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ABSTRACT

Customers are the bases of corporations’ survive. And loyal customers are the
source of corporations’ profits. As the customers demand and position changed so
much, what should do to win customer loyalty for the corporations?

The object of this thesis 1s to present the key driving factors of customer loyalty
by analyzing customer loyalty systematically. Based on it, the way to foster customer
loyalty is proposed, which is as the guidelines of corporations practice to add the
profits of corporations over a long period of time.

At first, the connotation of customer loyalty and customer value are introduced
preliminarily. Then the commercial value of customer loyalty and the possibility to
get the customer loyalty is stated.

The following, the effects of every driving factor on customer loyalty are
analyzed in detail. From the analysis, the writer gets that the customer value is right
the key driving factor and also the insert-in point of fostering customer loyaity.

The wish to do best in all the factors of customer value is unpractical and
inefficient .The only way is to find out the subdivision factor of customer value of
driving customer loyalty, which can be the guidelines of the corporation promotion. So
it is the best way to foster the loyal customers. After the scales of customer loyalty
and the scales of customer value are discussed respectively in the thesis, the
value-driving model of customer loyalty is established. To verify the theoretical
analysis, the author carried out questionnaire on the relation between customer loyalty
and customer value among the customers in hotels, and adopted SPSS12.0 to analyze
the survey results. It shows the demonstration results match the theory results.

In the end, it is confirmed that the direction of promoting customer value is to
improve the customer value factors, which are highly relevant to customer loyalty.
And the means of fostering customer loyalty is proposed. Concretely it includes two
levels: the procedures of fostering customer loyalty, ant the basic conditions to
guarantee the executing of procedure,

The three procedures to foster customer loyalty are discussed by and large in the
thesis: selecting the object customers - defining the value-driving factors of customer
loyalty - promoting customer value. Besides, in order to ensure the executing of the
procedures referred, the corporation culture of the customer direction should be set up,
and the customer information should be managed orderly. These contents are
discussed in the thesis.

Key words: Customer loyalty; Customer value; Driving factors;
Value-driving model; Means of fostering customer loyalty
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BrE A 100%8 BI% & 40. 2%, 50%~100%6BiZE & 43. 3%, 50%LL FH &

7 16.5%. PLEABIE T8 — K.
RI 3 HERENEEEEREGHE

I B A (AT H4% (%) | BB A (AR H5%F (%)
¥ 5l . ﬁﬁ%
o2 44 45.4 20 LI 7 7.2
i 53 54.6 20-30 30) 30.9
| 3140 29 29.9
41-50 19 19.6
51-60 6 6.2
60 L\ b 6 6.2
HERH: WA TK
IR LR 10 10.3 3 ALLF 28 28.9
= 30 30.9 (379575 i5 15.5
KEB A 47 48.5 SHIR 19 - 19.6
MR4ERUE 10 10.3 7H-9H 17 - 17.5
9 FH-1177 11 11.3
11 Akl E 6 6.2
575 B A9 HENEEN®Z:
| B&HE 22 2.7 RER . HRAME 23 23.7
R A 24 24,7 AT HEIESE 30 30.9
i 21 21.6 N 3= 27 27.8
BEHFE 22 22,7 HoAth 17 17.5
HAth 8 8.2
FIFEIE R kEHIX:
~— 9 9.3 W 9 9.3
P 20 206 AN 81 83.5
= 39 40.2 W E. 7 7.2
=®Ll 29 30.0
BRI EMR: 5.
R -4 BEAERMEREHHR
“E*Aﬁ 100% | 50% 50%LL P | & (S
2oz PRy ~100% %)
m ;
1K 14 9 5 28. 9
2 ¥ 8 16 11 36. 1
3 1K 9 14 23. 7
4 IRE LA B 8 3 11.4
i (AT 39 42 16
B4 ZE (100%) 40. 2 43, 3 16.5

HE: BIEOHRBRE FRAMERBEHRESFEANE S EEART B xs2,

BORLRIR: AAFS.
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F=F BMEBESEMENEHNXETR

BEEREESHATA, AOSHMERT —ENBHE.

2. BZEVETHENR

REBERNEERATE, MEBRAANTH=ATEHAERKKRRE., &
BREMBREN, FHESFMH: 3.938, 3.732, 3.7113; IARN
BENZ=ZA: X3RS, MEUBRSMBRSHRE, FHITETIA:
3.113, 3.144, 3.495, BN, BELEFEEENEFSERE, Hib
HEUFEIrAET. AEBWEFHER 3.419, R EHEERE K.

= MERRSEBENMENXZSH
l. BiErEEFER

HTFAFANTZEEBREAEZBRERTEHETEATT, NKEFELHIE
PEEHEERENEFER, ?EE%J& A 1) B Y9 4 #r R A R AL B9 B 13
A EER (Pitt 1 Jeantrout, 1994), “Hik, TR A KM F o3P
ERTTTEN 2 M EENRBEE#HITOHN.

H Bt 1T KMO 0 Bartlett’s Test of Sphericity 3| & . Bartlett’s Test of
Sphericity IR ML R RAM X EZBEERRBEME, ESEET I .
KMO %z 3 45 R 5 0. 749, WLUULHTHF 4. (Kaiser 5 H 7 — KMO B9 ¥
sirE: .9 L EEHES; 0.8FS, 0.7T—/; 0.6 FREL; 0.5 L)
TARES.) .

ZNIEREREENHMNE T AREEDT .

®3-5 MERHBET (k7)) ERNER

Component
e == 3—-
g 701 094 105 A 164
H B 170 222 -.034 770 230
A B 119 171 -.027 827 113
ZEIE 149 -012 738 315 -179
EREAE 076 044 | 73t -084 302
EEFH 284 181 646 -,300 040
ZEBHEX -037 | - .419 589 -.228 206
l 2 FEX IR 017 181 453 096 360
BIRRA 085 282 051 094 670
R SR TR I 165 055 165 188 697
| BaHH 523 440 186 088 -.064
BHEHRE | 012 B57 295 -.019 174
EHHRE 155 869 035 405 110
1+ B AR % .088 612 .180 113 .083
LERSF 261 720 -.145 137 238
Righh 602 363 -.022 145 -.144
WIREA 486 -.100 237 -.284 265

HEla: PEN. ETRSOEANKRESHEETEME. [(MEemiex] Wi, 2002
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B BELWEBENMENXRHA

AL AR & 634 031 239 -,002 244
REBRR 705 286 -104 181 093
|- L ¥espld 537 216 270 392 -.049
AR 455 048 -.147 336 304
e : 256 238 078 |,

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
Rotation converged in 11 iterations.

TR RE: EWMH.

EBEAFERRKEMNATFERAEEREESHSERENR, 2 M REHFER
HERKERD, BEEALHERETATOLINENMNARRANETE. AN, BE
3-6 B[4, BHAHSEEHN AT L, (MWEBTEEATF I EHZE T A
FENYK, ATLAEEE TR, Hair 2, 1995), A EI R R FEEHK®

R 3I6 MENEARAFOMEETREXRER

M EAE R B F 1 4 BH¥1 |H¥f2 |BEF3 |HF+4 |HTS

o i 0.701
B AR H 0.523
KiAbE 0.602
WIHZE A ERRFR 0.496
MR % 0=0.781 0.634
RiFER R 0.705
15 e 0.537
IHELE 0.455
AR S R 0.657
sl HEARE 0.669
AR % 0=0.732 0.612
IR R IT 0.720
=EIE 0.738
=R 5 0.731
ERER | 0646
ZHEEX ' 0.589
AR 0.453
Hb B HEBAE 0.770
JE B3R 0=0.554 0.627
BRI o 0.670
P % 6% I fj‘;‘%ﬁ;ﬁ 0.697
g & 182 ' 0.409

FFIEAE 3.178 | 2.717 | 2.545 1.910 | 1.864
HEAER (%) 14.444 | 12350 | 11.566 | 8.681 8.471

BEHE 8 4 5 g 3
KMO=0. 749 Bartlett ER ¥ 52 {H=685. 852, p=0. 000

BERER: A

YHEDIE: TEY. ETRAMENRSEBREEEEFN. [(HE¥awx]. wo K%, 2002
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F=F PEIESHENENXRTAR

ARWLTTLLEMME SR, BREWOHIETFH, GEES/IEEHE, X4
W 5 MR AFE TR, FFEEZEILIBAD (E 3-9 Fra). R
AN BETFRABETESE D 55. 51258, IRMTEFER KIS
ER. A TMTEHFH=ZAHEFHEEEELTULE, BAMAFH « HBE
0.5 L E, ETE?%%WW% MHETLLER.

Scree Plot

Eigenvalue
|

] T 1
G

| N T R L L N e L L
1 2 3 4 &

|
7 B 9 1015 1213 14 15 16 17 18 12 20 M 22
Component Number

% 3-9 RAFILENHAE

R R KD

BRESEXNTTEERRGBE L BRIVEAKXERS (FAT) L H:
REXR. 2RSS, BEE~&. KRB ENTE,

FRAXACEME. BEFE. RiRLHE. WVHEA. MRS,
ﬁﬁﬁ? BERAE. THNE. ETAEUTERENRERS AR,
HER. BRAEREHEENHRWAE, RUKNRE. KigLR,
IWREA. MMEURSEBRZENEER THRE AR, *Etﬁﬁﬁﬁﬁ
HEREBLR. THARBEEABREHNTFRE R LGN THES
FMEYER. BFBRAEEREUSHERILBES RE. BESHEY
BEMTH. REBRREERESHEESEM AR EHMES.

EXRFBERSER. EHRE. EERENILFRT. RESEEF
MEFBRSEMZZZERE. FRRE. FEREBHEFEZICEA
EMERBTORERE. WBAKFEREZEZINELIBSHSERS
D .

EEEMAEEE LA, BERERE. EEZXA. BEEER (FERS
MR MAKRE: KA RHERBUKTREREHE: hECERLEH
(R A A0 R 3R

g B EREREBUCRANFAREREAAR—RETFF, XHER

26




B=E BERRSEENENLEWA

BEE, AEEEBEEHIE—HEHF, 2R, RIMNEAIHHTH 22

TZEERERRANNTET: BEXER, EEIEE&% B, HAidkm.
BUEMrEEE.

BiIrgeE2ZRBY, NER 21 ATEEMETFIT, SEFES
HRfF. MEEBEMMAEXRSITANEHEFHPER.

2. BEEWETFAER

M BYEE 6 MR RN: EEME., A XME., MRS RZK A
271 AR, OLXBEEMHRR. FARBRFSITEHITERS 2,
AR — 815

WA BT A4 NBEER, BEEBESERY 44.308%, AL IEER
ZHRBRTEH KBS ZE, FH, $FMEMEHY 2.659 (KF 1.

Ilrnrl

®3-7T REERMRET (Fka) FHER

BEREEX | XL | A KRR G | RER | OXLEE | DER
S
Component | 1 | 0.720 0.580 0.672 0.617 0.750 0.639

Extraction Method: Principal Component Analysis.
1 components extracted.

HRERER: A,

Scree Plot

Eiganvalue
in
]

-
()

0.5

] 4 I ) 1
1 2 3 4 S

Component Number

T 3-10 RS EENREE

RERE: XHR.

B O (6 B8 T 55 B % SR F B 44
SHBENEAKET 5 LREFNERER, UHEN 22 AHEE
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£

— Tyt

=

Bz WS BEMENR R R

Hr
H AR K

.

R thATERENA, @Eﬁfﬁﬁ‘]x\k
WEREBWAEMAX,

#3-8 MZE BWH

B2 B H R 7N K
LRI B Z I (AN KB
)ik — 2 #HATE
. HEE, B EMMEEEEAD

A

?EEE%@WE‘F&B@%%E

W %% 3-8,
T E5EEIHE

TEBEBRE
Boath, BXEBABEERER.

A I,

o] 1E B AT

A~

F W Pearsontf & 4 47

To SLRETAHR S
TR NWREFTRE
ZXRE. BB
A T“E%%Jﬁﬁﬁ‘*’ﬁ?‘

TRk T BN E R F A
=35 7

KEME

HENR %

B

FAth 1
)

H B fr

friga

Pearson

R

429(*)

399(*%)

204(*%)

264(*%) 143

559(**)

% oo ot 3

B #F &
(XE)

000

000

003

.009 161

.000

PAEEEKT00IR () HXEE
WEIRYE: TR

nnh

b N i [
E?&Zi:ﬁ)\ﬁﬁﬁﬁﬂﬁfa"ﬁ Hi, MBEEHED

s MG, EER 1 NERZ
B&%ﬂ?‘ R AR R 3,
+, JERIEEA! 5.

=

FIA]

Eﬁﬂﬁﬁ%%ﬁ’]%ﬁiﬁ%ﬂﬁ BREZELHEAN

FEIABRAXRE
- Ath %

*

¥, FE AR A 4,

H

P

THAR

H 7 F2 o

Eﬁfiﬁr %ﬁiﬁi
T, BAER 2 5IAERX
B Ja gl

HE, BTHUENERRE. MEBZXENAMIIA, FAKER, B

2% 0. 547,
EARlE

ZEHFIAXE

B

o 19 5 B S AR R E A B,
BEE: FchBMEBREAED D TFEEHKS
I ZTENAEBR AT EEEEFATE, BNFEEER

A

i B

% 3-9

. |

777

EHEREREER

)37‘5@5{1#35%1
£ 0.05, JiBAX L 5

377

Model | R

R Square

Square

Adjusted R

the Estimate

Std. Error of

Change Statistics

R Sguare |
Change

F Change

df2

F
Change

Sig.

0.559
0.620
0.684
0.714
0.740

Ln e L3 D e

0.313
0.385
0.467
0.510
0.547

0.305
0.372
0.450
0.488
0.522

0.83337071

0.74154267
0.71521936
0.69128737

0.79266576

0.313
0.072
0.083
0.042
0.037

43,228
11.007
14.408
7972
7.480

95
94
23
92
91

0.000
0.001
0.000
0.006 |
0.007

WERIE: EWH.

e

R, HATE
N, H 7712 2 AR D, %Hﬁﬁﬁﬁﬁiﬂﬁ%ﬁﬁ%
PRI WL, FE BB/

375 ]
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FEZE PFEERBWERENMENXRFA

l‘ﬂ%iﬁ&%%%%ﬁﬂﬂﬁﬁﬁﬁ&%%ﬂ.
£3-10 FESTER

Mean Square

Regression ; 30.022
Residual ; 695
Total
Regression ; 18.469
Residual j 6528
Total |
Regression i 14.954
Residual : 550
Total
Regression . 12.235
Residual : 512
Total
Regression . 10.5603
Residual ; 478
Total

.000(b)

.000(d)

BETRBAENENENEEMHR. £F 3-11 T4, BHEREZH
Il t B REAT BE AT 0,05, BT LA Xtk

AHRBEZFEZER, HNK BT 2509 B T #h#8 B 51
B, MiZAEERIBAFES.

A 22 B 1

#® 311 BMELWEFENENERFRIASITE
mE R ImMENME] bR | t1E BEH
wWEF | EF

xR | 0.348 0.348 4.634 | 0.000
Bl HEXRREE | 0.332 0.332 4,492 | 0.000
-4 BEWE {0230 0.230 3.126 | 0.002
551 ZEEMR {0201 0.201 2.735 0.007
W e | 0.229 0.259 3.106 | 0.003
B -0.892 -3.018 | 0.003
ZERLRE: EBFR.

BiE, BYERASE. BEREELEIRSTEY .

% B =0. 259 k& +0. 384 $E R 2 R +0. 332 AR 4E+0. 230

il 1 Jit

+0. 201 BB &

TMERRPURXLABZMER FRHEMEFIHRZBE H
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F=F BEB WS BRE O ER KR

HEHEE, DREHLITIERERSE R ITHA, FREHIEE
MNHELSENANERRE, INEENTFHERBEAESNRME T LR
i BRI H

BRERXFANEARSEEDFZ L BBEARENRE, RARNEEM™

 HERBEARENEGEEXNBERBEEELATOHER, HIE
uﬁzﬁiuﬁﬂlﬁfﬁ%ﬁﬂ‘ﬁi_fﬁﬁ BEAEEHMBEMEESRS AL
BET, BEMETEFEEREN, TREEENNMEER.

B NMEBRNESREEEERENER, BL LNk GEE
MEXNBARBESANBREG —PMEETRM, U2, HEET ALY
AEREBEREEB T I EENEREE.

 MMEVHE. BiERESAEMEMER X ENMERENSIT
= 3-12 Myl ExRE RNt

t—?%‘lﬂ

|k

=

/

1% )R A A R g 4 £ | BROLERER A K H 77 #F
Hb B 37 38.1 Al K 19 19.6
y B 37 38.1 Y ks 32 33.0
ST 15 e 38 39.2 AR & 45 46.4
A % = 34 35.1 Hh B 33 34.0
hrig 48 49.5 Vi 33 34.0

1 B ok & 32 33.0

PRI KR : AEFA.

CRER, BIEVIREFERERANE I AEYR, ZREILRBEHE,
ﬁ%ﬂ@!ﬁ#ﬂi&%’%&%ﬁﬂt BN RABEEAENFATBEENRS K
-, E B B ﬁb&&ﬁﬁ%ﬁﬁ%%ﬂ%ﬁﬁﬂﬁﬁﬂ [Tz 4125
Y E{H?Eﬁﬁﬁ%”ﬁ%ﬂﬁﬁﬁﬁ’f#, Nk, BEMXERSRE, XI5
BRXAMFHENL, MNMRNEESHENRENFTH TE.

BEMERSSHESREN, BEESSVTFEHARNMESEAR
HfrERE, LU EMEMNEFERETURM> LRI, BN EE
HEZ1rE. ZRPEBES O TENITE, WS MERTIAR
RTHEE: N ETHETHE, HETHLERAAIBARBEBWIHF X
MRAETHERANE: SELREEUNBEMNATR DL TREENE., K
XUBEAERBEREERMENLN B, )\E 2~3 RBP4 T Ak A o
F, AMEA4RRULHBEAREHRE, dHEXBRUELFAEER &L
HITRG . GRES: BREEE (58)\ a7 S ANELRY) 59, 8%) o,
EEREMATEERKERNES (29 A, 29.9%) HEBr (22 A, 22.7%) tivi
e (21 A, 21.6%) #r# (20 A, 20.6%) 15EREE (16 A, 16.5%), &
MO8 A, 8.2%). BEEZES (11 A, 11.3%) &, HREZEMNSEE X
KRR (10 A, 10.3%) RS (4 A, 4.1%), nuﬁﬁﬁfmfﬁ (3)\ 3. 1%)
YregfimE (1 A, 1.0%).

R AT W, R EER T RS, HER. ﬁ#iﬁ)‘fﬁﬂﬁr%%ﬁﬁ,
REMMENEEREXR. REMNMEEER. U L2H, TRANEK

I.“”I"
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F=F BELSWUSHEEMERNXRTA

BEMNHMEERNXERTEFHRNER.
3.3.4 B iHE W

— R4

EEMEEEEARAMBRFARETHRENL: AXEHEES EX
BEERTHEINANR, EL, ERZFHWNFFTHFOFEBRANE B tH.
MEABEREMURA, SEEFEAFERNE, TEkaE A N E T E
GIIEH G ), RS ZH X R BRREE/LFEEXNEZE
WERAELHRENAE, FAXNERIEL 2, EXEFNHAERT
DEHERENMEZLSHNEN. BEMZRHEETHNERTRERGR
HHEHRAN, MTHEBRXEZATHDEREENASE. EBENEE. BRR
L, IEFEZE - FHOTAFNSE, RZEHTHE. HTHERERN
TRAEA, TEARFERLRAEFBNANHE. BEXHUEHTF
BARHAXNEEMEN—21E5K, PlmRERD. BREE MY, &F
MRBRFRBAERR B EERRS TH, REKHERNERE
HENFHFES. READWALRNEE KEFET L, B3 FBE R RE
A%, RZNANORBEAMERFNUABEMNEE. TENBENEER
BABEANETERBRTEEAE. HETR, EEFENSBERE L
TEFEEFRANEE, S®ETHL.

ERME AN S EEFEN TR EEENETERALE T EES
P RERMBERSEZ AR, HERELZETEEHAM TR, BEBE KNS
Hif. X—RHEMELTFEMEFGEAANSANERATMN. Bil,. BEEY
MEGEEELTHASEEWENE, MEEERS. £, 5. £,
Bif. MAKFEE, TEBMNERENEEITAGE. HEBEA. HEEA.
ITHERZE. AN, BIEFEEEEIBINERE, HETEAED, =
KAMATEAZEEERK. BN RGEREFERELABELSEE, LBl
STEERBLEMNIIE, THEDLETRIAZX—&8, HXARBEAN®ELk#
THRGEEFRNIRTR. 4, T ABRENARUEE BRBEAGIERK
THEGREEREEBHFAA. XROLARMERTHENHEEAETE KL
R,

. BUEIEIE

B MESRHBREENERERBERRR. Z2EARSE, HRXEHME
W BEFR. TREBURMEMLE. HAT %fﬁ?ﬂfg%?nn 15' 8
HRBEREF, EERKR. Hﬁ%ﬁﬁw#ﬂﬁﬁﬁﬁ MEEXR. RES
BEEHAEREEETXR, B, EEFEEUTINNFFEE H: I
EEAPZEGER, UERELTHETHEBRENMNEANER, MNTEE®
EERENMMEAMNE: TEAT, RERTHREREFNRS 857,
RERAEEN. BMPRS; HREREE, WBFEBEE. PMMEARES.
REMR. UREHFREFOAFTHLBMENERE R, Bt 5B %
XK. BBEME, TUHAR=ZKHE: BESHESR: BABRLHKE.
WEBE KB E.
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B REIRSBEMENXRHRR

ki 7| BAEERE
| #Emy

| RHRESERE
HoAth 1% i

N, 2 e 8

D— WaRE RIS E
BRRE:. XN,
1. BEMEHFER

H MBS ER B BT X KA SR ) B Al RTRAE .

HOG, XMHWKKRAATEPNAL, FZREEENEREENXE
hee. Blan, BEE R B0 EF 65 PR KRR @ TTE, o BLE b
Hin Bl G FRE. BAURERENEEER. FRIEEE, DER
LRI RS .

Hik, NEBMFABLZERMERFE. BB ADSZTHE, nEL.

Fhe. ). b, BIE. FHE. BTEE. WAKFE, BREAFR. B

Rt EHFR. WHARBERFERLE: THEE, WwhEREF. WX
AW EFJTN. MERE. 0% ERE5HZEEINER, mEH.
BEENREIE. ASNEEBESIFTARZR., BEHH. X HEH
ERESERARESE. MEFBRESEREHGEE. SEHBELHSH
HEAEE, REHUER. A THREIZENBERFR, RIENZEE
B, ZEX. £WNXE. ZRFARFREERAZNIR. HKS5H
HRHTHE, FREREBHEEEELEXTXR, ficEFARCEHMEMA
R 8, WP LERTREBRERFER. A5, FRBZHEH
B .BTRRSTERRREENGERE. B THESRFEREMNEMNRE,
REBALWE™E, Hik, RECIAEHNEE, 20FE, FERE
it DR AR AL . MBI, DEBEEEELE N

2. WARSHE

BENREFNBORERTE: —BRBREFEES WA, 2TERBH
RIRSE RIRA E . FFRIERRSHRNIER; —ERFKTPEIE, E
THEEAEMTEARS, LHZEZIEZRSNSBIHRBEL.
g, BABEFHEFTENZIFHEFEREAT.

1) 8 OF Bl 55 o5 5

HAr RIEERS W LRI RARE, 8 BA T ] IR & 36 B
MEEEMGE. EENBEFAFABESTEAERKERE LRETHRERA

32




BEoE BERRSHEEMNENLERA

W AR R, ERAS B BN KR KA.

A6, RERENRELEEAABLAELR, 2REAEEEHS
THENHEEES, REEEMGRER DS BARE, AL —kiERE

.
2) #&& R %K

REREMNEGERBNATRINBAEEN. ATREATHENSE
A, REBFBENRITEATHANEINR, BINRTEMBEARMAGRRZEE
A%, UAREZNMNFR LAMBERSE . FEEL2ETENRBITE
Jl, FEEEHE, TEEERT. RITEHE), UEENBRERRKE
. RECEEHHI G, MRENX, KURGAREIBERFIE,
BEempEY, CATHHRESERMATEREXRTHNAR, B
AREARTROENRSSE: REREFHETE.

. EREE

HITEREBUFRELENE, MHERBENETEEEAE Y.,
A LA BLF JLAS 5 H 34T -

1) Bzh# A

HRE BB RA R, Ed BT ISR ST R AR ) b
SHEBZEREERR. EERENWETRNEZHMERSE, ML
HAXRNBMEMNTRERE, STHEEZHBERZA.

2) NMERSE

8 I A A AR 55 (4R AT AL I 25 R 2 B AR S R & ) R R PR RE .
w, RERBEANTRILMBZESTEILE, BETHENEREX.

3) AR #h#L

BEFEMETATRNE. ATEHR. ERE. AT FEESE A,
YHRUBRIINEE T MR RE RS RS EEB AR TE5HE
B EREFEERS KR SREKZEEN, SEHE SRR S % 8 50
SfF— A*ﬁ%ﬁm%ﬁﬁ%k@%%%%&ﬁ Mﬁﬁmmﬁﬁﬁﬁﬂ
MHEF (Spreng, Harrell F Mackoy, 1995).,

LRREEN, NIMBERRESRESEOERE, SRS R
FHBal. BERFREAARZREARERSREEN RN, REF N E
EXRSHENEY, EREMMBIEZTHRERNERN. £45B0%
RSP ENER, ABZREAAMIEER. — BT, FTFREE
HERK, REFTEEZRBUOAUERK. HREE. 7. EFRESIHEM
EREFERSHRBEREFDREE: S THELEEEHREHETNSBUR
FERRMBAAE, RENU—FZENTRILBEMRE, FERK SR

PO

g, CEBRE. BESEW. dE. SlEmEpEt, 1996, 9-14

“Cynthia Webster, D. S. Sundaram, Service Consumption Criticality in Failure Recovery, Journal
of Business Research, 1998, 41: 153-154
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RFEF BEHPRSEENEHRATR

A L FRE—EMMENE I THENABER, RIELEER, HEB
ENERLEINRET, REBNAEEL—EXS.

ATERFZREBILINEHNLE, REFERTHERAOBERF
LI, REREERYR, FHBRIENERANRANR, R TES
MV ERBFEANA . G, XEAZEEGRRIEAGDEETRENE KB
AL A T RENATERT BB R T A 5E PR A &5k 32 H &
TEARKIBRE, MAME&RRE LRA, EETUARTkESE, ©

4) = R B

FEEMTAA e REHEE LRBE S RE SRR, By EE
NI EMME L MR, NBEET A LRIBER, BEEHEEE
) 5 éﬂﬁﬁﬁiwﬁﬁ%%%&mﬁﬂﬁgﬁ%ﬁ% # Hix £ 75
ARGV, Hik, REBFEAMEENHEFER. RILZ S, HEEA
&mﬁgﬁﬁﬁiﬁ% WD EAERE. XEXMA. WEEE.
RFAZE, TERBEMRAZITHEENRYE, FEHR R,

HEElE RN ETBONMENEERREREERN. (Freaiex]. Tk, 2002
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FHNE MELBNEFER

EME MERRNEFRR

EL-FERINUREAFNREEAMETB RO RHEBEET TR
ik, FREH TREMEHE, FREBESXMEZERSHE BB MHX
BE. DS, EEEQR T RENEFRAFRE TETRSER.
HFAADRBRERRK, ﬁ“ﬁ%ﬁ%ﬁﬁ%ﬁ@%#@ﬁ%ﬁ%%ﬁ@
1. H, EARMATIE, MEXSHAEFRELREERER, FHEE
LAEATF R B ERSI R FART LEME, & heh e st b
PR ABE S AGETZE. BRMNATUEHZIHUMEF BB A E
. ASBESBEFHAXNEEZMEERATRITHRERAVERARN
EHEB ERGHEY, MAEXFNAFHRETITH.

HE—BRHE—FPFEE, FFAAPETRNZETFTUEBRUT S B
HAT: B, BTEVMBEER, Mo, AEHENER —TE EHE
REWRERGLE, HEtYNESENMEGESNER LEITERBE
EH, EETEFIRENRE: RE, RERZHENERGRA 2 H
WRENNMEER, #A#— S oMRXREEZSBE L HAINMHLERE, B
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