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1.1 MEBEAEE

HXRBE B BLE K RKBT 42K =B B, BPAAT N B
(behavioral loyalty) 8|2 B & (attitudinal loyalty) , BRI & 4 B iR
(composite loyalty) (Zins, 2001),
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RIS, BE BN EERENRENEEH#HTRE, BE
IR A E X = FIE R S, R e R B E 47 4 (Fornell,
1992), XFITHEX B EBEX K —RE MW T R REH
3Rl b (Tranberg and Hansen, 1986) . /K Pk R U 5%
HERK-FRREPHWTARE R EEBRERWEN. EFX
B SR BB R T IR B IR B AT N R B AR, X &
FHRA2 4% W 3L L4 (Cunningham, 1966) W 3L F (Kahn, Kalwani
and Morrison, 1986) 3L 7] §E#4 (Massey, Montgomery and Morri-
son, 1970), 3X S6HF 52 K 2 4t X4 423 1 3% & (Jacoby and Chestnut,
1978), M4h,Guadagni #1 Little (1983) FF & T — A & b 26 45 49 38 48
AR, FR T E S 0B E o SRR . R R R
HOR B 2 E WMEEEE, MR A K AN AR SHRANERT IR S
FFk. Allenby i Lenk(1995) 5% W #L BRI B & hd 63, (B2
X—EABRAZBHRENE— SRR ERRNSE.

1.1.2 &mEDBK
Day(1969)iA% , BT A WS SE R R —FhifEtb M A, B3

BA - E RS L. —BoR 3, R RRIEK
RYRTHR , LB, BE - B T BE L A LAE & B0 58 SN 2Rl . Xt R
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Bt RS T B FIAT 0 kB R 38 20, A7 752 X
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SHNBE S BIRNBE R AT IR RS R THRE, R
H5RW T By I o SR AT BB M 2t B9 B K. BIA0, Jacoby 1 Chestnut
(1978) 31t TP 2677 S ¥ A BB S SR S ME A 20l , LR 7E 4R
HAHBIBHWBEER, XEE A RAREEERET WL
HEEHENEE. BENESWE TR T RENHS, i,
THBEAIRIE . IR, 16 B W3 AT 8O0 IR R0 P
B RLD, REAR WL TR BERT. B AT
B SRR L LR BEE R A R ABEN TR, R 2
AR BUR R R R AU R
Day(1969) ¥ B R 2 — R HIR A N B KA N BT W
THMR. RIEX— I TR SRR L, T ERREOS
B S 5 4 9 B W TCAT S0 AT BABORR N “ 9S8, Jones il Sasser
(1995) 35, B AR “ X Al AR 7= 5 SR %5 60— A R R R AR
F” , AT AIBE &2 T AR LS A R TS 4 T IR SR PO
Bennett 1 Rundle-Thiele(2002) {E.75 B SigE U0 “TH B E B F O
BBAE RN — AR 5, A & X — G MBS B R
BEDIRGNESIRERE U T I OB — 8, BEEA T 5
FORR S5 R S6 e R A £l 197 5 0 R 45 49 AT 8B4 (Ostrowski, O’Brien
and Gordon, 1993); (2MRBEE, 5EE M FUA R, HETR
F A4\ 2 E (Zeithaml, Berry and Parasuraman, 1996); (3)41#%
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KB, EMEERG WM EAE, RREEFWESHERHRNE
J& (Ruyter, Wetzels and Birgelen, 1999; Yoon and Kim, 2000),

1.1.3 EARWE

AT AU BT R Z D THHA , FF 1A E 85 B
MEEA | # & 4T W& (O'Malley, 1988), H RME4T H B2
HIFRER FEE, B, R Z T ARESEAS . REBREREREN
e, (B2, B—MEERENBIE S RNERERR SN, B
Bt T A BB B A R RS, T B AR
F#8(O'Malley, 1988), BIZFHEMINE LWHERANRHEXR
(Agustin and Singh, 2005) . 5470 B —, 8RR 0 AR B8
P2 SENIEI s 2 S U

B, =P S, RA R EBENIT ARSERRAZER ,
BITRAEBASESBSERRER . ARBRBEBNEERX
(Baldinger and Rubinson, 1996; Day, 1969; Lutz and Winn, 1974)

EER, BB -NENLEMELNES, XL
B2 % 2EBR 9% TR A (Roman, 2003; Agustin and Singh, 2005) .
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FERE, MBS BERE R WKAT R4 515 AR RN K f it
BT RSB B D R AR B A R B AR B
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| EEMBEESE | BENBEEDR
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& DB B L% B

¥E B3k IR : Dick and Basu, 1994, p. 101,
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ESHBREKTFHEME. S8, NREVFENTHIE AT R
BUEHORBOE BinBE ST aBin 2 5% BAES X — R RR BT HE
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G B AE o 25 E 8 ) BB I 3K B 1 B A 75 BE R W 1 D
BATH, HRESH TR — R M, R 52 F 8 B R
BEES. XS ERMTFHRAYE, NP A KR 52%
BT MR, BEARA RRBRMZHNER, LRETHER
i, B RERE R RNAE, RS EHS HATER
BI3E, ALWEET AR R, A, E T RRE S, —
b AT BREE 38 7 £k RIS 7 £l IR B A 6 R T 3678 A K 93T
%, RELHFRABINFERESME. THTRE SRS
SARFH I BRRAIE 5, NTTRAB IR S0 L4 I DT %
(EINR X —F= A B X — W R R B A2 R T
B8 AR S REE LRI S X RAH HBAN R KB R
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