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ABSTRACT

Today consumers in the industrial system, the role of a major change; how compa-
nies create value with customers, so that customers are willing to offer themselves to
share experience and resources and corporate information, suggestions and ideas of
spontaneous behavior of customers; has become.enterprises to enhance competitiveness
the key factor. When the higher-the degree of relationship between enterprises and cus-
tomers combine the competitiveness of enterprises gained the stronger. Companies must
rethink how to make the customer voluntarily and actively participate in, rather than
develop a learning relationship, to get potential customers agree.

The main purpose of this study-is to:' 1. View customer authorization and customer
relationship model of spontaneous behavior. 2. Customer trust for intervening variables,
examine the relationship between the customer authorized the spontaneous behavior of
the customer. The study object in "metalworking studio™ hand-made consumer experi-
ence study sample text volume survey sample recovered 300 questionnaires, and then
through the descriptive statistical analysis, factor analysis, reliability analysis, correla-
tion analysis and regression analysis verification and analysis.

Research results showed that: a customer authorization and a positive relationship
between customer loyalty behavior; customer authorization and a positive relationship
between customer cooperative behavior; customer authorization and a positive rela-
tionship between customer participation behavior. 2. Authorized Customers trust a posi-
tive relationship with customers. 3. Customer trust customer authorization and customer

spontaneous behavior, with the intermediary results; customer authorization through



customer trust intermediary effect, enhance customer loyalty behavior, cooperative be-

havior, participation behavior.

Key Words: custoer empowermen, customer tust, customer voluntary perfomance
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AL BEEFAES 50 EE A FRA IS T2 M
FoOAREFEBPFHES AR E AR E 2 Al
peE B R A SACIRIR AR R 0 B st - H R £

S B ARG (RAE) AP B v R R R
(Empowerment)'s 4 4t £ £ 4+ H 1 BRS 4 SRS ¥ p E
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(Mayer er al.,1995;Parkhe,1998) > izf@33 87 au € 3 2 2 F &
B b Y 0 @i > 3 (Coleman,1990) » #x i3 T KRR B
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FOA B - i ea o g ST A R ent iz (Lewicki and
Bunker,1996) & 1 77 i= A& 4 5 4% (Gefen et al.,2003;Doney and
Canon,1997) e 4" #4 it & 48 YEARHG BAT T R T A H e

Lewicki and Bunker-(1996) 4L 3¢ A" ents ix » B3 i A = =
Al FREEZAGTEELF BRIl ENG
(calculus-based trust):p* 3 ix B A >t ¥ek N B iz ar s » B2 ®
Wi - 25 55 T omks f;:‘; iz ¥ im@ﬁj » ¥ - 25 g
BRI R e AR H g RS F 2 F I
Go RN RN G E F&;? ol I mﬁ PR
B Thers Afed B7H el A o ApReaMA T AL R EF A
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¥k o /T*%EI Z¥ 2330k N 2 iz (identification-based
trust): gt 5 1 AR vk 2 2 B 1 (internalization) > 7
MR RSP R R PR iR oo SHS F R
Flpt o A IR R FIS B R RHT g3
(7 5 IR o

Gefen et al. (2003) 2 iEL 77 3 13 i e )“EJ:‘( EESE B
A K @»Ef]?\ NI fAA AT ETuEAR 0 WP Ao T LR A A
i3 i (personality-bested): A= F]>tAp i B 2 4p iz s A > B $HH A
ARE- e dEAEENEALE B ALIZ IV
WFeniz 41 o X HE AR GRB4E 2 B A A#H N E 4
PREFLR LS o 23nAv A # 0 iz (cognition-besed): 12 45 -
R FN F R AR ST EE EEEL T AT A#H G IV
T A VA A z\ »(1)% %7 #2.5 (categorization process):
B A¥ nb.r]-ilh,uﬁf/\ﬁ\}{giﬂ:i?;‘%ﬁ’ﬁ% LA (2
Fr4len% @ (illusions of control):iz @ enis £ 7 it sk 72 % - £
T e T R B ek e 3 A e 1= (knowledge-based):
ARG EE R ERR S ARGk n A2 G4 B A#H
eni iz (calculative-based): (& d 3B M TG s & Fl Bt A 2
g i=N Y r.lF”Lrjgf!mﬁ FoiEm A4 BE 54 AHNE
iZ (institution- based) - BAFEES X EaE R vH s 2E X L
J’ﬁi% |RmRFE > Em A4 BE  FIRAFHDE ETT LA
= a5 (1)'%55& W (situational normality):3= i % % ¢ 5
A E B ERF S Y S (2)% 1 I (structural assurances):
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Zucker(1986)#& PR Eaz EFELIGER L AAH D
F2 EHRRE S S T B A
FELEY T AM Gawd 2> AFR
AT o gk 2 AR AAHOTEX T F A
BEenE R FRAE L SR T o A s p P e
Foo AN EauE D o QUAFH L AAH NG EIR EA R K
MG EE T BT R A RE S SR b
g F R ERER UL b2 FAE S F T BT A
EFELE P TS BB R g ing Bt R BRI
o e iRAEE E TR A k- RPN A A o3RG
AR#FOT IR ENAL KPR EFH R :%ﬁ’r'ri ~aR R R
A A FIR 5 AHOG E W A ST 2
7RV R A R i
Barber(1983):3 % i i ¢ R MG E¥ R E H 1T 3
Pl st ER B Eoc iRy A 2 9P IE R f
AedE o Ak TR EAIE e R E s Tk p 2
ﬂ;;f z_=w o Singh and Sirdeshmukh(2000) Ri3a s 2& =0
BiE EE B T A 21 4 (competence) & ¥ At
Lasg e 2 s g FakE 208
(benevolence)» ¢ £ #-AE LI FehE BB E >N p L5
Z_@ ¥ gt o Moorman et al.(1993):u 5 5 iTeauE = 2 Jhop >t
HAHEFH 7 H 2D E BT E LR - Garbarino and John-
son(1999) P25 3 ix f LR R Y R eI R T e
F A iz o Doney and Cannon(1997)ﬂ e iE &S TR
%%ﬁggﬁaﬁgﬁﬂ’“ﬁﬁwmﬁ<yﬁ&Jo
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Lons and amehta(1997) fﬁﬁ; AREE AL RS AAH B
ZEw A~ > BagAl p e = (self-interested trust): - #g 4]
i EH s - 2 E mﬁﬂﬁ C P AR GERL R
FPH R EatE SRR EH 0 2 AT AT LM A
Fand Reflg B h s gt TEFZ AL AR RS FD
<ol 5 A&RFETF - 240 € v chiy iZ(socially-oriented trust):
PRl E R A2 AFE BEXR T (D)@RHIFEE P
dEBRY AL NE L (24 IE":?%-'. BN LR FERAG
PAAEE 2 G EERTA L F L 0 R AR pR ua%
BEET B A NERE R G ’]‘%} 2555 Q)R
(affective or emotional) 7 % » % I I enf7 5 {538 X 3] § FFenf
Eer B 4 PR € TP eilrd Rl 7 4 IR 7
REFZR mL WV EAaM e 22N aFgEFL L o

Michell,Reast and L.ynch(1998)#% 2! - ¥ & 3 iz %% 3 22378
¥ o TFP‘R‘E'@‘T#W’G#LF?F"‘\ BT RERZ S
TR TSR s ST RN SR 12 % 58 (affective varia-
ble) » ¥ F & ~ % & & fF 4 5 324r% 58 (cognitive variable) -

McAllister(1995)3# 41 4 %2 12 ix 4 & 133507 el 8 R
Alents = 5 AA#H > FIpEZE (2001) 5 & 4p R = ;gmﬁ T AR 2 L
Lo BT ER L= ﬁ;@_zﬁ;ﬁ@]:l AR i T A AR T ::—‘L' B A
grddra A2 RiE o VD R R kT ‘;40 N
E R B AL g B 0 SR AreiE f gt g R
BITH > s @t T M % E_F A sF (Johns and
George,1998) » soaviy Eehm FIEJIE ~ A RPFHF ~~ 4 F F -
LRI EZ A 2FRANEETREMAATE- KREFR
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B AR (R PG 250 S SR ©
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Rotter (1967) - BREY - B Y > P IR BET Y
g o

Zand (1972) WMEREPEIEIALE LT €T T
E’ % ﬁnf; P

Lewis and Weigert | A pcfs S A B2 /@7 5 » Ak & hsd v & -

(1985) AR B RS B A 6 S
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TR A e GLA R E) 2 R K

LH R B (R B E) st o

Moorman, Zaltman | T & 4 7 & 304 » — 4413 i{—‘ﬁ 254~ R
and Deshpande BHPY O - B EARZTFICEN AL T e
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Barber (1983) %A
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T TE M F
Morgan & Hunt ¢ ﬁi#ﬁp&ﬁ&’

(1994)

Mayer, Davis and
Schoorman (1995)

Doney and Cannon

R F AR T TR R P R 2 RR

(1997) > 2 28 o

Rous- BEE-AFHEHYE A TR ARG e i
seau, Sitkin,Burt | @ B & #-p ° St 5 X G T A AR etk
and Camerer 12 Ak fg e

(1998)

Rousseau et RS EDA A B/ RGBT
al. (1998)

Anderson & Naus |H ¢ <= @ 4pi L5 R M RIEE P T R R
(1990) ; HuixssEs o

Mcknight, Cum-

mings & Norman
(1998) -

Mayer er T2 AT PIE R FAHP L ER
al., 1995;Parkhe |35 8 o
(1998)
Chaudhuri & P RERGOMETE  RAF AP HE
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5 % THEMNF
Garbarino & FRERHT EETRERB S TET LR

John-
son, 1999;Verhoef

,Philip & Janny
(2002)

Gefen (2002) - P NEL IREHRLFAF R - T mT A
b pe :E!ij’f"r#?)a = RN EI

S8 BERBFITA

kg E p B 7 5 (Customer - -Moluntary Perfomance,CVP);‘)J’ P
RIEFLEDE > od Ry B E S E RR RIS T R E T A
(Bettencourt,1997) - '

CREEZ P BT R TA
- qﬁé?i*“ ESNERI R 4;3’3 R BEFL:

FHEORF AL R AL A e 42

ﬁ?%ﬂ@%%ﬁ%?%ﬁig’ﬁ? FAREPREFR

#-¢ & 4 34 k4 (Lengnick-Hall, 1996) -

Mills and Morris (1986)45 1 - $+4F T g & *3 > i A
b Thr%.ﬁ 1 - ko €S ﬁ #7 (Innovative) ~ & iF
(Cooperative)£r p 7 (Spontaneous) i7 & » @ & & & ) &
7 e oo F et g ¥ g & RIS F (Bowen and
Schneider,1985 ; Kelley et al.,1990 ; Mills and Morris,1986) £
EEPRIMEY P FTREHFAL LY T FR

A F ende sl (promoter) 7 oreds el f ¥ eh A K8 IR
]
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(Bowers.,1990 ; Zeithaml er al.,1996) - 2.7} % iﬁiﬁ;fg»\{ﬁ ¥eh
hIRE L APRABEARY i e A S TR p e foi A o
MR R BRI &R i av(Kelly et al.,1990,1992 5 Martin and
Pranter,1989) - 3.;}' oA M JRIFEZELIRTE Mg & &
Ja(Plymire,1991 ; Schneider and Bowen,1995) -
Bettencourt(1997):%. 5 > AEE 3 av # LB & ¥ & 58 JRF%

SR ML P FF LA RAhd s g F fle e
/}JF ‘é’xj’iﬁﬂb"ﬁjﬁ."—%ﬁif i“ﬁ*mﬁﬁiz&?‘aOﬁéﬁ

s%ﬁ:% A TR F AR Ry £ L
BAPBIEEFEREDE L @B FF L ERY RE
h{7 5 (required behavior) &3 # 2 £ e - BE T LR H 5
Hog ¥ F U7 fRiomic sl g §F 5 i
ik~ A JRIF S Tegh i o

R RN =
REE P E L E > SR EE EFEM BT S
1% » Bettencourt(1997) & § KA % F ,f:~ AT ANER

W%%é%ﬁéwﬁi%%&édw%ﬁ%%ammm

Customer Satisfaction) ~ " % mvg(Commltment) REE
(Perceived Support) ~ 4+ ¢ 2 :héiﬂ"/‘ MAFTE LA R
7 &1 L7 4 (loyalty) ~ & {7 % (cooperation) ~ %21 7 &

(participation) -

CREE R BT S B

FEE P # S e » R E Nz BAE ES 0 fitdeT
(= )& 3# 17 5 (loyalty)-Ag &+ & * £ PRAx ehie &  (Loyalty

Behaviors)



B % ﬁﬁt@Amiﬁ
e 4 LT #érﬁ*

75 e LEAMRE & 'a‘&;' FET PR B R B ik
P iR om0 gﬁ 7 » heskett et aI.,(1994)EJ | -4

TR EFERARER DL L L ALRR A

*sm

5,1‘115%@;1-_% ﬂﬁﬁlﬁﬁﬁii%&ﬂ’“i“%*’?@—ir%%‘ﬂi“ﬂﬁﬁ
BBR S z—e‘m&‘%wﬁ‘-a@é#g% A ) B

—‘ﬁﬁi‘ R AL FERE ALY L ONNLEER
FN RS XY AR R ﬁ%ﬂﬁ HHRER A
Rl AL W FA g ESEY H ?f‘ﬁ’ﬁr‘%
(McMullan and Gilmore 2003) W EFR Fﬁﬁfi » 7
é@%%wﬁ’w@+¢1 iﬁ 2 F AR RIR o

R #%‘Wﬁﬁm AR TRALE

F T R PR AR A7 B (Grlffln ,1998)- 1% & § & K 4
N R R EE RS R AR R R

P s i % @ (Rust et al., 1995; Zeithaml et
al. 1996) - i} § H LT S5 ARF o HIT K e w4 ARG
g%%@nﬁﬁﬁjﬁiﬁiéwﬁﬁvﬁ’ﬂ%mﬁi
FE R B AR ZALAEDRBIESN S B A RE
(Zeithaml,Berty and Parasuraman, 1996) - Bowen and Chen
(2001) -
(= )& f¥ {7 5 (cooperation)-£f & 4+ iff £ ¥ JRis+chk b 2 &
(Co-Producers)
& ivf7 5 Ay ‘%" W3 S TR B L T B £ enfs

BT RE ARERDBPB R AR SRR AL
”ﬁ?j}a"*{ﬁ”ﬁﬁif°é\»f%f'ﬁ?,“/\m\i@?)i'%iﬁﬁljg‘ﬁmg
flos RFECFTF P ERGeEI AL H



TR MRS EFR WA
A EPATE T L E R A A
£ iTi{s ;% > Gruen, Summers and Acito,2000) ] #-& T 7 &
& A r/ﬁ‘%"ﬁﬁ'ﬁ%ﬁiii Pk BT = Bt 3 1§
AT 2T g £1FE LAY F UG 0
w3 s 0 P A o3 4] (Metcalf, Frear and Krish-
nan,1992) » ¥ ik B & F i3t > F RE> 15 0T frgh e §
L b W g % (Bills ,2002) 0 B = 21K G
FROBRIDEEFLZTEFRE M BETHEWLAIR
(Woo and Ennew ,2004) -

TM
bo
[

i Fl;'z;}-;ftli;fr' ,FL)LF,]&,,,E% fie L hEEFLHEFD
FEB Lo p A A Je g ERARDBRT
g:aes:sgiggp’;frﬁ’ S zﬂéﬁ%iﬁi*“ EE
SEL- I e U S S

(temporary members) &8 £ 384 B L (partlal employee)(Mills
and Morris,1986) »& i FEALY w1 2 A F i
4

[e]

(=) % & {7 % (participation)- A % # % £ % 33

_H
.
¥
K
&J\
R
7

(Consultants)

BEAG SR e MFREFILEL WL L EF
WO G B F K g SR Rt d g ek %
BRI PRARE BB ATPRAE o G0 PRARY %;,.% ;2
AR g Lo & 2 £ p(Peters, 1998) 0 & ¥ %
EFRFSEPRE R FORAT LG 2 BE R
el fEPRSERBET FERTHEE T ELL
E R PR - R R Aot i p
FEEE I bR SR FLAS L EER



HAE 2k 2 p {7 5 % 3 (Mohr and Spekman , 1996) -
LA EFERPFREE 2 v f EhT
w 4% {7 % % I(Gruen ,Summers and Acto 2000) -
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