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Abstract

In this study, the relationship between customer satisfaction, perceptual value and
loyalty of horn meridian massage was studied. The consumers, who had experienced the
horn meridian massage, were surveyed by web-based and paper-based questionnaire.
Three hundred and twenty questionnaires were issued. The overall returned
questionnaire were 296 in number. The invalid questionnaires were 24 in number and
the response rate was 92.5%.

The SPSS was used for statistical analysis. The Sample description, T-test,
one-way analysis of variance, analysis of correlation, regression analysis, etc. were done.
The study revealed that customer satisfaction not only has indirectly effect on loyalty
through perceptual value, it also has directly effect on loyalty. The customer satisfaction
affected the loyalty through the mediating effect of perceptual value. There were
completely mediating effect. Therefore, it proved that the positive perceptual value of
customer satisfaction will affect customer to experience the horn meridian massage. The
demographic variables have significant effect on customer satisfaction. The perceptual
value has significant effect on customer satisfaction. The customer satisfaction has

significant effect on customer loyalty.

Keywords: customer satisfaction, loyalty, perceptual value, horn meridian massage
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PR AHET G Ee DEFEOME 7L {2 L RRBENRIEG - TR
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Frederick (2000) 35 #73) eh AR 2 A3 A pendf £ en EA2R > X7 &
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Value Crestion

3B AES A

F L kR Shoemaker and Lewis (1999)
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PR A TR ALEEE TSR B o T2 RSt T TR A
LUNERES rﬁﬁﬁﬂv\*‘u" ZE Fos it
frit f se3t 4 45 (Descriptive DataAnalysis) %A ¥ jow {5 > gL & Fflri=x
B2 p ARG ES THERAGEE SR AR ANTESE S BT L
B2 B PR B B A ) o X2 PG T g R JEpt
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P e £
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Gz PR GRS 0 EAO0TFAFRR LT 035 R ARG o -

=~ 2x R~ 37 (Analysis of validity ) © #73) »c & (" #5 2/ER ) 47 -
FEEANSE DT PRI RPIREA A AR R > TR ETIRE P e
BAAE oo - YW Lame AT =4 450 7 2R (Content Validity ) ~
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FNFRREERR N FRAR AT A B R T ERFE B RIRRE T
TR ERFRFBEETR ik RE FHME A R AR L SR
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FA47 o KMO B4 09 - A7 F]F AT 2 a7 4R > 43 0.8 11 &7
HF 07 Ao F 0.6 0 Ao 05 W ATREAEE 0S5 LT
RIG22% 2 g 27 F R 47 (5 && > 2010) - £ 12 Bart leets Sk 16 T 2 > 2]
%%ﬂ%ﬂiéﬁék%ﬂﬁ’wa%ﬁu@%ﬁma%ﬁ% 24 F LA
AT E A 455 SRR S 23 AR 5 AL CRIURE SRS Sy
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BEAZ G o TERY ZF R AT E P2 45 A A 4493 (Principal Component
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T ZBEZB 2 TEORETEF AR c AT AR A T B
&ﬂﬁﬁ%~%?ﬁ&~%%~ﬁ@?imﬁﬁﬁﬁﬁﬁgibﬁ&ﬁﬁizk’
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MR AT A R h oD BAWOTORER2ZFLT 5 HEFD
AR AFTRY PR TR TA C AT RN AR E R
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AT AT AR AL BT AP M R B AP R A
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6 PU¥ 4ot g R B S IR T ST A8 % 4 0.490%* | -3.853%% | ©
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10 Phsas 2 & o e BRlish (52 X @ LB o 0.622%* |-4.228%%* (©
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sampling adequacy ) £ Bartlett Z & .4 % (p<0.001)> % %424 9> &gm AR EF

FLiE & T FE A ($Rakgc 0 2008) o

% 9 KMO £ Bartlett # 2_

Kaiser-Meyer-Olkin 0.715
Bartlett 3 4 #& <_ VA AN i 414.008

pd R 171

BE .000

BehFmy 2 TIEREE | BEHFEREFE A 470 112 2 4 & 7 (Principle com
ponent factor analysis, PCF) % B~%]% » B~ 3 B F] & 111& Wi EL2ZITRK o A
TREFF AT ERS Y > U FR R R 04 S ERFER EHNE LA HTRS
bR 100 FI% F1F - BR ARG % S FE AR [ ALK 040

BRRERED DSHL AT L N2 A GRRBEEIACEFY BD S .
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2010 FEETFIE A ph A

B, _ FlEpFE
5 e 1 2 3

NGt gomed gl > LR E R o 0.540| 0.207|-0.400
A A LSRR R JRIME R A o 0.410 0.332|-0.519
AF L g Eg YEBRBLEANT R 0.487| 0.374|-0.066

‘i% Add mn s R R ok Liomi o 0.519| 0.406(-0.193

N

| ¥ ons £ g8 BEEIL = H2 B8 . 0.305| -0.061| 0.257

? AFFht bR EA S BERE D o} AT A% o 0.537] -0.061|-0.035
Mg end & R BEE FLFRBRT A ENNT £ | 0401 0232] 0.118
AFIhL b CRIBEERBELR RN TR - 0.402| 0.311| 0.364
AL LR ENGD 2P T RLB . 0.567| 0.134/-0.298
AgRWBELEEGERE -0.071| 0.746| 0.045

oA EERRAT ARG A R R 0.200| 0.632| 0.298

Pl - R AL R R AR SRS LY

s -0.265| 0.715| 0.179

|

i A LR ERBEFRY P EP OB 2 AL -0.219| 0.438| 0.001
AgwMAENF 2 P2 Ly o -0.185| 0.823|-0.108
AR AEY IED AL FiE e 0.250| -0.159| 0.655

o |t R ERREMRE G A AR AR - -0.204| -0.518| 0.557

i; RS2 4 SR RBUEARE 2L G F 0 o 0.110| -0.528| 0.590

Bz b senBorg £ae] i R -0.339| 0.227| 0.706
AR IR RSB DR ATE - 0.745| 0.032| 0.607
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2. FE AR
dode 11957 > Flf - $HACE S 6403 7 2 R 2 £ 32.015% ; Fl% - #ikE
53262V R R R 16312%;: Fl A = FacE s 2231 7 2R £ 11.154%

RiFEEE L 59481% -

211 Flg Atz Fice a7 BRE¥E L4

Flk FacE  VEREEE (%) AV EREELE (%)
F1% - 6.403 32.015 32.015
F% = 3.262 16.312 48.327
F% = 2.231 11.154 59.481
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AT RREFRFF AT 5T E- B ER BT LA ol & i

k!
o

FRA % 2y % Cronbach’so H¥#cHrE 2 B2 FE R FlE a3+ 8
MR TR R R R EE LR R R KRR AP 2 o RPE SRR o0&
¥ Guilford (1965) HuEk » % o E M3 0.6 T2 4% 5 4206 1 0.65 2 Bk
FARELA065507 S ELE; A07308pEL 45083 0.9
PEF A o ded 120 EANM-REREASAFER THRILAE GRS 02T -TABA
BRSOSITfHE, BAR:0784 2HELZAER L 0881 1 AR 4

2 B % & 7] Guilford (1965) 2k B » 87 AR 5 2§ L4 ehp 30— R o

%12 FFEFEC R A

Hw LS Cronbach’s o % #ic

HAR 8 0.727
LR 5 0.811
o 5 0.784
BEA 18 0.881

(r) FFREELITES

AR S5 R B3 R P AT R TR ORI R A
B2 3P0 > 500 A4T0 - F% LA R F L EEFF A4 BREG #1013
BEFRLG - PIGR ARG B L FIRER 5P T RFLEFCAS
VB MG 2 RENHBE A AT LIS E I8 TSR R

TR LR e
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A E PR320 R E B Y ek X 24 5 0 & F ek X £ 296 5 0
Pew e 5 92.5% o
AT o BIFR AT > A4 ] (14.9%) 5 © 4% (85.1%) 0 BT
PRTT R RAAFN Gl AR S E& D B B 0 41550 A B 51-60 & chd B oEE
- %73 642%; &Y R E S EF %\« (50.7% ) 222 <~ B8R (36.1%);

RP BRI E (34.1%) B o AR A BT A0 13 977 o
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213 A HA B A At

E=pi] b A e A (%)

g 51 17.2

)
& 245 82.8
30~40 & 67 22.6
) 41~50 # 96 324

i
51~60 & 94 31.8
61 1zt 39 13.2
¢ 4 252 85.1

YEAFRE R

* 45 44 14.9
AN 53 20 6.8
PR % 101 34.1
: BAkiddc ¥ 15 5.1

B ¥
pd ¥ 51 17.2
EEER 45 15.2
Hu 64 21.6
R -Fe 23 7.8
. ® P 150 50.7

KT AR
S HB(z &4 107 36.1
FAE AT b 16 5.4
1000-2000 73 24.7
3 2001-3000 107 36.1
LS Y ¥ 1
3001-4000 87 29.4
4001 14 29 9.8
- = 162 54.7
) - =% 98 33.1
&3 T phge = i

== 26 8.8
T = 10 3.4
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S8 TRAH
AFEFTUGERAPTEFZAITHZFEE L L (FE) BFRPIZ%RFE > i
G0 AT RS RBEN LY T RALE LG R LG i 4

PeAFT T TR R 1 B2 PR R

1. &R A4

AT RieskiESE 0 b L EME R ING Cronbach’s o & 5 0.935 > =
BREDEREABLA DA BES 0863w Eeha E 5 08850 LAkl
% 0.872> 1345 Guilford (1965 ) #& &1 2. Cronbach’s a #cie 2 7 B # P> § 0=0.70
TRABER D 0060 FAREI RAERC TRL o & HEE AETH
E LN B R B3 0948 82 0984 2 F > PR HAEIE L G PR R
o ka AFTREE G LEDE R o FHW - #4Z {5 o Cronbach’s a & > 4o 2

14 #57 o

1014 P R WG A

2.

Cronbach’s o i&

LS g i
BER 0.863
woff B 0.885 0.935
B3R 0.872
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Sr & Tz
AEIHRARF RO FEABLR R E BRI LT £
BHEAL B AR OA v RREER2HRATRIRRHR? B ¥ FE L4
A BTG HF LR OINL T At
FE 4 15 A v Sl (Ju] > 4FRRIT) ik HI S H2 - H3 6% % F 4
PRI FHFEMERLARA - LPA - LG EI LR P B AHF
28 0

F 15 A v B2 PR R BAFRR IR R

AT gk Ho F i S e
R 0.440 0.812
A o e 0.913 0.054
LR 0.107 0.962
A 0.785 0.015
YRHFR o B 2.532 0.043
R R 1.596 0.579
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T AT AR E B AT R I TIPS NEHEFLELT b
P R o Ao T A 16 9T o AREFRRIRY STIRPREF L R AR A R B ok
o Tk 0 HOREIER A ERE > A L EF A B 5 0.015<0.05
(BAAE) M2 0.043<0.05 (AL H @) > Flt AT LR BEFHT L LR

Bl iSRS OEH o

%16 HAFR R L B A 47 4

o SRUFR I oS Tk HREL TE BEH

R e 252 3.914 0.540 -2.458 0.015
* ¥ 44 4.130 0.524

o R o 252 4.044 0.574 -2.030 0.043
* ¥ 44 4236 0.623
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217 Av Rz BERKTARRE CBREEF I FARY YA F ) THRES
Bt i

S 3§ S o F i EL
AR 0.913 0.435
# # T E 1315 0.270
&R 2.937 0.034
AR 1.085 0.356
KT AR T E 0.243 0.866
LR 0.482 0.695
mEAR 2.134 0.062
Bx R E 1.536 0.179
R AR 1.053 0.387
R 0.440 0.725
&0 v Ll &4 B 0.782 0.505
LR 2.113 0.099
i 0.933 0.425
R =E YRS o 0.397 0.755
LR 4.235 0.006
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PR A SHiEA BA T T (K0 TibjeAofics #40) 0 1% Scheff i
EEFEVRUS AT LRI AR

beT A I8 AT o LA BRY A BHFLR AN TOREEE K- X2
BomHToL B gs 04093 HEF LG 0.043<0.05 > FJpt A e inE s 4o
R AL RS LBER - BAR
718 Tk BEIEET L AR LE A

s zbppak g Tk BEL 0 FE &Tfi
-
(1)- = 162 3.575 0.648 4.235 3)>(1)
2)= = 08 3.808 0.698
3)= = 26 3.985 0.480
@) = 10 3.740 1.166

e 19 T R AR Y P RARF LR a0t E 80 30-40 R 60 L i
HHEooa AT gl 0405 HEFE L 0.034<0.05 » F]pt A PF IR 60
Port b AR R B AR 0 S AR EMERFIRE L2 L0
EY I ENE £

219 ## L pR LR 2

. Scheffe 2
F0 Tinfe B g Ak Tiok [l Fig L
fs b i
(1) 30-40 # 67 3.543 0.101 2.937 4)>(1)
(2) 41-50 # 96 3.690 0.063
(3) 51-60 # 94 3.700 0.067
(4) 60 fk 12+ 39 3.949 0.092
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F8 MG A

AL RREBR T AL LS AT R ML o 1% Pearson ¥ £ 49

Bid RAE TRk B AT R R 40T £ 209757 0 G doE T A F AR M

(p<0.001)> o g+ 7 4w i 3 & “FR £ eneef i EARF > B ofnde 2 B £ 5l

RABS EF TRE RSt § SRIE TPl R ST 4 A arek o

% 20 Ap B Chdcs 47 &

TN LR o B
AR 1

LR 7317 1

o §E 722" 6517 1

¥4 5t P<0.05
** 4 5t P<0.01
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d - G MA@ B AR AR R B AN B A
B s h g dehip- S0T 0 AT REHE REL R L Wend AR L
Bk EE A
1244 Baron and Kenny (1986) # 5| v 4 »c % K= Big & - 4 %]
1. p S 48T EERE
2. B RES Y hRHA R B
3. B REEY B FHEEERFFLFA IR p REH R R BT

m*tt
g
“\ﬁ

>

Fla? A gHEcni g A3 0 @ AR ami iR 2T ?xz\ﬂg,i ET—'?
oo RPN RECE AP Aok o R E AEEEKE S B 4 SEATA

Phistk s> oo

4 ¢

AT B BEAAES Fh (RLAE) Y TRk (FERE) 2 - Rk

(L) EFRFATE%RE -

- RTALFHEL RO IR
PG A2I4T > B FES SRS B2 0520 @R 42 FRALAT LR

KR ENRE 242K 552% AL R o o fF #0722 (29 )
HBFL S EEEFRE (p<0.001l)> d 7 BLAH TR ELF L @

BRERED AP L2 BRHABLRH TR &7 P Er = o
F 21 RRHETEY EE

KARIE 1 SIS

B 2 w3 E ##EFL  Beta Ape

LE S 1.004 0.173 5.802 0.000

e Wi 0.777 0.043 0.722 17.890 0.000

gd o E
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T ARETERESBHLAERT B

3]
Ry 422977 > A FEESTRT > B 50532 2R A FRAAET R LA
BB &R 5532% @ iﬁ%)ﬁ?ﬂ‘%?.uéﬁﬁﬁ’lﬁﬁﬁ?ffﬁﬂzé0.731 () md
BEE EHFRE (p<0.001) d 7o BAAHTLPFAEAIL; Lo EFBE

e LAY L BERHSBL AL G EAHLPBRTHFRPS 2 -

120 mREL PR L

AR Tk 0
T t By
Bz e (AL LA
W #ic 0.051 0.200 0.256 0.798
R R 0.923 0.050 0.731 18.347 0.000
kRE LB

15223977 > AR (S PRT > G 50422 R A Fof B ET L ERL
BROGEBER 5422% A ok B L HR SR #0651 (2 )
mHRBFLE EEEFRE (p0.00]) d pv s o B e L FR LG &P

BERFD AL 2 BRKHOT L B3 L AR 25 & v B F R F e

—ﬁ- E

o.D,

o

=

# 23 ERELPFAR L

AR Rk il -
3 t M
B z G iE L Beta 4 fie
W B 0.582 0.214 2.726 0.007
i I% =8 0.764 0.052 0.651 14.716 0.000

Rl LA
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R EAT ABRARAELBRZETF P ik
YR 22497 0 A KIS RT3 GH 50563 B R A EFHRAAL KR ET
LR ERLSAEORE R 5563% AT HRE LR L B R S fF Gk
Fe A (LR E)DA r MR P HPEE R30I % (0.713=>0.544)
THEFE AR FLE DI 2T R E AR RS LS R T ARy 0
AP fiskkin EAPT 2 BERHTAE A AR L AE LB R LT L ne v
= i e

%24 BB ELPRE

APRIE I T ok i T

B 2 g3+iE {R#FZL  Beta A

RS -0.253 0.205 -1.239 0.216

TR 0.687 0.070 0.544 9.776 0.000

o e 0.303 0.065 0.259 4.648 0.000
Fe SR IeWeTT o LRGSR F OREL A2 R0 | RSN A

e 2ot APY F S B FL T REN LG AT RRAZ T LS
}iy\ﬁ'ﬁﬂ’ﬁ PR FIR R BAELP .\;**Lr\mﬂljmfrﬁl%ifﬁ_’ —fLE‘E’ﬁ »T IR BE

PRUERHEELLPRIEG T -

W e
H4 0.722%** H6 0.651%**
H7 0.544%**
N > S
/% RN }i ” »‘3‘.; éﬁfﬁ
HS5 0.731%**

BI6 @ G i 2 1 )
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