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AL AF R , Rl 7 T 5 780 HL R 0 DI 2 B 100 246 W g . 8 i o A AT T 9 B 2 7 5, A S ok
TEHURT T A N L AR R RS AR 55 o % T 190 25 2 5 1) B 400 R W0 5 V32 7 2
AT 2 A S e S 1 TR AR e (VWL RE AN — ML, 2020) 1 3 B, B T 5 R R T 3 0 3R
e H 2R EN 32K 2 N - 5 32 5 H S 58 4 A B Y 56 4 [ (Karolina,2018) o [ I, i
A1 £ S A O S0l B B R R G i B T R A AR

RTIT IO 245 W 0 Ay 31 9t 251 S 68 ) 1 T I O A i 8 v S 52 40 7 9 R 45 2R el I 2508 22, i
JESR K% R A E AR B RIR 55 R R R B AT T RV B R X B Lk B
4 (5 TFRIRIKFT ,2019) 27 L 4 o [l ] v iR IF 5 8 AH G S8 1500 B, 190 £ g 40 A7) K 2 T 2
AR ER XV 2GRS, 2458 5 W52 43 85 L 38 5 M 1000k 045 8 AN b ik 5 R 11E
45 78 2 IR 55 2 T LA S 22 T X 00O UG 25 1 R (3 0 A 2 5 % ,2019) 17

Wi % - £ 750 R B 4R, 2% AT T R 98 8 48 IR 45 2K T ( Sousa il Voss,2009) ) fE 2R IR 45

W75 B #1:2021 - 05 - 05
* BETE  F SRR 4T RT Al SR 5T G & 84l SRR B W57 (20&2D322) 5 [ 58 H AR R4
B4 TUE U P AT AL B A A B e P BB RN BE TS S i A el o MR A X SE G SR R (71972030) 5 [ K H SRR
FEGTUH “F A B R RS B AL ST B RO TP Al 5P A ZZEIHUM” (71672026) ,
YER B TEUNE, 5, 3082, W 2 S 0, W 5 77 1) Sy 000 2% 7 4, B - B4 : xhwang666 @ 126. com; @ 1, 2o, 1 - A 58 4=, BF
X7 18] g W 4% 78 5, HL T B4R - 71249958 @ qq. com, il iHAE - 7E %,
O [ ) 2k R B B 5% B 2% A € 0 465 T 10 5 ) 0 2 8 A R JORIDES 34 (2017, 1—2020. 6) ] vk KBS & R 5 ) -
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2R W2 5 9 245 52 S v R 2R T H0 A 0 T o R 3t 0 IR 45 A K B 0 R DL T R 2
R (LSE, 2018 ) 0 HAR Sy g B i 32 ARk [ S50 100 0T 3% ) S0 J630 2% R 45 1) A Ao 3 ) BT, ¢ 4 i)
R LA R HEA 45 IR 55 407 1852 A5 4 28 AR 5 B4 17) B8 ( Holloway I Beatty,2003) 7" BlUA AF 58 & B, 75 4k
IR 45 2 W45 5 B0 8 77 A R o B T A 28, AT B 2 — R AIR R T 2 R G 8247 0, A B A
LRFEEMWRME CREES,2017)" 0 JF H, A F 2650 10 75 28 IR 55 2 ICAT Rg 47 & S 5 5 2%
72 S [ B9 5 00 ( Weun 25,2004 ) 0 i e, 78 28 I 45 2 W 0 S 45 352 5% 7 2% 16 S o 1) 41 A5 B T
FeV o SR, S ) 2 Y A0 78 42 MR 55 2 WX S 65 32 58 P 26 S AL LR T2 e 5 T2 52 1
T AR A XA 2R R 55 2 e 43 26 K 22 2 1 % I 4% 58 B o 552 5% 2 8t ) L1 IR 55 1 2 ok R 4 4
(Forbes % ,2005""" ; Divaharan 25,2011 & JR AR 2, 2017520 ) 475 J5) R T 45 52 IR 45 2 W #1443
SR, AN B b 1) BB 4 i AR A A (] 5 0 A5 7 4R IR 45 % KA R I BF S B IR S Y B iE
A,

YT I, AR SCE T I SN L AR | X 7 LR R 55 2 Wk A A B 2 B0 R 4% R i — IR R R
TELR I 55 2 M2 TR0 06 - 5 552 53 74 25 10 S WA WL Hh R 00 3R Sk, 7 B R 08 - 3 552 3R 1) 7 26 4 BRI A
22 IR 55 AN RAR (I 20 06 S M RS2 R R S

Tl SCHR I R R

1. FE4 R 5 Sk K BV %l 5

(1) TELR 55 22 W B D9 3o % T AR 55 2 TG 1N B8R, 2 3 ) 22 35 T D6 2% A 00 0 £ 0 A4 40 O
(Bentler il Chou,1987) """ | LI 45 J5t 5 & 75 35 3] 57 % 791 30 2035 25 56 v ( Zeithaml 481993 ) 17
IR 4B X R 45 7 A 9 H I (Keaveney, 1995) 10 i 45 25 Ok % 4 T (Hays Al Hill,
2006) ', SR 55 IR 55 O AR B K B0 22 57 ELTE R IR 55 2k 0K ) A J5i s 2 o i 31 I 2% 40 22, A
T 5 350 b AR 3 B I % AN W6 (L7, 2018) ) o i ek % IR 45 2 T RN 7 £ IR 45 K WA S BIF 5 B A
AN, 12k IR 45 25 A P S0 A1 2 5 T S N R A B, T LB A R — R R 45 S L TR iR
RGN B PR EEI R, BT AR A S W B AT — 7 8 LT R R, SO R R
55 VA 3 B 24 b oA, S 5% DR M T JRR B AN W A A IR 5 R

() TELR R GBI A . T4 I 55 5 16 G5 I 55 i 4 A3t 32 St VA7 7 4 R i 25 57, LR 5507
AR5 2 WK T 5 45 G AT AR A S [R) (S 8 0 R 42 52 % ,2019) ™ BUROR B 1) 28 B HE
G R TRE T BN A B R O T A5 ST R T A S ] AR T AR SR, Wik, A
W T RE A P I B R S A, T B AR R R 2 R I B AR 5 (TE R EE ,2020)
B2 ARG SR 55 FE LRI 55 A6 38 I T 3 B 3 W 0y 0k % 1 (R I, o B AR T3 2 I B R AR, N
I B T Ao A 0 KT B e 2k IR 45 R s B T O 2 B X A 4R IR 45 2R I S R 7 AE R
(Tsarenko Fll Tojib,2012) "*' . 2) 4R 4% /088 (Z5/NFA 45 2014) 1 0 AL AL 4858 5 WO AR AR 7, 1F
2832 5 B BE A B R T S AT AR S WCHE R 4 3 A i B B R B T B U R 4 6 7 3
AN R AR o W58 WIS T ATk B S S TR 5%, e 5% VB S RV R S S T b R R
VAL S R N B B 5 R S KR S KPR B, IR S R X S R MR W . 3) 38 5 R E P (Grewal
45 2010) 2 i T8 AE S 1 HE S, SE 5% TG 1 B VLI Z B BT, LR B 45 52 4% T X T S , B
Y0 2% 5 i R A A R AN S T X R 0 L T B R B BN T A B R A e R
39 70 L R T I 5 R RS AR B B P AR 4y 4) (5 BOR X R . 4858 5 1) i 40 A g T
S XU 45 BOR K FR , F  32 5 AF M AS B 307 B 25 5 RIS HLE AT 0, 6145 ELR B T 465 i 19
RS IR VE B 5 45, B op (0 JE 3R R 8% 5 R X AR 25, 85 S 1 8 4 3 e 5 45 (VT I I R K b
2016) . KRR BEHLAT M R T LS X S K IR AR AE IR T RS Bk A
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K, B R BN TR 55 2k WO T 3B AR T BE P AN T A SR RIS AT MY
AT R 8 75 7 28 IR 25 2 DL LA B 22 915 2K R O K A = 1 B

(3) TEL MR 45 R WK B R4y . TEF BRI gh, BIREE A NS AT, F 6 3%k
£ 1 5 V- 45 ML) I A B RN 249 RS A 28 B AT, T 6 32 AL T AR L R U ok Ak S7 T R 22 5 3 B
(1 LT R PHAE,2020) 2 o 37 45 MO0 LA 48 — S 5 BN, BIVAE A v iR R, 1 & Al X s R 8
FAT BOHLAE o DA, (3 S R0 000 ) s 2 3 5k B A4 48 NI R BT T RICH B AR S N
5N ET G SRR E T 2B N R E TS AT RN, NSRS R E M
W1 B 2 9 5 S R AE N 48 TS B AT v W <7 9T 520 o 55 R I, 3 85 58 5 35 4 7, Ak TR
W STE IO 5 R AL A4 32 F R LU £ B0 00 () K 56 B0 5 P47 LB 8 = LR
FEULI o SR BR324 1o 7 i DR O B % MR 50 45 D 5 X AR U B A ) R R
Yy, N, SE AR 1 S G B A IE S RIE L <48 N RS LA R R e i R
%7 1S RICHpRR A TRt R 2 SR N A . I, T7E 4% 58 B i B b, S & MU0 RN S K
TRV T BE 1 3K G 6 32 5 T SR At A 7 5/ B 55 3K AR 45 75 B R o

IFH, R TAERETW S —EL " ZIn8 58, Fasammg g mn a4
F—VELER—TF G0N 20585 1% 8, (615 5 50 L5 40 k00 A 7 56 R 7= A 7 R ikt . 1
AFSFEANCEFERZEMER)BE =T ERCEERL) WARTEAREF R, I
2 5% 36 ) B AR S 45 249 3R, 3 W AE I 45 ) XL 244 5 N B8 A A0 A 0 24 R B A 0 R, U X4
BRI BN 29 3K g (RE42,2021) 1 0 ELCH T RIS ) I A BN 77 & B0 i 4 21
PRI et B F YA B A A, N i (B 5,2020) Y L SR B SRR R 4
B IR ST B4R 2 R R, RS W BB RA N FVA (SR EORIE ) WA R R, i,
TE 00 W 58 5 3k B v, S 0 M0 U0 0 52 50 7 3 3 T R I A 3K 5 K I SF- 5 352 5% T 4R A8t 0 7 BRI 45
B 75 bR

2 LR AR SCA 1 B R R R ER 70 4R R 55 2 W AT L4 I A 5 3 B P B S R AR
T it/ IR 5 B0 o AR ), R0 43 LA 7 2 28 . — J2 o 3 30T 45 1 D) TR 5 2 g, B0 7 0 4% 22
TR 32 R G R IR 5 R 2K B £ 4l S B £ B I S 5R DA I R R G T
B R 55 2 T 5 — 2 A 6 B S G VA 1 IR 45 e T, B A T80 26 52 B b A v, - 4 32 5 T 4R 8L 0 B 4/ TR
55 R IB IS GG R AR VR I, S 52 DRI I R A i 5 B K

MBLEEA X & B A0 32 5K U BOBEFE R B, 20 2 0 & 4k iz 1 & U 47 5 &
EHLIT B T — % BHF TS (R Ha 25 A28 71,2017 7 5 V1 B B A E 8 91,2020 %0 ) | 38 43 2 2 % 7 65
SR F G M A R 2 FL 4 AT T M G BT 5T (5 T W RN 3K 85, 201915 I JE B A0 13 £
202070) A MY 2 FHWEIE T 32 K MO IR 45 R 0 S 58K B AT K T 9 5 W 2808 ( Pavou il
Gefen 2005 ;3% & B AIBAAK, 201177 ) , BAR, AFEAG 68 & B A0 2 KR BR824 14y
FE L HRZARIE TGRS SRR R DA R LR IR S5 B B AT R . B RS Ea M
O 01 35 52 7R A 33X TP A 90 4% g 9 3k R v ) 52 S o v 40 A ) A R R 55 4 ) R 9 HE 24 P ok, e 3
A X T AT Y 22 T AL S AT R G LA SE . I, AR SO LLTE 2R IR 45 2 T 25 8 1 BT 5
5, 1k — AR R IR BT 5 M0 R A B 2 SR U 3 T R R [ A 4 R 45 WK 11 25 5 Ak
M 38

2 ELBEEMERNEATRAENHM

FEEEP S W, FE 2 R AEE TN W BN S RN b 1 T RS B 5 4 9 {5 2 ( Schaffer,
1989) 7 4% 5 bk A b, S £ S 8 R R S K O K SR B B R /IR 45 B TR A R
(Dai 45,2018) " LN 4 32 52 Ak 1 F13% 2 (9L 1 ( Dellarocas ,2010) % 0 A XAELR IR 45 2%
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TG BB WA AT 5% 4 B ( Sengupta 45,2015 ) 1 7 28 MR 55 2 W02 i B 97T 1T AR G A5 B (2R R4
2019) 4 R 4 Ml A (7] (Huang ,2015) 0 400 S2 505 25 9 9 K, e R 9 3032 %7 25 00 32
R CARH AR ,2017) Y 0 I HL IR 45 2 W26 ROR [) 07 % A J8000 53 26 R [ (Weun 45 ,2004) 0 xif
FCAT g 75 1) B4 R A T 25 57 X R B, O [ B 7 £ IR 5 2 KK TR X T £ 32 57 2 I I B 4
BRI . T UL, 5 3 557 & 00 04 AR 55 2 IR % 3 B <52 50 R b 14 IR 45 2 T, % SF £ 52 50 25 1Y
5% W 137 3% A T 25 5

TEEB BRI, A o loE 5 i3 58 - & HU R A4 BRI 29 RS2 K A8 AT, LS 38 5 7
W, BE R SR i — AR ARSI RS 4 5 I I 58 5 i R NS B AR . YA
S 5% Rl 0% 08 HE - 5 0 00 S B AL T R 45 I, S0 JEL T S R 0 B2 B T 1 T, K R 4 X £ 32
K REIT 4 T IT T 6h 32 58 75 26 4 th AU B A . B 2R B A 48 R R 2B RS B N, LARE
A S 5 THT 0T 6 v LS T G R S TR N TR 9 38 S B LS TR B U R ) B A £
BRI o 4% 65 52 5 RE B JB AT 1 B8 R v e S 3L 7 S R I 45 I, W A TSI B X A o T 1 SR, 3K
KXV 6 R0 H B TN, 08 52 58 74 25 45 B 34

52 MR, 46 2K BRI RT &/ IR 55 R 1k B0 & BN 3C 58 £ T 1 A R & 32 5 B
TR AR RS S2 R A2 IPEANY o 25T &5 32 53R 10 7 A/ R 55 R 0 B 32 53RV I, S 58 4 T
AR £ S2 R 35 BN T WA B X 352 G075 2 AP o 5 S (5 T IR AR T fE L R 5 5
KI5 K Zh 5 H AN 36 A5 AT 04 52 i 1 0 L R 0 1354 o 3 (99 &8 B 4 ,2020) ' Wl L
ST AR I BT 6 MU B9 RE SR I, 241 6 32 58 0T S 10 8 S/ R 45 R K B 32 SRV IR, LR 4
PRI Sy G35 R T X 65 352 50 7 25 4 th AR B0 A o BRIk, AR SO 4 R B

H, 4582 Rk 55 G B, 5 & 352 58 B0 32408 60 79 /IR 45 o 38 B 52 ORI, LR A K
72 T AL

3. SMER YA B B o A S

UL DRI S A Ol 20 43 B T A B — Fh 3 B7 (Weeiner,2000) 70 o — i 55, 24 MR 45 26 W & A i
U W 2 T4 MR 45 2 WD G % BE ( Bitner, 1990) P HEAT B¢ AT 4R R0 D909 X ( Matikiti 4
2019) 0T U DRI B 445 SR04 4 S WG U 8 917 48 AT R 5 16) ( Pacheco 45,2017) 7 0 IR 45 25 i
JBR A T PR 0 s A ) D DR R T R Al 11 B B A 23 BT (Folkes, 1984) ™1 TN 43 oy A R A 4k 1A
(Hocutt Fl Charkraborty,1997) 2| P Rl 48 JI% 45 42 444 7 305 1 1% JE A1, &b R0 U0 i M 45 452 438 7 LA 4h i
JEA

) 245 0 1) KRR 55 43 85 58 5 R AUV A3 B R X AR 5 R, KRN TR £ 5 5 1 S Z M LR
Bk, %A 5T, EREBTFHENRRMIRS FEEARR Fael Wil %L
T R A S HE S, B AN E R AR T S B . X IR, S B AR R R
Al 30 DR 22 R AR AT 1T R T R R R 45 R A L SRR TR 45 R I A 25 52 4 T, SR IR 45 4 T
ST BPE R J7 , LI £6 58 5 v 9 35 5038 6 BA R AR HE T S 2 0958 5 KU o BRIk , A% SCIA Sy 190 46 i )
HA T 2 IR 55 2 T R 1 A S 2SI G0 T R IR 45 2R I 2 A ) R U 44 S 52 51 0 0, L AT LU
R143 R TR IA P P& 2% B SR MANRIAE (P& 2R A AL R, A el s
GEDN

FAMMETEA SV EMMAREFEETINTE, FARE—BEM B2 kATFE
M HIFEST . Y 2R IR AL 1 /IR 45 AR 35 B0 & 80 B, AR HE T 52 R 3 S R0 ke 13
LR 45NN L0 AT B R iR Tk 52 58T R 60k 3 R IR S B TR 4 0 K L T 7 £ IR 55 2 Y
FALTE Z M8 T AN % (OF & 2 LA B Al R 22, 057 & Aol A 74 ) o fildn, 4 52
KA BB 5 U5 T 4 3R % S IE A BE T 38 520N o 32 5% 4 0% 70 L T 8 3R R B ok U, KA K
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BT R TR B R SR, T R B O £ R W S R S B T AR R K R A FE AR
SRR T 32 K AR K5 5 WU B ) T B 1F By AR 0 38 A5 AT B BV D, R 2 52
Ko B RV AT N R o 24T 32 K BT B AL B0 R /R 45 A 3K B S SR IR, AR AR T LAt Ak 3
PRI 2% B0 2 158, SE SR A K o 22 B A RS2 1R T S K BN AE el WL 2 2 AT S 3% T IR 45 9 2k e, T
5 1 55 2 MR AT B 20 MU I T S BRI T o A 234 3 A e RV 1) 3K R R A ) S S A
BT DR S £ ol BB 45 45 Al i PR T O B R SR U, S 5 O T T RE R 3 K R R A AR IR
Wk,

F I, 7R SCIA R, A TR B 32 2R VA 119 1 45 2 DO 7 5 51 A 35 5% 1Ay PR T TR, B TG 5 3850 32 5% 0
B LR A T EARM IR 55 2 MR, AR TN & B 0 AR 55 2 WO 25 5 51 /2 3K K i R R I 1A
ML RA LG TP ALK BN 2N P, A SCH 0 F %

H, 5 2 R IR B2 R, T 6 32 3 B0 B 5/ % 55 R 2 B 5 LI I, 32 52 3 25 &) 5% JH 41
FRUT R, TR 23 257 6 52 5 AR 75 263840

4. ERIT S A5

H A, £ 5 B R H S TS24 L, B A SR AT M 4K 38 5, 9T 3 & 2 R 4747
bR, B RS AATHE BTN, TR R AL I 32 54 (W B Sh AT AN ) . ML
SFFIPAF LR A 325 F5AE 00 T 2 R 2 (VI A6 — FL,2020) 1 8 0 52 KT 43 0T L)L 28
i S R AE R AR R IR 55 BT B4 67 T 5% 1 ( Sengupta 45 ,2015) 1 BRI ¢ @5 B4 AT LR $E A
SV SR L T RN N S A Ak £ BRI N & 1 B AE AT, T X R A B B TSR R
(19 1 45 2k WU B 3 DR 22 T AR PR B TR 22 5 e 4t T R B A5 SRR 2R 1 7 AT TS
X%V 5 32 K MR 55 26 W 25 20 7% (Purnawirawan 25 ,2015) ™ st 2 W+ 4P B RE L8N T
X 5 32 R AE 4 0 I T 7 o

L5 b AL, S R4 RE S R T S U PR TE 7R 2R IR 55 2K A5 - 6 52 507 2% 2 ) B A SR, B2
VP S R R AR LR R 45 5 T, S 58 RN 1) TR R AN BRI DR, AT RS 23 25 - £ 352 8 AR 1 7 2%
TEA 10020 VT 20 352 5% 5% A 70 4R IR 55 I, R 4 77 A ARUR A 0 5 1 P o DRI, A S48 1 A

2 6 5 40 32 500 U, A3 U TR 7 75 28 AR 45 2 W 6 75 A0 S 5 392 5 78 2% 22 ) ) v A 3 o T
F i,

5. FARBREENETIR

- 13 T e R R AR A B AE 5 R TSR X B 3 K A AT s R T AT (bR
2016) " L FHIW T B R FEE RS TR B REERNEY . FAEER %A
A7 A Ml A AR 25 RS2 5B AR T 2 1 RUIT G5 M R, AR S A S X S £ il A D) 2 S
Wy R B 3 % A 00 5 R DA A ST 0 S K B R 5 IR 55 B AR 6 S R B AR Y B
TR (SRR AN 3K bR ,2017) 1) A e 1 - 45 280 B T 7 R e 1) R AL B — RO TR A5 S, e
S5 7 HL R R T 558 5 R B T AT, A8 B IR A, e R R a1 KR LK O 2% B R LR
W 32 ) 7R TR O T o A ) TR 0 R 4 AT 3 A g P S R ST 5 TR R T I Y
VB R AR, E, X T i %A B AR, T & 2 5k A 7 4R IR 45 2 I 47 TG 5% i ] 1
TE B 28 i, S 5% 00 1 44 S R I 76 LR IR 45 52 KA T AN IR 2%

PRI T T, S 45 76 R R R A 9 1T A 0 PR 7 A R IR 45 2 I - S R 2 2 ) B R A A
157, BIVLE 125 75 265 45 0 HL R 0 52 0 R A 7 R IR 45 2 s I 5 M0 ) T SR FT A S UET B BT D 0 4
TV 32 5 AR AT 17 A P 2 5T £ 5 P T 32 5 R A TR R R 55 S O, R 4 7 A B Y
PETVE I . TR I, A SO AR B

H, <06 T 7 25 4 B0 W R, 203 051 FR 76 76 2 IR 45 2k WK 75 0 S £ 552 5% 7 2% 22 ) ) v A 2380 o
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EUpIRTE
i LRI SCRIOBEEHEZE I 1 R o

_____________ 4
L e et S ICT L N
® RIKFIF-H R [ o
® RIKFSFIKIM y > shann > P

FARRRAE || S5
o o its
fipis o T

Bl HEEHES
BORER I . 1F &

= WFsEScss

RS b A S I AR B o SE B — B TE IR T A [ 7E R IR 55 2 2K 5 3 - £ 552 58 7 25 1
RO 3 SEY T AEAESE R R R A SR b BE— R R AN T R A RS2 8 = A SE s O AE Bk
W RLRE I, B — 2 B 5 S T4 (R PRy vs. ARITEA) AT 45 250 L 7 74 25 (o 7 25 vs. (R 74 25) 194
WM. BT, 7E R AS B A BT 5 A R I 4% T W B4 T IR RE AR, I 4% I ) % 8 35 8 (Ulrike %5
2017) 1 R B ARG SE B SR o HLLE R AR A FIBE ST AR A T (AR A RE A% (R0E 1A 3 A0, LA AT
A8 e i T OO0 46 5 415 114 52 36 BT 5% S22 9 3 A 209 (Rebecea %5,2017) 77 PRI , AR SCE IUTE A% A%
b LE FBIF S A2 1 B T 8 52 6

LB — RZBTFAMNEREBERREN EARRKELENEN

(D ERIFL . ARSORIEE T KM RREZ KT G060, LKV 6 325K 1 S2br
L, IF 5 T 6 32 AR BERT /MR 55 R 15 3157 & MU AR 3 31 32 5OR (9 SCU0 1 5t o O b f gl it
37 5 S 1T 190 g 28 17 1602 00, AR S 6 o8 P P S R RO A RS R A AR LR 5 4l B S R 4 R
1) 158 ———RIKFNT G H . ELAC 5 R o« [ P 51 £ 250 F 7 9 (58 5 R 24 45 1 45 A i 5
TG 240 DU ) B B L S R ARTE K AT T 48 AN R AT, BRI 1 TR AN, g
GIEFX R AR LR & AR TR A P — 3. (R, Y ETF s, 5
KA WA BIETGHNTE 48 NN & 57 2) 155 - —— REFI 25kl . HARRE SR N
CE N E RIS A TE 9 T B AR R, PLJE 7E AN G R B SE K, 2 48 AN &
WHIR S . MAEEEDTRE A FTEN KRN, (B2, NETRMNRGE, 2R A HEA%RA
CLR IS TE 48 /NI N 2587

(2) SR B — R 2 (FELR IR 55 20 W Y L R IR B & MU vs. oA 35 31 32 50K ) ] B
2 18] A 7 52 36 B e B AE 8 o X o 32 01 45 M U R0 O 3k B 32 R R U I R A, 2 B i 1
— BESC T I 24 N W) 75 S5 B SO ORI BT R P B S — R S T PR AU ik B E Xt
V-6 LR AN . ARG T 80 ZBFEA (45 &4 e AR T 22 ~ 28 % ) £l ik

ST K,
(3) LI FEF . 1, S MRN8 1 T B HLRE LA B 0 59 07 08 =4

P, BE4L 40 A, 20 501 73 BE B oK 38 21 £ LI 4RI R 38 2 32 ZOR AL o L, i S i 32 B 52 56
R A 2530, BORBAIE 3 43 22 A7 (9 KB RLAR (D 9% 45 ,2014) ™ 0 R SR IR IR R
PR 2 — T F 5 32 55 IS0, O BRI 152 A O T R 40 B9 ST A AR B
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ARIKFF- G M LH T B A 20 5 — AR R IR B 32 ZORI A B2 16 55 i aig , Jf kA
ATIOx R 5 v 38 B Y £ AR 55 2R IS B AR e RN o 2, Ak BRI X B 32 50 2 R
o HRAE Hsu % (2014) ™ (BT, 254 90 4% W P 15 SEEAT Bl 4, AR L R A RN LR B A R
WFRY R LR P SE G LU T I 447 = AN R0 B 5 S2 o . I R H 2
Fi7 k. B ibB g E MR A A GITE R

() FTHER . 1) BRYPVERY . ALEBE 1T #8 GO Ll 2 AT A AR R E LA R W —
WA SF SR B SR, IR G X — TN BR T [0 2 R AR A RIRBEAR AT A 2K A
BRAFT 5 ZOR BB , R A BHEAR 79 4> (44 Z 0 AR T 22 ~28 B H)) o 2) R . A
SO X 5 32 A E R RS AT . 4R R F 5 LKA E Y Cronbach’s « =0. 802, K
TIIHLAE 0. 70, B R N — B R &, KR, FEZRXAENRRAARENGEE.
)RR . A SCR M AR T 220 B A B LR PR AT SR o S5 R 1R 55 R
Y ROV, R IR B 15 MU 2w R A S 5 52 8P O i TR A B S SR v AL B
(M sy =2-492,8D = 11935 My smp = 1.991,8D = 0.510; F (1,77) =5.814,p =0.018 <
0.05) , RIEZ 2 AR B 5 MU, 5 32 5 i 42 116 1 1 /IR 55 R 3K B 32 ORI, SR B 25K
T AR B H, RGL .

2. KB AMBRAREB RN ER

(1) L9 iit o S8 — FRER ) 2 (7EZ IR 55 R MR Y« SR GB B 5 AL vs. oR 38 B 32 K )
17 P2 6] PR 5 S B e T R SR TR AR 5 o X oA 0 B S 15 LI R R 3K B 32 ORI R R, B 1R B
] 12— B O T M 28 I W 1 5 B S A 0, AN ST R B S — A R T DR AR | 1S
XPANERYA I FIF- 5 32 Z A WPPANY o AR RESLER BTG T 80 A TERCA A (41 4 L4 AR A T 18 ~22
)R RSN T 525

(2)LBAF . {6, B BUENTTE s Bl 5 i a3+ 5 AL REHL A= 55 15 19 75 308 23
PR, B 40 A, 23 551 23 BE ) oK 35 211 £ BLI0 ZH R R 38 2 32 ORI A . R, Ry i e it 32 3 52 56
R TR 45 T30, R MR L =40 2 A7 A RS (D 8% 45 ,2014) ™ R SEIR IR AR
PR 2 I — T F- 3 32 A 2 i S8, O BRI 5 A RT R 2 B SO AR AR, OF
TEABATT X 319 5 3 B Y 1R AR A5 O MR B A R AW . 2 iE O CS XA IR N CF 5
SRR . KRR T IRV SE (2014) 7 (O BIF T, 45 4 19 45 6 0 155 SR AT A A L AR S 56 R FH < A
IR BTN SE ZEOF AN BARAR DG * S8 3R Sk B 2 HA F2 1R (A~ 5 20 i By A R ) B D PR SR R e
T2 2 R AMERY IR = A REIUI BE ARV o R 2 vy T SRR . B, kA B
HESMEANAGIHER

(3)FTHAR . 1) BRYNERY: . AL BE T £ AN Ll 2R AT A AR KB LA R W —
WA S S RNB LKW, ARG X — BTN BR T [ A R R AR A IR BEAR AT A K A
BRANFT & ZOR BB , RIAA BHEAR 76 4> (40 Z L AE R A T 18 ~22 B H)) o 2) Rk . A
SCE X AMRIF A P 5 32 505 E R R TR, 4R 2R, SN IR B9 Cronbach’s o =
0. 856 F- 17 32 X 4 % i Cronbach’s a =0. 843, K T ML{E 0. 70, UL B B3R i AR — B AR & 0 £
B R SRR IR R 15 32 58P 5 B R B A B AR T o 3) IR B . AR SR AR R T 22
II BT B 32 G AT RS o A o A5 R W, TR IR 55 R IR R Y FE ALV 3, R A B F AL
ZH BB B - 13 312 5P 2 B v T R 8 B 32 ZR U AR (M gy g = 3. 761,8D = 1. 495
M sy =2 847,8D =1.073;F(1,74) =9.287,p =0.003 <0.01) , A, [ H, FKE 5%
WE. 34, 28 Hayes (2013) ™48 1 oh A K 50 05 25 25 B L A SCHE oK 3 307 3 8L 4 15 8 0 o
BB ZORUE LGS 1, F ] Bootstrap J5 125 B 4l A 5000 Y, I 44 £ 95% #Y TG fif 22 42 1E A5 X

111



ERE,B # EERSEIMELBNFEERIEENZWHAR

] (R 4) o S5 R FW] AR I R A R AR 2 35 (CEAS X1 [ 0. 012,0. 464 ] AR5 0) , Ui B4R
VA A OS5 O B S T AR PR A 2k IR 55 R WBORT Sz 52 P E Y B R R AR 1
(CEFEXEL -1.711, 0. 549 A4 0) AT WL, S0 A8 IH P 7 78 28 i 55 2 WA 28 B 52 o) oF- £ 32 52 7 %
X —ad e A T A . P, R H, 133 TR

3. XU = ERIFSWIFATIER

(1) TS o A YIS 56 B ) 25 ) 2 BT ¥ 52 392 S8 AH O £ 2B S B A I 00, B T 32 580
SrHY A SCAR AR BEAT AR P R LUE S OSSR W IR BT . S S I B S A B TR
HAOKA, BN 2 fros .

[N [(9aEE 3
FHA FHKA
=
O RERR ©mEnR :
] IEMAENS SR B 0O RS ST
o HARHFF4.9 5 7°80.31% = WHT4. - 60%
A HITEL A 0 2R il ‘ RGN O (R
2000 I R4S & FTB0T6% A HICLAE B S RN Hids 51245 16F7.04%
WS40 & FT7839% L2000 CHRIES: PRI 4.6 1§55.60%

B2 Z=RIFESRED
PRk R A

AR R T 40 44 7E B AR AR Mt (19 4 40/ AF I8 4 F 18 ~ 22 % ) , IF44 JL B
BLAR S B, 43 00 B B 08 552 5 9 45 000 BT . 5200 JF R L S8 R B 3 0 T 32 A 19 32
FIS RN A . R TR BA AT 2R A BEATIEM . ELR U B O7 22 EO7 IE 45 (2010) 1) i
5¢ AL B BT BB G SR R AT T 4 A 32 e T b L m T4 A 27 3 R A
TS T G, B A RO S A D G B WS BT T SRR ¢ R, 45
TR, B S5 AL A 0 3 4 34 (LT T 7 IR T 40 SR AL (Mo = 4917, 8D =
0.756 ;M 545 50 =2. 133,5D =0. 500;¢(38) =13.730,p <0.001) , #5606 , 32 50T 4 00 52 5 4 oK)
PO ER E A AT IER S5

(2) SERUETF . 00 =R 2 (A6 2R IR %5 e WOK 0 s A SR B0 &5 U vs. KA 3] 2 50K ) x2
(SRFATAr < B5AE 4 vs. MIRVTA0) 411 H o A V92 00 7 24 M 5 2 UK 0 1 48 0 15 9 — — 5,
TP 2 o i B RS ARSI T 140 & R AR R (75 &40 AE I A T 18 ~22
% 1) fE R B T

() LR FLFF . B %, 2 WL 5L 44 Bk 4 5 O 3 ok 3 WUBEHL A 15 1 07 346 4
PUZL 4L 35 AL A B AN RE B A KB 4 U x #5940 32 5 R 35 BT 4 B x (IR 3F4) 2 K ik
SIS FR ¢ BTSRRI TS 5 x T4 S 5 AL L OO, b Bt 5 9 5 i
TN T, TR B WL = 4Bl 7 A7 1 XL WABT ( P 9528 ,2014) 1) L PV, 50 0 IF B L 25 0
RS 2 I — UM A 255 2 090 5, R EER W B B2 11 2 AR 4L SO HOA R If Al
1565 SRt 3 0 1 2 IR 5 20 T A0 R O . 2 L A B S  SR R AT A) S
B A S22 T . R TR ST A5 7 S R S L 1L B R S A S A O i
fFa.

(4) WL, DR R . AR T T ¥ F A8 G0 3R 52 547 0 K 15 1L F 0 —
A AR B SR SORE IR — R T G AR A T AR I A ER . A
VB 2 AT, T OB 140 A (75 44/ AR A T 18 ~22 B ) o Jhr B A ¢ KB v 45 1 2
T B VA S 5 AL BB 1 T 5 55 5444 (R 5 T340 32 AL HR (M0 =3.281,8D =

112



HZIREZE 2001 & %95

1.3025M gy 50 =2.452,8D =1.106;¢(138) =4.057,p <0.001) , K5 F B, X F LK F50 R0
B0 2) 15 BEAGYG A SCE X AMIRIA P P 5 32 55 B R AR AT . 4R BoR, AhE
AR #Y Cronbach’s o =0. 780 3 & 32 K 5 28 Y Cronbach’s o =0. 825, X K T [ TH{H 0. 70, B & 5=
AN TR —BOEAR & . KR AN A B 2R AR R A AR S EE. 3) Rk
Bro ARSCRINBAS R I 220 M0 1 6 32 5 B AT R S 0 o 25 2R BN TE 2R IR 55 2k 2R AL /Y
FERONE B AR BB B R0 2H B 1Y S 5 Sz K R B E T = TR 8 B 32 5K U A Pk
(M ymppemm =3-219,8D = 1.428 ;M 5 pn gy =2.514,8D =0.989; F(1,138) =11.527,p =
0.001 <0.01) ., Pk, 8% H, FREFNRIE, JE—5, 208 Hayes(2013) V42 H i K 16 07 2, A
SORE A B B 5 B 2 5 Sk O AR B 32 ORI i b5 o 1 R P4 2 4 % ol O IRPF 3 L o0 1,
FI ] Bootstrap J5 ¥k 5 5 fil1EE 5000 ¥k, 3149 H 95% 4 T 25 4 1F B4 X i) (B RL 7) o 45 SR e 0l .
TP 32 Ok U, AN ER A PR A R A 2 (AR XN [0..037,0. 500 ] ANELE 0) , Ul B4R I
PRl B o A O A A 5 X T AR ST 20 32 R U, AhER VA A A AR R B (EAF X [ - 0.237,
0. 114 J415 0) . & g vl Jn, 32 5 3F 43 BE 8 94 755 A0 3 03 D 5 vh A 4 0, AH 56 89 23 A (Index of
Moderated Mediation) 2 32 #1458 (B A5 X E [ 0. 603, -0.032 | A4 & 0) , BIXS F i 73 32 5K
KU, 1R A PR A A 2k i 55 2R W 2 B0 - £ 52 52 7R B 2 ) A b A RO BE O B . I, B H
33 T 5,

4. XHN . FEEBEBHEAENRATIER

(1) TS50 o AR YR 0 ST 36 73 3] 3 49 SRS T 3R ¥ = A O o P 25 5 AL B RG22 B e
FIARIBEY) o R, AR LR S T 40 B AR ARHEE BB (21 Z L4 F R T 18 ~22 %
[E] ), I HE R AL 53 A 79 2L, 0 3000 e s o SR T Sl R ¥ 0 A B R A o B AR B O X2 IR T OE
45(2010) YRGS, AR BR X 1% £ T e R AE T b A 2 AT o SR AT A, 0 AR ] 2
SRR T YR, BJEIEEAPOREE A C AN DG HHE B o X A B LR R S BT AR K
Wo. SEILELR KT U A R 10 P 45 L 0 T 0 LB (M =
5.400,8D =0.995;M,.. =4.050,5D =1.504;:(38) =3.349,p =0.002 <0.05) , B, EEm
FL TR P R A SR BB AT S EOR il A AT IE S

(2) it LI PUR A 2 (7R 4R 55 R M 28 80« R G B & B vs. oK 38 B 32 KK ) x 2
CFE BRI R A E A& vs A8 ) BT o AR U S B0 0 AR 2R IRk 55 2R IR B A 4 N 5 52 56 —
— B, W T RO R SIS R T ARSI T 160 ZTEACARBHE (82 &4 LA AR IR A T
18 ~22 ) VERHA SN T 25,

(3) L AEE . B, S MUMEMTSE K ik g 5 07 8 o 1 5L BEHL A= S 55 19 O7 206 e Ry
PO2H , FE2H 40 A, 43 50l 43 BE B R 3K B & BN x 5 75 51 5 B AL R RS B A L x IR E T B
TR BT R IR B S SR > i 7 8 6 B AL R R IB B 32 ORI x IR A S B R Al 1
U, Rt S it 32 B S0 AT R A FRE A T, EOR PO E =4 B A A KU (I 4 AE
2014) ", PR, SR TFRIT , 5 FBAK S0 — AT £ 32 R 09 0, OF BR BB
O T 7R AL B8 SOl AR A RE, IR LEARATTXF b A 1 57 vl B B0 7 R I 55 2R 2 AR R I . 2
J5 ORI S X B AL R A SRR P B S R AR IR D R T 2R e T G
Ko w0 S M N DGR .

(4) LE R . 1) RPATER L . ARSI B E 7R AR B S AT AR IK B LR B —
T A SR B 32 ZORUET T AR X — UM R T I 8 B R AR R AR RE AR B A S EOR ., S
BRAS & SR BHE , IR A REAR 157 A4S (81 4L AR IR A T 18 ~22 B{R)) o PRSI FEAS ¢ K 40
FIEE R s v 7 5 5 B R 2H Rl B0 £ R R R S (R TR R O 5 B R 2

113



ERE,B # EERSEIMELBNFEERIEENZWHAR

B OM e gy = 5038, SD = 11225 My iy = 4 101, SD = 1.411;¢(155) =4.604,p <
0.001) , K3 M, X TP 5 R Ry A E BRI 2) [FEAYE . ASCGES IR G
LHRFERRNGEESETRE . 458 2R, SE T A B9 Cronbach’s o = 0. 894 - & 32 5 /% 1Y
Cronbach’s « =0. 930, ¥R FITHL{E 0. 70, 15 B 40 % A9 A 8 — BCMEAR = o KR 1, S0 38051 A A -F
ARFAEEWNERIMAAR S IERE . 3) BRI A SOR 5 87 22 70 B A 32 5875 25 kA7
K or o S5 AT oR 7R Lk 55 2R WIS YA 32 2000 8 2, OR 8 1) 5 ML) ZH B 3SR 9 °F 15 32 A
2P (E T 5 TR KB 2 R WK (M g =4 300,SD = 1476 3M s = 3. 286, 8D =
1.575;F(1,155) =17.303,p <0.001), P, ik H, # K4 28Uk, ¥ — 5, 2 Hayes
(2013) U ARSI 7 i AR SOR R A I 4 B0 G B R O R 3K B S FOR AL Ol 1 R %
5 R R AL RS O AR B SR R AL 4 S04 1, A Bootstrap 5 2 FE &2 il EE 5000 U, 4
H 95% B T i 25 K IE B4R X I] o 45 SRR B 2 0F T i R AP 5 LR OR UL, AR A IR A TR A A R
F (BRI [0.078,0. 817 [ AGLE 0) s 3 TR 27 65 B R U, S0 8003 DA A A AN I 3%
CEAEIXE[ -0.093,0. 218 155 0) o LAl 1, ~F 5 2 it g 74 25 BE A5 9 55 SR 30 U N A A AR T
HASE [ 53 H7 (Index of Moderated Mediation ) L 32 7% 4518 (A7 XA [0. 009,0. 811 ] A4 0) , RIXS
T AP B R R, A AR USR] A T 2k IR 55 R WS R R 65 S 58 R R 2 I R A RO O B3
B, R Hy 58] 7 5.
F U, A SR BT R B AR B T ROE SRIE

M R

1. s gid

S B R T R 2 R 2 P TR A S R R A T X AR SO R IR 45 R
KA GG SRR R RIFORE, BAASS s 0

(1) 7 SCREF- 45 780 R 15 05 T B 76 2R IR 45 25 T 28 T8 Rl 4 S WA T TG = — S22 5 36 1% 5 B £
IR 45 2 W, BRIV 190 46 52 5 3 R v, T £ 552 50 T 4 36 10 7 o/ R 55 R 3 B 45 4ol 0 19T £ 00
I, ST 5% BRI B ) AR 3 T 5 8 A IR 5 O 5 R AR ik ) S5 R B IR 5 2 K, BT I 4% 52 B 3
S £ 32 T BRI 0 R IR 45 R 3k B 32 K 1T O 4 R I R I S SR DAL IR R B R 96 1T 5 B0 IR
%

(2)) 7 SR AR 5% 52 36 v 0 B 5% HE S0 A8 780 LRI 5 I35 43 59006 47 7 AR 6, 0 TG 75 o1t BF 9 45
SRy — R B, R B A U 5 R 3k B 552 0K I T A 7R 4k IR 45 O OCR RIS A S KR % B %
SEALFL I, M T oA 3K 50 & MU S 4 552 50 T 4 1 10 1 o/ TR 55 o 3 30 352 SOR VB I, S 58 % B 52
RPN B AR, SEH R, FE LRI 45 2k W20 5 58 65 552 5% 7 2 22 8] 7 16 A1 398 03 DAL b A 3
B o FIEET R IK B2 5K, V- 6 52 AR MR RT 5 /IR 45 2R 35 307 & ML, S8 5 5 25 5 R 1 A
P, T AR 2225 T 65 352 5 B B9 75 26570, 8 B 17 S [0 7 2 IR 45 2k U2 0 06 S 13 32 5075 25 1A 1
FHBLEE, SC80 = % B0, 525 T4 RE 48 VA 5 S0 R i P A4 T X T 8 3T 40 S ke i, AN 1 19 7
TE 2% TR 55 2 WO B0 RS 45 352 50 75 25 22 ) 9 PP A 20000 o S B 35 . S DU ok B, S £ B0 R 2 B
TR AN R B R AR o X T i 7 R £ R LT, AN S U PR T A R IR 5k M S R AN B 2
2% 2 [ ) A 08 S

2. 1Bip sk

(1) AR SCRI AR T A 35 B0 F 1000 A 35 2 32 52 7RV 10 78 28 IR 45 2 26 80, LA 6 TR 45 2k
W ) 2 BRI 5, R e BRI 45 ) 4 5 4 S A% 0 IR 55 4 R AR 45 42 fih 2% T ( Keaveney , 1995 ;
TR FIVEYS 20070 ) 42 HRIR 45 19 79 5 K0 4 o 495 R 2 ORI 3o 2 26 T ( Smiith 45,1999 5t 2 Wi
114



HZIREZE 2001 & %95

T 75 18,2007 1) 442 IR 5 54 0 2 0 3 49 TG 5 3 ARk ) 50 01 J %% B 45 17 A0 %65 ( Holloway 11 Beatty
2003"7" ; Forbes 25,2005 ) | ali 2 4 8 I 45 2k WG 14 J52 P9 50 43 R 45 2 28 96 i e B3 T 6 52 I 2 DIk
A B T % B2 45 (Bitner 45,1990 s Meuter 25,2000 ) A 3¢ I 44 18 I 4% 52 5 it # P F- &5
S GRAR ML (0 T it/ 55 S 75 3 B 58 5 AR e, 80 A R 55 R DR 43 T Sy o 25 S 5 U 4 AR 45 2 D
o 3 B 552 FEAR 1 IR 55 26 WP AP 780 L AR SC o 7 2R IR 45 UL F) 285 780 R 43 B 48 7 — A 42 5 1 o
X Tk — 2 2 AN A R 55 % WA AR SR T A B T — s B S A A

(2) AR SCHRR T R IK B A ML AR 15 B 552 527K 375 16 Fh 76 20 IR 45 26 0 £ 52 0 78 26 10 24
SAL N LUFE S FAE RIS WX SRS s 2 R A2 R, B R T — 5 F I R
(ELR b AR BF 22 MR SR T A5 52 MR 55 2 MG i 0 43 26 380, e 2 6k S £ 780 W 1 195 35 IR 55 2 TR 2 1
SV, BOIAT K T AE LR 55 2 W) TR 55 2859 ¥ o Bk 11 A5 B8 IR 55 22 IO S8 i RS A . B2 F 5 82
MR R R MBS R T e S i R R F AL o H i W EF LR O S kT
TRIAR AL I B 5 B0 1F 22 W SEAT g A8 A5 TN A i, LR AN P 3 T o o ™ B 1 4k I SE AT g B A2 4%
A5 A 4 S 0 TR EL A S TR M A A B IR 4 2R K B S e R R AR SO A IR 4 2k ki 43
Sy A B B 65 1 55 2 DR oA ik ) S G AR B I 45 5 I, O e T 4 2 SRR Tk T A 7 4
IR 25 25 VO 2K 700 %ot 314 % 2 AT k9 TS 0 o 3 5k AR S S TE R 5T L R TR, 0 R 7E 28 IR 45 2k KR T
SR BB R A TR [ B, AR SC R TR LR IR 55 R TR S 6 32 K75 2% 2 ] B SE AT S 45 il T
S K 24 £ TV HE 2 AT o 8 B 7 22 IR 45 2 OIS B8 9 314 2% 35 47 S WF 2 32 408 77 9T o of o 1) iR
A

SCRERIRE

e
&3

e A s

Y

TG

—>» el Bz €—

EIRSS EIVIRSS

B3 FERRHRETHREEAMIEX
BURLR U - A
(3) ARSCIRR T ARBTG5 R AR 18 B 32 GER T PRI 7E 26 Iz 55 2% TR - 15 352 57 2 /Y 52 T
BLH A 26 F o AR SO B, SR DR RT LA A A 2 IR 55 G B 26 10 15 8- 15 S 58 7R 28 Z A B S &, DA
5 78 13X P Ao AN ) 78 2l 55 R OIS U] - £ 552 8 76 3 ™ AR 22 S A 52 i) 1) B PR, OO S 40 3t
PR R 2R AR 1K B - 5 WU R A 38 38 552 G Vi I P 70 7 2k 2 55 2 DAL R 552 W) 280 7 B 5 1 AR e )
fiti o TR ARF, AR SO 48 1 S G000 P 15 Y L R 8 IR N BN o AN 9T O it — 28 B B R GA BT
13 L DU R A 8 B SI2 52 7 Vi 3k 1 o 7 2k I 5 2R DO T 2850 7 ) S P 4R ARE T — 5 Y BRSSO R, o
— 2 R R A 2 55 2R W28 R - 65 32 5P R I R IR AT S R RE QR BE 5 T — E I BEIE
ELdith
J.EEBER
(1)~ 55 A oll oz ol 7 36 BE )P 5 ML . Sh T AR BV 5 52 5 AP, A0 6 19 2238 3 2l B S0
P, B A ik 2 i 5E R 1S 15 LU0 S 15 98 Rl N B9 228 0 2 T LA i 29 R, OF BLCHL TR 5506 )
T TG Al il 5 MW EALT o R, H AT C AT W 22 M 7 B 65 A ll ) A2 B A o
115



ERE,B # EERSEIMELBNFEERIEENZWHAR

B F- 3 ML OU), LA B 7 A b Ja P51 1 512 58 AT RE 23 K 2R s AT O, O30 B 5 S e 14 O 5 22 i s
FELKEIET G @A TR A B, W02 5 MU A bRl i, (6457 & L 5Kk AR A 3
13 LI F) e 55 2 W, Al 2% S SRR 0™ AL AN, AR 5 S R B IR, 40 oF 15 Al 19 82 8 AT R
AR o B T 5 R bR o B9 Gk A AT BEE AR S . P £ Al i R RSP 5 R R A
HUE

(2)F B LR G A B IS5 AR . BT, 7P G B R 2 i b, RiEE & X RE T4
H AR 55 R R BT B 2 B O TE 1 U 24 /NI N R BT R AL (1S R TG B B 5T AE o HLAEE
STE R, MG TE 1 X bk B AT R E B SR B B A I AR SO BIE 5 R B X R Y SR
WA AT BE G W B R o AR TR IR FIF B LN, 58 5 32 S PR A A B /IR 55 R A B A B R
IR, 06 S 65 32 5875 25 o T A R Y B TR 2 R, DT R A S R0 32 5 Y £ AT R R A IR o el ot
VOB LRSS BB EE RS MG S 0 IR 5 AR, LR AR & A oK 31K 31 32 50K o 1 IR 55 2% 0
A REYE .

(3) - 153 352 SN 1 5 R 18 3 32 ZOR U 19 Al 55 b RORE B2, 0 HLJR AR 20 32 SRR AR 257 7 B
P S2 5o IR95 WA A I, M 55 A SR AR 00RO 2 300 OOt 2 9 0 2 GG Il 2 o 3 e AR S AF 5
KB, BT RIBEF SARMERRE T AR R, -7 & 2 Z P 4R AL A B b/ IR 55 R 38 B 32 50K I, SE R
23 PR Ay LS AN S IR £ S 5 B 4 AR AN . O HL X AR 43 32 AU BT B A
T Y 32 R, PR HG R/ i 5225 1 20 R e - 15 28 L P 25 ) 1 2 5 2 W ) 8 /D T A 23 3 7
24 I 55 % WL 70 THD 52 0 5 A AR B0 3 1 T o DRI, 24 28 A AR 0 B 32 R i B4 IR 55 2R DU, A B
13 32 MR S5 A0 R B8y B i 3 Bl DA BN R it < 22 07 1 5 e IR O ANRORR I o O TR
2 G MR P 251 15 2 FL R Y 32 R U, IO T R o AR 3K B 32 SRR U 4 IR 55 kb OB BEE , RADRZD R R
IS ZOR U AT REE JC A4 5 60 TR AR S0

1 MRITEERE

ASCERIRIAT TR OF SRS (B AE T — E WS JR IR, A TRk — DR R T . B %, A
SCHRERS T AR IE B G B AR 15 31 32 0K U X W 278 4R R 55 2R IBCHE TR0 - 13 32 5 P & I R T
fEJE: , i ] LAY At 300 20 J7 20, AR R AIR ST T LS b 1] AU A7 B A T A R o LU, AR SO 4 Tt
FEREA B[R] B, — A S B R IR ST AR AR A, =S SE B R P AR AR AR AR, B SR A A 2 2 2 19 45 1
Wi 2 3 A AR S B T 55 25 D B2 0 15 32 SR IS5 R MO A AT REAFTE — & 22 5% 0 R
A FE T LAY R A B, 30 BBOAS [R] 4R i B T 52 S A 6 o e Ah AR SOV T 2 50 - &
TR FEL T P ) R T SN T RO 2 A, AT RE S A7 T A A i B AR AR 0 S R I T 2 6 4, R SR IE S T
AR H A o 7 0 5 25 0 DL s B 458

S % ik

[1]7E O, 56— L. 7 fh LR BN —F Al g i e WL [T]. dbat &4 FE L2020, (11) 125 - 140.

[2]Karolina, M. Z. Terms of Reference; The Moral Economy of Reputation in a Sharing Economy Platform [ J]. European Journal of
Social Theory,2018,21,(2) :148 - 168.

(3B IFRI, ik 5. 7 & 2 BT 1 B 5 SR A 20 1 R 5 BOR AU [T ] BN < W7 VLR 2 24 i ( N SCHE S BEAE ) L2019,
(5):127 - 142.

(4] 5005t , 4 . & O PR A R R B B Hems—— I F N Y R 55 R RS )] AR L% 58 31,2019,(6) :
50 - 57.

[5]Sousa, R., and C. A. Voss. The Effects of Service Failures and Recovery on Customer Loyalty in E-services: An Empirical
Investigation[ J . International Journal of Operations & Production Management,2009,29 , (7 -8) :834 — 864.

[6 1P MRS 2 PR A% BT T B3 0 o 2% A8 3k s g AL [ T ] b o - vl [ 90 8 48 35,2018, (5) :84 - 96.

[7]Holloway,B. B. ,and S. E. Beatty. Service Failure in Online Retailing a Recovery Opportunity [ J]. Journal of Service Research,

116



HZIREZE 2001 & %95

2003,6,(1):92 - 105.

[BIRH A, Tk A, T B IR 55 2 e 2 2 ) 190 295 32 % {5 5 0 2 T8 RAASL A SIS [J ], bRt TR R 222 4R (4
FE2 ) 2017, (2) 128 ~39.

[9]Weun,S. ,S. E. Beatty ,and M. A. Jones. The Impact of Service Failure Severity on Service Recovery Evaluations and Post-Recovery

Relationships[ J . Journal of Services Marketing,2004,18,(2) ;133 - 146.

[10]Forbes,L. P. ,S. W. Kelley,and K. D. Hoffman. Typologies of E-commerce Retail Failures and Recovery Strategies[ J]. Journal of
Services Marketing,2005,19,(5) :280 —292.

[11] Divaharan,S. , W. Y. Lim, and S. C. Tan. Walk The Talk: Immersing Pre-service Teachers in The Learning of ICT Tools for
Knowledge Creation[ J]. Australasian Journal of Educational Technology,2011,27,(8) :1304 —1318.

(12 ] ff JEAL AT 2. P28 M IR 55 2 15 IR 55 4005 T 2 — 0 s T S il BE A S R [T ] At - A JT 48,2017, (1) 1175 - 186.

[ 13 ]Bentler,P. M. ,and C. Chou. Practical Issues in Structural Modeling[ J]. Sociological Methods and Research,1987,16,(1) .8 —117.

[14]Zeithaml,V. A. ,L. L. Berry,and A. Parasuraman. The Nature and Determinants of Customer Expectations of Service[ J]. Journal
of the Academy of Marketing Science,1993 21, (1) ;1 - 12.

[ 15 ] Keaveney,S. M. Customer Switching Behavior in Service Industries: An Exploratory Study[ J]. Journal of Marketing, 1995, (59) :
71 -82.

[16]Hays,J. M. ,and A. V. Hill. An Extended longitudinal Study of The Effects of a Service Guarantee[ J]. Production & Operations
Management 2006 ,15, (1) ;117 — 131.

[ 17 DRI Hr AR OB 8 BT 2 TR T A R R R G0l 3 [T ] JEat LRFR M (LB M) ,2020, (5) 238 —45.

[ 18] Tsarenko, Y. , and D. Tojib. The Role of Personality Characteristics and Service Failure Severity in Consumer Forgiveness and
Service Outcomes[ J]. Journal of Marketing Management,2012,28,(9) ;1217 - 1239.

[19] 2 /N8e AT EME, FBM. TR P AR Z P E RGP S0 —H T VAR SIS E0 (1], X s g
FRPEIE 2014, (5) .73 -82,111.

[20] Grewal,R. , A. Chakravarty, and A. Saini. Governance Mechanisms in Business-to-Business Electronic Markets [ J ]. Journal of
Marketing,2010,74,(4) .45 - 62.

(20 ] FE LR, 3 O SF- 5 280 B i ol 190 R 2 4 A U
[& Tk 28 3% ,2016, (11) . 108 - 125.

[22] B2 %, B F & Aol it 2 38T 2 4R a0 5 90 [T ], et 2578 L2020, (4) 137 - 53.

(23 JHEZE. 74 [ B R HT [ )] b s s eI Y, 2021, (3) :25 - 33.

[24 ]85 T L F R 55 105 R ([ 0] R 5L i i1 98,2020, (16) :192 - 193,

[25 Bt 2, 2 M8 At DIEHLEI “ e i 7 VA BACR — R T £ M & M2 Z00EM SR M5 (1], dbat P E Tk &
% ,2017,(9) :137 - 155.

(26 VT MERE , AW 17 37 1 55 340 2 Al LA < v 1 7 15 3 JHLSRE W X 41 9% 3 5 AL 58 WAy 1) 6 SCAR B 5 [ 1] Rt - g O A8 LTS
2020, (4) :60 - 72.

(27 JTE IR , 2 2. F 5 280 B T 7 3 A S U o
5% ,2020, (8) ;92 - 100.

o RN i e e TR T R DS I A S

Fe TR AL 5 T AR IR ARSI VE B AR [ J]. I - M 8 ]

[28]Pavlou,P. A. ,and D. Gefen. Psychological Contract Violation in Online Marketplaces: Antecedents, Consequences, and Moderating
Role[ J]. Information Systems Research,2005,16,(4) :372 —399.

(291 K& B, FRAR. IR 55 78 BRAT S 6 T 25 R0 I 32 2495 5 5 R (9 SE IR 9 [ ] AR - 1R 2#,20111, (10) 146 - 50.

[30]Schaffer,M. E. The Credible-Commitment Problem in The Center-Enterprise Relationship[ J]. Journal of Comparative Economics,
1989,13,(3) :359 -382.

[31]Dai,Y.,G. Viken, E. Joo, et al. Risk Assessment in Ecommerce: How Sellers’ Photos, Reputation Scores, and The Stake of a
Transaction Influence Buyers’ Purchase Behavior and Information Processing[ J]. Computers in Human Behavior,2018, (84 ) :342 - 351.

[32 ] Dellarocas, C. How to Design One That Does What You Need[ J]. Mit Sloan Management Review,2010,51,(3) ;33 - 38.

[33]Sengupta,A.S. ,M. S. Balaji,and B. C. Krishnan. How Customers Cope With Service Failure? A Study of Brand Reputation and
Customer Satisfaction[ J]. Journal of Business Research,2015,68,(3) :665 - 674.

[34 124 %, D5 95 R IR 55 2R W B8 R U 6 28 9 28 oh 8o FORCR OB AFF 58 [T ] b s 4 #1978 ,2019, (12) 2127 - 135.

[35] Huang,M. H. The Influence of Relationship Marketing Investments on Customer Gratitude in Retailing[ J]. Journal of Business
Research,2015,68,(6) :1318 —1323.

[36 ] WA Gi, Ji Bk, XL, Christina G. CHI. £ 1 55 4 X Jig Ji H A 3t 1) 52 i) B iy 4 S g —— 3 Fah S A i proe (7], b

117



ERE,B # EERSEIMELBNFEERIEENZWHAR

i A1) ,2020, (5) 1108 - 123.

[37 ] Weiner, B. Attributional Thoughts About Consumer Behavior [ J]. Journal of Consumer Research,2000,27,(3) :382 —387.

[38] Bitner, M. J. Evaluating Service Encounters; The Effects of Physical Surroundings and Employee Responses [ J]. Journal of
Marketing, 1990, (54) :69 — 82.

[ 39 ] Matikiti,R. , L. M. Roberts, and M. Mpinganjira. Customer Attributions of Service Failure and Its Impact on Commitment in The
Airline Industry: An Emerging Market Perspective[ J]. Journal of Travel & Tourism Marketing,2019,36,(4) :403 —414.

[40 ] Pacheco,N. A. ,M. Geuens,and C. Pizzutti. Whom Do Customers Blame for a Service Failure? Effects of Thought Speed on Causal
Locus Attribution [ J]. Journal of Retailing and Consumer Service,2017, (40) :60 — 65.

[41]Folkes, V. S. Consumer Reactions to Product Failure: An Attributional Approach[J]. Journal of Consumer Research, 198410,
(4) :398 -409.

[42]Hocutt,M. A. ,and G. Charkraborty. The Impact of Perceived Justice on Customer Satisfaction and Intention to Complain in a
Service Recovery[ J]. Advances in Consumer Research,1997,(24) :457 —463.

[43 ] Purnawirawan,N. ,M. Eisend, P. D. Pelsmacker, et al. A Meta-Analytic Investigation of The Role of Valence in Online Reviews
[J]. Journal of Interactive Marketing,2015,31:17 -27.

(44 TMRE SR T 36 G 11 D) 0 - 5 75 2 LAk S [ ] . Jb e« o [l 303 8 95,2016, (1) 270 - 78.

[45 ] FE R NE , o AR, 7 5 B0 W 48 117 3 P i A A R 7 B BUALEE 56 3L — R FRT R B B W B a5 [ 1], db b E &
#2,2017,(10). 31 -52.

[46 ] Ulrike, K. , S. Martin, and J. Chris. The Self-Expressive Customization of a Product Can Improve Performance [ J]. Journal of
Marketing Research,2017 ,54,(5) :816 — 834.

[47]Rebecca,W. H. ,S. Ann,and Y. Chen. Who’s Driving This Conversation? Systematic Biases in The Content of Online Consumer
Discussions[ J]. Journal of Marketing Research,2017 ,54 , (4) ;540 - 555.

(48] Ptk AR AR, B — K. i &2 A0SR A 38 A B8 - S M R 2 O P 7 o O MU T 9 A OB R N 25 S (D) o A TR
2014,(2):92 - 103.

[49]Hsu,M. H. , C. M. Chang, K. K. Chu, et al. Determinants of Repurchase Intention in Online Group-Buying: The Perspectives of
Delone & Mclean Is Success Model and Trust [ J]. Computers in Human Behavior,2014 , (36) :234 —245.

[50 ] FEHRVE, P03, 9 i b [ = 5 WA 8 4 5% 1 8 MR R 5% o L o) 4F 5 — P B PR E IR ] T A
PEiE ,2014,(4) .82 —92.

[51 ]Hayes, A. Introduction to Mediation , Moderation, and Conditional Process Analysis[ J]. Journal of Educational Measurement,2013,
51,(3):335 -337.

(52177 1E TLWIAE B 25 3. 0™ it A 3 S LI X 5 Wi X i L 5 7 14 52 I i ¢
oA, 2010, (12) 1105 - 118.

[53] S5 8  TEW. R4S J AR % N H 4 2 S B R R R IR A8 AT 7 —— 55 2R BRI 13 3R g DA 00 360 4% 4T A 358 1m) # 5% i)
[J]. dbs0: 4 it ,2007, (3) ;102 - 115,171 - 172.

[54] Smith, A. K. , R. N. Bolton, and J. Wagner. A Model of Customer Satisfaction with Service Encounters Involving Failure and
Recovery [ J]. Journal of Marketing Research,1999,36,(3) :356 —373.

(55 TAL AR, 36 75 i IR 45 2 O 358 71 T2 0 2 L 154 8 o kb S 700 300 00 % 4 4% 1) ey 2 g [ ). K e g JT 48 LT 98, 2007,
(6):4 -10.

[56] Bitner, M. J. , B. H. Booms, and M. S. Tetreault. The Service Encounter: Diagnosing Favorable and Unfavorable Incidents[]J].
Journal of Marketing,1990,54,(1) .71 —84.

A E S YRR ML) e

[57]Meuter, M. L. ,A. L. Ostrom,,and R. M. J. Bitner. Self-Service Technologies: Understanding Customer Satisfaction with Technology-
Based Service Encounters[ J]. Journal of Marketing,2000,64,(3) :50 - 64.

118



HZIREZE 2001 & %95

The Impact of Online Service Failure Types

on the Reputation of Platform Sellers
WANG Xu-hui,ZHAO Bo

(School of Business Administration, Dongbei University of Finance and Economics, Dalian, Liaoning, 116025, China)
Abstract:In the rapid development of platform-based e-commerce, buyers are experiencing increasing service failures. In
the face of online service failure, buyers tend to produce negative emotions such as dissatisfaction, which will lead to a
series of subsequent actions that are not conducive to sellers and ultimately damage the reputation of platform sellers.
Further, there are various types of online service failures, which have different impacts on the reputation of platform sellers.
The existing classifications of online service failures are mostly limited to the scope of traditional service failures, which are
based on the specific service content provided by sellers in online transactions. However, there are great differences
between online services and traditional services. In contrast, online service failures are more diverse in form and occur more
frequently.

Therefore, this research chooses to classify online service failures from the perspective of buyer perception. In
addition, the influential mechanism and boundary conditions of different types of online service failures on the reputation of
platform sellers are further explored. According to related studies on online service failures, there are two types of online
service failures in this paper, namely the failure that does not meet the platform rules and the failure that does not meet the
seller promise. The experimental method is applied to explore the impact of the types of online service failure on the
reputation of platform sellers and the mediating role of external attribution. On this basis, further investigation is conducted
on the moderating role of seller rating ( high rating and low rating) and platform-based e-commerce reputation ( high
reputation and low reputation). The experimental results show that failure of good/service that does not meet the seller
promise is more likely to result in lower evaluation from buyer on the reputation of platform seller than the failure that does
not meet the platform rules. The buyer’s external attribution plays an mediating role in the relationship between the types of
online service failure and the reputation of platform sellers. In terms of rating, when sellers are with high ratings, the
mediating effect of external attribution is more significant. In terms of reputation, when platform e-commerce is with high
reputation, the mediating effect of external attribution is more significant.

This research mainly provides the following theoretical contributions. First, a new classification standard for online
service failure is proposed, which is conducive to the in-depth study of online service failure. Secondly, this research
explores the differences between two types of online service failure (namely the failure that does not meet the platform rules
and the failure that does not meet the seller promise) on the reputation of platform sellers by integrating the contextual
factors of platform-based e-commerce into the research on online service failure. This paper not only builds a more refined
theoretical framework for the research on the impact of online service failure on the reputation of platform sellers, but also
provides a more accurate description model for the research on consumer behavior in the context of online service failure.
Finally, this paper proposes that external attribution plays an mediating role in the relationship between the types of online
service failure and the reputation of platform sellers, thus revealing the theoretical black box between the role of two
different types of online service failure on the reputation of platform sellers. In addition, this research also investigate the
moderating role of seller rating and platform-based e-commerce reputation, providing theoretical support for further research
on the contingency of the impact effects of the two types of online service failure. The research conclusions not only provide
useful experience and reference for the reputation management of platform sellers and the remedy of online service failures,
but also enrich the relevant studies on online consumer behavior.
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