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NERE: NS EABME NN EHARCREFAR 2 &M, EHEAHE AR
THNERRREEAFRNENE T RFARUAR BF—INER—K "R N Ea, 2
—ANUNERNEAREZEAFN T ERNE R P NER L EBEERS T RSB E
NEAT H B ALE o Rl A 4 A 7 #2 4% A Fn Bootstrapping 77 %, At & E| By 619 4 i JE
EEEHAT N ARAA (D) EREMZTARS G FEEE WY R RNME, &
AN AR ERFATHANE R B E , EXHERFATANERNZ W AREF; (2) R
AR ARSI ZFREERN S E B EE S, BEZ A3 ARG AT b A&7 47 0
MEMPBHALE; QRN EELRAMTTAE RS T 5 W E R HAT N M E
PAANNKRAFINEHREFINRNAEE MHELAE LA XRAYNEEFINRLE F;
(4) & o {80 Fm L% 32 & A2 52 i AL A0 &2 BT AL R 4 4 & e L R4 AT O e B HR AP AT O
BEY T REXTNER. KAXANRS A REZONAET T BERGAT N fo
RERFATAXERBRELARATNNZANH EFET RS9 5 Wah BE w0 A
MR LB NAELAFTREANRTN AN EHRRARBERT BT

XER: RS 5 BEARAAN RENE BMEZE BE)E

HESZES.F590.6 XHfFEEDL:A XEHS:1002—5766(2020)11—0177—16

—. 51 5

FETF 2 015 50 F , T AL K B2 0 T 42 3 4, BB OR  2 F) i\l 6 3 5 0 10 g EL R A5 T
TEA LR B EJH:%‘?%T,Jﬁﬂg/\Eﬁﬂﬂ?ﬁﬁﬁiki&ﬁ)ﬁﬁg*ﬁfﬂﬁ@ﬂma‘é%15 51K T A4
b S A AR B S (RS AR ,2013) 1 AN RAT R RS R RAT S o 51T S 0 o o
J‘IJZISE‘J%J”%,%%ﬁ?@i%ﬁrﬂﬁﬂkiﬁﬁﬂ’a%;@ﬁ%ﬂ@\ﬁﬁﬁﬂhﬂﬁﬁaé%ﬁﬁ((}roth 2005 ; Bove
45,2009 ) o X SEFT R R A T 1] 4k B AESE 5 P AT 9 (Xie %,2017) 1 XTJLJWH%'%@—E:&ME%
BT 45 TR Ak A T A A B 5 31 R 6 9 s B 65 7 A LR B ( Bove 45,2009) ) Bt 25 A i 3t
A B4 B ORI 2 16T, R A RIT M E S AL R, HSWE S 5178 —8ERBE
5 Al AT (i ) i 5 T ﬁﬂfﬁ;@mmm 1) 6 7 B8 A4 A0 M0 160 JBE 45 A e S [
A3 B3 78 (Yi I Gong,2013) 7 % 48 BAT o P B T B % 5 Sy £ oll R B3 T B9 I, 6 Tt
K?ﬂwﬂ%SLEEE?W/\@J{L\&?E%%@*’J,%IJLT/\lkEFﬁKHﬂﬁﬁﬁ%%é@ﬁlﬁl/\wmﬁﬁg'ﬁ{hﬂkﬁi

W5 B #5:2020 - 06 - 25
* BETUE [ 54k 2Bl 8 G 5 T H o [ Ml 5 AT S A AT ST (18AGLOL3) .
EER AR, T LTI A, BF 50 S A i W A P 5 I 55 A, AL T R4 : xmlsh2018 @ 126. coms B, I3, B, & 3F
SR P AR SO B U R 0 B e S5 R, L T IR AR xiada2000@ 126. com, IR  BLEL,
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Sy ST B s A (8 B0 B A R B0 AR B R R 45 A BB 9T 4TI B0 B N A (D T BB R E R
2016) ",

HUA BF 58 L 200 B % 28 BRAT M B9S2 IR WL HEAT T 3% 248 T, BT v B i i R A8 AT 0 4 an R
TANTT % B B AE 5 4 AiF AR 45 R AE L By T4 AE I ZH SUREE ( Gong T YE,2019) 7
(HR 8 A STk 560 2 IR 45 3 5478 0% 7% 28 B AT It A A FIZ8CR o 76 B s sl s i 55 4 b IR
SRR S A i L WSt . RS IR S el 5 TE S T X R A T A 0 A
R TR 55 4 oll A7 117 3% 4043, DT 48 B LAt Sy FR 5 A A 3 . IR R AE I R 5 R L IR %5 5
B 65 75 I 7 5 S AR 55 370 I 0 2 22 T IO 4% b 1) 630 2% A A P ik Al 9 435 B 5590 4, DT 452 T Dot %5
G 3 1] (Lockwood Al Pyun,2020) "™ 75 7k 3 25 B AR, IR 55 37 5% 0F 2 A 17 05 45 PR Y & B N
7, PR B 2 AT AR S T BE B AR L, B S T AR B I ) 5282 IR 45 3453 K B ( Dedeoglu 45
2018) "1 P, ik ST BT SE © 56 T B R 45 35 0 78 BIK 30 8% 1) 187 D T 69 /F T 28R ( Dong 1 Siu,
2013""""; Line fl Hanks,2020""" ; Park % ,2019'"")  {H #1647 SCRRTE T R 55 2 5% 5 B0 % A AT X
Fh A LAMT B 2 . Gong Il Yi(2019) 17 75 X [ % 2 B AT Sy LA SCHR 30 AT 3R 37 1 SRl b 2 10y
TR %5 5 5 % 08 AT 22 ] 19 56 R TS L 2 2 R R ok Vi i 5 2 — o HECh s, LA
BIF 5 1 2R AR i o 336 — IR I

HT iR, ST LA Mehrabian i1 Russell (1974) o B2 H A ) — B — B AE 2R R S
i, A A — A LRI B 0BT 2% 324 S i A28 ek B B 2 P A D S R R B 2R 5 35 SR
JB5E 5 52 A AT S VBT R A AT S 3 R % 2 R AT S AR LA o 7 I IR 45 3 S A4 S B 0 AN A B
900 % 45 3 50 WA T T, 43 590 260 07 3R TS O 00 B 0 R Ak B ) BB S, S B 45 ) 9 9 R T S
S0 BEAR A CRIVER R (8 S5 0 % 2 4 ), O T 9K 30 512 £ 4% R AT S S R IR R B % N R AT
) o SRV PR BT I B X A AR 5 A A AT L 4 R T T O Y — A
S 1) B SR A T AR S 3 P R A T RS L AR R B b S T S R D A A B
TR 535 5 T 0 DR, AT 9 S A S R 1) P A P, DA B R £ 4 7 IR 45 47 S 5 i 6
ONBAT N A B AR o B A S T T % 52 G P 7 S MILIE B0 1 7 A B R S A O B S S
AR B A T S5 A 2 T i BRS04 S AT X b, 2 7 A A I RN AT R
T 5 AR ES . BRI, AS B 28 M 755 ol 30 3o 2 o A A R0 IR SRR A7 SR 5 A (9 400 9 48 7% TR 55
G 55 WA B % N BAT R B SA ML o LA (R B 2 324 R R B X P A A L TR A
R5REHRIANGS &, R GeRm I 45 5 A I % 2y RAT R 103t L T I AT T IR 45 37 5 9K 301 it
BONRAT I B . IS T T, ASBEIE R BT %55 1 5 R 5 B i R B R, UM R
539 I SR LA 4R R T IS BAT SR A S R WL 5 1 ST T, AT B AT LS K% A B
B OAT i A (0 I 55 5 LA M IR 0 A A N AT N

. SCHkEE R

1. k&ims

1 45 7 5 B9 T 9198 & Kotler (1973 ) 7' 5% il U4 (atmospheries ) ™ — 1§ i i I 86 fif Jii % 7
A R R ST T 4 TG S 5 1) 4 S AR PR B 7 G JE A b Bitner (1992) M B R I T IR %5 5
SUME &, DL 20 5 Al S B AL 45 T S B RR TORE O 3 0 ) B BR B8 3 %K . Baker
(1994) 11 B 45 A B (9 4 2 A 5 BV 00300 o 48 TH R 45 A B % Bl AR TR % F R
%} Bitner (1992) " () IR 55 3% § 8 BEAT T R, IR 4 At S PR B R R 45 3 B 0 o AR
Arnould %% (1998) 7' X fif ABFSE BEAT T R0 4%, I 1 YRR F 52 R R 5 52 B 8 R 45 3 4 1 > R 3 4 1)
220 T 2 55 3 O (0 0 B0 5 4k 4 PR O 22 SR 9 2 UL B (9 0 BB 6 T S G TE 5 A DG I R A
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SRR A 7 2

7E Arnould % (1998) " [l B8l I+, Dong A1 Siu(2013) "' FF & T R 55 4% 5 1 %, % I A0 56 5
J5 ) R A2 B 8 IR 45 3 5 WA AR B T T8 56 T IR 553 ) R Ll R A A R A g BB
FH LG H R TS A GO SALSR A G R S SRR R TR BB LR TR A A
Feb S SRR . 25, Dedeoglu 45 (2018) ) & B 45 37 5t AT LLR A6 7 % 55 4 #1180 8 110 94 %
HARRAT 9 B 18], Line A1 Hanks (2020) " S50 1 B 55 4 b 50 0 380 R ek 2 30 35 0 22 30 3o 918 20 ol 28
PETHI % ] 3k 2, Park 45 (2019) 1 0] 4 1 52 5 052 B 28R 45 3 5 R 0% S 0 0 AR A UK
TR TR B RN A5 R 0

5T 25 3 5 i BUAS SOk 32 5 0G 1 L4 BB 05 2 S 4 5 10 S TR IR 45 3 5 o T % L IS £ 5
U], T DA 2 355 0 25 oAy i 419 5 o 0 1 55 35 S % J1 7% W) 69 5% W F 5 749 R 7843 ( Line 1 Hanks,
2020 A1 4 201411 ) L Park 45 (2019) 1R AL R 22 A SEIE AR TR G 06 IR 55 4 B A UK
BB I ORI AT b h A9 A A, Line Al Hanks (2020) ' 38248 55 S B9 BT 58 65 52 5 780 5 52 s 7 IR
%39 SN AT —HE S SR HC L T B % 47 07 18T 69 V6 JH o S BB M 7 Line A1 Hanks (2020) ' &
Park (2019) " fy IR I | A BF 50 g e — A4 5 e A B8 260 4 4] 52 55 260 15 52 o 280 G 45 3 5 o D 2 8 B A T
AR AL

2.MEARITA

JiFE 2 AT S 2 8 T X it B il S G 4 1 B PR AT S, S S AT R T B R AR LA R R
105 B, ELRE A 41 S5 3 A {1 ( Groth 2005 5 Bove 45,2009 ), Groth (2005 ) ¢ i % /8 R A7
SR 4 o 4 AR R B BE AT A LA ORE B G Al % = AL E SRR B, Yi A Gong
(2013) VDS A HI A5 Bl A2 2 D AS 7 TR R TR A AT S, R RT =S J7 4 B Groth
(2005) > Bt i F2 Ja] 4, T 5 22 0 9816 IR 45 2 U 055 T 2% 2 B o T 0 5 9 0 AR BF 5 A K T
% BAT R % 22 2247 SR AR < 2% 5 B AT S O A B4 T ) s e, T T 15 £ o 9 FG At S
B XFAT R R AR T 2R 1 G K 2 A, T £ M o2 % % A B SRR R B
I 45 470 5 10 S TR A A8 /DN 5 T D0 2 7 2247 S SR 98] 1 I 45 2 VG P R R 9 5, 30 388 IR 45 2 L i 19 T Jit
BEORSVRAE, B L 5% [ 500 504U B LR 0 0 AR 45 2 W16 52 50 W AR € , T -5 85 )5 R
%35 5 R CPEREAIT

16 R AR5 10 56 T8 2, U 5 B AT R J2 4 T 2 44 ok Ml 0 B ) 48 LA L UM 2 Bk 4 4l
BT AT R, I R4 AT SRy S 4 I 2 AR 1) At A 7% Ml 50 B B9 4T R (Y1 A Gong,2013)
Ji5i 2 2 AT g AN AL B e 2 PR G D5 7 7 A AR S, G B 2 %, B O A D % O G b S
W A, T L B % B B A IE 1R R, R 5 % U8 JE R 0 A R ( Assiouras 4
2019) 0 PRL, KRB SY B 4L T A& A RAT M B R BLE . 0, Bove 4 (2009) ) K BUIR 45 R
TG T A 3 A TS o R R % R AT R 5 Xie 4 (2017) 1A Sy i R A
LR B B % 4y R AT A 1 T B IR 5 Assiouras 45 (2019) T W M LRI LA B T, R LS S5
(LA B TR & A AT R

Wi fs B2 (2013) D I 2 4 B AT A AT 8 720 1 A28 S ol A9 47 S 03 DR 25 (95 2 422 T 114
B T2 BT ) B 947 o 30008 PR 26 (435 A IG5 5 9 0 B 2% 19 B8 B9 47 ) L BB % 1 0 B8
S RE 2 = A D7 T B 200 T IR 45 7504l I 45 3 0 ) TR 2 B AT SR A S . A X IR S AT R E
A SCHRERT RGP LR , Gong Fl Yi(2019) 7 48t BUA BT 58475 47 7 JLAS 2 22 [ B3 AT 13 Ak e, G o
Z— kR R IR 4 S S A N RAT R R . O T Rk BUA BFSEAOR B, 9T W L Gong 1 Yi
(2019) 7 (95 H ARG T S A 2 e A AR R S i R R 58 o 28 R 5 47 5 o 7R R B 2 AT
IR, LI Gong I Yi(2019) 1745 Y i 1% 45 47 5 0K 3 5 % 2 B AT A ) i B4R AL 8 3 2 3F 40
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3.l — WLk — & R HE 28

“ 3 — LA — K213 7 HE 22 ) Mehrabian Fil Russel (1974) " 48 Hy 2% HE %248 5 th 41 35 BF 535 70 3%
I LA A L DR 25 B 7 190 3o 5 B0 214 R 52 30 40 30 BR 05 0380 L 2070 A — 2R B HLAA P9 78 R
A5, BB P 7R 25 U T R A% 26 B o LA PR IR A T LA A0 B B 5 0 38 AN A A R R
TA A H A A 5 S TR LA P IR 25 =2 1) T RE 77 76 56 )5 B 56 & (Su Al Swanson ,2017) 7 Hir, 4)
FAS B 45 0 3 T L S O G 4 R B 0 3, T LR TE T B A 3 BRE )38 ( Dedeoglu %5,2019) 75 L
A PR AR 2 2 A PR T B 57 A 9 DA 17 SR 5 D T AR IR 5 (Su AT Swanson, 2017 ) 07 i A
J52 I — A R 8 A AT A 7 T ) R

S — WL — 2 R AE S A e 5 IR 55 U E A B 2 R . A2, Su A1 Swanson (2017)
Wt E G 3 2 T AT SRy A3 0 495 4 R D i A TR SR WL PR FE IR 5 L 6 0 2 PR B 1 S AT M AR
AR AR T H B A 2 A B W & R BE 0 ST O B I TE AL . TR AR (2017) P
TET 230516 5 5 W00 o A1 50 0 58 038 5 W 25 15 AR A SR LR A IR 25 L 0 D 3T A 1 S AN 1R R
88 TR MG 5 5 W T B0 T 5030 X9 & PR B MO G i S e A SRR T IR 55 3 B R 3
B0 73X — FE 8, Dedeoglu 25 (2018 ) 5 52 J5 250 i1 528 s 59 iz 45 3 55 10 o 0 B0 659 R0 52 1) B 55 34
A0 S S SR A (L SR LA P 7 DA DR 2 0 UM 0 A R0 W 51 22 10 A S A R 2 7, BF 5 T 30 5
% Y 5 0K B0 R & AT S B

= WFsifRi SR

1. BMNERREGEEMEARTHN R NER

Y 2 8 T 045 G AT 2 v 7 it ke IR 45 e JR 0 80 £ O e ) 5 S W S 9% 7 i R 55
FIFASE Y B4 AR R AT HE A8 I 7 2B B0 O T 7 i s IR 45 80P B9 RS AR A R IE Y ( Zeithaml, 19887 ; Liu I
Jang, 20097 ) o D7 it B 45 AT BRI A5 R T — G 7 i R 55 4L R T D S i
IR 45 19 LA A 558 L 4 488 Sk £ 3 14 555 T R0 0 A A LA B i) Sy £ 38 190 <l 55 T B A AR (3 4 s Rk A
2019) 1 R A (DA DA AR S 8 % DB 2 X 7 S RIR 55 (4 R AR AR o LR (B oh A A 4 R
IR 45 37 55t o 3G 2 B AT Ay 649 5 ) ML 58 381 T DRI B AR B 4 D 5 AR T 1R 4 DA JRROPE 2 T 4 R T
AT 49 190 B L, SR 0 1 T 22 i DA R P 2 TR 0 JB5E 5 2 B A A 19 5 A AL o) K g 4 T A S
2010) 27 B, ASHFFOR R A TR 55 5 55 5 R 4 R AT S =2 i) 4 v A 7 A, B P £ 3
RPN E AL AT a

ARG IN R TG R 552 55 260 0 5 o 280 B 45 3 5 e RN 0 (L LA T Tl S0 T 1 Y S AR P i A
N T S R 45 P T 2 DA A LTI T 5 0 S TR 2B R A o A IR 55 47 e T 2% o 5 IR
% AT VM R E TS RN A . T IR 55 3% 5600 % SR B AT RS I, TG L T 2
VRSP 5 S0 A A TR LA B B 45 Tk 50 2 S AR DC TS, S B R A A R 2 R 45
SR M — DL — 52 B HE 2 v 78 24 B 58 000 38 A €0, AT LS W) AR % A (A, 4, Dedeoglu 45
(2018) " % TS 5% 780 0 52 I 50 I 45 32 5% T LA 4 S S R0 0 VIS 28 40 {135 19 R 2 SR M, ik 7 —
SERLIE F AR T IR S5 3% 56t R (8 B9 UM AE JH . Liu A0 Jang (2009) 2045 1 38 Y 53+ F1A SCoE
ERRRAREE A B A BUREE , BX I5 48 R S8 (2010) ) ) 8k IR 45 35 S s & T
3 3k 38 A 0 % AR 15 4% 15 A IR 5 A b % S R B T 2 0 i . Heinonen (2006) V5K 4 IR 45 %
BT AL G A BUR S R AN, B R RN N SR EZ . WL, ALY T
15 35% -
H,, + 525 AR 55 32 5 xR0 A0 8 EL A TF Tl S0
H,, : 38 B3 5 1 45 3 5 6h B A 8 LA TE T S0
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AZIREZE 200 % %11 5

A 28N BB B % 28 B AT S LA TE 1) 40 o 6 B 2% S U, R R B O 2 (R G
P KR E bR, R 58 5 BT (9 06 B (R IS AR R SIS ,2010) L R (B R B T R 22 41
ST A B AT A 1 B O S T L PR AT S G B e i AT R S S TSR M (S B E @
4,2019) 7 Dedeoglu % (2015) 1 % BECH A 18 1F 1] 52 Wi IR 25 HfE 4 5 %8 0 S Hh A MR AR
Ttani %5 (2019 ) )t 7 ) 4 (.45 2] — 0 (8 100 557 HE B2, 2 57 % M 20 45 2 72 P s 0 (il , G
{65 i) %8 i ol S B — 2 8 B S AT S 2 AR BAT S, AR B R AT S RRIE S AT O 5 R 4 AT
S R B R B K % RO TR N B T DR 2 R R R A I G S
Cheng 2§ (2016) " SA S JB 1M (B 78 i B 2 5 050 5 2 B AT o 2 ] R #5522 vh A A, T 4 oy
R (1 S 0 R AR S I N AT R 2 I 6 R AL . AR Ha A1 Jang (2010) 7 (i 91
R 2 7 R B B A LA A R, A T X Ml S A% R 1 AT . BRI, A S
P LU B .

HL, B0 B % S B384 BLA I 17 S0

HL, « S8R (6 68 B 2 4 9 45 S EL A O [0 B

gE S AR H,, B H, A H, B H, 5 — LR — R B HE S ACBIE SN R Y i % 7E
T 5 A 3 2 5k 0 0 B BRE S AN, LA 1 T IA A S R S A TR S A A
(1 S R0 ( ol 05 S 30 1 X3 1 £ 4 b ) 7 € 82 SR S BT ) S 99 D % S A5k AT S R % 4
PR o RIS R R A8 B A I 45 3 S 5 4R 8 T A LA R TR S X TR R AT Sk B %
AT 3 AR 2 2 A7 7 A I B 4 TF ) 5500 DRI, A SR H LT (%

H,, - B8 78 52 5 0 IR 55 35 0 RN % I b5 4k 22 W P A4 1

HL, < SR 16 S 55 750 IR 45 32 5 R B 2 0 97147 A =2 ik o A P S o

HL, R 0818 58 B B0 IR 45 3 5 A %% 2 s A7 SR 22 ) v A 1R

Ha, o S 18 32 5 5 10 45 32 R B2 4 047 A =2 D v A Vo

2. MEREMREHEEMEARITANHNIER

JO5E % 4 < T A i B AE L A A R AT R 4% %8 K SF 7 (Hollebeek ,2011) 7
FE % 55 Aol S 7 A SR A (K B 0 R 0 R O T T R 0, 2015) YR 56 R0 3 9 Ak R
e 0oF 4l B SRR AR ST AT S B A (R JBE % B il Aol , DA TR S B i b T S 3 44 B
(Ttani 45,2019 ; Kumar 25,2010 ) o DOy B4 W0 A R332, 0% 3245 S2 R B 2 I 76 5 4l 35
iR 50 3o AR v G P TE S LR B B A B 7 AL f 0 BIRIR 7S (Hollebeek ,2011) 725 il BMR
256 T IO 5 7 e A T 6 S B % 24 5 S5 K ( Bowden ,2009) 17 AR 4 Brodie % (2011) 7y 1 4
O % B4 R 2 T SE R 45 O R T P AR i — A RS S R A R A RN AT = A R
ARG 2 e 15 i i A 6 ) SELRRLIES B 500 T 155 SR 3 R B T 55 ol 4 R 6 1 AR R
85 4% , AT M A #8875 T T % 0o il sk 5 B 76 2% £ Bl 8 L %% 77 5 1 ] ( Hollebeek , 2011 5 Hollebeek
4 201457 o R WA RILT RS Ak g BB DT KT 06 B A TR 4l B
0 A 2 T A0 AR OO 77 2R g 2015 ) %0 DAJBR % 52 4 g v A A5 45 AT LB 2 5 sl 52
73 A R 0 B 250 B B0 A 0 B R A AR R AT 55 3 XTI 2 AT S S R AL R

AR FEIN A TG 5 S5 T8 38 i 84 R 55 3 S5 % I % 2 LA A TRV o S LR 45 3 S %l i T
T 5 F 0 B PR 5 B R A B R IR 45 4 e 20 T E S5O G R SRR R L R, AR M —
PR — 52 17 HE 2 T D S99 ) i 55 75 A 52 B T8 IR 45 3 S A SR IR 45 4 9T A B 5 00 5, e ik T %0
T JAE 2 0 DR 5 15 o R 0 A 2 B A o ST TR R A2 B 28 R 55 3 B R IR SR T A R R 8, X
38 DR 35 T L S5 2 R 0 R ek e R 2 il R A R B U 4
IS R 5 A G B9 4T O D7 T B9 B R (Park %, 2019175 Ahn fI Back, 2018"**; Ohman,
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201757) o AR PR O B2 0L, SRR B B R 2 0 PR R R R R I 0 B 2SR R O R
PR TN 2 . LI R, 7E 38 R U 7 5 R, Magee 1 Gilmore (2015) 1 $ H Hy BE K L 4R 10
I 45 3 5 5k 22 B B A RS A 75 U IR 553 S M5 & BRI A S R W R 2 . B T IR A 1 0
TS 2 TS, Ou %5 (2020) " 2% B 37 IR 45 BR 08 B R 0 % 24 BoA W35 IE 10 5% I 4h,
Ballantyne 1 Nilsson (2017 ) "'ty 45 H4 S 0% 1 37 32 0 39 o 90 HG IR 45 0 5% DT A 0 % 3245 Ttk . A
e, A SR R LT R

H,, - 525 IR 45 3 5 X R % 32 4 HLUA 1F 1 S

H,, : 38 bR AU IR 45 3 5 % % 3245 HA 1F 1) 5400

A TN o Ji1 2 2 o 1 B % 0 B AT SRy A TE TR R R 7 IR 45 B 2 AR, T B bk A
3 W 3IF S 3K 301 B 2 W 17 (9 7 [ 25 ( Ahn Al Back 2018 5 0u 45,2020 ) | [ % 32 4 BOE 2 — Fb
D BDRAS , S — A0 HEid 72 (Bowden 20097 s Brodie 45,2011 ) M4« Jal 34— HLAA— )z i
HE S8 T % 3245 A SR LA (.00 BIOR 25 55 o 8 W RSB0 i 25 47 R 2 I o 2% 2 4 T ok 5 D %k M
% 1 A P FISS A BURK 1O A R IR RSSO T A R 25 A G B R R RIAT R (Yen
45,2020) % A g JBT % T A O L B B R 09 R (0 4R it T 4% F (Pervan Fl Bove,
2011) 0 HA B A TR R TR Al A M A S R K R 7 4 A O
T i IS | B S % 4% R ES B AT ( Bilro 28,2019 ; Hsieh #1 Chang,2016*°"; Moliner 2 ,
201871 ) . BAh, Yen %5 (2020) " & BB % 2 4 18 BRI AT S5 B & A RAT N Z 0 B A P A E
H o % 34 B E R S8 T %2 W0 R I 2 50 BRI, 35 R0 T % 4 76 B 0 PR
15 0 % 2 3 M 16 £l 3R I 25 B0 15 08 LA K B A% 6 b R TS g PRI, AR SO
LB

Hy, : 5% 324 % % I 4T S BAS IE T B2

Hy, « 5 % 5245 %ob 7 2 04747 BL A IE 1) 5% 00

A A H, B HL, R H, B H, 45 R — B — 2 R HE 4, A BIF 58N 75 b R
TP 5 52 5 TR0 R 5 o7 TR0 I 45 37 55 A0 Sy I 45 450 U 146 0 B 1 R0k 2 100 TR 58 0 38, DL DA R 9 RN A
S 5 A A LA B 3RS B AL AR B2 A DR A 4 UK B 2 S el S A
YRR %5 01, W St T Aoll 19 4% B A €0 40Ty o Lk R, TS S 5 R R 52 B R IR 5 1 B
TR A T B X ) B B 25 I X B % S54SR AT A R B 2 A AT A 3 T R B N R AT g 7
AR TR BE (4 TE 1) 60 o DRI , AR SCHR DL R AR

o, « 0% 3245 16 52 5 R0 IR 55 350 S B % I s 4k 2 I b A4 1

o, < 5 % 5245 16 52 55 80 1% 45 32 5 R 2 0 9147 S =2 Pk e A PR o

H,  JB % 3245 16 58 bR A0 IR 45 37 5 A% 2 s A7 SR 22 ) A v A 1R

o, : % 3245 76 38 b B0 45 3% 5 R 900 A =2 e eh A1

.BMMEMRE LA NSRS N ER

AT FEIN R S B X I % 324 LA IE [0 5400, Brodie 48 (2011) 7 45 th il % 824 5 il % %
5 R [ 4 5 T T S ST T MR A TR A (R AR, K R B A 1 7 A L
WA g ek o T L 0% 324 L6 22 B BRI S #4 (Hollebeek ,2011) 721 J8 I B4 S 6 2R 25 4
PEIS A T R 2, A R X T & 2 4 H A TR A Bk (van Tonder I Petzer,2018) ", Pansari il
Kumar(2017) V3 38, 10 552 157 % 8 % LA A8 IR M0 A% 3 15 8 R 45, LT 1) 7 8 £l 7 A 8 32 45
Brodie 25 (2013) " 4 1, — ELIFZ A Ak IR LA B8, Hofii ) T34 Tl e, 3643 52
TERFE AL S H7 T IR (B X0 B % 524 B0 o (90, 5 10 4 (2019) 7 S BB % R S A 1
HSERABAEME N, Chen(2017) " 78 507 AR B K 30 T 18000 1 45 0 % 32 4 19 56
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R ITFHUAE S [ 4557 & 1 BRI (B TE 16 B A & 324 0 DR, A SCHR B DL R K

H, BRI (B X0 B % 324 ELAT 1 o) S0

E AT SCHR B H, B H, B H, B H, FUE S H, LR D — LIk — 2 1 A
B AT 4 DTSSR0 A0 1 00 B % 2 45 A A 5 e A 20T o 2 T TS A I ) i R ) S5 R A2
B 8 B2 55 3 S5 Bk, A AT 4 SRR BT 22 M08, A AR T A2 B G R 55 O T S R 4 T S A Y
G BRRVCC A (IS H RS HL, B30 5 ) 5 33 AL AR A R0 L g JER I 0 2 0K JT 2% o305 % 7% 4 725
FEE 5 F 0 TR A (o 650 2 5 909 3 A2 7 Ak DA L RN AT R B B R R AR (IR H, B S ) 5 ik —
A5 M, 336 i 5240 BECIR 245 K8 I 1 5 M A — S ) T Ll 0 7 S8 R L AT A G I
A7 9 R 2 3097047 7 (M35 H, R Hg, B S ) o b ot M SR 3 ke 25 0 5 ) S5 J5% 78 A 52 B
P00 15 45 37 55 T LS 3o R A AL 650 S A (R0 T % 50 2 BIUAIL o s T AP W I S AT R A
TG 2 4 4 A7 S 3 P B 2 2 B AT S o T L 3T A A 3 PR 2 (A 0 BRI 2
AMKAT R F B B E 2 B AR 43 AT RS AE LLAERT 28 h 43 8] T2 SR 49 ( Dedeoglu 45,2015 ; Choi
4 2015'70) B, A SCHR LR (K

H, - BRI 8 0 B % 32 45 70 52 0 R IR 55 390 5 15 I % S s 4l 2 i e s P A

H, « 81 (0 B 2 3245 76 S 508 IR 45 3 5 5 R & 4 9 A o =22 Tl ke e = rh A 4

F, + 0100 0 B 3245 76 58 B B IR 55 1 5% 5 2% I BT o =22 il ke e P A 1

H, « S8R (0 B 2 3245 76 22 B 5 IR 45 3 5 5 R & 4 9 A o =22 Tl ke e = P A4

AT LA W — WA — 52 RE” HE 28 Sy 5l ) 20 B B =X b A B B BT 1 T R L SR AR R 8 BR
TR R 55 3 0 A o YT 5 ) 0 TR S B 38, R A0 R B % 32 1 Sl WL AR B 1 T SR
RS % S5 AT 9 BB 0 5 AT M AR AR B AT )8 o
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1LLUWETH

ST R PR R0 A8 o L I 55 4 S A U Ak A G 11 Dong 1 Siu (2013) 1 (i i 2 3438 3o A R0 B
JECHIAE ( 0 BE  4 ) Choi % (2015) ™) f ft 3, 3 st = A A0 01 S W 5 I 2% 32 4 11 T ik ik 4 1
Hollebeek %5 (2014 ) ™7 5 3 , 38 3o T4 R0 IS e JB0 2% S A5t 4 7 VB2 0 47 47 Ay S I % 2 RO AT
(9 WA B, FCI B2 ) Y A Gong(2013) 7T B R Hys oo = AT M, BT A R 35 5R
o3l 2 R RN B o TR AR W R TS AR AR R R o A R A A AR R 1 R
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2. HIERESEELRSTS

A Ta) 4 5 bR R OF AN TE B GERE T MURTE R a0 40 R A R 2 1 G Y AR I 18
AW . AW P 2019 4 12 J]—2020 48 1 A, 76 B R 32 2l 5t X JT, iy 485
BL 37 55 VI A B30 s 4 B B D W SR ) 45 . AR Assiouras %7 (2019) 1" (9 BF 5, 38 aof Oy B b A 3% 5
Pl AT F BT AR AR AR ARG o O 1 A5 B0 B R B A B TR U R R R A S TR Y I e 4
AT, B IABE U5 & 2 75 T H AR AT I 30 1) w5 o e 1 B R B S — 1R R . RN & T iR
TR O3, B U7 8 A S SRl 1T AT I S T AR e R A o 5 K L RO DU AR A I A
FR 2R — Z 05 22 D SE AR A1 4 o AR IR BIF— 2L 00 750 3 1) 45, Wi InT 687 433 5 22 5k K4l i B A 2
619 A7 RLIF) 4 o X —FEA i L LA BEAT HCHE 20, D A L0 A2 WL %o R i 2 /0 Sy WL AL 7 15
£ 19 JE ] ( Stevens , 1996) 1

ANBGeit2 5 B0, BT & b 47. 2% , W HER DT # 5 52.8% o WU & 4RI E 206 T
25 ~34 % 5 45. 1% , EHE KV I, 5 05& DEZ B Em B E KA T, AR 22 A
i 38.9% At K A B DIAEA S 15 5% o TR AR N RS, AE— B P = Ll B
IR 2 s 31.3% 42. 3% F126.3% .,

. HIEBAMAE

5, 2R ] Harman FALPR 32 58P PR 20 B A D00 3 [) 7525 s 22 19 ™ B, O A 4 00 R0 01 ) g
JIE 5 W B R R AR TE 28 A1 5 LUK, BAT S0 ek DR 7 0 B 0 o 3R A B 5 U HEAT R s R R AT 4
Fa 77 R AR X T A6 Y 1) B 4 AR B EAT G 9 5 feJ L ) Bootstrapping 77 v A6 46 S8R i (-5 [t % 32
BRI . FIREUE T BRI BRI TE SPSS 24.0 LA K Amos 24. 0 B b 5E A .

.. WEEE R

1LERAERESHBESH

R T B [R) T 9 O 25 VB LE Wy, AR F RN ER P R IR G i R 5 BRI T LU LA SRR
P, LT S AR B R AR AR N T R H W AR IR 45 0 8k U7 2 A58 (oRS i B 19 5 R, 1)
BT AR YO R AR B 58 4 B A4 VRS DR B M 5 T, 1) B U7 A 1 AR K] o v 174 ) U8 46 T
TERZ 57, A AT R 05 AR 4l 7T )5 AR 38 an SC AR 2% . B S, P Harman B IR R YL 400
IGETT b VPAL R 7 s O 22 0 7™ FE Pk . Harman BRI R GRME K 720 0 09 45 8 o, i i AN A
BA T — A TR T 43.68% 1) 8.5 2% KT 50% (1)1l A8, 13X 22 B L[] 77 2% 4 22 A A BF 5
PR 2 4R = 5 ( Podsakoff 25 ,2003) 4/ |

RAE Kline (2011) ™ g gl 380, 315 45 /4 0 8 F0 007 () i 1 45 e 3, 9 LA 22 40 s M0 14 1E 28 00 A
5 WoR I A A T - 0,681 ~0.007 U B4 T - 0. 879 ~0. 509, 3% B A A B4 19 1E 2
AR

2. M EHE

I JH AR P R 720 A7 $A0F T 3000 8 A R0 A R DL A F8 AR G R oy’ /df = 1. 724, GFI = 0.948 , CFI =
0.981,TLI =0.978 ,RMR =0. 015, RMSEA =0. 034, %S48 45 MK | 22 W0 54 10 ) 3004 B 8 4
15 BERN X4y OB A e 2 R 3 1 i, AR B A & 15 BE (3K F 0. 60) Hl Cronbach’s o fH (¥R
T 0.60) F W RAF R, B E AR 268 T 0% 24 4B KT 0.50, Jr A R0 Y b i
b -8 4 K F 0. 60,3 3R I 3 28 A U SR B R AR b T 3%
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* 1 FEEMBSBENSEER
T &5 M ¥ ez | BTFHEHF|FHRERTZ A466E Cronbach’s o 1
LRA RS = 0.508 0.838 0. 836
KRB JENERZRIAN 3.93 0.619 0. 720
XK JE A EZEA AR 3.92 0.672 0.708
KR JE R AT R RAT I 3.91 0. 647 0.726
X R E JE 2 H A 3.92 0. 682 0. 696
X R JE B A R AR 4 3.90 0.590 0.714
% r AR % & 0.502 0. 834 0.834
XEBEHENR T REREH 3.99 0. 658 0. 697
KR JE R LR E MR 3.99 0.715 0.716
XEBEEWR LS THENSA
3.91 0. 688 0.702
9%7}_
Kl JE R T E W 3.96 0.717 0.723
ﬁ%?ﬂ—ﬁ}%é@mlmﬁ%t%}ié’ﬂ 3.96 0. 651 0. 704
B G 0.536 0.776 0.776
X F I JE MMt BB E
3.87 0.724 0.731
ZAF
XEBERENNEETT FA 3.87 0.692 0.724
R X KB EZMBELEN 3.88 0. 689 0. 742
o BB A 0. 468 0.815 0.813
{78 X KB JE L ot A & R
3. 69 0.772 0. 664
£ R %
EAEXREEBRE T HATT Max
3.71 0. 825 0. 675
A 5B 2L 8
LR FEAEXFBEEHRER D
3.97 0. 804 0.702
iF g &
£ 75 3 Kl JE i % K Bl B 4 3.97 0.787 0. 697
Eﬁ%ﬂﬁ?@/ﬁnu}%ﬁ}fﬁkt ﬁ’(‘ ﬂ’:/\
‘ i 4.15 0. 657 0. 681
AEHEAXAD B L
& R AR AT K 0.795 0.921 0.920
ﬁu%%&ﬁﬁlﬂﬁi’ﬁ(%ﬂfi%ﬁ~/}\ﬁ
‘ 3.90 0. 634 0. 868
Fl Wk K aibiEE R Tl
YR N E R TR AR B
3.91 0.619 0. 894
A4 Bt 22 3l BEAT B3
A R E AR, KL TEE R
3.89 0. 680 0.912
T o8
B AR AT 0.892 0.961 0.961
4w AR K TR R EE R
3.91 1. 005 0. 946
N
KRoemt AFEX KB E 3.97 0.993 0. 937
RoHMRWENFAEERXER
. 3.92 1. 005 0. 950
b
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X3 85 BE A B A5 R AN R 2 Fron o A% P8R OT 25 097 5 B K TR I AR 22 1) A OG R AR,
X = F 1 X 230 E 34 ( Fornell #1 Larcker,1981) (s8] 5

*2 X 2 8 F f o 4 R
T E 1 2 3 4 5 6
1.2 R A R 4 4 & 0.713
2. X B k& & 0.618 0.709
3. M E 0.521" 0.500 " 0.732
4. JE R A 0.559 " 0.571° 0.524" 0. 684
5. A R ARAT K 0.554™ 0.518" 0. 460" 0.634" 0. 892
6. A AT H 0.602 " 0. 606 ™ 0.500 " 0.642" 0.579* 0. 945

VE W A1 28 2 B P BRI 20T R T 0% p <0. 01

ORI A SR

3. iR E

FIFH 45 ¥ 7 T A6 B0 4G 00 BL 4 BR , S5 R B 2 s . 45 7 AR RIS 48 AR W T o)/ df =
1.907 ,GFI=0.942 ,CFI =0.975 ,TLI =0. 972 ,RMR =0. 019, RMSEA =0. 038, X $&$8 1 3 B 45 44 )7
PR T4 1 A b LA (Hu A1 Bentler,1999) 10

S
Wes5 75

Jii 5 it
1k

0.416" T

\

Y

JE
1

SEBRAY

W55 i

0.368" '\\/ 0.684°

B2 FHHFRERNER
T ARIFE R p <0.01 p <0. 001
BRI A SC 4

S J5T BN AZ on B i 55 3 57 B U (8 1 A A J 25 1E 1) 520 (B = 0. 416,p < 0. 00138 =0. 325 ,p <
0.001) ,fiis H, Fifik H,, 15 3] 3 HF, X KB L = B i)Y PR BT SR 54 S0 PR B BE R My ] 4
T2 (4 A LSRR, A 75 ot 25 S it 46 2% W0 A BT A o

SERA (EDOF B  S2 BA7 OA 9 I 1) B2 0 AN J. 2% (B = 0. 080,p > 0. 05) , i H,, 3047 153 B 345 5 A
B2 TR BT JB5T 2 0 470 A5 S A A 35 DE 1) 2 (B = 0. 139, p < 0. 01) , R H,, 13 3 365, XKW
> JB 2 A 109 5 JR% v B B PR A L R 2 X B (05 R B AT A 7 AR LS ), (H RE 98 ) & 1Y
i LA AT A e A B R

S5 Jor BN A o IR 55 37 55 0 o 2 B2 A7 AR B 35 0 W) 52 (B = 0. 320,p <0.001;8 =0.368,p <
0.001) ,ffi% H,, A H,, 75 30 S3CRF . X 3R WIS = a5 9 55 o1 A IR 55 37 st 15 28 B B I 55 3 & g
B8 A B 25 1IN SR G 2 )RR AR IR R T 2 AT A AR

Joi - 32 6 0 B %% B A5 AT S RN B B 9 AT O S A AR B2 AR 18 52 (B = 0.713,p <0.001;8 =
0.684,p <0.001) ,fEi5 Hy, A Hy, 45 3 347 3% 3 W] m B 325 1 I 2% 2 At — 22 0] T Al
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AR A AT A 1) £l B2 HE A A A S 15, A 4 A R

SN (BN % 325 A7 AR B35 IE 10 52 W (B = 0. 224 ,p <0.001) , i H, 145 345, X RPN
JEI 2 AE 7 i LA A v A (R B LA A 2 R B v AR B I B AR

4. I B IR

I i 22 24 1E (4 Bootstrapping J7 v A6 56 J8 M1 A B RN B2 3245 9 vh A 2800, il AR IR BRI B
5000, EF KT E R 95% . A5R K 3 FiR,

%3 B BB AR B AF R

B 1 QU TR FR
LA SR R R ARAT A 0.033 -0.026 0. 107
LRARS G RE-E BN E-RMERFTHA 0.058 -0.011 0. 145
KRB RS RN E-TERGATA 0.026 -0.021 0.079
XEARSGEE BN E-BERFTH 0. 045 -0.007 0.111
EREREGFESRE LGB ERRATH 0.228 0.128 0.336
LIRAERSGE-DEZG-BEMFTA 0.219 0.122 0.324
R E RS F B E LB ERRATH 0.263 0.177 0.350
RIRBEREFRESTEL > ERF TN 0.252 0. 162 0.342
LRARSG RN E-RMELZ G- ER T 0. 066 0. 030 0.124
ERARFGRER BN EZ ST ER AT H 0. 064 0.028 0.122
REEREFHEBBNETE LS ERRAT N 0.052 0.022 0.110
ZRBERSFERENE-HELE>BERF TN 0. 050 0. 021 0.107

YRR A S

S 5T Y Az 55 S5 3 2k SR A R e B 5 S A5 A T Sk B 2 A 4 AT SR 4 )4 800 43 0 SR 0. 033

F10. 058, %t iy & 15 X (8] 43571 2 [ —0.026,0. 107 JF1[ —0.011,0. 145 ] ;38 br B4 JIg 55 17 5% i 2 J& 4y

S I R A AT SR A S AP AT SR 04 ) 42 80N AE 43 5 R 0..026 A1 0. 045, X I & A5 X 1] 43 51 A
[ -0.021,0.079 JfI[ -0.007,0. 111 ], DA Fax 26 8 (5 X [ B & 0, 3 & B A (B AS BE 7F 55 i
AU AL BRI A 55 3 5t 5 U S B AT o0 5 0 4 A7 R 19 0GR 22 [B) R R SR A 8506, R H, ~ R
B Hy RS 3 S HF . bR 5 S 5 W B T 5 52 5 8 R 58 s B9 Al 45 37 55 R RE Al 3 ot £ J8% 0 A7 (L 2 1 [
FEAR SRR S 57 R 5 R AP AT R .

S5 Y A 55 3 S i A R B2 R ) B R AR AT Sk B AR B AT R 1 ] 4 A5ORE {4 Dk 0. 228
F10. 219, % R B A5 X 8] 4371 24 [ 0. 128,0. 336 ] AI1[ 0. 122,0. 324 ] 5 52 bR A iz 55 3 550 3 3 Il % 3265 5%
i JB51 %% 52 it A7 kg 0 JBE % 4 4 AT Sk B4 T B2 50N (B 43 3l A 0.263 i1 0. 252, X I & A X 8] 4 51 R
[0.177,0.350 ] F1[ 0. 162,0.342 ], Dk b ixX $e8 {5 X (A B A1 0, ik 3% B il % 32 & £ 5 T 78 1 38
7 Al 55 3 5t 5 IR S AT o 5 B 4P AT o0 1) OC 3R 2Z 1R a7 B b A R0, ik H, ~ 1% Hg, 1%
B HF . RS I R T s S A R 32 B Y R 55 1 S T DA a5 Ak o 3G 1 ] 2 A2 0 e
FAT R 5 IR R o

I J5 75 i 55 3 s 3 R A (R B 2 B ) A X v A AR S T B S SR AT SR RN B S AP AT R Y
(B R4 N AEL 43531 R 0. 066 Fl1 0. 064, XF i {5 X 8] 4351 A4 [ 0. 030,0. 124 ] F1[ 0. 028,0. 122 ] 5 32 s 74 il
55 Sy s 38 3 SRR 6 R B0 5 32 1R e e e A B A28 5 T U0 2% 2 A A T RN B A 47 A 1 Sy 149 TR) 22 3500 A
55 0. 052 Fl 0. 050 , % 7 52 X 6] 43 31 4 [ 0. 022,0. 110 ] FI[ 0. 021,0. 107 ], LA |- 3 46 58 (% [ 6] B R
A5 0, 3 3¢ B SN A R B 2% 3245 7 S ot 7R 158 s 78U i 45 4 5 5 B % S i A i FBIV& R 4747 Sk 1) 5%
RZ AR P ARV B Hy, ~ 0% He 1528030 8r . R 25 5 5 W 25 W9 ) S5 5T B0 RN 228 B 28U Ik 55
5 A 38 2 5 A0 SRR N M T U B B, T ) 402 1 & R AT R 5 I B A TR
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AT ST T 1 S, DL — DL — 5 HE AR S SRR, B 58 T SR R A B AL IR 45
ST % S 5T S BTG 4 A o 3 1 A B 4 AT A O S R WL, O TR SR B T
BRAAEH P PR . BB LR 4598 55—, T 5 S5 BRI 58 B A 1 45 3 5 xR ¢ 8 A0
JA % 2 4y ¥ LA i 3 IE 19 B 0, X 5 Dedeoglu 45 (2018) ' U} Magee Fill Gilmore (2015) " #F 5% f)
W5, EL AT 5 — B, B IR 45 37 55 A6 0 AR BT 2 0 (0 JRR R 52 0 DR 245 07 TG LA SR i R
() IR 55 3 5 2 U R BN WA A, O S 55 5 R A A S SRORIAT S R B T
45 o B 2 I A T g RV B0 A7 S B T 1 B, K — 2k B LA S [ 4 R A Al ey R
T 5E 7 SR T Yen %5(2020) 7 1 % 24 RSN % 2 BAT R LA 45 =, BRI (L AUx
T B4 A T B A O ) B, O R 3 K B R AT R, X — R BT 4 5245 T Cheng 45
(2016) " [ . 555 DU 5 4 7 S92 I R A2 o 8 R 4542 e o O % 2 5 A AR T 2 4 4047 14 i)
5 S0 v R T P T A P R (R R (] 9 5 ) e £ TR7 B b A A RS 525 5 L J R0 A0 {1 0 51 2% 32
RS BE R A SR A BRI AR 45 3 X I A R AT VB 4 4P AT O 6 N S SRR
JAFT % J52 BT A F) BT S RS 5, — A T Rl 2 214 1 2 7109 R B v (LS, L i T
A I B 7 i 5 R 45 A B T A /0, PR TGS 3 7 AR A5 22 5 T ke 360 04 1 38 85 45 T ) L, B L
BRI 0 300 650 % 2 A7 W S WA B AR AR FRST, o AR RIF A 6 e, R0 A T67 B v A 2800 AR 35
T 7 525 4 1 2P P A 0T S R0 1 32 2 B e P A R B T o BT Y L TR 4
B TR R AT S T8 1) 7 A 5k v 0 T A P, O IR AL T IR (8 7 B 0 08 45 R % AT S B 6 B o
HOVSTENLIR , S0 T SE R (S BRA) IR 45 3 S — RN (B — & 324 — % 2 65t (B 47 7 i
A R AR BAETE . RTFSE e B 11 0 45 AT IR i F 9 3 00 52 8 3 AR RRAR) PR T 26 1
B B0 P, S8 0 0 2 5 T S R 45 5 5 % A AT 9 26 2 R A% LS LR

2. 1B Tk

e, AT M R 3 2 P A R R T I 4 RAT S B S LR, BT S B AN S
I 750 IR 55 37 S5 7 V1) 2 50K 30 50 2 52 5 AT S VB 2 90 47T o 38 R I 2 2 R AT o B R BN o DA
BF5E 230 M7 55 3 5t 6 1 TS SR R B % 2 B AT o B0 7 PR /28 3 3 (4 T 38 22 18, 1H 3900 5 i S HiE
S B W A 22 1) (VS EBE & (Gong F1 Yi,2019) 7 ARBFFEHRAN T UL, 26T 5 HE R %452 TR
5535 X % BAT A A FIRIOR: , 6 32 85 T IR 25 3 5% UK 30 0 4% ) B £ 00, SR T R N AT
Sy 5% W B 69 SCHR, A Gong A1 Yi(2019) 7042 A IR 55 3% 4 % I % 2 B AT Sy AT IE 1) 54 0 B4 i
AL T SR

YR, ARSI TN 25 A8 5 b 280 1 45 42 e 4 N B () — A R RUAE B 5 8 T AT R I A L1
JECRIVA T g W IO 14 58 2808, SIEIE S 3 1 978 G 2 5 28 0 52 I 280 R 453 5 T LA ek R A (L DB % 3 4 LA
e PR 2 0 R AT S 77 A B 4 o 0 42 0 ARUB S A BT 9% A9 4 780 8% 3+ BE WA B2 T Line A1 Hanks
(2020) 1" 4R M o [ — A 2R o [  S  LA) BE BR A 2R S G T A S R R IR 45 3 R DL AR B BR
58 5 2% S O T A5 B0 A2 B TR IR 45 3 S5 0 B % W I ) B ORI S [T T Park 4 (2019) U S IR
Misf 56V R 45 32 5 0 B0 2% A RN I SRR AT SR 45 22 7 TR S WA B 5 1 o AR S A g % IR 45 3 S5k K 5 J
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FTP 7 4 1 N 0 TR 3 0 A I ) DA 55 SR 8, el ST O 55 S 0 ) 324 0 TR T T
li] el 64 (AN T S o 7 W) B PR K IR T T T I O A A TR R P S T B I O Y S
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The Effect of Hotel Servicescape on Customer Citizenship Behaviors.

A Chain Mediation Model
LI Shu-hao, WEI Min

(School of Management, Xiamen University , Xiamen , Fujian,361005 , China)

Abstract :In today’s fierce market,the power of customers is becoming more and more stronger. Customers no longer simply
act as the buyers of products and services, but as the value co-creators of businesses. Customers can co-create values with
businesses through various means, such as providing valuable feedback to businesses, sharing helpful knowledge with
businesses, and actively recommending businesses to others. Under this background, customer citizenship behaviors receive
considerable attention from scholars and practitioners. Customer citizenship behaviors pertain to a type of customer value co-
creation behaviors,which emphasize the voluntary and constructive behaviors of customers toward businesses. As customers’
extra-role behaviors, customer citizenship behaviors can help businesses achieve organizational performance and other
customers enjoy services,thereby improving sustainable advantages of businesses. Therefore,a considerable deal of research
has been conducted to explore the underlying mechanism of customer citizenship behaviors. However, none of existing
studies to date have investigated the effect of hotel servicescape on customer citizenship behaviors. Customers stay at hotels
not just for sleeping purpose, but for the purpose of gaining wonderful experience. Accordingly, hotel servicescape, which
reflects the environmental elements of hotels, has the potential power to affect customer attitudes and behaviors. However,
few studies have focused on linking servicescape and customer citizenship behaviors. To fill the above research gaps, the
present study attempts to examine the role of servicescape in stimulating customer citizenship behaviors in the hotel context.
Specifically, on the basis of the “Stimulus—Organism—Response” framework, this study conducts a chain mediation model
where perceived value and customer engagement act as mediating variables to investigate the effects of substantive and
communicative servicescapes on two types of customer citizenship behaviors: customer feedback behavior and customer
advocacy behavior. 619 valid questionnaires were collected from hotel customers using convenience sampling approach in
Shanghai, Jinan , Guangzhou, and Xiamen, and analyzed using structural equation modeling and the bootstrapping method.
The results show that; (1) Substantive and communicative servicescapes have significant positive effects on perceived
value ; perceived value has a significant positive effect on customer advocacy behavior, but has no significant positive
influence on customer feedback behavior; (2) Substantive and communicative servicescapes significantly and positively
affect customer engagement, and customer engagement significantly and positively affects customer feedback behavior and
customer advocacy behavior; (3) The simple mediating role of perceived value in the relationships between substantive and
communicative servicescapes and customer feedback behavior and customer advocacy behavior is not significant, whereas the
simple mediating role of customer engagement in the above relationships is significant; (4) The chain mediating roles of
perceived value and customer engagement in the effects of substantive and communicative servicescapes on customer
feedback behavior and customer advocacy behavior are significant. Theoretically, this study reveals the formation mechanism
of the two types of customer citizenship behaviors from the perspective of physical and social environmental cues of hotels.
The findings enrich the current knowledge on the servicescape-driven responses by adding customer feedback behavior and
customer advocacy behavior as new responses,and also broaden the underlying mechanism of customer citizenship behaviors
by addressing the mediating roles of perceived value and customer engagement. In practice,the current study provides some
useful implications for hotel managers to promote customer engagement and customer citizenship behaviors. Specifically,
hotel managers are expected to pay attention to understanding various elements of substantive and communicative
servicescapes, and design excellent and wonderful physical surrounding elements and social environmental cues for
customers to satisfy the latter’s needs.
Key Words :servicescape ; customer citizenship behaviors ; perceived value ; customer engagement ; hotel
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