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T Ay 4 20 S R A (0 T S 5 0 B T T LA A 4 44 T 58 R 2 R
I RAT R T L S S (Lin 45,2017 " s 28 48,2020 ) o S T RN B 9 T 3728 Ak A
IR A 7 0 5, 2 U e T BT R AT SR S A 7 A R T 3 3 A LA IE 2 4k S i
BOPERBOREYE . PR, ATk B T U RO T A B SR MR H I E A A
) SCHR T, 2 X BT IR B N TS R 2 TR R WA SN N & . filn, B B
FERGE T 78 #E A 45 % (Duan 48 ,2017) 7 450 5 5 (Holley %8,2019) ) | 4H 414 Hl (7 &k,
2015) R 0 B AT (Aryee 25,2017) ' S8 dnfal S R T8 . AR, BE 2 T IR & 16 A4 7 R
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B RS A R W, B T AR B ML S R, 5 AR & HE AT SRR, I AT B 1 3R
X EH AU A M A7 BRI U8 ( Cardador A1 Pratt,2018) 7o 3552 b, v ll 3 2% BB 5 (1) A8 36 A0 4
SRR THNESE“SZAY” ., #lin, 3 EXE (Best Buy) X # ) VOCE ( Voice of the Customer
through Employee ) 5 [ 5t & 75 8 Jih 5 T F1 51 % %5 1) 22 0 FEL 30, 4k 00 1 4l A 5 A 1 (i 15 B O,
AT 7 JEL K R R 2 WS F Steve Wallin & B, [ JF %500 H LK , S5 ¥ A5 22 R ALk 8% 3 B3 T 75 e
G A A 53 AP AT B A 3R [ — 2R B3 T 3500 ~ 4000 4% 7, 3 463k [ 51 T A 75 65 O 7T S SR ST
i — 29 LAJB 5 S S 16 F 7 A T 7 38, N TS B T 1 JE S A i A 55 A0 3 . R A 8, /D KAl R
ML BT NBE /N RS 5 A B G 0 R R T A X I 1 Aol B A B R 5. AT L
Ui, 2 U0 AN BB % SR T I T — R IR By TR T R R R 15 E S E AT T () S
4 2020)

RAE ST P % G0 SRR S T Sk Al B 2 2R T o A S 5 0 T BOR (R R T
HE AR AR R S5 YK 5T S IR . S T I, AR SCRRON H SUN R ERE
B G TR FHEFEEE—BE25, Hil,C8A %% IFREITTE 2 5% 58 TAAH
FERIR R B0, A5 B 548 B 2 5 AT LA B s Il B A L = R B % 1 DG i ( Auh %
2019) ", FFARAE 5 T 47 H MR 45 F B % ( Gremler A Gwinner,2000) ' . JL4F % 4T i WF 5% 14 i K
% 5 5 TS5 3] — R (E L H RT3k B D % 2 500 B T 35 S5 A S BT Y. B R — A
F B — TUTAG — oo 5% (9 A2, BT 2 MR [ RS 5% 5 O 0 PR A 0 6 0 i 25 I i
Ve [7) 551 () T AR (B = MK A% ,2012) 1 4L 25 A 1B (Social Cognitive Theory) 6 Hi , M B
5 DR B 35 AR BN A SR S 3 PR 0 B % T R S B TR T BT o BT R 4
ik A R B I BT R A A A R R Ak IR 45 1 B T SR 4 3k, R I R DL (X1
0 2020) M M E 2RSS0 5T RS L I Al 1A B AL 2y 4R 5L T 1) 4 4
FHIATREYE . 4RI, 25 TAE SIS, R T AR R 2 RSN A S 5 5 7 R A SRR
T 11 A i

B4, 5% 2 5 2 8 2o (] R AL SR A 0 5% T 35 02 AR SCIN S, 1 35 AR R AE iy i 5
A, B AREBURTE BT S A BB S A, HLE T AR B R R RO £ S (B B A
FKIT,2012" ; Tangirala % ,2013"7)) . 35 2CAR IR B T [ 000 00 10 8 7 i, D s 36 4 T 0 75
AT OE BRATEE S (Fast 25,2014) M 0 75 5L TR AS I 87 93 55 F , B 00 e s B T
A E 36 (Chan 48 ,2010) ™) 4 R TEALUh A B 20T B 585 015 5 8 0E 10 K, R
e 2 o S A B S A R 1 P R 4 R, T I A {5 R 7 JE 25 E 4T A (Tangirala 0
Ramanujam,2008) "' . T84, 0% 5 5 5 75 225 0 51 T 40 75 2% B IR, E T 5% 060 51 T 0 S BR AR R
DRI, A% SCHE T 16 2 5 SRR I % 2 55 R B T 5 2 ) B e A PR LR . B 4T
TRy 5% 0 B3 T (A 00 S DR 22— A2 S B LRSS B 0 G 1 . R, AR SRR IR B SR
TR R e 7 11 5 R T A2 ) 45 5 KUK 0 SR ST AR SR, AT R A S KUK B T 2 AT G
AT KRS R B T R 900G TR U A A A R T s A S I A U A 2 A e
29 N\ B 455 RS B W T o SHE TR ST 5 T A 4% S % 75 P A 4% ) 25 AR 06 3 O EER , JR— Rh LAY AT
FRSE 9455 MRS (Waldman 25 ,2020) 7 SR TIT , BE A5 AH G BF 580 6 1 54T B4R 5 9 238000 1, 220
T H AT B AEAE BV . IR 4 R S 5 I T AT R A S B % R B TR R 25 9 S 5
LN AR 25 A0 56 5 BN G R A ST K 9R L SR TS AR S 1S B T S A 5 i A e B R &, ot
T HEATSEBREE 7 DR, A SCAE AR 2 A B A B R L, R R T LU 5 AR IR T A s R AT A

@  https://www. businesswire. com/news/home/20101119006057/en/Buy — Amplifies — Voice — Consumers ,
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1 g A B A M A A [ 25 B AN ) R TR AT AR S B R, B 2 5 A B fie ik 51 TR AR
WAT HEER” .

ASCHY B BRSTRRINS <28 — AR SCN B J7 2 10 1 5 T F B R LW, 5 1 6 TS R
RS N R 5T, ) 22 01 TR ¢ R DTSR 48 7o/ o 28— R SE RN S 7 U A
BFBIE 2 5 UK BT ARG, BIR T R TR AL AT AR B S G R R SR O R
T OB R B AR A B TR IR 2 50 5 T S A BE PR R T ST B A
FRIBFIEMEL

Tl SCHR IR e w52 1R X

1. 48 3 32k [ T

Ji5i % 2 5 46 AE 7 b o 45 BT T A 7 R A s R P R A 45 B S AT R A (Auh &
2019) 0 AEAE T 5y T RIBR 2% A4 0 42 A0 E B ad AR b (Li A Hsu ,2017) MY RS S5 W AW
AYERE A5 B BB 1 O AR R AT B 7 R i T E HE— 2 BT 5 15 B AT S 1 5 L R T
K, BIVIER % 3 N ) S B A A 7 AU, 1R AT 52 B B 77 B IR 25 JF % (Fang,2008) 10

TEW % 5 5 RIS b, K AT 5 B £ T 0% 2 15 060 I % J2 T B A ol J22 1 405 S 725 ik 1) 5%
R, T A5 2% 2 5 B S0 6% T RO G E R 2 0 0 R, 2 % D040 D 40 A PN B N 0 W A I i
S G , A % 2 5 2 U0 B 3 R 5 R (Bowen,2006) 0 G4 HL A R G A 7 AR 45 AR AN g
3 W2 55 12 17 19 T Bt ( Lovelock 1 Young,1979) ' 8K , 5 T 40 52 315 % 2 15 19 5 W B9 BF 52 14 S
& o R R B AR R T, BT 7 AL T 7 N A I % 2 ) R RO R O R R T L
VRO JA IR R 28R o IR T 2 30 o 1) 5% T 45 A8 2 o S5 P 0 135 R0 S s, 4R R 4 BTt A i ol A
ff (Madjar il Ortiz-Walters 2008 ) '** | i s 40 0] 5 By 51 T BS54 19 T /E 45 5 (Tha %,2019) 7,
i % 5 5 A AR HE T XU B2 EL B IR T e 64 A R AN B ( Chen 45 2015) Y IRT BT
WLEEE ST AL, HET B TH T B T T4 0 35 1, 9F MR A B9 BB 1) ( Yoo,2017) ) e dh, ti A5 BF 52
% 5 54 SO TR % EALH B (Reynolds Al Harris,2009) !

5 0 [ A 7 TR BT T AR AR RS, R BT S I B AN A2 T AT A T A 4 42 T
BT 09 A0 Y AT SR (Morrison,2011) 7 VG AE T MR A RERG B T/EEREI A LVS B P & £
M F B AT N, HI 2 T 5 5 T T AR B P % B 5 B A A TS O B X — b R R %
QAT S B T L 7RI A AR B SRR T AR BREE M L TR SRS K S B T 2 [ %
Bl % £ 2 N I BT AT A I B HE 9 4 3 7 (Rank 25 ,2007) Y R4S HETHOBESE B £
455 651 5 AR BT X ST T L SR T S 20 DB e A X By TR I % AT R A T T Y
W R W (ELAF 5 35 72 T AR B I % T R R B TR 45 B A FE DR T IR R % 5 5 0 B
TR AR R (Auh 25,2019) Y B S S5E 9 TR B A SN AL SRS 2 ) T R H
JURZ . XTI A 60 B TR, A AT S 7 2 R M 1) L U R B E T R R
SEFINZE? AR, AR SO % 2 5 058 T 35 0 06 22 S L0, DT S B0 o2 e M AR b 25
*hFE

2 HESEMRATIES

i % 5 5 KGR TS5 E A — & KT BRAE SR A PME (Kim A Yoon,2012) ™ 7 3%
BEF R AR AR 4 BT 2 A 1 L R R £ M s AN B T T GRS AT R B E e
S BT Sy ok 4 DR T 3K 15 T A R G A B I A8 8 0 2 WL %5 (Dyne 1 Lepine, 19981
Morrison 2014 ) o Vg —Fh 3240 2047, B 55 o 2 b S AR B T 4 418 R 2 T 9 7 F ( Morrison,
201177 Xu 45,2019 ) | A Sy o 9 A1 0 TR 000, T 3 ek ) B T R PR R e 0 £ B W R
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g N\ S BRS 5 B7  EIR 5 B0 T R Bk i R e, AT R TG R TRT T A A & R 25 R4
41K & (Madjar Al Ortiz-Walters ,2008 ) (22] JET s B TR AT EE S,

AR 2 IG5 T B AN AN AL T R A N A Ak T R AT R L 2
JIF VAR % 2 15 0F 1) 5% W B T g 5, AT B 2 5 00 6 A 4 4k B 4 BT (Auh 45,2019 Fang,
2008""") : (1) NI % 2 S5 f5 B4R T, — 7 i1, % 19 5 5 8@k 5 0 5 T3 F {5 5/
UK A o X2 P 280 DL 51 T HE 35 0 05 BEE A Bk U, B3 T AT U I S 5 B R R A 4L 8L 9 —
Jr T, BT 2RI A 4R A5 AT N TR, B SR A S A Y 1R B 0k — B i SV . R
T B T A7 AE 3 A5 R R 2% 5 (Joshi Al Sharma,2004) ™ Jifi 2 i 412 (1 1 ¢ T 7% 5 IR 45 119
SR 22 T4 e o T R 0 SR L 2B BUR Y 2, MR RE S 6] A T ((Garner,2009) P
(2) W% 5 5 B4 W RIT & X — 4ok B . —J7 1, 0% LLE DT & #0665 55 57 5
TN 55 (0 42 336 R0 % JRe I, 2 9 A 45 97 42 fik 5% T (9 36 45 ( Auh 48,2019 ; Gruner I Power,2017"))
0 TN UR A 5 AE O F A5 B T 4 7 AR R 2 A [z 7 5K ok [ Ak 3 ) A A B9 8% % ( Dong A0
Sivakumar,2017) “°0 4k i P g i) £ 4 8 35 0T R4 45 B B 28 7 a2 IR 5 5 ek L 3 R B A AR 5%
SRR BT A R R A R B R S — O i, R F R AR T A R T B TR T
M SRS 5% T B i) FIDRS 7 ( Loi 25,2020) 270 BFSE 36 W, 3 B A4S 1 W8 U 4 R 65 X 5L T R AR
HEAFE T (Ng il Feldman ,2012) ) 5% 1T LA FH 45 4% 54 I 1) 00K 3 4% 82 75 R VA A 16 L W Bl 1L 9F:
ITRASERE . BRI, AR SCHR A R B

H,,: %2 5% 5 T8 54 E 5,

.EEHEERMBANER

75 2 BE R Kish-Gephart 45 (2009 ) ) ¥ Y 2 o BE AL 130 412 59 A4S 1 — 3 Al Jeore At 75
AR 1) S R RN R o 2 B AR 5 A BLRKIT (2012) "k ix — S kg HEAT Y R R BT . B AL
BT K T 0 T (R T AR L P B B T AT R e S IR e T A AT O Bk R s
BT T8 AR 0 BRCE R R T OB 6 T AR S 0 R LS R (KR AR &
2015) 0 g Bt T A0 4 S ERBE  T R JB 7 B F BT A ] AT A B A R L A
W, PRI, A S AGIA IR AR R, I S T Ak 2 DA B e A S TR AT R R R K S S M
Z W AR

AR 2 RIS, 1 TR AR I AN AR 5 A LR AR B TR AN RS Kl R R R
B2 1 AR IS AN B Uk A K% 4 2] #5 (Bandura ,2011) 1 MAE DL BB, A SN K 2 5
A2 A3 5 AR DA 5 T8 % T A R A R L A — R — 2 BT TE W TR P R A 4 i
F TR BT B EDIR A B TS R B 4 BT SR A S A R B TR % X 5 TR 45 e
J3 AT RIS A (Zimmermann 25 ,2011) " ISR % A X BT HEAT B £ T IR (EL R A AT
62 5 10 3 B b X 5 T R T BRI . A YR (R T TR B (B SE
A B R FR N, 25 B3] B 44 52 ORI R R E R 11 0 i B B 45 4 P SR, e A
HRUGER A C SRS . BT EE B B [ A B 0 R 1ok NI & SR AL IR %5, O0F A B
W45 P B 9 S DR R S AL 45 AR ok 1 T S A AR 0 B, L2 5 0 1 R R R T
I BT ok IR 45 B9 5 R 4 ( Madjar AT Ortiz-Walters, 2008 ) 22 5 9K Ji % I A 2 8 35 10 3%
A OSEB B S5 05 B RE 8 (15 53 T X IR 5327 . BRI, 8 % 2 5 B k47 i i
HOMCUE A 47 IR TR S B E R BECR ., B T EBES SR, AT A
FE A 22 5] 5 2 0 U ) 5 (Sobrero A1 Roberts,2001) ™) 31 0] LIAE S B T #E47 2 3 f1 5 B 1Y 1l
AR o AP LB — 0 Y o AR TS B BT A T A B B TR A SE N A R SR AL R
TR S MRS &S E 0. B0, MR B, BT 2 B UR R F 0k [ 5K
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SEH I AN % 14 3 5 O 2R MR 55 I8 % 14 A i ( Zhang 45 ,2020) M (45 BT R T S
UM 2 20 .0 BIUR 25, O 32t A 35 P A0 K RV 4 1) B 125 18 8 0 T, DA T S o JBE 85 g % T A4 4
HEAT ARSIy AT 42 25 1 00 0 35 2 R . PRIt , AR SO A A
H,, : 3% 2 5 %8 51 T A 35 28 R I 1F 1A S
e e 2 AT TS A WA, 1 TR R T A PR AT S B e LA R R L KR BT
278 AR g A0 0 AN A TR AT g B T R R 48 B (Bandura,1999) 1 L 31 7 Ak g ROuH
AT A A T AR A A5 B B BF S8 AE S (B AR & AIBLAK T, 201215 E K BR R BE R 25,2015 )
SRR 1 B TR A OB RS A A T AL R, O LA e v M R A T AR R
04 53 TN O 0l 2 R T A S 0 L B B 4 A 25 T2 A L O R R A R K T
BEERAN . BLAb, B K P E AR B T AR T T/E LAE R MY B (Gong 4,
2009) 1 xR A E WA TR LA . S L TIR, BR S S B R BT T ARE, il T
BRI T N AT R AE B . PR, AR SCHR R S A TR R T A TR
() vf A R F A 35
s T R AR R By T8 A IE [ S
o BT AR TR I A 2 S R R TR 2 R A R
4. EEBRFSHAFER
4515 RS 23 B 0 B T6H 0 5 187 38009 A S0 Bk ( Maruping %58 ,2015) 170 4T 045 S 2 R 40 %
0 5 T FE 4% T LA S P SR R 25 R G 5 B UR SR T AL R A A S AR SRR G R
I A Bk U] $ 5 K 5 A ML R ( Maak 1 Pless,2006) ') o %45 S BEG 8B T A AL 56 T8 4
SIS SR R B T 0 ¢ RS 7 2, W 4L ZUAN F A ) 25 A OG5 4 A B 4505 KRR 114 3 0
13 (Miska 1 Mendenhall ,2018) " . A< SCik S, A b T Hofh — 76 56 2 B0 450 5 07 =X, 3t 26 20 7 4
() 55 4T 250 457 5 5 A T B B TG 2 £ R B O DR RN . LA ST R 45 3 JLAR A 75 B
S FTH DT AE ST b5 P A 5 XA 78 T [R5 50 SRR RS AT L 3 AR 4 2 B U R A SOfL s 3 R R
A FTAEL . BT LA SRR AT 7 2R S R (e A ES,2015) 0 A MBRIE SR i i
F— AP EA B E  HARYERY H TR R 41T 0 (Chiabura 45 ,2008) T RANMA FREE AT S H A
HAE PB4 T S 2 S, DU A R AR5 T S 45 S R AR BB — 3% ( Bandura, 1999) ) 455
R[] JRURS T oA B3 T X A0 07 8P A A, I A5 BT R B RIME IE R AT o ARSI, SR AR
S TR S G M MR R, EEET TR
B, 0 SR 2 (4 T AT TR AT KU IR, AT S A% A 25 A G )
S 1] By T A% 6 Y T PR % A1 2% B9 T4 N ( Miska 1 Mendenhall ,2018) ™ 5t T2 IN B % 2 5 T
2H SR T A RT3 S, TR Bt T 20 B AL 0 SHE I 4% ) 25 A G 3% R 25 19 T4 O =k, 4K T 7 A
I % 2 5 0 T BRI, 200 HHC e — A S LS R g 57 AT T AR A 8 KT A T R R
W, R, M40 R B 1 5 A 0 400 5 A T S IR AT, 4505 38 B0 o 5 20 b O 1 R 25 A G AT L X
15 5% T ALK T AR AR HE— 2 478, AT A 4L S0 38 69 I % 2 5 40 2 < T AT R 6 DT 5 Ak 75 A
(T 1
FLVC, T 75045 S R S0 3 ) 25 KR SR K U Y AT R S T 0 R R 1R O & (Haque 4
2019) ) {1458 ek 45 59 vk 2 AR IE 20 TAEPR R AAT R d i k48 S AT 5L TR 92 hE T
o i, 450 S 2 e AR IE R 4 1) B T 09 2 0 o 5 7K P 3 AT 280 1 45 5 35 7 A BB % G 2R
e T AR 2R AUR SR AL R AR B AR R R I BB SE R o Tk BT U 1] 4 LR R
) 2l 25 T0 BB A & AE R 2 0 o BT L, K399 5 16 B0 5 28 L 2 {5 B30 T L o A 135 S B I
B E T 2 B A AR B, TR R TR S W A 0. Bk, HES 5 20E R T
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AR R TR

BT, TR AL S L 4L R T OG0 R 5 T TR ER A R R4 T B TR
fe AT S5 (3OS %5,2016 ; Voegtlin 22,2020 ) o BT, 51 T 46 Ab BEFI BT 5 9 B 5h 3¢ R i, 434
HHE L E AL, XA 5 T RE s 2 M2 S AR [ 8% 7 45 BRI, O R
(9 I R I 2 < R AR R s TR BRR R B A9 4 SUSC R i R T AR S S R
o 18 0BT 15 B B ol A, KT I 2 B RS X — B AR R AL AR IR . R, B T A Ok A
A5 B A7 AT L 200 S I, 2 S 195 i b b BRI B % 1) 5 O R L B0, AT AS R T R A AR IR Y
T

IR I, A SCIA A 54 450 5 Al 5 40 0 5 BRI TR A . BT 3, 2 405 2 4 B
T A 280 455 RS B BT 5 R B A RN A X T S, BT B 0 B % S x5 T
BRI S I, T ) A5 B0 5 % S 50 T R O T AT A B I S (SO A E R
2015 ; Voegtlin 45,2020 ) . T e, A ST M, 24 51 TR B 400 F 19 54T B9 45 S KUKS I, I 2%
S 5 00 A T R T 1) S IR S R, ME— B R A R S R R A AT R A i 3 B
Wi, PRI, B A bR, AR SCHR R AR A 9 e A 28 (S R A % T v T A R A5
V% B 0 AR IR B TR

H « 54T 451 5 6 5 5 AR R % 5 5 0 B T T 6 R D TR A AR . R AT R 4
FiE e I, AR SR P A 1 AL T

H,, « 321 045 5 0F [0 98 5 0 % 2 5 00 5% T 35 AR I I 6 2R

L5 b AR SCHR AN 2 5 RS AT 455 B A R A P A R R O UG 56 T A 2 5 3
R RO B TR R, 1R

‘

1 EigEE
T 2 RN AR AR SIS
BERLA IR AR A

= BUWFSE T Beda ity 32808 5 ik

1. $ 4B Y = F0 4b 18

S TR 56 T AR 6 R A {15 35 4 A A R T AR SO o A A B e 5 A Bl A, 3R
T 24l 2018 4F 7 J1 1 8 3£ 22 4 4MIR B T T AR B4R 3 6y B 32 B i AR TR I ot (LA
B ) T A R R 52 A 0 K DR AR ) R A D L T R R ORI R T
PR S 4 R o R SC R TG — B T L R ISP s — 2 B IR — 2 ) A S B 28 0 4 T L o R [
Aol S Al 45T XU 45 R 2 RV 5 R WS B TAE R R R B KA [ R OE AE AT )
G T B R 0 3 T o % B AMIR B T A - Se S E R E S, TIA S SR T R T E
TR PR RGBS 5 AT W AR R E (Auh 25,2019 ; Fang, 2008 ") | Bif LA SCAHH T
A JELAR T 4 % B AR J T A AT 3 v oA ST 1 7 20 1 B 2 5 5 B R L O TR e 4 BT
By T4 58 1, — BO%KH] 93.75% , % T AR — B 5 A% SCHD 18] T % Al 9 5 BRI L R
YR I 2P b, IR, B T R e T R T E R S0 5 TR A 56 R vk Bk W
4 (Morrison , 2011) 7 0 BT L, A SR B3 T8 41 b T4 J8 2% B 2 U 7 45 OR A b 75 1o B AR A
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B W THCRE D ASCMURRE 25 0 T MEAR A OG5 BRI TS T 45
L MFE 1 PR,

* 1 T 2B 3 % Rt
& A B I ME ol 2 & /NE AL R & AME
RI#ZE 176 137.3 17.33 90 137 166
%% 5 176 4. 440 2.890 0 5 9
el 176 0. 450 0. 500 0 0 1
4 176 28.27 3.010 24 28 35
7 176 2.910 1.710 1 3 7
BEAIEAR 176 19. 11 3.190 14 18 27
THERE 176 91. 688 3. 566 85 91 99

BEORLARIR A3 A% A1

2. RS

AR SC S i a5 M A A 6 LA [ AR NN I L AN ) T P R B T AR R
% 2 56 HAS R, N DG # A8 i 5% T AMIR X85 A Dy 42 ) A2 g 7 A [l A AR, A
RN X (4) =2.17,p =0.7044 , B 3; FH Bl ALAN AR AY (REM) A3t AL 1 45 31 4n 5% 2
AR 1 7R o % 2 500 51 T & B IE AR T 25 (B = 1. 289,p <0. 01) , #12B4iE ] TR H,, o 1t
S AR SCHE B ANAS B A O B % 2 45 1 T B B DLHRBR PN AR PR R — 2 b A R R A A4
T B AR ST B9 A e L . AS SO YRR A v I U e i el B X 5 T R R
(5 4 AN SR BB, 2020) 1 o I B A/ eI (1 1 A 45 52 DL 3% 2 (AR 2 RIS TEY 3 T/ 5 — B B
9 ] A 25 2R R % 2 5 B Il R AR 1. 697 (p < 0. 01) i85 Rk — 20 S0HF T AR SCHY L4518

*2 AR E TR
ok B RI#ES & S5 RI#ES
B
A A 2(—M &) A3 E&)
o 15.73 5.384 21.82
o (46.33) (5.008) (46.68)
e 1.289" 1.697"
B & % E
g (0.434) (0.534)
4,648
AR
(0.271)
BHAE S0-137
(0.039)
BT E = # = 4l = #
4 MR 0. 168 — 0. 166
4 4] R? 0.785 — 0.761
Bk R 0. 240 — 0.237
X, 176 176 176

T p <0.05CX) , ™ p <0.0LCXM) , ™ p <0.001 (L) , T[]

BEORLARIR - A3 4% A1

@ BT R AR SCHE AR B ] H R AR RS SR (T D .
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3.ERIiR

AR SCE BER I Al A A 38 2 A B AR AT A J 4, O X AT A A e A BETE A B Y
JE A Hp e o 7 b 2 R 2 T AR R R 2 G T AR R A B B 2 R
THF A B IE A . JOF Hax 5 R AE N A TR AR & (18 AR 0 02 ] e TR #5761
T 2 55 19 N AR PR HOOR WAL o %8R 43 B SURE S TIE B 2 800 i S A9 e o (HU2: B 2 5 % B2 T
T B R B A AR R I . D R U S e A A AR R LT S e BT
HE IR DR S5 R TS R OC R A SOR 8 o — T8O A 1) 4 98 O — A A AR O
BB, LK% 2 5 %60 61 T8 5 B9 N AEAE FIAIL , 30— 25 19 56 25 SR A A fi Ak A 5 1

a. EARFSE  SEUER U

1. B E A AR

PG W e 8- = T N B e AL R~ = R e | e e ey N (B O K e Tl =1
HEFN,2019) 1 AR SOR B RT B B AR % AT . Al 3 A AE TR BER B A R R g
I8 KT RE AR EEAT L . IR B 5 R4 0 5 B AT B ik, SOKE B 50 G R E Sy Ak B Th
FZRL, G2 b R T A CHEHS . [WE, R 7 I B R R AR R D7 A 25, AR SCR ORI 4 o 1Y
Wi 4E J5 1 ( Podsakoff 45 ,2003) 7 il i 45 A Al 2 5 B DR, B SETE A — I BRIREE T R T A
HGE 25 B AR i & 25 M o3 5 B 60 09 8105 10 A TAE H 5, AR SCH IR EIE X 28 51 T
WSS RN G, AR EF AR A TSNS, ZEHREIEE R EEMEREEH—EM
RS, B2 AR BIA RN 271 . FEARME G g3k 3 s,

%3 # AW oA Gt
St Bl iV WE(% ) E LS % 7l i WE(% )
= 149 55 HFAUT 13 4.8
A 4 122 45 ) 4 # 36 13.3
<25 % 42 15.5 AR A 130 48.0
26 ~35 ¥ 142 52.4 ARUE 92 33.9
£ 36 ~45 ¥ 25 9.2 <5 # 85 31. 4
46 ~55 % 16 5.9 6~10 4 105 38.7
=56 % 46 17.0 IEER 11 ~15 4 42 15.5
LTHAT 108 39.9 16 ~20 4 28 10.3
B E =X F 118 43.5 =21 % 11 4.1
2 A 45 16. 6 R K 80 29.5
B A A 46 17.0 T K 82 30.3
REslL 123 45.4 AT B K 35 12.9
Al M R K
ZHRAT 88 32.5 Nl 45 16.6
H A 14 5.1 % [ 17 6.6
H 12 4.1

GORER U - A 2 B

2. ERWE

A 1 R 5 R WIS, B — 5 (9 (5 3, ELE b SCORHS T AT TI8 M LS,
g T8 O 0 5T A SILARE AR X T, A S S TR 3 L 1 0 X0 7
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A BRI S . TR RR A R L RO, N TR AR E) 2 7(AEFF &) .

(W% 25, 5% 7 Li f1 Hsu(2017) " & Fang(2008) "' BYBF 5, A SC R %28 BT T 1
[ 53 TR PO R0 e, AR MR O TE AR v, B 2 e AR OC AR B U TR AR B Y
Z 5 FH A AR TRV ] —EE " %, %5 R A5 B R 2L Cronbach’s o J& 0. 834 40 515 R 4K
p. 7 0.841,

(2) AL T o FAT A G R T Voegtlin (2011) ™ ffi A i 1A 3 . % 18 B AR SO
FET U XT T I R 45 (0 F A, AR AR TR A 0 45 R R DG L 0 A, AR SO i iR Y R 4
RO E i o AR, Fe i ST 23 78 50 75 JE T 45 2R 00 T 2% 1) 52 e ¢ 3 10
S E RS 5 B R B ok " . ST AL T 5 R BE R AL Cronbach’s o« iy 0. 940, 4 &
fRIEZR B p, 7 0.940,

(3) E 52k, 1T ALRE ORI T BERE = MR AR YT (2012) "™ R T & Wy £ & . {U%
P T Ay 4 PR A S W TR R AR T R A R RS R B R M OCTE T AF . A AR R R 1Y
{5 FE 230 Cronbach’s o 77 0. 920 , HEEE R B p, 7 0.922,

(R THEHE, B TH#E 5% Dyne fl LePine (1998) "' Burris (2012) " f i 5% , 2k 75 B35
FOARRAME Iy FR 28 * PR 01T, B 10— S figp e [ 0 5 ™ B8 i) N e ko, 3R o 2 1] 2 214
Hh— S g7 45 BER RS B R 4L Cronbach’s o Jy 0. 920, 20515 B & % p, 4 0.920,

(5) #5728 Bt o A 28 DA SCHR 19 50 (Morrison , 2011 ) ™70 AR SO DU AN A1 S8 312 78 Bt (1
S AR EDT R TR ) MR R AR R SIA L BeAh, B8R Auh %5 (2019) B BFSE A SO B 5 OE
AR 2 AR R EE A, Hd, 25 1R o =805 %, FAC R kI %
ZH5A B EAWMERR”REMWACE S G ERE "%, Kb T4 202 74 K& T
Z ey 2 5 00 L R RE IR S5 R AE . B S ) Oy TR R, AR SR R Dy 3R 2T T
JB 75 B e SRR TR R U Sk S 2 A i R AT R S T B TR A DUBE & A el O R
Iz 55 .

i IERBFSE LIRSS R 5

1. iE B F o

e AR SCHEAT I R DR T A, SR AN SR 4 BT R . R, D DR TR R A 22 00 A4 R A ()
(203) =247.458 , NFI = 0. 943, RFI = 0.935, TLI = 0. 988 , CFI = 0. 989 , SRMR = 0. 0399 , RMSEA =
0. 028 ) 349 Jig- 3o A AR Y | 330 156 B 4% 725 s 22 [i) 118 65 A 205 R 3l ok o LR, 45728 i R A A i 2 B, 4% T
AR I A T AR 3 = T 0,45, AHR Y CR A Cronbach’s o RECABH L 0.7, Hin i, it R G
U ) AR R AVE [HUBAR S F 0.5, 48R RENZER S5 in. X HAHIC R ECR AVE
(°F-J7 KR, AVE (B (177 iR K F %48 i 5 A AR G i AH OC R 8k, X ud i, &8 & B R AP IX

SR
* 4 Bo i M B T AT B
B A X df | ¥*/df | NFI | RFI | TLI | CFI | SRMR | RMSEA
W F (CP.RL.VE EV) 247.458 | 203 | 1.219 | 0.943 | 0.935 | 0.988 | 0.989 | 0.040 | 0.028
ZHATF(CP+RL.VE EV) 785.669 | 206 | 3.814 | 0.818 | 0.796 | 0.841 | 0.858 | 0.169 | 0.102
= H® F(CP.RL+VE EV) 1412.860 | 206 | 6.859 | 0.673 | 0.633 | 0.669 | 0.705 | 0.154 | 0.147
= W F(CP.RL.VE +EV) 1132.397 | 206 | 5.497 | 0.738 | 0.706 | 0.746 | 0.733 | 0.131 | 0.129

185



BHMN,NEY EZRIRTRE:-MESSXRIESEZMW

4% 4
A 4 A X df | ¥'/df | NFI | RFI TLI CFI | SRMR | RMSEA
# & F(CP +RL.VE + EV) 1642.113 | 208 | 7.895 | 0.620 | 0.578 | 0.610 | 0.649 | 0.205 | 0.160
# B F (CP + VE .RL + EV) 1803.328 | 208 | 8.670 | 0.582 | 0.536 | 0.567 | 0.610 | 0.182 | 0.169

BHF(CP+RL+VE+EV) 2589.139 | 209 |12.388| 0.401 | 0.339 | 0.356 | 0.418 | 0.198 | 0.205

5 & AR — — <3 >0.9| >0.9| >0.9| >0.9 | <0.05| <0.08

PN =2715CP REIIE S 5, RL ST T, VE A A, BV (-3 5T AR 35, F I s A% SO 45 74 143 0
LU PR 401 4 2SR

K U < 2

2. HEAERERE

ARSCR IV JLA 7 iz ) @, 55— ORI S R RS . 45 R BoR, 5 — A o
B 22.68% ,iE/NTF 50% o B T AR OC RBGE . RS A, & TR A OC R EI AR
F 0.5, 5=, 4 Podsakoff % (2003 ) 77" fy WL, B R TR RSB R B 4, DU IR T 00 R A L
U AR S DY B A I B — iR T R k. RHAR T U PR AR R gk e [ AR TR 1) UL 4 5
By (182) =195.449  NFI =0.955, RFI = 0.943, TLI = 0.996, CFI = 0.997 , SRUR = 0.0399
RMSEA =0.017) . Pt %5y SRMR F1 RMSEA {325 5/ F 0. 01, CFI #1 TLI {25 S5 /0 T 0. 02, 5
il 2 [ T v O 22 (B B IE oA & U0 TR A o 20 L, 7E IR UL R I i A b, A Sk — 25 R X
PR AS TR AT LR O AR 2 R I, AR SR T BR AR SR Y g A S AR AR S E AR
FH 5 B 78 i RS 28 7 O T S 0 IR ) M M bR 25 8 . AR 1 PP R S (2020) 1 B G 5 48
TR AR SCOR I FEMERCRL R J7 O 307. 220 (df =271) , f2 M BEBY A9 K 5 2 307. 216 (df =270) , 3%
225 MH N 0.004(Adf=1) HARRE (p=0.950) . £ I, Iefm] Jr i 0 22 7] 200

3. MRSt

RSHI T EEBRNMHERE EMRAEZE . NSRS halfd g S 5mE 5368 (r =
0.434,p <0.01) FIEEFATH (r=0.497,p <0.01 ) #B & 2 1EAHOC; 2 F AURR IR A E F 17 M B F IE
I (r=0.386,p <0.01) & IEA X, XA LA RIS UE SR AL T 58 al . JEAh MR8 Tsui 5
(1995) "1 g W 457, 748 gk 22 1) R SR K SF- 85 T 0. 75, T 2 ) 22 i bR e 1) O™ o, AR S0 R R
I A 2 d R PR ()

*5 KB AR R AR 3 M St
% E 1 2 3 4 5 6 7 8 9 10
1A —
2. £ -0.062| —
.HERE -0.069| -0.042| —
4. THEER 0.116 [0.167"|-0.178"| —

5. 25 ERA 0.077 | 0.039 | -0.031| 0.033 —

6. & F 1 —-0.068| 00.059 | 0.097 | -0.020| 0.063 —
T.ME 55 -0.080| 0.109 |0.181"| 0.018 |0.161| 0.032 | 0.759
8. HHEA Y -0.046| -0.069| 0.070 | -0.093| 0.036 | -0.103| 0.086 | 0.871
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4% 5

X E 1 2 3 4 5 6 7 8 9 10
9. B E AR -0.038| 0.045 | 0.080 | —0.048| 0.077 |0.161|0.434™]0.129" | 0.794
10 R T#% -0.102| 0.081 [0.122" | =0.046|0.183"|0.176" | 0.497 " | -0.026 | 0.386°"| 0.811
T 0.450 | 2.565 | 3.111 | 2.170 | 3.893 | 4.303 | 4.512 | 3.720 | 4.259 | 4.568
Aok 0.498 | 1.303 | 0.809 | 1.106 | 1.138 | 1.372 | 1.328 | 1.512 | 1.334 1.215

VI« HE R DR G FOBCME FE IR R < S B AVE (0T 7 AR A % AR 2% 1

VR IR A A3

4. BiIZEHIE

(1) 200 A A 8O0 K 9 o AR SCHY RN A 50 Qi3 6 it , ZE# 1 0S N H G 2 AR
Lz g 2 H5IEXLZ G, B, AT EROV AR R 5 TS Ay R TR AL 1 im AT
S AERE BE R TARER A S S 5 E AR P AR AR 2 AER AL 1 R
ATEZS5E LR, SR, MES 5B D% mdEE (B =0.428,p <0.001) , ik
H, A3E . HR ZERLTY 6 | il % 2 5 5% 8 35 4% e S ) IF ) 52 ) b 2 (B = 0.437,p <0.001) , fRiX%
H, f39E, 7ERLRL 3 v 8 5 A0 B IR 52 T8 35 A 1E 1) %2 i 2 2% (B =0.315,p <0.001) , &% H, 13
UE o 4K, 7E B3R = AT IR 0 4 N BB B S5 R AR SCAR S AT v A B0 0 F Rk 5 . FE
BARL4 T DR TR EERNNZRE KBS S5 MESAREENAZTENA,BESE (B =
0.354,p <0.001) FIE FHAER (B =0. 168 ,p <0.01) Xf 51 T F W IE M EW B R E, 4545 EX=
PR A3 BT 45 2R, P HE B S AR IRAE A 2 S TS R RS TS TR AE
#E—25, 3R 6 1 R 2384 R T I H Bootstrap K 56 (9 45 5, 3R 6 AT 15 8 5 A B A L% 2 5 H
BT T R R AR R4 T A S8ONE (A RO A X TR BN A B O, HL AR a0 DR AR o 1
RN AMRIRAEAE) o 25 b Rk H, 1533E
% 6 B39 A7 2 R

RIf® HE R R

A | BA2 | BA3 | A4 | BEES | A6 | EAT BA S
2.7847 | 1.705"" | 1.827" 1.3807 | 3.036™ | 1.9327 | 7.448"" 6.367

Jt
e
W\m

CE &l
(0.477) | (0.440) | (0.473) | (0.444) | (0.537) | (0.508) | (0.763) | (1.226)
0.428 0.354 0.437 " | -0.767*"| -0.770 "
B E S5
(0.050) (0.054) (0.057) | (0.133) | (0.133)
_ 0.315™ | 0.168™
EA &
(0.051) | (0.053)
-1.417"7 -1.121°"
FHEAFR

(0.162) | (0.314)

0.319™ | 0.321™
(0.033) (0.037)

M E %55 x FEAHR

-0.474
Incdf_RL
(0.382)
BEHRE # # # # # # 4l #
R? 0. 088 0.289 0.203 0.316 0.039 0.213 0.429 0.433
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5k 6
‘ RI#EE BE R
S =
A HEEL2 A3 HE 4 HALS A6 HEALT HEAL 8
iE & R 0. 067 0.270 0. 182 0.295 0.017 0.192 0.410 0.412
F# 4,23 15.25™ | 9.56"" 15.107 .77 10. 187 | 21.82™ —
# /% 2 By Bootstrap 4~ #f
ML AE IR 95% B X TR |95% &z X i ER
HEXRN 0.354 0. 054 0.248 0. 460
& 4 2% N 0.074 0. 027 0. 025 0. 130

P s Inedf_RL % % 5 £ 0091 5 9 S BU4M 1 5659 00 TF 25 BR M U 8 1 (5 55 4 J2 Bootstrap i e 1%
BEREA L 4 e

(2) TR RS AT T B A O R B o AN SCR T2 G 1R O v5 B ik BR800 . sk 6 i
AN, BRI ASER AR R (B S) s kMR T AR Z 5 SHE R ST Koo AR s I, 45
BRI S 5 E S R U B (B = -0.767,p <0.001) [ TFAT 4T X £ 5 Ak
IR B B3 (B = - 1.417,p <0.001) |5 % 2 15 F1 57 AF B 400 v O AL i B 28 FLI000) 2 55
RAEIEA B RYIE R 20 (B =0.319,p <0.001) , 15d B 57 AT B 9 5 X JB %5 2 15 70 4t 57 28 g J ) 3
TR 0 IE s Hy 450k RIS, Al 405 J7 3CnT B8 23 32 Wi B 2% 2 15 00 3 35 Z0CRE IR B2 T
Ay R ) L, AR SCREAE Park Il Gupta (2012) Y $2 1 9 07 ik . ZEREHL 8 AT SR AT LA
iy R A B AU 10 E S R BUE S L UK 2 5 A ST AT BL S 19 58 B AR W 3 (B =0.321,p <
0.001) , 3k id B &5 R R f

N T WM 5 AT RS B IR AR I o AR SR S X T AT Y A A BN e — AR v 22
FEREA S Sy o T AT B 400 T ARG 53 A AL Q5T 2, 4 T AR 4 45 SR 2 1R 1 ST AT AL X R S S R A
FORRIEROC R AP VE AR I . W 2 Ze B B R AR B AT S s AL I 2 S AL
RSB BB T, I 52 AR B AT /K P 28, % 2 50w A Be i ME T 3 4 o R SCRLSEAE R4 5
(Y LB AT U], Y T B G K BRI B 2 5 A AR I R I AL AR B3 (B =
0. 116,NS) ; 24 5 AT B 40 5 /K F B I, B0 2 55 0 28 35 R0RE S B9 IE 1] 82 W B9k (B = 0. 794, p <
0.001) ,SUEST K56 758 i 7= ¥ 41h il % 2 519 [ R4 7 83 (Y (1) =70.53,p <0.001 ],
2, O TR AT TR AT 9 R R IR KT 22 57 ) R, AR SCREAE Hayes FI Matthes (2009) ' (1 g
B, FIHT Johnson-Neyman 32 , 22 7 9815 00 B9 VR T J-N &0 ANl 2 A5 23820 B, 52 A%: 2 4 5
TR 2 PR 22 S (E O 2. 768, B STAL AU ST i T2k P ik, % 2 5 00 it 5 eI A T I A
BEREW, 5L, Bl ey it — e W R s Hy, 8067 .

P20 AR SCR S X BRI H, BEAT RS . J7 9k b, AR SCR AT Bootstrapping #8947 15 H A RN
K46 9 R B AL o Process 22 F2 N A Index 5 45 Xt A7 0 37 49 b A 3% B 98 47 46 86, AR 3038 H
Process iz 5 1 545 21 I8 5 78 S5 43 331 S AR AR | e (BRI v 80 R 09 1) 5 2800, O 4 ) A AR R B AR R
FIAC KESRUNZE T FioR o HITE RSV B i, B 2 5 Tl 5 S e o i AT
A T 52 BB A 0. 150, e 95% AR X [E] 4y [ 0. 054,0. 253 1, A AL 0, B W 53 AT B 45 5 K - 5
W % 2 5 00 5 e BN AT O A A ] R A s ] B AT AR 7 BT AR A 4B K PR
H % 2 S RCRE O S AT O AR W AL AN R 3 . B AT L A KR B A I
Thims T BRI A% 1A 28 N R (- 0.03350.0750. 150) o 5350, K T 94738 7
AR, DEAT Y A 0 B % 2 5 R ) 51 TR [ 42 5 A A7 E A VR A K RE F8 A 0. 054, 95% B AR
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X 7 [0. 009,0. 020, K45 0. LI, 7 9145 1 o A0 28000 535, 45 & B L, 2 o7 10 4R 0 1%
H, .

6r 2or RL=2.768
“ 95% CI |-

sk [DUERREA

- 95% CI FF

41 — — o
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& 3|
fig
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L o—e T

——o TOTAL S
. . -lof
0 1% = 1.0 2.0 3.0 4.0 5.0 6.0 7.0
%55 TOTAI4IS: (RL)
BAHIERRER
ORI A R
* 7 AR R A SR A B
T P ] AR s o
K E ‘ } 95% Efz | 95% B f= ; 95% B1fZ |95% B 1=
AR E R AE AR R . N MNAE | AR R X .
X e TR | KB R X B TR | X R
. FAE A4 &K -0.033 0.015 -0. 0064 -0.006
" FHEALS S H 0.075 0. 026 0. 027 0.129 0. 054 0.018 0. 009 0. 020
e R
FHEASEE 0.150 0.051 0. 054 0.253

VRO - 1 4 B 1
N DRSS RS R

1. EE4i
M 7tk B AR SN BAS AR SO AT HE AR AR ISR R TE A R 40 AR i, TR AR
T % 2 5 ar LA KAl i s e 51 T IR A T AR R TR AT B S i 2R B AR T R
A SO RS 24 ) L T AR 4 (= 80l ) A0 — T 98 BB AT SC UG B, pE TS R B, R 2 5
TE [ 52 53 T, i EL A o A R R T A R AR B T . R, SR AL AR 2
1E ] 5% A AR R AR T TR B AT PR E T . M SR B S KO 4R s L B S 5 0 AR IR I
Tia) 5% WA K 23 38 8 17T 22 D7 AT LS S A AR i % 2 5 EE E S ) A S AR . X — R
i % 2 5 5] &8 AR B L T — AN A B S 5 0 S Rk R A R A AR T4
JE A5 AT LRI — 2 7KOF B T AR A0 KU . ST SR — 20 BT, T AR T A R X 2 Y G
o AR B T T A A T A L A B O OE T YE R . Y DA B A R K O = e
B IE FEE A A S R I X PR ARG R NE S il A T
RURE SR A R R R T I R R
2. BT
A SCA [FRE R AR LU LB G (1) AR % 2 54X i T# 17 h B A B F
fR) 1 ) 5 e, 7T L AT 36 ek 1 5 O A AR R, I AR HE L TR F AT . B BT A A R
B 51 T 25 2 B AN E 52, 1 fifk QnAef A7 20T e F AP RIS (1 5 AE G & L #8025 24l
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7 il 1 I 45 1 T R A2 386 3ot Bt b ok L B0 R B T g A BB A TR R L O L A Ml A A B
% 18 SR JUIE 214 15 G 3 % 5 15 1) U A i R, B R % L B RS R TR IR A1, 9T ik AT
BLLF 4 520, AR B T 8 5 AR JRR T B, 5 B2 I 25 Y 0 % R T A AT A
B, LLZE L AN % S S B, (2) W LA A RF S — B (B4 = ARk IT ,2012) 170 A
SCA e B AR A B B TR R R T AR L dR I, Al A BN B AT AR S R T A o
S Ok R B T TR PR B A AR, A, 7E TR B L A b A R R
RIS 10 B T K L A T B A AT AR T AT, ik 2 5 B el 0 X R T A B A
X AR A B TR BT B R ISR TR N R R (3) AR SCHSE ARk W, 3
AR TR0 45 9 06 i 2 5 53 3o s 5 0k R T B ) B T T AT M A A BLR A T PR O £
T % S5 % T ALRE R B R R . TR B ARG R (T LB R R R B9 T/EAT S (Haque 45,
2019) 20, 3 HLA FI T ol 60 35 B B 7 1A () 45 07 ) 45 A0 06 3 B ST B R AR B MR R B E R L
T S B 22 07 B L B R o SR T, 2 750 4505 XU A1 2 5% R B3 T G0 4T 7 R AR AT Ml 0 45 1 25 A G
e, WTT HE 3 BT AR AT o Al AE ek B 1 2 BRI, 403 R 2% 1 R R N B A K i
SIS T L 2 £ 4505 A, 5% 0 v SR AT A

HERRERE

AR SCH R RN R - (1) B SRF, A SC R SR 358 P SR ) — T 50 A — T 5080 45 4 11 sk ok 4
BRI TS H ORI R AR e LA B R S A, U R TR R A
B o e F 5 T 2 1R FH 2 6 B 22 S0 U L 0 208 B 10 S0 S A £ T AR BB, S 7 5 i i A A% 2 Ji]
BB TR IR R, (2) EHRIIE S 50 1l 5 2R i R & EmE, 4 5
PEHUT T AT T8 40 3 — 40 G RS I 7 — S AR R T N AR IR BRR TR AT R4S T LS A
A5 AR S AL LB T, 0 Tk BB 5 R0 By TR A B TR R EL R SRR A T B TR AR e At
ST () 471G KRS 2 75 1T LU 5 B % 5 5 %0 5 TN B B AT MR R . (3) AR SCTEHR I I % 5 5 %
BT T B S AL I £ 7 AR S — B W B AR R HEAT T R E T A T S R A X —
SR AL PR B 2 T AR o TE R RBIFSE oh AT LV R A 2 5 R0 B T T 56 & i A
AR HE— Y AT T B R M BT I8 B AT A L R AR LR 9 T A
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Hearing the Customer Through Employee .

The Impact of Customer Participation on Voice

GAO Wei-he,LIU De-wen
(College of Business,Shanghai University of Finance and Economics,Shanghai, 200433, China)

Abstract: Voice is of great value to employees” work performance, self-realization,and even more valuable to organizational
harmony, change, and innovation, but its cultivation mechanism is mainly concentrated on the internal level of the
organization such as leadership, colleagues and employee characteristics,and empirical research on the external level of the
organization is relatively scarce. Especially scholars ignore the important role the customer plays in shaping employees’ voice
behavior. Voice behavior is a process of information collection, pre-evaluation, and decision making. Employees will form
ideas about possible solutions to problems according to problem scenarios and their knowledge, working experience, and
skills. Social cognition theory holds that individual cognition and behavior are affected by external environmental factors and
customers are undoubtedly the important factor that affects employees’ cognition and behavior. Employees receive information
provided by customers in the process of contact with them constantly. For example, customers will fully express their opinions
on products or services to employees. In other words, customer participation will give employees enough opportunities to
identify organizational problems and improve the possibility of employees voice. To explore the influence relationship and
internal mechanism of customer participation on employee voice, based on social cognition theory, this paper constructs a
model of the influence process of customer participation on employees’ voice and takes the voice efficacy as the mediating
variable and responsible leadership as the moderator variable.

An empirical test is conducted on 176 weekly work reports ( second-hand data) of a large power equipment company in
China and 271 survey samples ( first-hand data) from employees of high-tech enterprises. The results show that: (1)
customer participation has a significant positive effect on employee voice; (2) voice efficacy plays a mediating role in the
relationship between customer participation and employee voice; (3) responsible leadership moderates the relationship
between customer participation and voice efficacy. The higher the level of responsible leadership is,the stronger the positive
effect of customer participation on voice efficacy is; (4) responsible leadership also moderates the intermediary between
voice efficacy and customer participation. As a result, the stronger the responsible leadership is ,the bigger the indirect
impact of customer participation on employee voice through the intermediary of employee voice efficacy is,and vice versa. In
consideration of the possible endogeneity,in the pre-study of secondary data,this paper uses the work schedule of last week
and the maximum temperature of this week as instrumental variables of customer participation. In the primary data study, this
paper uses the copula method to control for the confounding effects of other leadership styles within the organization. After
these steps,the result of this paper remains robust.

This paper has several contributions: First, this paper proposes the inducing mechanism of voice from the customer side
for the first time,which enriches the research on the driving factors of employee voice behavior at the customer level and
provides a new perspective for the follow-up research on the relationship between employees and customers. Second, to
include responsible leadership in the research model, this paper expounds that the cognitive mechanism of employees can
bridge the relationship between customer participation and voice,and explains the moderate role that responsible leadership

y

plays,which helps to reveal “the theory’s black box” of customer participation on employees and expands the research
framework of responsible leadership. Third,in terms of methods, this paper also tries to use secondary data and primary data
to verify the corresponding research problems,which provides a useful reference for future research.
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