
http://dba.kuas.edu.tw 

 

http://dba.kuas.edu.tw 

企業形象企業形象企業形象企業形象、、、、服務創新服務創新服務創新服務創新、、、、顧客滿意度與顧客忠誠度關係之研究顧客滿意度與顧客忠誠度關係之研究顧客滿意度與顧客忠誠度關係之研究顧客滿意度與顧客忠誠度關係之研究－－－－以中華以中華以中華以中華

郵政公司為例郵政公司為例郵政公司為例郵政公司為例 

The Relationship among Business Image, Service Innovation, and 

Customer Satisfaction and Customer Loyalty-- A Case of the 

Chunghwa Post Corporation 

研究生研究生研究生研究生：：：：鄭正雄鄭正雄鄭正雄鄭正雄 

指導教授指導教授指導教授指導教授：：：：楊敏里楊敏里楊敏里楊敏里 

 

摘摘摘摘  要要要要 

面臨市場自由化時代，為維持競爭力，各行業無不順應潮流，積極培養專業的服務人員，

提供多元服務及完善硬體設備，其最終目的不外乎是顧客忠誠度的提升，進而創造更高 營

收。過去的研究，大多只探討企業形象對滿意度之關係，從服務創新的觀點探討企業形象、

顧客滿意度對顧客忠誠度間的研究很少。緣此，本研究將以企業形象與服務創新為前因變數，

顧客滿意度為中介變數，顧客忠誠度為依變數，探討其彼此間之關係。本研究採問卷調查法，

以中華郵政公司之顧客為研究對象，共發放問卷 400份，有效回收問卷為 318份，有效回收

率達 79.5%。  

    本研究結果顯示，首先在人口統計變項差異分析發現：性別、職業、個人平均每月所

得、與郵局每月接觸次數，在企業形象、服務創新、顧客滿意度與顧客忠誠度變數之知覺程

度上有顯著差異。另外，在各個變數間以複迴歸分析發現：(1)企業形象會影響顧客滿意度與

顧客忠誠度。(2)服務創新會影響顧客滿意度與顧客忠誠度。(3)顧客滿意度會影響顧客忠誠

度。最後探討顧客滿意度的中介效果發現：(1)企業形象與顧客忠誠度的關聯性上，顧客滿意

度具完全中介效果。(2)服務創新與顧客忠誠度的關聯性上，顧客滿意度具部分中介效果。 
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Abstract 

Facing the era of free and liberal market, all the companies try to train their professional staffs 

positively, provide diverse services and improve facilities in order to increase their customer 

satisfaction, which in turn creates more profits.  Most of past researches merely discussed the 

relationship between business image and customer satisfaction.  There were few researches which 

exploring the relationship among business image, customer satisfaction and customer loyalty 

conducted from the perspective of service innovation.  Therefore, the business image and service 

innovation will be the antecedent variable of this study. The customer satisfaction will be the 

mediator and customer satisfaction will be the dependent variable to discuss the relationship among 

one another.  Questionnaire survey was launched to collect data and questionnaires were collected 

from the customers of the Chungwha Post Incorporation.  Totally 400 questionnaires were sent out 

and 318 valid questionnaires were collected. The rate of valid collection is up to 79.5%. 

    Firstly, the results of analysis of variance reveal that there are significant differences between 

sample characteristics including gender, occupation, the personal average income per month and the 

times of going to post office and variables in terms of business image, service innovation, customer 

satisfaction and customer loyalty.  On the other hand, the results of regression analysis show that: 

(1)business image will influence customers satisfaction and loyalty. (2) service innovation will 

influence customer satisfaction and loyalty. (3) customer satisfaction will influence customer loyalty. 

Finally, the mediating effect of customer satisfaction reveals that: (1) customer satisfaction has an 

absolute mediating effect upon the relationship between business image and customer loyalty. 

(2)and has a partial mediating effect upon the relationship between service innovation and customer 

loyalty. 
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