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The Impact of the Emotional Competence,
Rapport, Physical Attractiveness, and
Professional Competence on the Loyalty:
In the Case of Housing Brokerage Industry

Chun-chang Lee*, Hsiang-mei Chang**,
Wen-chih Yeh***, Zheng Yu®***%*

ABSTRACT

This study examined the factors that influence the loyalty of housing brokers from
the consumer's perspective. The conceptual framework for this study was developed
by considering the relationships between emotional competence, rapport, physical
attractiveness, professional competence, and the traditional loyalty model. The
questionnaire respondents were individuals from Kaohsiung City who had interacted
with or been served by housing brokers. The structural equation model (SEM) was used
to perform a parameter estimation and analysis. 830 questionnaires were administered,
of which 293 were returned and 281 were valid, representing a effective response rate
of 95.90%. The empirical results indicated that: emotional competence has a significant
positive impact on rapport and professional competence; rapport has a significant positive
impact on satisfaction; physical attractiveness has a significant positive impact on
professional competence; professional competence has a significant positive impact on
trust; trust has a significant positive impact on satisfaction; satisfaction has a significant
positive impact on loyalty; and trust has a significant positive impact on loyalty. These
empirical results implied that, with respect to studies on the factors that influence
customer loyalty, the important effects of emotional competence, rapport, physical
attractiveness, and professional competence should not be ignored.

Key words: emotional competence, rapport, physical attractiveness, professional
competence, structural equation model.
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and Busler, 2000) - HREIRTEFERES) ~ FIRERGR ~ BB RS [JJFIESERE IR
RN G RE R RGO - EERIBUERETSCEE (2012) $55 B HRSESER B
e~ TGk R R B YRR B - BT Bl -

TEHaREJI¥s K L T g AR B BRIt AR TERKIEE )T © Delcourt et al. (2012)
fRHERERE IR BRI A p L 4 - (BkERE T2 — AN EE H D82 i ARYREE
73 (Heffernan et al., 2008) ° SSHUBERFFSCHE (2012) ZWH5EssEH - BEMTTAR
L HAR SRR - A BIEA LIERESRK - Delcourt et al. (2013) WI5EfEHITEE:
BRSBTS R ISHERE i - M BN B B A - 8
EABZRGHRATHE - IS Ta RGBS - K EE RS et B bl E
B EBRAR - FERIREIHE B BRI IRG B <M EG MR - i
PR A R R (Gremler and Gwinner, 2008 ) ° JHZEH 1B T2 [EIRYFRIHE

39



aELHbE IS

BALR - S BRI R A B TR UIRES 2 &7k (Biedenbach et al., 2011) -
Fatima et al. (2015) 8kaTZ2W7E A BIELEMFTRIBERI FREFEI 2 - MR
Ry - IRG TR RaIE = L [0 RIFRA GRS A SRS IR - 2SS~ (B - BE
FOEIE A ~ 5 EBER ~ FIEMETHEES - Fatima et al. (2015) Z3MTIREITE(E
T RE AT B R RYBA 1% » BEURAIRERR (R R PR B 70 B ERVEF @M ERE -
EEAN - FERTAIRER CRAVIAIRE - IG5 R KAy T - #F 2 5¢ (40Fatima et
al., 2015; Gremler and Gwinner, 2000 ) FH7~ » FIRERI (R EEEBEAIRITRIERY - S
ait + AIEBRCRAM B AR R F R R LU B 4R - ARG [ B NS
BUEA Rt 5o -

bR 1 Ll fEHERE B AIRER (R IHAE BRARINZRSN - BRI AEARS AR
B [T SERE T NS BN B A W HEHERY B EAR - (G L H 2RIk
E o —REEGEERS [JIA - S AR —EENIS0E Ry AR ARl H AR
IEHERSHE (Lorenzo et al., 2010) ° Soderlund and Julander (2009) DAEJEFIfIZE/
AR A B R TEE 5 - I SERs B R B B E WS [ IRIIRE A B A S 152
AR © Zhao et al. (2015) fEH—HEGEERS [ JIHRHCA BBE AN
FREFFRANIESTERGR o MR - BERS [ JTAHHE s BT S R AR &
it o SI4L > BEEREJIHTH - Palmatier et al. (2006) $5HIEFTE ABSRIRIKIZE S -
HZERE BT AR A /02— © Johnson and Grayson (2005) 7REH!
BRI EPANEE (cognitive trust) EAFE LR - RPN ABEGE
B SRR L S RORE B il MU 2 (BRI RS IR 3R » BT T HRE S R Y
KRz — -

R ERCA B BAZREARS - WILUEHERETT ~ MEERGR - BE
W5 [JTEAELSERE TR B BIET T /AT - PR LB TAFME R ~ SRR L B AR
(AHHTERG I = < BATR R AR ) - [ERERETT ~ TORERATR ~ BEWS (]
EHESERE ) JBTE 8 (latent variables) HIREE » AWFFCLIVEE SRR - A5
HEBREERAY - R AT S ZRERAY < SBEARA SR ST - IR
MBS KR - (BAETENSRERETT ~ MIREBRTR ~ B'EWR S [ VB EHEERE TV UAE
RIZRARIRETE A B s 2 IR AR R B DI S E R A A 2 R

40



FhE OREX LZ @ 8 RRED MR - EENG EEEE R R DR S R

IE

=~ XRREREER MR BRER

(—) W > A ESEE AR

BER B ES N B 15 fERE JTRIREALFIAE 81 v] DUE B AR 75 & 1 8 i B 75 72 & DL
SRR & PR K - Kt B TISMEE T & B8R PSS (Mattila and Enz,
2002) © WF9EEER - AR E B THIRE T RV (A0AGERE ~ BRTE ~ PAEAGH ~
PET R B M) ) MRS BB EE - B LIEMEE 7R B TR T fry
BRI - BTIERRE I ER P Z WS (Dean, 2007) -

AR EHE AR R T MATE B TAT R Ay RAIERM B DR RREE (A3
BE) MTR (AUEEE) ZRBYEHR (Macintosh, 2009) ° Schwarz and Clore

(1983) R —ME#EE - FR TS REEEIN B LA LS P VA RAGR - 38

TR & Ry > AT T B T i [ A P » B R R AN {m] 2 AR R 56
AR TE RS 1F Ry Bt BT RO E 2 - [EHERE TR B TER =2 A #8iEE R
HEMTEM (Grandey et al, 2005) - EMTELREE A B - B TE@ElFEH
HITEREIRRE » (KILL - I TSR B TR I Ed s P AT AIEER £ - Delcourt et
al. (2012) P h—EHEERIFIITERERE) ) B THRESTH B E G - BBt
FARRTREA T e 752K - RIBLIBRERE IR B TR Zy By E B B A AR R £ - Bef™
e REsH ¢

H1 : fSFERE A HIRERH (R A B E Rl s 8 -

Gremler and Gwinner (2000) #&HE BB THEITHAY B - M5
GrRES SN E - HEEIIHRNE —imhh - M2 B AR (RS B R s
AIRASETEIIAIT- » kEAP » Hennig-Thurau et al. (2006) #RaTHIRERIRE IR R

M2 - B RER - FIEERATEBEERE RN EENIER - Kim
(2009) EiKim and Ok (2010) WFZefEREER - FORERE (RS REA = 5 B [ElA)

HIsg2E - KL - HTSERIERE B AR A R B L AR IE BRI R G EERY - BT
HRERH2

H2 : HIER IR B M A BB IR -

Bardzil and Slaski (2003) WFFeHGTRERIGHERES M SAE T B2 AT BlgY
JIMERFREAR I IR B B P 8 S I RAPERE T » Othman et al. (2009) KHEFEREJIFITE
w55 BRI TS SRS B SE » PREH IS RERE JTHAAN Rl  SE BR b g 2 T AR RRERYRE
& - RMERERE e B 3ERE )] - R BRERE VT BB B TAE LIt - A

41



aELHbE IS

o~ AlrE A - BB RS S A et - BRI BGERS
H3 : SR N B e N R B IR -

(=) BHRI N FEkS - SHEEHER MG

Till and Busler (2000 ) #2RfREE & H i FHE BB [T HEEEH SR E A&
ERRERRRARZIER - Bower and Landreth (2001) W9E#R » 1HEE E HARE R
FIIIESRE AGEAB SR AEENE - Witz et al. (2003) WF5EHRHS5EIEE

(aesthetic labour) HUMEE » SR EAGEMEGH ~ FERRAM ~ IrIEE ST FHRN A
T - HhEREETESZRB AR (customer-contact employees ) Hf L SREVEEHE © &
HEMERE LR B TR LI A RIS [EZHEE » AT EEARRES -
WMEZ N8~ FrE kB TREBEZECEP RS - AHEEINE - FFE kA
THERBENE T - HRCEPRZERGEE - HREEPR LREE et
T EEIEE S AV E SR FAEEAE 2%, - Soderlund and Julander (2009) Hff5%
fRHESAE ANEERS [T AR R g - TR

H4 : EEWS T HmEERAGEE RN EE -

REHSE (2016) WF9THEH - EEER(E (beauty premium) & mHYiL &
Sy EERESEEG RIFEERS [ ARSI E BB &ER - fla:
R BB [ S BRERERESIR 5 (B KAEE - I A BRYEERS [ J1E0E
BENEZE - HEEFIEIRES A BB R VE R AEA w2 - M nIh7eheis
TEEWRG | TIERE ASE A RAFAIZIIREN SR - GEidE AR T TEE i o IR
MBI RETIS - FRRFEPRED (1) kRBABNEERS [JTEHEEEE
RAEEE ERE - RIS A BREBERS |18  HEEETEEE - (2) ¥
BB LSRRG N BNEBRS 1122  BEKS1I#E - ANEEEKEaR
Follks N ERVEERE IR RS - tHEE(ESERE - (3) IRBABRERKS|J1HE
WEHEE S - vE BB B B A IR A

Widgery (1963) fEHIHEE FRAMEGEREKS 15 - HPrfit e &k
AMEEE - BHEENAEEERS [ 1)4% - Ll BEE RS | & H A EREHAEE
e H L 5 - Kahle and Homer (1985) @8Rt EHIVEE RS [JIE 226 H%E
HRESSSEYRRE - EEEETE A EERS | IR B R R EHE - e
B HAEZHERF (Clifford and Walster, 1973 ) ° Hatfield and Sprecher (1986) #2
BB J13GE 7 a8 0 H B EES - MERE P8 ] DL [ I B R 2 A i
WEKSZ « Burns (1987) @B BT T REARS | ABIINEFHE - BES [REAILAIE

42



FHRE REE BLE @ 8 1ERIED  NIBERGR  EEWS EERE N HERE Y E LR ER

AIERE I IE - FECE IE B RSUR - e — 25 (B ABEEEIA T RN I&E - &
Mg RHEENEHEE  ARREGEERSIJINA - MEaG AR 'EERS )]
HIA BRI R BIESERE ST » RIHASOTIEEZERE ) » BIREEN SR 1
FFA TR E L FE A R B ZERE ST - BAMER GRS ¢

H5 : BRG] I HE R R ERE R E -

BERE TR AT - ST DIEBRHRARECR » RN T DIGE
A SRR BB 24 485%% (Easton and Jarrell, 1998) ° f#i2R » BEEAE TR 1>
(TSGR E T EENESR - RIAME @ Sk PRI ESERE T 2 i a b S R Ry
BRI — » FinRAER R B L RT3 R B IE(E (Moorman et al., 1993) -
MRS B L EERREIR (R E T B3R - BEE i —R AR HG A5
[ G AR [F] Lo+ B TREE Al Re PR e A = B RIRE B 1 A
% Z(EF (Morgan and Hunt, 1994 ) -~ FAFEHFERG :

H6 : BEERE N HEERAHZ RS -

(Z) 2 BEERLRAEZMAE
Kim and Benbasat (2003) %k » S0 DUBARIH B BAEHES T2 BTS2 2
HIEREIERN SR, - RURfE A v DA B 5 R B HER R 5 — T i A S = 1T Ry
HIRTRETE « (A EREST 7 B 600 B BRI EA - RETE EE— DR %
PR S RIVEIAE RS B i - (SR B S R R R A BRI KR
(Flavianet al., 2006) ° EE&HPEEGIEENGERE » BEAMERILA 5 H
RtorEi e — P PR T AR R W B DA B AT R AR A8 B R AR
(Pavlou, 2003; Han and Hyun, 2013) -~ A"t H KR ¢
H7 : FEEREEEGHE E S -
2 T B R R T BRI 2 IR S B SO - By THE R
P T P R AR ] DARE R S R~ B THCERR S RI IR S B 2R B B
Geyskens et al. (1996) WFefaH - IHE MR B E MG HREEFIRNRGRZ
] - #h e B EEAYRHEE - Mittal and Kamakuras (2001 ) $5H @ IHEH =L
BB LSRR E B - BRSNS R AR EA
% (Bowen and Chen, 2001 ) FAMHEHEERS
HS : MR EHEMEHARE RS .
Harris and Goode (2004) KHE(EE 7 Fore TGS HIRASEEES) /] - Reichheld and
Schefter (2000) PR FAIFE FHUEINE - &L AEERAMIIET - Maxham and

43



aELHbE IS

Netemeyer (2002) fEHHEELEEIEHE /T RREWRE @ KBNS S 2 =R
SEHEE EAE - 52 - HEE R RBEE AN AR e H A LT
SFIRE » EEEEREHEEE T IEHE - Kim et al. (2011) WFSERSREUR -
B ~ W BEAIR5 oL B B R Fr o P R I8 2 B3 IR Y52 2 - Hanzaee and
Norouzi (2012) WFFEERMEHEEE EMBE 2NN EE 2 EHE - TR
a9 ¢

HY : SEHEWE G L -

= WMREE

(—) AREH

A e R S 5t~ SURIEIRE B se s se i - DIinEE ~ (SR EHEE
BATR (CAHSERE R B i E B R Y ) T EoRE - WIS RERET T ~ FIRERTR - BER
5| T ZERE S AR - B R AR - AR S e (GE 2
1) - HRiSHEARMIEZ (GFEEEST ~ FIRERGR ~ EE RS [ JJELEZERE T AT
S A S B oy o RIESE AH R TR 2ERE - ORI ST E R e 5 A SE AR
AR S RS T A A S SRR - fAIDelcourt et al. (2013) ; Fatima
et al. (2015) AYZRAEIEIET Ry AW TR it TRy 5ESE - HAL - WEREREI T2
T SRR ET S (2012) ~ HIRERHfRZ: iFatima et al. (2015) ~ BERG (12K
Langlois and Kalakanis (2000) -~ BZEREJIZ M Hwang et al. (2016) 5 - 38 25508k
HAREEHE TIFZESRID IR 25 AR - AR SRHER 225 U - (BAEFSEEEET B
REMERFAS B ELERIBIT MR 1 -

(=) M&zx:t

ARFFERIE IR Y i 2 E AR - AR - El
BEEFTE %S GRS SEE > 2RI - B0 2RISR
FIBERA(R « BEWS )7 « H2EAES - WERE « (BERERESBBCZHE - 1L
Likert SEERERFRE - RIBFEERESHRIER REE - REE i - [FE
BLJEH R - PRHA T 1 B0 5T -

EREREI TSy - BAMHRFIDelcourt et al. (2012) HYEHEL - K EHEHE AT
M ABEETAL RIS B W 8 2 RS T JLEH7RREYE - FORERIARERS - ATy R E 2

44



FHRE REE BLE @ 8 1ERIED  NIBERGR  EEWS EERE N HERE Y E LR ER

THfRE
Emotional
competence

FIPERA £
Rapport

Satisfaction

R
Loyalty

HEWT 17
Physical
attraction

HRE
Professional
competence

AR A

Traditional loyalty model

#Gremler and Gwinner (2000) ZWE& » AGFIEER R BAEM: € &= BB R/
AN B TR 12 il B (16 A eS8 el A e - HLET8(EETE - BE RS [JIER 7 - Abse
#rE$kFHLanglois and Kalakanis (2000) ; Striegel-Moore et al. (1986 ) EdRichins
(1991) Frd AR - B E WS (70 BN U R {18 KA T - Gt 44
RETE o EZERES IS AHIE 2 Guenzi and Georges (2010 ) ; Johnson and
Gryson (2005) FFEREGHETEERET I BV » IFEEERE I CBIEIEER R FF R
A B B BRI R R R RE i A i - a3 - (FF2 KD
57 » Zﬁﬁﬂ%j{giﬁ%Doney and Cannon (1997) ~ Chaudhuri and

Holbrook (2001) SFEFZFIHMMELIEL » BEEIIRIEEERZRIEEEHE
BREEREMIT AL AT BRI i B ] SRS - a8 EETE - sl
41 W2 Fornell (1992) Pappu and Quester (2006 ) : Bettencourt (1997)

KB > SREGTEEE o BT - ABFFRKIEOLiver (1997) ; Cossio-Silva
et al. (2016) & @ KEEBEER RHIHEE B BRI ] L RREE B S S
WAl K] - AT S{EREE -

45



EiE L e

R

k1 AHFRZFAHAA
7 R AT | AR SRR
(—) TG #ERE
1. & E R A B REIC B 1917 R 1L RS g
e EHITERE -
o AR\ E AR T - o
3. ZBEMT A B EEEERIE GBI AR - '
4. 3% Fe AR N B SR ARG RE TR IR -
5. BRI N BREFHEHI AT 5 AT DB
[ fry il - Delcourt et
PR 6. BRI A BRI E TR - al. (2012)
7. ZEEMN N B4 R RRE S &F -
(=) FIRERAGR
1. fEEEZ R i A\ B iie - - BRI - Gremler and
Tty | 2. FAEL R A B2 BIRFFERIEEIRTR - Guwinner
% | 3. BRI A SR EGMERRRY - (2000)
4. BEZ PR R A BRE R - BUKE 0 nE Ik -
5. B PR B BB R P A B [HfF AR — Tl il
CBUERIABSRTR) - Gremler and
o |0 EEFFREM A TR - RGIIF BT .
(EPN 7S — Gwinner
Z =N (2000)
7. WG IFERRER F R AR -
8. xR AN B &R
(=) BERST]
1. & BB A BRSNS E ARG [T/ - Langlois and
e 2. ZEEMN AN BB GREN SRR REE - Kalakanis
3. &EEMN A BT EH CHIRESTETEEAK (2000) ;
ST - Striegel-Moore
L 4. BB A EHREE RSB HREEHAR | etal. (1986) ;
VK Richins (1991)
(P4) EHZEnE
e | 1. BRI A EEEEENVEZEM - Bl EE Guenzi and
BRI
TSNS - Georges
2. B E R MY A& T R HEEE YA B 7E e ftry (2010) ;
BUERGRE | ZEREJT - BIAIEINERNEBERFE - Johnson and
3. EEEM N A B —HEGEENAL - Gryson (2005)

46



FHRE REE BLE @ 8 1ERIED  NIBERGR  EEWS EERE N HERE Y E LR ER

k1 ARz FAAEE (8)

iy BRI | AR R | TR
(H) B
1. TAEF BRI A BB S ESEE - Doney and
2. BARE BB A e F AT &G - Cannon (1997) ;
CIECCRIE 7 mx % BRI N B RS IRELE - Chaudhuri
4. TEIEZEEMN N BRELIEEE ALY, - #1T/HE |  and Holbrook
fﬁ’% (2001 )

5. FELE R E AP A BRI A —1 -
6. ﬁ*ﬁf%%ﬁ)g)’:"@ ANEGLIBEENF S BB Doney and
Cannon (1997) ;
ERE |71 REGSEBEMNN A BRELENENIREE BT Chaudhuri

! o

Ry e and Holbrook
8. B 1G%EE 143 N ERes AR AT tH SR (2001)

() TS
R A B SR B RERF G IRV K

Fornell (1992)

- o Pappu and
o |2 g{ﬂégfﬁﬁaﬂﬁfﬂg%éﬁi&x&)ﬁ)ﬂﬁ PARRGE| P
3. B R A B SR R - Be(tfg“g";’;“

() EEE
1. AR F R AN BRI -
REE | 2. fHRNEMEREMNTAE » BREERZFEMNTA
G BRI B R A B SRS E -
3. BIRWEZ B RN AN B ZIRE -

Tk KAEERIE 2 EEMT NSRS -
EE |5, &?T%Tﬁ'ﬁi%&fg?@ ANBZ i -

Oliver (1997) :
Cossio-Silva et
al. (2016)

Uy

ﬂllll
S‘él:

Oliver (1997) ;
Cossio-Silva et
al. (2016)

(=) 0ttt Ak KRAUF
AHIFZE - SRR B s e I T AR B P R AP A Bl IR < A ASEEE - A
WFFELAERIFAR T =0T - SR — B — I E ST 750 - Mo R, R
T AR BB B2 e, » RO FE T KRG ~ TSR T S B S i ~ S B A
Hot —EFRY O FRE L - MEFHENIER201797 A 1HEEE2017911H 1

47



aELHbE IS

Hik - HEERE3067 % - EEREN293%r - HIFRIEN S (REEHE) 1217 » A3
RIEE Fy28 147 - ARUEIKERF595.90% « Tl E/YE » IHHIUG ARG A T
HUPIRRANEY » RIR A B 26 S s AL 3 ARG SR AV IERETE » ARWFSR iR I A iR
B 10.05 » BHE/KHEaRy10% » BITE90%IEHE/KHE T K1 TR AU 27 147 -
AW TEE R 8028117 » EUEATAAR AU R 2T VB E.C 2K - (GEHTRA
AR ROHRAENE - 352 RIER3 )

RS - ATREAFAE R G A& 2 fr i il < Fo 2 ot N BRI B -
It - FEFIBERE T - FAMTER R B DUl — R il o h 2 RS R ek S HEL 55 R
& BT DGR EE R BRI R ERFF—EN—2 1 - A SRR R F R
IR N BRYEHEEEERES) MR GNINREEE - AR « BRI
ER%E > gEHEREMPT ABRSNAERNZRE - FTLAIERE ~ 8% ASH
AEEEHI R - PIAHESE S TS B TR A B E TR ATEIR R E a2
HAt TS - 2 FE R SRR RN - N B R s B HEAE Tl
REEEERCEL , TR ZEE) - BRI IR A BN N EiES
B EUE N ENERACABS T B AHREE IR - BB B P ik ke B S B H= I
FARFAR - E - EREZREAK A RERBIM - BRI A BRFFE
B 2 AR T— I o FEAHRARI SRR B B Mg B - SR —RRIR A By
TEHEEPERE] ~ BB TEEE S G HIEE ~ IR A B2 GREFER RIS A EE -
B R B SRR 2 A RE IR HIB AT - ME MR S S e SRR
BIE BRI - EMEREME S - @ASURTTEL -

AWIERF 28 1135 ST 1 Wm0 R A - 251408214117 - BLiRIREIKE
FHi ANEfY > G Armstrong and Overton (1977) Frfdis < N ERA (non-
| AW BEFAETTH » SMIEIRZEUEF ABPE R T - HREFRE - TRE

FEEEZHSRA S - BREEH EE K-S - mE e R SRR - RMERE
FEME Y ~ R BRI TIRE  PEHMB R R ERAEY - BIRUE - W AfE 2 TEsR
Bl R)E 1035 LE e nT i 2 S A B 1A B B A\ B iR s feBass - a0t -
BEARIRDL ~ G ~ BRI SE R o SARF B H ¢ S E—RETIPM2:00~8:00 © R H : EAN
FEHAMI0:30~PM8:30 « SERZEMBEZGE + RIARIET A HI M T8 -
HRRSANA R S EEE - FHE SRR I A AT I - R 2/ i) (R 5%
XEMG) o AHEEALL - RERAR SR AR S AR5 2 i A B e 2 iR 2
e HEE T ABEAEE  BHEE TR o ARG - AR ST
B G DS FRET B - ILEEMIS30 N » FEEEITERRE HFAEES20 A » R AR SRR
Tt - SRR H H R R TEEH - T E e EERE H T IE RIS E 203 A KILHERE
iR B64.70% ( (830-293) /830)
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response bias) MEHAEIT T - R A CERIHHAZ BEAZ R - AR
BEARNRDC ~ FRlG ~ BUFREE ~ BESE R A H FTe S - BE i R W A ] e (=l e
KRB R BRI 2 WIERAE AR ORI EA RN - JRAEYIEE
1) S Al 22 FRTRE P AE

F BRAHET B

(=) A% BT

BREARY - ZEHEEA R BEAMETS54.1% (1520) » ZHIMET745.9%
(129 A) -~ FEMBIRAR DL - EBFIME63.0% (177 8) » KIEHI1534.8% (98
AN) e TEFEER T » DI31EEE4050E% - HeBIRIE41.3% » HRZ41E505% » L
BIKINLE28.5% - TEERFETTTH - K2 (SPUEL ~ —8) Frfditbflim 44 8% (126
A) o HREE LU T #1520.6% (58 A) » WHFEATLL E#I1517.8% (500) -
TERE T - AR PTG b % » $9531.7% (89 N) » HRZHAHKIG
16.4% (46 N) ~ FEME A HICA TS » £L30,001~40 000 CHT A5 LBl @ #9ky
242% (68 A) » HRKIE40,001~50,0007C * #J5%20.0% (56 A) - (FEMHMEET S
i - FE2 EER2)

(=) = REBEHT

FragfE B (reliability ) @R HIEERAY ]S HE—HMEEE - H I

Cronbach’s afHZKHEITFEE T » A LACronbach’s afH KR0.70LL I Ry i #E
(DeVellis, 1991) < ARFFEREI{E B ANR0.7000 E - BURERBEA #5250k
e BRI E  AHRRERNAE RS SRR EN: -

S AR R IERETE - ARFZERUEEE =5 - HrnlRWARE (content
validity ) ~ IX#EEE (convergent validity ) E# R IR4E (discriminant validity ) ° B
e MARSRIEIN S » AWFERERET EEMBITERY - 62358 A SO B AR
WFSE B R a B B O » 2 B A B I S e R T am - LB A
REYE SRR TBIE - AWERSEZ B —ERNRARE/KIE | HK - SIsce
JEIME - DL < S A S 2 R a P E g - BRIET (2005) fRHE AR
ALK A ARR0.5 » SEEEE/KE - HIFORE B A R - At
FEHEL KR AT B A0 50 | HEF R /K HE » SRR BRI E (GE2 A
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#2) 5 B BERRUENRE - rlHiEFornell and Larcker (1981) HYZEE - HETH]
KRB B E (average variance extracted ) SV ARAA B AR ] 25 Rl T
R AHEATREL - BRI < I EA RIFERIRE (552 5H.3R3) - A
FEL BT EILEORAENE » FoREREGHEERUE -

K2 BREE - AT ERFERGEZHSN
Rl ARl BeE HE e FEN K

|/

EATH (ARAEHE (e fgRiRgy My (B BAREY JTRERHE
&) &) % (CR) (AVE) (R®)
TGHtEE 849 737
i ATEREREAS 1,000 753 152%% 459
THEheEE B 952%%  QTTEE 213%k 567
FIHER 1R 908 833 713
TrtheyEEE  1.000 862 093** 600
(EPN 995%%  774%k  17T% 743
'BERS [ 661 507
e 494 @7k 97kE 172
YR 1.000 415 308%%  45]
£ & 3 919 851 598
BLEHR 046%%  828Fk  174%% 686
BZERGE 1.000 908 090%* 824
(ELES 950 904 573
AT SEME O51%%  885%k 096 784
EE 1.000 914 076%* 835
TaE 772 815 835
TR 1.000 822 168% 676
=N E) 1.051%%  828%%  178%* 685
W= 3 989%*  852%%  120%* 726
SERRE 949 902 844
RERE 1.000 909 069%* 797
1Tk 1.130%%  893**  107** 826

#F 1 #FKIRp<0.10 » #+EKIRp<0.05 -
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k3 BASEZAHER
TE iz '5H HE
HESJ BEtR e BB

Bt WEE  ERUE

TBHEREST 859

FlHER 1R 845 912

'BERS [ 686 580 712

BZERE 703 594 716 923

(RS 532 532 542 757 951

TR 734 742 666 753 803 903

G 658 648 608 716 801 911 950

it s B AR AVEE.Z IR -

4z

AWTFEE R R R R R EFR o T TR - B8Rt T AR U R A
At 0 DUfERR B RS B e Ao 2 T B R AEHE 5 58 AR R TR MRS A e
SITESA

M
g
2
it
i
ﬁll"
b2

(=) A RBMARBBRA Z Bas

A BT S 2 B A E R AT AS - FeMikIEBagozzi and Yi (1988) Frfe
HZ FEARHYHEROAZEHE (preliminary fit criteria) ~ FEEILEFEIEEEIE (fit of internal
structure of model ) S #ERERIZUHACEE (overall model fit) 5% —TEFEAHASAE o
1. BEXEEIRE

FAHENOEAE B AR R A 2 BR 72 ~ P A B R FME - HFR2BR -
CEVEE R It = A R A I g K E - R AR ER0.6 - 11 H
fir FER AR R BN G B AE - AR AN B ABRE AR RME S
A E71.3% ~ 59.8% ~ 57.3% ~ 83.5%E184.4% - ¥EHBMN S » FANC WA #E 2 n] DLab i
ZHY o

2. BT EBEEE

BEHE QU SR U AT 2 B BIE TR ~ R EFEE R BAE#IH (latent
variables ) HIfEJE  {k#Bagozzi and Yi (1988) HYFFALHHER] - W] F =1EH AT

51



aELHbE IS

PG o AR EE S BT EIIME0.6LL I - BREMETEEEKIE (FEBRE2) -
AFFEZ CRIEFTARIN0.6 LA E » BERFERIATHE W2V S B 580 SHY AT22
JKHE » B ERS e R RS EOE R -
3. BEMEEEE

AT ARELZ: (maximum likelihood method, ML) #Ef TR 82 fif
gt DU Al S fr A E G - — B Ry =1 B fEEE G
EEfir& (absolute fit measures) ~ M S & (incremental fit measures) 5Zfi
FM A EM & (parsimonious fit measures) (Hair et al., 1998) ° (1) fEHHEEGE
e » FHFRABEUR - AWFERGE315.858 (p=0.001) » FIRAWIFEAE S ZE R
BB RS AR 2 RMER - BERNE A —E0 HER-RTEEERAR NEERK
Jik (BRESEL » 2006) ° ARWF9EZ ) /df ~ GFI ~ RMREARMSEA » KZ53% n] B2 4T
IR AE 5 (2) WREG R - AL RO R R Y S S R
AT ST TR AR AE 5 (3) fEELEG R E - AT S 2 A fy i 2L
A EEEIIRNR0.05 - FEREESKAE - IS » fRE S EIEENEE -
TRAN SRR R A Y A R i R R e -

(=) BHEHREXZ 57
AT FE B REAS RANZRS BB 2 FroR - BATmhs i i A A Y DU HEA b AR BB I A
SRS o (RFERETTRIAIERA PR L AGET 1R EUR0.845 - SE5%BIFE/KHE - FURIEHERE

k4 BAZ@EEF/IER

HiateE & PAEE I 2 A HE NI
EEhE AR (pE) 315.858 (0.001)
xldf IINAS 3.948
GFI KIA0.90 0.871
RMR s N 0.043
RMSEA B NBREE - B IF/IMR0.05 0.103
RS AGFI KIFR20.90 0.807
NFI KH20.90 0.899
CFI KJR0.90 0.922
i EE & R = PNFI KJi20.50 0.685
PGF KJR0.50 0.581
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FRETTHIERE P E— DB SR

RS BMEHTAIATER

EE IR fhEHFRE  AFHERR t{H plH

a1 EkERE S I TIERA % 845 920 10.586 001
a2 FIRERA TR W 426 750 6.461 001
a3 (EFERESI>B3ERET] 401 203 2.879 0407
e BERSJ-WERE 124 960 1.513 130

s BEEKRLJI>HE3ERE 441 231 2471 013
fEite  HIERESI>E(E 757 550 13.217 0071
BT EEWEE 544 570 9.151 001
a8 s S 753 780 9.297 001
a9 (B A 197 680 2.658 008

it ¢ *FRRp<0.10 5 #*5RIRp<0.05 © fEHRERARHEALIREL -

THHARE
Emotional
competence

FERGR
Rapport

=V Gl
Physical
attraction

HERE
Professional
competence

0.757%¢

TR

Satisfaction

0.544%*

0.753%*

AR
Loyalty

TR AR

Traditional loyalty model

it

B2 &

+7p<0.10 ;3 *+57 p<0.05 °

PEERE AR (AR BEALAR $)
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JIERIRER R B G E R 2 - BIEREEE IliE - AUFIRERI fRiEHE - Delcourt et
al. (2012) @Bl —MEBERLFIIEREES ) B TIaEB E BT 0GR - BB
RIRER R TSR o RIS RERE T B T &R A 5 N B H AT HIERIR - Bk
RIFFRE

MR B PR B 2 AR TR B UR0.426 » 35 %HHFE/KHE o RoRFIRER(RE T0NE
FE BRI IEmsp 2 - RN R CRaa R R B - DUTERFZE NS 240t 4
R » 4l1Gremler and Gwinner (2000 ) EFEFFRHUR - FIRERIIRENRERE « IEE
188 (word-of -mouth) HARAZE EFAF#%E - Kim and Ok (2010) WEEH - 1EE
e ARG R - R IRy A BN BB R R AR CRAT R ERE AR 72 » B
ANHIERR (e s R - B RS2 -

TEFERE JTE SRR )1 2 A EHR U0 .401 - SZESREE /K HE - FORTERERE T EIH
SEReJ AR IR - BVISHEGE JBkfE - HISEREJJlfE: - Bardzil and Slaski
(2003) WHSEREREEUR - (ERERE IS B YIRHE B - SRR A B B
REJJHITRTH B T E FISCRACR - TEFEREJIH BEERE B BnICR - HISHE
REJTE R EIRRERY A A B A 1T 23 (Othman et al., 2009) - BEEERTR SRR
#i3 o

BEKS | TR 2 AR EUR0.124 - FSREEFE /KA « ROREERS( )]
R R EA R R AREFHEZERNR - Soderlund and Julander
(2009) FE M2 SERE A LA BRVEERS [ e B A 1E
[ Z 522 - Fang et al. (2020) fERFSEiGESEF - IS A BRYEER S [ JT ¥R T
S ERE R E - FRE IS A BB EERG IR - B A OB E e R E
Tautse » € SEINA SRR A BHErT L8 - B tRmt vl DU 5 22 B T B S -

SR - AWFSTERER RS - IHE BB R N BREERS [ J7.Z78H1 - #ER
WA S E R B R - (HEERS V7SR R B F R EmEE - B
REG A SRR -

BB [JTH BT EEHRER0.441 » 3ESRBFE/KE - ROREERS 1)
G EERE B AEE LR - IEERS J3la: - QISR - EiNEE

FrETEAEEERS [ IRt BB B - I HEa S HAE LA (Clifford
and Walster, 1973 ) ° BEiEHERSCFHRERS »

HERE ST S EHREU0.757 » #ES5%#E/KHE - FoREZERE I HER
FEARRESE E Mg - RIEZERE TR ERIEElE - BEER R —RAFEA 5
M B NERHEN e iaF E L - PR rTeE sl Rt it B = R E 1 -
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M A LAE #1544 (Moorman et al., 1993; Morgan and Hunt, 1994 ) -~ B HR
XFHEREG -

(BT ERE R 2 AL R EUR0.544 » SESRHEAE K - RORBITESENEEES
W E R REEEBERANNE RS - SR EAEARINELER - HED
IR G RREAER P ERERRBR R DU AT RIAR AL 5 B R
ZJH (Han and Hyun,2013) ° BEEEARSCRHRERT ©

T B 2 A E TR B UR0.753 » 35 %R /KHE  FoRTE e I
FEAE R IR 2 - RIS - AIREERESEE{E - Gronholdt et al. (2000) 8%
R R R A RIS e SRR S - (eI S RS S —ME B 5
KIF% - s B Rt TSRS R B AR - i SR RS E S - 6
TIEF R EHEERG A (Flavian et al., 2006) ° B EEAS R SCRHMRES ©

B R AL HRECR0.197 » 3ES%#HE/KHE - RORE(EEIEE BE#M
% IE[AI5Z %  Reichheld and Schefter (2000) 78 Ryhafs% FHERE » HoL L
HAMAYfEE - Maxham and Netemeyer (2002) 7REHI B H BT EE 7 RKE]
W BEEEE C E S E R EE A2 > B R SRHRER - At E
s bR T EREAARIES SR - AR R B S A R E S R S -
HEEENZ - BRI TREg N =R (anteh] » o7k
E) AFEMERZAERE -

(=) Zm&id

ABFFEERES TR ERE ST ~ FIRERA £ ~ BEIRS ) « HEERETTHUEEREE L it IR
BAfR o WITEA IR By - iRz R M KBRS LIHEE » FEHHDUMERRT 22 A
BIFTE AR - A SRR TR e B R R 5 T 52/ HE - RDROR
BFFeZ et A nIEG SCRy - ARWISEIRE A RE ST ~ FIRERAGR ~ TEW S U5
ST - (E R BB E B B R M A BRI 2 B S
R o HRENEREUR - NMIRERI (R e EhWE S AR RS R 3 - (e e AR
PRELEHZERE A IS R - THRS (A SN E AR bl - B’
RS e B E AR RS R - EESERE I B (T A R R -
BTSSR AL ER R - WEE ST AR R - (B
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R B E I - RN 2 ST T S - 1
£ » NSREHES) ~ RV - BPTI0CS ISR AE B DR B B s
5% -

(=) BHE®

BSE 0 MR Ve NIERA G - MR - R IR AR A
FEUEE - MM B A WS BT - 52 (TSR TR nT R
FACRELEZERETT » TRTHBHAREIHLE - FILAEA A TERERTAL S B OISR B 5T
teft o fEE R A FEIR T KSR (1) REEMEER T &S - A
SpaBRAE TR 5 (2) REfEl H CIBSR S B TR AT

- MR RE e MR MR L - $ETHAIRERH (R nI T b i il e flE A 3R
HEFETF - BRI LFEHEARI T A SR - T 2RISR A S B R RIS
FAER ~ R AR th R R A 1 LR MR, - R S S i A B PAE
— AT AR -

H= BHERT &8 EEae JEM IS E T R s - BT E
B TR A B SMHEBBIRI R T - BRI R AR ELEM T A AR -
FEEEEAREEEH CNIRIUES « SREE RN Z A A -

HY - BRI EEEE  EMRHEE - BN AIIEERMTA
B R EEERE S HEE R HE AR - BRI~ FEZE I A B R R EEN
BN ~ TR E OB R A B ST L EEERE IR S A oK

Hi o FESRTHEERE AT - BRI AR SEME R E R
AR L AR - AERISEMEJT1a - A AE R A B IRE 2 (ES 4
[ ~ ST HPTAREE ~ RELUBIE NG EITAHRISN S - fESE T @ EEE R
i s R A BRI —8 - MR FREMT ARG LIEEN R R &%
7 RSEEMA ASRELEENREEEEEE TS - W HEREMT A SRESE
R Frie B R ERG T 2 S5 TE

ﬁ\nﬁt\'ﬁ

(=) BF R R H AR TR

ARWTFEIR NI TE R LR - SIS R R R IRE R
ELSZRRPS 8 A S RY » T 2 T P e 25 g T B - SRR P TR ORI IR
il - ArREEEEERE L mAR o KL - ASCHEERIR ERE RS AR AR SR - I
ANBEHEF PTG RS M B 32 P R A A BIRE K IHEE I EH — BOERRSR -
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ARAAT LA RS R e T » SO ekt i - W2 IR - B
o PEARTEIE R S - BRI e AL R B o B SE A R E AR
Mo ARFEsREALTTE - A H R R B LT =5 - IR R ST -
AR seE T D - PR R RS E e B B R A B R
% o Bl i (integrity) ~ ABZEH4R (interpersonal relationships) ~ AMEEF
'H (personality traits) ~ IRESAHE (service quality ) EIAEETTHE (market
information) ~ BEA¥E (negative publicity) ~ B3t & E L (corporate social
responsibility ) ELiEEZEE (brand identification) 5§ o ] LIZZEFHEINY BB BGR
S5 - FEAIERESE IR A 2 - (BN Z KRR A B A SIS -

e

THRE R E RN ~ BREELE 0 2011 - BEMNEEAN BZIRBE IHEEE
=5 A B i R S LA s EPHERAR - BB 185 B 1 1
H 113-142 »

BLIBURC ~ FFOCEE » 2012 - PSS B ne ~ TRE R pe il TAEEhis < B -
RASEB AT - BB 6% - BB 310 - H 99-116 -

ERREEC » 2006 » ALIFCELEET 534 © SPSS Ui Eshi & B A pilfgsT » 5t .
hrdlEE (k) AF] -

BRIBIZE ~ FRIEE - 2016 » BIZBRCRE TS 5 5 s B GRE sp B e — DA
ik Bl - AESEEMREIRH - B 176 H 1 H1-24 -

BRIES - 2005 » A& AT (VUi - Sk - #ERER -

ZRpET ~ FEIEYE ~ IR~ BIUEZE - 2016 » BRI A BAMNERS | THBE R G E &
WIS B R A ERIRE - RIDBTOREER, - 28 31 % - 55 201 > H 100-101 °

Armstrong, J. S., and T. S. Overton, 1977, Estimating Nonresponse Bias in Mail Surveys,
Journal of Marketing Research, 14(3), pp. 396-402.

Bagozzi, R. P.and Y. Yi, 1988, On the Evaluation of Structural Equation Models, Academic
of Marketing Science, 16(1), pp. 76-94.

Bardzil, P. and M. Slaski, 2003, Emotional Intelligence: Fundamental Competence for
Enhanced Service Provision, Managing Service Quality: An International Journal,

13(2), pp. 97-104.

57



aELHbE IS

Bettencourt, L. A., 1997, Customer Voluntary Performance: Customers as Partners in
Service Delivery, Journal of Retailing, 73(3), pp. 383-406.

Biedenbach, G., M. Bengtsson, and J. Wincent, 2011, Brand Equity in the Professional
Service Context: Analyzing the Impact of Employee Role Behavior and Customer—
Employee Rapport, Industrial Marketing Management, 40(7), pp. 1093-1102.

Bowen, J. T. and S. L. Chen, 2001, The Relationship between Customer Loyalty and
Customer Satisfaction, International Journal of Contemporary Hospitality
Management, 13(5), pp. 213-217.

Bower, A. B. and S. Landreth, 2001, Is Beauty Best? Highs Versus Normally Attractive
Models in Advertising, Journal of Advertising, 30(1), pp. 1-12.

Burns, L. H., 1987, Infertility and the Sexual Health of the Family, Journal of Sex Education
and Therapy, 13(2), pp. 30-34.

Chaker, N. N., D. Walker, E. L. Nowlin, and N. A. Anaza, 2019, When and How Does Sales
Manager Physical Attractiveness Impact Credibility: A Test of Two Competing
Hypotheses, Journal of Business Research, 105, pp. 98-108.

Chaudhuri, A. and M. B. Holbrook, 2001, The Chain of Effects from Brand Trust and Brand
Affect to Brand Performance: The Role of Brand Loyalty, Journal of Marketing,
65(2), pp. 81-93.

Chen, W. C., K. M. Hsieh, C. S. Lin, C. C. Lee, C. Yu, Y. C. Lin and J. C. Hong, 2020,
Relationships Between Sales Ethics, Corporate Social Responsibility, Trust,
Attitude, and Loyalty in the Real Estate Brokerage Industry, Social Behavior and
Personality: an international journal, 48(3), pp. 1-9.

Christy, R., G. Oliver, and J. Penn, 1996, Relationship Marketing in Consumer Markets,
Journal of Marketing Management, 12(1-3), pp. 175-187.

Clifford, M. M. and E. Walster, 1973, Research Note: The Effect of Physical Attractiveness
on Teacher Expectations, Sociology of Education, 46(2), pp. 248-258.

Cossio-Silva, F. J., M. A. Revilla-Camacho, M. Vega-Vazquez, and B. Palacios-Florencio,
2016, Value Co-creation and Customer Loyalty, Journal of Business Research,
69(5), pp. 1621-1625.

Dean, A. M., 2007, The Impact of the Customer Orientation of Call Center Employees
on Customers’ Affective Commitment and Loyalty, Journal of Service Research,

10(2), pp. 161-73.

58



FHRE REE BLE @ 8 1ERIED  NIBERGR  EEWS EERE N HERE Y E LR ER

Delcourt, C., D. Gremler, A. Van Riel, and M. Van Birgelen, 2012, Sorry Sir, Your Flight
has been Cancelled! The Role of Employee Competencies in Emotionally Charged
Service Encounters, Scientific Congresses and Symposiums, Washington, Abstract
retrieved from http://hdl.handle.net/2268/159084.

Delcourt, C., D. D. Gremler, A. C. R. Van Riel, and M. Van Birgelen, 2013, Effects of
Perceived Employee Emotional Competence on Customer Satisfaction and Loyalty:
The Mediating Role of Rapport, Journal of Service Management, 24(1), pp. 5-24.

DeVellis, R. F., 1991, Scale Development Theory and Applications. London: SAGE.

Doney, P. M. and J. P. Cannon, 1997, An Examination of the Nature of Trust in Buyer-Seller
Relationships, Journal of Marketing, 61(2), pp. 35-51.

Easton, G. S. and S.C. Jarrell, 1998, The Effects of Total Quality Management on Corporate
Performance: An Empirical Investigation, Journal of Business, 71, pp. 253-307.

Fang, S., C. Zhang, and Y. Li, 2020, Physical attractiveness of service employees and customer
engagement in tourism industry. Annals Tourism Research, doi:10.3390/su12103970.

Fatima, J., M. Razzaque, and R. D. Mascio, 2015, Modelling Roles of Commitment on
Rapport and Satisfaction, International of Journal of Bank Marketing, 33(3), pp.
261-275.

Flavian, C., M. Guinaliu, and R. Gurrea, 2006, The Role Played by Perceived Usability,
Satisfaction and Consumer Trust on Website Loyalty, Information & Management,
43(1), pp. 1-14.

Fornell, C., 1992, A National Customer Satisfaction Barometer: The Swedish Experience,
Journal of Marketing, 55(4), pp. 1-22.

Fornell, C. and D. Larcker, 1981, Evaluating Structural Equation Models with
Unobservable Variables and Measurement Error, Journal of Marketing Research,
18(1), pp. 39-50.

Geyskens, 1., J. B. E. Steenkamp, L. K. Scheer, and N. Kumar, 1996, The Effects of
Trust and Interdependence on Relationship Commitment: A Trans-Atlantic Study,
International Journal of Research in Marketing, 13(4), pp. 303-317.

Grandey, A. A., B. L. Cordeiro, and A. C. Crouter, 2005, A Longitudinal and Multi-Source
Test of the Work-Family Conflict and Job Satisfaction Relationship, Journal of
Occupational and Organizational Psychology, 78, pp. 305-323.

59



aELHbE IS

Gremler, D. D. and K.P. Gwinner, 2000, Customer-Employee Rapport in Service
Relationships, Journal of Service Research, 3(1), pp. 82-104.

Gremler, D. D. and K. P. Gwinner, 2008, Rapport-Building Behaviors Used by Retail
Employees, Journal of Retailing, 84(3), pp. 308-324.

Gronholdt, L., A. Martensen, and K. Kristensen, 2000, The Relationship between Customer
Satisfaction and Loyalty: Cross-Industry Differences, Total Quality Management,
11(4-6), pp. 509-514.

Guenzi, P. and L. Georges, 2010, Interpersonal Trust in Commercial Relationships:
Antecedents and Consequences of Customer Trust in the Salesperson, European
Journal of Marketing, 44(1/2), pp. 114-138.

Han, H. and S. S. Hyun, 2013, Image Congruence and Relationship Quality in Predicting
Switching Intention: Conspicuousness of Product Use as a Moderator Variable,
Journal of Hospitality & Tourism Research (Washington, D. C.), 7(3), pp. 303-329.

Hair, J. F.,R. E. Anderson, R. L. Tatham, and W. C. Black, 1998, Multivariate data analysis
(5th ed.). New York: Macmillan.

Hanzaee, K. H. and A. Norouzi. (2012), The Role of Cognitive and Affective Trust in
Service Marketing: Antecedents and Consequence, Research Journal of Applied
Sciences Engineering & Technology, 4(23), pp. 4996-5002.

Harris, L. C. and M. M. Goode, 2004, The Four Levels of Loyalty and the Pivotal Role of
Trust: A Study of Online Service Dynamics, Journal of Retailing, 80(2), pp. 139-
158.

Hatfield, E. and S. Sprecher, 1986, Mirror, Mirror: The Importance of Looks in Everyday
Life, Albany. NY: State University of New York Press.

Heffernan, T., G. O’Neill, T. Travaglione, and M. Droulers, 2008, Relationship Marketing:
The Impact of Emotional Intelligence and Trust on Bank Performance, International
Journal of Bank Marketing, 26(3), pp. 183-199.

Hennig-Thurau, T., M. Groth, M. Paul, and D. D. Gremler, 2006, Are All Smiles
Created Equal? How Emotional Contagion and Emotional Labor Affect Service
Relationships, Journal of Marketing, 70(3), pp. 58-73.

Hwang, J., H. Han, and S. W. Choo, 2016, An investigation of the formation of rapport
between players and dealers in the casino industry, Journal of Destination Marketing

& Management, 5(2), pp. 97-106.

60



FHRE REE BLE @ 8 1ERIED  NIBERGR  EEWS EERE N HERE Y E LR ER

Johnson, D. and K. Grayson, 2005, Cognitive and Affective Trust in Service
Relationships, Journal of Business Research, 58(4), pp. 500-507.

Kahle, L. R. and P. M. Homer, 1985, Physical Attractiveness of the Celebrity Endorser: A
Social Adaptation Perspective, Journal of Consumer Research, 11(4), pp. 954-961.

Kim, D. and I. Benbasat, 2003, Trust-Related Arguments in Internet Stores: A Framework
for Evaluation, J. Electronic Commerce, 4(2), pp. 49-64.

Kim, W., 2009, Customers’ Responses to Customer Orientation of Service Employees in
Full-Service Restaurants: A Relational Benefits Perspective, Journal of Quality
Assurance in Hospitality & Tourism, 10(3), pp. 153-174.

Kim, W. and C. Ok, 2010, Customer Orientation of Service Employees and Rapport:
Influences on Service-outcome Variables in Full-Service Restaurants, Journal of
Hospitality & Tourism Research, 34(1), pp. 34-55.

Langlois, J. H. and L. Kalakanis, 2000, Maxims or Myths of Beauty? A Meta-Analytic and
Theoretical Review, Psychological Bulletin, 126, pp. 390-423.

Lorenzo, G.L.,J. C. Biesanz, and L. J. Human, 2010, What Is Beautiful Is Good and More
Accurately Understood. Physical Attractiveness and Accuracy In First Impressions
of Personality. Psychol Sci, 21(12), pp. 1777-1782.

Macintosh, G., 2009, Examining the Antecedents of Trust and Rapport in Services:
Discovering New Interrelationships, Journal of Retailing & Consumer Services,
16(4), pp. 298-305.

Mattila, A. S. and C. A. Enz, 2002, The Role of Emotions in Service Encounters, Journal of
Service Research, 4(4), pp. 268-77.

Maxham, J. III. and R. Netemeyer, 2002, A Longitudinal Study of Complaining Customers’
Evaluations of Multiple Service Failures and Recovery Efforts, Journal of
Marketing, 66(4), pp. 57-71.

Mittal, V. and W. A. Kamakura, 2001, Satisfaction, Repurchase Intent, and Repurchase
Behavior: Investigating the Moderating Effect of Customer Characteristics, Journal
of Marketing Research, 38(1), pp. 131-142.

Moorman, C., R. Deshpande and G. Zaltman, 1993, Factors Affecting Trust in Market
Research Relationships, Journal of Marketing, 57(1), pp. 81-101.

Morgan, R. and S. D. Hunt, 1994, The Commitment-Trust Theory of Relationship
Marketing, Journal of Marketing, 58(3), pp. 20-38.

61



aELHbE IS

Newell, S. J., Wu, B., Leingpibul, D., and Y. Jiang, 2016, The Importance of Corporate
and Salesperson Expertise and Trust in Building Loyal Business-to-Business
Relationships in China, Journal of Personal Selling & Sales Management, 36(2), pp.
160-173.

Oliver, R. L., 1997, Satisfaction: A Behavioral Perspective on the Consumer, New York,
NY: McGraw-Hill.

Othman, A. K., H. S. Abdullah, and J. Ahmad, 2009, The Influence of Work Motivation on
Emotional Intelligence and Team Effectiveness Relationship, Vision, 13(4), pp. 1-14.

Palmatier, R. W., R. P. Dant, D. Grewal, and K. R. Evans, 2006, Factors Influencing the
Effectiveness of Relationship Marketing: A Meta-Analysis, Journal of Marketing,
70(4), pp. 136-153.

Pappu, R. and P. Quester, 2006, A Consumer-Based Method for Retailer Equity
Measurement: Results of an Empirical Study, Journal of Retailing and Consumer
Services, 13(5), pp- 317-329.

Pavlou, P. A., 2003, Consumer Acceptance of Electronic Commerce: Integrating Trust and
Risk with the Technology Acceptance Model, International Journal of Electronic
Commerce, 7(3), pp. 101-134.

Reichheld, F. F. and P. Schefter, 2000, E-loyalty: Your Secret Weapon on the Web, Harvard
Business Review, 78(4), pp. 105-113.

Richins M. L., 1991, Some Theoretical and Popular Notions Concerning Materialism,
Journal of Social Behavior and Personality, 6, pp. 141-403.

Schwarz, N. and G. L. Clore, 1983, Mood, Misattribution, and Judgments of Well-Being:
Informative and Directive Functions of Affective States, Journal of Personality and
Social Psychology, 45(3), pp. 513-523.

Soderlund, M. and C. R. Julander, 2009, Physical Attractiveness of the Service Worker in
the Moment of Truth and Its Effects on Customer Satisfaction, Journal of Retailing
and Consumer Services, 16(3), pp. 216-226.

Striegel-Moore, R. H., L. R. Silberstein, and J. Rodin, 1986, Towards an Understanding of
Risk Factors for Bulimia, America Psychologist, 41(3), pp. 246-263.

Till, B. D. and M. Busler, 2000, The Match-up Hypothesis: Physical Attractiveness,
Expertise, and the Role of Fit on Brand Attitude, Purchase Intent, and Brand Beliefs,
Journal of the Advertising, 29(3), pp. 1-13.

62



FHRE REE BLE @ 8 1ERIED  NIBERGR  EEWS EERE N HERE Y E LR ER

Tuzovic, S., 2009, Key Determinants of Real Estate Service Quality Among Renters and
Buyers, Journal of Services Marketing, 23(7), pp. 496-507.

Widgery, R. N., 1963, Sex of Receiver & Physical Attractiveness of Source as Determinants
of Initial Credibility Perception, Western Speech, 38(1), pp. 13-17.

Witz, A., C. Warhurst, and D. Nickson, 2003, The Labour of Aesthetics and the Aesthetics
of Organization, Organization, 10(1), pp. 33-54.

Yang,A.J.F., Y. C. Huang and Y. J. Chen, 2019, The Importance of Customer Participation
for High-contact Services: Evidence from a Real Estate Agency, Total quality
management & business excellence, 30(7-8), pp. 831-847.

Zhao, Z., R. Salesse, M. Gueugnon, R. Schmidt, L. Marin, and B. Bardy, 2015, Physical
Attractiveness Elicits more Stable Interpersonal Coordination, Annals of Physical

and Rehabilitation Medicine, 58, pp. 30-31.

63



aELHbE IS

By £%

GESENOEE 2 kil

Al Oz O

BEARYE - OBEE ORE OHAM

H g KRB FHid

B OEHiBEl s O5F (55 AH)
CORE: (&~ =8  OfsERLA b

B OFEZAH D8GExE OREE OFMEE (FEtan - BiEh---)
OEBHEEE Dok OFHzE DHAM

A HBA -
(J20,0000CLAF  [J20,001~30,0000C  [130,001~40,0007T
[040,001~50,0000C  [J50,001~60,0007C  [160,001~70,0007C
[170,001~80,0007C  [J80,001~90,0007C  [190,001~100,0007C
J100,0017CLL

e B = A AN BRI SRR -
OExEERS DE2EREIG OHE (3%

64



FhE REX LZ @ 8 RRCD MR - EERGNEE

FRETTHIERE P E— DB SR

MER2 AR RAH R

B FER RE Bkt BRE T
. on 152 54.1 54.1
el 5 129 459 459
[ 98 34.8 353
< PN 177 63.0 63.7
RBIAR HAth 3 1.1 1.0
SREE 3 1.1 -
21-30 47 16.7 17.0
31-40 116 413 419
R 41-50 80 28.5 289
61-60 34 12.1 123
ZNEIEY 4 14 -
E g ELLLT 58 20.6 212
HE (525 1H) 39 13.9 14.3
B RE REE 126 44.8 46.2
gL B 50 17.8 18.3
RIEE 8 29 .
HENH 46 16.4 18.3
EUBAEE S 23 8.1 9.1
AR 89 317 353
B
- (A - B S 72
ERHL 7 25 2.8
SR 12 43 4.8
EfEEES 16 57 6.3
HAth 40 142 159
RIEZE 29 10.3 -
20,0001 F 20 7.1 72
20,001-30,000 64 228 23.0
30,001-40,000 68 242 245
40,001-50,000 56 20.0 20.1
50,001-60,000 31 11.0 112
A H P 60,001-70,000 16 57 5.8
70,001-80,000 5 1.8 1.8
80,001-90,000 6 2.1 22
90,001-100,000 2 0.7 0.7
100,0017GLL 1 10 35 3.6
RIEE 3 1.1 -
H= 160 57 46.0
ERZEHAER HZ 74 26.3 213
el AR (AIEEEE FHE 114 40.5 32.8
ARIEE 10 3.6 -

65



EiE L e

R

Ftek3 A8 B A% B 4E IR

A 1

It

Bk 572 1

AL

Tk |486]499| 1

i

A 48414521665 1

I

SR 1.200(.247|253 1426 1

YR |.346].247|382|.187|270| 1

HZEE 439]260].381/.360(.224 1 453| 1

B 462/301/.501|.411|.191].439|782| 1

FhE

AJFEME | .486(.495(.633|.579|.292|.376|.487(.608 1

EE | 518]471/.609.631/.325/.305/.520|.614|.805 1

THEEE1 | 483|447 |.603|.534 276 |.338|.455|.560 | 694 | .663| 1

TR EE2 | 404 |.433].605].580|.365|.346.431|.516|.662|.693 |.738| 1

THEE3 |.501 434 |.662|.557|.270|.388 |.465|.571|.661.688|.730|.717| 1
REEF  .563].503].633/.590|.335|.336|.423|.509|.712|.730|.675|.703|.749| 1
Th  .551].498/.626|.616|.281|.395|.420(.520|.690|.716|.673|.699|.715|.826

66




