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1. ACSI 

2. ASQ: American Society for Quality  
3. Cloes Fornell International (CFI) 

4. SCSB  
5. Perceived Quality 

6. ASI 
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2. ECSI 
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�� +* "�- �;���
� o*"'� .  

+* "�-  �;���
�  +9�   
��-  3197  75/36  

,[  1027  24/64  
WP  4224  100  

�6��* :o��� p,24� B�� 

  

,QR� 3*�O� 
- W�R� 3,�O� � 3,)�5  

;�  ��(/� 1��$�$��p@@ 
�3o� � 
��/m �"//&" �.�� �'$=' ��p$�    ��MFH ��
 .' ��F
8 
 �o�
 ���.8 .' �8$XT  ��"m)"� ;%=$Z �$�� �D%��18.(  

 &�+518. 
,QR�  � 3,)�5W�R�  B�� 
-3*�O� 


,q6�  
,q6� v'�$   �+��  G,�;�,�  ��,�� g�
4;�  ��+2�T  Sig 

3,)�5  
 
� 1572 1966/3 9/0  

254/0- 80/0  
7" 1758 2043/3 851/0 

�W�R  
 
I� 1338 259/3 852/0  

*482/2 013/0  
W�R6� 1866 182/3 878/0 

�6��* :o��� p,24� B��        *+9�  w�� B�� ���� x�$  

      .' ��F
8 
 �Fo� �'	F�� � �'$F=' �F�p@ 
�3o� 5�� ;& 
�'"�G �Y��& �S�= ��"m :��'$�
 F=' !'$� 5�M
��� ��e � ��'� ��m� !�'��/3� C��-@ �8$X ��MH ��
     'gFN �
F�' $@l�F� �$F9� �'$

1�       � �'$F=' 
�F�/m 5�F� �F�' �"F
�'���2$� !$%H�� 
 �o� .' �$9� �'$=' ;& 
=$Z ;9�%
 �'�@
��'"
 ��m� !�'��/3� C��-@ �8$X ��MH ��
 .' ��
8 
 �o� �'	��.  

  
�>�*� G,- y����� 3*�O� 7�N,� �-  �
�� B 
� B��  

     '$F=' !�$F= !�F�$�v%� 5�F� ;FO�'� 1��$� !'$�      1M%F�,�� A '$Fo .' ��F
8 
 �Fo� �F� �
;�4�= $�v%�)���$�G ;,@� $�v%�)5�$���' � (!'     ��'"Fm �� �8 } �F%
 ;F& "� ���-%�' �(!' !"F3� 

1� ;(6Y� .���  
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 &�+5193*�O� �6)-�� 
,q6� �- W26)� B��
,q6� ��6)��� .  


,q6�  ]�,2�  ��6)��� z*
O Sig.  

G$ ;�4�= !'  **121/0- 000/0 

,�4� x�$�# ;,@� !' **074/0 000/0 

�6��* :o��� p,24� B��        ** x�$�� ����+9�  A* B  

���� ��"m �� ;& ��L19 1� �"��H�      $F�v%� �F� CY�F<#@ �'	F�� �D%�� $�v%� 5�� ����
 .
�' �&�6 "4�� `  wO� �� !�'��/3� � 
,c� q�,@�' ��
8 
 �o� �'	�� ;%��'� $�v%� 5�� ��'

 �o� �'	�� � 5�.
�' �&�6 "4�� `  wO� �� � UK) 
�m �� !�'��/3� q�,@�' �'$=' 
  
  

7:
0 ����*��; 7�>+��P+* "�- 3*�O� 
- 
Q'� W��'�  
;�  1��$� ��(/�$��p@ 1ZI �       ���F�$Z� �F��#@ .' ��F
8 
 �Fo� �'	F�� $� �'$=' !�$= !��

E�Z ;� E�Z [�� ;� ;
�Z"/e1    � "F3@ 5�F�3@ A $o :��'$� ."� ;%=$Z �$��  ��"F�9/1   "F4��
  1F� 5�F�,@ CY�<#@ � 5� $�v%� �� \��@ ;%��'� $�v%� C'$��v@      �� 1F��$� 5F ' } �F%
 .��F�

"m ��"m)
�' �"� ����8 $ . ��'20.(  
 &�+520�;',$
>� &+� &�+5 .  

Model  R R2 Adjusted R Square F Sig 

1 132/0)a( 017/0 017/0  596/49  000/0)a(  
2  141/0)b( 020/0 019/0  370/28  000/0)b(  

�6��* :o���    p,24� B��  

����  ��"m ;& ��L)21( 1� ��H
 "��� )5� !�%� �'	��132/0- CY�<#@ !�%� .' $%H�� (
  �"F�8 
�"� !�%� :��'$� .
�' CY�<#@ .' $%H�� A@'$� ;� 5� $�v%� aD
 � ��� 'gN �
�'

5� ���3� {'$#
' �� $��v@ "6'� `  !'.' ;� �5� $�v%� !'$�   �.'"F
' ;�12/0    ��F�3� {'$F#
' ��
1� ��9 ' UK) 
�m �� $��v@ (
 �o� �'	��);%��'� $�v%�  .���  

 &�+521�6- z*�
O &�+5 .  

Model    B  β  T  sig 

1  
)Constant(  606/3    186/61  000/0  

G$  010/0-  123/0-  487/6-  000/0  
�#,�4�  021/0-  051/0-  653/2-  008/0  

�6��* :o��� p,24� B��     

                                                           
1. stepwise 
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�I,6; � {4- B
,>  
��MH ��
 $X !��8    � E�$F� !.�F��/�8 � ;F3��m !$K= 
�=$� ��D@�' {"� �� � ;F�  ��F<2 

$X W/�$= �� ��
'�m81� �'	Z$� 1
  ."
����e ��� �� ��MH ��
 5 ' !�'	Z$�  !���"/ 8  ;�'�' 	�


�'� "�'�2�  'gN
�� � �'$ "�  �'��&�"
' " ��;��
$� !	 � � '� E.l !��; $� !�'	Z$� ��(/�  ;e

��� �� ��MH ��
 5 ' $%��  !���"/ 8  ."/�� E�9
'  
;� " �� �8$X ��MH ��
 ;
�Z       '"F�G �8$FX ;F� 1F��) BF�3@ � 1-L�) :��6' E�$� ;& "��� !'

.' ."//& 5 ' ;� ��Z"//&" �.�� ��� ;N	/� ;��
$� 5 ' �� " �� ��3-/ 7 .' 1K   !	F �    ��'� 
&��FH� �F�
 1� "� ."
��!"/�% �o� �'	�� 
&��H� 5 ' 
�'  ��
81� a '	=' 	�
 '� ;/��. .' 1K  ."��  !��

;��
$� �� E�$� 
&��H� .' 19/�$(
 �!	 �  ��
8;� �D@�' ��(/� !   ��MFH ��
 1F-�& � 1�& wO�
     "F �.�� !"/�% �Fo� �'	F�� a9/F� 1F�& {"� �� $o�6 B�D#@ ��(/� 5 "� .
�'   .' ��Z"F//&

a~� � 
��� n�%~� !�� 5�� ��MH ��
 5����  ��MH ��
 5���� �� ."� E�9
' � $& �8$X 1���N'
    �1
�FZ$N 1/�F�6 � "F
�m'�2) "�8 ��) ;� 1����.�' ��Z"//&" �.�� .' ��� 5�N�' !'$� � $& �8$X

1379��,�� !�%�'� �� $�' 5 ' ;& ( ��MH ��
 5 '   .
�' ���� 
���' 	��6  
 �;%=$Z C��4 19/� $(
 :��' $�4/47 �   ;F%=$Z �'$FX ;3N�O� ���� ��Z"//&" �.�� .' "4�

 � �$�6/52 .' "4��  ��
8 1/3  ��Z"//&" �.�� $%H�� �'"3@ 5 ' .' �"
��� �.2/60    �$F9� "F4��
����  1/3  �'$=' $%H�� ."
'2/29 ) U
���N CY�<#@ wO� !'�'� � "/���& "4��9/47   ("F4�� �

 ��"6�� 1/� 5�M
���33 ���� ��� ."
'  
;� L  ���F� 1Fo'� �8$X ��MH ��
 !�'	Z$� .' ;3N�O� ���� �'$=' $%H�� �1�&��      ��FH
 $F�' 5F ' ."F
'

1�    ;F3��m ��F68 _gm �� � "�$� ��2 "4�D� � {'"�' ;� !�� . "6 �@ ;%�
'�@ �8$X ��MH ��
 ;& "��
  ��
 !�'	FZ$� �� �F�' ." ��
 A�& '� ��2 ��,L�~� 
 �o� � "/& ��) B=�� �8$X ��MH ��
 ;�  ��MFH 

1%��& �8$X 1� �He ;� 	�
 1 ��  .���2��Z"//&" �.�� $%H�� �} �%
 :��'$�    �8$FX ��MFH ��
 �#� .'
���,
 1o'� ���� $(
 5 ' $� ��Z"//&" �.�� ."
' ��� �� ��MH ��
 ��K� ;& "
' A��/� �,X !��    ���F� $F@

��� �� �8 C�
�K�' � �8$X ��MH ��
 ;� 1�$%�� � 
�'   F%�� ;%F�gZ !��     �F�' .
F�' �"F� 1��F .�' $
;%�'� 
 �o� �8$X ��MH ��
 !�'	Z$� ���. .' ��Z"//&" �.�� .' !�� . "4��  ."
'  ;F� ;Fm�@��   !�'	FZ$�

1
�6�� !��= ������ ]��,� ��� �� ��MH ��
   ��F�. �� 5�/*�� � ��� "�'�2 �&�6 ��MH ��
 $� !$@
�.�� ���O=' ;� ` �	
 !$%H�� �'�@ � !f$
' 	 	) �'�'� .
�'� "/�'�2 ��MH ��
 .' " �.�� !'$� 
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    ;F%=$Z C��F4 �F& 1��2 C�v��,@ ��MH ��
 !�'	Z$� !'$� ;& "
"D%3� ��Z"//&" �.�� $%H��
;%�'"
 
 �o� $�' 5 ' .' � 
�'         � {'"F�' �"
�F��/� � 1F=$3� �� 1F��� aFD
 C�Fv��,@ ."F
'


N��� �YL' � �8$X ��MH ��
 !��    �8 !�'	FZ$� ��F#
 .' 1
���    �'$FX ��Z"F//&" �.�� ��F�%2' ��
1�  ;& "��;� ;m�@�� ;%=�  ��' .
�' �"H
 E�9
' E.l C��'"X' ;/��. 5 ' �� �E�$� $(
  �'� ��H
 ��

�YL' .' ��Z"//&" �.�� .' !$%H�� �") ;&    ;%F�'� 
 �Fo� �8$FX ��MH ��
 1
���    �5 '$��F/� ."F
'
�YL' � C�v��,@ E�9
' C��$o ��� �� 1=�& 1
���  1F� �He ;� �"/ 8 !��     
F�' $F%�� � ���F2

.��� E�9
' ;/��. 5 ' �� E.l C��'"X'  
    E�$F� !$FK= "F�� � ;3��m W/�$= !�D@�' Am�� `� ��"� ��H& �� �8$X ��MH ��
 !�'	Z$�
       [$%F�Z �� 1F��� aFD
 �8$FX ��MFH ��
 ;F& "
�'� ��D%)' ��Z"//&" �.�� .' !�� . �") ."� "�'�2

 � �8$X W/�$=�8$X �21
'  ;� ;m�@�� .
�' ;%�'� ;3��m �� ;FK/ '      !$�Z��F  !'$F� 1F�#� ��MFH ��

�8$X � ��� ;3��m �� ��%=� $��v@ ;� $9/� ;%�
'�@ �'$X ��MH ��
 �
�'   ."�� Y%)' ;3��m �� '� 1
'�2  

   ;F�'�' Cl�F<#� !'�F%#� � ��/@ .' 
 �o� ;& 
�' 5 ' .' 1&�6 } �%
    ��MFH ��
 �� �"F�
 ���� _�2 �8$X      �'$FX aF��G 
F#@ .' "F
�$& "F �.�� �8$X ��MH ��
 .' ;& !�'$=' $%H�� .
�'

[.�' � {'"�' 5%=$Z ;�'�' Cl�<#� �� 1/ � !��  5�F� ��MH ��
 �� �"�      "F6 �F@ �8$FX 1F���N'
���� 1o'� !�� . ;�'�' Cl�<#� 
�-�& 5 '$��/� ."
'    ���F� �8 1F
8$X � 1M/�$= !'�%#� � �"�

 ��Z"//&" �.�� ;m�@.
�' ;%�'� 1G �� '� ��
8 
 �o� � ;%=$Z �'$X  
;�'�' 1��=� C��"2 .' ��Z"//&" �.�� $%H��   5�F� ��MFH ��
 �� �"�      ."/%F�'� 
 �Fo� �8$FX 1F���N'

1� ��H
 } �%
 5�/*�� ;%�'� 
 �o� 	�
 �8$X ��MH ��
 ;� _��7 � _� ' C��"2 .' ;& "��   1FK  ."
'
 ��
 .' �'$F=' 
 �o� �� ;& 1��'�) .' ��MFH     nF�%~� !�F�$��p@     � C�F
�K�' .' !�'���F2$� 
F�' �'gFZ

 .
�' 1��=� CY���@;� ;m�@�� ;%=$Z $(
�� C�
�K�' .' �'$=' $%H�� �} �%
 ���� 1o'� �"�    "F/e$� "F
'
�") ;& ;%�'� !$%H�� C'��(%
' � "
��,
 1o'� $�' 5 ' .' 	�
 !' ��� �� ;& "
'    E�F�%�' "F �� �"/ 8 !��

� �� !$%H��.�$�Z C��4 ��Z"//&" �.�� .' ;%�� 5 ' 
 �o� A�& !�%�'  
1� ��H
 } �%
   ;F=$y �l�sF�� 1 ��/�'� � ���2$� ���� .' ��Z"//&" �.�� $%H�� ;& "��   �F�

���� 1o'� 1 ��/�'� 5�/*�� � ;
��$%#� � A��/� ���2$� ."
' 1� ;�4�6 �� � A��/� !��   "F
'�@
    � � ��$F& _gFm ��MFH ��
 ;F� '� �'$='          ;F& "F/e $F� ."F��� ;%F�'� �'$F�� ;F� '� ��F
8 
 �Fo

;=$y �.'"
' .' ��Z"//&" �.�� ���� 1o'� �� ;=$y !$�Z�'$X �#� .' ��
8 $%H�� ��' �"
'    1Fo'��
 �F�
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���� �") ."
' ;=$y 1Z"/&'$G .' 	�
 !' ;%�'"
 
 �o� �� ��MH ��
 �� 
�' $%�� ."
' ��� !��   !�F�
�"/ 8 ;=$y !'$�  n�%~� !��.��� ;%=$Z $(
 �� A��/� ��K�  

;%=�       aF~� .' ��Z"F//&" �.�� 
 �Fo� 5�M
�F�� ;F& �'� ��H
 B�D#@ .' �4�6 !��   !�F�
5�� ������MH
'�     �KFH@ ��'�Fm�
 � ]��F& ��F�'$� � �=�#� �_�%K� ���8 ����N'    �1F
'$X !�F�

;
��� 
�N�3= ���%�9 � !��        �1��F�) \F�'�� ��'�
�F� aF~� �1F��) aF~� �!$/� !��  aF~�
�8$X $X �����2 � �� �.�6 �[��$G � [.��8 ���� �
8  .
F�' ���� l�� ;� \��%� "6 �� � 5�F� 

a~� 5 '    ��'� ��F<%2' ��F2 ;� '� 
 �o� �'	�� 5 $@l�� {Y%2' 1&"
' �� �� �.�6 a~� ��
�8$X a~� � �'�
�� a~� �:��' 5���$� .
�' 5� �G ��	
 1&"
' �� ��� �
  
 �o� �'	�� 5 $@

=';%�'� ��,
� ;� '� �'$          ��"F6 1F/3  �'$F=' $%FH�� �"F�8 
F�"� ��F�8 :�F�'$� ."
'76   .' "F4��
;%�'� 	�
 '� �,X ��� �� ��MH ��
 �� 
&$� ;D��� ��Z"//&" �.��  ���� ���$G .' ��H
 $�' 5 ' ."
'

��� !'$� �'$=' A�m � ��MH ��
 .
�' ��MH ��
 .' " �.�� �� !���%� !��  
�' ���8 } �%
 �$9� �'$=' ;& �'� ��H
 1L�,/%�� ;� �D� �� %�p���   !$%FH�� !"/�% �Fo� .' 5

���� �'���2$�   5����F%� W
$�& ���6 
�) �'�%� " �� ."
'  �F� ;F� �D���    ��MFH ��
 �� �F��$9�
  @ �F��X ��Fo�� 5 ' .
=�  $�' 5��� �� '� ����'p      $FX WF/�$= ;3F��@ ;F&'$e �
F�' �F�8 � �

1
8$X �'�
�2 .' " �� �"�� 
 �o� �'	�� a '	=' !'$� .��� ��$� ��  .' ;3��m n�%~� ��HX' !"/�
;� 19/�.��
 
�' $%�� �8$X ��MH ��
 ;y"y� �'�%� �@ " 8 ��)    �8$FX ��MFH ��
 �� '� �'$=' !��

 �} �%
 :��'$� ."
�9/Z2   CY�F<#@ � 5� $�v%� �� �� ��MH ��
 .' 
 �o� $�v%� C'$��v@ "4��
1� 5��,@ D#@ .��� ;� 	�
 ;%�gZ C�D�$��p@ ) 5��!���� � ��
 
�K6 1386  �Johansson et 

al., 2002 ) CY�<#@ wO� �  (Johansson et al., 2002  � ��'��K�� � 1 l�m1390(   $F�

 �o� �'	�� "
��� ��$& ����' !"/��  'gN  CY�F<#@ �� �'$=' .' � n�%~� ��HX' ���6 ;/��. " ��

'$= ��MH ��
 �� n�%~�   ;F& 1F/ � � 1
8$X E��) .' ;%�� �8 .' 
�' $%�� ;/��. 5 ' �� .��� ��
1�  "
'�@.�$� �$�� "��� �'$=' !�HM�'� ��<#@ � ��& ��  

1� ���/H�G B�D#@ } �%
 :��'$� :���  
1. ;� _��O� C��"2 ;�'�' � 
�-�& a '	=' ��(/� ;%=�  ;� ��/%�' �� � $@   $Fo�6 a��IG !��

1� ���/H�G  ;
l�� ���    ;F& ��F� �"�FH "
' !$��'"@ ��Z�
�Z ���� ;� ��MH ��
 !�'	Z$� .' �,X
 � ��$& 1 ���/� '� E�$� $c&' ... � 1�.��8 �1@��"2 !��.��
 �'�%�;� ;m�@��  ��
8;��
$�   '� 1 �F�
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A��/� ;e $� 1 �G$� !'$� ." � ]�'"@ ��MH ��
 $@ 

2. ��e ;=$y !$��� �K� 1 �, . $(
 .' ��   ;F� aFD
 1%2�/�  F�   a '$FZ � _gFm �� 1 '	
 } �%
 ;� ��/%�' �� � ��'� ��MH ��
 �� ���6 !'$� n�%~� ��HX'
�"� ���/H�G �"�8 1�  $� ����

 �� ;N����K� 1��  ;=$y A��/�  Cl�F<#� � C��"2 ;�'�' 1M
�Me ���   �F�
8   ��F#
 5�F/*�� �
!$��� ���"�e � a '�8  ��
8.��� ;%=$Z $(
 �� 1 �, . �� �'$�� ��/@  

3. �WFF
�$G .' 1FFK  �a��IFFG } �FF%
 ;FF� ;FFm�@�  ��FF��' ��MFFH ��
 �� ;FF& 1���FF�� 5 $FF@
�" ") CYKH� �� '� ��Z"//&" �.��        5�F/*�� � ��MFH ��
 1 �FG$� ��FK� ���F� ��$F& ;m'�� !'

;��
$� � 1Z"/&'$G ;=$y ���"�e ��#
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