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Abstract 

In the context of healthy life, liquid milk plays an increasingly important role in 

human health. The rapid growth of liquid milk consumption has led to the emergence of 

dairy enterprises, which has also brought greater competition. The managers of dairy 

enterprises pay more attention to customer satisfaction, hoping to retain the original 

customers and attract more customers. 

By collecting and analyzing the literature on customer satisfaction, this study 

constructed the customer satisfaction evaluation of liquid milk products in Y enterprise. 

Taking the liquid milk consumers in Y enterprise as the research sample, the SEM 

structural equation model was constructed to analyze the model fitting data. According 

to the research conclusion, brand image is positively correlated with customer perceived 

quality, customer satisfaction with liquid milk and expected quality of liquid milk; 

expected quality of liquid milk is positively correlated with customer perceived value; 

customer perceived value is positively correlated with customer satisfaction with liquid 

milk, while customer satisfaction with liquid milk is positively correlated with customer 

loyalty. On this basis, this study also proposes the relevant countermeasures to improve 

customer satisfaction and adds examples that could be used for reference in the study of 

customer satisfaction. 

(Total 56 pages) 
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`È»`©ª«%2022c<am 2.2ÒÓ%Cáâµ 6�FA�P�ÔÝ[NO

PQêëRSQ[NU¾Qêëì;gQêë�¬QêëVW`6­%

2021c< 

 

 

 

 

 
 
 
 

m 2.2 M¹êëì;g�Iáâ`ACSIc 

 

 

 

 

 



 

 

11 

êëì;ðUQ 20�\ 90¢5Ë�¦X¹%pG=j.¦YZîïCð

UQ$?Åà- ø,�%� ACSIáâh ECSIáâ�ÅK��%8;K

ECSIáâX-éKLM�P%8&K&¹^®,�%:WýÃ,-"Û(�

�%¯°LÔK±øX¹¹¤-êëì;�Iáâ%  CCSIáâ%am 2.3%

µ 6��P±1ÔKL¨¸¹-F³?�%=²FA��-Z�òHstÀê

ëì;g%�H³�Õêë>´VW`à#7%2022c< 

 

 

 

 

 

 

 
m 2.3 X¹êëì;g�Iáâ`CCSIc 

9ÛÜ"ø CCSIáâlÕBCáâ%AÆ Yäåæfçêëì;gBC

ª�<CCSIáâ>ÎJX¹¹¤H-¨%FHKX¹äåhþÿ.-ÅÕ�

µ%¶!Qà"ø-9³¡h9­¡%�¶ê-¨¥�þÿ.�èé-ì;E

g%"êëì;g-CUF`·^�Ò`Áîî%2022c<Cáâ±øàX¹

äåhÅå-ÛÜ%7±øàÑé÷CB%¸3��zå¹=±ø`Ëº»%

2021c<Þ+7ø CCSIáâ�äå¼æfçèé�Å³PCU-ÛÜÔ`Â

ã%®�%Q9ÛÜXÿ\r CCSIáâ¶!%FH Yäå×{-^�¤¥�

Åæfçêëì;g=>< 
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2.2 lm23no 

2.2.1 æfçøý 

æªç>�ÿóô�]-�½]ç%,WZ­-±¾¿À1mn±kÉ%

ì¡ÁÂ-¶ø]ç<*+%æfç=ÕÁ÷% ÃÄÅÀ#Q¿À#hª

#%(>#¨é-©Æ%>µ¹�#é1Ç`IDFc-¾-³q< 

2.2.2 æfç'�ÛÜ 

1H¹ýDp×å��`FAOcÈ�ÈÉÒÓ%�g-ç÷èP½àÑ¬

Y½%ç÷©èP¼Ñ¬ 22%%3@>M¹QX¹QÃßúÊhÃ­<Q�

g%µàö�üýhXèV �Hü±%]hç÷©èPpG=øà£è.Ì

ø%ËÌ�G=�¦'��:%�gçå£èpH�c%üª¿ÂÍ`ÎÏ

Ð%Ñ�Ò%mÓÔ%ÕÖ & ×��%2020c<�g-çå£è=àÌoÌ

Z%FØ¹�*+d`Musalaiah%2019c<M¹>��çåp¹%8,AÆK

?ÙÂÕ>ü-çåó[ª�%QÚáG?�Ãû)Á<QM¹çåþÿFA

X%æfç¼¿Èp%}]ÐM¹-#¨éþÿ'�`6Û%àÆ�%Ü�

Û%:RÝ & Þß´%2022c<M¹×å$?ó[ýS�"?�Ö¬ç]�í

å�%6«¬×åkEÅà-�?Ñit��%"M¹æfç'�à�¯Ñü

±`á¡V & L�N%2022c<ÎJô2020-2024¢ÃßúÊ#¨é'�$g

"Û=>ÈÉøIJÒÓ%ÃßúÊ->?åçPÆ÷âL%3XÈ9Ap'

��d-9Ú]çQ)^çQãäç%¸ÃÃßúÊ9íY>?�åp-Ìo

æfçþÿ'�<ß{ÃßúÊ¹�,»¿ÂæÉ%öç;¦ÚÛhþÿÚÛ

¿Â�%Õ>ÃßúÊçåh�gçå$è%0>ö�p¹%±G«é�úê

b%ÃßúÊëú*öIÂL%�àç÷¶é·®$�Âp`Gandhi%

2020c< 
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òM¹1çå×ì¹Ï?à#¨éÅå-V@"I%Ñ¬æfç��-Ú

áFAm¡Q%Ö)p%þÿFAm¡Q%ÖÃ=<#¨éäå�æfç±k

hÄðG%m!htu0ÂÕÔÜ<Bai`2023cëÕµàüª,»��Q#¨

éUíQ×åó%Q�îïðñ¤hòóôõ-��st%Ñ¬#¨éÜ·ê

Q�Û§h�ê³¡%#¨é�§0�>?�z·?Y-ÄÅ< 

QX¹%#¨é} ÎCà��%ÎJX¹�?©�IJÒÓ%X¹ 2022

¢ç÷�?�����M>�­ê%¼��� 46.46%<åö÷QøùQÁúû

hvü`2022cÛÜ×'%ý�Þ+êQÐ��<XgWZQ��þ�d5p

X¹çå*+d�Z1ÄÅ%ÿ��X¹#ä· �Z¹r#éþÿ-ë�

g<X¹#¨éÅåZÉ,�K 2008¢OP�ÝhÅå!KQ2018¢0â"ü

1×{VÈ%8,ÔÕÂÔÜ-Déèå%'��Eg(¿ÂZ%{H%òö

çæfçþÿP"I%X¹-]çþÿ(¹�G3¥çå¹Ï-]çþÿ$

¿%Y9Ap-��%ÎJôX¹çåOPÈÉ`2023cøIJÒÓ%2022¢

X¹ç÷þÿüý2àÛW<:WX¹hM¹1çå×ì¹Ï-$?ÛÜ�Å

F`=>%M¹1çå×ì¹Ïçå×{��DE%tuhmnÂÕÔÜ%'

ÈBw-×{á¶8LÔ`¥îÀ & ��%2021c<X¹-#¨é} ÎCà

��%�æfç'�"ô-ÔÜg�2%X¹çå·#úÆ»B�×{á¶

`Ë$%2019c< 

Ó4¢%X¹çåÊ�&¿5pVÈ¡Ô`%#¨éIPúûüý%2022

¢�èP���Z%]çèPZì 3932:%%$ÂàY¢üýK 6.8%%<QÚ

á?�m¡%#&'Q#():P�H×ì¹ÏÚÛ- ®%£½#Q#¨é

6�Hí*=CìÀ 100%Q99.9%%ç]+�èP,WKâÇÛçÚÛ`6´

´%È-ö%./0%Ë�1%xÚ & 23T%2019c<Þ+%X¹�çåÊ

�þÿ%:W#¨é'�-�HÃ=%�'Kù"ùL-��é÷%LE�-

èéìZKþÿ.·®-� %òH)nK#¨é'�-×{%9�àæfç

'�þÿÚá)p%X¹#éÅå9õ»-OP� h��×{�Ýµ`6t

E%2019c< 
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æfçhç4Qüª#¨éþÿFAXÒ¼¿_>ÈZ-`56,7dÍ%

899 & Ë:u%2022c%} 5®>æfçhç4Qö÷óôX-lø?�

Qü±%"æfç¿ÀKù"ùL-ë�g%¸ÃæfçlÕ^{Qm\7�

àDø-èé%�H*+-þÿ2!%7æfç-��mª�L%ò¢;þÿ

.À�¢þÿ.�p~à<.+,-mª%9�à�Zæfç'�·®-ü

±%(�¸Ã%#¨éÔ'LE�QéO�1×{2!%#¨é8,ÔÕ'�

,»-?��ªw%3Xæfç'�ÊìÀ_h|f`=N> & �?%

2021c%9ràóôþÿ2!ÔÕ�÷C�'-@Ý%��RJ%æfç'�

È9õ»-'�Ýµ<



 

Z 3[ 

Y&''pqrst 

3.1 Y&'uv 

Yäå>?Ï#¨é£èp±käå——��%1993¢��äåT¶�¦X

¹'�<©G½àrAº%QX¹BCQ^DQ7CQG�Q5EQ÷fQ÷­Q

?71OÇb9 117Ï�SF%Q¹&�­êQ�gG­hQH¹Q°êQ�±

IQJKL1OÇb9 2000 LÏHlMf<Þ+��äån��(pçååN

+�%>X¹çåÚáhèéé÷ÈL-#¨éäå%-Ö 9¢ÔÕh£#å+

Y<��lÕ¹r#¨éÅå-ÅN^%?�hdà�Ìíèé-OP%iãL

QèéýS½nÅå+�%©[�P½nÅå+�<ÎJ 2020—2021 ¢��ä

å¢ÈÒÓ%-å©;¦ò 968.86 ;<üýÀ 1106 ;<%ò 2020 ¢R�S-

2.13%üý� 2021¢R�S- 23%%ÒÓKäå}-åz¶·-��1d<ÎJ

TmUä+IJÒÓ%2023¢ 8VDé¶hÅå-#äX%��äå©'¾ 1707

;<%©'¾AB�Á%R0èAB�À%R�SAB�?<ÎJ°êHlÐÅ

`RABO BANK NEDERL-ANDSc2022¢Ñ¬#å 20cSWIJÒÓ%��A

B�(%Q¸Åå-äåX-å�üýÈL%QX¹#äAB�?<+4¢-�

îñ¤*ZØ�KÅn%ÏÐ'�·®��X¤ �%|}Kõ»-×{2!< 

Ó4¢#¨éÅå�£¸��Ä%lÕ�£-��QA]QÑîQBYZ1

1%b9��DEQtuÔÜQNBgZ-Bwz¤[Qp�/\r%3X��

z9nZ½%3} 5®>��äåï]¹ÏhÃ5-Ñ^%¿a 2023 ¢ô�

�Dé"Ñ�¶ø� 9_×W-�?^%��Z*Z2`�Åô��Dé"Ñ�

¶ø-ë�kl%6·¿K¶¦-Ôa%¸ÃQWY-4¢b%��QOPG^

'KZÚÛ-c[%·¿KL��?Qd?-e$`f§%2023c< 
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l 3.1 ��äå5 �© 

IJ"PÝ��äå.+ 

��,V�'Q¹Ï h�� -pâ¤ng¡X%¿a 2019hiÂØ2Q

2022¢BC.j2Q��,»Uk�p��l1+p2-¤n%��m\3¶õ

-èéOP%ÅZ-xH�z�pLm¡-�}Ö¡×{%Q��'O--÷n

?Yã%·¿'óohîåöò-ë�hª}%"��b9(L�¹ÏhOÇÔ

ÕHlMf-Ýµ<��»íà��#¨éÅå+(-�Ýw%��8pW�Ø

��#¨éÅå-qN�p%�Â��|óDéÅå+(B�-r�Þ�< 

3.2 Y&'wxyz 

3.2.1 ó[�� 

Ó4¢%#¨é·®-ü±s¡� þÿ.�#¨éOP-?Yg(Qü±%

¡�þÿ.�«�-ÄÅG%óo�ç]å×{otKAp-?Y< 

ô2018¢>?åkl wø��%Õ��#éèå-óô×{%Óu×{Ï

v?�çå%¸Ã ®ç]���0â� %�]±gÚá���<¸Ã��%

 c�çåèåwX9?Gk+,-xl%±ckldg%ü±klyï%9�

à��çå-Ñ¡Ê�< 

Ã, 5 �© 

2023¢ �_Ñ¬Dé"Ñ�¶%·¿CzíÏ-?hë� 

2022¢ 
�À¹{h£OP+��p2%û·�h£OP|ùe� 

�÷{X¹n�óô(Dé"Ñp2%û·Ñ¬#å_�ë� 
 

2021¢ 
 

û·��¹}{Ñ¹OPe�%>Åård?·¿�e$-äå 

û·���{X¹OPe�Be�%>ÔÕd?·e-#ä 

2020¢ ��ç4�åG·¿KOPPà-¨ë�%>DéÅå-YÁë� 
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ô2019¢5wc×~×ó[ø��%%Ö5w×{Ïv?�çå%¸Ãª}

çåHlG=?�á¶%ÿ�G<Æá¶lÕ�â,-}ª°�-5w$Þ%¸

ÃX�Uót�C$Þ?³-R¥ª}< 

ô2020¢5wc×~×ó[ø��%ÕK�ZçåOP%«¬Æ»¶O-£

èßO%6���¨ç]��-g�Ô9 ®%òH��£½#-OPÚÛ%ó

o�­�QrAº1} Q5?Ç��Ü$ -ær< 

2021¢X�?�V©×W%��}Ö2{çåÊ�Ån%ÿ=?ÅnlÕ±

ûön×å'5�-5 rs%:WÆ»'5��ª�%9ràö�'5×å,

-ª�Æ--kE%_aO��,B�×åèåw%Õçå-Ñ¡Ê���Kî

�-×{mU<2021 ¢'�y�©Ð�×Kô#¨éOP"Ñ��Ånm!ø%

��K�óÑH¹ç¨éOP"ÑyïnÚª�%��H¹ç¨éOP"Ñyï

1d�-©Þ�< 

2022¢G�¢ôX¹n��D�7`2022cø×W%ÆÇÿçp#¨é-ö

�PòÈ�-�^ 300;�òÕ�^ 300-500;%òH�³K#¨é-5 ¡%

Q?³EgG(9�àèåh'�-×{<2022¢X�?�V©îê�À%�ç

]å-×{�ÅKy-«¬%6 ®±ú)p]^�hçå-èP< 

L�$?ó[��%ç]å-×{9ÐGÀã' óo-Kyª}%óo�

 :W�çåOÇ-�}%"×{Q>²Ùh±gÚá��%"önçåh�?

�Àèå-�H%Õç]å×{�ÜKõ»Ýµ%"�?Ñ��¹èçå*+d< 

3.2.2 '��� 

Ó¢"%çåÔÕ×å,»×{-?��ªw%ù"ùLö5/]ç)"-

-��O%7�ÔK�]ç-�µ%2ÿ]ç��É�QÏX�Ð%lÕ²®h

¶é<ÏÐG2,»-�Ñ%Þ+#¨éþÿðý�óôD�h1PæQ-øý

ÒÓ%"¿#¨éò�e-Zþÿ-�é�Ôá:Dé<ÏÐ�î-úû×{%



 

 

18 

Q���îÛ�����#¨é-öù"ùL%��çå�¹�çå9ÐÂp-

*+d%"¿Á�v1�v&'¯°ÔÕ#ä*+-�}r��< 

Q×ì¹ÏDékå'�FA��N�HÕ}%Q��} çå£è(#é

±k¹%�N�H'�FAB�°±��̀ Ì��%��u%Ë»Ë%�À & x

�%2023c<_a%�­ê#ååN�^{`Fonterrac< -¢-å;¦¼¹r

#¨é'�à�- 95%�G�¡¢#éäå£¤`Tinec-¢-å;¦¼¹r#

¨é'�à�- 90%�G�¥¦r¶§¨`Arlac-¢-å;¦¼¹r#¨é'

�à�- 90%�G<=²¶·-äåQ]ç��Q5hç£èQ#¨é±kh'

�-ÁLÔKèÁ?ª�-èåFAá¶<�DlÕ�HäåQX¹'�¼J©

}%H7b9cª^dQ��'�9«Vc-*+d`�¬­%2015c< 

��,»-¸Z"#¨éþÿ®¸üý%Ñ¬��>¾¿?Y-ÄÅ`à¯

0%°V1 & E÷/%2022c<òÑ¬m@"I%ò£§#¨éU'5#¨é

$±kÅà±{-äå¿¿²><QâM×ì¹ÏX%p³9 70%5ç>,W±

k-%¿aç´Qç4Q#µ4hRþ%æfçU¼ 30%Ü¶%QX¹%p³9

80%5çøà£èæfç%#é$±kÅàÂ·%Åà){kl�>AÔÜ%]

hèPÂ�`¸�¹%2019c<ö�#¨é$±kÅå-×{Q±ûèéFA-

"ü�pìZþÿ� -· %=��Z#å-üª*+d�p��Çàþÿ-

ç§×{%0È9¹=5 -st`L�N & Ëº%2019c< 

3.2.3 äå0P 

ò?»QÀ?¼ç%Q��-äåV�X%OP>c"ÈL- ®%`½ó

OP�Q�?½%Q53hm¡%��?�Y5G¾0P-WÐ%�HOQÑ¹

'O¿®¶OçPO`���%2017c<Þ+%��b9�pçPÀÁÝÂh�

BpQ5QÂÃÄÅpQ5Q�ÆÛ5hÇÅÈBpQ5%Q=²çPßOG�

ÅK�f³ç]�%|�K��-¶O5ç%É�+&%��:WÌÆE.;�

]ç£èßOb9=àÌÍ-?G=çP%} >QBCQG�1×ì&'%¸
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Ã%��(�ÅK¹�Hl%�Æ»9©-ZOPZè�-çPßOÕÞ�`Ê

Ë%2023c<È¾¿?�->��'5Ì�óôÍ%y>?�Ñm½Ì1�¤l

-?�%¿aÌ1-ÎçÝÏöQghÐ�ÝÏöQöhÝÏö< 

QØÑïðm¡%���Òw��-×{¹=5/<ÿÑª��ÙÒ�tu

ÓÔàäå-£èh��XØl%��Q'Æ��m¶XX¤"üÙg%ê|K

Dé"Ñ̀ ËÕ� & eÖV%2021c<Qit��m¡%��Y5Û×Ñ¬�%

Ky×U�&%b9 2000LÏÑ¬r�HlMf%È9õ»-Ñ¬óô£fØ%

¸Ã%�Ig�-Ì�itÕÙ�%��Û×K���Ì�?�pIJ=> ø

Û� 3.0�%ÚÛKü�>?��Åà%6�Hl?�Üÿ2�%Ô'��¶�Q

Úá�QÌ1�h<³�-���?��B�`6Ý%2022c<QDéÅåX%

Dé"Ñ?�>¹Ïh¹�?Y-ÄÅ%��äå`½ÿDéOP�Q�?½%

ÿDé"ÑÞî�{'< 

3.3 Y&'()*qrH{ 

1999¢%��2ß�æfçÃ5�%�»Kæfç�åG%>�?ÏpÚá

�¦,ZÙ¿Àtupæfç£èv-äå%"��òrAº×UÑX¹<ò

1999¢��Ô»æfç�åG¸¢%VÙæfç�Ý%"#¨é�àØÑG-)

¨%jkKçPá�âØÑ-ÄÅ%¸Ãm\VÙæfçQ 2000 ¢+É2`K

Ñ¹�WÐ%òrAº×UÀBã×UÑX¹`xä#%2019c<2000¢%��

8,b9KX¹Èp-,ZÙ¿Àç£èßO%Q£è-.G��/¦pP0_

�3�ÅKÑ¡-tuò�%Õæfç�ÜKÔÜ-£ètù 9#å%2020c< 

òáÀÓ-Ã,GI%2002¢%��æfç� 300%-ûgüý%zìZ�

K9æ'�·®%��ç¾ð4KÝ2%ò 2014¢À 2017¢VÙæf÷#é'

�èÞ*ÒÓ%��äå¿ÀKA»-Ôa%Ô'îÒ-G�2!%3XVÙæ

fç¶!îÒ%QÑ¹ÇàrçÅZ*+�é`�T%2002c<QÓ 5¢%æf

çÁP|}Ð9³üý%2022¢æfç¢g-; 641;<%'�Úáhà�nà
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Ååê++Y<Þ+%°ÔÜ-æfç£ètuQ��'5Ì�óôÍë�{2%

æfçÅå<XgÒ_�Z%679Kc.ù"ùc-2!< 

3.4 Y&'()*|},~�� 

9ÛÜ:W YäåÒ³q-æfçÕÛÜ�M%a¨ 11�éK%:WNB

gQ'�à�Q��Eg1®¡�ì%ÿÛÜ�M�ÅKí<%ÈÉa¨ 5�

éK% �yÕ�Yäåæfçèé�<al 3.2ÒÓÝ 

l 3.2  Yäåæfçèél 
èéBÆ éKB� 

"îÊ 

2013¢G'%éK³½>ZéOQ»�M¢QÃïð�
ªç%��ññ"îÊ�Õðý%6��ñ�ÕX�2{?
���Á¤n<"îÊ> YäåæfçèéãÁPÈZ-é
K`Ëää%2016c<Þ+"îÊO�ªç�Qdò�QÚ
`�Qó7�1 IPp�Oà+Ú`�-�ér�WÐ< 

_é 

2006¢G'%éK³½>ZôZéO^{'ç<_é?
àÎJ'���2{B�éK-Á¤n%_a 2021¢¹ð<
¡Q2022¢õXh}ÅQ2022¢�öj÷�ì¡Q2022¢
øçpä;¨N11`ôÀ­%Àà & 6ù%2023c<Þ
+_éú=þÿ.�óô+M¢�-·®< 

¶ª# 

1997¢G'%éK³½>Ú`+ªç-ª¢ç%>¹�
ëNg�?-ª¢#¶héK%b9?û 95É4ü%Q¡�
00Éþÿmª%¶ª#Q 2020¢-¨KéKýG5�ö
��¶�8�¢;þÿ.`6þÿ%2022c< 

!� 

2007¢G'%éK³½>ZôZéO-�'ç%b9¼
õéOh"ôtu%_a"##Új*ìÀÓ$%=+%-
-�!�ç�À'÷Ønl-&r`Ë¹. & 6Â%
2008c<Þ+%!�ññ¼JXZô�1ç'�ÈZà�%
>§##]ç�?B%'�¼9*lÓ 60%%!�:Wx�
- LHT##Újtu%Ô�O�íå�1ç�?éK< 

Í'L 

2008¢G'%éK³½Í�+]ç-£§-�Í�ç%
>�Í�-�lÕ¯ª%:WÍ�+]ç-Ç5-�2�óô
�Ã5%_aÍ�X(Íì:()Q(*Q(+,%{ÍX
ì:{)Q{*Q{-/£<Q 2022¢%Í'L>Í�]ç
éK�?B< 



 

Z4[  

!" CCSI#$ Y&'()*-./01yz 

4.1 -./01���|�#$�� 

4.1.1 ÛÜáâ-��ª� 

<&Hð9­-��>BCêëì;g-?d<ý�DéäåB¡%9VÎ

J�Àn$?ðUxyh CCSIáâ-ßXG%FH Yäåæfç-BwÆ»ê

ëì;g��ª�%ÿ CCSI áâX-éKLMQRSOPQ[NOPQ[NU

¾Qêëì;pêëVW0.ÔéKLMQæfçRSOPQêë[NOPQê

ë[NU¾Qæfçêëì;gpêëVW<<&æfçêëì;glÕ? �

�%éKLMQæfçRSOPQêë[NOPQêë[NU¾pêëVW 5�

m¡lÕÀ ��< 

µà�Q�PAÂË�l�BÀ%>· ÿst®¡*l��/-�P�Å

BP`å�T%Õ�0 & 6�1%2018c%:W�ej.-ÛÜÔ`h,�%

=>¿À�ã��Ý1céKNBgQéK8�dQéK©ª�MµÀ ��éK

LM=>¿À�2cUíHð¡QèéxB¡QèéSË¾µÀ ��æfçRS

OP=>¿À�3cèé-¢¯Qèé--�QìZ·®-EgµÀ ��êë[

NOP=>¿À�4co³Uíã-¡U¿Q3¥¸÷èé-¡U¿µÀ ��[

NU¾$�¿À�5cèé«�QèéÎCµÀ ��êëVW=>¿À%�G�

�lÕÁ ��<!Jl 4.1Ý 
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l 4.1  CCSIáâ�Q�Ph�B�P� ?�l 
? �� À �� Á �� 

æfçêëì;g 

éKLM 
éKNBg 
éK8�d 
éK©ª�M 

æfçRSOP 
UíHð¡ 
èéxB¡ 
èéSË¾ 

êë[NOP 
èé-¢¯ 
èé--� 
ìZ·®-Eg 

êë[NU¾ 
o³Uíã-¡U¿ 
3¥¸÷èé-¡U¿ 

êëVW 
èé«� 
èéÎC 

4.1.2 ÛÜ%- 

êëì;g>§P Yäåæfçèé×{-?�5 -��%ÎJGV�

5��Q�P-2y%Q CCSIáâ-ßXG%�éKLMQæfçRSOPQ

êë[NOPQêë[NU¾pêëVW+,-?�l��ã%-Ý 

H1ÝéKLM�æfçRSOPêQT$??�� 

H2ÝéKLM�êë[NOPêQT$??�� 

H3ÝéKLM�æfçêëì;gêQT$??�� 

H4ÝæfçRSOP�êë[NU¾êQT$??�� 

H5Ýêë[NU¾�æfçêëì;gêQT$??�� 

H6Ýæfçêëì;g�êëVWêQT$??�< 
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4.1.3 Æ»áâ 

ÎJ�G�3�Q�P+,4å?�-ÛÜ%-%� CCSIáâÕßX%Æ

»K Yäåæfçèéêëì;gáâ%am 4.1%ü�ÛÜX%æfçêëì

;g>ÈÉ-Þ�®¡%êëVW�ÀæfçRSOP-st%êëVW>È

É-F`®¡%3Ì 4�>æfçêëì;g-5®®¡<CCSIáâX-êë

[NOP} BPêëQ"øèéÉ-ì;g%êë[NU¾} BPQ"ø

èéÉ%ÿì;g¿Âà3Uí`567%x8õ%R9 & å²%2021c<µ

àÛÜ�P+,�1êQAL,lst%ÕK°»BP�PÒ_¡­`%:�

CáâX-4�,lstF³;É< 

 

 

 

 

 

  

 

 

 
m 4.1  Yäåæfçèéêëì;gáâ 

4.2 -./01������o 

4.2.1 ÛÜ�MhBPmn 

9Vÿ YäåæfçèéDø.lÕÛÜ�M%7&³PmnX-Ä�"

#n%"#} >øIgx��Å�y%��ij9­-BPì;g%È9ë

�Q¶êQde1¶w<"#Ä�:WvGL¶×�%"øÌ�<kÈ:Wl

1+QL�Û�×�Ä�< 
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=>?>?´"#Ä�-¨´

<`H±-P�mn«V?d%ì;gBP ®ÿêë-fgE.ì;E

g�Ig-P�L¶lÓ�"`|ß@%?ABCc<Qêëì;gBPX%Vø

-Pl9Ë;BPlQÀ=PlQ1 ëMPlhDíìúPl%3XË;B

Pl}î�EQ"øm@÷QBPög÷%($¸ýg-Fg$¿%3�Ò¡

°Z<´

9ÛÜ7ø G Ë;BPlC=L¶%"ø B� G-IgJ�ÀpëMA

M"5lì;-Eg%Igùp%lÓì;EgùZ%�ÄÅ�ÅIg�/�

-¨¥<:W"#�'CU���ÅxH%¨¥�'CU��-êëì;gC

U¾%òHÑ¡"ôË"#.�'BC��-fg<"#�Å6E"#%Ä�

7ø89¶�Ä%:Wæfçêëì;gÁ ��{2- BB���B�PIJ

-¨ÈªÄÅ%"Ë"#-êë<�H±-fg<$<"#=Õ ?�VÈ%�

?VÈ�Å�ªP-R"#%�T¶Ä�=³ßX%�àT¶Ä�->?<�

ÀVÈ�Åpm@pªPÄ�×�h;<<´

=>?>C´R"#=>´

R"#>�òT¶"#Ä�-mªX<&?ûË"#�M%�3�Å�Z

��<,WRZ-"#%QHÅÄ�-WEX%12�+×'?²�Q-Ä

Å%12oT¶"#Ä�Y¦�-��%òH�T¶"#Ä�Ø�$ -"ü

h�ò<´

QRZ-"#X%5¨ôIäåæfçêëì;gR"#ø%×�Ä�WE

hm¶(T¶"#?E%a¨9­E9PÕ BJGà<YZ%�Ä�X-ÅÞ�

Å=>%×'Å$ãQÅ$Ç=g�ZhÅ$lì9K1ÄÅ�3@%�ÄÅ

-äL<$=>%×'êQ9<`Wg<X-L!�ÈÉ%�Ä�üª=>%

ÄÅ-A�ëM· "ü%:W�G-=>ÕT¶Ä�--¨=³KßX< 
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4.2.4 Ä�"#IJ;< 

Q�ÀVÈ-T¶"#X%:WRZ"#-�m@BM%�T¶Ä��Å

í¶QFAQ�E¡Q¶ê¡Q$?¡-�#É%:WvGL¶%"øÄ�<

A©Ql1+GÏÝ×�"#Ä�%:W-¾�N>´DøW"îÊQ_éQ

¶ª#Q!�QÍ'L3X?�æfç�=?Å$"í<�=à9@ÛÜ�M

-Ë"#.<aä; 451à%;ÉÊDøW�p�U+?-©³åSL!%a

9§­Ä� 137à%a¨9­Ä� 314à%9­* 69.6%< 

4.2.5 E9�y¡§¨=> 

Q¡C=Wm¡%O£9 148ö%¼©¿_ 47.13%�P£9 166ö%¼©

¿_ 52.87%%©ªÔ'P¡öI¿O¡L%íîP¡¿O¡�=�QÅ°K

y< 

Q¢£=Wm¡%¢£ 31½40R-öIÈL%9 117ö%¼¿_ 37.26%%

3@>¢£ 19½30R%9 111ö%¼¿_ 35.35%%¢£ 18R�ãh 41R�G

-öI�$Gã%=C> 42öh 44ö%¼¿_ 13.38%h 14.01%<©ªÔ'þ

ÿmª} �ÔÜs¢mªÕ}< 

ÎJË"#.Ò<�-'Å$ì;gF`%ÒÓË"#.�à9@ÛÜ Y

äå-(Ææfçèé©ªì;g¿=Õ 3.63%Ô'õ»-|f%YäåQæ

fçêëì;gm¡¿À?³-�³< 
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1cêë¡Ch¢£§¨(=> 

êë-¡C�Ô¤¥%3XO¡ 47.13S%9 148ö%P¡ 52.87S%9 166

ö<êë-¢£�Ô¤¥%¢£ 18R�ã9 42ö%QE9X¼ 13.38%%¢£

19½30R9 111ö%QE9X¼ 35.35S%¢£ 31½40R9 117ö%QE9X

¼ 37.26S%¢£ 41R�G-9 44ö%QE9X¼ 14.01S< 

al 4.2ÒÓ%:W¡Ch¢£-IJ¿�%¢£ 19½30Rh¢£ 31½40

R-ö¼E9¿5ÈL%H¨¼E9- 72.61S%=>®Õ%Þ+�Ã5-×{

­°L-ö5/À]çèé�pë�]çèé)"--��O%?m¡%19R

Ü¶T>sã¢íª£ý-Ãõ%æfç��A»-æQöªÒ·--��

O%pG=-Ïý(ù"ùÊËÌÍ��-íªýZ7�¿cT%¸ÃG=Ê

Ô¢h¢£Â�-�sqÊ·¿Ìµ��D�-U�%>µ��"��D��

¬?m¡%¢;-P¡tUæfç)"-Ms�V�­<©ª"I%Qæfç

êëömX%ZÃ5-sã¢mªÔÕ}dÂ< 

l 4.2 ¡C(¢£?�¤¥ 

¡C ¢£ öI ¼¿% 

O 18R�ã 14 4.46% 

P 18R�ã 28 8.92% 

O 19½30R 46 14.65% 

P 19½30R 65 20.70% 

O 31½40R 63 20.06% 

P 31½40R 54 17.20% 

O 41R�G 25 7.96% 

P 41R�G 19 6.05% 
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2cêë¢£h;¦§¨(=> 

:Wl 4.3��I�%êëV;¦�Ô¤¥%3X 2000<�ã-9 53ö%

¼E9 16.88S%2001½4000<öI9 60ö%¼E9 19.11S%4001½6000<

9 114ö%¼E9 36.31S%6001<�G9 87ö%¼E9 27.71%<3XV;¦

4001½6000<7¢£ 31½40R-öÈL%¼E9 16.24S%=>®Õ:V¤¥

ã%23R>pjWå-¢£%,WL¢-G2,�%X¨ÿä-kl,�%Q

30RÉ�Y±Z-Ý29AL%¸Ã^'K,»Ìµ%�°L��b9Ì}<

`U%íî¥¦�9@ÛÜ-æfç-UíHð¡hUí¡U¿}9¿Âë¸

-fg< 

l 4.3 ¢£(;¦?�¤¥ 

¢£ ;¦ öI ¼¿% 

18R�ã 2000<�ã 42 13.38% 

18R�ã 2001½4000< 0 0 

18R�ã 4001½6000< 0 0 

18R�ã 6001<�G 0 0 

19½30R 2000<�ã 11 3.50% 

19½30R 2001½4000< 29 9.24% 

19½30R 4001½6000< 37 11.78% 

19½30R 6001<�G 34 10.83% 

31½40R 2000<�ã 0 0 

31½40R 2001½4000< 27 8.60% 

31½40R 4001½6000< 51 16.24% 

31½40R 6001<�G 39 12.42% 

41R�G 2000<�ã 0 0 

41R�G 2001½4000< 4 1.27% 

41R�G 4001½6000< 26 8.28% 

41R�G 6001<�G 14 4.46% 
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4.2.6 "#Ä�'$ì;g=> 

1céKLM§¨(=> 

al 4.4ÒÓ%Å$���äå-NBg�-ë¸gÛç=Õ 3.63=%ë

ÕNBgA»-9 44ö%» 157ö%?[ 74ö%� 30ö%A� 9ö%3Xë

ÕNBgA»h»9 201ö%H¨¼E9 64.01S%��I�9?��G-êë

ëÕ��äåQÅåb9Â»-NBg< 

Å$���äå-éK8�d�-ë¸gÛç=Õ 3.59=<lÓéK8�

dA»-9 50ö%» 136ö%?[ 90ö%� 24ö%A� 14ö%3XëÕé

K8�dA»h»9 186ö%¼E9 59.23S%��I�9?�-êëëÕ��

äåb9õ»-éK8�d%íî��äåQéK-��G8�K?³-ë

P< 

Å$���äå-©ª�M�-ë¸gÛç=Õ 3.7=<lÓ©ª�MA»

-9 65ö%» 137ö%?[ 74ö%� 29ö%A� 9ö%3X©ª�MA»h

»-êë9 202ö%¼E9 64.33S%��I�9?��G-êë���äåb

9Â»-©ª�M< 

l 4.4 éKLMì;g=> 
ÅÞ A» » ?[ � A� Ûç= 

��äå-NBg 44 157 74 30 9 3.63 
��äå-éK8�d 50 136 90 24 14 3.59 

��äå-©ª�M 65 137 74 29 9 3.7 

éKLMÛç=      3.64 

xGÒy%À ��éKLM©ªì;gÛç=Õ 3.64=%íîêë��

�äå-éKLMlÓ?[-fg%Ûç= 3.64=�âì= 5=Y9��%í

îCäå-©³êëÂã%�nêëÂL%=�3�äå ±cÌíéKLM

-AÆ< 
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2cæfçRSOP§¨(=> 

al 4.5IJÒÓ%êë� YäåæfçRSOP-©ªSËÛç=Õ

3.68=<QÀ ��æfçRSOP-Á�Å$ã%L!<`Aì;-H¨ 192

ö%ì; 400ö%?[ 234ö%�ì; 89ö%A�ì; 27ö%H¨Aì;h

ì;9 592ö%¼Á�ÅÞ©E9 62.85S%íîêëQ��æfçèé+%ê

ëëÕ3UíHð¡hèé��¡­êë[À¿Âì;< 

l 4.5 æfçRSOPì;g=> 
ÅÞ A�ì; �ì; ?[ ì; Aì; Ûç= 

��+%"îÊQ_
éQ¶ª#Q!�Q
Í'L-UíHð¡ 

8 32 74 134 66 3.69 

��+%"îÊQ_
éQ¶ª#Q!�Q
Í'L-èéxB¡ 

9 25 95 130 55 3.63 

��+%"îÊQ_
éQ¶ª#Q!�Q
Í'L-��1d 

10 32 65 136 71 3.72 

æfçRSOPÛç
=      3.68 

3cêë[NOP§¨(=> 

òl 4.6��I�%À ��êë[NOP-©ªì;gÛç=Õ 3.71

=%íî Yäåæfçèé¿À-ì;fgÂL<a9 2�Å$0�àêë[

NOP©ªì;gÛç=%íî YäåQ= 2$m¡Ø-�2»%� 1�ÅÞ

�"îÊQ_éQ¶ª#Q!�QÍ'L-¢¯�êë[À?[%} 5®>

µà-��O-±¦�12"59-¢¯ò�%MD-�[Ï+ò�%"¿G

=öm�àæfçèélÓ?[<� 2�ÅÞ�"îÊQ_éQ¶ª#Q!

�QÍ'L�Ü-�U¾-[��êë[À?[%} 5®>Þ+ YäåQG

=æfçèéG7ø 1+1>2-á¶%_aÍ�+]ç-�H%Q£§Í�Z��
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�Ü-�U¾-ßXG%%Ö±¦�5h�Å±k%G=£§öm�1l�E

.�1ðj< 

l 4.6 êë[NOPì;g=> 
ÅÞ A�ì; �ì; ?[ ì; Aì; Ûç= 

"îÊQ_éQ¶ª
#Q!�QÍ'L-

¢¯ 
10 29 70 143 62 3.69 

"îÊQ_éQ¶ª
#Q!�QÍ'L�
Ü-�U¾-[� 

10 29 75 143 57 3.66 

"îÊQ_éQ¶ª
#Q!�QÍ'Lì
Z·®-Eg 

8 25 77 136 68 3.74 

êë[NOPÛç=      3.71 

4cêë[NU¾§¨(=> 

:Wl 4.7IJ¿�%À ��êë[NU¾©ªì;gÛç=Õ 3.44

=<Q 2�ÅÞX%[ÀAì;hì;-9 350ö%¼E9 56.66S%íîêë

Q��æfçèéÉ%èé-U¾­êë[À?[%3X%ÅÞ�"îÊQ_

éQ¶ª#Q!�QÍ'(3¥¸÷èé-¡U¿�-Ûç=�àêë[NU

¾©ªÛç=%íîêëQLQ¸÷èé-<`G%�<` Yäåæfçèé

-�1¡Âp< 

l 4.7 êë[NU¾§¨(=> 
ÅÞ A�ì; �ì; ?[ ì; Aì; Ûç= 

"îÊQ_éQ¶ª
#Q!�QÍ'(3
³UÚÛ\²Eg-

[� 

27 24 81 137 45 3.47 

"îÊQ_éQ¶ª
#Q!�QÍ'(3
¥¸÷èé-¡U¿ 

26 24 96 130 38 3.41 

êë[NU¾Ûç=      3.44 
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5cêëVW§¨(=> 

òl 4.8IJ¿�%À ��êëVW©ª�1¡Ûç=Õ 3.61=%êë

U¥öö�3èé-�1¡Ûç=Q 3.58=%lÓA��19 12ö%��1

17ö%?[ 110ö%�1 127ö%A�1 48ö%H¨�1hA�19 175ö%

¼E9 55.73S%��I�?�¿_-êë];ö�¥öDø Yäå-æfçè

é< 

êë�3èé5¸Dø-�1¡Ûç=Õ 3.64=%3XlÓA�1h�1

-H¨9 182ö%¼E9 57.96S%��I�êë�à3æfçèé5¸Dø-

�1¡?[< 

¶Z<`��äå-�1¡Ûç=Õ 3.62=%3XlÓA�1h�1-H

¨9 189ö%¼E9 60.19S%��I���äåb9ßXëP%Õ>êëQ¡

��LæfçèéÃ%¶Z<`��äå-ëP�L< 

xGÒy%��¿ÀêëVWÕõ»-F`%Õ>VWg¾ÄàX½I�

Ó%VWg9?�-�Zø,%VWg¾-Z�"Pàæfçêëì;g%�

Zæfçêëì;g>�5wkl< 

l 4.8 êëVW§¨(=> 
ÅÞ A��1 ��1 ?[ �1 A�1 Ûç= 

"îÊQ_éQ¶ª
#Q!�QÍ'L%
U¥öö�-�1¡ 

12 17 110 127 48 3.58 

"îÊQ_éQ¶ª
#Q!�QÍ'L%
5¸Dø-�1¡ 

9 25 97 120 62 3.64 

DøæfçÃ%¶Z
<`��äå-�1

¡ 
12 28 85 130 59 3.62 

êëVWÛç=      3.61 
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6cì;g�F 

l 4.9 ©ªì;g§¨ 
©ªì;g§¨ 

À �
� éKLM æfç 

RSOP êë[NOP êë[NU¾ êëVW 

Ûç= 3.64 3.68 3.71 3.44 3.61 

ÎJ©ªì;g§¨¿�%éKLMÛç=Õ 3.64=%æfçRSOPÛ

ç=Õ 3.68=%êë[NOPÛç=Õ 3.71=%êë[NU¾Ûç=Õ 3.44

=%êëVWgÛç=Õ 3.61=%3Xêë[NU¾Ûç=È�%êë[NO

PÛç=ÈZ< 

4.3Ä��� 

4.3.1«g=> 

«g �Ò¡%y>�"#F`-9³h�Ò-?���<9�Æ} -

BPmnÝ¸9nQ^�n�p;_Ã8�In`Gim Chung%Kim & Abreu%

2004c< 

ò Yäåæfçèé-ì;Eg"I%«g>�Ä�"#X-¨�"-Å

Þ12�3êëì;�ÒEg-Z�<9V"ø;_Ã8�In`�ã}Æ α

�Ic�ÅIJ«g=>%Cmn�PlX'�Å$¿=+,-?h¡�ÅK

C`%y>?ÆrG?h¡�I%=Æmn(9ÛÜ"ø-fghì;Eg¶

Ä�b9?h¡<:V¤¥ã%α�I¾Q 0� 1+,an%α�Ib0.8%lÓ

9@"#7<-IJPl«g»%�3KIJ-�Ò¡Z%�+%α�I<0.6%

lÓIJPl«g­`�c%· �ì5�5¨Ä�< 

«g=>DD>ý�PlIJ%Hÿ"#Ä�X-� 6Å$À� 22Å$-

314�IJ�&�"%:W SPSSPROA©�Å=>%¿��ãIJÝ 
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al 4.10ÒÓ%9V©«g�IÕ 0.945%©ª α�Ipà 0.8%lîIJ

-�Ò¡hOP0A»%α�I($�<X%lî«g�I2à9³%ôYäå

æfçêëì;g"#Ä�ø-BPÄ�rG?h¡�H ®%���?Ñ�

'ögp©Pl�Å­g=>< 

l 4.10 «g�Il 

�P Å$ Cronbach's 
α�I 

Cronbach's 
α�I 

éK
LM 

 

��äå-NBg 
0.787 

0.945 

��äå-éK8�d 
��äå-©ª�M 

æf
çR
SO
P 

��+%"îÊQ_éQ¶ª#Q!�Q
Í'L-UíHð¡ 

0.765 ��+%"îÊQ_éQ¶ª#Q!�Q
Í'L-èéxB¡ 

��+%"îÊQ_éQ¶ª#Q!�Q
Í'L-��1d 

êë
[N
OP 

"îÊQ_éQ¶ª#Q!�QÍ'L-
¢¯ 

0.759 
"îÊQ_éQ¶ª#Q!�QÍ'L�

Ü-�U¾-[� 

"îÊQ_éQ¶ª#Q!�QÍ'L-
ìZ·®-Eg 

æf
çê
ëì
;g 

"îÊQ_éQ¶ª#Q!�QÍ'L-
©ª[� 

0.777 "îÊQ_éQ¶ª#Q!�QÍ'Lì
À�XRS-ÚÛEg-[� 

"îÊQ_éQ¶ª#Q!�QÍ'L(
3¥æfçèéOP�¿-[� 

êë
[N
U¾ 

"îÊQ_éQ¶ª#Q!�QÍ'(3
³UÚÛ\²Eg-[� 

0.758 
"îÊQ_éQ¶ª#Q!�QÍ'L(

3¥¸÷èé-¡U¿ 

êë
VW 

"îÊQ_éQ¶ª#Q!�QÍ'L%
U¥öö�-�1¡ 

0.723 "îÊQ_éQ¶ª#Q!�QÍ'L%
5¸Dø-�1¡ 

DøæfçÃ%¶Z<`��äå-�1¡ 
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1c©ª«g§¨ 

l 4.11 �Ò¡§¨ 
�Ò¡§¨ 

Cronbach'salpha ßà�¶�$- Cronbach'salpha $I 

0.945 0.945 17 

 
l 4.12 ©ª«g§¨ 

©ª«g§¨ 

Cronbach'salpha E9P $I 

0.945 314 17 

ò©ª-«g�IX��¿À%ßà�¶�$ã«g�I¾Õ 0.945%=l

îÄ�©ª-�«gA»< 

4.3.2 ­g=> 

­g 9­¡%y>�'Å$�ÛÜ�P>´×dKlø<� Yäåæf

çêëì;gÛÜH�%­g>�"øÀÄ�"#X-¾-ÄÅ>´1¼¶O

�y�Ò ÛÜ-;m%9�àÉÖIJ=><Q9@ÛÜX%­g=>��

Yäåæfçêëì;gÛÜ9­¡�ÅxHeH%eHÄ�"#Ò¿-IJ

>´12¶ê9­�3 Yäåæfçèéêëì;gÛÜáâ<9@ÛÜ} 

�ÅFA­g=>< 

9V"ø KMO�Ih Bartlett¬LgÒ_¡�Å­g��<?[¤¥%

KMO�I&¾m@Q 0~1+,%KMO¾>0.6%lî­g�H ®%>?��

¶¾�)%KMO¾<0.6%lî­gÏ�%íî;<-IJ�±øàÛÜ%©ª

"í%KMO¾ùlÓ 1%�lÓCPl-AÆ­gù»<Bartlett¬L��-Ò

_ÚÛç�à 0.05%lîC"#Ä�-FA­gÂ»< 
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l 4.13 KMO��h Bartlett¬L�� 
�P KMO c2 df Sig. P 
éKLM 0.703 271.481 3 0.000 0.000 

æfçRSOP 0.689 239.900 3 0.001 0.000 
êë[NU¾ 0.693 229.293 3 0.000 0.000 
æfçêëì;g 0.698 256.653 3 0.000 0.000 
êë[NU¾ 0.500 145.623 1 0.000 0.000 
êëVW 0.681 186.123 3 0.000 0.000 
©Pl 0.970 2949.292 136 0.000 0.000 

ò'ög- KMO¾"I%9y3Ò_-v¡?�%Ä�IJÂÕ9­%'

ögpÅ$-Ò_¡ÚÛÕ 0.000%lî'��,$lx»%'�P,È9$?

¡%­`¹=Ò_< 

1c©ª­g§¨ 

l 4.14 ©ª­g§¨l 
KMO��h Bartlett-�� 
KMO¾ 0.970 

Bartlett¬Lg�� 
Óèfm 2949.292 

df 136 
P 0.000*** 

YÝ***Q**Q*=C5l 1%Q5%Q10%-Ò_¡ÚÛ 

ò©ª­g§¨"I%©ª­g�I¾Õ 0.970<KMO¾pà 0.8%Bartlett

¬Lg��- p¾�à 0.05%íî"øÀ-E9IJ©ª­gA»%±H�Å

®�=>%�øàÆ»®�áâ< 

4.4 BCáâAÆp�� 

4.4.1 FAmEáâÆ» 

9ÛÜJpÀKL��P%· =>L��P,-¸¹?�>Y kl%

+V"øÀË;B( Plh�y¡§¨=>U1�Å�Ñ³P%ÈÉ¸¹-

L�P?�· �ì3¥mn<µà«þtuéÈ-�Ñ%tuöl�IJ=
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>zQ�H��%3XFAmEáâno¦ÀKì;gÛÜX<FAmEáâ

`SEMc>?ÆL<§¨áâ%y12jk���Ë�l�B-�PÄÅ%¸

ÃÄðL��P%>L<IJ=>-5 kÈ%Y��:WF³=>"{'�

�P-®`?�%ø"�B%-%«V±øì;gÛÜ`gh%2019c< 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
m 4.2 FAmEáâF³m 

 

am 4.2ÒÓ%Øø SEMFAmEAÆ�)UFAF³m%3Xì:Ká

â-�¶��I%=²�I�øà12Ëø"�FAF³st?�¤¥�Å=

>%��òÑÐG�'®��w-F³AÔ(?��ÅKj`�zi%

2006c< 
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lÐ:W®�¯°�IBP�P%òHí<®��P%ø"§P?��P

Q¼�®�G-std<?[¤¥%BP-�PÒ_¡ p¾ �à 0.05%67

�¶�¯°�I¾ pà 0.6%���íîBP�P�H®�öö-· `j

k%2022c< 

l 4.15 ®�¯°�Il 
ög Å$ «�¶¯°�I �¶�¯°�I z S.E. P 

éK
LM 

a1 1 0.703 - - - 
a2 0.956 0.673 11.422 0.084 0.000*** 

a3 0.941 0.7 11.872 0.079 0.000*** 
æf
çR
SO
P 

b1 1 0.683 - - - 
b2 1.191 0.761 12.423 0.096 0.000*** 

b3 1.114 0.733 12.002 0.093 0.000*** 

êë
[N
OP 

c1 1 0.739 - - - 
c2 0.95 0.711 12.664 0.075 0.000*** 

c3 0.999 0.73 13.047 0.077 0.000*** 

æf
çê
ëì
;g 

d1 1 0.779 - - - 
d2 0.895 0.708 13.406 0.067 0.000*** 

d3 0.849 0.721 13.704 0.062 0.000*** 

êë
[N
U¾ 

e 1 0.76 - - - 

e1 1.094 0.807 14.284 0.077 0.000*** 

êë
VW 

f1 1 0.656 - - - 
f2 1.154 0.737 11.313 0.102 0.000*** 
f3 0.955 0.653 10.223 0.093 0.000*** 

YÝ***Q**Q*=C5l 1%Q5%Q10%-Ò_¡ÚÛ 

ò 6�ög- 17�Å$�×BP®�¯°�I%¿��ã÷�FUÝ1c

ßà a2`Ò_¡ P¾Õ 0.000***cQa3`Ò_¡ P¾Õ 0.000***cQéKLM

`Ò_¡ P¾Õ 0.000***c-ÚÛGÔ'Ò_¡%¸Ã3Á�Å$-�¶¯°

�Içpà 0.5%íî��Å$01�ÒQög9Â»-jvd�2cßà b2

`Ò_¡ P¾Õ 0.000***cQb3`Ò_¡ P¾Õ 0.000***cQæfçRSOP
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`Ò_¡ P¾Õ 0.000***c-ÚÛGÔ'Ò_¡%¸Ã3Á�Å$-�¶¯°

�Içpà 0.5%íî��Å$01�ÒQög9Â»-jvd�3cßà c2

`Ò_¡ P¾Õ 0.000***cQc3`Ò_¡ P¾Õ 0.000***cQêë[NOP

`Ò_¡ P¾Õ 0.000***c-ÚÛGÔ'Ò_¡%¸Ã3Á�Å$-�¶¯°

�Içpà 0.5%íî��Å$01�ÒQög9Â»-jvd�4cßà d2

`Ò_¡ P¾Õ 0.000***cQd3`Ò_¡ P¾Õ 0.000***cQæfçêëì;

g`Ò_¡ P¾Õ 0.000***c-ÚÛGÔ'Ò_¡%¸Ã3Á�Å$-�¶¯

°�Içpà 0.5%íî��Å$01�ÒQög9Â»-jvd�5cßà e1

`Ò_¡ P¾Õ 0.000***cQêë[NU¾`Ò_¡ P¾Õ 0.000***c-ÚÛ

GÔ'Ò_¡%¸Ã3Á�Å$-�¶¯°�Içpà 0.5%íî��Å$01

�ÒQög9Â»-jvd�6cßà f2`Ò_¡ P¾Õ 0.000***cQf3`Ò_

¡ P¾Õ 0.000***cQêëVW`Ò_¡ P¾Õ 0.000***c-ÚÛGÔ'Ò_

¡%¸Ã3Á�Å$-�¶¯°�Içpà 0.5%íî��Å$01�ÒQög

9Â»-jvd< 
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4.4.2 êëì;gBCáâ�� 

Q���P+,F³�I>´Ô»-Ãõ· Z��áâ±²g>´H

í%lHííîFAmEáâHð%�1%Ö��F³�I>´Ô»%áâ±

²g�HíÓu5��T<ÎJVXêëì;gáâ-Èª?�%áâGH�

�=>"ø SPSSPROA©�Å%Vø��9fmÌµg¿QGFIQRMSEAQ

CFIQNFIh NNFI< 

l 4.16 êëì;gBCáâ±²��l 

á
â
±
²
�
� 

χ² df P 
fm
Ìµ
g¿ 

GFI RMSE
A CFI NFI NNFI 

õ
»
�
¶ 

- - >0.05 <3 >0.9 <0.10 >0.9 >0.9 >0.9 

±
²
g
I
¾ 

155.665 113.000 0.005
*** 1.378 0.948 0.035 0.985 0.948 0.982 

al 4.16ÒÓ%:W±²g��IJ¿�%GFIQCFIQNFIQNNFI¾²p

à 0.9%RMSEA¾�à 0.1Q�l�m@%χ2/df�à 3%'±²g��çìÀ�

¶%G=��¾=àõ»m@%lîáâüªÈ9õ»-FA­g%���Å

%-��< 
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:Wl 4.17F³áâ$� -�Pst?�%̈ ¥F³�w-äm�I%¿

��ãF³v¡?�FUÝ 

l 4.17 áâF³�Il 

%- F³?� 

«�
¶� 
F³
�I 

�¶� 
F³�
I 

�¶� z¾ P¾ 

H1 éKLM→ 
æfçRSOP 0.925 0.986 0.081 11.378 0.000*** 

H2 éKLM→ 
æfçêëì;g 0.816 0.692 0.174 4.690 0.000*** 

H3 éKLM→ 
êë[NOP 1.041 1.000 0.083 12.479 0.000*** 

H4 æfçRSOP→ 
êë[NU¾ 1.141 0.922 0.099 11.493 0.000*** 

H5 êë[NU¾→ 
æfçêëì;g 0.333 0.329 0.148 2.258 0.024** 

H6 æfçêëì;g→ 
êëVW 0.755 0.962 0.064 11.728 0.000*** 

YÝ***Q**Q*=C5l 1%Q5%Q10%-Ò_¡ÚÛ 

1cßàF³?�éKLM→æfçRSOP%Ò_¡ P¾Õ 0.000***%Ú

ÛGÔ'Ò_¡%lî�F³9­%3st�IÕ 0.986< 

2cßàF³?�éKLM→æfçêëì;g%Ò_¡ P¾Õ 0.000***%

ÚÛGÔ'Ò_¡%lî�F³9­%3st�IÕ 0.692< 

3cßàF³?�éKLM→êë[NOP%Ò_¡ P¾Õ 0.000***%ÚÛ

GÔ'Ò_¡%lî�F³9­%3st�IÕ 1.000< 

4cßàF³?�æfçRSOP→êë[NU¾%Ò_¡ P¾Õ

0.000***%ÚÛGÔ'Ò_¡%lî�F³9­%3st�IÕ 0.922< 
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5cßàF³?�êë[NU¾→æfçêëì;g%Ò_¡ P¾Õ

0.024**%ÚÛGÔ'Ò_¡%lî�F³9­%3st�IÕ 0.329< 

6cßàF³?�æfçêëì;g→êëVW%Ò_¡ P¾Õ 0.000***%

ÚÛGÔ'Ò_¡%lî�F³9­%3st�IÕ 0.962< 

xGÒy%Ò9F³- P¾(�¶�F³�I0��îêF³`X—>Yc

êQ�l-v¡st%¸Ãáâ-F³?��P+,êQÒ_¡%íîF³?

��P+,êQst?�%FH�GÛÜF`ÒÓ%���- Yäåæfçê

ëì;gBCáâ-%-�Å��Ý 

H1ÝéKLM�æfçRSOPêQT$??�%ª}� 

H2ÝéKLM�êë[NOPêQT$??�%ª}� 

H3ÝéKLM�æfçêëì;gêQT$??�%ª}� 

H4ÝæfçRSOP�êë[NU¾êQT$??�%ª}� 

H5Ýêë[NU¾�æfçêëì;gêQT$??�%ª}� 

H6Ýæfçêëì;g�êëVWêQT$??�%ª}< 

4.4.3 êëì;gBCáâ=> 

1céKLM(æfçRSOPQêë[NOPhæfçêëì;g-?� 

9ÛÜ-éKLM>�QêëQ��æfçèé++%�äå-�M%é

KLM>:WýÃ,-XKòH� Yäåæfç-ëì<9ÛÜ�î%éKL

MTUstæfçRSOPQêë[NOPhæfçêëì;g%H1QH2h

H3%-��12�î%êë�éKLM-[�2�æfçRSOPhêë[N

OPè£TUst%�Hstæfçêëì;-Eg%3XF³�I¾Õ 1>
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ÈÒ_-st?�% éKLM�æfçêëì;g-st%íîéKLM>

�Zæfçêëì;g-?dÒQ%éKLM>äåÓu 5w±c-Æ-<

éKLM>�êë�äå-���M%} :WäåBÆQäå�6QäåV

�Qäå�zl'�"`Á�%2015c<µ�(��íî%äå-LMù»%

êë�æfçèé-RSZùZ%êë-RSùZ%ù2)p�æfçèé-

Sn¾%"ì;Eg(2)pm@< 

2cæfçRSOP(êë[NU¾hæfçêëì;g-?� 

ÛÜlî%æfçRSOPTUstêë[NU¾<9ÛÜX-æfçR

SOP�êëQ��æfçèé++%�æfçèé�Å-OPR`<ÏÐG

2,»-Zû×{%êë�D�OP- ®�Z%®�êëQ��æfçèé

++%�èé-OP9°Z-RS%Uí-Hð¡Qèé-xB¡�p��1

d-�?�®¡02ÔÕêë§P>´ì;-�¶< 

ÎJ H4h H5%-�Å��Élî%æfçRSOPTUstêë[NU

¾hæfçêëì;g%íîêëQ�îéþÿ+È9SË�?h%¸Ãíî

êë�æfçèé-RSùZ%�3OPQU¾-[�hì;Eg-m@(2

)p<Yäå��Qêë��+�ÅKy-p£%@oèé��=?Ù�%�

êë-ÅÕQB�·®p;J�Å"#< 

3cæfçêëì;g(êëVW-?� 

9ÛÜÿæfçêëì;g³qÕêë� YäåæfçèéDø+É%�

3èé-&QhrQ-ì;Eg<%- H6ÛÜlî%æfçêëì;gTUs

têëVW%�îQæfçêëì;g¿ÂZÃ%êë� Yäå-«�Eg¿

ÂZ%°tUàã@<` Yäå-æfçèé%672U¥öö�CéK%)

näå-æfçÁP%È½Õäå)";Æ<QDéäå,-WEX%,-.

ee°5/êë-äN*%°5/êë5¸Dø-�1¡%®�%æfçêë

ì;g-ÈZÞ�>°�VWêë%HVW-+�>æfçêëì;g< 
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4.5 �[�� 

9nßàX¹B�- CCSIáâ%6FH Yäåæfçèé-Bw%5�

AÆ CCSIáâ% éKLMQæfçRSOPQêë[NOPQêë[NU

¾Qæfçêëì;ghêëVW 6�FA�P- Yäåæfçèéêëì;

gáâ< 

ÎJÄ�n�ÅIJ7<%-¾K?�Å$"AÉ�=à9@ÛÜ-Ë"

#.%�9­IJ�Å§¨j=>h«­g=>%lÐ¿É Yäåæfçèé

êëì;g-st�P< 

3@%\r SEMFAmEáâÈª�y�Q�P(�B�P$l,-st

?�%:W{Ó�-±UF³m%lîK'�P$l,-F³?�%lÐ:W

®�¯°�I�÷�ög�ÅÒÐ¡��<SEM\r®�=>¨¥¸¹�P$

l,-®�¯°�I%òHlî<.$l,-?�%¸Ã�/L�®�P+,

-$lst< 

ÈÉ%:WGHg���áâGHEg�Å=>%lÐ:WáâF³�I

l%=>K²�B�-áâF³�I%¸Ã=>KÒ_¡��-�P+,>´

êQst?�<9n��ÅK Yäåæfçèéêëì;g-^�=>%áâ

X�P-$lst?��Å��%:WCáâÒlî-�ð[NÎg�y Yä

åæfçèéêëì;g¤¥%ÕCáâ�à�¸æfçèé- ø­`9n

�?ÑÛÜ<



 

Z 5[  

-./01���� 

5.1 ��,~��������� 

ÛÜ�î%éKLM?³EgG2�æfçRSOPhêë[NOP0è

£Kyst%eeäå-��M2­êëk³Ð>´2<`äå`Á9%

2013c<Þ+%YäålÕ?ÏÔÜ-#ä%zêQÄÅ%¿aLMGÔ'�

¸O�%a�QÅåXOàpq%AÆ=àÌíBw-éKLM�à|}*+

d�?5 %"ø�ã�[����êë-ì;EgÝ1c±clk-�öLM

ïð%rÐG§?Ð¡%²Ù-s����Å-¨�;�âE.t±�;m

!%(#å$?1%{'äåx9-U¾hud�2c¶ê³½±HÌÍ-éK

LM%-¨B� ipLM%9ràvGp£-éKvÑ*%¸Ã���ì£èß

OÚápéKB�-®¡�3c5/l1+�P%¦w'pG[Û�%Ø»p£

-­ %�ZäåéKLM-vÑg< 

5.2 �������ji0 

Ó4¢%¹Ï�¢;ö-b�gÆ5/%¨³K?��?àö�°�-ó

[%"ù"ùL-ö��x�Nì-�y%¸ÃÃ=Åà-z"ö�¸��

Ä%¡�tuâQiÛâö�¹Ïotõ»-nµ<ÛÜ�î%êë[NU¾

�æfçêëì;gêQTUst%:W¶·-ö�%¸3> ZÃ5¶·s

¢%:W¢;-�½{æ-¨%2ÿèéU¾°�H ZÃ5êë-·®%"�

;°1�H*5¢;ö-�n< 
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5.3 &����� ��/01 

:WÛÜ%8Nêë[NU¾hêë[NOP�êëì;gêQT$??

�%67��,lstêëVW%:5w�[NU¾h[NOP-¶�kl>

«V5 -<��äålÕ¹9äå%9Omóo�ÅÐ�|ÅÕ%QALm

¡â�2ö�-ª}hln%Q¶�[NU¾h[NOP�[G%��äå�

�:Wvã2{}l~£èßO-¤n%vG{2Þî�£èßO-�M¤

n%¸Ã{2-¤n��ØÔ?²ú�¤n%�Å)S%Y��-¾©³g

S%_aÞ+��äåêQ-?�vã¤nÝ�¢ 6V 1g6].¾�¶·£

èßO%Õ>=�¤np£dgÂ�%ÆÇQsã¢öm¤[-Û��Åp

£%=E-¤n��"äåhö�-�âKÓ%­ö�°µ�-KjÀD�£

èWE%rà¶�ö�[NU¾h[NOP<



 

Z 6[  

�8�r¡ 

6.1 23�8 

Ån��ZéO£¤%5wjkö�m�ÄÅ%­'5�-Ô`°±SÛ

O~pÒ9ö%È�çåó[-;�Xª'�Î{>ÿölÕY �ì-×{

�n<*+%Âp&'>&',»G2×{hö�£èèéÈ5 -�O¯

ª%£èâäå>±û$�£èsÜoFA¡ò�Qönèå0â� -X²

dP<9V<&KX¹ÅZ-#åäå——��%:Wy��9­qrÀ3¥

#ä%�Å��êëì;g-\]< 

9V©ªrs=Õ÷�G=%YZ>oUG=%øyKÛÜ-õPQÞ-

p;q%�yKÛÜ-rspmn%¸Ã~ùK9V-ÛÜðUßXQmnh

tuFv%îêK9VJpÀ-ß9øý%�æfç'�-õPh¹r&'|

�Å=><3@%ßà CCSIáâ%FH Yäåæfçèé×{Bw%� Yä

åæfçèéêëì;g�IáâlÕðUßX%Æ»BCª�%lÐ}yC

ÛÜ"#Ä�--¨h^.<ÈÉ%:W�9­IJ�ÅIJÄðhIJ=

>%>� Yäåæfçêëì;gÛÜ-^ø¡h9­¡�ÅK��%ã:W

� Yäåæfçèéêëì;g-^�ÛÜ%��K�?Ñ�Z Yäåæfç

èéêëì;g-[�< 

9V;<À-9­IJX%Yäåæfçêëì;g©ªÕ 3.63=%éKL

MÕ 3.64=%æfçRSOPÕ 3.68=%êë[NOPÕ 3.70=%êë[NU

¾Õ 3.44 =%êëVWÕ 3.61 =%3X%ÈZ=->êë[NOP%íîèé

��É%êë�èé[À-ì;gÈZ%êëèé-¢¯h�Z-��O-·®
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-ÀÂL-ìZ%êë-[�>�9Ò¾%©ª"I%Yäåæfçêëì;g

©ª¾õ»%Õ>æfç'�*+Ö×%�Üêë<`-èéL%· :W�H

�Zêëì;g>��êëVWg-5w%9rà��õ»-­Æ< 

6.2 23r¡ 

ÏÐG2,»-×{%æfçèé�À°Lö-s�%G���ççã�

���%0>æfçèé-��mª%IP�p-Démª%"êë-[��

¿y35 %äå�êë-ì;Egù"ùQ;%êëì;gBC-5 ¡(

¿Àù"ùLäå-ë�<lÕå�ÅZ- Yäå%ò9@ÛÜF`"I%ê

ë-[�>õ»-%Yäå©ªêëì;g=¾Â»%íî Yäåb9Â»-

'�*+d%}Öóô×{-�1¡Âc< 

òüªÛÜI%Ò�3-rs�2Ñ¡%G=rs· ã��<} ª'

Q<�m¡Ý?>áâ�P-st®¡9n�Å?Ñò?hQ^%¿a�3�

�É3³UÚÛ\²Eg-[�%=?Å$st®¡AL%�3-rsY��

°±Q^%a�Ñ¡-�3êë�àèéUí-[�>?d%Q=?m¡>H

· ±c-<À>?àë��3êëSË-³P�ÄÅ%�¦áâ-�PÓu

³P�%áâ�IJ- ®¿ÂZ<9ö®NìÚÛQÃ,h0P-st®

¡%êQÊÿ$?¡°c-��o¦ÀáâX-ÄÅ%a�öþÿ�QOÇ�

U11<=²��-±¦1´°»-jvêëì;g%>?�¾¿îï-Ä

Å< 

9ÛÜYêQ�L�>ü-m¡%· QðUh^®G�?ÑÛÜ<9@

ÛÜ:W Yäåæfçèé�ÅKfgQì;EgBC%Õ CCSIáâÛÜÅ

àG-±{%ÊË�ì;gÛÜ[��-j.9Ò;Æ%òHönì;gÛÜ

Åà°G?¸�<
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