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BB jsb @ s aidl (Reichheld, 2003) wisls ;oo 1,508 o 50 Sy gy @ ol AVl JSo @ a5 o)l
5 R S (S SR )3 eld; (S g Wip e Sl Ssla Glas 4 ples fls &S e Glis sl Al
Oy, QB OS Brae Dgldl g a2 (59, 5l 1) Wiy leol 050 liel wae (EAlS Brae )ls I8 0l
o 09,95dl HFaisS B pae LL 1L lp sl Jos g mee Jlwn idu S (Filieri, 2015)) wus o b
solyo i Loy s g Jlo 65 VU o3l samie VLI 3 55iST ob 45 & oo (e dxie Lo il
sls wilgs LSas 1) o) boyeiS Cumex IS p)lear G 5l i 2050 JLu b g wiS o 2l 1) (s LS

SBALS G yae a5 widase lis 6 b wlidss (Uncles & Lee, 2006; United Nations, 2008))

5 9yl ble (Sily ol a4y Cumd 5 009 3oLy Wy dy Cumd 095 3 plez QLU o0 L anglie o 0095l
(Amatulli, Guido, & ) culftics WS c3ld s (6 i auie 395 slael 0,50 lads p (gl 4! Jloss!
a8l (Nataraajan, 2015; East, Uncles, & Lomax, 2014; Jahn, Gaus, & Kiessling, 2012)

Sdon |y Qlaze yol pl a8 65,18 o ol Glae, 5 L el 1) W 4 s 095 olFaus Yaane 00,53l

(Wang, Ma, Hsu, Jao, & Lin, 2013)) wS" oo Jlo g oy p Gebate slo canliw (lalgs

@ bgye Slidod slp glr)) ahais Glyie 4 ol 5l i 9 0092 e anol> Ygens 00950l (BaiS” B pas
5T ol lawgs 5l 29,5 4 iy slaiml aml> (Muniz & O'Guinn, 2001)) ol a3, IS 4 & p asal>
@ lbo Ly, ool Wy oles b /s (b3l Gl asled ()] S game iy 4 GLal (Saly ool 2 a8 315 oL
slas! clazl Jolss a5 smase olis wlidss (McAlexander, Schouten, & Koenig, 2002)) 4 ls
i i BALS Bras il eloizl g Ghigel wiute las 4 (lad Slils 4 orie FoaSs b wip dmsl>
2 Sl (S gl gy ply 50 Cunglio 0aiiS Brae Sloss o (8l b Jpame gl lS 5l Lo
(Algesheimer & )55 oo Jyams L Lasi o (slo s w5 5 Jyams slo sy 9951 5 9l (el
Dholakia, 2006; Dholakia & Vianello, 2011; Muniz & O'Guinn, 2001; Schau, Mudiz, &

(Arnould, 2009; Zhou, Zhang, Su, & Zhou, 2012).
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MUniz & ) o)ls s5g wiy galsz GEALS Brae o 30 5o (0,5 b osd Wiy lgizme silme Jobs
Jolss by, o ool 3 ol Fli] ( Sy et aiile slaiz] glo a5 sl s, (O'Guinn, 2001
yobie & Clel o a8 )0 cwnl aislu 9,50 1, Kass b iy 5l lal 4 o (6,105 Sdl & g BaisS &8 pas
oBass Jis &,k cpl 5l sl (Saw g oS oo oolaiwl claiz! sla ails; 5l b oosS Brae 4 olowws
o G |y (Fugs 5 Ll il gl az o (elaizrl Glo 4l jo a8 )5 S Wi wals Syl s 1) (5510l
3yl cpl a5 ST o bow dailgy o e g 0diiS Brae 08l Cews 4 10 (5590 slaylnl 4l Ll 4 assle
S,ee ,» 0 (Brodie, llic, Juric, & Hollebeek, 2013; Zaglia, 2013) cas pds oSl oo G b
35y Sy Ko 5 SWga Ll (T (Ld) 4 az g b aagaie 5 Jlb plalo 05l b (gilme asls )

oopdy g e slacl g b gl malgz oyle Jlos a4 ], Jlisws slgioe o)by0 (oS B yan (958!

Nigd oo 00 (bliie bLil g Jolss sl p 5 g Koy

Ny GBS Gpae Koo b dy BaiS s a5 Canl ga> b () G p amals Sl Il gl gon mlaw
Sops Ny 45 didd o meoy Baiwy (Carlson et al., 2008)) wiSs olus! gy Swon
(285 axin) " oo ailds STl 4 sl LBTL egee Luly, 45 cenlyil 04 drals wla| Cuiy a5 e
s e al g il ady; Wy o a8 Cwl Wy K HBALS Bras b odd S0 (Sily So lnle
Cugh s | 0y dmale o Sl (S Wiy 2 gla (Shg bl i ol 4 azgi b s Jolai L ala
Eolyz> 10 5005 Wy A S 395 de &Ly 4 Cewd iy Sl K6 PSBC (glls 5ais G pas Ll S0
2 sl Sl p 38508 Gk 5l w5l sl Gl Cosl (Ses LT ol iz ST 00 08,5 Wy
0,b,0 3990 anlllas s g Wil 8,5 a0l 1) PSBC 15T 09350 Slidms fosas 18 150 Cov wip b))

((Carlson et al., 2008).) sl 08,55 oy poiie Jole S flgre a |y 05y (g in p (oo (o),] Eguno

L awd )8 g (5,15 a2
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Sy oyl ylad b azels —2-1

Bl e b asal> jo cogac (Tajfel & Turner, 1986) w5l (o 9959 4 1, sloix| Cogn > caslg>
Fuo slacl s 4 al sgamme (plply 0gd o adrine 09,5 3l )l ol 31 L ciulgs Cglas g 0g )5 ol 3l 4
XNy goly> 4 pagie ol ((Tajfel & Turner, 1986)) sgi b ;0 5,8 lawgs L5 ol (\San g 03905 (59,0
Cug oaiiS 4l 5 ia g piled (lyie 4 QWS Bras gl Yaeno W slo coSIle b (oo 1S
SBaS Byae l san a5 J,0 (Belk, 1988; Schau et al.,, 2009)) 0gi oo a5 )58 &y
Sl (o 51,50 ips co lid Wy zelsz g (5,10l sld Aol 4 ywgn G,k jlaip Al g Siuds
@bael i 68 bl Gladisn Wip walsz )b Conle vo) o W o W b Sl alal, S 4 By

((Muniz & O'Guinn, 2001)) w! oo 3924 4 sl olgs 5 eolgils SO s conl (Ko 4

Cdgas o B pgw; 9 Ol 25 2 S pie (BT (Ll oud S5 52 a5l Wy galsr i IS0 4,
Koded 4 g dip ) Lacl &S Sy e e 4 S ylie 21 (Muniz & O'Guinn, 2001)) sy
5 5500 6l Wi b e iy 4 O e aBMle 45 Wiy axele lasl oo Sl | ks o,lal ans oo Wigm
s dnelr clagl 45 ans o GLiS Beisd o)l ady, )l SL3l 5l ag,S SIS sl3l e oad Sy gl
McAlexander et al., ) ws, 5 oo %5 atdly 5,08 g g oleiel ulasl 0905 gz a0 1) <8 o LS IS
15 S 05 el 1y (K00 slaae] g g aiiS e 5l dxelr 4 o | 995 (o ol Lal ol s osdle (2002

o> Sl g Wiy iz g e Lasl (o sl w08 jslaie 4y la Sl oS o b)) Wy pea, b g Slasl e

2oy Lasl om0 1y by g Gide oS aile Sytie sla)ls, SBLI e Wl oo solitul Ciw g drel>

A S Lac! gy oals S0 plill 4y S Cdgine o Coled [0 05d o0 X drel> Coali Gl g 00 )5

5o aldbogls 0,55 3L aile aliee sl g, 4 1) 095 2lgPlen wily o Lacl WS oo o)Ll &y g assl>
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3l sf.xsl S dlaws oS ) cute os 4 gl é"l“ 5 dral> 4 wus Lacl Q.:”T W& dlf.\;.iu.; Jleo
@ (o5 b 429 (pizmen 9 03,5 S Cugas Gum @l 69y p W dnlr i o 4l Sliios
Sle w8 G b 5l sgzse ule Gudod )l Ll Lol oald 0aisS B pan @3 (0 Wiy (Siwds pagas
Nakine 0150 5 Hemd )5 000 (g0 (B S 00,55l (BALS Bpan j0 Wy melsr dr Cannd AL ey 220
Iy Jpame a5 GBS Grae L2 5 8 p L (1 alalE] & g0 a4 00 Bpas a5 sl (gu> KLy PSBC o5
Spae olodl (anli o 5l i Win b Gad (S 09d (o0 (S0 S (e esliind ol 5L ol
2 s Sy G5l Sl w4 gt cdodde (ol egdle d3le o dstie ,S0uS, L1, PSBC Sas

31y 5o PSBC (g5, 2 s 5nin
S rine 3 (e & g ()l ~2-2

3l oLl "45)? Sk 4 0aS Brae mul (55, p wip (b gl ﬂ_';'l:" A Sy g e Ny g3

Aile (g i p (e Jp 3, )y sle ais oo b gz e 5l S 4z ST .(Keller, 1993, p.2)

Aaker, ) aiSw atin |, aip S g (PVC) aujp slp ead Spo o), (PQ) sos ciloy cuas
Sy 6 k5 BT 05 (65 ol by il pogie wil wisSm LLsls aSyl o)l «(1996; Keller, 1993)
—alwg 0,025y oo aly o83 5l clly g CudsS Sl Clls e oalS L e (g LSl Gla Jowe ol
5o gl )l s pohw o 1y Wp b g e Sledbl cuiS B pas a5 cel diiae Jaw ol s 13 Bos
ol ohls b (Zeithaml, 1988)) wS o Sls3d 6,05 poad plEin |, Sledbl oyl g 05,5 6,53 aladl>
Ll 2y Sl lae (03,1 L) 5 60, lee wilgh 4y bgype Sy glil 5l zalaw a5 08 oo bl Joe
5 ool & 8 o5 ool (25 b oled) iy o)y 5 (ot Bl TS l5l VL b o oS

(Netemeyer et al., 2004)) el Jyodll Jom oo
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S oYL s g sl Koo sloaip b auslie ;0 &y cmd (5,0 5l gyiie Sb,l PQ) ouls cliils y cuaS
ool cbldy i3, ey (Netemeyer et al., 2004)) S o Hlo 005 CaiS & a1 glil
shos (3l & gl b alS oo iy el go (bl aaiy (edad b5l Olsie 0 1, (PVC) age ol
Oy 998 SbB Wb Gz 4z (ol 0ol St lr g Wl (0 992s 4 Sl Sz ax (N 4wl Uy

OB ALS Bras a5 Cal (pl 5l (S Gudod Ll ouls (g5le pogio gliil Galides Folaw jo ax ST .(OM iy jo

4 a5 oS e S (1985) 183 5 S5, Jb (Aaker, 1996)) . )lw &, PVC 4 PQ o ples & Lles

2398 (oo Dgme PVC " la (3L )8" 5l 032 9 0092 (5900 PQ S50 (PVC o)L 0 580 sla oglidd jslase
S35 =S5 o a ad g3l 5l 6 5VL e (3 PVC a5 0SS o Lo 2004) 0550 5 psis (izeon

Lol PQLos 15 15 0 cplplo g o,ls 18 (cpoled oy (50 ,Sdos) o Cujo b o

Bracdipy il SO a,ks (Belk, 1988) asl b ,ind 045 flgie a lo Sl Hass ewdd Cow 3b
o?w)xdubwf&oségi}wb‘f%um‘)wéwdbugudwﬁw‘&mou

Lo anie 5 635 slo Cuge U ot oyiws BB i SSLS Gl jo (W 5l S0 o5 o
ol 4 jaS 00 gl BaS Brae Wip L dble gy og i pe 4 a5 waase lis waled
Cunl S ol ol (Carstensen, Fung, & Charles, 2003; Sikkel, 2013) oS o a>¢5 50,58
03,95l FasS Brae dip 4 Siwads g ool clloy iyl ;0 PVC g PQ o)bys poled slo s

Al asls cdlso

30 0SB pas hawgi ool 4o dgad e e b g 2 51 eslo b dBaus a5 saae lid b
ol o> b Fass G ae (Brodie, Whittome, & Bush, 2009) vass )13 56 cos 1) 0y aals>
JLQ.A}‘ 9 [EOREW- &).g lJ \.3\)9.4..) LT SOWD ).A-h.\u-’ oo)ykll.w 6L® IR J)AA Lasm Ll 44..9) 3).9 \_\3).3 SLQLCQ‘ )0

Charles & Carstensen, ) cul ol sl o simane lis anse gl ol (o3l a5 sladip & Sl
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Ol Ol 5 Sy o sl alasly crge cplpl 5 Bigd Cgmme Sl oliap )y Glgie 4 00,550l GEALS G ras

Lulg, g wip b g0d ‘_,’_i.....Jo wboanie Sl e aiy Bl d b gl olSass JYarwl pl wlal 5 0sd

sy S0 i iolisl ]y S e ol 31 L eals STy

sl salys PSBC L e bl 65,550l E0S G pae s PVC PQ 1 ans 3

5 09h a3lid plate by laaiy Sl aiy a5 o b iy (SIS 0055 50 (eizred (Sytde 1 (e 5)
il i s ol Olsie |y ol Oliyiie oS 1) Wi 55 (e sl Ay wip (SR a3l
N ogmm &5 wddse w5 ) (pladiy (BaS Bras 5 WS (o0 Sleiden Gl IS (o0 oyl dibds
39 oo hled i anie Sl 4 bl 5 T W sl (55 peea j0 e ol WK B Sl
5 Sl slalesl 5l Yoaro Sl o)l 0 50 a5 0isS 0 o il Faisys (Netemeyer et al., 2004))
il o8 eole sl syl Olsie @ Vgane GOb) iz T (o S97s @ i o)l gand Lo
b S stboin] Cusr a il auls ol st soliial baaiy e od BB Dol g (55 e
Ll 5 wls oo b g aislis ) ailfy slooiy cllol 6aisS Gpme a5 WS oo olgiiy W, —oaisS Uy
Keller, 1993; Lam, Ahearne, Hu, & ) sgiue Lo 09,5 10 Cogac &b 5l as aiS o ol 568 able
sl 1 el 555,b 00,950l BaS Grae o @e (pl a5 wmane olis suds (Schillewaert, 2010
Charles & Carstensen, 2010; Jahn et ) was o Sg0 Jpame olyl sla Sy 40 (5 Cooal

pleate Glasin g Shg b oas cud slass p a5 cawl sl Laskin oplp odle .@l., 2012; Sikkel, 2013)

(Lambert-Pandraud & Laurent, 2010)) & s Slglp b coonl 00,550l FasS Bras slp

Grae b glyy dgm 0uiiS Bpas > I A ojle e |) (g Sed Uyl Wiy (S JYarul pl sl

L E SRR Soles u,.:Lu.o‘ &y QLQ.Q ulf..\.,uf
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il alys 03 )55l HEALS Bpan ;0 PSBC L e alal, 5 (SIS, -2 a4

355 5355 4 PSBC az 51 .l iy o S G e 48,5 IS0 able 5 oula] 35l ,Sily PSBC
Lo ade LSad g anl 4 cawd |y oBasS Gyae PSBC cul (108 s tloiz! Joles zop aiojls
) 00isS Bpae j0 Wy B0 PSBC (pl 5ogdle asled a5 & elaim! molom jo o808 &,k 5l olejles
203 (oo SRl Wy sl palye jo O lie g cute oo @ e &l 055 gl a5 e (oo 1B A 50
@ 5l ol g X 4 cans bl 3l b oo, gidle B Brae ¢ou e 4 (Carlson et al., 2008)
e G0l O 5 sulyy Sl amala Sl Zolea 5 095 Dlas (0,5 Jlb (6l 65V e 0L Jlez]
Ll .(Netemeyer et al., 2004) ol oo )85 &5 slp jris anie Colop 4 bled g 0y (6 tie p
ane Ll a5 sos B cwl aip 4 apal ()loly el Skl wip 4 YL Cwnd oy a4 GBasS GBras
51 Logass 15,50 3975 4 sgelion ,i1 ol Ko ol 00 41353 PSBC 33, 51 a8 (cigey 3D - oo (6,5

9, o2l 5l (Carlson et al., 2008) s ls  Swgo &5 p a3 4 Cond 2ol Slwlus! L PSBC 4™ L]
3,18 08 )55l HEALS G8pae 10 Xy drelx Slewsl e jo 8500 @ Lled b oo alayl) PSBC 3 aus 8

HBALS Gpae j0 g amels 10 Cogae gl SYL anie c3by 4 bl b Slie alal, PSBC 4 aus,d

el dalgs 0,95l

Gk ol Slulas! )l ol (Sas S oo oebenl Wiy b 3ls alaly ooyl Q0 G pas a5
A 0sS o b Q003) (oo 5 Lobl oS Gl g3 36 0,5 L Wi o)lys e Sledl STl
ST, 593 ages ol HEALS By cnl  ogdle Nisd oo Liod S 15 g iy sl 4 ooy ELS B yae
Matzler, Pichler, & ) sas o JESl 5 5l S oos oolatwl o) 51 a5 ol 3l & Wiy aogs &,k

Ohe 50 350 50 Wil oo Lel &y o3 5l &S SBaS Brae Koo o)les 4 (Hemetsberger, 2007
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aS wes oo 5,15 (2008) 1K ¢ Hamd )5 cpl ply aiS o dndsg ula! 10 b Sledbl ol xilis

o5 &5 muiine Lo awd oo )8 86 Cod Wiy 4 2w sk 5l L W ) Cales eits 108 0590 42 PSBC

a4 Sy, i slas SBauS Grae oo Ll oogs — Cop 4y slo ng:;.imgogmi””}b oo 4 e sla

S 955k Ol Sl |y W 4 093 W Sl (S W)ls (Sily W5
Bpo agas ol SlB a8 S a0 eletal Cugn 0 Wip (Al ()0 A Wp 4 Cod 455 (ulgmy 390
G a5 Madee laime (Swimberghe, Astakhova, & Wooldridge, 2014)) sls o Lol wsb
O CA SIS U R NCUE I SPU SRS U S JCRNPL I SUIC JROVPTRCUE Y
&b P30 1y 20 PSBC (Baiss Bras my wo)ls o)lal Ll ail 4y (s 4 01500 b 5 Gl Wi
Gpae Ll oy (Carlson et al., 2008)) &5,55 o 055 Cugp slo Sy 5l (SO olee w1y ol 500,
ol szl gl oS Lo o w, e b 5yl el iy iy byl — (20d Ll 5l a5 PSBC oSS
& it D yg0 4 PSBC a5 oS o slpiis Lo oplplo oo JEs! 1 s ay 1) 055 oads culilop o3

ol el bgy o 55 i gols 4 asly las 4y les slo gy 4 bgy e s

2l walgs 0355l (BALS B pas ;o Cude Glas 4 Glas ki b e alal, PSBC 5 as )8

ails aly 03 )3l HEALS b pan o sy ful b ke alul, PSBC 6 and b

ov9)

axjloo 7 b 3-1

S 5590 pile) HBOLS B pan )l 5,8 2200 ! 45905 a5 a5 ol ——— o s ol ools (g gl 8 al 8

Grdd Jlgw 6L Wil GBALS Brae 40 /‘SQL;.;'}T JrsS jekaie 4ol Jlo ) alalad (Bass” oy 4

WS e Bl | wil Ay &8l W dsels (LS Oleal e jo wies v o)li8 a5 SB e w5l 500
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Suie glo Fwly « 726 Fwly cos booae 592 Lyl l a5 Wls 5 e p ) (i a5 803 e ool (g9l 5
GeSilen b Comgy Sebos 0l j0 Bas 1) diged nS'sl Sl 55350 il o leiSh Lyl oS 5 @ az g b s
sazie YL jo oLdlas (a5l euls Ol Bolal & jso 4 B aies b s o LSis Jls 68 s
el odplice BB 1 Jooz j0 diges JolS cres Chogs .l onls isu

b whio3-2

6 < .(Netemeyer et al., 2004) o .5 ol fion Joe 5 6,k 5L Gollae by, & iy L))
S o3l 1y PVC 5T a9 PQ oassS (65 o5lail o] aw ol o 4 PVC 1 PQ (5,05 o5lail Jule G ps]
Ly &y S (2004) 1,50 5 peis awgs ool ol ol 4 wlie S (0.95 =5L5g,S W) oS o
o S5 olal el 5 wlie G 5l eolatul b sy amel> g, e 9 (0.94 =5L5g S W) 5 o oo

SYL auje caby 4 bl el s wlie S8la, &b (Carlson et al., 2008)(=FLsy,S W) oo

iy A X OHlay g Sude las @ s &l «(2007) s ¢ Jike b Siales S o (5,5 03051 93

sl e ‘SALQS O 9 &y M 5 o lbwl gl ‘u....iab.n lacol sl ouls 1)l Cound a0 E"L"’

u}o)] o)l..’)b WU u.u.?b@ 9 w‘ o dj‘)‘ JM ‘sal.a))‘ )Lu.o SR e AJ‘ W) 43‘)‘ 2 Jjo.\? )-b LY d..a.]LLLo
@ ol Joe cupd (698 e (o) p Sul o il ais, I8 a4 col Ll b))l Glp &S il slo

b ool s 4058 (901 pslao

3mi 5 Shiiz 1 Jyun
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I:Tq-—q. Y -:_'_n:..l‘-};'lﬁ

il = ikt T oodaz
g "‘—_,‘-‘-L"-_,— T Laldae

il c L
L g q__.J_c

® < $15,00H0.(0

® 515,000,005 29,999, (H)
= 530,000,005 39,990 (H)
= FA0,000.00-F 49,999, (0
w $50,000,00-5F 59,900, 00
w HH0,000000-5 69,900 ()
w BF0, 0000005 70, 900 (W)
w550, OO0, 005 59, 995, (1)
== OO (KD

S o3l Jae 4-1

Can bl a5 LS o oy (P —(gom 50wl ele sl blw | gl acgeme LISREL 8.80 5l eoliiul b

Cin e a8 3l 5Lis o gl Julod e L a8 s sbmyl mte Jsere Ll 5l sl slaylisl ke

X2 = 962.31, d.f. = 277, p < 0.001; NNFI = 0.99, CFl = 0.99; ) s,ls 3,6 b ass5 canslis Lile
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o Jow (105 eesl 1y (5Kl Jow 9o axlllas (RMSEA = 0.04; RMA = 0.04; AIC = 10,737.6
cels S5 g wiad pleol Jale S 2l o aip (S g anie plp o )l g ead ey coaS oS ale
AY2 = 745.83, d.f. = 7; p < 0.001; NNFI = 0.98, CFI = 0.98; ) wiols oLt |, e culd,) yiaS
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