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Ϛ    

 

Ϛ ṅשׁ    

ɦ1999 ҖӀӖ ɧ╥Ϛ ֯ Ϛ Ӗ ȳ СӖ ц ֫

ᾼ ֥ἤὢ ЀȲẔ ἘỞὑ еԚὢ ᾼɦ Ϛ Ѐὢ ɧȲᴞ ד2004 ҏ

П∟ȲⱢ֫ Ӗ Ө ȳ Л―Ἤ Ӣᾼὄ≤Ȳ ӀӖ ὑ ҖӀ╜Ἀ―

Ӗὢ ᾼ ⇔ȴ ҖӀ╜Ἀׁשṅ ᴕ ỗ ֯ Ӏ Ӏ╜Ӫӫ ᾼ╜

╓ ϯȲ Ở вҵ ₤╜Ἀᾼᾙ ᴩ Ȳᴖ∟ רּ Ӏפּ

╜Ἀ ᾼ 311 ὢ Ȳ ֥ ҖӀӖᾼ ȴⱢױȲ Ӏ цׁשᴕ

ѻỗ ӀἈ ѻ Ȳὑ Ἁד2007 ᴟּר Ḩậפּ 311 ᾼὢ Ȳ

ṳ֯Ό ∟╓ӱׁשᴕ ɦ1999ӀӖ о ɧ Џᵂȴ 

ɦ1999ӀӖ о ɧ ֥Ϡּר פּ 311 ὢ ᴥѿц ҖӀ

ӖеԚὢ ḖȲ Ϛ ɦ̔1999ӀӖ ɧᾼ ос ϯԝᾼӭכ ȸ 

ɎϚɏ ӀӖ ᾼṔ⇔ ֥ӀἈ֢ ὢ ὑ 1999 Ϛ ЀȲ

ⱢӀӖכ1999 ẞԉᴶצ Ӏ╜ Ȳ צ ᾼὢ ȴ 

ɎϡɏẦᵗἬצӀἈᶝ ѿṣ ѹצ ᾼѠᾎ ᴩ ֣ Ȳѿ―

צ ֮ Ӗ Ḗȴ 

ɎϮɏ Ὑо֢ ὢ ᾓ ᴩ ⇔ᾼ ạȲѿ ӀἈ֢

ὢ ȴ 

1999ӀӖ Ḩậ о ғכӀᾼפּ ∟ȲỞὑ ד2008 7ѣ 3ѡ о

ϱ ȲӦὑὢ в ҏ ȲҒϱ ҖӀ╜Ἀ֢ ᾼᴩ Ω ừȲӖ ᾼ

ṿӣ Л сȲяẔῺẃ ҖӀ╜ἈᾨậἭ ֵ Є₤♄ ȲӼ ‚

Ӗ ṿӣ 1999ӀӖ ᾼ Ȳ╥ 1999ӀӖ ᾼ ᴟ ȴ 

ᴖȲױ ɦ МїɧɎcall centerɏ ᵂṏ ᾼ Ȳ ֯ὑὢ ᾼ ẁ

῏ȲӼᵛɦ Ϣ ɧɎtelephone service representative, TSRɏᾼὢ ₇ ȴϚ

Ṇ ᾼ ᵂ╥ᵡכғȳе  і Мїᾼὢ ╥ᵡ ֽ М ẁ ₇

ᾼὢ Ȳ צ ὑ МїṆ ғ ᶙ ᾼᴕ ПҵȲӦ Ϣ ᾼЏᵂɦ

ɧɎcompetenceɏἬ цᾼὢ ₇ ╥Ϛ ᾼ ֪ ɎMcClelland, 1973ɏȴ

Џᵂ Ҡѿ › ᴷȳ › ȳ֯ ѿц ᴕ ч сȲӼҠ

Ϣϩ Џᵂ Ғѿ ȲK֯ ֝ ѿὢ ֣Ɫ ӭ ПеӖ  

МїȲ֯ Ϣ Џᵂ ϱП Ȳ ∂Ɫכ Џᵂ ṳ сὢ ₇

ד П ȴ 
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ϡ ṅשׁ    

ֽӐ Ϛ Ἤ цȲ Мї ᵂПכ ṏ ᾼ Ȳẓצ Єᾼ

и ὑ Ϣ ᾼὢ ₇ ȲӦὑ Ϣ … Ӗ ᾼ Ϛ ᴩ╜Ϣ

Ɏstreet-level bureaucratsɏȲἬѿ Ϣ ПὑӖ ᴖṕȲ⁄דצ ᾼ ⇔ ╗

ϠҔ╗ 1999 Мїȳ ҖӀ╜Ἀ֢ᶝ Ȳꜙᴟ╥ ҖӀӀ ȴ֪ױ

Ӗ ὑ Ϣ ὢ ⇔ȲἏἏ―╥ ҖӀ╜Ἀԓ ᾼ᷾ Ȳ

Ȳױ Ϣ  Ӵ ᾼὢ ᶮ ᶙ ᾼὢ ₇ ȷᴖ֯ Ϣ

ὢ ₇ ᵡ сПѠ Ȳ Ϣ ᾼЏᵂ Ḇ Мד П ȴ 

ὑ ᾼ ȲLedfordɎ1995ɏ Ɫ ╥ ϢҠ ᾼ ȲҔ╗Ҡ

Ӣ Ἤẓ ᾼ῀ ȳᶾҾцᴩⱢȴᴖ Byham & MoyerɎ1996ɏ Ɫ ╥

Ϛй Џᵂצ ᾼᴩⱢȳ ῀ ᾼ ȴҠиⱢᴩⱢ ȳ῀

ȴḈ ᵳɎ1997ɏ⁄ Ɫ ╥Ϣ ֯Џᵂ ἬӇ ẓ ᾼв֯ ϩἨ Ȳ

ṷИ ѿЛ֝ᾼᴩⱢἨѠהῶ ֯Џᵂ ֥МȴһӼ╓█Ѡ ᾼ῀ ᶾ

Ȳ ṷ῀ ᶾ ὑ Ӣ ἤכὨצḟứἤᾼ ϩȴCatanoɎ1998ɏ

Ɫ ╥ צ֯ ғЏᵂכ ᾼ ἤȲ ṷ ᾼ ἤҠ Ȳ

ṳҠ Ӧ ẃḂ ȴParryɎ1998ɏ Ɫ ╥ϚṆԝ Ϛ ϢЏᵂ

ѻ иᾼצ ῀ ȳ ⇔ếᶾҾȲ ЏᵂМᾼ ד ȲҠ █ Ғѿ

ȲѹҠ Ӧ ế Ғѿ сȴ 

ṅשׁ֯╝╥ Ѡ ȲӐׁשṅϞѿ 1999 Ϣ Ɫׁשṅ Ȳ ṅϯԝ

в ȸ 

1ȳ 1999 Ϣ Џᵂ ὢ ₇ сП ἤȲṳѩ еȳӖ

Мї֯ Ϣ Џᵂ כ ṎП ȴ 

2ȳ∂ 1999 Ϣ Џᵂ ᾼ ᴷ ц ᴷЏẓȴ 

3ȳ 1999 Ϣ ᴩЏᵂ П ϩ ᴷȴ 

4ȳ ҏḂ 1999 Ϣ Џᵂ ὢ ₇ Пẓ ∂ ȴ 
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Ϯ  ṅӭᾼשׁ  

Ӑׁשṅ ∂ МїЏᵂ ὢ ₇ ᾼ╓ ц ᴷѠᾎȲṳ

ɦ1999 МїɧПɦ1999 ҖӀӖ Мїᾼ Ϣ ɧɎѿϯ

1999 Ϣ ɏ ᴩׁשṅȲ Ϣ ᴩЏᵂ ὢ ₇ ᾼ Ẫ

▲Ȳɪ Ϣ Џᵂ ὢ ₇ П ᾼϠ Ȳ ὑɦ1999 Ӏ

Ӗ ɧ ҏד ∂ṕȲѿẁҖӀἈ ȳ Ӕד Ѡ П ᴕȲױҵӐׁשṅӼ

оẔЏᵂ Ȳ с ὢ ₇ Ȳ СḂ ѩ ȴ 

    Ӑׁשṅ  ṅӭᾼȸשϯԝׁכ

1ȳѩ еȳӖ Мї֯ Ϣ Џᵂ כ ṎП ȲѿᵂⱢ

сὢ ₇ ẓ ᾎПṼ ȴ 

2ȳ∂Ӵᶙ ПЏᵂ ᴷ ц ᴷЏẓȲѿᵂⱢ Ϣ Ἠ

ᴷ Ϣ ПЏẓȴ 

3ȳᶙכ צ 1999 Ϣ Џᵂ П ϩ ᴷȴ 

4ȳ ҏẓ ҠᴩḂ 1999 Ϣ Џᵂ П∂ Ȳѿ сὢ ₇ ṳ

ẁ П ᴕȴ 
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ϡ   ѝ  

 

Ϛ   Мї 

Ϛȳứ  

ɦ ⅎљὢ Мїɧ ứ ⱢϚ ᾼ֮ Ȳв ∂ Ϛ ἨϚ

ὢ ᾼⅎὢ ȲẔẓװ ᵂѠה╥ӦϚ ắ   ᾼὢ Ϣ Ȳ

֥ȳ ᴞ и Ȳѿ ӣ  Ɫ ứᾼ ᵑ ὢ ἤ

Ϛ ṣ ȳ צ ц― ᾼ ẃ ҏ ᾼ Ȳѻ ӭᾼ╥ ⅎὢ

ȳ ᴩ ȳᶾ ќ Ἠ╥Ẕ҃ᾼ ♄ Ȳ צ ὢ ȳ ếҵ

ғ ҵȲỮצ ȳ І ԈȳФ ה ӻ ȳ ғ ɎDawson, 

2001ȷ Ȳ2000ȷ ӖȲ2001ȷḈὙ ȳ „ Ȳ2003ɏȲ Ɫ М

їȲӼצ ⱢⅎὢМїȴ 

 

ϡȳ  

ϡϫѷּנ ҅ד70 Ȳ ‒ Ɏ еҨȳ ɏ   Ɏ ᴩȳ

‒ӣқ ȳ ẪἨ‒  еҨȳ’ ɏ Ӗ ԍ Ở Мї

ӣὑеҨⅎљὢ ɎүҖӀ╜ἈȲ2008ȷ Ȳ2001ɏȲֽ ‒ ᾼⅎ

љὢ ȳ ȳ ȳ╟Џ♆ЏȲѿц  ᾼⅎљ  ȳ ᴩ ȳ

ȳן … ȳ’ ȳ ϯ ӭȴ ∟Ȳ ᶾדּ ȳ ȳ

Ϸ ҒϤȲ֢ Ṽ Ẕ ἤ ḖȲ ẁЛ֝ᾼὢ Ȳֽ

ᶾדּ ế ᾼᶾ ќ ȳ ⅎ ≤ȷ ᾼ ȳ▲ ȳ ὢ Ȳ

ѿц ᾼ ᴯȳ Ṟȳṭ ȳᶶ ▲ ɎὭ Ȳ2000ȸ5ɏȴ

ᶧẃכȲӭ›Бҏ Ϡ 3҅ᾼ МїȲ ҳ҅⁄╓ѡҠ∕ɎGraham, 1998ȷ

‒ᶛȲ2000ɏȸ 

1ȳ Ϛ҅ Мїȸ ⅎљᾼ …∂Ӵὑԍ ☼ ϱȲױ ⅎὢϢ Ҭ

█Ϛ ₇Ἠὢ ӭ ȴ 

2ȳ ϡ҅ Мїȸ Ӧ Ṇ ᾼẦᵗȲṿ ḕᴯⅎὢϢ Ꞌ ֢

ᾓᾼⅎљẃ ȴ 

3ȳ Ϯ҅ МїȸẔ ᴥ╥Ҡѿṿⅎљᾼ֢ ẃ ֢֯ Л֝ ᴯ

ᾼὢ МїП Ȳ ϫиᶙ ѹᶙ ᾼ ȴ 
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4ȳ ҳ҅ МїȸҠѿ ֥₤ ᾼ ѠהȲ ὢ Ϣ ᾼ

Џᵂ֮ ṳЛϚứ  ὑ█ ứ֮ѠȲѹⅎљϷ Ϥ Мї

ὢ ṆМȴ 

 

ᴟὑ Мї֯ᶺ ᾼ ᶮȲЄ ϱиⱢ5 ᵑɎỂ ӂȲ2000ɏȸ 

1ȳ ῏ὢ  

ⅎљנ ὢ Мїᾼ ᶮ╥Ϛṷ ἤ ₇еҨȲẂֽ♃ ȳ ₇ȳ

ӣ₇ ȴⱢϠ ⅎљФ Пὢ ᶮ Ȳ ẁᵍ ὢ Ȳ П

Ɫɦ ῏ὢ ɧȴӭᾼ╥ ẁⅎљὄ≤ц∂ ȲᵀỮӑכӴϚ  

ᾼ ᴯȲϚ ỞҬ╥ ὑе  Ἠᴩ  ПϯᾼϚ ᴯȲ

ὢ ὑӔ ϱϯ Пвȴ 

2ȳ ῈеҨ ᴯ  

ⱢЄ₤ᾼ МїỞὑ ῈеҨП ᴯ ᴯȲ Мїᾼ в

Ɏѿ ᴯⱢѻȲ юⅎљὄ≤ ɏȳ☼ ỆứɎ▲ѡ Ÿװ ⅎљ

ở֤Ÿ Ϣ Ÿ ᴯ҅ ɏȲT ╥ὢ Ь ὑӔ ϱ Пвȴ 

3ȳ  ȳ‒ӣқ  

╜ἈὍ   ᾼ ӴȲ  ȳ‒ӣқȳ’ ȳ ẙ ῏ ҏ ȴ

֯ ᾼ ᾨϯȲⅎљὢ ἘצϠḆ ϚḔᾼ ȲяẔѿ‒ӣқ Ɫ ȴЄ

₤24Њ ᾼ МїϞӔה ӢȲṳѹѿὢ ⅎљⱢẔ ѻ Ḗȴ 

4ȳ ‒ ῏ 

Ӗ ᾼᴩ Ṇ ȳ24ЊװӴП∟Ȳ300~500Ϣכ῏ ᴩᾼЄ

МїȲ Мї ẞϠ ȴ ‒ ῏ Мї ᾼ Ϣ

Ἤ ᾼ ῀ ֵȲ ȳњ ғ ȳ‚ в ȳ Өᵫȳⅎљ

ϱḆḂȳҒ ὢ ɎẂֽᴩ ȳWAPȳ ‒ ɏȲѿцϚ ⅎљὄ

≤Ө ȴӦὑ ῀ ᾼ ╥Ẕ҃ ἬЛцȲ֪ױ ‒ Ϣ ᾼ

ἏἏ   3 ᴟ1 ѣȲἬѿϢИ ᾼכӐ ȴ 

5ȳ ὢ Мї Ṇ ᾼ ц ֥Ṇ П ӣ 

Ӧנ Ҭ ẁ1 ⅎљ Ȳẞ080g ὢ Ȳԛẞɦᴞ и Ṇ

ɧɎautomatic call distribution, ACDɏȳᴞ ▲ Ṇ Ɏinteractive voice 

response, IVRɏȲѿᴟ Ԓ ᾼɦ ֥Ṇ ɧɎcomputer telephony 

integration, CTIɏȲᶺ ᾼ МїϷ ỞӦנ Ἤ ɦ ῏ὢ ɧȲṛ

֣ѷꜜԒ ᾼ ֥Ṇ ȴ 

 

Ϯȳ ₤ 
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ReedɎ1999ɏ ⱢȲ МїҠṼ Л֝ᾼ ᵂȳ ц☼ иⱢɦ’ׂ₤ɧ

cube farm ȳכӐМї₤ cost center ȳ Мї₤ contact centerȳ ⅎ

Мї₤ customer centerȳ …Мї₤ relationship center 5 Л֝ᾼ ₤Ȳ

֢ ₤ᾼ ӣȳ ѠהȳѝоѿцҠ ẞᾼ ֽῶ 2-1Ἤӱȸ 

ῶ2-1  Мїᾼ5 ₤ 

     

 

 

 

 

1̡  

2̡  

3̡  

4̡  

 

̢ ̢ 

̢ 

 

 

 

 

 

1̡  

2̡  

3̡  

4̡  

 

̡

̢ 

̢ 

̢

̢ 

 

 

 

 

 

1̡

 

2̡

̡

̢ 

̢ 

̢ 

̡

̢ 

 

 

 

 

̢ 
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̢ 

̢ 

 ̢ 

 

 

 

 

 

̢ 

̢ 

̢ 

 

̢ 

ẃ ȸReed, 1999ȴ 

 

ҳȳғ  

ѷἔɎ2003ɏṼ ᾼɦ ɧɎinboundɏ ɦҵ ɧɎoutboundɏȳ

ὢ Ɫ Ȳ иҏֽῶ2-2ᾼ4 Мїᾼ ғ Ɏ ᴟ Ȳ2003ȸ

9-10ɏȸ 

1ȳ ὢ Ɏinbound serviceɏ 

ὢ ᾼ Ȳ╥ӭ› Єֵ Мї ᶙ ᾼ ї Ȳ╥

נ ᾼғ ȴ ‒ȳ ᴩȳ’ Єצ ⅎ ᾼ Ȳ ∂ Ἠ

ҵҔѿ ὢ Ɫ ᾼ МїȲ ѿὢ ẔЄ ᾼ ⅎ ȴ 

2ȳҵ ὢ Ɏoutbound serviceɏ 

֪Ɫ ⅎ ֣ᾼᾼӀ ☼ϯȲ ∕ ⅎẃ ᾼὢ Б ᾎᶙԓ

Ṝ ⅎᾼ ḖȲὑ╥ Мї ӢϠϚ ᾼғ Ȳѻ ҏ ⅎ ᴩ

ᾼᴩⱢȲכⱢ ᾼὢ ἘȴϷӦὑ╥ ᾼғ ȳ ᾼ ἘȲ֯ ϱẔЏᵂ

− Ὑ ᾼ иҏẃȲẔЏᵂи ֯ ὢ ѿцҵ Ẓ

вȴ 

3ȳ Ɏinbound salesɏ 

Мї ֥Ẕ ᾼᴩ ♄ Ȳ∂ ὢ ⅎȲṿ ⅎҠ ᾿

Ϥ ᶙכẔἬ ᾼӻὔȲֽ ᾬἨ῏ ȴ ЛᵀҠѿӻ

ὔȲḆҠѿ᾿ ᷂ ⅎ ֫ ẞᴩ  ȴ֯ ϱȲױ ᾼЏᵂЄֵ

ὢ ᾼ Ϣ Ϛ Ҕ ȲЬӑצὙ ᾼ ╓ ȴ 

4ȳҵ Ɏoutbound salesɏ 
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ѿ ҵ ᴩ Ȳ╥Ϛ ѩ Ẕ҃ғ ḆⱢѻ ᾼғ ȲяẔ

МїҠѿ ֥ⅎљẃἏᾼ ȲЄ ὡϠᴩ ♄ ᾼ ⇔ȳ ⇔ế

⇔ȴᵀ╥ ᴩ ғ ȲӇ ᴕ ẞ ⅎ ắȲЛ ⅎ ắẞӦὑ

Ϣ Ȳᴖ ᴩ ȲЛ чᴖ Ӣч Ὠȴ 

 

ῶ2-2  Мїᾼғ  

 

 

  

   

   

ẃ ȸ ѷἔȲ2003ȴ 

 

Хȳ  

SerchukɎ1997ɏ Ɫ Мїᾼ ֯ὑⱢԍ ẁḆֵ ⅎ

ᾼ Ȳ╥ ᾨ ȳ ẁ ᾼ ᴯȴHoltɎ1998ɏ Ɫ Мї

ᵅ Ӑȳכ ẞ ⅎἔ ⇔ȳᶶ ч ц ḟ Ȳ֝ צ ֥ԍ

ⅎᾼɦ› ɧɎfront officeɏ ɦ∟ ɧɎback officeɏɎ ᴟ Ȳ2003ȸ

7ɏȴBradshawɎ1999ɏ⁄ Ɫ Мї ϚҠѿ ⅎљ᾿ ȲҠ ч

Ӏ ᾭᾓ ῏ Ȳѿ ṳ ’ⅎљ ⇔ȷ ϡҠ Ϣ ⅎљᾼФ

Ȳ ὔ ⅎљ ḖṳҠӴᵛ᾿ ֫ ȷ Ϯ ṿ ӴכӐὗ Ȳ Ẕ

Ϛӎ ȲἏἏצᵗὑԍ ᾨȲ֪ᴖכӐМї Ἐ ɦᵓכ Мїɧ

Ɏprofit centerɏȴ 

֥ȳ ᴞ и ᶾ ∂ ᶾᾼדּ ḔȲ

МїҠ ḕϚװ ⅎљᾼ Ȳצ ⅎљ Ȳṳ Ӧ ᾼиέȲ

ὑ ᾼⅎљȲ ╟ Ϣоᾼὢ ѿ сẔἔ ⇔Ȳԛ ѻ ᾼҵ ᴩὢ

Ȳ ᴖⱢԍ ᵓ ȴῺדẃȲяẔ╥ ế Ѡהᾼ Ễἤ

Ḇṿ МїЛ Ȳ ȳ І Ԉế Ȳ ẁ

ⅎљֵ ὢ ȲⱢⅎљ ẁԓѠ ȳᴯ Ϣоᾼὢ ế Ȳצ ᾼ ḟ Ȳ

ⅎљᾼ ⇔Ȳṿԍ ѿ֯ѡ ᾼӀ ᾨМӴὑЛ П֮ɎḈὙ

ȳ „ Ȳ2003ȷѵ ὧȲ2008ȸ3ɏȴ֪ױȲ ҅ Мїᾼ Ἐ╥ ӣɦ

֥ɧɎcomputer telephony integration, CTIɏПᶾ Ȳ ⅎљᾼ ȳ

ᾼ цⅎὢϢ ᶙ ѹᶙּרᾼ Ȳ֥ѿ ẁⅎљᶶ ѹ ₇ Пὢ

Ȳṳ ᴩѻ ȳצ ȳ Пɦ ᴩ ɧɎtelemarketingɏȴ Мїӭ›

Б ᾛᾼ ᵂὑ ‒ȳ  ȳ Ὲ ὢ Ȳ╥ ҅ԍ ѿ ὡὢ ₇ ȳ

ἷӀ ȳ ὡ ᾨϩᾼ ᵓ ɎМ ‒еҨ Ȳ2001ɏȴ 
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гȳ֯ᶺ Ӗ  ᾼ ӣȸѿМ ‒еҨᾼ 123ⅎљὢ МїⱢ҅ῶ 

М ‒еҨᾼ Мї Ɫɦ123ⅎљὢ МїɧȴⱢ―ὑⅎљѿ

▲ ц ֢ ‒ Ȳ еҨᴞ ד1992 ᵛ ӣɦФ ה ֫ ɧ

Ɏintegrated voice response, IVRɏПᶾ Ȳ Ӧ֢ ᴯ∂ ֢ᵑП ὢ

Ṇ Ɏ Ṇ ɏȲ ֥֢ 080ᵍҀ ὢ ẁὢ Ȳṳὑ ד1997 4

ѣ ӣ Ϛὢ ɦ123ɧȲ ẁⅎљѠ―Пὢ ɎМ ‒еҨ Ȳ

2001ɏȴ 

ὑ ȳⅎљ ֵȳ ЄȲҒϱ צ Ṇ П Њȳғ

ю ֪ Ȳ ᾎ ṜⅎљɦϚ ȳԓ ὢ ɧᾼὢ ḖȲ֪ױМ ‒

еҨᴞ ד1998 7ѣ ― Ở ᴩ Ϛ҅ɦ МїɧП ∂ Ȳ Ϛ

ɦ Мїɧӱ Ɏ М ɏὑ ד2000 4ѣӔהϱ ᵂȲכὨ

ṏֻȲ  иеҨП  Мїὑ ד2000 12ѣ ӣ ᵂȷ

МїӼὑ ד2001 3ѣ ӣȴ Ϛ҅ᾼ МїⱢѠ―ⅎљ Ȳԓ

ṿӣᵍҀ ὢ ɦ123ɧȲӼᵛⅎљ֯ԓ ֢֮Ҭ ɦ123ɧȲ―᾿ М

‒еҨᾼ Мїȴ֪Ɫṿӣɦ123ɧ ȲМ ‒еҨᾼ

Мїứ֤Ɫɦ123ⅎљὢ МїɧɎМ ‒еҨ Ȳ2001ɏȴ 

Ϛ᾿Ἃ∟ױ ᴟ ȲМד2007 ‒еҨᾼ 123ⅎљὢ Мї…и ҖȳМȳ

 3 иеҨȸҖ иеҨ ɦצ ɧȳɦ‒ ɧȳɦϮ ɧȳɦ ɧ4

МїȲὢ Ҕ╗ ҖҖ ȳ Җὧ ȳ Җ ȳ Җᴫ ȳѝЍȳ

ЂὭȳ ếȳὰ ȳ ȳ ȳМ ȳ ᴎȳừ ȳῧ Ɏ14 ɏȷ

М иеҨ Мї֯ 3 М כᶙנ ֥цϢϩỗ ҵҔȲὢ Ҕ

╗Җ Мȳ Мȳ ȳ ȳ оȳ᷾ȳ ὭɎ7 ɏȷ ие

Ҩ Мї֯ 3 М ∟ᶙכ ֥цϢϩỗ ҵҔȲὢ Ҕ╗ ȳ

ȳ ȳ Ѝȳ⅜ὧȳ ὧɎ6 ɏɎ ֽȲ2006ȸ24ɏȴ 

ӦὑМ ‒еҨᾼ 123ⅎљὢ Мї ӣנȳ ạᶙ ỂἋѹ ᵂ

ầ Ȳ╝ Ӑׁשṅ ứⱢ ɦ1999 ҖӀӖ ɧ МїדФѩ Ẕ

Ϣ Џᵂ כ Ṏ ἤᾼӖ  ȴ 

ɎϚɏӭ ▐  

М ‒еҨ 123ⅎљὢ Мїᾼӭ ᵛ╥ɦ ֥ ȳ Ṇ ѿц

ṃϢ ȲᶙכῈМ Ϛ үȲ ẁⅎљϚ ȳ Ṷ OKПὢ ɧȲẔѻ в

ֽϯɎМ ‒еҨ Ȳ2001ɏȸ 

1ȳὢ ȸ еҨἬצᴰ׃ⅎљȳԍ ⅎљȳ ⅎљȳ ֯ⅎљѿц

ῂ Є Ȳ ╥ 123ⅎљὢ Мїὢ ᾼ ȴ 
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2ȳὢ ȸ ѻ ѿ 123ᵍҀ ПҵȲṳ ֥ ȳ ȳ

І Ԉ ֵ ȴ 

3ȳ ȸ еҨỆứ ȳᴩ ȳẻҪ ȳHiNetȳADSLȳ

ц ԓ ȴ 

4ȳὢ ғ ȸ ẁ еҨἬצ П ⁸ ȳ ắ ȳ ȳ

Өᵫȳⅎљ ц ᴩ ғ ȴ 

5ȳ Ṇ ȸ МїӇ ֢ П ȳ ȳ ֵ ɦ∟

Ṇ ɧɎlegacy systemsɏ ȴ 

 

М ‒еҨ 123ⅎљὢ Мїᾼӭ ▐ ֽ 2-1Ἤӱȴ 

 

 

2-1  М ‒еҨ 123ⅎљὢ Мїᾼӭ ▐   

ẃ ȸМ ‒еҨȲ2010ȴ 

 

ɎϡɏṆ ▐  

М ‒еҨ 123ⅎљὢ МїṆ ᾼѻ Ҕᵶȸ ӣᴞ ӻ

Ɏprivate automatic branch exchange, PABXɏȳФ ה Ṇ Ɏinteractive 

voice response, IVRɏȳ ᴯ Ṇ Ɏdigital recorder system, DRSɏȳ

֥ᴻὢ Ɏcomputer telephony integration server, CTI Serverɏȳ ӣᴻὢ

Ɏapplication server, AP Serverɏȳ ᴻὢ Ɏdata base server, DB Serverɏȳ

ᴻὢ Ɏfax serverɏцɦ ɧɎdialerɏ Ȳ ṷ ֝Ẕ҃

‒ ȳṆ Џᵂ ȳⅎὢЏᵂ ȳ ᴯ ѿц∟ Ṇ

ֽכ 2-2ἬӱПṆ ▐ ɎМ ‒еҨ Ȳ2001ɏȴ 

 



11 
 

 
2-2 М ‒еҨ 123ⅎљὢ МїᾼṆ ▐  

ẃ ȸМ ‒еҨ Ȳ2001ȴ 

 

Ϡϱ П ПҵȲ ᾼ╥ѿ Ἤצ ֥

ẃ ᵂȲМ ‒еҨ Мїᾼ ӣ ╥Ӧ еҨᾼ שṅἬᴞᴩׁשׁ‒ Ȳ

Ɫɦ Мї ӣṆ ɧɎcall center application system, CASɏȲᶙԓѿи

аԈה ₤▐ ὑ еҨᾼ MTS ɎMicrosoft transaction serverɏвПֵ ▐ה

Ȳẓצ ἤЄȳ ҉ἤ ὔ ᵂ ɎМ ‒еҨ Ȳ2001ɏȴ 

ɎϮɏғ / ᴥ 

М ‒еҨ 123ⅎљὢ Мїᾼғ / ᴥⱢɎМ ‒еҨȲ2010ɏȸ 

1ȳ Ϛⅎљὢ Ѐȸⅎљצԉᴶ ȳὄ≤ȳ Өᵫ Ҡ Ӧ

Ϛ ẞὢ ȴ 

2ȳ Ϣ Ϛ Ѐȸԍ Ϣ Л ▲ Ἤדצ в Ṇ ᾼ

Ȳẃὢ ⅎљȲ֝ ẁ ȲѠ―ⅎὢϢ ⅎљᴩ ₇

ὢ ȴ 

3ȳ ц ғ ȸᴕ цЛМ ὢ П ḖȲ ẓצ

цṆ ғ ȴ 

3ȳ ֥ ᵂ Ḗȸ Л ╥ ֣ ֥Ȳ֝ Ϸ ֣ ֥П

ᵂ Ḗȴ 

4ȳ ᴞ ц іȸ ᴞᶺὢ Ἠ Ϥ› Ȳѿ―и

ᴟ ᾼⅎὢ ἨϢ ȴ 
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5ȳԓ ғ ȸѿ― ═ⅎљὢ ₇ цᵂⱢᾨ ПṼ ȴ 

6ȳᴞ / ғ ȸ ẁѝԈ֫ ц ѝԈןậ цᴞ ғ

Ȳѿ ὡѻ ᴩ П ȴ 

7ȳⅎ оὢ ȸ ẁ ֥ⅎљ Ḗᾼⅎ оὢ ȴ 

Ɏҳɏ  

М ‒еҨ 123ⅎљὢ МїП∂ ⱢɎМ ‒еҨ Ȳ

2001ɏȸ 

1ȳ ֥ȸ ӣ CTI ᶙ П ֥ȲҠ ᴩ ₤

П и ȲṳҠ ᵑⅎљП Ȳ̓ ⅎљП ӱὑ ϱɎScreen 

pop-upɏȴ 

2ȳῈМ Ϛ үȸ ɦ123ɧὢ ῈМכ Ϛ үȲⅎљҬ ɦ123ɧ

―Ҡѿ ԓ ᾼὢ ȴ 

3ȳϢἤоὢ ȸѿϢ ⱢѻȲ Ɫ ȲⅎљҠѿ᾿ Ϣ

Ȳ Ԝᵐᾼ ȴ 

4ȳѻ ὢ ȸо ⅎљ Ɫѻ Пҵ ὢ ᴩ ȴ 

5ȳ ᵅכӐȸӑẃ Є ᾼ Мїᵂ Ȳ ᵅ үᾼᵂ

ȲҠ юⅎљẃἇП   ȲṳҠ ᵂ ц ᵅ  Ӑȴכ

ɎХɏϢϩ  

МїӐ ϱ ╥ ⅎљᵂϢἤоὢ Ȳ֪ױМ ‒еҨ 123ⅎљὢ

Мїᾼ Ϣ ᵂ╥ Мї ᾼ ȴ Ѡ ȳἵ ȳ

ȳԉӣȳ ᵂȳᴕ ȳ ḕϚ ד╥ Ȳ в ֽϯɎМ

‒еҨ Ȳ2001ɏȸ 

1ȳϢϩ ȸ֯ Мїכ П› Ӈ ᴩϢϩ П Ȳᵛ Ϣϩ

ẃ ẞᴕ ֢ ᶙ П ѿ― ᴩȴ 

2ȳϢ ң ȸṼ Ἤ Ϣ ПЏᵂв ԈȲ еҨв ȳҵ ἵ

ȳ иЏ ἨϢϩỗҵ ϢϩПẃ ḖИȴӭ›М ‒еҨ Ϣ ᾼϢϩ

ẃ ⱢɎ  ṆȲ2002ȸ42ɏȸ 

Ɏ1ɏҵҔϢϩȸṼ ḖцϢϩ ᵂ ᶮȲ ҵҔеҨ ứ€ּפц ӣ

ҵҔϢ ȴ 

Ɏ2ɏӔהϢ ȸ ⅎὢϢϩцӦẔ҃צ ᴯἬӂᴩ ПϢϩȴ 

Ɏ3ɏ Ϣ ȸṼ ḖцϢϩ ᵂ ᶮȲ ֢иеҨ Ӵἵ פּ

Ϣ ȴ 

3ȳ ȸ Ϣ ắ Ӑᾼὢ Ἐȳ ȳ ȳ

ᵂ ᴩ Ȳ ѻ ⁄ Ḇ Ϥ   П ȴ 
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4ȳ ԉӣȸЄ₤ МїϢ ֵ ᴍϢȲ ᴩṏֻᾼ ▐ ȳᵂ

☼ ȳЏᵂиЏ Ϣ ԉӣȴ 

5ȳ ᵂ ȸ ứ ạ⇔ȳ ᵂ☼ ȳЏᵂῶ ȳ ῶ Ϣ П

ц Ȳṳ ᵂ оȴ 

6ȳᴕ ᴷȸ ứ ⁄ ᾎȲ Ϣ ᴩɦ ɧ ɦ ɧ

ṳ Пᴕ Ȳ Ɫ ₇ ПṼ ȴ 

7ȳ ȸ Ϣ ᾼЏᵂ ἤ╥ ἤ ȳ ϩЄȳ░ Ȳ֪ױ

Ӈ ᴩצ П ȳ ȳ ᾎ ♄ ȴ 

Ɏгɏ Ϣ ᾼὢ ₇  

֯ὢ ₇ Ѡ ȲМ ‒еҨ Ϣ ᾼὢ ₇ ᴷҠиⱢ

ȳ Ϣ цὢ ᶾҾȳⅎљὢ ⇔ц ⇔ ▲ Ȳ

ֽϯɎ  ṆȲ2002ȸ42ɏȸ 

1ȳ  

ᴞⅎљ ⅎὢ Ӧ IVR Ф ☼ ᴟ Ϣ ⱢѦȲ

Ṇ П ⇔иᵑ ứὢ Ѭ ȴ 

2ȳ Ϣ цὢ ᶾҾ 

Ϣ ὢ ₇ ᴕ ӭиᵑṼЏᵂ₇ ȳЏᵂ ȳὢ ₇ ц

῀ 4 ӭȲ СЛ֝ ᴷцᴕ ȴ 

3ȳⅎљὢ ⇔ 

ⅎљὢ ⇔Ṽỗҵⅎљὢ ⇔▲ еҨцв ᴩ ▲ Ṇ Ἤ

▲П ⇔и Ṽ иᵑ ѩ֢ МїП ὢ ₇ ȴ 

4ȳⅎљὢ ⇔ ▲ 

ԓеҨד⇔ ⇔▲ Ҕᵶὢ ȳ Ϣ ȳ цӨ ȴ

в ᴩ ▲ Ṇ ▲ ӭҔᵶὢ ȳ Ϣ ȳὢ Ѡהȳ

ӭȴ 

 

ϝȳ֯ᶺ еԚ  ᾼ ӣ 

ɎϚɏ ҖӀ╜Ἀ 

МҶ╜Ἀᾼ ỗ ’ᶝ ὑ ἤ Ȳ Ӗ ᾼ ȳФ Ɫ Ȳ

╝ Ԓὑ ⅎὢ֯∟ד2000 ạМ ϤӖ ԍ ᾼ МїȲѿ ⱢӖὢ ᾼ

ȴҫϚѠ Ȳ ֮Ѡ╜ἈᴖṕȲ Мї╥֮Ѡ╜Ἀ ӀӖ Ȳ

Ӧ МїӀӖẃ ᾼиέ Ȳ֮Ѡ╜ἈҠѿ ṷὢ ╥ӀӖ ȳ

Ϸ ᾼὢ ӀӖᾼ ḖȲϷҠ ӀӖ ὑӀ╜ὢ ᾼ ắȳ ╟╜

₇ ȲṳҠᵂⱢӀ╜ ȳӀ╜ ᾼ ᴕ ɎFleming, 2008ɏȷ֝ Ȳ
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МїϷ╥∂Ӵ֮Ѡ╜Ἀ ӀӖ …ᾼ Ȳ ὑӀӖ Ḗᾼц ч Ȳ

Ҡ сӀӖ ⇔Ɏ ȳҿ Ȳ2010ȸ38ɏȴ 

     ϵѿẃȲӖ ὑ╜Ἀ―Ӗὢ Єᾼὄ≤Ȳֵẃᴞὢ Ӣᾼ ֣

ЛṜцὢ Л ẒЄ ȴ ẒЄ ἏἏ ӀἈὢכ ᾼж ȳЛ

Ϛ Ὲ ὢ ᾼ ȲἬ ж ╓ ᴩ█Ϛ ὢ Ȳ

еԚכ ᾼ ᾓȲẂֽ֢ ―Ӗὢ 0800 ȲЛ ὢכ

ȲϷ ϠӖ ὑ―Ӗ ғ ᾼ ῀ȷἬ ЛϚ ╓ ὑ

█Ϛ ὢ ֪ ѽϚ ἤᾼ Ȳᴖ Ӗכ ╜Ἀ ᴩϩ П ᾓȲẂ

ֽ ᵾ♂ Ȳ֪ и ὑ Џ ȳ еἬȳᴞẃѬ Ȳ ᵾ

♂ᾼ Л֝ᴖі Ӗ≤ȷῈ ╓█ṷеԚὢ Л֯ ᾼиЏצ П

вȲѿ ḥצ ѻ ȲẂֽӀ Ѭ Ȳ Ѭғ ҷ

ἨᴆѬ ҏȲ᷄Лẞ ᴯᾼ ᾓȴ 

    Ɫ ḟӖ › Ӣᾼὄ≤Ȳ ӀӖ ὑӀἈ―Ӗὢ ᾼ ⇔ȴ

֯ Ӏ Ӏ╜Ӫӫ ᾼ╜ ╓ ϯȲ вҵ ₤╜Ἀᾼᾙ

Ȳ רּ Ӏ╜Ἀפּ ᾼ 311 ὢ Ȳ ֥ ҖӀӖᾼ ȴⱢױȲ

Ӏ цׁשᴕ ѻỗ ӀἈ ѻ Ȳ ֮֯ Ἁד96 ᴟּר Ḩậפּ 311

ᾼὢ Ȳṳ֯Ό ∟ ᵛ╓ӱӐ ɦ1999ӀӖ о ɧ

ЏᵂɎ ҖӀ╜ἈȲ2010ɏȴ 

үҖӀᴞ ד2003 9ѣ שׁ ӀἈ МїПҠᴩἤѠ Ȳ2004ד Ở

∂ ᶙ ᾼӀ╜ ὢ МїȲ2005ד 1ѣ 25ѡӔה ӣ ɦ1999

ҖӀӖ ɧȲѿ 1999ᵂⱢ―Ӗὢ ҅ῶ ȲѠ―Ӗ ц

ӉȲԚ 1999 Ϣ װ 31 Ȳḕѣ צ 5 Ȳ Ὼ 10,000

Ӏ╜ ȷҫⱢ ẁӀӖḆ ї ― ᾼὢ Ȳṳ ϚḔϠ ӀӖᾼӀ╜

ḖȲүҖӀ╜Ἀ ᴕּר Ӏ╜Ἀפּ 311 ᾼ Ȳὑ ד2008 7ѣ 3ѡ

Ӕה ӣс о∟ᾼ 1999ӀӖ Ȳ Ԓ 31 1999 Ϣ Єװ

сᴟ 88 ҵȲ оϠ ╜ᾼӀצ ȳ Ө Ɏ∂ ɏ ὢ Ȳҫ

ẆἬ ֢ ᴩ ᵂᾼ 16 0800ᵍҀ 2  0800 Ȳ

֥ Ӗ Ӣ♄ ד ᾼ♆Џ Ԉᾼắ ц☼ ὢ Ȳᴟ ד99 6ѣ 30ѡ

ѦȲ Бὢ 375 2,994 Ȳắ 22 2,264ԈӨ Ԉ 40 9,442

Ԉ♆Џ ԈȲӂᶁḕѣὢ 15 6,375 Ȳắ 9,261ԈӨ Ԉ 1

7,060Ԉ♆Џ ԈɎ ҖӀ╜ἈȲ2008ɏȲӭ›Б ҉ғ ȳ Ғ Ȳắװ

֢ ȳӨ Ȳṳѹ 24 Њ ᶁ ȳүȳⅎȳ ȳѡ Ϣ Ȳϱ

Ϸ ẁ  ȳ ὢ ȲṿӖ Ӧ Ḇ―ᵓц ֥ἤПӀ╜

ὢ ȴȴ 
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1999ӀӖ ẓ ᾼὢ в иⱢҳЄ ȸ  

1. ȸᵛ ẁӀ╜ὢ ȷӦ Ϣ ẁ ᾼӀ╜ ц

ὢ ȴ֢ᶝ ∂Ӵ FAQ Ȳ ẁ Мї֫ Ӗ ȴ  

2. ȸᵛⱢ ӀӖẃ ᴟ֢ᶝ ȷӦ Ϣ Ṽ ӀӖ ḖἨ֪ӀӖ

цᶝ ᵒ ῏Ȳ ᶝ Ἥ Ϣ ֫ ȴ  

3. Ϛ Ԉȸᵛ ắӖ ȳӨ ȷắ Ӗ Ө ȳ ȲṳԝϤ

ҖӀ╜Ἀ ϚӨ ЀȲ∟ ד ᶝ ȴӖ Ҡѿ Ӊ 

1999Ȳ Ӗ ȳӨ ц ԈП ᴩ ⇔ȴ  

4. ♆Џȸắ Ӗ ♆ЏȲӭ›  8 П 16 ♆Џ Ȳ

ὑӖ ∟Ϛứ вᶙכὢ ȴӖ Ҡѿ Ӊ 1999Ȳ Ӧ♆Џ Ԉ

Ȳ ♆Џ ԈП ᴩ ⇔ɎḞ` Ȳ2008ȸ25ɏȴ 

 

Ɏϡɏ Ӏ╜Ἀ 

Ӏ╜ἈⱢ оⱢӖὢ ЏᵂȲ МҶ―ӖᵓӖ╜ Ȳὑ ד1980 3ѣ

1ѡכӴɦ Ӏ╜Ἀ ֥ὢ МїɧȲ ֥ὢ Мїϭ ϱ МїȲ╥ӀἈ

Ӏ╜ὢ ᾼ Ϛ ЀȲ᷊ ╜Ἀ Ӗ ṔᴥȲ ẁӖ ὢ ȳắ

ϢӖ ȳӨ ȳ∂ ч╣ ὢ Ṷ Ȳ֝ Ῐ ӀἈ֢ ֣ П Ȳ

ὑ ᴟӀἈ ȳ Ȳ Ϛ ЏᵂȲṣ ѻ ẞ

ȲṮ цטּ ҵṶԈП ӢɎ Ӏ╜Ἀׁשᴕ Ȳ2008ɏȷ1991ד 3ѣ 1

ѡכӴɦӴᵛ МїɧȲ ӀӖӢỄ ד ᾼ ≡Ṷ Ȳѿԓщ

24Њ ắ ѠהȲ ẁӖ Ӵᵛ Пὢ ЀȲᶦ Ӵᵛ Мїᾼ

ᵂ ц ạȲ Ҡ ӢП֚ Ṷ Ɏ Ӏ╜ἈȲ1992ɏȷ2007ד

Ἁ∂ ᶙ Ӏ╜Ἀ МїȲ2008ד 4ѣ 1ѡӔה Ȳ╥ Ӏ╜ἈӀ╜

ὢ ᾼ Ϛ ЀȲ ӀӖצԉᴶӀ╜ ȳ∂ Ἠч╣Ἠ῏ ẞ ắ

ȳӢỄ ȳׄԓắẞ№ ȳἨ ᾎȳ ȳὄ≤֣╜Ἀ ҏ ȳӨ Ȳ

ᾎ ӀἈἬ ᶔ ȲᶁҠ Мїч╣Ȳ ḖẦᵗ

ḟɎ ụὯȲ2004ɏȲẔӼѿ 1999 Ɫ―Ӗὢ ҅ῶ Ȳ ԍ ⅎὢ

П ὢ Ἐ ϤӀ╜ὢ Ȳ ẁϒ ἤ оᵂ Ȳṳ ֥Ṇ

Ȳ῀ ц֢ ṓ FAQᾼ∂ӴȲѿцֵ оП Ṏ Ȳ с

Ϣ Ӗὢ ῀ Ȳ ẁӀӖ ȳ Ȳ24Њ ԓד ԅП Ϛ Ѐ

ὢ ɎḈ Ȳ2008ɏȷ2009ד 4ѣ 18ѡȲ ӣɦ1999 Ṷ ɧ МїȲ

Ɫ оὢ ₇ Ȳ ԍ ⅎὢ ϤӀ╜ⅎὢȲ ẁϚ ἤ оᵂ Ȳṳ

֥Ṇ Ȳ῀ ᾼ∂Ӵ Ϣ ᾼ Ȳ ẁӀӖ 24Њ ԓד ԅ

Ϛ Ѐ ὢ Ȳ с Ӏ╜ ⇔Ȳ ―Ӗὢ Ɏ Ӏ╜ἈȲ2009ɏȴ 
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ɎϮɏẔ҃ Ӏ╜Ἀ 

ҖӀȳ ӀП∟ȳ М Ɏ2009ד 5ѣ 1ѡɏȳ Ɏ2009ד 5

ѣ 5ѡɏȳ᷾ Ɏ2009ד 5ѣ 15ѡɏȳ МӀɎ2009ד 7ѣ 1ѡɏȳ 

Ɏ2009ד 7ѣ 20ѡɏȳ Ɏ2009ד 8ѣ 28ѡɏȳ Җ Ɏ2009ד 10ѣ

22ѡɏȳ ӀɎ2010ד 5ѣ 10ѡɏ ӀӼד ӣ ɎӀɏӖ Ȳ ẁ

Ӗ Ө ᾼד ὢ ȴ֢ Ӏᾼ Мї ╥Ϛ ӣ ȳᴩ

Ἠ╥еӣ ה֢ Ṇ ᶁҠ Ȳḥצ ц ạȷẔᶦ ֯

ᾼ вȲ ὑ ≡ ȳ ὢ ȳᾎ√ȳ цї Ȳꜙᴟ╥

ч Ȳ ɦᵛ ὢ ɧ ɦ Ϛ ЀɧȲҒ Ԉ ȲѿɦӖ

ɧⱢ ї ᶙכἬצᾼᵂ Ȳṳ ԓ йᴖѹצ ᾼὢ Ȳ∂Ӵɦ

ⅎ ֣ɧɎcustomer orientationɏᾼὢ Ѡהȴ֝ Ȳ Мїὢ Ҡѿה

ע ȳᶶ ȳ Ӑѿцכע Юד П֢ ғ Ȳᶶ ѹצ ᾼ֫ Ӗ ᾼ

∂ Ἠ ḖȲ ֝ ╜Ἀ ᴯ ᾎ҆Ἠ╜ ПΩ ᴩȴϚ ᴖṕȲ

Мї֯ӪщἨ╥ ϱ צ Ϣ Ӗ ὢ ȲṳṼ ᾼ ֥

╜ȳ ȳ ȳῂ ȳв╜ȳ Ṯȳ Ṏ ϢЂẃẦᵗ ḟἨ Ю ȴ

ȲӖױ֪ Л ᴞА и ᾼ Ȳԛ֣Л֝ ᴯẃḖᵗȴ ṕПȲ

Мї Ҕᵶ ╜Ἀ ᴯᾼ ֣ ὢ Ɏᴩ╜ ᴕשׁ Ȳ2008ɏȴ 

 

ϡ   Ϣ ᾼЏᵂ  

Ϛȳ  

Ϛ Ɫ ἘӔה ὑ רּ҅ד1970 ╜Ἀỗ D. C. McClelland Ἤ

ᾼMcBer еҨׁשṅҵӻϢ ᾼ ᴖ ȴMcClellandɎ1973ɏ Ɫ

Ҡѿצ ᾼ Џᵂ ȲЛ ֪ ȳἤᵑἨῂ Ἤ ᾼᴩⱢ

ἤȲẔ ╥ ῏ Ὠᾼᴩככ ἤ оɎḈה ῠ Ȳ2005ɏȴ

҃ Ὑ ϩṳ╥ḟứ ֻ ᾼ Ϛ֪ Ȳ ϩ Ἤ ᾼ ἏἏЛϚứ

ӣ֯ ϱȲẔֽ҃ ῀ȳ ⇔ȳϢ ꞋצҠ ╥ ᾼ֪

ȲἬѿ҃ Ɫ Ϛ Ϣ╥ᵡצ ϩ ԉЏᵂȲ ֯ ᾼ ϯ ᴩȲᴖ

ҏϚ ɦЏᵂ ѠᾎɧɎjob competence assessment methodȲJCAMɏȲḂ

ѿἏЏᵂиέц∂ӴЏᵂ Ὑ ᾼѠהȲᴖ ῶ ᾼ ЏМ᷄ҏ ầ

ᾼ ɎSpencer & Spencer, 1993ɏȲṳ Ϛ ЏԚ֝ẓצᾼ

ϩҒѿиέ Ȳ∂ӴϚ Џᵂᾼ ȴMcLaganɎ1980ɏה Ɫ ╥Ṝ

ѿᶙכѻ Џᵂ ὨᾼϚ ᴭ῀ ȳᶾ ϩȴBoyatizsɎ1982ɏ иⱢ
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3 Ϣ֯ЏᵂМ ứ ӣ ᾼ ȸװ ȳᴞᶺᶮ ῂ

ṔᴥȲѿцᶾ Ɏ רּ ȳ₰Ẉṃ Ȳ2001ɏȷ҃ṳ ᴞὑї ᾼ

Ἐ ӣẞ Ȳ и Ɫ 6Є ȸӭ ếᴩ ȳ ϩȳϢϩ

ȳ╓ ȳ ᾃ҃Ϣȳ ῀ Ȳױ ṅЄЄשׁ сϠ Ἐᾼ ӣἤɎᵦ

ѝȳḈҢ Ȳ2006ɏȴGlosson & SchrockɎ1985ɏ Ɫ ғ᷊כ╥ █Ϛ

ᴯἨṔᴥἬ ᾼ῀ ȳᶾ ȳᵒ ȳ ⇔ц ἤȲ╝ ẓצ ⇔ᾼ Ϣо ȴ

CofskyɎ1993ɏ Ɫ ╥ ϩȳ῀ ȳ цẔ֪҃ ֯ ᾼ ϯ ᾼ

֥Ȳ ᾼ ҏȴ 

Spencer & SpencerɎ1993ɏѿ BoyatzisɎ1982ɏᾼ Ɫ Ȳ Ɫ ╥

Ϛ Ϣ ֯ Ȳ ṷ ếЏᵂ ῶ צ ⇔ᾼ֪Ὠ …Ȳ ⁄

ứᾼ ẃ Ȳᴖ ҏ 5 Л֝ᾼ ֯ ȸ 

1ȳ ɎmotivesɏȸϚ Ϣ █ Ṷᾬ═ Ȳ ᴖ ṿ Ϣҟ כ

ứᾼᴩ Ἠӭ ȴ 

2ȳ Ɏtraitsɏȸ Ӣ ẃӢ ϱ ї ϱᾼ ȲҠ ế ═

ᾼч ȴẂֽ ᴩ צ Ṿᾼ ϩȴ 

3ȳᴞᶺ ἘɎself-conceptɏȸ╓ Ϣᾼ ⇔ȳ ц ᴞᶺᾼ ᾎȲҠ

ѿӣẃ Ϣ֯Ϛ◕ Ἤᵧ ᾼ ȴ֣ẂֽϚ ᴞ‒ᾼ Џ ⱢᴞАЛ ֯

ԉᴶ ᾓϯ צ ᾼЏᵂȲᵛ╥Ϛ ᴞᶺ Ἐᾼ ứȴ 

4ȳ῀ Ɏknowledgeɏȸ╓ Ϣ֯ ứ ᾼ ῀ ȴ 

5ȳᶾ ɎskillɏȸᶙכЏᵂᾼӢ Ἠї ϩȲҔ╗иέἤ≈ᴕ Ἐἤ≈

ᴕȴ 

 

5 Л֝ᾼ ֯ Ṽ ᾼ ⇔Ȳᶮ ֽכ 2-3ἬӱᾼԜЍ ₤ȴ 

 

 

 

 

 

 

 

 

 

 

2-3  ԜЍ ₤     
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ẃ ȸSpencer & Spencer, 1993ȴ 

 

2-3МȲ῀ ếᶾ ╥ ֣ῶ כ ẞᾼ ἤȲҠѿ Ӧ Ṏ Ғѿ

ȷ ế ⁄ᴯὑἉ Ȳ╥ῶ ЛẞᾼȲכ ֯ ᷄ҏ ԍ Ḗ

ᾼϢИȷᴞᶺ Ἐᾼ и⁄Юὑ ҵ П Ȳ ѿḂ ᵀҠѿ Ӧ

  ᾼ ȳї ȳἨ ᾼ ẃҒѿḂ ȴ Ȳ҃ױ Л֝Џ

ᵂ ἤᾼЏᵂ῏ ҏ 5 Ϛ Ȳה 5 ἤᾼЏᵂ῏Ҕ╗ȸᶾ Ϣ

ϢЂȳ Ϣ ȳϢ ὢ Џᵂ῏ȳ Ϣ ԍ ɎSpencer & Spencer, 

1993ɏȴ 

LedfordɎ1995ɏ Ɫ ╥ ϢҠ ᾼ ȲҔ╗Ҡ Ӣ Ἤẓ

ᾼ῀ ȳᶾҾцᴩⱢȴByham & MoyerɎ1996ɏ Ɫ ╥Ϛй Џᵂצ ᾼᴩ

Ɫȳ ῀ ᾼ ȴҠиⱢᴩⱢ ȳ῀ ȴḈ ᵳɎ1997ɏ

Ɫ ╥Ϣ ֯Џᵂ ἬӇ ẓ ᾼв֯ ϩἨ Ȳ ṷИ ѿЛ֝ᾼᴩ

ⱢἨѠהῶ ֯Џᵂ ֥МȴһӼ╓█Ѡ ᾼ῀ ᶾ Ȳ ṷ῀ ᶾ ὑ

Ӣ ἤכὨצḟứἤᾼ ϩȴCatanoɎ1998ɏ Ɫ ╥ צ֯ כ

ғЏᵂ ᾼ ἤȲ ṷ ᾼ ἤҠ ȲṳҠ Ӧ ẃḂ

ȴParryɎ1998ɏ Ɫ ╥ϚṆԝ Ϛ ϢЏᵂѻ иᾼצ ῀ ȳ

⇔ếᶾҾȲ ЏᵂМᾼ ד ȲҠ █ Ғѿ ȲѹҠ Ӧ ế

Ғѿ сȴLucia & LepsingerɎ1999ɏ Ɫ צⱢḖ╥ה כ Мᾼ

ȲᴖἬӇ ẓצᾼ῀ ȳᶾ ȳ ἤП ֥ȲӼ╥ἵ ȳ Ṏ ȳЏᵂ

ȳϢϩ ᾼ ӣЏẓȴḈ Ɏ1999ɏ Ɫ ╥ Ϣ ᴩЏᵂԉ Ἤ

ᾼ῀ ȳᶾ ȳ ⇔ȴᵦ ѝȳḈҢ Ɏ2006ɏ Ɫ ╥ ϱ ῏ᾼ

ᴩⱢ Ȳ ῏…╓ ứȳ ═ ═ ῏ᴖṕȴ ṷ ῀ ȳᶾ

ȳ ϩɎabilityɏȳѿцẔ҃ ἤȲᵛ╥Ἤ ᾼ KSAOsȴ 

 

ϡȳ ₤ 

ɎϚɏứ  

₤Ɏcompetency modelɏ╥╓ ḕϚכ ЏᵂἬ ẓ ᾼ Ȳᴖ῀

ȳᶾ ȳᴩⱢȲѿц Ϣ ⁄ ֯ὑḕϚ ᾼ МɎDalton, 1997ɏȴḆ

ϚḔȲ ₤ ӣẃứ Џ֯ЏᵂМ ᾼ Ḗȴ֯ Џᾼ

МȲ ЏҠѿὙ ֮ ֯ ӑẃЏᵂἬ ᾼ ₤ɎRaymond, 1999ɏȴ

₤Ӽ ẁ ὑ Џᾼ ᴩⱢɎGatewood & Field, 1998ȷ ȳὭѝ

╜Ȳ2004ȸ3ɏȴ 

Ɏϡɏ ▐  
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Cardy & SelvarajanɎ2006ɏ ₤ ᾼ ▐ иⱢ 4Є ȸ 

1ȳ ᴩЏᵂ Ɏjob-based approachɏ 

в ᾼ ȳ☼ ȳ ȳЏᵂ ȳ֢ ᾼЏᵂв ế

ᴩѠה Ὼὑ ứȲ Ҡ צ ᾼЏᵂиέȲҟה֯ ậ֢ ᾼѻ

ȳ ᴩ֢ ѻ ѠᾎȳẔ ᴩѠᾎ￼∟Ἤ ᾼ ῀ ᶾ ȴ 

2ȳӑẃЏᵂ Ɏfuture-based approachɏ 

в ᾼ ȳ☼ ȳ ȳЏᵂ ȳ֢ ᾼЏᵂв ế

ᴩѠהᵛ ӢḂ ȲѹצЄ ᾼὙ Ѡ֣ếӭ ȴ Ҡ ᾼЏᵂиהӑẃצ

έȲ ӑẃ ᾼѻ ȳ ᴩ֢ ѻ ѠᾎȳẔ ᴩѠᾎ￼∟Ἤ

ᾼ ῀ ᶾ ȴ 

3ȳ И Ɏpeople-based approachɏ 

в ȳ☼ ȳ в Ȳ ד ṣ ȲѹЛὔ

Ȳ Ӧ оᾼЏᵂиέҟ ậҏ ȴậᴖ҅Пᾼ ╥ ֢

оế Ṷᾬᾼ ӐИ ȲẂֽ IQɎ Ṷᾬᾼ ϩɏȳ

ϩế ἤɎ ϩɏȳ ϩế  Ɏ ϩɏȳϢ ᶾҾɎ

֥ᵂ ϩɏȳ Ɏ Џᵂ ɏȳ ῀ Ɏ ӑẃ ậ ῀

ᾼ ϩɏȴẂֽ ɎMicrosoftɏἬ֯ ᾼ − Ȳ ╥ Ὑᾼ

ϢИȴ 

4ȳ ѝо Ɏvalue-based approachɏ 

֯█ ԉ֝ד ѹῶ ᾼϢИȲϚӎὍ֯Л֝ МȲ

Ẕ ῶ ἏἏЛֽ ȲчПӼ ȴ כ ᾼҠ ֪ȲἏἏ╥ Ϣ

ѝо ἤЛṜȴ֪ⱢЛ֝ Л֝ᾼצ ї ế ἘȲ ὑ

ế ᴩ֝דЏᵂ ᾼѠᾎϱȲ ҏ Єᾼ ȴ ╥ ꜜ Ϥ

₤ ᾼԚ֝ ї ȲẔ ￼∟Ἤ ᾼ ╥ ֯ ᾼ Ȳ

ױ ὑ в МȲṳᶮכЄֵ ֝ЧᾼԚ ∟Ȳ ╥ ѝоȴ

ѝо ֣ᾼ ₤ȲἬ ᾼЛ╥ כ ᾼ ὨȲᴖ╥ ȴ 

ɎϮɏ ₤ 

֢ ῏ᾼ צ֢₤ ᴥȲẔМЄ ҆ Ɏ1996ɏ ҏᾼ ₤Ȳ

Spencer & SpencerɎ1993ɏԜЍ ₤ᾼ 5 Ḃ иⱢ 4 ₤ȸ ϚȲ

῀ ếᶾ ȷ ϡȲ ἤᶾ Ɏknow-howᾼᶾ Ȳᵛ ӣ῀ ếᶾ ᾼ

ϩɏȷ ϮȲ ἤᶾ Ɏ‒Ἐȳ ȳᴩ ɏȷ ҳȲἤ ȴֽ

2-4ἬӱȲẓ ὙֽϯɎ іᴞḈҢ Ȳ2006ȸ14-15ɏȸ 

1ȳЄ ҆ Ɏ1996ɏ ╥ ῏ᾼ ἤᶾ ȲҿҢ ᵅᾼ

֪ Ȳѻ ╥ẃᴞὑ ἤᶾ ᾼ иȴ 
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2ȳ 2-4МԜЍᾼ ϱ ╥῀ ếᶾ ȲẔװ╥ ἤᶾ Ȳ ╥ иḚ

֯ ϯᾼ ἤᶾ Ȳᴖ֯ ϯ иᾼ╥ Ϣἤ ȴ 

3ȳԜЍ֯ ϱᾼ и╥Ɫ∟щᾼ иȲᴖ֯ ϯᾼ и╥ⱢԒщᾼ

иȷ῀ ếᶾ ȳ ἤᶾ ȳ иᾼ ἤᶾ ȲꞋ╥ ὑҠ Ӧ∟щᾼ ᴖ ȴ 

4ȳ֯ Ṏ Ѡ ȲҠ ϱѿ῀ ȳᶾ ế ἤᶾ Ɫѻᾼậ֣Ȳ

Ɫ Ὅ֯ ἤᶾ ПϱȲ ᴩ Џᾼ ϩ ȴ ṕПȲ ὑῴ Ϣ

Ȳ╥ѿ῀ ȳᶾ ế ἤᶾ Ɫѻᾼ Ṏ ȷ ὑ Ϣ Ȳ⁄Ӈ ╟

ѿ ἤᶾ ᾼ ϩ ȲѠ ₭ ȴ 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

2-4  Є ҆ Ɏ1996ɏᾼ ₤ 

ẃ ȸ іᴞḈҢ Ȳ2006ȸ15ȴ 

 

Ɏҳɏ Ѡה 

ὑ ₤ᾼ Ѡֵצה Ҡѿ ᴩȲṼẔ ứӭᾼ ἤ ᴖצ

Л֝ Ȳ Ɫẕ₤ᾼ ѠהⱢɦЏᵂ ᾎɧɎjob competence asessment 

mthodɏ ɎBoyatzis, 1982ɏȲױҵỮצɦ ὔ ɧɎshort compentency modelɏה

ɎSpencer & Spencer, 1993ɏ ȳ ϚЏᵂ Ɏsingle incumbent modelɏה

ɎSpencer & Spencer, 1993; Mansfield, 1996ɏ ѿц MansfieldɎ1996ɏἬ ѻ

ᾼ ї ה ה֥ Ɏה ⱷȲ2006ȸ15-20ɏȸ 

1ȳЏᵂ ᾎ 

 
 

     

 

        

 

 

 ҵ  
 

 ҵ  
 

    

Ɏ ɏ 

    

  Ɏ ɏ 
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Џᵂ ᾎ╥Ϛ ᴖ ᾼ ȲἬ ӣᾼ ЏẓҔᵶצ

ɦ Ṇ ɧɎcoding systemɏ ȳ ╝Ṷ Ɏpicture story exerciseɏȳ

Ɏlearning style inventoryɏ Ѡᾎ ȴ ԒӦứ ɦ ɧ

Ɏindentification of criterion measureɏ ỞȳẔװ╥ɦЏᵂ֪ иέɧɎjob element 

analysisɏ ȳᴩⱢṶԈ Ɏbehavioral event interviewɏ ȳ Ɏtest and 

measurementɏ ₤ 5ЄḔ Ȳֽῶ 2-3Ἤӱȴ 

 

ῶ 2-3  Џᵂ ᾎ 

   

 1̡  

2̡  

 

 

 

1̡  

2̡  

3̡  

4̡  

1̡  

2̡  

 

 

1̡  

2̡  

3̡  

1̡  

2̡  

 

 

1̡

 

2̡  

 

 3   

ẃ ȸBoyatzis, 1982: 42ȴ 

 

2ȳ ὔ  ה

ⱢϠ оẕ₤ ᾼה ☼ Ȳѿ Ɫ ᾼ ὔ ה

ɎSpencer & Spencer, 1993ɏẔ ᾿ ӣӦϢϩ ȳầ Џᵂ

῏цẔѻ ἬԚ֝ ᾼכ Ȳ ӣ ϩ ᾎȳ Ḗ Ẫ ӣ

Ṇ ᾼ ᵗẃ Ԛכ Ȳṳ ἤᾼᴩⱢṶԈ ȳ и

έ 4 Ḕ ᶙכ ₤ȴ ὔ ה ֯ в ẁ ӣᾼ

Ȳᵀ╥ ѽЏᵂ ᴷᾼᶙ ἤȲ ֥иέ ֵᾼװ Џᵂ῏ȴ 

3ȳ ϚЏᵂ  ה

ϚЏᵂ Ɫ╥ה ϚЏᵂ῏Ἠю Џᵂ῏֪ ᾎ ẁṜ ᾼ Ӑᴖ

ᾼ ȴה Ӵ Џᵂ ỞȲ ᾼ Џᵂ῏Ф

Ȳֽ ἨЏᵂ῏ᾼ ȳѻ ἨЏᵂ῏ Ȳ ◕Ҕ╗
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ⅎљế ȳẔ҃Џᵂ῏ ▲Ἠ Џᵂ῏֯ЏᵂМᾼ ᶮȴᶙכ

П∟ ╥иέ Ȳ כ ₤ȲҔ╗ 10-20 ἤἨᶾ ȲḕϚ ἤἨᶾ

צ ứᴩⱢᾼứ ғכ ῏ɦ ṷШ ɧ ɦֽᴶ כ ɧȴ ϚЏ

ᵂ ϷҠ ӣ ὔ ה Ḃᾼ ṶԈ ẃᶙכ ₤∂Ӵ

ɎSpencer & Spencer, 1993ɏ ȴ ϚЏᵂ ₤ Л ᾼẔ҃ ₤

֥ȲἬѿЛ ֥ᵂⱢЏᵂ ᾼѩ ȲἨ╥ ᴷ Ϣ Ẕ҃Џᵂ ᾼ

Ḗȴ 

4ȳ ї  ה

ї ╥ה ֵᾼЏᵂМ∂ӴẔԚ֝ᾼ Ȳ ϚḔ ╥ḟứӕ

-ẂֽἬצ ῏Ȳ Б∂Ӵᾼ Ϣ ₤ ѝ - ȳ ȳ

ếϢϩ ד ȴԛ῏Ӧ еҨБ ᾼ

ї ₤ẃ ᵗ ϢЏᵂ ₤ᴩⱢ Ἐᾼ ậȴ ∟Ӧ Ϣẃ

ṳ Ḃ ₤Ȳѿ ’ ֥ ṿỄȳ ế ѝоȴױ ї ᾼה

╥ ậ ᴖᶾ Ȳ ἕ ứЏᵂᾼᶾ ᶾ ῀ Ȳ ᾎ

ᵑЏᵂȲἬѿЛ ӣὑἵ ȲἬѿ ứЏᵂḂ ϷЛ ḆḂ ї ȴ 

5ȳ ה֥   ה

    Ḗἤᴖ∂ӴȲẂֽ█ ∂Ӵ 25ᴯ Ϣ ѻ Ϣ ᾼ

ᵂⱢ ȳ   Ἠ ḖȴҠѿ ḟ Ϣ Ẕ҃ ᴯ ᾼ

ѩ ȴ 

ɎХɏӣ  

₤ ѾҠѿ ӣὑϢϩ ᾼἬצЏẓϱȲ ֽ ȳӣȳṎȳ

ȲꞋҠ ᴕ ₤ᴖạứḟ ȴ MclaganɎ1983ɏ  Spencer & pencer

Ɏ1993ɏᾼכᾎȲ ᴷ иέȲҠ ӣὑȸ Ϣ ȳᵂⱢ Ṽ ȳ

ȳ Ϣ ц ȳᵂⱢ ὍṼ ȳ ᴯᾼ

ứẓצ ῏Ɏс ȳ Ϣ ɏȲѿц ֥ἤϢϩ

Ṇ Ɏ ᶳ Ȳ2001; Spencer & Spencer, 1993ɏȴӦױҠ῀Ȳ ₤Ҡ ӣ

ὑἬצϢϩ Пғ ȲӼҠ Ϣϩ Ṇ ᵂצṆ П ֥

Ɏ ȳὭѝ╜Ȳ2004ȸ4ɏȴ 

צҵȲױ ₤ ԍ ᾼ ȲLawson & LimbrickɎ1996ɏ Ɫ

₤ ԍ ᾼ ӣ Ҡѿиכ Ϣ ẃ ȷᴖ Spencer & 

SpencerɎ1993ɏȳ ừ Ɏ2000ɏȳᵦ╜ Ɏ2000ɏȳ Ɏ2003ɏ Ӽ ҏ

₤ ӣ ЏП Ȳ и ὙֽϯɎ ȳὭѝ╜Ȳ2004ȸ

4-5ɏȻ 

1ȳ  
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Ɏ1ɏ ᾨ ᾼЮ  

╥ ₤ᾼ∂ Ἠ ȲẔЏᵂиέ ᾼ ЏᵂПϚȲ ╥

ᾼӭ ї ϩȲ֪ױ ∂ Ϛ ₤ Ȳ Ɫכᵛה М

ȳԚ Ȳѿц ᾼ ṾЏẓȲϷҠ Ἤ ᾼ ї

Ϣ ᾼ ֥Ȳ╓ҏ ᾼ ЏἬẓ ϩП ᾼ Ȳṳ Ӧ

Ἠ ẃ ᾼᶝ ȴ 

Ɏ2ɏ ϩ ᾼ ӣ 

ԍ Ҡ Ἤצ Џᾼ Ϣ ∂ ȲҒѿ оП∟ȲכӴ ϩ

ȴֽױϚẃȲ֯ ᾼ╚ Ɏֽҵ♆ȳ Ϣ ȳ ≡ṶԈ

Њ ɏ Ȳ Ҡṣ ױ М ᷄ ᾼϢИẃҒѿ Ȳꜙᴟ

ӣױϚṆ ֪ ϢϩӀ ᾼẁ Ȳ ứ ẓ ᾼ ȴ 

Ɏ3ɏ ₤ ᾼ ц€֥Ϣϩ Ḗ 

₤ ᴩцɦ῀ Џᵂ῏ɧ ҅ᾼẃ Ȳԍ ᾼϢϩ Ӈ

Л сȲ ₤ Ϣ ֫ Ṇ Ғѿ ֥Ȳ ҠẦᵗ Џ∂Ӵ ӭ

Ȳ Ḇ Ϣ Ἤ ῀ᾼצ ȳᶾ ϩȲИṜѿכⱢ  Ғ ᾼ

᷾ϤȲ ⇔ᾼ ȴᴖ Џᴞᶺכ ᾼ ϩ ҒȲӼҠ о

ᾼ ϩȲ∂Ӵ Ӣ ᾼѝо Ȳ ᴖ Є ᾼ֪ ϩȴ    

Ɏ4ɏϢϩ ғ ᾼ ֥ 

Ӧ ֥ἤϢϩ Ṇ Ȳ Ϣϩ  ֢ғ Ғѿ

֥ ӣȲҠ ȳ Пṿӣ Ḇצ Ȳṳ сϢϩ  ᾼ

ц ᶮ ȴ 

2ȳ Ϣ  

Ɏ1ɏ Ϣ ᾼ  

₤ ẁ ЏϚ Ὑ ᾼầ Ȳ Џ ֮ ֽᴶ ֣

ғכ ầ Ȳѿ ᾼ ⇔ ᵗ ϢЛ ֮ ȴӦὑ Ϛ Ở Џ

ứϠ ẓ╚ ἤᾼӭ ȲҠѿ Џ֪Ɫ ӭ Ὑ ᴖԓϩѿ Ȳ Ϣ

Ȳ ᴖ с ЏᾼЏᵂ ȳӢ♄₇ Џᵂ ⇔ȴ 

Ɏ2ɏ ϩᾼ  

῀ Џᵂ῏כⱢ ϩᾼѻ Ȳ ϩᵛכⱢԍ Ӣכ׀ ᾼ

ȴ∂ ᶙ ᾼ ₤ Ϡ ϩ Ϛ ϩȲϷ ὑ Ϣ

ϩᾼ ȴ ṕПȲ МᾼḕϚᴯ Џᾼ ϩȲ ֯ ₤ᾼ ᴷ

֫ Л ֮ ᴩП∟Ȳ ὑᶙ ȴ 

Ɏ3ɏӢ ứᴯᾼ  

МצϠ ₤П∟Ȳ Џ֯ѻ ᾼẦᵗϯȲ Ӧ ϩ иέế
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ᴞᶺ ϩᾼ П∟ȲҠѿ ϩȳӢ Ȳ Ϣ

Ӣ ᾼᴩ Ḕ ȴ֝ Ȳ ϢҠѿ Ӧ ₤ᾼ ȳѿц

ᾼ֫ Ȳ ҏ ֯ ϢӢ Мᾼ Ȳ Ḗ ḟᾼҠ ȴ  

 

Ϯȳ Ϣ ὢ ₇ ᾼЏᵂ  

Ṽ 2-4Є ҆ Ɏ1996ɏᾼ ₤Ȳ Ϣ ῴ Ϣ

ὢ ₇ ᾼЏᵂ ѿ῀ ȳᶾ ế ἤᶾ ⱢѻȴỂ ӂɎ2000ɏ ҏ

Ϣ Ữ ẓ ᾼ ⇔ Ϣ ȸṏֻῂӻἤȳצ Ԇᵅȳ ҃Ϣ ȳЛ

ѿᴞᶺⱢМїȳẓὢ ֣ц ᶵȳẓֹוἤȳ ȷᴖἬ ᾼ῀ ᶾ ᴟю

ȸצ ȳеҨ ЮȳеҨ ₇῀ Ю ȳ☼ ạᾼ ᵂц ᵂ ȴ

І Ɏ2003ɏ Ɫכғᾼ Ϣ ẓ ֽϯᾼ ⇔ȸ 

1ȳ ᾼὢ ї  

Ϣ ḕщἬ ᾼ ⅎצ Л֝ᾼ￼ ȳῶ ῀ ⇔Ꞌצ Ȳ

ᵀṝⱢ Ϣ Ӈ ẓצ ᾼὢ ї ẃ Џ ȴW ᾼὢ ї ṳ╥

Ϣ Ӑṝᾼ ї Ȳᴖ╥Ϛ Џᵂᾼ Ȳ צ ѿὢצ ї И

ⅎљᾼ ᴖЛ Д Ȳṳ ’ὢ ₇ Лắ ȴ 

2ȳṏֻᾼ  

Ϣ ḕщ֪ ֝ד ȲἨ ắЏᵂ ϩȳ ϩЛ Ȳꜙ

ᴟ ắ ⅎὄ≤ᾼ Ȳ Ҡצ ẞὢ ȴ֪ױϚ ṏֻᾼ

Ϣ ᴞᶺצ ᾼ ϩȴ 

Ἃ Ɏ2006ɏ ҏὢ ⅎ … Ϣ Ἤ ᾼЏᵂ в Ɫȸ 

1ȳ ῀ ᶾ  

Ɏ1ɏ ⅎὢ ֣ȸ ⅎᾼ ֯ Ḗȷ Ṝ ⅎ Ḗȷ

═ ⅎᾼ Ȳ Ḗ ὄ≤ȴ 

Ɏ2ɏиέ≈ᴕ ϩȸ ᷄ҏ ⅎ ᵡᾼ ֪ȷ ⅎч ֥

ᾼ ȷ ⅎᾼ Ṇ ἤᾼиέȴ 

Ɏ3ɏ Ἐ≈ᴕ ϩȸ ⅎ … ӣὑЏᵂМȷ ᷄ҏ ҟȳ

֯ ӑẃП ᾼ оἨ ȷ ӣ ᾎ⁄ẃ ЏᵂМᾼ ȴ 

Ɏ4ɏ ῀ ȸ ⅎ … ד ȷẓ ⅎ … ד Џᵂ

ȷ ẁᾼὢ Ἠ ד₇ Ϡ ȴ 

Ɏ5ɏ Ṏ҃Ϣȸ ḕϚᴯ ⅎᾼ Ḗ СЛ֝ᾼ֫ ȷד‒ ⅎᾼ

֯ ϩȴ 

Ɏ6ɏ ϩȸ ֵ ȴ 

2ȳ Ϣ  
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Ɏ1ɏϢ Ф ȸֹוї ⅎᾼ Ḗц ȷ ⅎὄ≤ ᾼ

ȴ 

Ɏ2ɏᴞ‒їȸד‒ᴞАᾼ ϩȷ⁞ὑ ᾨἨ╚ ȴ 

Ɏ3ɏᴞᶺ ạϩȸЛ ᷂ṂϢ ẞЏᵂМȴ 

Ɏ4ɏכ ԍ їȸ ⱢᴞА ứẓ╚ ἤᾼӭ ȷᵘϩ֯ вᶙכ

ⅎ ὢ Ἠ ₇ᾼ Ḗȴ 

Ɏ5ɏ∂Ӵ …ȸ Ṇצ ᾼ∂Ӵ ⅎ ȷ ⅎ ═ṏֻ …ṳ

’═ ȴ 

Ɏ6ɏẔ҃ Ϣ ȸ ЏᵂМ ẞ ȷ צ ֝ ȴ 

3ȳᴩⱢ ⇔ 

Ɏ1ɏ ϩȸ ∂Ӵ ⅎᾼ‒ӣȷ ӣ ᶾҾṿ ⅎ֝ ᴞАᾼ

ṓȴ 

Ɏ2ɏѻ ȸ ᾨậц᷂ ᴰḕϚװᾼ ȷ ᾼѩ Џᵂ Ḗ

ᾼֵȴ 

Ɏ3ɏ ֥ᵂ ȸ Ḗṳ ҃Ϣᾼ ṓȷ ҃Ϣ֥ᵂȴ 

Ɏ4ɏ ἤȸ ֢ Л֝ᾼ ȴ 

Ɏ5ɏ᾿ /Ὠ ἤȸ ═ ᾼצ ⁄ȴ 

Ɏ6ɏ ῀ ϩȸ ᾼғ ȴ 

 

ҖӀ Џᶝ ὢ МїɎ2005ɏ╓ҏ Ϣ ḕщ ᾼЏᵂ╥ױ

ἒ ᾼ▲ Ȳ Ϡ їוֹצ ⅎᾼ Ȳ ṏֻᾼצצ ṕῶ

ϩȳч ᶶѿ֫ Л֝ ⅎᾼ ȴѹ֯Ϛ ᾼ▲ ПҵȲ ⅎᾼὄ≤ȳ

ậ ἨЛ ắ ᾭᾓȲ ὢ Ϣ Лᵀ ṏֻᾼצ ϩѿо

ⅎᾼЛ ȲḆ צ ᷉ᾼ ϩȲ ᴞᶺ ȴױҵȲ֪Ɫ ╥ЛҠἨ

ᾼЏẓȲ֪ױ צ Ӑᾼ ᵂ ϩȲѹӉֿ ᶶȲИ ᵛ ⅎᾼ

в Ϥẞ М ȴ ᴖṕȲҔ╗ȸṏֻᾼ ṕῶ ϩȳṏֻᾼ

ϩȳ Ӑ ᵂ ϩȲӉֿṣ ȳ ᷉ ᶴϩȳ їוֹ ⅎ ȳч ṣ

ȴ 

ᵦӔϚɎ2006ɏ Ɫ Ϣ ὢ ₇ ᾼЏᵂ Ɫȸ 

1ȳⅎὢ ῀ Ѡ ȸЀ ῶ ϩȳ ϩȳ ϩȳ ѝ

ϩȳ ֿ ᾼ ϩȳ ϩȳϢ EQȳ ⅎὢ ֣ȳᴞ‒

їȳ∂Ӵ …ȳиέ≈ᴕ ϩȳ Ἐ≈ᴕ ϩȳ ϩȳ ῀ ϩȳ

ᴞᶺ ạ ϩȳ ֥ᵂ ȳ ἤȴ 

2ȳϢ Ѡ ȸ ứȳ ὑᵗϢȳῂӻἤ ȳὔ ҃Ϣȳ ᾃϩȳ
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Л ѿᴞᶺⱢМїȳẓֹוἤȳ Ṷ ї ȴ 

3ȳ ῀ Ѡ ȸד ᾼᾎ ȳ☼ ȳᵂ ᶧ ד ῀ ȴ 

 

רּ Џ ᶝɎ2007ɏ╓ҏ Ϣ ὢ ₇ ᾼЏᵂ Ɫὢ ᶾ

Ҿȳ ᴩ ᶾҾȳ ᵂ ϩȳ ṕ ϩȳЀ цῶ ϩȳ ᶾ

Ҿȳ ϩȳ ᾼ ᶧȳᾃ ֿᾼ ϩȳὢ ֣ȳֹוї

Ṷ ȳх ȳ ᾃȴ 

Ḟ` Ɏ2008ȸ37ɏ ṅ Ϣ ᾼЏᵂ Ȳ ἤП ᴟⱢ

ҵȲṕ ϱᾼṿӣц ᶾҾḆ╥ ֻȲᴖ Ϡ ᶾҾ Ϛ☼ҵȲḆ

╥ צ ȳẓ ὢϩȳ Мȴ Ϣ ϱ Ϣ ὢ צ ᶵȲ

ἤЛҠ ὑ ȷϭӦὑЏᵂ Ϛἤ Ȳ֪ױ Ϛứᾼứἤ ἤȲᴟὑẔ҃וֹ

῀ ϱᾼЛṜȲ⁄Ҡ Ӧ Ṏ ȴ Ϡϱ ᾼ ⇔Ȳ ֵצ ᾼᶾ Ἠ

ẓ ᾼ ϩ ד╥ ᾼϚ ȴϚ ṓὑ Мїᾼ ῀ צ

ᶾҾȳ ṕ ϩȳ Ϥᶾ ӣ ϩɎḞ` Ȳ2008ȸ38-39ɏȸ 

1ȳṏֻᾼ ᶾҾ 

МїԊ Ϣ ẃὢ ἨӻὔȲ֪ױṏֻᾼ ᶾҾ

╥ḕ Ϣ Ӑᾼ ḖȲѿϯи4 ẃ Ὑ ϩᾼ ȴ 

Ɏ1ɏ ȸצ ⅎϚ ᾎ Ὑẃ ᾼ ḖἨ Ȳױ ⁄

Ԋ Ϣ ᾼ Мҟ ắ ⅎᾼ Ḗ ȴ 

Ɏ2ɏ ֫ ȸ Ϡ Ȳ ᾼ֫ Ҡѿі ⅎ ḆֵἨ ҏ

ḆὙ ᾼ ḖȲצᵗ Ϣ ֯ вḆϠ ⅎᾼ ḖȲṳ ᴖ

ӢṏֻᾼФ Ȳ ⅎצ ᾼ ắȴ 

Ɏ3ɏѻ ᵫ῀ȸ Ϣ Ҭ ⅎљ ϚҰȳ ϚҰᾼ Ȳ Ѡ

Лᵀה ᾎῶ ѻ ᾼ Ȳ ẃ ῏ ẞ Ϣ וЛֹצ ᾼ ȴ

Ф֯ױ֪ ᾼ МȲϚӎ ẞ ⅎ █ Ἤצ Ἠ ḖȲᵛӴẘѻ

ᵫ῀ȴ 

Ɏ4ɏ ȸ ֪Ϣᴖ ȳ֪Ṷᴖ Ȳ ᴖ Л֝ᾼ ȴ 

2ȳ ṕᶾ  

Ҡṿӣ ⅎ ᾼ ṕ ⅎӻ ȲἮῺἒױᾼ Ȳ Ȳ ᴖ

ὢ ₇ ȴ 

3ȳ ᶾ  

Ϣ ᵓӣ ᴩ ế Ϥ ᾼ ֵȲἬѿ Ӊ

ֿ Ϥ ⇔ц Ɏᵶ ȳ ד ЏẓɏП ᵂᶾ ⱢӇ ᾼ

ḖȲ ṷ Ɫ ᶾ ȴ 
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4ȳ ӣᶾ  

Ӧὑ МїЛ ҏ ֵ ӣ ẁ Ϣ ṿӣȲἬѿ Ϣ

ὑ Ṇ ϱᾼ ϩϷ╥Ϛ ᾼ ϩȴ 

 

ҳȳЊ  

֥ѝ ᾼ ὨҠ῀Ȳ Ϣ ὢ ₇ ᾼЏᵂ Ҕ╗ɦϢ

ɧɎỂ ӂȲ2000ȷ І Ȳ2003ȷἋ Ȳ2006ȷᵦӔϚȲ2006ȷּר

Џ ᶝȲ2007ȷḞ` Ȳ2008ɏ ɦ ϩɧɎỂ ӂȲ2000ȷ І Ȳ2003ȷ

Ἃ Ȳ2006ȷ ҖӀ Џᶝ ὢ МїȲ2005ȷᵦӔϚȲ2006ȷּר Џ

ᶝȲ2007ȷḞ` Ȳ2008ɏẒЄ Ȳи Є ҆ Ɏ1996ɏ ₤ᾼв

ҵ ȴ Ϣ Џᵂ ᾼϢ ҠṼ GoldbergɎ1990ɏȳMcCrae 

et al.Ɏ1986ɏ ẓ҅ῶἤᾼɦХЄϢ ɧɎThe Big Five ModelɏȲиⱢה

ѿϯ5 Ɏᴂ Ȳ2001ȸ7-8ɏȸ 

1ȳ ếἤɎagreeablenessɏ 

╓Ϛ Ϣ ὑ҃ϢἬứϯП ᾼ ⇔Ȳ ѻ ȳ Ϣ П

⇔ ȲẔ ếἤ ⇔ ȴẔ Ɫצ ȳ҆Ϣ‒ ȳ∕Ϣх ȳ ὔ

ד ȴ 

2ȳ Ӕ᾿ἤɎconscientiousnessɏ 

╓Ϛ Ϣ Ḗᾼӭ П їȳ М ⇔Ȳ Ϛ Ϣӭ юȳ ї ϩ

ὑẔϱȲ⁄Ẕ Ӕ᾿ ⇔ ȴẔ כᵘϩЏᵂȳצ ֣ȳЛữЛ Ȳױ

ҵϷ Ằ ȳ√נּׂ ȳ צ ԉ ȴ 

3ȳҵ֣ἤɎextraversionɏ 

╓Ϛ Ϣ ὑ ҃Ϣ … ẞ П ⇔Ȳ Ẕ ⇔ Ἠ ֵȲ⁄ῶӱ

Ẕ ҵ֣ȴẔ Ϡᴞ‒ȳѻ ♄ ȳ ῶ ȲỮצ ӻὣхȳ

֥ȳ♄ ҵ֣ ȴ 

4ȳ ἤɎneuroticism/emotional stabilityɏ 

╓ Ϛ Ϣ Пẛ Ἤ П ⇔Ȳ Ϛ ϢἬ ắᾼẛ

юȲ⁄Ẕ ἤ ȴẔ Ɫὔ ȳὔᾔ ȳὔ ȳ и їȳ ѽ

ׄԓ Ȳ Л ᶔ ạᴞАᾼ ȴ 

5ȳ Ὅᾼ ἤɎopenness to experienceɏ 

╓Ϛ Ϣ Пֵ ц ⇔ȴ Ϛ Ϣ ֵ оȲᵀד ⇔ Ȳ⁄

Ẕ Ὅἤ ȴẔ Ɫẓצ ї ȳ ὑ ϩȳֻốїȳ ϩȳ ≈

ᴕцḖ Ḗ ȴ 

ᴟὑ Ϣ ϩᾼ ⁄ ц Ɏ І Ȳ2003ȷ ҖӀ Џᶝ
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ὢ МїȲ2005ȷᵦӔϚȲ2006ɏȳ ɎỂ ӂȲ2000ȷ ҖӀ Џᶝ

ὢ МїȲ2005ȷᵦӔϚȲ2006ȷּר Џ ᶝȲ2007ȷḞ` Ȳ2008ɏȳ

≈ᴕɎἋ Ȳ2006ȷᵦӔϚȲ2006ȷּר Џ ᶝȲ2007ɏȳ῀ ɎỂ ӂȲ

2000ȷἋ Ȳ2006ȷᵦӔϚȲ2006ɏȳѝ ɎỂ ӂȲ2000ȷ ҖӀ Џᶝ

ὢ МїȲ2005ȷᵦӔϚȲ2006ȷּר Џ ᶝȲ2007ȷḞ` Ȳ2008ɏ

5 ϩȴ 

 

Ϯ   Ϣ ᾼὢ ₇  

Ϛȳứ  

Бדצ ֵ ҵ ῏ѿ֢ ứ ꜜứ ɦὢ ₇ ɧϚ ȴLevittɎ1972ɏ

Ɫὢ ₇ ╥ὢ Ὠ ֥ ԒἬ ứᾼ ȴSasser et al.Ɏ1978ɏӣḊ ȳ

ếϢ 3 ֣⇔ẃứ ὢ ₇ Ȳᴖ ᾼи Ϸ Ϡὢ ₇ ЛҬҔᵶ

Ṿᾼ ὨȲ֝ ϷҔᵶ ẁὢ ᾼѠהȷ҃╓ҏὢ ₇ ҠиⱢ 7

ȲҔ╗ ῏ ὢ ẁṆ ᾼ‒ ⇔ȳὢ ᾼ оȳὢ Ϣ ῏

ᾼФ ⇔ȳὢ ᾼᶙ ȳṼ ῏ Ḗᴖ ὢ в ᾼ ἤȳ ẁὢ

ᾼ ⇔ ῏ ắὢ ᾼ―ᵓἤȴChurchill &  SuprenantɎ1982ɏ Ɫὢ

₇ ╥ ῏ ὑὢ ᾼ ⇔Ȳᴖ ῏ᾼὢ ⇔⁄ậḟ ᾼὢ

ẃ ᾼ ȴGronroosɎ1983ɏ Ɫὢ ₇ ╥ ⅎ ὑ ὢ ắ

ὢ ∟ᾼ ῀ȲӦɦᶾ ₇ ɧɎtechnical qualityɏȳ ғ ₇ Ɏfunctional 

qualityɏɦеҨᶮ ɧɎcorporate imageɏ3 ӭἬ ȴLewis & BoomsɎ1983ɏכ

Ɫὢ ₇ ╥ɦ ᾼὢ ɧếɦ ᾼὢ ɧᵭ֥П ⇔ȲϷ ╥Ẓ῏

ẓצϚ ἤȴ 

Parasuraman et al.Ɏ1985ɏ Ɫὢ ₇ ╥֯ цὢ ẁ῏ế ⅎ

Ф М Ӣᾼὢ ֕ ⇔Ȳ Ằ ⅎ ὢ ᾼ ҃ ắὢ ∟

῀П ᾼ ȲϷ ╥ȸὢ ₇ ɎQɏ= ῀ᾼὢ ɎPɏ- ᾼὢ ɎEɏȴ

ẔМȲ ᾼὢ Ѭ ếἬ ῀ᾼὢ Ѭ ד Ȳῶӱὢ ₇ ╥Ҡѿ ắȲ

ֽὨἬ ῀ᾼὢ Ѭ Єὑ ᾼὢ Ѭ Ȳῶӱὢ ₇ ╥ṏֻᾼȲֽὨἬ

῀ᾼὢ Ѭ Њὑ ᾼὢ Ѭ Ȳ҅ῶὢ ₇ ╥ЛṏᾼȲ҃ Ϸ ҏɦὢ

₇ ῀ ɧᾼ ἘȲ Ɫὢ ₇ ╥ ›ᾼ ȳ ₇ ᾼ ῀ѿц

ҏ₇ ᾼ ῀ 3 ᾼ Ȳ֝ ῀ὢ ₇ ⱢϚ Ȳᴟὑ ⅎ

ὢ ₇ ᾼ ῀ ֯ ᾼ Ϛ ϱȲ⁄ậḟὑ Ṝᾼ ⇔ȴֽὨ

ӑ ṜȲѹ Л ᾼ ЄȲ ἏᶙԓЛ Ṝᾼ₇ ῺȷֽὨ

ṜȲ⁄ ⅎἬ ῀ᾼὢ ₇ ╥Ҡѿ ắᾼȷֽὨ Ṝ ⇔ ҏ Ȳ
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⁄ ⅎἬ ῀ᾼὢ ₇ ╥ ᾼȲѹ М ᾼ ЄȲ Ἇ

₇ ῺɎ Єὕȳὔ ἔȲ2002ɏȴ 

MartinɎ1986ɏ ὢ ₇ ứҠᴩᾼ ȲẔ ὢ ₇ иⱢẒЄ

иȸ ϚȲ ᶧ ֣Ɏprocedural dimensionɏȲ╓ᶾ Ṇ ᾼצ ἤȲ

Ҕ╗―ᵓ ȳ ȳᵛ ȳצ ᾼ☼ ȳ ȳⅎљ֫ ȳ ȷ ϡȲх

Ɏ֣conviviald dimensionɏȲ╓ὢ Ϣ ⅎљ∂Ӵ …ᾼ ϩȲҔ╗ ⇔ȳ

ᾃ ȳ ᾼ ȳῒ ṕȳҪ ҏⅎљᾼֿ֤ȳі ȳ∂ ἤ ȳ ḟ

ȳ ȴLehtinen & LehtinenɎ1991ɏ ⱢȲὢ ₇ ҠиⱢ ₇ ҏ

₇ Ȳ›῏╓ὢ М ⅎ ױ ὢ ₇ ᾼѻ Ȳ∟῏⁄╥ ⅎ ὢ

Ὠᾼכ ȴLovelockɎ1991ɏ╓ҏὢ ₇ ╥ ⅎ֯ṹắ МἬ ẞᾼ

Ϛ ȲӼᵛ ⅎ ᾼὢ Ѭ ế ⅎ ắᾼὢ Ѭ П ᾼ ȴ

Cronin & TailorɎ1992ɏ ⱢȲὢ ₇ Ҭ ὢ ᾼ ẃ ȲЛӇ

ⅎ Ԓᾼ ᵂѩ ȴWhiteleyɎ1993ɏ Ɫὢ ₇ ╥ ⅎ ẞᾼ ₇₇ ȴ

Spreng & MackoyɎ1996ɏ ⱢȲὢ ₇ ╥ ᾼ› Ȳᴖὢ ₇ ᾼ Ӣ╥

ẃᴞὑế₇ צ ᾼ ế П ᾼѩ ȴShemwell et al.

Ɏ1998ɏ ⱢȲὢ ₇ ᾼ ⇔Ȳὢ ₇ Ҡ ⇔ẃ

ᴩⱢȲֽ‚ṿⅎљ Ӣ ᾼἭ ȳ═ ᾼἭ ὄ≤ᴩⱢᾼ ю ȴ

ZeithamlɎ1998ɏ ⱢȲὢ ╥ᴩⱢȳ Ȳὢ Ӑ ╥ ᶮᾼȲד ὑ

₇ᴖṕȲὢ ẓצ ᶮἤȳ ἤȳὔ ἤȳӢ ֝ Ӣ ἤ

Ɏᵦḝ Ȳ2004ȸ20ɏȴ 

֯ вѝ Ѡ Ȳ Ɏ1993ɏ Ɫ ⅎ ὢ ₇ ᾼ ⇔Ȳẃᴞ

ὑ ⅎṶ› ᾼὢ Ѭ Ȳ еҨԓ Ϣ Ἤ ẁᴖ ⅎ ắẞᾼὢ ₇

Ѭ ȴὭ ᵗɎ1996ɏ⁄ ȳ ֢ ῏ ὢ ₇ ᾼכᾎȲ ὢ ₇ ᾼ

ứ иכẒЄ ȸ 

1ȳὢ ₇ ╥ ⅎ ὢ ֕ ⇔ᾼ Ȳ╥Ϛ ῀ἤ₇ ȲЛ֝

ὑⅎ ἤᾼ₇ ȴ 

2ȳὢ ₇ Ӣὑ ⅎ ὢ ῀ὢ ᾼѩ ȴ 

ѵԇϮɎ2002ɏ Ɫὢ ₇ ⱢϠ ⅎљ Ш Ȳѿц Ṝ ⅎἬ ᾼ

ὧᴫȲꜙᴟ Ẕ ḖПѬ ȴ Ẉ Ɏ2002ɏ Ɫὢ ₇ ╥ ⅎ ὑṶ ѻ

ᾼч Ȳ╥Ϛ ῀ ₇ Ȳṳⅎ ₇ Ȳ֝ Ӽῶӱὢ ₇ ἏἏ ᾎ о

ȴḈ ⸗Ɏ2003ɏѿ ⅎ ὑὢ ᾼ ῀ ẃ ὢ ₇ ȴὭ

ủ Ɏ2006ɏ Ɫὢ ₇ ╥ Ṝ ⅎᾼ ḖȲṳѹ ֥Ἠ ҃ Ԓᾼ Ȳ

ṿ ⅎ ẞ ȴ 
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ϡȳ  

ẓ҅ῶἤᾼὢ ₇ Ҡ Parasuraman et al.Ɏ1985ɏ ᴩ

ȳ‒ӣқеҨȳ ẙ נּ ȳ ₇ 4 ὢ ҏᾼ PZBὢ ₇

Ἐ Ȳᶙה Ϡὢ ₇ ᾼ֢ ɎParasuraman et al., 1985: 35-48ȷ

 Ȳ2009ȸ17-24ɏȸכ

1ȳצᶮἤɎtangibilityɏȸ╓ὢ ᾼ ȳϢ ῶц ẁὢ ᾼЏẓ

ц ȴ 

2ȳҠ ἤɎreliabilityɏȸ╓ὢ ᴩ МᾼϚ ἤȳ ứἤếҠ‒

⇔ȴ 

3ȳ֫ ἤɎresponsivenessɏȸ╓ὢ Ϣ ẁὢ ᾼ ⇔ȲҔ╗ὢ

ᾼᵛ ἤȴ 

4ȳ ԉἤɎcompetenceɏȸ╓ὢ Ϣ Ӈ ẓ ᾼᶾ ῀ ϩȴ 

5ȳ ἤɎcourtesyɏȸ╓ὢ Ϣ ᾼ צ⇔ ȳ ȳ ȳх ֮

∕ ⅎȴ 

6ȳ‒ ἤɎcredibilityɏȸ╓ ⅎ‒ԉ еҨᾼὢ Ϣ ╥ ᾼȴ 

7ȳׄԓἤɎsecurityɏȸ╓ ⅎ֯ ắὢ ᵍὑ֚ ế ȴ 

8ȳ ῺἤɎaccessɏȸ╓ ȳ֮ ᾼѠ―ἤȲṿ ⅎὔὑ Ὼѹὔὑ

ὢ ȴ 

9ȳ ἤɎcommunicationɏȸ╓ѿ ⅎ ᾼ ṳ Ẕ ṓȴ 

10ȳ ἤɎunderstandingɏȸ╓ ὑ ⅎᾼ Ḗ ҉иᾼ῀ ȴ 

 

ẔװȲPZBὢ ₇ Ἐ …ה Ɫ ⅎ ὢ ᾼ ῀П ᾼ

╥ѿɦ ЀХɧɎgap 5ɏẃῶӱȲһậḟὑὢ ד ᾼ֢ Ɏ ЀϚ-

ЀҳɏПЄЊ Ѡ Ɏ֣  ṆȲ2002ȸ18ɏȲֽ 2-5Ἤӱȸ ЀϚⱢ῀ ЀȲ

…╓ɦɪⅎљ ὢ ɫ ɪ ῏῀ ⅎљ ὢ ɫẒ῏П ᾼ ɧ

Ɏconsumerôs expection-management perception gapɏȷ ЀϡⱢ ЀȲ…╓

ɦɪ ῏῀ ⅎљ ὢ ɫ ɪὢ ₇ ɫẒ῏П ᾼ ɧ

Ɏmanagementôs perception-service quality specification gapɏȷ ЀϮⱢ ЀȲ

…╓ɦɪὢ ₇ ɫ ɪὢ ɫẒ῏П ᾼ ɧɎservice quality 

specification-service delivery gapɏȷ ЀҳⱢ ЀȲ…╓ɦɪὢ ɫ

ɪҵ ᴩ ɫẒ῏П ᾼ ɧɎservice delivery-external communication 

gapɏȷ ЀХ╥Ϛ Ἤ ⅎљ ῀ᾼὢ ₇ Ȳ…╓ɦɪⅎљ ὢ ɫ ɪ

῀ὢ ɫẒ῏П ᾼ ɧɎexpected service-perceived gapɏȴ 
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1̡  

2̡  

3̡  

4̡  

5̡  

6̡  

7̡  

8̡  

9̡  

10̡  

 

   

 

 

 

  

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

2-5   PZBὢ ₇ Ἐ  ה

ẃ ȸParasuraman et al., 1985ȷ  Ȳ2002ȸ103ȴא

 

ᴟὑҠ ὢ ₇ ЛṾᾼ Ѐ Ӣ ֪иέ⁄ֽῶ2-4Ἤӱȴ 

 

ῶ2-4  5 Ҡ ὢ ₇ ЛṾᾼ Ѐ Ӣ ֪иέ 
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̢ ̢ 

 

 ̢ 

̢ 

 

 

 

 ̢ 

1̡ ̢ 

2̡ ̢ 

3̡ ̢ 

 

 

 

 ̢ 

1̡ ̢ 

2̡

̢ 

 

 

 

 ̢ 

1̡ ̡ ̡

̢ 

2̡

̢ 

 

 

ẃ ȸParasuraman et al., 1985ȷᵨ Ȳ2002ȸ194-195ȴ 

 

ⱢϠצ Ḃ ԍ в ᾼ 4 ὢ ₇ ЀȲParasuraman et al.Ɏ1988ɏϭ

ҏϠὢ ₇ ᾼἋᴼ ɎBerry et al., 1990ɏȲה ԝҏϠ PZBὢ ₇

Ἐ М֢ה Ѐᾼ ֪ Ɏ Ȳ2008ȸ6ɏȲԛ ӦϚ ᴭᾼч ▲и

έȲ ҏϚ ֤Ɫ SERVQUALὢ ₇ ᾼ ῶȲⱢ Ϛ Ṇצ ҏẃᾼ

ὢ ₇ ѐ⇔Ȳ ẁ ῏ цḂṏὢ ₇ П ѐ⇔ᾼ

ɎParasuramanet al., 1991; Ȳ2008ȸ5ɏȴ 

 

Ϯȳ Мїᾼὢ ₇  

Dabholkar et al.Ɏ1996ɏ Мїᾼὢ ₇ Ɫ ȳҠ

ἤȳϢ Ф ȳ ḟц╜ ȴ 

DimingɎ1988ɏѻ ὢ ֯₇ ◕ Ȳ ᾛ Ể ֢ ᴕ ֪

Ȳ Ӵ ӣἤȲ й֥ṿӣ῏ ᾼ Ȳ ∟ Ɫ ȴὑ

ḟứὢ ₇ ᾼ֪ Ȳצ ֪ Ɫѻ ᴕ ᾼ ȲӦὑὢ ᾼЛҠи

ἤȲ֪ױṿ ẁὢ Ἤ ᾼ דⱢϚכ ᾼ֪ ȴ֯ὢ ᾼ

МȲҠ Ẕ иⱢֽϯ3 ◕ȸ ϚȲ Ὼ Ɏaccess timeɏȲᵛ ⅎ

еҨ Ȳᴟắẞ ∕ᾼ ȷ ϡȲ ∕ Ɏqueuing timeɏȲᵛ֯ὢ

ᾼ МȲ Ӧὑὢ Ἤȳὢ Ϣ ϩȳЏᵂ ȳ Ԉ ֪ Ȳᴖ כ

ⅎצἬ ∕ȲҔ╗ ӣᴶ ∕ Ɏֽה ⅎẞ ₤ Ȳὢ П Ȳὢ

ᶧȲṆ Є ɏ ∕ ᾼ ⇔Ɏᵛ ∕ ᾼ  ɏȷ ϮȲὢ
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Ɏaction timeɏȻ ẞ ⅎ ḖȲẞᶙכἬ ὢ ⱢѦᾼ ȴ 

Anton et al.Ɏ1997ɏ―ѿ› DimingɎ1988ɏᾼὢ 3 ◕Ɫ Ȳ

רּ▲ ᴩ ȳ’ ȳ ‒ 300פּ Мїᾼӂᶁ ⇔ȳ ȳ

∕ ȳὍ Ȳѿц֯Ϛ в Ṝ ⅎ Ḗᾼὢ Ɏ ⅎЛ ԛӉ ϡ

ȳ Ϯ ɏѩ Ȳ ҏצ Мїⅎљὢ ד⇔ ἤȲ

ⅎљ ῀֪ ᵂϠֽϯи ɎὭ Ȳ2000ȸ32-33ɏȻ 

1ȳ ὑ Ṇ ᾼ Ɏaccessibilityɏ 

Ɏ1ɏ װ ȴ 

Ɏ2ɏ ∕ ȴ 

Ɏ3ɏ’═ Ɏhold timeɏȴ 

Ɏ4ɏ װ ȴ 

2ȳ Ϣ Ф ᾼ Ɏthe interaction with the TSRɏ 

Ɏ1ɏṣ ẻҪȴ 

Ɏ2ɏ ֯ ⅎӴ ȳ ї ⅎȴ 

Ɏ3ɏὙ ⅎᾼ ȴ 

Ɏ4ɏ ȴ 

3ȳ ὑ Ϣ ᾼ Ɏthe answer given by the TSRɏ 

Ɏ1ɏᶙ ֫ ȴ 

Ɏ2ɏӔ ֫ ȴ 

Ɏ3ɏ й֫ ȴ 

 

Anton et al.Ɏ1997ɏѿ› Мї ⅎὢ ⇔ᾼד ἤⱢ

Ȳ ᴖ ҏɦ Мїὢ ₇ ᾼ ▐ ɧɎmeasuring the quality of call center 

serviceɏɎ  ṆȲ2002ȸ20-21ɏȸ 

1ȳὢ Ṇ ҵ ạ Ɏexternal metrics variableɏ 

ᵛ› Мї ⅎὢ ⇔ᾼד ἤȲⱢ ⅎ Ӊὢ Ṇ Ȳ

ὑṆ ᾭᾓȳ Ϣ ᾼ ȳ Ɏɲanswerɏȳ Ɏfulfillɏ

Ἤ ῀ᾼ ⇔ȴ 

2ȳὢ Ṇ в ạ Ɏinternal metrics variableɏ 

ⅎḕϚװ ӉṆ ᾼӂᶁ ⇔Ɏaverage speed of answer, ASAɏȳ

∕ ȳ ϚװẻҪᵛᶙכἬ ὢ Пѩ ȳМ ѩ ȲṆ Ἤ ẁП

ᴕ ȲὭ Ɏ2000ȸ44ɏ Ɫ Ҕ╗ ⅎӂᶁ װ ȳ ⅎẻҪ  ѩ ȳ

ӂᶁ ∕ὢ Ϣ ȳṆ ӂᶁ ⇔ȳὢ Ϣ ӂᶁ ȳ ⅎ
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telephonic moment of truth  

 

training  

 

 

telecom  

 

information 

technology  

 

team 

superviso  

 

human 

resources  

ӂᶁ ∕ ȳ ⅎӂᶁ ȳ ⅎ ὢ ѩ ȳ ϚװẻҪᶙכὢ

Пѩ ȳ ⅎὍ ѩ ȳὢ Ϣ ḕЊ ẻҪ ȳṆ ԓ ẻҪ ȴ 

3ȳὢ Ṇ ד ғ  

Ҕ╗  ȳ ‒  ȳ ᶾדּ  ȳϢϩ  ȳ  ȴ 

 

Anton et al.Ɏ1997ɏᾼ Мїὢ ₇ ▐ ֽ 2-6Ἤӱȴ 

 

 

 

 

 

 

 

2-6  Мїὢ ₇ ᾼ ▐  

ẃ ȸAnton et al., 1997: 17ȴ 

 

֯ Ѡ Ȳѿ Є Єᾼⅎὢ ᴯⱢẂȲẔ Мї ὢ

₇ ᾼᴕ ạ⇔ֽϯɎ І Ȳ2003ȸ221-236ɏ 

1ȳᴕ ѡ 

ⱢϠ Мїὢ ᾼ₇ ᾼѬӂȲ Мї Ϣ ᴕ ╥ ᴕ

ד ֵ֪ ᾼȲϚ ṓᾼᴕ ӭצȸ 

Ɏ1ɏὢ ₇  

Ϣ ᾼὢ ₇ ᾼֻ Ȳ᾿ ẞ ⅎ ⇔ᾼ ᵅᾼȲ ῏Ɫ

Ϡ ẁ ⅎḆ ᾼὢ Ɫӭ Ȳ ᴩ ạ⇔ᴕ Ȳ ὢ ₇ ἏἏ╥ᴾ

ᴕ и М Єᾼѩ ȴἬ ὢ ₇ ᾼֻ ֽᴶᵒ Ȳ ᴖṕ ╥Ṽ ẃᴞ

ⅎᾼ רּ ᾼ֫ ȴạứὢ ₇ ᴕ ӭ ȲҠ ᴕѿϯṼ ȸ ϚȲ

ậ ⅎч╣ᾼ Ɫ Ԓᾼᴕ Ṽ ȷ ϡȲ ⅎᾼ רּ ֫
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Ȳṳ ֫ ὑכ ṳ ᴩῶ ȷ ϮȲ ẁ Ϣ Ҡѿч╣Аṝ ṏὢ

ṶԈᾼ ȷ ҳȲὢ ₇ ᾼ כ ∂ ὑЏᵂ Пכ Ȳ ֝Чὢ

₇ ⱢԒᾼ Ἐȴ 

Ɏ2ɏЏᵂ  

Џᵂ ᾼᴕ Ӈ ╥֯ ₇ ᾼ› ϯȴҬ ὢ ₇ ᾼ֪ ạ

ᴰȲЏᵂ ᾼῶ ϷҠἔ Ϣ ЏᵂᾼכӐ ȴ МїᾼϢϩ

ᵂ ӐἏἏЛכ ὔ᾿ ч╣ ȲӇ ӦṆ М ậҠѿ ᴩиέЏᵂ

ᾼ Ȳױṷ Ҕᵶ Ϣ ⅎᾼӂᶁ ȳ ᾼ ȳӂᶁ

ḕЊ ếӂᶁ ∟ ȲӦὑЏᵂ ᾼ Є ϱѠ֣╥

Ϛ Ȳ ╥ ẃ Ϣ ֯ὢ ᾼЏᵂϱȲἬ ῶ ᾼ Ἤῧᾼ ╥

ᵡ ᾃ֯ ⅎᾼὢ ϱȲᵀ ᾃ ᾼ╥Ȳ ṷЏᵂ ᾼᴕ Ȳ Ӈ

ч ῴ МїϢϩᾼ ѿцἬ ậᾼὢ ₇ ӭ ȲҔᵶϠ ȳὢ

Ѭ ȳӂᶁ ӭȸ 

Aȳ  

Ἤ҅ῶᾼ ╥ Ϣ щἨ Ἠѣᾼ Ȳ ֿч╣ҏ

Ϛ ᾼ Ȳᵀ╥ ὑḕ Ἤ ᾼ ₇ ӑҒѿ Ȳ

Л ѿױ Ϛ ᵂⱢḟứЏᵂ ᾼᴕ Ṽ ȲT ҠѿӦϢ ᴩᵒ

Ϣ Џᵂᾼɦ ɧɎloadingɏȲẔ ᾼ ⁄╥ӣẃ Ϣ ╥ᵡצ

ЛӔ ᾼ ὑ Ȳ כ ᵅȲἨ╥ ᾼ ᴩὢ Ȳ֪ᴖ כ ֵᾼ

Ȳד ᾼὢ ₇ ϷЛ ыֻȴ 

BȳӂᶁḕЊ  

ẃᴞὑϱ ᾼ Ȳ П ϱ ѡ Ϣ ᾼ

Ἤ Ȳ ѿḕЊ Ɫ ᴯ ṓȴ ѩ ֵϚ Ȳ ╥

ȴ ϱẃ ᴕ ᾼ Ҡѿӣẃ Ṫṷצ ӑ ᾼ

֪Ȳ כ юᾼϢ Ȳ Ẕ ᾼ ╥ᵡЬ ═Ѭӂȴ 

Cȳӂᶁ  

╥╓ Ϣ ӂᶁḕϚ ῧ֯ ⅎ ᾼ Ȳ ◕ ҅ῶ

ᾼ╥ ⅎҠ ắᾼὢ Ȳ╥Ϛ ᾼὢ ╓ ȴ ὑ  ᾼὢ

ȲҠ ҅ῶ Ӣ Ἠ╥ⅎ ӢȲѿц ᾼӂᶁ ȲϷ

ד ὔ Ӣὢ Л ᾼ ᾓȲӇ ᴩϠ ἨẦᵗ ȷ ὑᴕ ᴖṕȲ

Ẓ ╥ Ғ ᴕ ᾼȴ 

Dȳӂᶁ ∟  

ױ ╓ᾼ╥ḕ П∟Ȳ∟ ᾼᴩ╜ᵂ Ȳ ṷҔᵶ

ᾼ ȲἨ╥ ⅎ ∟ ᾼṶԈ ȲἬ ᾼ   Ȳ
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Ϣ ῀ ᾼ צ⇔ ᾼӔד Ȳ ֝Ч֯ױ ᾼ Ὑ

ȲἬѿ֯ ᴩᴕ Ȳ ԝⱢ Ϣᾼ Ṽ ȴ Ϣ ᾼױ

Ь Ȳ ױ ᾼ ȲҠѿ ῀ ḔȲἨ╥

ӑצ שׁ ᾼ Ϣ Ȳ ῏ Ҡѿ ᴩ ȴ 

Eȳӂᶁ Ɏaverage handling time, AHTɏ 

ӂᶁ Ἤ╓ᾼ ╥ӂᶁ ӂᶁ ∟ ᾼ ếȲẔἬ

҅ῶᾼ ╥╓ ḕϚװᾼὢ Ȳ Ϣ Ἤῧ֯ ṶԈЁᾼἬצ ȲҠѿ

ҏכ Ϣ Ẕ ᾼ ῧ֯ὢ ᾼ ȴ֯ ϱ ◕ױ

ѿц ϱ ∕ ᴍиѩᾼѩ Ȳ ѿᵒ Ϣ Ἤ ғ Ѡ֣╥

ᵡ ȲЛ ҏ ӂᶁ ᾼѩẂᵅὑẔ҃Ẓ῏Ȳֽ҅ױῶ Џᵂ ᶾ ᾼ

ׄ ҏϠ Ȳ ᴩ ȴ 

Fȳӂᶁ ϱ ∕  

╓ᾼ╥ Ϣ ὑ ᾼ ϱȲӂᶁ ∕ḕϚ ᾼ ȲϷ ╥

ȳҠԛᵓӣᾼ Ȳ ч╣ᾼҠ ╥ ᾼ ᵅȲᵀ╥ ᾼ

ϱẃכȲ ҏ ֯ Ϣ ᾼᾭᾓϯȲ ᴩϢ Ἤ СᾼЏᵂ

ᶾ ứ Ȳ ֯Ϣ ᴯ ὔ ӢȲἬѿ ֯Ϣ

ԝⱢ Ȳ ѿ ╥ᵡ֯צЏᵂ ᶾ ׄ ϱ П ȴ Ϣ ᾼ

ӂᶁ ∕ Ϸ  Ȳ ╥֪ⱢἬ ᶾ Ữӑᶙ Ȳӑ С ֵᾼЏᵂ

ᶾ Ἤ ȴ 

Gȳ Ɏoff line timeɏ 

Ҡѿ᾿ ᵧ Ϣ ᾼ Ȳ⁄ῶӱϢ צ ֵᾼ

Л֯Џᵂ ᴯϱȲ ῏ ᴩ ȴ 

Ɏ3ɏϢ ҏ  

МїᾼϢ ד╥ ȲἬצᾼὢ ᵑ ╥ⱢϠ ⅎᾼὢ

Л Ȳ֪֢ױ ◕ᾼϢϩ ╥ ҁ ᾼ ȲἬѿ ϱϢϩᾼ ֥

Мїד Ȳ֪ױϢ ҏ ᾭᾓϷ╥ ᴕ Мד ᾼϚ ȴṶԒ

Ṽ ⅎ ᾼ ҭ ҒѿиέȲԛ Ϣ ᾼ ạׄ Ȳѿ Ҁ ⅎ ᾼ☼

Ȳ ֽ Ϣ ҏ ᾓЛṾᾼ ȲЛᵀ еҨ ᾼ Ȳ Ẕ҃֝

ṶᴖṕϷ╥Џᵂ ᾼ ҒȲẔἬ Ӣᾼ Ϛ Ϣ ᾼ ȷ֝

Ȳҏ Ӕ ᵡϷч╣ Ϣ Џᵂᾼ ֝Ȳ ὑҏ נּ ȲἨ

╥ ᾎ ֥еҨ ἤҒ ᾼ֝ЧȲеҨϷҠѿ ҟϠ ᾼ ᾓế

ᾎȲϠ ╥֪Ɫṝ ֪ ȳЏᵂї ȳ Ϣҵ ȳἨ╥Џᵂ ֥⇔

ᾼ ֪Ȳ ҏ ЛṾᾼ ᶮȲ ױ Њ֮Ѡ Ḃנ ȲṮѦ֪

ϢЏᵂ ᴖ ẞ ὢ ₇ ȴ 
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ѿϯԝ ᾼϢ ҏ ᴕ ᾼᾃ Ṷ ȸ 

Aȳҏ ᴕ ᾼ и Ἤצ װ ᵑȲ ᾼѩ ᵅȲ ἤᾼṶ ⁄

Л б Ȳѹלи ȴ 

Bȳ ὑԉ ѹϢϩ ạ Њᾼ ᴯȲẔҏ ᾭᾓᾼᴕ Ҡѿ

ᾼҒ ȴ 

Cȳҏ Ϣ צ ᾼ Ȳ ӢϢ ֵᾼ Ӈ

ᴩ Ḃ Ȳѿᵍ ѿἏȲױ Ϣכ ὢ Џᵂї ᾼ ȴ 

Ɏ4ɏ ῶ  

Ϡϱ ᾼ ₇ ᴕ ȳЏᵂ ῶ ếϢ ҏ ᾭᾓȲϚ Ϣ

Ϡ֯ὢ ϱ ⅎᾼ ПҵȲⱢϠ ═ Ϣ ═ Л ЏᵂҀҏ

ᾼ ȲеҨҠѿṼ ᾼᵂ ḖȲ С Ϣ Л֝ᾼῶ Ȳ Џ

צ כ ȲϷҠ ױ Ϣ Ȳ ᵗὑϢצ ѿц כ ᾼ

ȲЛᵀҠѿϢכ ẔИȲϷҠ ᵅ ȴἏἏ−ֵ Ϣ ֯ὢ Ϛ◕ П

∟Ȳ Ϛכ Ҭ ᾼ њȲЛ ѻ Ϥ ᾼӢ♄ế ᵂȷ

Ẕ Ẕ҃Ѡ ᾼῶ ȲḆҠѿԓ Ϣ ᾼ ϩȲ ὑᴕ ạ⇔ч╣

ҏẃᾼכ ϷḆצе‒ϩȲѩֽ ϱ Ἱ≤ ⅎ ѻ о ⅎᾼ Ȳ

ẞ ⅎᾼ Ȳ ὑеҨ ᴩᾼ♄ ѻ Ȳ ὑеҨᾼ╠ứạ⇔ ҏ

МΊᾼ∂ ếḂ ѠהȲ ױֽ ᾼῶ Ȳ ҠѿԝϤᴕ ӭ МȲ Ғиȴ 

2ȳ ᴩѠה 

Ɏ1ɏὢ ₇ Ѡ  

Aȳ₇  

ᴯвἬ ᾼ₇ ạ ᴯ⁄ ḕϚᴯ Ϣ ᴩὢ ₇ Ȳ

ḕѣ֯Л֝ᾼ ◕ ᴩ װ Ȳ ᴕ Ϣ ᾼ Ἠד ᴩ ϱᾼ

Ȳṳὑ ѣἉԝӱἼ ὨếἼ כ ᴕȲ ᴯѻ Ϸ֝Ḕ ֥ὑ

Лứ ֝Ḕ ὢ Ϣ ₇ Ȳṳ Ϣ ὢ ⇔ế ῀

ᾼῶ С ᴕ כ ȴ 

Bȳứ  

ὑ ᾼЛ Ḇ Ȳ ∂ ѿḕѣԌⱢϚ ȲӦ֢ ᴯ

Ẕ Ḇ ḖȲӦד ₇ ᴯ ẁѣ ẪȲṳὑḕ ѣѣἉ ậ Ϛ

ᾼѠהȲ ὢ Ϣ ᾼᵮן ⇔Ȳṳ כ ԝϤ ѣᴕ כ МȲṳѹ

כ ч╣ȲϠ Ϣ ᵮןᾼ ⇔Ȳ כ ЛṏᾼϢ ⁄ Ϣ ᾓȲ╟

ᴩ ᵑҒ ȴ 

Cȳ ⅎ ⇔ ▲ 

ⅎ ϱ᾿ ὢ ╥ ֻᾼЀ Ȳ Ϣ ᾼῶ Ϛצ ҫ
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ᴕ ᾼѠהȲ₇ Ἠ ᴯҠѿ֯ Ϣ ὢ ᶙכ∟Ȳ֯Ṷ∟ҟ ⅎҵ

Ȳ ⅎ ᾼ ⇔Ȳế еҨế Ϣ ᾼ∂ Ȳ כ

ⅎᾼӴ ҟᴕ Ϣ ᾼὢ Ѭ ȲЛ ᴕ Ѡהѩ ȴױҵȲҠ

ѿ ϱὢ ᾼ Ɫ Ϣ иȲеҨҠѿ ϱὢ ₇ Ȳ

Ҭ Ϣ ⅎᾼ Ἠרּ Ӧ Ϣ ᾼ ὢϩȲ ӂ ⅎὄ≤ї ц

Ȳ Ϣ ꞋҠ ױ ԈȲҬ ▲Ϣ Ҡ῏ȲꞋҠ Ȳῶ

῏ḆҠ ῶ Ȳױצ ֪ ҃ ḆҒᾼ ὑⱢ ⅎ ẁḆᶙ Ḇ Ἤ

ᾼὢ Ȳ֝ ϷҠѿ Ϣ ⅎ Сᾼ Ȳרּ ᶮ М ᾼכ

ȲḆ╥Ẕ ȴ 

Ɏ2ɏЏᵂ Ѡ  

Aȳ  

ḕϚᴯ Ϣ ḕ ѣᾼ ȳ ȳ

ế ∟ ȲṼ ֢ ᴯᾼ ᴩạứ֥ ᾼכ ẃ ᴕ ᾼ

Ṽ ȴϚ ṓᾼ Ϣ ֢ Ҡѿӣ ẃч╣ȲϷҠѿӣד

ᾼᴍиѩẂẃ ᴩȲϚ ᾼᴕ ֪Ɫ֪ ֢ МїᾼЏᵂЛ֝ȲẔ

ꜙЄȲ╝֯ױѿד ὑ ᾼᴍиѩẃ ᾼᴕ

Ȳד ֽ ȳ ∟ ȳ ϱ ȳ ϱ’ ȴױ

ҵȲ֢ МїἬ ᾼЏᵂЛ ∂Ȳ֝ד Ҡѿ ᾓ Ϛ Ȳ М

᷄ҏ ֥ ᾼ Ȳ ∟ԛ ứҏ иᾼ ╥ ⌂ ᾼȴ 

Bȳ  ⇔ 

Ἤ  ⇔Ҕᵶ Ϣ ᾼЏᵂ ⇔ế ᾭᾓᾼלиȴצṷ Ϣ

֯ ế ạᾼ− ȲֻT ╥ ҏ Ϛṷ ᾭᾓᾼ

ӢȲѩֽᶱϠ֫ ⅎἨ╥ᶱϠ ⅎ ậᾼ ȲἨ ӂѡᾼ כ

−ֻȲᵀ╥֪Ɫ ṷЊ ҷȲϷצҠ ѡ∟ᾼⅎ ȲἬѿ֯ᴕ Ѡ Ҡѿ

ᾼלиѩẂȲ ẞּפḇ ạᾼ Ὠȴ 

Ɏ3ɏϢ ҏ Ѡ  

Aȳҏ נּ  

Ϣ ҏ ẞ ϱ ᾼἭ ȳ ẞ ᴯᾼ ȳꜙᴟ

ᾼ ᵂȲ ὑԓ ᾼ Ϣ ȲеҨҠѿ Ӑṝᾼ Ȳḟứ╥ᵡ

Сԓ  ᾼ ὍȲṳѹ֯ ᴕ כ Мᾼҏ כ ӭ С иᾼ иѩẂȲ

ῶױ ԓ Ϣ ᾼЏᵂ ⇔ế Ȳ ὑ ȳṶ ȳ ȳ ȳ

ȳ ȳе ȳе ȳӢ ȳ ԅếҒ ὂԅȲϷӇ Ṽ ᾎế

еҨᴕ ạ⇔ ứϚ ֥ừᾼ и ȴ 

BȳҒ ֥ 
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Мїצ ֪Ɫ‚ ♄ Ἠ╥ ₇ ᵫᾼ ҏȲᴖ Ӣ ϱϢϩ֦

ᾼ ᾓȲ ⱢϠ ⅎ ᾼᴕ ȲϚ ѻ Ḗ Ϣ ֥

ἤᾼҒ Ȳ֯Л ᾎᾼ ứПϯȲҒ ᾼ ֥ϷҠѿԝϤϢ ҏ ᾼ

ᴕ ȲяẔ ὑ ֵצ ᶾ ᾼ Ϣ Ȳ ἤᾼҒ ḆҠѿ ḟеҨ

ᾼ  П≡ȴה

Ɏ4ɏẔ҃ ῶ Ѡ  

Aȳѻ  

Ӧ֢ ᴯѻ Ԛ֝ᴕ Ȳ֯ḕ ѣѣἉ›Ԓᴩ ᵑּפ ȲϠ

֯ ѣԌᾼѣ כ ȳὢ ₇ כ ȳЏᵂ ῶ ȳ₇ ᴕ

כ ȳҏ ᾭᾓếЏᵂ ⇔Ȳ ṷ כ ῶ ֥ Ẕ҃ῶ С ᾼ

ҒиȲ ẞ ѣԌ כ ȴ 

Bȳ Џᵂ 

Ẕ҃ῶ Ѡ ᾼҒи ҠѿҔ╗Ầ ד ♄ Ȳ ϴ ᾼеҨ ȳҵ

ҏ ẞ ᾼ ȳׁש Ἠ╥ ȲӼἨ╥ϚṷеҨв ᾼ Ầ ế

ȲҬ Ϣ ᷾Ϥїϩҟ ȳҟҀҏȲ Ҡѿ ᾓ ҒиȲѿ

ȴ 

Cȳ вЏᵂ 

Мї Џᵂᾼӻ ╥− ᾼȲ ὑṪṷѻ Ầᵗ ᴯѻ ז

вЏᵂ ᴩᾼ Ϣ Ȳ֯ ḕ ѣᾼѣἉ ϚԌ ϢЏᵂѡ ԝϤᴕ Ғиᾼ

ᴕȲЛ ╥ѝ ᾼ ȳ ᾼ Ἠ╥ Ϣᾼ Ȳ ṷ Ҡѿ ᴯѻ

ᾼ Ȳ ᴞА Ғᴕ Ғиᾼ ȴ 

Dȳ ן  

ᾼ῀ ế ᾼ оЛ ᾼ ҏ ȲҬ╥ԏ еҨв █ ᴯҟ

ᾼ Ȳ ᾼ Ь ЛṜȲ ֽ Ϣ ѻ ᾼ Ȳ

ד ᾼ ₇῀ ếӭ Ȳ ᾼ еҨế Ẕ҃ᾼ֝Ч Єᾼ−צ

ᵗȲϷ еҨ ᾓ Ғиȴ 

Fȳ ὢ  

ҫҵ Ϛṷצ ὢ ӭϷҠѿԝϤᴕ Ғиᾼ ᴕȲֽȸ 

ϚȲ Ἠ Є ԈȲӦ ⅎὙ ῶӱᶦ еҨῶ ῏ȴ 

ϡȲ ⅎ ὄ≤› ὢ Ϣ ⇔ếеҨ╜ Ȳ ׄ ⅎ

῏ȴ 

ϮȲѻ ᴯвᾼὢ ЏᵂȲֽᾨậ ԉּדв Ṏ І

῏ ȴ 
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ҳȳ Ϣ ᾼὢ ₇  

МїӦ ȳ ѿц Ϣ 3Є ȲẔМכ Ϣ כ╥ ᾼ

Ȳ֪Ɫ Мї ѿ Ϣ ậ҅ ҟѿ Ɫⅎљ ᴩὢ Ȳᵛ֫

Ϣἤоȳ йἤѿц ₇ Пὢ ἘɎМ ‒еҨ Ȳ2001ɏȴ 

רּ Џ ᶝɎBureau of Labor StatisticsɏɎ2007ɏ ⱢȲ Ϣ ѻ

ᾼЏᵂ ╥ ᵗ ⅎ ẞ ᾼὢ Ȳ֫ ⅎἬ ᾼ ȴ҃

ⅎФ Ȳѿ ẁ ⅎἬ ᾼὢ ₇ ȲἨ ⅎᾼὄ≤ȴế ⅎ

ᾼ Ϡ ПҵȲ ᵶҔ╗ І Ԉȳ ȳ‒ẗἨ᾿ ⅎ Ȳ

Ἤ֫ ᾼ Ҡצ− ╥ דֵ ṓѹ ᴿᾼ ȴ Ϣ Џᵂ Ѿ

ṿӣ Ȳ Ϣ ế ⅎ ȲϚ ᵛ Ἤ ᾼв Ϥẞ

МȲ ᾼ Ṽ Ϣ Ἤ Ϥᾼв Ȳ ẁ ᾼ Ȳ Ϣ

ẃ ḟ ⅎᾼ ȴ ẞ ᾎ ḟᾼ Ȳ Ẕ҃Ҡ

ѿ Ṝ ⅎ ḖᾼϢ Ἠѻ ɎḞ` Ȳ2008ȸ34-35ɏȴ 

ᶺ ֢ Ӏ╜Ἀ 1999 ᾼὢ ẃכȲ Ϣ ᾼЏᵂѻ ╥

ẃᴞ֢ѠӖ ᾼẃ Ȳ ḟӖ ᾼ Ȳ ϱ ᾎӴᵛ֫ ᾼ ⁄Ӧ

Ϣ ▲Ὑ∟ҵ ֫ ȲἨ ẞד ᴯȴ1999 Ϣ ѻ ᾼЏ

ᵂ Є и ὑ ὢ Ȳᵛ ẃ ṳ ẁὢ Ȳ Ӈ Иѻ ֫

Ӗ ȴӦὑ 1999 ╥ ὑ╜Ἀ  Пὢ Ȳ֪ױ 1999 П Ϣ Ϸ

᷊ ϚṷЛ֝ὑϚ ԍ Ϣ ᾼṔᴥɎḞ` Ȳ2008ȸ35-37ɏȴ 

ѿ ҖӀ╜ἈⱢẂȲẔ 1999 Ϣ ɦӀ╜ ɧȳɦ ɧȳɦ♆

Џ ɧȳɦᵫ῀ ɧ ɦ ϚӨ ɧ 5 Џᵂв Ȳ1ṳ᷊ ֽϯṔᴥɎḞ

` Ȳ2008ȸ35-37ɏȸ 

1ȳӴᵛ ẁ ῏ 

1999 ѻ ẁᾼὢ צ ȳ ȳ♆Џ ȳᵫ῀ ц Ϛ

Ө 5Є ȲẔМ ὢ ᾼὢ ᵛҜἬצὢ ᾼ 58%ҿҢȴ ϴӀ╜

ȳӀ╜ ЄЄЊЊ Ӗ Ӣ♄ ד ᾼṶ ꞋⱢӖ Ӊ 1999 ᾼ

֪ȴ1999 Ϣ ֯ ứ ֫ Ӗ ᾼ Ȳ ᾎ֫ Ȳ⁄∕

Ϣ ▲Ὑ∟ѿҵ Ѡהᵫ῀ȴ 

2ȳ    

ӭ›Бצ ֵ Ӗ ȲᵀЬ ҏ Ӗ ᾿ ế  ᾿

ᾼ ᾓȲױ 1999 Ϣ ᵛ ᷊   ПṔᴥ ẃ ȲϚѠ ׄ

Ӗ ᾼ ȲҫϚѠ᾿ С Ἠ ᴟד ᴯȲѿ ᾼ ᾎ ḟӖ

ᾼ ȴ 

                                                     
1
 ṓɦ ҖӀӖ 1999ὢ ᵂ ☼ ɧȴ 



41 
 

3ȳ╜ ᴩ ῏ 

ԍ ᾼṔ⇔ẃכȲḥצᴩ ḥצӀ Ȳ ֯ᾼ╜Ἀ  ϷЛẂҵȴ

Ӗ ắеԚ╜ ȲӇ һ ╥ⱢϚ ɦ ₇ɧҒѿᴩ ȲИ ẞӖ

ᾼ ֝ ќ═ȴ Ϛ ᾼеԚ╜ ╟ Ϸ╥Ӗ  Ϡ ᾼ ẘȲױ

ӦӖ Ӊ 1999 Ȳ Ϣ ∟ȲἏἏҠ Ӗ

ᾼќ═ȴ 

4ȳӀӖ ֥῏ 

1999 ẃ в ╠ֵѹ Ȳ1999 Ϣ ẞẃ

∟ԛ Ṇ ᾼ иέȲᵛҠϠ ӀӖᾼ ḖἬ֯ȴ Ӧ ṷ ᵛҠ

Ɫ֢ Ḃ Ἠ ╜ ҏ ᾼṼ ȴ 

5ȳ и ῏ 

ѿ ҖӀ 1999 Ἤắ ᾼ 16 ♆Џ ⱢẂȲ Ӧ Ҡ ắ

Ԉ ₤ᾼ› 5֤иᵑⱢ ȳ Ἤ ȳϢ ᾬ ȳЄ₤ ᾬếᴁ╬

ȴד ᴯᵛҠ ױ ᷾Ϥ ֵᾼϢϩȳᾬϩ Хױ ♆Џ МȲ

ֻᾼ ȴ 

 

ᴟὑ Ϣ ᾼὢ ₇ ȲAnton et al.Ɏ1997ɏ ⱢẔ Мїὢ ₇

▐ ᾼҵ ạ Ȳ Ɫ ϚȲ ⅎ ὑ Ṇ ᾼ ȲҔ

╗ װ ȳ ∕ ȳ’═ ȳ װ ȷ ϡȲ ⅎ Ϣ Ф ᾼ

ȲҔ╗ṣ ẃ ȳ ֯ ⅎӴ ȳ ї ⅎȳὙ ⅎᾼ ȳ ȷ

ϮȲ ⅎ ὑ Ϣ ᾼ ȲҔ╗ᶙ ֫ ȳӔ ֫ ȳ й֫ ȴ

Haymarket Business PublicationsɎ1998ɏ Ɫᶶ ᾼѠ―ἤȳ Ϣ

ᾼ ȳ Ϣ ẁҠ ᾼếӔ ὢ ᾼϚ ἤȴὭ Ɏ2000ȸ32-33ɏ

ӣ› Anton et al.Ɏ1997ɏᾼ Мїὢ ₇ ▐ Ɫ Ȳ М

‒ ὢ Ṇ Ɫׁשṅ Ȳ Ӧὢ Ṇ Пиέ ṿӣ῏ ὢ ₇

П ῀ ▲Ȳ Мїὢ ₇ ∂ӴПצ ᶧ ֪ Ȳṳѿ Anton et 

al.Ɏ1997ɏ Мїὢ ₇ ▐ ᾼҵ ạ Ϣ ᾼὢ ₇

Ȳֽῶ 2-5Ἤӱȴ 

 

ῶ2-5  Ϣ ὢ ₇ ᾼ ȳ ц Ẫ  

   

 

 

 

1̡  

2̡  

3̡  

4̡  

1̡  

2̡  

3̡  

4̡  
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5̡  

 

 

 

1̡  

2̡  

3̡  

4̡  

1̡  

2̡  

3̡  

4̡  

5̡  

6̡  

 

 

 

 

1̡  

2̡  

3̡  

 

1̡  

2̡  

3̡  

4̡  

5̡  

ẃ ȸ ḂᴞὭ Ȳ2000ȸ46ȴ 

 

Brown & MaxwellɎ2002ɏ Ɫ Ϣ ᾼх ἤế ȳ Ӑếכ₇

Мїᾼ―ᵓἤȴKassim & BojeiɎ2002ɏ ẃᴫṸᾼ ᴩ ᴩׁש

ṅȲṳѿSERVQUAL ῶ ῏ ὢ ₇ ЀиέȲ ⅎ Ϣ

Ἤ ẁὢ ᾼ ắȲ Ẕᴞṝᾼ צ╥ ᾼȴỂ Ɏ2002ɏ

Ɫ− ὔ ȳ צ− ȳ֫ ⅎἬ Ἠ ᾼȳӴᵛ ⅎᾼ Ḗȳ

Л ṿ ⅎ ѽ Ἠ ‒ ᾼ Ϣ ȳ ⅎᾼἭ ȳ Ϛװ

ֻ ⅎᾼ Ḗȳὢ ЛМ ȳᵫ ⅎ ∕ ẞШ ȳ й֫ ȴ  

ᴐɎ2003ɏ ᴕAnton et al.Ɏ1997ɏᾼ Мїὢ ₇ ▐ Ȳ ‒ὢ

Мї ⅎẃ ᵂ П ₇ Ȳṳѿ₇ ᾎⱢЏẓȲ Ϥ

Мїὢ Ṇ ד   Мїќ ⇔ ὢ ₇ П ἤȴ—ᵩ

Ɏ2004ɏ ӣ₇ ᾎȲ∂Ӵ ⅎὢ Мїὢ ₇ иέ ᶧȴׁשṅ

Ὠ ӱȲ ⅎ ὢ Ṇ Ḗ₇ П ⇔ѿɦὢ Ϣ ⅎᾼ ῶ

ӱ йᾼ ⇔ɧȳɦὢ Ϣ ᾼ ⅎ їɧцɦὢ‒צ− Ϣ −ᶙ

֫ ⅎᾼ ɧ 3 П ⇔ ֤ ȴ Ɏ2005ɏ Мї

☼ ὢ ה Ȳṳ Ɫ∂Ӵṏֻᾼ Мї╥ԍ Ϥ ⅎ … ᾼ

ϚḔȲᴖ ẁ ⅎ Лᴟᾼ ╥ ⅎἔ ⇔ᾼ ȴ 

CherkasskyɎ2006ɏᾼׁשṅ╓ҏȲ2/3צѿϱᾼ ⅎ ὑ Мїὢ ╥

═ᵡứἨМӴᾼכᾎȲҫ╓ҏ83̟ ⅎ⁄ᵡứ Мїὢ Ȳѹ72̟ ᾼ ⅎ

ᴕ ӑẃ╥ᵡ еҨӻὔȴ ἔ Ɏ2006ɏ Мїᾼ֢ ὢ

ғ ⅎ ῀ ᴩⱢ ֣П ȲẔׁשṅ Ὠ Мїᾼ ғ

ⅎ ῀ ẓצӔ֣ ȲT Мїᾼᴩ ғ ⅎ ῀ᾼғ
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 Ӣ ֣ ȴ ֽɎ2006ɏ М ‒ Мї ⅎὢ

⇔ ὢ ᴩиέȲ Ὠ Л֝ ц ἤП ⅎ Ȳ М ‒е

ҨἬ ẁПὢ ₇ ц ⇔ȲẔ ắ ⇔П֝ Ѭ ẓ ȴHillmer 

& KocabasogluɎ2007ɏ Ɫ ӣ￼ ȳ ϩϚ ἤ ᾼ ЏȲ ᵗὑצ

ὡ Мї ⅎᾼ ⇔Ȳ ᴖḂ Ӣ ϩ ₇ Ɏ Ȳ2008ȸ6-7ɏȴ 

ᴟὑ ҖӀ╜Ἀ ᴩᾼ 1999 Ϣ ᾼὢ ₇ ᴕ ѻ ѿלиѠה

ᴩȲҔ╗ѿϯ и ӭȸ2
 

1ȳ ӣ   

Ɏ1ɏӑṿӣ ȴ 

Ɏ2ɏӑ ởц ֻȴ 

Ɏ3ɏӑ ᴩ ∟ц֫ ᶧ ӣ ȴ 

Ɏ4ɏ ӑ ȴ 

Ɏ5ɏӑṿӣ ᾼ ᶠ ӣ ȴ 

2ȳ ֟ 

Ɏ1ɏϚ ӣ Ɏ ȳ ȳ ȳЛֻ ≈ɏȴ 

Ɏ2ɏӣ Л ɎЀ ȳӔה ӣ ɏȴ 

Ɏ3ɏ ⇔ ᶶἨ / Л ȴ 

Ɏ4ɏ ṕ ӣɎ ү ɏȴ 

Ɏ5ɏ ӣɎ ֫ ȳᵐ ἨЛֹו ɏȴ 

3ȳ ᾼ  

Ɏ1ɏὢ Ȳӑ ḇȴ 

Ɏ2ɏ Ӗ ֯ ϱϵ ӑ С ֫ ȴ 

Ɏ3ɏ Ӗ ӑ┬’ ȴ 

Ɏ4ɏҠ ḇᴖӑ ḇП ȴ 

4ȳ ᶾҾ 

Ɏ1ɏӑ ᾃ Ӗ ȳ ȴ 

Ɏ2ɏ ὑӖ ӑᵂ ὙἨ ȴ 

Ɏ3ɏ ЛṾɎ ȳӉ Ӗ ȳӑ֫ ɏȴ 

Ɏ4ɏ╚ Ӗ ᾼ Ȳṕ М  ȴטּ

Ɏ5ɏ ѽὢ ᶵȳѻ ἤЛṜȳ Ἇҵ ȴ 

Ɏ6ɏЛ ч Ἠ╓ Ẕ҃ ᴯἨϢ ȴ 

5ȳ ῀  

Ɏ1ɏ ᵒ / ẁ ȴ 

                                                     
2 ṓ ҖӀ╜ἈⅎὢМїв ѝԈɦ1999ⅎὢϢ ὢ ₇ ᴕ ῶɧȴ 
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Ɏ2ɏ Л Ȳ כ /ӑӔ Ӗ Ḗȴ 

Ɏ3ɏӑ ц ֥ȳ ẁȳ Ӗ цἬ ȴ 

Ɏ4ɏ ȳ Ṇ ᵂЛ Ἠ▲ ϵȴ 

Ɏ5ɏ♆Џ ȳ ѝв ὙЛ ȳӑṼ ᵂ ᶧ ȴ 

ҫצ 5 Ғи ӭȸ 

Ɏ1ɏѻ ẁ ѾӀӖ ᾼὢ ȴ 

Ɏ2ɏ Ἠ ӀӖ ᵍӑẃ Ӣȴ 

Ɏ3ɏᵫ῀ӀӖҠẁ ᾼẔ҃ ҅Ѡ ȴ 

Ɏ4ɏ ẁ Ṿцצ ᾼ ḟѠ ẦᵗӀӖ ḟ ȴ 

Ɏ5ɏ ᾼі ȴ 

 

ХȳЊ  

֥ѝ ᾼ ὨҠ῀Ȳὢ ₇ Л ╥Ϛ ὨȲ Ҕ╗ ẁὢ ᾼ

ếѠᾎȲѻ ╥Ӧ ᾼὢ ῀ ᾼὢ Ἤ ῏ȲᴖẒכ ᾼ ҅ῶϠ

ὢ ₇ ᾼ ֕ȴ 

ѩ Parasuraman et al.Ɏ1985, 1988ɏϚ ἤᾼ PZBὢ ₇ Ἐ  ȲAntonה

et al.Ɏ1997ɏҔ╗вȳҵ ạ ѿцד ғ ᾼ ▐ …Ɫ

Мїᾼὢ ₇ ṝ ᵂȲẔМ ȳ ‒ȳ ᶾȳϢϩדּ ȳ  

ד ᾼғ Ϣ Ӑṝᾼὢ ₇ ȷ ⅎḕϚװ ӉṆ ᾼ

ӂᶁ ⇔ȳ ∕ ȳ ϚװẻҪᵛᶙכἬ ὢ Пѩ ȳМ ѩ

в ạ ὑ Ϣ ᾼЏᵂ ╓ Ɏ ȳҿ Ȳ2010ȸ98ɏȷ

ᴟὑ Ϣ ᾼ ȳ ȳ ᾓ ҵ ạ Ȳ⁄ Anton et al.Ɏ1997ɏ

Ɫ ⅎ ὑ Ṇ ᾼ ɎҔ╗ װ ȳ ∕ ȳ’═ ȳ

װ ɏȳ ⅎ Ϣ Ф ᾼ ɎҔ╗ṣ ẃ ȳ ֯ ⅎ

Ӵ ȳ ї ⅎȳὙ ⅎᾼ ȳ ɏȳ ⅎ ὑ Ϣ

ᾼ ɎҔ╗ᶙ ֫ ȳӔ ֫ ȳ й֫ ɏ 3 Ṷ

Ϣ ὢ ₇ ᾼ ȴ 
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Ϯ ṅשׁ    

 

Ϛ ▐ṅשׁ    

Ӑׁשṅѻ ṅ їⱢ 1999 Ϣ Џᵂ ὢ ₇ сП

ἤȲ∂ ṳ ӣЏᵂ ᾼ ᴷ ц ᴷЏẓȲԛ ҏד ᾼẓ ∂ ȲẔׁש

ṅ▐ ֽ 3-1Ἤӱȴ 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

▐ṅשׁ  3-1  

ẃ ȸӐׁשṅȴ 

 

ϡ ṅשׁ    

ϚȳЏᵂ ᾼϢ ϩ  

֥ѝ ᾼ ὨȲ Ϣ ὢ ₇ ᾼЏᵂ Ҕ╗ɦϢ ɧ

ɦ ϩɧ2Є ȸϢ Ҕ╗McCrae et al.Ɏ1986ɏХЄϢ

ᾼה ếἤȳ Ӕ᾿ἤȳҵ֣ἤȳ ἤȳ Ὅᾼ ἤ5 ȷ

 

 

1̡  

2̡  

3̡  

4̡  

5̡  

 

1̡  

2̡  

3̡  

4̡  

5̡  

 

 

1̡  

2̡  

3̡  

 

1̡  

2̡  

3̡  

 

1̡  

2̡  

3̡  
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ϩ Ҕ╗ ϩȳ ϩȳ≈ᴕ ϩȳ῀ ϩȳѝ ϩ5 ȴ 

ⱢṿϢ ϩ Џᵂ ᾼ ᴷ╓ ḆⱢй֥ 1999 Ϣ

ᾼ ὢ ᾭᾓȲׁשṅ ὑ ד2010 8ѣ 27ѡ ɦ1999 ҖӀӖ

ɧ Мї ֮ ȲӦẒᴯ ᾼϡ Ϣ Ю 1999 Ϣ ᾼЏᵂ

в ȲҔ╗Ӏ╜ ȳ ч╣ȲẔМ ч╣ϭиⱢ♆Џ

ϚӨ ȷ֯ὢ ₇ ᴕ Ѡ Ҕ╗ᵒ ╥ᵡӔ Ӗ ᾼ Ḗȳ Ӗ

ᾼ ╥ᵡ֥ừȳ╥ᵡṼ FAQἨ Ӕ Ӗ ᾼ ȴ 

ẔװȲׁשṅ Ϥ ϱȲ Ẓᴯ Ϣ ֮ϱ ⱢӖ

ẁᾼὢ ȴӖ ᾼ ḖЄ иⱢ› ᾼӀ╜ ȳ ч╣ 3

ȸ ϚȲӀ╜ ᾼẃ ֯ ϱἨ╥ӦṼ FAQ ᵂ Ȳ

FAQᾼ ⁄ ḖḆ ᾼᾼ С╓ ∂ ȷ ϡȲ ᾼẃ

֯ ϱἨ╥њҌМ᷄ẞӖ Ἤ ᾼ ȷ ϮȲ ч╣ᾼẃ Ɫ Ȳ

Ԓ Ẕиכ♆Џ ϚẒ иȲ♆Џᾼ Ԛצ 20 ȲẂֽ Ṟȳ

ᴁ╬ ӴᵛἤᾼṶԈȲ Ӵẘ ד ᴯ›Ἇ ȷ Ϛᾼ Ȳ╥╓Ӗ

צ Ḗᵀ╥ ḥצ ♆ЏṪ ≡ Ӵẘ ᾼṶԈȲ ᾼ Є ╥

6-10 ЏᵂщȴẂֽȸ ▲ȴѿϱ ֯Ϛ ᾼ֝ Ϛ

ɦ ϤɧɎkey-inɏṶԈṆ МȲ ╥֯ М ᾎᶙכ ѝ ᵂ Ȳ

⁄ ᵓӣϯϚ ẃ П›ᾼῈ ᶙכȴ Ӗ ᾼ Ḗ ᾎ֯ ϱӴᵛ С

Ἠ֫ ȲἨ῏Ӗ ὑ Ϣ ᾼ֫ ẞЛ ἨЛ ṜȲ⁄ Ϣ ⁄Ҡ

Ӗ ╥ᵡ ∂ ȲֽӖ Ȳ Ϣ ⁄ ’ Ȳṳὑ

ϱ ᾼῈ Ḗ ȲἨ῏ ֝Ṷ ȳ Ȳ∕ ḟѠה∟Ȳ⁄

ᴟד Ȳᴯṳ Ҡ ֯ ᾼЏᵂщ вѿ Ἠ І Ԉ֫ ᵫ῀

Ӗ Ὠȴ 

ҵȲẒᴯױ ᾼϡ Ϣ ϷṼẔ ὑ Ϣ Ἤ

ᾼЏᵂ ҏ ᾼ ϩҔ╗ȸ  

1ȳ֝ їȴ 

2ȳ ȴ 

3ȳҵ֣ȴ 

4ȳ ϩȴ 

5ȳ ứ 

6ȳֹוї 

7ȳ їȴ 

8ȳᶼ ϩȴ 

9ȳ ֥⇔ɎЛ Ἠ╥ ɏȴ 
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10ȳ їắ ɎҠѿ Ṏȳ ɏȴ 

11ȳЀ ῶ ϩȴ 

12ȳ ṕ ϩȴ 

13ȳ ȴ 

14ȳ צ ȴ 

15ȳ ϩȴ 

16ȳ ϩȴ 

17ȳѝ ῶ ϩȴ 

18ȳ ᾼ ϩȴ 

19ȳ ḟᾼ ϩȴ 

20ȳ ӣѝ ϩȴ 

 

֥› ѝ ѿц ֮ Ὠ∟ȲӐׁשṅԝ Ϣ ϩ

֢ ᾼ╓ ֽϯȸ 

1ȳϢ  

Ɏ1ɏ ếἤȸҔ╗֝ їȳ צ ȴ 

Ɏ2ɏ Ӕ᾿ἤȸ ȴ 

Ɏ3ɏҵ֣ἤȸҵ֣ȴ 

Ɏ4ɏ ἤȸҔ╗ ứȳֹוїȳ їȴ 

Ɏ5ɏ Ὅᾼ ἤȸҔ╗ ֥⇔ȳ їắ ȳ ȴ 

2ȳ ϩ  

Ɏ1ɏ ϩȸҔ╗ ϩȳᶼ ϩȴ 

Ɏ2ɏ ϩȸҔ╗Ѐ ῶ ϩȳ ṕ ϩȳ ϩȴ 

Ɏ3ɏ≈ᴕ ϩȸҔ╗ ϩȳ ḟ ϩȴ 

Ɏ4ɏ῀ ϩȸ ϩȴ 

Ɏ5ɏѝ ϩȸҔ╗ѝ ῶ ϩȳ ӣѝ ϩȴ 

 

ѿϱЏᵂ ᾼϢ ϩ ֢ ᾼ╓ ֽῶ 3-1Ἤӱȴ 

 

ῶ 3-1  1999 Ϣ Џᵂ ᾼ ᴷ ȳ ╓  

    

 

 

 

 

 1̡  

2̡  

 

 

 

1̡Goldberg 1990̡McCrae et al.
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1̡  

2̡  

3̡  

1986  

2̡ 1996 ̪

̫ 

 

 

1̡  

2̡  

3̡  

 

 

 

 

 

 

 

 

 

 

 

 

1̡  

2̡  

1̡ 2003  

2̡ 2005  

3̡ 2006  

 

 

 

 

1̡  

2̡  

3̡  

1̡ 2000  

2̡ 2005  

3̡ 2006  

4̡ 2007  

5̡ 2008  

 

 

1̡  

2̡  

1̡ 2006  

2̡ 2006  

3̡ 2007  

 

 

 

 

 

 

1̡ 2000  

2̡ 2006  

3̡ 2006  

4̡ 1996 ̪

̡ ̫  

 

 

 

 

 

 

1̡  

2̡

 

1̡ 2000  

2̡ 2005  

3̡ 2006  

4̡ 2007  

5̡ 2008  

6̡ 1996 ̪

̡ ̫  

ẃ ȸӐׁשṅȴ 

 

ϡȳὢ ₇ ᾼ ₇ ȳФ ₇ ȳ ₇  

֥ѝ ᾼ ὨȲӦὑ Anton et al.Ɏ1997ɏ Ϣ ᾼὢ ₇ Ɫ

ⅎ ὑ Ṇ ᾼ ɎҔ╗ װ ȳ ∕ ȳ’═ ȳ װ

ɏȳ ⅎ Ϣ Ф ᾼ ɎҔ╗ṣ ẻҪȳ ֯ ⅎӴ ȳ

ї ⅎȳὙ ⅎᾼ ȳ ɏȳ ⅎ ὑ Ϣ

ᾼ ɎҔ╗ᶙ ֫ ȳӔ ֫ ȳ й֫ ɏȲӐׁשṅ ױ ὢ



49 
 

₇ иⱢ ₇ ȳФ ₇ ȳ ₇ 3 ȴ 

Ɫṿ› ὢ ₇ ֢ ᾼ ╓ ḆⱢй֥ 1999 Ϣ ᾼ ὢ ᾭ

ᾓȲׁשṅ ϚѠ ҖӀ╜Ἀᾼɦ1999 Ϣ ὢ ₇ ᴕ ῶɧᾼ

ӣ ȳ ֟ȳ ᾼ ȳ ᶾҾȳ ῀ 5Є и

ӭв ȷҫϚѠ ֽ› ὑ ד2010 8ѣ 27ѡ ɦ1999 ҖӀӖ ɧ

Мї ֮ ȲӦЏᵂ Ɫ ד2 ᾼẒᴯד3 ᾼϡ Ϣ Ю ֽ

ᴶᴕ 1999 Ϣ ᾼὢ ₇ ȲҔ╗ᵒ ╥ᵡӔ Ӗ ᾼ Ḗȳ Ӗ

ᾼ ╥ᵡ֥ừȳ╥ᵡṼ FAQἨ Ӕ Ӗ ᾼ Ȳ 1999

Ϣ ᾼὢ ₇ Ҕ╗ 3 ȸ 

1ȳ ȸֽѿ и ẃכӂᶁ ᾼ Ԉ ֵ ȴ 

2ȳ ⇔ȸֽ Ӗ ᾼ ╥ᵡ֥ừȴ 

3ȳӔ ἤȸֽ╥ᵡӔ Ӗ ᾼ Ḗȳ╥ᵡṼ FAQἨ Ӕ

Ӗ ᾼ ȴ 

 

֥› Anton et al.Ɏ1997ɏ Ϣ ὢ ₇ ֢ ᾼ ╓ ȳ1999

Ϣ ὢ ₇ ᴕ ῶᾼ֢ и ӭɎᶁ ḂⱢ ẓ ֪ᾼӔ֣Ғиɏᾼѝ

ѿц ֮ ὨȲṳᵔ ἒױ ᾼ и∟ȲӐׁשṅԝ ὢ ₇

֢ ᾼ ╓ ֽϯȸ 

1ȳ ₇  

ᵛ Ϣ ẞӖ ᾼὢ ₇ ȲẔ Ҕ╗ȸ 

Ɏ1ɏ  

צ ᾼ װ ȳ ∕ ȳ’═ ȳ װ ɎAnton et al., 

1997ɏȴ 

Ɏ2ɏ ⇔ 

⇔ צ ᾼ ӣ Ȳֽṿӣ ȳ ởц ֻȳ

ᴩ ∟ц֫ ᶧ ӣ ȳṿӣ ᾼ ᶠ ӣ ȴ 

Ɏ3ɏ Ӕ ἤ 

Ӕ ἤ צ ᾼ ӣ Ȳֽ Ӗ ȴ 

2ȳФ ₇  

ᵛӖ ∟ Ϣ ᵒứⱢӀ╜ ȳ ȳ♆Џ ȳᵫ῀

ȳ ϚӨ ᵑᴖҒѿ ᾼὢ ₇ ȲẔ Ҕ╗ɎAnton et al., 1997ɏȸ  

Ɏ1ɏФ  

צ ᾼṣ ᵒứ Ӗ ᾼ ȴ 

Ɏ2ɏФ ⇔ 
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⇔ צ ᾼ ֯Ӗ Ӵ ȳ їӖ ȴ 

Ɏ3ɏФ Ӕ ἤ 

Ӕ ἤ צ ᾼὙ Ӗ ᾼ ȴ 

3ȳ ₇ ȸ 

ᵛ ὑ Ϣ Ӗ ᾼὢ ₇ ȲẔ Ҕ╗ȸ 

Ɏ1ɏ  

צ ᾼ ᾼ Ȳֽ ḇὢ ȳ Ӗ

’┬צ ȳц ֥ ẁӖ Ἤ ᾼ ȴ 

Ɏ2ɏ ⇔ 

⇔ צ ᾼ ֟ȲֽϚ ӣ ȳӣ ȳ ⇔

Мȳ ȳ ṕ ӣȲѿц ᶾҾȲֽ ᾃ Ӗ ᴖЛ ȳ

Л╚ Ӗ ᾼ ᴖ ȳטּ ѻ ἤᾼὢ ᶵᴖЛ ẫ ȴ 

Ɏ3ɏ Ӕ ἤ 

Ӕ ἤ צ ᾼ ῀ Ȳֽ ẁӔ ȳ ȳṼ ᵂ

ᶧȳѻ Ἠ Ӗ ᵍӑẃ Ӣȳᵫ῀Ӗ Ҡẁ ᾼẔ҃ ҅

Ѡ ȴ 

 

ѿϱὢ ₇ ᾼ ₇ ȳФ ₇ ȳ ₇ ֢ ᾼ╓ ֽῶ 3-2

Ἤӱȴ 

 

ῶ 3-2  1999 Ϣ ὢ ₇ ᾼ ᴷ ȳ ╓  

    

 

 

 

 

 

 

 

 

 

1̡  

2̡  

3̡  

4̡  

Anton et al.

1997

 

 

 

1̡  

2̡  

3̡  

4̡  

 

1999

 

  

 

 

 

  Anton et al.

1997 1̡  

2̡  
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1̡   

2̡  

3̡  

 

 

 

 

 

 

1999

 

 

 

 

 

1̡  

2̡  

3̡   

4̡  

5̡  

6̡  

7̡  

8̡  

 

 

 

1̡  

2̡  

3̡  

4̡  

5̡  

ẃ ȸӐׁשṅȴ 

 

Ϯ  ṅѠᾎשׁ  

ṅשׁ ֢Є ד Ṇᾼדּ ῏ 7ᴯⱢ כ Ȳ Ӑׁש

ṅ ἤ оׁשṅ ᾼ иέѠᾎȲ ᶮה ῏ᾼ ῀

ϩȳ ṓȲѿן ≈ П ȲẦᵗ ḟ ᾼ ȴ

ᾼכ ֽῶ 3-3Ἤӱȴ 

ῶ3-3  ᾼכ  

ɎṼởѫ ᶧ ԝɏ 

  

  

  

  

  

  

 ( )  
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ẃ ȸӐׁשṅȴ 

 

Ϛȳ Ẫ ▲ иέ 

ԓ 88 1999 Ϣ Ɫׁשṅ Ӑ Ὅɦ ה ẪɧɎstructured 

questionnaireɏȲ ӣ SPSS 12.0 for windowsМѝᾪ ∟ᾼ Ẫ

ᴩד иέᾼɦ ṅɧɎsurvey researchɏȲשׁ▲ ױ ɦ

1999 Ϣ Џᵂ ὢ ₇ сП ἤȲṳѩ еȳӖ Мї

֯ Ϣ Џᵂ כ ṎП ɧᾼ Ϛ ṅשׁ ᾼ ἤ иȳɦ∂

1999 Ϣ Џᵂ ᾼ ᴷ ц ᴷЏẓɧᾼ ϡ ṅשׁ Ȳѿцɦ

1999 Ϣ ᴩЏᵂ П ϩ ᴷɧᾼ Ϯ ṅשׁ ȴ 

ה ẪӦḈᵌ ɎLikertɏ5 ѐ⇔Ɫ ᾼ 5Є иɦ⅔ ה ɧ

Ɏclosed-ended questionsɏἬ  ȸכ

1ȳ Ϛ и 1999 Ϣ ᾼ֝ їȳ צ Ɏѿϱ ếἤ ɏȳ

Ɏѿϱ Ӕ᾿ἤ ɏȳҵ֣Ɏѿϱ ҵ֣ἤ ɏȳ ứȳֹוїȳ

їɎѿϱ ἤ ɏȳ ֥⇔ȳ їắ ȳ Ɏѿϱ Ὅᾼ

ἤ ɏᾼ ⇔ȲᵂⱢ 1999 Ϣ Ϣ ᾼ ᴷ╓ ȴ 

2ȳ ϡ и 1999 Ϣ ᾼ ϩȳᶼ ϩɎѿϱ

ϩ ɏȳЀ ῶ ϩȳ ṕ ϩȳ ϩɎѿϱ ϩ ɏȳ

ϩȳ ḟ ϩɎѿϱ ≈ᴕ ϩ ɏȳ ϩɎѿϱ

῀ ϩ ɏȳѝ ῶ ϩȳ ӣѝ ϩɎѿϱ ѝ ϩ ɏ

ᾼ ⇔ȲᵂⱢ 1999 Ϣ ϩ ᾼ ᴷ╓ ȴ 

Ϯ и 1999 Ϣ ᾼṿӣ ȳ ởц ֻȳ ᴩ

∟ц֫ ᶧ ӣ ȳṿӣ ᾼ ᶠ ӣ Ɏѿϱ ⇔ ɏȳ

Ӗ Ɏѿϱ Ӕ ἤ ɏȳṣ ᵒứ Ӗ ᾼ Ɏѿϱ

Ф ɏȳ ֯Ӗ Ӵ ȳ їӖ Ɏѿϱ Ф ⇔ ɏȳὙ Ӗ

ᾼ ᾼ ⇔Ɏѿϱ Ф Ӕ ἤ ɏȳ ḇὢ ȳ Ӗ

’┬צ ȳц ֥ ẁӖ Ἤ ᾼ Ɏѿϱ ɏȳϚ

ӣ ȳӣ ȳ ⇔ Мȳ ȳ ṕ ӣȳ ᾃ Ӗ

ᴖЛ ȳЛ╚ Ӗ ᾼ ᴖ ȳטּ ѻ ἤᾼὢ ᶵᴖЛ ẫ

Ɏѿϱ ⇔ ɏȳ ẁӔ ȳ ȳṼ ᵂ ᶧȳѻ

Ἠ Ӗ ᵍӑẃ Ӣȳᵫ῀Ӗ Ҡẁ ᾼẔ҃ ҅Ѡ Ɏѿϱ

Ӕ ἤ ɏȲᵂⱢ 1999 Ϣ ὢ ₇ ᾼ ₇ ȳФ ₇ ȳ

₇ ᾼ ᴷ╓ ɎẔМ װ ȳ ∕ ȳ’═ ȳ װ

Лừѿ 1999 Ϣ Ɫׁשṅ Ȳ╝ӑԝϤ Ẫ ɏȴ 
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ẪМ ᾼ ȳ ȳ ╓ ֽῶ 3-4Ἤӱȴ 

 

ῶ 3-4  Ẫ ᾼ ᴷ ȳ ȳ ╓  

   

 

 

 

 

 

 1̡  

2̡  

 3̡  

 4̡  

 

 

5̡  

6̡  

7̡  

 

 

8̡  

9̡  

10̡  

 

 

 

 

 

 

 11̡  

12̡  

 

 

13̡  

14̡  

15̡  

 16̡  

17̡  

 18̡  

 19̡  

20̡  

 

 

 

 

 

 

 

21̡  

22̡  

23̡  

24̡  

 25̡  

 

 

 

 26̡  

 27̡  

28̡  

 29̡  

 

 

 

 

 

30̡  

31̡  

32̡  
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33̡  

34̡  

35̡   

36̡  

37̡  

38̡  

39̡  

40̡  

 

 

 

41̡  

42̡  

43̡  

44̡  

45̡  

ẃ ȸӐׁשṅȴ 

 

ϡȳװ иέ 

Ɫ в ‒ -М ‒еҨ 123ⅎљὢ Мїв Ṷ Ϣ

Џᵂ ὢ ₇ в ᾼ ȲṼ ֢Џᵂ ѿцד ὢ ₇ Ɫ

Ȳ ӣ NVivo 7.0 ἤׁשṅ ᴩṆ ои ȳ ד ἤ ᾼɦв

иέɧɎcontent analysis, CAɏȲ ױ ɦ 1999 Ϣ Џᵂ ὢ

₇ сП ἤȲṳѩ еȳӖ Мї֯ Ϣ Џᵂ כ ṎП

ɧᾼ Ϛ ṅשׁ ᾼ ἤ иȲѿцɦ ҏḂ 1999 Ϣ Џᵂ

ὢ ₇ Пẓ ∂ ɧᾼ ҳ ṅשׁ ȴ 

 

Ϯȳ ⇔ иέ 

ậɦԒ 1999 ҖӀӖ Мї  ȳԍ Ϣ

Ɏׁשṅ҅ ȸA, B---ɏȲԛ ҃ ֢ 3ᴯ 1999 Ϣ ắ ῏Ȳԛ

ᾼắ ῏֢ԛ 3ᴯ 1999 Ϣ ắ ῏Ɏ1999 Ϣ ᾼׁשṅ҅ Ɫ T1, 

T2---ɏȲ᾿ᴟ 20ᴯắ ῏ҏ ɧᾼ Ἴ ᾎȲѠהⱢɦҙ ɧה

Ɏsemi-structuredɏᾼ Ȳ ӣ NVivo 7.0 ἤׁשṅ ᴩ ֿ

ȳ ȳ иέᾼɦ ⇔ ɧɎin-depth interviewɏׁשṅȲ ױ ɦ

ҏḂ 1999 Ϣ Џᵂ ὢ ₇ Пẓ ∂ ɧᾼ ҳ ṅשׁ ȴ 

ӦϢ ȳ ϩȳὢ ₇ Ἐ דȲכ ֽῶ

3-5Ἤӱȴ 
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ῶ3-5  ᾼ Ἐ  

  

 

 

 

̡ 1999 ̡

̡ ̡

 

̡ ̡ ̡

1999 ̡  

 

 

 

 

̡ 1999 ̡

 

̡ 1999

 

̡ ̡ ̡

1999 ̡  

ẃ ȸӐׁשṅȴ 

 

ҳ ṅ‒⇔ȳשׁ   ⇔  

 Ϛȳׁשṅ‒ȳ ⇔ 

 ɎϚɏ Ẫ и 

֯ Ẫᾼ‒⇔› Ѡ ȲӐׁשṅѿ 18֤ⅎὢϢ Ɫ Ẫ› Ȳṳӣ

Cronbachôs Ŭ… Л֝ ӭᾼϚ ἤȲᵛ֪ ᾼ ד ἤᾼɦв

Ϛ ἤ‒⇔ɧɎinternal consistency reliabilityɏȲ Ẫᾼ Ϛ иɎϢ ɏȳ

ϡ иɎ ϩɏѿц Ɏѿ 0-10иᴞ ᾼ Ϯ иὢ ₇ ӑ ɏᾼ

Cronbachôs Ŭ… иᵑⱢ 0.744ȳ0.739ȳ0.759ȲṼ GuiefordɎ1965ɏᾼ Ȳ

Cronbachôs Ŭ… ὑ 0.7῏ᵛⱢ ‒⇔ȲῶӱӐׁשṅᾼ Ẫẓצ ᾼв Ϛ

ἤȴ 

֯ Ẫᾼ ⇔› Ѡ ȲӐׁשṅӦ ԉ ▲ỗ ᾼד ῏Ầᵗ

Ẫв ᾼד ἤȳӔ ἤц ᾼ֥ ἤȲ Ẫᾼɦв ⇔ɧɎcontent 

validityɏȲṳṼ Ὠ Ӕ ẪȴױҵȲ ẪᾼϢ ȳ ϩȳὢ

₇ ֢ ив …ẃᴞ ҟׁשṅ ȳ צ ᾼѝ ѿц ֮ Ȳ

￼∟ᾼ ֯ Б ῀Ɏ Ȳ2008ȸ455ɏȲ╝Лԛ☺ף ᵗ ἤᾼ֪

иέᴕ Ẫᾼɦ∂ ⇔ɧɎconstruct validityɏȴ 

Ɏϡɏ и 
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֯ ᾼ‒⇔ ⇔Ѡ ȲӐׁשṅ ѿ ᴷ ἤׁשṅ‒⇔ ⇔ᾼ 3

Ȳ Ὑ ⇔‒ṅשׁ ⇔ᾼѠᾎɎᵦῡ ȳḈỐ Ȳ1995ȸ392ȷ Ӄ

Ȳ2008ȸ119-120ɏȸ 

1ȳҠ‒ ἤɎcredibilityɏ 

ᵛׁשṅ ⇔ᾼв֯ ⇔ȴ֯ МȲӐׁשṅ ԓ Ȳ

ᶙ оⱢ ֿ Ȳ ӐׁשṅᾼҠ‒ ἤȴ 

2ȳҠ ἤɎtransferabilityɏ 

ᵛׁשṅ Ҡ ӣὑ ṅשׁ ᴿᾼ ᾼҵ֯ ⇔ȴӐׁשṅ Ӧ

еӖ ⅎὢ   ὑɦЏᵂ ὢ ₇ сᾼ ἤɧᾼ ѩ ὨȲ

ὙׁשṅכὨ֯Ẕ҃Ṇ ᾼҠ ӣἤ ạȴ 

3ȳҠ ἤɎdependabilityɏ 

ᵛׁשṅ Ϛ ἤᾼв֯‒⇔ȴӐׁשṅ֯ М ẓᾨ

ᾼ ч ṅשׁ Ȳ Ẕᵧ ›∟Ϛ ᾼѻ ṓȳ ⇔ ȴ 

4ȳҠ ἤɎconfirmabilityɏ 

ᵛׁשṅ ᾼМӴἤ ⅎ ἤȴӐׁשṅ֯ иέᾼ М ῆ═ⅎ

МӴᾼӴ Ȳ ᵍҒϤׁשṅ῏ᾼѻ ᵒ ȴ 

 

ϡȳׁשṅ  

ṅשׁ֯ Ѡ ȲӐׁשṅ ѿϯ ⁄Ȳᴞׁשṅ ṝϱ ᴩ ἤ

ᾼ иέЏᵂɎMcNabb, 2002: 37ȷ ֣ὙȲ2002ȸ593ɏȸ 

ɎϚɏᴞ   

Ӑׁשṅ ֯ ῏ᴞ ᾼ› ϯ ᴩ ⇔ Ȳᴖѿԉᴶ ạἤњ◕ᴩ

Пȴ֝ Ȳ ᾼ ᵫϷ ҉иᴖ ἤᵧ иέᾼ Ὠȴ 

Ɏϡɏ Ϣ Ṃ ’  

Ӑׁשṅ֯ иέᾼ МȲϴṶ ṅשׁ ṝи Ṃᾼ Ϣ

о Ȳ ѿ֢҅ה Ἠ Сѿ҉и’ ȴ 

ɎϮɏеӔ֥  

Ӑׁשṅ ┬ ⁄еӔ ṅשׁ⧵ цἬ ᾼ Ȳṳ֥ שׁ

ṅ῏ ṅשׁ ᾼ …ц ∟ᾼׁשṅ Ὠȴ 

Ɏҳɏ Ἁἤ 

Ӑׁשṅ ϯԝׁשṅḔ ᴩȸ 

1ȳứ ᾼצṅМἬשׁ Ἐȴ 

2ȳ ᾼ ӐἨ ῏ȴ 

3ȳ╓ҏׁשṅ ᾼἬצ ạȴ 
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4ȳиέ ᾼ ȴ 

Х ☼ṅשׁ    

Ӑׁשṅ ☼ṅשׁ иⱢ 6 ◕Ȳֽ 3-2Ἤӱȴ 

 

 

 

 

 

 

 

 

 

 

 

 

 

☼ṅשׁ  3-2  

ẃ ȸӐׁשṅȴ 

 

Ϛȳ Ϛ ◕ 

ɦ 1999 Ϣ Џᵂ ὢ ₇ сП ἤȲṳѩ еȳ

Ӗ Мї֯ Ϣ Џᵂ כ ṎП ɧȳɦ∂ 1999 Ϣ Џ

ᵂ ᾼ ᴷ ц ᴷЏẓɧȳɦ 1999 Ϣ ᴩЏᵂ П ϩ

ᴷɧȳɦ ҏḂ 1999 Ϣ Џᵂ ὢ ₇ Пẓ ∂ ɧᾼ 4 ṅשׁ

ȴ 

 

ϡȳ ϡ ◕ 

Џᵂ ὢ ₇ ѻ ᴩѝ Ȳ ᵑ ὑ Ϣ Ṇ ȷ֝

ɦ1999 ҖӀӖ ɧ Мї ֮ Ȳ ד ᵂ ᾓȴ 

 

 

 

1999  
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Ϯȳ Ϯ ◕ 

ὑѝ ᾼ ὨȲ ѿ ᾼ ṓȲ ᴩ ṅᾼשׁ ȴ  

 

ҳȳ ҳ ◕ 

ѿ Ẫ ▲ȳМ ‒еҨ 123ⅎљὢ Мї Ϣ ᾼװ ȳ

⇔ Ѡה ṅשׁ ȴ 

 

Хȳ Х ◕ 

Ẫ ▲Ἤ ᾼ о ѿцװ ȳ ⇔ Ἤ ᾼ о

ᴩ ȳ ȳиέȴ 

 

гȳ г ◕ 

ṅשׁ ∂ ȴ 
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ҳ   о иέ 

 

Ӑׁשṅ֣ԓ 88 1999 Ϣ Ὅ Ẫṳ֫ןȲẔМ 3ԌⱢ ẪȲ

צ╝ ẪⱢ 85Ԍȴ 

 

Ϛ   ἤ Ὠиέ 

Ϛȳῂ ϢЀ  

85Ԍצ ẪМἤᵑȳד ȳ ȳ ḕѣἬ ȳ ℗ᾭ ȳד ȳ

ҟ ῂ ϢЀ ᾼװ и Ȳֽῶ4-1Ἤӱȴ 

 

ῶ4-1  ἤᵑȳד ȳ ȳ ḕѣἬ ȳ ℗ᾭ ȳד ȳ ҟ ᾼװ

и  

   

   

 24 28.2 

 60 70.6 

   

20  0 0 

21~29  53 62.4 

30~39  28 32.9 

40~49  4 4.7 

50~59  0 0 

60  0 0 

   

 0 0 

 1 1.2 

 1 1.2 

̡  20 23.5 

 59 69.4 

 4 4.7 

   

30000  37 43.5 

30001~59999  21 24.7 

60000~99999  15 17.6 
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100000~149999  7 8.2 

150000  5 5.9 

   

 23 27.1 

 62 72.9 

 0 0 

1999    

1  32 37.6 

1~3  41 48.2 

4~6  10 11.8 

7~10  2 2.4 

11~15  0 0 

16  0 0 

   

1  40 47.1 

1~3  31 36.5 

4~6  10 11.8 

7~10  4 4.7 

11~15  0 0 

16  0 0 

ẃ ȸӐׁשṅȴ 

 

ɎϚɏἤᵑ 

ἤᵑᴖṕȲḽἤ24צϢȲᴾ28.2%ȷЅἤ60צϢȲᴾ70.6%ȴ ӱЅἤᾼ

1999 Ϣ ỰֵȲ ὑ7כȷḽἤᾼ1999 Ϣ Л  ȴכ3

Ɏϡɏד  

ד ᴖṕȲ21~29 ᾼ53צϢȲᴾ62.4%ȷ30~39 ᾼ28צϢȲᴾ32.9%ȷ

40~49 ᾼ4צϢȲᴾ4.7%ȴ ӱ21~29 ᾼ1999 Ϣ ֵȲ ȷ30~39כ6

ᾼ1999 Ϣ ȷ40~49כ3צפПȲּװ ᾼ1999 Ϣ юȲ Лẞ1כȴ 

ɎϮɏ  

ᴖṕȲ ɎῴɏМᾼ1צϢȲᴾ1.2%ȷ Мᾼ1צϢȲᴾ1.2%ȷ ȳ

20ϢȲᴾ23.5%ȷЄצᾼדּ ᾼ59צϢȲᴾ69.4%ȷׁשṅἬɎᵶɏѿϱᾼ4צϢȲ

ᴾ4.7%ȴ ӱ Єצ ᾼ1999 Ϣ ֵȲ Ὼ7כȷ צ ȳ דּ

ᾼ1999 Ϣ ȷֵכ2צפПȲּװ ṅἬɎᵶɏѿϱѿцשׁצ ɎῴɏМ

ᾼ1999 Ϣ ֢ Лẞ1כȴ 

Ɏҳɏ ḕѣἬ  
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ḕѣἬ ᴖṕȲ30000аѿϯᾼצ 37ϢȲᴾ 43.5%ȷ30001~59999а

ᾼצ 21ϢȲᴾ 24.7%ȷ60000~99999аᾼצ 15ϢȲᴾ 17.6%ȷ100000~149999

аᾼצ 7ϢȲᴾ 8.2%ȷ150000аѿϱᾼצ 5ϢȲᴾ 5.9%ȴ ӱ ḕѣἬ ֯

30000аѿϯᾼ 1999 Ϣ ֵȲ ȷכ4 ḕѣἬ ֯ 30001~59999

аᾼ 1999 Ϣ צפПȲּװ ȷֵכ2 ḕѣἬ ֯ 60000~99999аᾼ 1999

Ϣ ϮȲ Ὼ ȷכ2 ḕѣἬ ֯ 100000~149999аѿц 150000аѿ

ϱᾼ 1999 Ϣ ֢ Лẞ  ȴכ1

ɎХɏ ℗ᾭ  

℗ᾭ ᴖṕȲצ ℗ᾭ ᾼצ 23ϢȲᴾ 27.1%ȷ ℗ᾭ ᾼצ 62ϢȲ

ᴾ 72.9%ȴ ӱӑ ᾼ 1999 Ϣ ỰֵȲ ȷБכ7 ᾼ 1999 Ϣ

Л  ȴכ3

Ɏгɏד  

ד ᴖṕȲ1דѿϯᾼצ 32ϢȲᴾ 37.6%ȷ1~3דᾼצ 41ϢȲᴾ 48.2%ȷ

צᾼד6~4 10ϢȲᴾ 11.8%ȷ7~10דᾼצ 2ϢȲᴾ 2.4%ȴ ӱ Ṷ 1999

Џᵂᾼד ֯ ᾼד3~1 1999 Ϣ ֵȲ Ὼ ȷכ5 Ṷ 1999 Џᵂᾼד

֯ ѿϯᾼד1 1999 Ϣ ПȲװ Ὼ ȷכ4 Ṷ 1999 Џᵂᾼד ֯

ᾼד6~4 1999 Ϣ ϮȲּפᴾ ȷֵכ1 Ṷ 1999 Џᵂᾼד ֯ 7~10

ᾼד 1999 Ϣ Лẞ  ȴכ1

Ɏϝɏ ҟ  

ҟ ᴖṕȲ1דѿϯᾼצ 40ϢȲP 47.1%ȷ1~3דᾼצ 31ϢȲP 36.5%ȷ

צᾼד6~4 10ϢȲᴾ 11.8%ȷ7~10דᾼצ 4ϢȲᴾ 4.7%ȴ ӱ ҟ ԉẔ҃

Ϣ ᾼ ֯ ѿϯᾼד1 1999 Ϣ ֵȲ Ὼ ȷכ5 ҟ ԉẔ҃

Ϣ ᾼ ֯ ᾼד3~1 1999 Ϣ ПȲװ Ὼ ȷכ4 ҟ ԉẔ҃

Ϣ ᾼ ֯ ᾼד6~4 1999 Ϣ ϮȲּפᴾ ȷֵכ1 ҟ ԉẔ

҃ Ϣ ᾼ ֯ ᾼד10~7 1999 Ϣ Лẞ  ȴכ1

 

ϡȳϢ  

85Ԍצ ẪМȲЏᵂ ᾼϢ ֢ ᾼװ и Ȳֽῶ4-2Ἤ

ӱȷϢ Ẕ ếἤȳ Ӕ᾿ἤȳҵ֣ἤȳ ἤȳ Ὅᾼ ἤ

ϯȲҔ╗֝ їȳ צ ȳ ȳҵ֣ȳ ứȳֹוїȳ їȳ ֥⇔ȳ

їắ ȳ Ԛ10 ╓ Ȳ֯ ֝ ȳ֝ ȳ ṓȳЛ֝ ȳ Л֝

ᾼװ и Ȳ⁄ֽῶ4-3Ἤӱȴ 

 

ῶ 4-2  Ϣ ֢ ᾼװ и  
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1̡

̢ 

85 1 3 1.72 0.648 0.348 0.261 -0.684 0.517 

2̡

̢ 

85 1 3 1.85 0.627 0.121 0.261 -0.476 0.517 

3̡

̢ 

85 1 4 1.95 0.770 0.402 0.261 -0.341 0.517 

4̡ ̢ 85 1 4 2.04 0.892 0.547 0.261 -0.409 0.517 

5̡

̢ 

85 1 4 1.96 0.778 0.527 0.261 0.007 0.517 

6̡  ̢ 85 1 4 2.06 0.850 0.601 0.261 -0.059 0.517 

7̡  ̢ 85 1 4 2.31 0.913 0.405 0.261 -0.554 0.517 

8̡

̢ 

85 1 4 1.79 0.725 0.731 0.261 0.555 0.517 

9̡

̢ 

85 1 3 1.76 0.610 0.171 0.261 -0.498 0.517 

10̡

̢ 

85 1 3 1.67 0.605 0.300 0.261 -0.620 0.517 

ẃ ȸӐׁשṅȴ 

 

ῶ 4-3  Ϣ ֢╓ ᾼװ и  

 

 

 

 

 

%  

     

 

 

 33(38.8) 43(50.6) 9(10.6) 0(0) 0(0) 

 24(28.2) 50(58.8) 11(12.9) 0(0) 0(0) 

  25(29.4) 41(48.2) 17(20.0) 2(2.4) 0(0) 

  26(30.6) 36(42.4) 17(20.0) 6(7.1) 0(0) 

 

 

 24(28.2) 43(50.6) 15(17.6) 3(3.5) 0(0) 

 22(25.9) 42(49.4) 15(17.6) 6(7.1) 0(0) 

 15(17.6) 40(47.1) 19(22.4) 11(12.9) 0(0) 

 

 

 31(36.5) 43(50.6) 9(10.6) 2(2.4) 0(0) 

 28(32.9) 49(57.6) 8(9.4) 0(0) 0(0) 

 34(40.0) 45(52.9) 6(7.1) 0(0) 0(0) 

ẃ ȸӐׁשṅȴ 
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ɎϚɏ ếἤ 

1ȳ֝ ї 

1999 Ϣ ֯֝ ї╓ ᾼ ᴷ ὨӔ ῏Ɏ ֝ ֝ ɏצ

89.4%ȷ ῏ɎЛ֝  Л֝ ɏצ 0%ȷ ṓ῏צ 10.6%ȴ 

2ȳ צ  

1999 Ϣ ֯ צ ╓ ᾼ ᴷ ὨӔ ῏Ɏ ֝ ֝ ɏצ

87%ȷ ῏ɎЛ֝  Л֝ ɏצ 0%ȷ ṓצ 12.9%ȴ 

Ɏϡɏ Ӕ᾿ἤ 

1ȳ  

1999 Ϣ ֯ ╓ ᾼ ᴷ ὨӔ Ɏ̓͂ ֝ ֝ ɏצ 77.6%ȷ

῏ɎЛ֝  Л֝ ɏצ 7.1%ȷ ṓ῏צ 20.0%ȴ 

ɎϮɏҵ֣ἤ 

1ȳҵ֣ 

1999 Ϣ ֯ҵ֣╓ ᾼ ᴷ ὨӔ ῏Ɏ ֝ ֝ ɏצ 73%ȷ

῏ɎЛ֝  Л֝ ɏצ 2.4%ȷ ṓ῏צ 20.0%ȴ 

Ɏҳɏ ἤ 

1ȳ ứ 

1999 Ϣ ֯ ứ╓ ᾼ ᴷ ὨӔ Ɏ̓͂ ֝ ֝ ɏצ 78.8%ȷ

῏ɎЛ֝  Л֝ ɏצ 3.5%ȷ ṓ῏צ 17.6%ȴ 

2ȳֹוї 

1999 Ϣ ╓їוֹ֯ ᾼ ᴷ ὨӔ Ɏ̓͂ ֝ ֝ ɏצ 75.3%ȷ

῏ɎЛ֝  Л֝ ɏצ 7.1%ȷ ṓ῏צ 17.6%ȴ 

3ȳ ї 

1999 Ϣ ֯ ї╓ ᾼ ᴷ ὨӔ Ɏ̓͂ ֝ ֝ ɏצ 64.7%ȷ

῏ɎЛ֝  Л֝ ɏצ 12.9%ȷ ṓ῏צ 22.4%ȴ 

ɎХɏ Ὅᾼ ἤ 

1ȳ ֥⇔ 

1999 Ϣ ֯ ֥⇔╓ ᾼ ᴷ ὨӔ ῏Ɏ ֝ ֝ ɏצ

87.1%ȷ ῏ɎЛ֝  Л֝ ɏצ 2.4%ȷ ṓ῏צ 10.6%ȴ 

2ȳ їắ  

1999 Ϣ ֯ їắ ╓ ᾼ ᴷ ὨӔ ῏Ɏ ֝ ֝ ɏצ

90.5%ȷ ῏ɎЛ֝  Л֝ ɏצ 0%ȷ ṓ῏צ 9.4%ȴ 

3ȳ  
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1999 Ϣ ֯ ╓ ᾼ ᴷ ὨӔ ῏Ɏ ֝ ֝ ɏצ

92.9%ȷ ῏ɎЛ֝  Л֝ ɏצ 0%ȷ ṓ῏צ 7.1%ȴ 

 

Ϯȳ ϩ 

85Ԍצ ẪМȲЏᵂ ᾼ ϩ ֢ ᾼװ и Ȳֽῶ4-4Ἤ

ӱȷ ϩ Ẕ ϩȳ ϩȳ≈ᴕ ϩȳ῀ ϩȳѝ ϩ

ϯȲҔ╗ ϩȳᶼ ϩȳЀ ῶ ϩȳ ṕ ϩȳ ϩȳ

ϩȳ ḟ ϩȳ ϩȳѝ ῶ ϩȳ ӣѝ

ϩԚ10 ╓ Ȳ֯ ֝ ȳ֝ ȳ ṓȳЛ֝ ȳ Л֝ ᾼװ и

Ȳ⁄ֽῶ4-5Ἤӱȴ 

 

ῶ 4-4  ϩ ֢ ᾼװ и  

 

  

  

  

  

  

 

 

11̡

̢ 

85 1 5 2.84 1.067 0.458 0.261 -0.584 0.517 

12̡

̢ 

85 1 4 2.16 0.924 0.591 0.261 -0.353 0.517 

13̡

̢ 

85 1 4 2.14 0.789 0.486 0.261 0.077 0.517 

14̡

̢ 

85 1 5 2.29 1.056 0.624 0.261 -0.097 0.517 

15̡

̢ 

85 1 5 2.07 0.813 0.684 0.261 1.032 0.517 

16̡

̢ 

85 1 4 2.11 0.618 0.555 0.261 1.308 0.517 

17̡

̢ 

85 1 4 2.05 0.671 0.430 0.261 0.644 0.517 

18̡

̢ 

85 1 4 2.20 0.828 0.510 0.261 -0.064 0.517 

19̡

̢ 

85 1 4 1.98 0.740 0.218 0.261 -0.610 0.517 

20̡ 85 1 4 1.93 0.870 0.583 0.261 -0.454 0.517 
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̢ 

ẃ ȸӐׁשṅȴ 

 

ῶ 4-5  ϩ ֢╓ ᾼװ и  

 

 

 

 

 

%  

     

 

 

 5(5.9) 34(40.0) 23(27.1) 16(18.8) 7(8.2) 

 20(23.5) 41(48.2) 14(16.5) 10(11.8) 0(0) 

  16(18.8) 46(54.1) 18(21.2) 5(5.9) 0(0) 

  21(24.7) 32(37.6) 21(24.7) 8(9.4) 3(3.5) 

  20(23.5) 43(50.6) 19(22.4) 2(2.4) 1(1.2) 

  10(11.8) 58(68.2) 15(17.6) 2(2.4) 0(0) 

  15(17.6) 53(62.4) 15(17.6) 2(2.4) 0(0) 

  15(17.6) 45(52.9) 18(21.2) 7(8.2) 0(0) 

 

 

 23(27.1) 42(49.4) 19(22.4) 1(1.2) 0(0) 

 

31(36.5) 33(38.8) 17(20.0) 4(4.7) 0(0) 

ẃ ȸӐׁשṅȴ 

 

ɎϚɏ ϩ 

1ȳ ϩ 

1999 Ϣ ֯ ϩ╓ ᾼ ᴷ ὨӔ ῏ɎЛ֝  Л֝

ɏצ 27.0%ȷ ῏Ɏ ֝ ֝ ɏצ 45.9%ȷ ṓ῏צ 27.1%ȴ 

2ȳᶼ ϩ 

1999 Ϣ ֯ᶼ ϩ╓ ᾼ ᴷ ὨӔ ῏ɎЛ֝  Л֝ ɏ

צ 11.8%ȷ ῏Ɏ ֝ ֝ ɏצ 71.7%ȷ ṓ῏צ 16.5%ȴ 

Ɏϡɏ ϩ 

1ȳЀ ῶ ϩ 

1999 Ϣ ֯Ѐ ῶ ϩ╓ ᾼ ᴷ ὨӔ ῏Ɏ ֝ ֝ ɏ

צ 72.9%ȷ ῏ɎЛ֝  Л֝ ɏצ 5.9%ȷ ṓ῏צ 21.2%ȴ 

2ȳ ṕ ϩ 

1999 Ϣ ֯ ṕ ϩ╓ ᾼ ᴷ ὨӔ ῏Ɏ ֝ ֝ ɏצ

62.3%ȷ ῏ɎЛ֝  Л֝ ɏצ 12.9%ȷ ṓ῏צ 24.7%ȴ 
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3ȳ ϩ 

1999 Ϣ ֯ ϩ╓ ᾼ ᴷ ὨӔ ῏Ɏ ֝ ֝ ɏ

צ 74.1%ȷ ῏ɎЛ֝  Л֝ ɏצ 3.6%ȷ ṓ῏צ 22.4%ȴ 

ɎϮɏ≈ᴕ ϩ 

1ȳ ϩ 

1999 Ϣ ֯ ϩ╓ ᾼ ᴷ ὨӔ ῏Ɏ ֝ ֝ ɏ

צ 80%ȷ ῏ɎЛ֝  Л֝ ɏצ 2.4%ȷ ṓ῏צ 17.6%ȴ 

2ȳ ḟ ϩ 

1999 Ϣ ֯ ḟ ϩ╓ ᾼ ᴷ ὨӔ ῏Ɏ ֝ ֝ ɏ

צ 80%ȷ ῏ɎЛ֝  Л֝ ɏצ 2.4%ȷ ṓ῏צ 17.6%ȴ 

Ɏҳɏ῀ ϩ 

1ȳ ϩ 

1999 Ϣ ֯ ϩ╓ ᾼ ᴷ ὨӔ ῏Ɏ ֝ ֝ ɏ

צ 70.5%ȷ ῏ɎЛ֝  Л֝ ɏצ 8.2%ȷ ṓ῏צ 21.2%ȴ 

ɎХɏѝ ϩ 

1ȳѝ ῶ ϩ 

1999 Ϣ ֯ѝ ῶ ϩ╓ ᾼ ᴷ ὨӔ ῏Ɏ ֝ ֝ ɏ

צ 76.5%ȷ ῏ɎЛ֝  Л֝ ɏצ 1.2%ȷ ṓ῏צ 22.4%ȴ 

2ȳ ӣѝ ϩ 

1999 Ϣ ֯ їắ ╓ ᾼ ᴷ ὨӔ ῏Ɏ ֝ ֝ ɏצ

75.3%ȷ ῏ɎЛ֝  Л֝ ɏצ 4.7%ȷ ṓ῏צ 20.0%ȴ 

 

ҳȳ ₇  

85Ԍצ ẪМȲὢ ₇ ᾼ ₇ ֢ ᾼװ и Ȳֽῶ4-6Ἤ

ӱȷ ₇ Ẕ ⇔ȳ Ӕ ἤ ϯȲҔ╗ṿӣ ȳ

ởц ֻȳ ᴩ ∟ц֫ ᶧ ӣ ȳṿӣ ᾼ ᶠ ӣ ȳ

Ӗ Ԛ5 ╓ Ȳ֯1~10иᾼᴞ ᾼװ и Ȳ⁄ֽῶ4-7Ἤӱȴ 

 

ῶ 4-6  ₇ ֢ ᾼװ и  

 

  

  

  

  

 

 

 

 

21̡

̢ 

85 3 10 9.11 1.185 -1.966 0.261 6.891 0.517 
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22̡

̢ 

85 3 10 8.89 1.282 -1.916 0.261 5.532 0.517 

23̡

̢ 

85 6 10 9.02 1.000 -0.780 0.261 -0.118 0.517 

24̡

̢ 

85 3 10 8.89 1.134 -1.843 0.261 7.248 0.517 

25̡

̢ 

85 6 10 8.73 0.993 -0.251 0.261 -0.656 0.517 

ẃ ȸӐׁשṅȴ 

 

ῶ 4-7  ₇ ֢╓ ᾼװ и  

   

%  

1 2 3 4 5 6 7 8 9 10 

 

 

   1 

(1.2) 

   5 

(5.9) 

19 

(22.4) 

16 

(18.8) 

44 

(51.8) 

   1 

(1.2) 

 2 

(2.4) 

1 

(1.2) 

2 

(2.4) 

21 

(24.7) 

25 

(29.4) 

33 

(38.8) 

 

     1 

(1.2) 

6 

(7.1) 

17 

(20.0) 

27 

(31.8) 

34 

(40.0) 

 

  1 

(1.2) 

   6 

(7.1) 

20 

(23.5) 

29 

(34.1) 

29 

(34.1) 

 

 

      1 

(1.2) 

7 

(8.2) 

29 

(34.1) 

25 

(29.4) 

23 

(27.1) 

ẃ ȸӐׁשṅȴ 

 

ɎϚɏ ⇔ 

1ȳṿӣ  

1999 Ϣ ֯ṿӣ ╓ ᾼᴞ ὨṼᶧⱢ 10и῏צ 51.8%ȳ8

и῏צ 22.4%ȳ9и῏צ 18.8%ȳ5и῏צ 5.9%ȳ3и῏צ 1.2%ȴ 

2ȳ ởц ֻ 

1999 Ϣ ֯ ởц ֻ╓ ᾼᴞ ὨṼᶧⱢ 10и῏צ 38.8%ȳ
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9и῏צ 29.4%ȳ8и῏צ 24.7%ȳ7и 5и῏֢צ 5.9%ȳ3и 6и῏֢צ

1.2%ȴ 

3ȳ ᴩ ∟ц֫ ᶧ ӣ  

1999 Ϣ ֯ ᴩ ∟ц֫ ᶧ ӣ ╓ ᾼᴞ ὨṼᶧ

Ɫ 10и῏צ 40.0%ȳ9и῏צ 31.8%ȳ8и῏צ 20.0%ȳ7и῏צ 7.1%ȳ6и῏

צ 1.2%ȴ 

4ȳṿӣ ᾼ ᶠ ӣ  

1999 Ϣ ֯ṿӣ ᾼ ᶠ ӣ ╓ ᾼᴞ ὨṼᶧⱢ 10и 9

и῏֢צ 34.1%ȳ8и῏צ 23.5%ȳ7и῏צ 7.1%ȳ3и῏צ 1.2%ȴ 

Ɏϡɏ Ӕ ἤ 

1ȳ Ӗ  

1999 Ϣ ֯ Ӗ ╓ ᾼᴞ ὨṼᶧⱢ 8и῏צ 34.1%ȳ9

и῏צ 29.4%ȳ10и῏צ 27.1%ȳ7и῏צ 8.2%ȳ6и῏צ 1.2%ȴ 

 

ХȳФ ₇  

85Ԍצ ẪМȲὢ ₇ ᾼФ ₇ ֢ ᾼװ и Ȳֽῶ4-8Ἤ

ӱȷФ ₇ ẔФ ȳФ ⇔ȳФ Ӕ ἤ ϯȲҔ╗ṣ ᵒứ

Ӗ ᾼ ȳ ֯Ӗ Ӵ ȳ їӖ ȳὙ Ӗ ᾼ Ԛ4 ╓ Ȳ֯1~10

иᾼᴞ ᾼװ и Ȳ⁄ֽῶ4-9Ἤӱȴ 

 

ῶ 4-8  Ф ₇ ֢ ᾼװ и  

 

  

  

  

  

 

 

 

 

26̡

̢ 

85 4 10 8.47 1.315 -1.287 0.261 1.814 0.517 

27̡

̢ 

85 5 10 8.29 1.280 -0.713 0.261 0.210 0.517 

28̡

̢ 

85 5 10 8.47 1.119 -0.342 0.261 -0.222 0.517 

29̡

̢ 

85 3 10 8.79 1.216 -1.779 0.261 5.689 0.517 
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ẃ ȸӐׁשṅȴ 

ῶ 4-9  Ф ₇ ֢╓ ᾼװ и  

   

%  

1 2 3 4 5 6 7 8 9 10 

 

  

   1 

(1.2) 

4 

(4.7) 

1 

(1.2) 

9 

(10.6) 

19 

(22.4) 

35 

(41.2) 

16 

(18.8) 

 

 

     4 

(4.7) 

2 

(2.4) 

16 

(18.8) 

20 

(23.5) 

29 

(34.1) 

14 

(16.5) 

      1 

(1.2) 

1 

(1.2) 

15 

(17.6) 

26 

(30.6) 

24 

(31.2) 

18 

(21.2) 

 

 

   1 

(1.2) 

 1 

(1.2) 

1 

(1.2) 

5 

(5.9) 

21 

(24.7) 

30 

(35.3) 

26 

(30.6) 

ẃ ȸӐׁשṅȴ 

 

ɎϚɏФ  

1ȳṣ ᵒứ Ӗ ᾼ  

1999 Ϣ ֯ṣ ᵒứ Ӗ ᾼ ╓ ᾼᴞ ὨṼᶧⱢ 9и῏

צ 41.2%ȳ8и῏צ 22.4%ȳ10и῏צ 18.8%ȳ7и῏צ 10.6%ȳ5и῏צ 4.7%ȳ

6и 4и῏֢צ 1.2%ȴ 

ɎϡɏФ ⇔ 

1ȳ ֯Ӗ Ӵ  

1999 Ϣ ֯ ֯Ӗ Ӵ ╓ ᾼᴞ ὨṼᶧⱢ 9и῏צ 34.1%ȳ8

и῏צ 23.5%ȳ7и῏צ 18.8%ȳ10и῏צ 16.5%ȳ5и῏צ 4.7%ȳ6и῏צ 2.4%ȴ 

2ȳ їӖ  

1999 Ϣ ֯ їӖ ╓ ᾼᴞ ὨṼᶧⱢ 9и῏צ 31.2%ȳ8и῏צ

30.6%ȳ10и῏צ 21.2%ȳ7и῏צ 17.6%ȳ6и 5и῏צ 2.4%ȴ 

ɎϮɏФ Ӕ ἤ 

1ȳὙ Ӗ ᾼ  

1999 Ϣ ֯Ὑ Ӗ ᾼ ╓ ᾼᴞ ὨṼᶧⱢ 9и῏צ 35.3%ȳ

10и῏צ 30.6%ȳ8и῏צ 24.7%ȳ7и῏צ 5.9%ȳ6и 5и 3и῏צ 1.2%ȴ 

 

гȳ ₇  

85Ԍצ ẪМȲὢ ₇ ᾼ ₇ ֢ ᾼװ и Ȳֽῶ4-10
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Ἤӱȷ ₇ Ẕ ȳ ⇔ȳ Ӕ ἤ ϯȲҔ╗ ḇ

ὢ ȳ Ӗ ’┬צ ȳц ֥ ẁӖ Ἤ ᾼ ȳϚ

ӣ ȳӣ ȳ ⇔ Мȳ ȳ ṕ ӣȳ ᾃ Ӗ

ᴖЛ ȳЛ╚ Ӗ ᾼ ᴖ ȳטּ ѻ ἤᾼὢ ᶵᴖЛ ẫ

ȳ ẁӔ ȳ ȳṼ ᵂ ᶧȳѻ Ἠ Ӗ ᵍ

ӑẃ Ӣȳѻ ᵫ῀Ӗ Ҡẁ ᾼẔ҃ ҅Ѡ Ԛ16 ╓ Ȳ֯1~10иᾼ

ᴞ ᾼװ и Ȳ⁄ֽῶ4-11Ἤӱȴ 

 

ῶ 4-10  ₇ ֢ ᾼװ и  

 

  

  

  

  

 

 

 

 

30̡

̢ 

85 4 10 8.36 1.299 -0.947 0.261 1.252 0.517 

31̡

̢ 

85 5 10 8.92 1.082 -0.929 0.261 0.943 0.517 

32̡

̢ 

85 5 10 8.67 1.040 -0.730 0.261 0.823 0.517 

33̡

̢ 

85 7 10 8.98 0.976 -0.504 0.261 -0.850 0.517 

34̡

̢ 

85 5 10 8.80 0.998 -0.984 0.261 1.726 0.517 

35̡

̢ 

85 3 10 8.67 1.209 -1.860 0.261 5.627 0.517 

36̡

̢ 

85 4 10 8.71 1.261 -1.464 0.261 2.605 0.517 

37̡

̡

̢ 

85 1 10 8.06 2.195 -1.377 0.261 1.150 0.517 

38̡

̢ 

85 3 10 8.39 1.381 -1.401 0.261 2.515 0.517 

39̡ 85 5 10 8.58 1.148 -1.037 0.261 1.846 0.517 
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̢ 

40̡

̢ 

85 5 10 8.62 1.165 -1.117 0.261 1.318 0.517 

41̡

̢ 

85 6 10 8.76 0.959 -0.585 0.261 -0.147 0.517 

42̡

̢ 

85 5 10 8.60 1.125 -0.794 0.261 0.803 0.517 

43̡

̢ 

85 5 10 8.75 1.090 -0.788 0.261 0.561 0.517 

44̡

̢ 

84 4 10 8.46 1.207 -1.052 0.263 1.680 0.520 

45̡

̢ 

85 5 10 8.59 1.072 -0.769 0.261 0.625 0.517 

ẃ ȸӐׁשṅȴ 

 

ῶ 4-11  ₇ ֢╓ ᾼװ и  

   

%  

1 2 3 4 5 6 7 8 9 10 

 

 

 

   1 

(1.2) 

3 

(3.5) 

2 

(2.4) 

10 

(11.8) 

28 

(32.9) 

24 

(28.2) 

17 

(20.0) 

 

    1 

(1.2) 

1 

(1.2) 

5 

(5.9) 

22 

(25.9) 

24 

(28.2) 

32 

(37.6) 

 

    1 

(1.2) 

1 

(1.2) 

8 

(9.4) 

24 

(28.2) 

32 

(37.6) 

19 

(22.4) 

  

      7 

(8.2) 

20 

(23.5) 

26 

(30.6) 

32 

(37.6) 
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     1 

(1.2) 

1 

(1.2) 

5 

(5.9) 

21 

(24.7) 

36 

(42.4) 

21 

(24.7) 

 

  1 

(1.2) 

 1 

(1.2) 

3 

(3.5) 

4 

(4.7) 

19 

(22.4) 

39 

(45.9) 

18 

(21.2) 

    1 

(1.2) 

2 

(2.4) 

3 

(3.5) 

4 

(4.7) 

18 

(21.2) 

34 

(40.0) 

23 

(27.1) 

 1 

(1.2) 

1 

(1.2) 

3 

(3.5) 

4 

(4.7) 

5 

(5.9) 

2 

(2.4) 

5 

(5.9) 

16 

(18.8) 

23 

(27.1) 

25 

(29.4) 

 

  1 

(1.2) 

 4 

(4.7) 

3 

(3.5) 

7 

(8.2) 

22 

(25.9) 

33 

(38.8) 

15 

(17.6) 

 

    3 

(3.5) 

2 

(2.4) 

2 

(2.4) 

33 

(38.8) 

26 

(30.6) 

19 

(22.4) 

 

    2 

(2.4) 

4 

(4.7) 

5 

(5.9) 

20 

(23.5) 

36 

(42.4) 

18 

(21.2) 

 

 

 

     1 

(1.2) 

9 

(10.6) 

18 

(21.2) 

38 

(44.7) 

19 

(22.4) 

     2 

(2.4) 

 12 

(14.1) 

21 

(24.7) 

31 

(36.5) 

19 

(22.4) 

 

    1 

(1.2) 

1 

(1.2) 

9 

(10.6) 

20 

(23.5) 

30 

(35.3) 

24 

(28.2) 

 

   1 

(1.2) 

1 

(1.2) 

3 

(3.5) 

10 

(11.8) 

22 

(25.9) 

32 

(37.6) 

15 

(17.6) 

 

    1 

(1.2) 

2 

(2.4) 

10 

(11.8) 

21 

(24.7) 

35 

(41.2) 

16 

(18.8) 

ẃ ȸӐׁשṅȴ 

 

ɎϚɏ  

1ȳ ḇὢ  

1999 Ϣ ֯ ḇὢ ╓ ᾼᴞ ὨṼᶧⱢ 8и῏צ

32.9%ȳ9и῏צ 28.2%ȳ10и῏צ 20.0%ȳ7и῏צ 11.8%ȳ5и῏צ 3.5%ȳ6
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и῏צ 2.4%ȳ4и῏צ 1.2%ȴ 

2ȳ Ӗ ’┬צ  

1999 Ϣ ֯ Ӗ ’┬צ ╓ ᾼᴞ ὨṼᶧⱢ 10и῏צ

37.6%ȳ9и῏צ 28.2%ȳ8и῏צ 25.9%ȳ7и῏צ 5.9%ȳ6и 5и῏֢צ 1.2%ȴ 

3ȳц ֥ ẁӖ Ἤ ᾼ  

1999 Ϣ ֯ц ֥ ẁӖ Ἤ ᾼ ╓ ᾼᴞ ὨṼᶧⱢ 9

и῏צ 37.6%ȳ8и῏צ 28.2%ȳ10и῏צ 22.4%ȳ7и῏צ 9.4%ȳ6и 5и

צ֢῏ 1.2%ȴ 

Ɏϡɏ ⇔ 

1ȳϚ ӣ  

1999 Ϣ ֯Ϛ ӣ ╓ ᾼᴞ ὨṼᶧⱢ 10и῏צ 37.6%ȳ9

и῏צ 30.6%ȳ8и῏צ 23.5%ȳ7и῏צ 8.2%ȴ 

2ȳӣ  

1999 Ϣ ֯ӣ ╓ ᾼᴞ ὨṼᶧⱢ 9и῏צ 42.4%ȳ10и

8и῏֢צ 24.7%ȳ7и῏צ 5.9%ȳ6и 5и῏֢צ 1.2%ȴ 

3ȳ ⇔ М 

1999 Ϣ ֯ ⇔ М╓ ᾼᴞ ὨṼᶧⱢ 9и῏צ 45.9%ȳ8

и῏צ 22.4%ȳ10и῏צ 21.2%ȳ7и῏צ 4.7%ȳ6и῏צ 3.5%ȳ5и 3и῏

צ֢ 1.2%ȴ 

4ȳ  

1999 Ϣ ֯ ⇔ М╓ ᾼᴞ ὨṼᶧⱢ 9и῏צ 40.0%ȳ10

и῏צ 27.1%ȳ8и῏צ 21.2%ȳ7и῏צ 4.7%ȳ6и῏צ 3.5%ȳ5и῏צ 2.4%ȳ

4и῏צ 1.2%ȴ 

5ȳ ṕ ӣ 

1999 Ϣ ֯ ṕ ӣ╓ ᾼᴞ ὨṼᶧⱢ 10и῏צ 29.4%ȳ9и῏

צ 27.1%ȳ8и῏צ 18.8%ȳ7и 5и῏֢צ 5.9%ȳ4и῏צ 4.7%ȳ3и῏צ

3.5%ȳ6и῏צ 2.4%ȳ2и 1и῏֢צ 1.2%ȴ 

6ȳ ᾃ Ӗ ᴖЛ  

1999 Ϣ ֯ ᾃ Ӗ ᴖЛ ╓ ᾼᴞ ὨṼᶧⱢ 9

и῏צ 38.8%ȳ8и῏צ 25.9%ȳ10и῏צ 17.6%ȳ7и῏צ 8.2%ȳ5и῏צ 4.7%ȳ

6и῏צ 3.5%ȳ3и῏צ 1.2%ȴ 

7ȳЛ╚ Ӗ ᾼ ᴖ  טּ

1999 Ϣ ֯Л╚ Ӗ ᾼ ᴖ ╓טּ ᾼᴞ ὨṼᶧⱢ 8и

צ῏ 38.8%ȳ9и῏צ 30.6%ȳ10и῏צ 22.4%ȳ5и῏צ 3.5%ȳ7и 6и῏
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צ֢ 2.4%ȴ 

8ȳ ѻ ἤᾼὢ ᶵᴖЛ ẫ  

1999 Ϣ ֯ ѻ ἤᾼὢ ᶵᴖЛ ẫ ╓ ᾼᴞ ὨṼᶧⱢ

9и῏צ 42.4%ȳ8и῏צ 23.5%ȳ10и῏צ 21.2%ȳ7и῏צ 5.9%ȳ6и῏צ

4.7%ȳ5и῏צ 2.4%ȴ 

ɎϮɏ Ӕ ἤ 

1ȳ ẁӔ  

1999 Ϣ ֯ ẁӔ ╓ ᾼᴞ ὨṼᶧⱢ 9и῏צ 44.7%ȳ10

и῏צ 22.4%ȳ8и῏צ 21.2%ȳ7и῏צ 10.6%ȳ6и῏צ 1.2%ȴ 

2ȳ  

1999 Ϣ ֯ ╓ ᾼᴞ ὨṼᶧⱢ 9и῏צ 36.5%ȳ8и῏צ

24.7%ȳ10и῏צ 22.4%ȳ7и῏צ 14.1%ȳ5и῏צ 2.4%ȴ 

3ȳṼ ᵂ ᶧ 

1999 Ϣ ֯Ṽ ᵂ ᶧ╓ ᾼᴞ ὨṼᶧⱢ 9и῏צ

35.3%ȳ10и῏צ 28.2%ȳ8и῏צ 23.5%ȳ7и῏צ 10.6%ȳ6и 5и῏֢צ

1.2%ȴ 

4ȳѻ Ἠ Ӗ ᵍӑẃ Ӣ 

1999 Ϣ ֯ѻ Ἠ Ӗ ᵍӑẃ Ӣ╓ ᾼᴞ ὨṼ

ᶧⱢ 9и῏צ 37.6%ȳ8и῏צ 25.9%ȳ10и῏צ 17.6%ȳ7и῏צ 11.8%ȳ6и

צ῏ 3.5%ȳ5и 4и῏֢צ 1.2%ȴ 

5ȳѻ ᵫ῀Ӗ Ҡẁ ᾼẔ҃ ҅Ѡ  

1999 Ϣ ֯ѻ ᵫ῀Ӗ Ҡẁ ᾼẔ҃ ҅Ѡ ╓ ᾼᴞ ὨṼ

ᶧⱢ 9и῏צ 41.2%ȳ8и῏צ 24.7%ȳ10и῏צ 18.8%ȳ7и῏צ 11.8%ȳ6и

צ῏ 2.4%ȳ5и῏צ 1.2%ȴ 

 

ϡ   ἤ Ὠиέ 

Ϛȳἤᵑ Ϣ ᾼ ἤиέ 

ἤᵑ Ϣ ֢╓ ᾼ Ӵ Ӑt ứ ֽῶ4-12Ἤӱȴ 

 

ῶ4-12  ἤᵑ Ϣ ֢╓ ᾼ Ӵ Ӑt ứ  

     

      t (82) 

 1.50 0.511  1.80 0.684 0.056 

 1.88 0.612  1.85 0.633 0.869 
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 1.71 0.624  2.07 0.800 0.053 

 1.79 0.833  2.12 0.904 0.132 

 1.71 0.690  2.07 0.800 0.058 

 1.92 0.974  2.10 0.796 0.374 

 2.17 0.963  2.37 0.901 0.370 

 1.58 0.776  1.88 0.691 0.086 

 1.67 0.637  1.80 0.605 0.371 

 1.58 0.584  1.72 0.613 0.364 

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױἤᵑЛ֝ᾼ

1999 Ϣ ֯Ϣ ᾼ֝ їȳ צ ȳ ȳҵ֣ȳ ứȳֹוїȳ

їȳ ֥⇔ȳ їắ ȳ ╓ ᾼῶ ṳ ȴ 

 

ϡȳἤᵑ ϩᾼ ἤиέ 

ἤᵑ ϩ ֢╓ ᾼ Ӵ Ӑt ứ ֽῶ4-13Ἤӱȴ 

 

ῶ4-13  ἤᵑ ϩ ֢╓ ᾼ Ӵ Ӑt ứ  

     

      t (82) 

 2.67 1.204  2.90 1.020 -0.899 

 1.92 0.929  2.25 0.914 -1.504 

 2.13 0.850  2.15 0.777 -0.130 

 2.21 1.103  2.33 1.052 -0.485 

 1.92 1.100  2.15 0.659 -0.972 

 2.13 0.741  2.10 0.573 0.166 

 1.88 0.448  2.13 0.724 -1.975 

 1.96 0.806  2.28 0.825 -1.641 

 1.96 0.859  1.98 0.701 -0.138 

 1.67 0.917  2.05 0.832 -1.853 

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױἤᵑЛ֝ᾼ

1999 Ϣ ֯ ϩ ᾼ ϩȳᶼ ϩȳЀ ῶ ϩȳ ṕ

ϩȳ ϩȳ ϩȳ ḟ ϩȳ ϩȳѝ ῶ

ϩȳ ӣѝ ϩ ╓ ᾼῶ ṳ ȴ 
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Ϯȳἤᵑ ₇ ᾼ ἤиέ 

ἤᵑ ₇ ֢╓ ᾼ Ӵ Ӑt ứ ֽῶ4-14Ἤӱȴ 

 

ῶ4-14  ἤᵑ ₇ ֢╓ ᾼ Ӵ Ӑt ứ  

     

      t

(82) 

 9.04 0.999  9.12 1.263 -0.260 

 8.75 1.152  8.93 1.339 -0.589 

 

 

8.79 

 

1.062 

 

 9.10 

 

0.969 

 

-1.282 

 8.63 1.408  8.98 1.000 -1.314 

 8.75 0.847  8.73 1.056 0.069 

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױἤᵑЛ֝ᾼ

1999 Ϣ ֯ ₇ ᾼṿӣ ȳ ởц ֻȳ ᴩ

∟ц֫ ᶧ ӣ ȳṿӣ ᾼ ᶠ ӣ ȳ Ӗ ╓ ᾼῶ

ṳ ȴ 

 

ҳȳἤᵑ Ф ₇ ᾼ ἤиέ 

ἤᵑ Ф ₇ ֢╓ ᾼ Ӵ Ӑt ứ ֽῶ4-15Ἤӱȴ 

 

ῶ4-15  ἤᵑ Ф ₇ ֢╓ ᾼ Ӵ Ӑt ứ  

     

      t (82) 

 8.38 1.096  8.50 1.408 -0.434 

 8.29 1.083  8.30 1.369 -0.027 

 8.38 1.013  8.50 1.172 -0.488 

 8.63 1.377  8.87 1.157 -0.818 

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױἤᵑЛ֝ᾼ

1999 Ϣ ֯Ф ₇ ᾼṣ ᵒứ Ӗ ᾼ ȳ ֯Ӗ Ӵ ȳ
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їӖ ȳὙ Ӗ ᾼ ╓ ᾼῶ ṳ ȴ 

 

Хȳἤᵑ ₇ ᾼ ἤиέ 

ἤᵑ ₇ ֢╓ ᾼ Ӵ Ӑt ứ ֽῶ4-16Ἤӱȴ 

 

ῶ4-16  ἤᵑ ₇ ֢╓ ᾼ Ӵ Ӑt ứ  

     

 

  

 

  

t

(82) 

 8.38 1.313  8.37 1.314 0.026 

 8.75 1.152  9.00 1.058 -0.954 

 8.58 0.717  8.72 1.151 -0.639 

 8.96 1.083  9.00 0.939 -0.176 

 8.83 0.761  8.80 1.086 0.137 

 8.50 1.474  8.73 1.103 -0.793 

 8.75 1.032  8.70 1.357 0.162 

 8.21 1.793  8.00 2.365 0.437 

 8.38 1.377  8.38 1.403 -0.025 

 8.54 0.779  8.60 1.278 -0.208 

 8.79 0.977  8.55 1.241 0.853 

 8.58 0.776  8.83 1.028 -1.074 

 8.25 1.073  8.75 1.129 -1.858 

 8.83 0.702  8.72 1.223 0.547 

 8.29 1.268  8.53 1.194 -0.794 

 8.58 0.717  8.57 1.184 0.079 

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױἤᵑЛ֝ᾼ

1999 Ϣ ֯ ₇ ᾼ ḇὢ ȳ Ӗ ’┬צ

ȳц ֥ ẁӖ Ἤ ᾼ ȳϚ ӣ ȳӣ ȳ ⇔ Мȳ

ȳ ṕ ӣȳ ᾃ Ӗ ᴖЛ ȳЛ╚ Ӗ ᾼ ᴖ

ȳטּ ѻ ἤᾼὢ ᶵᴖЛ ẫ ȳ ẁӔ ȳ ȳṼ

ᵂ ᶧȳѻ Ἠ Ӗ ᵍӑẃ Ӣȳѻ ᵫ῀Ӗ Ҡẁ ᾼ

Ẕ҃ ҅Ѡ ╓ ᾼῶ ṳ ȴ 

 

гȳד Ϣ ᾼ ἤиέ 
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ד Ϣ ֢╓ ᾼ ֪І иέ ֽῶ4-17Ἤӱȴ 

 

ῶ4-17  ד Ϣ ֢╓ ᾼ ֪І иέ  

     F  

  2 3.398 1.699 4.378* 

   82 31.825 0.388   

   84 35.224     

  2 1.467 0.734 1.907 

   82 31.544 0.385   

   84 33.012     

  2 2.114 1.057 1.817 

   82 47.698 0.582   

   84 49.812     

  2 2.466 1.233 1.569 

  82 64.428 0.786   

  84 66.894     

  2 2.064 1.032 1.733 

  82 48.830 0.595   

  84 50.894     

  2 8.486 4.243 6.662* 

  82 52.220 0.637   

  84 60.706     

  2 6.618 3.309 4.278* 

  82 63.429 0.774   

  84 70.047     

  2 5.243 2.621 5.519* 

  82 38.945 0.475   

  84 44.188     

  2 1.073 0.537 1.456 

  82 30.221 0.369   

  84 31.294     

  2 0.617 0.309 0.839 

   82 30.159 0.368   

   84 30.776     

* p<0.05 

ẃ ȸӐׁשṅȴ 
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ᴩṶ∟ֵ ѩ ᾼ ֽϯȸ 

1ȳ 2Ɏ21~29 ɏȳ3Ɏ30~39 ɏ ֯ 1 ɦᶺ╥ ᵑϢᾼ

֝ṝắᾼϢɧɎ╓ ȸ֝ їɏᾼ иצ Ȳ2ѩ3 0.368иȲ҅ῶѿ

֝ ї╓ ᴖṕȲ21~29 ѩ30~39 ᾼ1999 Ϣ ῶ Ṿȴ 

2ȳ 2Ɏ21~29 ɏȳ3Ɏ30~39 ɏ ֯ 6 ɦᶺ╥ ṶוֹצїᾼϢɧ

Ɏ╓ ȸֹוїɏᾼ иצ Ȳ2ѩ3 0.510иȲ҅ῶѿֹוї╓ ᴖṕȲ21~29

ѩ30~39 ᾼ1999 Ϣ ῶ Ṿȴ 

3ȳ 3Ɏ30~39 ɏȳ4Ɏ40~49 ɏ ֯ 6 ɦᶺ╥ ṶוֹצїᾼϢɧ

Ɏ╓ ȸֹוїɏᾼ иצ Ȳ4ѩ3 1.321иȲ҅ῶѿֹוї╓ ᴖṕȲ40~49

ѩ30~39 ᾼ1999 Ϣ ῶ Ṿȴ 

4ȳ 3Ɏ30~39 ɏȳ4Ɏ40~49 ɏ ֯ 7 ɦᶺ╥ Ṷ−юӜ ᾼϢɧ

Ɏ╓ ȸ їɏᾼ иצ Ȳ4ѩ3 1.250иȲ҅ῶѿ ї╓ ᴖṕȲ40~49

ѩ30~39 ᾼ1999 Ϣ ῶ Ṿȴ 

5ȳ 2Ɏ21~29 ɏȳ3Ɏ30~39 ɏ ֯ 8 ɦᶺ╥ ᵑϢד ♅ᾼ

ϢɧɎ╓ ȸ ֥⇔ɏᾼ иצ Ȳ2ѩ3 0.517иȲ҅ῶѿ ֥⇔╓

ᴖṕȲ21~29 ѩ30~39 ᾼ1999 Ϣ ῶ Ṿȴ 

 

ϝȳד ϩᾼ ἤиέ 

ד ϩ ֢╓ ᾼ ֪І иέ ֽῶ4-18Ἤӱȴ 

 

ῶ4-18  ד ϩ ֢╓ ᾼ ֪І иέ  

     F  

  2 3.964 1.982 1.772 

   82 91.730 1.119   

   84 95.694     

  2 1.678 0.839 0.983 

   82 70.016 0.854   

   84 71.694     

  2 2.530 1.265 2.084 

   82 49.776 0.607   

   84 52.306     

  2 4.914 2.457 2.271 

  82 88.733 1.082   

  84 93.647     

  2 7.749 3.874 6.643* 

  82 47.827 0.583   
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  84 55.576     

  2 1.902 0.951 2.586 

  82 30.146 0.368   

  84 32.047     

  2 2.841 1.421 3.331 

  82 34.970 0.426   

  84 37.812     

  2 9.867 4.933 8.475* 

  82 47.733 0.582   

  84 57.600     

  2 5.204 2.602 5.236* 

  82 40.749 0.497   

  84 45.953     

  2 3.568 1.784 2.438 

   82 60.009 0.732   

   84 63.576     

* p<0.05 

ẃ ȸӐׁשṅȴ 

 

ᴩṶ∟ֵ ѩ ᾼ ֽϯȸ 

1ȳ 2Ɏ21~29 ɏȳ3Ɏ30~39 ɏ ֯ 15 ɦЏᵂ Ϛӎҏ Л ẞ

ᾼ Ȳᶺ ṣ ᷄ҏ ḟѠᾎɧɎ╓ ȸ ϩɏᾼ иצ Ȳ

2ѩ3 0.474иȲ҅ῶѿ ϩ╓ ᴖṕȲ21~29 ѩ30~39 ᾼ1999

Ϣ ῶ Ṿȴ 

2ȳ 3Ɏ30~39 ɏȳ4Ɏ40~49 ɏ ֯ 15 ɦЏᵂ Ϛӎҏ Л ẞ

ᾼ Ȳᶺ ṣ ᷄ҏ ḟѠᾎɧɎ╓ ȸ ϩɏᾼ иצ Ȳ

4ѩ3 1.286иȲ҅ῶѿ ϩ╓ ᴖṕȲ40~49 ѩ30~39 ᾼ1999

Ϣ ῶ Ṿȴ 

3ȳ 2Ɏ21~29 ɏȳ3Ɏ30~39 ɏ ֯ 18 ɦᶺҬ − ᾼ Ȳ

ẞ ḟЏᵂ Ἤ ᾼ ɧɎ╓ ȸ ϩɏᾼ иצ Ȳ

2ѩ3 0.720иȲ҅ῶѿ ϩ╓ ᴖṕȲ21~29 ѩ30~39 ᾼ1999

Ϣ ῶ Ṿȴ 

4ȳ 2Ɏ21~29 ɏȳ3Ɏ30~39 ɏ ֯ 19 ɦᶺ  ӣѝֿὙ ῶ ᶺ

ᾼ ᾎɧɎ╓ ȸѝ ῶ ϩɏᾼ иצ Ȳ2ѩ3 0.470иȲ҅ῶѿ

ѝ ῶ ϩ╓ ᴖṕȲ21~29 ѩ30~39 ᾼ1999 Ϣ ῶ Ṿȴ 
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ϥȳד ₇ ᾼ ἤиέ 

ד ₇ ֢╓ ᾼ ֪І иέ ֽῶ4-19Ἤӱȴ 

 

ῶ4-19  ד ₇ ֢╓ ᾼ ֪І иέ  

     F  

  2 1.797 0.899 0.634 

   82 116.250 1.418   

   84 118.047     

  2 2.807 1.404 0.851 

   82 135.240 1.649   

   84 138.047     

  2 0.793 0.397 0.391 

   82 83.160 1.014   

   84 83.953     

  2 1.327 0.663 0.510 

  82 106.720 1.301   

  84 108.047     

  2 5.855 2.927 3.121 

  82 76.922 0.938   

  84 82.776     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪דױ Л֝ᾼ

1999 Ϣ ֯ ₇ ᾼṿӣ ȳ ởц ֻȳ ᴩ

∟ц֫ ᶧ ӣ ȳṿӣ ᾼ ᶠ ӣ ȳ Ӗ ╓ ᾼῶ

ṳ ȴ 

 

ϟȳד Ф ₇ ᾼ ἤиέ 

ד Ф ₇ ֢╓ ᾼ ֪І иέ ֽῶ4-20Ἤӱȴ 

 

ῶ4-20  ד Ф ₇ ֢╓ ᾼ ֪І иέ  

     F  

  2 6.243 3.122 1.842 

   82 138.933 1.694   



82 
 

   84 145.176     

  2 17.115 8.558 5.822* 

   82 120.532 1.470   

   84 137.647     

  2 2.575 1.288 1.029 

   82 102.601 1.251   

   84 105.176     

  2 4.021 2.011 1.372 

  82 120.167 1.465   

  84 124.188     

* p<0.05 

ẃ ȸӐׁשṅȴ 

 

ᴩṶ∟ֵ ѩ Ȳ 2Ɏ21~29 ɏȳ3Ɏ30~39 ɏ ֯ 27 ɦᶺ

Ӗ ֯҃ ᾼӴ ɧɎ╓ ȸ ֯Ӗ Ӵ ɏᾼ иצ Ȳ

3ѩ2 0.966иȲ҅ῶѿ ֯Ӗ Ӵ ╓ ᴖṕȲ 30~39 ѩ21~29 ᾼ1999

Ϣ ῶ Ṿȴ 

 

ϫȳד ₇ ᾼ ἤиέ 

ד ₇ ֢╓ ᾼ ֪І иέ ֽῶ4-21Ἤӱȴ 

 

ῶ4-21  ד ₇ ֢╓ ᾼ ֪І иέ  

     F  

  2 7.508 3.754 2.294 

  82 134.186 1.636   

  84 141.694     

  2 3.676 1.838 1.591 

  82 94.747 1.155   

  84 98.424     

  2 1.650 0.825 0.759 

  82 89.126 1.087   

  84 90.776     

  2 0.746 0.373 0.386 

  82 79.207 0.966   

  84 79.953     

  2 1.417 0.708 0.707 
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  82 82.183 1.002   

  84 83.600     

  2 4.819 2.409 1.675 

  82 117.958 1.439   

  84 122.776     

  2 4.725 2.363 1.503 

  82 128.922 1.572   

  84 133.647     

  2 32.169 16.085 3.540* 

  82 372.536 4.543   

  84 404.706     

  2 12.803 6.401 3.562* 

  82 147.385 1.797   

  84 160.188     

  2 1.079 0.540 0.403 

  82 109.674 1.337   

  84 110.753     

  2 8.893 4.446 3.471* 

  82 105.060 1.281   

  84 113.953     

  2 2.355 1.178 1.289 

  82 74.939 0.914   

  84 77.294     

  2 3.764 1.882 1.504 

  82 102.636 1.252   

  84 106.400     

  2 4.936 2.468 2.133 

  82 94.876 1.157   

  84 99.812     

  2 1.704 0.852 0.579 

  81 119.189 1.471   

  83 120.893     

  2 1.629 0.814 0.703 

  82 94.960 1.158   

  84 96.588     

* p<0.05 

ẃ ȸӐׁשṅȴ 
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ᴩṶ∟ֵ ѩ ᾼ ֽϯȸ 

1ȳ 2Ɏ21~29 ɏȳ3Ɏ30~39 ɏ ֯ 37 ɦᶺ Ӗ ♄

ӣ ȳү Л֝ ṕɧɎ╓ ȸ ṕ ӣɏᾼ иצ Ȳ3ѩ2 1.325

иȲ҅ῶѿ ṕ ӣ╓ ᴖṕȲ30~39 ѩ21~29 ᾼ1999 Ϣ ῶ Ṿȴ 

2ȳ 2Ɏ21~29 ɏȳ3Ɏ30~39 ɏ ֯ 38 ɦᶺ Ӗ ᾃ

Ӗ ᴖЛ ɧɎ╓ ȸ ᾃ Ӗ ᴖЛ ɏᾼ и

צ Ȳ3ѩ2 0.834иȲ҅ῶѿ ᾃ Ӗ ᴖЛ ╓ ᴖṕȲ

30~39 ѩ21~29 ᾼ1999 Ϣ ῶ Ṿȴ 

3ȳ 2Ɏ21~29 ɏȳ3Ɏ30~39 ɏ ֯ 40 ɦᶺ Ӗ ѻ

ἤᾼὢ ᶵᴖЛ ẫ ɧɎ╓ ȸ ѻ ἤᾼὢ ᶵᴖЛ ẫ ɏᾼ

иצ Ȳ3ѩ2 0.694иȲ҅ῶѿ ѻ ἤᾼὢ ᶵᴖЛ ẫ ╓

ᴖṕȲ30~39 ѩ21~29 ᾼ1999 Ϣ ῶ Ṿȴ 

 

ϫϚȳ Ϣ ᾼ ἤиέ 

Ϣ ֢╓ ᾼ ֪І иέ ֽῶ4-22Ἤӱȴ 

 

ῶ4-22  Ϣ ֢╓ ᾼ ֪І иέ  

     F  

  4 0.172 0.043 0.098 

   80 35.052 0.438   

   84 35.224     

  4 0.897 0.224 0.558 

   80 32.115 0.401   

   84 33.012     

  4 3.697 0.924 1.603 

   80 46.115 0.576   

   84 49.812     

  4 6.518 1.629 2.159 

  80 60.376 0.755   

  84 66.894     

  4 0.615 0.154 0.245 

  80 50.279 0.628   

  84 50.894     

  4 1.773 0.443 0.602 

  80 58.933 0.737   

  84 60.706     
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  4 0.686 0.172 0.198 

  80 69.361 0.867   

  84 70.047     

  4 4.557 1.139 2.300 

  80 39.631 0.495   

  84 44.188     

  4 0.642 0.161 0.419 

  80 30.652 0.383   

  84 31.294     

  4 1.051 0.263 0.707 

   80 29.725 0.372   

   84 30.776     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ Л֝ᾼ

1999 Ϣ ֯Ϣ ᾼ֝ їȳ צ ȳ ȳҵ֣ȳ ứȳֹוїȳ

їȳ ֥⇔ȳ їắ ȳ ╓ ᾼῶ ṳ ȴ 

 

ϫϡȳ ϩᾼ ἤиέ 

ϩ ֢╓ ᾼ ֪І иέ ֽῶ4-23Ἤӱȴ 

 

ῶ4-23  ϩ ֢╓ ᾼ ֪І иέ  

     F  

  4 7.669 1.917 1.742 

   80 88.025 1.100   

   84 95.694     

  4 6.897 1.724 2.129 

   80 64.797 0.810   

   84 71.694     

  4 4.023 1.006 1.666 

   80 48.283 0.604   

   84 52.306     

  4 3.748 0.937 0.834 

  80 89.899 1.124   

  84 93.647     

  4 1.200 0.300 0.441 

  80 54.376 0.680   



86 
 

  84 55.576     

  4 0.178 0.044 0.111 

  80 31.869 0.398   

  84 32.047     

  4 1.472 0.368 0.810 

  80 36.340 0.454   

  84 37.812     

  4 4.824 1.206 1.828 

  80 52.776 0.660   

  84 57.600     

  4 1.274 0.319 0.570 

  80 44.679 0.558   

  84 45.953     

  4 2.487 0.622 0.814 

   80 61.090 0.764   

   84 63.576     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ Л֝ᾼ

1999 Ϣ ֯ ϩ ᾼ ϩȳᶼ ϩȳЀ ῶ ϩȳ ṕ

ϩȳ ϩȳ ϩȳ ḟ ϩȳ ϩȳѝ ῶ

ϩȳ ӣѝ ϩ ╓ ᾼῶ ṳ ȴ 

 

ϫϮȳ ₇ ᾼ ἤиέ 

₇ ֢╓ ᾼ ֪І иέ ֽῶ4-24Ἤӱȴ 

 

ῶ4-24  ₇ ֢╓ ᾼ ֪І иέ  

     F  

  4 12.911 3.228 2.456 

   80 105.136 1.314   

   84 118.047     

  4 2.671 0.668 0.395 

   80 135.376 1.692   

   84 138.047     

  4 5.738 1.434 1.467 

   80 78.215 0.978   
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   84 83.953     

  4 8.564 2.141 1.722 

  80 99.483 1.244   

  84 108.047     

  4 1.667 0.417 0.411 

  80 81.109 1.014   

  84 82.776     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ Л֝ᾼ

1999 Ϣ ֯ ₇ ᾼṿӣ ȳ ởц ֻȳ ᴩ

∟ц֫ ᶧ ӣ ȳṿӣ ᾼ ᶠ ӣ ȳ Ӗ ╓ ᾼῶ

ṳ ȴ 

 

ϫҳȳ Ф ₇ ᾼ ἤиέ 

Ф ₇ ֢╓ ᾼ ֪І иέ ֽῶ4-25Ἤӱȴ 

 

ῶ4-25  Ф ₇ ֢╓ ᾼ ֪І иέ  

     F  

  4 16.995 4.249 2.652 

   80 128.181 1.602   

   84 145.176     

  4 17.040 4.260 2.826 

   80 120.607 1.508   

   84 137.647     

  4 11.834 2.959 2.536 

   80 93.342 1.167   

   84 105.176     

  4 13.159 3.290 2.370 

  80 111.029 1.388   

  84 124.188     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ Л֝ᾼ

1999 Ϣ ֯Ф ₇ ᾼṣ ᵒứ Ӗ ᾼ ȳ ֯Ӗ Ӵ ȳ
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їӖ ȳὙ Ӗ ᾼ ╓ ᾼῶ ṳ ȴ 

 

ϫХȳ ₇ ᾼ ἤиέ 

₇ ֢╓ ᾼ ֪І иέ ֽῶ4-26Ἤӱȴ 

 

ῶ4-26  ₇ ֢╓ ᾼ ֪І иέ  

     F  

  4 6.482 1.621 0.959 

  80 135.212 1.690   

  84 141.694     

  4 10.941 2.735 2.501 

  80 87.482 1.094   

  84 98.424     

  4 8.277 2.069 2.007 

  80 82.499 1.031   

  84 90.776     

  4 10.698 2.674 3.089 

  80 69.255 0.866   

  84 79.953     

  4 7.667 1.917 2.019 

  80 75.933 0.949   

  84 83.600     

  4 16.250 4.063 3.051 

  80 106.526 1.332   

  84 122.776     

  4 12.557 3.139 2.074 

  80 121.090 1.514   

  84 133.647     

  4 20.908 5.227 1.090 

  80 383.797 4.797   

  84 404.706     

  4 12.142 3.036 1.640 

  80 148.046 1.851   

  84 160.188     

  4 6.044 1.511 1.155 

  80 104.708 1.309   
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  84 110.753     

  4 11.725 2.931 2.294 

  80 102.228 1.278   

  84 113.953     

  4 9.325 2.331 2.744 

  80 67.969 0.850   

  84 77.294     

  4 11.498 2.875 2.423 

  80 94.902 1.186   

  84 106.400     

  4 5.347 1.337 1.132 

  80 94.465 1.181   

  84 99.812     

  4 14.288 3.572 2.647 

  79 106.605 1.349   

  83 120.893     

  4 4.854 1.214 1.058 

  80 91.734 1.147   

  84 96.588     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ Л֝ᾼ

1999 Ϣ ֯ ₇ ᾼ ḇὢ ȳ Ӗ ’┬צ

ȳц ֥ ẁӖ Ἤ ᾼ ȳϚ ӣ ȳӣ ȳ ⇔ Мȳ

ȳ ṕ ӣȳ ᾃ Ӗ ᴖЛ ȳЛ╚ Ӗ ᾼ ᴖ

ȳטּ ѻ ἤᾼὢ ᶵᴖЛ ẫ ȳ ẁӔ ȳ ȳṼ

ᵂ ᶧȳѻ Ἠ Ӗ ᵍӑẃ Ӣȳѻ ᵫ῀Ӗ Ҡẁ ᾼ

Ẕ҃ ҅Ѡ ╓ ᾼῶ ṳ ȴ 

 

ϫгȳ ѣἬ Ϣ ᾼ ἤиέ 

ѣἬ Ϣ ֢╓ ᾼ ֪І иέ ֽῶ4-27Ἤӱȴ 

 

ῶ4-27  ѣἬ Ϣ ֢╓ ᾼ ֪І иέ  

     F  

  4 1.797 0.449 1.075 

   80 33.427 0.418   
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   84 35.224     

  4 2.308 0.577 1.503 

   80 30.704 0.384   

   84 33.012     

  4 4.191 1.048 1.837 

   80 45.621 0.570   

   84 49.812     

  4 2.380 0.595 0.738 

  80 64.514 0.806   

  84 66.894     

  4 4.245 1.061 1.820 

  80 46.649 0.583   

  84 50.894     

  4 5.625 1.406 2.043 

  80 55.081 0.689   

  84 60.706     

  4 3.195 0.799 0.956 

  80 66.853 0.836   

  84 70.047     

  4 1.921 0.480 0.909 

  80 42.267 0.528   

  84 44.188     

  4 1.474 0.368 0.988 

  80 29.820 0.373   

  84 31.294     

  4 2.581 0.645 1.831 

   80 28.195 0.352   

   84 30.776     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ ѣἬ Л

֝ᾼ1999 Ϣ ֯Ϣ ᾼ֝ їȳ צ ȳ ȳҵ֣ȳ ứȳֹו

їȳ їȳ ֥⇔ȳ їắ ȳ ╓ ᾼῶ ṳ ȴ 

 

ϫϝȳ ѣἬ ϩᾼ ἤиέ 

ѣἬ ϩ ֢╓ ᾼ ֪І иέ ֽῶ4-28Ἤӱȴ 
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ῶ4-28  ѣἬ ϩ ֢╓ ᾼ ֪І иέ  

     F  

  4 1.557 0.389 0.331 

   80 94.137 1.177   

   84 95.694     

  4 3.909 0.977 1.153 

   80 67.785 0.847   

   84 71.694     

  4 0.478 0.119 0.184 

   80 51.828 0.648   

   84 52.306     

  4 10.684 2.671 2.576 

  80 82.963 1.037   

  84 93.647     

  4 6.605 1.651 2.697 

  80 48.972 0.612   

  84 55.576     

  4 2.493 0.623 1.687 

  80 29.554 0.369   

  84 32.047     

  4 1.887 0.472 1.051 

  80 35.924 0.449   

  84 37.812     

  4 1.927 0.482 0.692 

  80 55.673 0.696   

  84 57.600     

  4 4.834 1.209 2.351 

  80 41.119 0.514   

  84 45.953     

  4 9.575 2.394 3.546* 

   80 54.002 0.675   

   84 63.576     

* p<0.05 

ẃ ȸӐׁשṅȴ 

 

ᴩṶ∟ֵ ѩ Ȳ 2Ɏ30001~59999аɏȳ3Ɏ60000~99999аɏ

֯ 20 ɦ ᶺᴖṕȲ ᵂ ѝ ╥− ὔᾼṶɧɎ╓ ȸ ӣ



92 
 

ѝ ϩɏᾼ иצ Ȳ3ѩ2 0.943иȲ҅ῶѿ ӣѝ

ϩ╓ ᴖṕȲ ѣἬ 60000~99999аѩ30001~59999аᾼ1999 Ϣ ῶ

Ṿȴ 

 

ϫϥȳ ѣἬ ₇ ᾼ ἤиέ 

ѣἬ ₇ ֢╓ ᾼ ֪І иέ ֽῶ4-29Ἤӱȴ 

 

ῶ4-29  ѣἬ ₇ ֢╓ ᾼ ֪І иέ  

     F  

  4 4.193 1.048 0.737 

   80 113.854 1.423   

   84 118.047     

  4 7.287 1.822 1.115 

   80 130.760 1.634   

   84 138.047     

  4 3.033 0.758 0.750 

   80 80.920 1.011   

   84 83.953     

  4 1.693 0.423 0.318 

  80 106.354 1.329   

  84 108.047     

  4 6.153 1.538 1.606 

  80 76.624 0.958   

  84 82.776     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ ѣἬ Л

֝ᾼ1999 Ϣ ֯ ₇ ᾼṿӣ ȳ ởц ֻȳ ᴩ

∟ц֫ ᶧ ӣ ȳṿӣ ᾼ ᶠ ӣ ȳ Ӗ ╓ ᾼ

ῶ ṳ ȴ 

 

ϫϟȳ ѣἬ Ф ₇ ᾼ ἤиέ 

ѣἬ Ф ₇ ֢╓ ᾼ ֪І иέ ֽῶ4-30Ἤӱȴ 

 

ῶ4-30  ѣἬ Ф ₇ ֢╓ ᾼ ֪І иέ  
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     F  

  4 3.451 0.863 0.487 

   80 141.725 1.772   

   84 145.176     

  4 14.372 3.593 2.332 

   80 123.275 1.541   

   84 137.647     

  4 13.003 3.251 2.822 

   80 92.173 1.152   

   84 105.176     

  4 10.869 2.717 1.918 

  80 113.319 1.416   

  84 124.188     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ ѣἬ Л

֝ᾼ1999 Ϣ ֯Ф ₇ ᾼṣ ᵒứ Ӗ ᾼ ȳ ֯Ӗ Ӵ

ȳ їӖ ȳὙ Ӗ ᾼ ╓ ᾼῶ ṳ ȴ 

 

ϡϫȳ ѣἬ ₇ ᾼ ἤиέ 

ѣἬ ₇ ֢╓ ᾼ ֪І иέ ֽῶ4-31Ἤӱȴ 

 

ῶ4-31  ѣἬ ₇ ֢╓ ᾼ ֪І иέ  

     F  

  4 10.342 2.585 1.575 

  80 131.352 1.642   

  84 141.694     

  4 4.106 1.026 0.871 

  80 94.318 1.179   

  84 98.424     

  4 4.943 1.236 1.152 

  80 85.833 1.073   

  84 90.776     

  4 2.578 0.644 0.666 

  80 77.375 0.967   
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  84 79.953     

  4 7.195 1.799 1.883 

  80 76.405 0.955   

  84 83.600     

  4 5.458 1.364 0.930 

  80 117.319 1.466   

  84 122.776     

  4 13.912 3.478 2.324 

  80 119.735 1.497   

  84 133.647     

  4 54.795 13.699 3.132* 

  80 349.910 4.374   

  84 404.706     

  4 5.159 1.290 0.666 

  80 155.029 1.938   

  84 160.188     

  4 12.886 3.221 2.633 

  80 97.867 1.223   

  84 110.753     

  4 13.993 3.498 2.800 

  80 99.960 1.250   

  84 113.953     

  4 4.505 1.126 1.238 

  80 72.789 0.910   

  84 77.294     

  4 3.773 0.943 0.735 

  80 102.627 1.283   

  84 106.400     

  4 7.960 1.990 1.733 

  80 91.852 1.148   

  84 99.812     

  4 3.909 0.977 0.660 

  79 116.984 1.481   

  83 120.893     

  4 4.047 1.012 0.875 

  80 92.542 1.157   

  84 96.588     

* p<0.05 
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ẃ ȸӐׁשṅȴ 

 

ᴩṶ∟ֵ ѩ Ȳ 4Ɏ100000~149999аɏȳ5Ɏ150000аѿϱɏ

֯ 37 ɦᶺ Ӗ ♄ ӣ ȳү Л֝ ṕɧɎ╓ ȸ ṕ

ӣɏᾼ иצ Ȳ5ѩ4 3.943иȲ҅ῶѿ ṕ ӣ╓ ᴖṕȲ ѣἬ

150000аѿϱѩ100000~149999аᾼ1999 Ϣ ῶ Ṿȴ 

 

ϡϫϚȳ ℗ᾭ Ϣ ᾼ ἤиέ 

℗ᾭ Ϣ ֢╓ ᾼ ֪І иέ ֽῶ4-32Ἤӱȴ 

 

ῶ4-32  ℗ᾭ Ϣ ֢╓ ᾼ ֪І иέ  

     F  

  1 1.210 1.210 2.953 

   83 34.013 0.410   

   84 35.224     

  1 0.367 0.367 0.934 

   83 32.644 0.393   

   84 33.012     

  1 1.441 1.441 2.474 

   83 48.370 0.583   

   84 49.812     

  1 0.866 0.866 1.089 

  83 66.028 0.796   

  84 66.894     

  1 1.604 1.604 2.702 

  83 49.290 0.594   

  84 50.894     

  1 2.406 2.406 3.425 

  83 58.300 0.702   

  84 60.706     

  1 1.511 1.511 1.830 

  83 68.536 0.826   

  84 70.047     

  1 3.030 3.030 6.110 

  83 41.158 0.496   

  84 44.188     

  1 1.255 1.255 3.467 
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  83 30.039 0.362   

  84 31.294     

  1 1.166 1.166 3.269 

   83 29.610 0.357   

   84 30.776     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ ℗ᾭ Л֝

ᾼ1999 Ϣ ֯Ϣ ᾼ֝ їȳ צ ȳ ȳҵ֣ȳ ứȳֹוїȳ

їȳ ֥⇔ȳ їắ ȳ ╓ ᾼῶ ṳ ȴ 

 

ϡϫϡȳ ℗ᾭ ϩᾼ ἤиέ 

℗ᾭ ϩ ֢╓ ᾼ ֪І иέ ֽῶ4-33Ἤӱȴ 

 

ῶ4-33  ℗ᾭ ϩ ֢╓ ᾼ ֪І иέ  

     F  

  1 4.604 4.604 4.195 

   83 91.090 1.097   

   84 95.694     

  1 0.463 0.463 0.540 

   83 71.231 0.858   

   84 71.694     

  1 1.641 1.641 2.688 

   83 50.665 0.610   

   84 52.306     

  1 0.456 0.456 0.406 

  83 93.191 1.123   

  84 93.647     

  1 1.274 1.274 1.948 

  83 54.302 0.654   

  84 55.576     

  1 0.703 0.703 1.863 

  83 31.344 0.378   

  84 32.047     

  1 1.540 1.540 3.523 

  83 36.272 0.437   

  84 37.812     
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  1 5.493 5.493 8.750 

  83 52.107 0.628   

  84 57.600     

  1 2.487 2.487 4.748 

  83 43.466 0.524   

  84 45.953     

  1 3.243 3.243 4.462 

   83 60.333 0.727   

   84 63.576     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ ℗ᾭ Л֝

ᾼ1999 Ϣ ֯ ϩ ᾼ ϩȳᶼ ϩȳЀ ῶ ϩȳ

ṕ ϩȳ ϩȳ ϩȳ ḟ ϩȳ ϩȳѝ ῶ

ϩȳ ӣѝ ϩ ╓ ᾼῶ ṳ ȴ 

  

ϡϫϮȳ ℗ᾭ ₇ ᾼ ἤиέ 

℗ᾭ ₇ ֢╓ ᾼ ֪І иέ ֽῶ4-34Ἤӱȴ 

 

ῶ4-34  ℗ᾭ ₇ ֢╓ ᾼ ֪І иέ  

     F  

  1 0.392 0.392 0.277 

   83 117.655 1.418   

   84 118.047     

  1 0.011 0.011 0.007 

   83 138.036 1.663   

   84 138.047     

  1 0.142 0.142 0.140 

   83 83.811 1.010   

   84 83.953     

  1 0.146 0.146 0.112 

  83 107.901 1.300   

  84 108.047     

  1 0.295 0.295 0.297 

  83 82.482 0.994   

  84 82.776     



98 
 

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ ℗ᾭ Л֝

ᾼ1999 Ϣ ֯ ₇ ᾼṿӣ ȳ ởц ֻȳ ᴩ

∟ц֫ ᶧ ӣ ȳṿӣ ᾼ ᶠ ӣ ȳ Ӗ ╓ ᾼῶ

ṳ ȴ 

 

ϡϫҳȳ ℗ᾭ Ф ₇ ᾼ ἤиέ 

℗ᾭ Ф ₇ ֢╓ ᾼ ֪І иέ ֽῶ4-35Ἤӱȴ 

 

ῶ4-35  ℗ᾭ Ф ₇ ֢╓ ᾼ ֪І иέ  

     F  

  1 0.601 0.601 0.345 

   83 144.575 1.742   

   84 145.176     

  1 7.524 7.524 4.799 

   83 130.123 1.568   

   84 137.647     

  1 0.282 0.282 0.223 

   83 104.894 1.264   

   84 105.176     

  1 0.209 0.209 0.140 

  83 123.980 1.494   

  84 124.188     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ ℗ᾭ Л֝

ᾼ1999 Ϣ ֯Ф ₇ ᾼṣ ᵒứ Ӗ ᾼ ȳ ֯Ӗ Ӵ ȳ

їӖ ȳὙ Ӗ ᾼ ╓ ᾼῶ ṳ ȴ 

 

ϡϫХȳ ℗ᾭ ₇ ᾼ ἤиέ 

℗ᾭ ₇ ֢╓ ᾼ ֪І иέ ֽῶ4-36Ἤӱȴ 

 

ῶ4-36  ℗ᾭ ₇ ֢╓ ᾼ ֪І иέ  
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     F  

  1 0.407 0.407 0.239 

  83 141.288 1.702   

  84 141.694     

  1 0.499 0.499 0.423 

  83 97.924 1.180   

  84 98.424     

  1 0.396 0.396 0.363 

  83 90.381 1.089   

  84 90.776     

  1 0.127 0.127 0.132 

  83 79.826 0.962   

  84 79.953     

  1 0.021 0.021 0.021 

  83 83.579 1.007   

  84 83.600     

  1 0.148 0.148 0.100 

  83 122.628 1.477   

  84 122.776     

  1 2.728 2.728 1.729 

  83 130.919 1.577   

  84 133.647     

  1 14.594 14.594 3.105 

  83 390.112 4.700   

  84 404.706     

  1 4.904 4.904 2.621 

  83 155.284 1.871   

  84 160.188     

  1 0.448 0.448 0.337 

  83 110.305 1.329   

  84 110.753     

  1 3.496 3.496 2.627 

  83 110.457 1.331   

  84 113.953     

  1 0.119 0.119 0.128 

  83 77.175 0.930   

  84 77.294     



100 
 

  1 0.467 0.467 0.366 

  83 105.933 1.276   

  84 106.400     

  1 0.808 0.808 0.678 

  83 99.004 1.193   

  84 99.812     

  1 0.006 0.006 0.004 

  82 120.887 1.474   

  83 120.893     

  1 0.013 0.013 0.011 

  83 96.575 1.164   

  84 96.588     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ ℗ᾭ Л֝

ᾼ1999 Ϣ ֯ ₇ ᾼ ḇὢ ȳ Ӗ ’┬צ

ȳц ֥ ẁӖ Ἤ ᾼ ȳϚ ӣ ȳӣ ȳ ⇔

Мȳ ȳ ṕ ӣȳ ᾃ Ӗ ᴖЛ ȳЛ╚ Ӗ ᾼ

ᴖ ȳטּ ѻ ἤᾼὢ ᶵᴖЛ ẫ ȳ ẁӔ ȳ ȳṼ

ᵂ ᶧȳѻ Ἠ Ӗ ᵍӑẃ Ӣȳѻ ᵫ῀Ӗ Ҡẁ

ᾼẔ҃ ҅Ѡ ╓ ᾼῶ ṳ ȴ 

 

ϡϫгȳ Ṷ 1999 Џᵂᾼד Ϣ ᾼ ἤиέ 

Ṷ1999 Џᵂᾼד Ϣ ֢╓ ᾼ ֪І иέ

ֽῶ4-37Ἤӱȴ 

 

ῶ4-37  Ṷ1999 Џᵂᾼד Ϣ ֢╓ ᾼ ֪І иέ

 

     F  

  3 1.800 0.600 1.454 

   81 33.424 0.413   

   84 35.224     

  3 1.009 0.336 0.852 

   81 32.002 0.395   

   84 33.012     

  3 0.041 0.014 0.022 



101 
 

   81 49.771 0.614   

   84 49.812     

  3 2.014 0.671 0.838 

  81 64.880 0.801   

  84 66.894     

  3 0.494 0.165 0.265 

  81 50.400 0.622   

  84 50.894     

  3 2.697 0.899 1.255 

  81 58.009 0.716   

  84 60.706     

  3 6.935 2.312 2.967* 

  81 63.112 0.779   

  84 70.047     

  3 2.259 0.753 1.454 

  81 41.930 0.518   

  84 44.188     

  3 2.345 0.782 2.187 

  81 28.949 0.357   

  84 31.294     

  3 0.923 0.308 0.835 

   81 29.853 0.369   

   84 30.776     

* p<0.05 

ẃ ȸӐׁשṅȴ 

 

ᴩṶ∟ֵ ѩ Ȳ 1Ɏ1דѿϯɏȳ4Ɏ7~10דɏ ֯ 7 ɦᶺ╥

Ṷ−юӜ ᾼϢɧɎ╓ ȸ їɏᾼ иצ Ȳ4ѩ1 1.875иȲ҅

ῶѿ ї╓ ᴖṕȲ Ṷ1999 Џᵂᾼד Ɫ7~10דѩ1דѿϯᾼ1999 Ϣ

ῶ Ṿȴ 

 

ϡϫϝȳ Ṷ 1999 Џᵂᾼד ϩᾼ ἤиέ 

Ṷ1999 Џᵂᾼד ϩ ֢╓ ᾼ ֪І иέ

ֽῶ4-38Ἤӱȴ 

 

ῶ4-38  Ṷ1999 Џᵂᾼד ϩ ֢╓ ᾼ ֪І иέ
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     F  

  3 12.768 4.256 4.157* 

   81 82.926 1.024   

   84 95.694     

  3 10.794 3.598 4.786* 

   81 60.900 0.752   

   84 71.694     

  3 2.865 0.955 1.565 

   81 49.441 0.610   

   84 52.306     

  3 3.023 1.008 0.901 

  81 90.624 1.119   

  84 93.647     

  3 1.826 0.609 0.917 

  81 53.751 0.664   

  84 55.576     

  3 0.525 0.175 0.450 

  81 31.522 0.389   

  84 32.047     

  3 1.447 0.482 1.074 

  81 36.365 0.449   

  84 37.812     

  3 0.570 0.190 0.270 

  81 57.030 0.704   

  84 57.600     

  3 0.576 0.192 0.342 

  81 45.377 0.560   

  84 45.953     

  3 0.796 0.265 0.342 

   81 62.780 0.775   

   84 63.576     

* p<0.05 

ẃ ȸӐׁשṅȴ 

 

ᴩṶ∟ֵ ѩ ᾼ ֽϯȸ 

1ȳ 2Ɏ1~3דɏȳ3Ɏ4~6דɏ ֯ 11 ɦֽὨ֯ϱ › ӢЛ ᶶᾼṶȲ

ᶺЏᵂ ᾼ ɧɎ╓ ȸ ϩɏᾼ иצ Ȳ3ѩ2 1.215
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иȲ҅ῶѿ ϩ╓ ᴖṕȲ Ṷ1999 Џᵂᾼד Ɫ4~6דѩ1~3דᾼ

1999 Ϣ ῶ Ṿȴ 

2ȳ 1Ɏ1דѿϯɏȳ3Ɏ4~6דɏ ֯ 12 ɦЏᵂ טּ Ғ Ȳᶺ

ẞ− ɧɎ╓ ȸᶼ ϩɏᾼ иצ Ȳ3ѩ1 0.975иȲ҅ῶѿᶼ

ϩ╓ ᴖṕȲ Ṷ1999 Џᵂᾼד Ɫ4~6דѩ1דѿϯᾼ1999 Ϣ ῶ

Ṿȴ 

3ȳ 2Ɏ1~3דɏȳ3Ɏ4~6דɏ ֯ 12 ɦЏᵂ טּ Ғ Ȳᶺ ẞ

− ɧɎ╓ ȸᶼ ϩɏᾼ иצ Ȳ3ѩ2 1.100иȲ҅ῶѿᶼ

ϩ╓ ᴖṕȲ Ṷ1999 Џᵂᾼד Ɫ4~6דѩ1~3דᾼ1999 Ϣ ῶ

Ṿȴ 

 

ϡϫϥȳ Ṷ 1999 Џᵂᾼד ₇ ᾼ ἤиέ 

Ṷ1999 Џᵂᾼד ₇ ֢╓ ᾼ ֪І иέ

ֽῶ4-39Ἤӱȴ 

 

ῶ4-39  Ṷ1999 Џᵂᾼד ₇ ֢╓ ᾼ ֪І иέ

 

     F  

  3 3.867 1.289 0.915 

   81 114.180 1.410   

   84 118.047     

  3 7.556 2.519 1.563 

   81 130.491 1.611   

   84 138.047     

  3 1.963 0.654 0.646 

   81 81.990 1.012   

   84 83.953     

  3 0.819 0.273 0.206 

  81 107.229 1.324   

  84 108.047     

  3 3.517 1.172 1.198 

  81 79.259 0.979   

  84 82.776     

ẃ ȸӐׁשṅȴ 
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иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ Ṷ1999

Џᵂᾼד Л֝ᾼ1999 Ϣ ֯ ₇ ᾼṿӣ ȳ ởц

ֻȳ ᴩ ∟ц֫ ᶧ ӣ ȳṿӣ ᾼ ᶠ ӣ ȳ Ӗ

╓ ᾼῶ ṳ ȴ 

 

ϡϫϟȳ Ṷ 1999 Џᵂᾼד Ф ₇ ᾼ ἤиέ 

Ṷ1999 Џᵂᾼד Ф ₇ ֢╓ ᾼ ֪І иέ

ֽῶ4-40Ἤӱȴ 

 

ῶ4-40  Ṷ1999 Џᵂᾼד Ф ₇ ֢╓ ᾼ ֪І иέ

 

     F  

  3 7.870 2.623 1.548 

   81 137.307 1.695   

   84 145.176     

  3 5.352 1.784 1.092 

   81 132.295 1.633   

   84 137.647     

  3 0.763 0.254 0.197 

   81 104.414 1.289   

   84 105.176     

  3 2.386 0.795 0.529 

  81 121.802 1.504   

  84 124.188     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ Ṷ1999

Џᵂᾼד Л֝ᾼ1999 Ϣ ֯Ф ₇ ᾼṣ ᵒứ Ӗ ᾼ

ȳ ֯Ӗ Ӵ ȳ їӖ ȳὙ Ӗ ᾼ ╓ ᾼῶ ṳ ȴ 

 

Ϯϫȳ Ṷ 1999 Џᵂᾼד ₇ ᾼ ἤиέ 

Ṷ1999 Џᵂᾼד ₇ ֢╓ ᾼ ֪І иέ

ֽῶ4-41Ἤӱȴ 
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ῶ4-41  Ṷ1999 Џᵂᾼד ₇ ֢╓ ᾼ ֪І иέ

 

     F  

  3 6.807 2.269 1.363 

  81 134.887 1.665   

  84 141.694     

  3 1.105 0.368 0.307 

  81 97.319 1.201   

  84 98.424     

  3 4.292 1.431 1.340 

  81 86.485 1.068   

  84 90.776     

  3 6.823 2.274 2.519 

  81 73.130 0.903   

  84 79.953     

  3 1.171 0.390 0.384 

  81 82.429 1.018   

  84 83.600     

  3 5.055 1.685 1.159 

  81 117.722 1.453   

  84 122.776     

  3 2.150 0.717 0.441 

  81 131.497 1.623   

  84 133.647     

  3 7.867 2.622 0.535 

  81 396.839 4.899   

  84 404.706     

  3 1.801 0.600 0.307 

  81 158.387 1.955   

  84 160.188     

  3 1.506 0.502 0.372 

  81 109.247 1.349   

  84 110.753     

  3 1.523 0.508 0.366 

  81 112.430 1.388   

  84 113.953     

  3 5.975 1.992 2.262 
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  81 71.319 0.880   

  84 77.294     

  3 5.459 1.820 1.460 

  81 100.941 1.246   

  84 106.400     

  3 5.837 1.946 1.677 

  81 93.975 1.160   

  84 99.812     

  3 2.945 0.982 0.666 

  80 117.948 1.474   

  83 120.893     

  3 6.409 2.136 1.919 

  81 90.180 1.113   

  84 96.588     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ Ṷ1999

Џᵂᾼד Л֝ᾼ1999 Ϣ ֯ ₇ ᾼ ḇὢ ȳ

Ӗ ’┬צ ȳц ֥ ẁӖ Ἤ ᾼ ȳϚ ӣ ȳӣ

ȳ ⇔ Мȳ ȳ ṕ ӣȳ ᾃ Ӗ ᴖЛ ȳЛ

╚ Ӗ ᾼ ᴖ ȳטּ ѻ ἤᾼὢ ᶵᴖЛ ẫ ȳ ẁӔ

ȳ ȳṼ ᵂ ᶧȳѻ Ἠ Ӗ ᵍӑẃ Ӣȳѻ

ᵫ῀Ӗ Ҡẁ ᾼẔ҃ ҅Ѡ ╓ ᾼῶ ṳ ȴ 

 

ϮϫϚȳ ҟ ԉẔ҃ Ϣ ᾼ Ϣ ᾼ ἤиέ 

ҟ ԉẔ҃ Ϣ ᾼ Ϣ ֢╓ ᾼ ֪І

иέ ֽῶ4-42Ἤӱȴ 

 

ῶ4-42 ҟ ԉẔ҃ Ϣ ᾼ Ϣ ֢╓ ᾼ ֪І

иέ  

     F  

  3 1.524 0.508 1.221 

   81 33.699 0.416   

   84 35.224     

  3 2.343 0.781 2.063 

   81 30.669 0.379   
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   84 33.012     

  3 2.853 0.951 1.640 

   81 46.959 0.580   

   84 49.812     

  3 2.723 0.908 1.146 

  81 64.171 0.792   

  84 66.894     

  3 1.630 0.543 0.894 

  81 49.264 0.608   

  84 50.894     

  3 7.187 2.396 3.626* 

  81 53.519 0.661   

  84 60.706     

  3 5.333 1.778 2.225 

  81 64.714 0.799   

  84 70.047     

  3 4.651 1.550 3.176 

  81 39.537 0.488   

  84 44.188     

  3 0.375 0.125 0.327 

  81 30.919 0.382   

  84 31.294     

  3 0.947 0.316 0.857 

   81 29.830 0.368   

   84 30.776     

* p<0.05 

ẃ ȸӐׁשṅȴ 

 

ᴩṶ∟ֵ ѩ Ȳ 1Ɏ1דѿϯɏȳ2Ɏ1~3דɏ ֯ 6 ɦᶺ╥

ṶוֹצїᾼϢɧɎ╓ ȸֹוїɏᾼ иצ Ȳ1ѩ2 0.576иȲ҅ῶѿ

╓їוֹ ᴖṕȲ ҟ ԉẔ҃ Ϣ ᾼ Ɫ1דѿϯѩ1~3דᾼ1999

Ϣ ῶ Ṿȴ 

 

Ϯϫϡȳ ҟ ԉẔ҃ Ϣ ᾼ ϩᾼ ἤиέ 

ҟ ԉẔ҃ Ϣ ᾼ ϩ ֢╓ ᾼ ֪І

иέ ֽῶ4-43Ἤӱȴ 
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ῶ4-43  ҟ ԉẔ҃ Ϣ ᾼ ϩ ֢╓ ᾼ ֪І

иέ  

     F  

  3 4.444 1.481 1.315 

   81 91.250 1.127   

   84 95.694     

  3 4.157 1.386 1.662 

   81 67.537 0.834   

   84 71.694     

  3 2.712 0.904 1.477 

   81 49.594 0.612   

   84 52.306     

  3 5.300 1.767 1.620 

  81 88.347 1.091   

  84 93.647     

  3 2.706 0.902 1.382 

  81 52.871 0.653   

  84 55.576     

  3 4.672 1.557 4.608 

  81 27.375 0.338   

  84 32.047     

  3 2.137 0.712 1.617 

  81 35.675 0.440   

  84 37.812     

  3 5.491 1.830 2.845 

  81 52.109 0.643   

  84 57.600     

  3 2.360 0.787 1.462 

  81 43.593 0.538   

  84 45.953     

  3 3.807 1.269 1.720 

   81 59.769 0.738   

   84 63.576     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ ҟ ԉẔ҃

Ϣ ᾼ Л֝ᾼ1999 Ϣ ֯ ϩ ᾼ ϩȳʐ
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ϩȳЀ ῶ ϩȳ ṕ ϩȳ ϩȳ ϩȳ ḟ ϩȳ

ϩȳѝ ῶ ϩȳ ӣѝ ϩ ╓ ᾼῶ ṳ

ȴ 

 

ϮϫϮȳ ҟ ԉẔ҃ Ϣ ᾼ ₇ ᾼ ἤиέ 

ҟ ԉẔ҃ Ϣ ᾼ ₇ ֢╓ ᾼ ֪І

иέ ֽῶ4-44Ἤӱȴ 

 

ῶ4-44  ҟ ԉẔ҃ Ϣ ᾼ ₇ ֢╓ ᾼ ֪І

иέ  

     F  

  3 2.128 0.709 0.496 

   81 115.919 1.431   

   84 118.047     

  3 2.988 0.996 0.597 

   81 135.059 1.667   

   84 138.047     

  3 1.869 0.623 0.615 

   81 82.084 1.013   

   84 83.953     

  3 1.813 0.604 0.461 

  81 106.234 1.312   

  84 108.047     

  3 8.276 2.759 3.000 

  81 74.500 0.920   

  84 82.776     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ ҟ ԉẔ҃

Ϣ ᾼ Л֝ᾼ1999 Ϣ ֯ ₇ ᾼṿӣ ȳ

ởц ֻȳ ᴩ ∟ц֫ ᶧ ӣ ȳṿӣ ᾼ ᶠ ӣ ȳ

Ӗ ╓ ᾼῶ ṳ ȴ 

 

Ϯϫҳȳ ҟ ԉẔ҃ Ϣ ᾼ Ф ₇ ᾼ ἤиέ 

ҟ ԉẔ҃ Ϣ ᾼ Ф ₇ ֢╓ ᾼ ֪І
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иέ ֽῶ4-45Ἤӱȴ 

 

ῶ4-45  ҟ ԉẔ҃ Ϣ ᾼ Ф ₇ ֢╓ ᾼ ֪І

иέ  

     F  

  3 8.402 2.801 1.659 

   81 136.774 1.689   

   84 145.176     

  3 10.248 3.416 2.172 

   81 127.399 1.573   

   84 137.647     

  3 5.810 1.937 1.579 

   81 99.367 1.227   

   84 105.176     

  3 9.420 3.140 2.216 

  81 114.768 1.417   

  84 124.188     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ ҟ ԉẔ҃

Ϣ ᾼ Л֝ᾼ1999 Ϣ ֯Ф ₇ ᾼṣ ᵒứ Ӗ

ᾼ ȳ ֯Ӗ Ӵ ȳ їӖ ȳὙ Ӗ ᾼ ╓ ᾼῶ ṳ

ȴ 

 

ϮϫХȳ ҟ ԉẔ҃ Ϣ ᾼ ₇ ᾼ ἤиέ 

ҟ ԉẔ҃ Ϣ ᾼ ₇ ֢╓ ᾼ ֪І

иέ ֽῶ4-46Ἤӱȴ 

 

ῶ4-46  ҟ ԉẔ҃ Ϣ ᾼ ₇ ֢╓ ᾼ ֪І

иέ  

     F  

  3 11.771 3.924 2.446 

  81 129.923 1.604   

  84 141.694     
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  3 5.378 1.793 1.560 

  81 93.046 1.149   

  84 98.424     

  3 6.109 2.036 1.948 

  81 84.668 1.045   

  84 90.776     

  3 4.159 1.386 1.482 

  81 75.794 0.936   

  84 79.953     

  3 3.690 1.230 1.247 

  81 79.910 0.987   

  84 83.600     

  3 5.291 1.764 1.216 

  81 117.485 1.450   

  84 122.776     

  3 6.738 2.246 1.434 

  81 126.909 1.567   

  84 133.647     

  3 33.701 11.234 2.453 

  81 371.005 4.580   

  84 404.706     

  3 6.840 2.280 1.204 

  81 153.348 1.893   

  84 160.188     

  3 4.705 1.568 1.198 

  81 106.048 1.309   

  84 110.753     

  3 9.594 3.198 2.482 

  81 104.359 1.288   

  84 113.953     

  3 5.576 1.859 2.099 

  81 71.718 0.885   

  84 77.294     

  3 10.626 3.542 2.996 

  81 95.774 1.182   

  84 106.400     

  3 7.116 2.372 2.073 

  81 92.696 1.144   
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  84 99.812     

  3 1.478 0.493 0.330 

  80 119.415 1.493   

  83 120.893     

  3 1.616 0.539 0.460 

  81 94.972 1.172   

  84 96.588     

ẃ ȸӐׁשṅȴ 

 

иέ Ὠ ӱȲἬצ╓ ᾼ ἤp ᶁӑ Ѭ Ȳ֪ױ ҟ ԉẔ҃

Ϣ ᾼ Л֝ᾼ1999 Ϣ ֯ ₇ ᾼ ḇὢ

ȳ Ӗ ’┬צ ȳц ֥ ẁӖ Ἤ ᾼ ȳϚ ӣ

ȳӣ ȳ ⇔ Мȳ ȳ ṕ ӣȳ ᾃ Ӗ ᴖЛ

ȳЛ╚ Ӗ ᾼ ᴖ ȳטּ ѻ ἤᾼὢ ᶵᴖЛ ẫ ȳ

ẁӔ ȳ ȳṼ ᵂ ᶧȳѻ Ἠ Ӗ ᵍӑẃ

Ӣȳѻ ᵫ῀Ӗ Ҡẁ ᾼẔ҃ ҅Ѡ ╓ ᾼῶ ṳ ȴ 

 

ϮϫгȳЏᵂ ὢ ₇ ֢ ᾼ ἤиέ 

Џᵂ ᾼϢ ȳ ϩ ὢ ₇ ᾼ ₇ ȳФ ₇ ȳ

₇ ᾼד иέ Ὠ ֽῶ 4-47Ἤӱȴ 
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ῶ4-47  Џᵂ ὢ ₇ ֢ ᾼד иέ Ὠ  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

*p<0.05, **p<0.01 

ẃ ȸӐׁשṅȴ 
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иέ Ὠ ӱȸ 

1ȳЏᵂ ᾼϢ ὢ ₇ ᾼ ₇ ᵧ ד

Ɏp<0.05ɏȲ҅ῶϢ ₇ ᾼӔ֣ ἤȴ 

2ȳЏᵂ ᾼ ϩ ὢ ₇ ᾼФ ₇ ᵧ ד

Ɏp<0.01ɏȲ҅ῶ ϩ Ф ₇ ᾼӔ֣ ἤȴ 

3ȳЏᵂ ᾼ ϩ ὢ ₇ ᾼ ₇ ᵧ ד

Ɏp<0.01ɏȲ҅ῶ ϩ ₇ ᾼӔ֣ ἤȴ 

 

 

Ϯ    

 

    Ӑ МἬ ᴩП ἤ ἤ ὨиέȲ… Пԓצ 88

ᴯ 1999 Мї Ϣ Ɫӕ Ȳ Ẕ Ὅ Ẫ ᴩ ▲ṳ֫ןɎẔМ 3ԌⱢ

ẪȲצ ẪⱢ 85Ԍɏ∟Ἤ ױȲ֪כ ὨȲϞ… ›П 88ᴯ

Ϣ ᾓᴖṕПȲ╥Ɫ Ϣ › ᶮП Ȳ֪ױἬ П ὨἨ

ṳӇứᶙԓⱢ МїӑẃẔ҃ Ϣ ᶮП Ἠ ȴ 

    Ӑ М иέἬᵧ Пӑ Ѭ П ȲɲӐׁשṅ Ҡ ╥Ӧὑ1999

Ϣ ὑ›ẃ Мї ᴩ П ȲБṶԒ ȲҠ ὑױ ֪Ȳṿ

֢╓ ᾼῶ ȴѿҵȲӐׁשṅ ѿɦד ɧȳɦ ḕѣἬ ɧȳɦד ɧ

ɦ ҟ ԉẔ҃ Ϣ ᾼ ɧ ᴩӻϿиέȲֽῶ 4-48ȳῶ

4-49 ῶ 4-50Ἤӱȴ 
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 ῶ4- 48  ɦד ɧ ɦ ḕѣἬ ɧПӻϿиέ 

 

     

 

      

30000

 

30001~ 

59999  

60000~ 

99999  

100000~ 

149999  

150000

 

 

21~29  
27 11 7 6 2 53 

73.0% 52.4% 46.7% 85.7% 40.0% 62.4% 

30~39  
10 8 6 1 3 28 

27.0% 38.1% 40.0% 14.3% 60.0% 32.9% 

40~49  
0 2 2 0 0 4 

.0% 9.5% 13.3% .0% .0% 4.7% 

 
37 21 15 7 5 85 

100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 

        ά2 =10.964, p= .204  

    ẃ ȸӐׁשṅ 

 

    иέ Ὠ ӱȲ ἤ p ӑ Ѭ Ȳ֪ױ ѣἬ ╓ ד ╓

П ṳ ȴ 

 

 

 

    ῶ4- 49  ɦד ɧ ɦ Ṷ1999 Џᵂᾼד ɧПӻϿиέ 

 

 

  1999  
 

    1  1~3  4~6  7~10  

 

21~29  
23 26 4 0 53 

71.9% 63.4% 40.0% .0% 62.4% 

30~39  
9 14 5 0 28 

28.1% 34.1% 50.0% .0% 32.9% 

40~49  
0 1 1 2 4 

.0% 2.4% 10.0% 100.0% 4.7% 

 
32 41 10 2 85 

100.0% 100.0% 100.0% 100.0% 100.0% 

        ά2 =45.450, p= .000  

    ẃ ȸӐׁשṅ 
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    иέ Ὠ ӱȲ ἤ p ẞ Ѭ Ȳ֪ױ Ṷ 1999 Џᵂᾼד

╓ ד ╓ П ֯׀ ȴӐׁשṅ ȲҠ ╥Ӧὑ Ϣ Пד

֣Ɫד ȲҒП Ӧ ЏᵂֵⱢד ῏ᾼ ϚȳϡԌЏ ȲW 

Ẕ҃Џᵂѩ Ȳ֪ױҠ ᵧ ╥ иέ Ὠȴ 

 

 

 

ῶ4- 50  ɦד ɧ ɦ ҟ ԉẔ҃ Ϣ ᾼ ɧПӻϿиέ 

 

 

    

      1  1~3  4~6  7~10  

 

21~29  
33 16 4 0 53 

82.5% 51.6% 40.0% .0% 62.4% 

30~39  
7 13 5 3 28 

17.5% 41.9% 50.0% 75.0% 32.9% 

40~49  
0 2 1 1 4 

.0% 6.5% 10.0% 25.0% 4.7% 

 
40 31 10 4 85 

100.0% 100.0% 100.0% 100.0% 100.0% 

        ά2 =19.340, p= .004  

    ẃ ȸӐׁשṅ 

 

    иέ Ὠ ӱȲ ἤ p ẞ Ѭ Ȳ֪ױ ҟ ԉẔ҃ Ϣ

ᾼ ╓ ד ╓ П ֯׀ ȴӐׁשṅ ȲҠ ╥Ӧὑ Ϣ П

ד ֣Ɫד ȲҒПד ῏ ҟ юצ ԉẔ҃ Ϣ ᾼ Ȳ

Ҡױ֪ Ӣ╥ иέ Ὠȴ 
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Х   о иέ 

 

Ϛ װ   иέ 

ṅשׁ ὑ ד2010 9ѣ 23ѡ М ‒еҨ 123ⅎљὢ МїɎ

Мїɏ ֮ Ȳ ậ Мїв Ṷ Ϣ Џᵂ ὢ ₇ в

ᾼ Ȳ ӑ бȲ ѿ ᾼ ֿ ȲᵂⱢ Мї Ẕ

Ϣ ạȳ Ϣ ᾼЏᵂ ὢ ₇ в ȳỗҵ Мї ὑ

Ϣ Ϣϩ ᾼ֥ᵂȳ1999 Ϣ Мї Ϣ Џᵂ

כ Ṏв ἤᾼװ ȴ 

 

ϚȳМ ‒еҨ123ⅎљὢ Мї Ẕ Ϣ ᾼ ạ 

ҟМ ‒еҨᾼ123ⅎљὢ Мїṳ ϚП҅ῶ Ȳ…Ӧ֢֮иеҨ

֮Пⅎљὢ Ȳ֪ױẔ Мїи ὑ֢֮иеҨ ȳ Ȳẓ Л֝

ᾼ ạȳ ὢ ☼ ȴ2007ד∟ ᴩ Ȳ ҖȳМȳ֢֮П М

ї ֢ Ғѿ ֥Ȳѹạứ ISO П оᵂ ᶧȲ М Ȳ╥

Ɫ ЭП123ⅎљὢ Мї Ϛὢ Ѐȴ 

123ⅎљὢ МїП Ϣ Ṽ ᴕ ὢ ȲиⱢɦϚ Ϣ ɧ

ɦϡ Ϣ ɧȲϚ Ϣ Ṽ в ᴩи ȲẂֽ e-momeὢ ȳ

ӣљӨᵫȳ ȳ ȲꞋצ ȳ ᾼЊ ȲẔ ֵѿ10Ϣᵂ

ⱢϚЊ ᴯȲṳ М Ϛ ȳ ᾼϢ ᵂⱢ  Ȳѿ ẁЊ כ

ϱᾼ╓ Ầ ȷtϡ Ϣ ᾼЏᵂв ѻ Ɫе ȳ Ȳ ПҵȲױ

Ϛ Ϣ ҏ Л ȲἨ ᾎ ᾼ ᶮ Ȳϡ Ϣ Ӽ Ầᵗќ Ẕ

ȴ Ϛ Ϣ сϱϡ Ϣ Ȳ Ϡ ẓ ᾼ ѿҵȲḆ ḕ

ѣᾼ ᴕ Ȳ ẞ ứѬ ᾼᴕ כ ȲѠצ сϱϡ Ϣ ᾼᴩԝȴ 

◕123ⅎљὢ МїᾼϚȳϡ Ϣ иᵑⱢϚ 154ϢȲϡ 17ϢȲẔ

МϚ Ϣ פ1/3Ɫּפּ ♆ Ϣϩȳ2/3ⱢӔה ЏȲᴖϡ Ϣ цẔ҃ Ϣ

⁄ԓ ⱢӔה Џȴ 

 

ϡȳМ ‒еҨ 123ⅎљὢ Мї Ϣ ᾼЏᵂ в  

М ‒еҨ 123ⅎљὢ Мї ὑ Ϣ Ἤ Џᵂ ᾼ ḖȲ

ὑẔ Ϣ ᾼ ϱȴ Мїᾼ Ϣ ֵⱢּפ Ϣ Ȳѻ ӻӦ ҵפּ

ҔᾼϢϩ ᴩ ▲ ἤ֣ ᵂῴḔ ȲԛӦ Мї Ȳḟứ
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ӣ ᵡȴ 

1ȳỗҵ ᾼ ▲ ἤ֣  

ắ ῏֯ ắ123ⅎљὢ Мї ›Ȳ Ԓ ᴩї Ӣ ᾼ

▲ȲӦὑ МїЏᵂ Ἤ Ɫ Ȳ╝ắ ῏ЛҠ צ ╬ἤ ȴ 

ẔװȲ Ӽ ♆Ἇ›ẃ ᾼϢ Ԓ ᴩἤ֣ ɎἨ ἤ

ɏȲϠ Ϣ ╥ᵡ ֥ Џᵂȴἤ֣ ᾼв Ҕ╗ȸ 

Ɏ1ɏᶼ ϩȴ             

Ɏ2ɏ ϩȴ           

Ɏ3ɏ ϩȴ 

Ɏ4ɏ ḟ ϩȴ 

Ɏ5ɏЏᵂ ⇔ȴ 

2ȳ123ⅎљὢ Мїᾼ ▲ 

֯ Ϣ Ȳ ӣ10 ֤ Ȳ123ⅎљὢ Мї ứ15ᴟ20

֤ ᴩ ȴ Ӑ ḖЄ ѿϱПҵȲҫ ѿϯв ȸ 

Ɏ1ɏ  

Aȳ М ‒ ᵡȴ 

Bȳ ᴩ цד ᾼ Ӑ ᵂȲѿцӉֿ ɎМӉḕи 30ֿ Ɫ ȷ

⁄ ᵑ ạɏȴ 

Ɏ2ɏὢ  

ϯԝ ӭȲ ắ ῏╥ᵡ ֥ Џᵂȸ 

Aȳắ ῏ᾼ ἤ ȴ 

Bȳ ϩɎ ɏȴ 

Cȳ ȳү Ѐ ╥ᵡ☼ᵓɎ Ẕ҃ ṕяṾɏȴ 

 

ϮȳМ ‒еҨ 123ⅎљὢ Мї Ϣ ᾼὢ ₇ в  

М ‒еҨ 123ⅎљὢ Мї ὑ Ϣ Ἤ ὢ ₇ ᾼ ḖȲ

ὑẔᴕ Ϣ ᾼ ϱȴ 

1ȳᴕ ạ 

Ɏ1ɏѡ ᴕ  

ѡ ᴕ Ɫ ḕѡЏᵂ ᴩ иȲḕѡЏᵂ ḇ∟ꞋҠ ѡ

Ὠȴ 

Ɏ2ɏѣᴕ  

ѣᴕ Ɫḕѡᴕ כ ᾼ Ȳѹḕѣ еӁῶ ṏᾼ Ϣ ȲṳС

ѿ ȴ 
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2ȳᴕ Ѡᾎ 

Ɏ1ɏᴕ ῶ 

ṿӣⅎ ᾼᴕ ῶ ᴩᴕ Ȳв Ҕ╗ȸ 

Aȳὢ  

Ϣȸֵᶶ ȹ 

ȸ30ּה ȹ 

Bȳ₇ Ɏᴾכ 60̟ ɏ 

Cȳ Ɏᴾכ 20̟ ɏ 

Ɏ2ɏϚ ᴕ  

Ӧѿϯ3 ╟ẃϠ Ϣ ᾼЏᵂ ȴ 

AȳQOSɎιӢ ѩɏ 

ỗ ᴂЄ ӦιӢἼӉⅎὢ Ȳṳ ιӢ Ϣ ᾼ ⇔ȳὢ

ќ ⇔ȴ 

BȳQMɎ ᴕ ɏ 

Ϣ ḕ צ ȲӦ   Ȳ Ϣ в Ѡה

╥ᵡ֥ὑ Ḗ ȴ 

CȳFCɎⅎљ ɏ 

Ӧᵛ Ȳ ⅎљ ᵡҵȲҫ Ἴ ӉСῺ ṿӣ123ⅎὢ

ᾼⅎљȲ Ẕ ⇔ȴ 

3ȳ ạ 

Ɏ1ɏӔה Џ 

Ӧ МїṼᴕ כ ᴩ ȴ 

Aȳᴕ ṃ῏ 

ᴕ ṃ῏ СѿеӁɎὍϱ еӁῶ ɏҵȲҫ С200аМ ‒

қѿ ȷҫӼẓצ Єс ȴ 

Bȳᴕ ֕῏ 

Ẕ Сѿ ȴ 

Ɏ2ɏּפ Ϣ  

Ӧỗҵ Ṽᴕ כ ᴩ ȴ 

Aȳᴕ ṃ῏ 

›5˖῏Ȳ С  2000аȷ›5-10̟ ῏Ȳ С  1000аȷ›10-15

˖῏Ȳ С  500аȴ 

Bȳᴕ ֕῏ 

Ӧ Мї ᴕ ֕῏Ȳ Сỗҵ Ȳ Ḗ
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Ϣ ᴩ Ȳ Ϣ ắ Мї ҏ3װ С Ȳ⁄ắ

иȴ 

 

ҳȳỗҵ М ‒еҨ123ⅎљὢ Мї ὑ Ϣ Ϣϩ

ᾼ֥ᵂ 

М ‒еҨ123ⅎљὢ Мїв ᾼ Ϣ ה2/3ᾼӔפּ ЏѿҵȲҫ

פּצ 1/3…ẃᴞ Ἤ ẁПϢϩȲ֪ױ ὑ МїᾼϢϩ

ᴖṕȲẓצ Ṝ ᾼ֮ᴯȴѿϯⱢ Мї ὑ Ϣ Ϣϩ

ᾼ֥ᵂ ᶮȴ 

ɎϚɏ Ϣ ᾼ  

Ϣϩ ᴩῴḔ ▲ ἤ֣ ∟ȲԛӻӦ Мї ᴩ

ȴ 

Ɏϡɏ ᴕ ὨѥṾᾼϢ  

ᴕ ѥṾ῏ȲӦ Мї֣ ҏ ȲӦ Ϣ

ᴩ ȳԛ Ṏȴ 

ɎϮɏϚ ἤ  

Ӧ פּ Ϣ ᾼԅ ȷ Мї⁄ ᴕ פּ Ϣ ᾼ

כ ȴ 

 

Хȳ1999 Ϣ М ‒еҨ 123ⅎљὢ Мї Ϣ ᾼЏᵂ

כ Ṏв ᾼ ἤ 

 

Ӑׁשṅѿׁשṅ 1999 ҖӀӖ Мї М ‒еҨ

123ⅎљὢ Мї ֮ ᾼ ֿ ⱢѝӐȲ ὑ NVivo 7.0 ἤׁשṅ

Ȳṳ ҏϢ ȳ ϩȳ כ Ṏᾼׁשṅ҅ Ȳ∂Ӵֽῶ 5-1ᾼ

ῶȲẃѩ еȳӖ Мї֯ Ϣ Џᵂ כ ṎП ȴ 

Џᵂ ᾼϢ ϩ ᴖṕȲ › 1999 ҖӀӖ

Мї… М ᾼМӉ Ɏ Ḗ ῏ Ϛ◕ Ȳṳ

ɏ ȲѿцЀ ᾼ ϢЏᵂ ȳᴞ ȳ ᾭᾓȳѡ ֻ

Ȳ ֝ ế Ȳ ҏ ֥ẔϢ Ɏ֝ їȳ צ ȳ

ȳҵ֣ȳ ứȳֹוїȳ їȳ ֥⇔ȳ їắ ȳ ɏ ϩɎ

ϩȳᶼ ϩȳЀ ῶ ϩȳ ṕ ϩȳ ϩȳ ᾼ

ϩȳ ḟᾼ ϩȳ ϩȳѝ ῶ ϩȳ ӣѝ ϩɏ

Ḗᾼ Ϣ ȷМ ‒еҨ 123ⅎљὢ Мїᾼ Ϣ Ӽ╥
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Мᾼἤ֣ ѿц ▲Ȳ ҏ ֥ẔϢ ɎЏᵂ ⇔ȳ ἤ ɏ

ϩɎᶼ ϩȳ ϩȳ ϩȳ ḟ ϩȳ М ‒

ᾼ ῀ ȳ Ӑ ᵂ Ӊֿȳ ϩ ȳү Ѐ ╥ᵡ☼ᵓ

Ḗᾼ Ϣ ɏȴἬЛ֝ᾼ╥Ȳ123ⅎљὢ Мї ֯ Ми

Џ֥ ȲWԒӦ ἤ֣ ȲԛӦ 123ⅎљὢ Мї ▲ȴ 

כ ṎᴖṕȲ1999 ҖӀӖ Мї М ‒еҨ 123ⅎ

љὢ Мї ῶ ЛṾᾼ Ϣ ᴩ ȴἬЛ֝ᾼ╥Ȳ›῏ ᾼ

╥ɦ╥ᵡӔ Ӗ ᾼ Ḗɧȳɦ Ӗ ᾼ ╥ᵡ֥ừɧȳɦѿ и

ẃכӂᶁ ᾼ Ԉ ֵ ɧȳɦ╥ᵡṼ ɎFAQɏἨ Ӗ ᾼӔ

ἤɧ ӭῶ ЛṾ῏ȷ∟῏ ᾼ ╥ὢ ȳ₇ ȳ ᾼ

ᴕ ῶѿцιӢ ѩȳ ᴕ ȳⅎљ ᾼϚ ᴕ ῶ ЛṾ῏ȴẔװȲ123

ⅎљὢ Мї ֯ МиЏ֥ ȲWӦ 123ⅎљὢ Мї

ῶ ЛṾ ȷ̓͂ ῶ ḆⱢᵅ֕ᴖ 123ⅎљὢ Мї ҏ

῏Ɏ װ3 ᾼ Ϣ ắ иɏȴ ϮȲ123ⅎљὢ М

ї Ϣ ắ ᾼ ӭד ֵаȲҔ╗ὢ ȳ₇ ȳ

ᾼᴕ ῶ ӭȲѿцιӢ ѩȳ ᴕ ȳⅎљ ᾼϚ ᴕ ӭȴ 

 

ῶ5-1  ›1999 Ϣ М ‒еҨ123ⅎљὢ Мї Ϣ ֯Џᵂ

כ Ṏᾼ  

 1999  123  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

EQ  

Ɏ ɏ 

Ɏ123 ɏ 
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Ɏ123

ɏ 

Ɏ123

ɏ 

Ɏ123 ɏ 

̡ Ɏ123

ɏ 

 

 

 

 

 

̪

̡̫̪

̡̫̪

̡̫̪

FAQ

̫

̢ 

̡ ̡

̡ ̡

123

123

3 ̢ 

ẃ ȸӐׁשṅȴ 

     

    ῶ5-1Ἤᵧ ПɦϢ ɧ ɦ ϩɧᾼ ╓ ȲⱢ ᵍ ẒҠ

П Ȳ и ֢╓ П ᵂ₤ứ  ȸװֽ

(Ϛ) Ϣ  

1. ᶼ ἤȸ Ӣ ẃ ϩᾼἭắ⇔ȴ     

2. ֝ їȸ ṝ ֮ȳ ֝ṝắПἤ ȴ 

3. ҵ֣ȸ ᶶȳЛꜛὑ ϢẃἏȴ    

צ .4 ȸв ѹẓצ ȴ 

5. ὢȸὢ ϱ ╓ӱȴ                
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6. ứȸὔὑ ȴ 

їȸוֹ .7 Ṷ Л Ẕ ȴ              

8. їȸᴩṶ ȲЛ ἕ ȴ 

9. ֥⇔ȸắ ♆╓ П ֥⇔ṏֻȴ    

10. їắ ȸ ҃ϢП∂ ȳ╓ ȴ 

11. ȸ’═ ᾼḖ῀ ⇔ȴ    

12. ᷉ᶴắ⇔ȸ ᶴҷ ȳ П ϩȴ 

13. їȸⱢϢ ȳ♄ϩϫṜȴ                

14. ֻὢ ȸ ὑὢ ҃Ϣȴ 

15. ч ᶶȸ ṣ ȴ  

16. EQ ȸ ϩṾȴ 

17. €ᴖЛ ᾼ ȸⱢ ӭᾼȲ ═ẞἉȴ   

18. ԉ ȸṕҏӇᴩȲ ᶙכԌвЏᵂȴ 

19. ếϩȸ ὔ П Ὼȴ 

 

(ϡ) ϩ 

1. ᴞᶺ ϩȸϠ ᴞА ȲҠ ᾎ Ἠ оⱢ ϩП ϩȴ 

2. ᶼ ϩȸ∟щ П ϩ ϩȴ 

3. Ѐ ῶ ϩȸЀ ȳ ῶ Ἤ П ϩȴ 

4. Ầ ᶾҾȸ ὑѿ Ӯלȳ Пטּ ϩȴ 

5. ᶾҾȸ ȳῶ П ϩȴ 

6. иέ ϩȸ έṶ Ȳ ֪Ὠ …П ϩȴ 

7. ṕ ϩȸҠ☼ᵓṿӣẒ ѿϱ ṕП ϩȴ 

8. иέ ϩȸ ֵ Ṷᾬи ᵑ ᴩ П ϩȴ 

9. ϩȸ טּ Ἠ ҵᾭᾓП ϩȴ 

10. ᾼ ϩȸ Ӗ ᾼ ṓצṆ Ɫẓ П ϩȴ 

11. ḟᾼ ϩȸצ ḟ в П ϩȴ 

12. ϩȸᴞᴩ ד ᾼ ϩȴ 

13. ѝ ῶ ϩȸеѝ ȳ ҆ П ϩȴ 

14. ӣѝ ϩȸ ѝ ᵂṿӣП ϩȴ 

15. иέ ϩȸ ☼ ȳϠ ѝ ṳ ᴩ П ϩȴ 
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ϡ   иέ 

ṅשׁ ֢Є ד Ṇᾼדּ ῏ 8ᴯⱢ כ Ȳ Ӑׁש

ṅ ἤ оׁשṅ ᾼ иέѠᾎ 1999 Ϣ Џᵂ ὢ

₇ Пẓ ∂ Ȳ ᶮה ῏ᾼ ῀ ϩȳ

ṓȲѿן ≈ П ȲẦᵗ ḟ ᾼ ȴѿϯԝ ῏ ὑḂ

1999 Ϣ Џᵂ ὢ ₇ Пẓ ∂ ֽ∟ȸ 

 

ϚȳЏᵂ (Ϣ ϩ) иȸ 

ὑắ ῏ᾼῴḔ Ȳ й֥ὑ ЏᵂПӣϢ ḖȲѹ

Мїᾼ йФ Ȳ П Ȳ ứ ֥ П Ȳṳפּ€

Ӧ МїԚ֝ ȳ Ϣ ȴ 

 

ᶛ ȸ

̡

̢

̢ 

 

ȸ

̢ 
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ȸ ̡ ̡

̡

̢ 

 

רּ Ɫȸ

̢

̢

̡

̢

̢ 

 

ȸ

̢

̡

̢

̢ 
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ⱷ ȸ EQ ̡

1999

̢ 

 

רּ ȸ

̡ ̡ technique

̢ 

 

ϡȳ о ᴕ ȳ Ṏ ạ⇔ȸ 

 

ᵂⱢҠ ▄ṳ ПѠהȲ֝ С֝Ч ȷױҵȲᴕ ạ⇔

∟ ꜙ Ȳ ӦӔ צ ᾼᴕ ὨȲҠᵂⱢ∟ ПṼ Ȳ

ѿйМḂ Ϣ ЛṜᾼ ֣ȴ 

 

ⱷ ȸ

Y X

X ̢

tea break ̢

̢ 

 

ȸ

fit
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̡

̢

̡ ̡

EQ

̢ 

(FAQ)

̢ 

 

Ϯȳ ȳ с  

 

    Џᵂ њ◕ѿҵȲс ∕ Ӽ╥ד П Ṝ ֪ȷ֪ױ

Џᵂ Ҡ П ᾼ Ȳṳ ᶮ֥ Ϣ П∕ ȴ 

 

רּ ȸ

̢ 

1999

̢ 

 

ȸ ̡
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fit ̢ 

 

ⱷ ȸ

̡

( ) ̡

0800

̢

PO

1999 ̢ 

 

 

Ϯ   иέ 

Ӑׁשṅѿ ⇔ Ἤ ᾼ ֿ ⱢѝӐȲ ὑ NVivo 7.0 ἤׁשṅ Ȳ

ṳ ҏḂ Ϣ ᾼ ȳḂ ϩᾼ שׁ

ṅ҅ Ȳԝ ắ ῏ ὑḂ 1999 Ϣ Џᵂ ᾼ∂ ֽ∟Ɏ Aᴟ D

Ɫ Мї Ȳ TɾⱢ Ϣ ɏȴ 

 

ϚȳḂ Ϣ ᾼ  

ɎϚɏἋ   

    ᴩ Ϣ П ὑ ‚Ȳ Ϣ ѿֽ֯ױ

в ῀ắ ῏ᾼ ϩȳв ȴἋ  Ҡ ắ ῏ ᴩ

Ϥѹԓ ἤᾼϠ Ȳ ᵍ ӣѹ᷾Ϥ Ӑ∟Ởכ ẔϢ Ἠ

ד ї ϩЛ ֥ Џᵂȴ 
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ắ ῏ Aῶӱȸ 

 

2 4

̡ ̡

̢ 

 

ắ ῏ T2ῶӱȸ 

 

̢ 

 

Ɏϡɏ Ғ Ϣ  

Ἃ  ҵȲӼҠӦֵᴯ Ϣ Ἠ ᴩצ ᾼװ Ȳѩ

ӦϚȳϡᴯ Ϣ ᴩ ᵒ Ȳ ҏ Ӕ ԉᾼ֥ ῏ȴ 

 

ắ ῏ Dῶӱȸ 

 

3̡4

̢ 

 

ɎϮɏ ắ Ϣ ᾼ Џᵂ ȳ ȳч ȳEQȳѡ ֻ

їוֹ  

ẓצ ȳ ֻ ‒Ԋ῏Ȳ ȳ Ȳ ԉ

ἤ П Џᵂȴ֯Ϣ Ѡ Ȳ ҟצⅎὢד Џᵂ ῏Ȳ

Џᵂᾼч ϩ ṾȲױҵȲ ȳEQ їוֹ ȲⱢ Џᵂ

М Ӗ П ԈȲ ẓ ѿϱ П Ϣ Ѡ ԉ

Џᵂȴ 

 

ắ ῏ Bῶӱȸ 
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̡EQ

̡

̡

̢ 

 

ắ ῏T15ῶӱȸ 

EQ

̢ 

 

ắ ῏T16ῶӱȸ 

 

---

̡ ̢ 

 

ắ ῏ T6ῶӱȸ 

 

EQ

EQ

̡

2̡ 3

EQ

̢ 

 

ắ ῏T9ῶӱȸ 
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̢ 

 

Ɏҳɏ ắ Ϣ ᾼ ᾭᾓ 

ЏᵂП ὑ ПῈ Ὲ МȲ֪ױ ╬ ῏ Л ֥

₤ ПЏᵂ ȷױҵ Џᵂ ϩ ЄȲї яẔ ȷҒП ֥

МїП ῶȳЏᵂ ♆Ȳ╝ Ϣ ừ ═ ṝП Ȳѿ’ṝї ȴ 

 

ắ ῏Aῶӱȸ 

̢ 

 

ắ ῏Cῶӱȸ 

 

̡

̢ 

 

ϡȳḂ Ϣ ᾼ  

ɎϚɏ ої ᾼ  

  ЏᵂП ϩḛ Ȳ֝ Ӽ Ȳ Ϣ ᾼї ᾭ Џ

ᵂῶ П ḆⱢ Ȳ֪ױҠ ∂Ӵứ ἤᾼ ȲẦ

ᵗ ═ Ϣ ᾼї ȴ 

 

ắ ῏Aῶӱȸ 

 

̡

̡ ---

1̡2 ̢ 
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ắ ῏Bῶӱȸ 

 

̢ 

 

ắ ῏ Cῶӱȸ 

 

̢ 

 

   ắ ῏T1ῶӱȸ 

 

̢ 

 

ắ ῏T3ῶӱȸ 

 

---

̢ 

 

ắ ῏T4ῶӱȸ 

 

̢ 

 

ắ ῏T5ῶӱȸ 

 

 

 

ắ ῏T9ῶӱȸ 
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 ̢

 

ắ ῏T10ῶӱȸ 

 

̢ 

 

ắ ῏T13ῶӱȸ 

 

̢ 

 

Ɏϡɏ о ֥ᵂ  

Ϣ ὑ Џᵂ Ɫ Ӵᵂ Ȳᵀ╥֯ ȳ

Ȳ⁄Ɫ Њ П ȷכ ֥ᵂȲ֝ ᾼ € ԚӢ

…ѠҠ ẞ оȲ Ϣ П֣їϩȴ 

 

ắ ῏ Cῶӱȸ 

 

̡

9 9 ̡

̢ 

 

ắ ῏T13ῶӱȸ 



134 
 

̢ 

 

ɎϮɏ о ᶵ  

  Џᵂᾼ ὔṿϢ Џᵂ ᶵ ᵅȲ ứ о ᶵ ȲҠ

ẦᵗϢ сᴞṝПЏᵂ ᶵȴ 

 

ắ ῏Aῶӱȸ 

 

1999 ̢ 

 

    ắ ῏Dῶӱȸ 

 

    

̢ 

 

Ɏҳɏ о ᷉ᶴֹו⇔  

        Ϣ ֯ ᴩȲѿцếӖ П Ȳ ֢ Л֝ᾼ

᷉Ȳ֪ױҠҒ ᷉ᶴֹו⇔П ȲẦᵗ Ϣ ѿЛ֝ᾼѠכה∕ ᷉Ȳ

ṳСѿᵌὢȴ 

 

ắ ῏Aῶӱȸ 

 

100

6 7

 



135 
 

 

ɎХɏ ⇔ׄ  

ắ ῏T7ῶӱȸ 

 

1̡ 2

̢ 

 

ắ ῏ T10ῶӱȸ 

 

̢ 

 

ϮȳḂ ϩᾼ  

ɎϚɏ о ᾼМӉ  

ᾼМӉ Џᵂẓצ ᴖ᾿ ᾼ Ȳ֪ױ о

ᾼМӉ ϞצẔӇ ἤȴ 

 

ắ ῏ Aῶӱȸ 

 

ok

ok

̢ 

 

ắ ῏ Bῶӱȸ 

 

 key in

̢
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 ̢

 

ắ ῏ Cῶӱȸ 

 

̡

A B

̢ 

 

ắ ῏ Dῶӱȸ 

 

3.40

30

10 ̢ 

 

ắ ῏ T1ῶӱȸ 

 

̡ ̡ ̢ 

 

ắ ῏ T2ῶӱȸ 

 

ok ̢ 

 

ắ ῏ T9ῶӱȸ 
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ok

̢ 

 

ắ ῏ T10ῶӱȸ 

 

̢ 

 

ắ ῏ T11ῶӱȸ 

 

̢ 

 

ắ ῏T12ῶӱȸ 

 

̢ 

 

Ɏϡɏ о ᾼ ṳ  

ᾼ ṳ … иέ ϩП Ȳ Џᵂ

ẓצ ᴖ᾿ ᾼ Ȳ֪ױ ᾼ ṳ и

ᴩ оȴ 

ắ ῏ Aῶӱȸ 

 

10

̡ ̡

̡

10 ̡

̪ABCDE̫ ̪ACE̫ ̪B̫ ̪D̫

̢ 
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ắ ῏ Bῶӱȸ 

 

̢

̢ 

 

ắ ῏ Cῶӱȸ 

 

40%

1999 ̡  ̢

 

 

ắ ῏ T2ῶӱȸ 

 

ok

̢ 

 

ɎϮɏ Ғ ᴞᶺЮ ᾼ  

ᴞᶺЮ ᾼ ᵂȲ Ѿắ ῏ᾼѝ ϩȴ 
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ắ ῏Cῶӱȸ 

 

proposal

proposal

 

 

ҳȳḂ ϩᾼ  

ɎϚɏ оQ&A שׁ Њ ạ 

    Ӧ ᾼ Ȳ ᵗ Ϣ Ḇᶶ ȳḆצṆ ᾼᵮן ȴ 

 

ắ ῏Cῶӱȸ 

 

Q&A Workshop

role play

role play ̢ 

 

    ắ ῏T1ῶӱȸ 

call

̢ 

 

Ɏϡɏứ  

     ҖӀ╜ἈἬ П ֵ ȲҠỗ ֢ᶝ ד

Ȳṿ Ϣ в Ḇצ ѹᶙ ПϠ ȴ 

 

ắ ῏Bῶӱȸ 
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O OK  

 

ắ ῏ Dῶӱȸ 

 

̢ 

 

ắ ῏T9ῶӱȸ 

 

1999

̢ 

 

ắ ῏T13ῶӱȸ 
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 ̢

 

ɎϮɏҒ  

Ϣ Ӗ ᾼ Ɫ᾿ Ӗ ȲϞ╓ḟứẔ

Ϣ ὢ ₇ ԉ ῀П Ȳ֪ױ Ғ П ȴ 

 

ắ ῏T12ῶӱȸ 

 

̢ 

 

Ӑׁשṅ ᴖ StraussɎ1987ɏᾼ ᾎȲׁ֢֯שṅ҅ ἬὊ ᾼ ֿ

в ֽɦ֪Ɫɧȳɦ╠ ɧѿцֽɦ Ὠ╥ɧȳɦἬѿɧ ֿ ᾼ◕ Ȳи

ᵑ ᵂ MohrɎ1982ɏἬ иέᾼɦ ԈɧɎconditionɏѿцɦ Ὠɧ

ɎconsequenceɏȲԛ ᵗ NVivo 7.0 ἤׁשṅ ᾼɦ ɧɎmodelsɏғה Ȳ

∂ҏֽ 5-1ᾼɦḂ Џᵂ ᾼẓ ∂ ɧ֪Ὠ …  ȸה

ϚȲἋ  Ғ Ϣ Ȳצᵓὑ Ϣ Ӧ טּ

ҏắ Ϣ ᾼ Џᵂ ȳ ȳч ȳEQȳѡ ֻ їוֹ Ȳѿ

цắ Ϣ ᾼ ᾭᾓȲ Ḃ 1999 Ϣ ᾼϢ ȴ 

ϡȲ ої ᾼ ṳ ⇔ׄ Ȳצᵓὑ 1999 Ϣ

ắ ֥ᵂȳ ᶵȳ ᷉ᶴֹו⇔ᾼ ὨȲכ Ḃ 1999 Ϣ

ᾼϢ ȴ 

ϮȲ о ᾼМӉ ȳ ᾼ ṳ ȳ

Ғ ᴞᶺЮ ᾼ Ȳצᵓὑ Ḃ 1999 Ϣ ᾼ ϩȴ 

ҳȲ оQ&A שׁ Њ ạ ạȳứ ȳҒ

Ȳצᵓὑ Ḃ 1999 Ϣ ᾼ ϩȴ 

ХȲиᵑ Ḃ 1999 Ϣ ᾼϢ ϩ

∟ȲצᵓὑḂ 1999 Ϣ ᾼЏᵂ Ȳ ᴖ сẔὢ ₇ ȴ 
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5-1  Ḃ 1999 Ϣ Џᵂ ᾼẓ ∂ ֪Ὠ …  ה

ẃ ȸӐׁשṅȴ 

  

̡

̡

̡

EQ̡

 

 

 

 

 

 

 

 

 

 

 

 

 

Q

&

A 
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г ṅשׁ   ∂  

 

Ϛ ṅשׁ    

Ϛȳ Џᵂ ὢ ₇ сП ἤ 

 

1ȳЏᵂ ᾼϢ ὢ ₇ ᾼ ₇ ᵧ ҏӔ֣ … 

ֽӐׁשṅ о иέ ὨМᾼῶ 4-47ἬӱȲϢ ᾼ֝ їȳ

צ ȳ ȳҵ֣ȳ ứȳֹוїȳ їȳ ֥⇔ȳ їắ ȳ ╓ ᾼ

ᵅȲѿц ₇ ᾼ ḇὢ ȳ Ӗ ’┬צ ȳ

ц ֥ ẁӖ Ἤ ᾼ ȳϚ ӣ ȳӣ ȳ ⇔ Мȳ

ȳ ṕ ӣȳ ᾃ Ӗ ᴖЛ ȳЛ╚ Ӗ ᾼ ᴖ

ȳטּ ѻ ἤᾼὢ ᶵᴖЛ ẫ ȳ ẁӔ ȳ ȳṼ

ᵂ ᶧȳѻ Ἠ Ӗ ᵍӑẃ Ӣȳѻ ᵫ῀Ӗ Ҡẁ ᾼẔ

҃ ҅Ѡ ╓ ᾼ ᵅȲἒױ Ӕ֣ᾼ֯׀ ἤȴ 

 

2ȳЏᵂ ᾼ ϩ ὢ ₇ ᾼФ ₇ ᵧ ҏӔ֣ … 

ֽӐׁשṅ о иέ ὨМᾼῶ 4-47ἬӱȲ ϩ ᾼ

ϩȳᶼ ϩȳЀ ῶ ϩȳ ṕ ϩȳ ϩȳ ϩȳ

ḟ ϩȳ ϩȳѝ ῶ ϩȳ ӣѝ ϩ╓ ᾼ ᵅȲ

ѿцФ ₇ ᾼṣ ᵒứ Ӗ ᾼ ȳ ֯Ӗ Ӵ ȳ їӖ ȳὙ

Ӗ ᾼ ╓ ᾼ ᵅȲἒױ Ӕ֣ᾼ֯׀ ἤȴ 

 

3ȳЏᵂ ᾼ ϩ ὢ ₇ ᾼ ₇ ᵧ ҏӔ֣ … 

ֽӐׁשṅ о иέ ὨМᾼῶ 4-47ἬӱȲ ϩ ᾼ

ϩȳᶼ ϩȳЀ ῶ ϩȳ ṕ ϩȳ ϩȳ ϩȳ

ḟ ϩȳ ϩȳѝ ῶ ϩȳ ӣѝ ϩ╓ ᾼ ᵅȲ

ѿц ₇ ᾼ ḇὢ ȳ Ӗ ’┬צ ȳц

֥ ẁӖ Ἤ ᾼ ȳϚ ӣ ȳӣ ȳ ⇔ Мȳ ȳ

ṕ ӣȳ ᾃ Ӗ ᴖЛ ȳЛ╚ Ӗ ᾼ ᴖ ȳטּ

ѻ ἤᾼὢ ᶵᴖЛ ẫ ȳ ẁӔ ȳ ȳṼ ᵂ ᶧȳ

ѻ Ἠ Ӗ ᵍӑẃ Ӣȳѻ ᵫ῀Ӗ Ҡẁ ᾼẔ҃ ҅Ѡ

╓ ᾼ ᵅȲἒױ Ӕ֣ᾼ֯׀ ἤȴ 
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ѿϱ Ӑׁשṅɦ 1999 Ϣ Џᵂ ὢ ₇ сП ἤȲ

ṳѩ еȳӖ Мї֯ Ϣ Џᵂ כ ṎП ɧᾼ Ϛ ṅשׁ

ᾼ ἤ иȴ 

 

ϡȳеȳӖ ⅎὢ   Ϣ Џᵂ כ Ṏв ᾼ ἤ 

Ӑׁשṅ М ‒еҨ 123ⅎљὢ Мїᾼ Ϣ Ȳ 1999 Ϣ

ѩ Џᵂ כ Ṏв ᾼ ἤȴ 

 

1ȳӐׁשṅᾼװ иέ Ὠֽῶ 5-1ἬӱȲ Џᵂ ᾼϢ

ϩ ᴖṕȲ › 1999 Ϣ Ӈ ẓ ᶼ ἤȳ֝ їȳ ҵ֣ȳ צ

ȳ ὢȳ ứȳֹוїȳ їȳ ֥⇔ ȳ їắ ȳ ȳ ᷉ᶴắ⇔ȳ

їȳ ֻὢ ȳч ᶶȳEQ ȳ€ᴖЛ ᾼ ȳ ԉ ếϩᾼϢ

Ȳѿцᴞᶺ ȳᶼ ϩȳЀ ῶ ϩȳ Ầ ᶾҾȳ ᶾ

Ҿȳ иέ ϩȳ ṕ ϩȳ иέ ϩȳ 

ϩȳ ᾼ ϩȳ ḟᾼ ϩȳ ϩȳѝ ῶ

ϩȳ ӣѝ ϩȳч ᶾҾȳ ϩȳ иέ ϩ ᾼ

ϩȷМ ‒еҨ 123ⅎљὢ Мїᾼ Ϣ ⁄ ẓ Џᵂ ⇔ȳ ἤ

ᾼϢ Ȳѿцᶼ ϩȳ ϩȳ ϩȳ ḟ ϩȳ М

‒ ᾼ ῀ ȳ Ӑ ᵂ Ӊֿȳ ϩ ȳү Ѐ ╥

ᵡ☼ᵓᾼ ϩȴ 

 

2ȳֽῶ 5-1ἬӱȲ כ ṎᴖṕȲ ›֯ɦ╥ᵡӔ Ӗ ᾼ Ḗɧȳ

ɦ Ӗ ᾼ ╥ᵡ֥ừɧȳɦѿ и ẃכӂᶁ ᾼ Ԉ ֵ ɧȳ

ɦ╥ᵡṼ ɎFAQɏἨ Ӗ ᾼӔ ἤɧ ӭῶ ЛṾᾼ 1999

Ϣ ắ 1999 ҖӀӖ Мїᾼ ȷὢ ȳ₇

ȳ ᾼᴕ ῶѿцιӢ ѩȳ ᴕ ȳⅎљ ᾼϚ ᴕ ῶ ЛṾ

ῶ ḆⱢᵅ֕ᾼ123ⅎљὢ Мї Ϣ ⁄ иᵑ ắМ ‒еҨ123ⅎ

љὢ Мї ᾼ ȴ 

 

ѿϱ Ӑׁשṅɦ 1999 Ϣ Џᵂ ὢ ₇ сП ἤȲ

ṳѩ еȳӖ Мї֯ Ϣ Џᵂ כ ṎП ɧᾼ Ϛ ṅשׁ

ᾼ ἤ иȴ 

 

Ϯȳ1999 Ϣ Џᵂ ᾼ ᴷ ц ᴷЏẓ 

Ӑׁשṅ ֥ѝ ѿц ֮ 1999 ҖӀӖ Мїᾼ Ὠ

∟Ȳ Џᵂ иⱢϢ ϩ Ȳ֢Ҕ╗ѿϯ ╓ ȸ 
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1ȳϢ  

Ɏ1ɏ ếἤȸҔ╗֝ їȳ צ ȴ 

Ɏ2ɏ Ӕ᾿ἤȸ ȴ 

Ɏ3ɏҵ֣ἤȸҵ֣ȴ 

Ɏ4ɏ ἤȸҔ╗ ứȳֹוїȳ їȴ 

Ɏ5ɏ Ὅᾼ ἤȸҔ╗ ֥⇔ȳ їắ ȳ ȴ 

2ȳ ϩ  

Ɏ1ɏ ϩȸҔ╗ ϩȳᶼ ϩȴ 

Ɏ2ɏ ϩȸҔ╗Ѐ ῶ ϩȳ ṕ ϩȳ ϩȴ 

Ɏ3ɏ≈ᴕ ϩȸҔ╗ ϩȳ ḟ ϩȴ 

Ɏ4ɏ῀ ϩȸ ϩȴ 

Ɏ5ɏѝ ϩȸҔ╗ѝ ῶ ϩȳ ӣѝ ϩȴ 

 

1999 Ϣ Џᵂ ᾼ ᴷ ȳ ╓ ֽῶ3-1Ἤӱȷ ᴷЏẓᵛ

Ɫ ῶ3-1֢ ᴷ ȳ ╓ ᾼ Ẫ ῶȴ 

 

ѿϱ Ӑׁשṅɦ∂ 1999 Ϣ Џᵂ ᾼ ᴷ ц ᴷЏẓɧᾼ

ϡ ṅשׁ ȴ 

 

ҳȳ1999 Ϣ Џᵂ ᾼ ϩ ᴷ 

ῶ6-1  1999 Ϣ ᾼЏᵂ ᴷ Ὠ 

    

   

 

 

 

 

 

 

 

  89.4% 0% 21~29 30~39  

 87% 0%  

  77.6% 7.1%  

  73% 2.4%  

 

 

 

 

 78.8% 3.5%  

 75.3% 7.1% 21~29 30~39  

40~49 30~39  

1 1~3

 

 64.7% 12.9% 40~49 30~39  

7~10 1  

  87.1% 2.4% 21~29 30~39  
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  90.5% 0%  

 92.9% 0%  

 

 

 

 

 

 

 

 

 

 27.0% 45.9% 4~6 1~3  

 11.8% 71.7% 4~6 1  

4~6 1~3  

 

 

 72.9% 5.9%  

 62.3% 12.9%  

 74.1% 3.6% 21~29 30~39  

40~49 30~39  

  80% 2.4%  

 80% 2.4%  

  70.5% 8.2% 21~29 30~39  

  76.5% 1.2% 21~29 30~39  

 

75.3% 4.7% 60000~99999

30001~59999  

ẃ ȸӐׁשṅȴ 

 

Ӑׁשṅᾼ ▲ иέ Ὠ ӱȲ1999 Ϣ ᾼЏᵂ ᴷ ὨӔ

ỰֵȲѿ и ȳ їắ Пȷ҃װ ᵑѥ ᾼ╥ ϩ

ᶼ ϩȴ 

7 ῂ ϢЀ МȲἤᵑȳ ȳ ℗ᾭ Л֝ᾼ 1999 Ϣ ẔЏᵂ

ꜙ ȴѿ֝ ї╓ ᴖṕȲ21~29 ѩ 30~39 ῏Ṿȷѿֹוї╓

ᴖṕȲ21~29 ѩ 30~39 ῏Ṿȳ40~49 ѩ 30~39 ῏Ṿȳ ҟ ѿϯד1

ѩ Ṿȷѿ῏ד3~1 ї╓ ᴖṕȲ40~49 ѩ 30~39 ῏Ṿȳד ѩד10~7 1

ѿϯ῏Ṿȷѿד Ὅᾼ ἤ╓ ᴖṕȲ21~29 ѩ 30~39 ῏Ṿȷѿ

ϩ╓ ᴖṕȲד ѩד6~4 Ṿȷѿᶼ῏ד3~1 ϩ╓ ᴖṕȲד ѩד6~4

דѿϯ῏Ṿȳד1 Ɫ ѩד6~4 Ṿȷѿד3~1 ϩ╓ ᴖṕȲ21~29

ѩ 30~39 ῏Ṿȳ40~49 ѩ 30~39 ῏Ṿȷѿ ϩ╓ ᴖṕȲ21~29

ѩ 30~39 ῏Ṿȷѿѝ ῶ ϩ╓ ᴖṕȲ21~29 ѩ 30~39 ῏Ṿȷѿ

ӣѝ ϩ╓ ᴖṕȲ ѣἬ 60000~99999аѩ 30001~59999а῏

Ṿȴ 

› 1999 Ϣ Џᵂ ֢ ȳ ȳ╓ ᾼ ᴷ Ὠֽϯȴ 

ɎϚɏϢ  

1ȳ ếἤ 

Ɏ1ɏ֝ ї 

Ӕ ῏ 89.4%ȳ ῏ 0%ȷ21~29 ѩ 30~39 ῏Ṿȴ 
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Ɏ2ɏ צ  

Ӕ ῏ 87%ȳ ῏ 0%ȴ 

2ȳ Ӕ᾿ἤ 

Ɏ1ɏ  

Ӕ ῏ 77.6%ȳ ῏ 7.1%ȴ 

3ȳҵ֣ἤ 

Ɏ1ɏҵ֣ 

Ӕ ῏ 73%ȳ צ῏ 2.4%ȴ 

4ȳ ἤ 

Ɏ1ɏ ứ 

Ӕ ῏ 78.8%ȳ ῏ 3.5%ȴ 

Ɏ2ɏֹוї 

Ӕ ῏75.3%ȳ ῏7.1%ȷ21~29 ѩ30~39 ῏Ṿȳ40~49 ѩ30~39 ῏

Ṿȳ ҟ  Ṿȴ῏דѿϯѩ1~3ד1

Ɏ3ɏ ї 

Ӕ ῏ 64.7%ȳ ῏ 12.9%ȷ40~49 ѩ 30~39 ῏Ṿȳד ѩד10~7 1

 ѿϯ῏Ṿȴד

5ȳ Ὅᾼ ἤ 

Ɏ1ɏ ֥⇔ 

Ӕ ῏ 87.1%ȳ ῏ 2.4%ȷ21~29 ѩ 30~39 ῏Ṿȴ 

Ɏ2ɏ їắ  

Ӕ ῏ 90.5%ȳ ῏ 0%ȴ 

Ɏ3ɏ  

Ӕ ῏ 92.9%ȳ ῏ 0%ȴ 

Ɏϡɏ ϩ 

1ȳ ϩ 

Ɏ1ɏ ϩ 

Ӕ ῏ 27.0%ȳ ῏ 45.9%ȷד ѩד6~4  Ṿȴ῏ד3~1

Ɏ2ɏᶼ ϩ 

Ӕ ῏11.8%ȳ ῏71.7%ȷד דѿϯ῏Ṿȳדѩ1ד6~4 Ɫ4~6דѩ1~3

 Ṿȴד

2ȳ ϩ 

Ɏ1ɏЀ ῶ ϩ 

Ӕ ῏ 72.9%ȳ ῏ 5.9%ȴ 
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Ɏ2ɏ ṕ ϩ 

Ӕ ῏ 62.3%ȳ ῏ 12.9%ȴ 

Ɏ3ɏ ϩ 

Ӕ ῏ 74.1%ȳ ῏ 3.6%ȷ21~29 ѩ 30~39 ῏Ṿȳ40~49 ѩ 30~39

῏Ṿȴ 

3ȳ≈ᴕ ϩ 

Ɏ1ɏ ϩ 

Ӕ ῏ 80%ȳ ῏ 2.4%ȴ 

Ɏ2ɏ ḟ ϩ 

Ӕ ῏ 80%ȳ ῏ 2.4%ȴ 

4ȳ῀ ϩ 

Ɏ1ɏ ϩ 

Ӕ ῏ 70.5%ȳ ῏ 8.2%ȷ21~29 ѩ 30~39 ῏Ṿȴ 

5ȳѝ ϩ 

Ɏ1ɏѝ ῶ ϩ 

Ӕ ῏ 76.5%ȳ ῏ 1.2%ȷ21~29 ѩ 30~39 ῏Ṿȴ 

Ɏ2ɏ ӣѝ ϩ 

Ӕ ῏ 75.3%ȳ ῏ 4.7%ȷ ѣἬ 60000~99999аѩ 30001~59999

а῏Ṿȴ 

 

╥ 1999 Ϣ Џᵂ ᾼɦ ᴷ Ὠɧ ПȲṳ ᴩиέֽϯȸ 

1. Ϣ Ѡ  

Ɏ1ɏɦ Ὅ ἤɧᾼӔ ῏ỰἬצ П′ȲẔМ ֥⇔ᾼӔ ῏Ɫ 87.1

˖Ȳ їắ ᾼӔ ῏Ɫ 90.5̟ Ȳ ᾼӔ ῏Ɫ 92.9̟ Ȳ

῏ꞋⱢ 0˖ȷ ӱ › Єֵ Ϣ ֯ ắӀἈ ῀ȳѻ

῀ Ѡ ד ṏֻ Ȳ Ίứȴ 

Ɏ2ɏɦ ếἤɧ ᾼӔ ῏⁄Ựԓ Пװ ȲẔМ֝ їᾼӔ ῏Ɫ

89.4̟ Ȳ צ ᾼӔ ῏Ɫ 87̟ Ȳ ῏ꞋⱢ 0˖ȷ ӱ Ϣ

֯ ế ֣ȲⱢ Єֵ Ϣ ֝ṳ ᴩᾼ ПϚȴ 

Ɏ3ɏɦ Ӕ᾿ἤɧᾼӔ ῏Ựԓ П Ϯ ȲẔМ ᾼӔ ῏Ɫ 77.6

˖Ȳ ῏Ɫ 7.1̟ ȷ ӱ ֵ Ϣ ᴞ Ɫ ѿҵȲỮצю Ϣ

Ɫᴞṝ Ғ⧵צ⇔ ȴ 

Ɏ4ɏɦҵ֣ἤɧᾼӔ ῏Ựԓ ПװᵅȲẔМҵ֣ᾼӔ ῏Ɫ 73̟ Ȳ

῏Ɫ 2.4̟ ȷ ӱֵ Ϣ ὑҵ֣Пἤ Ȳѿц ю Ϣ ᴞ
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Лẓ ҵ֣ᾼ ԈȲẔ҃Ϣ ⁄ᴞ ═ӂȴ 

Ɏ5ɏɦ ἤɧᾼӔ ῏Ựԓ П ᵅȲẔМ ứᾼӔ ῏Ɫ 78.8

˖Ȳ ῏Ɫ 3.5̟ ȲֹוїᾼӔ ῏Ɫ 75.3̟ Ȳ ῏Ɫ 7.1̟ Ȳ ї

ᾼӔ ῏Ɫ 64.7̟ Ȳ ῏Ɫ 12.9̟ ȷ ӱ Пכҳצפּ‹ Ϣ

ⱢᴞṝЛד ẓ ἨЛẓ їП Ȳ ȲἨױ ᵑҒ Ϣ

П ї⇔ ȴ 

 

2. ϩѠ  

Ɏ1ɏɦ≈ᴕ ϩɧᾼӔ ῏ỰἬצ П′ȲẔМ ϩᾼӔ ῏

Ɫ 80̟ Ȳ ῏Ɫ 2.4̟ Ȳ ḟ ϩᾼӔ ῏Ɫ 80̟ ȲȲ ῏

Ɫ 2.4̟ ȷ ӱ ›Єֵ Ϣ ֯ Ȳֵ Ь

ҠῸϼᴖ ȴ 

Ɏ2ɏɦѝ ϩɧᾼӔ ῏ỰἬצ Пװ ȲẔМѝ ῶ ϩᾼӔ

῏Ɫ 76.5̟ Ȳ ῏Ɫ 1.2̟ Ȳ ӣѝ ϩᾼӔ ῏Ɫ 75.3

˖Ȳ ῏Ɫ 4.7̟ ȷ ӱֵ Ϣ ὑеѝ ӣỮ

ЄПᵺ ȴ 

Ɏ3ɏɦ῀ ϩɧᾼӔ ῏ỰἬצ П Ϯ ȲẔМ ϩᾼӔ

῏Ɫ 70.5̟ Ȳ ῏Ɫ 8.2̟ ȷ ӱ ϝכᾼϢ Ɫᴞṝ

ϩ ṾѿҵȲỮצῺϚכᾼϢ ᴞ ϩṳЛṾȴ 

Ɏ4ɏɦ ϩɧᾼӔ ῏ỰἬצ ПװᵅȲẔМЀ ῶ ϩᾼӔ

῏Ɫ 72.9̟ Ȳ ῏Ɫ 5.9̟ Ȳ ṕ ϩᾼӔ ῏Ɫ 62.3̟ Ȳ ῏

Ɫ 12.9̟ Ȳ ϩᾼӔ ῏Ɫ 74.1̟ Ȳ ῏Ɫ 3.6̟ ȷ ӱ

Ϣ Ɫ֯Ѐ ῶ ȳṿӣᾼὢ ṕȳ Ѡ Ьדצ

⇔ПᵘϩῈ ȴ 

Ɏ5ɏɦ ϩɧᾼӔ ῏ỰἬצ П ᵅȲẔМ ϩᾼӔ

῏Ɫ 27̟ Ȳ ῏Ɫ 45.9̟ Ȳᶼ ϩᾼӔ ῏Ɫ 11.8̟ Ȳ ῏Ɫ

71.7̟ ȷ ӱ צ ᾼ Ϣ Ɫ ЛֵȲḆצῺҙ

ᾼ Ϣ Ɫᴞṝᾼ ϩЛṾȲяẔ֯ᶼ ϩѠ Ȳ

צ ֵὑϚכᾼ Ϣ צ Ἥắ ϩȲ צ⁄ ϝכП Ϣ

Ὑ ῶ Ẕᶼ ϩ ֣ЛṾȲ╥╝ ╥ᵡ

צ ᶼ ἤЛṾᾼắ ῏ҵȲӼ ẁ Ϣ ȳ ϩ

ПẦᵗȲ ПҵȲӼױ Џᵂ ᴩ и ȴ 

ѿϱ Ӑׁשṅɦ 1999 Ϣ ᴩЏᵂ П ϩ ᴷɧᾼ Ϯ

ṅשׁ ȴ 
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ϡ  ∂  

ӐׁשṅП∂ Ȳ ֽῶ6-2ȸ 

 

ῶ6-2  ׁשṅ ṅѠᾎцשׁ Ὠ ῶ 

  

1ȳ 1999 Ϣ Џᵂ

ὢ ₇ сП

ἤȲṳѩ еȳӖ М

ї֯ Ϣ Џᵂ

כ ṎП ȴ 

Џᵂ ὢ ₇

сП ἤȴ 
̢ 

еȳӖ Мї֯

Ϣ Џᵂ

כ ṎП ȴ 

̢ 

2ȳ∂ 1999 Ϣ Џᵂ ᾼ ᴷ ц ᴷЏ

ẓȴ 
̢ 

3ȳ 1999 Ϣ ᴩЏᵂ П ϩ ᴷȴ 

 

̪ ̫ 21~29 30~39

̢ 

̪ ̫ 21~29 30~39

40~49 30~39

1 1~3 ̢ 

̪ ̫ 40~49 30~39

7~10 1 ̢ 

̪ ̫ 21~29 30~39

̢ 

̪ ̫ 4~6

1~3 ̢ 

̪ ̫ 4~6 1

4~6 1~3 ̢ 

̪ ̫ 21~29

30~39 40~49 30~39  ̢

̪ ̫ 21~29

30~39 ̢ 

̪ ̫ 21~29

30~39 ̢ 

̪ ̫

60000~99999 30001~59999
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̢ 

 

4ȳ ҏḂ 1999 Ϣ Џᵂ ὢ ₇ Пẓ

∂ ȴ 

̡  

 

   1.  

   2.  

 ( )  

   1.  

   2.  

̡  

 

   1. 

 

   2. 

 

 

      

 

    ȸӐׁשṅ 

 

 

ϚȳӴᵛҠᴩП∂  

֥Ӑׁשṅᾼװ иέ ὨȲҠ ҏḂ 1999 Ϣ Џ

ᵂ ᴖ сὢ ₇ ᾼӴᵛҠᴩП∂ ֽ∟ȴ 

 

 

(Ϛ) о Ϣ П☼  

  1. ֯Ϣ Ѡ  

 

( 1)  Ԉ Ѡה 

A. ắ ῏ᾼ ԉ ȸ1999 в Ȳѹ ЏᵂȲ

ắױ֪ ῏ПϢ ╥Ɫᵒ Ẕ╥ᵡ ԉ Џᵂᾼ П

ϚȲӼ╥ ὢ ₇ ᾼ ֪ Ȳֽȸ ȳч ȳEQ וֹ

ї ȲꞋⱢ ЏᵂἬ ẓ ᾼ Ӑ ї Ȳ҃῏ֽד Џᵂ

ȳѡ ֻ⁄Ɫ ЏᵂП ȴ 
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     ╥╝֯ ắ ῏ ᴩ›◕ ȲҠ ắ ῏ ᴩֵ װ

Ἠֵװἤᾼ Ȳ Ὼ ῀ắ ῏ПϢ ȷᴖ֯ ◕Ȳ⁄Ҡ

Ӧ Ϣ ᵒ ṳ Ȳ ӑẓ ϱ Пắ ῏Ȳ Лẓ ѿ

ϱ ӭᾼֵ ȲῴḔ ứẓצ Ԓ ᶧПЛ ԉ ḡ֤ ȴ 

 

B. ắ ῏Ӣ ї ᾼ ᾭᾓȸ Ϣ ᾼṝ ᾼᾭᾓӼ╥

ṏֻכ Џᵂῶ ᾼד ֪ ПϚȲ Ϡ ȳԉ вứ

ᾼ ▲ȷױҵȲӦὑ Ϣ ᾼЏᵂἬἭắП ϩד Ҡ

Ȳ֪ױ ḆҠᾃ Ϣ ᾼї ȴ 

    ∂ Ҡ Ḗắ ῏ὑ ȲҠ֝   ἬП

▲ ὙȲṳ Ϣ ’═ Ȳ ═ ц ᾼṝїᾭ ȴ 

 

C. о Џẓȸ МїҠ ᴩ Ф Ȳ

П Ѡה╥ᵡ Ὼ › ᾭᾓȲẦ ӔПṳ ᴩ иЏȲ ᴖ

сẔὢ ₇ ȴ Ҡ ᴩϢ ȳἤ֣ ᴩ в ₤

П оҵȲẂֽҠ Ғɦ Мї ɧȴ 

    Мї ᵛ╥ ᾼѠהȲ ắ ῏ ᴩ ȷ

Џᵂ Ӑ Л֝῏ȲЏᵂ Ӑ Ϟ…ṿӣ Џᵂв ᴩ Ȳ

ѿϠ ắ ῏֯ ЏᵂҠ ҏ Пч ȷ Мї ⁄╥

Ϛ Ȳ ắ ῏╥ᵡҏ ῏Ἤ ПᴩⱢȳч ȴ 

 

    ᴟὑ ЏẓṿӣП Ἠ ȲἨ Ӧ МїἨ Ɫ

ПȲ⁄ҠӦ Мї Ẓ Ԛ֝Ầ שׁ ȴ 

 

    ( 2) ᴩПѠה 

    ♄ Ɫḟứắ ῏ ᵡҒϤ Џᵂᾼ ∟Ϛ ȷⱢḖ Ӕ

֥ ПϢИȲἨҠ ᴩ ạ⇔ ᴩ оȲ ҏẓ П∂  ȸװֽ

A.ׄ ҉ ᾼ ȸ ӣɦҙ ה ɧҵȲ ὑ ᴩ

ὑ ‚Ȳ Ϣ ѿ֯ и ᾼ Ф М ῀ắ ῏ᾼ ἤ

в ȷ֪ױҠ ⇔ ҉ ᾼ Ȳ Ϣ Ҡ ắ ῏ ᴩḆ

Ϥᾼ ȲӼẓצ ᾼ Ҡ ậẔ҃ҠᴩП ᶾ Ѡᾎȴ 

 

B.ҒϤ҃ Џẓȸ ӣṏ ᾼ ЏẓȲ И ד ẓצᵗ ȴ 

 ∂ Ҡ֯ ᵑ ắ ῏∟ȲҒϤɦ Њ ɧ( Leaderless 

Group Discussion, LGD)ȲӦ Ϣ ֣ ᴯ ῏ ҏ Ȳṳ
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֢ ῏Пч ȳṕ ᴩⱢȲṳ ᴩ иȲѿᵒ ᴯắ ῏╥ᵡẓ

Ἤ П ṕῶ ϩȳиέ ϩ Ầ ϩ Ȳ Ϡ

֤ắ ῏╥ᵡ ԉױЏᵂȴ 

 

C. Ғ Ϣ ȸҠׄ ᴯ Ϣ ᴩɦṆԝ ɧἨɦ ה

ɧȲv Ӧ ᴯ Ϣ ᾼ ṓȲ ֥ ᴷ ֤ắ ῏ᾼ ԉ ᵡȲ

ю֪ Ϛ Ϣ П Ϣֻ Ἤ Пכ Ȳᴖ ϢИ Пכ

ȴ 

  

 

  2.֯ ϩѠ  

 

    (1) в ∂  

A.Ӧắ ῏ѿᴞᶺЮ П Ἠ ᴩ ȸ Ӧ Ḗắ ῏ ᵂ

Ἠ Ϣ Ȳṳ ᴩ ᾼѠהȲҠϠ ắ ῏ѝ ȳ

ῶ ϩȲᴖ╥ ϩӼ᾿ ЏᵂМ Ӗ ӨᵫṶ כ ∟

ᾼ ἤȴ  

 

B. ᵂЏᵂв ȸҠ ắ ῏ ᴩɦЏᵂ Ӑ ɧȴ 

    Џᵂ Ӑ ᵛ ЏᵂṶ Њ₤оȳ оП ȴắ ῏

Ḗ ϚṷЏᵂМᾼẕ₤ ᴩ Ȳ ῏⁄ ắ ῏╥ᵡ כ

Ἤ Пד ᴩⱢȲἨ דכ ᴩⱢП ⇔Ȳ ѿᵒ ắ ῏ ԉ

ᵡȴ 

 

 

   

(ϡ) о Ϣ Пв  

  1. ›  

 Ғ ȸ Џᵂ ПϚᵛ Ȳ֪

Џᵂ ᴩ Ȳ юῶ ȳῒ ɦ ṕ ɧ

( non- language message)Ȳ֪ױắ ῏ Ϣ ᾼ ẃ

Ȳꜙᴟ᾿ Ẕ Ϣ ὢ ⇔ᾼ ῀Ȳ╥╝ד ὑ

ᾼⅎὢ Ȳ ⅎὢḆ Ғ ᾼ ȴ 

    Ϡ Пצ Џᵂ ᵂ ☼ (S.O.P)ѿҵȲӼҠ ứὙ ᾼ

ɦ ɧ ɦ ῶ ɧᾼ Ἠ ȲἨ ᴩɦṔᴥ᷊ ɧ(Role play)

ȲѿϠ ᴯ Ϣ ∕Ғ П ҷȲṳСѿ╓ ȲẦᵗ Ϣ
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ᶶ Ϥᾭᾓȴ 

     

 

  2. ֯  

A. ої П ȸ ϠҠѿ Џᵂᾼ

ПҵȲỮҠ ҒЏᵂ М ὑ Ѡ ᾼᶾҾȴ Ӑ

ṅשׁ Ȳ ֵ Ϣ ὑ ₤ᾼ Ȳ Ɫ֯ Ϣї ϱẓ

דצ ⇔ᾼᵗ ȲѹӼ Ɫ ד╥ Ӈ ᾼȲἨҠ ∂Ӵ

ứ ἤᾼї ȳ ϩ Ȳ ═ Ϣ Пї ȴ 

 

B.ứ ȸ1999ӀӖ Л צ сὢ ȳ ᵅ

Ӗ ӨᵫЛ―Пᵺ Ȳ֝ МїӼⱢ ҖӀἈ֢ᶝ и ֵ Ϛ

ᾼӖ ȷ 1999 Ϣ П в ҖӀ╜Ἀ

ПἬצ Ṷ Ȳ╥╝ Ԋ ֢ᶝ ֯ Ϛ ẁ ›╜ П

ᶙ ȳӔ ᾼ Ȳ Ӧ Мї ӀἈ֢ѿᶝ ᾼ йФ ֥Ȳ

ѿ֝ Џᵂᾼ ᴩȲѿц Ԉ∟ СӀἈ֢ᶝ ᴩᾼ

Ӕ ἤȴ 

 

C. ׄ Ȳ о ᴴ ȸ Ϣ ӂ Џᵂ ȲӼ

֥ Мїᾼ ◕Ἠ ҒЏᵂ Ȳ ֝ ᾼФ

Ɫ юȷѹ ЏᵂֵⱢ Ȳד ᷇ П ֝ Фᾼד

ȷҒϱ Ϣ …ѿЊ ᾼѠה ᴩӀἈ ᾼ שׁ

(ẂֽQ&A שׁ Њ )Ȳ֪ױ Ӧ ᾼׄ ֢Њ ᾼ ȲҠ

Ϣ П֣їϩ Ђ Ȳ ẞ ᾼᵂӣȴ 

 

ѿϱ Ӑׁשṅɦ ҏḂ 1999 Ϣ Џᵂ ὢ ₇ Пẓ ∂ ɧ

ᾼ ҳ ṅשׁ ȴ 

 

ϡȳМ  ἤ∂  

ӦӐׁשṅПиέ П ὨȲׁשṅ ∂ ὑױ ҏ ὑḂ

1999 Ϣ Џᵂ ὢ ₇ ПӑẃҠᴩᾼẓ ∂ Ȳ ẁ Мї Ȳ

ṳҠᵂⱢ∟ ṅПשׁ ᾼȴ ӐЊ П∂ Ṷ Ȳ ẞ ȳạ⇔ȳ ֵ

֣ᾼᴕ Ȳ Ɫ вҠᶙכП∂ Ȳ╝ ẔԝⱢМ  ἤ∂ Ȳ и

 ȸװֽ
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ɎϚɏϢṶạ⇔ ֣ 

1. ֪ ȲҠ Ḗ֥ Ϣ  

    ҖӀ╜Ἀ1999 МїП ᶶד Ȳ כ Ϣ Ϣ Б Ԓ›ӑ

50 ᴟӭ›88 Ȳᵀѡ ᾼ ȲЬṿḕᴯ Ϣ Ϛѡӂᶁ ᾼ

ᾼ Б Ὼ ϢҠ П ⇔ȴⱢ ᵍ ᾼɦ ɧ ₇

Ӣɦ ɧᾼ Ȳ֯ ═ Ϣ צ ӣᾼ› ϯȲ Ϣ ᾼ

ἨҠ╥ӑẃ ᴕ ᾼ ПϚȴ 

 

2. Џᵂ Ἤ Пԛ ȲҠ֥ о∕  

    Мї Ϣ ᾼ Ѡה ᴩ ἤᾼḂ ѿҵȲ Ҡ

Ϣ ᾼЏᵂ Ἤ ᾼӂ ᴩ ȴӦὑЏᵂ Ȳ כ

ɦЏᵂҀҏɧ ɦҠ ɧ∟Ἤ Пɦ ɧ(Expectation) Ӽ Ἤצ

Л֝ȲӐׁשṅ ᾼ ῏Ӽ ҏҠ о∕ ᾼṓ Ȳѿ ἤ о

Ϣ Ố їϩᾼ Ṝ ֪(Incentives) ȴ Ϡ с Ӑ ҠᵂⱢצ

Ṝӂ ПѠהѿҵȲӼҠ ᴕМ ‒еҨ123ⅎὢМїἬ ậ῏Ȳ ᴕ

ὨἨὢ ₇ и Ȳ Ὅ  ȷҫҵȲӼἨҠ ᴕṂ   ὍϮ  П

ѠהⱢПȴ 

Ɏϡɏὢ в ֣ 

    ҃ ẁὢ П ЮἨ  

    › ᾼᶾ Ѡדה ֵаȲ∂ Мї Ϡӭ›ṿӣ ᵂⱢ

Ϛ ẁὢ ᾼЏẓ(Instrument) ПҵȲӼҠᴕ ֥҃ ѻ☼ ЮἨ

Ȳ ẁӖ ȳӨᵫὢ ȴẂֽ֯ Ѡ Ȳ Ϡ 1999ӀӖצ ỪѠ

МП П ҵȲ ҏѿϯҠᴩП ὢ ẓ (specific) Ѡהȸ 

1. ỪѠ Ҡ ᵛ ( Instant Messaging ) ЀȲ Ӗ ὑ ϱ᾿ ṿӣ

ѝֿ Ϣ ᵛ ȴ 

2.  ὢ ѻ☼ῂ (Social Network) Ȳ Ӧѻ☼ῂ П ц

ἤȳ―ᵓἤ ҉ἤȲ ẁ ѹὔὑậ ᾼ―Ӗὢ ȴ 
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ϚȳМѝ и 

104 ᴩ Ɏ2010ɏȴЏᵂ ῶȲ2010ד 8ѣ 5ѡ Ȳ

http://www.104assessment.com.tw/paper/workvalue/cont.jspȴ 

М ‒еҨ Ɏ2001ɏȴМ ‒ɦ123ⅎљὢ Мї Call CenterɧЮ Ȳ

ד2010 8ѣ 12ѡ Ȳhttp://www.dgbas.gov.tw/ct.asp?xItem=8412&ctNode 

=418ȴ 

М ‒еҨɎ2010ɏȴ Мї ӣṆ Ȳ2010ד 8ѣ 12ѡ Ȳhttp://www.cht. 

com.tw/BusinessCat.php?Module=NormalArticle&CatID=681&PageID=1090ȴ 

ѵԇϮɎ2002ɏȴ  Ӏὢ ₇ П ⅎ ṅȴשׁ⇔ ׂЄ Џ Џ

Ṇ Ђ ѝȲӑҏᾪȲ ȴ 

ѵ ὧɎ2008ɏȴӖ Ӏ╜Ἀ Мїὢ ₇ ∕ ⇔ …Пׁשṅȴ

Є Ϣכ ṎׁשṅἬ Ђ ѝȲӑҏᾪȲ ȴ 

ҖӀ╜ἈɎ2008ɏȴ1999 ҖӀӖ Ȳ2010ד 8ѣ 20ѡ Ȳ

http://www.taipei.gov.tw/ȴ 

ҖӀ╜Ἀׁשṅ ᴕ ỗ Ɏ2010ɏȴ сὢ ₇ ᵫȴ Җȸ Җ

Ӏ╜Ἀׁשṅ ᴕ ỗ ȴ 

ҖӀ╜Ἀ Џᶝ ὢ МїɎ2005ɏȴ ȴ Җȸ ҖӀ╜Ἀ

Џᶝ ὢ Мїȴ 

ᴂ Ɏ2001ɏȴϢ ѝоП ἤ Џᵂ П -ѿ ᶾדּ Fе

ҨⱢẂȴ ӴМҶЄ Ϣϩ ṅἬשׁ Ђ ѝȲӑҏᾪȲ ȴ 

ᴶ ȳ Ɏ1995ɏȴὢ ᴩ ⅎ цὢה ₇ Пѩה ȴ

Ч Ȳ2Ɏ2ɏȲ37-64ȴ 

Ἃ Ɏ2006ɏȴὢ ⅎ … Ϣ ṅȴשׁ Ӵ Є Џ

ᶾדּ Ṏ Ṇ Ђ ѝȲӑҏᾪȲ Җȴ 

ᵨ Ɏ1997ɏȲJ. A. Fitzsimmons & M. J. Fitzsimmonsȴὢ Ȳѿ

ᾨ ȴ Җȸּר ᶦ ῖԌצ еҨȴ 

ḈҢ Ɏ2006ɏȴ∂Ӵ иέ ϩ ц ӣ ᵂПׁשṅȴᴩ╜ Џỗ

ᶝ Ѝ Мїỗ ṅשׁ ȴ 

ḈὙ ȳ „ Ɏ2003ɏȴּדᶾⅎὢ- МїᾼṆ ∂ ȴ Җȸ Ӣ Ṏȴ 

Ḉ ῠ Ɏ2005ɏȲׄ П ȴ360⇔ ᴷ ȴ ҖȸМ Ӣ ϩМїȴ 

Ḉ Ɏ2008ɏȴ1999 Ṷ -ἅ ₨Ӏ ӂүȲ ― Ӏ╜ȴ

http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=PUB52e/search?s=id=%22091ISU00041023%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=PUB52e/search?s=id=%22091ISU00041023%22.&searchmode=basic
http://www.taipei.gov.tw/



