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Abst:ract 

The objectives of this research were to develop and validate a casual relationship 

model of the influence of the service marketing MIX onperceived value, customer satisfac­

tion and customer loyalty of Jaspal Group in Bangkok. The model involved ten latent 

variables:product, price, place, promotion, people, physical evidence, process, perceived 

value, customer satisfaction and customer loyalty. The researchers used quantitative meth­

ods which involved empirical research. The research tool was a questionnaire to collect 

data from 437 customers. The statistics used in data analysis were frequency, mean, and 

stmctural equation model analysis. It was found that the model was consistent with the 

empirical data. Goodness of fit measures were found to be: Chi-square 508.533 (df = 476, 

p-value = 0.146); Relative Chi-square ('J!!dj) 1.107; Goodness of Fit Index (GF[) 0.945; 

Adjusted Goodness of Fit Index (AGF[) 0.905; and Root Mean Square Error of Approxima­

tion (RMSEA) 0.013. It was also found that (1) Product had a positive and direct influence 

on customer satisfaction; (2) Price had a positive and direct influence on perceived value; 

(3) Process had a positive and direct influence on perceived value; (4) Perceived value had 

a positive and direct influence on customer satisfaction; and (5) Customer satisfaction had 

a positive and direct influence on customer loyalty. 

Keywords; Service Marketing MIX, Perceived Values, Customer Satisfaction, Customer 

Loyalty 
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vhu1~dJuaci1\l~ (PER4) (6) ,;J1tttl'lttt.l\lft1'W 

tl1:::6'f:HVI1\l111'l~fl1f?IU~n1'l~1uri\ltt1f?l~€l:HV11\l 
mttm'li (PHY)tla:::nau~1tt~1tttl'lfl\ltnl?l1~ 4 

ti11u tl1 1~ ttrimnuvi ttifl:::u~t 1ru1f?ltta€JU~1'Wfl1l u 
tfil~v5atl1fl n~u !i16'f:::€l1!9lm (PHYI) U1ti'VIih 

q " 

~1uf11L'Wtii!~a 5atJ1fl nitJ a'lr111:H6'11V\J1:H :HB\1 
q 

rHu1~1flilt~'W (PHY2) itlbbUU'IJ€l\Jn111?lntbl'i\l 
"' 

mv1u~1u~h1utiil~aifatJ1flll~tJ a'lii!11:H111111ltl'iu Vfu 
q 

ffiftl (PHY3) bbifi:::1111~Vl11\Jfl'Wfh L'WLii!~B 56'ftl1fl 

nl:ftJ vh 1Vivi1ut~an41'vfiuf111~aci1\l6'f:::li11n6'fU1tl 
q 

fPHY 4) ttfl::: (7) tif1 bb tlittt.l\lft1'WU1:::6'f:HV11\ln11 

~fl11ilU~111a~1'W111:::U1'W1111111aLViu~n11' (PRC) 

1J1:::nau~1ti,;J1tt'llafl\l tnl?l1~ 4 ,;J1utla1~ttritl'l~a 

if fltl1 if! nitl a'l.ffu~?~auma'li1a::: roi1 fl'WA1~1'1111 L ~1 
q 

rPRCl) tl'l1a5atJ1ifl nitJ a'l.ffui?IEJ'W1111'li11:::1"h 
q 

~uf11vion~El\J (PRC2) !.l'l~€liJ6'ftl1fl ni.Jtl fl\l:HBU 
" q 

1'lu~hvivi1u<ifv~1tll'l11:Ha1f?l!. ~1 (PRC3) ttif!:::vi1u 

'l~i'ufiu~h~1ml'l~EJ56'ftl1fl nitl via'll'lillfl1'1il?l1'\J 
q q 

~1:Hvivi1u41's (PRC4) 

!911 tttl'l!.bt-h'lfl1tl 1 utla:::nau~1tl (1) !911 tt tla 

u.t.l\lii!illA1viiflnfl'1i'U~ (PCV) tJi:::nau~-w!911tLtla 
q " " 

fl\ltnl?l1~ 5 !911 tt u,-1~ ttri,;J1 tt-thfl\l tnl?l1~a1ii11vi 

Yi1Wihti1tl~f1VIi'Uft'WA1 L'Wbl'l~€l 56'1U16'111itl CiEJ11 
q 

flm41 (PCVl) vi1'WlVtl'l:::U'W'Wtl'l:::6'f'Un11'ill1f?ltJ'l1:Hlif • 
1'iffiuf111'WtA~a iJatJ1if! nitl 'i1a'l1'1ruri1 (PCV2) • • 
1'111:Hi~'huv\l'Vi1WrlU1111' 1~ 'iffl'WA1 1 'Wtl'l1EJ56'f'l116'1 

nitJ CiEJ11fl:HA1 (PCV3) l'lillfl1'1i'IJEJ\JflWfl1!.1'l~El • • • 
5atJ1fl nitJ t~mVivunu,-,mvillls\J~1cr1tJoa11 • 
A:J.IA1 (PCV4) 11iltJJl1'1i1'1:H~1111111l'ifftUA1LA1fl era 

q 

tl1fl nitJ tia11fi':Hri1 (PCV5) (2) ,;J1tttlatbt.l\J • • 
A 11:H'Ii \l'li e:Jl ~'Ue:J \l fl n fl1(SA T) tl1:::n e:JU~1 t1 

" 
~1tttl'lfl\ltnl?l1~ 5 ,;J1 LL u,-1ti'f ttri'Vi1'WW\l'HEJ hl>iv 

Aillil1'1i'IJB\lfl'Wflll'WbA~B 56'ftl1fl nitl (SATl) 
q ~ q 

Yi1w'li\J'HB 1 ~liiEJ'l11'11'Uv\lflWA1l Wtl'l~€l ifa'l11fl n1tJ 

(SA T2) vi1WW\J'IiEl hl'iaamuvi'lla\J~1WA1 1 Wbl'l~v 
vatJ1if1 nitl (SAT3) 1171Vil1'1i11:Htt~Tvhu'I1\J • 
'HBl~l?iflnt'l;ffafiufi11WtA::iEJ 56'ftl1ifl nitl (SAT5) • 
tt6'1::: (3) ,;J1tt tlattt.l\JI'I11:H~\Ji'nfln~ (LOY) 

tl1:::nau~1v~htttl'lfl\lblll?l1~ 5 ,;J1tttla 1~mivhw 

lil::: tt w:::tl1l ~ t ~au VI~B n.J1 ~m;ffa fiuf11l u tiii~B 
uatJ1if! nitl (LOYl)vi1u~\J hvi~:::;ffsRuA1LWtiii~El • 
uatl1fl nitl mh\Jl?im-ds\ll'ia1tl (LOY2) Yi1W'Iifll 

q " 

l'W'Vl1\JU1mMv1nUft'WA1l'WbA~€l 5atl1fl nitJ • 
(LOY3)'Vi1W~:::fl~11n.!1 b~an;ffElflWfl1l Wbl'l~€l 
uatl1fl n1tl tuwilw~utt'lm~€l~l'l11:Hrila\lma1'if 

q 

fiw~h (LOY 4)'Vi1wlil:::if\JA\l<ifaflwf11~1miii~El ifatl1fl 

nitll?is1tltt:H11~:::3'lf"itt'li\la1V~W '1 t9.f1:H1 (LOYS) 
' " 

~1561-·u ih . .mT:i·~~a 
tl"S~'I11natt6'1~'llu1m,ij'lea1\'l 

tla:::'ll"11l'lvi1'iftwn111~VAf\l~AB " d Sllliii1'Vl 
'U 

b'ii1a-n41'af!uFhlW~1'W]aspal, CPS: CHAPS, LYN, 

CC-00 bb6'1::: Footwork Noir lWb'UI?lnJ\lb'Vl'li • 
:HV11Wiil'l fl1Vlfun11'1tiil1'1:::~1fm-m 1wm6'lfl:H1111' 

" 
Ll'l'l\lff~1\l~':lt!LU'lbbnJ:H~ffb16'1 Hair, Black, Babin, 

Anderson, and Tatham (2006) bbtJ:::thi1~f1Elci1\l 

.. .! 



• -~-:-l 11'iH1'if!!:iljliruiiAmuifu>nJm1'1A'i !illiUIJLjl:iUflli'l~'iui'l:ifuAJJmi'l~'il Tiil 2 i:iliuvi 3 fiumuu - BU11AIJ 2555 
-~-·~-_! 

l"l11j:j'Uu1~~\lu.l'i 200 M'1BV1\l4lu1tla1'VI1'umru'ii 

L:HL~~1a-i.Jru<iie)'Wmn i;l'1U'IJU1~'1JB\Iml:HM1BV1\I 
q 

R1vt1'un11~mnli'i1Lu~l'l'IJB\ltl'J~'IJ1m (!.t) ru 'J~~u 

R11:Hb~mtu 95% L~BI'J€l:HlM'j:jlil11:HI"l1mlil~€lU (e) 

'llB\In1'Jtl'J~mruli'i1Lu~milW~,Yu1!?i1u'J~~u ± 10% 

'Uth'li;l'1Ubtii'J\lb'U'Wa-!1l?I'JJI1U (sS) b~€l'UU1~'1J€l\l 

tl'J~'IJ10Jj:l~1U1Ua-!1n Q..tJL) 'IJU1~'1J€l\ln~a..~M1€lth\l 

Hli'i1Lvhnu 400 W'1€lei1\l c~~.Jrv m'lJ'<IlU11R, 

'1111oo.~u Ul?ll'l1Utrvi tt~~~L'Jn rr~ffL'Il, 2551, vtih 
q 

151) ff1V11'Un1'JL§BnM1€lV1\I ~1~1'1 1~rl1'VIU~n1'J 

L§Bnnci:HM1BV1\11?11:Hofful?l€1Ul'i€l1 tl~\ld offul?l€JU • 
tL'JnLUUn1'JLfi€lnW1€lV1\lUUULA1M1 (Quota sam-

pling) LW~I'Jrl1VIU~~1U1UM1€lV1\lvi'<ll~Liiu'iJmj6'lL u 

tbl'iCt~i11\lff1"'J'ti~u~h8 ttvi\l el'u1liiuri ffl'l1:H'tiTnnvu 

ffi'J1a..!LoUULI?l€l{ bBa..!L'WL11'la..! boUU'I11'6'lt1~~ LoUU'I1f6'l 

ff1'1J1'U1\l'W1 L<i1U'I1f6'lff1'1J1lJUbn~h LoUU'I11'6'lff1'1J1 

'ti"J~'J1:H 2 u.ft~~1L'<Il€l{'ti1{l'l f\lftl?l 1 wi'fWJfhu'ii 

b vh nu Lbfl~vhn1'Jb§€ln M1€1V1\ll?l1:Nlil11:Hfl:::~1n 

(Convenience Sampling) '<\11ni!Jn~h'iit'ii1:H1L<ii 
u~n1'J~€lfl~fhLU~1UJaspal, CPS: CHAPS, LYN, 

CC-00 bL~~ Footwork Noir 4J\11!9lfuLLU'Uff€l'U 

!:11:Hvlfl:Hmru51a-~1'Jflthm 1.ifl um,-1 tm1~~'ilva..~fl 
~ v 

1!91~1U1U«\I~U 437 ~~ 
Ll'l~v~~avi1~uni'J'J1'U'J1:H~€l:Hfl 

"' 
n1"51~1'JL'Wlil~\l'ilt'litt'U'Uff€l'Ufi1:N (Question-

naire) L umr~~v\l~vL Un1'JLnU1'1U1'1:N'ilv:H6'lL~I'lj:j 
'11 

offul?l€l'Wl'Wn1')ff~1\JL~8\lj:l€J ']j\JLL'U'Uff€l'Ufi1:Hb'VIfh0 
'V .J; 0 ...:::.~ d 

rJnff';f1\l'UU'<\11nm'Jiif1"51'<\11';f')!:WnJ'):NLL~~\l1t!1'<1li'J'11 
'11 

tMv1'ilv\lL!ill'ltLU\lLI'l~v\l~mmmuu 5 6't1uliivff1U'ii 

1 'iJ€l:N6'llihutl'J~'tnn'JrT1ffl?l{LLfl~'iiv:N6'lVh 1tJ'Ilv\l 
v "' 

flnjlhr;f1uvl2 i:l'<ll~v'tit~v1'il€1\lnua1utl'J:::ffa-~'111\lm'J 
v 

l?lfl1!ilU~n1') 6't1u'ii 3 r~rul"h'iifln~h1'u~iiH(;j€lftUA'1 
q <U <U 

6't1u'ii 4 A11:H'ii\l'W€1Lu'll8\lflnA'1'iij:jffivn11~8 
v 

~Ufl1LLfl~ff1Uii 5lil11:Hu\lfnifn~'ti~(;j€Jn11~€l~UR1 
1utA1v u~~'l'l iffftl1fl ~1nWJ (Jaspal Group) 1u 

L'IJI'ln'J\lb'l1'ti:N'VI1UI'l1 
q 

.d ""' 
n•~~~d~a~u~~ni~L~~~~~~ 

q 

~1~vvhm"Jm1'<1l58UArum'ti'IJ€l\lLA1v\l~€l 
<U q 

1!9ltbfi n1'Jl?l11uff8UR11:Nl?I"J\lL~\lb0vVI1 !9111'J1B~'IJU 
1'111:Hff€l!ilA6i'€1\l'U8\l'ilvM1!:11:H Ltfi:::1J?Jfltl1:::ffi11"1T!ill'l 

q 

~L~tJ1'U1'1J1il'1u1u 3 vhu uvmnndvl11lii'Vi1m1' 

l?l"J1'<\lfle:l'UA11:H b vli'J\l (Reliability) 'IHNLL 'U'U5€l'U 

fi1:Hri€lUU11tJL'Ji'<ll~\l (n "' 40) bb6'l::;'iJ€la.!~vltnU'<\l~\l v 

'U€lll~nA'1LULA1v u~~'l'l 55tl1fl ~1nW~ (Jaspal 

Group) LUL'IJI?ln11lb'11'tia.IV11UA1 (n = 437) l!iltJ 

n1 'J1 brl')1::;~ f'i 1ft a.! tJ1::;ft'11 ~ Lbe:l m'l1'1J€l \1 A'J€l'W'U1 A 

U€Jn'<\11n'fl1!9l'Vi1nT~i1 LA'J1:::'M A11a.!l?l1 \1 b ~ \ILA"J\15~1\1 
~~hv15m';f1 Lfl11~'Mv\lf>'itl'J:::nBu L ~\lvuilu C Confir­

matOty Factor Analysis) bWJI'J'Vi1n11l?l11'<\lff€J'U 

A11:HI?l1\ltt'UU11:H~U6 (convergent validity) 

ttfl:::A11:HI?l'J\Itt'U'ULLI?lnl1i1\l (discriminant valid­

ity) !:-lfln1';f1 tl'l'J1:::'M'ilm;Jflj:li11"'MW~'ii€lfi1o1a.~u1\l 

'ilBB€1 n'<ll1nn11'1 W~W1 tt tl"Jt fiB \1'<\11 n 1J-Jt:.hutnrusn'ii 

rl1VIU!il 

~fin1~~ L~"JI:t:vt-lJ~~6l 
'U 

~1~v1<ii15n1'11t~'J1::;~'ii€la-~~!9111'JffnML~\I 
~ <U 

'ti1"J!:WU1 Lbfl:::n11lbA11:::'MfftlM'HVIM1 bbtl'Jl!ili'J l '11 
q 

b:l-1 LWI6'lff:Hn1"JbA'J\lff'l1\l b tiv'11Cilff€l'U l:H brilflb ~\lff! LVII?! 
q 

6i1Utl'J:::ff:H'I11\In11'1?lfi1WIU~n1"JiiH~'I16~flffi€l~OJ~1ii 
1'u'l10111:H'ii\l'W€1 h bbfi:::R11:H'<Il\lfnifn~'ll€1\lflnR1LU 

<U v 

LAi€1 u~~'l'l vfftl1fl ~1nrn (Jaspal Group) l'WL'lll?l 

Od\lb'l1'tia.IV11UA~\10~1~v1liiv11m'Jm1"ilffBU'iie:wJnfl\l 
q 'IJ 
~ 

LUv\lwua1VIfun•,-1brJ"'1:::~'iJva-~6'l'IJB\15nM'W'VI v q 

M1Lbtl"JR1VI~Un11lbA'J1~Vi1:Hb!ilfl5:Nn1"J lfl"J\15~1\1 

au1!9ltbri (1) n1"Jbb"ilnLLu\lbLU'UtJnM'U€1\I'ifm·m (Nor-
"' 

mality) (2) A11mtluwnriu5'1l€1\ln11'n"J:::'<\111'J 

(Homoscedasticity) bbfl~ (3) 1'111:Hfl:Hri'U5t~\l 

bflUI?l"J\I"J::;wi1\IM1 bbtl"JWULbfi:::W1Lbtl"'I?l1:N (Linearity) 



c 

tlll~tl~G~LLUG~~~LLU~n~L~~LlU~L~~8~1~ 

nqmJJlfl~1 ~a ]'~[}n 1 n~ 1 ~~~Lt.""nJ£1:::1 

8t'£ a~mq~~ (t::)I:Id) fJl~li\.UL~Ii\.~rJL)'tli\.L!!-~~ 

LLU~l~~G!l.~WU~rJGtl~m1 6[£ a~mL""~(D1d) I P' F' l'f> f" I F=" 

Ull9~lWWlJt!l l~tl~G~UG~1 kt ll!A.l~ngnt-19~ 

LLU~ 08'£ fJ~~1L~~ (Z:::)1d)Ull9~8fli91Jtlll~tllil 

G~lli\.tll~ktlGM~rJ~1~l~l8tlltlL!!-~l~~~~GL 

£6'£ G!g!WU~uwa~~1L~~ (£::)1d)Ull9~.t;~fli91Jtll 

lJl4tllilG~L~!1.L~kt l L,\'t ~.t;~:::L~Ii\.1~~~~~1L,\'t~flWl SL'£ 

a~ml~~l.\iJn)tl:::tnl~G(::)1d) fll!1-111.L,Il--19~1lUI.\L~ 

1.\Gfl.tlL~~!j(dnOJ:_) fBdSB[) WJ.ll,ll--~Lfl.8_!! ~£1-~n 

G~""1tllL~M.gG~1LUG~~~1LU~ni9L~~1LUI.\l~ 

t·m:::tfl.tllf!!n.JJW~1 ~a]'~Qn l n~ 119~ ~Llt,l n.JtJ:::t 

65'£ fJ~~1L~~ (Z:llid)tl.!JW!f!H-!!~U 
tll tl~IA._t1.~n~G~Lt,JL1n.JJnflj;!.1 n.£J);fl.1 8~1 H:.t;~:!LH:Ii\. 1 

H:ll""tJL~!1.~lWL1nlJtlWU~flGJ:t:!~11 99'£ a~~1l~ 

~(lii:Id) l~tl~~Gl~MllftuMn.jJI.\G~t,JWG8 ~.t;~:::lt-1:111.1 

~llW~l~tl~U~l1 OL'£ a~~1l~~ (tGI:Id)~l 

G~ULl~l.t;~M.l~~n)tl:::tntpGl~!1.~Lt,Jl1L~~~~G1 

z:o·t G~WU~ULH:a~~1L~~ (£II:Id)~tu t:;~Lfl..t;!,!f 

GJ;;t,11n l L~tl~G~UG~1 ~ l!1.~19JP1LOO~~I'3~L~tllill""l1 

awltL'£ a~~1L~~~Thn)tl:::tnlpe Crud) Lt,JlttlLJtl 

~!j(dnoJ:_) fBdSB[) WJ.ll!!-I:;!Lfl.I;!Jf ~£1-~n. G);;t,l1 

!1.ll~tl~G~1lUG~~~1LU~n.Wlt:;!W1LUI.\LIA.H:.t;!:!1fl. 

M.lJ:2nJJlrJ~1~fl]'~Qn l 11.~ 1 WI1J ~Lt.""nJtJ:::t 

LL'£ a~mL~~ (Z:cn.Id) 

tll!A.I.\G~1LU~G~H:Ll""nJJl\1~l~tl~~WU~aGJ:t:!t:;!11 
8L'£ fJ!:;!'mlt,JH: (Scn.Id) 1LU~GW!1.LIA.IA.H:LWaG.t;~ F lp::;>' ~ 'F' 

£1.l,tt!!.rJF~-fl.~L~n~nl~ ts·s a~ml~~ (£GI:Id) 

H:.t;~:!LH:ii1.1~MllffU~t$l~tl~ 66'£ a~ml~~ (Icn.Id) 

fJL~Ii\.UL~K~L~tl~~l~~~~G1 90~ G~WU~ULH: 

fl~'mL~~ (tGI:Id) H:flt;}rJ_t;e.t;~~LWfl.ltlfJ1l~tl~flWl 
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(dnoJ:_) fBdSB[) WJJL!!-I:;!Lfl.H.@ IA.£1-~n G);;""1nlL~U~ 

I.\G~!f!UJ!Ukl.\~~llW:!m1 ~l GMI.\~H:LlWknk~l!!!fU~ 

G~~M~IA.~:J~1LU~n.l9L~W1L.UI.\L~H:H:!1fl.tll)!!n.JJ 

W~1JtlLWU1l\~1~ 11 t.jpl\l~i11.:::1}ltlk!-~~H:Lt.W 

1LU:::L~ £ l\~tl)tll\GP.11.\~UWG_Q.H:LWfl.tM.fJ1 
fb "' 

W~li\.l\~1[1.11 ljp~G~~~G!J. L.~nM~H:G!J.!t:!L1W1~1LU~H 



V1111\lvi 1 
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bf'I~EJ u!j,;'VJ t!fltJ1£'1 'ii1nt?J (Jaspal Group)fi~ 

~1t.ln1'Hh'l ta!j:J.Jn1".il?l£'11 t?l(PRO )eltil m:;~utl 1U .. 
nm\l~fi1tw~t.J 3.47 lt?Jt.J~m".laii!Ol".lflm'lin ttia 

1u~'VIl5thr-re;f?i1\l "1 twm:;m-n'lln (PR03) ~l'i1tw~t.J 

annviat?JREJ 3.64 ".i€J\l£'1\la-J1~n1".il'.H'JS'n.!1 
q 

tld:;'U1flm1ul5 tMt~1nU~UA1 ati1\lfl~1Wa-Jfl 
(PRO 1) ~n1".il'H'JS'n.!1tl".i:;'li1R:t-1'11ul5~~\ll?lt?l l:iJ 

" 
-.i1u1Vfm~a~UA1 (PR02) ~l'i1Lw~t.J 3.42 bt£'1:; 

irat.Jviflt?Jr!OA11~fU'VI".i1U'iJ€Ja-Jrl~Ufi1 d:'Juati1\l~ . .. " 
riauBi't?J~ululffa CPR04) ~l'i1tw~t.J 3.40 

".l:;~uR11a-JRt?l t ~u 1 uiJ"iJ\Yt~vi d'frnnmhu 

tJ".l:;fl}l'VI1\ln1".il?l~1t?JU1n1".lvi~l'iBn1".ilffa~uA1LU 
bl'l~El U~B'VI tJfltJ1~ 'ii1tlt?l (Jaspal Group) fi~ 

~1U'HUO\l1U (PER) BtilU".i:;~Ufl\l~R1bw~8 3.54 .. "' 
~1Uvi'HUO\l1U~R11}lftfl1'HL~8U~B8 (PER2) ~ • 
l'i1twriva-J1nviat'lflia 3.60 ".i€J\l~\lm'Hil'n\l1U • 
tl1U 1v m1a-J a:;r;nn Ltrl:; 1 Vfu~n1'~€J ti1\l L fiV\l'He:J 

(PERl) ~l'i1tw~8 3.57 'HUO\l1UU1 bft'W€Jbt~:;1Vf 

rhuu:;111tM81tl'U~uflh1~ati1\l'lit?Jt"ilU (PER3) ~fi1 

Lw~v 3.53 url:;iJavviat?J~1U'HUn\l1Uft1}l1".irl 
q 

uti1'1JiJruvn1Vfttri~nflh1~dJu€Jti1\liii (PER4) ~rh 
~ "' 

Lwriv 3.47 

".l:;~ul"l11HRI?l b ~u 1 UiJ"iJ\Yvvi tMtJ1tl'UftTW 

1J'l:;flH'VI1\ln1".il?l~1 t?Ju~n1".lvi~f?ian1".llffa~uA'11 u 

Ll'l~a u1w'VI t!atJ1~ 'ii1nt?J (Jaspal Group) fi~ 

~huri\ltL 1f?lfl8}l'VI1\In1Wl1'H (PHY) mi1uJ:;~'U&hl~ 
<IJ .. 

l"htw~V 3. 931t?Jt.JI~hutl18VIU1~1UA1~m1}lfl18111}l 

}.lehlti1u1~'lif?lt-;uu (PHY2) a:iri1tw~vmnviat?JR€14.00 
q 

,-a 11 Cll'l }l1 Gttl1 u vi ttrl:;u~ L 1 ru 1!il V".iv u1i1 uA' 1 !il .. 
• 1:;€J1!91W1 (PHYl) ~R1bQ~tJ 3.96 ".itlbLU'U'Uv\l 

<IJ 

rl1".il?lnLLI1illJl1tl 1 U~1UA1~R11H 1t?Jt?Jbi?lU Vl'UftHV 

1 PHY3) ~l'i1tw~t.J 3.93 ttC~:;iJvr.Jviat?J~1Un1".i\Yf?l 
q 

n11~uflhvh 1Vfvi1m~vnlffv~ufh1~vti11'lft:;f?l1n 

~f'U18 (PHY4) ~l'i1Lw~t.J 3.82 

",):;~ul'l11H Rl?l t ~u 1 uiJ-;u -:ilvvi tri~nnu ri1u 

1J".i:;fta-J'VI1\ln1".il?lfl11?l'U~n1".lvi~f?ian1".ilffv~ur'h 1 u 

tl'l~B u!jBVJ vfltJ1Cl 'ii1nt?J (Jaspal Group) fi~ 

~1um:;mum':ln1".!1Vfu~m".i (PRC) vvlu".l::;~Uft\l 
.. <IJ 

~ri1 Lw~t.J 3.85 1t?Jr.J~.ffu~?J€1Un1".i'li'1".l:;fi1~ur'hvi 
tlntilv\l (PRC2) ~l'i1tw~vmnviat?Jfi€l 3.93 ".lv\lel\lai1 
<IJ q 

n1".ift\lH€lU~'WA1vi~nA1lff€1~1tJI"l11H'J1!ilb~1 
(PRC3) ~l'i1tw~tl 3.85 ~TWC!nfh1~1'U~UA1vi~ 

"' 
l"ln.!ll1'Ht?l".i\llil13-lvilffv (PRC4) ~l'i1bw~tl 3.81 tLC!:; 

q 

iJvvviflt?J~.ffu~?JvUn1".i'li'1".l:;ri1~ur'f1vi".l1 t?J t ~1 • 
(PRCl) ~ri1Lw~t.l 3.79 

OJ .o.~.dcv q.,r 1dv 
".i:::t?J'Uiil11}li"JI?l b VIU Lnr.J1n'U'J:::t?J'Ul'lilll"l1'VIC!nR1 

q "' 

1u11?ie:m1".llffa~uA'1LUtlil~e:J u~w'VI fffltl1Cl 'ii1nl?l 
"' 

(Jaspal Group) (PCV) €l~LU".i:::~'U~Il~fi1Lw~t.J 
3.70 1t?Jv~1UI"l11}li~n'Ual'lC~nA'1num1"1~.U~uA'1 

<IJ "' 

tlvi1AHI'i1 (PCV3) ~rhbw~t.IH1nvia!91R€l 3.77 
q q 

".i8\lC!\lH1n11"1VfR:::bbUU-;u1ntJ':i::;ft'Un1'Jn.!1t?J{)'j1:J.IVil1f 

~ur'hi1~Rrul'i1 (PCV2) ~rhtw~t.J3.76lt?ltlil1'H 
q 

".i1:J.I-;u1nn11"1'ii~uA'1ti€li1A}ll'i1 (PCVS) ~fi1m~v 
q 

3.70 ~1'W1"1R1vi'i.i1t.J1tlri1vt1u~uA'1tie:Ji1AHri1 q 

(PCVl) fi1Lw~t.J 3.64bbCl:::iiatJviflt?J~1URillJl1'H 
q q 

'IJ8\l~UA1 tfje:J L VitJ'Utl'U".i1R1vi lil€1 \l'.ii1 t1 1 tltlvi1A'Hl'i1 
q 

(PCV4) ~ri1Lw~8 3.47 

A11}lfi\ltW hf?ie:Jm1"lff€l~UA11ULR~D 'U~~'VI 
t!atJ1C! ~1nt?l (Jaspal Group) (SAT) v~1m:::~'U~\l 
~A1 bw~V 3.77 lt?ltlfi\l'Hvhl'i€1ftt:nuvi'Ue:Jili1UA1 

(SAT3) ~ri1Lw~vmnviflt?JRe:J 3.90 'le:Jilel\l:J.I1fi\l'He:Jl-;u 
q 

17ie:JAill1l1'H'U8\I~UA1 (SATl) ~fi1bw~t1 3.83 lt?lt.J 
q 

Jl1'H'11}lfill'He:J hi>ie:Jn11"lffe:J~w<1h (SATS) ~filtw~tl 

3.82 LLCl:::iiatlviflt?Jti\ltlElhf?i€1'J1R1'1J8\l~Ufh (SAT2) 
q 

~l'i1LQ~!:J 3.51 

A11:J.I-;u\l~nnn~~vl'l~nA'1vit~1}l1lffe:JflUA1 .. 
1ubA~e:J u~,;-'Vl ffatJ1Cl 'ii1nt?l (Jaspal Group) 

(LOY) e:Jti1 U'J:::~'Uftll~ri1 LQ~V 3.61 lt?ltJC!nA1'Ht?l 
' 'lJ <U <U <U 

1u'V1111mmriv1nu~uA'1 (LOY3) ~l'iltw~vmnviat?J q 

~e:J 3. 73 ".ie:J\lC~\lmrlnA11l:;LL u:;1l1 1 VI b ~e:JUVI1v .. 
t:y11ilmlffe:J~UA1 (LOYl) ~rhtw~v 3.66 ~nA'1~11h 
vi-;u:;,Ya~UA1e:Jti111M€lb 'fia\lvie:J 1tJ (LOY2) ~ri1tw~t1 
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3.61 fln~T~::if\lFh'J'iYaflu~h!'io 1uu:H'i1~::~~>ht'li\l LL~m~a~rr113-l~€l\lfl1~1'ilflu~1 (LOY 4) :Hrh!.w~tl 
~ ~ 

~~ti~U 1 t'ih:l-l1 (LOY5) ~rh!.w~tl 3.54 tl.ii'l:: 3.50 

UBtJ~fl(;]ii'!fl~1lil::~~~~ru11.~flfl'iYBfl'W~1ttluB'u~u . ~ 
U.'jOO 

.-/"'_/// 

__]~-~/ 
~ ""~ '~ ,, .. 
~~ -. _ PHY 

:;;r,1~/ ~'-. \ 0.769** 0.86 
.. ,., o.6- . 9 L .... ~ 0.911 ...-- 0.765 0.7&0 ,...._;!(_.___, ~ ~~ 'HY3 ~~L__jl__C_j ~ 991 t9~ t -
0.559 0.526 0.414 0.409 0.24& 0.114 0.348 

:t'=-">nR.55~ •• ff=.:!71\, X'ldf= 1.01\~,p--=h,.= 0.141;, GF!=fl.94'\, AGF!=R9n~. RMREA=fi.OI?.~ 
0.443 

l 
0.523 

n111 2L:I-ll.(;]flfl:NflTr1A~\lfl~1\l~tJ1u 1 Vla.lttfll?l\l L:N Ll?lii'll. ~\lfl11. Vll91Gl1UtJ~::fl:l-lVI1\lfl1'1l91fl1l?IU1m'1~:H~'VIfl'Wfl • 
,;iBF.~Wri1~1uiR113-I'H\l'WBh Ll.ii'I::A113-1~\l1niln~'U€l\l~fl~h1uLA~a u1B''VI iffltJ1fl 'il1n(;] (Jaspal Group) 

1U!.'Ul91fl"J\l L'VIti:NVI1UA'1 • 

~1flfl1'W 2 Ll.ii'l::l91111\l 2 Lbii'I::Lfln.I'VlLUfl1d" 

1'1~T~flaUI"l11:Nfla~?~AGi"o"'UB\l1:N L(;]ii'!nu'ilo:Nii'l 
~ 

1.~\ltJ1::~n~'WU111:N 1.!1lflfl:Nfl11 1A1\lfl11\l~tJ1u 1 Vla.l 

(modified model) ft€ll?lAGl€l\lnU'if€l:N6'11.~\ltJ1::~n~ 
" 

Vl~\lvhm':itJ1u1:Nt(;]6'1 231 Af\l LLfl{;]\J'i1tJB:Nfu 

ft:N:NW~1U'Vl~fl~'i1 1:N!.!1lfll911:1-l'VI~~Dfl€ll?IAGl€l\l 
ml:Nnllunu'iia:N''H~\ltJ1::~n,; ~\ltl~li!THW1lil1fl 

" 
fi1flM1A-fltl.l'ITf (X2) :Hfi1t'i'hnu 508.553 €l\JA1 

8611:: (df) :Hrhtvhnu 476fi1 p-value :Hri1tvhnu 

0.146 t-l1utnru'l1fi€l ~o\l:Hfi1:N1nwh .05 rh11"1-

mtA1iR:NW'VI Ct/ dj) ~ri1tvhnu L068 t-l1umru1! 

At! ~€l\l~ri1Ut!tlf1'i1 2 !.:Ha~lil1':iru11'11A113-I 

fl€ll?IAGl€l\l~1fl~'UUl!9l':i::~uA113-Iflfl:NflllU (GFI) ~ 

Fi11.vhnu o.945 t.i1utnru1lfiB ~B\l:Hri1mnn11 o.9 

1'11 AGFI :Hfi1tvhnu 0.905 r.humru1lliltJ ~B\l~ 

Fi1a-nnn'i1 0.9 ua:::rh Ri\1SEA :Hri11.Vhnu 0.0125 

t-i1U!.nru1lfia ~a\l:Hfi1umlfl'i1 0.05 (61113-llft • 
B\1~1 'UW, fl3-ltllfl l~l9111d"".iill1 U.fl:::f'UU!Jfl J'ir;y 1r;u 

mu1oo-rw, 2552, VlU1 125-126; tm 'lil?ILL'il:N, 2546, • 
VlU19-11; Hair, Black, Babin, & Anderson, 

2010) 
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t 1 ~) t, 

J;11i1\l 2 

an3Hfi'Jil/111fl''il1 B'Jil3Hfi'Jil711if£J:H Uo::anfJHo?'J:H'll£111thUliJ::fl:H'Jil711nJ?f?liJIPIV~nljiiflanfJnfllfi€Jfi()Jfh • 
iffvjAnui11'm£Jiv uo::A?I:Hvl1fni7n~'ll£J11fjnffliwA7€J v~'l!n ffmJ1o v0lffPI Uaspal Group) iw'llm 

nj>JL'Jil'H:H'/!1/UW:i • 

I~' 
PCV I SAT I LOY 

'r'l·:unl 

i iTl!li~J J DE 1E TE DE IE TE DE IE TE 

PRD I ~0.29H .. 0.298 0.317"" ... -0.213 0. 1(}4 -0.093 0.574 ...... 0.574•• 

(0.6;10) (0.630) (0.083) (0.420) (0.430) (().564) (0.629) (0.292) 

PRI j o.-+-97""• ().497"""" 0.356"'"" 0.356•• 0.16()•• 0,160 ...... 

(0.157) (0.157) (0.106) (0.106) (0.069) (0.069) 

l'LC I 0.048 0.048 0.035 0.035 0.016 ().016 

(0.124) (0.124) (0.082) (0.082) (0.()47) (0.047) 

PRO I 0.484 0.484 0.346 0.346 0.155 0.15;5 

(0.801) (0.801) {0.536) (0.536) (0.309) <0.309) 

PER I -0.09H -0.098 -0.07() -0.070 -0.031 -tl.!l:ll 

(0.130) (0.130) (0.087) (0.087) (0,050) ({),050) 

PHY I O.UXI ().OS! 0.05>! 0.058 0.()26 0.026 

(0.1491 (0.149) (0,099) (0.099) (0.057) (0.057) 

PRC 1 0 . .189** 0.289** 0.207** 0.207** 0.093** 0.093** 

(0.059) (0.059) (0.0-lO) (0.040) (0.0:!8) (0.0:!8) 

PCV I 0.716** 0.716** -1.191 1.512* 0.321*of< 

(0.06:!) (0.062) (0.866) (O.B70) (0.074) 

SAT 

I 
2.1 I 1* 2.111* 

(1.250) (1.:?:50) 

LOY 

>\"-Cl!!1b i\'".J!OYl'Ji) PRDI I'RD2 PRDJ PRD4 PRD5 PRJ I PRI2 PRI4 

Ro 0.296 o.5SO 0.456 0,308 0.599 0.47.S 0.42.6 0.4(H 

.;.-i-:unJ:i it'-.:un~ 1'il' PLC2 PI.C3 PLC4 PRO I PR02 PR04 PERl PER2 

R" ().509 0.576 0,3!:.<6 ().1~9 0.454 0.473 1.128 0.722 

R~JH1.hti'~tnVl\h\' PER3 l'ER4 I'! IVI PHY2 P!!V3 PHY-l I'RCI PRC2 

Ro 0.773 0.830 0.441 0.474 0.586 0.5Yl 0.75~ 0.618 

~--unh tf~u,A 1~r l'RC3 PRC'I PCVl PCV2 PCV3 PC'\.1 4 PCVS S,\TI 

R' 0.652 0.753 0.600 0.617 0.665 0.594 0.656 0.534 

~·-J.Wlh tf..:nnVlt.lff SAT2 S.t\.TJ SAT5 LOY I LOY2 LOY3 LOY4 L.OY5 

R' tL557 0.477 0.64'! 0.715 0.742 O.SS.6 0.638 (L594 

ii·J,nf'1tH~.;srnri1 u PCV I SAT I LOY 

R' o.S17 J 0.951 I 0.930 

X,'·-- 508.553. dF-476. X,'ldf ~-1.068, p-v"J'"'·'·0.146. GFI --0.945. AGFI ·0.905. NFI"·0.99J, NNFI .. 0.998. CFI ·0.999. 

RMSI'.'\=0.0125, RMR=0.022. SW\.1R=U.OJ 17. CN=451.907 
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J 1.. 1 1 

--··· -~-J 

-;u1nl?l1'J1\J 2 LL61~111'i'l 2 G11:N11t15'Jtlf-J61 • 
n1'J1~v~tu~1tlm1:~-~a:~-~:~-~~~1~1~~\J~a1~tl,.~a:~-~ 
'1'11\ln1'JI?l6116lnT~u~n1"a1~~~~1~r.~fimilru'l1 H 

B'l'ltl'i'l~'I'11\IU1n~B~11:N~\Il'lB1~1~n1'J1~u1n11 

~va~~1BV1\JHUtr51~~'1'11\lf!O~~,.~~uutr51~~ 
.01 16lUHA1fl:N'I.l1~a'l'l~Lfl~'1'11\ILVhnu 0.317 

fl1~tl1~5:N'I'11\Jn111?16116ln11U1n11L~~~ 

~1~111"11 HB'I'ltl'i'l6l'I'11\JU1nl1iv~ruri1~1'u11 ~n11 
q ... 

1iu1n11~aa~~1ari1\J~uufl1~~'1'11\15o~~,.~~uuu 
R1fi'~ .o1 t~?tv~~·~~·hft':~-~tJ,.~a'l'lBtfl'~'l'l1\ILvhnu o.497 

fl1~tl1~5:N'I'11\Jn111?16116ln11'U1n11L~~~ 

~1~n1~u1~n11n111~u1n11 HB'1'1B'i'l61'1'11\IU1n 

11iBflturi1vi7uf( ~0111 ~u1n11~€l a~~1€1V1\I~irv . " 
ft1fl~'1'11\lfln~vi"a~~uuv51~'1J .01 1~?tvHFi1 
fl':~-~tl1~a'l'lthifu'l'11\ltvhnu o.289 

~ruFi1~~n~1i'U~HB'1'1B'i'l6l'I'11\IU1nl1iv . ... " 
f111:N~\Il'l€l1'l'Uv\16ln~1mh\J~uvft1~ru'l'11\lflO~~ 

.. v 

,.~~uirv51~~ .01 Lf?IVH'"hfl':~-~tl1~fl'l'l~Lfl~'l'11\l 
tvhnu 0.716 

~11:~-~ti\ll'lv lv fia'1'15Wfi'1'11\J'U1nl1ia~11:N 

'l\J7'niln~'Uv\IG'ln~1vti1\IHirtrR1Mru'l'11\lflo~~ 
'IJ v 

1~~uirtrfl1M~ .05 Lf?ltrHri1fl:Ntl"a~fl'VIBtft'tn11\l 

whnu 2.111 

Tl?lvr;h 1.1. tJj~\I'Vl:N6l1 u 1:~-~ b6l6'lfl1:N11t1~1:~-~n~ 
€15U1tr PCV,SAT LLG'l~ LOY1~~€lt16'!~ 81.70, 95.10 

bb6l~ 93.00 1?11:N£11~U 

DihJ":il ~f.161fl1":i~~ ~ 

fl1'Wtl1~fl:N'VI1\In111?lfl1f?ln11U1n11L'W~M 
~1ut.tflmilru'l'l 3'la'l'15l'l6'!'1'11\JU1nvh:J~11:N~\I'i'lB 1'1 

'U€l\l~n~1€JV1\I~Utrft1~~'1'11\lffoMvi1:.;~u .05 L~?tv 
firhfl':~-~tl'J~a'l'ltLif'W'I'11\Itvhnu 0.716 '11\laa~?tl"'fiD\1 
nut.t6'ln1'Jl~ti'U€l\l Sheng and Liu (2010) !.1.6'1~ 

I.U~1tJL'I1:N'I'l(]'ltlj'll€l\l Kotler (2003) L6ltlfl1'W 

tl'J~fl:l-1'1'11\1 n11VJm ~?t1 ~~~~1'Wf-lfll9lilru'l1'11nn1'Jvi 

1~~.l"'~a vfftl16'! n~tl ~3'lau~1vi'VI6'!1n'l'16'!1tJW1\Inu 
q 

A11:N~D\Jn11'\J€l\l©n~1 ~tl1dtr'IJUL~fffltri911:N~ 

ftn~1~€l\ln1"a ~\IL~m~1 LA~€1\I'VIU\J tl1~b11'1'1nd~LtJ1 
'IJ 

1€l\ILVh LLft~LA~€l\ltl1:.;~u£9i1\l 1 Bn1~\IR~~1~1ml"'~e:J 
vfftl1ft n~tl v\la.l~rum'i'l~mm~ff:~-~nm1fl1 tLG'l~ • • 
tu~1tl1911:Nff:Htriltr:N ~\lft\lt.tfl1~fln~h!.ilf?IA11:Nli\l 

" 
'i'l€lL-;u£9ieJArun1'i'l'U€l\lt.tfl191ilru'l'l LLG'ldW~tJ111'i'l11:N • 
G'ln~1~\l~\l'i'lv 1~11ian11tGaau~1L 'WLA~a Vfltl1G'l 
" 
n1tJ ~ \l'liu'V11 nfimJ"ri \1 w1:~-~ LLG'l~WI?J.l'W1 ft1Utl1~fl:N 
'1'11\ln1J"I916l1W~L u~~Lif1Uf.lflVJilru'1'11 'Mfi:~-~1n~uttfl1 n 
~~vh 1 'M6lnA1 tiiW~A11:N~\I'i'l€ll ~vimn~UV11:N 1t1~1tr 

" 
ft1'Wtl'J~fl:N'I'11\In1"ai916'!1W~1~~~~1~11l"'1 fi 

8'1'16W6'!'1'11 \IU1n vieJ r~ruri1Vi6'! nl'117u~a ti1 \1 fiiru . " " 
R1~'1J'I'11\Iflo~vi,.~~u .o1 1~?tvHrhfl':~-~tl1~a'l'l~Lau 
'1'11\JL'l'i1nu o.497 tll\laa6lAfia\lnuf-lG'lm'J1~v'll€l\J 

Chioveanu (2008); Grewal, Iyer, Krishnan, 

and Sharma (2003) Ll.fl~ Kim and Hyun (2011) 

bb6'l~LU'W1'llf711:N'I'l(]'ltlj'U€l\l Kotler (2003) ft1'W 

tl1~fl:N'1'11\In11f716l1W~1u~M~1~11fi1'Ue:J\Ifl'W~11~ 

tl"'~€JVfltl1G'l n1tJ b}imtJ~vut~uunm1l"'1'll€l\Jfl'WA1 • 
u1~'1'1~u1un~:~-~'J~~ut~tr1n~fiA11:Nt'Vl:N1~ff:N 

q 

ff€lWII"'fl€l\lnUl"'tu111'H'll€l\lfl'WA1 aril'W1~~U~G'lnA1 . " " 
ff1:N1'Jt1~v1~ tLG'l~flnA1fu~-hnA1~~hu1tl 

<u " 

fl1'VI7ua~~1'1iuFi:i-JFi1 vh 1 'M~nl'11~flnA:i-JA1 b~a1~ 
q '<1.1 'lJ 'i 

1~a~~1 ~\l~un11L~n~u'l'161un11~\111A1~ 
q 

b 'Vl:N1~a:~-~nul"'ruml'l-;u~ri\lf-l~ 1 ~fln~1bnW~n11fu~ 
q ~ <u 

i;l\lr~ruFi1vi1~7uvi:~-J1n~~1tJ~1tJ • 
5&utl~~fl:I-J'1'11\In1~~fl16l1~~~~1~~~u 

nJ"~U1Un11n1J"l'Mu1n11H8~5'Hfi~1\IU1nl1iB~OJA1 
q 

~~nl'117u~mh\lfiiruR1~~'1'11\Ifli:1~vi'J~~u .ol1l9ltrfi 

fi1fl':~-~u,.:.;a'l'lttau'l'11\lb'l'i1nu o.289 41\lff€l6lAfl€l\l 

r.lfln11l~ti'UB\I Chen (2008) Lbfi~Yang and 

Peterson (2004) bLG'l~LU'W1tllii1:1-J'I'lb]'ltlj4J€l\l Kotler 

and Amstron (1996) L6ltlft1'Wtl1~fl:I-J'I'11\In1'J 

lilfl1(91 1 u~~~1u~1~m~mun11n1'J1 ~u~n11'U€l\l 
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,__ _j 

u~~'Yl ~fl'I.J1f't n~'IJ ~ii.fful'le.JUn11"'th1:::1"h~h.!R'1~ • 
'111ilt1';u;m~av 1a.Jtil?l'l"'f't11?1 6tvJ-~e.JU~'h-.!~1~f'ln~h 

., 'U 

~v6ht~F111J-1'111i1L 11 ttfl:::f'tnR11tlituRU~1'il1n 
" 

LFI~e:J~fnJ1f'l n~'IJ vi~F~rum'l"'l'l".ivl911J-~vi~e:J1C?~vii • • 
'l"'Unv1Uflil?lt\l'W 1FI'W ttfl:::ii'l"'irnv1'W~r?IRUR1bcithl • 
'H~e:JJ-~ci ,mau1lif'ln~1Bn I Flu 1'111-H.ffuMe:JUn1'1 

'U 

'111~R'WR1 ttfl:::flvJ-~e:JUtuu1utli1VFI11m1l?l t'h ttf't::: 

nn~e:Jv civ~fll'lifln~1tu~~vl'lruA1~e:Jn'1:::u1'Wn1'1 
1..1 <U ~ q 

1un1'1U~~1'1~l?ln1'1 H'IJ1":::nun1'1rn1L'lv1"1J-~vi1~ 

R'W~1l'Wtl'l~a ~fl'I.J1fl n~'I.J 'hiiF~rul'i1 lP1v1!u~1n 
• q 

~n1'1flv W~:Hn1'1'HOO-l'W1 uf'I:::'I.Jtu'IJ".ill FlillJl1'l"' 
q • 

n'1:::'U1'Wn1'1 1 un 1'1U~~1'1~1'ln11"'11J-~~vn1'1W OO-l'W1 

ffnvmw'l"'irnv1'W 1-H~~v~'W n'il:::civ~f'l1'11l'lif'ln~1 
" 

fl1 :H1'1ntu~l'lrurhvi:H1n~'WI'l1J-~1 '1Jtli1v 
" q 

l'lillA1~an~1tu~iiB'YlB'l"'fl'Yl1v'U1n~a . " " 
i'l11J-~~v'l"'e:Jl'il'IJ€lvf!n~1e:Jthv~irmh~ru'Yl1vflll~vi 

'U ~ 

'1:::lP1u .01Lr?lr.J~rhil:H'IJ".i:::R'Y1Bttfuvnvtvhnu 0.716 

1ivfleJL'll'li'le.Jv~£'11~V'lJfl\J Chen and Tsai (2008); 

Lewin (2009) ttfl::: Oliver (1997) tm:::tuu1u 

m:H'YlC]11[j'llfl\J Kotler (2003)t ~a~n~lhtu~';h 
'J11'11thhv1 'IJft1~tuR'W~1 t~e:J t ~ i.JUrl'UI'llliJl1'l"'ii 

q 

F111Ji~J-~A1fln~1ii'IJ".i:::R'Un1'1rnfi1 ~RU~1b ULI"l~fl . " 
~R'IJ1fl n~'IJ';h~Firurh ttfl:::iil"l11J-~1f!n~nun1'11tli 

q • ., 

l~RUA1lUtrl~€l ~fl'IJ1fl n~'IJ flv~fllVi61n~1till>l . " 
1"111J-~~v'l"'e:Jl'il~BI'llliA1vifln~1tu11tli'il1n'11FI1'1Je.Jv 

• " 'U 

RUR11"lllil11'l"''lfflvRU~1 ttfl:::11'lt~m'l"''11J-~6'lnfi'1~\J . ., 
twhr;ian1'1~eJRUfhlml"l~B ~fl'IJ1£'1 n~'IJ~v1!u 

q 

n1'1f'i'vtfl~J-~1Vifln~1tu11"lrul'i11tlimn~u n'il:::1'111-H ., ., q 

1:ln~1 ti'll?ll"l11:H'iiv'l"'al'ilvimn,YumJ-~1'1Jtli1v ., 
1"111J-~~v'l"'a1 'iliiB'YlB'l"'i:l'Yl1v'U1n~aFI11:H'ilvtn 

fln~'lmv~n~1vt.hviiuv&l1~'1J'Yl1vfll1~~,.::;~u .OS 

1L'ltJiiA1flJ-~'IJ".i:::R'Yl~tflU'Yl1vt'vhnu 2.111 ~v 
i;'fe.Jfilfltlavn'U~fln1'1l~V'lJ€l\JBarbera, Goodman, 

and Goh (2011), Kim and Lee (20ll) ttfl::: Lai 

,mel Ching (2011) ttiu1'1JI'l13mqB[j'UB\J Zeithaml 

(1988) L~€lf'lnR1~\J'l"'€ll'iJviar~rum'l"'ttfi:::'11F11'1Jfl\J ., . 
RU~11 UtA~s ~fi'IJ16'l n~'IJttfl:::nmuvi«v1'11 tflvi~v 

q 
I I 'V I 

~1U1Ufl1'U1~a'1t~V\J'l"'fl~1nvA".ifJ'UAfi:H~'W~n~J-~ • • 
fln~h n1'1~!9111vRU~1'1Jflv11U~1LUtA~e:J ~fl'IJ1fl 
" 
n~'IJLfili.J111'1"1'11J-~~Ii~J-~filflnfi'1iir~11:H~v'l"'8l'il 'iiv q ., 

fiv~fl1 Vi~n~h ttt u:::thuanr;ia1 Vi t tlBu~~fl'lJ1~:H1 
~8RW1h lULA~fl ~fiU1fl n~'IJ'W61l U'Yl1\J'U1n tftt~1 q ., 

ffuRUA1lUtfl~fl ~n'IJ1fl n~u1Viir~utlv ttfl:::~1nii 
q " 

lA".i'l"'l?llU'Yl1\Jfl'Uff'Utfl~€l ~fiU1fl n~'IJ flnfh'\1::: 
" q " 

'IJniJ€lvttfl:::ttnr;i1vtt'YlULVlLA~fl ~fl'IJ1fl n~'IJ 
q 

U€ln'il1nii~nA1'il:::W'il1'1lli1 t~an~aftUA1l ULA~e:J 
~fiU1fl n~'IJ bUUBU~'ULL'1m~aiil"l11J-~~8\Jn1'1l~ • 
ftU~1 '11:H~Iia'1FI11Ji~lll'ilfi'il:::.fi'aftU~1l UbA~€l ~fl 
U1fl n~'IJ Bt.hvr;imfi€lvr;iB1'1Jttiii1'il:::iil'iwliv'11r.J 

q ., 

~u '1 t'i!1J-~1 lP1v1!u~1nth1Vf~n~1iil"l11:H~v'l"'ah 
r;ie:JI"lrum'l"''IJB\lftU~1ttfl:::'111"11 ~vtl11uRn1uvi~v 

q 

~1UJUfl1'1n 1 Vil"l'1BUFiflHtiflnlln;;iJ-~fln~11 Vimn,Yu fi 
q • ., 

'il:::flv~fi~11Vf~n~1tn~l"l11:H'ilv~nnn~viJ-~1n,Yu 
1'11:H1'1Jtli1tl 

.fi-el tau-el "" u::; 

.u~wumm~t~~mdll11u11i 

~fl'il1nn1'1l~tl~1 ~ vtnua u. u~ 1 Viffuu~B'Yl 
" 

~fiU1fl 'i!1tll>ll"l1'1ffvtfl~:NLbfl:::a4vtiiunf!i.J'YlBff1U 
q • 

'IJ".i:::flJ-~'Yl1\Jn1'11'16'nl?l'U~n1'1'Ufl\JRU~h lULfil~fl ~flU1fl 

n~'IJ t fimia1Vitilfilfilrul'i1~fln~1tu11"111J-~~v'l"'fl 1 'il 
q q 'U 'U 

'U8vfln~1 tw:::l"l11:H'ilvtnnn~'IJ8vflnfi'1 ~m 1~ " ~ 

u~m'1t~an~sftUA1 ~vr;ia1uii 
1. 1"11'1a4v t iiufi1U'IJ".i:::fl:H'Yl11in1'1Wfl1 ~ 

q 

u~m'11 ufl~tli1ur.Ji!ll9lnru'l1 t fiBrl v~fl1 Vifln~1 tilfil 
<u 

1"111J-~~v'l"'B hviJ-~1n,Yu 'il1nn1'JttiJ-~ftU~11 Viii 
1"111J-~~6'l1n~mvvil'l'1vfful"l11J-~~avm'1'UBvfln~1ttlu ., 
1umJ-~RarvutJ:H LfiltJRU~1~aviil"lrum'l"' ttfl:::ii 

q 

u'1:::1v'Uu1~RBVW1J-~vifln~1~B\ln1'1 tfiav'il1nf'l'1u 
" 

u".i::::fiJ-~'1'11\J n1'1Wfl1 fill ufl~tli1u~i!l wifru'l111url 11 f.l fl 



************** 
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