145

* = (common scale) o] o &
o] 713

Bl By
2ol Ol G Pel

(discriminant validity)

ﬁz*

=

6. BIRE o] g WaA
4 g

4.
7.
ly.
A

o sl
Hoee s ®ay

£

=
P =]

CC L oF & oMz o 3 e
* T ol . vz o ®
— 7 ~ L = A+ o
~ 3! ; T ol
G o oo B GG
G T T W M %o o
o F o o W oo oy Wb
w4 .
W wﬁ B W oar oMo
3 CI T oy ol
™o op T
HOZ Mo - s ©° X
_ ) ‘Urﬂ L, <@ ‘m
o wWoo4r WO R <
I I o < s
CEYE sz b E
iy m ar I TRy A W e
ol ~ W ome B ol M
T o ™ ) & Fec
= 2 . ° o N e ol
o <r r T Mr T = w3
oo ! T e ar "
I B| A B i =
=° ok & g oH o
oI To - o] T o+ [p=s] =
=N w m ok L O o
R < s x ol
o_a A w < =z B =% = .Wl!c
oM o oo T . T % + x
TR . o W of . &
T I 4+ e
oS 0 b o ™ o=
ar Mmoo + o ol H o=
R w El o o W
ﬂﬂ%%%ﬂ.%%% = &
R NI O o X
P T T A B
o Rr W = o= Mo | { <}
- T = E
~ , 0% ﬂ _ \__\_ zT X = ol
TR Wow T E = o
o 4 . A S ﬂ i
o, e W oW oo ow e »_
> % e B o) we < 0
R 2 o 2o o= o g -
G - R
GO | L T O




146

HolAl HHet,
Aol A lEHoln] wag UzE 2EA7E Ao Fadd #Ase e A2t
a7 Uz ngase 24g 2 4 Ao o nAgd vzt vlmA Blste] 49
1091 140 gjZAlate] Wik AgAm Y=z gat cheksh, AAsE L 2o wperr) 7}
Aelviel 2 e FFaA fE 19148 AdE Rep A AAT nAELE 9
O b wax vben glgh. velrh @& maelaks Alztelut Fe) wet &7t v
o chergt Aarg HolA HE 19 1049 Adz wzan o & T 244 8
2 27sn ss A8 2aHE Addd BUY Fe8 FTHM S R ES = R
59 prste Al AT
AgAd e Fehe - #HF AddA AFBEAHE Wysin les Be A7
gaigelzts AL B 5 Aok @M WHEAY BETY el S T d e AT
AARG Aol olAE Algel Ao 29 FAge T@ Aol Wesort aA A%
U obgel AMe A= At ol RolAm slEd FA AW BAAM A, A
of Aoz Wam At
olg} Te Ad@ziel FAY Wz pAel JIgE HRse Az el e e
cug duTas 71de A4dA dohdg & fdE A4el HAHD oS o

.,_a

& pe palo] A2 otk AFAA ®D ohet HAME aATES o3l 6}
da 2o A7 oo ok mANZ @ AFE AA AVA EokR vl
2 o= ogqo = pAwEs Yo ¥ AW nANEY FWa, nAREHe] AIEEe)
E 1 BYBZe wst
77 ' A
ki Y FEFHSL) CaEA FE(FHFL)
SRR Cd AL FA
ki ik
2 Seg Uz ‘Y=o nHEE
CEYY =109 1) S ze] vhekah, ARAHAL 14)
ek 5w, PRt AR, A
U EE- R 7313 (RENY 2E) c2EY ARAE A

- AN 2 S4AT B
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Het 28 Ao ol d&Eojot &
o]

A 8% Bobz B 4 ot BE A7 slojd Fausnel Hel W Zyol gl

23 Holok ZE A8E AuIUAl M #HE £ A WiRojrh ke mN¢EFe
Adeolvt ezt ghatviet A =Y 4 A dud A w8 AHE duksa
F Al Ak whEviA 2 mARkSe] S FAZE A HW we FEARG d4A

e el muaAY 18 HEo BEE Aol

uebd 2 d7dAME nArtEe el 3l Agel di@ AEATE ol 3 AEst
o A Al ARA oAl E A Fenzt doh, EF o Fopeld ke 7 of
of & o]r &% Avlstnat . thE F Rokel AEE olv] ol up rh(o] 4
1994).

gl
JE

1. LAzt

I
1o

Hel

BADZA dig ool AP (outcome)of] F2E Tk T2 74 (process)ol E
g Fxudd uidd Frbrl fEo]l AT AAte] ) Ael A= Ao
HE oprlde FH2 dgstact, oleh BRE o2y gy 2 AEe] AAd
otk "L A Grbd dis] AAHE £ 2AHE BAAEdUn e 4
ate] 124 e (Howard and Sheth 1969). "ulg 53 A Eoju} Muja Avfja
T adgoy T et 22 P B e o|Fd g obrlHe APl g
E A ¥EET (Westbrook and Reilly 1983), "2 )8 7)chob 2vjapzp av) A& ofs)

r
£l
2

j=]

B
mlo
E

ApdA e R ZAala Y FAe]l RgH oz AYsd WY FHHY 4leldel” (Oliver
1981},

tdo] B3e] 2HE A nAUFL "andde] HAd s AMoE E
e #H7F (Hunt 1977)vF “deg digke] 2 dighke] dig A d 2dy) dHHde
37} (Engel and Blackwell 1982) &2 “A1d 3 7lgs} 23 zztgl A E4 32 ale] o
Atolofl tia] Helx Auzte] HEL"(Tse and Wilton 1988) 502 #Heod 4 glr} o
FelEe 2% nAYEe IHoE PR Po] 2% 248 BN 9T dx
Aok, olgt 2 AFAFH F2 & AAEY Hooe 29 oy o|dg A 9

5. RS Foe 2] 44 A ge i o] 7 9 Fad 4



ol@l o|HE WBel W AP o FHHAGA #¥L A=Eeta Aot

a2 So 7|th-2Ux =3 (expectation-disconfirmation model) ol M nARESFe] 7]
Ut AAATe vlmAAM tedn 2k F 7ldkel vl A7t w2 AS w5l
Ay stel Z)ole] vlel AT e A FUFo] WS A= 2E Aok ¢ 2
o] mAmEe HrAHRFH AAAIE Hel Ad gzEe os WolEAAR UTH
(Oliver 1980 Bearden & Teel 1983: Day 1984).
| die elE 1 odael FFEe AeIME Ael7t bk gutd oz HE=H
gl 42e ME AuAY, PoieAaAdy AY. wed, dE &4, Foid Aol o

Zolt}, oS Zol, AZo WG VEEY P T HFEE Addezu 44

Ao @ g 4 ek, Westbrook & Reilly(1983)= 2048 Ao HF BHFE Fxel
1 9ch. Ak 22 AFZ(Anderson 1973: Cardozo 1965: Oliver 1976, 1977T:
Olshavsky and Miller 1972: Olson and Miller 1976, 1979)lM< oATE i AF
Natg AEsT 7= o

=l
I3
e
S
)

pamEe 2o ol A% g ArgHE PHe HAH ZA(direct survey) o]},
o] Wbael AL PP, FHo| P a7 4A 29 £ de el
Ad7 aMnEs 233 Alole] BA® vlud GHsich 1y dEE sEAt AR
o] o3 deFg Wg & ok Ho|Ch(reactivity). £ HE HHel 2F, AHz «
g Dogza & o TAZ ZARY B Jywe £+ Aok

2o zasts £ g2 e A BHolu whE Folol Y A& FyE&
sa 7 2Ab7b gloh o DAEARE WED 4P Fe] e EAHelW uhE Loy o)
zo gaog s AT 719 FF RElA Fasich IR e ge Fad
#ao] ojng @A LF7 HuHes Ao ey} BokR) Balde] dedH A
#% 7 7} (confounding effect) S @ 2o N33 FHA a}ole] @AV REan BSWE
o = owx Fojs aANER ol 199 2P AE FUtEE. AR FEE
g po g gdsd JHNE Ge Bt 48 £ ML FEA o &l

Me B

GEs) AT R JEE FE £ DAL 710 SUE FFVE(FE 5)E A7




WEol 2 FEE AFNE 5 Aok @@y ol R zAE WER ohe} o 9

SAS7A] A FH et "k EARZ 0123 Ak (measures) =2

EAste Sy BE2E FEdond YA 24 HFE EFFshe o) Hag = 9
=2

9. g Zol, YumAuct FAHCIAL ol FBHA 4PL & nHo] ¥ue

i
M
4
ic)
o

e M2 0 Feds AN At maly oEe 42E dAa
97) uche dERgdna 449 ¢ do odd ARse fEHe AT BHd
gANE A 2ok dE o) HW ZAE BF 84 #He o &8d Jvel vy AW
T Pole BHEE o8 OH 2Ae g AE VER A TR AH 5
"ol ot #8% Folth, webd of ZAPEE AT LA AT SH4 25l
Y= 52 2elshd desiof @t
AYzAe] AN wHosE WAW, e, SHZAPY 5ol A WHYe 3
styel wolAl by Holum ol UE EAS ¥ 4 Uk wYel Be AT § go|
S7 A webd @adezE SRRAPES Adsts sl Wk o we A3
uge AA 228 05 E($HR)] FebAE wiol ot WA H5EE Fol
7l AR ool Wagd thedt Ze wol o
CSZAtel F24¢ dustel nAel 3¢ A7 AL T HdAeAE Wsir
i oA 5 wAE AFAS ol HdAelA el FAZ S i deas
A B Pel Aok 24D Mee deldE Ul 52 BN WAL fAE R
2 G40 AEAE $HH7) AW 2Alel2) AN AN QLS Fetetn 58
$HEE PR ZAGE Fo| waach vy ndol 7L HIS Gste A A
JH g BUAL AT 55 o)
ol AFZA HAhY 1B o) AATEE 245 Adsn ded v 2%
D. Powersb7t 2 <refal gith JD. Powerdbis sjid 5] =2 Aol dald nAwZs
ENS 7 mAe Fojdelel 24 9% vlAZ2 oy AEA
A3

B AtEo] Ao BE AEE =

o] ZAte A aAHE FUHAM 19 ol 2fE & wF Ade nAE dgos e F
A dele] Ao ig A, FExEd s A&z Foju] Fo Mula Hed st
Hrigot, nANER AFs dAYD S 10022 & HurlsIEE Hedok & D

+ J.D. Powerite] 22250 dg Yo 3 Urt
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(E 2 J.D. PowerAtel CSEAL WEYSE of

NENES Aul 2 el ARG
FEPSEEEREEE L ER S
Al 2 o =ujol Aol A

AE)x ojmulelqe) Aol e ol
Au) 2 ot zubel e} A%E A5
nzsee B

Aelste 71A #AEd &

el 27 Avle 24

Av 2 el 71Ed 42

o g AEY

. Au) /5 el Al o) A4 e
Awl /5 e d e £4E
Aol 4

RO -1

opzgr thzel o4

DIYsh7)2)el Z1% &

Aul 2 Ao TYY AlTkel gy

71Ex a4 Ez77 B2 Adel f%
gaale] B 73?{&-4 5
Zed e 2eEgy FF
gaje] B Aulsol g EHT
3 gle) EejBE FoetE T

BEIES N LIRS B

g o patSoel ‘uj ¢ fgEAUCH AN Wi 2otz ~dqg XS 2 e FTHESE
477 e s UrelA ggAr) gehadl dte va s oo &8 JET AHEs gt
(Andreasen and Best 1977: Ash 1978: Kourilsky and Murray 1981: Oliver 1976,
Olshavsky and Miller 1972: Olson and Dover 1979: Swan and Martin 1981: and
Westbrook 1980a). ©el #E Ty tasitii o|Fdx EFeti A7t el {2
vl e 4 ok @ FE Axe o FARA U ARE ATE F Yz A8
gg A49e Adxez Hig F g kA o] BA4E fHE 4YE

= ot 2293 @i (random error), & ¥ g3 (specific item) . %% 22 (method

—<—_
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factor) Foll 71218 ojare WA 2 4 8 2 2 o #rh. gely Axg
MRS Brksle AR EYEY. M-S oropm FLE TYe w2 ZHajol Mg A
#]7J (test-retest reliability) & Tée Aotk Y oRe nAgEEol Aa Wl o)
4 27 (memory bias) $9] 9L 24 8x 2o},

& A7 e Al ¥ 29w gm A= A= dE vadg = 2% o
(Dilighted-Terrible) , ! ¥ & (percentage) BT S-D(need S-D). Zejm & BN Hg
(content analytic scales) S2 ®lw ¥4 519t} (Westbrook 1980b). Hzjo] gt 2}z st
A 7 (Andrews and Withey 1976)o)M 3] ALl D-TA K7L o] AFofa] 412 4o

HE 2 AR et 65 - 84). 7 Hre due UwH Qv g po Uy

USIE gle) 9AG 2golr) Mg B 92 ez fasge g

ArAE A Zapsz| ol gt

‘E 3 CS oY #F Hrol Mgz

A= s cE
- . - - s
ZE_4ut Westbrook ( 1980b) AEA A o YA Azhargre
(delighted-terrible) .65(AHE 3} e dEol sl FEeld Aoz
B4{e8) o2& 7¥ ¥z 24,
CT3(A14D
ol B8 Westbrook ( 1 980b) Aol el Quil ka4 o
(percentage) 55(2E A e AEo 0%FE 100% Aol o A
Bl(&38) 4.
LT2(A1 A

&7 32032

Westbrook (1980b)

"Xl]%‘o] !‘J—ATQ] Q_:I,Lg_ oa“-’]'b} %__;;_J

(need 8-D) 68(2H%2h) AFEUAY 2be 2o g v
JT8(2%) & HE Cul g Wuigiol Hinye g m
.69(A1 A} oA g

(RO Westbrook (1980Db) Afrsady AL EH?} HE )

(content analysis) H2ag o ogle FoH 9l wie
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Westbrook(1980) = 4% 7 (convergent) x}8 A (discriminant) o] 24 (nomological)
Bay e thad-thEd ¥ (multitrait-multimethod; MTMM)H E& A o] &3t HE

et

S0, o 7= DTHE/ ou 45 B4 g rHve A% Ra FU%. 48
o eole suH P RAGE d YoM DTHES tE AR Aol BRAL
s Heg 4 do ARASE 9EE 29 658594 &7SD HEsl 48-.81%
geny Ase 73 8l Welel WAL AU Bgge I AF THR7
A saa 4Ez 2Rd o2 AEd #EYstS SHFlde AE RAFoEN WS

[+]

g, a2lx D-THES Adsu @I')rk";—’r‘-ﬂl-ﬂl AASE B2 2H o2 BT
P Estart.

@ 25 g% A%

27)9] Apgd v 29 dFe B ¥5 Heg A 8stE Aol ivh(Bearden
and Tee! 1983: Churchill and Surprenant 1982 Oliver 1980a: Oliver and Bearden
1983: Oliver and Linda 1981: Swan and Trawick 1981: and Westbrook and Reilly
1983). Westbrook and Oliver(1981) & thal7iel B 3= AeES wm FYaA
= =% (verbal), 1Y =(graphic), 217 E & % (Likert) . o2 #}e] 2 = (semantic
differential), 12lx &3 % (inferential) & v matlch, MTMMEA ol u=d oozt
o] JEst 714 e AAZ(eAFE 91H 95)e A8A, FPAH ehFAAE e
zzase addrt 46-.722 71 Aol wgieh, o] AFe a9gd Afe EF L
o k. FHe e AFEANE ©d &5 Ao v By g2 Amrt Hrh AH
g mate AL RdZth % oAl$E 93~ 95(Bearden and Teel 1983). .90~.93
(Churchill and Surprenant 1982). .82(Oliver 1980a). .92(Oliver and Bearden
1983). .94(Oliver and Linda 1981) 2oz EA Vet el nANEE &8
7] gle) 24 % AEE AMEEE 2ol upga g Aol

3) mgkE ZAte] 394

oARZE 2AE &t d oM &3 &l rCSzAbe) 393 o] AAldrh.

@ AxAe 44 @ 2ae FrIHE A&sA T,

® AeAe 98 0 BAE vlasbsaEs FFHLR d

® Afde 47 - 2AE 299 dHE ulzA #eld & UA=RF AT

AA A&de] P wad aARE 2AE Arlxen g ALl siof o

we Ao mAnael 24 2Ae olds vas olx P= T AJE/E HAsa
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(E 4 CS 54 g8 HEo Max

Hx NER A
ZAAE Westbrook & Oliver(1981) A gl chg &L JeElE o
(Likert) 93 - .96(AFAh) v‘i‘%% ol dial Zm| a7 Fejdte
75 - L95(AA 7)) 2 Z33 4.

Bearden & Teel(1983)
.93 - . 95(AF A FE])
Oliver(1980)

820 41

Oliver & Bearden(1083)

.92(t}el B <)
o] 2] x}o] Westbrook & Oliver(1981) oo oo Feol Y2 et
(semantic .94 - . 95(2E2H) We Mz ke 4o & A4l
differential) 90 - 91 (A7) I o) thgk Avzbe] Y2hg &
Oliver & Linda(1981) %
.94(91%/)
- Westbrook & Oliver (1981) Atgdel 92, 224, ¥, Atk
(grapic) 72 - 8T(AFAD % 2 28 o] &3l 23
.90 - .93 (Al
T% Westbrook & Oliver(1981) nE-BoL 7E-Ae g3 g
(verbal) _76 - .88(RHEAD L& o] &) 23

.52 - .68(ANA)

E-S Westbrook & Oliver(1981) 2E £Md & %_EI'E v’_‘-l-}
(inferential) .46 - 68(ZFAH) AHE 7Y 3ol A
70 - JT72(A%7D

FA3EE 99 AF2 Buy,

g metM FHor A% ZAlste
e Al nAutEe 4g 2 FAEE godd 5 Uk AF Aoy AgeAd
et A F7le @A AT Habl wE A A% des dMe 2AE B
AF dAtslior & Zofct,

FRAA AP 948 aANEEE 222 FHH Agssie AL A2 2}

b £as et Aok AdEsiel vy AYAge) vz Sol wad Wus 4
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Aok, E€ AREEE AEeR FAHAH AuE syYstn Y 2 g AV
FAA Uz 58 sty £ ok 2Z3AT FFH A8s FHUse Aol d27ta &
& FARA L ving stestA ot

AR, Fetgel 932 =AM R Ao Hdsor & Fxdct FEEE =
ol7] Halrie =AU GA REFEo] HAUNES ok s, 2ARE zAMY . %
Al At 5o APl AFE 7lEler & Aol

. nz4st

I

o Rl Tz

= 15 722 7 obdd 24 (9 S 7HAD des w
Bl nAEFE @Y AU E s n rHE s nRFo] B4 ol £ gl t
Ae AEIA @sn. ©A R e AFute] nAwrZel g9l F2E HAZ ot
(Czepiel, Rosenberg, and Akerele 1974 Leavitt 1977: Oliver and Westbroock 1982:

r\o
2
-4

fr
N
olr

;0

Swan and Combs 1976 Maddox 1981). 7} HIW¥3] 4 AlE]= o] 22 Herzbergdl 3
DorZof @k olagl ol &3 wlxdl oF 29l o] &(dual factor theory)o]t}(Herzberg,

Mausner, and Snyderman 1959). ©] o] &off wl2® w23 ZutZz2 A2 o Aol
ot eole WUEF FhEo]l AFa 27 Atolo] FI AL SlojA ME g FH 9s)
HAPhE onjett. o]E F osidE ME #HAEo] YA 7] W el vFe £FS F
g FEL SHHY F Uk, dE S0l o]a]l of2e w29 AL " A F
s A o9 wHEE slEA FAl EUEE =2 $R ok old g2 vEF BV
Fo] dg e e dAstn ke @Y 29 o8 sHET d2E + A

Czepiel, Rosenberg, and Akerele(1974}+= 749t &Fo] 712 8¢ 7}xlx 9dojzm #

Pk "RES ol FFAAE olelg BE wE BUFo JFL uAE RASE
o7 BeE b £ o F 2RES gloly] dalMe WA "eg §44aQ
(maintainer)# FF o2 2ol F7¥cisn BEL ofr)AAE HE229

(satisfier)olgb= F714 8 7 n e AHeolg”

Swan and Combs(1976) & <] 2% <|2& F4aHH 7712 G& 202 Atqd. F
=33 A1 (instrumental performance) $} £ &2 Al 7} (expressive performance)o]t}t, &=
T4 Aoes oy 54 @S A7 I AFe Sl WE ste|zich R B2E

A Adde ded 29E st 05e dx E8F agwte] BEE shH g
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cdag Fxste] npTE
-
o shE
ot Frae) nARZ
—_—
HEHA e =
- |
gutE gtz oS
ay 1 oAerEe| Xel =
E 5 O[XHY OolE2 8| Hi

Herzberg(1965) Swan & Combs(1976) Czepiel et al.(1974)
Ayaq =T g3 #2891
(hygiene) (instrumental performance) (maintainer)
71ad EEH Ao REXL
(motivator) (expressive performance) (satisfier)
FAAc. a8z =74 AL BHEgA B3 Ane BUHEI o)A AR =7
A gt 5ohn dA Eo w4 gtths Aotk F E7A 43/t wew ¥w
of WAt B =7A Yyl WL FAe FPG vy we FIY e UE
2 FUAE # dot aASA 2ol WP AEE HABIES a1 JEE FHATA
) Swan and Combs® #41E9] #3§ olagl o|&e 2AE A7 Al FaAkd

(critical incident) 71E9 & AM&stslct. 22y}, Leavitt(1977)& 89 7Hd & AAE

el BoAR A4

A 7YgelM A F A

2 s
= M

Al

Adg gz g B 43I
Ao},
7] W&o Fastrt,

g Sristets SEI} HA

o)

ol
AR ki3

o
= U=

742 2

70 o}

[
o “

I

ar

d7e a4
of dajglo] Hi e ol AN © uolrl dadel He
oleigr Aol B ol o™ olew

Ll

o Ax#ct 28l Maddox(1981)+= oluf g EA¢HS FASE S

=]

e AAE

e
=0

| &4 g%

=®7k "grh 29
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lo
A
o
tio
o
&
o

b AstE A H2o} Agslojop @tk 2, DY
HE3 BwFol 42 SYUAQ Adeldd AdAE FoA ZE,  #Fe) Iz
Bt Zaslete BEE SA6 7% "ast Aok o ASel 7y A0 W)
e BES e TRAY AEs} wAN ol

I o

a

%ol oot £Fol thet ol

1. HEst oz

nAgtEe] dig F ol AdE d7E Al e 2ATZ digk F oo wEg et
a7dch o o|frst wEE ol Bk AREo] AVEL nAVFLS A 44 Ho}
A7F H& FH 8T P HURRIE o FAH L AT e Hrldl SAF AN
A RGA7E? . ATERLE A Fe dig Rz ol Fuje)AlAA R} T &
HiIZd g w3 AA7E? aAVFHL Av|zteA oW o & AR o E Fof uE
olfl A AE #HErted HAFELS nY £ AT OE AFEAdAE AY
g gE g £= 3le Aot Adrst 2 AvAl Ui wHEe] ofujz} At
of Aluvtztel wet dabd 2 ok FF, nAUZ g A7t AYPE7] Aol Y
el g HEEHA st Ajiel sFEG.

2. nAgkxe| xtyH ElgtM (discriminant validity)
EoE FoE 83k olfw aAURFo By AFLH 2n g WdE

dHez FEHEA qFolth. A HZ(attitude) 9t WETLe BAAE ;s
2 2R dFAES 1ATRS HER PFEd. HEY vEo] A Fo B )
A wtgelgte A& nEsE. 25Akelol HAIHQ zbolrt EASeR] dxe B ¥
o ddzdezs BHFd o FHE LHF HEEZF oz BFste o] W Ao
c}.” (LaTour and Peat 1979): “n2AWFE 17lo] 5449 £ sle 9rtd Adolats A
AM Bixet B + Urh ¥esg B o, nADLHe Fu Awe oM d@4d" 5 gl
of B3t F79 Blx=2 o|s)¥}." (Czepiel and Rosenberg 1977).

22, 2R dFdN 95 gxg Agdez FEFEdD MWtz U Oliver
(1981)= ©&9) ol &4 F3& T3 + /HdE FEen At & ufqUFe BYX
Br)eh fEd viay 9r)E )
Pohdel g vinz Ar18< 23

mi
rlo

i

lo

(BLAE oAl Zlds AHzre) zbolo] Y@ webg
dolul 3 4uass dvsle o dal, WEE 4
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28 FAY2R seh(surprise) & /HYAYIA @eth aeing, HEE Aoy 3
dol el 2ot dwixoz Zgey Adadq e<le]l @ wizteir}. Westbrook and
Oliver(1981)= W&ol 71thel #eislel Fojatat Aol dal Wl grie] oA o
e vty 222 oA @v AEQ) Mdaudgelst FReigo. 2=z wEn
HEE 598, 7dst AF437t dold A9 A% a8 72 Adola &zl

Oliver(1980a)E 428X L ¢ &3 dZAFNM WFo] thwo Masin FujF

Zol d@g nlHdEs AL Holwx gxe ¢HEL TR Wilton and Tse(1983)

EASEHE B oE drEd HE R BENe BAE AWM o FFL AA
stadvh. 53], &3 Hze AdAA S RAYE S Awdte M ezt dim
TS, web T oohdgel M2 Aolrt vhA gerkd 1ge g APWsd ARE
= 2A 8 Felnt. aov AQY g wANEe W@ Ay Aozt dox e
¥ oHdel A2 FREdE FAe AHET. 15 & AAUSEC g B¥E

F ARk FEE FAdAG. F nfRF2 sl dA/BLDA Fo BaYse
FA Yo Aol Ao wet B d&S A gz B 5 i)

B A7 nARFe 2ANR AFdde U H71E Alkstn UcHeAE ol
Anderson 1973: Cardozo 1965 §). 28 U&3 A EA A g Hrlslolele e
BRLAE EASE, FAE FESE Hdeltt. Swan and Comb(1976)% /Hd4o g
G HFE FESAA AFLA nARZe X JFL FAT. Churchill and
Surprenant(1982)& W& Adte] g Zeo] AEA BEH S gz gelsivi
T AEel M2 FEHE AE R

DARERS Pdstn Awdeznt #riste A nAREH Fozte] Bz &7
JeEe FE@4AC UEg A med. a2jd pAE e YMsd naATES 2xa
A =58 FALe 2ozt FEAAA debd Aol webd Azte nARZFe] A8
F StuRA 7ideh HaHel dA] £ BYAE HrlEte VELE AEHE Hoz B

2ol del wolgof Az ch(Oliver 1980).

BHEE 24 AdE ohdd. zEv Aol W #Hrtakn FFE gk (Hunt

Jhi

r1r
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Helaw, nAmEe ve grs AFYIH 2L AR 2o MIEH FAAY
pae A3 YA ol FRHE Mdelth g}, o] del WM 71E AFEE
Ggg Qe Holm A @tk nARERL G2 Ndez 728 Folok NEH2E

Aol adee. AulAREe o &84 BelA nAnE ARH P

3. nAgtEel AETZO| e AN BT

oamEel ARFzd e o BE @77 et aAREe AWF2E <l
sae W Ban Apes ohgs 2e AFel AAE & Ao Hd aAnE
Ageld dussol chud g olgss ARsert weh aATRe] SHA
Qa(mE)s BgA eA(RRE)E AAE ol AYE F2E NG A aLssel Al

9|
zawr ojmatAEsy 7 a4l A zovr ATePol AuX S Wt o

Nz a7z AWy g FzEMe AAzt Zapgwo) ohet @pAlE BFE Bol
o o)tk 78 Ab (critical incident) Y & ArEEE B oty Fz7 AAHE gl
9t} (Herzberg 1965: Herzberg, Mausner & Snyderman 1959). Z12iv th& W& AL
28 A%l olxdFRst EAHA R 2 (Waters & Roach 1971). # oIl
o7} mral stz stel W ol2d A dFH ATl 23t

4. £Xo| Elgtdol tiE AE

nerEel Ad® %4 (construct validity) & #E® a3t 2@ 2z gt B E
ma ogE yeSo Mwd & EHYAHE Holi gleit elEA e Aol ofR FEF

golth, 7|2e d7Ee nARZe] Hd AHET Awsa #rte A7, &zistel
W 9y, $9. Az, ARSFHe g3 (@ Frup & 71 FEY)
Selp montel n@ Aaldl o] Thekd Rad Mol otk A8 Zol, 7Ide &Y
Asd Y@ YRS F2 $7HK A2E g s alcy, A, 71el F=atel wh

rH|A1E QAo 242 248 AaE FAE x5, Avzbs
=g % 7o) ARE AFE & vt Ross and Oliver(1984) <
Sohz] §8e FE o Ao FEA Aels wolckn AHshAA Ar FHW
|

e
el
B
o
I [+]
o
n:l
i
)
2
0
s
2
k=S
hul
S
o
by
ol
1o
o
of
ox
2
2
(7
td
s
i
o2,
L
s
ALY
i)
4

gty MEzA ALdE AR AT ¢ & (interview bias) . ¥Wr-g 2 & (non-response




bias) S 2A7} 2l 5 Ak 58 awasl Avdosn Mol BHAE SUE %
o FHEAA A9 IS FPUo] AdaA YAHAY BHEAS ) vhgwo] 7B
F oAnh wed d9dA Aede d9dtage] 4hel BAg wotaA Hof 24l
A7E 2t o r YEAAY $HE & Uvk FL A ks g A
T2 o188t A% HretA slme A2 &7} (primacy effect)} 3o 9§ of go)

A& 5= AH(Oliver 1980).
olA = W, ARFAWEA QolMe) Fo)st ApABe o)z sRPgn B 4
Aok 2eng, 2AGE Ao glo] SHWe] 2HX A nlalE AT weA pa
uj

BRAT F3A7 24 g 5 itz F3siEd. qelns 2gwws Tado
24 RAsts RS sl ¥AW FASL Hrlel: Ao Westy FrSA g
A Oed PRt 2P J00e BAPEE PEsE u R8s, g2
HoRe ZPdASe SYAL BRE) e 4 F&ol ALE7%E Foh(Oliver
and DeSarbo 1988: Wilton and Tse 1983). 3 x5 welo| 2@z AE ol A
¢t} 715 3o} (Bagozzi and Yi 1989) .

ANTE A2 B E A HEer) QANE Az e P ARG oa
F34a30 dasnt «dE Gol, A7 R u(selfreport)d] T o Za M= orar). of
A 715 AAE e o] kst B 7129 HEZo] stk 35293 22 (open-
ended questions)¥ Zo] @ TzE Z2PLgL AgslE Aol §8£% Holu)
(Westbrook and Oliver 1981). 4|27} RE43e A9 1 228 GAST 2o
RS AFetA €k 2ARE Egubio) 2 Zutd disAE A7} A 28w

I of2] Wile 7128 /1& 979 2a5L Bg ddas
A Aotk ool WalME MTMMAA ) &4 Z o]t} (Bagozzi and Yi

lo
>

A Festt. 2ARE Z3d el A7 Saets HBEe sBA 2% (base-line
response)e] U¥ &t 0] o (Westbrook and Reilly 1983). 2] 2lo] chopajo] 2
Fotw ol@d BAoM B ohet FAX FHNE EAlsl ok H oprHE £4)




160

B

© 53, 29y HojF 2
4 (face validity)o] 91g<& L&

@ Aol BET AF, ¥
#HE& g4 "t

@ #HPED(ceiling effect)7t =, HE7} 4L 4A =Hol 2ATER AHolE ¥
g = gA dch
HATE FHew 29 nAwnFe 2PA57 Bdyel FFatie Apde #AL
4 9t} olE So]. Westbrook and Newman(1987)8] dFeldE % 0~10 FztelA
oF 60%9 LA 0~17¢el SR, 10%08te] ATl 4~107 ¥ 2
Bdth A4 9-10T77 dElME © e SEE EAA @it 283 &
o) WHEe 1.498 Vet o] 23E 23 $9EC] ¥ Foz FHAM vEvm U

s} e AFEo] hE ZNE Y W AEY IWET

oza-ﬁl

FEE7 gy EAA 2AE B (spurious) A

Mo
il

stedol ol Tiakdt ggbate] wiete widet: AEBEL ool P E HFEE
AASAN A FeFE AaAAC @k 2, ohgd dREE AHHoR W
24 5 fosliol st A& 28U

5. 22X T (common scaie)2| ZiY
LAPZ e oo AFEL ey HaAHE FEARY Ade] dasin} 53
MobEo] gigt AZA ZAle) glolME ol 716 ZA Fe AFev /1Y 2
Adde] ) nANEe] 2FUSES WAT oyt ddk. T 4 Aot 8ol
U 3% Eo] tE2y] wEo) ZAIXEE BlwmaAY AAe Rl e FHeig, z
AerZo] ol Aej®ut ol 4 HAEst FUHE 45 oA AReM £3
AR B §830 £ 4 A € ot aemE FEAERY fEe 3
AgrEel o] 2 ARE A& Foltt,

6. BIRES (non-satisfaction)oll T8 &7

8714 mels 29 ok MnAge 3 g 28R W BEHE Gte
7byol ot

v AP s BE WS YA g vl 94 5 Ao BR BARREAE

oAlA AFolt AB]zol it




74 45U 59 AR ¢ 8% A2 Aol
2EGn B B AuAEel AYHA BE EE BDE
W e weel AdayA BAsol At LEAC sla FFHE ATE AAA
g, BEelRol ol obyd Aol el gl A9r 2] welth H% Fxe)
A%et ¢ Aes 42AE wA GAG WP EAg WA P9 AL WHY Aot
%, Zojzl ARl NHdr] Asld FHolA ZEHOL WEeIVS BAY + Ade

o
ir
xd
2
Rl
T
A
rr
s
£

ol Z%ole awlzte] MEFH Az AR o] FolA YW Aol HEAE FH FHE
€ Aol ot ARAV ANE A e OHEHE fFrdte Aot =
= 2n A7 8 Agzglol BHA dHE rtedE de Aoit. 2Rk ek #o] A}
By Al FA M Azte] e = ghFo|u} HubZo] Hrbrt gldche
Aol B2 H|ukE (non-satisfaction)olets FH A &ol2 FHEojof & ZHojrh. o= vt
Zo] HAolxlo} el B ukE (dissatisfaction)® 7 & ojoknt & Ao|r}

olfl ZWolM HU 7|E didMe dFHos RE Avzrt RE 4B FHd el

w27}

fr
ir

H7tg stn ©E A =g vIgdsin dokn spE @t Zedu AR wE ad 2 E
A o ASUE U2 4 Yol AR ol AW BE o AL 5 ¢ Aok e
£ aelsjol & lolth. old wnt&HE AMeldte WHde F7HA digte] A& 5 Adrh

We 254 F78) udEEdas 2204 ALA7 =
o ‘Z maidnt ke Az & ol g e ¥EEL F
7t o] #qEE& ALY ¥ Aol A AAZ & gleh, o] WYL v wEE st
SHLFE B dFaddM A7 gelth,
Fx R EFAIF|A R A/ 2RFoe FRAM AElEe Ao
o EH 7L FEAAT o] AANE AAVE FPAPor o}
= Aot} aeu £ geoldx Abde ¥t
o FHoM Hrts dte BFE FEY 7 AT dE o ¥ES @ Hel
2 gdd Y #) F=E Y tEAEAM AHRdte AR @ el
ARMEDA 71Ee] nATR FYMe olgt 2 HHFRg Aoz FAF A
Atdolrt. ol el Bt AFA AT oi& dete] Ede] Hadidn 2o @)
Eol2ota A 1 hde] EAste Aol ohr] wEelrt.




&3t el

S s7) Sl e deirkx FAAR] AFAGEC] UL £ A 1 F

AGA Felslof gt 2pale] FES ol gty e JEDATE e

7h oy |l obz ol gdty YA Wy FAZAAA ERE Alrke) Azt Aot

&3 nAgERe PG RE JE wADRE Qe AANY A 23 A48
HA AR FFE = o)

£ 2F AREARIZE FolalztE A sol g, e Ao A SLde AEel
Folaker A8 AT AR SHAY )& bl wRe] Fufzbeh AlgAE ol mEd W
840 Aok gy A A fols Abgatg Fojziz g o] HEol7] w o
A7F "ot o= J19de) AFE T M AE P EAE AFEE AL P -2 @
FA) A5t ged wha) dA Algdte AL NP} o) AL WAL File|
Mool g didez @ 2A7te F88TH ole JuXo BEZ g LM dlof st}
o Ao met #ed FAoloh BE ojYHogE %Xo wE S o o] Wasuzm
RATZE ZANH FES 25 Ao e ALE ¥}

WEE FEEE7F aAUE 24 didel F £ o Az A AZe ot
HejF e 2ol @alA] AHzv)del A BoelA e A9t B old AL HAFA
 DAREEE Folr] M AY nA HEae YE W Aolgle] Fadn wa
A AE AFRART ot B BAY REHEY NELE dojol I} uwaly HE
Abgabe] HEE P ol REA R BHFEAR] ZAbEo & ol

telh Ahflell A g 822 U Heolo] g UL de THL 2 BP9 oz B
Nabii= 3 i Aoz e Aotk HIode AIZE nolatn A zta)
€ dilz F4stdc)

AR DAUNE At giaez A7tslol & ndo] chekstghi Aolt). W Eel A7
olub slgdel walel wlal FactA oMok @& nAe] BF £ Ut} thakd mAel W
& ZHE Aol VEEE FHde Ul 388 WA 2 4 A

8. @hZu|go| ZEAIY B=o| ©Y
BEE Ayste 2% ¥ @A2 wrel ATdD MY APY P2 dYsiA s

Aol BEoltt oF 59 53 AxorMe s By 89, T8y, W& ge

J‘r}l

JLN
R4
Ho
o
&
2
rlo




A
e BE 3 WE & WA TPAE ASE 4 @R AFAE 2 4 @
ZEE AN FE U A48 So] Wle wE e wE o oW FFAE Fr Aol

o olfpell WSAE o} WY HYL AN G Aol Hrh AFAOR PEaol

2 Ao nAwREe Heol @ E3el U 7]
nAREe] Aol telAls Hgolut Astel 2Y& TE /A AalE wan dAe
FEol WA Aelzk Qe AL Bt nARIY E4

4 HEe Ah4 2 Bgd AdTEAAd BE oAd)5E deudrt 1 2
DAREe] A BYd S dEen. 24 BHRAS
wo] Gastths Aol AANATh oo 2o BAEE AdstA HW nARI N

W Tl B TLo) ®H oz U

il
A
-4
i
o
rh
2
lo
iy
i)
fm
=)
2

ol
ofx
O
o
R
o
inj
o
o
e
ok
o
1o

1. IHEH
ol s, AMujx uhAE . AL 1994
olfra, "mAvtEZe] AL et o] 22 1A

123. 1994,

ox
of
1

H, A28 1-2&2, 90-




164

olfAl. "mAutEe] AzpA o] i o] AFT AAE=FH. A28 343 201-
232, 1994.

2. 2= 2H

Anderson, Eugene W., Claes Fornell, & Donald R. Lehmann(1994), “Customer
Satisfaction, Market Share, and Propitability: Finding From Sweden,” Journal of
Marketing, 58 (July), 53-66.

Andreasen, Alan R.(1977), “A Taxonomy of Consumer Satisfaction/Dissatisfaction
Measures,” Journal of Consumer Affairs, 11 (Winter), 11-23.

Andreasen, Alan R.(1985), “Consumer Responses to Dissatisfaction in Loose Monopolies,”
Journal of Consumer Research, 12 (September), 135-41.

Andrews, Frank M. and Stephen B. Withey(1976), Social Indicators of Well-Being, New
York: Plenum Press.

Bagozzi, Richard P. and Youjae Yi(1989), “On the Use of Structural Equation Models in
Experimental Designs,” Journal of Marketing Research, 26 (August), 271-84.

Bagozzi, Richard P. and Youjae Yi(1990), “Assessing Method Variance in Multitrait-
Multimethod Matrices: The Case of Self-Reported Affect and Perceptions at Work”,
Journal of Applied Psychology, 75(October), 547-560.

Bagozzi, Richard P. and Youjae Yi1(1991), “Multitrait-Multimethod Matrices in Consumer
Research,” Journal of Consumer Research, 17 (March), 426-439.

Bettman, James R. (1974), “A Threshold Model of Attribute Satisfaction Decision,”
Journal of Consumer Research, 1 (September), 30-5.

Cadotte, Ernest R., R.B. Woodruff, R.L. Jenkins(1987), “Expectations and Norms in
Models of Consumer Satisfaction,” Journal of Marketing Research, 24 (August), 305-14.

Campbell, Angus, P.E. Converse, and W.L. Rodgers(1976), The Quality of American Life,
New York: Russell Sage Foundation.

Churchill, Gilbert A., Jr. and C. Surprenant(1982), “An Investigation into the
Determinants of Customer Satisfaction,” Journal of Marketing Research, 19
(November), 491-504.

Czepiel, John A. and Larry J. Rosenberg(1977), “The Study of Consumer Satisfaction:

Addressing the ‘So What’ Questions,” in Conceptualization and Measurement of




165

Consumer Satisfaction and Dissatisfaction, H. Keith Hunt, ed. Cambridge, MA:
Marketing Science Institute. 92-119.

Czepiel, John A., Larry J. Rosenberg, and Adebayo Akerele(1974), “Perspectives on
Consumer Satisfaction,” AMA Educators' Proceedings, Chicago: American Marketing
Association, 119-23,

Day, Ralph L.(1977), “Extending the Concept of Consumer Satisfaction,” in Advances in

s

Consumer Research, W.D. Perreauit, ed. Atlanta, GA: Association for Consumer

Research, 149-54.

Engel, James F. and Roger D. Blackwell(1982), Consumer Behavior, New York: Holt,
Rinehart, and Winston.

Fisk, Raymond P, and Clifford E. Young(1985), “Disconfirmation of Equity Expectations:
Effects on Consumer Satisfaction with Services,” in Advances in Consumer Research,
E. Hirschman and H. Holbrook, eds. Provo, UT: Association for Consumer Research.

Fornell, Claes and William T Robinson(1983), “Industrial Organization and Consumer
Satisfaction/Dissatisfaction,” Journal of Consumer Research, 9 (March), 403-12.

Gilly, Mary and Betsy Gelb(1982), “Post-Purchase Consumer Processes and the
Complaining Consumer Behavior,” Journa! of Consumer Research, 9 (December), 323-
8.

Herzberg, Frederick, B. Mausner, and B. Snyderman(1959), The Motivation to Work, 2nd
ed. New York: John Wiley & Sons, Inc.

Howard, John A. and J.N. Sheth(1969), The Theory of Buyer Behavior, New York: John
Wiley and Sons.

Hunt, H. Keith( 1977), “CS/D-Overview and Future Research Direction,” in
Conceptualization and Measurement of Consumer Satisfaction and Dissatisfaction, H.
Keith Hunt, ed. Cambridge, MA: Marketing Science Institute.

Hunt, H. Keith and Ralph L. Day(1985), Consumer Satisfaction, Dissatisfaction and
Complaining Behavior, Bloomington, IN: Indiana University.

LaTour, Stephen A. and Nancy C. Peat(1979), “Conceptual and Methodological Issues in

Consumer Satisfaction Research,” in Advances in Consumer Research, William L.

Wilkie, ed. Ann Arbor, MI: Association for Consumer Research, 431-7.




166

Leavitt, Clark(1977), “Consumer Satisfaction and Dissatisfaction: Bipolar or
Independent,” in Conceptualization and Measurement of Consumer Satisfaction and
Dissatisfaction, H. Keith Hunt, ed. Cambridge, MA: Marketing Science Institute, 132-
49,

Maddox, R. Neil(1981), “Two-Factor Theory and Consumer Satisfaction: Replication and
Extension,” Journal of Consumer Research, 8(June), 97-102.

Miller, John A{1977), “Studying Satisfaction, Modifying Models, Eliciting Expectations,

Posing Problems and Making Meaningful Measurements,” in Conceptualization and
Measurement of Consumer Satisfaction and Dissatisfaction, H. Keith Hunt, ed.
Cambridge, MA: Marketing Science Institute, 72-91.

Oliver, Richard L.(1976), “Hedonic Reactions to the Disconfirmation of Product
Performance Expectations: Some Moderating Conditions,” Journal of Applied
Psychology, 61 (2), 246-50.

Oliver, Richard L.(1980a), “A Cognitive Model of the Antecedents and Consequences of
Satisfaction Decisions,” Journal of Marketing Research, 17 (September), 46-9.

Otliver, Richard L.(1980b), “Theoretical Bases of Consumer Satisfaction Research: Review,
Critique, and Future Direction,” in Theoretical Developments in Marketing, C.W. Lamb
and PM. Dunne, eds. Chicago, IL: AMA, 206-10.

Oliver, Richard L.(1980c), “Conceptualization and Measurement of Disconfirmation
Perceptions in the Prediction of Consumer Satisfaction,” in Refining Concepts and
Measures of Consumer Satisfaction and Complaining Behavior, H. Keith Hunt and
Ralph L. Day, eds. Bloomington, IN: Indiana University, 2-6.

Oliver, Richard L. and William O. Bearden(1983), “The Role of Involvement in
Satisfaction Processes,” in Advances in Consumer Research, Ann Arbor, MI: Association
for Consumer Research.

Oliver, Richard L. and William O. Bearden(1985), “Disconfirmation Processes and
Consumer Evaluations in Product Usage,” Journal of Business Research, 13 (June),
235-46.

Oliver, Richard L. and Wayne S. DeSarbo(1988), “Response Determinants in Satisfaction

Judgments,” Journal of Consumer Research, 14 (March), 495-507.

—*———




167

Oliver, Richard L. and Robert A. Westbrook(1982), “The Factor Structure of Satisfaction
and Related Postpurchase Measures,” in New Findings on Consumer Satisfaction and
Complaining, Ralph L. Day and H. Keith Hunt, eds. Bloomington, IN: Indiana
University.

Prakash, Ved(1984), “Validity and Reliability of the Confirmation of Expectations
Paradigm As a Determinant of Consumer Satisfaction,” Journal of the Academy of
Marketing Science, 12 (4), 63-76.

Resnik, Alan J. and Robert R. Harmon(1983), “Consumer Complaints and Managerial
Response: A Holistic Approach,” Journal of Marketing, 47 (Winter), 86-97.

Ross, Ivan and Richard L. Oliver(1984), “The Accuracy of Unsolicited Consumer
Communication As Indicators of 'True' Consumer Satisfaction/Dissatisfaction,” in
Advances in Consumer Research, Thomas C. Kinnear, ed. Provo, UT: Association for
Consumer Research.

Singh, Jagdip(1988), “Consumer Complaint Intentions and Behavior: Definitional and
Taxonomical Issues,” Journal of Marketing, 52 (January), 93-107.

Swan, John. E. and Linda J. Combs(1976), “Product Performance and Consumer
Satisfaction: A New Concept,” Journal of Marketing, 40 (April), 25-33.

Swan, John. E. and I. Frederick Trawick(1981), “Disconfirmation of Expectations and
Satisfaction with a Retail Service,” Journal of Retailing, 57 (Fall), 49-67.

Technical Assistance Research Programs(1979), Consumer Complaint Handling in
America: Summary of Findings and Recommendations, Washington, DC: U.S. Office of
Consumer Affairs.

Technical Assistance Research Programs(1986), Consumer Complaint Handling in
America: An Update Study, Contract HHS-100-84-0065, Washington, D.C.

Trawick, I. Frederick and John E. Swan(1980), “Inferred and Perceived Disconfirmation
in Consumer Satisfaction,” in Marketing in the 80's: Changes and Challenges, Richard
P. Bagozzi et al, eds. Chicago: AMA, 97-100.

Tse, David K. and Peter C. Wilton(1988), “Models of Consumer Satisfaction: An
Extension,” Journal of Marketing Research, 25 (May), 204-12.

Weiner, Bernard(1980), Human Motivation, New York: Holt, Rinehart, and Winston.




168

Weiner, Bernard(1985), “An Attribution Theory of Achievement Motivation and Emotion,”
Psychological Review, 92 (4), 548-73.

Westbrook, Robert A.(1977), “Correlates of Post Purchase Satisfaction with Major
Household Appliances,” in Consumer Satisfaction, Dissatisfaction, and Complaining
Behavior, Ralph Day, ed. Bloomington, IN: Indiana University Press, 85-90.

Westbrook, Robert A.(1980a), “Intrapersonal Affective Influences on Consumer
Satisfaction with Products,” Journal of Consumer Research, 7 (June), 49-54.

Westbrook, Robert A.(1980b), “A Rating Scale for Measuring Product/Service Satisfaction”
Journal of Marketing, 44 (Fall), 68-72.

Westbrook, Robert A. and Richard L. Oliver(1981), “Developing Better Measures of
Consumer Satisfaction: Some Preliminary Results,” in Advances in Consumer
Research, Kent B. Monroe, ed. Ann Arbor, MI: Association for Consumer Research, 94-
9.

Westbrook, Robert A. and Michael D. Reilly(1983), “Value-Percept Disparity: An
Alternative to the Disconfirmation of Expectations Theory of Consumer Satisfaction,” in
Advances in Consumer Research, Richard P. Bagozzi and Alice M. Tybout, eds. Ann
Arbor, MI: Association for Consumer Research.

Yi, Youjae(1989), “An Investigation of the Structure of Expectancy-Value Attitude and Its
Implications”, International Journal of Research in Marketing, 6 (December), 71-83.

Yi, Youjae(1990), “A Critical Review of Consumer Satisfaction”, in Review of Marketing
1990, V.A. Zeithaml ed., Chicago, IL: AMA, 68-123.

Yi, Youjae(1993), “The Determinants of Consumer Satisfaction: The Moderating Role of
Ambiguity”, Advances in Consumer Research 20, 502-506




