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Abstract

With changes in the domestic economy, society and technological advancements,
consumers now seek more value-added shopping experiences that offer convenience,
speed, comfort and safety. Integrated commodity retail sales channels, which provide
diversified product bundling, various categories of goods, high cost/performance ratio and
the advantage of one-stop shopping, are key business strategies to attract consumers.

Established in 1985, POYA now leadsthe personal beauty and integrated commodity
retail sales industry in Taiwan, achieving the annual revenue of more than ten billions and
having 320 stores and six million members across Taiwan as of the end of January 2023.
Also, with its bright, spacious, and neatly arranged displays, POYA provides a
comfortable shopping environment, offers affordable and high-quality products to cater
to the target audience aging between 15 to 49, years old. With its "differentiated
management" to create an amazing performance of 10 billion dollars in annual revenue,
POYA continues to maintain its business strategies such as differentiated store expansion
plans, product variety and unique and distinctive store formats, which has become one of
the keys to profitability and leads the way compared to similar competitors; as of the end
of January 2023, POYA has 320 total stores in Taiwan, with over 6 million members, and
has been expanding one after another throughout Taiwan. As of the end of January 2023,
the total number of stores in Taiwan is 320 and the number of members is over 6 million.

This study explores “Five Forces Analysis” to examine the competitive situation and
profitability of comprehensive commodity retail industry in Taiwan. It analyses three
material factors of “scale operation”, “differentiated shopping experience” and “cross-
channel operation” to provide insights into the industry with respect to the competitive
advantage. In addition, this study conducts a competitor analysis through “SWOT” to
understand POY A’s differentiated positioning, supply chain presence, unique competitive
advantages and innovation strategies, etc. Besides, based on the current business
development situation of POYA, this study utilizes the BCG matrix to evaluate its product
portfolio. The results indicate that POY A’s Star business includes “daily necessities” and
“beauty and skin care products, while its Taurus business comprises “exquisite personal
items”. Its Thin Dog business contains “popular underwear and socks” and Question Mark

business is “new brand- POYA HOME”.



To understand consumers’ perceptions of POYA’s perceived value, service quality,
customer satisfaction and loyalty, this study conducted an empirical investigation of
consumers in the greater Taipei area by online questionnaires. A total of 230 valid
questionnaires were collected, and the study used the descriptive statistical to explain the
survey results. The research findings indicate that: The perceived value of POYA is
medium-high, service quality is medium-high, customer satisfaction is high, and customer
loyalty is medium, and the average score of overall satisfaction is the highest among the
measurement components.

To sum up, according to the market trend of the comprehensive commodity retail
industry, this study gives suggestions on the management strategy and business model of
POYA in terms of its development in recent years and the challenges it may face in the
future.

Key words : POYA, Five Forces Analysis, SWOT Analysis, BCB Matrix,

Competitive Strategy, Perceived Value, Service Quality, Customer Satisfaction, Customer
Loyalty
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Bibd FoRAPEFNELETHOBIEE o £ E ARG F PERT Kok
REZACRRMEREOT R A o S VS EFEEL RS (5 33 2012)

g - fTE A 5 AT A
s N ~N
FEEFE -3 . e e
G\'j\/&?—" 55 0%z
T 5 & AT Rk EaS
\_ Y, Y,
s ~N ~N
REEw g o
. o ) » 3 ! 2 ol Y
ES U 18K S

\ J J

Bl 2-4 7 gk £ 5L Kok Fl
7ok kR : Michael E. Porter, 1980 77 7 32
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P78 wFRE
s i@ (perceivedvalue) a4t § ¥ B F £2 MR 75 FFRD - BiiR
REERMET > TF R L AFRYBRELIF DT RYPHETF o AT T g I
FMAEFFRAFE ARG EERBET R ERLAR R E L PR ORI
B Pl B e a e i iie o IR gAY R E e
-~ ETA
o4 § & (Perceived Value) £_& ¥ tBfjiz RUY R R 75 eh
TERGYRE LT R Ly BH kR (Porter> 1985) ;s &l % Bt A
%% d Monroeand Krishnan (1985) #& 1 » sZ# 7 3u i L § 2 L ‘}" i
B B R e R B v o dd ol B R R R )
TERECLGE L ST AR R FHER SR A
Twnaf e 2a PEEEE LR
Richard H. Thaler (1985) # 41 "% % »z* | (Transaction Utility) 123 >
iR A 5 A F R B ATIA B IR g o 2 B ok R ) Y K

PR - B SR ¢ E R E® 2 (Acquisition Utility ) fo 2 5 2z

( Transaction Utility) & fasc* o J& {8 sc# Byt 235 g;*ﬁ;ﬁ'?;f % iy B R
W 4“?&% AR A R kA EJ%L*“&%—%‘F&%’Z?& ATt d e
BREZRE &% Y B (Reference Price) 2 fF e W > ey S8 1 .44t >

R EATEEBEA R EF AT FEY N EE AR 2 2 4ok g
IR MG MY AR o
Zeithaml (1988) i wq HE7 LR L FEAYNF &

Feft R R R BT > PR B R R F R S > T LA
i & o Parasuraman and Grewal (2000) 3% 3% #o%f § & 23 § & 5 £ & LR
oA LGP EFEELARDE LR LT F SR
Sweeney and Soutar (2001) # fiw B § & £ H e > 2§ E
(Functional value) : i & 10957 e [0 2 SE Goocame® S R § &
(Emotional value ) : F] & 7 & 73l Ae g 0 & Bk f& e 5§ 11 i@ (Price
value) i § F R I SEDHE P I AR TR F G JAEE
#

(Social value) : #ié s BB R AAE p A Arage o Kotler &

=t
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Keller (2006) 3z w4 @ &dpif § % - v ) A Eenit 2 > £ 2R
S it N AL E Uk ﬁgmﬁw%@d HALHLF

E B PRI A R /}J

% inae (2017) SR g

=

E 7 Ekmrjéﬁ»x% IR o

F]L—/ﬂ Ti‘;’iﬁﬁ&;ﬁfi—r’ i’]’?r‘r
A BLI G .

i,,j_,«fr,,%ﬁ % Rl & e » Biof x%i BT & A zﬂ?’

Bilamen i dr ik B,z

%21 w¥ B EERREL

&

&

Monroe and Krishnan

1985

o R ST el g o T EE
S5 A BT LS A R - ST
FHURF SR AL LG e E
Ea BEHRY LR o

Richard H. Thaler

1985

FEAERER - PR SRR ékﬁﬁwﬁwm
*  ( Acquisition Utility ) v % L
( Transaction Utility ) = f&»x* » ,{J,_Eig 7 4
O AN R R % bt B FEE

o BA PR AR iRy o

Zeithaml

1988

E[}—r’\'*" r’)éldm? ‘b'%? ‘}Lhmllq;% 11E
7oA fﬁtﬁgl}imgll’g ’ ;J’—lp _.:‘—;%Z%f« E‘r’r@ s

%/{'B' o

Parasuraman and Grewal

2000

/}’ 2 ﬂﬁxﬁ’i%mwﬁ"}g_ 2 AR G {;ﬁ'%ﬂ._&
FRELRDEL L4« LG FRDit
W kdE e

Kotler and Keller

2006

R e R

i i}t»ﬂb f2- 3t

ik ik

2017

bif i ;
I tEE T A TS

i E A

=4

FRH YRS
HP SAFIwn TGN wg ) 2 ki
Peen DB > 7 ARMEITR o

FARR D ALK
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ME PR AN e RO RRE TR EL R
HESF haflFeqd iz FPREDEG > SFEMY iiEg c AT Rl &
TEGEMSIFETRRTFFE R PHLFALLEREF &2 R E

SRR AR M FHEIREl 0 T AREFERGLZFITL f EDFE o
AR EEE
Sheth, Newman and Grosset (1991) 2 3% 7 f&7% b eif ¥ § E ¢ B 5 ¥
HOERZPREL o ERES - P E G ML R ES T T B
B o0 4B 5 # i  E (functional value) ~ A+ ¢ W% & (social value) ~ R § &
(emotional value ) ~ 24+ & (epistemic value ) 2 1% # & ( conditional value ) -

f_i’]?m PR A 2:2¢

# 2-2 Sheth, Newman and Grosset (1991) = § &7 7 Hf o

o &
i x%[ﬁ_ 'f‘iﬁ‘_%_'rhﬁﬁ‘i \?%fr%:i’*fg\lf’vﬁf rm% B ¥
( functional value ) PR AT REBRE

g

( social value)

o i
( emotional value )

el BERSWL G IR ATER AT
(epistemic value ) B~ A R R LR B e

o EREPFEERLT R SRR R R
( conditional value ) AR s dEt ot 2 E o dedr T oo

FH AR T A R

Parasuraman and Grewal (2000) a3 o &5 ™ 5w BHe - 4 & 5 E2
& (acquisitionvalue) ~ = % # i@ (transactionvalue) ~ # i % & (in-usevalue)

#Z 4% ® (redemptionvalue) - Lo 4 ) FATT A 23
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# 2-3 Parasuraman and Grewal (2000) +=4 § &= 7 1 &

o &
T FRFARG TR PR R R SR
(acquisition value ) PRF% > B E
T hHE «ﬂpﬂwkﬁ‘j‘gfl‘ﬁﬁ*mi’g v om E R
( transaction value ) mrﬁl KR o

o

(in-use value )

AR E FRSERMERY LG AR EST
( redemption value ) EH @k Fla g4 i E o

TALkR D AR R

Sweeney and Soutar ( 2001 ) %% Sheth, Newman and Gross (1911) #137 fﬁ\i J
B NH @ e BHEG oA u 5 R § & (emotional value ) ~4+ ¢ % & (social value ) -
& & % @& (functional value-performance /quality ) ~ #% # #% @& ( functionalvalue-

price/value for money) - & fEd &k > LT A 24

# 2-4 Sweeney and Soutar (2001) = § &= 7 {f &

T c
HR Fp YRR A A A R
( emotional value) A A g EMRE
ﬁigf%:'ﬁ ‘;}i'%df'fqz'é?ﬁ%r% Fo & FIAE g kX 2R
(social value ) BAIME o L EE B E
o
F4(‘?f%ljrlliti]';‘nal value- FRFRTB AL BADFHF & D

_ LR TR R
performance /quality )

e e

_ _ W EHAY B e el B X A EHR N
(functionalvalue-price/value i P , RE& 1 N
o 2 IFE 0 AeF Bz gien e

for money )

TR KR AT IR
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Petrick (2002) #= 3 % & i pRis o § & 5 45 & & (SERV-PERVAL) > #-4v
EHEA LTS > ANEFLFHR S ERERE CHREF B ST B2 L

XK LT A 25!

# 2-5 Petrick (2001) +=f % E7 4 5

o T

R EHT L AR 2 P E S AR
(e B g it A

ER TR TR HERIAAP AR R
i RN U A S L TR
FERE R o

WP EHPF SR E M R 22

s
e ©

G

WE > &

ﬁ%ﬁi”%’ﬁﬁﬁﬁﬁﬁﬁmﬁégﬁy

I EER J‘r"f— l%

TALkR AR ER

Rpt it 27y %‘3—42 W f e e R RY o0 f gy —*Z:t%-fr
EREFERes » s PR B E - AEHE-FEHE - SFHEZ H 1§ E (Sheth
etal., 1991 ; Sweeney et al., 1998 ; Sweeney et al., 2001 ; Petrick, etal., 2001 )
TAREHEPAEFT RN P HOTEGE MBS AL AL LB
B @ERHEEFE  EPIFEFRRAMFEERBBLT RG22 LT 2
Vol R R A RAEARY o LTER IR 0 R L

BIFARTERERE &2 SN s > s - W R FTH Y AR Y
T HRRE, > THERE, Z THERYE, 2 e TRIFRI T AFHE

AT R AL R BT
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w4l 8 £

LEELAN BB IR BRA LB w4 Y F I EER L
BiLR LIRBENS TR DR FR N S o WHRIRBE T T ARG 37
AT o M IEL S A A#

- RIS A

L AT RBRAE R T e

Gronroos (1982) 3% & PRI 5 AAR Z PR ARl ¥ B 45 X JRIR 1S char i

B 2_ vt i o Garvin (1984) a‘ﬁ FRjZ‘w’F{rﬂ*\/}J Lﬁ;if\—”mr‘%’? » PR G -
Benddg s B ) § K 2RI e m 2 EE Ban® s o Parasuraman, Zeithaml and

Berry (1985) % 2 FR:?Z»\.—‘%’FT SAEEE AEIRIE D R E B G BRI
T L e & | 7 WIRGES =1 RGO IRIY > £ § F DRIk R
AN PR AR R B B A T JRAR & B K K 2 Rl 4p £ - Bolton and Drew( 1991 )
NEEEIFAIHORIFEEDRBET AT IV d A AT
k¥ & #0F & F (searchquality) ~ 55 &5 (experience quality ) ™ % i *
(credence quality ) - CroninJr.and Taylor (1992) 335 JRix &5 2 F i

A RER Y o MR TR o E T E (2004) 3nE RIEFA LR

mk—“’% ﬁ}

&K
7
F LB IRR S TR R LA 2 N IRIAY F B LA IR SRR et e 328
% (% 101) 325 MRAS I 5 0§ F ORI 2 o FIRIEHIR T i L3 o
A RS (A 102) dp MRARE TS R BT SR PRI R
MR G IRGEF ant iiE % o

s

% 2:6 RS EAEREL

PiEy & H

RS & B EAR E H PRI endl F 8 4 X RS {S
S EEint: AR

Gronroos 1982
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(S # i &

PRAR ALY § R iﬁé&frﬁvé}? » PR R
Garvin 1984 | g grendsg > £ R F AT A 2 AL
LRAORTER o

PRS- F 5 AR R F AW IRAen ok 2
EREXIRGEE L ERE WIS
1985 ?ﬂFFh$W§Wﬁ Fi R R
oK MNP Y PR S B & T PRI S
B, k2 Bl4pk o
FEEDRBEFT AT L7 ud 2R+~ 5
Fali k24 0 & 5§ (searchquality)
w5 & F (experience quality) 12 % & % B
( credence quality )

JRAR SR F i) §f AR Y g
PRI TR o

Parasuraman, Zeithaml
and Berry

Bolton and Drew 1991

Cronin Jr. and Taylor 1992

2004 | @A 4 PR:TZ»ﬁF % e ;,ﬂfrFRzz».% PRl et
po -
PRZZ‘WF? = /ﬁ ’*‘ PRA:EP 3 o BRI

R e £ 34 o

3
st
B

EPEE: % 101

Pl’izz‘r'r'?r & /ﬁ [ ?‘J’ﬁ? e B PR F% e dp PR

P 5E R % 102
B0 LR o PRIFF At i % o

TR KR AT EFR

g b F F RIS T LR IG 7 oo RS A 0 e L

PHEHNR SR T AR REILC N RES - A TEERAN ML E

HRIRBETHTE > BRBETLES " EPAFF IR FEPLFR R

e e WHER RARBFIRBD T EFEMHRE BB R O PP RE R S
T MAPRIFEF G F 2 0 RARE o

O RBETEFEE G
FRA T EE MRS T ahid iR L F F HIR ST T s 2
HmELA 2HRAp R o fR L B ¥4 % o Sasser, Olsen and Wyckoff (1978) # 1 pRix
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e FORAL S R R A LPRAE A f Z H5 o Lehtinen (1991) 3n i & ¢ 4
7 Z

WEF 05 23 ER= = B o FHEF DR PR KA A
&Wﬁéﬁﬁiﬁﬁ%?iﬂ%ﬁiﬁ%@ CEAFR IR ET bR
i+ 4 | 2 f % <13 # o Dabholkar, Thorpe and Rentz (1996) & & PRA% & F cif

A
BFRMAE T RAM AR IE SRR AEF SR A AR A
e IR A R 2 XA VAR A RN AT R B
JRAReNE 4 5 A RS & R g PR A | A S i B R PRAEE BB R R
ALfR AR dpRar A |55 R R Jﬁ R E SRR BT S Er R
0B ) B AR RE o SPRGE o

B STRRAR TR 2 A& 0 F D Fﬁlﬂ’“ﬁimp’?ﬂ LA Bh TG
AR RARBBE GG AN NI Y RERSE BT
ﬂ B RFE &G 04 35 1 Parasuraman, Aeithaml and Berry (1985) # 1 epR
BETEAL S PR ERET BFERIRESETL o F I RBET O F 5
LH 5 A #5 o Parasuraman etal. (1991) #-f £ 3% PR FE ST REA 050
PR R LATTE RGP0 BHEG e ERELE LT B
# 0 81t SERVQUAL £ % » #JR7H & F7 A 4 $ 254 (Tangibles) ~ ¥ fuit
( Reliability )~ ¥ & 1+( Responsiveness )~ i 1 ++( Empathy ) 2 %2 {4+ ( Assurance )
7 BAEe 2GR R 0 L TPZBHY | o Y o G A A4
oLl E UG R I REFVMRAR VAR IRAE VR R LR
SF T ORI PRI P F B ﬁﬁl“%ﬁyﬁéiﬁ EACH PRI
FEEA R EGE Lol TR EERE SRS MR
Adp B 159 % BEE B S OB IR 2 RAR

%t Parasuraman etal. (1991) L*f#mﬂmz» FE2ASFLEHY %3
BRAVPREPZF P REAFIHFHNHE R IFEFTLEY TERLET B R
o>t IRIr - oo Flpt o AT 7 4% Parasuramanetal. (1991) #riE 45 PR AR
G A RERL BT ERERBETEE s A2 T, TV R
o~ TRty ~ TR, 2 Tl 37 o > TRFPRI T FHE
A A ER R IRAR S T R o
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FPSFeRER e Il 2l g R A L3R 2 R &L P
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A ERAFR R RAPRAFERLR 5 BEY ERRAL - T IR

PRLARNTEL GRS o B EE Y e

w
R

- CHEALA T

BEE B LS A4 g g < (7 Drucker »+ 1950 & 3 11 > HIu s £ E iz
A G Al B R L PAE £ - Cardozo (1965) tef” g ¢ 4k 2 AR E R R L4y
FEEZRAMNF &Sy A AME F S22 6 TREF IS, okt
B ie g A g o AEE GRS L g o de R e R R

Sk E LA HF 2 AR Bl & 2% & - Howard and Sheth (1969):% 5 4
PRAARIAMEHEN AN AF LI REETLTE Y H- Ao o
BERANFRARDGL > UE FEE A
Foe R 42 & o Oliver (1997) #-4f £

"M

Woodside and Daly (1989 ) % 2 Af
FRFRIy s MRnEES2E
MAR LR GEE MY PSSR > AR BR gL A2R o Kotler
(2001) s BEE % & & Adp g

2HE Snipd o A S L B
AR DM TIBEL P Sk P R
FHtaneh o P4 (2010) R ML A LAppE i f 18> A4 et
WALE > FREAIEHRF S PRI XAAF - Fivd (2016) BEE R A AR I

ﬁﬁ?*@ﬁ%*& PRAR S hFE 3P0 0 § F RRE XA A NI R L o
E 2

LRI R M T B i R
B % ° Joewono and Kubota (2007 ) 45 1 ## % %

BPRFReNfEE o DR B LB

AL BRI R P RAZL R PR R

227 ERLARARAEL

FiTy =5 T

MEERLRLRMEML A NF &ehfr L
L‘Ei% ] o2 (& 0 M EE mp,gfr' —-‘3: » e ¥
Cardozo 1965 | zuirlt sER B S emE A AT e dieng v
ﬁ%"%%/&i BELOER o AF T BER &
ERARRE AR AIRAARYE -




L) ?‘%}‘ £ T

Howard and Sheth 1969 REEB G RIS LR IR R BT R
CEEE I IV XL
BEEBRTALY P RADGS U3 T &

Woodside and Daly 1989 AR N R RS S R
z& %ﬁﬁi& °

oliver 1997 BEBRLREZHEER PR —]’3 BPRFR(S 0 B
’T’aﬂt‘},i\_'_” il R B R o
REZ B AR AL a2 7

Kotler 2001 o i A M IR A
2 R o
EERLAIMERAEEL ) § 5% 0 &

Joewono and Kubota 2007 | @ S IRAEOGER 0 T P SREFE
i anei o

Hit o010 | FEBLAEIA MR R f 16 A2 i

! PEA 4 B NI HFEORBAR X AF o
REE SRR A 7 F LR B R

o p016 | THFEFER B HRE R RSN E X

",'
o A2 BRATRE CF 2 PAL2BRR
HIR F o

TR kR APy FR
R ESF TR I L m g2 HERLRL) P F AT F AP &R
o grRER AL e £ A R L amat e AP RAFERLALEEL

MR R FHP SO BT BHE SRR o B TR LR TR
%r%%*‘ﬁ%@&% BEMAER FRW R OHAF SR EE S

L
o

S CBERLRSDEFERG
1§ F F 0 %L&maéﬁﬁm@%mﬁﬁaﬁzgwﬁ

WEALE LR S HMABR R AMEBRAAF RO HFERLY AP
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e AT o RIS BRI DR

Singh (1991) % Perkins (1993) #-4f £ % & A& FFE # o » 5 e (F
P e B r ) REMES (8BRS B 2 B AR (R R
BHRR S RAIRT) = <G o HRHEr (1996) 2R T Y RETEAEE IR LR
%%ﬁﬁétﬁ& FR13F RBPBEFHER = < Ha - 27
PR FHAREPHF ST EAGORE R TAR BT R4
BEETIRA A R TRERAF DR R R LR IRIEN Tl B F TR
mﬁmﬁmmgﬁﬁﬁiﬁmﬁhﬁﬁ FHE RN T ﬁﬁ%mﬁ%wm~
*hIR% K R Lk RARAR o Zeithamland Bitner (2000) 325 AR E % R R AR E
S R RIFFER DR 2 R AR TR R JHEERLA D
WS HEFRFZEBAFZ  IRFLRLFERG A 2P &S RS
FoH8%% B AFE2 BHEFEET 45 - Veloutsouetal. (2005) #
THAMEERL RS ¢ 2R B HIRBRE -G R (R 87) A LB R
R G A S PRIER B~ R~ T £ EA R SPRIZR K S JRIFA R 2 PR

iE AR E - < Hee e
BAEHESLET R RAPMBE R LRGERAL » S ERLET PR
EARAIRIEER ~ B ENA AR S TEF BRI AR Y L S A RO
BLARR S LB F e AT ] TR RS R R Ap iRt o - Perkins(1993)
TIRAEG 2 TR REG  PRE FLFRFEHENLET L

R R DT E R IE o

SEEFFEFIEFRIBIR AR ILAREF IR e DR
WAL SRR PR RF e B EM G PR ABA- ERFHI R F
AV ERGA AL BACAEETE YA L An L Apte
FAGEY 2 ®L BHHL L FF 2 - o Leong,and Tan (1996 ) 4 d1v 51 - B A7AE
%*%w%mﬁﬁ’%gu—@ééﬁ%mi%’ MARABELPRDER

B e

Jacoby and Chestnut (1978) % % Af

¥
[ =

LR AR R AR HRE
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LA M LR C REMAEE L A RBERT R o
Parasuramanetal. (1985) i Ap £ B3R E% 7 B A i K LR

)cr

Profidi B X TS A miT L hR B o Dickand Basu (1994) 324
BEELBRIAMEBALARZLAMAES %ﬁ«,@ % en5g & o Jones and Sasser Jr.
(1995) BN ERPRAIpMEHT EFIIRBAE ~HEF SR ED
JRI% > A 2 RIg AR 0 AR g R ) F DI - Prus, Amanda, Brandt and
Randall (1995) # M AF 2 LB R ¢ s HE - TR S 2P Qi £ A2 i theh
K X P ELED FLERARDERAR R ¢ FREAMTZOFPELE

FRMY ~H{Hu AR DL E 0P BT F end & 4 o Zeithaml and
Bitner (2002) G AR E LB R S ELHEF - F SR EH /R LB AR F @

NEEHEZF SN LT L ¥R - Kim, Park and Jeong (2004) %5 A £ &3
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LERDBF SREFFFLEH G DAV FLEERF S8R
FRLA A R (2007 )5 AR R L AR A A ROV A ATl e A
o

= AR calbd [ - b 2 = ¥
fRIER B A TS T v T A o

R ERS Tk
REEZ L FRAGRE DA SHEHTEE
Jacoby and Chestnut 1978 B AT TR R R R ~ REEARR 2 B
LA Ry py ek -
REE AR A %?%&ﬁﬁi%%iﬁ%’k
Parasuraman et al. 1985 | Bréefade o AT A AW T M T 5 R
FR ©
i PE LR ASEBRA LR Z bR & R
Dick and Basu 1994 | M F GRS F AL
SN Rk ¥
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L3 LR
@%&wﬁﬁiféﬁizmﬁﬁ&ﬁﬁ
Park and Jeong 2004 iﬂ'z FHEFLEMG PATHELAEE G &8
PEFELF % o
REE LR AR Z AP oI5 e
TR 2007 | kB EFEIG R A BT B2 2R
B A T8I e v MnT 5 o
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GE S e SRR AR RET oo L LA SR
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EATME AR
SRR LBROEFEEG
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Janes and Sasser (1995) dp MAER L s R A 5 £ AR R (A RE RMT
B RAROR ) ~ AR 7L (BTREE PR . MRS dkE 2 HMd)
TERFL(pRAS 2B E2E20mM) R = <6 - Zeithaml, Berry and
Parasuraman (1996) WAL L FR & 2 FFLF - HL AR T L L L F
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¥ 2019 & ~2020 £ 2 2021 & ¥ £3p A B 5 157.88 i ~ 175.39 in 2 174.69
BB r2RFEFSELE 2R EF RRY F (A 31 v Fgu kg g
wl G 9.4% ~ 14.8%% 16.4% -

3
o s 2019 # B 2020 # B 2021 &£ B
7 EH

R 355,205 354,0823 342,601
& E & 4.44 -0.32 -3.24
et B 207,752 229,915 248,198
& E & 4.65 10.67 7.95
THIE & 331,633 361,008 361,448
& E & 3.08 8.86 0.12
FLNEER 210,135 228,745 243,945
& E & 5.31 8.86 6.64
BuFEH & 167,939 118,348 106,358
& E & 3.22 -29.53 -10.13
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