step 11: Assessment of SERVQUAL's validity

2-14. PZB SERVEQUAL #2 [ - &} R J& : Parasuraman, A., Zeithaml, V. A., & Berry,
L. L. (1988). SERVQUAL: A multiple item scale for measuring customer perceptions of
service quality. Journal of Retailing, 64(1), 12-40.

# % Parasuraman - Zeithaml $2 Berry 4T B4 o047 » #1443 TAA8 B4 8Ky E B >

IR 541E8B B » REBEERECERE#EG > 34 ERE > B 2-3-4 FoT -
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Factor Loadings
of Items
Reliability on Dimensions
Coefficients Number of to Which
Dimension Label (Alphas) Items They Belong*

Tangibles D1 T2 E 63
75
62
47

Reliability D2 .83 5 74
56
73
71
47

Responsiveness D3 .84 5 60
73
59
76
66

Communication D4 .79 4 35
Credibility 53
Security 66
Competence 56
Courtesy

D5 .85 7 41
62
47
50
75
52
54

Understanding/ D6 .85 - 80
Knowing 76
Customers 62

77

Access D7 .78 5 57
50
75
52
71

Reliability of Linear
Combination .94
(Total-Scale Reliability)

2-15. PZB SERVEQUAL tB# & E - &k R IR : Parasuraman, A., Zeithaml, V. A., &
Berry, L. L. (1988). SERVQUAL: A multiple item scale for measuring customer perceptions
of service quality. Journal of Retailing, 64(1), 12-40.

Parasuraman  Zeithaml ¥ Berry B4t 432 t @A @E ey 34 @R E > F A B 2-3-1 F
BARF BT — @ BEARIEE ZERKEREOR L& H PR &)
WEEAERBEE > SR AERBME S THEE S REM  FERARESE A EEELH
R+ BEEEE 40 E R Bk SERVQUAL 114K &4 T R4 P.ZB +18
HEYPE -  LEEDH TR T

(—) A MM (tangibles) : BE %M ~ THE HRRHFEAB N IMERRA -
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(=) T3 (reliability) : $24%K3E B 28 T 3¢ AR5 69 AE
(Z) RJEM (responsiveness) : 447 8} & & LA R AR L BP B 69 BRFS ©

(m) HREM (assurance): IR A B B H ARG L e 4o > RERIL 1 LAES

&
Qx
3
SN

g

T8
FHEAE
(&) B (empathy) : Bil-SRRA% > SEAEL T AR ZME 5] &9 BATE -

Parasuraman ~ Zeithaml ¥ Berry (1988) #f/4 2 A A @ 22 B EB B M A T
VAR %38 Fo R Fs 9L B0 S IRFS B By £ BB A 7 2 IRFS b H 7 49 SERVQUAL 2% » 4%
# T4 A SERVEQUAL & &3t 5 ks oo B ey X
Q (Service Quality) = P (Perception)- E (Expectation)

Parasuraman ~ Zeithaml #2 Berry (1988) A5 fi14 2 A M@ ¥ 22 B3 &8 B 4v

2-3-5 BB 2-3-6 Fi o

Reliability
Coefficients
A] a
Number of (Alphas)

Dimension Label Items B CC R&M LDT Items®

Tangibles F1 4 52 .62 .64 .64 Q1
Q2
Q3
Q4

Reliability F2 5 80 78 84 74 Q5
Q6
Q7
Q8
Q

Responsiveness F3 4 g2 .69 .76 .70 Q10
Qil
Q12
Q13

Assurance F4 4 .84 .80 .87 .84 Q14
Q15
Q16
Q17

Empathy F5 5 J1 80 .72 .76 QI8
Q19
Q0
Q1
Q2

Reliability of Linear Combination
(Total-Scale Reliability) 87 .89 .90 .88

2-16. PZB SERVEQUAL ZB# & B - &k RIR : Parasuraman, A., Zeithaml, V. A., &
Berry, L. L. (1988). SERVQUAL: A multiple item scale for measuring customer perceptions
of service quality. Journal of Retailing, 64(1), 12-40.
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El.
E2.
E3.
E4.
ES.
E6.

E7.
E8.

E9

E10.
Ell.
E12.
E13.

El4.
E15.

El6.
E17.

E18.
E19.
E20.
E21.

E22.

2-17. PZB SERVEQUAL 22 1B FA T8 B - & ¥}k /R : Parasuraman, A., Zeithaml, V. A, &
Berry, L. L. (1988). SERVQUAL: A multiple item scale for measuring customer perceptions

They should have up-to-date equipment.

Their physical facilities should be visually appealing.

Their employees should be well dressed and appear neat.

The appearance of the physical facilities of these firms should be in
keeping with the type of services provided.

When these firms promise to do something by a certain time, they
should do so.

When customers have problems, these firms should be sympathetic
and reassuring.

These firms should be dependable.

They should provide their services at the time they promise to
do so.

They should keep their records accurately.

They shouldn’t be expected to tell customers exactly when services
will be performed. (—)°

It is not realistic for customers to expect prompt service from em-
ployees of these firms. (—)

Their employees don’t always have to be willing to help cus-
tomers. (—)

It is okay if they are too busy to respond to customer requests
promptly. (=)

Customers should be able to trust employees of these firms.
Customers should be able to feel safe in their transactions with
these firms’ employees.

Their employees should be polite.

Their employees should get adequate support from these firms to
do their jobs well.

These firms should not be expected to give customers individual
attention. (—)

Employees of these firms cannot be expected to give customers
personal attention. (—)

It is unrealistic to expect employees to know what the needs of
their customers are. (—)

It is unrealistic to expect these firms to have their customers’ best
interests at heart. (—)

They shouldn’t be expected to have operating hours convenient to
all their customers. (—)

of service quality. Journal of Retailing, 64(1), 12-40.

g 7 Parasuraman, Zeithaml $2 Berry & 1988 32 1 #9 SERVQUAL €% ¥ » £ R
e BB REE D RFEA & @354 (SRE 2-3-5 & 2-3-6) FRARLSMELEZ

7T 45 » @ b Parasuraman, Zeithaml $2 Berry # 1991 S5 8 2 B 0915 E > 5% &

FPIEM LS A BN ALE®ES kB 2-3-7 FioT ¢

72



TANGIBLES

El. Excellent telephone companies will have modern-looking equip-
ment.
E2. The physical facilities at excellent telephone companies will be vi-
sually appealing.
E3. Employees of excellent telephone companies will be neat-a i
. . -appearing.
E4. Materials associated with the service (such as pamphlets or stati-

ments) will be visually appealing in an excellent telephone com-
pany.

RELIABILITY

E5. When excellent telephone companies promise to do something by a
certain time, they will do so.

E6. When customers have a problem, excellent telephone companies
will show a sincere interest in solving it.

E7. Excellent telephone companies will perform the service right the
first time.

ES. Excellent telephone companies will provide their services at the time
they promise to do so.

E9. Excellent telephone companies will insist on error-free records.

RESPONSIVENESS

E10. Employees of excellent telephone companies will tell customers ex-
actly when services will be performed.

El11. Employees of excellent telephone companies will give prompt ser-
vice to customers.

E12. Employees of excellent telephone companies will always be willing
to help customers.

E13. Employees of excellent telephone companies will never be too busy
to respond to customer requests.

ASSURANCE

El4. The behavior of employees of excellent telephone companies will
instill confidence in customers.

E15. Customers of excellent telephone companies will feel safe in their
transactions.

E16. Employees of excellent telephone companies will be consistently
courteous with customers.

E17. Employees of excellent telephone companies will have the knowl-
edge to answer customer questions.

EMPATHY

E18. Excellent telephone companies will give customers individual atten-
tion.

E19. Excellent telephone companies will have operating hours convenient
to all their customers.

E20. Excellent telephone companies will have employees who give cus-
tomers personal attention.

E21. Excellent telephone companies will have the customers’ best inter-
ests at heart.

E22. The employees of excellent telephone companies will understand the
specific needs of their customers.

2-18. PZB SERVEQUAL 14 2 22 18 5] 38 [ & #} 2R /& : Parasuraman, A., Zeithaml, V. A.,

& Berry, L. L. (1991). Refinement and reassessment of the SERVQUAL scale. Journal of
retailing, 67(4), 420-450.
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Parasuraman, Zeithaml $2 Berry 2 7 ¥ FIE8 A FE R S s - b B AT &
2%

(—) Parasuraman, Zeithaml #2 Berry $ 3B 2 A& PR @ @R TR » FEXHH E
ARFAFEHMBERAEER > AP ENREE  RbZRB R FORIALIREA
IE & A RAET K -

(=) Parasuraman, Zeithaml 2 Berry £#F % ¥ H B H EH W " Y | 940 85E
622 (4 7 2: R E#7%) » # Parasuraman, Zeithaml #2 Berry 32 % 4 i 0§ & & #7945
2o B TE B3 B K, & should 2 & will -

(Z) AR & RK % 5 & SERVQUAL B4 FH15 B H 5%E -

() SERVQUAL R #t % ik F5 ot & 69 Sk A28 4% (skeleton) » B 304 T 3% B AR X 4 % 64 R )
RE BRSNS R A MBRAIFH4A SERVQUAL &y & & ¥R 8 7 X o Hid @i pi
BAREEEBREEMEF LR LT ENERFELE AT HhELEHD R A -
EEmANECRHLEAB  REEFAARB TR LT T - TR A
SERVQUAL & % % iR ¥ o475 - B &35 sk & 75 5 A SERVQUAL -

4 SERVQUAL B A HRAEMARSERAIEMMBSELEARL L EREARTHEY
Ea R o 2R 142 B b £ % McDonald, Sutton, 2 Milne (1995) 4t $} 8% % & 5%
B 23Rk o k4% SERVQUAL 7 A& A7 4 & i 89 TEAMQUAL 2 % ©

% 7 48 B A SERVEQUAL & & & sEfb 64 % 5h > &4 #f SERVEQUAL 2 2R H
BROPt R 0 RS ¥ PZB 3R B 4o RFs on B HLHA A AR o H R 69 £ BB R AT 2 IRA o

BiREFZE EvmAEREARA SERVPERF 24 R & ZHE N EFERA - B

AARLARHEZATEAGBEEZIRYE  RBAT AN EZRAMNKRMT

SERVPERF & % | € & & &5k > A %&£+ SERVPERF 2 & 3£ F i 4748 -

w9 ~ SERVPERF € %

Carman (1990) 3% % SERVQUAL # 2 $#7"EiF 8% S £} BHH BHR T & T3F

CHEEERESR  RAMME TR SR G Fiety - Bt Carman 324 BB %
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MY EHPHERREZORE T DELERRNWEES XA LER AR EEARE
EES A ©

Cronin $2 Taylor (1992) #| A Afs &b 8 4 R FPAERRFS &0 B 6 B 4K - 42 08 R4 H R
e iTHE 69 " SERVPERF & % | - M RFHSE QR EH X0 A wi:

(—) SERVQUAL : % & =M 4% P)-FarHh¥ (E)
(=) /w8y SERVQUAL : BR#5s =2 Z1 (Dx [ Mm% P)-FaHAE (B)]
(=) SERVPERF : fR# &t H =A% 413k (P)
(w) oty SERVPERF : R B=& &M ()<RF4Ex (P) -

Cronin #2 Taylor (1992) &9 5% S A 4RAT » $L3kJE ~ RRBER DB WM £
8988 % » SERVPERF € % & B 538283815 75 A SERVQUAL 2 % 04 BABAE & A R A& F
22 {87278 - SERVPERF 1 SERVQUAL 7 [5] &) #. 7 47 SERVPERF & % X 7k R &t #H Ak
e CF &4 T RMBA R IR E) S - REH &4 AT IR &
B 4T - £ Cronin 2 Taylor (1992) #9#F % 4 R + #a,~ SERVPERF 2 %48 %
SERVQUAL 2 & B A RH&FITABIREN > RBAENAIZHERX -

bz $h » SERVPERF & %48#: SERVQUAL & % > £ EHF X L > B A2 F 23
BB HHN R G RX > 82 SERVQUAL 2 £ 3BF £ R4 & 4 7 IRB AT X 4
¥ > HbfEARIB LR T—F ; Cronin #2 Taylor #£42 8 T SERPERF & &% - &R H
ARG T @ P13 KRR T A4k A SERPERF & % ¢ 69%838 » WwAE R
Mo RIRFTAZHEAEEHNREREOHEEREZRRRT  wE 2-4-1 BB 2-4-2

FR o™ -
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[, TUNE TN ST S

STRONGLY STRONGLY
DISAGREE AGREE
s e M has up-to-date equipment.

s P2 XYL ’s physical facilities are visually ap-
pealing.

e B XL 's employees are well dressed and
appear neat.

— P4. The appearance of the physical facilities of

XYZ is in keeping with the type of ser-
vice provided.
— P5. When XYZ promises to do something by

a certain time, it does so.

— P6. When you have problems, XYZ
pathetic and reassuring.

s s RN is dependable.

— P8. XYZ provides its services at the time it
promises to do so.

1S sym-

2-19. SERVPEREF Perfromance ]38 B » &} /& : Cronin Jr, J. J. & Taylor, S. A. (1992).
Measuring service quality: a reexamination and extension. The journal of marketing, 56(3),
55-68.

1--B0 and 4001 LR S Camng
VERY VERY
UNIMPORTANT IMPORTANT

— 1. Up-to-date equipment.
— 12, Physical facilities that are visually appealing.
— I3. Employees that are well dressed and appear neat.

— 4. Physical facilities that appear to be in keeping
with the type of service provided.

—— I5. When something is promised by a certain time,
doing it.

— 16. When there is a problem, being sympathetic and
reassuring.

— I7. Dependability.

— I8. Providing service by the time promised.

— 19. Accurate record keeping.

—110. Telling the customer exactly when the service
will be performed.

—1I11. Receiving prompt service.

— 112, Employees who are always willing to help cus-
tomers.

—_113. Employees who are not too busy to respond to
customer request promptly.

2-20. SERVPERF Importance B3B8 E ° &k IR : CroninJr, J. J. & Taylor, S. A. (1992).
Measuring service quality: a reexamination and extension. The journal of marketing, 56(3),
55-68.
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RFF P R IT 48 B 22 % #1 % SERVQUAL & SERVPERF Z tb# » 4v %k 2-3-3 Aor ¢

* 2-3-3
RS 5% K T
E& (1) B EE R

Cronin & Taylor (1992) 7t 70 45 R B8 >~ SERVPERF £ % 48 # SERVQUAL &
REAREFOTARES » RBAENAZHEX -

B EE (1996) A4k R A% E SERVPERF 3% 48 £ BiPBi4542
(13 ~ B E) EBFETIEAR (ERMEME) L3HEN
14 £ 1% &9 SERVQUAL & 1% iE 4% %) non-difference
scorer (b= FEARBITENERER BRITE
REMA EZE CEMETETREM —BMHEES-

B~ A& ERFMAR] (2000) #7t43 SERVQUAL #2 SERVPERF %4 ik -

AR X Bl B s o 2L SERVQUAL #:1% » {23t 8%
BAT A& TR R R ™ E - 2L SERVPERF & 42 » W%

FRARIENHE -

farxe % (2004)

B #> SERVPERF R E#HMEX I HHRFHE X
R AEERBTEEZ AR EN
SERVQUAL > 3 & B n B2 &5 HRH B E
Y LR R A AR ER RS b H A e R R BP T

KA RS B E Z3ME -

HEA (2010)

SERVPER 7 ke & 4 R # SERVQUAL F %1% »
Bp SERVPERF 7 %% L8 4 5 F B 1E A 649 IR TS o

B ET R

TR | AR
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#¢ £ % 7T L2440 » SERVPERF fL 51 % 04 & &% B 15K % 14 69 B % &4 7% SERVQUAL

B AR AR BT RRG WA R ER LK% - B bk A SERVPERF 8 & R#%

KR Z B -

D = B A

#i® b i %37  SERVPERF 12 0% % 4 Wi 4 2R B 2 sk B % - AFF K8 B

#| /i SERVPERF 48 {51 72 838 4o & 2-3-4 Fio% ¢

* 2-3-4

SERVPERF 73 [ #F %

B

e (F17)

SRR 4

R (2001)

&M RFRAT A& S F AT GO KB

& 54 (2002)

PN WTO e + AT B IR & #7900 %

NZHERR

RS w245 e 3

(2006 )

WATAH B RIRE & s X IRF5eu E ~ BB M EE BB WA

I %35 (2008)

B AR o $om A B B AR B

6

= £3 (2011)

E¥aF (2012)

BRBREERINGE AR
B RIG I E RSP RT So E BAAR B & R

AW MTERALE

& & (2012)

A LASSO B FHN B ELA BB E LIRS 8

5]

B NAT HRE L]

R (2016)

ZE R W %% SERVPERF 8 5 #7 4 R,

B RIR AR R

e £ & A4F 40 B ATE €M SERPERF $ A2t KK % & — A £ ¥ - £IEH

E¥EZRABY - BATEHAEFEA A LIEA SERVQUAL & E % - A HEH4

B A 90 23 4o & 2-3-5 AT
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* 2-3-5

5] P9 8 711 B B 1 B o 7 B

e (517)

X RK 4

R Hs 5 E A 2 N %

#a]13 (2002)

CRLLCE SR 2 Ny

B P ERRAR TR IR S E 0 A REE
MR A RERROAGREATR L
R R E ARG LSRR RS FRRA

3B R TS

SR (2007)

@%%%}%*Q_Eﬁz_/f‘ %;ﬁﬂ&%fg;"’

Y 23 L 3%

R % A% SBL B3 B HMN R & iRt
BB BEBSERE WWESEL LB
B L la Rtk KB RHKE

¥

B4 (2008)

Y

A3 R E K BB R RS o
T B EEAEXARBEE
FAZ -4 M T 248

S i

7% SBL BEEHMWA MG BFaEHM

18 RN IR TS Z BB T o G > AT ik & 3K 35 A 5]

ikéz 2 (2014)

4 Bk R R S b B B IR
Pk 3 Z MR H o B SR RSR
Rl #h R BRAM A —

2L Lamigo #kJx B 4 5]

Bt % Lamigo Bkix AT IR AL B9 IRFS o0 H - AR

o HAE® 0,5 RE 3% B R B R RF

b E (2015)

PR IRAS L R ERAE
18 &R R R X B4

A4, — T-ELEVEn ¥ % 4 15

7% T-ELEVEn %1% 2 & X 35 2 IR F &

o MmO B SR M BRI R

BRI AR

L3P
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BATRNHNBREHESGRG L EZARAT ERBEER S ARANELEHKYG
R RERRBRRGREEE > BHNRG B EXERR BN - SR RLRA &%
— 2 X ERRRFE LR FHARERLERE ; RS CHEH K & SERVQUAL
BRAERGLEHE@E > FEAMBRAMEGRFIMBLE 2. » ok 2-3-6 A7

T

* 2-3-6
#F SERVQUAL # 5 14 By 48 ] 57 % #32
E& (1) XK A A R4
McDonald, Sutton, ¥2 TEAMQUAL : Measuring service quality TEAMQUAL
Milne (1995) in professional team sports
Theodorakis, Relationship between measures of service SPORTSERV

Kambitsis, Laios $2  quality and satisfaction of spectators in

Koustelios (2001)  professional sport.

Grammatikopoulos $2 Modeling sport services in Greece : A Service Quality Scale

Papacharisis (2006)  re-evaluation of outcome dimension

Koo % (2009) Examination of the causal effects between
the dimensions of service quality and

spectator satisfaction in minor league

baseball

Ko, Zhang, Cattani 2  Assessment of event quality in major scale of event quality in

Pastore (2011) spectator sports spectator sports, SEQSS

SRR AT R
AR B IR R AT 4540 SERVQUAL S ER AR EHESH L RFWERA
McDonald, Sutton, #2 Milne (1995) #] B Parasuranman % A (1988) Ff 2 & &

SERVQUAL &%k A > 8 2 HB ¥ £3k7 F (National Basketball Association » LA
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T 4% NBA) #9% Z3kk - k9% SERVQUAL Z A @4 & Bk X 88 B ¢ 5 & 4 #
A - # % TEAMQUAL ¥ % - TEAMQUAL E & # @ &5 5 4 :

(—) AM  RREHEMBESERABRERESCTRE -

(=) *TIEME - BRI JE#E R 3 52 AP AR 35 IR TS 84 e

(2) RIEEME © 3R % E 1 Bh AR & I ARAL By B R A 6 R IR, -

(W) FRest t IR B TRERE 408 > URBIEERZIENRED -

(Z) BAMME : RERAR B 2R MR R R -

Grammatikopoulos $2 Papacharisis (2006) .7 #| i SERVQUAL & % - SAA B ey it
b B BAk NS R AR Fs s 8 & % (Service Quality Scale) - Theodorakis, Kambitsis, Laios,
#1 Koustelios (2001)32 % &9 SPORTSERV R Bl A AT# & % » Bl &2 A PZB & X & £ 8 - ¥
SERVQUAL Z A%3 M B MR PEAS BB R 22 2t 4k B M s vl » AR % A AR
B ¥ & 3k1LE > SPORTSERV Z @@ 4 :

(—) M - FRFGIMF RAEA] -

(=) THM © BAKRAEFET 3T R TR G IR ©
(2) RIEME 45 FRET SAGRAL B B 89 AR FS

(W) AWM ARG IME R BT Al -

() Z2MH A EKGFNFRIREHN

st4h > Ko, Zhang, Cattani 2 Pastore (2011) i @F % £ BBk R B2 42 0 B M 3E
B R a8 &% (scale of event quality in spectator sports, SEQSS) » &, At ELE (game
quality)~ 2& b M 89 IR % &% H  (augmented service quality)s Z &P & H  (interaction quality)
&R %H (outcome quality) ¥LE R IR L E (physical environment quality) » 7R 5] 7 L i
#F SERVQUAL = PZB # Xz #hdm i i di 2 & -

AT B3t P o AP L83, TEANQUAL ~ SPORTSERV % ki 8 & #4944 & 19
BRI BGRF HE RS A BRGATRES - B BRFA EZESHE > B LK
SNAREZRHCEREGRGOREMAFELRE EXEEENEREFE > %
FERERGHE > BRABGLE A G EMH AR > RILAELLBRBE N T IERIUE - A
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R EEE YRR 2R A BERITH » AE =0 MAH RIRFG &

CEE S
SERVQUAL Z . £33 > HEBEERLETERRELE WRBAH ) RIER
#.7% SERVPERF g % # A 2 # & 2 SERVQUAL € 248 F] BB BB R E—RE AR

AL T DA 5 R o B 2 0 088 B IR AR 14 6 IR P52 £ 8 SERVQUAL &
kP AHEE RILARARZERAH = RET B LI 5 AF A SERVPERF 2 X F A, -

m

LTHARERZIHEEBEST G A —EER > LIRS S E AR LG
BRBHEATFHEERBE > ZHFREHEERAHE - 124 Kano (1984) # 4 Kano
—HEREREAL  HNRGRE LA THOMS ERNBATA MERA Kano —# &0 g
AR E R 0 H AR (EA M 4k (2004) 2L Kano MARMEE Tz
E B P E AR U S R B84 X (2014) 22 Kano B XIE 3 P ERAEG R
5 K& RA 50 H R B F-24 Lamigo HbIE R A B R B 5 AR R A LB RSN A

Ui

MEXFFZAEEOmABNRZ LI aHE4 Kano — 4L EERX » HBREHES

ZRFon 8 A RIRAZART o

Fwip Kano —#smEHE KX

W@ RATE IR o0 H 09 B MR ke B E — MR R E s PTR —HERIE RS A
— 8% H & F mENEFARFRAELARE AESENREFRAR SR G
% AR E R % & (Chen and Lee, 2006) - B L3t JEAr A 6950 8 B F48 4wk 35 B 4%
EOASEEFIMAREMBLS L MR EREELLAFLEME  FEETE LY

L F @A MBS EHAERZGRL  AERAEHNEARTEER LY
LR IRARL TR B Gy 235 > R A B E B 5 S B — et &4
BAGER > —h LR A4 L AE KB REGE 0 Y

\\

MR RHRZFEARFRLAERFHE  AFTRRMERFHE » REAFHETR
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BB A B WMA BT — BTN LS RAREREEBWRR =

o B R — GRS R  REA A RS L REAEPEMBE NS RN

S

=

HBEGBET K BBAIF - H M 4 EE X R B2 T 5 WK1

— > BB-tRiEER

Herzberg » Mausner #2 Snyderman 48 1959 £ 10032 2 gy 80 232 ) S Bh -1 12 72 3
(Motivator-Hygiene Theory) » 754§ &% F F32% » (LR A4 H MG SR gtz
B o B FACAPT 8 TAE M E L T AR T K69 B 4% > Herzberg B E TR T E R
EEp kBB FBARBER T bl : A RFR > AEREE S T EAG
BOBNER TR ¥ B LA A ARG BBIBOR o E B T & A& R R (Satisfaction) » 12
EARBEEHEBE T AR T REFN B IHEHF LA GIIREINRH L No
Satisfaction) (Herzberg et al, 1959) ; % —#8 AR B F » K3F 40 & 8 TARIR 3 K TAE 544+
ABEA > Bldo  FrK o AIRBGE s N BRES > FEGERER TR BT REHRK
& (No Dissatisfaction) #9& % » REME5R] &34 B T a9 K% 2 & (Dissatisfaction) e

L—HRERX T RMEAFTRAET BHL  RERNT HE 124 Herzberg 2
BRI A BB B R B R IR 2 R0 B4 0 BB B T AR B R
HEF > RALREORER  TRAATHFTRHL 25K EHETGERE THRK
B BRI BB LR A% R Kano — 4 5u B A X a9 B a# (Kondo, 2001; Kuo, 2004;
Chen and Su, 2006) -
= kano —# 2 g # X

B A% KERITEF 4282 (Noriaki Kano) #2345 x kX (Fumio Takahashi) # 1979
¥4 Herzberg priz ey T s Br-1-42 3 3% | (Motivation-Hygiene theory) % A #1.3 'H )48
Bo RE#EAESEALRNETERLNHERRABLH G KERET S H®
M-H: | FEFRBAA DT AL R FES A AR F—BEARERERN R
Ko A LE &4 (quality control) ; F R AKLBENER  LRRALE T HE

(quality management) ; % = A A REZFBEEOBLETRMBBEERI LN  #BAB
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71 5% £13% (attractive quality creation) (3 #H3% > 2004) - b T R, » W R R KA AR
FERARLEGH  BEERNTHRBEOBTLERUEINHEELIN  ARFLIER
BRI RBEAMHERARGREELHEMEALEBITREMARAL  H3H
FEHGLEAR > BIFA -y mARR ey RbARE T HE e M-H 4 |
1% > 37 ¥7 208 (Noriaki Kano) #4412 Z (Nobuhiko Seraku) Z 45 3C % (Fumio Takahashi)
3t 3 — (Shin-ichi Tsuji) 5 A& 1984 FE X H Kano —4 LK » FHi@ 58K

%

Bus

e

TENREIEE s — A mE CRLYE ORI LTS L HL

(Kano, Seraku, Takahashi & Tsuji, 1984) » 4v & 2-4-1

it B 2K
e KICAB

#AOmE

A7

—iImE | TRE)

AR > | ENTRIRR

=1 =)T
%tUﬁ%%]

KUCA B S

2-21. Kano —#: L E & X, - BHFRIR : Kano, N., Seraku, K., Takahashi, F., & Tsuji, S.
(1984). Attractive Quality andMust-Be Quality. The Journal of the Japanese Society for
Quality Control, 14(2), 39-48.
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Kano — 4 B A X EH B E N BL T ¢
(—) #7895 H %% (Attractive Quality Element) : 4 & &9 0R E £ A AW ME &
BHEBRMBARE  BEERNZREFRAAR N  BELIR TR RN €304 &5
E- I
(=) — By % (One-Dimension Quality Element) : & & S &93% 18 & & 1L T8 » &

FeRAHTBMERRR  2EERNZBAREIRAARG  BETRARE MR E R ik

Gk

(Z) EAMEYE £ % (Must-be Quality Element) : % & S8 3%BEE AR BE SRS
HATER AR GRELMAERE  2FEBNAALERALN  BESRAREM
REIRHE °

(m) &iwmE 2% (Indifferent Quality Element) : &% 2 B&I% B2 E L F AR B
EHGRAEAE  DARCRUPEINBEZTHHERE -

() #&H &% (Reverse Quality Element) : & Z #)ZRAZ X ALN - RETHAR

ok

EMMRBABE LT ESNARAEFRARLAN > BERMTREHE -

Kano — 4 M AAKAMEAERTHRBEHNEELE BHAEALRLRFTLE
B W A DL T 89 B A AT RAE B 0 BE 69 ARIE - A& BA Sk H FL R LR R 64 A8 4B AT A AR,
3t B by & B R A PRI 64 P RE ) A P ARIEAR B 69 B R AT H L > AR Kano A7 A 3L &Y
—HEE R RGBSR A X BB B A AR 4
ShE M Rt RB AL E RMERHRSREG ST HERA AL E R
Bt E A M ER S (Kano et al., 1984) -

P4 E AR Y 2 E 0 A R F 89 E ik Matzler #2 Hinterhuber (1998) 24 Kano
SR XSG 4B B (Quality Function Deployment, QFD) Z A& » 3 A T4k
Z & SuEHE A ) 0 4 kano —#e s HAE X R E > REMBHERALXELE > Bt
Z 4k » Matzler $1 Hinterhuber (1998) #4 H 35| A Kano — %% G XA T AIBLFR
(—) THESRGER -Kano — 4 sh HHHE LS H 4R T4 TR - LA MRN
THESGHBAZMN  THREGNEBLET LR -

85

-



(=) Kano —# b B X & L RHABEGT > TUREBEBREDEEORH
SR
(Z) %% —ARBASERZFNERRE > TUHALKE REBEEE R > &R
BE By AR o

T i Kano % (1984) » Matzler #2 Hinterhuber (1998) #4 57 %8 7 X AR 53 ¥4
Kano % (1984) 4t K4z /TR AAE > ALV BRTHERERAFTH LT O ERILIF
ER—HHTMAR L BEHNHEE S ATREI S E B RA et Bt

R gL EeFE Y KB 2-4-1 A7ow:

RARE| 5IcAd | S8TH | LR | Lok | &RICAD | 204 O

iR % (OZA4 W A4l

KITAD S 23 2 i) — KAt

LRTH R | | | % H At
:/\)
Heok | R I I I % £
O7A4A
}f\’)‘* s R 1 1 I 3 H Al
s R R R TR s ] e

zor O i | #ie | R | R | X | R

[B] 2-22. Kano —# 5 % 649 5% 48 - Bk R R : Kano, N., Seraku, K., Takahashi, F., & Tsuji, S.
(1984). Attractive Quality andMust-Be Quality. The Journal of the Japanese Society for
Quality Control, 14(2), 39-48.

% AR E 4% (Attractive Quality Element) -

— : — WL 4% (One-Dimension Quality Element) °
F L ERLE £ 4% (Must-be Quality Element) o

I: &R £ % (Indifferent Quality Element) °

R : i# %% &% (Reverse Quality Element) ©

S : e = & (Sceptical) o
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Matzler #1 Hinterhuber (1998) A Kano — 4 &b H 4% X 1.5 H # A& B (Quality
Function Deployment, QFD) Z A:EH » A T2 & ootk A tREH T E R &L

B B2 EGHY XwBE 2-4-2 Frow:

&7 2 | Llikeit it must be | I am I can live I dislike it
that way that way neutral with it that way
A
that way

I like it

Q A A A o)
that way
it must be

R I I I M
that way
I am

R I I I M
neutral
I can live

o R | I I M

with it
that way
I dislike it

R R R R Q
that way

2-23. Matzler —#43h '8 &7 48 - & F R R : Matzler, K. & Hinterhuber, H. H. (1998). How
to Make Product Development Projects More Successful by Integrating Kano’s Model of
Customer Satisfaction into Quality Function Deployment. Technovation, 18(1), 25-38.

3% ¢ A Attractive Quality Element O : One-Dimension Quality Element o
M : Must-be Quality Element - I : Indifferent Quality Element °

R : Reverse Quality Element - Q : Questionable °

Matzler #2 Hinterhuber (1998) 2 B A —% L T B a5 E REB4E Azt &
MARY S Sy — L EHMR AL LT B REZ R G R BE AR R 4
Koy Rt REAAFIE > R R 4t HFRRFEAM>0>A>1

¥ £ 3 Matzler 2 Hinterhuber (1998) A2 7 " BAE M &A% 5 - AR ik
EHRRAEHRAREER RELEZETOFRARBR R E TR ey b B ERD
MEAREEERSD 2R T

+0

-(M+0)
A+O0+M+I1

A+O+M+I

¥ b E4542 (SID) : o WA B4R (DDI) :
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FRRE T AEAR b B ABRE A 0 2] 1AM THEAR I BAREL 1 6
RTHARERETBRAR  PEBEREREAS  AHAMZL O BEBEEHE
REMY  RZ > HRAHEGHUER L 0 2)-1 HRRHEHES AR]85
RTZRBERERL > PEBERREREAS  EBARKE O BERER
EREAY > BT ETUREBEBRERNERERZILE 5 Tl wig Rk

i o

=]

=g
AR RART BN SN A B Kano — 4 b BB X 3] A RBI S 230K » AR B A H
JEEATHEIE 5 ho F R AT

% 2-4-1
A S Kano — 4 5% G # 2 0 ICN B 4878 §7# B FF
INME H (5F147) Mk MR F (1) ik
Schvaneveldt,  would like  FRAZE (1985) -~ 4545 M &
Enkawa 1 (1993) » FF&E47 (1995)
Miyakawa (1991)
RAIAD Matzler 82 [likeitthat BRAEE (2006) - 3ré sk i
(Kano et al, .
084) Hinterhuber way (2007) ~ 7E¥izm (2008) »
(1998)

SR (2010) ~ EEF
(2014) ~ #3HL (2018)
Gitlow (1998) delighted ~ #&%7% 1% (2007) » 3R &R EHK
(2009) ~ & &4 (2013)

B RIR - AR AR
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* 2-4-2

B] P9 sf Kano — 4 5% G 5 25 48 T 5 78 #9377

IME E (F17) Bk N AEH(F1) Bk
Schvaneveldt , it's to be FRA% 58P (1985) JE%
Enkawaa £ expected
Miyakawa (1991)
Matzler ¥ it must be #5a i (1993) IE o P #A
R Hn(liegr;;)ber that way ¥ ol
(Kano et al, Gitlow (1998) expect it FEEH (1995) H— B R
1984) and like it hE
BRARER (2006) ~ BR&Esk  3EATE A
(2007) ~ # %1% (2008)
Ewiin (2008) ~ 5k A
(2009) ~ ##A (2010) »
& &N (2013) EEF
(2014) ~ #34 (2018)
TR © AR 52
* 2-4-3
A S) Kano =442 BHEAfTE B C 200 AR FF B
SME & (1) % P AR (4F17) GRS
Schvaneveldt,  no reaction FRAZ B (1985) NI
Enkawaa #i
ATEGRTE Miyakawa (1991)
(Kano et al, Matzler ¥ I am s (1993) ~ FE 4 A A B1%
1984) Hinterhuber neutral (1995)
(1998)
Gitlow (1998)  no feeling  FRARER (2006) » %5 1 Rk

(2008) ~ F& -4
(2009) ~ & &M (2013)
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* 2-4-3

Bl A9 5f Kano — 482 5 #%

oo AT E OB L4 A FFE LI ()
IME 2 (SF 1) % NAEH (F17) ] %
‘ SRAEE (007)  ABICHL A HE

L BBRLAL o018)
(Kano et al, 3 8 (2010 & g2
2 2 3
1984) R ( ) # P 3R
FEIEF (2014) & B 14

B RIR AP IR

% 2-4-4
By P9 5) Kano = 405 B2 [ 0272 200 R #7722
SMEE (1) Mk MR (41 P 5k
Schvaneveldt , it can't be Bk (1985) B
Enkawaa #1 are®
Miyakawa (1991)
Matzler ¥ I can live Baa (1993) T
Hinterhuber with it that
(1998)
L7z way
(Kano et al, Gitlow (1998) live with it FELH (1995) KRG E
1984)
FRARAR (20006) T A%
B4k (2007) ~ B e %
L% (2014)
B (2008) PP
AL (2010) TS
W 1E (2008) ~ 7k Fh 3% e
Fr4m (2009) - & &
W (2013)
L (2018) T
BB - AP R
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* 2-4-5
B A9 5f Kano — 4 5% F# 7ICN 5 200 18878 F 3 B 78

B Sk & (4E 1) Pk Bl P 1 5 (4F17) ek
Schvaneveldt, — wouldn't — FREE (1985) - #st  R%E
Enkawaa #1 like (1993) ~ &4 (1995)
RIEAD  Miyakawa (1991)
(Kano et al, Matzler ¥ [dislike it~ BRAREE (2006) ~ &R 45k B
1984) Hinterhuber that way  (2007) » &% (2008)
(1998) # e (2010)  BEIE R

(2014) ~ #3EL (2018)

Gitlow (1998)  donotlike #% 4 (2008) » 34 &K A& E#
it (2009) * & FH (2013)
TR R R AR
% 2-4-6
B] 9 7k Kano = # 4% F # 7 € D p A IR &) FIF
Z D4 B SME & (F-10) P Bl M AE & (F10) Bk
(KT;‘;E; L Gitlow (1998) other FRA B (1985) g

B RIR - AR R

e bl B3O LAE 3, Kano — 4 s A XM R B XBEHEX R PG A% > AAT
SHRAFRNEFRR L LAAREH— KRR LN A 8RN T TRGAARS
Hey R A BTG LR -

AR D BHAEFR S k¥ - Matzler #2 Hinterhuber (1998) A & [RiR42 (2006) #4
Kano —#4 L E 8 AR ERAFT AR XFFELREZEE LR HERBELZEHDEAR
$oAERETMEOREL D | ¥ A REFHMGRERLEA SRR ZE %
ST RS TAAEME T ARE > TARARE - T&AE AT A
Mt o %o 2 B MR AR R R ABRT R - BARARSH LT B
LAFARE T R U | FEEER T B, MAREEEEXZEL .
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4% BT Sl R FO AR IR PR B ART By SO BT E AR B MR R B
HRBLEFNABARE s — L L ERE  RERLEARRGLEFRKRSE

ST FALE [ o [B] 2-24 PR

IR — - " s
K AT E AR B4 fhB R E#
TR
—-E-E‘K ﬁ’;i %}Jcﬁ:g %ﬁa%g %}Jn%g "7‘(,3:;'1'3
BER BER BER
12 A E AR R e ouH DR B
o H oo '8 s 'd
mER &£ RS0 mER
B4 R b E LB YE
uﬂ,g E ﬂ%g
. BER RER BER
MikEL | REuH AR
o " 5o 8 o q
Z:‘E“Ek &@lﬁ?ﬁé )i‘l"ju%g )i“ uuﬁﬁ &@a%g J‘Ef-;i

Bl 2-24. RAR L 2555 o TR - REFR IR o
BATR MW SNA F % B2 Kano — 4 A2 » A RFIBLEHR > ¥H

* 2-4-7 $1 2-4-8 PR ¢

* 2-4-7
Sf Kano = 4 J% F #2078 97 % 22
B (4517) Rk b 4
Matzler 2 Hinterhuber (1998) How to make product development projects more
successful by integrating Kano’s model of customer
satisfaction into quality function deployment
Chen #2 Chuang (2008) Integrating the Kano model into a robust design approach

to enhance customer satisfaction with product design

(BT HR)
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* 2-4-7
Sf Kano — 4% [ #% 2 78 f o7 2 222 (%)

% (47 Uk 4 H

Zhao $2 Roy Dholakia (2009) A multi-attribute model of web site interactivity and

customer satisfaction: An application of the Kano model

Hogstrom, Rosner #2 Gustafsson ~ How to create attractive and unique customer
(2010) experiences: An application of Kano's theory of attractive

quality to recreational tourism

Gregory $2 Parsa (2013) Kano's model: an integrative review of theory and
applications to the field of hospitality and tourism

THARIR AT R R

% 2-4-8
A Kano =4 7% G # 48 B 9F % #IF
5% (1) Xk A A

A= (1998)  2x Kano 3§ 4 XK 3¢ B ARG o0 H 45 14

z
i

T i (1999) HtEw A TR Kano — 4 L H 454

# (2004) 2L Kano # = 4 o B 42 KR T B E R HFm EE IR

o
s

For
P

W (2004) & A Kano 4% XK= & @l KIRGRAS &0 B TALZFA R

EHE (2004) BFEERHLEIBEEGEEAR AT B EE RPEEERH

FHEEBIRE | A

BER  ¥AM SeBFTERUETHMAEP ZBA 0 E B
A (2014)

THAIR AT R R

RPN R P 2 RN B AT % 0 & S Matzler #2 Hinterhuber (1998) #| A
Kano —# s B X > HHBEEHFZE L ER > UARBERfT1E R RERES
B S bA e AR F R 0 IR T 5 ER %t Kano (1984) &9 & » 3b4% th#F Kano — 4 & %
BAMROERRTERHEARBELENHAZ AR AR L E4E12 8 QFD #1454

FRANTHRAGENRRAR A EELHBEARLE RFEIMHEME -
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Chen #2 Chuang (2008) A A HWESL ARG HELHEROMEEE -
A EE® Kano — 4% T KX RIFR E B X4 R £ 44 - #5422 Kano
ZHESEBE XTI ERE AR RN E XM EEZIEGM G B8R EERAE
& 3%t e A4 B 35 - Chen $1 Chuang (2008) 4] M Kano = # &% % 4% X 13 40 F 4% 4 5
B hkmig A0 EMRERTFROSEFTETIT  Fd FREEZZRFNEL
JEF » BILRSGHEHHNAESLAONEE - BE R 4H FRMEPR > 12 Chen $2 Chuang
(2008) 33 A 24 XA =T LA — 5 JE 7 HoAk & sh3kst ik -

Zhao #2 Roy Dholakia (2009) # & 3 & Kano — # & H 4% KX, 7 AR 48 35 J§ 1k 4o f7] 35
HEHNHBEAREZ BB ER T eRSGHEFNHTE - A RERERAE
PGPSR TR AR AT LA E B 50 — A B AF e - 2R Zk—4) Kano
B BB sbo I B Hn Kano 5bH 69 F ik & KL 5 B e 8 Al 8B 4R AL -

Hogstrom, Rosner 2 Gustafsson (2010) %% Kano —# % M X 7 A2 T3 B &4
mEHRFZHMER URGERZEWFMAPHRRSAPGHEE - AREELH 270 &
RHHEXHH M RERB T BN EETMEARMB IFH T BZRATFEEHOEME
RRGHAEEODEE DRI BEEAMERG BB EFOREEAEALE -

Gregory #1 Parsa (2013) % Kano = # 4t '8 #% X 48 Bl 69 XRR BAT AT LKL - 32

ELBMHEEEENEEZ MO MAERE T — g ey it BHELBRNRA

\

AN E qed > Fi8 Kano — 4L AR ERZFEENZEZ LT K - HAEARE
oA M H Kano — 4 oh B AL X 69 XUk - HBEFok B ¥ 698 A - A8 B #7 Kano — 4
S B A K 8 TR DA BOR ARBE JLR ER AR A AT ELRR -

4= (1998) #1A Kano F&%teyF X - TRBKE BRMRGe —4sb 8 5 -
SRR %Y Kano B BMHAEEEX 2R - BRIFE 2 M ABARA > AIRALLER
BRAENTBRERLEEZEATY  —RERAHB AT BRRG S EOER A — LT %
BES DI ALALRE ERE-AARBERLTURBASE - RE%REF (BA

ELR—REF) H Kano W HZFGFAZ N ARE » IR IO R B R E
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RERHERGBE  BTCANBRARBREEZNPE  BERORTZERNRARE
Mo BRAAREGIRERASE  KERMIEELLTE EEZHRE

FE# (1999) #1A Kano —#4 & EE X ey F k%t HAERME » AL AE N
G w4 MABAEREEE  REEX N ERL TN ER DTSN - /RS
HREBREEEHELANTKY LT R — AL EBER S AR ALBL TS £
BERE o kR B %Y Kano B B2 Ak BN &L« G4 % R = %BEAT
ERNLERRAAAR - ARFELERRERAUGHEL > AR EASNHEERA
MEERABEZNES  WEBBRBERENESFZILH

F 4 (2004) A1A Kano =4 dn B 4X A Bk H a9 AR o0 8 451 > HH R
HHERSZHE MR REROAELRREE S RLZIAR LT E AT LT
SHMT A S E TR BIRRE AT ST R AR A AR A S Ak ey b E
HHARBEREGE XY -

ZXUE (2004) F i Kano —# s HHE XK Sl KIRGRB R F NS E > LakmE
HEHHEDEOFR - ARERER S M RIFRA S H AR H @ L Kano —#
mEBAEY  AWBRFATARLE  — A/ —TLE —BABIRE - HEER
DEETE &2 gt R s AT A B U RS XT A EMTEEBELR CEY
BB EERBAREREERDE B R B EAS  HELRBHBCE
BRI B R ERDE R — U R b2 £ R RSN RS A B IRAS SR

SR ERB TR AL TR EZ 2R HEEHN AR E X ERARERTHAERR

i
=

\“ﬁ‘x

» RS ou

‘!@

— 7L CRERSE  AMAEERERKG AR > B E
EBRERRDRBEHANESERURTERBZRZ
FHE (2004) RERAILEERPESBATHEEZIRERBIMB LY - AR =
L EBRABEEZ-RAMTHHELEN ERAREADERE KA P ELRIBER
FHBHRBAT - ARERERAEGHE BE T & GERBORE T WA B
HEBE B AERERFELXNERRE LB HELGMGE £ T
HTARRE o HEREGRET > M £RSE  a9BM  HEARSRFES
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ERBELBEBBRF > HELGRINAHE -RARROHERSIUZALAE  ARE
RTREBR AR > IR SMRIBAM Xl " gAY 2T B80T  SMEE
AR 0 R I T A AL AR SR A BT 203 de 0 AT AR ST o

BER - EAMERNE (2014) AR ERTEH Kano — 4R T EARFALEE
B R 48 M ™ % P (Business to Business ; ffi#§ B2B) X BR#5 % H 69 B 047 - AR &R
FAEIGELEREET  I9BALLEESLYE Il BAEGLE > | BARKSY  $#
RS G 2 FHE R R SRR E P HNRBF LR L  SREEFARBEP X
Rl e A ko8 % £ 5 AR 3G RBYRAFIAHEE R BRSOBRGHE &
HMAEAR @ R EF e E Rk o BBE 6 AL AR U R B R R
S RAE - dodb— R o AR B P SRR MRS E £ - RITRB RS H
Yk By B SR 4808 38 ¥ 8 B E K IRA &b B 2 RS IR

WHERERFTUAEHBANSCHIBE S EH7 Kano — 4 HEXZEA - £B X

A¥E > Kano —#4nEBEAMMARKSHAESGERG LY » N EAEF
BB Fs ot B Z A R B) s MARF LA SXBR P T AT 40 B AT K £ 8 B H HONRFS 0 0k
FHA—GHMET » BHebz b Kano —#4 5 H A XTI 5 08 &2 0B S E 8
BX o MRtk Sh o LR S A SUREIRE T RE B A 0 43t %A @ 4 Kano —#4 5
BB ETRE AR RBALIEEER > Rk e 2T o EE  ADHKTE
LB Kano —#dbH EATILY » B th R & R B A O SR A £ AT Kano =
BRERER KRR -

WA Kano — 4 B HAEX BT R - TUAIRY & EATHE > THREELHMR
BB A% BREREH N EFHRSELEXHEE - B4% Kano —#sn X
ZHRE o R ERMEH E— K55 LFRZAMHAR > AT REEEHMFA Kano
S ERRETRF R FRLASHER > BHPEEH &S Kano —# S HH K

AR EAEZ D EEXERRELS MO ERS LT 2 X - MR

F2 4o & 2-4-9 Fow -
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* 2-4-9
7y Kano = # % [ 1 7€ 1949 57 5% B 7

B (17) SRR 4 AR
&AL (2003) %4 Kano # X # o H # AEJR Bl & 5o H # A& Bk (QFD)

ERNBALARME A SLRGT AR

FRARAE (2006) Kano —#sb M X 1 & F-KBL42 FR-RARESHE (IPA)

W ik Z R R R
F#1E (2013) & A Refined Kano #2 v IPGA 42 & B4 AE T 5 (IPGA)

F+ eTag B Fs ot 8 Z AR K

TR AP R AT
P ERT AT 40 B AT B NS0 £ B oA Sh H K AE B B 7% (QFD) » & &-R R E 0 HF

% (IPA) & Z &k 0 547 (IPGA) % Kano —# b HHE X2 eM » AT o3R8 =

AR E KX

(—) s H kAR F% (QFD) : % HHKAEREF (QFD) @45 " &% | (Quality) » " st |
(Function) #1 " & B | (Deployment) =2f4 - " &% | 2454 A % H 2 (House of
Quality, HOQ) & 3L fk#sob B XA ;" MAE (XM A s LRI E P2 EE (Voice
of Customers, VOC) #% i & ¥ 2 e F K - A %P %K (Customer Requirement) ;
"R ) R RERE SR EATRATES G R B A ANRE %3

HEARGRALE LHRERMABETHREPAER  ZBAARMGRAZR
BPEL—ZI T RERBEPHESDRETE AR S E REE R TAE -

(=) E2-2R1ARE A (PA): BREHFEMARGCEABHBEEY T €8
T RR  RBENTFHH BEKEANT ER AT AR BREXTHHEE
4 FE Ll MR —EW KRB > RIAEBLARIAATIR G R IR AR W AR IR
HEELWERABHBHRERE  UREFHREERSERE L —BE BT S
ERFM e
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(Z) E& %240 54 (IPGA): #1 A B & IPA 4 M 64 TR 5 B> %4 GA (Gap Analysis)
BABRMAR BB EF AR EREesA R) 4 BN 4 TaERL
RFTIRA BB B 2R EIRA
f Kano = #s% B A% X 41 IPA & B- R RAZE 5477548 B AR 3T F 45 3 Matzler #1

Hinterhuber (1998) 42 % " BAE M 43 | T H [PA X ERELS » RMETUH

MHEREREREZEREF  ETAH A A EZEARG R EEARAZHEL Bt

A RAEF A T BB ESAI  EE6 PA A R E B ATE R E»N SBL » UBA 1

HBL =% & &

%5t IPAEZ—KRASH

— % 3.5 #77% (Importance-Performance Analysis» LA F f§ 4% IPA) 5 447 k8 & ¥t
A S RFE ) B AR R R R EMRBRZEEREEE WL T L #
HEgHwERROBEGE W ZRERG TG ERARARAREGAELE > BPEL
R 6 E s RARFS 6 AR B B M 42 TPA & T AR oL B o 7T A R TR RIE A H 4
B & S RIRA P Rty ih A2 - B AT IPA B4R 2 EM & &R B e L H88 T
AR TR IPA 2 XA LA -
—~IPA €& XA %

IPA 5%t Martilla §2 James (1977) #7245 ¥ 43X B 42 %80 5 & 3 B AT 42 49 —
Mot ik BB ERERERREZIRBEALEHREBORGLEEHEH O
PR ERREAHERE  RALEE S ER A RN T IHITH RBIRIE - AT3F TPA &
—HEOHEERAG T ERN BB EEHERHELIRSG T KRB R
FMAURTRHER LR EERRRG LT 54 R RABH | -

(—) How important is this feature?

(=) How well did the dealer perform?
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HH B W B A ob RS b H ore AL B b ey o #r X BB E S
M ERREENM R HESRHROMEEENHMEH EA R RRERY —GET -

B8 R Ry HIRE R E B & ik - ko [E S-1

Extremely
Important
A. Concentrate Here B. Keep Up The Good Work
|
2 3
4
5
7 6
8
Fair 10 Excellent
Performance Performance
11
12
13
14
C. Low Priority D. Possible Overkill
Slightly
Important

2-25.1PA %R - T 4R : Martilla, J. A. & James, J. C. (1977).
Importance-Performance Analysis. Journal of Marketing, 41(1), 77-79.

(A) Concentrate Here : }b R RBETHHEXHNLEN A BSIRHE LT ROLEREH

EHEEM AEEBATNERS Y REERIHTREFRALRES  FhEEH

ko RaHEHNHRBE
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(B) Keep Up the Good Work : b R RE T H H EXHN LB AE L RBHE LT R E
RESEREES HOERIFEOERFILEERGFERER  RAELEWRTFE
ggn o
(C) Low Priority : st & TREYIRFE K& S N H B E LB W ERE b EE SR IF
o BAFEENERER > RwE RRAMEEFRENER -
(D) Possible Overkill : st R RVIRFS K E SBAFHEHNHEH R EA A EE B EREZL
& > Bk ¥ EZOF AN LR R E St B B REHE A B RR -

Evans 1 Chon (1989) #]F IPA 5 #r3kEaktsi R > £ R A IPAMRARE  NEZ
REAYE RAREARM  BEBEMNTFTERAEE  FEBABMAZ AR

Faﬁ ‘—‘P ’ ‘ﬁﬂ 2-5-2:

1 2
S HIGH PRIORITY HIGH PRIORITY
— LOW PERFORMANCE| HIGH PERFORMANCE

3 4
- LOW PRIORITY HIGH PERFORMANCE
; LOW PERFORMANCE LOW PRIORITY

HAZpPp =IO~
|

2000310104 11t sitrtrrertilz
Performance

Bl 2-26. IPA % mn#7E ° B AR R : Evans, M. R. & Chon, K. S. (1989). Formulating and
Evaluating Tourism Policy Using Importance-Performance Analysis. Hospitality Education
and Research Journal, 13(3), 203-213.
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B LTl ERHERRRE » THA IPA REFTHWH » BIRLEATIE IR
mEBBORFESAS S BB B ERRT A e &8 - IPA R—EHE -
AR BTEIERELFASESHAOLRBEFE TR R RIIHIER LR E 4T84

HxF (Matzler et al., 2004) > B A7 R N & A [PA A8 B & %% » 4ok 2-5-1 Ffow ¢

* 2-5-1
A IPA 777 78 i 9 % 72
& (F17) SRR A A

AEy (2011)  ER ER-RRARE SRR B SLAHE T EA M AR A
RILZ AR,

% i3 (2013) E RSB R BRI RASEAN 2 -2 3C & 35 A1)

%5 (2013) oA TPA BRI £ AR 4R MRS o B - 04 R KR A )

PIR¥ (2013) BILEZEERBLE ERRER IPAKRAN EERE S

B E K- 5 B

FRE (2014) B IPA BRI GEIRFS F S ZRF & E F K

MEZ (2018) JERA IPA BAENEBERAEGFEHELBRE LT ZHE

B RIR - AR R

IPA R AESGHEEL2HAR » 2B F £k 2-5-2 Ffom ¢

* 2-5-2
B] A9 IPA % #7E %y & # 78 B 7F % #5F
5% () XK 4 A

TRAGHHLIRER A (2009) 4k B X R FHREHRE L EHERLEEZHAE

FHFE (2010) EEE @ E S REE IR AE — L 2009 £ 5k S AR
RES & XG5 E B

(&THR)
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* 2-5-2
B] 9 IPA 37 &%y & F 74 [l o7 % B2 (4R)

% (47 Uk 4 H

FHER (2011) AITREHBRLRGMH B BIM ERAALARRE IR —

DA 1T B F R BTEE RS

HHEYL > 2R FhE ERGHATAUBRRNESGGHZERI N ERBHEERESY

% 5k 744 (2016) ST B A X R

BHR - REH B3R GPSEEHSMAAHELBMELZERNETEIMAR

HEEIR L (2016)

Mg T 2 (2016) JEA IPA B XIR MR G B LET BB H —UASET Y 25

{8 4 2R A f5)
BRiE#A (2018) R RA EEEAREEZIR-UBE T RAEER G A
15

T RIR AP R A

KERERRMTAERIPA o LR ZRENEEEE CEHE L LA 4

EEMR R AEGEET o IPA g HRBREREGHMMAR R ERD >  ALABEKR
S LR GEZ IR B E MIFRFARS - BRI o K 2-5-3 AT ¢

% 2-5-3
;WPA?ﬁﬁgﬁﬁﬁﬁﬁﬁﬁﬁﬁ
& (F147) Xk & H
FRABTEE (2004) HEBARATH R LR IR
%1k 2 (2010) P EBMSRGRAHRG AN ERREEIAR
BRI (2015) FERA B HRE R BT R RN EEIAR

HH AR ¢ AP R
dok 2-5-3 2 %32 . B A IPA HpAr 74 P B4 E > #% SBL » UBA & HBL it

AER - BERAN T £8AE L AR GERE Y - EHNRTHES - Ha7
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REZBHBELEAEER A4 MAREFEHR KRG EFENEZEELBEMAN
EATIRST -

- I > -

— Y I\ P X AW 7l AV

Kano = # 5% 8 £ KX 45 & IPA 5478 X b ¥4t & & & Yang (2005) Fr#z i » B Kano
R EEARET RS EEEFEZ M2 A E - A7 Yang (2005) M4 Rk 691 A & A3t
WHER > BAAMEBEL Kano — R ERANERALETRE2H > AREZESIK
XEn k= BESTPARK - BIER LA AR L BFEABEALF @ E A
Heh N E Ve ERE ey S HRERRE -

FRAREE (2006) F 34k A Kano — #e48 X 5 48 24018 4 MR Fs oo B #9451 » Ao B4k
RERE-GHIMTRBEEURFES 25 REUBRKE  BERRTHBLES
BB EN BB T SHRGLEIHEE T RNZENRY

AR B P Kano = 4 ob B 45 X & & IPA 54748 X 2t 50 B 38 4w & 2-5-4 Piiow -

% 2-5-4
B] P9 Kano — 4 4% & # 45 8~ IPA 7 18 B 7F % 272
% (44) SRk 4
FRAREE (2006) Kano —# b B AN EE-RREE SHEZ T MR

BR4E kL F R 4F (2007)  JLARIB RIKAE B SEARFs &b K B PEAE R-Kano 4 X 2 IPA 2 & A

ks E (2007) 44 Kano B X 81 IPA 5474833 3C RE LG E XX M4 H

B3 (2008) 44 Kano # X 2 IPA A B E B E XA B H B H-AB AR

& A1)

(8THR)
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% 2-5-4
B] 9 Kano — 24 5% 5 #2 44 IPA 3778 B 77 % 2 FF (4R)

E (F0) Bk 4 46
WA (2013) 2A Kano #2 TPA K X 4% 53 18 41 74 5 FRRs & 8 B A #—24 H {2 4]
#JE A 1
& &M (2013) %4 Kano 2 IPA BARF SR 2 M ETEI RS E

BRIEF  EAMBERKR SKERFTEADESTHREZ P R B

e (2014)
Wz Y (2018) J& A Kano Model $2 IPA 3# &2 A E X R E & -0 &
B wE o RN=ZEEAY
7% (2018) RA R B EZTE A P YouTuber 8R4 H % : L IPA £& %

B A7 7k ¥ KANO # A 4R 3

TR AP R AT

KERTUA S BATE N E A48 E % Kano — 40 A X & 5 TPA W X2 R
e R R PR ARRBI Y - »AMAETG X > —F# % Kano E & LR @) Bk >
—BEENRR BESIPAEZHRERARMNE LR —FAEZMMR > IFLEEZITER
—REFEMWOR > EHEFTAREARRARS > LTRGEAFRELSS  BRAZ L EIE -
b A KAXRF X #IA Kano Em LR @M%k » —AFHRR - &4 2 IPA
MEBERE —RAR—R > MR- =R SR T AT RIwR [PA ERERZEZ
35 % B 4 Chen and Su (2006) A7z & 6448 A o

Chen $1 Su (2006) & %42 i Kano-CKM # X 694 & » H A AW & H 4ok £ 22
B A8 Kano — 44 X 44 » #1A Kano — 4 &8 45 X 6908 B 7 ik 4% BB % 403
BHBEOBREIEE NS oMt s M43 - Chen 82 Su (2006) 2 &4 & & #Hn
Kano Ml AT Eq ik SR EELERERNHN LM BAERY EZRE » BEIRR - £
) —#a%8 + Kano Flik ¥ ey B £ R 7 IPA d a3k % €% » Bk Kano E& ey AT
DRV ERRE -

104



Frob 2 gh o AT A4 2] AT SAARE Matzler 2 Hinterhuber (1998) =6y " B Z %
EAE A A Kano = # b H Lo )3T 5 H 3w ih B354% (SSI) SR % &E454% (DDI)
BAT o R GEREN R ARG R BT RAEERAWS SSIHMARESL
0, ATRSZFEHXNHBTELEAD s BEATL 1 ZrBMHEALE ZFEF > 3o
EAMETENPEMK - 7 DDl AL 0 RIF T RV E B F R EH R
MERMBEMN TRAMEL- 1 A THRBERREOVELK -

Yang (2005) ¥ 45 BAZ M EA &4 TPA R 1L Kano —#4 L H 4 X, (Refined
Kano’s Model) » A6 %9 & & # 4R 04 & 50 B ¥ HIRM o0 8 093840 » 438 [PA w % IR A4

Kano ¢ B BMH (A0 ~-M-1) ek S1EB M » 4wk 2-5-5 Ao ¢

* 2-5-5
1t Kano =482 5 /& |4+ #
& Kano = # J§ t ERES EREAK
b 71 5 5 b7 &S ) o0 E
(Attractive » A) (Highly attractive) (Less attractive)
— L8 = {1 50 E B Ao {5 4B o E
(One-dimensional » O) (High value-added) (Low value-added)
i B 5t H 2 FRLE
(Must be » M) (Critical) (Necessary)
BERELH BB E st o b
(Indifferent - I) (Potential) (Care-free)

BHRR AR B AT

# % Yang (2005) #9 € R BT RAF A AEEHARENER () FBALE -
BE T MhSY A TPAKASERES»  LBMENEEABANRS ) £
AiFN SRS REBSEBREEARFNERZRS Q) KBNS E - RAA B
Nou8 o BAEIPABRAEMREREIN S  SLBEHBTRIIFEL  EREFTH AEF
ZRBIBLETRRAMAL ; Q) AMmEELE  RAT —LmE | - &4 IPA
B S EREI S o IR E R LR RN B Rk fe i 5 (4) &I o fF

BRE - RAE —ARE &6 IPABARERELI o T L8 Y il g K%
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RBERHEFORHO) Mt - RAET ERLY &6 PABASZERENSY -
WHSEREEHFFTER  SEENRIFULBASLE RO KE; 6) FELERA
"ERLE | BETPABEREREN Sy RULBRLELEFAELERGER > B2
FTRAEE REFARERT () BhRE RA T BRERSY | BEPAKRAZE
REIRy  RUEBESEXEZELNEECETARSGN TR  HABREN  FTA
RQ®) RALBCHSE RATRERRE BASIPABARKREREN Y » 7l
BEEAMCHIELE BN BT LU R ALY BB AR A

FAFHAFEB M > Yang BB IPA P EE R EH RS LY B E 6L

ZM o 4ok 2-5-6 AR

* 2-5-6

1t Kano = 482 & /5 |4 £

#51t Kano — 4 & M mEE S & AR
= b E FAE HEE
(Highly attractive) (Excellent) (To be Improved)
&Sk ) 50 H B F & T A&
(Less attractive) (Surplus) (Care-free)
& M A AR A 0 H 2B REE
(High value-added) (Excellent) (To be Improved)
&I AufB A8 0 G B F & T A&
(Low value-added) (Surplus) (Care-free)
[l A HEE
(Critical) (Excellent) (To be Improved)
TR Y B F & T A&
(Necessary) (Surplus) (Care-free)
B H A HEE
(Potential) (Excellent) (To be Improved)
YN PO B F| & T A&
(Care-free) (Surplus) (Care-free)

FHARR AT G TR
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T mEESARENEEA (1) 2ME (Excellent): )b EH L E BHANEH
WP ERERBEEA S SHEHEFSERENERRAEEHE Q) BHEE (To
be improved) : BB L EBHAHEHXN N PR EZY - EHEEHLEWE A
RARIIAHE  BAFPREUARSAHEE  (3) BF & (Surplus) : JbEREHE B M
EHEEN AP RAEE (HEHFHITENARIGEY SR BHRES
FLRCHBEERHEEERBEN ALY RILEA FRRATUF ERD EIEE K
Nz & 5 (4) TARE (Care-free) : ShEBW L E BHANEHX AP ELERDLE
EE REHEBSENEBERAR  TULLRFIXELCEBRNZIESR -

R EFRA > FiBAEAE Kano — 4 dh B A X HRATT A F #4540 Kano — 4 5h B B X 4
& IPA 2 &R » AR R AA R #4L Kano — 4 5u 8 4% KX k4 3+ SBL » UBA % HBL =18
RFORA DY > BAF 8 SRS eE RS -

RN

&R L AT HLT PAAF So s 3 BB R AR Kano — 4 5u B M X & & IPA AR - 4278
EHEEHEAEN  —MEEMN WG SHRAEAARS TR CePTRLHELY
BT RERERAZER > HLAH R 54 Chen # Su(2006) = # 694 % - # Kano
— R E X IPA o4 7 AMES > F3t R RO R—BRER =& - HILFHR

HRUEARBEHEHEZHEE  BHEAFA Yang (2005) a9451t Kano =4 o H # R,

RAHT AR FZ IR
F5F BRI IR

AFRRBARHHEB & > S BANFSUREASTH > BRBARLER > LKA
FIBRAE 0 XBAF AR ROAT - AT LR ARRRZEH Y REAE T k>
BT BB 5T Ty A A AR

107



F—f HEEE

AR ATHE R E SBL » UBA » HBL #3558 B o4 3k 3k 4T BRF o% B 3718 ~ Kano —
b AW PARE  RIFAT R EF R I FHR B 69 Fo TBRIR 3 3 A5 R 9 BF AR
# (8 3-1-1) - BB &Y &%t 5 KA Cronin ¥ Taylor (1992) # SERVPERF &
FBEHEE 2 K Chen 2 Su (2006) %4 Kano #2 IPA &9 B 78 » $HRF & 84T

Kano — #5741 & Z KRR mHT ©

TR T
A 45t 8 HRAETA
. P B o H
A - SERVPERF
. ﬁ—ﬁfﬂ}i ﬁ . Kano:_*’ﬁ.‘%gfii\.
o HBIRIK AR MR
. BE - HE
. FHARA o N B

[ 3-1. AFF T 5 AR

B BREL

AR RAF R FmARwE 3-2-1 B~ 2R ARFAART =~ ek BT R EAAE K
48 BRI BAYLAR BIFER BRI G » AL AT R AR ILBR C FF R 0k BIARE > B A

BRMET ERER  FIERAE TRt RERRH AR LR AL RF AL -
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A BN

{

BT ALK

V

=) BAAR B SRR

{

T 5 2R e SLAB 3R

AT

~NLA =
Mgsst | MM

NJ \VA

BRI RAR iE X3

{

R R R

3-2. RFRRH R IRAR

P8 MAHRRBHTE
R AEA R R IR T ko SR IRP R R 0 bt R AR T R A A -
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— " HRER

KR RFAEH LA 18 RAL » EER2|HIGFEE SBL  UBA X HBL 2 R 3 AH

H R BATHE -
= RETE
(—) ARM A

MR TRRP AT A 2019 -2 A 21 HE 3 A 3 84/ SURVEYCAKE #93%

Bl & R EB-TF S8 HR B & -
(=) EX B EEA

EXMAEREMNA201943 A 13854 A 30 B » A5 AEBEKE S RE

IR e
% 3-3-1
SBL 2018-2019 5% #
£F B # 35 EE 923
2018.11.07~2018.11.11 HALHEF 4 B F
2018.11.17~2018.11.25 WEEE
2018.11.29~2018.12.09 REE R BB
S 2018.12.14~2018.12.23 YALBF 48
B 2018.12.28~2019.01.06 HiAk AT 4 frlAT %
L 2019.01.10~2019.01.27 RERE
2019.02.21~2019.03.03 WEEE
2019.03.07~2019.04.07 BAGR T 42
2019.04.13~2019.04.16 BAGR T 42
2019.04.20~2019.04.21 YALE F 48
2019.04.23~2019.04.28 wAERETE FRE
2019.05.04~2019.05.05 HHEEE
2019.05.07~2019.05.09 S

THRIR : RF R A
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* 3-3-2
UBA ~ HBL 2018-2019 ##* %

£F a#H ki Rl
2018.11.25~2018.12.02  EEE# X
U 2018.12.03~2018.12.10 & F K% RS

B 2018.12.20~2018.12.23 Bt K%
A 2019.01.03~2019.01.06  #i{= K%

2019.02.25~2019.03.04  f24TH K HE

2019.03.23~2019.03.24 &3 NE% RE
2018.10.25~2018.11.04 #4484 5 48 TAE

H 2018.11.19~2018.11.23  ZJbE¥ 7 42 AR

B 2018.12.24~2018.12.29  ZHtEER/ S+ 2 BE
L 2019.02.17~2019.02.24 Fo P E b/ 2 LR F B ERE

2019.03.16~2019.03.17 i NE% RE

TR | AR

# % 3-3-1 & 3-3-2 ¥ 7T 214340 SBL UBA & HBL &y £ & 05/ » A5F % B 44 %
W5l A A7 IR - SBL 335 ] B 7RG 8#2 7 48 EAT4859K  UBA R HBL %42 A BIE& -
I B 57 UBA & HBL A F3bE | 216/ E& 39K 5 sboh » AR BH B MR E
TP %4873 - A SURVEYCAKE ;%4 il 512 %> & K 4% -F & (Facebook) AT -

AR E S RIA > R AR TEZIR G 43 0k - AP ER 468 1 >

PlAEAHREZESL I1.5% -

FwE HMRELE

AKAREGARTEARBEA LI X DEMGHENP A > RS Y 698 ERIE
SERVPERF #jalE 7 X » RBlEHEHX T RERIZ R4 » 2% McDonald, Sutton, ¥
Milne (1995) & TEAMQUAL &% ~ lRax ¥ (2016) B EMEHEeRHELEZ E X -

A BN IS 2 REAERIE > EEARFLIRATF R - FIAN S H B
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REMET o A @R > 23k T BAFTEHR )~ " Kano —#4EHEKX | sEG R
R PR BEBEZHEERRE B EZXERE - A TN B8 EgikzhH -
—~BAFZRTH

AP G HBA B G AR~ FE  HF R BEKE RE AR -
= Kano iE R & B 38 ¥ 4

M AARIALA 39 A %A Kano Z 4B XA EEMEF % B 5F 45+
Matzler 2 Hinterhuber (1998) BA R [RARAE (2006) &4 =4 & 5% X » 4 Kano ER
BEES RER  EAE AR B BBBERAFTER - RBESLEBELRAR LR
BERB =S E T
Z MELEZHEE

RIBAEAL A 3988 B EEMEH XA £ u4F (Likert Scale) g X235
RETHE EROBEREIRFFHE - HE L@ AHEAEFTRAHE -
WRBEREIERE

B TR ZAHGBE LB BFLEZEZE %% A Chen # Su (2006) » &4
¥ (2008) #1;% %M (2013) %4 Kano #2 IPA 2 38 H X » #H Kano —##4 X 49 718
EmeyPE R T IR eI EZE (perceived importance) - #F Kano Bl3E&) T ¥k |
HEA T FFER > "HEMER HEA"REE | BAMAHESRBAIME — -

ARARZE A HZREH Kano E@ e B ¥ ER4 A IPAYEZRE - RO H
FRAREXEME > A E B A A A Kano i B8 » Kano & ) B 78 82 IPA % & 42

FE o o B 3-3 Ao

Kano iE ) B} 18 Kano & &) 5] 78
L RLEGERAMAER BT | o REERGBERARBRER  LEF
hofa ? Yo ?
O LEi#k O 232 A% R O LE#K 0232/ R
O 3384 O4.m% 8% O 3.:%% O4.55% %%
058K E# O5.#%FE#
BHNERGEAR RO B EEAT?
OLE¥HE 02.%% 03.48 04FR%5&E OSEFRSHE

[ 3-3. AR BT EE
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REH FHIMTH

AR BB - RS BB AR EHBEL T E - L E R EE
% B EATER M o ANE BRI R RS M B E M
#r > Kano —#3u 8 &5 47 ~ IPA & 2- KB4 AR ANOVA R T » 5 53t T
—  fE ST M

AR FRETH TR A P B BAT R R TR AT - aMs  F8 - HFEE - 45
WRAE - BRE - FHARAN  BEFE  BERE KR IFFEITRESE - Bkt
RTBLTHT 70 A -

fz B (Reliability) 2RS0T B > AR EHERGTENE  BEHER—BRM -
RTEADZEATZMENERATE L HL—FK -

BABBRBOMBEET ERERRBEZIE; T HE  RAES RS AT 27%5H
RAKE 1R 2T% M A &~ By a2 RIE  BETERAMEAAZS Kotk R tin
AR ERIRAA T ERE 2R B3t A BB kBT (Critical Ratio, CR) » L&
RZABARGERAEHNE -

Z 1% B A Cronbach’s o {5 R A F B A1 K » a AR €4 0-1 2 [ > Cronbach’s o 18
Kt 0.7 K& R &L BEEA 512 E > Cronbach’s a {5 AR 0.5 4%, %& B8 T B 4ufz B & T 8
% » % Cronbach’s a /A 03 REBETEREAEE - RAEHkA -

ARARGEZBARSRERERHEE > &EBGE  BRFERATH =B @ BT
o B R TF RATT
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* 3-5-1

AHFH SBL F/F 12 %

R RLE 2

& IR RETE  HAsZARMAE ofd RABE ol

LREFRAEAMH 4.959%* 528 928

23 RAETETHFE 6.481%* 614 926

301 P A B R 7.661%* 695 924
4.8 E R 5.082%* 579 927

54+ F@EAH 5.262%* 456 .930

6. BRIF AT RA4F 5.535%%* 681 924

THEN R AT R 6.785%* 737 923

8. & # & 5 4T 6.864%%* .608 926

fgg‘, 9.3 B 4 X T A 7.639%* 706 929 923
1035884~ R F F # 7.766%* .590 926
113588335 2 6 R 10.512%x 757 923

1235 8 2 B2 405 T BATAR 7 628%* 671 .924

13. %38 L F 1A 7008 712 923
14. T 45 N B BRFS FE L 7.984%%* 568 927
ISTHANBEREEM 10.593%x 688 924

16. TN B RIERE 6.034%* 639 925

1T THANBEEHFEER 9.479%%* 675 924
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# 3-5-1
AHF R SBL ERE(ZENIIGEE (48)

G i) 2R RETE  BmAsZAMAER o WAEKaAE
18. 335 A AL T #h#s 5.200%* 552 879
19. L BARB B 3L T & 5 BAF  8.742%* 650 873
20. 3K Pk 84 B BiAg 4 5.657%* .606 876
21 R AT H R 4.793%* 11 871
228 F R AT N IE 9.333%* 665 873

% BB RRA 4.758%%* 745 886 870

¥ 4K ARBAT HA 4.502%* 557 879
SRBETE AT HL 4.249%* 566 878
2643 B R 5.724%* 443 .890
27. By R 3.719%* 603 877
28.3K A BA 3K B 5.358%* 543 880
298 B THEANIKE 5.358%x* 591 877
0L FRATHEBRATEH T4 8.195%* 613 783
31LEE R R 7.233** 551 790
2. HKEH % 5.657%* 540 791
BHKEE 4.200%* 383 810

g AR REA T RIA 5.890%* 394 810 809

H s mpDIAFRARHAL 8593 569 784
36.35 MR E B 5.398%* 373 .805
37.P] ZHAF A B EA 7.325%%* 585 788
38IKE AFRRAKEK L) 6.551%* 531 788
39. ¥ HHATEES) 8.849%* 578 750
48 % Cronbach’s o & 952

X *p< 05

TR | ATTE B 7552
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* 3-5-2

ARBFFH SBL % E 12 /Z ) prdb £ 7%
@ 2AIR FETE Moz iaRAE o MABZ oM@

LABHRRE RG 4.947%* 377 929
I RATBTFE 6.217%* 672 918
3.0 AR R B R R 7.134% 549 921
4.7 18 % K] 4.506%* 624 919
545 2@ F M4 5.45]%x* 547 921
6. FAI R T RAF 6.657%* 542 922
THEN R AT R 8.190%* 646 919
8. B #5& F 4T 7.339%* 675 918

féigj 9.3 ) By 4L A B IEH 7.081%* 753 924 916
1035845~ 2 FF 2 7.539%x oy 917
113588335 2 6 2R 6.126** 622 .920
12.35 88 232 05 T B 4T AR 7.947%* 658 919
13. % 3@ & B 12 4] 6.056%* 562 921
14. T4 N B IRFF RE L 5.896%* 651 919
I5.T/FANBE S %M 7.464%%* 700 917
l6. T/ N B RIER 5.157%* 635 919
1T THANBEEHFEER 7.480%* 745 917
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* 3-5-2
AR SBL % EE1EE NGB E (48)

G i) #RIR RETE Aoz AEMAER ol MAEKaE
I8. 335 A AT & 7.881%* 592 898
19 L BARBA AL T & 5 BAF  5.482%* 452 904
20.3K % 84 B B Ag A 9.261%** 680 893
PANCE 3.0 5P 8.215%* 642 896
2. RHARFRTE AL 3.271%+ 386 909

% BB RRA 8.626%* 833 886

¥ 4 BHRHAT HA 7.939%%* 792 904 888
SRBETE AT HL 6.725%* .690 893
26 B & 6.247** 664 894
27. By R & 6.917%* 651 895
28.3K A BA 3K B 6.469%* 599 897
298 B THEANIKE 5.754%x 614 897
0L FRATHERATEH T4 6.048%* 627 774
SIRGE SiF S 8 545%% 650 772
3B 4 7 409%* 517 788
BHKEE 4 588%* 378 803

- 34 R R AT RIA 3.816%* 459 809 795

B O3S DIRTRAFHAL 50350 482 7193
36.45 WAL R T B 5 153%% 374 805
37.P1 R 43R B R A 5.608%* 368 805
383K B A B AL M3k ik A 8 4 571 %% 436 797
39. ¥ HHATEES) 5 37 583 783
#2& % Cronbach’s o & 952

X *p< 05

TR ATE B 7552

117



* 3-5-3

PR

& IR RETE  HAsZARMAE ofd RABE ol

LREFRAEAMH 4.747%* 496 930

2 RAEGBETHFR 7.345%x* .549 929

3R PR A AR 6.466** .563 929
4.8 E R 6.427%* 587 928

5.4% B8 A 7.126%* .529 931

6.8 BALEF LT R4F 7.592%% .690 926

THEN R AT R 8.884% 699 926

8. A5 & 4T 7.378%* 634 927

fgg‘, 9.1 K B4 X BIAY, 13.394%%* 794 931 923
10354847~ = F F 2 9.947%% 689 926
VLGB RAT ER 9.056%* 728 925
123588 B R A B 4T R 7.444%* 656 927

13,58 38 & B2 A1 6.488%* .623 928
14. 1 F A B BRoHs B B 7.299%% 605 928

IS T/EABHEM 10.683%* 655 927
16.T4F A B R Bk B 11.362%* 760 924
NITHANARTHEFR 8.269%* 720 925
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% 3-5-3
AeFR UBA EHREFZEDHHEFE ()

& 7R REME BB ZAAMAK  ofi  RAK o
18.3L35 AAE T #h 4 4.560%* 669 890
19 L FABMEMAT B H BT 6.848%* 666 889
20.3K % 84 B B Ag A 4.032%* 641 892
PANCE 3.3 5P 5.784%%* 574 893
22 K F|RFZTE N IE 6.894%* 632 891

g 2HLEMREE 3.798%* 623 900 892

¥ 4K ARBAT HA 4.845%% 666 .890
RBETE AT HL 4.568%* 653 .890
26/ 43 B R 4.105%* 452 906
27. By R & 3.785%* 754 885
28.3K A BA 23K B L3 557 .896
298 B THEANIKE 4.281%%* 772 883
0. FRATHERATEH T4 g470%% 752 211
KIRE 2% 3 6.041%* 696 817
32 % 5.631%* 712 813
33.FEKEE 6.861%* 480 835

- M pRERRERIIA 4.672%% 375 841 847

BB ABDIATRABHARL 57540 609 822
36.35 AR & A F B 2 643 446 838
37.F1 % BAF A T AR A 6.091%* 779 811
3BIRAAFBRARLELS) 4.102%* 423 838
39. ¥ AT % 8 7.920%* 474 832
#a & % Cronbach’s o & 955

3E 1 *p< 05

TR ATE B 17552
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* 3-5-4

A2 UBA B JE 12/

PR

@ 278 RETE  BASZMHAH ol RBLad

LRERAT A 6.704%* 716 942

23 RATE B E R 8.825%* 757 941

301 P A B R 6.657** 740 941
4.8 E R 4.940%* 527 946
545 B A 3.539% 397 947

6. BRIF AT RA4F 6.679%%* 691 942

THEN R AT R 6.952%* 798 940

8 AT A E 4T 5.555%* 623 944

fggﬁ 9. KB RA TR 6.994%* 624 946 944
1035884~ R F F # 7.137%%* 698 942
11358 A T R 6.565%%* 774 941

1235 8 2 B2 405 T BATAR 6.448%* 762 941

13,58 38 & B2 A1 4.936%* 746 941
14. T N B ARF B 7,821 % 693 942

IS TEANBEEM 6.885%%* 732 942

l6. T/ N B RIER 6.442%* 718 942
1TITHANBREHEER 9.280%* 732 942
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% 3-5-4
AFR UBA % BEEIEE P HEFE (48)

G A TR RETE  BmAsZAMAER o WK aE
1835 RAAE T #H 4% 6.491%* 731 914
19. .t FAB B BA TR BB  7.852%% 561 921
20. 3K Bk 84 B BiAg 4 5.600%* 791 911
PANCE 3.0 5P 7.660%* 786 912
2H/HARHRFAE 6.195%* 479 924

g BEEHREE 5.535%% 728 914

¥ 4K ARBAT HA 6.708%* 821 922 911
SRBETE AT HL 4.880%* 573 921
26 B & Do 661 917
27. 5 BRI R 4.689%* 614 919
28.3K A BA 3K B 52671F4% 681 916
2985 BT REHIKE 5.607** 739 913
0L FATHEHATERFHF 94604 685 784
SLE T & 7.465%* 751 779
32ERBH % 6.330%* 654 789
33.F 3k & 5.000%* 479 810

i 34 qpep PR AR R E RGN 4.459%* 437 821 812

HOBSABDIRTRAFHAL 6013+ 561 799
36. 5 P AR R B FH 4308+ 352 823
37.F1 R BAF X B RA 2.854%* 276 .839
BIHARXTRARKLES) 3.217% 460 810
39. % 54T 5% B 5.725%% 545 801
#a& % Cronbach’s o & 964

X *p< 05

TR ATE B 7552
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* 3-5-5

AHZ HBL F5E 15 K

R RLE 2

& #2IR RETE  HAsZARMAE ofd RABE ol
LABRRRTE Bt 2.754%% 171 940
23t RRTBBTFER 4.000%* 341 .939
3R PR A AR 4.773%x* .585 934
4458 % H] 7.976%* 727 930
5.4% #A2 F] 14 10.518%* 541 936
OB EMIF AT RIF 6.491%* 662 932
TAEM R AT R R 7.513%x* 710 931
8. A5 & 4T 9.295%%* 725 930
fgg‘, 9.3 h B R AT IR 9.316%* 830 936 928
10358842~ 2 & F # 14.267%* 721 931
11358 A T R 8.266%* 734 931
12355 48 - 3 8 & T 47 AR 10.234%%* 812 928
13,3038 & & 12 A1 7.367%* 746 930
14. T 45 N B BRFS FE L 9.444%* 683 931
IS T/EABHEM 11.529%* 761 929
l6. T/ N B RIER 9.295%* 693 931
1TITEABREHETK 8.657%* 716 931
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% 3-5-5
AT HBL ERZ12E » 52 % (48)

G i) 2R RETE Az AEMAER ol MAEKaE

I8. 335 A AT & 6.408%* 559 832
19 L BARR AL T & HBAF  7.006%* 522 835
20.3K % 84 B B Ag A 4.583%* 550 836
21 R AT H R 6.971%* 518 835
22 KR FRF LT N IE 6.859%* 575 830

g 2 HLEHREE 4.264%* 560 846 834

¥ 4K ARBAT HA 5.611%** 552 832
SRBETE AT HL 5.578%x* 638 825
26/ 43 B R 3.954%* 326 .859
27. By R 3.808%* 635 826
283k A A 2K E 4.825%* 438 843
298 B THEANIKE 4.361%* 569 830
0L RATHERATEH T4 796]%* 593 749
SLE T & 5.959%* 487 762
32 & 5.576%* 365 774
33.FEKEE 6.727%* 463 764

i 34 qpep PR AR R E RGN 3.954%* 321 783 783

H S AEDIRFRAFHAL g o2 591 747
36.5 AR R L E B AL 3 99Q# 453 164
37.P1 % BAF A T AR A 8.007* 610 752
AT RARRES) 4.572%% 330 781
39. 1 HAT S 7 B 9.127%* 453 765
#a& % Cronbach’s o & 944

X *p< 05

TR ATE B 7552
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* 3-5-6

AHFIE HBL # E 12 9 #745 B #
@ MR RETE  HASZ MG off WAL E

LREHRAT B 6.700%* 665 927
23 RATE B E R 6.604%%* 763 924
3R PR A AR 4.402%* .589 929
4.8 E R 5.486%* 662 927
54% FAB A 4.797%% 482 931
6. FAI R T RAF 5.676%* 659 927
THEN R AT R 7.754%* 747 925
8. & # & 5 4T 8.422%* 629 928
fgg‘, 9.3 B 4 X T A 6,584+ 599 931 928
1035884~ R F F # 7.172%%* 650 927
11358 A T R 7 70 7%* 771 924
12355 48 - 3 8 & T 47 AR 7 969%* 732 925
13. % 3@ & B 12 4] 4.954%* 478 931
14. T 45 N B BRFS FE L 5.615%* 568 929
15 TEABEEN 7.312%x* 703 926
16. TN B RIERE 7 360%* 604 928
1TITEABREHETK 7.879%%* 667 927

124

(&8THR)



% 3-5-6
AR HBL % & E (2 Z P HdsB 4 (48)

G i) 2R RETE Az AEMAER ol MAEKaE
18. 335 RAE T #h 4 5.002%* .690 912
19.LL RAMEMAT B HES  8.751%* 680 912
20.3K % 84 B B Ag A 4.073%* 758 909
PANCE 3.0 5P 7.481%* 736 910
2. RHARFRTE AL 5.046%* 429 924

* BB REA 4.181%* 761 .909
¥ 4K ARBAT HA 5.716%* 704 919 911
SRBETE AT HL 5.409%* 659 913
26 B & 7.847*%* 635 914
27 E BRI B 4.675%* 700 911
283k A A 2K E 4.150%* 590 916
298 B THEANIKE 5.615%%* 719 910
0L FRATHERATEH T4 g 0g]** 494 146
SLE R & 7.357%% 590 736
32 & 7.141%* 509 746
33. M3k E 3.992%%* 402 758
i 34.def R R IRA T B A 6.755%* 596 772 735
B OSHEDIRFRAFHAL 73350 499 745

36.35 Nk R A T B 4.094%%* 420 756
37. PR BAF A EARA 3.027%* 171 808
AT RARRES) 5.300% 501 747
39. ¥ AT % 8 4.995%* 431 754
#a& % Cronbach’s o & 956

X *p< 05

TR ATE B 7552
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RFLESHER AARLERLE=ZBREFH =MA# @+ Cronbach’s o {5 & X7 0.7 »
BEABRE  BERLMBLERBLE R ol ERAARLERAALZBERERN
BEHEEATRE A0 T IR K IETRRIR L B B4 R R % & L MIREE & T AR F
o {4y > B bk & ARF R I A MR AEFTREIR

= BETH

BB ARRRE L RPN TR EELRNRE  CRAARLERGET AT
Ferk o AFFRARA N BB S A (Content Validity) » #48 ] XA ER EEHAR TR
%o BAARFECERZEEHARTEGTHE  HRAZRARBEREATHEE -
ARARARTERA G EFRATH 3 B @ 48 88 > BEREHBITIFERL
W& 7 2 AL MRS HERTRAREGHEIALIOM HEBRLBA
AR = e
W~ Kano —# 24 %54

RBHRBBHER - ARYE Kano — 4 T K - MRS H R FH ALK
(—) /108 % (Attractive Quality) : sbZF AR > HEH R EELTRA > 2L

BFERRL  HEXRTREI R -

(=) — 7% &% (One-dimensional Quality) : b ZE R L LE » HEZ B EEMAD -

ERRA > BEAGREI AR -

(2) & %3%H &% (Must-be Quality) : sb B F AL RN » HEX GRAHREAE R - 2

W RWEFRAL  HEHEREI T -

(m) &% Z &K &Z4 (Indifferent Quality) : REMRZFRGATEFHLAR eV EHEE
aY ik BB
() & 56 E &% (Reverse Quality) : )b EF LW - R €3k H EH R4 > K EMF

HEHGRIGE -

fri47 Kano — 4 E 2 EWEEAL T &5 ASLEEE  ZAARE
Z S H e RATARAE R R - RIF R L B R A M>0>A>1

Tl

126



— L H G BB EEBREAE A AR EEREE R R R EER
BRIBELEZFOFRRBERTE TR B EEARV AT BEELSAS Y 2K
fuF

A+0
A+O0+M+1

-(M+0)
A+O0+M+I

i E 545 (SID) ° HERAR % EHARE (DD :

A IPA EZ-R2ASH
A RAIA IPA 5#77% » A Kano — 4 Ky Em@ AR TR AELE » FoRH

B RB B EE IR L E 0 4a B M ATAR e LIRSS oL HARBRAT i AR

"REREAE EENGERE o IPA S4TGB R IR HIAE

(—) Concentrate Here : s 2 FREE-TH H EFZFHNUEYE L IMRB L E AL ETRAE S
EHEER ALEBANERS S RO ERIBERE PRALES  HHHK
R O RBSFEHXHHREHE -

(=) Keep Up the Good Work : st R FREE T H/H EEH N UEWE LR B L TR0t E
REHLSEES  SALERAFANEFILEESOHERER AL ENHR
FEH -

(=) Low Priority : sb £ TREYIRFF R A LAFHE N B EE R BN EREF G EE SR
o BAHBEEGEREMR > L8 Z RN LIRS RE N E

(m9) Possible Overkill : b ZROVIRFS R E SAFHEHNHEH R EA A EE B EREL
& B b ¥ B2 AR R AE BT AN T RESE A B Rk -

N FTIRE
FRAFFmEEAA DK B Kano — 4 B BMAw L ATHBELR T

Aol B & % 4 Kano —#edb B B IE 09 5748 -

+ >~ ANOVA 2 &

ERBAFA A D Gt 4 R R b E R BB B R AT B T - ERAE A

DS SHARB LT RU L EZEROAETFEBELER  BEIHIKRE
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REHE &RoM

AFHRRZERDH - AR ERAEMYEZTOM - BRBITHRANN > £F A8
Kano =4 & H 4 X B As & B AT 540 BA R A4 093840 & B B B & B 84T IPA
oA BB T BEREAE AR THERAARTHREEREAS D BRE
Bt BRI IPA &SP 7] K RF; & B S 2R VRA  RR BRI AR AT ERL

Bt B AR EATH £ - SAPATBERERAALT
® 8 A

AEEHH 201943 A 13 824 A 30 B - £4RIGREF 48 &6/ E& & Surveyckae
BIMEPFLETHEERALE 238 E S M A R EAEARRTEZ M5 43 ik
BB R 468 oy - FIB AR E X HE A 91.5% -

BB BB A AHT TR AT HE S (351:75%) MM R IGE § (446°95.3%)
BREEARE S (249-532%) HR A& L3k (149:31.8% ) HFRECAREE S (309
66%) ; BLEKIER S HREE () KA LA (2735583%) L AEH— A (78 16.7%) ;
FHRBBEABURARS (2125453%) BERFFFEHF BRI RN FFAITHREE
B % (388 > 82.9%) -

LRSI BER T RMATA R oG X RAGRENRFAB TR AITHRZIEIE AL
RGP EXIBHREAHERCSEEGA LTI I BRMET UG 02 BRI E E3K
FELHR  REZUMAAEAARE ) 2 LARAHRBR AR EFZ 58 £ 468 17
ABAEAT  BESBLEF LA 1914 A UBA KF 44 1164 > 8% HBL £ %
£H 16145 BHEATAZBEFS HRFEXRETZEAETFALLESE > 2LE
BRI EE REFRFTE PPERE RSB ATE MEBERZ  MAAHRTHE ¥

IR EEESHEE RS OEGMEMR UL > (b Rk 4-1-1 froxw ¢
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* 4-1-1

HF PG X X BIE
£F
SBL UBA HBL 43
ZNEER 0 114 105 219
2L H 0 2 11 13
REHF 33 0 0 33
Fo - & 3R A8 0 0 35 35
4 WAGBE F 4 113 0 0 113
B E % 29 0 0 29
AT RS R BB 0 1 9
HILMF 6 0 0 6
SRR 1 9 11
tat 190 117 161 468

TR R R AR
Pk 4-1-1 T RITTUF L E=ZBAEFR I EGEOIH T - BENASRE
SBL #F ¥ ULARGHAEE S > BBNRSBE UBA RFEULELINERE S BR
PHRGWE HBL EFRASINERE $ > B AP R B B4 K R A 2019 £ 3 A 13
BZ4H308  E»NSBL F¥ZE % UBA $1 HBL A R HE > B E VMG E 4
Bzt NE& Bbi T A L MBS EE b £ KR S G L R B MR BB AR L >
R b AT 7 1% 448 B 5t i oA SBL fE AR A5 A8 7 A5 %9 » UBA & 236/ E &% # & HBL
fEINERBMMB T REZZOH -
BAE—WAOFZLSWBEMA SBL BRFAARSGH T M > B3t A 114
o dok 412 Fiom s B AT H o4 B A UBA BF A 230N E&EM 3k
AHAH 258K ok 4137 = AT F R EAHBL EF £ ELIE

BRI MBI ARAB A 105 ER Rk 414 T ZHEEFIATF Z0F R
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* 4-12
SBL in #RI5HF EA O 418

1A B %871 x#H @ EH %871 *¥ B
P 5 94 83.2 =P (BT) 5 4.4
5 . 19 168 i?ﬁf A% 76 673

22 /BT 34 30.1 - Bt Je PR BOBA B 32 28.3
;ﬁ 23-30 3% 64 56.6 5,000 7T F 24 212
31 /AL 15 13.3 £ 5,001-10,000 7T 15 13.3
25 45 6 5.3 ig? 10,001-30,000 7 30  26.5
ES 107 947 4 30,001-50,000 T 28 248
2 50 44.2 A 50,001-100,000 T 14 12.4
F % 38 33.6 100,001-150100 &~ 2 1.8
% A 6 53 . BE—A 31 27.4
EYER 11 9.7 7 B 4% 5 4.4
H 8 i ﬁ B4 A 19 168
i H 59 52.2 F¥ () &*MA 58 513
PR & 54 478 1A 33 292
X IR 2R 1 0.9 g 2 A 41 36.3

" ERE N
®  AEHRBAEER 1 0.9 # 3ABE 39 345
i{ A A 94 82.5
33 .
4 11 982 i’%% . o 11e
% £ (ARE—R) 49 34 & 0 F 15 13.3
K3 —R (FE&EERR) 19 16.8 BE 1-10 4 55 486
ig T 13 s Az 10 %30 F 43 381
=k (4t) 32 283 i 0 4 39 345

g 0 4 22 19.5 Bﬁ 1-10 4 64 567
Bﬁ 1-10 £ 70 619 L% 10 £ 10 88
Lz 10 224 1 21 186 . # 0 37 32.7
" 13 Btk Eﬁ 1-10 % 62 549
& 'y 10 424k 14 124

THRIR : RF R A
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* 4-1-3
UBAin NEZA o0& 5F

E B %871 X#H B HEB %871 *¥ BEBHL
PE % 78 68.4 = P (BAT) 3 2.6
5] . 36 316 i?ﬁf A% 69 60.5

22 /RATF 40 35.1 - R 58 P RBA B 42 36.8

A 2330 & 66 579 5000 LT 28 246

31 R b 8 7.0 5,001-10,000 7T 26 228

% e 4 2 1.8 ; 10,001-30,000 7T 19 167

Ee 112 982 A 30,001-50,000 5T 31 272

Fh 71 623 if 50,001-100,000 & 7 6.1

% 30 263 100,001-150,000 & 1 0.9

E 8% ¥ 2 1.8 150,001 T4 £ 2 1.8

A 6 53 BH—-A 8 7.0

HAb 5 4.4 A AL A 15 13.2

HE H 82 719 T RF (B MR 77 675

e & 304 281 iﬁ x 12105

XFHGAABER 34 29.8 H At 1 1.8

ERAE

B apgumBeR 14 123 1 A 8 7.0
3 A l

o XEHRBABEE 11 96 B 2 A 52 456
BRA #

Hib 55 48.2 3ARE 54 47.4

A B (AXRF-R) 31 277 4 ] 90  80.4

F -k (Fasirk) 17 152 HHE & 2 196

ﬁ;% R 23 205 # 0 16 14.0
R =k (A L) 41 36.6 BE 1-10 4 59  51.8
) 04 46 404 D 10 420 E 39 342
BE 1-10 4 48 421 | 0 4 8 7.0
L% 10 50 1 20 175 BE 1-10 4 102 895

R 0 18 15.8 A% 10 £ b 4 3.5
EE 1-10 -'éf- 88 77.2 g‘ 114 {/}}7}73]2$
£} 10 24k 8 7.0 &

THIRIR | AR R
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* 4-1-4
HBL in /) E&EA 7 %38

I8 B 8 31 X¥  BHL EAB %8 31 R¥  BHL
PE B 73 69.5 mPE (2TF) 9 8.6
5 . 32 305 %‘ﬁ A% 77 733

22 /AT 59 56.2 - A58 A ROBA B 19 18.1
;ﬁ 23-30 & 35 33.3 5,000 7TLIATF 37 35.2
31 &k 11 10.5 £ 5001-10,000 & 15 14.3
15 45 5 48 ié? 10,001-30,000 & 22 21.0
ES 100 952 J 30,001-50,000 T 20  19.0
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AR ARERAS Loy 2R mey SBLAFBMEB B BINGRELATZREN
UBA % HBL 2 ABE  MIAGBRERLLEW  BAFFONE LEAMRER

SR EBFEHP R B R Loy £ £ -
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* 429
SBL ~ UBA R HBL Z f7#§# @7 Kano —# /% & FE#

£F SBL UBA HBL

AR AS o0 B wiEGE®FE EHINEEXZ 2INEER
30.Lb BT ERAT B #F40 A A A
3B ER % I I I
2B % A A A
33 BKAEE [ I I
34k R EATE BRI A I I I
35.3.35 D] & T a5 7 8 R AL A 0] 6]
36.35 NER B & T B (o) A A
37.F1 2B AF R B R A 0] o )
3BIKBE AT REMIRE T & A A A
39. ¥ 5 4T84 E ) A A I
1 mE (A) 5 5 4
—t&E (0) 2 2 2
mE2AZY () 3 3 4

THIRIR : AR R

WERBMTUAAEE=ZBEF AL ZELYE LR 4R » 25 & (31) #
BHE (33) MHEERA (34) BBREAAETRIA  REBIHE=ZAMB L E
HEERZ EERENY  RRAFRLEF GHEBR KN HEEL » sbIN AT AR F] >
ERRFLEW£A L SBL — 41 UBA R HBL R R > 4T~ R FWLEZ R ERR
BN Y M e R Ao IR A b H B PR £ R

&% Kano — 4 % B X TR B R HNRE S E 2% - 2 f xR EHBRR
#7 SBLUBA A HBL £F 8% 8 E - BLAMRES IPA B FAHN=ZBEFY

HER > MEBMNZARFHABRIMTATEA TR ENIT Y -
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F=8 IPA E2-RALH

AR AR Kano —#edh B AL ¥ ARFS o0 B AT 048 > 2ho R E WA A Kano —#
mEBERXGEFRAERFTHOSNEE - Bt AR E® Chen and Su (2006) & H

Kano-CKM # X, R &5 [PA XM BRAZ EZERBEE
—~ERENHM

Kano —# b X —BFRZRM (RABERAR)IPA —RBELFERHMN (EREH
W E ) Bt 282 Kano BRF & H & IPA > —##E 2wk > 4 Chen and Su
(2006) 32 # Kano-CKM #£ .44 » #/F Kano — 4 S M X P AR A B L @ey AL T
FIRkuyRIo ERE (perceived importance) » A X F—EFBRGEHEL - T B, H
R REER o TERER HEATRER > TR HERAT ARER
" HEATARKER T AER HEAT AER > BHAZE 4 (Likert
Scale)5 BER EEztH - JFHEZA S RAFHEF]
—HRRESM

U ERAH N E TR EAB M ERE > A % 5045 (Likert Scale) & %
FRZAN T AL THE  FROBEREIRIETHE HE L@ RHERER
FhE EFHERS RFHT

FZBERERHEENOAEL > TUFE — B RRERE  EREA X $ HEE
£

,ﬂd

BY #ho v KRy BHBEERIE  BANE  REXERBEML | EMF o H K

BERHEEEENER P BTN -

BEH»SBL REARGEFHEZIERAERDEE Lk 4-3-1 frr > [IPA W £ TRE

4o & 4-1 Ao -
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* 4-3-1

SBLin Ki5HG t5EZHER W EE

N ME O ®mAME FHH BEBE
TRE 39 4.156 4.829 4.58120 .159098
HEE 39 3.188 4.096 3.68694 226622
ey N 39
(listwise)
B RIR AT R AR
BEALS ¥ gh¥ =
4,200
20
O
29
_ 18 O 23
4.000 - 326 _ 21 0%
xQ
0O |11 4300
24
3 (o]
3.800— O
Fs (1:J 19 %5
E‘@jé D 40 ﬁ2 (@] o
AL "o O 15
I 3,600 S "3 9| 30
. 16 O x ]
xq 22 37
RBEUE 35 4
5 o ) ‘AL E
3.400 2 o036 E
34 x
x
38
33
3.200
3.000 T T T T
4.200 4.400 4.600 4.800
R

/B 4-1. SBL = IPA % [R5+ B -

0= 54 - O= BF - X= 4744 -

BORARIR 1 AR A AT R

HE 41 KRIITUE D 39 ERBFEALEZNwE LR REZWIRGEFER

LEE SBL X RAFTERHNEETN N EZLERR PG EE AT - & AKRME

Bt i & K IRAGARIR > L R MR A ZHNBR I M SR E R RRTL > KRB Ri%
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ToA () ABHRZTEMH (22 RARHRATLAE -~ G0) L ETHEHRATE S
4o (37) FIZEIFAT@A] - Wb Lt 4 {838 B & B A7 SBL E 5 A4t 2 ARG 0 B
Y& E BB E IRy

BERUNPRELEN IR LERREZHNBRIREEH AN ESL
BERRFHA A (4 (5 (8) (9 (10) ~ (15) ~ (16) ~ (17) ~ (33) ~ (34) ~ (35) * (36) »
(38) & (39) £4 14 EB - & 14 BB RIGENEBABEARLEFNTHEE
B gL =T A3 R B35 8 5 SBL by #7737 48 69 AR 8 3R M AT 4 5 18R £40- 12 SBL
EM|THNGERM A E AR RFTH A RBIRE R HE > B EM T L2455
EEBIEE o BAMEERE -

BEFRFHEBREZLERANMEIHNRIAM T A TR » MB AT SBL £
7 PR AR S H AR AR E S - A (6) (7)) (1)~ (12)~ (13) ~ (18) ~ (19)  (20) »
2D~ (23)~ 24~ (25 (27)~ (29> (1) & (32) % 16 18R B » H 4kt SBL E#M 7 Z4%
F— RO ARRERA LG EEF FHBEZ LY -

RENEBLBEMRS  ERREZHNBRELBABRERE  BHKIHE

A (2)(3) (14 (26) & (28) ¥ 5183E 8 » E b SBL E# 7] MAGERH N T2 B
BIBE R AZENBLEBEEIRRBABRNE AR SZERGAD - FERA LA
Ao RSBERGHEE

4R E PR BATT A 4o 39 SERBLH P AR AR ERREUESRER £
#1938 > BILRMT AT AR B ATE R EH N SBL iRt H F P RMZ R FREELA
MERAERE - HFHREGERBEABREFTHEBRERMRIS » RF M T
FREAABIMABOGERMLEUARFN AL S TERSE SBL £F ; #NEFALR
RS ZIRFE B E RSP EERIFZEER - FonBRFE B AT SBL &9 tb B ob H B2
ey RUbRMARA SBL T REERIFLLEKF  GAFEEREELHFHAREL
BRAIEE  EUEGHERMIHEREFTHSBRORRT » S RAEBERITLEGKRE
BT RRSRHERGHEE > RIINGEEASR -
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w ~ UBA E¥ A& NEKZ IPA 54

BIHNUBARETAZILNEREXERERGEE ok 4-3-2 o [PA W@ S RE

4o & 4-2 o -

% 4-3-2
UBAin #IbNEZEEHRERFBEE
OME O RAME O FHEH BEEE
FARE 39 4.187 4.839 4.62271 .159860
HhEE 39 2.848 4.259 3.77770 309768
H ey N 39
(listwise)
B RR AR AR
BEAL 48RO
4 500
13 20
o (m]
iy 32 29 18
| 203 o x,218 Y
4.000 10 o21400 601 31024 o
28 :)D O o
s 0 1744F a4 5 30 23
—t [ @ 2=}
= O 23
= e ble
i3 5 39 2 o
i 3.500 o x
34
REUE . 38 ot
= 37
3.000
36
2.500 T T T T
4.200 4.400 4 600 4.800
] 4-2. UBA 2 IPA % IR45H B - BHRRIR © AP B ATERE

0= By - O KF - X= 474 -
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VB 42 HRPTUERREAZENZILDEZR SR T UBA X REAFTHRHNEFR
K ERERRZBNREEAMT AN EAREENH 8) HEHRLTIEY - (15)
THANBREN Q25 KEEFTHATHL 30) WETHEHERATESFK (37)
PIZERFEAMEE SMEEE - Bk UBA My B33 F Lk £ 5EEE -

RREZERSHA (5)(9) (16)~ (17)~(22)(26)(33)~(34) (36)~ (38) & (39)
% 11 588 > RFESWBBUMNEFTHEEGN Y REZBIADAZTLRE Y
FTRARE AWK TEAXSES  EMHTLEMEE 1 EEB RELY -

RPEGHEFEAA (D> G) @) (6) (7)) (12)~ (13) ~ (14) ~ (18) ~ (19) » (20) »
RCH~23) 29 2729~ (3B1)~(32) & (35 % 19 18 B - B4IAB K % LHE
A BRI RN HNRAMERALE RN EERMILELHES LLEHORE
HHRRIKBCRBARTRE -

REAEBEM/LE - F (2) (10) (IDA (28) F 44888 - UBA £ T U4
RENBEBEEOME > FRARAINCLEBABZERBABRNELXLEERRNYIESR -
FERAZGAR > RSB AOHEE

EHEE s BLURH N SBL ARG FEEXL M EE A 3.6 - UBA £ 2L/ NE&R X
SEEA 3T MAAMLZ T TR B AT RN UBA £ %3t/ E &b SBL £4r16
BAEBE AW RRE BT R B R UBA 8935 EMmEE A BT - K
B IGAERR R R RN IRAF & - SBL AlAE R - B LRI A T B ARE/E E R B A
L REZINER ARG F AL M AR R kb Ao gl 0 TR R 4T 23R SBL
B E T B XM R F A HEE -

UBA 1 SBL W38 B FH» B F T1F R & H R S A IPA vl Z IR ¥ e R &
HEE > BLEATRERBFLEHNRRAMTHALANEER  BHRIREE &
#.% UBA & SBL t) £ 24747 X B2 e » T EERN RIS & E RFEMH A
BANBR > LTRAZFEENST A2HB R M T ARBNARSE > B BEFEM
BAF ARt B ARSI B AT HIEN A A S A — HU R L TELRAE -
BUEEREHRFBRFHNRIGBEE  EMTFAERERLS -
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Z > HBL EE€4£ 216 ERZ IPA 5%

BIHNHBL RF AL NEREX ERERGEE ok 4-3-3 prow - [PA W £ RE

4o [& 4-3 A7ow

* 4-3-3
HBLin ZNEZEEZHRERSEZE

N wME O ERARME A AEE
ERE 39 4.076 4.838 4.55951 178180
R 39 3.057 4.552 3.94967 .347282
A%y N 39
(listwise)
BRRIR - AP R R E
i@ A4S 4 EE R
5.000 |
20
o
4.500 18 g
24 (u] . 23
30 %
: 8 130 2[?'3 -
Ry 3|11 T258° 24 o4
B ®o| Qo 1 p
iy 26 o, %1z
© 4,000 0 10 o . o) 1
17 Y O15 o v
REBUE 0 14 o 22 1Btk &
35 o] &
39 o |©
X 4
34
3.500- x e
33 38 x36
37
3.000 T T T T T T
4.000 4200 4.400 4.600 4800 5.000
R

[ 4-3. HBL 2 IPA R o7 E  BHRIR © AR BATHEIE

321 0= g o O= BF - X= 4744 «
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4-3 % HBL £ 23t/ NE&BEMZ IPA R RE - ARAXEENH (1) KEFRL
FRME - (8) BHATAE  (15) T/HAEFEM - (22) HARHXEMHR (37) FIZ
BRAFEAME 5MEEE » 2 5 8B B HBL LB A TR EATBITRSE » AR
FBRFEHEE

ERBEHEGHA (4)(5) (9 (10)~ (14)~ (16) ~ (17) > (33) ~ (34) ~ (35) > (36) °
(38) A& (39) ¥ 13 fBR B > B&IFAB RS AGERMABARFAHEE RTHL
REGGSMEBB S EPMHLEMAEE I3EEB GRS YE -

BE/FEH (6)(7) (1) (12)~ (13)~ (18)~ (19)~ (20) ~ (21) ~ (23)~ (24) ~ (25)
(29 (Gl & (32) ¥ 1518E8 - & 15 EEEARIARLELARINGENHS
WEREENFUEREZTLERSG LY -

BEMLES 2) 3)(26) (28) & (30) Z A EEE » E#MH T B Li%E

BURBEZERBARANMEAAERREAECHMIAD BERAKNAR 1S
BAHEE

BRIy HBL Y EE 439, A=AREYH S (SBL3.6> UBA3.T) -
TR ERFH HBL FF 0y 8 EARAME - b5t HBL # SBL 48 B A7 E 2
E2BWIEBRA (22) HAIRAGAEN > UBA Y2 BRAE L E AN RERER » &
LR %% UBA R 8H 69 R A A B8 SBL & HBL 8t R 4% - (2 =B EF 4R
FEBRAAHE B ARRAERALEGNEMRAELEZHARE  H=BE
FOHEMTMET AT RN EZRYPAAAL -

HBL 1 UBA Bl MME L E& oA (8) EA4FEE R (37) MIRZBIFEAIME
HBL $2 UBA b B34E B A £ 230 N E % » BIL&RATT AL £ o4 RN 23
NERGEFATEE ARG ERERBELN  GEHNEAORME  RRK A 4K
BATA & BB FH T s UBA A HBL L EPIZ AN LM RRIFH R F
EEEEMBT 2 SBL FRMAEME > WEERMBE > ATAEKRIK £ F
ERFAMNALBNF KRARRLATRIETENRFFEFIZAS  REMH T
WirEBE a3y
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e RIRE A E FTRAR] - 30) WETHEERABTEHFEHRGBE £
SBL & UBA #&RMMERUEE - 124 HBL P4 RN BERLE - REFBRKY

HBL BT84 512 A thi% &0y » HBL 474569 7 X 7T sA 4% SBL & UBA #9445 -

g
#e B # 7 SBL UBA & HBL £ EF 547 » T UMK [PA 2R P HEER L
EEPRFVERERSEELERAM B AN 5 LB LR AH 2SR BTRE &K

F =B RE2FHREREATAMMBRMEZR » FHER R 434757 ¢

* 4-3-4
SBL » UBA & HBL JRF# /% & 4784 # %

SBL £ RAGHE 7 48 UBA £ 236/ NE% HBL £ £&dt/ E%
(1) XKBEZZLTEH (S (8) E#AT4THE (S) (1) XKBEHZZLTEH (S
(22) #HARHZEFAE (G) (15) THEABEEME (S) (8) E#AFATFE (S)

9 e 3

;’% (G0) LEAHEHRTE (25 RBEFFARTHL (G (15 THABELEE (9
fi_‘ 5 #F 5 (M)
g 6D FIREBRAEANE M) G0 LEAHEBATEHF4  (22) KAIRFAL2EH (G)
M)
37) FIZBAFEAE (M) 37) P ZBRFEAE (M)
(4) AEEM (S) (5) HFEEAME (S (4)AE 2 (S)
(5) HFEEAME (S 0) EdHE TR (S) (5) HFREAIH (S
(B) EAr A T4 (S) (16) THABRBRE (S) ) L HHAFTIEY (S)
O) EHEHBATEE S) (A7) HEARHBFHEELR S) (10) HFHEEFAETFE (S)
(10) HERTAEFRE (S) (22) HRHAXRHAZLELAE (G) (14) T ANBRFEE (S)
(15) THEABZEEHKE S  (26) R&BHEEFE (O (16) T AR RBRE (S)
(16) THABRBRE (S) (33) HREZE M) (17) THABHFHEE

K (S)
(A7) ZHABRHEHELE (34 BBERERFRIA M) 33) HREZE (P
K (S)

(33) HMEEE M) (36) HAKRATHE (M) (34) BPHRRERTE R
A M)
(34) BB EAFERATRT  CORBATFTHRERKEKITHM) (35 AP DI AFTREHA
A (M) A (M)
(#8TH)
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% 4-3-4

SBL » UBA & HBL R# 4% 5 #7454 2% (48)

SBL 4R 1588 7 48 UBA £ &3t/ NE% HBL % %3t/ NE %
(35) HGFDIZXFRETEHAN 39 ¥HTHZEH (M) (36) FRKRRRTHE (M)
M)
¥ 00 HRERLTHE W (38) RARTFHRRKELY
= ™M)
L8 RARTRARKLY (39) HiTHEH V)
™M)
(39) ¥FHITHEFEH M)
6) MEMRITRT RIF (S (1) RERZTEHE (S) 6) MEMRITFRT RIF (S
(7) ERZHERBTER S (3) RIATATER (S) (7) ERZHERTBTER S
(1) GERBEATER S) @) £EBEZEHR (S (11) HFEEELTEE (S
(12) GHEERAERT4R (6 BEATREAETR S (12) FHEERAER TR
S (S)
(13) XBRFEA (S) (7 EREHRATER (S (13) RBRFEA (S)
(18) BRFAA (G) (12) FEERARETHR (18 RFAK (G)
(S)
(19) LLERAMERRETEZ L (13) XBRAFEA (S (19) LEEMERREES
BAF (G) (14) —EABRKEEE S) BF (G)
4 (20) KB HHBHEH (G) (18) #FAA (G) (20) KBRHHBHEH (G)
ﬁ_ Q) LEHMAFH R (G) (19 LEAMETRATES Q1) LEHFMATHE (G)
FF B4 (G)
|5

(23) WEHRXEE (G)
(24) REARHREBHA (G)
(25) MHRET T HATHL
(G

27) BRAREEFE (G)
(29) #aTRANKR (G
(31 BMEHXE M)

(32) mHEHBE (M)

(20) KBEAHBHEMH (G)
(21) ERMRAEZ IR (G)
(23) LEBREXEE (G)

(24) REAKRHREBHA (G)
(27) BEHKREEE (G)
(29) #aTRANKR (G
(31 BMEHXE M)

(32) mHEHBE (M)
(35)3.3% DJ &% A8 5 ) A
M)

(23) WEHRXEE (G)
(24) REARHREBHA (G)
(25) MHRET T HATHE
(G

27) BRARKEEFE (G)
(29) #aTRANKR (G
(31 BMEHXE M)

(32) rHEHBE (M)
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% 434
SBL » UBA & HBL R# 4% 5 #7454 2% (48)

SBL & AR1G8E 7 £8 UBA #2346/ NE% HBL £ &4t/ E%

(6 & S e

Q2) I RREEFBTHE Q2) 2 RREFBTHFE Q) HrBREBBTHEE (S
S) S)

(3) FiFRREEH (S) (10) HERAATHE () ) AAETER (9

(14) THABRBERE () (1) HHEHATER () (26) HABRKEE (G)

(26) HBHEE M) (28) KBEAEZKER (G) (8 REAWLKE (G)

(28) KB A AZKE (G) (30) LEAHEHATES
40 (M)

WS HRMRN -G FFAR o M : 474
TR AR R R R IE

& 434 BT RE B LEEALEER - A SBL & UBA £  UBA & HBL
#£F A SBL & HBL £ R &9 MR% %4 » 12744 SBL » UBA & HBL % =38 R E &£ [ &Y
WA B BoREZEZBARFEALZOCATNRR THRARARF ARG TERY -
ST AR AL ESGEARAR MERY BB ESHERFT EEZHNEIZTELALER
R RE HEMFARBERABSE LY BRBEE X - ERZHERRLE I
/ﬂ\ °

EREBUECERAZATFLRNRGLE T G GRA 5) FEEAMK
REZBATZAERFOEIAHIGEOFERAMTHE > Rk EMm7 H B ATaI 358K
W FEAEINER  BHFEFE AT A LRG0 L B0 S BPER R A 6y
BFEENLERT  HER (16) THABHRERE  REABIFAFRXAREH » 3
Brbg TAEAN B BIRSLBr oy RIE IR B - 2 RIBR TG R R 0 B b E 5 £ PRI TAF
AR EEENFEBMAT RKOAR -

HABUANRELECOMG LT ARFOTHEE > FAMKEE RBRERE > &
T AAF B FHNRZBARFNITHEHHE AR ERE AR RTENEF T THN E
RERWAR LB LEBBMAZBEFFZTEAESORNAGTAE FERARIRORA
REZ M
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EHRBFRHFEE > R TREHRRIHNZBAEFHRENELTREGE Bt
PR T B E L RE G RN GRS o E b 0 B BRI GRS B N IRFS
BHRAKE  BHLRZBAEFEANFINBRRBEEGRR  ABFABEEANGBR TR

REABERLEERMTUAEZAE LA EERAE - AH ZBEF LR GRS R
B B RMTRERE = BRFAEENNSARE > ATAERERHEBRRNNEAB A
AR MAeEBEMLEBRNYRFLEREZBAMRIHNELERABROBEHFTEL
AR B ABER > EMTTURBL ARG ATLAE LRATRLEZHER B A
Vet ERE > BRBERERBOBLET  CRERSKSIBFNBEL » EMH T
REHCTLEBENETREABRANAELAREE  FRAEH SN TR TABEHILNE

REUEGN > B TRRABINHEEI > BAERERA AR -
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Bt BELHEHRBESIPA

ST A% B354 (SSD) SRR % &4 (DD) 4 » B& 4 IPA THB A4
BRFson B AR B PO EE - & 4G40 B ATIRFS o0 B s E W ERIB R - AR
24 SBL » UBA & HBL & F-4E 3t
— ~ SBL #6274

SBL #2548 7 48 XA % i & do & 4-4-1 A% -

% 4-4-1
SBL in #1542 5 FERE B % & 15 B F

BR A 5t B Whoth B HRARHEL mEE
LABRFRRTRG 0.74 ® -0.43 3.513
2 RATG BT HERE 0.48 -0.70 3.694
3RIFT AT R 0.51 -0.70 3.778
4.7 38 %2 Fol 0.54 -0.34 3.526
547 2@ A 0.59 -0.44 3.404
6. BRIF AT RA4F 0.69 -0.60 3.932
TAENE M A TER 0.56 -0.59 3.791
8. X B4E 0.61 -0.49 W 3.444
9.EHERETFTIRY 0.61 -0.50 m 3.571
1035842~ 2T F & 0.45 -0.45 3.652
113G A T H R 0.58 -0.64 3.872
12,3548 234 4L % X T 4FAR 0.59 -0.53 3.810
13. % 3@ & B AR A 0.67 -0.46 3.895
14. T 45 N B ARFS B L 0.58 -0.58 3.703
1I5.TEAB &M 0.51 -0.55 W 3.620
16. T/ AN B RIERE 0.54 -0.38 3.603
1T THANBEEHEER 0.47 -0.46 3.660
18335 AR AT # & 0.74 -0.42 3.944
19, AR BMAT 5 5 RIF 0.58 -0.63 3.724
20. 3K Bk 04 BF Bbg A 0.73 -0.69 4.096

(#8TH)
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# 4-4-1
SBLin RGBS EHIFE (B)

BRFS 5t B BWhothEEE HRARHEL mEE
PANZE =3P R d 0.69 -0.49 3.927
2B HRHARTE NE 0.70 ® -0.79 W 3.481
LB KA 0.79 -0.58 3.974
24 BB AT HA 0.78 -0.49 3.906
WBHBREFTEHNRATHL 0.69 -0.33 3.793
2618 455 B & 0.51 -0.18 3.733
275G E F 0.82 -0.27 3.947
283G AHEZIKE 0.75 -0.20 3.910
298 BT RAHIKE 0.80 -0.29 4.019
30.LLETHERRBTE L L 0.62 -0.54 W 3.566
3LEEM % 0.60 -0.62 3.769
323K & 0.67 -0.60 3.934
3BHKEE 0.54 -0.22 3.188
4opop R ERELTRIA 0.49 -0.24 3.331
35.3.3% DJ & 5 s w8 R 0.64 ® -0.30 3.519
36.. 5 MR R T MK 0.62 -0.50 m 3.370
37.F1 R EBRAFRBREA] 0.68 -0.61 W 3.483
BRERTBREARETSH) 0.70 ® -0.25 3.329
39. 4 354784 E B 0.61 -0.36 3.380
35 % 0.63 -0.47 3.687

i @ R&SSIANTH - B K& DDl AnN-F34%
FORROR ¢ AR R

# IPA F & APIT LA4F %0 SBL i & E X P38 % 3.687 » £ 39 FMBLE RZHE
BARH 3.687 AR ABLEE BATRARBRELY  BAHSLESLEREH  FEAE -
39 BMHLE TEA 18R A5 I8AFRUENIAB T &AFITUF A SSI £ DDI
BT AR EWNAELRIES - SSI 2 P38 B 063 - REAS AN EMNAB P A2 SSI & AN
F3gsey > HRABFHEEOPEMK > K2 DDI FH#A-047  REHEHR A F
DDI R#> 0.47 » K& R SR EE R EAKR - Bt A7 SSI ¢ DDI F345# 2 58 B

BFRITHEERBRD RHEVEBARZAE  TREFEHLERE -
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L IBBEFUENARB Y A LIAXTRELREN 25 A (1) REFLTEHE

(35) BB DI R FaH B AAK 38) AR FAMK®KTZEH 8) EHL T4 (9)

wHEELFNEE (15 THEABREM  G0) LbkEAYSRAFTEHF4 ~ 31) 5

TR (36) FARRATHBAR 37) FIZRFRERA  (22) RHARFRE AXE

* 4-
SBL in #&#5#2 & #8 Kano #4~IPA #

42

%M Kano Bt #1t Kano & 1% e A o B 7R B #&@ SSI/DDI
& A Highly Attractive (1) K&EFHZFE B MH S ()
i High value-added (22) R ¥R} £ F A E G u
z 0] High value-added (30) L EfTH EEATEHF40 M [
& High value-added (37) P9 ZEAFE A4 M u

Less Attractive  (35) 335 DJ & 5 58 % &) AL AL M ®
A Less Attractive (38) 3K B £ FAE sk 3k B &) M o
Less Attractive  (39) P 355474575 %) M
Low value-added (5) 4% #1% F|1% S
Low value-added (8) B & FH4Fil S [ |
% o) Low value-added (9) i &1 42 % FIEH S u
‘i Low value-added (15) “#f A B H ¥4 S L
z Low value-added (36) 37 M k& =& & B S [
& Care-free (4) AExEMH S
Care-free (10) R TATHE S
I Care-free (16) T ABRIERE S
Care-free (17) THEABRAEHEER S
Care-free (33) HXEE M
Care-free (34) R EATRIA M
Highly Attractive (25) 3R %EF FH AT BN G [
A Highly Attractive (27) E#ke93k% & & G ®
4 Highly Attractive (29) A B S8 & 3K B G °
ﬁ High value-added (6) ¥LEALE L5 B4F S e/Hm
pE High value-added (7) 48 M %t & B R S N
& High value-added (11) 35883 52 & 58 S u
0 High value-added (12) 3548 % #4408 & B 4F ARk S |
High value-added (13) X &% 5 1@ #| S ®
HBTR)
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% 4-42

SBL in #& 155

7 #8 Kano #

A IPA # (%)

%M Kano B  #1t Kano & 1+ RRHs o H 78 B #&@ SSI/DDI

High value-added (18) 335 &AL G L
High value-added (19) (b BB EARLFTEHRF G [

s High value-added  (20) 3K [k & $f 8th 49 G o/n

ﬁ 0 High value-added (21) BRI 25 7 {& G eo/Hm

BE High value-added (23) LB K42 HE G o/

& High value-added (24) K EHREL AT S8 G @e/Hl
High value-added (31) Bt &M % M u
High value-added (32) ¥R % M o/
Less Attractive (26) H4saBE E G

i&% A Less Attractive (28) k%A BA 23K B G ()

5 Low value-added (2) 3t R AT BT FE S u

N

[f‘f_ ) Low value-added (3) B Ff =& & 2% S [ |
Low value-added (14) T A4F A B R REE S [

S R oG BENE oM 4TH
@ X% SSI A»F3% - B X% DDI AP #%
B RR AR AR

Wk 4-4-2 F HBATT UFE BB B h B A A L4 TPA wiB £ RAE 7T LUE #4153 a0 IR B

LE R ENELRES R A ABARB R EMANEALEE AP RMET UG R L8

f ) 0 H L — U5 B i 1@ b Kano A2 A #2416 g, Highly Attractive ¥ High value-added /&

o REABEABHBIEANTREA AR AR S ER b T EBMEN -

BEAMNREAERH (5 @) 9) (15 & (36) ¥ 5SMEFEE » HMFT A2
b B B9 IR B 0 R B — Ui 3 @4 1b Kano 4% #8416 5% Low value-added /& 1 » &
TRIBRA S EHBAM T AR EEGEARIK > @ (4) (10) (16) ~ (17) ~ (33)
B (34) 5B ARERSYE > A4t Kano AR #4644 4 & Care-free B » R EB R
AREFEELE > BLEHHLESSIEDDI LR GABEDY

Hpbifi@ F R T FERMIFi 39 BRAB LT T » REZEZCHBRBE LT ARE K

BARBENIAR > Jbsh > BT UG kR B RABETZMER > LA B RAAE

B T A gty e
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—UBA 2%/ NEX%

UBA £ 236 NERZ BB E Aok 4-4-3 FRoT -

% 4-4-3
UBA in &1t/ E B K% E1HHBF
BR A 5t B BWhoth B HRARHEIL mEE
LRERATEMHE 0.73 -0.39 3.893
I RATBTFE 0.61 -0.77 3.955
3R AT AT R 0.68 -0.75 3.982
4.7 38 %2 Fol 0.68 -0.44 3.759
547 2@ A 0.61 -0.37 3.500
6. BRIF AT RA4F 0.76 -0.76 3.991
TAENZBATER 0.69 -0.60 3.982
8. & & & 4Tl 0.65 -0.42 3.616
0.3 1 B 42 2 T A 0.60 -0.46 3.643
1035842~ 2T F & 0.53 -0.49 3.884
113G A T H R 0.62 -0.67 4.071
12,3548 234 4L F X T 4FAR 0.74 -0.51 4.036
13. % 3@ & B AR A 0.79 -0.68 4.259
14. T 45 N B ARFS B L 0.69 -0.58 3.857
I5.TFANBE S %M 0.63 -0.45 3.634
16. T A B RERE 0.64 -0.50m 3.741
1T THABRBFHELER 0.59 -0.51 M 3.768
18335 AR AT # & 0.86 -0.47 4.080
19..b FAB B B 32 2 5 BAF 0.71 -0.62 3.893
20. 3K Bk 04 B g A 0.89 -0.61 4.250
PANZE 3= 3P R d 0.88 -0.51 4.045
2B HFIRFRTE AE 0.67 -0.80m 3.652
LB KA 0.86 -0.48 3.875
24K BRBE AT HA 0.79 -0.35 3.938
5 HBREFRARTEL 0.820 -0.29 3.580
2618 455 & 0.56 -0.15 3.714
275G F 0.90 -0.25 3.875
283G AHEZIKE 0.68 -0.18 3.839
298 BT RAHKE 0.85 -0.18 4.063
30.Lb BATHERAT B 5 1540 0.76 -0.47 3.795
(#8TH)
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# 4-4-3
UBAin #ib)EEZEBEHEHEE (B)

BRFS 5t B BWhothEEE HRARHEL mEE
3LEEM % 0.83 -0.64 4.027
323K & 0.83 -0.65 4.054
33 BKAEE 0.53 -0.22 3.196
34 &R AR A 0.50 -0.23 3.384
35.3.35 DI & T fe 5 7 8 AU AL 0.75 -0.46 3.821
36.. 5 MR R T K 0.71@ -0.31 2.848
37.F1 R EBRAFRBEA] 0.83@ -0.63m 3.080
3BIKBE AT REMIRE T F 0.63 -0.19 3.250
39. 4 35478 E ) 0.66 -0.27 3.500
T35 8 0.71 -0.47 3.778

3 @ K% SSI AWNF34% - B X% DDI AN -F348
TR R R AR

P IPA F #5419 7T AT %0 UBA i B E X P38 % 3.778 » £ 39 AMA S H A RHE
BN 3T sk A B LBEEBAARAREZN BIAHBLELERAS  E2 8%
HEIOERBLETLEA 1678 8 16 BF U EGEB T - SSI 2 F34% 4 0.71
DDI F34# %-047 » B XEBB A 678 Ak 25 RHEEFTHATHLER (36)
BNRRATHAARABDEELEBRRNIER » (16) THEABRERE ~ (17) T4
ANERBHAFERE 22) BRI RARFTAERTURY R EEDER S HEB » M
B7) MEZBFAEEAN LN HEEARR AR GEE LA ARABGTE -

87 SBL > UBA FRE AU EHBRBHYD » £HEHE L UBA &tk SBL & - X
R PR A B AT UBA LR Fsob H ARG ES > Bk UBA TR ENE R LU E

BB B L FFHBEABTRECH  URSZBEFHUBAKEE -

165



% 4-4-4
UBA in £t E & Kano 44 IPA #

%M Kano Bt #4t Kano /& 14 HR A o ' 7R B #@  SSI/DDI
. Highly Attractive (8) B# & F4FE S
1% A Highly Attractive (25) 3K X FH A F R G [
% Highly Attractive (36) 35 NE R Z & B M [
2,  Highvalueadded (I5) THFARF%M S
High value-added (37) P12 BRAFREAIME M @e/H
A Less Attractive  (38) 3K B & F A ¥Rk 2 % M
Less Attractive  (39) P 35474575 %) M
Low value-added (9) i 1 #y43% FIEH S
% 0) Low value-added (16) T4E A B RJE&R B S [ |
i Low value-added (17) T/EABREH/HAEEF R S [
z Low value-added (22) #K¥|"R#| & F ~IE G [
& Care-free (5) #5 & q2AlH S
. Care-free (26) B4 & G
Care-free (33) MKEZE S
Care-free (34) R EEBFRIIA M
Highly Attractive (1) K& % AT EMH S ®
Highly Attractive (4) &8 % i S
A Highly Attractive (24) 3R BHB LT 54 G o
Highly Attractive (27) E#e93kR 8 & G ®
Highly Attractive (29) A B A& 93K 8 G ®
High value-added (3) JAl A & & %% S [ |
High value-added (6) B ERIFAE R4F S o/N
g High value-added (7) #EPI3& ML H1E R S [
ﬁ High value-added (12) 3348 %82 3054 2 5 47k S e/H
pE High value-added (13) X i & F 12 4] S o/N
& High value-added (14) T4F A B BRF A& B S u
0 High value-added (18) .35 R AL G o
High value-added (19) LW BB EARAAZFTEHRF G [
High value-added (20) 3k Bk a4 3 Bk #d G e/n
High value-added (21) L& ZF H @ G o/nm
High value-added (23) LB K42 E G o/n
High value-added (30) L BATH S 1FAF 5 5 #44 M [
High value-added (31) B &H % M o/n
€ W)
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% 4-4-4
UBA in £t E & Kano 44 IPA #

%2 Kano BM #4t Kano B M R M 3A B #®& SSI/DDI

High value-added (32) KW % M @/H
High value-added (35) 335 DJ & & A8 % ) £ AL M ®
) A Less Attractive  (10) 35EEE T AT F# S |
ﬁ Less Attractive  (28) ¥k kA 8H 23K & G
N 0 Low value-added (2) 3944 & Baw % & S |
& Low value-added (11) 348335 & 5 % S u

OSSR oG BENR oM 474
® X% SSI An-F3% - B X% DDI AP
B RR AR AR

Pk 4-4-4 F 3T AT po R G u H L E GBS EEAREENE SHELE 2
FAZSBRESHE LS MAZES SSI 2 DDI R TE LU EMER - BLE
LA R E IR H X (25) KIRET R AT HL (36) HAKRRRT HMABT)
PIZBRIFEAIME 3B LBETFTRALAAMNELAEENNIBBERTRZE LA EY -

B bR P RAETUEF]EE Care-free BHABRBLEMAREXEEN - 24

SSI#2 DDI L3 R @ AIEATH A ELE  TUARSEAMAREREENIAR -

= HBL 2%t/ NEX%

HBL 42 %3t/ E R X BB & dhe & 4-4-5 piow -

% 4-4-5
HBL in #31b/)E Z B B4 B HE

BRFS 5t B BWhothEAEE HRARHEL mEE
LABRRRT RG 0.81@ -0.39 3.933
2 RATG BT HERE 0.60 -0.74 3.981
3RIFT AT R 0.69 -0.71 4.114
4.7 38 %2 Fl 0.68 -0.42 3.676
547 2@ A 0.57 -0.39 3.467
6.3 BRIF AT RA4F 0.78 -0.70 3.981
TAENZBATER 0.69 -0.65 4.086

(#8TH)
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# 4-4-5
HBLin £t EZEBESLEGHFE (4B)

BRFS 5t B BWhothEEE HRARHEL mEE
8. X B4E 0.70@ -0.50m 3.705
0.i & By 4R T T IEW 0.69 -0.48 3.762
1055 R TREFE 0.63 -0.50m 3.933
11358 A T R 0.69 -0.71 4.124
123588 BB A% = B 4T IR 0.75 -0.56 4.114
13. % i@ & B 12 4] 0.79 -0.58 4.267
4 TEABRFEEE 0.66 -0.59M 3.914
1I5.TEABE M 0.66 -0.61m 3.895
16. T/EANB RIERE 0.64 -0.47 3.838
1T THhABRBFHELER 0.58 -0.54H 3.848
18335 AR AT # & 0.81 -0.53 4.419
19. .t AR BMA T 5 5 RIF 0.72 -0.56 4.190
20.3K B oY BF BeAh AF 0.87 -0.68 4.552
PANZE =3P R d 0.80 -0.51 4.105
2B HFIRFRTE AE 0.68 -0.80m 3.781
LT R 0.86 -0.58 4.467
24 BB AT HA 0.75 -0.41 4.238
WBHBEFTEHNRATHL 0.85 -0.32 4.181
2618 4558 B & 0.51 -0.15 4.000
7. BB R 0.91 -0.26 4.257
283G AHEZIKE 0.61 -0.15 4.076
298 BT RAEHKE 0.88 -0.27 4.219
30. L BATH ERAT B 5 1550 0.69 -0.43 4.248
3LEEM % 0.79 -0.74 4314
323K & 0.78 -0.68 4.352
3BHKEE 0.47 -0.27 3.314
34 R R B AT R A 0.44 -0.21 3.524
35.313; D] & F 59 8 R AL 0.61 -0.48 3.819
36.35 Nk R A T B 0.64 -0.30 3.343
37.F9 R BAF R B EA 0.77@ -0.63H 3.057
3BIKB AT ARSI T § 0.60 -0.22 3.305
39. 4 354784 E B 0.57 -0.29 3.638
T35 0.70 -0.49 3.950

0 @ K SSIAN P48 - B K& DDI AnN-F3#4 3
U SEL 3
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P IPA F R AF ¥ LA4F %0 HBL i & B 2 P33 4 3.950 » £ 39 B E R B&HE

juy

FARHY 3.950 Ak kTR B BAT R ARBR AN  BAHELELEBRAN > FEXE

£ 39 ARFEETHA 18 F - £iE IBAFTEXEMAB T > SSI 2-F34%% 070
DDI F34# 4-049 - AKX EREBEA8HE AP (1) ARFATEHRARSBIHER
PEBAZRB > (10) FEETEETFE

(14) T EANBRFKEE (15 THEAB S

¥ M (17) TFARHFEERE (22) BARHAREAEZRIBIRTHEELEBK
ZIRE - (8) BHATAER (37) FIZFIAFATEANA R AT ZER I T LB

BMARMEELAABBREYE2 AR -

% 4-4-6

HBL # #d1k/)» EZ& Kano R IPA 47 %

%M Kano Bt  #1t Kano & 1% e Hs u ' 7 B #&@ SSI/DDI
. A Highly Attractive (1) R&EFHFZF B S [
1;”% High value-added (8) /&4 £ & 4718 S [
2L 0] High value-added (15) T/ AB & ¥4 S |
E‘_Z':f: High value-added (22) X F|"R ¥ & 2~ IE G [
High value-added (37) P& EBIFAEFI M M o/nm
A Less Attractive  (36) 3 & B & & B & M
Less Attractive  (38) 3K B &£ FAE sk sk 2. %) M
) Low value-added (4) A& 7% R S
Low value-added (9) #EH B4 FIEY S
Low value-added (10) 354845~ R~ T F % S +
fé Low value-added (14) T4k A B ARF5 f& S +
% Low value-added (16) TAEFA B RJE :VF; S
J‘é_ Low value-added (17) THABREHFAEEF KR S +
Low value-added (35) #3355 D] £ B 4% §/J F A M
I Care-free (5) 1= & 13 A S
Care-free (33) MK E & S
Care-free (34) bR ELTFTRIA M
Care-free (39) ¥ HiTEEE M
(#8TH)
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% 4-4-6

HBL # £ 4t/ E & Kano & IPA »# % (4&)

%M Kano B #1t Kano & % BB b E I8 B #® SSI/DDI
Highly Attractive (24) 3k B3k#& A F 54 G ®
A Highly Attractive (25) 3RR%EHE R T HI G o
Highly Attractive (29) 4 B C./8 & #3K 8 G ®
High value-added (6) BLERIEF A F R4F S o/Hm
High value-added (7) #EP3& M2 H1E R S u
High value-added (11) 358E3R IR & R S o
g High value-added (12) 3545 %3R4 & 547k S o/N
ﬁ High value-added (13) X i % 5184 S e/m
B @) High value-added (18) 335 &AL G o/nm
& High value-added (19) LLEAAMENAFTEHSBRF G ©/H
High value-added  (20) 3k [ &) 4 itk 4 G o/N
High value-added (21) FEEBFR AT F # G o/H
High value-added (23) &M kA2 & G o/N
High value-added (27) E#kayskpd & G ®
High value-added (31) H &H % M o/Hm
High value-added (32) ¥R % M o/m
A Less Attractive  (28) #K[% % 81 23k & G
i Low value-added  (2) 3t 9182 % Ba T ik & S n
1 0] Low value-added (3) JAl P & & 5% S [ |
= Low value-added (30) L R/TH S HAT RS F4 M
I Care-free (26) Z4 e H & G

E0S: HERAR

BeG: BERE - M: 478

@ X% SSI A»F3% - B X% DDI A%
BB AR R R

& 4-4-6 F #4177 LA K 2| HBL AR F5 o6 B LS 9B B AR E B (1)
(®) (15~ (22) & (37) £ 5M@EB £ SSI DDl AEE XL - BitiEd 5 BHF Lk
REE BERUANREAERY (10) (14) & (17) £3183EB » 2 31838 B & SSI
wm DDl ABEESE RULABAREEH SEEBHKER E3EALEEHELRE
gy o # i Kano — 4 b H X &4 IPA % » RAET AE i v 8 §IRAF fo ARk AR5 0% H &
FERRAEN FRBEEHNEGEBRMETUREE RSN LR EREFERBA K
6 R AR o
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FEH AUSHHBFLARFRBLAZIER

AFZBFIRE OVA 7 B3R £ 45 ~ B A R B E MR » AR FAD
HAHRFRGLEASEELRATCAMEAR AL R T

— " ZREEIFTIRE
RAARZ AL G BLER 638 > 53 AR~ BEARRE ~ F# BE  HFEE
R AN FiBF 6 B AT ST A M 39 18 Kano — 4 5 8 B AT F AT -

oA A St A s Kano — 400 8 B e BB A2 E -

(—) SBL ARG F X F TR T

SBLEFAACHAY MHA 1B SWKEAR 6 F8KF SHA - MER A
HEREAR TR WAE 10RABENG £8 44 F > BATUER AL ) EHE
RATAYG LBEFGR o EBENER  EREAEWRBERZ SBL FEAEME T REA
GBE PTUABE  BMAURHFTREFAFCLERBRIANEILAMER  EMPE

B 5 Kano AR b 8 893840 o

0.1 i By 4 X B IR

100,001-150,0007T
50,001-100,0007T
30,001-50,000T
10,001-30,0007T
5,001-10,000
5,000 7T AT

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

mA mO =M m]l "R
] 4-4. SBL £ AR & Bl - BH R  AFEI B AT EE

(=) UBA £ 23t/ NEEFFHHE
UBA EFEAATEIAY > A A 518 BRKRER 118 F8bF 48 BREAS
B HAREAR 2B RAE SEABAEMA ¥1 SBL BF4ath - A E 4R EB
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B UBA W AAS A%4 - f SBL BT MAFRR » BBMINGREREHE -
R MY L8R @A 455 B £ R - B E - MARRK T ZE S FE SBL %
BB YE LA ERMERATURE 45 PESBEE LR K ARBALERE
FHRIARR ARG ABARE 0 @B ARG — T .

243K BRI AT 24

« [ — ]
» I - I

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

HA O M ml =R

£ 4-5. UBA £ 77 B - BAHARIR * AR BATRHE -

(Z)HBL £ 2/ NEEFFTHE

HBL FFAACEIBEY - MR A 238 - BHEKEHR | B Fé#bH 28 BEAH 3
BoMARERIBR KUAR | BAABEH G HBL EAC SR L ABEMH AL R
Yo TR RRAZR L HBL A3 P ANEF  BRARN LA AEE > BEEL TS
RENX B LS BERZPAERLEBEA  HILBEE XS TRA A IFERMAS
BE CHARBLEBRRAAGOLRAMRE  RIeR TR ELBRERKROPMYE » B&
fr Kano B g3 LA RBEZ AR -

A AR HDA D Gt % E M Kano — 4 &0 B M odF ik 8T 4 B A K4k

W E & o
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= ZRLEFAGHE > BRFRITHZ ANOVA 54
AE AT A ANOVA 545 SBL £RiG8 7 48 » UBA £t/ NE&Z K HBL £ %

WNEREZHASAGEREE FEREEUBAAHHEELATERELLE ok

4-5-1 o ¢

* 4-5-1
ZFFEF ANOVA 747 #8 # #

a7 B# FHE BEEZ FHE pE  FHE

35 SBL 4g#&# 113 338 058  26.156* .000 UBA#£%it/E
f,ﬁg B4 % >SBL £4&

% UBAZEJ 114 386 068 Rt F e
E EB% HBL % %3t/ E
HBL & &3t-» 105 3.92 0.56 & > SBL 4k

E& YR8 H 4B
% SBL a4gi&8 113 364 066 18.963* 000 UBA 4t/ E
§ 748 % >SBL &%

¥ UBAZ£ELL 114 390 076 R F
E 5x HBL % %3t/ NE
HBL & &3t-» 105 4.21 0.60 & > SBL 4k

E% YR8 H 4B
HBL £ &3t/ E
& >UBA £ %

b NE &
4+ SBL Zdgis# 113 329 057 13.895* .000 UBAf£ &3t/ E
ég ¥ 4B % >SBL %4k

T UBA A& 114 321 060 toi 7 8
E g HBL £ %3t/ E
HBL £43t/h 105 369 052 & > SBL &4k

EE YR8 H 4B
HBL #£ %3t/ E
& >UBA £ %

b NE &

3E 1 *p<05

B RIR AR R
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THERBR=AAASAEREELEETBEE LR A AAGEHEEIN 5 A Tukey
FRILBER UBA £ 2t/ NEREeH &R AN SBL ARG F 5697 % &% HBL £ %
b NEE AR SBL AREE F 50y EE - UBA R HBL 44 £ £ > B A UBA & HBL

AR N ERR . BILT AR R ARG TR R AR EY -

BTREFEFHEEINy » A Tukey FHELLLBER UBA £ 2L N EXENHEEKR
%> SBL fE MR 588 7 #8449 7% & L » HBL £ 2 3b N E & K% SBL fLARIGHE 7 60 7% &
HBL £ 23t/ NE& AN UBA £ £ NEBZMHEE KL TUF R RE=AEFT -
#H7N HBL i A% &Ee) » SBLARARGEY -

RIE AT HE LI - A Tukey T4 b 8083 UBA £ 230 NE&Z M EE AN
SBL fE 4R #4548 7 #8644 7% & & > HBL ££ %3t )N E & K% SBL f£ 4R 4588 7 #8644 7% & £ » HBL
£ 230N E&R AR UBA £ 230/ N E &% EE B3R — 4 $% HBL & A% & > SBL &
BRHE -

SBL e t58 F 42 UBA £ &b/ EEZUA HBL £ £t \ER M b e
RE (F=1.188p=306) REERE (F=0.173p=.841) URITHERE (F=1436"
p=239) LEBEEER > EILRBEL -

BB AT & R P AP T SA o B A B P s F SBL AR &% UBA & HBL: H &R &
2> BRARSNMY TR E&AF SBL B AT NGBREASINEBRARFAFRRA

g R EMPEENFRAEBANRFLE » BRABIGHEE

= B AR E RN RE

KEAFFRMOATRAAER I URE A T HERABAHERRIFOZBRRATHEAN
¥ B & Rasy » TEAMQUAL & SPORTSERV &9 4 R T3k @ R A XHEUR
BERARRTEY  ERFEAARLETHO O ERGB 2L G =AFF SBL
UBA Z HBL ¥ » 3kEREHNEFHEELERABREMOPE > AURDBENERE

FABE GG B R Z AT & R & 4-5-2 ~ 4-5-3 R 4-5-4 P
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* 4-5-2

SBL in K542 F #5 XL 1K B

FIEARE £) ta pfa
KB mE (0=27) KBk (n=22)
W R E 3.3791 3.4706 -.594 555
EEXRER 3.8981 3.6667 1.349 185
ITHHREE 3.4222 3.2409 1.058 296
HEEERE 4.6187 4.3770 1.926 .060
FEEFERE 4.6883 4.5379 1.133 266
T ERE 4.5148 4.3409 1.267 211
THHAR © AR R
% 4-5-3
UBA in #Jb:)EF % IKHE
IR E £) ta pfa
K mIK (n=42) KGRI (n=36)
W B 3.8796 3.8366 296 768
EEHEAE 4.0754 3.8565 1.297 .198
T HEE 3.5095 3.5417 -2.30 819
B ERE 4.5812 4.6013 -215 831
FEEERE 4.6905 4.6458 438 662
T ERE 4.5095 4.5167 -.062 951
THAUR ¢ AR R
% 4-5-4
HBL in &b E & Z 5K 54 B
FIEARE £) ta pfa
K mIK (n=34) FHHEEEK (0=19)
HEEHE R 3.8443 4.1703 -2.270% 027
EERER 4.3382 4.4167 -.488 627
T HER 3.7118 3.9053 -1.297 201
B ERE 4.6920 4.5294 1.313 195
FEEERE 4.7745 4.7149 755 454
T ERE 4.5676 4.4263 1.254 215

U SEL S
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P L =B & P 7T A4 3 SBL B F ¥ U & UBA BF + XAFHKGROI B & SR b E
REBAARBELRE HBL RAAGHEHEEABE LR ZRAEFARS M AABELE
RIBERTUMRBRAER T XFRFRXFERGOHAMGHNBRFTHEELARAAD
BB RERARMRETHELIBESNEREFAEESH - BHLEORFEL
B & XSGR - B AR RETALRSG LEH 2R - BfIMmT - NBA LLE
PN ESG O EE ABRIRFE G IREACIKGE R — 4k > Bbskk AR L& aF % £
AR AL QTR F K H IR LIF AR & ™A PTG

EHOAA EREFHAA EEH BRLRORBG AL G EMEQATRMLE - B
AR ER R RRBRYRRAA LR ARFLRARKLERGH £7] > Bk
BRBPAEBALEFTERGR LB EZSHEARKGAERERG LY 2R LBET
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