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The Study of Relationship among Service Quality, Customer
Satisfaction and Customer Loyalty of Shishedo’s Cosmetic Counter
-The Case of Female College Student in Taipei City

Student : Ya-Wen Hsu Advisor : Guang-Hwa Chen

Institute of Business and Management

National Chiao Tung University

Abstract

The global cosmetic industry will still keep growing and become more competitive in the
future especially In Taiwan. How do cosmetic companies survive in the highly competitive
market? How do cosmetic companies become special and unique in consumers’ mind?
Product differentiation is not as large as before due to mature development of technology.
Therefore, the service quality of cosmetic counters’ salespeople may have important impact

on customer satisfaction and loyalty gradually.

From past studies, researchers diseovered-that customer loyalty could enhance the
revenue of a company. Furthermore; customer loyalty is one of the main sources resulting in
competitive advantage of a company. Therefore, this research tries to study relationships
among service quality, customer satisfaction and customer loyalty by collecting information
from consumers and then analyzing the influence of service quality and customer satisfaction

on customer loyalty in order to provide cosmetic companies with useful suggestions.

From this study, we discover that five dimensions of service quality including physical
aspect, reliability, personal interaction, problem solving and policy all have positive influence
on customer satisfaction especially in the “personal interaction” dimension. Besides, customer
satisfaction also has positive influence on customer loyalty. However, only a part of
dimensions of service quality have direct impact on customer loyalty. The result of this study
can give cosmetic companies direction about how to improve their service quality and how to

allocate resources in an effective way.
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2.3.4 £ & ¥-4 4 47 IPA(Importance-Performance analysis)
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HvY in A N @ * f8#c
BAMESEY A (2) AT FIL

FVEp(l-p)2 323 Sdic > » F10=p(l —p)<1/4 Erip =1/
z,k)\ L«\ ,?'P?, a1 (1 —p) BxEL1/40 FpT B
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d PR A E ﬁ \)F}?_; d=0. 05(%;}@*{5_&{{_}_ F‘{ %—FT A 8Ly F\) V1
Bk g =0.05(9596% k) 2T > B oA e 4 Ao n =384, 16 0 F)
%%74*ﬁ%%&’QS%Uwﬁiﬁﬂgﬂﬁﬁéf
d*"%’%’%\:)\)) Iﬁ:aé‘?”’]{—rm‘ﬂy‘ﬂ j\lgﬂ‘i" ﬁ—ifﬂ i‘]‘?\?p/ b2
tBE e e B ew fekt S5 5 506 R S0 RN
T B3R W 770 i e
3.5.0 WhHkAFTH
FEITRBE I EEI A AT AFETHEANARITE L2 1 p~12 08
31 p 28 -BP o Y L RES ABEFW b A £ B REE AT
CTRHT AR EEFIE- TR ABER - AT 2 EBBEAS A HF D TT0
PRE S £ 3-9 5 AT R B ek Afcie A&
Z 3-9 B E g etk M e B 4
B s e | CEREEE AR || TR | hABE
p[f 7 S ERRRE G g T s | BRik
l |R=zpis+ 8 5037 9. 16% 71 79 A
2R oA B 8143 13. 23% 102 80 4
S|RE s~ & 4114 6. 68% 51 81 *
4R Hp <8 832 1. 35% 10 83 4
O Wz o EGELH 713 1.16% 9 79 A
bW stk & 2019 3. 28% 25 81 *
TRz s rEEER 1144 1. 86% 14 82 4
8 @*\5. ~ B 8137 13. 22% 102 80 #
9" W=~ i+ x & 11586 18. 82% 145 80 *
10|48 <« & 9376 15. 23% 117 80 ~
11 (g5 9080 14. 75% 114 80 *
12|x k=~ #8 765 1. 24% 10 TS
&3+ 61546 100. 00% 770
3.5.6 P ELESE

AR B 770 o ,,ﬁrfwﬁﬁ,__,g AP E TR RE G F R
HIINFAEETY P BOER LS > FER LR 420 0 FrewcF 95
A 420 R A2 R A *f;ﬁﬁ;i;iaﬁg 0
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% 3-10 A B A e i

S G thade |FR ()| AFHE A (%)
e 7;#\-% 413 98.3 98.3
© 45 7 1.7 100
20/ ™ 85 20.2 20.2
P I ~25 5 302|719 9.1
26~30 % 33 7.9 100
* Blx 54 12.9 12.9
LI S 16 3.8 16.7
E g3 11 2.6 19.3
PEER 124 29.5 48.8
A g R FIx 33 7.9 56.7
KT B 23 5.5 62.1
=R B35 19 4.5 66.7
1 f 29 6.9 73.6
F i fa 9 2.1 75.7
¥ B2 AW E L 63 15.0 90.7
Bt ®) 2.1 92.9
2P FERE R |16 3.8 96.7
o 14 3.3 100
< - 21 5 5
% = 53 12.6 17.6
& s = = 65 15.5 33.1
s 140 33.3 66.4
~ 7t 141 33.6 100
5000~(z )T 93 22.1 22.1
5,001~10,000 ~ 202 48.1 70.2
~ 10,001~15,000 ~ 72 17.1 87.4
& 1 ¥ & fie 97 -
15,001~20,000 ~ 19 4.5 91.9
20,001~25,000 =~ |9 2.1 94.0
25,0014 F 25 6.0 100
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FHRILE A7 2

%F%'?%b@%ﬁ*@%ﬁﬁiﬁ*ﬁ&igﬁ’ﬁ%WﬁQamdAw

WhisS U m T * §f8SPSS~ SAS e 2 AHMITL R S T2 A1 B3

3.6.1

3.6.2

f’rln*ﬁ" 55'771:7‘ )‘l,z,,\ﬂ]:ﬁ-~~“£<,l,,\vaj71g;;3iv§r'—f :

gt B2t A 5

ot B R RBPRR R E P L e s AT R R
B % Bcfe 7 % Btk 8 £ (George & Mallery > 2003) > * k7 f2 27 7 X P % 2 &
PP A e T N - R L O ) e
e fEX BIREE 2 A G157 P HE S8 THEF- Mkt aAimy v &
kit A v SRR E‘}'i«kﬁﬁ:/w\ﬁo NS 8 NI Ll
BT Rtk AT A PR gt by A 2 B A58 < 3R % 02 Likert b gk
LR REHBELL T E@%ﬁﬁ&ﬁalb& %ﬁimfi B %
RPEFHURR D2 ELA -

R A

Yy r—]a‘%'* B Ao et o B X8 (715 B A 47 0 ’"Lrpﬁ (B
dp - ﬁ_fﬁ"__ £ ehit g (Accuraey) 244 /o f (Prec1s1on) o Hd e 7 7}
'H(Stability)i - ®=(Consistency)® & 7 & A - HX /F'Jiﬁ" -
M%JM%éﬁﬁﬁﬁﬁﬁ—ﬁﬁo—&mi%&*?¢$1 | ficfd

1. £ Rl & (Test-retest Reliability):r &g t8 2 R - $Hip e - ik &
TERHE > A X E A @A b Gl o

2. 4 &~ 5 & (Alternate- form Reliability) : %(r’-‘i: BREFEL E 5 & @47 A o>
r’“*"'%ﬂ?‘ HLBHEL AP ARBOEL > E M "‘@i’ IR A
B o

3. 7 B (Split-half Reliability) : pliRaE Fd - ¥FX iE‘Jﬁ ERAES
o LI AFEARP] KRBT EAAL L o P A NRSTLRZ FAPMARR > T
AL R

4. Cronbach’ s a Coefficient: p &z & »dgl Fltehg 2 L 3 i F !
Bt 2 B AR 2P ér k3 I’s‘_%ifii%im?o—gll\ ERR a GiEkh 0.8
IR 2l ‘“ﬂ% % 2 5 R » @ Cronbach’ s a Coefficient % 7+ FF —
Al - Bl NI :'z‘)?lf%? FiF 2 F B BB F R B2 240 M AR
K Cronbacha frficf] ~ &7 £ & N ep 8- R4L 4§ 1995 Guieford(1965)
# 12 Cronbach’ s a fﬁ‘ﬁﬁxaﬁxa%%ﬂf_é ¥ oa Ex30.70 Pl 2 B R AR
TR R0 T02 0.3 FDERIZFT > A4 )3 0.30 R AT B R M-
peb g B L RAFR ALY Rt 0.7 3 0.98 B 8T ol AR
BRoA M 0.3 F R MIEG - A Nunnally(1978)# # % Cronbach’ s «
GBS0 TR AT PR RER T AR

5. & 12 & (Composite Reliability; CR) : A% & B R A RIER
B RDES s LA RN - RE g T el R RIS
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Fornell and Larcker(1981)&#: k& % 0.6 &m & &4k - REEF -

~# 7 * Cronbach’ s a Coefficient #5% & o i 38— R > & 5
ﬁLWﬁW? BEERELR ﬁﬁwzﬁiﬁmi ﬁotf’p#ﬁf+%
Fie-HRest T RCR) ¥ (R20.6> 27 L2 8RR B> 44
2 - RPEF o

i\

3.6.3 »R &7

PR AR R PEFEl o s ARG EFIRE S T RIE 2GRN EL
RIE TR R R 2 %ﬁbnﬁ&, WA AR R T LR o Bl R AR T A 5T 7
ZR(RTE PSR
1. p %7z (Content Validity) @ M % 2o/ £dp Rl 8 1 K i il FRIE 1 3z

B A8 1 Een T 2 &4 (representativeness) & g 1 L ¥R 5 an
M3 4538 4 1+ (sampling adequacy ) j° » 2P| 5k fﬂF\ AT ORI R R
%**i’*“pﬁiéﬂﬂiﬁiﬁo?ﬁ Ep- LRAFRERMELE
LRGPP i o2 A T4 5 2R (face validity) e
2. »ciE B oo B (Criterion-Related Validity) @ 12 ip] & & #c2? ok 1L &
AP AR R 0 & T R TR G M o iR A Ap Mon RIE T b2 Bk
3. #Hprchk (Construct Validity) sidp ikl € % - Bah A A $ L 2R -
Wk SRR I G A iE ek - ?ﬁwwﬁiﬁ*’##{ﬁW§1£
TR IR el k0 BLE G eI gndd et Rl endER] o Tl o R AL
O RN = = N
(1) Afererek (convergent -validity): §RIZF - A5 EHRR T
FE T B ps )’j‘fu’ﬁ PSR R o
(2) ®u»ch (discriminant validity): & v]i;%‘c*;:}iifpﬁ o pLEEITR H_
Jfﬁ?i%? B &3 ’E‘%‘ﬁﬂ#ﬁ%"«ﬁ B P R B L S Edp iR
e Bapst 2 2 A PRI B tRT £ o AR M o

ARG R AN F TR R EHERR o DL_LH? TR R MY Rk LA
Jﬁsb?—’liﬁi’"?}%’fﬁ, » B W"%A«r\%‘r 51% 4lﬁii§mq?§ﬁﬂl -ﬂ‘f
t-testthh & 4TI a0 B I ATBIEA o2t h o I B R E R ki A
TEF REPTA -

3.6.4 BrHEFtRITAH

Wr A tHRE T L EE AL B A R nEA o t TP hA
TEHRABUALARZPIEFAL > S BEMARLPRE A B2 THELT P
o ok A pE ElJz\rro BPEMOT DI EE PNl F R E(Z P IL o &
96) o e AATE M€ ® Ap HILINHAA A v S kO ﬁ*x;‘?ﬂ\
AT R REHERE ‘%Em@ BELR o
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3.6.0 ¥ ¥+ % 2 %4 7 (One—way ANOVA)

3.6.6

3.6.7

3.6.8

% 2 #~ +7(Analysis of Varlance)ﬁsﬁp- ANOVA » 2 % ik 2 = B &
FTEMTAISEROLAREFE L P A SRS AR TR E T
2 F"*mﬂgﬁ%ﬁiﬁ; PRBEA) AATHELGAALY  FREAR A TH
ARLHC e A FHEFORR B AL B R e T 08 8T 0k il
¥ Z B3 - ANOVA ~ 472 F m&r%« IEF AT ELNTLI G - T HERLF T
BEFAR o AT 2 A0 S Raed 2 ROTINARIES g Tt R R R ik
2 SR ﬁiﬁéﬁ*'ﬁi AT SR REBEHEZAIALT I EFLR o

TS EVRA- 2 ‘%'f 7% (Scheffe’ s Test)

ANOVA A 458 kv i iz w1 5 - T8 B BFLE - @
fraxiy M Eena mF i B S SR ﬁ*@f?i%é"a‘”ﬁw\%‘rf’?éﬁi
;AR Emé’r_ﬂ*i"“@?‘? oM E S FE VRSN RS CHY F L eeh
A B AP g B B AR fect ]+ Scheffe 2 > Flut A8 7 ¢ -4 ANOVA &
ACE X Sf-a"f(Scheffe)/z CEF STV RB IR T LR Pt LR

é*\l

Pearson #p M ¥4 45

PR BT PR R R F R R E g S B o Ap T B TR
A ¥ v & Pearson rePearson zem s =1. 0 % i 3| +1.0- 4-% Pearson r &
(- 1<r<0) v o7 - BBl GEE e ek Pearson r(O <r<) %7 %
w5 M % (George & Mallerys+2003) - A7 3 ¢ » fitis %ﬁzf"" it b
AT LA AR AR RLEE g RBP4 4T 0 10T RS Fip
RFenp B AR R o

i A4 2R A

5orir b A4 A% KRRl b = % #c (Independent Variable){r4p i % #c
(Dependent Variable)2 ¥ et 12 b 1% (George & Mallery, 2003) ot # » 5 < iw fjF 4
o kA E Bib: RSB RREPHOP L R S AvFLAEL AT e B
i & ehiE
1. R Square : R {& % 77 fb > % Hcfrip & f#c2 B 0B 74 £ > R Square e ] 2

7€.0.0 3] 1.0 »
2.F statistic * % £ 7 i Henii(p) » & 7 chlp 2 ffcfodn e Rl B B % o
3ﬁw@w%ﬁi%wi%&ﬁﬁwﬁw@%&ﬁﬁgw@ﬁ@wﬁJNHo
TELEAT: R P R R ApF B fENBEE TS
%ﬁigﬁéﬁqﬁ'%ﬁgf;‘t%ﬁz fiEARA > b HEciop ik HH BT A& o f
AR o JpE RRfoip R EL T T AR o
4. tstatistic * 477 F B RhcAodp & e B enfe B M v L E e
AT R RS AT 0 B RBEA Y o R 5 5 At
(mulyiple regression analysis) * @ & z’"«ﬂcﬁ%{%w ET?—; A2 500 I L se ET? % 5
(Beta i)+ 2ot GRS 4 4 » il i it 2 (Brter) 4+ % 5 — 42553 <hip
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PUF R LA AT SRR R A S - R
Y5 Beta e ML FEFEE - (PR R 96)A

%ﬁt@@A]ﬁw%
i;’z‘q" u*ﬁ%ﬁ;jg‘nﬁ?ﬁ ,p/%,&}ib’:’@?—%ﬁp}#}iﬁ&mfﬁg %4 o

3.6.9 £ & 4-% A 472 -IPA(Importance-Performance analysis)

—R A ATE ) o A RIEE
RRATAEEFL T A

g4 (Martilla & James1977) g #& 1 T £ & {4
FRTR AR BE

FRLRIEE T2 Y AL B 4
WIS TR SR FR X D FIRBET
I}ﬁl*' '}l ,—Jz FIXE_L’I‘J q(—? :’j\ﬂx o
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e it ﬂ\ﬁﬂfil}ﬂf%éﬁf#& =k e Bl AT
FLEEWMFR S s A ERRAES
N St £ S
1. 4E4FHE e
2. E#&
3. [aw|
v A Jom
Pearson FRI% & B 50 5., ¥ A At
A0 B T A 47 1. ¥ 4.1 Totest
o bR LE A 2. WA % ANOVA
3. *Eis |
A, K AgfEa
5. T EFTR
Pearson o~ PR AT
A0 B R 3T [PA
et Ef'?'@ CR T-test
v ANOVA
AL RORL A LR . Scheffe’s Test
Pearson o PR AT
A0 B B A 7
1 RF TR A T
ETF i \ 4
> REELFR T-test
EE TN ANOVA
2. BELHE Scheffe’s Test
3. 2y im |[°
4, BHF %
(AR WA o




Sed FPIAPFHFER

fﬁ%@ﬁﬁﬁ%%?9%M?ﬁﬁim¢ﬁi@”ﬁﬁﬁwg LAk
,m\ﬁhﬁia;@gpmvﬁ HAXLBFAERFRE 2RO o F RER T AT T HTRLKE
G e U tﬁai%ﬂﬁﬁﬁi”ﬁi*%’&“i?%&%é%ﬁ%Wﬁ%
(4 @Erﬁ,&fiﬁféﬁ LBREIEFTIHFLAR AP RATHIEVRAT R
Hiht B EFEIIEF - ﬁ%ﬁﬁﬁﬁﬁﬁﬁ?ﬁrmﬂ%?%ﬁﬁi%fJJ@%%%
B8 TREE L 3s R | 2 BFenBd (5 > 12 Pearson 4p B faBics 47 % AT R F RS AT
i‘ci’éﬁ«fﬁ?éﬂ‘%ﬁst“@ﬁ’ﬂ%hé o T RBEIRIEST TR AR EBREL PR ORISR
AT EF RFE ﬁ’¢%§zﬁ&m?¢§l‘*\3*“K”ra»%ﬁi/i’%ﬁ'i% BAT YOG o ﬁxwg
EFRERM-Hr o TE ARBFT LALLM F FHRBEFTHERER LT FR £ T
g S R S S RSt R

4,1 st et dg

A TR SRR A

5

N

R SIS *kﬁ*+ﬁrﬁ§ w’¢?%*%
PRESAFARFINFTEELERPFEAE L H R ERE L FER L
42077 » 3 etk A ¥ |25 532559 °

= )il
T
m 2L
I B

BELE R G20 A RIS g 5« B 2 R R0 98,300 & A4 e
MoK A T b 21204 ik T Qﬁaﬁx¢ v Bt 5 204 T ik 20, 2%’
B A26~30fcnE gtk 7 1.6%  HALE G A20K T 30K -
BTG o HE A w 33.3%% ~ T 0433, 6/¢>ﬂh¢°mu‘_4”?“‘ﬁoﬁﬁ5’ﬁ”€’3
i 125,001~10, 000~ # & % > it 7 48. lﬁ’ﬂ—«,aS 000~(z )™ » k1221
% > £ %4 %10,001~15,000~ > @73 17. 1% > =~ % & f# £50007~ 4 * ~15, 000 ~
BB ARW GG AR UFEFRL A 12050 B S FE2ELY
Boo £ 6159 $Z Rl A 2 ik 12.9% H s B Rp] &5 10% T Hul b o
P AR PP H R L AT A SNBER o AR RAA > B0 70.7% >
OB ARR k729396 0 T A 4-1 5 dimentk d B AR AR A e h

FA4-1 1R d SR A e 4

B Ao WAt |[FAY (%) | AHFA (%)
A4 413 98.3 98.3
LW
KR ¥ 7 1.7 100
208k 11 85 20.2 20.2
RN 21~254 302 71.9 92.1
26~30 & 33 7.9 100
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F4-1 8~ B s A A ()

% ¥ 3 5 FAle [FAY (%) | RRTF A (%)
~ Bz 54 12.9 12.9
BLIE- £ 16 3.8 16.7
- 3 11 2.6 19.3
il ? 2 x 124 29.5 48.8
A g P E 33 7.9 56.7
*7T 8 23 5.5 62.1
%) B8 L 19 4.5 66.7
15 29 6.9 73.6
Ey 9 2.1 75.7
%5 LR L 4 63 15.0 90.7
AP E R 9 2.1 92.9
2 s P FR |16 3.8 96.7
2o 14 33 100
X - 21 5 5
= = 53 12.6 17.6
S <= 65 15.5 33.1
Al 140 333 66.4
<~ 7k 141 33.6 100
5,000 (2 )12~ 93 22.1 22.1
5,001~10,000 "= 202 48.1 70.2
- N 10,001~15,000 ~ 72 17.1 87.4
S A ek =
15,001~20,000 ~ 19 4.5 91.9
20,001~25,000 ~ |9 2.1 94.0
25,0012+ 25 6.0 100

AT 2 AR R T SRS T S 2 HH T e e AR
REFA UERELTRARZMEL BRGNS hdmT Y > FAPE
MK RIS TR L AT A A R L > LR - e chERLE A
“vr:ﬂ—l Bl ﬁﬂyxﬁ“ﬁi%é ’ T\ﬂﬁ??f#\i L g @Zf‘;k]:i\ is &g“}g%—r ;é';é_%:;’l-/’éﬁ”miﬂ
Ppo 4T P& 42~ 4-3 5 4-4 0
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F 4-2 PRAR S 2 At S A4

g ol 2 PRIE R JRar & 2 EARARR
s THE | wEL | 25 | HEL
He - R A% 3.58 0.48 3.76 0. 52
A 3.71 0.55 4.10 0. 66
o= ARI# 3.52 0.58 4.04 0.76
oo AR 3. 46 0. 63 4.09 0.75
He T DRI 3. 87 0.59 3.87 0. 63
PRI 5 3. 63 0.47 3.92 0.55
FA-3 BEE SRR 2 AUt A 4T
o | e | fEEs
BEERILR
BEEWSLA | 3.66 | 0.58
% 4-4 RRRGE Bz it Mt A 45
REE R PR
LR 3. 68 0.61
R o 3. 44 0.79
B4 s L 3.03 0.82
LR YRR 3.99 0.68
BELPFAR 3.42 0. 64
d A7 FAEEMBEL B RBLSTL TH ERK ) e 2
BRI TVRE CTRE R 2 TAR I Rz STRAERL ) 2 b
AT AR E MRS T AR 2 EARAER  RIERER TV R TR
Ry 2 TARIE TR R, 2 TRH S 2 EAMMARMN - A BAFE L
PARR NS G Pl TR RERAE ) AEF o B TR AR e AR
SRR EMAE O R LT RREL

4,2 T RA ¥
4.2.1 Cronbach’ s a Coefficient

*F 3 # % Cronbach’ s a Coefficienti& &% % Hm cp - R s E R
PRARET S MEBRARE CELFR LS 2 afd - Cronbacha i < » 21 &
Z N ehp 38— kg F 0 19p6uieford(1965)# #1 2 Cronbach’ s a fhicz P4k

B g aBE 07002 T RAPT B > F 307020 BFATR T > @
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oo 30, 30 £ B R M s JES N AER o @ Nunnally(1978) 2 # % Cronbach’ s «a
Gl 0. TR A TP REF - FUESX - AFETRECRAITESI0E7 L 4

B A EZHEAST e w2 R A 175% % % RCronbach’ s « ik
AL R R8RS %0, 7830 ~ PRAFF #4420, 7031 ~ A B 3 #0. 8305 ~ A KL f#4-0. 8211 ~
B R Fc0.7492 0 @ FREPRIF& FCronbach’ s a %8R 50,9232 22 % L 44
iz Bk Eioe 2iEGuieford(1965)4 1 2 Cronbach’ s a lﬁﬁt\“’#&)ﬁ%iﬁ o &
WAZBEAAWEF T 4

2 4-5 BEEHIRIEEF & e 7o 2 Cronbach’ s a Mk

£ %K Cronbach’s a
FERPRAE & F e (233598) 0.9232
e - F A% 0.7830
I, FAEBATT RNk FE
2. ?iﬁ%ﬁimv}{% 25 RIS
. FTALAXEEMAAM B B35l (i FRP&E - RF %)
4, FALAEERF A Qo d R (et ~ R4 %)
5. FAAERMGRERAAFTIBNEL hh d
6. ?iﬁ%ﬁimmﬁﬁf\"ﬁ% 7 A
Wi - IRIET R 0.7031
T, F2ABMEE AL RKEE RIBET T
8. 74 ﬁéﬁmwaﬁﬂﬁ*%\ KRR
9. F2ALMAS - ki & B REHIRGE
IQ?iﬁ%ﬁ*\tﬂﬁ%%%nm@
11. "p*i:é;é;%‘%m*+é4?gp_u_£“mpﬁ

s

CAR I 0.8305

2F2HBWA LG LB F Ry FADNAE
13 ?iﬁgﬁmﬁlﬂbgﬁf\‘l i;l
4. AFEF T4 % & FHEPF L 2>
5, F2FEWHPEL 2 EFpa Lk w B ehk R
16 F2 F R gV FulM PR (4o WaaTh @ 31 %)
1T.F2HEHEHE- w5 R
o ow o AL 0.8211
18 EFRABELP &P f

TAE
9 .F2HEME 7 PR TVLEFH
0. ¥4 %

BB 1 B R AT LR S

ﬁm

21T LS S S
22 FLERFPYEPFR e s g &

7R R 0.7492

.

ij%ﬁ;}g_k—k KIF;.-QE’T"IP'*—{;
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E= 7\ ) L‘Jé’ﬁ”‘ IR L s £ARARR 2 § &R 4 175 % % Cronbach’ s
a Gl W AR A5 908164 ~ PRFFF £.440.9080 - 4 B T $:0.8490 -~ B AE % 4
0.9169 ~ 7 @34:5106641 @ FRE PR3 & F Cronbach’ s o Th#cf] % 0.9461 » o+ & £
LA R R KESC 42iBGuieford(1965)4% #1 2 Cronbach’ s a ez ¥ &%
B o EHAZGRAITEEIT 4

* 4-6 BRE IR EF L €442 K 2 Cronbach’ s o ik

£ &K E Cronbach’s o
ﬁg%ﬁ PR F* B H;fr’f#\i (234278 ) 0.9461
%m—lﬁiwb? 0.8164

LB R T 2
:i%%‘%m’*%& ]‘ﬁvxgl&

A LM R LA (Aot B EP - B E)
FHELEF A AP E R (e AR RL )
PHERGERAT IS IRE AT

¥ B EEAF S T A

\4- \4- 14- 14- \4- \4-

CDU‘I%C/OL\'JF—‘

DIRAET R 0.9080

—
e
=N

h\‘%%ﬁ%‘w»‘@&ww T | e e e =y

T. iﬁ%ﬁﬁ§@@?ﬁﬁiﬁﬁiﬂ&ﬂ

8. F 24 B 59 = K PRI

9. ii%ﬁ*%— ﬁuﬁx*i%mﬁ

10 F2 ¥ B4Rt BEF SMHRuEE

11. ié%ﬁm*%$ﬁer#

AR I & 0.8490
122F2F5FE1F LB Eoidie F Ay

13. F2 ¥ B hf 1w BAG

14 A EIF L BAREP E 2

15, F2FE/HDAE 17 € FlE o L w Bk £
16 F2 4 L€ HARFUMB (4o w3Th ¢ 3|%)
17?iﬁ%ﬁ%@%—?Rr&ﬂ

’}%m w R RE AR 0.9169
TAYERHEL {-,'\r;sn—»mxa?%
‘ii%f‘%g? PR PRI A
FAFEROR I BRI E

ﬁm T IR RFK 0.6641

1L.F4
22 Fa
A

23.
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BTk AREARIL ARG Z TR AT %8 RCronbach’ s a ki 0.8262
iz R -k#i5s ¢ 42:8Guieford(1965)# 412 Cronbach’ s a H#cz ¥ X &% o 13
BN R e 4

# 47 JEE %R RH9 2 Cronbach’ s o fifici

] Cronbach’s o
B L %i&ﬁﬁ(%jﬂ 0.8262
L igﬂ Ford Wk RAR PSR 0.8262
2.7 2 :#;%Jf% 22 5 PRIEV end TR KA andp
3. % AR i 'ﬁmi%ﬁfﬁ FAFERENACY BEOL FRT

Bis o BAEEZLBR LG 2 RAITE S RCronbach’ s a H#cs B 5 £
PR FE0.8058 ~ w15 AR ST £ 20,9228 ~ ,%Jﬁg"‘io 8631 ~ 2 < % 2,
FR0. 6847 @ ERAEE LR G RIS 0. 93480‘?’1 RAEY ARG RREQOLS
TR R )g K F o R A »; ?4‘ hi & ok 352 4z #Guieford(1965)#% !

o»’l—f#‘ﬁ7 = )i/,,\ﬂ}lﬁ-‘l'%.&r-—f%\_

4 4-8 REE % ,ﬁfifﬁm\CronbaCh s a ¥k
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o - AR 0. 77196
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10. 52 4 6 HaAREP SFAE 0.4436 | 12. 1232*
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oz AR 0. 8256
122F 2% 5B 13 EHREFopr FADPEL 0. 5380 16.1961*
13. F4 4 L enf 1 i a2 0.5396 | 16.9286*
4. AFEF3F2 %L FHEP L2 0.5022 15. 9887*
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¥ F AR A TER A ERETLELT 0.7717 24.2206*
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A % AR 3P 0.70096 0.03704 | (0.62688,0.77504)
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104-12 SHPAT 2 T R LA R TR (F)

o s B EEF
¥ ( il I?& (Standard (confidence
covariance) .
error) interval )

TR % R AR 2 A 0.88476 0.02183 | (0.8411,0.92842)
7 % B REFR 0.63181 0.04134 | (0.54913, 0. 71449)
F A % REERTLR 0. 78081 0.02961 | (0.72159,0.84003)
F A% PR 0.87116 0.02297 | (0.82522,0.9171)
EEER b HAHE D

PR R L 0. 72357 0.03981 | (0.64395,0.80319)
TR % BREL 0. 76210 0.03501 | (0.69208, 0.83212)
F A% TR ME LR 0. 77559 0.03397 | (0.70765,0.84353)
PEFEF Fit AR aw 0.70380 0.03863 | (0.62654,0.78106)
PRAAT Fi SR SRS 0.60946 0.04328 | (0.5229,0.69602)
PRV it B REFCR 0. 73873 0.03313 | (0.67247,0.80499)
PEFE7 Fit REELHRELR 0.83010 0. 02661 | (0.77688,0.88332)
PRAEF NN 070892 0. 03506 | (0.6388,0.77904)
AT F TNy

P& Sg L 0.57860 0.04639 | (0.48582,0.67138)
PEFEF Fit BRE L 0.56548 0.04632 | (0.47284,0.65812)
PRFAT Fi TR PEE AR 0265575 0.03911 | (0.57753,0.73397)
AR 3w Re RE i394 0. 74854 0.03308 | (0.68238,0.8147)
AR RN 0.67626 0.03782 | (0.60062,0.7519)
AR REERELR 0.57566 0.04722 | (0.48122,0.6701)
AR 3w EN RN 0. 86838 0.02580 | (0.81678,0.91998)
AR LAECRENE )
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AR 3w TR PR R 0.66105 0.03429 | (0.59247,0.72963)
ARy EFES B 0.60401 0.03781 | (0.52839,0.67963)
ARy S REERELR 0.53369 0.04499 | (0.44371,0.62367)
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e A
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R RE 2 - TR PEE AR 0.44250 0.04737 | (0.34776,0.53724)
BREFR REERLR 0.52985 0.04320 | (0.44345,0.61625)
BREFR EN N 0.51349 0.04405 | (0.42539,0.60159)
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i 2 R
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AR 38 0. 236 0.016 |0.324|0.907 |1.176
BAEfE - -0. 006 0.148 ]0.913|0.783 |1.174
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RUFIE L PR LB SR LS E 4

AT R g WAFR R | £ & RS E R =
fie 97 ¥
B the -t ANOVA S #7-F(i
BEE %R
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L MRR 20 11T 21-25 % 0.2184 0.009**
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B (THmiES. 3939)

2. Bl B AREFEIPEEYRAMMytED CFRI P ESLE CFEH LR T
u&ﬁ%é-*ng@Jﬁa$mpw¥ A8 o HY HLT20%km™ | & 126-30
}%Jpﬁf'*i-;!—'°rﬁFZO%'JTJW”’@F"TF?"’“/‘#E)%‘\’]‘\‘ %i)ﬁ_ %EF‘I-‘(:L
$5183.6392)% »* 126=304% ; (L #=21E3.0909 )

3. ATHRFL W IF4RARERE AT LR AR THRL e 2R
’ﬁfﬂ??iﬂ o B¢ TR0 TR T26-30% | F&?‘? A28 0@ T20fkNT

BRE THERFL ) AR(EEHEES 2270)% *+ 126-30% , (L2, 8081) -

d P st Bz i TS R R e £ 4-19

24-19 Bz B A

LLBR L FHFLSR

B =-M o3 A B RAENLES T A e il Pl JHFE2FE8 T4

f%iﬁﬁfr#ﬁa@Jrﬁ R

&0

B | Bmp R [T
S R A EEE LT e R

3
TR TR MY A, JHFLE

Hs., e ALY E % %“*%41F%ﬁ\ﬂJ%E4ﬁ%ﬁ B
BERPRZ Tn i ARENPAERIER  JRFLE -

Hs; S%ﬁﬂghﬁﬂgﬂégifr%&\ﬂJ%‘;jéﬁ P
BEELPRZ "HHREL, FHFLLR -

Hs4 oAt AR BN g A 2 TR BT A E R | ES
R

71




#4-19 Bz RE & ()

B | B ¥ P
Hs.s SAPABBRRAENRLEI ) Tag HFAAEPHEL | BE
Lk TEMAIR, T HEFLE -
Hi.6 ‘_ilﬁb‘ri AERBRAENL T Teg HFA4LPEE (B2
LEaz T /\;Jig‘)%é\ﬂa, wmlhlﬁ'ﬁJP%F'%‘iﬂ

Hip [f3 SRR g gL Tas, HELESRAE RS
LA THRFL  FHFLE

Hs 4Lﬁﬂgrm+*<§ L r_&&n “fffiﬁgﬁﬁ/éﬁ% e
LR TR R AR, G F%iﬂ

Hs. - R U EE S N SR J—H’Pﬁi 23 i REx

ﬁﬁ’r@ﬁ£@J¢€¥iﬂ°

Hyjp | o3 AR 84842 Thn HF4 4595 E | ES

LA (el ARELPAEGALA, FHFLE -
Hs SR «Es]‘m*]f* Bl B 2 T ko ?f?i LL P |
KRR 2 %ﬁ6~J$K¥£ﬂ°

Hip | of? *bhf £l3in, T hos  HT3 £ LT |9
Mﬁ§7r<&%$£@ G ATFLR -

Hs.3 - =R L AL G R A ?f?i i{grf%/éﬁ% ey

ﬁﬁ’rﬁﬁ&ﬁJr@¥iﬂ°

Hi.14 r'”LT‘ AR R S = =l - HTE2FEMEL | ES
&ﬁﬁiré%Aﬁ%‘ﬁé%ﬂmL@Jﬁ%?iﬂ
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EAFRISFEEFRIPA DAY B FTAAMER LM ERARTHY
L3 B %% 40t 42057 ¢

2420 A v AP REHEMEEALARL L AR LLE 4

e T AL L E RN R
fe i
e the -t ANOVAJ; #7-Ffi
BEBLR
FHAELBLA | 3.554*** [ 6.507** | 1.960 | 1.181 | 1.404

¥k a=0.05*£p<0.05 **£p<0. 01 > ***£p<0.001 (EE & 2)

AT Ar e o DipiERie ) S0 TIREB AR PG K
FAF AP % a(tiE=3.554  P-value=0. 000<0. 001) » 7 T 35dick 5 » Ad§F 04
BAR A (F308=3.6755) % * © 4y (F30#=2. 9048) » » ilfﬂﬁ@_?ﬁ S e
%4-21 :

F 421 RS AT LR L tik A

LR v T o
t e P-value
ERELSLA * o ° 4
BT AR 3. 6755 2.9048 3.554 | 0.000%k%

B F k% =0.05 *%p<0.05 > **£p<0.01 » ***£p<0. 001 (A& =)

m AT -‘»—‘_L%ﬁ'{é mrﬁ{MJ 41»1-%«@? /57‘@;}31’?)@? 3‘?‘_%“%—_3—1’%" )R
— % eScheffe® 14 5 € v o2 T o8I0 4o 7] £ 4-22 ~ 4-23%757 -

#4-22 A v sy TER ) B E AL RS 2 Schefféth T

% % He (D# & (J)# & o)) | HFE
REE R R 20/ T 21-25p% 0. 2240 0.006**
26-30 % 0. 3459 0.013*

B k8 q=0.05>*%p<0.05 > **%p<0. 01 » ***£p<0. 001 (BAH )

3423 A rmyr gl TES SRS LAES 2 R BB ¥

I 5%
Ei# _ ‘ Can i FiE P-value
BT AL R 20 ™ | 21-25 26-30
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