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Abstract

The purpose of this work is to elucidate how brand association, brand image
and brand personality are related, and explores the internal composition of this
relationship. Samples were collected using the questionnaire, which had been
assessed the quality of our measurement efforts by investigating reliability and
validity. Functional image is found to be affected mainly by attribution and
benefit association, whereas symbolic image is influenced by attribution
association. However, experiential image is found to be affected mainly by
attitude association. Furthermore, excitement and sincerity of brand personality
found to be affected mainly by experiential image, whereas competence
personality is influenced by functional image. Finally, exactly peacefulness and
sophistication of brand personality are affected by symbolic image. For future
research, other external cues of brand may influence brand personality with
extrinsic information should be discussed. In practice, retail managers can hone
the relevant cues and optimize investments to raise brand association dimensions.
Finally, this study provides a new shape of the “structural” relationships among
three brand association dimensions, three brand images and five types of brand
personality.

Keywords: Brand Association, Brand Image, Brand Personality
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Abstract

The purposes of this study are to realize the users’ needs of library e-service,
investigate the strength and weakness of library e-service and develop the indicators of
e-service for the technical library in Taiwan. The result of this study will offer library
to improve the quality of e-service. The whole of faculty and students of National
Penghu University were invited to participate in this research project, a total of 600
surveys were distributed, 469 (78.16 per cent) were returned, and 411(68.5 per cent)
were available. Through the use of factor analysis on more than 50 variables that
faculty and students at NPU rated, the finding of this study is that the users’ needs of
library e-service were classified as 4 dimensions, which including service delivered by
staff, e-resources, e-environment and web side design. Under these 4 factors, several
strength and weakness of library e-service were pointed out individually by
expectation-performance analysis, finally considering the gap between services
provided and customer expectation, the indicators of e-service of technical library were
proposed.

Key words: E-Service Quality - Indicators of Library E-Service
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Abstract

Since the credit card business was introduced into Taiwan, the majority of Taiwanese
banks had devoted significant amount of resources in the early stage of the credit card
business in order to capture the credit card market share. However, in recent years a lot
of Taiwanese banks suffered from the credit card losses. This big rising and falling in
credit card business shows that the management of the credit card business is still in the
learning stage for most of Taiwanese banks. On the contrast, the credit card business in
the developed country (such as USA) has been more mature and profitable. Thus, the
management and practices of credit card business of US banks can provide valuable
lessons to the top management of Taiwanese banks to improve the performance of credit
card business of Taiwanese banks. The goal of this study is to use actual operating data
of credit card business to empirically examine the determinants of cost efficiency of
credit card business. The empirical results show that credit card business scale and credit
card intensity are positively associated with operating cost efficiency of credit card
business in the U.S. banking industry. In addition, dealer network complexity and
transaction intensity are negatively associated with cost efficiency of credit card
business.

Keywords: Credit Card Business, Cost Ratio, Cost Efficiency, Operating Performance.
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(committed costs) b%ﬁﬁ'li’?&i (erX|bIe Ccosts) ° 7?%5‘77[:4\ CRLPNELIVIH & jE T
E PRSI AR RS A4 S e g s R F"Tlﬁ;?ﬁ”
QA U ROR 1 £ o 81 5 T P
LR PE A S B Eﬁ ) gr frb S Ry A 5 ’?‘/YT: ¥k HF| o Vennet(2002)?[fl',g[
Ry AR E %JTEL]’?J\EHJ? MuRS A~ F SRR A R YR £ ’E“,ﬁuglljf{ 2
2 Ll'(outputs)mz[%fg PUIF=HT A0 RS A 0 [ » ATk ] o HNR AR GRS L
INESEhe R N 112 e > Sherman and Rupert (2006) ?E,Ll’* Z B Chemical Banking Corp.
%~ Chase Manhattan Bank 7 fifi A ETHY | 1396 0 N PGE RISV T 35 o
HEEAL N2 ﬁf'ﬁ’f v J’?H\Ejj PR T f@?*ﬂﬁﬁ*ﬁj’?‘?*#ﬂf
JD’Wl’hﬂbgﬂliﬂdﬁ%m@?‘ffﬂ'*’?‘fit LA A - (5] LR NAY

AL [ P IO AT« — 4803 P B P 11 o8
Fg, [ TR T %u!“‘\ T S E it Al ATER Jgﬂé\ » A ;i%éﬁﬁ%:ﬁtﬁﬁij/ﬁ'] » A

FPPMLE S SR A S A B - PR SR I (P 8
[ﬁ“ Jﬁifujwﬂtﬂﬁtﬁm TS ISR TR -

(2) %’%,F—Wﬁ?é‘.ﬁﬁ%@ (DNC)

Cone(1998)3f7t1f! 7~ 1y Ay 1) » 7% il f«ﬂ (55 > PRl [ RS
L f/['lﬂ E LA 5 $ S SR A EA SO I - T ’Jf@ﬁrﬁ
*EEEJ?S? 15”'“”'“&{%19 I (AR Y o 7y QR A Y A ISRV RIS o (S
7 Nucor Corporation 4355+ Jim Frias ELJ:‘}T?E "Ry A L~ TR 5 (Cost is king) -
[ 1F=Nucor Corporation “J%?@%Bﬁﬁ”';} 2 (e W S I LA REE T E5R - Cleverley
(2002) PEFiEE LAY 4 ?"frﬁ FoELERE Y 4 ?ﬁfrﬁ FHEEIFREE T [OOSR 1 (T
BUEagie SEESHIEA o S8 RN IR NIEIE S8 7Pt JE"?WI:?T}T Ifil > ’?WHF
AEL 2RI Hi B B ?ﬁiﬁf@?ﬂiﬁ '}’EU’?M#FW—“ Eastaugh(l992)%ﬁ§<ﬁ%%ﬁ SHIRE

’%TF& SR O 7 I?‘“’E“ ?'}’FB A 2 7:] AR (R 1) ﬁ‘J E| 2Ry

SR (IS5 0 B A P ] 0 I S b o
LK J/EJEJ %E% Fp“ghgr b RS A ] S 5y ab 4 ek RN - I“JEJEH%??%JT" &
=R BMEE@; L@{um;ﬁfb FUE i”yiﬁﬂ@;lap%: PSR o R E JFPJEJ Fp(dealer)
RS ROl SR (R R R GE P \@lﬁiw @&t RANESS
[P 2 o ST VRS EROS A Ay o A I gﬁ}l%’lﬁh’p@“‘lﬁiﬁ DEEE PP
T T TR RS SR P ARSI g

() FH I+ E ¥E% (CCl)
Llnnan Kamls Gould, Delucia, and Rothband (1990)d1 z&7d 14 4 ,%ﬁ;ﬂa “ii, FE
(ﬁ‘/[r (BT S i e B B2 - s ﬁ@@ﬁ H YA ok w Ay o B
PSIRIET Py - P IR ErJFU%;E,[ﬁ;F%‘FWI? Ffﬂwl% ’ EJ SR SN EI Paston and
Serrano (2006) }ﬁlﬁiﬁf T8 S5L R SSEEL 5 F5 U By - PG I
HELT U J,*i ST AT E BT RN - Tri (L992)FK iV
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HTH S S S P U RS R R i (S
e E&@iwmoﬁﬂ Hw KPR Bl — BT (55 ) e el
P ”%‘F;'[*C’ i IF%WJFE'J* IR V2 IO F*“mrtfr“
PV TR **’IZF‘JJF%L’MJMZE?F%WP JEELS ) 5 S ) 10
[l e %JLJE[I PRIk AR R OB SR O 4 B LY
%%f‘ o

(4) FHLFLEFH (CAID

Holcomb and Hitt (2007) ?F HUER TSR — 2T B s ’Q\rﬂj Elrﬁ’,;]iﬁf? (negotiating) ~
B4R (drafting contract) fj?é&f—ﬁi(momtormg contract) iﬁEﬁJ [P D LAY
#4 o =9 Williamson (1985)#,{,L ' B E Ef J S S EMFL [@ (transaction
hazard) » [NIF=7F1g o & Ebg—ﬁiﬁkﬁﬂ(govemame mec anlsms)‘Jf SE IR (N B R
[+ 1T T S A 1 mmt V- HE 097*[[ TN s
& ETER I’—FIJ_{\—‘}—;ﬁ F| LT J F.FI _{\—‘ F[ﬁ,}‘ﬁé{ z_fF[l[ %E[ 5 « , [jj/\ FI@IF & 'i[fiﬂ _{\—‘ﬁ\/
P VRIRER PRI 72 & T 3L nﬁ%ﬂ@f""%nﬁ«nﬁv I Jm EURR) o S TSR

I FFJ‘F B & pufpEr |§={E;|1ﬂj[’yj pl B (monitoring ) e W[Pﬁ’ VL& »}mﬁ

}ﬁ' CAFL 2R 2 (50D %) i ﬁmﬁﬂ%ié?mtﬁgj i S
l'*f"’fﬂl*ﬂ“ SR« IBH PPk B T L8 o BE P ey 4 B
2%

(5) -5 (AS)

Aaron and Cox (2003) “#- ? 1 PR ERYRE AR [g’gjﬁ U BAEEEDS A th[‘FFI,J o I')
ARSI 5 ER 157 > Aaron and Cox (2003) jf”,L VT RIR AL S A = F R T
A% [L[%Jra:ﬂ [ljﬂj;d IS R S ’Ej [ i e Kaplan and Atkinson (1998)#- f,
] %”Eﬁ'ﬁ FfF”%T?ﬁfcﬁ 554 [SF P - WFI*FH‘PJF [ T R lﬁﬁil‘f
il R S (TS R T (RS ] T L R
PRSI R Y A A  [ELRLEELS AU S B[ IE0AN8 o T BT P R A ?E#?J
T [E R TR ST > S S TR R ¢ [ PP
HAG o (58RI S S TG -

(6) T RLHE (T

Proffitt (2008) #5714 (5 147 ) = 575 [ (5 2 [y Ry - AL (i
Citibank ) ~ :gr%rpﬂ(ﬁﬂ/{IWestern Hotel ) ~ b[—F'H?, J(ﬁJi/[IVlsap& Master Card )
Y LA RIS T G0 (SR B R Proffltt (2008)3~ HiEiL1Y > iy
AR T B RS (DR (S E 0 SR R % 4 P93 - Kaplan and Atkinson
(1998) fpit! vy IG75575 4 B (E‘Fl%ﬂfﬁ@?ﬁ ) = Elif'j_féfz‘WiJ %ﬁfﬁa | (small
order quantltles) EFJ AEOS E  TEEREY (T Wﬁ PSS R NG
F4 ) “'Hf;ﬁ Tga555% 4 & - 2 H e CaREEr) "~ " Jﬂﬁj‘a'%fﬁ%\“ B
E i HFT@*FUI???EJ* L H%}‘FF » & BARESY A Ay o [NIPSEEYAY 4 ﬁféq > Y
FIEA IR G PP TS LSRR O 4
FERITRYE -

8 [ — Y $10,000 pUd phEE- SRS $100 pUd b oSSV PLECEIRS A T %0 [T F' HIZ T Iljfﬁ
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2. LR

i’pfﬂé’“ Brfpl B e e I B«”"’iﬂﬁb[fﬁ b g JJFJ» 144 4 55 #+ ( Functional
Cost Analysis (FCA)) mH’TE, o jJ Ju[i’?‘y¢ 73 ﬁ?ﬁe[?ﬁ BREEE =l [fFJ F.J(H%Lmrqsr

A LS U PEES $ oA ﬁJFj‘C‘[‘iE‘}i 3ATERRE (FCA) It ISR
oy °¢7FJUT§§¢ 7, 1980 & *U 1990 £ S BIEELE | SRS 1155 4 03 AR
[l SR L R SOSTS R pRSR S VA = T HLET 1,080 [WEE
W[%FJ’ Y = E[Jf ﬁﬁT[B?fLﬁTﬁ et o

i’ﬁmﬁuﬁﬂl@@@ﬂ dependent variable ) EME A £5L= (5 H {3055 5% 4 S+ (credit card
cost ratio (CCCR)) » RLH|I'] gkl él—;LFqFF' ST RY A 53 (credit card cost
efficiency ) - CCCR;%_&?LI—?I:F'HTEK '?“"?WF(CCC)F% FHEP I EREE(CCB)9 » pl— [
Pt b iy PO AT <<gx,¢%}ﬁi - 5[] [:n 5L 554 = (cost ratio ) gl
Y4 353 (cost efficiency ) ] (% -

SV E 1@ (independent variables) L F | i o FEYI
LIE" KA CCS ) £ ¢ 1 uog(NA)e EHE "S5 AL log(NA)
RLIE 3 R S PRI SR S Y PR R R R
“J % AL )

FHAEEE FE % (DNC) @ DNCRLZ=ELT gaad o el (37 Py 5 & iy e
D TR0 12 o) + AL e - T A2 57 R B
ﬁ ¢ zr% r*p? “F@E‘i?’%zéé‘% L ) )
3 R PR (CCI): CCIEHE -4 51 * (CCR) I |85 F7 5 * (OR) -
}e}ﬁq VI S LT (M OSEEI  (RIAROR T E
%}el%l ; ¥ AL ENE T HR th’?:'E'a
4L GLE$E (CAD éAIi_ L HE D FR JFE*V(NCAA) el A e = A
BrUNA)- IW}‘ﬁﬁJ’%ﬂ Sff%il_‘ﬂjlﬁﬂj‘f\—~?] J[jF'ijﬁll}i‘liﬁ'QElJP} fl;

HJ:*J L (AS) ¢ ASELIEH L EREE(CCB)E] lﬁ”JJFai@ e (NA) < ret=

P PR P - R

6.0 b4 (T1): THLABIRHIGT (NSS) B (57 | #H4E(CCB) 10 » 14+ [
FIJ
UG o sy o R IS P A -

Bl A iats () gl iy e
i LT R “ﬁj ﬂ:ﬂJP" SI=ES) ‘/f%?ﬁﬁ'f(J S IVEES iﬂl‘t[ﬁ Y=
i H 0 I R S RS [ 2 7 s g
T SIS (I [ IFERLS ATS %Hfﬁ 14 9 SRR EAL pURZE YIS > 75 ()] DD/TD (]
ifﬁ%?’«ﬂ‘iﬁﬂwﬁ‘*}‘) (AR & RO B 19F - S5O R g
H meﬁﬁ* JFTJ‘““ PRIFZS PP | F 3= JE(GDP )RS 4 ﬂﬁbUT@EW

LYV > KR Lo FRGYY A AT R PR 2 ¢ ?L'%ZF’% Rt

O [P I-FBRAEEIIE P = T A AL R A -
10 s538e P [ lL,ﬂ;; PR B 5 PRET 1B | (rescale)i™ -
AS =AS /1000 ; DNC =DNC * 1000 -



A2RISEEIETw F=EE_HGRRECH) 9T F 12 B

LD Sy S S 012 B BT TL980.02 7 VRERT £ T FAERYSL -

VS8 [LRRET o CCS /T s (% i A T I
SRS 3% - CAL VT 5Lt 0.07 - B (55 799 (57 | F =T - 1)
[%EIJ{aEJ?LEEMJ o AS 7T HglpRs G 0.3879 » Hi fF S [N = f 5 H N BRAE R EL$387

ST e

* 1 R FIE

jEF@Elr (Dependent variable)
Credit card cost ratio(CCCR):
CCCR=CCC/CcCB

F 7@ g (Independent variables)

Credit card scale(CCS):
CCS =1log(NA)

Dealer network complexity(DNL):
DNC =ND/CCB

Credit card intensity(CCI):
CCI=CCR/OR

Cash advanced intensity(CAl):
CAI=NCAA/NA

Account scale(AS):
AS =CCB/NA

Transaction intensity(TI):
TI=NSS/CCB

Demand deposits to time deposits ratio
DD/TD=DD/TD

GDP = Gross domestic product

o

CCB = Credit card balance

CCC = Credit card operating costs
CCR = Credit card revenue

NA = Number of credit card accounts
NCAA = Number of cash advanced accounts
ND = Number of dealers

NSS = Number of sales slips

OR = Operating revenue

DD = Demand deposits

TD = Time deposits
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e 2 AR R R

Variables Mean Std. Dev. Median Maximum Minimum
CCCR
o . 0.1110 0.0877 0.0906 1.0753 0.0202
ces 9.1349 1.2982 9.0921 12.3192 4.4886
(log(NA)) ' ' ' ' '
DNC
e 0.0002 0.0002 0.0001 0.0025 0.0000
el 0.0327 0.0252 0.0272 0.1975 0.0009
(CCR/OR) : : : : :
il 0.0724 0.1112 0.0141 0.7289 0.0000
(NCAA/ NA) : : : : :
- 0.3781 0.1784 0.3310 1.3868 0.1144
(CCB/NA) : : : : '
TI
A 0.0640 0.0566 0.0509 0.4813 0.0009

Rescale: AS = AS /1000 - DNC = DNC * 1000 - GDP = GDP/1000 - "&gy5if¥ » FgFE 132 -

ARG U > 133

r=

’ Ifl

ERETETPM (CCS) AT

G {%‘L’uﬂﬁé?’%’ T
Py e T N e b e
|F’LU¥’T"§§{TF A GELE > VIF Ll/ﬁﬁfﬂl IEI £%1.63 » 7? AL [/i[ H*?E’\[H:Ffi @T - o
. 3 YA A

ccs DNC cel CAIl (ACSCB m

(Iog(NA)) (ND/CCB)  |(CCRIOR)  |(NCAA/NA) [ (NSS / CCB)
ccs -0.29915 0.56894 -0.06979 001972  |-0.13029
(log(NA)) <.0001 <.0001 0.0216 0.5167  |<.0001
DNC -0.24566 027417 0.02783 023353 053347
(ND / CCB) |<.0001 <.0001 0.3603 <0001  |<.0001
ccl 0.54072 -0.11257 -0.08535 0.22638  |-0.05919
(CCR/ OR) |<.0001 0.0002 0.0049 <0001  |0.0515
(Cl\fé An,  [0.00887 -0.01671 -0.09304 -0.06979 |-0.06934
95 0.0011 0.5827 0.0022 00216 |0.0225
AS -0.04014 -0.04443 0.18362 -0.00853 ;0610%0186
(CCB/NA)|0.1868 0.1439 <.0001 0.7791 :
(T,\'ISS . |oasea 0.27978 0.01284 -0.09162 -0.0823
e <.0001 <.0001 0.6729 0.0025 0.0067
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T1-F# |t Spearman correlation coefficients; “ ™ #|{iPearson correlation coefficients

FEEMRERE

BRFER
e R

N\ RRE

BEE.

iR P

#
kR

&

BATFRPRE

¢
B 1 AR

2. WRFH ﬁ% VSRR A e
PSR 1 VPRI - A B SRR RS 1) R F R
He Nk
CCCR=Mm+ HCCS+ HDNC+ h CCl+ phCAl+ HAS+ ATl + 5 DD/TD +
b GDP+ ¢
Ep
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CCCR = = V[EH]|{ 3375 4 % =CCC/CCB
CCS = ZA= I [FHAHHREF L = log(NA)
DNC = £ 1 98 fyais Fe#% = ND/ CCB
CCl = &= l/r“ {?iﬁ E f&% =CCR/OR
CAIl = &L= I/ZEQ)IE = NCAA/NA
AS = £ VR = CCB I NA
TlI= Sl= V7 b =NSS/CCB
CCC = &5 VREETS 4
CCB = /7 I (=1 | e
NA = &L= 1 58 =8
ND = £~ '/ﬁﬁﬁzrf[rpﬂﬁr
OR = &L= &g =™
NCAA = %Lljgfjgjéxiﬁiﬁﬂﬁ%t’lg!@
NSS = &L=V g|=Hiee
DD/TD = 37w R sf e F sk
GDP = ] Jiﬁ:j%ﬁ"
TF FEREY (1) ffFhRY B - ARBGRE (fF VRGN - AT TP [ T A
P ik R o
3ﬁ%1ﬁ£~
o B (Hlo)' b=0; FFHEHE- (Hu): b #0-
~ A I P HAIRE TR (NA) 1*%1{“ FHOGFRUREETHIEL o T [FH RO
o AT iﬂ?ﬁif K ]#“ IR 2Rl HMJ?FQ%}* P REETY A S IS
M &5 #0 = b < 0 o PPN HEERRIN & 3= F R E0T 0 0 A B Rk
Bk @I > B I S Ff[:F‘JJngﬁ%FW‘EW"“ erRI T  HYEEY
AL [ OV SR AT E ﬂﬁ%ﬁiff i o JHN b «E% A 0 ’
FA [#HH\— AR IF:HJ*—%/?;?J/;:E? iEF[ﬁ[ﬁTJ s e t[l’[~F| S &0
ﬁlﬁ“‘\ﬁ YELE S [FE TSV RS 4 S (cost ratio)fi (% 0 5Y A 5 (cost efﬁmency)éft
© Y b BEEECSGET0 0 A IF“JJF%L’MJ/Hf?’%“r%ff‘[?'JJF%L’MuFM} i
TE'IJ > P ASEOS S U EEL [{E' . '”?*fit}ﬁﬁ Y A 35k (R
jj;;fﬁ,%l_: ST P TR VR R I R o

[r. iSRG
1 354

w"ﬁa‘rlﬁrfﬁiﬁ(l) D UrRERH R LRI o YA 2T o fF R
HIBYCCS) ~ [F{H A HSE J; (CCNEF I FOGFL AS F 3 (4353 ) & 15F B
() [p /4%&@ zr%rpﬂfﬁ,u?z%% (DNC{ Q\H%@(Tl)bﬁf“ R EaNASE N
z%&“ﬂ) FIRTH LT (P B3 5 S SLE T (CANAIRS THASLAS) IS E K
WSV AR A B R 14%??? o
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F 3 AR AT Rl PR S A S
CCs DNC CClI CAl AS TI
(log(NA)) (ND/CCB) (CCR/OR) (NCAA/NA) |(CCB/NA) [(NSS/CCB)

CCS -0.29915 0.56894 -0.06979 0.01972 -0.13029
(log(NA)) <.0001 <.0001 0.0216 0.5167 <.0001
DNC -0.24566 -0.27417 0.02783 -0.23353 0.53347
(ND/CCB) [<.0001 <.0001 0.3603 <.0001 <.0001
CCI 0.54072 -0.11257 -0.08535 0.22638 -0.05919
(CCR/OR) [<.0001 0.0002 0.0049 <.0001 0.0515
CAl -0.09887 -0.01671 -0.09304 -0.06979 -0.06934
(NCAA/NA) |0.0011 0.5827 0.0022 0.0216 0.0225
AS -0.04014 -0.04443 0.18362 -0.00853 ;06%800186
(CCB/NA) |0.1868 0.1439 <.0001 0.7791 '

Tl -0.18291 0.27978 0.01284 -0.09162 -0.0823

(NSS/CCB) (<.0001 <.0001 0.6729 0.0025 0.0067

11 F |k Spearman correlation coefficients; - #|£iPearson correlation coefficients
R 0 1S BT (5 0 L IR ORI E 0 (5 P A
A 5P R S B R @J% L

Froa S RS G 'F”JHW&”?"“T}‘ IS : P
B (FPOS F as @ R ES RL (CCS) - tf IRy &t
b6 (CC1) - 56 FFEEHIFTE (DNC)~ & B (T1) P FiraE

%¢W3Vﬁ%iiw
DHZEIY 4 e 1 RESRHCE N S ﬁﬁy;~

S

A, Y A

[?d”_“ 5\:514:5

]-E;/HL'E#I —E[’%’?[?_;T}E'FM—)[ J s JEE{“:T |_
PP S A B Sk
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BRI,
(ONC}o

(+)(1 70

ERAFER
SR,
(CCSY

(—)-2.89)™ (—)(-3.82)"

+

EHFERR AR
(CCCR)

A
(+)(0.34)¢ (—)(0.58)¢ (FNB-T7)
) 7
BT RsTE BEHE
(CAI) (AS)
{2 FFI8 FiRHE
g
B 2 WA WS

(RIERT 1 L ERE R BRALER tvalues)e

5.2 H %5

TR A TR TR 0 B IJEJL’F'JT:JL?E"%JEUH HETERR L 5 A T AR T
JJ7PT TSR MR ST TR ¢fmlu%Ej [ Rl fiE ] ) SV SRS T A AEY /%Eﬂﬁ
Wl > FE“—EL?I? AT ﬁﬁ[ TAE fi jf‘é[ﬂ:
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i "f??fﬁ’lj?, » | Y 1 i (Balance Sheet)p it #< (Income Statement)@ﬁ%ﬁ’
BB [FH TS o T B A ST AR > TH MR APV TSR A EREE
(cred|{ card balance (CCB))firE! [’F:“ AR T AR ATRY T ['F i[Allfe= ik
%Eﬁl@f Il |F“HTL[Sr * (credit card revenue (CCR))@ .fFF'H\‘ﬁfﬁ SHIRL o

r:tﬁiYI? JiMHl > 'JCCCR (= CCC/CCB) fimk! {5 H [ 75 A5 > CCCRM™jE
ﬂl‘rf?lﬁ%ﬁ "R #E (credit card balance ) 1/ 75 4 o » 7 &7 [ 55 #HLK] ') CCCR2

(= CCC/ CCR> JE[F ICCRELEAL (S [H55U% * ) l [R5y £ o
CCCR2™ sl [N Al (5 2 11 ™ b 4 Bk I BIE SV Fr s 4 =
( operating cost ratlo) fis Jg*«

B A TR ZH M DNC (= ND/CCB)@ B E e R, AR T A
¥ Z5MIJDNC2 (=ND / CCR)L % & Al ,E.‘@%ﬂ% V“ﬁ”@@( S MELTAS
(=CCB / NA) ! (55 [ IR 4L : ,ﬁm«[fhuﬁ@ "‘HFEJI JAS2 (=CCR / NA) [££7,
(B0 R IR P LY SE PR 5 (PTFRU I (ENSS / COB) Rl pAgtie » Tkl )
fr’?@;lu | TI2 (=NSS / CCR) £l £5 Rty o

st N FE LA o YIRARTE. > BYRVR ST AT BT TR N EL A 5 AR A
(] |ﬁ“ BE So il hia ]FF' R E £t gﬁ@ﬁﬁ %‘ﬁ ) 'F:H 5 VRS 4 5= (cost
ratlo)‘%?}ltﬁ - 2|75 7 53 (cost efficiency)? L}F'J ° :'FF% PRI e ‘F‘}E[ H o~ b
@ﬁ?}ﬁ ’ I:E' 3% CONE R P v %}ﬁj > 'H’?‘fii'fi UV

riﬁht 7J T’ﬂ‘ﬂ ’ fi=F ltfjﬁl?“—ﬂr:“ RS S R (E CCCRZF TfYCCCR
A N L L Bt IR S S 1o
N NS 5 S %}E s P [i;ﬂr’? VAR A AP AR
ﬁl’g %EE{—LF[ jl‘,.(ﬁo

# 4 GUS [FH [AHORE DY B R D ERE N
CCCR=m+ HCCS+ HLDNC+ H CCl+ A CAlIL+HAS+ HTI+
b DD/TD + x GDP + ¢

o

Indepen_dent Parameter Estimate S t-value p-value
Variable Error

Intercept 0.15926 0.02366 6.73 <.0001
CCS -0.00722 0.00245 -2.95 0.0033
(log(NA))
DNC 20.35224 11.99003 1.70 0.0899
(ND / CCB)
CCl -0.46960 0.12300 -3.82 0.0001
(CCR/OR)
CAl 0.00772 0.02268 0.34 0.7336
(NCAA/NA)
AS 0.00861 0.01488 0.58 0.5631
(CCB/NA)
TI 0.41313 0.04709 8.77 <.0001
(NSS / CCB)
DD/TD -0.01078 0.02503 -0.43 0.6668
GDP -0.00145 0.00579 -0.25 0.8021
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Adj. R?2 F-value p-value

0.1328 21.67 <.0001
o HEH ¥ 0,10, %% 1 B AYE 0.05. 0% BEEE YE 0.01. AErE] o LA 2
S5 S FFTRBGEY (8RS b HU R B
CCCR=hm+ hCCS+ hHLDNC+HLCCI+CAlI+HAS+ AT+
b DD/TD + s GDP + ¢

Independent Parameter Standard t-value p-value
Variable Estimate Error

Intercept 1.14227 0.14207 8.04 <.0001
CCS -0.05782 0.01471 -3.93 <.0001
(log(NA))
DNC 59.20606 71.98928 0.82 0.4110
(ND / CCR)
CCl -2.66732 0.73849 -3.61 0.0003
(CCR/OR)
CAl 0.08752 0.13616 0.64 0.5205
(NCAA/ NA)
AS -0.07695 0.08932 -0.86 0.3892
(CCR/NA)
TI 0.34198 0.28273 1.21 0.2267
(NSS / CCR)
DD/TD -0.19118 0.15028 -1.27 0.2036
GDP -0.00734 0.03474 -0.21 0.8327

Adi. R?2 F-value p-value

0.0643 10.28 <.0001

"B RE 0.0, RIFCIYE 0.05. 7 B RE 0.01 AR - BhLA 2 -
< =y
S

#lii&'l? I R F TR Tﬂfﬂﬁﬁ?“ Bl EWF@?‘EIF MR F Efi
ﬁwtﬁzfﬁuh 12 1 w%/%%;?%*@*%W$%n$ﬁwﬁ
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Abstract

In this study, convenient sampling was exercised among female consumers of
cosmetic brands stationed in Shin Kong Mitsukoshi Taichung store, SOGO
Taichung store and Chungyo department store in Taichung area in order to
discuss related circumstances of their experiential marketing. Analysis methods,
such as frequency, percentage, factor analysis, t-test and MANOVA were
operated for data processing. Factors of experiential marketing were “act
experience”, “relatmg experience”, “think experience”, “sensing experience” and
“feeling experience”. Single consumers were more agreeable with “acting
experience” and “relating experience” than married consumers; consumers at the
age of 31-40 agreed with “sensing experience” rather than consumers at age of
41-50 and older than 51; consumers with college and graduate school background
were consent to “acting experience” and “sensing experience” than consumers
with senior high school or below education background; consumers whose
monthly income between 20,001 to 40,000 accept ‘“acting experience” and
“sensing experience” more than consumers whose monthly income less than
20,000, between 40,001 to 60,000 and more than 60,001. The above results had
attained to significant differences. It is suggested that the in-charge persons of
each cosmetic brand stationed in department stores in Taichung area ought to
create experiential marketing environment for consumers, stimulate people’s act
experience, build a strong link with consumers, provide pleasant and kindness
service in order to enhance operation and boost the sales in products.

Keywords: cosmetic brand located in department store, experiential marketing.
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Abstract

Past researches showed that international business attended international
exhibition to promote product to customer is very important for international
commerce. But no empirical study explained the relationship between perception
of exhibition marketing and impulsive buying behavior. Also there was no
empirical study explained the moderating effect on the relationship between
perception of exhibition marketing and impulsive buying behavior. This paper
aimed to investigate the moderating effect and the relationship between
perception of exhibition marketing and impulsive buying behavior. Two hundred
and sixty-two matched data were analyzed to test the research hypotheses. The
result showed that perception of exhibition marketing was positively related to
impulsive buying behavior. Also the result showed that perceived risk had the
moderating effect on the relationship between perception of exhibition marketing
and impulsive buying behavior. Finally, implications of these findings and
suggestions for future research were discussed.

Keywords: perceived risk, perception of exhibition marketing, impulsive buying behavior
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Abstract

This paper analyses the development of tourist industries and policy in Kaohsiung
City. Using data from the Industry, Commerce and Service Census, we find that
Kaohsiung is leading in value of production, units of enterprise and workforces in
southern Taiwan’s tourist industries. As a coordinator of tourist industries, the
industry of travel agency in Kaohsiung also overwhelming southern Taiwan.
Based on these advantages and improving tourist policy, this paper suggests that
Kaohsiung City should enlarge her strategic role as the pivot for southern as well
as eastern Taiwan tourism.

Keywords: Kaohsiung city, tourist industry, industry of travel agency, pivot
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	零售業品牌聯想、品牌形象與品牌個性之矩陣關係研究
	品牌聯想（brand association）是指消費者記憶中，有關於品牌記憶的任何事物（Aaker, 1991）。品牌聯想主要是要讓消費者，例如有期望尊貴的感覺，就能聯想到尊貴；期望有浪漫的感覺，就能聯想到浪漫，使品牌對消費者能夠產生自我表現的聯想效果。品牌聯想能協助消費者取得與處理資訊、進行產品差異化與定位、且創造正面的態度、提供購買的理由，是品牌延伸的基礎（Aaker, 1991）。
	品牌聯想是指人們記憶中的資訊結，與品牌結相連結而成，以構成消費者對品牌的主觀解釋意義（Keller, 1993）。這個網路結可以代表一種品牌、一項產品、或一項屬性，連結任何兩個結就成為消費者心中的品牌聯想（Krishnan, 1996）。另外，品牌聯想分為產品聯想與組織聯想。其中產品聯想分成產品功能聯想以及非產品功能聯想（Keller, 1993）。組織聯想則分成公司能力聯想與公司社會責任聯想（Brown and Dacin, 1997）。再者，產品聯想的次分類包括功能屬性與非功能屬性聯想。首先，功能屬性聯想指產品種類、產品屬性、產品用途。而非功能屬性聯想則包括代言人、使用者、相對價格、顧客利益、無形屬性（Aaker, 1991）。另外，還有所謂的次要聯想，可從事實和情境來區分。其中事實包括公司、來源國、配銷通路，情境則是指產品代言人與事件（Keller, 1998）。
	品牌聯想可由企業形象、產品形象、使用者形象組成。這些組成可細分為兩種聯想類型：（1）實質感受與功能性屬性的聯想。（2）柔性與感性屬性的聯想（Biel, 1992）。而品牌聯想型態可分成四類：產品類別聯想、產品屬性聯想、使用情境聯想、顧客利益聯想（Farquhar, 1990）。最後，Aaker (1991)指出，品牌聯想分為四種13類，由自由聯想方式衡量之，其中包括產品聯想，即產品範圍、屬性、來源國、品質、價值、產品使用；組織聯想，指企業屬性、區域、國際化；人的聯想，包括品牌個性、與消費者的關係；以及符號聯想，如視覺印象、品牌天賦。其中的組織聯想內涵分為六種：社會/社區導向、知覺的品質、創新、關心顧客、出現與成功、在地化或全球化（Aaker, 1996）。組織聯想分成：公司能力聯想、公司社會責任聯想（Brown and Dacin, 1997）。
	Dobni and Zinkhaml(1990)將品牌形象(brand image)解釋為消費者對某品牌所持有的知覺概念，主要是經由消費者不論是有理由或情緒性的銓釋，所建立的主觀知覺的現象。Aaker(1991)在品牌權益的論著中，則將品牌形象定義為品牌聯想的組合(a set of associations)。Keller(1993)認為品牌形象是「存在消費者記憶中持有的品牌聯想所反映出來的品牌相關感知」，品牌聯想則是人們記憶中品牌節(brand node)與資訊節(informational node)相連結而成，對消費者而言具有某些品牌意義。另外，品牌形象是與品牌名稱相連結的品牌聯想與屬性的總集合（Biel, 1993）。再者，品牌形象是消費者根據每一屬性，對每個品牌發展出來的品牌信念（brief）。最後，品牌信念構成品牌形象，用以區別不同賣方與競爭者的產品與服務（Kotler, 2000）。
	品牌形象包括下列三構面：(1)企業形象，下分為功能性屬性（服務、技術）、與柔性屬性（個性、領導、特色）兩者。(2)產品形象，下分功能性屬性（服務、技術）、與柔性屬性（生活型態、個性）兩者。使用者形象，下分為功能性屬性（職業、年齡）、與柔性屬性（生活型態、個性）兩者（Biel, 1993）。(3)品牌形象是由不同形式的品牌聯想，透過不同的品牌聯想類型、偏好度、強度、獨特性所組成（Keller, 1993）。所謂的類型（kind），是指基本的品牌印象內容。而偏好度（favorability）則反映出行銷組合的成功，下分屬性、利益與態度三者。再者，強度（strength）係指與資訊如何進入記憶中編碼，以及與如何存取記憶有關。最後，獨特性（unique）是指不被競爭者模仿與分享、無品牌混淆之虞。周文賢等人（2005）延續 Bhat and Reddy(2001)之研究，在探討品牌延伸對消費者偏好及購買意願之影響，並探討品牌延伸績效與人文變數之關係。以品牌知覺強度較高之鐘錶產品為研究標的，以線性結構方程模式進行實證分析，研究結果發現品牌延伸之關鍵構面為產品種類契合度與品牌形象契合度，以及尊貴性品牌從事品牌延伸可獲取較大之效益，另職業為最適合區隔鐘錶延伸市場之人文變數。
	Park, Jaworski and MacInnis(1986)依據不同的消費者利益為基礎，發展出不同的品牌概念形象(brand concept-image, BCM)，分為以下三類：(1)功能性(functional)：強調協助消費者解決消費產生的相關問題(如解決現有的問題、預防潛在問題、消除衝突矛盾、改變挫敗的現狀)，此類產品通常設計用來解決消費者外部衍生的消費需求。(2) 象徵性 (symbolic)：強調滿足消費者內在需求的產品品牌，如自我價值的提升、角色定位、群體的融入、自我認同等，此類產品通常設計用來連結個人與特定群體、角色或自我的形象。(3) 經驗性(experiential)：強調滿足消費者渴望產品提供知覺上的樂趣、多樣化及認知上刺激的需求，此類產品通常設計用來滿足消費者內在追求刺激和多樣化的需求。Park, Jaworski and Macinnis(1986)並認為任何產品理論上皆可以定位為功能、象徵或經驗的形象；有許多品牌混合了以上三種利益，但訴求多種利益會讓品牌難於定位及管理，並造成消費者識別的困難。 
	品牌形象是消費者對整體品牌的感覺，透過認知、經驗、信任及感覺過程而與品牌產生所謂的品牌關係。一般常見的品牌策略，是提出具功能性利益的品牌形象，再將品牌從產品導向轉變至以情感性和象徵性形象的品牌要旨，以提供較高程度的關係基礎。故主張品牌形象會影響品牌關係品質(Keegan, et al.,1995)。Fournier(1998)的研究發現，若品牌所提供的功能符合消費者的需求，則消費者會與品牌產生較多的心理聯結，並與品牌形成無法替代的關係。品牌形象是評價產品與服務品質的外部線索(external cues)，消費者會利用品牌形象，來推論或維持產品或服務的知覺品質。因為品牌形象可代表整個產品的所有資訊，故品牌形象高者，其總體評價較高、知覺品質也較高（Dodds, Monroe ＆ Grewal, 1991）。而品牌形象越具知名度，知覺品質較正向，再者，高品牌形象者，知覺風險通常較低（Kotler, 2000）。另外，曾義明、黃富松（2003）也根據相關文獻選取出以價格面、品質面與零售商面三種主要的來源為影響私有品牌商品購買行為的因子，包括知覺風險、知覺價格─品質的關聯性、知覺全國品牌價格之不合理性，並進一步建構知覺風險、知覺價格─品質的關聯性、知覺全國品牌價格之不合理性、價格意識與私有品牌購買意願之理論模型，用以驗證私有品牌商品的購買行為。
	品牌個性（brand personality）是品牌聯想出來的一組人格特質（Aaker, 1991）。而品牌個性就是消費者在品牌構面上，發現人類的個性，即品牌範圍的延伸（Aaker, 1996）。再者，品牌個性就是將品牌與人類特質，聯想在一起的組合（Keller, 1998）。品牌個性主要來自於消費者對品牌的聯想、企業塑造的形象、與產品相關的屬性（Aaker, 1991）。品牌個性包括我們想要消費者有什麼想法和感覺，及消費者實際有的想法和感覺（Plummer, 1985）。另外，消費者傾向採用與自己個性相似的品牌商品，或是自己所期望的個性，相同的品牌商品（Sirgy, 1982）。所以消費者使用品牌個性，來向他人或自己展現自己（Belk, 1988）。Aaker (1997)定義品牌個性為「跟品牌有關的一些人性特質」。而品牌個性卻是消費者與品牌直接或間接的接觸而得，直接的連結包括品牌相關人士的聯想，如使用者的形象、公司員工或高階主管、產品代言人等；間接的接觸則包括產品相關特性的聯想，如產品類別、品牌名稱、符號或商標、廣告風格、價格、通路等（Batra, Lehmann and Singh, 1993）。
	在品牌個性的構面方面，Plummer(1985)認為品牌個性的形成是經由消費者與品牌直接或間接的接觸而來，可以由兩方面來討論，一個是品牌個性陳述，一個是品牌個性輪廓。前者是公司所希望之顧客想法，後者方為顧客真正的認知和想法。所以品牌個性可以由公司面所想要溝通的目標，與消費者面所認知到的事實這兩方面來探討分析。 Batra, Lehmaim and Singh (1993)則是以相對向度描述出14組品牌個性的構面，分別為：可信賴的--不可信賴的、技術的--無技術的、有趣--無趣的、感性的--理性的、可靠的--不可靠的、大膽的--謹慎的、衝動的--嚴謹的、英勇的--膽小的、順應的--反抗的、年輕的--年長的、服從的--權威的、明智的--魯莽的、社會化的--非社會化的、有創意的--無創意的。
	再者，對消費者而言，品牌個性具有象徵性意義和表達自我的功能(Keller,1993)。若品牌個性能被消費者明確描繪或可表達消費者的自我，消費者對品牌可能會持較正面的態度，甚至可能會促成其購買行為。故釐清品牌個性的構成要素有助了解品牌個性對消費行為可能的影響。Aaker(1997)調查1000名美國受訪者，由60個具明確個性的品牌及114項個性特徵中發展出品牌個性量表(BPS，Brand Personality Scale)，其中每個構面有可細分為不同面向的個性特徵，包括(1)真誠（sincerity）：即平易近人、誠實、健康、愉快。(2)刺激（excitement）：即大膽、有活力、有想像力、新潮。(3)稱職（competence）：指可靠、有智慧、成功。(4)高貴（sophistication）：代表高級、迷人。(5)粗獷（ruggedness）：是指戶外、耐用的意義。Aaker(2001)隨後在日本進行跨文化品牌人格研究時，考慮到不同民族不同文化背景的前提下，其品牌人格應該會有不同的描述，因此做了適當的修正，建立出適合當地的品牌人格量表，分為刺激(Excitement)、能力(Competence)、平和(Peacefulness)、誠懇(Sincerity)和細緻(Sophistication)等五個構面，詳細構面內涵如表1所示。 
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