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Chinese Culture University

ABSTRACT

Since the production percentage of services in gross national production has been
increasing, the importance of word-of-mouth on enterprises’ competitive advantage
increases. The purpose of this study is to investigate the relationship between
relationship-building behavior in the process of customer participation. Customer
participation has been a widely accepted ‘marketing paradigm among scholars and
practitioners. The wide-spread consumerism-has-led to the fact that customers want
not only the products or service offered by the. firm, but also the perceived
relationship during service encounter.

This study distributed structured questionnaires to customers in food and
beverage industry. 600 questionnaires were distributed. 500 valid questionnaires
were returned. The response rate is 83%.

The research results show that the relationship-building behavior in customer
participation is positively related to word-of-mouth, which supports our research

hypothesis. Theoretical and practical implications are discussed.

Keywords: customer participation, relationship building in customer participation,

word-of-mouth
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54.40% ~ § 1 1E 45.60% 5 AR AFERROR S w ’TliﬁéﬁU% ik
57.40% » = 4§ H i 42.60% ; EELZ 5 0 1126 1 30}%—‘k 5
it 25.80% H =« & 31~35}§@—‘kf’*‘%4p 23.60%; i v AR
IV 4 E\?%ﬁii’f‘ v ik 67.80% 0 H= AT (7 )t ’Tl%p
21.60% ; B E 3G > ME AR A S o i 39% 0 B g Ay
EFAITEG 3280% A BHAE AR IRIEE C EREF R
N —T-i:’“]{)\"v\i’.'/\30001445000%'%%’3’f:"»19.00%’
H =t % 45,001 % 60,000 ~ # 7 ik 5 18.20% -

# 32 ForxtR Az A AFTRAL T A

A AT R = #c A A (%)
o Kt 272 54.4%
9 228 45.6%
16~20 " % 25 5.00%
21-25 62 12.40%
26~30" % 129 25.80%
e 31~35 & 118 23.60%
36~40 % 70 14.00%
41~45 % 45 9.00%
46~50 # 23 4.60%
51 (5)0 2 28 5.60%
BP (7)™ 6 1.20%
RPN 3¢ B 47 9.40%
& &L f 339 67.8%
FA g (5 )0 108 21.6%
(& %’)
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%3-2(%)

524 (% ) 39 7.80%
F oA 195 39.00%
w R 22 4.40%
O
i LEpER 164 32.80%
Fhed 7 1.40%
H i 73 14.60%
20,0007 (7 )14 T 61 12.20%
20,001~30,000 67 13.40%
30,001~45,000 = 95 19.00%
o 45,001~60,000 91 18.20%
I 33 ~
60,001<75,000" = 80 16.00%
75,001~90,000 =~ 38 7.60%
90,001~105,000 = 21 4.20%
105,001~ (% )re'h 47 9.40%
! 213 42.60%
S HFT I
A 287 57.40%
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BB ETRIRDT w5 i
B2 BE > AT RpEL 9 7 % % (Athanassopoulos, 2001;
Engle Blackwell and Minlard, 2001; Zeithaml, 1988) > ¥4 # s & &
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R AR ESE LM BE 2 AL F LR
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Ml e FFE PR RHEY E ﬁu;f%ir 2 2 R £ (Likert
5-pointscale) (1 : 22¥ 2 B & ;2 2 k& 3 & R ;4
RS 2EFRL) £ 28R40k 3-3 77 ¢

%33 MESEZMGEZE L
42 0 8 4L
1. & ¢ wRFIFX B 21 "FERE IR, hREE o
2. 4% [ BIRIFA R PRI R AT 5 PF 0 &

F&g /JL - <F/—
3.1 & B AL PSR A | PP o

o P

4. A F g B EAPRFAA R k5 APRFE o

7R kiR - Kellogg, D. L., Yoimgdahl,-W-E. and Bowen, D. E. (1997). On the
relationship between customer participation and satisfaction: Two
frameworks. International Journal of Service, 8(3), 206-219.
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Amndt(1967) % & 5 5d 2 ZF F A M2 B3 F H
FREUC D S HmE - WA S R HFE AR A
T T g2 T e & * Babin, Lee, Kim and
Griffin(2005)% v M B2 T HEFE £ £ > 5o Mg
HAdpif AR RLERS T A AL SRR
BRI BAHEYZ LT ECRFRA AT AR
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2. AR AEAHEFE RO G [ 2R L o
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T kiR - Barry, B.J, Lee, Y. K., Kim, E. J. and Griffin, M. (2005). Model consumer
satisfaction and word-of-mouth : Restaurant patronage in Korea. Journal of
Service Marketing, 19 (3), 133-139.

AFEFT P 0 REE R R 2T AFHE T Chiou, Droge,
and Hanvanich(2002)¥ A 2% 2. 2. T2 EHFE £ & » B :
BEE B E 2 A4 R F TS p R e o
e BT LT E AR AF AR 2 R
203 ALL A RA S AT R BAR T AL 35
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35 ppEGR AR 2. E %
#E o g 48R
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AE (22T HY AT R R A ERE A e
3.MA 7 > AEHNERCTFRERR IIBR o

F L kiR © Chiou, J. S., Droge, C. and Hanvanich, S. (2002). Does customer

knowledge affect how loyalty is formed? Journal of Service Research,
5(2), 113-124.
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F L kR - McMullan, R., and Gilmore; A-(2002). The conceptual development of

customer loyalty measurement: A proposed scale. Journal of Targeting
Measurement and Analysis for Marketing, 11(3), 230-243.
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1. A qeiz 7B RTVRIFA B > 38 247 o

2. & 3% i1 g \w@.; e o
IEET |3 SRR RO IEBERES I E PR R
EA ST R s o

4 B FR R 1T B § R A PR AT -

LATFE B ROH MRS IR REF ¥ BB

Bk 2. A HHiE B R WE TR A -
R E R P A NS S - T
4. N5 E?\%lﬁ%‘ﬁﬁfﬁﬁiﬂ&ﬁ;ﬁﬁ&?é%
RE B &l
Lo~ Hx BRAR T A |k £ 4 i & o
A DS 2. B PR RS E IR RS R L

3. 34 D e RE RF ‘ﬁ A RELN - BEF

7 kiR © Brady, M. K., and Cronin, J. J., Jr. (2001). Some new thoughts on
conceptualizing perceived service quality: A hierarchical approach.
Journal of Marketing, 46(July), 136-154.

R A
o B e § & ik Petrick(2002) 2 £ £ T E o
Petrick(2002) €&+ § & & AL E i §t 1 #IRAE 2 4 4518 7]

G141 ¥ (take) & #7 i 41 e A (give)d FH 2 L B chp £ 0
TR TEENAATRNOBERFEEEF LD
¥ g sndr o Petrick(2002)2 /i B B E A T F o 4FT F ©

BBl 2% 2 k212 A FA 32024 F 3

5: 2%k R) BAEIA oL 3-8 97T o
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T kR ¢ Petrick, J. F. (2002). Development of multi-dimensional scale for measuring
the perceived value of a Service, Journal of Leisure Research, 34, 119-134

i

0 11”

o l% =2

AN et e

R S

AFT G R K AT BTN N P AR R (S o
Berman and Evan(1978):%5 4@ s R AP LW § F A
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% 3-9(4)
20,000 =~ ()14 ;20,001 =~ ~30,000 = ;30,001
7~ ~45,000 = ; 45,001 = ~60,000 = ; 60,001 ~
~75,000 = ; 75,001 = ~90,000 =~ ; 90,001 =~
105,000 =~ ; 105,001 = (% )+
BAFP R | A ¥ ¢ 4

EFTEICON

F¥ AT S Bk R ;ﬂjb P A7 ¢ * SAS 9.0 st
FPEFKMTLAPTIE  BY B hfe Eﬁ;‘ % 47 (Regression
Analysis) & = ;N 2 37 S HECR22 M (0 P 4o T

— N kit V’ o

]‘Fp“é‘?”]zxéiﬁﬂi =30 Tiﬁ'é F230REZ

—‘ﬁ' 3 ook ARSI Es fefop st 2R E w#’]riﬂ\m;%
Mo MR R AR AR o

-~ BRAT
A 2.1 R A~ 52 Cronbach’s a X fi=g B ¥ ch v 3
A o Nunnally(1978)3% % Cronbach’s a ¥ * 1/ ¥ %_% 78 % #k
PR A GRAEABEATHFESFL R A
TE TV H oo qE<03FHIMUE )imgaarﬂ a @ i3 0.340.7
2T BR )gmipa]“;] » a 8>0.7 3% 5 R (Hair,
Anderson, Tatham and Black, 1995) -

= ~ PR Rls
v Pearson f§ H 4p B f"ﬁﬁ”x(Pearson simple correrlation) s
RAEE 5 S v R S LR RARE LR RBET
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Rt l% B4 B 2 Ps’? Y Ap B AR R o

=~ R ik b7~ 37 (Hierarchical regression analysis)
RS e s I E S SERE & S R 3 Sk

PE S - Bk T B %b,ﬂﬁynxﬁarf :

(—)HF- AR AR e TR
Btk R % o

EOL2Z ERE R IR R S 2 Bl T LR
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FREESAMN o TN 2 R
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(AR SRR L S T e

A2 pn warMﬂ“f‘ PREGEE S22 Mz,
R B I REE R AL AR T AR RIS
N @@;)ng\,m.g)g  ZBEF RRENEASE T

MY 2 BK e
Fo8 FrRELIGAEA

PRA ) BHFEE LI 2R LT LG - REEHT 2
Adp- PRIREF ORI EI TR - AT R A PE
gy frdk * 0 Cronbagh’sco VA BT 5 8 B ¥ 5 & 2 &dg >
Cronbach’s 0 < 0.3 4 77 210 B 503 <0<07 %7 3% TR ra>
0.7 %77 = & % & (Nunnally, 1978; % = %" > 2002) -

ek F R ALCBE R 2 B Bk
(Correlation with total) >:0.2/10% 53% ¥ 78 2 58 45 & § LIq2 40 M
B F 20§ RS R B AR N B <020 F Mt RO RS
LFEAMPGFTERAIT -

- ST RBEZ TR AT

Amdi(1967) % & © A 46 5 5 3 L F XA WL B4
l:’i’«f&-’]/{i' B> e B2 N3 %k - A S R HE
A% o A8 7 4 4 * Babin, Lee, Kim and Griffin(2005)2. #_& &
% Babm, etal. (2005) 35 v A @32 dpif § o H-H s
LEHAS T A L BE AL RO T BIE L

3 3 HFARELER iﬁﬁmﬁ.\i Z2_4p R ffiﬁﬁxfﬁ_(correlation
with total)3= = *+ 0.2 > & %8 Cronbach’s a & 5 0.754 > £ 1| 3
BRAKEOTNE BTHELLT NG F 2 AFE s
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Y drd 4-1 997 o
3 4-1 v @4 E 4 2 Cronbach’sa 2 & A 47

(B AN
| 7 I ey :
2| = e 7 IR 2% 3% | Cronbach’s
2 40 B T B a
MR E T T
- LRSIy €Y. K I 0.555
' A FE R, Y
ol R &ﬁ{?\% mnL 5 001 0.754
S 'ﬁ = S FTw ) )
%3 AR R BB A AR & T i
I RE R R o 0.715

itlakor F wAE

BEE %8 2 & H_ % Kellogg, Youngdahl, and
Bowen(1997) 4t kg % 82 2. M (2aE = che B F7E & %
Kellogg etal. (1997)z% 5 AR & 5220 G = g W f F 5 2

e

HEM L S8 28 BRI e 2 E’UH ~ A
DM R BANFIEEG 48 GARAATES a BilkiE

0.473 » 4% 4-2 #757 o

He B r2 >y 4 BRABGEEY B aRiz4 |k
RARIN)E K G 2 AA R Gl 3 0.172> 0 H ] RS
020 Fehft g ayt BIE S g > B E AT 4T 0 kA
AL IE}H'J",% t$ » B 22 = o9 Cronbach’s o &3 4r I
0.493> e A |4 5 2 0.473 § & frshie = - 4395 Cronbach’s a
RN AAE AR LY R ARE B AR
% 4-3 #75% o
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F 4-2 REE S212 M thiE > § 4 2. Cronbach’s o 3 & 4 47

i | e RA ¥
2 | = + &K “ 345 | Cronbach’s
2_4p B Tl a
) Eegrw it R4 TFERLL
IES Y 0.304
y bk [ B RAR A B ARIE
o | 6| BRERAGE 6 R
” e ‘ 0.345 0.473
- m.ﬁ * AL T I RFE A
RN o 0.272
1q | R FRIR R R
TR ARFE o 0.172%*
MR AT B G 2 A B TR <02
% 4-3 B {SREE S hiE 2 F 22 Cronbach’s o &5 B & 7
| PR
= | = £ &R 2345 | Cronbach’s
2 3P B TR a
5 | B § R R R TR A
" |k gR ) hE R - | 0.299
“ Yo% G F FIRIF A R PR IE
é 6. | s 2N EPF 0 &€ FHF 0.493
N o 0.355
B 10 & * & BRI A
'ﬁﬂ ° 0.278

ML BRARZ RS

WL RAR S AT %8 2 P A% Chiou,
Droge, and Hanvanich (2002)¥14F £ /% 2. 2. TLEEHFE & % >
Chiou et al.(2002)z% 5 AE &% & 2 Adp i f F #0520 | 7%
B o RIE R 34 AR /%,&fiﬂ% LRI
ek 2 4p B ChdiciE 35 < 2% 0.2 B4 Cronbach’s a & 5 0.834

- 49 -




44 REEHIAEE L2 Cronbach’sa & B A 45

W eamn - *i:'}?.é 17 ’
& | = ® % I8 2% 3% | Cronbach’s
2_4p B Tl a

RE 4 ARG &QM;&L?%ﬁﬂé’
L | BRI o 0.595
M S| ARBEEEER SR E R 0.744 0.834
Z 6 BERS 7 o NETER e RE
Bl 7 REBIIGER 0.755
Lt a for B e AL
T~ RRE LR LG R AGT

% ¢

R BRARF R L LR
McMullan and Gilmore' (2003) ¥ B % & 4 2
o0 BIRGAREE L PSR TE n-;ﬁ/é]:zm’ﬁw”
%%%nﬁﬁﬁﬁﬁﬁ%v%’%%L%ﬂmdmﬁé%%’
SHMEZLERET - FRL3 603 TRASSa il
B 5 0.420 0 40 4-5 997 o
HP AFEZ L AR E 2D 12 BRAAes T UL FH-
ELIETFERRY T ~ F AFR- FTITOE R
V)RR 2 AP M iiciE A B 5 0.168 ~ 0.123
d 3 H @ ] SRR E 0.2 MY KRt BFIE A R T g
A B R AR BT 6 BEER PR D
Cronbach’s o .3 v 2 0.572> A #2502 0.420 5 L ficiidt
2o o4 % dod 4-6 “7¢ o 1345 Cronbach’s «a 3= # R
030<0<070> * & & A4EP 53 ¥ R G Ripthk-

‘-\w
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#.4-5 REZ LA E 4 2 Cronbach’s a 3 B 4 47

=R At
? f B4 RE i5] &1‘#& Cronbach’s
Z_4p B T a
1. %%‘u#%ﬁ*%’?lg 0.168*
LR E R T -
FAFIR - FITE R R
@‘z SEia . § 0.123*
z, - ?é?éﬁﬁﬁﬁi$§“?
B3| dE s mF - IEE G 2"'\ 0.283 0.420
Cic ZH o € AR IIRE
B | 4. &iﬁgﬂaﬁﬁf ié&f 0.358
5. - FERER TS 0 | 0327
6 |V R RERIAL oy
BREERERE. TN E D 6 '

L FE R B AHEG 2 A K <025 adF A |w AL

4 4-6 B isAEELBAEE %2 Cronbach’s o & A A 45

B TR AT
?f z B A PO0E “ %45 | Cronbach’s
2 AP M Kk a

T ig - RE RIPRIEEF %
BE | 3. %’Wﬁ—ﬂﬁmﬁ¢ X 0.263
z B g i AR FRE
&4 [mak g F LKA wlfﬁf 0.502 0.572
PS5 AT ﬁ% Iﬁa,g | %o 0.369

l—ﬂ R 'Fi‘ m gi 't" %Eﬁ»’ﬂ

I RIBE 2GR A

PRASEB 5 ARy enip 4| %8> 8§78 % & 45 Brady and
Cronin J.200)¥HAf £ & 342 T X B HrE & & > H 05 PRI &



2382 24 JRix 4 ﬁf’i’iﬁ’?ﬁ‘ﬁ%"‘ﬁﬂfz # R H 0 LR
GIRFER Y MAER BN o RIS 1140 £ 4 & KT
BHG 2 AP M hcEIZ A3 020 F R Cronbach’s a i 3
0.891 > x| F FR-AKE 07 0 BFZELALGT G F D

R

o drd 47 #r o

% 4-7 JRF%5F £ % 2 Cronbach’s o 3 & A~ 47

R A 17
I8 S
Tj B A ] 2% 4% | Cronbach’s
2_Ap B i a
Afriz FRE FadIRIFA B 0 3
L) 4o . 0.473
TRE RO L 0 6w
5| o | TRERETRA GEETRL ) s
# g e
g &R B B/ IRAE G Ao B
R R RN - 7 S 0.647
?ﬁ m‘]'%E'»é o
&) Azl e RS PR AT Y
4| ERERS X 0.542
I R Al
A K 1F D 7 B A
S L X6 ke - - 0.557
: A % ‘mﬁa‘ﬁ': T 0.891
f;_ 6. | 2 HHE TR A MRS 0.595
3 iR e
e TRERTEE S 4 0 & AN
o 7| vy % et 0.613
} l\.‘»‘v‘b ;‘z ’ \ % X
8.| . " )Lf%f%‘ R 61
i’t‘ip Ij')éf' g Q']“EL—°
A B o HAD S - S F
3| | s o 0.668
il R RE % PR
|1, | RS A S 0.759
o % AR 2 o
{ 2\ x )y 4
Pl }f;\ EREmE T o
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Ao B R AT
R EL AT R ERAIEEY R LH
PRIE 2 5 97 (7 3] el £ (take) & A i d1 ek A (give) s ¥ fF 2

A
AR PR X 0 T 2 TR ek TR m%@’ﬁdﬁ
g}i —’/%"IEYF:;J‘\."OF\:IE’ lﬁﬁ 8%\’ Faié‘bti f#

% Z AP RB lciE s« 2 0.2 B4 Cronbach’s o & % 0.889 &
FIBGRKEOT N BT ELAL I ARE B R 4ok

4-8 ¥ 57 o
#* 4-8 A E z_ Cronbach’s o 17 & A +7
N\
| ] Pa i)i/” ﬁ ’
& | = e ] LN Cronbach’s
Z_p B e #c a
1. | & 78 BReh& i oofaw Juen 0.812
2. | & 7% R T w0 0.789
o |3 SRR A AR 0.754
o |4 | EREREN G B o 0.767
2? 5 ;'j?é&«ﬂ mf;;:é L 0637 0.889
o T aEA LE
E | 6. ﬁasb&'»:rqvxg?‘égaﬁ . 0.614
7. };’Z'* 4@»4\jg_)%¢ﬁfgf}ﬁ 0.289
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