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AWFFEIE, WHRET VAT 4 7 ZABmEHAL T, WHET Y AT 1 7 ZDOFEHEREDBITAN
PURYRAE LR L CH 2 BB RIS 2 i Cdh 5o i, fEHEH, aI2=/r—3
a v & v k4 REG BRSO W T, EICEHR S sER LTV, 29 Lk
Wz ) FLELTOVLIOPHBEB I VAT A7 AL VIBMETH Y, ZIUTIG M50 5 HE
WRANOEGOBE) & FME WS 572010877 SNDHHEE 2 ER L TWb. AIIEDT/5
HIZRD 22 TH b, Thbb, =AW @UTESE) OXRICBVLWTHBEET Y AT 4
I ADREZWETHIE, BL, WERET I AT 1 7 AOHEBEEOFITAMMME RhER & 5045
RIS L TED L) BB RE A 50NE V) ZLIZOVTHRET LI L, Thb, ML
WO e EHRRET) Y7 %247-oTC, OVATA 7 AD3IOOFEEEEEZHRIIL, Z15
IHERE, LR, BIOWRO 3IHERICABLBRIAET L2 L 2WO»ICT 5, BN
TOWELHNFIUTEF ORI FICH > TIRFR L MEDOBBRIHATH L, L) T L AR
DELMAL %25,

<F—T—F>
HBREDIATA 7 A, BT, $—ER-X—=F T4

1. XL

RIFZEIE T, HEBITEHRNOWEEELET D AT 1 7 AHERO B M % 5§ 5 72012,
HBER VAT 4 7 AOWERELZHRET 2. ZOMEEE, HEENT SR —E 2 L w9 Ok
KBV TITbN L, HBEBITERMY — ¥ A121E, i, B&FH a3a=r—Yariuvs
7-HE | BAEE B O RIS, FEICHE 4 R AMEIL G 515 (Waite and Harrison 2002) o & 9
LB ) FLHEA SN TV2OPHBEAT VAT A 7 AL WIMETH Y (Granzin and
Bahn 1989), ZOMEEMHHATA I LiX, LOXH XL TEMY—CADY—7 ¥ —SH& L
BEERBDLILNTELNL VW) ZLE2IFT L ETOMFLELLTHA ). HEHETI AT 4
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7 A&, BUSHL R S F CORMGORBE) L ER LM T 5 7201287 S NS RIGE) DS
ZEN T2 (Granzin 1990). Granzin and Bahn (1989) 2%@M4 2@ L 5 &, HEHFT Y
AT A 7 XA DFERIEDELT I, UT~an/$/7@%ﬁ%$~ﬂLT%ﬁ&%§%52%T
b5

ENT i I200HWAD S, 1 DEHBHER VAT 4 7 AOWMEREZRFET S LT
Hb, Thi i‘(ﬁﬁ’%‘[ﬂﬁ’é‘z\%ﬁ“f—tz, L DbIFFITEBOLIRIZB W TIThILbs, 2NETO
HREOD VAT 4 7 ZAHGmICHT 2MBRARMO~Y—r 74 Y 7OTRIC|E SN TE Y
(Granzin and Bahn 1989), ¥y —VE A< —4 5 4 V7O XIRIZBWTITbI 72 9RI1Z 7 v KBS
DOFE2OHME, HEAET T AT 4 7 AOGHHEIEDZFITH, R ERR> SR S N5 HEE
EOMTIIF L TED L ) B %2 5.2 2L w9 Z & (Grazin and Bahn 1989; Narver and Slater
1990), €L T, INSDOPENHELZY —ECANDMBIIH L TED L) LBE 5.2 o0
V29 Z & (Grazin and Bahn 1989; Oliver 1980) Z #2956 2 & Thb, Z LT, TOHEFT I A
T4 7 AOWERENSHFETENE, BARNRHEEET T AT 4 7 ZAOFREIC L o THES T
TEHBEEHEY T A P EBNT AE S ERRE LD THS ),

2. BHAFFFE OB

2.1 HEZRTSRY — 2O

HEBNTEITERL, HBEZEO VAT A 2 AORFICE > TEHZRZIREEL TV 5,
BHENFGUTEBOT Y AT 4 7 213, SUTOMRESLWG | 2+ > 74 2 TI1H Lv ) #EIRE D%

XD TEZDZ TnD (Greengard 2001) o WEREL L OPUTHA T4 YIH] & FEEEHI
IO HIZB W THROANHEEMEICER L TSI L2 L T (Hymas 2001; Van Dijk
2001)0 4 ¥ F 4 ¥ EOWEZTF TS — EAOWEBHIZZFEIHML T2 00, w%&
ZEFRIIKNF FTHS (Greengard 2001), Waite and Harrison (2002) OFFFEHI/RT T L IZ
HBEEOAL 5 — %/FA/#/?ﬁﬁiﬁﬂ% E MG TE 7 < AR TR ICBE L
7bDEINY TH D, MIFSEIET 2, FMEMEICEE LA 5 —% v b NV F 2 T OB,
YA b LEOEMM LT Y —T 4 v A Y MR Lf’ﬁléﬂ?l DHEHTHAZLEZRNWAELT
Who A YF =2y MNYF Y TOEOPOBMMER L, HEB I L TEETHNS A~
=%y M F Y TNOBITERT HEERGET LIZ LM% D H 5 (Sarel and Marmorstein
2000) o CORATIII)T 5 & HBEAEDETT 5% K OIERY LG (WGl 0ou P 27 14 7 R)
E—E35ZETFHENS (Hymas 2001) o

ENEHPSA 5=y N F Y TNOBITOBENEE G L FZEIE, MiRE LTED
DA R e & vy o 72 H 27 EH L C & 72 (Colwell, Friedmann, and Carmichael 2000) . ¥ ¥ D fiff
Jeid, WHBIREA V=2 DNV F U7 ERMMOI DL L)1 ->TELD,
NI RFTWREIAINEEILDB LNV E WS T EERLTWAS (Broderick and
Vachirapornpuk 2002), F 72, — M OMEEZ I E Y - — ¥ 2 D HH] (Bendapudi and Leone
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2003) R, WFEDOLEY — VY X DHF] (Broderick and Vachirapornpuk 2002) (2B WT, HEES
IARHEEDHE N LWL DD DD T EHBN L ODDOFHEF 2o TRENT WS,

2.2 WEBFYANVEHEBEOIAT 4 7 A

BT v oAV e, BEERICHTY, L RETEEER/IREEENL T, BEMICIENE
FHIZRE > THRDLBEBE b OMETH D, TEEE L TRRET v ANVICHET 0L LT
MH5NTWS (Rosenbloom 2000) WY AT 4 7 ANTEEMIZ, FLlF v R2IVORKE -5 2%5%
179 % B EEICIM L CTHB Y (Tyndall, Gopal, Partsch, and Kamauff 1998), % 2121333, 4R,
WL, B, ot & Vo FEREREE TN TV D, B R IR R A R B i A I
LC, BEZERIE, INOOHBREY A0 TEITT 52, TOETHEWL—HEMOF v ;L
WER7-HICRBIET AH L { TldZ 57\ (Stern, El-Ansary, and Coughlin 1996), #7551 «+F =
— VA TVAY M, WEHEREEHWTY = T4 YL EEERATAILICE ST, Y
AT A B OISR EAET S (Ross 1998), ZNW 2, FHEBEEF v 2V TH D
LEDITHBEBF XY ANTEDDLILEZERL TV, Y7 I - Fo—V -IAT XA M
12DOF XY A NVDOUI AT 4 7 ADJFH L FHKC, FEERNZ[EIICOEbL 0L LTHR
DFHZENTELDTH A,

F X FVIFRIZHEBEDL T Y ANVO—ETHLIEEEDTVLL0O0, HEHL VI MKE
MHIEICHET SND 2 LIZIZEA LR D o7z TNOZ, HERANT D AT 1 7 ADHKEL %
795 ETHUAEHENIMEINTE 2, COFHOBREL LT, Grazin (1983) &, HEHD
HEZ L) ILSHAPRAALRIVIENS = T4 V7 F X RVDEHRZRB L, ThITon
VAT A 7 AWED, Fr ANV DLPTOREEEENEMDPRBIE L2 TICEfT SN 55
RREEICLDPEEZELE TR o720 LT, WEER I AT 47 A, HEECXSZOY
AT 4 7 AGEHERED BT &2 WRIICHE L T\w5b, 9 Bowersox (1978) 1&, ¥V R A1V A
T AT AL W) I EMET HFEIEEH O A b ZB% L7z Grazin and Bahn (1989) &, 2o
EVARABI AT 4 7 AOPMEHEEORICET L7z, ORI, HHEE &/NE¥E
BOBRERENOM T IZBNTHEEDPZEITTHR VAT 4 7 ADGKRIEENTW5S, €
N@z, HEET I AT 4 7 AL, RENTOREERIEL WG L7 Etgar (1978) DIt % L5k
L72bDTH 5D, HWEHRL/NEEZOENITF L TOEROHZANT TWA N TR > TWb,
A5 =%y MZEoTRIYRT 4 7 XA LOFATHEBOMNE & Z2DMD%  DHBRETH DR
WHAZELLTWAED, WHET VAT 4 7 ZADMGHET VI, 4 % —%> b, ATM, J5&l
EVos e F ¥ ANVEREFHHATLETNVEV) NT, TNETEHRIMELVETVTH S, L
TTld, ZORBERRREICOW T L 72w,

KR B B % 54T B MR B 0 SRR B L 22 G B & % S 1B (Painter and
Grazin 1996) o {HE#H &/NEEB OB T BV OEEZBLFE, HRHEICE ST, e
EHONHOMNMEFFENETH S (Painter and Grazin 1996) o sEAEFENSH WICHEEHTH W) &
LICHETAILREETH S, TO—PFIL LT, /WEEHOLHMIPMEANTHIUE, TNETE



120 = H M ¥ B %

IR IC R SN B BEE IR SNETHS S, BEIE, WEHB L OB OBE % Ek
T2, BEOZGETE, & BEAL, BHICHT 2 EUIEORETHL, Hyarel vy
— oy MNGEFA M E, IR X B ) O BTN R IR LTV 2. fERRERRIE, 1E
REHEORITIZHEE L THB Y, AEADOBRRLIN, EASEE Vo R E B AT S,
WIEOR R, BORAZ QUMD X 5 2/ NEEFEEICHEE 52, MR LS Rl
FEEC D B R 5 2 B R EIEIL, B0 XD I AWIIIRES N A v T LI
MLTV2, 20% < RNBREOFENTITDN LA, IEEERBRANIBVT b § 72977
HETad 5, Painter and Bahn (1996) 1%, MEEM OO I A5 4 7 A05H»SBHET AIET, W
WOZIFIY, FiRE, AE~OBH, fHELLOBHEMELTVS, 23 2r—Y 3 2
i REER T 2104 AAE 5372 b 0 = — X0 2 Bl 28 U7 B X > Cilize T
FHACOWTOWHE RIS 2 L V) WRE EFEOMOII 22— 3 VG IRATV S,
OB, WRELAEEEOMOII 2 — Y a v b ERETRT VA, BANEE
P, WE R 2 X5 2 BHN A LNEESMD S OfM 7 0 — 283 2 L A5TE 5.,
HAY = —V RBIOHLE, WEROT 4 AT LA BEOWROGER VLT Y ¥ —F 4
YAV M MEREEAGE, HHVIE, WIIOBHEMEE Vo2 kA, 23— a Y
BT > CERELREROTH 5.

BAEOMRET Y XF 4 7 AFROS 13, AR S OIHE > T, FiEE LT,
WUHT Y AT 1 7 ADHEEDO BT 2 RRERE LTI o T, RENTHA oD Y
AT 4 AERE % BATT BN B 5 A OEHE HETE L 2B %845 L DHAET 5 DA TH 5
(Grazin and Painter 1996), SN F T, JHEEZ I I AT 4 7 ADEREELZ MV ZKE LWL
FAEWFIEARAEAE L 7o o AL, (IR EARO 2528 UC) MMEICHEL, BEmIibe
BT B L RAVER T AR L O BE T VAT 4 7 AR R MRS B,

2.3 HEFAME

T v AVFRICBWT, flifHE Y AT 1 7 ADBFTOERLZIFHTH Y, wrll) L
A== XIZEHLT0EhE ) T EICHTAHEDOMEE LT (Goodstein and Butz 1998),
HHVE, HOFSHELMEEB X OBEE LTHRT 5 b00Mo#R L LT (Narver and
Slater 1990) 5. 2T & 7z, Slater and Narver (1994) 2VRIET % Z &12id, HEBMMEIX 2 2
DEELZRIT, THDOERRLPRPOBE I N TS, ML, HEBUIATA 7 ADIA
M OHIREER L TWb, ®FIE, 5P, Arh, R, BIXOTRBOMHO N TRHAINLHE
FOAI AT 4 7 ADOMEEROMINZ HEEK L TWw5b  (Pelton, Strutton, and Lumpkin 1997) o

2.4 HBHWR

BRI BT, BRI O EERIGH TH o b AN REEN R ORI, B
INTEEH DR & IR K & o FLES G O HepE & il  ITEAR—E TV TH D (Woodruff and
Gardial 1996) o i /1R & RO R OFFMICE DTV T WL L W) DTH S, R L Rk
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R L7 L COBERIEET NV EM» FEE it L9 &4 (Tse and Wilson 1988) 728, AWf%E
WZBWTIE, WREZFODDEWET L EBEHE 7 7 1 —F (Oliver 1980) =¥ T %,

3. IKBLOFENE

3.1 WHEHET Y AT 4 7 AREREO BT MMM G- 2 5

WEEO VAT 4 7 A, BELWKEOYF -V AZERT L7202, HE—E0ENED -
T, WlI A MEH/MET A 70 A THAH (Grazin 1990)s T A b Zi/MET A%, s
B UCMifEZ AT 22 L 28R, EF L —VCAKEZERTL2501E, $REELT
flifi #8352 & 2 5Ek4 5 (Larson and Lusch 1992), AHF221%, Hx 0 I A5 14 7 AGE)
EMEDO B OBRZEIRL, HEBMEIC L > TORIGB O WEEMZ2 BT 5, < LT,
PUF ORFEARIE S B

R CHBHET D AT 4 7 ADOFREBOFITIX, RFL WO IERITICIEDOEEE 52 %,

R 2 CHBHT D AT 4 7 ADOFEBOFITIX, FR L V) IERITICIEDEEE 52 5,

3.2 il A3 R G R B R

HHAWREE, ZA L7220 2 A POSICBE LT b (Woodruff and Gardial 1996) o
DF), HEFWFOUI AT 4 7 ADEALBRINIZE VR DX, #ERE LTET HliEDOL
LSRR DRI Z B A ICHOND L) T L TH D, AIFZEIZEL D DI, JUTEBOTY
AT A4 7 ADPEBEFMEIT L TED L) LB E 52, TOMBD RN HITION§ 5 HE
FHWRICH L TCED L) BB a2 5251w T LIZBlbo TV D Byt mi s
HHEOMREZUET HEMICH 5205, SITIEORMFIIHIED &L ZAHFHRICROREEL 5 2
TWwb % LNz (Bradley and Steward 2002; Broderick and Vachirapornpuk 2002), = ® Z & 13,
ZL OB - F—CADH 7T —IZBWT, HEBEOMICHM DO~ OB % KD 2 i)
HohsbZ I L TWw5 (Bendapudi and Leone 2003) . %>< LT, Alififi & fii e D BIFRIZEH L
TREDIRHIRE EN S, VUUEABORTICOVWT, M1 2fgTslozt,)

1 RE{E S h B BLSRE DR R
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G 3 AR E WK ICIE, HBEFWRICARORELS R b,
W4 AR E WO fERTTIE, HEZHRIIEOREEZ G52 5,

4. AT OGS

4.1 REER%E

REEBAZEIX, Granzin (1988), Granzin and Bahn (1989), 3 X U Painter and Granzin (1996)
DWFFEIZRE CHEP L DDfT 572, LA L, HELDOMRIIEBMITH LTirbhTwizzo,
—EZ2 L) RSO IRIC G DR TREZ T 2 LENEDRH 5720 EDOXHIZLTHHFDOR
JERARIEEH T 20 L0 ) ZEIZODWTOEEILTH720IL, 2007+ —H AT )V—"7"
AV Ca—%FEfT LIz, KNV —Td, THORABERE > SR SN TED, 21L& 5455k
T COEMOBLIHFIIEEIN TV, O IEEE, FEIEMMB L ATM ORERE #F o Tz,
T IA VBT - AORE BV LIGIORBREDNH > 7201F, HS5DIbDI/THo72, #
5Dy v a yAfTb, BAFOREDN S ANENEBMERZEHT45Z L1200 Tol)
S, BAEOHAEMEHZMET 5 I EIZOWTORBZ A, RN MBIz, M
HORYAT A 7 ACOVCBHANEENL L L holce TRODOEAIXS MY 71— FRE(1
=&Y TIRESR, 5 =dFHICNUTIXEL) 1L > THE SNz, BMEEF 72, Lichtenstein
and Bearden (1989) 12X o TR SNz NEICHEBEZ BV -8)RICE$ 5 43HH, Murray and
Schalacter (1990) 2 & > THIZ SN2 REH HEM S N RICE T % 43HH, 2L T, Oliver
(1993) IZXk o> THZESNARELSTIHL b MEICHE T2 4HHZELb D E R o7,
CNHORED F/5 ) — PRE (1 =2{Z)@lbhv, 5=FHIIZIE)) LT
W S hiz,

4.2 B

COREMBEEINKNLTY =7y b EGDBERIIRFETDH o720 RKFEMPEIRS Nz
i, A7 =%y MIHBELTWRESVAEL, HE L KRFEFY S ANOWLEIAT
A5 =%y MAERAWTEERREBICHY, F/, HiMzHATRET 2 —M2Zr6Thb,
FIXRE DD B AV.ORERED 6 DDEIIZB W TEM S Nz BEREICIIRERTHE2FH
L CEMICINE T 2R3 Sz, BEICIE T 2 EEE R L7201k 234 2 TOREE T
HY, TOH)HLEROE L KBS NIzDIE 178TH - 72,

4.3 7 — 5@

LISREL 8.52 (Joreskog and Sorbom 2001) % JH\» THEFRMIE 04T 247\, IBAL S 7z illE
RE, $hbb, ¥—CRHEHSNIHEBEBET VAT 4 7 ARERZ T A M L72. Z0%, HE
LISREL 8.52 (Joreskog and Sorbom 2001) % JAW:7:##& F#NEFY ¥ 712X - C, WH#EO T
A NEATo 720 WEET IV (HERBWHTHH) LAEEET IV BREhEXETY) © ) OFEICE,
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Wy-ffaE, tBoEsE, BIEERE BXU, EFVOBGERESHV LN

5. SIHTHEAR

5.1 REEMZ : WEEF N
RO T 5H 2 M LT, WETFVESEA LI, #IEH QK TEAHRE ¢ Bk OFET,

x1 HERNRFHM (2 = 178)

HE AR & @ HH aff¥ B TR R D
e - ek 0.81
X 0.66
X, 0.58
X3 0.72
X4 0.66
X5 0.61
X6 0.65
N7 M- R ) 0.73
X+ 0.53
Xs 0.80
X9 0.82
32— av 0.74
X0 0.35
Xnu 0.88
X1z 0.92
PIES 0.67
X3 0.35
X 0.70
X15 0.90
PIES 0.89
X6 0.87
X7 0.87
Xis 0.87
e 0.86
X 0.84
X 0.81
Xa 0.79

@OHBFET VAT 4 v 7 AOWEMETH D [FEH-Ir], [ BE) ],
[F3a=F—Ya V]| FEICBECFRLZODTH LD, ITnbid
FIEHCHE SN2 G BBOHBBRITHOTFu o —Ths050, FEEIC
W, A IA4 N R BT A [FEM -k TS THA B,
(V- BH ] 3279 A b~AOT7 2 EA, 23224 —varv] i3t
VA VIEMOMERHE A ERR T )

O RFEMEITETHRLEDL 5 BKETHE, (5IE)
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BIY, Zn6H0WEETNVEROFIHENDEELZSRL 200, HHEZHRT20H0L W
)LDV TOERRELITT o7z, RLICEHBEINTWEEBY, REWZRMEET IV,

HWEHET I AT 4 7 AZDOWTI20HE, MifElicowT6HE GFEFEEE), Mell>WwT3HE
HGIha ol (WHHR1ZMHETSROIL), WHMLSNIZHBEZE T I AT 4 7 AD
HEEIZ 4D Tho72ds, TDHHO2Oo0MEE (FE & liv) 13, WFHOMBZ 1.0 IZHI# L
THA ZFRE R AT o2 L CHAARBBREREIR S o770, RSN v &l &7z,
ZThOz, ThoD2HORZIZ L DORBBICSHREG SNz, 72720, TOREMIZEZEROHIZHE W
THBEND, 8T, BENA21HEEDH B 13HHEIF0.70 2 ER LK T-AMEEZ A L TWiz
ETORTFAMEIID R LD 5 KETHETH 72 WEET VDA A ZFeligm HHEL
F(31.70TdH D, Bollen (1989) IZ& > T HM725.00, B LT, Carmines and Mclver (1981)
WKLo TwmloNn/z3.00 L) Bl#ELHR X Tho 7, #EERER 0.80 & v ) #H#E% 1
D (GFI =0.85; CFI =0.93; NFI =0.92), @ ?D R S %78 L7z RMSEA 1d0.063 T, 0.090& 9
HEAFRIITRIS>TBY, INDFEWMOTEHVEAEEZRTHEE -7 (Browne and
Cudeck 1993) o

5.2 HWHRHBAT VAT 4 7 A—lifli—iid  fEE TV

MRET VA2 LY X CFHliT 2 & 5 12llE € 7V 25Hl# & 521F % & v 9 Anderson and Gerbing
(1988) I Z&k o THRRON/EITEBEZ THEETVET A ML, IHBEAET D AT 4 7 ADELT,
filifi, X OWREDOMOBRERG Lz, £9, L2ITRINTWEEBY, 203 ) kT
FND A A TR A RS OE AR R LTS ), TIEA R (GFL =081
CFI =0.86; NFI =0.77) % RMSEA #tal (0.076) 22V THAMTH > 72, HHEBET Y AT 4

x2 AEETHHEBISHEBELFREXNET IV OEELHERER

AR B AT A AR i)
(7]1) (7] 2) (773)
1E0E - WA 051 052 -
(1) (6.23) * (6.75) *
A Hb -T2 E) 0.15 0.04 —
(e2) (1.82) * (0.57)
2= —vav 0.09 0.21
(e3) (1.21) (2.96) *
Ry - - -0.18
() (—2.70)*
BIES — — 0.81
(72) (12.20) *
AR
xz =435.26 df =214 p =0.0 Xz/ df =2.03
GFI: 0.81 CFI: 0.86 NFTI: 0.77 RMSEA: 0.076

*MOEDRER, DL 5 %KIETHE
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7 A DI B o B IL, TEE - BRI OWT08l, I I 2a=F—3 3 LIZOoWnT0.74,
TH- IOV T 0.8] Th o 72

WEH T W RE T TR 1 o AOWE (RH1) . WRBIITETEE BT 2R
VAT A7 ADFEKIED ) B, AR, B XU, H-BES, FhEhEREOMICEE LR
BRrALTW2 (2N, yu=051,t=623 p<.05, BX, 7.=0.15 t=1.82 p<.05),
@z, 1 IR S

BRI RET TR F 1 o AOWE H2). WEBATEAFEECBIT 2 NERT
VR4 7 AOHEED D B, EH- I BEY, 33a=r—Yava FRERHELED
BICEEZRBREAE LTV (FRFR, 7y, =052, t =6.75, p < .05, BL, 74 =021, t = 2.96,
b< 05)0 ZHOA, BB 2 XIS L S

W A OB (R3E3) . WERBITETEHEOMR, WL L OB MR
EHLTOS (Bu=—018, t= —270, p < .05), ZOBRRHHETH 72723 ThL, WL
BOATH- 720 2@ 2, 53 1 s h,

WL H S 2RO (3 4) . WHRBMTETEH OB, W L ORICH S A R
EHLTHY (Be=081, t=—1220, p< .05), HEBYEThor. TR, WHL4 K

Frahi,
6. &%

6.1 MBEHETY AT 1 7 ADiERERE

P —EZXOLMANDOHEEEHET VAT 4 7 AH GO REEICK LT, T 7 IV IEREERIY 5L
BEHATOS, O EREELMRTHL, 6L L, F— U A0WHEEHEET V27
15 ADEHTREMZ T 250 LILEdo2h b Th b, HESNAEF VI, - B,
-, BT I/ =232 0w) SRILOHBEZT VAT A 7 ANETN TV,
HEEOQ Y AT 4 7 AOPEAFSCHE, AR L BB OSHEEZRIZ L T, LA L, K
HBEDGHHERIE, =R =7 T4 Y TOLRIZBNT, vH-BEEEE W) 1 O0HKE
MRREZ RIZE L CTnb, 2OZ &, T0O% SHABSMIIZEICHE £ > TV BATHIRICB W T,
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#HiR1 AERE

FEfE - #7k (Inventory/Storage)
X, 1 save my payment/withdrawal receipts to help reconcile my bank statements.
X, I carefully manage the amount of my savings/checking account balances.
X3 I am very thorough with my financial record keeping.
X4 I tend to keep my records for a long time.
X5 I prefer a combination of methods to store banking records.
X I make careful decisions about how to store my bank records.
b - 8 (Location/Transportation)
X7 Getting to a destination in as little time as possible is important to me.
X I try to minimize the distance that I travel to the bank.
X Getting to the bank easily (brick + mortar, ATM, online) is important to me.
23 2=%—% 3 (Communication)
X110  When I consult with the bank, I spend a lot of time.
X111 The bank helps me to determine which banking accounts to use.
X12  The bank helps me to determine which banking services are important.
#h# (Efficiency)
X113  The way I go about my banking allows me to minimize the amount of running around I must do.
X114 The way that I go about my banking allows me to minimize my banking costs.
X115 The way that I go about my banking is efficient.
w4 (Effectiveness)
X1 The way that I go about my banking has given me desired results.
X7 The way that I go about my banking allows me to achieve optimal outcomes.
Xi1s  The way that I go about my banking is effective.
iiiJ& (Satisfaction)
X19 Iam pleased with my banking experience.
X2  Iam satisfied with the way that my bank helps me to meet my banking needs.
X2 Tam pleased with the benefits that have resulted from my banking activities.
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