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1 2y FR2z2 R 553 ¥ CR4
o 2008 2009 2010 2011 2012 2013 2014 2015
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REAPEBLAE P RAPIRECTPIRBET ERLAPIESEY T TR -
Klein % & % (2009) %5 RSA = 2 # i1 JRIF & T 2B LR 2 B M e LRl -

é‘-ﬂ

<



\\\?{r
At
o+
J
N

N R

FRyp 7 P g 2 /gwgzﬁ AR ME R AN SR LS AH S PR D Aom 2
2R R o dEd P-CP R BB IR S RS B R e s 2 b
Bt K4FHIRIESF 2 Formative %4 o 2§ 1 & FROMRIESF R 0 § BN
T E G VTR U] AR M R A F b R RATNA B T
FREFE CARTR A% 7 AP DB AM & (FRSTE L an s
TRZBE) R &7 Rmin s

FAe i b

B MRS —

T

[E Aot

P ANy Y3
aeL
|
IR Hl 3 112“\ o
FRIEME ARFF ot B MELEE

LEY RE

A

b

B2y st
- ERR

JRA% & B H_Formative (77 = |2) £ #_Reflective (5 pr %) g4 8% %7> 53 £ & dﬁ"
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AL > o7l aE R PRI T 3% » Formative 4 & (Collier & Bienstock 2009) - & + it JR
7+ (E-service Quality) ik 42 ¥ > ¢ KR4 AKX § +F # E-service Quality 4R 3
Formative 14 % fir2 (Aron & Jamie 2012; Collier & Bienstock) - %4 ;5‘,;—}%‘4 WE
Formative fﬁﬁ * §=% E-service Quality ¢ +* Reflective e’v’ﬁ#,ﬁéj{g* g &% (Jarvis et al.
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R i Lu & Ramamurthy (2011)

B3 RFB 2 B MR AT 0 & 5% R 2ein

o 3T Xu et al.,(2013)
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A
7 R 4 LIRA B 7 8 B0 mEs 37 ¢ REAFPRIFZ 4 4 Xu et al.,(2013)
— g FRAREGAESGAR 2RSS Xu et al.,(2013)
At
Y 3 TR A B AE N ehdk WRTR 2 2 T 3R Xu et al.,(2013)
A 4 R P ”5‘ S g sp AR Xu et al.,(2013)
B 3 PR P IR R R nﬂrpﬁémﬂaﬁ; Parasuraman et al.,(2005)
B %4 3 RS SIS S5 o Parasuraman et al.,(2005)
1 . A,L}E—]:/»ﬁ:,,.i-. 4‘\_4:’ P ‘,- AL
R o RTERIIGR S P A e é}% AL TS parasuraman et al.,(2005)
2F T RS s
TSR 7 PRV P 2 F P kit 2 T ﬁvg&irf%i =8 McKinney & Zahedi (2002)
e EL N 21 2 wm m ob k3 - P Wang et al.,(2007)
3 SU o ’XVQ}AJL 5 5 s J(..?ng_’}A \ﬂ J v’f-'__,’* }
RSB R A 3 RS R R L AR Xu et al.,(2013)
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N L L Er

AEF T B A0 SPSS 20 2 2 AR {0 5088 AMOS i A & s 7R o Big
15 Iﬁq\s\ﬁyﬁ/’v\%‘r’g % 0 RIAF1* design expert 10 & & 472 & 3R 5 5 Vi fFeni & X
FUF T 5 B AR SR RAT R S o e ﬁ&o&W$3+Rg;%
Lﬁ; itk 4 (Statistical power) 12 FE A7 3 0l FElE o R T RS 4T 2 0 & R
AETHLAIT S EF T ERBERRP ARSI B RERELSIT S AR S R
£¥9ﬁ‘?%§%§&¢ﬁmmmmm)ngﬁ‘%ﬁ%ﬁﬁﬁ(%M)WMQ}
T = ;% (Partial Least Squares, PLS) 2 2 & ¥ @ ;2 (Response Surface Analysis, RSA)

o AT LY 0 A BREZPREAIZAENREMDN LM AP RI L z‘?jgsi
SPSS St gcRl o ¢ 7 Tod R AL s pEa it R 0 @ Chi-Square R R & R ek
AREEE R F AT b TR AT AL B L R R S B F iR LR
AT I EREATE ASPaahz F o BRAFT 2 REEE LT FiE- B
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Afg 0 FoRR X AGZ B30 o A AL EE ﬂiﬁ BREp & < R AL FE
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B2 073 E
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AL R AT AR KA RBE R A B A0 PR
* 5 549 0 1 5 595 i o Rl R 0 & 005 RRFORET 0 RAL THE L
AMFAL (p>005) #P AP 2 AL G - TRE DR T &dmh v ok~ L5
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AEEHLTET (T
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AF7 7 4 * Harman’s ¥ — %)% #p);2 (Harman’s One-factor Test) & i& (777 5 78 ¥
CMV # %_(Podsakoff & Organ, 1986) « ¢ #4735 £ p s £ 4 AW H - L ¥
?m R E - A ERREES 29.857%’ sor) bl B CMV B AE o

Fimﬁiﬂ*’ﬂﬂ #5375 H ‘CFA*E"?ﬁkﬁ_kCFALL@\ﬁ;ﬁ o

ﬁjﬁalﬁ o R S S HN e B A B () & MY H S RS
(p-value<0.05) » 4 7 igm B A F 7 o Fl e AT 2 K 2 R R AT
PERE AT 2w el AY B At A A

%3 AmosHE |+ £ 5 F]F HoN 0L

Hosk X? DF AX? ADF P
H 75 ot 10465.504 1377
7770.079 91 <0.00
5 F5 2695.425 1286

o R AR A

,.“-‘L‘f# F2 BN gk (RO A , ] i@; A& 3R R 5N (Measurement Model) ¥ %2
Y (Structural Model) - 78 #03% AL4p fgrﬁ p 1% (Indicator) ¥z 7 7 % 5 (Latent Variable)
Bz SHEm it d ¥R *FRiE r?% % +7 (Exploratory Factor Analysis, EFA) ¥ 2 7 4 7]
% % 17 (Confirmatory Factor Analysis, CFA) kfa s ir2 4p ik (p V¥ 5 &2 & ) duE ek
BRE A SR AL TEERE R SN R (2 P A, 2007) o AT R Al
EJ 573 % » ¥ 57 3 F g B E P2 B A # (Covariance-based) mSEM A
AR LA E
(— ) BFE 5t

RN R A TR g R R 2 AT M ALY TR IEFE A4 &
¥+ ¥4 A 45 - Cronbach’s o 11 2 Tia% R 5~ § (Average Varlance Extracted, AVE) %
RiFR R R B LR -

LR F A 41

AP R ASHBEBETHRAL RAE B E T L% > AR EFF A
150 A BRREE- 2o LG RURBRE AT B BRI T A 2
RAPETRBETAFERHE - 5 - %0 5 TRBEFT ) 24 BHkR ;ﬁd EFA
iﬁ%i@mﬁm?ﬁ PR AL FATR N AL R R TR RE
fich 0 cfi A > Bets U AB 573 £:2(7 EFA AR S A ME R LEFFIEA N
(KMO =.900, p-value < 0.00)- & 5 &4 "4 Agility_ 31**‘ 2P & 2R fj= (Cross-Load)
T S AR R A £:4 71.122% -
*EaﬁﬁwFﬁM~EMbwwﬁﬂﬁwFﬁ APk EFA & 455 % 7 51
BF% > BfERYE R 79.837%  F] 5 Sys_SQ2 ¥ Sys_SQ3 (kL& fen¥ - 4Ly
ZAD) FRMR R A E o F o #1%% Sys_SQ2 ¥ Sys SQ3 i - FEH T E B RAE
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1%

FELfE T o 2 b o In_Sys1 (ks & a1 35) d xR 1 & 4p Bl é)gkﬁﬂlf!l?ﬁﬁ?ﬁﬁﬂ v TR
fodrte f S T FIA o FL 0 Boib s B MDA R 0 LN L TR B
2. 1 B A f7
ﬂ\k’ﬂ"‘ﬁé’” Cronbach’s a f & A #7 /R £ P #8 - RE k2 B 1o MBI E RIS T
W~ MRS - 2R E R G A (Reliability) - & B % % 3358 £ 6 2 Cronbach’s
a g 43 0.76~0.97 2. & » 328 & Nunnally (1978) = Hair et al. (2006, p.137) 1 0.7 &%
TS FrB AR EL G LFATR -

3. EHTR

SEM & 479 - BAEL F2¥ £ 2 cdmd > CFA cha & # 5 1&{@;3 £
LA ERTL H s A e Ak gy RARRBALI A7 18 & 0 Tt CRA ¥ 2 SEM 4 47 p¥
TR EHFem CFA FRBLTABBEE . P pprv %‘Lr-* LgEd R (Construct
Validity) (Fornell & Larcker 1981; Hair et al. 2009) - (1) 12 § /= & (Factor Loadings) i
/@M #R& #0512+ (Hairetal. 2010); (2) & & 7 & (Composite Reliability, CR) < *¢ 0.7’

Fornell 22 Larcker(1981) pli2:% 0.6 12+ 7 MR gk (3) TR B HIZ P E

(Average Variance Extracted, AVE) £ ~ *+ 0.5 (Fornell & Larcker 1981) - & 3 z_ & & it
FlE fom R gE R 40T 0.57~0.90 0 v Agility_1 vg MR E > LR E AT R N
BIp om e g pli “ o AFEF EEIS AT 0.751~0.919 5 F £ 3t 0.6 uE kiR o @
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Does High Service Quality Lead to High Customer
Satisfaction? The Relationship between Service Quality and
Satisfaction from the Analysis of Response Surface Method

Abstract

With the emergence of the concept of “home economy,” the game industries become
more competition, but how to reach the Red Sea Strategy to stand out in that competitive
environment, which is more concerned by games industry. Online game is the information
content services industry, compared to other IT industry it has more "service" feature. Online
game is a part of E-Service, which is the lack of tangible elements, so consumers pay more
attention to the intangible nature of the service properties. This study based on Chiang et al.
(2016) tries to propose evidence to the debates about the service quality at arguments of
formative vs. reflective and the relationship between service quality and satisfaction. The
Pivotal-Core-Peripheral (P-C-P) attributes model and surface response method are also
adopted to test hypotheses. Our results demonstrate service quality should be treated as a
formative construct and a polynomial regression is also supported between service quality and
satisfaction. Managerial implications and future research are also discussed.

Keywords: Service agility, P-C-P attributes model, IS success model, SERVQUAL -~
Response Surface Method



