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r?ﬁj@‘ﬁ@?}‘%m‘u ( Education Resources Information Center,
ERIC) ' (7 TS B % fInstitute of Education Sciences™e ¥ !
IO AR R o ERICPYZ FTRLED il — fﬁ[‘]*’ﬁ,’%ﬁé' FL' bb
I T 7 T T ;vﬁmn Jgﬁé@@ﬂ{gl%%?ti/ﬁfjfﬁj\’gﬁzlﬁpg}'
FVEPRIE o ERICT: S e 38 sl fiudet = for F I RLIET Pt | FL Ff# BT
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ERIC mlv[’glpjf FL‘ EEn F[Jﬁ Xi¥ @ (ERIC Documents)
F[& R (Journal Articles ) fFE Y BAKEE] > i i [ 1 1966 = 2004

?F,;@l 100, 000 fTué'ElE]sdlﬁ?]gl » ER KEE] cpgr LR

%Tpﬁzit"rl%?‘“ ?fﬁ}?}‘i@{}’?ﬁ[ I-= ( Education Resources Information Center, ERIC)
FIERICE YR/ -



VR PRI, QBT ST S PR - S
S ﬁﬁfﬁlﬂ i & SRR 9 ERIC i P R (ERIC
Documents) fiv =¥ Jg35 » §-2004 & 10 5| &R F",Tﬂq’ﬂi R Hp F
AR FE IR0 2 Y RV > R RS 1993 =
2004 =+ [t » }{f;J" ¥T 107, 000 =] Eliv?fﬁj‘tﬂd/ ¥ (ERIC Documents ) .V =
Y PDF R o & il 2 ¥ S K gl 9f - ERIC 755 [pil i
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journals
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517 a7 Jpa= HEJBMFL[E

- RS

g H Kotler BRIV ES - TS (Service) fi— i afid-
P~ BERIAOE RIS AIaE - H R E FRLEIYAO S 2R S i
FIE NGRS < ARSI % e R I fre [l R "“l}d ]
Zeithaml & Bitner (1996 ) ?eﬂ%fb r%%aj L~ FET R i@}%bmﬁﬁo ]
JEBAEE (2000) $HT T AR PTRLAF B~ AR Ry R
[ FEIE I d S PRLT L Bhusgse Fitzsimmons, J. A.(2005)

=8 DAL R ~ SR 5 KR SRS e

éﬁp FT VAR - AR AP HEVE R Pl g kL

b " RLA A ] PRI R A o AL 7
[ T TR e i S R TR SN [T S
TR B P iy GERREEE > 2000) > i) S ALYV R i o
I RO -

= PSR

H R RLE o & Fﬁ#‘ » FIE Y Fﬁ[ﬁl (g‘}ﬁ@”ﬁ#) AT
[ﬁj » f48< Parasuraman, Zeithaml & Berry (1985 ) ~ :&#x[l£7 (2000 ) ~
Groonoos (2003) ~ Fitzsimmons, J. A. & Fitzsimmons, M. J. (2003 ) ~
I (2002) FOBIR RSS! B VR GEATE YR
TR STHIEL ™ 15 I
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1.y CIntangibility) 555 T-EL~ RO -
2. BT (Heterogeneity ) IR o Ly RO
AR TR
3. i3 #EEfE /[ (Inseparability / Simultaneity ) - 45
A S 5. 9 < S H T H O PR
PRVEHRAURIR - A R
4. PUEHE (Perishability ) : TSRLARTIOE i Ttk
Bl - VR R
5. H[fil% % (Co-production) : IR =R -
FEALE R H AR A
I L+ A S ORI (I 2 T
IRERRLA | g 5 -

S TR

Gronroos (1984 ) Fg’:tﬂﬁp;ﬁlﬁ#[ﬁfg riﬁﬁ'f'f%{‘iﬁ\ ?%fg‘rﬁ@%ﬁ%ﬁ%ﬁ?{i
HIFTHIRRERR - SR PO L S R L
’i@%‘ﬁ#@’? ° 5 Parasuraman, Zeithaml and Berry (1988) [[[H11R5
FATERL T BT - R R O R AR AR
TR > TR S A R o
fd o | Fitzsimmons, J. A. & Fitzsimmons, M. J. (2003 ) “#-Hd !} Vﬁ?ﬁ%
TR RS » SR O~ R LR
POSRTT > WL PR - ) U R B

14



b RLEERAN R D 91 » 4 g SRR » i
YRR LA T SRR (R F
o F TR A o

R Tl e
FUS BRSO ES, o S PIRE R R S TR

=4 & 1 Parasuraman, Zeithaml and Berry 7+ 1985 = {4 ﬁl?ﬁyjlﬁ#[,
2o B A TR AL HAE SRR 1] SRR Y
?B%i%f?ﬁmﬁa’ » PZB FRpTA Y 4 FEVIRISTHE RLEAL [:n S
A 2Rl AR ST S .ﬂ%@aﬁﬁf‘ﬁwﬁiﬁﬁﬁ?
AET SRRV el i > PZB RV BT Y 1S
BB (R T ST R 2 B

1@ 1= (Gapl): i e @J:cp VR TEE -

2. 15 (Gap 2) i E R R B RO s S,

R
3. 1= (Gap 3): Yyl BTy EAAIU FRAR S

mL

iy

Db

ST

4. R IPM (Gap 4)  ARFTEGESE SR IR R e

5. i 17 (Gap ) i AR s i TV R PR A A 5
ETE e o
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SR

A

A A
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1
1
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B %mw
i:{ﬁf pJ

ﬁ%ﬂ 1 : Parasuraman, Zeithaml and Berry ﬁ@i’%ﬁ@ﬁ@,ﬂ

ORI I

: 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(Fall), 44.
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Parasuraman, Zeithaml and Berryp/iH ki » i 15 Jligh] - =
G e TR N G A BN T TN
PR %o g 10 2 RIRLONRRE ~ A AR > 2 S
RIS [T YA

Parasuraman, Zeithaml and Berry (1985 ) &£ |J'EE”3’77'\@ Fw
I A3 A7 R Bl e > PR BB RT3 T 10 [t e (TRENE D -

[i F]f.g (Reliability ) ~ =iz (Responsiveness ) ~ 15 = (Competence ) ~
AvR] (Access) ~ i (Courtesy ) ~ i3] (Communication ) ~ {5
( Credibility ) ~ %"= (Security ) ~ % (Understanding / Knowing ) ~
7 (Tangibles) o N[ pUE) TE Y 0 TEH] ) RLFHYE R
AT AR (HREN R ) 5 RS ’i?ﬁ‘%ﬁﬁﬁ[@ﬁ'ﬂ% [P =1
U RS i g s o P\'l%ﬁﬁ?ﬁ&?l’ﬁﬁﬁﬁﬁﬁmﬁ ’ ﬂﬁﬁélﬂﬁ
HHERAERe  ANBPZB e » I BRIy ET - L
fus (ES) *Dﬁiﬁ'ﬁfﬁjﬁ;ﬁ (PS) P~ pvA T & F-%sl'%?’:fi[‘ﬁ%\‘ 3
B

2 ’Flﬂf,\, : Gap 5=f (Gap1, Gap2, Gap3, Gap4), (PZB, 1985)
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[ TR

IO L

‘TV FIJ

Tk & g ﬁi er__ffq
T T

A 4

S

AP
1. GBI ES<PS

RS

o 2 JfELILE ES=PS
G T

A

3. [&HTHHLE ES>PS

(. B ST

BRI 7_&’[1717)“&?;% FI Parasuraman, Zeithaml, & Berry

Fitzsimmons (2003).

PV

1. ?F, i HH ES<PS :

A2 %ﬂiﬁ@ﬁ@i‘%ﬁ#{@?

(1985) ¥ Fitzsimmons &

’g écpgu%/ajjﬁ Wﬁ?ﬁ@ﬂf@ﬁj%mﬁ@?’ "' ES A1 PS puz BEES
i_dag ~ ym7‘ﬁjlﬁ£

- ;{ﬁj’ﬁ“ )ﬁglﬁlﬁ Iﬁjlﬂ[

2. kL ES=PS :

Hi ES FIPS — A - FIAA

3. [RFTHALH ES>PS :

SR AR IR -

B AP AR T T ALY R 2T ES AIPS B
}{{[ T TR T -
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s ﬁﬁ;’%ﬁﬁ’gﬁl@ Bl —SERVQUAL

Parasuraman, Zeithaml and Berry (1988 ) £{5<1985 & Hd11HY

—

BV IO 100 A o B GRS B —

SERVQUAL > £ 58 5UH BRI 3 Fira. o

4 3 : PZB(1988)[1s SERVQUAL 3+ BR

=

Ha | gt

‘H’

L AT S S R S
HLE s % 9 -

$~F”

iﬁ@r%%wmuww B

€10 [ﬁ?f;plﬂigﬁ H 9 wﬁj i

(578 I 3 A8k 200 [j-5 505 S8 A R

P

5. I AN - ') coefficient alpha, item to total, X355 #r G 11k §
RIS

6. ’Pj”éﬁji% 7 [T 34 SR

7. FII'] 34 SERFFEIFOEI A o EIHIERT BT 4 (B

8. EIHIVERS - BIE] 34 SAMIFFIE 5 R 2 AEHT

0. Fef?’dii 5 [ Y 22 SRR

10. | 7 ffi SERVQUAL Fu5 e IRy - I M 7] 22 Sffil-ppo Bt A ik
Jf%‘u Wfiéiii IJ[ ff“ ;;)“’[%b’?ﬁ } (dimensionality)

11. 7 i SERVQUAL fYss

¥R ¢ yf : Parasuraman, A., Zeithaml, V. A. & Berry, L. L. (1988). SERVQUAL: A

Multiple-ltem Scale for Measuring Consumer Perceptions of Service Quality. Journal of

Retailing, 64(1), 14.

Parasuraman, Zeithaml and Berry (1988 ) & 5| J?ﬁ Sl ﬁﬂ Fﬁ G
OB 1 ETR AL R P > PG 1 5 P i

RELSY 8T RIETT Sl WA I A ARl PZB
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PO FR7 1% ) 7 BRI R R R
= *??'?":F'\Jm‘a%’ﬁbwﬁﬁﬁwﬁ% O SAIHIFEIRERTS 22

EURAE > D1k 4 B 2 PR BRI R 5 TR TR
FEE AR BRI LT Bl £ SERVQUAL » #1 5 [ Rsf 7

L F)%) (Tangibles) = o dr Bl ~ BT I~ FIFORH <
2. ;]f.g (Reliability ) = FEdfFh = R HE@FF’JJ o
3. ~[& (Responsiveness) : 5]/ % Pfiiﬂ}\ﬁ IR RS W HL 5
e
4. [ (Assurance) : FYT UHIGE R > ) E1 T 2 ﬁﬁjfg!ﬁf% fﬁ
ARz o
5. [fiFE-~ (Empathy) : el =84 = LR © RO -
# 4 SERVQUAL fUffiki % (1988)

#5 B 4L

|7 (Tangibles) 1o RS R
BRI g [

2.

3. F*'w B~ IR

4. Tl H«ﬁﬂ%ﬂuﬁ%ﬁ S B L Py
Mliﬁﬁﬂ%

fi*#fi (Reliability) 5. il Eﬁ|:?§T§§’*7F’?[‘EfIJ7}%§,
6. i % REITHRERY + 7 il AHA -
S %Eo

A FJ Sy IR

2 Tl P R O R e
qFﬂij
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9. I FiIfEL b A TR

s 10 F TR =R g A s
( Responsiveness ) R ()
11 T S E R D Y
(—)
12. Fj: T‘ %ﬁ@ﬁ@ﬁlﬁ?ﬂg’ﬂ (—)
13, UPBUEIT PR MR S O

B R R ()

W (Assurance) | 14. [i S LM IO F -

15. &R G pARLY 2 Y

16. FiZf-— [ ﬁiﬁﬁjﬁdf-[%gﬂ

17. g\*t'ﬁﬁiﬁﬁuﬂﬁﬁm' & I
filZE = (Empathy) | 18. % Fil ]kt rﬂjfi?ﬁéﬁ FipIpoE

(—)

19. FiT ]ERLE rﬂjfiﬁﬁéﬁ Fifft & AR
(—)

20. ALY RN PR TR L T
W@w(—)

21. HydH f:UfFFJ HEE AL T
@w(—)

22. TTEﬁFJ@ FL T3 ETA T R e K
Hi (—)

ﬁ%t* (—) & EIfF
PR e lf A PRI F I Parasuraman, A, Zeithaml, V. A. & Berry, L. L. (1988). SERVQUAL:

A Multiple-Item Scale for Measuring Consumer Perceptions of Service Quality. Journal of

Retailing, 64(1), 142-40.

JE— Hps T Parasuraman, Zeithaml and Berry i 1988 = Frii
R AR T IR R PR B S
WAL T T 1901 £ < HRENESTAY ERUR Y 6 3 IR
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HIRE B g AR > (S0 il PS5

% 5! SERVQUAL %13

i

iRy

éjﬂi/ ( Tangibles )

VI R

BRI EaCEIRE

1

2.

3. RiTHREE - By

4 RIPVERRGESE ot S R AR
1T

[ ffé (Reliability )

?ﬁ@ﬁ%@ﬂm@mﬁ%

i & PSRRI AR
BT RE -

2 ST i

2 TR Bt SO R e
s
9. thlg- rpgﬁj]ﬁ\wqwﬂpﬁ;cl%«
~ it 10. Ei7 FJ PR AR R
( Responsiveness ) 11 FI gt bﬁifp YRS

2 (I e

13, FA A POEL MR 2 e i

=g (Assurance)

for o
14. F pﬂﬁjyﬁbn_, Iﬁeﬁlpjl

15. éﬁ* IF:.?*@:H\ PLRLA =AY

16. 1 o I RE S

17. F B "|TE LSRR 2 IR

[filE-= (Empathy )

18. > pilfri & TR i
19. P RIPVETK R RIEE TR B [fY

20. F H:?ﬁéﬁ Fiffat & [ORS

21. f[ ;lfyl IR 2

22. 17 el AR PR

v J ¥R © 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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Fh* Parasuraman, Zeithaml and Berry (1988 ) é”t VIR AT
IO » RO ) PZB
#ﬁﬁu SERVQUAL iFﬂE{r\fgﬁpgu%;ﬁ PG AR5 0 2 PR PE§“‘§F7
P ET © ABE 22 SR 'T;'f%ipbﬁ- R B SN H S S
- iﬁffﬂ?p IU?EFJ@F”FIJF%Q o FIRRi R a2t 2t e

Q = Ffh T
P <> R4
E R

TR H - A~ BLEH - DR U LRI SERVQUAL
@Sﬁfﬂj il NEE & J}P&j]}ﬁﬂﬁj NI Er [—JF‘F ‘g;iﬁlj;:j\

(Parasuraman, Zeithaml & Berry 1991, Carman 1990, Kettinger &

SERVQUAL I JRLILY i » BATTEAZ] 7B - I : &

Lee 1994, )

51 ] Rl SR

Davis (1989 ) 7 1986 & {1 E[F o #51=¢ ( Technology
Acceptance Model, TAM ) » Davis EI@’P'EZI gﬁ‘%lr ngu £/ ¥] (Perceived
usefulness) ﬁ@ip T E | (Perceived ease of use) rf" S

YRRV A o P RLES 35 Fishbein and Ajzen (1975)
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EEdNE {’?E#J%Tu (Theory of Reasoned Action, TRA) [V F > Z/[l[ﬁ[ 4

Fr=. o Fishbein and Ajzen H.{Tiffi ™| ?ﬂ 4. (Beliefs ) %’—r [ﬁ[

( Evaluations ) }{ij’%{é/%é?iﬂ SR VRS (Attitude toward behavmr) ;

tﬂﬁcﬁr[ . ( Normative Beliefs) bm@gwf,:& ( Motivation to compl)

SRR B4 3 (Subjective norm ) ; i £ E Lﬁ%ﬂ‘ ( Behavioral Intention )

| ﬁ%"&;@f?fﬁfr’%‘{’? £7 ( Actual Behavioral ) -
o e
II:I N I:J lﬁ[ ;[/F‘L:\@
AEtE || Wi
%Jﬁe_‘[ L4_‘> [ N
[ IEFAS

3 B (TRA)

¥R YR - Davis, F. D., Bagozzi, R. P., Warshaw, P. R. (1989). User Acceptance of Computer

Technology: A Comparison of Two Theoretical Model. Management Science, 35(8), 984.

Davis i UE[FL A0 (TAM) > YIRS A FIIfRLIS SR
FEFEEIT (TRA) I RUH A BP0 R 7 13480
RO o T R[FAE O Davis (1989) 527 2 i LE IR
EPIR - BRI H BRI S 5T BIRLGEIpYE 1

(perceived usefulness ) ﬁ@,éiﬁlﬁﬂtﬁ H 114 (perceived ease of use) »

Davis (1989 ) SfiF=2 HJt sk puisgprs -
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1. F?siﬂ[lﬁ@fj % (perceived usefulness) * @ ffif * ﬁ'fﬁf@ﬁ B
ﬂﬁf S _,;F*;f“yp S o
2. F?di[lﬁlivtzﬁ']‘l‘% (perceived ease of use ) : [jdt * #f!{E

oS 2o

o

_”ll

It \ E5 o PV o HBRE
R VEY EURUR
\ I?,eié:[lﬁfj /
R

il 4 ElHgF SRS (TAM)
R J3f : Davis, F. D., Bagozzi, R. P., Warshaw, P. R. (1989). User Acceptance of Computer

Technology: A Comparison of Two Theoretical Model. Management Science, 35(8), 984.

Davis (1989) fUFIRIE~ /3L » Fa,;sgpggg,;ca |1 ( perceived
ease of use ) 7t fflI | K KA AR Al F'J‘[ﬁﬁﬁ | OB > (AT
SO A~ ESRR Y R
SR R ?ii[lﬂ |9 11% (perceived usefulness ) [=ELR /7 35
SRR % B < 7 1 RO b T

® Perceived usefulness: “the degree to which a person believes that using a particular
system would enhance his or her job performance”. (Davis, 1989)

* Perceived ease of use: “the degree to which a person believes that using a particular
system would be free of effort”. (Davis, 1989)
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8y

Davis (1989 ) Elfl’ﬁli%ﬁ BR[O AR A %Jr%]?,;ﬁ;p
P 5 ) 6 SR » ik 6
ESCIEREEES s RV Lo 1
B A
F?Ji[lﬁ'lfjfjg']'l‘ik 1. ~ R X—mﬁr SHEES PSR R Y
(Perceived D=
usefulness) 2. T OB R X R ST (R
3. I MHIHIN X g il F T (= &
4. [P X R TR (B
5. ] X AR R BRI O [
6. FRAECR X SERERSISEOT (ERLE Ry
PRI T SRR SR X AL Y B
(Perceived ease of | 8. ZIVFEFIIF] X £ &SI f‘EflfJEi‘l‘ﬁﬂ
use) FL' 25|
. T X AR LIRS
10, 35 FFI X FRRFUT Pl PO
11 SFSTE B X SRR R
12, Zy55 X £ ﬁi% pAfF = I
THE 95 : Davis, F. D.(1989). Perceived Usefulness, Perceived Ease of Use, and User

Acceptance of Information Technology. MIS Quarterly, 13(3), 340.
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ST (7 E

TP TR A T o BRI S T R P
A R R T RO RS AR - Parasuraman,
Zeithaml and Berry (1988 ) }E@Uﬁﬁ%ﬁ#,@ﬁ FEfEY ﬂ%ﬁ?qﬁ;ﬁﬁg
LTS [ EUR HIRLSAPEOR € RO - Fil o
e R TR TR R R I A

U o

- RV ES
oAE AR g *F'jf/\rﬂﬂ@—cﬂ:ﬁ‘ﬁm’
(Expectation-disconfirmation theory) jo— il s 55! %M‘ﬁﬁa@
Em%%g.ﬁjz;%w S5 ¢ Andrews and Withey (1976) SEVEUE L
PIEFIRURIERIP 7 2% Eﬁu oI H\EFW&%J}@( Hunt
(1977) R R ERLIF RV : Hampel (1977) £l i e Rl
PR Sk PR R [ f  E WBRRERRL
[0 5 Oliver (1981) 2 Kuiiyii g RLAT | i 1P ™ ks s
Cina (1989 ) et Zﬁﬁﬁﬁiﬁfjiﬂﬂ@[ Rk poTs = Brd [EAY 5 Bolton
(1991) $rtl Wy UL TS B R i omesheyn i & ot sk >
AL GBS H ST T ~ B MR - A
Fornell (1992) & = Ji*xﬂ]a@t @lﬁf*[ﬁ[pﬁygﬂ’%« > 2T
IR I == &F?ii'?[@% Fﬁglp&ﬁ@ﬁaﬂ?ﬁ}'ﬁl\ﬁr[gw Engel, Blackwell
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and Miniard (1995) E[Jé”t R L@fj@?ﬁ*lﬁlﬁa ESG ﬁ:ﬁ

8 [

J7;_ JE_FT‘[—
] SR b (A

( Affective perspective )

ays

HER T RIRRIA T -
R T REH SRS PR

bfiiﬂ@‘%ﬁ (Cogpitive perspective) » 5

éﬂezﬁifrﬂ]m@ﬁ 71’?&?‘ @Eﬁl‘

& o8

s RBEE

il

Eaii

A

Hunt (1977)

U AL AR i

Oliver (1981)

TP RS T T

(Affective e
perspective) Bolton (1991) PRp e proaszdeyg & 2 pof
Andrews and R FIRORRTEAI [ 2 R R
Withey (1976) EHIE BRI A
Hampel (1977) | difisis jh o emghn & g
R H o B BURL Y - P
(Cognitive Cina (1989) LA TR TS 2
perspective) Fornell (1992) FE AP = R .&r?:ip@
PR
Engel, Blackwell | & &= & il - fyH
and Miniard( 1995 ) | &/ fpvz IR SUBE
THRRR AR
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Kotler (1996) Haiif'| [ 5 HVHbL » H W IVLRLEF fifiF= !
AT Ry AT L B R # SR S R A
FR A ORI » [ L T 2 R R SRS
T S O A AR O (S - R WFH
RS  BIOR B PR PN RS

VRSt R R s U g g e F S AR R 17 R <

s iﬁﬁl@%ﬁﬁﬁ’%ﬁlﬁﬁl@%ﬁfﬁ

A T PR SRV P E T o T SRR A R
ERKITHEATS T A - AUEEFEHREVERL Ve A5
TURL T IR, » AR YR folRby b RS L S
fiffN (Parasuraman, Zeithaml and Berry, 1990 ) o & | #5471 & PR
EERHETAE VR E - PR B L R (=S, > Zeithaml and
Bitner (1996) jfEL"%l?ﬁ?iﬁ%@@?@?{ﬁﬁl@]@ﬁl’%ﬁ > YN 6> i
ZEh 53 [ . -
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Ehzar L

y

7 (Tangibles ) r[ﬁiﬁ[ﬂi
ﬁ‘ﬁﬁé ( Reliability )

~> iz (Responsiveness ) v
fW& (Assurance ) % il T . EHE
[Fil*E}-= (Empathy )

A

(G

=

A5 BT A TR A L Rl

EPR Y5 2 Zeithaml, V. A, & Bitner, M. J. (1996).Service Marketing.? McGraw Hill, p123.
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