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RS - PV H8 0.27 2.34 vV PV - LOY H18 0.02 -0.29 x
AS - PV H9 -0.04 -0.34 x PP - LOY H19 0.22 3.29 vV
AS - LOY H10 0.20 2.73 vV

4. 2 Rt

HI (TL-PS) .H2(TL - PP) .H3(TL - PV) i
I TR, U B R 55 5T A T 1 4 B X RN
AU 5T S A 2 A0 1 2 B 0 AT BRI Y R
{HEA B W R 55 SN A ELAE RS2, X — 4
RAUAE—E R LR T A S R ek
PR IR S5 o3 5 1 A T X IR 45 JE O 77 7 L 3
A A 4518 (Jose et al ,1999) , RVEAT] 2 [A] 2 ] 422 (14 5%
i) C 5 o

H4(RB - PE) il T K%, 7 HS(RB - PV) )
I BEA AR 56, 1d B AR 55 o 1 AT e 1 4 R S R
YA o B 48 =2 1) AR A7 A T A DG , T A5 B 41
(BL A T A B A G . X T B Y PR, X AR IR
R 55 M ke 156, AR 55 o 8 1 R A P O A Y EESR Jit
BIHASHCAE R VEA IR 55 P A8 0 M3 , Jost 2 % &

AR B 22 110 2 T ao SRR (1 1 1 R4 B (PE) o
SEELA QLI U, AT AR 1 50 1) A Ol 2 5 A R

R ER RN
ABRFEBEA A B 5 i (9 ] S 1k 4 1 5 AR
55 IR A AHSEE (H6 - RB - LOY) |, 1X 5 il 4 4%
(2006 ) FYBIFFEAE HRAH— 2o AR 55 53k 114 g 1o 24 4
JES I ELHY 5 B (HT - RS - PE) 15T A {4
JE(H8: RS - PV) Z [A] IEAH G, (HBA S B B 1
i 1 55 e 55 Rl =2 1] AR S o 38 55 AT A A 1
(2006 ) (B 5Tt B, B 55 J5 S ) A7 T2 P M) 3 1
2 B2 5 05T 96 TR 55 GG IR = T A A A S
RTINS, Z2 T LA B Fhfis 20, 2 PR A 7 9% 4
HIZ 55 ok B A5 TR A AR o 7 P 71 A R B 22 2 4
TR R (V555 1A, 2006) o 2 A7 b2 KA
N B 55 R (AT T A | R A R AN
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BRI & (Jose et al,1999) | T ASHFIT Y25 SR 3%
1, BT I — R X B 25 1) At AN A7 A A 1Y
S

HO(AS - PV) Ok fE i it 4 %6, 17 H10 (AS -
LOY ) il ik 1 K3, 10 WY IR 55 Jo S 119 20 4 PR 48 2 0 iR
55 RO 4% A S, JE R Gl R A AR R A
X450 5 75 LA (2006 ) BB 45 R AH— 2L
Fili A 55 (2006 ) A 5E A2 B, 22 4 M4 FE 22X ik
55 B B BRI E ARG B TR e R
JE MR A5 N G R B FITR AN ALY, A ATT B 38 ot
FAGAEANE O RIRE T 1Y S, X T e 42 ik B2 79 il 55
PR M55 N B 2R BN T B S AT R
F1R) S W Al L T L4 1Y

IR 55 3 114 155 1 o J8 R A 1B 11%) 51 4 3 2
JEHREA W 52 me (HI1: EM - PV, HI2: EM -
PE, HI3:EM - PP, H14: EM — PS) | ifii 15 It 45 503k
Z[A](H15: EM - LOY ) A B 4% B AH G 5 B M i
{EHAE AN (H16 : PE - LOY) fh23{H (H17 . PS
- LOY) Fifr#& 4B (H19 : PP — LOY ) 5 IR 55 [k =z
[F] SCEATRH M o X UL, IR 55 Joi a8 A 17 1 4 )2
Xof JIR 55 S B 52 Wi 3 o SRR A i b Y BT T
SR RS FRL 23 U (L4 2 TR) e S A . Y0 55 Ss
(2006) i tE % (2006 ) 5 Jose %5 (1999) H AF 5 4B
KB WR S5 0 A RS 15 P 4 B 6 R 45 S i EL AT I )
(RSZI  ABAAT TR 55 A e BRI 55 Jo 6 1) 7% 1
Y 5 XoF W 55 KL YA P 5 T 3 T Ao B SR R A (X
MhAHER,

HI8(PV - LOY) oK fig i ik A6 5, 156 B 8% 41
{18 o B 24 0 R 55 S B S AN B R X TR IR
JR 55 M A i, , Je8 R A (L B 15 SR A (L L A A A 1 N
S TR O S 1 FBT G A AZ O B (E 4R 2
TR (B3 3 3 6 2 i A5 B R B, JF S B %5 i
PR 5 TSR ) BT St A (B 4 B e B A 1 1
BEAE I, B2 AT TR 55 Ml ) BE A K, JF A
FEXEWUR %5 B (1) B 51 ) £

B SR

ASBIFSE T 3o %o H R T4 A 45 1 Jo 5 J 2
MR R T MR S5 o AN R 40 5 4E 2 S
MR 55 A OC R A T 4518 (1) XAk
i, L TE G bn A R BT E T E ERTE M
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HI TS ASCAE & Bl A B 95 R RE ) R BR 61
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The Impact of Service Quality and
Perceived Value on Service Loyalty

—Exploration Based on Food and Beverage Industry and Segmented Dimension

XIE Chun-chang
(School of Business Planning, Chongqing Technology and Business University, Chongqing 400067, China)

Abstract; By taking food and beverage industry as research subject, the influence of the segmented dimension of
service quality and perceived value on service loyalty is explored by structural equation method and the research
shows that the influence of each segmented dimension of service quality on service loyalty is mostly realized by
taking each segmented dimension of customer perceived value as the intermediary, that the service quality factor
directly affecting service loyalty is only safety factor, that the empathy dimension of service quality has significant
impact on each dimension of perceived value respectively, that tangible dimension has actively influence on the
price, quality and social dimension of perceived value, that reliable dimension is related to sentiment dimension of
perceived value, that response dimension is related to sentiment and quality dimension of perceived value and that
all of society, sentiment and price dimension except quality dimension of perceived value have impact on service
loyalty. Thus, the enterprises of food and beverage industry should specially emphasize the interaction between
service employees and the customers, boost the sentiment communication between the employees and the customers
and regard high-value service providing for the customers as an effective way raising service loyalty.

Key words: service quality; perceived value; service loyalty; segmented dimension; frequently-contacted service
industry ; food and beverage industry; service quality incentive factor; customer satisfaction degree
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