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ABSTRACT

In recent years, competition in the aviation industry is severe, and in
order to attract passengers, airlines actively construct positive corporate

image. In addition, the degree of flight attendants’ service quality to

passengers is conceived by airlines as one of the determinants to influence
passengers’ selection of airlines. Since the public tend to stereotype flight
attendants’  aesthetic labor, appearance, and gender, they picture flight
attendants as beautiful females. Moreover, they even consider that, in Asian
countries, Japan' s service quality is the most remarkable. Regarding flight
attendants’ nationalities, since the personnel costs of aviation increase year
by year, some airlines have begun employing great numbers of foreign flight
attendants to lower personnel costs. Nevertheless, whether passengers
stereotype the service quality of flight attendants with different nationalities
relies on further research. This study aims to further probe into the effect of

passengers’  stereotyping of appearance, gender, and nationality on the



difference perceptions of flight attendants’  service quality.

Regarding research design, by pretest, this study first selects 5 flight
attendants with the following characteristics as the subjects of a
questionnaire: Taiwanese female flight attendant with remarkable
appearance, Taiwanese flight attendant with normal appearance, Taiwanese
male flight attendant with remarkable appearance, Japanese female flight
attendant with remarkable appearance, and Thai female flight attendant with
remarkable appearance. According to different service situations, this study
develops different scenarios. By the SERVQUAL scale, this study designs a
service quality scale with five dimensions to collect data, and based on the
analytical result of the pretest, modifies the scenarios and items. The formal
questionnaire is based on quota sampling, has 2 scenarios and 5 characters,
develops 10 versions of the questionnaire, and 50 questionnaires of each
version are distributed. There are 50% male and 50% female subjects. By
SPSS statistical program, this study conducts data statistical analysis of
mean analysis, ANOVA, two-way ANOVA, Multiple Factorial ANOVA, and
t test analysis of the independent samples to examine the study hypothesis.

According to the research findings of stereotyping regarding
appearance/gender/nationality, when receiving services from flight
attendants with different types of appearance, passengers’ perceptions of
service quality are significantly different. In different service situations,
passengers’ perceptions of service quality are significantly influenced by
flight attendants’ appearance. In addition, passengers’ appearance moderates
the effect of flight attendants’ appearance on the perception of service quality.
When passengers receive services from flight attendants of different genders,
their perceptions of service quality are significantly different; in different
service situations, passengers’ perceptions of service quality is significantly

influenced by flight attendants’ genders. Furthermore, passengers’ genders

iv



moderate the effect of flight attendants’ genders on the perception of service
quality. When passengers receive the services of flight attendants of different
nationalities, their perceptions of service quality are significantly different.
In different service situations, flight attendants’ nationalities do not
significantly influence passengers’ perceptions of service quality. The
findings of this study can serve as reference for the aviation industry
regarding the direction of marketing strategies, as well as strategy
construction for the human resources management of flight attendants.

Keyword : Airlines Industry, Aesthetic Labor, Stereotype, Service Quality.
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B B0 430 3F 5 &2 £ ¢ e(Hamermesh, 1998 ; Pfann, Biddle, Hamermesh, &
Bosman, 2000 ; Hamermesh & Parker, 2005) o #F Jera%] 45 & % g 53 3 4v 5 2 1848
R ES A D PR Y B AN ST FER R fEER R
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EEAGREEY o EREHE L P F LA A2 3 % > Oswald and
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>\
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=
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Higehm B g < o b d4rid (perishability)dq FRA% % i AL T » B it g TR

s R ATIIRFEG F A A RF g o 2 ¥ A 3] (inseparability) 7 ¥ A &
ﬁﬁﬁ?ﬁ&ﬁ%w%%@ﬁ%’Wﬁ4 AU PR FI RN B
@zﬁﬁ@ﬁwﬁ’Amémﬁﬂﬁ—%aoﬂ?ﬁwmwmwﬂﬁﬁﬁmﬁi
TR WPRAREARY o RIEF IR G R o JRIREE R 2 JRIR D B
i’“ﬁ%ﬁﬁ%FTﬁﬁiﬂ’ﬁﬁﬁﬂ%?ﬁﬁ$ﬁﬁﬂﬁ§oumi¥%
oo FPRR Ak B ORIER B APRAREARY 0 F BTGB K RAEE ST R &

5 AR 7 OBHRE PRIE > Blde D ZIRE FARY BT I B0 Rk L afpip b
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o BRI AT 0 A PRAR ST R SOPRAR A A PRIFPE DT B R - PRIF DR T
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TR ARG PRI E - B PRI AR TR A PRI o R E e F B EF 0 3
o e RARINARIE B TR KRS T OH Y € 5 TR R 0 blde L ET R BRpRGR
PEF OB ERK S FREELT RN P I TR RE R > BT R
ZPRARF B G5 BIFE D - BIFE 55+ o ¢ = ¥ aR5% (ground services) » ¥ — 1B
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FORR PPRARGARFE B A 2 B 0 RRAFE TR G Z BRFE 0 AW G
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FLE i REs B UE §EBAIRGEETF LEE > $32E AR
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Z CRBEFaSLSgEREFE
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7 A (M=1.760)2 7 st (M=1.750) > FHHE 2 (M=2.218); % 1% Rl %

ZIRE (% & 825 )3 5 B hE_iF@ 11(M=2.400)> £ = 5 Bt (M=2.340)
A (M=1860) ~ § A 1E (M=1.820) % £ it (M=1.760) - #4846 5
(M=2.128) » &7 %l ™ » L X RPIFRE > L BEIRE SRR Fimf Ry
BZIRR ki c S@M 2 At LR BT 2 FONRT L BERE G H
LR T TIRE PRI RS T T AR FRE (0>01)

G 4 PPRIRTEL 2T 0 TR R S R T R | (R A B 100 ) B F e
{fﬁf?i']“iﬁa (M=2.985) > H = % B LML (M=2.915)~ 3 ;1L (M=2.645)~ F &I+
(M=2.530)22 7 42 (M=2.520) - R84S & (M=2.719); § BLRIFHT 13
B (&8 25 )3 3 izt (M=2.240) » # = 5 B Ui (M=2.320) ~
Fl (M=2.020)% et (M=1.900)% § 212 (M=1.820)> 445 5 (M=2.060)"

BT 0 TR RIERG > B IRE SRS TR RT B RE
Rl - BEW A IR LS R BT BAFDFRT o F R RIE

W§Wﬁ%’Wﬁw?wﬁﬂm e FREFIELE (0<0.01)>
BE M BB EERLRE (<005 AV AMEMEETTEFTLE (p
<0.1) -

FFE S Bkl e @SS d AR T ’élriﬁ'}ﬁ']ﬁ
W MR RIRREGPRBEFTAERT BRRA R k3 5 AR FaER 2
T F MR —‘;{EJN;;—‘* MZIRE IR F ARy T IRE i khg o

F 4-3-8 Fp|E MR T IRE B A PRI B 2 RIS T A 4T

e e RN
Lo tRE o e Lo E' . o &
1 FIRR ZRE ZIRE FIRA
4 a5 1.760 1.820 0.798 2.645 1.820  0.007"
Fo= (1.131) (1.019) (1.573) (1.223)
o 1.870 1.860 0.964 2.520 2.020 0.064"
- (1.116) (0.963) (1.497) (1.084)
£ 1.750 1.760 0.967 2.530 1.900 0.029™
= (1.031) (1.071) (1.495) (1.181)
o 2.620 2.400 0.437 2.985 2.240 0.018™
R (1.485) (1.190) (1.526) (1.307)
ML 2.640 2.340 0.248 2915 2.320 0.058"
- (1.170) (1.133) (1.465) (1.337)
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F 4-3-8(H) X Pl N EHZIRE 2 F PRI B 2 RIS F AR A 45

% p) 7R
PRArEE A 7 ot Aﬁ “ﬁ o &
e Z IR R ZIRE Z IR A Z IR R
) 2.128 2.036 0.650 2.719 2.060  0.010™"
FERY 5
KAt (0.879) (0.902) (1.358) (1.018)

*0<0.1 > ** p<0.05 » *** p<0.01

e ZREAEHRBETCELBE

A R TR WA (S84 P *%’é—‘*’ B ig) o ¥R TR 2
%g,ﬁi@ﬁﬁ%ﬁggﬁ’ﬁ%%ﬁ’ﬁﬁi@&—7i%’%%&ﬁ4wﬁ
B ¥ RIS 2 50 1% T iage s T o SR RE 3 P R IRA R
ﬁ%’ﬁwi%*Wﬁ§®1%ﬁ&uiﬁ%ﬁﬁﬁ@%{@?iﬂo

BEFHRBETES - 2R RAM RS T2 B8 Jlr 73
REHrdr o kg F?*@%«?k%ﬁmﬁm®ﬁ§ﬁ4z?m%’L@@ﬁ

LSD ¥ ¢ Bl > 1% One Way ANOVA 4~ 47> & % k5 AFE A PRI 2

N PR T

TR
% 4-4-1 4 > 27 7 41* Cronbach’a & - ¥t/ £ ¢ RS I BHe 2
A TR F s REMEMRM N FHEIAF LR AN
o R A EDFREA LY > LRIFEN T R RBDTIRE RIBET
5 AT R Rt R MR ST e 0 2 S £ A kR
TR ER AEFZIRE SEWE L (0957) BRI A SRR PR IR G
(0.863) » £ 1B B % ¢ Cronbach’a &% & 0.7 ™+ » B 2B £ hp F - Ritip g

2 4F o
F4-4-1 BV FE 2 RBEFTE LGRS
¥ IR & %‘*'m * PR E TR
RIS e cAME PR FRAE B P AR FRA
o ‘ Ak KAk KAk KAk KAk KAk
150 50 50 150 50 50
3 A5 2 0.917 0.934 0.913 0.952 0.922 0.882
v A 2 0.934 0.944 0.920 0.945 0.907 0.926
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F 4-4- 1R 2 B f 2 RIS T & £ R A 45

W PRI & BB F 43 PRIE S B
PRI o AR O PAR FEE O CHE O PARE FRA
o Al HAlc BABk HARk HEAlc HAR

150 50 50 150 50 50
F R 2 0.870 0.942 0.923 0.961 0.971 0.945
e 2 0.940 0.952 0.931 0.972 0.944 0.947
BE 4RI 2 0.863 0.918 0.928 0.941 0.920 0.937
KR & 10 0.931 0.957 0.944 0.956 0.902 0.908

S ZREFABHRBSTOELBE

FHH3-1 K 0 A 442 ST BIRBETHG 27 0 AN g8

—

#

fu

Tiogeo @ = BESOEG ZIRE A 0 R FMEG 0 R DT ok b
Wendnm o a A o g P ARE S RRDIIRA SR RS 2 7 F Rl
T IRE o 7T oA 1 o

BEFHNZIRA SRS TG 20 Y 0 o SRR Al 300 )& p A4
(A8 100 M) Z PR B e 53 & 5% i@ (M=4.665 > M=4.305) > #7172 & B
SV o BAED AR BRI F B RIF B E T 2 W
(P& B 100 )iz R F 3= b B R] LR RIE (M=4.335) <Rl 0 % WA
FIRR R DM e RG> LG REIRA AT e e

BAEEHEIER A @ SARBLTIE M4 LEF X5 R
& (M=4.294) ~ p ~ & (M=4.094) ; £#ing 27§49 @0 5 ;-?%%:,_Fﬁiﬁ
(M=4.358) 8§ <> # =0 5 5 Bl (M=4.084) ~ p & 4% (M=4.008) - £ %
. ;-*fgg—;,ﬂ;ﬁ (M=4.386) L b % e > # = 5§ WA (M=4.109) ~ P # 4
(M=4.051) > &7 flb & it d > p A4 (M=4.005 » M=4.305) 8% ** § B 4§ 0
(M=3.995 » M=4.275) » {11 < :‘Edﬁz‘&é P ABTIRE AV B EEEY > 4
Wk E Rp M IRE B 4 v B BIE A B B L B PR
PABTIRA - {“%\W%?;Fﬁﬁ FARR o ST e B g 0 p oA
LR B e

d R EhTiofestd BET g LRIFES SBBTIRE SR

AR FRATRA L AHKTIRE
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F 4-4-2 7 PR B B HIRG & B o B2 247

L35 (o 4)

PRA% & 4 3 o aE R 3 B4
% ~ # 300 % A% 100 A~ # 100

ZIRA 4.104 (2.344)  3.770(2.339)  3.880 (2.207)

[Les ELg o 4.150 (2.229) 3.700 (2.148) 3.880 (2.046)
i—if%&fﬁﬁz 4.126 (2.265) 3.735 (2.225) 3.880 (2.107)

T R R 4.270 (2.334) 4.100 (2.227) 4.010 (2.388)

Gl X el LA L 4.186 (2.315) 3.910 (2.220) 3.980 (2.331)

o | Jf#ni 4.228 (2.307) 4.005 (2.204) 3.995 (2.345)

) 4.326 (2.459) 3.980 (2.282) 4.080 (2.489)

FORH B o 4.270 (2.385) 4.300 (2.115) 4.040 (2.428)
R 4.298 (2.405)  3.980(2.287)  4.060 (2.445)

’ﬁ A5 4.690 (2.203) 4.300 (2.115) 4.310 (2.259)

R A 4.640 (2.222) 4.310 (2.082) 4.240 (2.238)

bog 1 ﬁﬁz 4.665 (2.220) 4.320 (2.121) 4.275 (2.236)

% PR R 4.680 (2.175) 4.390 (2.251) 4.390 (2.251)

4 e E A 4.546 (2.190) 4.140 (2.040) 4.280 (2.779)
ﬁ@ﬁfﬁ\i 4.613 (2.161) 4.230 (2.052) 4.335 (2.196)

AR 7 JR B RE5E 4.414 (2.198) 4.094 (2.114) 4.134 (2.156)
SR ELTAEE 11 ] 4.358 (2.116) 4.008 (2.042) 4.084 (2.156)
R %\ 4.386 (2.174) 4.051 (2.072) 4.109 (2.189)

R ﬂﬁizr%?'h‘ﬁﬁ'iﬂiﬁ RHEBET oL L EE
4 H3-2 3K 0 30 R 413 B F - HRPIRB ST OFE (F2 7 48)ELE
§o 2 IRE AR (2R G R PR R L O £ S IR S
%—@é%ﬁémﬂ&?%ﬁ’béﬁﬁﬂ%ﬁﬁ’%_%ﬁ%ﬁéiﬁﬁiw
oA s (eBM P AR SRR BN L RE IR R PRI R
BxF I BHES (37 R F R RSB S EHEe -
B BETSSEEAN FHOEE L ARBETHREZT RS
Foodfeng 20 7 Rl s F pdt s sl s MRIE 2 RS > T G B F R
BE (p<0.01)« 5 IRR DB RIS T oL e 250 Bt iR i
Wﬁ’**@%ﬁﬁ%@(m@mwﬁ%HAﬁ@%ﬁ%@(yﬂmywiﬁ
FREFLEEE (p<01)  RFFBEEZIRA DB ¥ 2 ¢ A4 2T 7% (p

>0.1) » @ PRI & e A F R -

Iq
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SEEFFREEAY > TS L LRF T § FLRBER e E
A~ IR OB (o8 P ARE SR A HA RS TOET Bl
LR G RIE X G B

# 4-4-3 RAER G R R T iE
4 VAE FRE EEE MEE FH

e 0.000™"  0.000™"  0.000™" 0.000™" 0.000”" 0.000""
) 45 0.010™"  0.086"  0.0217 0.003™* 0.007""  0.003""
5 R 48 0.806 0.296 0.398 0.173 0.421 0.383

*0<0.1 > ** p<0.05 » *** p<0.01

dON TS RE Y O RBFRE ZIRARMAILT AL I A
One Way ANOVA 4 45 » 21 2 G IR FBE T » Z2IRA hBE (298~ p 4
23 R LF RGBS ToLT B S EMES 25T BRke -

AR T DA IRE T B R il (M=6.443) 5T & 5B
B (M=6.416) ~ F J5+ (M=6.396) ~ ¥ £+ (M=6.196)2 251+ (M=5.973) » &
fiEd 5 (M=6.285); P A ZIRA R B hh @it (M=6.010) &7 k3 F
Bt (M=6.000) ~ ¥ Fuit (M=5.920) ~ Bl (M=5.900)22 254+ (M=5.670) » 5
WG 5 (M=5.900): 3 WA ZIRR 5§ &3 HaF Bl (M=6290) #£7 k5 %
#1 (M=6.280) ~ B | ;w (M=6.220) ~ ¥ F.1+ (M=6.140)7 4 254+ (M=5.770) » %5
Wis 5 (M=6.140) -

AT IRARRE Y 0 DA AB 150 )& p AR A8 S50 P)ZRE
FLA R BB (M=6.443> M=6.010) > § BI(HR # 4 50 ) 5 R R IR
Bttt e =% 55 (M=6.290)> @ AR G0 = B R T IR A g A
FHR ARG B A 0 R F] 64 0 HRET  FIRESLREF - R R
PEERET UGG A G ZIRAFIZRBDI R AR ELARNDER
B A e AR AIRBEFT R L & - I - 5iF One Way
ANOVA %~ 45 » BdF D8 T » ZIRE R IR T8 ? bl iRt ¥
HER (0<001): &F B~ EBHH ﬁﬁ’rgﬁﬁ_m ) &F‘E‘ MEE (p<0.05)-

BAFDORFRZT 0 SFBER AR 150 P)FIRAFTE AR DAEFED
(M=2.886) > & % 5 B ift: (M=2.810)~ # 751+ (M=2.280)~ ¥ Fuit (M=2.260)%
Flett (M=2.200) - B HHEG 5 (M=2487); p & f&(# #8450 )% RA =% &
® iR (M=2.600) > 7T % & BRI (M=2.560) ~ ¥ foit (M=2.090) ~ * &
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. (M=1.960)2 % 254 (M=1.800) - ﬁf%“'fﬁ\i 3 (M=2202): % BA(H% 450 &)
ZIRE =R BB bR (M=2450) > &7 &k 5 Fxps (M—2270) a5 4
(M=1.990) ~ ¥ £12 (M=1.850)22 ¥ fu12 (M=1.830) > E#ta 5 (M=2.078) -

B RLT 0 SHAE D AR ZIRE TR AR I EEE (M=2.886"
M=2.600)> % 174 % PR Ji RI AR RS (M=2.450)7 = i BI74 5 PR JL 3= b S chgn
E R (M=2.200 » M=1.960 » M=1.830) » + 838+ &3 # PR L T - ZIRF
L RIF 6 R IRIEF R FAEE R 2 PR g L RIS
R DL R T F LG A S BT (M=1.990):=§ L% 2 p Ay
ZIRE (M=1.800) -

% i One Way ANOVA 4 17 » &% {84 2 £+mPRzZ-¢%‘rF‘P‘T ) »/?JJFT&
7P REBTIRA PRI LREEG EFEOEE (0<0.05) 7 A
B RFES (0<01)-

d AT RET L Ea A2 T o F i R MRS > 2 ¢
£ BT IR ARG P w2 T R e
PIEEFI5A 3 FRBOZIREIRIEA A4 BE > LE8 2 F PR T > S8R
ZIAPRAER b 0 A LS BT IRA 2P AgenZ RR -

3 4-4-4 % PR B R84 8 4 i B SRS T B A f

PR A% & W 4 R

Fis 2 s 3@ s# P W
Hhle HAE HAE o Hale HAl HAk p@
150 50 50 150 50 50

%454 5973 5670 5770 0.125 2280 1.800  1.990  0.077°
(0.949) (0.131) (0.920) (1.590) (1.000) (0.928)

T4 6196 5920  6.140 0.194 2260 2.090 1.850 0.146
(0.862) (1.131) (0.920) (1.461) (1.028) (0.938)

F M 6396 6.000 6290 0.026™ 2200 2.090 1.850 0.146
(0.786) (1.101) (0.964) (1.457) (1.014) (1.003)

mZM 6443 6.010 6280 0.014™ 2886 2.600 2270 0.031
(0.799) (1.171) (0.926) (1.645) (1.203) (1.021)

B 6416 5.900  6.220  0.008"7 2810 2.560 2.450  0.186
(0.875) (1.245) (1.130) (1.436) (1.127) (1.103)

g i 6.285 5900 6.140 0.013" 2487 2202 2.078 0.054

o (0.703) (1.020) (0.823) (1.316) (0.812) (0.765)

*0<0.1 > ** p<0.05 » *** p<0.01
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PELE  BHAER

AERBFTHELAIT R ERE- Hath B R TR P B BERKFEDS
2% AR -EAAZE B LB HHe BRI NEZ BEX BB
PSS BFBERHENEGEFRID LS 5 R EHEHATTZF
TiEARY TSRO B AU R SR R

PR AET AT AMER -

$- & P iheitsh
-~ HRFRBEFTOERFEL L
PR L0 - TIREZIRE PR RBE T L BT 2a R
HHET » 2RAEVRHENRBET R FE I N2 %2 RIT EATTIRA
CREVRBET R LB  AFTREE- 2 A BERT
(=) * REZPRA R AF B G 3 B8 e o o
BB BR HI-I B SA SR Er §50E 6 $7 F R
ZIRRPRIREE  hRE A ZRE SRR R 0 F oA R oy
PRE Rebid AL B 5 F A0 - HAREZIRE LB E S oy
kR P L o BREORFE R F A EREPIFALLVE A
BT X R A RARRE o A M R L RR KRG &
AR EHY A RFAFRARNS KPR Lok A
(Bower & Landreth,2001 ; Praxmarer,2011) ©
PRI H T s =R % 7 ig 0 Rl B B £ P R
GRS SR SR TS TN AR S R
Aol m Bt AR A BLRIF GHE LR Bany
AP R EREFSRBETRE L GG 0 F R AR &
BE AP R RE ST Fo i fF orlE R v R
¥ P AF(2005)4% B0 PRI S 0T B BB E SIRIA R A
S0 B A BAEG BT R B4 ARG 0 T R R B i e

% o
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(Z)FRE TR

R B RE B MR ERRT o gt RE A PR

3

BF A BT o B LRIE R BIRBETORE 0 KA § A
BApe » &7 Bipe @ B THsEEKG AFTFRG P EFT
BRI ETR X kL R Ha o
PRI S TR h A F Ol R R G
AFT 7 B HEAT T Bk HI-2 3R 3 PRI B & 2R B H R RIS
ﬁwﬁv ﬂ%’i%ﬁ%ﬁT’ﬂﬁjﬁéﬁﬂiﬁﬁj%ﬁg?iﬁ
BFEREARBETYE AR RIEDZTIRE Do Aok
Samson(1984)F7 7 & | > AR £ {3 PR A envh A r &0 % 8§05 Bche 7
Wenlrg? > M RPESDZIRE > F AR RN DT IRE RS
Fimi kodd >y phos 2IRA b RAFE R X B3 BRI R B
{6 ¢ # 33 » 4cf Mohr and Henson(1996)4p & cpRiFF 5 21 % 45 - ¢ ¥
PR o 3 BRI IR PRI SIRGE ST AR
JRAs & i el 2 T 0 thpdid B b il e R PRARPE
LRFRE LIRS L REFRRE 2 LT o bR
BE AR AIRRETT A TR F i RS
SRR 0 2 G R O E ﬁiﬂﬁ&wﬁua%ﬁ%ﬁT’im

‘54

Rt ¢ BBt R s ik Sf £ 0 0 L% 07 8 S E
A

b€ BF R B L TR Bl PRI & A

AR T 0 bR g R RARRE 0 TR 6 RS g
PRE PRAS d i ol A T A 0 A PO R Y o B L F A
Bt S R e S N e S A AW ARG L a e
RS LARES BB PR i34 LK ¥ 408 fy(Silver & Sabini, 1978 ;
Salovey & Rodin,1984) -

FEF T B HI-3 $ IR A4/ SRR 2 T o Lot Rk
ERERBEToER £ d AT %7 7 ¢
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BELRE PR E T S RS TR E LG UL AL T
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¥
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o
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=

T o G PRIAE T 0 LRI 0 07 b e RR KRG
o R TRy BELGDLRE c KAFHEREr bdia
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TohRdd Rl R R R R e R P R
4o fF Dion et al. (1972)3n 5 » *F Jdddd 5 et > $30 8 4 hh Ry B %
FeAZsp o

B FOFRT o hdid R Rl R {7 PRI ST R IR
IR B M TR F R R e R EALR
”ﬁ%ﬁﬁ’aﬁﬂkﬂﬁﬁiﬁﬁmﬁ%’&p%ﬁ‘?iﬁ‘F%
Mo BRI MR R G 3R M F AR o A R R T
R L DR RIH AL AF S RGP RY DT IRE RIS T F
fERE o B R T b d d LRIY R R R
PR 0 Tag b d hz JRA 1T 2 & 0 £ Koerning(2000)# I i
REE ¢ L E BRI EE F AP IR 51 4 o ST I SPIRAR I fUE AT
BRI o kA R g Rl K E P Z%ﬁ%ﬁT’ﬁﬂﬁ%ﬁ
ﬁvipﬁﬁ?ﬂj@_gﬂlf‘%"ﬁifg e B d ZIRE o HEBESXBA
Koerning(2000)4f % 5 48 ¥ 51 4 crpR 3% i F PRAFEAF > & ok 17 20
(2003)4% 3 » B B3l 4 @ £ @ g MR g3l 4 iR T 4

Wy iﬁ*& i e F o T AR Bk Bt A4 G
ST o
FEIHEFAY

LR AR S TR BRI AR
Fletreiitie e =2 BHe L2 7RI #Ry 56

WEFIRIEF S R X BORY B d o My 2 P ZIRA

i’fm

VIO RIREMEE F RS G BPRIRART AP R € i B A 2
Fo AT ZIRA TSR G R AR AR RRA S
FIRE A poonk AL S PR TEAS RIS F o ER LT CHRE -
ERARAES 6 o BV RIEEITR P § R WP A 1T RS
A MIFTIRERAAARLLE G BEE Y [ 5 R BRIk
FERA T EEIIRA BB FRL T E RS HIRAHTR T 0 JR

Bk G R R LI IR R R R § R sk A
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ERE Sand - E ¢ Mt 4 TR (R 1)

Py p s (TR ZIRA BRI RS T o2 B E &0 537 BRI
Wiz T 2IRABUSIRB SR 2 B8 N2 HFHIRHFRET - %21
WEFEAS LR BRI RBE T o L B AL BREEFRLT

(=)o & Mg T 3 PR A PRS0 4t

% B Bk H2-1 3R 2 L8 7 2 PRE 2 PRI ST 2 oo ff
BXETHFNLBMG A SRR T g d  SRIF o $#73F
Mwlehg JRE PRIEPF > 4 LR E FIRIBF S TR 0 Y HEIRA
% AT B R AR (2003)FF F ¢ 0 & BB ERIAE v T iR ko
%m@%wkoﬁp;ﬂ’Aﬁzmﬁaﬁﬁﬁaﬂu%ﬁﬁﬁa?$
&%ﬁé%ﬁﬁ’*ﬁiﬁﬁﬁﬁﬁﬁ’ﬁﬁﬁ%“zﬂ T e R
PR F RN o A TR RE AMEEEG o LE RS F
Fe Eﬁksmﬁm’%ﬁrgﬂ PRF PRARRE > R A g X FIE PRAY
o s LH IR G R 4 0 AR F T HIZRA 2 ZRBRELRIY DT
Feo d %iéﬂwkﬁﬁmﬁwpi»ka#garw’_w G i A
AT JRR o Bk XRIF R A ERE SRR T
2m§mﬁ%ﬁw,p;$%k%§gam&ﬁm’%mwhAEJW%
BAOET P EHEETZIRE -

BiE Bk H2-2 B a4/ 3 FHPRBAFREZ T > 3 BRE TR
BIRARFE » RIS T8 X 2 IRE i u| P - S BRBFREE RO
PETOEBREZRABNEAZ AT > AIRBLF 0 3 A5

Rl o~ MR s A2 BT

—\

BAFEPRAER Y 0 TR ZRA MR AT 0 £ BT RE S
Mz IR S PRI Y g e ¢ o PR R o £ :‘E'J‘ﬁ B
WEalFB T > Ha A B e F B RARBEF  RBETAER X TG
MEMHOLRE LA —'ﬁ Fae 59 & A PRGR 0 AT 7 % % & Mohr and
Henson(1996)F= 3 4p i1 » 242 3 AR et - =2 B PRIRPE > H ORGSR
o AR PRI 2 enZ R 5 B 55+ 2 Ndhlovu and Senguder (2002)
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BRI CHEHRYLE  HRBET L LRI YT 2 LR o g
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PRE ¢ &A% 2 Fischer et al.(1997)3% 5 4 1 if

-anl

2%
£ E PRI J‘W’WI’“ FE gL e

(29 L RIF L RBFRBET > $PORBEF R § A2 7 & %%
s

>¢

SRk H23 $ I Add/3 BaIRa R T 0 R R b i¢
PRI ST g % o SRR S IR RN X PR R ]
§OET o & BIRGEE TG ¢ hg AT Rt F e e A 2
-
Fg R v rig i G T o KR AR G REHEP R Lo
BRI 5 d Bl dRaE | ORPRAE o A J9 1 PIRGE § IR > HE R R

B #% (Mohr & Henson,1996 ; Fischer et al.,1997) = 7 %% 40l o AdF
PR T 0 TR ARG GARIIRA ST 3T
ZIR B RRT RS TR R G 7 R R T
FE R s A AR T Pk aE (3R 0 2003) o

B AFOER LT o TR R A 2 R ek o s A kT
JRA RIS R M RA s kg > eS8 m > a7 4
SRR Y R R ] A R g BBk
(2004) 497 5 4R B > 30 5 Eih~ L8 T 1% I > 050 5 & B RRIE IR
ZER R A L

BRI LT 0 T RIS AR B T

Foth s B RS BRI G SRS T IR R RIS A R

>‘I

71"{5’ 4B ¥ 42 > 822X Tacobucciand Ostrom(1993)# 7 45 1 » & |4 4F
RI M AP LRALIEBER LA APy F R BEFEY
A Riu oz AR RidEFT g < € <

MR e e R A R e AR LT 0 TR RIF B ETIR
R ERE o ok 2R 2 ER (2005)3 1 0 T 1§ A AL Y
FE g g BRAS AT~ HREEBEEFRG S 4ol kA 2(2016)
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