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Abstract

In recent years, with the development of tourism, self-driving tour is
favored by more and more tourists, tourists have higher and higher
requirements for the service quality of self-driving travel. The main
service for tourists is self-driving travel app platform, but the service
quality of the APP needs to be improved, such as navigation, travel
planning and so on. Therefore, it is urgent to improve the service quality
of self-driving travel app. Existing researches mainly focus on the
concept, overview, service system, product development and optimization,
and tourist behavior of self driving tourism. However, there is a lack of
research on self-driving APP and its service quality evaluation, so it is of
great theoretical and practical significance to build the key evaluation
index of self-driving APP service quality. It is more scientific to collect
data according to users’ needs. QFD is just such a method, which can
transform customers’ requirements into product design. Some scholars
introduce QFD into service quality evaluation research, but the research
on introducing QFD into self-driving APP service quality evaluation is
relatively lack. Therefore, this paper is committed to using QFD to build
the key evaluation index of self-driving APP service quality, so as to
extend the related theory and provide guidance for practice.

In this paper, the QFD method is used to study the self driving travel

app. Firstly, the questionnaire is issued to determine the tourist demand



YN 2 T R DA 2T QFD I H 25l APP I 55 iU B G VP U SR b i S 7T

and its importance. Secondly, the tourists’ demand and existing research
results are summarized and sorted to determine the service quality
elements of self-driving APP. Then the correlation matrix is constructed
according to the correlation coefficient of tourist demand and quality
factors. Finally, according to the above analysis, the house of quality is
constructed to determine the importance degree of service quality
elements of self-driving travel APP. According to the importance degree,
service quality elements with higher scores are selected as evaluation
indexes. According to the results, the key evaluation indicators of service
quality of self-driving travel APP are divided into five dimensions:
reliability, safety, service efficiency, intelligence and sociality. In order to
verify the rationality of the constructed indicators, SPSS is used to
conduct reliability and validity of the data collected from questionnaire
on the service quality level survey of Love Self-driving APP. It was found
that the results are basically consistent with expectations and the effect is
good. Then the fuzzy comprehensive evaluation method is used to
evaluate the service quality of Love Self-driving APP, and the results
show that the service quality of Love Self-driving APP is above the
average level. Through the above verification, it shows that the key
evaluation index of service quality of self-driving APP constructed in this
paper is reasonable and effective. This paper introduces QFD into the

service quality evaluation of self-driving travel APP, and the key
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evaluation indexes of service quality of self-driving travel APP are

constructed to extend theoretical methods and provide certain guidance

for practice.

Keywords: Quality function deployment; Self-driving travel APP;

Service quality; Key evaluation index
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bR, B EE APP BIIRSS SRR M — AT T, X DA B T kAT —
Ab7E, [E X S A —E 1R T
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B, ZiR. AEONE TR B HEK. PR BRI
BUIR BEFEN S BEFU i

SR, OO KRR . ASHI T T H B APPL IS5 B E VAT Y
RS, X EIIRERETT (QFD) . B S EHl . IR BT
T4,

=5, T QFD #I H 25iF APP 55 B RHEVP O fiabr . ZRENF & 75 oK
. BEF APP IRST RS R . M SRHERE, MR L i i
B, IR BB AR 55 T R B R AT VPO AR, IR AT S SR

FIUE, HZE APP k55 EREIF fabrieiE. LAERE % A% APP
Wilis e xt g, @G RAE, L B2 MRS ST sk Z B APP ikSs
SRR R REHE, M EBAREATERE M, Is BRI 2 &R IEN 2 5 % APP
(KI5 R AT L5 A VA

BhE, RSt SRE.

S
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ME& S R A
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QFD A%
Ii# APP x5 i
ki R =
L7
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.

r

%E%:E%%N
APP JIt 55 il &
KBV FRAR I
BHIE

J

BH I R
Giit

—

EXIPURTIPTRIRIN

WA S NE

FHSR BB LA -
JREIhREEIT (QFD) Eig
i R L B R
H 55 o B iR

FHIRME S -
Efsd
155 Joi

e 25 76 SR S L B R W

H &7 APP k55 i B 2R i E

IR R A

T 50 APP % i & 2

B &7 APP 55 i B OB VEAN Fabn A i (HEEERI 7 S SO
B

y

(

[————3

\.

kS Fee S
(E¥ - LD
H 253 APP J 55 5 & (14

A
é/ﬁ =

W
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1.5 ARFFZE

AT FRONE T

(1) SCHEREFFEIE

ASSCIE A SN SRR EE DL ¢ B APP " L " IRSSTRE " . “QFD” . “3%
SEPPANAENR ” SRR AT SCIRRE R, 8 I B SR O SCHR, T AR DG AL R
TR G KBNS, NAWHFLB0E 1 B ALl

(2) HAERAE

N iR uN Ik ey eh e 1 e 9 ol 2 N S EE RSN AR RI 2 T 1
Gk R ARG o3 B S BB T

(3) ERHTITIE

i 250 APP IR 55 BT = R VPN R BRI B AE R, 32 SPSS #F, Sk £E 3|
(R HCHE AT 15 B A 1T o
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2 Hx#E2 IR EM
2.1 HXB2HAE

2.1.1 BEiFAPP

(1) B2

H 2 i IS [, BRI Sunday-drive & J FIBL{E ) Drive Travel,
KT B, AR 2 S # A0, EAME Qiu. Taplin. Mc Ginley Prideaux .
Olsen &, HWNA KM Rigg. WL, RS, EXLEEAIMPIH, LT
H A — IR AIGN . BRASIIRIFES) . DA B GER 4 T 258l T
N A = O 1 S E o 1% Tk . I | SR (S C M)

(2) HHEF APP

H 25 el 2 AE 1 % B Iy, EEAR AT E IR IO, BRI TR, R
REATE PSS W RESEE, FFEREATA NS AR A, B il
AT, M. EEETTHNGEE, BHEWE APP B2 RS T A B S AR —
FORHEIR 52K APP, iR ARk T H L R . B AT A 25K E S
APP, QG4 HE . HEUE APP. 1TRYRIF. RHS. —RHASHELZHH
2y APP, %R LURYE H O 7R SRIGBOE & 11 5 20 APP. A ST 7 H 25t
APP JIR %S BT RBE VPN Fa AR BT XS T H & APP, JEAR MR TR AR B 2
Jif APP.

fil-

2.1.2 BRBFREVH

(1) M55 &

k2% o A T A R AR AR, ST RS RIS, HIRZ & AT
5T, %11 Gronroos. Booms. Parasuraman . Berry Z5%73, W8 KU, RS F=E
2 55 BE T 2 B E VS AE 75 SR W RFAE AR PR I 25 B IR S5 AR e 2 43 il

(2) IR55EE
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JR 55 o B VT e R HE TR 55 o R (£ 5 30 AT AW VT AN A B (RS B AR, IR
55 TR R AN 2 25 DA SO B ) e 2% R B 2 52 B A9 B B R 55 2 65 5 SR EAT VR A« AE
SR EXHIRSS BT B AT VRO B F (772 SERVQUAL ¥, BIF &S, ik
4T 7y, 193] SERVQUAL 73 #, Ja R XdtAroudt, #lanZ=2 i iiEss 77 i
ARSORE F 20 APP %S I B E I Fe AR AT A 7L, 51 T QFD i

2.2 HXEBILEA

2.2.1 REINGERFIEL

JREMIREETT (QFD) MR —F/KEFIRH, BN T £/ 7
SR A R AR S . QFD B “FRE” . “ThER” . RV . R
B R, FrEik B R sk, “ThAE” BBV i A, WARE S k. e
7 BRSO R B FTEEAT I — RAVR RS . QFD R TESRBUBI & 75 5K Ji5 g
H— RV SOE 58 A TIE, DLk Busi BT/ = T e i 76 5 m &8 B AR

QFD #5628 & (House of Quality, HOQ) , Wk “FiELR" . &
2 SR 7 SRAT AL AN R ) SR BT, R R IhRE I IE R T
H, BFEARE. RICHR. AL HibR. B0, AR, M. bRk &)= 450
wE 2.1 Fioss

4

7
K21 FRERHEE
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@7 b P F7oR A BB o o 1 2 B g e X 7 i LA RS 5K
— PRI I A R S TR RS

@RAEHGE ™ fh B 5 FER EEK . KA RS N B2 IR R 2R,
s A FH A A2 2 5 SR K T B

()75 18] 72 Jo B B 2 R 2 75 SR 5 AR K« R 75 5K 5 R 55 P B B 2 1)
¥ 5% 2% FH B 2 75 SR -k 55 o B B 3 ORI R Bk o, T AT 5380

(@B 2 o7 i 3R 10 B PR NI S B 1) e IR 5% Jo 8 2 3R ) B PR T AT
FiC sids, AR U 75 SR 2 AR Bt it SROMI ot B 2 K [ (VU AR S AR P B, G
1S B BIAE o B R P B B B AR A

G T it B B2 (1 H A RAE R R R E R A TR AR AR E R AR, AL
FEIEAOR, WA BTG,

©A7 5 A2 25 5 S AR VAl : R0 AU (1 A1 JBE SR Ui A 2 W] AN 58 4 24w AH EEAE
T A2 B 5 SR O3 T AT, S T RTAS 2w B R B R B ) 95 F

@O N =R BARGE S VA - 5T st /N FIWT 58 4 0 T AA 2 w0 FHOR
AR BN EER A LA RIS, SR G BORSE S I HR BRI b (I BOR 525 7
N
X A I A AR, S BRI, R AR R ELAAR TR 0 B R AT R )
AL T o

2.2.2 BEHEEER

Jog e e AL B LR E B 20 AT 60 AEAR, TR L AR A 7 i
REMTITER L SERRIEIAN 38 I LUAR SR SR I 4 R o A2 IR EL R 1 0t i 55 5
ISR R E B B8R 2 5 B A B — A DR R R S AT i e
PR RN E, SR R T R I B R A B R (Y SR S TR S TR 1Y
ZBE; AFE BRI S E A

ASCWEIT B 25 APP IS5 o f, B T R N P i A AR 352 B T APP
R 55 A o R B KT AR T 2 TR 220, ASCIE % R AT I, 2
Hranf g s S L, R mik s iR .
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2.2.3 RER=EL

St O 2 SR U AR 45 5T B A R 25 B iR ok FL AR R . R 2, RS T

o AN Gy RS & B MRS M RS E RS EIEAL )
Ry LSk () ST s IR 5% o A 4 5 e 8 A T J A A BRI SO R e

IO TLE 2l APP RS T E PPN FEARSIN T QFD, MAEZAR A INHIR
%% Jofi B FE A5 AU J& Parasuraman, A., Zeithaml, V. A. and Berry =137 2% B 7T %
B, A4S )5 T 1985 4E Al 1988 4E4E “ Journal of Marketing” 1 “ Jour nal of
Retailing” HRE Wik L&, HR 7 EHAK SERVQUAL 2R . RiFIZER,
W55 BT R A o AR HANERE 22 MR, AN FTSEE . mNIPE, 2 AatE. Bl
PRI M . AR SCAE M H B iF APP RS B AP B AR HSE T
SERVQUAL ## 7%
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3 #£F QFD #IZBEF APP RSHREXEITMNIERR
3.1 &F QFD HIEEiiF APP IRSBRERRWE

3.1.1 EEKPAELGRSEE

s R B ot & AR AL ) e B 4y, R B QFD Mt B i s —28,
TR — 5. B, ERFREEENRNFNR, L TP RETRES
B E RN R —— R B S R A —— T

R TRMRE LA RZ . WAERGDE, WiRE, T RIES . AL
A B E TR R B £A 1S B B IE R IR R RSN RS R,
KHE FETN S & I NEER S - UATAR 2 S8 (E R 8 0 i 2 ORI 7 oK
IS AT 2 SWIH AR )4, fillr /R | et “SWIH 7 irik” , &
AR TR TE L T BB SWIH VE, ARSCHRA T %7775, SWIH &g e
MIE . TPadglE, #ENER (Why) « 5% (What) . i (Where) .
A (When) « A (Who) 5k (How) ZNANJT IR H )8, X $dE 4T
SRR TE, TR 2 7K, I f R AR 3. 1 Fios.

#3.1 BERREE

Who When Where What Why How
H 25 il
—fEH HEE BRgr Aftas
APP %1%
LAEBLN  WEAPPRE Pk XA
W N Eatr
7] 5 Y 2 ookt WA SRBEL BIRSS
HxRER HETE 735
A e kS EEURSS
R TEHIR
i APP i oK T ] Tity]
55K

BORPRIE: ARIESCIRBURL, 1EE BT B
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AER AR TR 0 G = 2R 2k U sE, 7Eubp B A RORE M4 130 17, H
G 118 4y, A RE N 90. 77%, MR BE S E(E B E 3.2 Bk,

3.2 PAERARER

T H N b

PE % 54 45. 76%
S 64 54. 24%

GRS 25 Z LR 23 19. 49%
26-35 % 56 47. 46%

36-45 % 32 27. 12%

45 UL I 7 5. 93%

R T 25 21. 19%

P2 38 32. 20%

SACFRSE AF} 42 35. 59%
T A K DA E 13 11. 02%

BRI RE R SRR .

WRIEREAR GGG R, woldE b, B sl il 45.76%, 54.24%, ToH
BRI ZE R . RIS B, B A BAE RS B AR AE 26-35 %, N EE 47.46%.
MCFEREE BB, @ B LUF A 21.19%, K& 5 32.20%, AFH LT
35.59%, WAL B S 11.02%.

IR I PP TIUHSE 7 T AT R A, IR R — A i) R Y
FEIRAA ], 75 XA 2 S AT BB A S 4, AR A S B AT VR gl e
B AR B R T ROV R 17 MBI R 5ok, & 3. 1 B
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H 207 2% 75 5K
ZH TR AJEEPEF SR HReb TR
BRTE A HRER LG B X B S
wIATRE R SE 5 Bl HL TR«
H EHE TR % HEs
ATFEIC R IhRE
5] 4 75 3R AR ok
F1E B, 115 AR TE Ae G 2 N lEe VP
S 11D T 7 15 28 5 2EE MU 5
Al FER A A H R S s X A S O o3 I S RSz 5
A] B I A R AR R N EREFARS R IR
TIE I & R A B 25 B W A

B 3.1 BHHEFERRMECEE

MBI, W R E 20 APP T R EHRELUER R FTEEFRR: A
BEAL TSR ERIMET R #EACHET R RS, Hd, xHERIMETRROEE RS .
H 23w T B By, e B M B Bl APP WA A B Bk g
PO —SufER], HHEHSERLE B, E 20 APP 5 E LI R R X R TR,
G SRR E. IR FREE R Z MR TR TR R, Fk
(12 B B0 B R A5 B T SRR AT Stk oK

3.1.2 iFBEEREEENTHE

S B R P 5 SR ol e B v R T SR A B, AR i i o R A
I3, IR RERBOHAE NG, 28R HRRRA R, & FidE “ Ak
WEEY, C“EEY, ‘7, “AEE”, “EEAERT, BPNUFRYE

HX S FR R AVRFIHATIT 70, AR EE”, “EE”, “—f”, “AHE,
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“HEWAEB” 3NS5 4y, 4458, 348, 248, 14F. BRI K
(A1 2 RIS SR AR R B Y, SRR, 15 3% R BB
AR ISR TR A 1R A5 B 2 BRI 1A R ORI A5 100 47, H

R R 93 4y, WA EE Bk 3.3 Fios.

3.3 AERARER

A NE b

PE % 50 53. 76%
S 43 46. 24%

R 25 Z LR 22 23. 65%
26-35 % 41 44. 09%

36-45 % 24 25. 81%

45 S UL I 6 6. 45%

R LT 15 16. 13%

P2 31 33. 33%

SCAFEE AF} 39 41. 94%
T A e DA E 8 8. 60%

BRI RE R SRR .

RIEFEARG SR, woRaHE T, Bl nnln 53.76%, 46.24%, W
BRI ZE R . RIS B, B A BAE RS B AR AR 26-35 %, (5 EE 44.09%.
MCFEREE B, @ B LUF A 16.13%, K& 5 33.33%, AFH LT
41.94%, Bt B 8.60%.

N T ORIETE 2 i R B L R T SEE, ASCET SPSS B Rl 25 it 3K 2
AR AT E T, SRR 3.4 Pk
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R34 WERBREERERBERESITER

Cronbach’s Alpha T

919 17

Rl RUE: HRAE SPSS22. 0 FHE (K M T 1S

J#H Cronbach’s o REUMMELE 0 A1 1 2 (8], WRaREAMIL 0.6, —MHIA
NAE—EUS AL, oRBOEF) 0. 7-0. 8 I, XREREAHUNEE, aREL
EE0.8-0.9 B, PR RGEIERI. AR Cronbach’s o RECH 0. 919,
VOB AR IR ) 4 BOAE BERLT, WA WSCER B B EAT P33 B 5Dl % 7 SR L2
N2 3.5 Fis.

®3.5 BERREEEEE

U2 T SR e F oK L
B R TE A 4.32
RALRMATIETT & 4.59
HREEZEE 4.80
PRt 5 B 4.55
SRR ST 4.32
FRAL L TR 3.77
B e AT 4.14
TR IL K Th RE 4.00
. B TR BAERTE 4.14
R PR TR e 8 42 4.18
FIBERT A A H M A X A 1 T 4.11
A RE R A E SRUE B R R 4.02
TR ) & 2R HERE KB 2SR 3.86
REF 205 A Bd 2 3.70
GEAC ALY 2 3.20
7 H OB K2 3.48
3 T AR 5% o R AR R st 3.86
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GERERIR: AR 1706 P R B T 5T 15

MRATF, % K B E AR L AE 3. 20-4. 59 2 [a], Hrr 3.20-3. 86
Z Al 75 R 6 >, 4.00-4. 80 A 114, BIAT “—fK” &5 “HE”
IR FRRA 6 A, AT “EHE” 5 EREE” MFEFERE 114 K
i CRRBERZEAET . MR R” . CIRptsEn T o RSk
BEARE” « “FXFANSM” « “RRRRFRE” « “BEHETEE
HE7 o AETE. B TR FASMTUE T . CRTRERTEE H IS . R
X AatEoL” « “AHEN AR SRS AEBEREL” « UTECRIEE” AT CE
5 CAERWEBY 2, ZRRES B BRI EN. B2 EEROR,
R T EATRE, Bk, TE. S, RS RE R, BBl E 5Tk
5 BIREM.

3.1.3 BEjf APP REFREEZENHE

Ao HGH € B 2l APP MRS I EE R, MRERPREGHS, RS
o B T R TSR R U T SR I T B Ui R SRS TT U BEL R RN 2, TR &
T RN PSR 25 IR 8 2l T DA B o 3 I Ui 7 SRRV DA B DA 23
BT AT UKL, E 250 APP IR 45T 52 2 3 (R R 2 DA R 2 A

O IR TR, WERRPM RS TR, WE X & TR IEZ e T &
LMV SR, BB RS 0T T 3R N A0 20 S i % 7 5K s

@R R E i APP (AHKRERE, SAX TS &

@V B M55 I EE I A A PR . BRI B 2 APP (IR 55 ek«

@ FT A 1) IR 55 I 8 2 3% 1) 8 B 2 N A LS R AT R At I

OB EMRS RmE R 454 O 8 I TR R .

H W A O iR, SEg0URNMHEL, BABE0. ME 81E. RiEm
K5, NI E 2537 APP (158 s i AR BN

OHZF APP I HRBHAERNES, REZAHE, PG, WA,

@H it APP EN—AF G, ER 5 ik B 1

@ H i APP Wids 2 7RSS, A BB R LA— % R 5%
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Zia O EE N BCR KB BT APP FIR AL, & &35 H 5 APP k55
iR E RN 3.6 s,

£3.6 HEW APP REFREEER

W ok 5253 APP IR 4% % B T 3 ¢
B WIH ;R | BB, AW
IR & < L @miﬁif R ARG

RURIATRETT & BRMRAT RIS 2, IR BRI . R E R
IR NEERAR BRI H % R RIS [RR; &
W B T IR T RS BRI BT T

A BN 5 2 AT VR B T A R R SR SERTER L. R
S s 35 Bl REEER T PREE G AT R SR AR BRIk

BRERLETE

FEB A B
BX B S Kb, ARSI R K SR, BTG
e R e e
o B R SR s AR L
TR A e W
e SR, MR DGR, REEIL R
Y BR Pk ST EE
fer. K. TIR. % % (T BESBER T HOT: ARSE I
sy e
B LR 1 M B T
TR A M

. EEA . 5 EL s
AL B HREHE, Wi HMESK

AR A S

Jr =
==

WREE: ERIEIH R

DU AT PRGE L P R SR A Bl B B TR A R
(W 4S 5. #7375 5 MWL WHER 5
B AT VR S8 IR R )

B U G S WRMTE; BRI DAVRE: A&
—HEr ., BT IR A B IRSiEE f

ST I 1) 5% 2R HE T I
IVESEERSS

2E A MY -
AR TN
2 I Y H_'\ ~ ‘H}Fﬁ\/—{é M “n\ ;%
NS T o Z A HESS (7 B A 5 iSnes
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% 3.6 BEIAPP REFREER

i 2 ok H &5 APP k55 it v 2
DR F RS R IR

A SEse At MAVES: PR

BRI BRI TS .

3.1.4 XEXERMHELURBEIRFAPPIRS REENAE

FE e T R ML . HAU APP IRF TR ERME NG, AR
FERIBERE, BRI GE, Fox 1 s RN E 2l APP RS EER L
()R AR OGRS o AHR 3 LR 1A &R 136 1y, BB A& (5 BNk 3.7 fr

No

3.7 AERARIER

A NE b
YL % 60 44. 12%
7 76 55. 88%
G 25 Z LR 41 30. 15%
26-35 % 35 25. 74%
36-45 % 51 37. 50%
45 UL I 9 6. 62%
el s VR 33 24. 26%
N2 33 24. 26%
SCAFEE AF} 54 39. 71%
T A K UL E 16 11. 76%

PORRRIR: A W SRR BB
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WAEFEAG AR, BREE S, B Lyl 5ilh 44.12%, 55.88%, o
BRI ZER . WNFER EE, SOREENER 25 5 LN HE 30.15%, 26-35 %
i 25.74%, 36-45 % 5 37.50%, 45 Z UL LS 6.62%. MW SCALFEE EF,
B R DU B E 24.26%, K& L 24.26%, AR L 39.71%, WA KL
F A 11.76%.

Ay Gt 1 AR T KN A A IR S5 o B SR T R PR, ERAE IR
W T Z RS T R R U T SR IURR B o AN R B A Sk, A2 A — TR
FIREFR AN E 2B0F APP RSB TR, A, AR S5 i & 2 3 AT A
TR R A TR R, X e 2 7 SROFI IR 95 I 2 3k ) 10 O 2R AT DA e 5 5K -
W55 T B R G R IR IR, REOBOK, 15 WYX o B R R R 1)t A2
TR IO FERN TR 3K, ZRHORR /)N )2 I 12 o 3k IR RRASUAIG R 2 1)t A2 T 2 F) b =
Ko AR GETHE R R TP R R i A T SR AR N 9K 2R FR) i 25 128 R R A i
WEFR—TAEERCBRRE, FOX SRR, WAE 2l APP % R
B R R SRR AR R o

TEF R R P, W R 5% 0 o 2 3R 1) o R SR PR ST T v, RV Rl % 75 oK
B 5 R FAT 1% F K- IR S5 R RO R AU, ARG A
TFRAN M AR, £ A H B APP RSB E R M E B, FEWE 38
PR

®3.8 WMEEREAKLH

JRE R MR FREE  REHEE . R 45 o B
WEER WERREE #Es #Es By
e oK 1 H, R, R, ...... R,
e 7oK 2 H, R, R, ... R,
I K m Hm R, R,  ...... R,,
JoT R L, L, ... I,
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BRI R AL

HrH, lij=XHm * Rmj, lij ARSI EE R EERE, Hm AWK R EER,
Rmn B2 75 5K -5 B 3R R R AL
Wl T R FLE L . AT APP RS R EEE 2 . RBRAEREA € )5 ik T
DIz, FiER M EnR 3.9 frs.
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#£3.9 BEWHAPP REFRER

Fig=:5 3 5 s N HEER
TEER miam FUERE AR L g
BT R wpw W EE g wR T
g TUHEL AR DR SR R o
Ix. %#% % E%Zﬂ% FER S
 Zore 5 KT AT A B 4. 32 0. 94 0.63 0.74
=
K BRARATRE T & 4. 59 0.92 0.53
R gxfEaews 0 4800 0.69
I
3R SIS Bl 4,55 0. 74
RX AR 4,32
i HL T AR 3. 77
W ‘ ‘
& EEEEFEZE 41 0.94
TFRIC R ThRE 4. 00
/EEE\ %’[yﬂ\\ [‘jf‘i—{\ 4 14 O. 57
N E R HUE '
B PR e Ui 4% 2% 4.18
R wIFER A A H R i1
M B RO ATEN '
X ] [ i A A s s R 102
[GELERS '
VI ) 25 S 2E I L 3 86
2ER '
AEE 23 N e & 3 70
PR |
R 3.20
i
R I T e ik z 3.48
DEBFRIRS R EH 3 86
P 3 R '
T 2 o 7.37 2.72  5.56 8. 11 5. 80
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4#%3.9 BB APP RERER

(il o i il
REEE o RO i m:f i ) -
i TR i %% 7 G S5 REER drERE
SKEH PR I BTV AT K FEBI A
i3 %gﬁAFzy @I RFR b
~ JeEl R B
2% BRBEEME 4. 32
R
R BACATRE T & 4. 59
G L 4. 80 0.71 0.74 0.73
e
& SR S 1) A 55 0.72 0.78 0. 81
XSS 4. 32
e BT R 3. 77
e
R H e TR 2 HE 4. 14
TFRIC R TN RE 4. 00
Y PAN 4 ] EE
EX R gm\ llm\ ey
RS T E
R PR T Y07 i 2 4,18
fER]  AIBEI A E H R T
W S XA EN '
R A I s
4. 02
%‘j%{{auln
TSI IR 4% A AT e DL 2 g6 0.74 0.76
AER '
AeE 20 N e A 3. 70
A '
A e pEw 3.20
e
* AN BTG S SR 5T 3. 48
SRR RS I 3. 86
R H B3 R I '
R 3. 41 3.55 6.13 6. 48 7.19
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#%3.9 BB APPRERER

FEER Bk B RE RN R e
N T R N _ N
Wiz =k R EE JFESE BT SR Gk
BN oRIXAE S mER
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BH gRBEARE 4.32
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i JBRERLETE 4. 80
P
P S 3 ) 4.55
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%%‘E EE%%IE\E 3‘ 77 0. 51 0. 86
i
* H E e AT R 2 HE 4,14 0. 46 0.38
ATREIC X ThEE 4. 00 0.75
{575 B, 112, 1
TN TIE '
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R AIRER A S H A i1l 0. 74
PEFE AL RO '
® AJ B A 5 R i oo
[GELESS! '
TS8R ) 8% e 47 S S -
2ER '
ReE B9 N HE e 2 70
PR '
R 3.20
P
R I T e ik z 3.48
TR F RS R I -
P R S '
R 2 R 9.01 5.25 8.04  1.90 4.57
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%4%3.9 BEWAPPREFER
iR R NN
PERR mmm o, owws L, MM KF
1% sk SR m; Bt @% WA L. UEE
Jif t R iT R 2 s
 Zohe BRTE A E 4,32
% WIRESE 4.59
i BRERLZETE 4. 80
P
% S ) 4.55
XA S 4.32
i BT AR 3. 77
% o
& BEEEEZE 41
TFRIC R ThRE 4. 00 0.54  0.46
1F7E. Bk, 2,
AL THE 4,14 0.47  0.77
5 Bff PR e Ui 4% 2% 4.18
fER]  AIBEI A E H R 411 0.53 0. 52
MFE FA. RO MmTEN
X ] Bt B A A 402 0.51 0. 82
ﬁﬁ%'f?ﬁ‘;u
VI ) 25 S 2E I L 3 86
%{%‘:@» '
AeE 2 N BITIE S 370 0. 83 0. 68
VR
=z G M 2% 3.20
7
= I T 3. 48
SEEFRSERE o
P B3 R '
T 2 3.74  1.84 9.25 3.19 2.14 5.81
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I 2K R S QFD I 1 i APP [ 45 7 B 0 AP35 b b 2 1
§£3.9 BB APP REFERE
JREE R Bk BMae MR Ml Ak
B MR MBS A TLi ik
i % WE M PRE ISR R
B EE % ik B
2% gxmuats 42
aik
K BAATRETT & 4. 59
WA BRERREWE 4. 80
e
& Sz 5 4.55
st X 5 R S 4.32
Hiie LT 3.77
1
R H T HE T2 4. 14
TR D Re 4. 00
fefi, BUG 1
o551 T E '
B PR TR e 8 45 4.18
bl TIUT%%EE’J%E’J o1l
PEFR S E B '
K
] i i T A 402 0. 44
ﬁ%’fan&»
T PR 25 R AEAE S ML 3 86 0.79 0.81
=Y '
RESBANIECE o 069 0. 79
PG
A e 3.20 0.83  0.79
Ik
kORI R 3.48
SPEEE MO RAGE o 0,46 0. 85
P2 H 2 e R A5
R E 6.10 3.05 3.13 6.20 2. 66 2.53

30



SN R A R S 2T QFD I H 25l APP I 55 iU B G VP U SR b i S 7T

4%3.9 BB APP RERER

PHEER  goaw D
% sk o o - WERMITE g
e B ‘
fif Bt 2

2 mETHEGRE 4.32

MH
& BAATRE T % 4.59
WA RHRERREWE S 4.80
I 5
P S B 75 B 4. 55
SRS 4.32
e TR 3.71
i

R SNk iy e 2 4,14
TFRIC R ThRE 4. 00

Era . BIR. T,
L S T

R (1) i Ui 4% 28 4.18
R wTBER A E H

4. 14

4.11
P SR RX A AEN
* ARER B S AAE
EESEES! '
R A0 A
2ER '
PN LAY S,
PEAY '
B2 g 3.20 0-40
PH
* ST 52 3.48 0.74 0.75 0.89
SEEE MO R,
R RSO S 5 '
R E 2. 58 2.61 4.57

BORPRIE: AR 176 e BB A A

RS H i APP RSB B R EE AR, WM R, R R
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fEHE” « R . R BEMMATRIFAR A . TSN HUBCEAL,
AN “ AR ST il A 4PN 7 L BRI L U A SRR AR
“CRIBBERCRATRE” o X H BRI R OR U, RE R EMM TN, AT
FERU, IF HARREESE, i B 20 AT REA . IREENFHER. “ IR
5538 G i 2 s N7 i A D B0 A N R R R S B Pl T AV R I iR D A A
B, “lra i sREF N2 AL UGH L TR AR AT B R ERikss, “ 2
B EACLSRATRE " AN 2 IR ICFATRRER H I, T DA 202 i EAR .

3.2 BEils APP IRBREXEITHIEIRIME

3.2.1 BEijk APP RRBREXBITMNIBIRAVLE R X 53

RGEIIRSS R i) TIANERE G2 “RIEEVE” L MR L “PRAERE” |
“BAETE”  CHIBNMEY o ARSCIREE T KR E N AME R AR SCHE AT, 45 A P
MM RRE, W T “masitE” o CORIENE” . CRBIENE” R CATRIET [
IR T “eastE” o “MRSRR” . CBRL” . AT o IRIER RS
JREVEMTEAR IR X, ASCH B 253 APP 4% R B S BN TR AR R 23 K 4
& 14 TiE R, Wk 3.10 Fros:

#3.10 HE¥ APP REFREXEITNI8IF

i LAY
A SE £
A EETE BRI H W
ATHGRET SN 5

2 ARATHE By 1) b

ZAak DESRPS 7 L RrIp A S N

T i 55 % e 3 g R ]
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H%£3.10 HBW APP RS FHEXBITN IR

idia LAY

R

K R OL. KRR R

A REM TR I i 25

Bett HLT

BRERKNITE B AR IR X E R

N
Mzt PR 2
e

BRI FERS. T IR S5 I B B R A RN AT HE Y, o BT

3.2.2 BEiF APP IREREXEITMIBIRN S W BRE

AR SR DAL IR TR, 456 B EiF APP (A RAE, Ff B 27 APP
W55 BRI SRR 0 N TURHESE, 72 hloy “WIEENE” L ath” o YRGS
R R o CAALE” o X IUORYERE S DMERI IR S5 R B4R A A
&, WA HRRYE B 2 APP SKBR R OLT L

(1) AIEEME. RISEME IR A AER 1 5 il C /R W R 55 I RE ST, B AR AR 55
NAATEERESE, g5 N B30 75 BE T SE Y S BT AR VA O AR 55 I L, iR Al
MRS SRR R ETH, ARSI, K5 TBE, AU REDR. M
s APP I g5 A i T SE ML 47 5 2 APP Bk A TR (0 I 95 5 L SERR R AL
W55 I ZERIRESE, £ 2 KRR B RERE Fr ARV 1 58 BE M AR 55 T 52 1 L HER TS IR 102
Haglive . AAREMRSFREAMISIRESR, T FEE R K.

X CRIEEPE” YRR, ASCIEEL T =AMRSS RESRAR, Rl RN
“HUCHTE BT . CRINGREUANE PR o TSR B A T AT T R U
BB S, Fr LU HEE A T s RN R, R e A,
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7 BEORUENF 25 AT BOBUR [ B R v 8 57 th Je T3 2 Xt H 2537 APP B A ZEK,
R E N ReHEA REIUS I 2 BOAR A WO 2R I H A B4R i mT DL T 2 B B
(RIVH B A ERA IR R 55, i 25 e B RIS B I R % U 55 ANTHER AR A1 3% AT LA
HERIF MBS, SRTHFERWERE, =T E NEERK.

(2) Atk LA TERTR 5 TR LR 55 X B2 22 4 () PRAUE AR I
imxs T B2 APP R, =atERdE H 2 APP yilii e 1 B B fede it 24
ORBE . LRI 2025 45 g h ] R R ARG A ORI MUHERE IR « IEAf 35
Ky RRMYIENEN, WHREZHE APP Ae T IRACRER AR, B AR LR
AR, PRI A, DRI, $ETHI & L

X e YR, ASCIEHL T = AMIRS RS AR, 2 “lER RS
B IEPER o DU A PR BTG R] R SR B 7 TRl N R R A I R
R o Y R R DR L B I AORA A By, o (0 e R s, T A PR A
G 85 2 IRV A 2 A RS B ig4e, BE TR ARk, SRAG
B, £ @R Bk T APP AR, OREE 1 Fr i 2 4.

(3) HRSSRCR . Mo ReR a4 b v S0 TR 55 PR AR, Al
N5 B A5 e 55 PR R B PR, et 9 2o O 2 A a0 S I T VR B AT 2 1
TARRCR . X H 250 APP R, AR5 ACR 16 B By APP il & 2L
AR S5 DGR E, IR B i APP SR HUIRSS LTS, Al Re s S 2 s R L
Ly ARSSRERAG,  AITHER B o

XF RS RCR” YRR, ASCERL T AP RS R TR, 2R L RAE
7 BN, RAEEE” o MM RIS H B APP 1A
VEDORE, “HLRAMEE” AT LR 20 AT THRISERT AT g — % E B, SR E
BREAATRE AR, S KRR R 8], R oRARE MR s e A7 S o
WL RAGEE R W LMER 2 S i AT R AT S B 228, A2 THUEER
B o/ R 1 pei g

(4) Haeth. BREILRIRME B T PR MRS, fEFBIRZE . KREE.
PIER X AN N T RES5 B ORSZH W6 2 A (0 7 SR AR E o 6 A5 (Y 2 e 5 SRk
Y, 7 EAT BIX BRSO A e S L, B REAL R SRR Ry, U (1003 R Rl A v

T CRRA” gERE, ARSCEELT ARG R ER AR, A B ReRRIAT
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FEIFIUALRRER”  “HLFML7 « R BRI B sk IR XE R o RBIRE
BRER, BROE RIS A, BREBENEENNGE. (EE. i, B2 APP BLEE N
FTRAEMRITRE, RZ&HE RN AT 2. iR, FENZRE 4
| Sl IR REAN B T TR EEATRE I SR S, R as Tl ok A, <&
REINLIT B shak ik SEIX A5 27 Bei A2 i 2 1 B Bkl AN B R AN HEFLHEE R SR,
— AU s EREE B R, A RORR B AR

(5) #acth. R¥EHHTF APP FIMARFE, W& Vx4, X B %l
APP KU, “#AME” Wit B AN APP RV &, TR Loy VA, s
N T IEREER ORI A2 i 2 F R AR . T8I B 253 APP, i il LLP 5
B Bows. BN S, D9 R B 2T AT 03 s SR Aol (145 2 o, X
TER IR EH B BCE X H ARG R R R U, SR OE ARG A AT PREE

X CARATNE” YERE, ARSCEREL T =AM RS BUETEAR, 08 DAY
PR C “ERTIFEWNT . £EET APP T E, X=ARERR
RIear, xtFipge ki, ANERE KB SN &I R0 H 2
HRT LA H LR AT SR B IR, X 2 A PP B b 1) 25, R RIDRE H AT i 25 1
ek, TKRH RISt A T SO AZ

i

H

4 BEJF APP RFFREXEITMIEFREVLEIE

H=EOLIEH QFD BN H 2Z0F APP IR 55 i S S BEVEM FE AR, A 43
BB RO 5 A VP E A SCRIVER 7730 BRI B 230 H 2% APP, 45

WA EE . HEURF APP. ATRYIRIE. EHE . —EEEIFEZ K E B APP,
i P LARAE B i F SRIEHUE & (0 5 50 APP. A EHL T % H % APP,
iz 58 = i 5 APP IS5 BT B OGS PEANFRAREAT AT T, LM% B
2 APP [N AR ST R, AT H 2 APP 45 R &K T R 46 1) 1 2 51k
%, iZH SPSS BN B HEATERUE T, SRIGE BRI 23 PRI 52 B 2
APP [R5 R #AT VRS, I iR R4S 50 A ST A I PPN FR bR 2 1A B 2K
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4.1 EBRIT SRS

4.1.1 (@&t

BRI 1 NAEAE AR (B3 0 T TR, Tt BA B S5 AR R A,
R NIEF B 2, XX ok, FLIER X . SO 1 i % k1515
B EELRE, 1 E B APP AL 1R Bl TR A 5 A, AT
I B 238 Bl APP, HAWAR i, 538 5l APP L2 Mty —
T, 72 BRI R T SO B B AME R, S B S . AT Al
% H% APP i N AR R, KIAHEE H 2 APP 55 i EKT

HR 55 5 (1 VA 75 B KR B SCRr, AR SC LU & R R D B 1 32 2ok
P XTI B, ASCRM 2 7R L R R R EAT IR, IR IRE A 2
SRS 25 T b 1) e 55 B AP EAT $T 00 708U 1 90-5 3 90 3 3Rom “AE R AN A

%t:” . “Z_\‘Ia%t:” . “Z_\‘E%%” . “Ia%t:” . “E”-:"T%L'la%t:” o

4.1.2 HWEWE

ARE 5 LAE I % H 2 APP HIE R AT 5, AR UG 2 19 46 (Y4 32 22
T TE B F R e kAT 2 ECER, i ELER B i o G C R R i
AT 1) 2 R RSB o A 43 3 RSO 5 1) 45 320 4, FEARoA 20045 299 1, A
MHN 93.44%. MLIXBEIAE (S B WK 4.1 B,

#4.1 FAERARER

mH N bt

P51 % 143 47. 83%
g’y 156 52. 17%

GRS 25 ZLLF 75 25. 08%
26-35 % 147 49. 16%
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R 4.1 HERLLRER

BiH N e

36-45 % 73 24. 41%

45 Z LAk 4 1. 34%

R LT 43 14. 38%

K& 130 43. 48%

SALFRSE AF} 117 39. 13%
WA &AL 9 3.01%

PORRRIR: A W SRR BB S .

WRIEHEAGIEE R, BREE S, 5 Hl 5308 47.83%, 52.17%, ToM
BRI R . RS B, # A AR AR TAE 26-35 %5, 5 EE 49.16%,
ATLVEH, R NERE A S MR . NOURRE EE, KGR
WEERZ, SN 43.48%, 39.13%.

4.2 A FERIRG o

4.2.1 EESH

ARE> N T IRIER B2 APP iRk 55 i B /KT B EE B v Sk S st X
WSS B B AT (S 0T, RN 4.2 FioR . AUCGHE B fRbRis £ 0.941,
AEEVE etk IRSHER. Bt AR e R BT 0.7 HHEIET 0.8,
SRERAERT 0.9, BEAARRIASERE RL, "M
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4.2 BHEREEEERGEERR

FabR Cronbach—a & %} T H #1
AlEEME 0.789 3
Zatt 0.769 3

i &% & 0.794 2
et 0.761 3
FEAZ 0.789 3

BARIEIR 0.941 14

Rl RUE: HRAE SPSS22. 0 HHE (K M T 1S

4.2.2 BESH

ROE Sy AT BT B 1 45 SR S e P AR BE S R Y AR (A RE , W 4 SR 5 B 2
NG, MR, Sz MIRLBEBRAG . X B #E47 KMO H s DA K ELRR )
(Bartlett) ERJEAGLG, S5RAIEE 4.3 Fros. Hdl4gs R KMO J 0.728, KT 0.7,
A i) 25 B & A R T

£ 4.3 KMO #l Bartlett FIH%

UM EHY Kaiser-Meyer-Olkin £ & .728
FARTT 2826.214
Bartlett VBRI G df 91
Sig. .000

PORLRIR: R4 SPSS22. 0 $udi it A Hr s

SRR AT b, 5 E R A R NER 4.4 R, SSRERELT S
NERSY, B 5 BAR07 Z B T4. T13%>50%, Ui B AR AT
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R4.4 BERHISHE

BB SLICT 7 AR HEFT TR
Wit
&b s e BB & FEM S BB 4ib FEM Y BB
1 4. 466 31. 898 31. 898 4. 466 31. 898 31. 898 2.811 20. 078 20. 078
2 1.801 12. 867 44. 765 1.801 12. 867 44.765 2.219 15. 849 35. 927
3 1. 666 11.899 56. 664 1. 666 11.899 56. 664 1. 980 14. 146 50. 073
4 1.376 9. 828 66. 492 1.376 9. 828 66. 492 1.767 12. 623 62. 695
5 1.151 8.221 74.713 1.151 8.221 74.713 1. 682 12.018 74.713
6 . 876 6. 260 80. 973
7 . 705 5. 034 86. 007
8 . 641 4. 581 90. 588
9 . 537 3.834 94. 422
10 . 423 3. 023 97. 446
11 . 143 1.021 98. 467
12 . 107 . 762 99. 229
13 . 081 . 578 99. 807
14 . 027 . 193 100. 000

Rl RUE: HRAE SPSS22. 0 HHE (K M T 1S

14 MRRRFANETT Z IR 4.5 Prox, B DRENIETTEZ#H KT 0.5, &
WY T ASCRTERE) 5 A2 A RENS Bl s e J A8 B f) R 015 1

4.5 AHFHE

BlLE 2L
Q1 1.000 .563
Q2 1.000 .501
Q3 1.000 .596
Q4 1.000 .626
Q5 1.000 572
Q6 1.000 .510
Q7 1.000 .946
Q8 1.000 .942
Q9 1.000 .613
Q10 1.000 .932
Q11 1.000 .939
Q12 1.000 .922
Q13 1.000 .893
Q14 1.000 .903

PORLRUE: AR SPSS22. 0 Hdfs (it S Mr T
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DRIF- 43 M7 i R 6 A FE R N SR 4.6 FTow, AR EOR, S Fabsre Font B 32
o BRI KT 0.5, fEHAM RS B RE/NT 0.5, HEET 0, AU
SRR RS AL B E i APP RS TR ORI FE AR R A — B, AURAE RS
WA —3, R R

F 4.6 HEHEBRSERE
D%

1 2 3 4 5

Q1 . 689

Q2 . 601

Q3 L137

Q4 . 684

Q5 .718

Q6 . 659

Q7 . 960

Q8 . 953

Q9 . 550

Q10 .912

Q11 .920

Q12 . 940
Q13 .909

Q14 .914

BRLRUE: K48 SPSS22. 0 HHE [T A M T 1R

4.3 BEiiF APP IRFBRENEMESEN

BN 255 PRAN & AT B N BRIR R 20 M 77 7%, BERI 2R G VP 240t 7T
AR —LE S 1) M LARTAS B AL 0 AR IR ) 1), BRI R & PP (020 B2
SLERE VP I R S —— L ER S VP VPR S —— RIS VPO AR R —— € A
AR AR —— SRS VPR —— i RGBS .
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4.3.1 BNEMTNMEZELTTESE

PR 2 B2 R RE I PEAN S G % Fil Rl 3R B M B2, oo U=(UL, U2, ...,
Um). 256 ASCHIEER H 20 APP RS &= VPN 4R bR, HH LR E PR R 3R
g4 R: U={Ul, U2, U3, U4, USI={ml%&tk, 2at, RSB, HEel,
AP —PEI R RE N Ul={U11, U12, U13}={KHEERn, Sk
TH B, AHRGPEANE 2R, U2={U21, U22, U23}={%3R15 3 Bt bk,
DUTH A D G ] R B SR B, AT AR 5 R R A @ A v A, U3={Ust,
U32} = (B2 A0, SENEERERAL. RAEER), Ud={U41, U42, U43}={HfE
MAMTRIF R 2, BTS00, BRRRIF B AR XE R, Us={U51,
U52, Us3}={MAVFL, W%, EFIFZFN .

B IDAVESL A VRO I PRESE, PR AR B TEAN 2 R PR B AT RE A A A
Fas KT H RS, Fon N v={VL, V2, ......, Vnl, A3CHK H 5 APP 1
MR R BB N “IRIF” « “UF7 . “—” . “BE” . URET, 45
H v={Vl, V2, V3, V4, V5}={1R4F, &, —f, BZE, RE}, MNHREK
WNV={5, 4, 3, 2, 1},

4.3.2 WETNIEIFNES

T AT R EPEMOEEIE TR 3.9 RS FREERWELEEHE, K E
0 APP 55 B AR bR 1K) B RS ON SN, % 4 P (1 o S 8 BV AR X S 4 A A
JEZ N, B E 2 APP RS T B8 bR 6 B P R DAAH G B A 4R I L, 15
B TR BRI, 4 %5 2 P 1) 3 R I DA BT A 4 P ) o R 2 A 38 &% 4
HORLEE, Z5RUNR 4.7 B
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£ 4.7 FBIFE

Y LR e 2
WERE  WEEEE i H250F APP IR %5 i & e b i TEPR AL
R € Ar 9.008  0.411
CIET 5 21. 938 0.228 F W BT H B 7.373 0.336
ANSRGPEIH B 5.557  0.253
T ARATHS B TA) 7.19 0. 363

Zaett 19. 805 0.206  TUIAPRGERTER] SR E R 6. 483 0. 327
AP 5% RV E I A 6. 132 0.310
R 9.245 0.614

i &S 15. 045 0. 156
SER L. KRR SR 5.8 0. 386
R IRIAT FE IR % 26 8.114 0. 379
Haeth 21. 401 0. 222 B3 8. 038 0.376

RN HAFE IR EXERE 5,249 0. 245

N7 6. 204 0. 343
AT 18.113 0.188 PP 1) 25 6. 097 0.337
EEWEE VAN 5.812 0.321

VORIRUE: W2 3. 6 s IR AT L A

H ERIS, ARSCE PR IR 7390 4 -
(D H—)2:
= (0.228, 0206, 0.156, 0.222, 0.188)

(2) HF )=

Wi= (0.411, 0.336, 0.253) ;

W2= (0.363, 0.327, 0.310) ;

W3= (0.614, 0.386) ;

W4= (0.379, 0.376, 0.245) ;

W5= (0. 343, 0.337, 0.321)
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4.3.3 EIEWITEZER

AERI LR VR FE R, 43 BB DR p R

R | Ui T ri2 o Iim
RIU> r21 r2 cec Iom e e one _ _ ohe

R= = ,HAL AT JAIERR R U S § A
R | Un 'nl Yn2 o Vnm am

PNV, ERIRIEE .

AR H E e APP RS SUE RBEVEN Fa bRy 5 ANERE, AEE K A E
R E%-F BRI %2 B 2 APP IRS5 B &K iR 5 R il 7 52 & IR b
WISRIE L . 73 AL 5 N YEE BRI SR G VRO FERE, ZESZHEFE R1, R2, R3, R4,
RS, PHlFoR “RIEEE” o “a etk o CIRSMET . R L MR
M7 IR I ) (R R RY) R o

0.09 0.68 0.23 0.00 0.00 0.10 0.61 0.29 0.00 0.00
R1=]0.12 0.59 0.29 0.00 0.00 R2=10.12 0.63 0.23 0.02 0.00
0.14 051 0.33 0.02 0.00 0.15 0.61 0.24 0.00 0.00

0.14 0.61 0.22 0.03 0.00
R4=|0.13 0.59 0.25 0.03 0.00

0.05 0.67 0.28 0.00 0.00
R3=
0.13 0.59 0.26 0.03 0.00

0.05 0.66 0.29 0.00 0.00

0.16 0.53 0.30 0.01 0.00
R5=/0.16 0.56 0.27 0.01 0.00
0.17 0.54 0.28 0.01 0.00

4.3. 4 I HBRIEFRIEMS S TN FERE

A ERER LA VPN AERE B, Bi=WisRi, JLH, B=(b1,b2,----, bm) 4%

AV EE R, #IB AN BL, B2, B3, B4, B5 Wl FAiR:

0.09 0.68 0.23 0.00 0.00
B1=W1°*RI1= (0.411, 0.336, 0.253) *|/0.12 0.59 0.29 0.00 0.00
0.14 0.51 0.33 0.02 0.00

= (0. 1127, 0. 6068, 0. 2755, 0. 0051, 0. 0000)
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0.10 0.61 0.29 0.00 0.00
B2=W2°+R2= (0.363, 0.327, 0.310) *|/0.12 0.63 0.23 0.02 0.00
0.15 0.61 0.24 0.00 0.00

= (0. 1220, 0. 6165, 0. 2549, 0. 0065, 0. 0000)

0.05 0.67 0.28 0.00 0.00
B3=W3+*R3= (0.614, 0.386) *

0.05 0.66 0.29 0.00 0.00

= (0. 0500, 0. 6661, 0. 2839, 0. 0000, 0. 0000)

0.14 0.61 0.22 0.03 0.00
B4=W4°*R4= (0.379, 0.376, 0.245) *|0.13 0.59 0.25 0.03 0.00
0.13 059 0.26 0.03 0.00

= (0. 1338, 0. 5976, 0. 2411, 0. 0300, 0. 0000)

0.16 0.53 030 0.01 0.00
B5=W5°R5= (0. 343, 0.337, 0.321) *|0.16 0.56 0.27 0.01 0.00
0.17 0.54 0.28 0.01 0.00

= (0. 1634, 0. 5439, 0. 2838, 0. 0100, 0. 0000)

B1 0.1127 0.6068 0.2755 0.0051 0.0000
B2 | | 0.1220 0.6165 0.2549 0.0065 0.0000
B=| B3 |=| 0.0500 0.6661 0.2839 0.0000 0.0000
B4 | | 0.1338 0.5976 0.2411 0.0300 0.0000
B5 0.1634 0.5439 0.2838 0.0100 0.0000

E=We+B= (0.228, 0206, 0.156, 0.222, 0.188)

0.1127 0.6068 0.2755 0.0051 0.0000
0.1220 0.6165 0.2549 0.0065 0.0000
*1 0.0500 0.6661 0.2839 0.0000 0.0000
0.1338 0.5976 0.2411, 0.0300 0.0000
0.1634 0.5439 0.2838 0.0100 0.0000

= (0. 1191, 0.6040, 0.2645, 0.0110, 0.0000)
(1) A HYEERIR S5 b 00 A
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B1xV= (0. 1127, 0. 6068, 0. 2755, 0. 0051, 0. 0000 )

*

5
4
3 |=3.8274
2
1

B2*%V= (0. 1220, 0. 6165, 0. 2549, 0. 0065, 0. 0000 )

*

5
4
3 |=3. 8537
2
1

B3*V= (0. 0500, 0. 6661, 0. 2839, 0. 0000, 0. 0000 )

*

5
4
3 |=3.7661
2
1

B4*xV= (0. 1338, 0. 5976, 0. 2411, 0. 0300, 0. 0000 )

*

5
4
3 |=3. 8427
2
1

B5*%V= (0. 1634, 0. 5439, 0. 2838, 0. 0100, 0. 0000 ) . 8640

*
N W R WD
I
w

5
4
ExV= (0.1191, 0.6040, 0.2645, 0.0110, 0.0000) *|3 [=3.8270
2
1

(2) FARPRHIR 5 PP N
R1= (0. 09, 0. 68, 0. 23, 0. 00, 0.00)

R2= (0.12,0.59,0.29,0.00, 0.00)
R3= (0. 14, 0. 51, 0. 33, 0. 02, 0. 00)
R4= (0. 10, 0. 61, 0. 29, 0. 00, 0. 00)
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R5= (0. 12, 0. 63, 0. 23, 0. 02, 0. 00)

R6= (0. 15, 0. 61, 0. 24, 0. 00, 0. 00)

R7= (0. 05, 0. 67, 0. 28, 0. 00, 0. 00)

R8= (0. 05, 0. 66, 0. 29, 0. 00, 0, 00)

R9= (0. 14, 0. 61, 0. 22, 0. 03, 0. 00)

R10= (0. 13,0.59, 0. 25, 0. 03, 0. 00)

R11= (0. 13,0.59, 0. 26, 0. 03, 0. 00)

R12= (0. 16, 0. 53, 0. 30, 0. 01, 0. 00)

R13= (0. 16, 0. 56, 0. 27, 0. 01, 0. 00)

R14= (0. 17,0.54,0.28, 0. 01, 0. 00)

R1*¥V= (0.09, 0. 68, 0.23,0.00, 0.00) * (5, 4, 3, 2, 1) '=3,86
R2%V= (0. 12,0.59,0.29,0.00, 0.00) * (5, 4, 3, 2, 1) '=3.83
R3*V= (0. 14, 0. 51, 0. 33, 0. 02,0.00) * (5, 4, 3, 2, 1) =3.77
R4*V= (0. 10, 0. 61, 0. 29, 0. 00, 0. 00) * (5, 4, 3, 2, 1) '=3.81
R5*%V= (0.12,0.63,0.23,0.02,0.00) * (5, 4, 3, 2, 1) '=3.85
R6%V= (0. 15, 0. 61, 0. 24, 0. 00, 0. 00) * (5, 4, 3, 2, 1) '=3.91
R7*#V= (0. 05, 0. 67, 0. 28, 0. 00,0.00) * (5, 4, 3, 2, 1) '=3.77
R8*V= (0. 05, 0. 66, 0. 29, 0. 00, 0,00) * (5, 4, 3, 2, 1) '=3.76
R9*V= (0. 14,0.61,0.22,0.03,0.00) * (5, 4, 3, 2, 1) '=3.86
R10xV= (0. 13,0.59,0.25,0.03,0.00) * (5, 4, 3, 2, 1) '=3.82
R11*V= (0.13,0.59, 0. 26,0.03,0.00) * (5, 4, 3, 2, 1) '=3.85
R12%¥V= (0. 16, 0. 53, 0. 30,0.01,0.00) * (5, 4, 3, 2, 1) '=3.84
R13*V= (0. 16, 0. 56, 0. 27, 0. 01, 0. 00> * (5, 4, 3, 2, 1) '=3.87
R14xV= (0. 17,0.54,0.28,0.01,0.00) * (5, 4, 3, 2, 1) '=3.87

4.3.5 &R

% H 2 APPSR T 15 70 B 3R 4. 8 . 45 ARSI T H P
XL — AR AR o WA B, 7 ZE AR b AT et , & b T
FCPAS ML — RIS 7, R bR AR S5 B B Ak IR o
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£ 48 FTHZE APP REFRETIMEBS

Yt H 2 APP IR FURIRI: IR — IR SRS

FiHE 2 oL 3. 86

CIET 65 e B 10 H B 1 3.83 3.8274
ARG FINH B 3.77
T2 ARG By ] 3.81

K/Sc oy DU A PR 1l AT K i 3-SR 35 By 3. 85 3. 8537
A I 5 2 v 3 A ) R 3.91
HRAEHE 3.77

Jik 55 2 3. 7661 3. 8270

SEI R R L. RS R 3.76
B RE R AT AR R A 2 2 3. 86

B REA HLT 3 3. 82 3. 8427

HREN I A SRR XA R 3.85

NNV 3. 84
A PR A 25 3.87 3. 8640
BEE N 3. 87

PORRRIR: X PA_EARFR 150 45 R BB 1S

M AR, 2 B2 APP R4S &8 T & LK, &HERirs
HWIER T 3.7 b, BHET 44y, ULHAZ A APP SETE TR I R
W, AR AT B E RS . BRSSPI, R EH % APP R
55 B MRS 4y 3. 8270, LT 4 4y, (ETLHIER TR T RS L RK
S, L B e A RS A T S AR T

ML SEVEFRBR VP 25 KRR, i E AL (3.86) &P H
B (3.83) XMIHEIRT M BE, ARIABIMNE R (3. 77) 1BIRFBAL. RS
VP AR EE R, 75 “RIEEME” i, 5 EEXTANIRGR AR AMNE AR bR T 0 . R
H 7% APP AROZAMIBASMNE 2%, TLARHHE E SR, BHAWE R E LIRS 2 E
BRI, T KA F B B R T A, AT R T O, K TR
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IR R E L, BRAA SR, AR BE. Fi, ZH2% APP T &
NI H B AR L R T3 I, iy 2Tl 25 AT DABOR IO IRIE, W AR X
X IR SR BEAT SR FIVEANGE , APP P 5 B2 T X EAT TR sk PR A FH Bl A
BT T AT A, IR R 2, ) B E & B

MR 2 PR SR AR P 3 45 ORI rb ] B 5 % i 7 38 I gk R i) e
(3.91) $RFpf 708, W AR AP (3.81) DU A PREE fE 1 T K I
TORABY (3.85) IXIIEARTG 73 BUK. RAEVE PTREE R, T ZX i 2 ke
IS TRIER . DU A PR HL Ul AT R i 3SR Bk AT oicidt . £ B 253 ik, JiF e vl g
T I 25 A AU, LA N B 22 2 RS T Pt R ARG A5 RS, B R R 2R IR
FHW, T B B TR P R RGO, %2 H 2 APP T & i A
U, LRI I S R DL I AT TR BIRI@ R, ZEH % APP UL
R A PR FL U AN TS 97 2 BE A I SR FE B, 52 B 725 APP MAZKE - RRTE SR
WO AR TUR b, ARRARTE, iR —IRAT AL, FERF AT 3R4T iE. 2 H2Z APP
R AR 5 1) (¥ DL R i 2 (AT RE 75 2 il B e A 30 3 B, (8450 & A
BAESHHI T RRERIERIER . % B2 APP IO N TAELMRSS, M
HEL TG Y NAR T B TR AN 17 1 R B R o —— /) i I 25 E 35K 2 il 4
By, TEHARLINEL R RERNF g% . FK, %ZH2 APPif&n]
TR AT, A5 2 AL B N SE B AN RE SN SRAG 5 B 15 00 T 7T LABK % 8 122 T
ARG, ARG R B D L.

M AR S5 RSB IR I VP 73 45 R, H AR B (3. 77) $absfs B,
SN BRSO, RAEEER (3.76) FaAr13 708U, RIEVFTITRER, 7250
SN BRI OL . RAERE BT it . AR, IR T RERIBRPE SR, BT
BEATBLRTT 2 R A AE I BRI #fe, 2 H 25 APP f S TR OL. R
SEEE, AT AT A B BR TAS R (M O T SRR, BCE R AT
AL ZE L HAT3 4% . Z B APP B W] DL S E# Sk, AR liE%
ANERATTHROUE R . FINZH % APP IE 7576 UL A IREEHE i, R8s
B 25 R B IE I B 2GR T A IE N T ARAT S B A, BT A e
TRHE -

MR R BEALTEAR P G5 O, b B BERIAT R IR IL I 2k (3.86) .
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BRI IE AR IR X G R (3.85) XFTHEME S EE, BT M (3.82)
TRVMSF B . ARIE VP AR g R, T Bt i ST Stk . TE ST, R
2 it % T e 23 B8 2 MU P e BRI | X B A S0, 92 B & APP BT S
WAL, A APP B SR, Mot m H Ok R,
SR RS R AR S . Z A APP IR W LUF R B Efr. BRI, 4
H O SR T A S 5 BCE IR, 7 & AT AR g i 48 B 5
i, BERNEREE ORI, % EH 2 APP fEM NS 7 H g, I HAER
B A REREIREER . [N, ZHZ APP IENITE H AR IhEE, B
bt Hb AU AR AT R e HE, AR — AN TREI B AT ORI, R R BR B T A B
[EIFNRRI, IF BB BB BORE, A 0 B BE I A AT R

MR MEAERR PP 45 ROk, HAit % (3.87)  BFE RN
(3.87) XP IR 8 E, NAPFR (3.84) FEFRR /T EBUK. IRIEEY TR
R, WEN NV AT S0 . BRI 1 N HATIR B B B, R EWE S
S5, B BRI AR, RIFTREZEE OSSR ik
22 a2 HARNE & i 0 2 AR 20 BT LA B R mT R R o —
R IWFIC S 2 — BORIT & 1050 =, TEE B, IS 7T LT /2 AH 24 T4
M IAFAE . R H 2 APP 0l LUR R AVFL, BERTLLUR R A iz, af L
S IR BOm R R E TG, BRI B O AR, T R A AT I
. % H2 APP MAZINHRIF K KRN NFR NI E %, 153 0HE 1A AR
HA A, e, 3% 5% APP FIVEIS R, a2 s 1. 72l
FRFEA NIRRT, % A2 APP V- & 7] LABR A 5 43 =2 53¢ X IR H A4 10 &%
WA HIEAR], 23R il 2 i S

=
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5 iRGLERE

5.1 R4t

ARSLGE T B IR I DA N A 3 ) IR 55 o PP AN TR AR A %
SCHR, MR T E i APP RS RS OCEEVEIN FR AR, JEX E B APP RS E
1TVROT .

(1) MBS 5 5K R A3 3 TR i 25 7 oK

AAER R R A, ISR F oK, B2 R e & 0 RSk
TR DU S8 LE A 0T 5 R AR s 75 SR IS R & ) & 1 Bt A T SWIH V%,
AR T MOE, KA SWIH ERTHA S, S8 2 i B 34T 5 g8 2,
BE TR RETER: SUFRITER. TREETFR. BRI R ERERR,
AT K.

(2) K3 E 20 APP S5 T B O PPN 4R 7 o

DAAE: 243 PP IR 55 K %2 Fil SERVQUAL 8, A L5\ QFD, it st H
i RS R SEA DS OB AR B, K8 B U APP IR S5 B OCEEVE N 4R
bro T H AR B HEX B 2530 APP kS5 B & PN BRI T A BT R B, BRI A ST )
WHREA —E IR E S B DUERAT R T4 7

iR R AR, RIEH. FBla. HiR. R, A8 Hh =, WEHR
RIRWE PR AR S, WX A ) R UGl KR 1R SR E N T
K17 FhRAY, MERE RS P ERE RR N EEE . WERERE
W= RRACRER Y, ARG OA = H AU LA B 2 APP 1B FE
M, 191 B 250 APP RS R B R . MR RN DD 2 b sy, R
REPHERE . G, EFENTR TR AL EERE, B2 APP RS EZE R,
FERBIEME TS, BHAR Ij=Hm * Rmj itHHREEXEEE, T
oy, WMAFE T Al APP IRFS R ER . MR EERWEELEETHTY, &
15 B0 BT B R AR N RBEVE FR AR, A SCK B 253 APP IR S5 i B KBV
Wbkl o R FORAERE 14 TidaAs .

=
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(3) iz BRI 28 G VR BEAT BRI W AR SORE) 2 OS2 2 A7 250

AR A R GHATRAE, WCERR T 299 A B, 15 SPSS it
BT T, SREE R, A XS REIAT L 2, KMO 4 0.728,
KT 0.7, i AT LMECREE e b, ARFERFALAE R T 1 (v, $2HCT 5 A
By, HER: G R EMRRER N 714.713%>50%, 14 N B RGN B R Ty
ZEHRT 0.5, HAATRARE XS B 32 B33 KT 0.5, Hodla 4 15 Y]
FEAR—2, BOR R FHE ISR G PHNEXS B 2 APP I35 R EATIF ),
BRSO 3.8270, J& T AR R BT, i iE R 25 G5 DR gt AT BRI IE
AR SCRE S R RR AL AT 20

5.2 AIRBE

EIRASCAE DME 228 0 FC A A8 0 AR SR IR, (B AF A 7 B DR 1 1]
A, i e B AT O T A

(1) A SCHa ot B Jo I A3 e g d SR IR K AN T B S VP F b, B0 T
JE% B APP IRST B E R ZBIR AR, BAEATEMKI T, JaERImsT
APLZIRIRR A RS R R ERZ AR, HOE B ER.

(2) ASCHORE R K7 R ISR E, RV O
N, RS SRR BRI n LUE 2 7 SR, & B RE, iR iR, S
MR, U7 )R AVESE g AR, WO B B A S
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Mt sR—
5 APP 5 R Rk 2 7 R 251
R

&, S5 B 50 APP RS EFE TR RAERGNHE. BiFK
RAE LB HUH T &, BIS 55 RATH AR KR, AR E &
PR S DU A AR FE 2 ], s 25

1. Who

O EMER 22

A% B

@R 2 ?

A25 LI B26-35 % C36-45% D45 % UL
@RISR A2 ?
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