SRR BISAY-3

Hi
i3
#e
>
L
iz
H

Press

Science

SF & 5 W AR 4t

Economic

P77
Z

(&



@%iﬁ*ﬂiﬂjﬁ&ﬁ

Economic Bcience Press




EREMME (CIP) i

FEEEWMEHEENR / TE, 2SS . 8%
B Bkt , 2008. 11

(h EBEHATE R

ISBN 978 —7 —5058 —=7631 -6

I. A . Ee WM. ZHEE - EILRS - RS RE -
R -E V. F724.2

Hh [ A [ 43 6F CIP By (2008) 57 164247 5

ARG & M OB W
THUERR . FRACHS
Bt UM
PR it . HKE

FESEMEREERR
S Sl I e G
LURE AR . RAT  BHEBIE 28
Fhhk: JEETHTIEVE X B 28 5 R4 : 100142
MY g, 88191217 KATHHLIE. 88191540
ZoPFHIE S O LTS . 88191435 88191450
%41k . www. esp. com. cn
L F 1R {4 : esp@ esp. com. cn
dbat b BLE R A RS B ERRI T ERE
787 x1092 16 FF 18.5 Ejk 310000 5
2008 4E 11 A% 1 fii 2008 4F 11 A4 1 YRENRI
ISBN 978 —7 —5058 - 7631 —6/F - 6882 %E4fr: 38.00 JC
(EBHBMENFE R E, FitHaFmiAR)
(RRALERE  BEN4AER)



2

i

REZHFAREFKEEZTTI0OEWREERE,
ENFHHEE, YEFEEVAATEANEL, B
RN ERAN KRR REREK PFEABLI TR, HHEF
XREWHMBAIFTHORE, EREEE LS9
N, FREEXALH RN, FELELEAHTL,
EREWBCEENTRRE, FHEE, BNRELE
EHENETF, #FMEN R BAET IR EMN 5B
EwE, B, THRMQNMTEZEREREN T W E
F, RUFARABEGENY EEAEFRAZE XA
ZEWER, UERFIZEL VM EAEALXIN, st EHE
HRE, W, BEAFEFEEXRFEEER R T
NEFEEEET, EREE. RRT W FERES L L
EAFRITE, N2005 FRABREEZEVNFEHE
ERREFT 2EHHNAZRAER,

EMFAERERTEME MBI EA L, KN
HET “FEEEARWERS” 2=— (FEEE
BE#REEFRR) XRU (FEEEVXEN#
(1981 ~2005)) Fe { FEZEEHAF) 25, HHEH
X—ANBmFHFRRR, XRBRWANECEZE LT L%
BRELIEARNEZRAEL, PEEE Lk EE WP
oMk, KAZARBTHEREE L IELH. AH
BREEBEFEE SEN . KB R e £ EFE#

RESEA ., AB#M LY ERERER LTS

&ﬁ%ié‘%o



% %71

PEHSEMSAREHAR

o

BHEARNERENR: RAMTFR-—FEELTENEE L
EFHEENEBXZMPEFRRBRRENESNER, RAFRANEXRM
RAMNKEETEZE L AWHEREERAHAATLEFE, #TT
HERELHESLAY, RETEEELVWARE. BEHRELR
NHBHAEERNRATINN—FF R, ANSLRTAAES
B —FMERETE, CREANERETLEFETRBERLGHET X,
ABE#REENAEANEEEC LW ELAY, TURENTHR
HEEALENNEERAMBREAT, #TAEELLHEAK
MEERME, HRTHEE N FRBEEARERBERK S

KRMNKAEREFEZELWER, REMATEETRWN
BERTERBARE, P EEE LR R BT A T,

KEXFEFERFRF SR
TEREHAT S 24
% @4

2008 4 10 A



M 1978 ~2008 £, PEKEREELEITT 30 £ /F %,
A0 FHHEE, RENETELHERATREHNLE,
FEVGET THRBHMWEN, EX304£H, REZELN
TEARENR, EXATEANKENE, FAHKR. £
YEHR, TRTHHEMERXEZHLE T RN E 4,

F—AHrE: 1978 ~1990 £, AXAMHE, BAEEL L
BERMA, HANERFAFTEL N, BREEMELEE
HEEWEEVARR, HRNLFEREHEKBLE, 25
HaBERATHERS, HRELRAASWEELM, U, &
ENAMBREEELLAT—A “2F” THhE, €L LHE
WEETHA,

FoAM B 1991 ~2000 £, EXAMNE, SHFAHF
AFBBRRE-WEAERFTAHER, SHEELAHRRF
BHRRE-—WEREREREVIHR, EYULERVRBERE
ROV SR, THEN—HEE I EFLBRREF TR, &
RN UERERBREEMALE, EXANNBREEELEF#
N CRFT R EHT THMEL, EESVENESLF
HRBBARRK,

FAME: 2001 £3| A, AXANE, THERTH
BRABNERHE, EANAREHEELVAEY %, BFE
BEXOTBBERANTE T, ALV E (WABEKLA
W) RETAENML, ZELLENELETBREHA, R
EWEEWVERT —MNEBIHEW “EF” W,

EARNFENY, FEALZ AN ELLBERE, »7
RETHENTELHY, ZELOVFRESHYBEHEFRE, L E
BAOTREEHE, REFELREEEL VY DAHELE S E



ECANET PETENSREEHR

Wro U B R K R 0 S A A ik, BE#ENTEELLRAETH
ﬁ%%%%%%i%ﬁ%woéﬁ#%%%F,%&k%%ﬁ%ﬂ%%*@i
EFZ R (CRRC) #| A 2005 ~ 2007 FZ AW, HABGAMEET, A
ﬂ%%%ﬂﬁ\kﬂﬁﬁﬁﬁ\kﬁ%ﬁﬁ%w¢ﬂ§%@%ﬁ%ﬁﬁ7%k
éﬁ%@%w%ﬁﬁoi#ﬁ%%%ﬁ&ﬁﬁ#%%ﬂ%ﬁ%oﬁ#ﬁ%ﬁﬁ
%E%:~fﬁ,M%ﬁ%ﬁ&ﬁi%@%%%&ﬁﬁ%%ﬁ%,@%Eﬁ%
ﬁﬁ\ﬁﬂ%%i\~ﬂﬂ@%%ﬁ;ﬁ—ﬁﬁ,M%&%ﬁ&ﬁi%ﬁﬂ@
z%%%ﬁﬁﬁﬂ%ﬁﬁ&i%%%,%%ﬁ&%%ﬁ%%&%o
%&k#%ﬁ%ﬁ#%*ﬂi%ﬁ%#@ﬁ&iux,§$M“¢E$
%ﬁ%m%%ﬂ”%%ﬁiﬁﬁ%ﬁ%om%$$ﬁ7%—i%ﬁ<¢@i
%ﬂﬁﬁﬁﬁ%2%7&&%7%:¢%¢<¢E%%%@@%>,%&<¢
E%%M%%%&ﬂ%>%ﬁ%ﬂ%%zx%ﬁomz%%&ﬁ%%%XE
%ﬁ%i%ﬁﬂ?ﬁmgﬁsaﬁﬁwﬁm;%%%%ﬁﬂ&ﬁﬁ%ﬁﬁ,%
%mz%%&&m%&%&,ﬁm%%ﬁﬂ%ﬁﬂ%ﬁ;%i%ﬁﬂﬁﬁ¢ﬁ
ﬂﬁ%&m@ﬁ%%%%%%%%&&%,ﬁ#%&%mu&ﬁﬁ%%;ﬁ%
i%%i%%iﬁ%%o%%,@@%%&&%ﬁﬂ%—ﬁi%%%ﬂ%ﬁ,
ﬁﬁ%ﬁ%?%¥MHﬁﬂﬁ%%F%ﬁ&ﬁﬁﬂ%&%k&iﬁikﬁxo



WE_E MitsERE

B2 OIBIPHELR (9)
2.1 JRETEEEERIMER  oeervereereemesiesimonmnnniiians (9)
2.2 JRAEFEEEERMEER o (9)
2.3 JRE—HBE—BIEEHIL oo (16)

BIE BFRIBIT oo (23)
3.1 MBEBEFEHTFRFABLIT oo (23)
3.2 PEBFREASTETE  cooererrrerrrrremnern (27)
3.3 BEBIFMEE TR EEERLE oo (63)

BAE IHE i (69)
4.1 BHRAOARHE  cooeerene (69)
479 BRI IR+ ovvovvenoine RIS o e Mo (70)

CETE ANEAETEEREESIEAN

B5E 2005 FRBGABHBEHEESSIES - (75)
5.1 JREBEEIEZE (75)



x| [s] PETEMDHREH?

i 7
5.2 Uﬂ“é*ﬁ’ﬁ‘ﬁﬁ ................................................ (77 )
5.3 BRBEEAOBHEIAGELEE  -oorveererenscersseenrsismnaases (82)
6 E 2007 KRS A I A 2 7 B SCE
SIRIT o ovardiinessscinn o BAMARe o shltwo s s somsms susasssnsssmsns (89)
6.1 EBGBEEBEE oocvovomrmrenmnirimminesinoneon, (89)
6.2 @Ui‘ﬁﬁiﬁﬁ ................................................ (91)
6.3 %kﬂ%ﬁiﬁfﬁl‘ﬂﬁﬁthﬁ ................................. (95)
BTE 2005 52007 EAREABHEE
MBIR T - csvscrsrarosinons s A iRes s el B (102)
7.1 BIEBBEEHEZEILEE -overrerernnnininiiicinnnnn. (102)
7.2 JUBIBIRFIEEILEE  -coovvevrerrreiciriiinirnneninirneenninns (106)
7.3 FRBLEEHT 2005 4F5 2007 FALH AR oo (112)

WRNE KME VR ST A
B8 E 2006 4R T 1% R I K R

i 7T SRR A e s e oo S (121)

8.1 BIBWEBEMEE - vvvveeremiriiiinneeeriiiiseneeens (121)

8.2 L BIIRER A . - A T A B i+ vk e s e (123)

8.3 BREVETIRRIEMEIBIHEE  «occreoreraeisossaressensonnss (130)
FOE 2007 EAREREEBEHEE

BETETPRT. -+ rocrorsmonanonsdinbioaiios i St s B 0 (137)

Q1. BTN HEBRIBEEE . osonvsoos oo sbetiissndionsspamsnssons (137)

0.2 PUBEHRBRATII - . =20 cnms 50 wvsnnianpissiagdnmosiis e sbinemenssos (139)

9.3 %iﬁ!ﬁﬁﬁ%lﬁ]ﬂ@thﬁ ................................. (145)
F10F 2006 45 5 2007 &£ AR EH KR E

FREBEBEIE e, (152)

10: 1 @E?ﬁ%ﬂﬁ%ﬂﬂlﬂ?%ﬁ‘ ................................. (152)

10.2 {Mﬁ%’ﬁ‘ﬁfﬁttﬁ .......................................... (156)



EX #71]
= o LR
10.3 & REVH BLRE 2006 4.5 2007 AR LA LA -o-o (162)
HEIR ARXHETUEMERERXIEAMN

BILE 2005 £ ABR BT AJEBEHEE

BERE AP BT - cocevererennmenciniuioniuniininnineininsnnscnens (173)

11.1 R E MR ZE oo, (173)

11.2  JUEFEFRAFHT coovereererermiiiinns (175)

11.3 B RBIFHEENJEAIELEE oooveereerariiii, (181)
HF12F 2007 FRBFEEWEBEHEE

BEHE APHIT - ocoveees s erannssscsansensnsnsoassransonsasnsones (188)

12. 1 R IR ooooovrcvsevmmmnmaioivisssisenssernes (188)

12.2  JMEFEFRITHT corvreerererrernrniiiiiiiiiieiens (190)

12.3 B RAEIFHEVWJERIELEE coceeeeevirniiiiiiiiii.. (196)

HI13FE 2005 452007 FRBIFREFAJE

PR EEEREE - i, (203)

133 @ﬁg?ﬁﬁg%"ﬁ”ﬂ?thﬁ ................................. (203)

13.2  JHEFEFRPAE LI oeveerrerecrriiiiiiiiiiiiiiiiiininnnnn, (207)
13.3  HREZHFJE 2005 45 2007 4£284k

E"Jl:[iﬁ ......................................................... (212)

WEAR AMBNTUEEEREEXIAN

$14 3 2005 SERBEM L ALERE %S E

R R P e SR R (223)

14.1 JHEWEERY M PRI 2 woveveeneneneniiiiiiiiiieieans (223)

4.2 BRI RE T i sesniseiiancsornon ssnnaislsdinississainis (225)

14.3 B ABRIBMEWIERIHLEE «ooccoveeerrrmmmmnmrnnnnnnnnn (231)



[#% #71]

e RS ]
prapey TESEMZHREEAR

BISE 2007 F£RBEM L EBEHEE

Q“;ﬂﬁﬁ ................................................... (234)
15. 1 @ig?ﬁ%g%ﬂ@[g% ....................................... (234)
15.2 Uﬂ"ﬁ-%h‘;ﬁm ................................................ (236)
15.3 B RBBM BV JERTELEL «oovverrrrreerersermniinnnieenn (242)

16 T 2005 45 2007 4 KR £k

B AR o ccaineinassnnriyiisesonsssonnon (244)
16: 1 REHEEEWBEREEE bl il (244)
16.2 MEHEHR AR Bl s samae s s e s aasiie s eimies aaigts b (248)

16.3  FRAFEM LIV IE 2005 45 2007 £ (LI LLEE - (254)

TR BARSG

BITE BHREGE e, (259)
1750 gggﬂﬁ@ﬁg%%—g@}ﬁé% ........................ (259)
17.2 B[] B R BE R LA EEE +ooovveeeeeen (266)
17.3 B AR B R R R RIUKFE A oo (269)
B coe oo at bR RS SR RSE, P e S e (273)

M1 SR . SRA %S AR Al 6
TUB TS ooovverrnerrrriiniiniii et (273)
M2 ERAEEREBEEEREEE - rrreerrerimnnanneennnnnn, (276)
JEIR  covvesacesnnnssecsnonusns vansssnsnsimegssnansnnssnnsssssssssanssessasennonsonnens (279)



Chapter 1

| Table of Contents v

e S

-

art One Introduction

Introduction

[l Part Two Theory and Methods

Chapter 2 The Theoretical Framework

2.1 The Concept of Customer Satisfaction +«+++eseeserrseseieriieninerennns (9)
2.2 The Measurement Model of Customer Satisfaction «es+sseeeseeeenese (14291
2.3 The Quality-Satisfaction-Loyalty Chain Theory «+++seeerenceeennn. (16)
Chapter 3 The Research Design
3.1 The Development and Design of the Measurement
INSITUMENE | . o2 2is 010 siossiassioississiosisissidiaisisis s sc AU Enaios o B beie’s ool siominia dlasials ( 23 )
3.2 The Design of Survey Samples «+++++++eeeeesessssrunrarrensasiunennness (27)
3.3 The Confirmatory Factor Analysis and Reliability Test «--c-+--++- (63)
Chapter 4 The Analysis Methods
4.1 The Data Handling «++++t+eeeeeeeeeeeeennmmmmunummmmmmmnsssaesnenennnns (69)
4.2 The Data Analysis Methods «««««+=ssseeeesrrruieeseeeeeernunnaseennnns (70)



ESEE] PEBEMSREET

i Part Three The Empirical Analysis of Customer Satisfaction for
Super Centers

Chapter 5 The Empirical Analysis of Customer Satisfaction for Super Centers

in 2005
5.1 The Influencing Factors of Customer Satisfaction «=-c-esesesseses (750)
5.2 The Analysis of Measurement Variables «tectetocererrarneninenennns (77)
5.3 The Comparison between Super Centers «-+«+sssrreceseeuienaennnnnns (82)

Chapter 6 The Empirical Analysis of Customer Satisfaction for Super Centers

in 2007
6.1 The Influencing Factors of Customer Satisfaction ««++=+sseesseeeses (89)
6.2 The Analysis of Measurement Variables «:«:+cssrerusruseniininiinne. (91)
6.3 The Comparison between Super Centers ««++++ssseeeseeeunanenunnnnnn. (95)

Chapter 7 The Comparison of Customer Satisfaction for Super Centers
between 2005 and 2007

7.1 The Comparison of Influencing Factors of Customer Satisfaction ------ (102)
7.2 The Comparison of Measurement Variables ««++++++sseeeeeuriuennen. (106)
7.3 The Comparison of Changes of the Super Centers

between 2005 and 2007 ~*#:5+35 bas 5355 02504555508 bevn OEEERER L o 0 (112)

#1 Part Four The Empirical Analysis of Customer Satisfaction for
Department Stores

Chapter 8 The Empirical Analysis of Customer Satisfaction for Department Stores

in 2006
8.1 The Influencing Factors of Customer Satisfaction «+-+++sseeevvenee. ¢121)
8.2 The Analysis of Measurement Variables «-++++seeeeeeeruneernnnnnnn. (123)

8.3 The Comparison between Department Stores +++++++ssevereeeeunnnn. (130)



E %71

. Table of Contents

Wi
Chapter 9 The Empirical Analysis of Customer Satisfaction for Department Stores
in 2007
9.1 The Influencing Factors of Customer Satisfaction — +essesseeeecenenne (137)
9.2 The Analysis of Measurement Variables «-:ceteceeseceeieeneenanennnn. (139)
9.3 The Comparison between Department Stores = +rceecereresesecenene. (145)
Chapter 10 The Comparison of Customer Satisfaction for Department Stores
between 2006 and 2007
10.1 The Comparison of Influencing Factors of Customer Satisfaction «----- (152)
10.2 The Comparison of Measurement Variables between Two Years ------ (156)
10.3 The Comparison of Changes of the Department Stores
betweern: 2006032007 -+asteris s dvesioinsd Eimut oy tslvas s oo ds (162)
@ Part Five The Empirical Analysis of Large-Scale Specialized Home
Appliance Stores
Chapter 11  The Empirical Analysis of Large-Scale Specialized Home
Appliance Stores in 2005
11.1 The Influencing Factors of Customer Satisfaction «ee«seeeseeeeenss (173)
11.2 The Analysis of Measurement Variables —«+reecererecaceceininnnnn.. (175)
11.3 The Comparison between Large-Scale Specialized Home
Applintics!Staneh;ioonssssbimitssmsmdsariesisnd -rmysbpasorasih xyebbes o o (181)
Chapter 12 The Empirical Analysis of Large-Scale Specialized Home
Appliance Stores in 2007
12.1 The Influencing Factors of Customer Satisfaction ««+«+s+sssseesesen (188)
12.2 The Analysis of Measurement Variables «-:ecocesesesceraianannnnn. (190)
12.3  The Comparison between Large-Scale Specialized Home
AiphianceSongn o aitad sty s st T s Fa s R nERs ey s kR o (196)



EZAENEE]

- PETEMBRREHAR
LR
Chapter 13 The Comparison of Customer Satisfaction for Large-Scale
Specialized Home Appliance Stores between 2005 and 2007
13.1 'The Comparison of Influencing Factors of Customer Satisfaction ~ ++++-- (203)
13.2 The Comparison of Measurement Variables «+++ssseesrencieienne. (207)
13.3  The Comparison of Changes of the Large-Scale Specialized

Home Appliance Stores between 2005 and 2007 «+-+«+esveeesnsnns (212)

i Part Six The Empirical Analysis of Customer Satisfaction for

Large-Scale Specialized Building Material Stores

Chapter 14  The Empirical Analysis of Large-Scale Specialized Building
Material Stores in 2005
14.1 The Influencing Factors of Customer Satisfaction «««+++ssssesseuses (223)
14.2 The Analysis of Measurement Variables «+++++seseeeuseniiniinenne. (225)
14.3  The Comparison between Large-Scale Specialized Building
Material SIOTes: =+ conansasasionsemanniestoran e et o (231)
Chapter 15 The Empirical Analysis of Large-Scale Specialized Building
Material Stores in 2007
15.1 The Influencing Factors of Customer Satisfaction «++«s-seessereeees (234)
15.2  The Analysis of Measurement Variables —«:+++esseeerurrrunnennn. (236)
15.3  The Comparison between Large-Scale Specialized Building
M AtETial 'STOTES | <iovsvistio=isciossisiassissislasisssvsoanisnsiosiise sl ausosieennstas ( 242 )
Chapter 16 The Comparison of Customer Satisfaction for Large-Scale
Specialized Building Material Stores between 2005 and 2007
16.1 The Comparison of Influencing Factors of Customer Satisfaction -+++-- (244)
16.2  The Comparison of Measurement Variables «++«+ccevveeseurnnnnnns (248)
16.3 The Comparison of Changes of the Large-Scale Specialized

Building Material Stores between 2005 and 2007 «++-ceveeeeerenn. (254)



EAEREX]
Table of Contents =
! Part Seven Research Conclusions
Chapter 17 Research Conclusions
17.1 The Research Conclusions of Customer Satisfaction among
different Retaill Earmats) oo csesobscas sonsebsisoiassssbisssscsss siees sloe (259)
17.2  The Comparison of the Influencing Mechanism of Customer
Satisfaction among different Retail Formats «+ececeseeeeereenenennn. (266)
17.3  The Comparison of Customer Satisfaction and Performance
of Influencing Factors among different Retail Formats ««+-++++++- (269)
Appendices
Appendix 1 The Measurement Instrument of Customer Satisfaction
for Super Centers, Home Appliance Stores and
Bu1ld1ng Materiall SIores o« = =ersiissasisienssosonsussisessssissmse (273)
Appendix 2 The Measurement Instrument of Customer Satisfaction
for Depanment L OTER N sis ol iamie i nisels elaie Sla IS e s et e ls e S o Eeie (276)
BPLIORUE . 7 1-~7ns s dvpms s s eis o wiipnwonsaussbansassss osN sabemansnih shon bt S s (279)



MANEIZENR: AGHFL—BEATENSELAESSENER
RAMERBENBOIEE, EAFLNERIBANRETESE VSN
PERBERUH TR, HhTRTESEVNESSSE, EHPES
BYMERE, MEHERERMERE AERMHTITNO—FFE, MWl
RERBRFEBN—MERS L, hBENEEF VR FTTRER T NE
W&o NAERBENAESNTRESE VNESASE, TURATREES
BT L BANEERAFREATE, EMAREC IS TENNRE R, 1
BHHRFNNRESEESHEREES,



