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The Effect of Strategic Human Resource

Management Practice to Service Recovery

Performance - As exemplified by Fitness Clubs.
Lin Chiu Hui

Abstract

This research was intended to explore the effect of SHRM practices to service
recovery performance. The subjects were the frontline employees in fitness club of
north Taiwan. This research used questionnaire survey and purposive method. We used
descriptive statistics, Pearson correlation and linear regression analysis by applying

SPSS.12 software.

Results show that: Frontline employees’ perceptions of empowerment, career
development, rewards and training, has a significant effect on their perceptions of
service recovery performance. The empowerment was found to be more important than
others practice in determining service recovery performance. Implication of the results
and further research avenues are discussed.

Keywords: strategic human resource management practice (SHRMP) ~ service recovery

performance - fitness clubs.

224



AR SN R

R dE 4 4 TR E R s H | LRI R e P2 f — R i S8 6 L #3055

AR ik Nt
e RPIRIFE VA L2 2 FRma s TAE3 @4 v+ £8L
A ¥ 2 - ‘?Qﬂﬁ$ﬂbrﬁ}ﬂﬂhyiJmiﬁjﬁ%i,kﬁnggﬁﬁﬂ@]

kL l“fiFﬁBFRZZ-ﬁi “ql’—'r* H-od 3T E RS lJ/.r‘S o A e Ty N e AT
- R E ) ﬁ“ﬁ PEOREE N RS A
g p @ fﬁiﬂ“itﬁfﬁﬁéfiﬁ‘%&{? CERRAFIHY gy EmL > B

i
F_
Fie
Ay
A 3
X
Dy
470
S
¥
i
s
ml

ﬁ%ﬁ%ﬁ@%%ﬁgm&?,gzml.2wzﬁmw,¢w@»mmmﬁ
%iﬁ@%$ﬁ$élmﬁ(ﬁ%ﬁéﬁﬁﬁg’mm),maﬁiﬁgggﬁm
A wﬁﬁ@% Wﬁw? ﬁm%«mﬁd\mﬁﬁﬁéi
iz

Wright, 1998) -

Lewis & Spyrakopoulos (2001)% 45 &1 » PRAFE ¥ JRIFA SFE & ¥ #4507 35
e te B FHIRIE ST T IKGE » B A pTAURIF B g A W g o e
ERERE - PFRRELEDRBAA I BLFLAPERELCETARE
& 5 0 € (Spreng, Harrell & Macoy,1995; Zeithaml, Berry & Parasuraman, 1996) -
Keaveney (1995) te— 5 BE £ 4% 17 5 87 3 ¢ 2 T PRI 4 38 PRAAAT o a8 = B
TR HHE EIRAR L BB (T 5 01 R F1F o T el B G e
AFRE B R R R A TR S R I RAAT SO vk 0 1A LR R
A FRRBME o MR B E 2 e g ARIRGHR Fr i B g

EREEA A TR ERAEGFE » AT R D@ L83
Fo MR 3R o RSN IS TR Ly R 1 R
Bk TS R L E R RN E R Gk R e e ?%A
4 ?/@?E#F*GJ 2% Ty ?IE'T’_‘F"{ TARPIRAS FTREE AR KR

~
X

(ﬂ,

225



iﬁ%ﬁ%bﬁﬁ&%%%%mkﬂﬁﬁ@%&%aﬂﬁi@m@,ﬁgig@
AT o REEREZY > FmALAS PARY > iR B S P RS S
FARLFANHRELRE CEFERE
EEINDG Y AL A LA AN ER
FRGEa P 2 EFAE
L FRE TG G IR Ao E S (2003) F TR A4 Y 0 B
g FA G A TR orF anE e L EIG T B
LH R m&iw’rﬁ<~¢%@,gﬁ¢
P E TR SILehdRPY s PAESEER 0 R 1 H 4
1o HFx o pEE- T2 &Jm TP
B §LBEE R FAURBNAEE R RSP F B
£H iﬂmiQW’?ﬁiéuw,&%EA%—ﬁﬁl’wa e
koo Km oo BT EEMGF A S FTIRPELL FER XL KR L AT

£
LHEET XA EHBALBERNEEEE 2P gY R

o FREFE SHEE R
@@i%‘ﬁﬁl’%f“—ﬁAﬁ*iﬁWWmnﬁ@_ﬁgﬁéﬁéigm
1 ERAIGHFEF BN LT L B RS IR R

EECCE TN IR CE N R A E AL 3 - F Rt

se

¥
S 44 TR
R ”F? 2 «TL *s (strategic human resource management practice, ff

m l;j‘;\l%:]‘i& 3

SHRMS) & 45 » & i& .L$ﬁvrum%mﬁ;wn&4gﬁm,EWL o 4 FRE
EFH T FEFER A ’p“‘zﬁlnb PR G E NI o e e
N EFEE PR 2 ER o £ E R (2005) ‘%L*Fizx"]iﬂglk s R TR

226



AR SN R

RO 4L A 4 FiRH L 1 PRI R PR — I R R B B L BN b

IV R RAIEIRLIPE AEEP D REEY 5 F 4 H1 FEE

Hanil o > a b s R feafs o 10 o ﬁ‘ﬂ}‘ P RE RN E R
ER 1B (FRE o RIESFTART > R R N 'Iﬁj Peen1 (T A4 1
Tt aB R E B A é«i%};é PRI EpBEHERES é‘]%‘r EREEA DT R

% AL R

i ElEs LRI 520 ¥ 2E R i2a f
R FTIRTE o B T o EEE LT WA 4 FiRE
ﬁ%‘« A iFfrR A Ew BIGE L R At %EIE;,}% s B P iEg e

BEBREIRTL P
SR A TR IS SR SO 2 B

—%Wﬁ%@ﬁﬁ%?ﬁﬁvﬁﬁﬁﬁﬁiﬁ’@F?uﬁﬁ%@&&ﬁi
Fhd - RO R F onhy i A e B W AR 5 PRI Fe(service recovery) e
Zemke (1994):n2 % - = 1* KPR IR AR 0 R EVED] ) R Z AR P R¥ e | LR

BEE R o Tl G 4%~10%7 B A REE R NFLE O BE - SRR
FREEFRBHIT FHIBRLTEERHFLRERE Fo a2 ¥ - SUR
BARRIPLLE O REEHITEFLa AT Bt fa P 2
T A i o FPL o PRI RCELS T IR R R PR AR & (S AT
(Johnston, 1995; Kelly & Davis, 1994) -

E%%Wﬁﬁﬁﬁﬁiﬁwéﬁﬂﬁm’%%%EiﬁiﬁWﬁ%?ﬁ&ﬁ
(Babakus, Yavas, Karatepe & Avci, 2003 ; Jenkins, 1992) ~ & g £ pRix 3w 2. f ¥ =
i (Webster,1995 ; Parasuraman, 1987) % % 4 eh [ 1 FFp¥ g2 B 4] & (Berry &
Parasuraman, 1991; Boshoff & Allen, 2000) > ¥ 858 B 1 3% B PRI $0.8 »c2. £ & 7]
Fo R BRI TR A T Aoy M (training ) ~ #%1# (empowerment) £2
Frid(rewards) & » ¥t | 1 R $o 5 2x k3 3 R4 5B (e.g. Bowen & Lawler, 1995;
Forrester, 2000; Hart, Heskett & Sasser, 1990) -

IRE BV RER IR ST EITER A o gt 0 AL 40%7
BETOPRIFED R 1 Aena 4 & ﬁ)};ﬁé R4 PT mFR:}Z»(Bltner Booms &
Tetreault, 1990) > Xdm B 1 X5 AT fc £ F 24 L 548 > L5 B4 4 7 A AL
Fl 5 dk L P R R e Bk R L R AR 1 R PRI S

RERDE - ot FRITTESFLRER PRER ST RIS
ied 0 2 EREEYRAAPH P BT e R E T e SR P R

TN

3;34 g
cbﬂ, 5
3

"

)

)

(\‘

227



Ros b d 4 TR T S R LRI SO R BT T — LR B LIS b

1§ FRkE g A S e SR ek e R JR 3 AR AR K
+ 25 & e e B (Sweetman, 2001) -
£F eFgyrRE o B AR L af ER o Gronroos (1990)7% 5
FoMRA 1R RS S Rz %m% » FR AL B8 N RIS D
We  AHFRBFLAFHETEEIRBARKFT > FAREEHRTE L AHR
Arehddl s W SR F RO LA R XTI p AR RS BRSO A TR MR
FooH A1 TR A E G & R B (Kanter, 1993; Laschinger & Shamian, 1994) o 2 4+
ERAERTIR § B S SR T S > R e R BER SR FEEER
IFHREAE A FLREE o
IR NVANTE PR SRR - "'Kﬂ”ﬁ PHRM IR TR - BIRRITER G N
A MEPE2EIAPEN R FBE > DT GRS R R Y
#%% Pej VR R R b > B ZRARY R P AT - AR R
CREER P g% LR - A 1PN PO EFL G EH
G R NP EEEES FP L e - MR O chdka H
F
4

F> ™

5

(4 ~

*
vl PREEERREFLED BRI OL TR G Sl RS PR
FAoFad@ iy PRy s s - &A1 HRBET
SR GARARAGEE A P 0 R i R AR e 2 R LA AR
IR SCAP B A% 0 EAR R IR L ALK > T Ll RS R -

- SRR B

PR L BN PR A R F ’Wﬂﬁﬁ%ﬁﬁ%@’jﬁ%¥—@ﬁ
1% - R T AR HATHFEEHIRE TR - ML AR
IR TP PR A BB B HRIR TN B AR L A 5;;3 FIPRIAE L B 4
)]*érﬁé‘i FHEIRTAenBE > FREGEFRSEL S TR -meRziMa“ Fo o R KRR
MERFF BEFLEED ST %ﬁ\&%ﬁﬂﬁﬁﬁﬁw%ﬁ
ZEEUE ULNEZ A m*‘rﬁ”ﬁ: L R i Bt Eigendid FER
o BRI TR Lo RERE 1 S84
ﬁ%ﬁi’%*yﬁqa%%Ai’?ﬁ%ﬁ%i PR A VAl BRI

Fof re s B o AT RN T e BIRE

228



EREPE i SR |

Kot A4 TRF B {1 R KGR F L — R G E e #3055

Bak 1 R 1 HeERKT YR 43 0 oW IRBA g B
B2 B 1%, E‘_F\J_ T4 B & R anT iy \}rg ) ﬁfr%‘j}’ﬁiz}ﬁ]‘("xﬁfs °
B3 1R ETEPGIR T 4R 0 H R g R
Band: Raiftesl FRipa o= i 48 0 2o Ra g d o

\

R T SR TR NCTUEDE

H1®y 3

Fry AR

LR g G ::::::;
]%‘]__

B 1 PRI F0 4 %

3 RS

CHEITH T REFEL S

(=) R dE 2 4 FiRg Ry o5 2RI 0 o
AR RS FTRE RS Ay 0 S e AR T 2 PR
EHREY DEPF oA A TREEFH - 2 EE o {up b4 TRy g%
B 7 AT RTYR FEAMIR 2 ITERERER 1 ITREE TP
R AREFES - RAEIHERA S TREEHHAEY o Lep i 4 F
¥ T s 8 & 2 PR AT 0 2 %4 Delery & Doty (1996) ~ Hayes (1994) % 4 4}
LA F R TLH 2 R AT Bt B £ 228 o AT HCHORRA S 0 B - &
ﬁl§7%ﬂé@ﬁﬂ PR EEr A A R B S HIE T o TR v 4 s
REL A BT REFERBA I d B p 738 B A ad@ & 24 PR5
Jﬁ*”*%ﬁm? R B BT e % o B 1 PRI F0 M 22 E & 5 % Boshoff & Allen
(2000)eF* 78 & 538 o #75 g 455 0 F 5 4F 7 B8 £ (Likert Scale) 3 % Ff:“
FHRERE 142724 2FR T2 722FF R o
() Pifsee->

ﬂ\FJiJf#PF p%ﬁ O TR A IR e iE ’}'\Fﬁaﬁ"ﬂ B4t 2R m%—«.ﬁlﬁl
(e adpER 75 F0RER - BAEFRER - FARLER - B

229



R LTEES L

H

Wip it 4 FRE Ry HE 1R RSPy — R E e LG b

REERFFARE) AT H % &2 bﬁﬁ%’%9@&&49@ﬁﬂﬁ’%ﬁﬂ
28 FAEE R E L BN, B B 5~10 LR 1A A w221 PR E
F PR % 180 i o
<_) Ul it

A*iéﬁ%ﬂ\ HLiE 7 45 W 50t 4 47 > 1L Pearson ff ZAPB 0 & LR AL 4 T
REREE Y KT R FFAPIAE L EREER 1 TREETFP SR
BB PRI SO AR 2 AP M ARR 0 R P A TR WA 4 TR R L
TR L PRI A 2R SR 4 o

SRR
RS

AAET T A B 180 4 5 & 12 100 4 ik 55.6% o T {280 4 ik 44.4% ; Tioa
# 27 f (SD=6.73)» 1 i & F— ] 94 £ (522%) ~ — £ 1L A% £ 36 4
(20%) ~ @ & b KRz K 23 A (127%) > 2 4 01k 27 A (15%) 1 % R
=Eﬁ%1$—ﬁﬁﬁ‘ﬁﬁ§’%68‘@M%’TAKW£Mﬁ B 35 4
(19.7%); $c7 #2811+ B 8 fr 94 4 52.8% 47 1h et F E 5 JAHFPR Rl A5 B §
£ 136 Ak T6.4% 3 F 0 T ¥ a1 23 Femt F kS ’7874@4&%3’5§
ArLE 9 A K ECL 5% o

SN ER SR A

AETRE LS A L & RIS AT S AR Y PR A S S
SRIH L LOERPTT e chX 2 o T ERPIR S E DT LR Y e B
BEGFEFFZAT - BEFF A8 % 0 FENPER 1R g »eht 4 TR
FRESTF o RYHMAEAN 1 HTE 0 ERFF L FREHE A N4 PRk
KfFFATEPNFZ > K 5PN e BFRF (vdk - ) Fli- ¢ 7 5 BAA > N F
BERTVRIM o &b LR TRIRTYR, O FIE-F F6BIT P FERD
ARAH G TERAIM b L TIEFREEER T § 5 B
Mg P R PRI sk 5 THETEMAIR S AAE 2§ 6 B
B MFEESEHRE I SREE L TN ik s TIPSR

230



Rkt 4 FRF RIS H R LRI R P2 P — LR LR g

B FE i~ W 5 410356339327 f2 %L £ 4 59 5 18.62%~16.19% ~
15.40% ~ 14.88% > A 2% 2 £ 5 6509% : A 1 wfRIBAKE 2 EZHFEE

5 7881% (4rde = )e iz B % 0 AFT Y P 38— R cronbach’s o ¥k kR
2 B )% e cronbach’s o B4 %] 5 .89 ~ .85~ .86 ~ .85 »
93 PRI FCE % chcronbach’s o B 5 .92 o F it A AFT Y

i

Nt B BE TR .

a
‘-,‘3;& =

+

- Rogd A4 FRE RS E A TR A 195 % & cronbach’s o (B

&1 cronbach’s o &

A ZES R

woF

Y

’é]ll ‘ﬁﬁ

R &
At

)

}:”iﬁ’ ﬁul

=

AR T 3 kA -

2.’25’?']'** ? TYHBE S PRSI o
ERLRT VRO AREE LB o
DFF RN RGARREAR T

W
AtS
.
=
=
?’!L
I
)
‘aw

4.2 PRED S A RAR LG T A e s
6. e A g A Aend B f o
AN TS (g Rt Sk S BTl S
8. Bdre 7 o FRRd 73 FIEL > AR B (AR AN R o
9. A h PP L FRARG FRDLIRRE
10. % -‘ﬁfk}fr}?f@;? MIFH - B FASTPN 0T o
A RARfRFASEE DN - d R AR e
17 2P g F REZH B B ¥ o
18 o @ [ B gLy (L o
1927 ¢ Fl20 87 ZRALFREHL A G EARF TFEF -
205\51’1%;1\:55\ BAGBEREL o
21 & & &5 L ELE HAE TR T o
16. E\ml%: LFANG B RDLBN o
w.\?ﬁé%wﬁﬁﬁwam%&o
1450 38 % 327 chip 4 FRFREIFRIBEHE > RAL 5AT -
1.2 P AP s 1 & LAl Fa 4 2R
%ﬂ%$€o

FERBMEZOLLERL ARG ITER 1 %%
IZQJ}%; o

FPEREREIRA A s o

=
o

‘m\n

3

i

“3

IS

.84
.82
78
7

74

17
5
71
.64
.62
.61

.84
.84
.60
54
54

75
.63
.61
.59

49

49

231



R LTEES L

Wk A 4 ’.‘Ji‘lgi‘“#%ﬁﬁ I PRFIA FCE B B2y — R L E B HINE

7 PR BB EE e
Hpe 410 356 339 3.7
AR%EE 18.62% 16.19% 15.4% 14.88%
ARAEEEE 18.62% 34.82% 50.21% 65.09%
cronbach’s o & .89 .85 .86 .85

%= B3 H IR I o E & Fl & A 7.8 % £ cronbach’s a &

2§ % cronbac

] I Jv-"‘ﬂ ,‘3/ P
'&E E é AT B ’f ﬁ’t'f'— ﬂf&_ h,saté’;

LAt e AP R  NE G R a4 2. 92
2.% E@i E’ﬁ"‘i“,%; s i\. f’ﬁ B 4»3 ;Um@?ii’j—j ui m]‘ 88

¥ o
3.2 180 AR AL AL LT - 88 381 76.81% .92
4od R PRI R #af"ﬁﬁv'f%%‘%'“ﬁ;k TR .87

(SN

=+
=
5. TEIE A SAEE Y AR L AT L BAEE 84

-

)

=~ KA A TR R I BRI S T 2 AP M

% Pearson ff ZApM A 41 kM (drk =)o Keg A4 FTiRERe B 4%
SRR R G EF AR > H Y T T REAITR JHRa
PRASAE ST snenfp b 15 B o AP B (R dic 5 48 i % % &7 Berry & Parasuraman (1991)
2 Boshoff & Allen (2000)% * 2_# % 48 I+ ° Gronroos (1990) 7 #& 41 » “t i» $4E 1 R
TPRARA AT R 0 BRI A MG AT RISl € o B s T fe
Berinth ~T R 1T r%”f“rﬁ”;%fﬁé#'l)% Mo FAHa P LT ARk
B AL TRREARLBERY] > LT FF ORTVRE N F OEMERTIA
¥R G4 Feenp W B2 R 19 3

232



P LEEY L

Wig it 4 FRE Ry HE IR RSP — R E e LG b
2 ReRdR A S TR e R R 1 A ORI S R 2 A B
%37 M SD ¥R i Frpe 1 #
T R 48 125 1
FEEER 405 113 40" 1
FEBEMEIE 411 122 537 557 1
BEZTP 462 1.11 60" 64" 72" 1
PRF:A $C 481 1.10 33" 38" 27" 48" 1
“p<.01

o~ Kk A4 FRE R O o RIA e B

FEEASPRFIFEEES (odke ) REHA S FRELE S B8
oo $ R 3 e IR S g o SRR 4 Y %ﬁ%"b‘-}\ﬁ v T IR
SRR EHF > 22N Bl 1 Hesl RSO 4F 0 £ 8
R FCE R B s T EE R .bi?xfkrsu’ FRRZEEL 4% £ 55 TR
IHRTVR D N% T EHETEMAR BN BRREET 7% AFY IFLFLI .
2°3~4 e RET :J":ﬁ ~3EF BRI - BT RPIR I ITRIES TR

SRER g R 0 BRI RS g B o R RE -

For RS TR EE SR 1 o IR SO R B R A

B B R’ F & t i@
T VTR 33 11 21.86 11.12"
wE SRR 38 14 29.13 11.76™
PR AR 27 07 13.93 13.67°
P 22 48 23 53.74 8.45"
" p<.001

AFEE AR AIFA R L @ L2 I0Hk xS ‘;}ﬁgg%%@ﬁpgﬁ.z}a{ﬁ

233



RO LA 4 TR L 1 PRI R P LA — R B B L BN 6

Foz WA HEEE o BRF I
LK A3 FRE Ry e Bis 2R 1 o R el § ¥ o
R LRI S A Rl RS RS R i il B TeR N R
HxxBh i T2 B TR KT V5, & r%ﬁ”ﬁi’fﬁ%ﬂfgﬁ’
—H O ERFRLEENR I eR A TR ER SR > FR
r ﬁ IRTVR R DT ERE R TREM IR EEINAR KT IR
P AR BT IR LSBT VR ERE L LA H
SPMMAKE A > IR AR LR e
B T BB AFTEMIEFORIFAR AR c AP H BT T
R L LN 1 E PR FoL TEFHEEF R LB S B (£
i 2005) TivEFh 13 #2F (Fl1e% 0 2003) 2% ® > 1 (T
REARFEREBEL G 0 BT RBL 0 0 RS REY
Ez;‘%i}i,ﬁiiﬁ P ITE R R (A4 22000 5 £l4-% » 2003 ) #&
ARBAGHSF - HEEFFTERFIRBST N2 2 @ RF R
PRI LR S e EARPN IR A S TR I
2. BRWEAS FTREEL e B HE IR R BE G 0w
B IR Fe i pnendgplic 4 Y E R FORE - 0 T PRSI
%R €55 0 AT} £ Babakus, Yavas, Karatepe & Avci (2003)
Boshoff & Allen (2000) ~ Gronroos (1990)% 4 #7 3 » 305 “o A 425 < B
IRBARE L FHEFL R PR c LBz Bis g E
B B o w10 - 11 FRLAER
T~ BB RFEFRMIFT > 26 /B

FIP ARPP G B BIRA 4 TR 182 ATy o

= ERR
Lo S#S P EE RRNE - R 1 IR O e L
HE I 5 PRI TR - T AR A S FRREDRT 0 EARE
RI B R Mg o 2es P it B 2% ~ P &0 4R
B E S 4 g B ORR o

R s iegning e
2. BPRFFIEP SR AR apRIr B AR RBPREEL IR A F P 0 BEARR

BAFAEFPBERTEL ) SR TS - RE I AR RS

234



AR SN R

Rus A 4 TR A | LRI SO R P T — R B B (NS b

wﬁ%ﬂﬁﬁﬁﬁ%%’.ﬁf R LR L 2 - R RA
FOREARGIR TP IVEE SRR R 1 ] 3 EThw g R
%Lﬁﬁ’iuiﬁﬁ A G REEfRAIEAE > B2 R 1 (Fag R
FRE KT P FARPE RS R s R L N 262 R R
BE R R 1 ARPRIR A s 4 o
30 EREA A GARRSLITRER 277 [l B eReE - 3
R EEr s AR S R R R LY e ALY e e R R
PUM AT A g MRS R u RREe e R kA2 TR (F
A5 2002)

ED

BN SRR Pty

L AL E NS F2 AR FLERCENZFHRE Ak a2
— LT D AT BN o ¥ v Tl ¥ i 28 AR #nY
GRS S AR 2 G 0 FI R e S O L R T e 1
LA FREREBHE TR GATEAE > AT FIRFELR TG XA
FHELRE R 3 BRI FE- Hadre

2. RFERRIME CE R R RTOR B @ FEA R R 0 Y - M
o aIRBA RAKEFFE - SREFF L RBFBAFLH LA
FIFEL > KR PR RIROETE S 3N  dobE R IR fe2 s T
PR PRI S st E Rk o

3. EHE RupEAd FREEFET? (BRA0 2 & 4 > 2004; Miles & Snow,
1984; Zajac, Kraatz & Bresser, 2000 ) > i fe(fit) 2% 5 4 (complementarities) &_
¥ - B 4 (Milgrom & Robert, 1995) » 457 3 WAF A R kB & & &
FIA A FTRE LY SR FCE R M B R AR

far R ﬁ’-ili EAERFE B HE AL REHR rﬂ‘“ﬁé‘ugﬁ
LR T #ﬁ”*ﬁiiﬁ?éiﬁﬁpx’+kﬁ4ﬂm$w

¢ o

235



FLEFEE - L8

Reg A 4 FRE A RIS R LT — R L 05 B

S AN
— ~ 'C’ ’?iK])v

1. ®X# (2000) i&F# KF gﬁ;%gxi'ﬁﬁagﬁgﬁ %}%4 BEE 1 cHBE 1
TR AZARMATY WA FHMTE A LB 0 A IR

2. IR L ~FHRz2ALE S FRTRZF4hq (2001) o @EE S (REN T )

K2 FR2PY - Tl 7E R LA+ 5FE (FL %5
NCPFS-FAC-089-002) ° 57 @ fFrcteiv 4L A € »
3. ZER (2005) L g E A A FY LR FEAEE - AT EA
34(2) > 76-82 -

4 R HAEE (2003) o TR HH B AR PREN S RYE
EEE
5 ;%fr\ MLE S (2003) FEFTIAEF s A—UFHRF A E2 EL2sx
FTIC g S ggapm&ﬁ¢%$%a°
6 R?A<mM>o&*ﬁ%?wf%— SRAEAET ApE - FREH

19(3) » 415-450 -

7. B R (2000) B* AR REERELERIRBETLRRYES

T oW TERMTELHELGEY > AR

8. ALHZ (2006)° & @ikl Ed B HMeng B IR ARH - 2006 & k25 K &

BEFFEHEH B o

9. @%%(mm)o ,@ba%mi&ﬁﬁﬁiﬁﬁﬁfﬁ‘$%i&%§ﬁl

Tk g2 o ZHARL A ERFEFFAT THLHT 0 A DKo
10. .?a%if?z‘—léi& (2004) > ¥ Rugr x4 TRk 2 278 3§ fe o5

AR KT SRR L 1546 F -

1. Babakus, E., Yavas, U., Karatepe, O. M., & Avci, T. (2003). The effect of
management commitment to service quality on employees’ Affective and

performance outcomes. Academy of Marketing Science Journal, 31(3), 272-286.

236



P LEEY L

R AL 4 TR IH S LRI O T P AT L — 0 R R 6 8 305 b

(e

10.

11.

12.

13.

14.

1.

Barney, J. & Wright, P. M. (1998). On becoming a strategic partner: The role of
human resources in gaining competitive advantage. Human Resource Management,
37(1), 31-46.

Berry, L.L. & Parasuraman, A. (1991). Marketing service: Competing through
quality. New York: The Free Press.

Bitner, M.J., Bernard H.B. & Mary S.T. (1990). The service encounter: Diagnosing
favorable and unfavorable incidents. Journal of Marketing, 54 (January), 71-84.
Boshoff, C. & Allen, J. (2000). The Influence of selected antecedents on frontline
staff’s perceptions of service recovery performance. International Journal of
Service Industry Management, 11 (1): 63-90.

Bowen, D. E., & Lawler E.E. III. (1995). Empowering service employees. Sloan
Management Review, 36 (Summer), 73-84.

Delery, J.LE. & Doty, D.H. (1996). Theoretical frameworks in strategic human
resource management: Universalistic, contingency and configurational
perspectives. Academy of Management Journa, 39, 802-835.

Forrester, R. (2000). Empowerment: Rejuvenating a potent idea. Academy of
Management Executive, 14 (3), 67-80.

Gronroos, C., (1990). Service management and marketing. Lexington, MA:
Lexington Books

Hart, C. L., Heskett, J.L. & Sasser, W. E. (1990). The profitable art of service
recovery. Harvard Business Review, 68(July/August ), 148-156

Hayes, B. E. (1994). How to mcasure empowerment. Quality Progress , 27
(February), 41-46.

Jenkins, K. J. (1992). Service quality in the skies. Business Quarterly, 57 (2),
13-18.

Johnston, R. (1995). Service failure and recovery: Impact, attributes and process,
advances in services. Marketing and Management Research and Practice, 4,
211-218.

Kanter, R. M. (1993). Men and women of the corporation, New York: Basic
B90ooks.

Keaveney, S. M. (1995). Customer switching behavior in service industries: An

exploratory study. Journal of Marketing, 59 (April), 71-82.

237



a I

BaRE - L= g

R HL A 4 TR IS R LRI O T P BT L — 0 R R B 6 (8 305 b

16.

17.

18.

19.

20.

21.

22.

23.

24.

25.

26.

Kelly, S.W. & Davis, M.A. (1994). Antecedents to customer expectations for
service recovery. Journal of the Academy of Marketing Science, 22(1), 52-61.
Laschinger, H. K. & Shamian, J. (1994). Staff nurses and nurse managers’
perceptions of job related empowerment and managerial self efficacy. Jouranl of
Nursing Administration, 24(10), 30-35.

Lewis S. S. (2001). Service failures and recovery in retail banking: The customers’
perspective. International Journal of Bank Marketing , 19 (1), 37-47.

Miles, R.E. & Snow, C.C. (1984). Designing strategic human resource systems.
Organizational Dynamics, 1, 36-52.

Milgrom, P., & Robert, J. (1995). Complementarities and fit strategy, structure and
organizational change in manufacturing. Journal of Accounting Economics, 19,
179-208.

Parasuraman, A. (1987). Customer-oriented corporate cultures are crucial to
services marketing success. Journal of Services Marketing, 1(1), 39-46.

Spreng, R. A., Harrell, G. D. & Mackoy, R. D. (1995). Service recovery: Impact on
satisfaction and intentions. Journal of Service Marketing, 9(1), 15-23.

Sweetman, K. J. (2001). Employee loyalty around the globe. Sloan Management
Review, 42 (Winter), 16.

Webster, C. (1995). Markting culture and marketing effectiveness in service firms.
Journal of Services Marketing, 9(2), 6-21.

Zajac, E. J., Kraatz, M. S. & Bresser, R. K. F. (2000 ) . Modeling the dynamics of
strategic fit: A normative approach to strategic change. Strategic management
Journal, 21(4), 429-453.

Zeithaml, V. A., Berry, L. L. & Parasuraman. A. (1996). The behavioral
consequences of service quality. Journal of Marketing, 60 (April), 31-46.

Zemke, R. (1994). Service recovery. Executive Excellence. 11(9), 17-18.

238




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


