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" � � � F� �� � #1776�� � G �� Adam Smith,� � �� � /u � � ��
� � /} / ¡ ¢ #� � £/
 X¤X¥  ¦ § ¡ ¢ £�¤¨ ©ª « ¬ #2000­�
�®#��¯ ¯ ° ± ² ³ S /W´ #�µ ¶60�· ��/u v ¸�µ ¹ º �² ³
S £#$�» /
 X¼ ½ ¸,� � � ¾ /¿ À :¡ ¢ �
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    1980�· #Î ] S � � Ï Ð 56#a FÎ ] Ñ� ÈÒ � YÉ©intangibility­:ÈÓ
Ô � Õ YÉ©inseparability­:ÈÖ × YÉ©variability­ È� Ø YÉ©perishability­1Ù

w x©Palmer, 1998­#Î ] @Ú9Ä Å�Û /Ü Ý Þß à á #Êâ� @ã Ü Ý
©person-to-person encounter­�¾ x#\ �ä å Ä Åæ ®¼ Î ] ¾ xç è /� é
êë ©Zeithaml, Berry & Parasuraman, 1988­#ìÎ ] í ß � î FÚïð ñ #r,9
Ä ÅÜ Ý �Úïò FÞß � é �ó ô�Î ] S /��@ÚÒ >õ ö ó ÷ ø ð ù /
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¦ �9I J � �#â � �����©internal marketing, IM­y � /  � ! v ©Berry, 
1981­� 
    r,����� ! v ) FÎ ] ���� � " # ©Berry, 1981; Gronroos, 
1981­#? $ % ® & w 
 1 / ' * #Î ] ��æ ( ° ± W´ #ä å ð ù ) * WÃ�
��Á = / + , - . ���� ! v �a � / /È� � ��É©transaction marketing­
0 Ö �È� & ��É(relationship marketing)�Ê� & �� 1 2 3 ����©internal 
marketing­:� � ��©interactive marketing­ Ã���©external marketing­�
4 �� #5� I JÓ ) X¼ Ã�Ä Å 6 6��# 7 ¤¼ ��Ä Å©Úï­ 8 9 �

���# : ; � a ��@Úrþ < / = > Î ] #p 9Ã�Ä Å� � = > � � #,

� ± ? < ��/� i © @ 1 = #2005­#â � Î ] ��� A B ; / ! v ©Gronroos, 
1984­�  

Thomas©1978­þ�Î ] S /�� B ; ! v #n � , � S :Úï9Ä År;
T /� A � & � 0 1 �� C D #$� A B ; ûEF2-1�  

                                     
 
 
 
 
 
 
 
 

F2-1 Î ] ��� A B ;  
B G � ) �Thomas(1978). Strategy is different in service industries. Harvard Business 

Review, 7, 158-165. 
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KolterF1972����0 1 �ÈI J¼ $r� ` a ©publics­�Û /� & #?
Ó b 2 3 Ä ÅÉ#?ìc�$�/È ` a É 7 2 d V I J�/ÈÚïÉ#� e V I
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���u v © m n o #2004­� 

��� � � �

� � �

� 	 
 � � � 	 
 � �


 � 
 � �



 11 

��������/ ! v ) p Î ] S #Gronroos©1985­,KotlerF1972�rþ�È�
� I J9 q r r� � � / s ( t u Û � v � #Ó b � ¼ Ä Å#Â 2 d Úï��É

�" � �  w # x ,W y 
 L #c��� I J÷ ø z { È|} ��É�= �#

? � ¼ I J��Á k |} ��� � � � WX 9ä å Úï# ~ $Ñ � Ä Å��:�

� � � 9�» ��� Î ] Ä Å#�����} /� ~ ` � � � � ± ¦ §  Ñ � Ä

Å��/Úï� ! v � 
Arbeit�Sasser©1976­c�����   FÚï5�  F��Ä Å/ � >#

�ï= �» ¶Úï�� K #, U Vy > /Úï#$�ï= �  � ¾ #Úï �  Ä

Å#âu v � * V L � ¼ F����/
 " © � � � #2002­� 
Berry©2000­ 1 ¼ ����0 1 ûE�È�Úï´ ���Ä Å#�ï= ´ �

��� ¾ #� � j ` � /} � �h � E#,��� ¾ � ¦ § ��Ä Å/¤¨ 9¤

XÉ�Greene:Walls�Schrest©1994­�Ñ u H I ���� �k �� ^ G � ú
>¶Î ] Ä Å/Úï � K #,Á k 9 . � Úï#? � ~ Úï�� � \ � > $ï= N

� �G £ � � � ©1998­�������� � �þ ����� �   � � r � ,
�ß /��Á = #Á k � � �Úï/��Ä ÅK #, / �? < þ�� S /   u �

�� 
George©1990­ I � � ��V ` a   u C ! �¡ � � ¢ I J£� ¤ �Î ] ¾

x#¤ s k ���� � ��I J� ¥ } � 9Ä Å�K �! v �� ¦ Úï#, � ¢

£§¨ Úï © � - . I J� ¥ ! v #? � \ ª � I J} � � « A© ¬ ­ s #2004­� 
Tansuhaj�McCullough©1988­c�����  % WÚï56/ ® Wk ¯#�

4 °   /����ú ± �2 d �Úï ² ³ : ´ µ :WX : ¶ í  º · Ù � � ?W

´ $¼ Úï ¸ ¹ 9���ä å NºGeorge�Gronroos� ����� ,��/u �
� C ! I J@AB ) /�� ^ G #$Á = ú P � } � 4   j /C ! ø �#÷ ø Æ
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Ò Yx#êâÔ ,5Z ����/= �# � \ 9@AB ) C ! � V × Í / Ø Ì � 

Glassman�McAfeeF1992�� ����� �@AB ) 0 × ��� Ù �� �
�#,â � ��   j ��C ! 9@AB ) ©VpÚ Û Ü #2001­� Ý Ê#���
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ø ì O� ® � � � � ����/0 1 � � #' � ¼ ����/56#e f �5 4

ÓÞ� 6 â × Í � � /7 8 �©�­W´ ?WX Úï/¦ � ¹ 9cÞ� N©O­Ä

� Ñ� Ä Å� � � Î ] ��/ÚïN©�­´ ��� � � \ 8 9Ö  C ! /ïÑN

, ©5­= �7 ³ I J� × 9I J 8 $ �A/
 � 9 #` âV . �����!

" 567 8 � : _ � ûE��
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    ����� � / 567 8 # , ® � � � � ® % ; FI J� 0 AFÚïWX 9
¦ �ú < #Ê$ < 3 F®�
 X! a  ê�ÚïÓ { 9 #$��Â Z ù � rÓ

Þ# � / /Ó� 0 Y ~ � Î ] /¾ x = > Ò > ¬ �#Î ] ¾ xÖ � YT �� 4 I

J 3 ? ê Î / @ � #þ g � ����/ Ù ��F Ð \ Î ] ¾ x#?	 
 û� �Ú

ï�� T © m n o #2004­� 
® ôG £ © Æ Ç ����� ´ ÈÚï���Ä ÅÉ#1981�Gronroosþ�#�

´ Úï���Ä Å#� ` � 6 � ¦ Úï#?,âþ Ê Úï�¦ � ¹ #,Æ × :W

X ÚïcÔ p A / A ã # ~ ` � � ° ± WX ?�� � Ñ� Ä Å��/Úï#��

V � ± Ä Å¦ �# ) � � Ñ � Ä Å��/Úï¸Ó � #¤   j $ q 9Ä Å� � /

ÓÞ� ¤ Úï#GronroosÓ ) þ������ � ! " � � � §¨ ú >#Â� �V
�����  j ¼ Ä Å� & � W L ä å �ÓÞÙ �� ¤ ©Vp� B C #2006­� 

����� � � 	 FÚï¦ � ¹   � pFÈÎ ] S /�� �  �» ` � /@

A � �Â Z É� ! v © m n o #2004­#êâ# U Vy Q Z /Úï? ¢ º 9WX
q r �T �
 X ! v � U V: ¢ º 9WX Úï� ù  þ < Ê ¾ x= �D E × I J

/y D í �ú � #I J E * Ã�Ä Å¤X � F Úï#ÊÚï5/ ] ï= K � � �

® p� \ Z 9p� 56#Fâ » M E#����} / �   � ³ �® ¦ �/Úï:

� à á /Ä ÅÜ Ý  �Ê /Ä Å¦ � ¹ #þ ´ ÚïûÞ Ä Å� G ¼ ]  þ Ê Úï

¦ � ¹ �W� � 
Ý Ê#Rafiq� Ahmed©1993, 2000­c�����´ �Úï�Ä Å� ^ G E

r ù � � / H � @ � �n ' #��Ä Å?Ó I Ã�Ä Å� J K $È� ¾ É/ L s #

K Fï= j � � & /� M E#Ô � N Æ O Ü ° $Ó Û P /ï= �$o #´ Úï�

Ä Å/ � >#[ @x Q Ã�Ä Å  R ¸ò F Q ô/ S T � U û#Sasser� Arbeit

 �Úï Î ] I Jn X/�� #�Ã�Ä Å V ± o Xó ô#� W X V ��y  

�/ Í 1 ©Vp , Y Z #2004­�âÃ#, ® \ [ �� / Ì i ?Ò >¼ ÈÚï¦ �
� 0 Ä Å¦ �É/ H >þ�t % Y/ [ I #$� Ô � + �ûI J ú û Ù \ ] Ö ¾

©Ahmed & Rafiq, 2003a; Caruana & Calleya, 1998­#þÚï¦ � b  Ä Å¦ �/ 3
X ^ À #�?Þ � � ^ À ©� B C #2006­� Fâ#����� 0 N �O7 8 Ä
� ÚïÑ � Ä Å� �  Î ] ��/u � � 
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 FÚï¦ � b  Ä Å¦ �� 3 X ^ À E#G £� � c������,Ä �

ÚïÑ � Ä Å� �  Î ] ��/ � �Y} / � 0 1 �1981��®# � � ���u
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v _ * #c�À £9 ` £�Û / � � � ù  I J��/{ ù # a { � â� Q b #

3 ? � � Ä Å� � 9�» c d /Úï� 
Schneider�Bowenc�Î ] I J������ e f ±   4 I J�#ÓC Úï g

F · � � ¤ © ¤Ñ� ��u v #Ô h â�� / /��Á = �Þ��õ �� ¤ �ý

i#Ê  ? u Úï� Þ�i · ©Vp� B C #2006­� 
þGummesson�þ�ÈÞR ý��@ÚÉ©part-time marketer­� ! v #��

g I JT Ú9Ä Å� r � � � #Ó"   R ���� ¤ @Ú# j �Û Ü � � V ��

@Ú/ A ã #êâ#I J¤\ 8 ? � � * ����� ! v #ú �~ I JT Ú� %

Ä Å� �  Î ] ���âÃ#Johnson�Seymour 1 a � �§ < S T #c�����
 �I J�� ³ � 4 � � � Ä Å� � � � � Î ] ��/�� » M ©VpÆ Ç È #

2006­�a K � � � Ô h �����} /¯ ¯ 0 ��� C ! � �#: ; � � �� T
I J} � � 

©�­´ ��� � � \ 8 9Ö  C ! /ïÑ�

����Winter y � k t ����= � í � � �/G £��©Vp� B C #2006­#
q Æ Ç ���� � 4 ÷ ø ÚïC ! � � T ` � } � �ïÑ#¤   j :P Ò 9W

X Úï ~ q r ª � I J} � � « A#I J/����´ �� 4 ð Ù �  j /{

|NFliop©1986­ 1 c����� I J k � 
 ~ Úï9$Ä Å � ³ � 0 YÎ ]
����� � ��PiercyÙ@©1991­� v I JÔ ,,����= �� 4 C ! � �#
k , l ¯ 7 ³ �� 4 ����� ���� � /I J� × #?Æ Ç ����  ` �

Á k 9Ã���� } / B ; #���ü m Á k � ` � ���� #56� n ��k

¯# k ,W5Úï�Î ] ��9� � Ä Å� � ���� 
Ê� a � � /   ! 5Z # , ® G £( @AB ) / A ¹ � Í N ����# 

George�Gringos Bak Ù@ © µ Ü �����0 1 �È z k ��u � � C ! I J
�@AB ) /ú >É©Vp� � � #2002­�ìPiercy�Morgan©1991­þ�È�
���É¥ í �ú ± ��#} /� o j Ã���� ` � ��õ ô @Úð � � �

/�� � � �% #,��êú ± í �� � Ö  Ê� 0 B ) W y � o � #¸� � �

I J�� � � ¤ T Ú� � � � 
 þ#|� � � , ® I J2³ ú ± �# p p V p ´ �����C ! � �/ï

Ñ ! v #û ? < ¾ xC ! ©total quality management, TQM­ h � C ! ©knowledge 
management­Ù/ ! v # j  ` a ����´ Úï���Ä Å#j >¦ § Úï¤
X#,WX $þ < = > Î ] ¾ x 9 Ã�Ä Å#? s k ���� � ; I J� h � �

�  h � ð ñ / q r s t { |#� ± � ¤ Û h �  y ©knowledge renewal­} /©�
B C #2006­� 
    Ý ÊI J2³ f f yß u v /L 1 �  I JT Ú/ ë w Ö  #þ � F G £�
� x Ö  � � a � �í �#� 3 ? ¡ y I J�� Ù �Y/ å z ©Flipo, 1986­9

p I J�� ¶ í # � ����� { | �I J�Ã� í �C ! � �/ú � N���

�� N ´ � } ~ I J��� ¤ Û å z /{ |©Martin, 1992NVp� � � #2002­N
} ~ Ù �� ¤ / � � #9 V � Úï/ ë � Y©Rafiq & Ahmed, 1993­�Morgan©2001­



 15 

Â � � � Þ/ � >#� ����� �   � � 
 � Úï ê Î ¼ I JÖ  / ë w 9.

	 � ¤ Û � � �� �� �� 
����þ���7 8 56�#������ � � ÚïWX 9¦ �:Ä Å� � ��9

��� Ù k #¯ ¯ 56��� � � \ 8 9Ö  C ! /ïÑ� 
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 � 9 �
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\ 8 ú � � � Ü � #Ó"  F � L l9:� � ç è à FÃ��� � 8 Ùú < © �

× Í � & © � Ò � #2002­� , ® I J  y �\ 8 #$ � � / Í ê f f  I J "
� £ � � ø f � G ! Y - . � p �I J  y #ø ¹ W´ I J Ì ; < Ê � ´ @/


u Y#ì � ��! YC ! § < Ã#I J  y 7 ¤ x N � Y/� × § < #ÊW´ T

Ú�WX :¤¨ 9Ä´ /���� ! v ï > � � � â� � � #� s � Úï9I J

�Û /¤¨ #, � T U / /I J � � #Â ï > � �����= �7 ³ I J� × 


� 9 �" � ��

����2£#���� ! v % W � 0 Úï/WXY#V . 4 � Úï/¤¨ 9R U ü

ý# o j I J\ 8 � $r¤X�Úï�A� Ø Ì # � � T � £�Û �A/D � #

, � � ´ µ ú ± ì � Æ : � � I J 8 $ �A#( Ê � \  y � �/\ 8 , � T I

J � ��þ���� � ³ �� - . � ��I JÓ ) ¤X�� � � #�¤XÈ � �

Y����É�A#[ r� �� � � / 8 $ #, � ï � T I J � ���

a K � ����£ 7 8 /56u �#y & a W´ ?WX Úï/¦ � ¹ 9cÞ

� k ,þ� I J/Î ] ¾ x#p Ê % WFÄ � Ñ� Ä Å� � � Î ] ��/Úï#

2 l ¯ ´ ������� í �C ! ïÑ � 6 � I J ? < Y � �í �Ö  /\ 8 ï

Ñ#$®� a * WÂ < Z ½ / Ì ; < I J Ð ³ © � � � #2006­#0 ÊÆ Ç   § I
J� × �W7 Úï 8 $ �AÄÒ �WXY��

O:����/���

GronroosF1990������/�� ä �E ¡ � ú < ©Vp ¢ £ � :m ¤ ö :
Æ � ¥ #2005­� 
©�­ ¸ ¹ C ! ©attitude management­ú <  
� �WX Úï ª � ,Ä Å�� $ ©customer- focused­/ø �� �  I J56

�� 4 Ñ ¦ § A Q b Y����/ 8 $ ! v � 
©O­ ¶ í C ! ©communication management­ú <  
÷ ø £P / ¶ í C ¨ #C ! £Ô � © � ± � � - . T Ú¤¨ 9¤X:Úï¼

F ` � � �/ � > Úï¼ FÄ Å¤¨ /5Z ÙB ª #?� � � C ! � o « F Ô

~ Úï í � · ] /B ª #û�I J¼ Ä Å/ ú û : ` � /� ¾ 9Î ] w ã : ~ Ú

ï�I - /ï= ¬ U Ù��

� � � ©1998­þ�����/��#?��e f ��¾��
©�­W´ Úï y  �/ Í � A��

­ � ­ ® /G £R � 9S � @d #æ ( � ° ± Úï/WXY# u c ± � S y
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WX/B ) �Ó2  Í G :� � üý à  � ¾ � � #Ê ° ø = > ´ µ :Ñ � Î

] � � /Úï�êâ#����/ _ * #
 X/ Í � A  � p ¼ ÚïWXY/ u

c��

©O­´ Úï���Ä Å�

����/ Í 1 # �  �Ã���/£ � = >Á k ± Úï � K #´ Úï��

�Ä Å#���� ¾ ©û�ï= j k :Î ] : � S � � ­�� ¦ Úï#¦ § ��

Ä Å/¤¨ 9 a ® #p Ê
 ~ Úïþ < �> /Î ] 9 Ã�Ä Å�5� : ® � ÷ ø

£ � ��C ¨ 9 « A#� ¯ $ j k /È��� ¾ É�� ¦ ��Ä Å#, / � " #

� �:WX d ° #p Êþ�� S   u / ¦ § A��

©�­,��u � C ! I J@AB ) /�� ^ G �

I J�/@AB ) C ! � ± ² ð ù / - . ³ P # ´ N ��u v , § { Ä Å#

?` a ���� � µ � 9Æ × $ Ù �N ¶ � ,��u � C ! I J/@AB ) #[

�� ¢ � 5:WX 9 . � Q Z /Î ] @Ú#?� �þ� I J/Î ] �A#p ÊÆ

× � S / ¦ § A9   u � ���

©5­( Úï¦ �± Ä Å¦ ��

' � Úï¦ �©employee satisfaction, ES­[� � 0 Ä Å¦ �©customer 
satisfaction, CS­#���� �   : ® � a � � / « A# ~ � Úï¦ �#?þ < °
\ /Î ] ¦ Ä Å#p Êþ� Ä Å/¦ � ¹ ��X * �/ #ES b  CS/ 3 X ^ À #
ÊÞ � � ^ À �æ S �#' � ± CS#ES  3 X/ ^ À N�ES� � · Ì 3 � � 0 CS��
©¸­ ? ÚÎ ] �

÷ ø ����/ « A# : ; �7 ³ � ? ÚÎ ] /��� �# ¹ � S ��( Ê

§ 
 C ±  §@Ú º � - . #r� /Úï º  Î ] @Ú#j � $ 3 ? Î ] /Ä Å#

5 3 ? Ñ � �þ < = > Î ] /��9�A��

©»­Úï�ÞR ý��@Ú�

Ó"   R � ���� ¤ @Ú#r� /Úï º ¼ ½ % à ® à ~ /�� · ] �ê

â#���� �   ¹ ¼ ôÞ��� ¤ /Úï# j � � � V . p A  ÞR ý��@

Ú©part- time marketer,�PTM­#- . ��Ó )  ��� ¤ /i · #5� ¼ �ôÚ
ï/i · ��

©¾­ Ê 7 
 C /WXY�

Ê 7 
 C �����/ 6 � K ¿ � À § Á W/ó ô#a F
 C / S �Ñ� �

� Y#êâ#
 C x � � �  l9����� 6 � #�T ����� í �K / �

A# ~ � ����� Â s 6 � #?� � � � \ ± � S �r� Úï��

©�­ Ã 9 Úï L A�

���� Ä � W´ Úï# � 0 Úï/ Å Æ # : ® � � � 5 Ç Úï/ H A#ê

â Ã 9 Úï L A �   È · Úï# ~ q r ����� Û É Ê : � Yó ê�£ � Ä Å

X¨ :. 	 Ä Å/ @ � ��

i K r� #÷ ø �����\ 8 9 6 � #7 ³ I J��T Ú © � ��p A �

��I J��@Ú/Wi L · #�� � �6 6¶Ã�Ä Å# � T I J} � �ì�
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��� x XT Ù #$ Ê 7 
 C { � / � � : ¶ í 9 " � ¿ Ë WX�êë � � � �

4 Ó° Ì |/ ¶ í Í M 9 Á � � 9Úïê� Ä Å¤¨ Ê� � YÇ : $ { � Ö � L

i# © �
 p ����T Ù �� é êë ��

Î:�����; < ������

    ¼ FI Jû� ����� ! v #�k ¶I J�� ~ $5 Ç �( #  , ® � S
I J� Ï 0 � ¥ � �/WX v � � , ® G £¼ F���� � � �; < 1 � ÓÞ/

* . ��

Tansuhaj:Randall�McCullough©1991­5Z � S I J� � ; Î ] ��C ! ³
P � #$� I Jr 8 �/���� � � f f ù ä å Úï// ¸ ¹  ��# 2 d I

J ú û :ï= Ð N �¹ :ï= ¦ § :ï= � {  ï= ü N Ù#êÊþ�Î ] ��

C ! ³ P ©service marketing management­©F2-2­#�   j Ã���9����
� Ù ��â ³ P Ñ Z #÷ ø ���� � � �\ 8 Ô ä å Úï�ï= K � ¸ ¹  �

�#Úï/ ¸ ¹  �� ù µ Ü ä å ± I J/Ã�����#ÊÃ���º p �

q ä å ± Ä Å/ ¸ ¹ ����a âÔ * #� 4 I J x � Ò \ � � 9\ 8 ����

� �# � I J������¹ � Ê # � Ô � � Ó Ê /Úï Ä Å/¦ �9 � � #

ìþ % I J/� ¥ � �� 
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F2-2 Î ] ��C ! ³ P  
B G � ) �Tansuhaj, P., Randall D., & McCullough J. (1991). Applying the internal 

marketing concept within large organizations: As applied to a credit union. 
The Journal of Professional Services Marketing, 6(2), 193-202.�

TansuhajÙ@©1988­�Î ] ��C ! ³ P �����§ < � �¸ � #� � û

E� 
  ©�­ ² ³ �I J` a | ¹ × /ï= H I �  · k Ô �� ² ³ Õ J Á j �� Ö
£� 
  ©O­ ´ µ � × Ø r ² ³ /T Úl9I J/ ´ µ k ¯#` a ´ µ 
 � T Ú- .
p A �I J�/0 ô $WXY� 
  ©�­WX �Á k ® Ù /WX � � Ô þ Ê Úï�ï= � � $¼ I J�� $ A� 
  ©5­ ¶ í �I J` a � Ú /B ª Ô í » M #ð ñ $ È v 9Î ] Û Ü ¶Úï� 
©¸­º · �� a � Ø Ý /�� � � #Ó ' WX Úï?W´ $ï= Å Æ # � º

Y Úï� 
Gronroos©1990­
 �������� C ! ��Úï/ ^ G ?´ �569�

Æ Î ] � × /�� Þ ù Yú >�( � Æ Î ] � × / A ¹ þ�¾¾ ß à /����

� � ; < #� � ûE©Vp � á â #2002N Æ � ã #2004­� 
©�­ ´ µ �����/ ´ µ · ]  ,   u /u � � 56Î ] � �#� Æ Úï

¼ FÎ ] / ï � ¸ ¹ #Æ × ÚïÄ Å��:�» � Î ] ü m Ù� 
©O­@AB ) C ! �T Ù /����X( ² ³ 9 ä k � � #56WX Y/@

AB ) � � 9 � 8 #, � � �þ < Q xÎ ] /Úï#p Ê � T I J} � � 
©�­C ! � � 9 � � ¶ í � � � Úï�Û ï P 9Þ ï P / å � ¶ í s t #æ

�����

���(recruitment)�

� � �(training)��

� � �(motivation)�

� 	 (communication)�


 � �(retention) 

Úï ¸ ¹ �

I J ú û (organization commitment) 

� 
 � �  (job involvement) 

� 
 � �  (work motivation) 

� 
 � �  (job satisfaction) 

Úï�� 
� 
 � �  (work effort) 

� 
 � �  (job performance) 

Ã����

� �  (price) 

� �  (advertising) 

� � � � (personal selling) 

 ! " #  (institutional image) 

$ % & '  (quality control) 

( � ) *  (marketing orientation)�

Ä Å ¸ ¹  ���

+ , - . /  (customer loyalty) 

+ , $ % 0 1   (customer’s perception of quality) 

+ , � 2 /  (customer satisfaction) 
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X � � Úï( ¿ �� � � #?� Ú Úïl99 	 � I J ¿ ] � 
©5­�� L a ð ç ©mass communication­9B ª � è � ¹ Úï- . 9Ü ° y

/Î ] � � � �#÷ ø ù v :´ ª ð ç  £ � � é � þ < Úï£¾ B ª � 
©¸­Ã� L a ð ç �ð ç I J/ y � ½ ¦ ø ù L a  I JÌ � /Úï� 
©»­�� �� �÷ ø ��:Ã��� �� #,- . �� @AZ ^  ä k ^ À � 
©¾­�� ä å �¼ I J���� p � ä å # � ¼ ÓÞ R U " # /Úï ê ± j

Á /ýô� 
Gronroos©2001­p �q þ�Î ] S �����k /� 4 WX§ < ¤¨ �©�­

a   u � W y � 0 I JÎ ] N©O­a Ô �ÊÞ� ¤ /u � � I JN©�­ � � ë

ì � & 9 ¶ í q í � g !   4 Î ] ø �� 
Berry�Parasuraman©1991­,Î ] S � ¥ /\ ] u � #c�����XT Ù

�2 3 E ¡ ¾ 4 X À � 
©�­Ñ ¦ § Y/@[� ~ k ® W/ú >9C ¨ p � ² ³ 9 î J #?�@A�

� x , ä å #, J �Ñ ¦ § Y/ Q Z @[� 
©O­ � � þ < �C ! g ï � � � Ì � � � ¦ T Ú#, U VQ Z /@[#?�

T Ú� ð � � 9 ` � � � Ì j � 
©�­ ñ � Úï í �ï= · ] �þ < £ � P Ò ´ µ / ò �# ñ � ÚïÑ � í �

Î ] ï= r¤�ü��� ´ µ ø ��#
 C ? « A � � 6 � £/ A ã � 
©5­Æ Ç t ó Á = �~ I JT � ´ µ � ë :j = Ò Û /Î ] t ó #� � 
 ô :

5 Ç t ó ¯ õ � Î ] Ä Å� 
©¸­ Á ¹ / � L � ö WT Ú? Ã 9 T Ú�L / 	 � L 9 ÷ T L # ø T æ X Ú

ï
 �  � y � 
©»­ � T � � = � ù ú û h �` a ù X | ¹ � 9 ` � / � � : � �:� ¥ }

� � Ì j #?,£ � C ¨ � ù X  W´ T Ú/ � �� 
©¾­ ü ý - . Úï�   N - . ��Ä Å# � I JT Ú/¤¨ #? ~ $ï= 9

` � � �  4 @ Å Æ Ì j � 
Rafiq�Ahmed g h , f � � G £¼ F���� ! v rþ�/ * . #   ! � �

®e f ������¸ 4 Xë ��©�­ÚïWX 9¦ �N©O­,Ä Å� � 9¦

�N©�­~ k |} ��ú P N©5­ð � ¤ / ñ Ç 9   j N©¸­w 0 ` � §¨ à

Ù �Y � �� í �©Vp¬ ­ s #2004­�ÊConduit�$��Ä Å� � ¼ �� � �
/�� ������ � � Ô � � � ��� P Ò 9 ´ µ :C ! � è :�� ¶ í :@

AB ) C ! 9Ã� ¶ í Ù¸ 4 ; < ©Vp�� � #2004­� 
Staussþ�� i j Y/����Ñ u Xë �©�­ � ¼ �Ã�Ä Å/¤¨ � Ç

  I J/ Ô �N©O­ � � Ä Å� � /I J� × N©�­T Úýi� � Ô Õ N©5­

x Æ I J Ô ��ç N©¸­¡ þ £� ¤ Û � � � N©»­ � � I � / Å Æ u ?� �

ð � ¦ Ã�Ä ÅN©¾­� x T Ú/ � �i · /c h ©Vp� t �#2002­� 
�� ô : ô � � : � � �©1998­#� a R � � + e f �� �¾����/

� T � � #FÂ2-1#?þ�Ô < � S = �Ñ u � T 6 �����T ��� � � 
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Â2-1 ����/ � T � �  

� � � �  u � W� �

1.W59 \ k Úï � �  

 
 

(1)Úï/� *   R Â Z �Z � | ¹ K  
(2)  R � þ ± Ð \ | ¹  
(3) R � 0 / /Úï � + ù à � t ù  

2. Ê 7 
 C / � � 9l9 

 

(1) Ê 7 
 C   R , � = 1 :
 � l9 
(2) Ê 7 
 C ¼ Úï/ � � ¸ ¹   R � Ï � 0  

3.,Úï�� � /Ô �Î
] ! v  

(1) j k /Î ] Úï  R � �A � T  
(2)  R þ < [ Úï¦ �/ï= » M 9| ¹  

4. � � Úï/� * 9 $ �  (1)  R � � = > / ¶ í C ¨ �
(2) RÐ��*	à$q
�C¨ 

5. Ã 9 Úï Î ] � ��/

L A  
(1) RÃ 9 Úï p 
 L �

(2)Úï  R� � � g ! � � � Î ] / L A  

6. � �Úï � �/ I J à

¸ 
(1) � � / | 0  ,Úï � � � �

(2) � � | ¹ ,Úï ¤ ¨ � Q '  

7. � �= > / @ [ � T k

¯ 
(1) R� U V Q Z @ [ / ú ± �

(2) R��0 / � � k ¯ 

8. W X Î ] é �  (1) Q Z Î ] @ Ú R°± Â 
 �

(2)Úï  Rh ¨ Î ] Q = @ Ú 

9. � p t ó j = ¯ õ  (1) R � ß À � � � � x t ó � $ A �

(2) R� t u � � ù £  

10. ? <Î ] ¾ x k ¯ (1) RÀ � 0 / / P Ò ´ µ �

(2) P Ò ´ µ  R � Ï Ø �  

11. � � Ä Å Q ' u v  (1) R Æ Ç Î ] � � 9Ä Å � � �

(2) R�� �� �  

12. þ < � � l 9Î ] /

� ê  
(1) R � �Î ] � � / W X | ¹ �

(2)Úï  R V . Î ] ù ��0 / 4 �  

13. Ä � Úï Ñ �Ä Å /

Þ ! $  
(1)Úï  R � $ Ä Å / @ � �

(2)Úï  R V . Ä Å / $ Í  

B G � ) � � � ô : ô � � : � � � ©1998­� � � à R S Î ] I J ��� �

�= � ���������������������������������#7(4)#291-304� 

 
� �� � £ 
 � � ©2001­��� � � ä � � �©�­¼ �� � �  ¦ § » M

/ B ª = � Ï Y / � � � � _ N©O­ 	 0 �� � � ä å N©�­�� � �I j �

�N©5­C! �� � �Ù5 4 § <�Æ � ã ©2004­���� � ��23 O 4 ;

<#� � � È¼ Úï 4 @ / W ´ É ÈC! � è  ï = p 
 É#& � I J ¼ F Ú

ï 4 @ / W ´ � ¹ #, � ï = K / � è  � L 9R� � � I ©2005­��� �
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� � � � �P Ò ´ µ :C! � � :�� ¶ í :@ A B ) C! � 8 :�� � �ï Ñ :

 Ã � ¶ í Ù¸ L § <�Æ Ç È ©2006­1 � � � H U �� � � � � ä � � ´ µ :

� � : ¶ í : W X Ù5 § <� 

â Ã #� � £ a, E ¡ �B G � #` , � � �� � � � � / � � B G #$2

d©�­ � � F � � ? � B ª q � Èc b d " � B ª q É#,ÈG H É:ÈP Ò É

9È�� � �ÉÙ� é � � � 2006�h�" � N©O­ � � F � � ? � B ª q �

È � � o � /  " � ! V ä I Þ ù É#,ÈG H É:ÈP Ò É:È�� � �É9

È� �É� é � � � 2006�h� /  " � N©�­,ÈschoolÉ:ÈmarketingÉ:
Èinternal marketingÉ�ÈeducationÉÙ� é � � � i j G � " # B G � 4 � /  

Ø Ì EBSCOHost:ProQuest Academic Search Full TEXT Elite#1985�¶ 2006��
� � N©5­,� Þ � é � � � ERIC:Taylor & Francis JASTORÙB G � #1967
�¶ 2006��� � ÙB G � �� � £ ?l S � �Ã £ R � G £ r þ � / �� � �

� � / Ñ u � > #5 Z , ® <� N W $ þ  #� � £ % & x ,   j ® #� � Ô e

fÈ ¶ í É:È " � C! É:È � � W X É:È » M ¥ ³ É:Èp ' ´ µ É ÈÚ

ï ² ³ É È$qÉÙ¾ L ¾ } #   ! F Â 2-2� 
©�­ ¶ í �

¶ í � �� � � � � / W X ê ë ��#Ô ( ¶ í ( � � � �: ¶ í C¨� �

�, ¶ í C¨� ® Ù Ù<� � � T " # I J � � ? � ³ I J � Þ � � ��

©O­ " � C! �

K ¨ 
 C{ � � h @ \ k : � � l 99 Á � � L Ù/ L Ö " � C! ú P #\

� \ 8 �� � � � � / � é ê ë ��

©�­ � � W X �

��W ´ ¯ õ § o / � ) � �  \x § o / \x * + 9 ù X #Ô ` a ` s � ù ,

| ¹ � �9p � �� T Ú/ �*: Û > 9 � °Ù/ Ç - ú P ��

©5­ » M ¥ ³ �

` aI J � × � ¥ ³ 9 » M | ¹ �� 7 # � x Æ Úï ¼ I J / � ¾ � c Þ �

9 � � � Ã #p Ê ~ �� T Ú5 Ç * � �ä å ��

©¸­p ' ´ µ �

þ < £ � � ~ T Úþ � p � � A 9R S h � / T U ò � ��

©»­Úï ² ³ �

� G Î ] S ´ � �� � �/ y W X § <#c � · k ¼ / @ Ú#[ � = ¼ / ¿ �

� } h � � � � � G P Ò @ Ú¸ ° ` ] @ Ú/ ¢ . | ¹ #@ ÚE �® � H ã Û /

Z ý Ç �#$ / · 9 0 ³ #Ó x $q � S Ñ � Y # þ â § <¼ F � � � G / ��

� �/ \] Á = � 1 Ó ~ ��

©¾­$q�

� p � �� � � � � / Þ � #9Ã � » M  Ä Å Û � ¶ í � Ô C¨ ¸ ? Ó '

p � #,- .  2 3 Ã � � � / 4 b # � x Æ � ¾ / 5 w Y ��
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Robinson!

Long(1987) 
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Tansuhaj" #  
�1988� 

� �       � �      
 � � �  � �  

George! 
Gronroos�1990� 

� �

� �  
 
� �

� �

�  
     

� 

� �  
! "

# $  
  
 �  

% �

& '

( �  
Berry! 
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