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Abstract

Customers carry multiple roles in the process of service delivery and productive consumption; in-
evitably there is a certain degree of customer participation in any service. In most service environ-
ments, customers together accept service or co-create service; it’s also possible for them to wait for
other customers to enjoy the service in the service environment. The customers are physically
present in service area in the above circumstances, which may reduce or enhance other customers’
perception of the service quality; in many cases, customers do even interact with other customers in
addition to people in the service environment. The basic content of this study mainly focuses on how
customer-to-customer interaction has an influence on customer citizenship behavior around the
relationship between customer interactions, socio-emotional support, instrumental support and
customer citizenship behavior. This study adopts questionnaire method and does empirical anal-
ysis for sample data through AMOS. The results reveal that customer-to-customer interaction has
positive impacts on customer citizenship behavior. Meanwhile, socio-emotional support and in-
strumental support act as the mediator between customer-to-customer interaction and so-
cio-emotional support.
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1. 53|

HERS NG MEHAERKR b, TG 2 M sUiliiE 25 3 k55 1 4 = Fifk g bk . Vargo Al Lusch
(2004)$5 i H& AN T 7 S5 AR AR R BR DU 2 A0 IR 55 e [1], AP BRI el “ DLASE A el
COABE AL, AT, BN R RN — S0 IR LS 55 15 5 LB ARG
AR OR, RS ONIRSS H AV b AN R R, R AR R R R AR TR R

25 5 25 (2015) K5 iz 18] BB MRy AERSS IR, AT 3R [R] =2 32 ik 55 AN B0, 8 3k o 7 it AR 55
MK RS, PASEEE AN B (I R T 13k b ivand . SCARWUE B A BBl A4S 5 7Rk
Rt A7 S T AT T [2] . [ AR/ BB AR A RAT A B B8N b, XS BURAT
NEFEAT RIS, B NG NAT N S AT N, Gruen (1995)F1 Groth (2001)i# — 5 & SCHB 2 AT
N, RN RAT NIE T A EIMT N3] [10]. JERFIFLET(2009)F XTHI% 2 RAT AR LA R 4518 —2
BT RGBT PV AT LA s RN E T R4S I B sl PR e BAT s =Rt TSR THE
S oA 1 B 25 S 4 7 AR IE TR R B2 [4] . Bettencourt (1997). Rosenbaum A1 Massiah (2007)4 2= 12, i
FARAT LR b —Fh B RMEAT R, B 5E 42 A RECREUY, il {3k, K= R
Pemi g5 (5] [11].

H AT & B A RAT N SCIE IR 2, AERARA A MK (8] B2 5 2 A [RAT R 5 2 A 1 9%
RIATIRANIR S, MR BUPR AT, AR, BA TS X RE 5 A i)

1) A A H B2 75 RE e 5| i A AT N

2) Jii (8 B A B R R IR A RAT N .
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2. CHEKERIT
2.1. MEEEZ)

Libai (2010)iA k)" S b f i 2 1) B2 5 B IR0 ¥ SRl A o 2l g 2 A e o 380 e i 2
TR A DG AR, Fah B RO AT 1) 5 4 R S B ) AT g 2t 5 A I 2 — 2 e o 1) R AT
BAZ[6]

FEXEF 7 S8 SO S, 58 250 U AU & Mk SC SRR, TEMBATTE R, 0% I8 H 34
(IR0 TE R 55 3 55 (O F2) o 2 1] PO A T He i, T2 “AEBIAIG 7, 1 HoAt i TL A1 N AR g« B
W2 AN

B i (8] BB 32 2] V2 RIE K, V2 0L KFEFAES A SRR B0, 38 I A W7 R SRR
B2 ) FL BN 4% %% ORI AR AEREAT 405, N3 1 BTR .

22. #EXH

Dunkel-Schetter #1 Brooks (2009)i\ Attox X RE&AE NPR B R AMER L . B, #eszifik. BERE
F TENEARIN AT (8]0 XA B A5 BE(2010) AL 22 SCHRER N A FI I T H R, JEAT T /0 R R4 [9]. M
FEESCRFI N AR R T LRI 2 DU AR R AL 3 i@ TR SRR AL BB E SCRE . (5 BV SRR DL TR 1
S HFo

ARSI FRAT TR S (04 2 15 R SRR AN T LM S 2 ORI T s Sk

221 HESBEBMIRH

Wortman and Dunkel-Schetter (1987)42 H FoAT3E 1T 4 2 52 B9 AL L S 5 @ SRS K, e 4%
A& R A AR S IS RF[12]; 15 Wellman AT Wortley (1990)iA MR 11 5K B 4: 2 1 33 B A P4y
BERR R pE 218 B RF[13] . U4 (2009) 2 H 4 AAITHE 578 Sl 7% (8] FLBIX A ), i 5 A i & (8] 1) &
TBEE B ZAMAAS T RE XTI A B0 . [ B DL ORI N (2 SIS BT e, AT TS SRR B e A
FEA SRR [14]: ATRERE RS B CRIMNME, RSO k. Tl i (8 B3, MARRECZF], B
SRR RS e . R, B N R

H1: B (8] B A0 T4 2 1 I SRR B S 1) T 1) 5

222. TAMXH

Jacobson (1986) 1A Ay L H 1 S Hr4 1) A2 af i S A7 T2 1) P ot B3I 55 25 355 Bl s N SR figé ke S B 1) [ 15]
Barrera (1986) MW\ Ay MASEBRIC R SCRE, & MARTE TG PR B 1 77 B2k B o] Bl S b it 1
BhAT A[16] . % 18] FLH AL A2 E B TR B AN R L B —Fh B RAT N, 0% 18] B3l m] LU AN 5 ANk
Z B SR BRI IB R e, BRI ERISCFE . TR 18 (Groth, 2005) 7R B : 4 AA1152 3
ok B HAl N B B, A TSNS IS IR XS5 [17]. i, FRATTAT LA 24 8 5 1] % A= S btk A48 B
B THM SRS A m, 45 ELATA, (EH k.

H2: i 8] EL Al T TR SRR 12 2 1 IE [R5

23. MEARITA

BEAE 2 = IR A R, o A IR S M A [ R 5 v BT o BB ey, Al OBk B DA RS
NFEETTHEGE B A RAT RAE QNG B M E AL E s B A G, 2R G BITG
BT 2% B R B TR AR BT SO U A RAT NEEAT TR, 0 2 For.
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Table 1. Some scholars distinguish the types of customer interaction
= 1 WoFENTHEEEHLERHX S
B () KI5y btk i H B A

TR H Bh# (Helpseeker; =Ezh 75 Bl # (Proactive Helper) Fl4k zh 1 45 Bl
# (Reactive Helper)

Parker and Ward (2000) fiaFi(Role Theory)  FahALF R B RN B FoRF B . EshBIH By R sh AL Bh

Mcgrath and Otnes (1995) B2 BT AR I A £

Martin (1996) i HBh BN L AE45 HH K HL BN AT 45 AH DG H 3

Harris (2000) B2 LA b R 55335 HANAEAEI H 5)
Gabbott and Hogg (2000) A A S HAMAEES 53

Nicholls (2010) JA 7 L Z)y N 2% EREZ). BN HE), & EE)

BERIRIR AR 1) AT T 4RI AR R (X4 5, 2014) BB [7],

Table 2. Some research and define about the behavior of customer citizenship

2. MOMRARMNTHELARITHNEREEXRE

S () % e

Gruen (1995) ARATN LR B AT R, EL 20 SR TR — i B

Ford (1995) BUSH AT BIEERRLLURIRS 2 A, LA LA 25 S SR
Benencoun (1997) B BTN TR, R L S EL R 26 R R £

. B 1 R0 T A RS s — 0, SRR T R ol

Groth (2004) BELARATAN s b fREsT

k2455 (2005) BAAREN  BUELEAERGTH L TS 8 IR 2 AR

» . BB “fesh” B, B AT, R T RS s

AL (2007) B A RATH BT, R At T4 SR 0 1 DL B R 45 K T B R

Bove (2008) BUEIASARTN  BUEERI. BT GERING . A ol 0 a2 004
I - T SRR T B VBT A LA R T IR 45 e ek R R AT
1589, LI (2000) BEARITA T 2 T 5 2 U B 452 IF T R

BORRIR: MBI 2 RAT NI R R SR ERb (W15¢,  2012)F4BE[18] [27].

METRE SCR R UAE Y, B A RAT VRS WA ER R — DRI B 32 RS AR AT
Ny AR TARM S, MBI ARZA R X TR~ RAT R TR A BRI 2T
LR, U G R SRR PR AR 55 5T R L UM KT By, S A A AT R MR R O A AR 2 [ 4R
IR EERX TN R ED TR S SR HER A T il X

B R R . BRALT R B R 2 B “B e B4E SRR 7 [19], EIXAHEAE 1, A4
A Byt A IS e B R A R K D A S AR5 B 8 R R AT, AR AT BE 2 e BTl — AR
IR, I FLIE 2 X6 A1 A8 AR SIEAT A0 5 ) T 2 8 T2 ) AP F AR T FRAT 9 OB Valariie H— SX fi
SR AE R W% WAL ARG I S A K, 2 AR 2 5 B 5 p s S AR
BMES TR fh N LA R il A\ 2 5 B i S B R (2011) . 35449 (2009) b4, 4 25 s SR T R
0y I A DA S R S I AR B 24 AT W TE U WA O 47 R 26 A - Bettencourt (1997). Rosebaum
and Massiah (2007)F 7ER ] Ak 2 AFBER IR 2 RAT NP ARG . ik, fRH A .

H3: Ah 2 15 ESCR B 2 RAT A B35 1R A2 .

TR RAR ARG T SCbridR By, W73 LB AmZ 5 EiiRBh. — TS5 E ki R4
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AT 5 BEAT BCE BT AN /NI NS 20 70 R A R I 2 B] 1) BB 32 AR IAE . 1) SR ABEIRSS AR RS
B 2) WIS 3) MRS RIANH B BE RARBUES ,  FLAR S 3h # Bh v #14% . Groth
(2005) & 3 24 52 At N AR WSCER 21 S BR b 1048 Bh 1 id o R A 88 1 T 1) Fp i ), ARAG AT e 2 Rl Ron 2234
A RAT A, BIIRHZA LT 1 B L SRR L A S HEFF Al NS5 . A IDe 45 (2014) AT R 6. T
HME SRR B SRR AT 25 T U P AR AR ) Co ARG W ST IR S5 LB e R R, X IER RAT
9P A IR T EE A [20]

DRI, FRATIAE e AR

H4: T HME SRR IR A RAT A B35 1E F 52 .

gr b, w1 R,

3. ARAZ*
3.1. BURESE /7R EE A

AHF 5 E BORE A B A A AL . RS IRE E, AT BRI, BREBIN T
{EREARGE R Z REAL, B USSR & fE 18 B by K B I N\t Ee s S v iy it 7 3047 7 O (e o e A 3 & i m) 25
220 132437 lal, &0 ik — LR EUA 2R 4 200 13, A RN 80%.

w2 3 BoR, 200 A B B, Gk 50%, &t 50%. AEEEY F 21~30 B ABERZ . 15 56.5%,
HKHZE20 ZLLF, & 17.5%, #5572 31~40 &, 5 155%, 41~50 %, 5 7.0, 50 ¥LLF, 5 3.5%. 7
AR b, W RARRS Y L £ (52.0%)

32. TEME

KRS T 355 2538 BT a 77k . % 0] B 2 M PEA5 4 1 X 38(2013) I 7¢, 18 H =ANiBA)[21];
Fho s B SRR B S HRER % T Doeglas et al. (1996) (A 5T, 4> RS T =ANEA)[22]: B A RAT
DI A VT (201) T AT, B = ANER)[23]. ARSI RS A5 SR A e Ry TR AR T A, RIRH
T - s ERRE. EREE, FE, AE, ARR, EEARR, JFHSE ST S 2 55T
R BRI T T IE S M .

4, MRS
4.1 EES¥E

AW TR 22 T H R T7V, 75 B0 AR B & e A ik B R IS JE AU A AT 3R . ARHIEFL )
{5 L Cronbach’s a REUERKL, % 4 P& Cronbach’s a REUEL KT 0.80 A EIbritk, RIAA
T FURT &AL B (0 5 B A B RS LK

Xof A4 P BEAT A0 A F R R S E e R T A A, E R AT 2 Amos7.0, ZriT 4R IF % 5 Fas: &l
BRI EEE R (1> 10.22), AR ERTHARECCT 0.70, UEY] T AR EEmEFTLRAE . AN
BRI SEIRPR Ay /df=1.25, GFI=0.953, RMR =0.027, RMSEA =0.036, CFI=0.99, NFI=
0.96, &MEIERBMRERBIRIE. AL 5 o IR H S B AL R EEERT 0.8, P77 Z i
KT0.6, UEHIIGIEE K 7 73 B R i) B B I N E T R . 3¢ 6 H R DU H VB E AR & 1 X 8 A
B TR R, XML FR T EREE T TR, KT AT B A K R AL

4.2. TN 5RIEKRIE
T Amos7.0 AT 8T, SIS IR RSRIG IO MR K . ST FEETIIE s 7 Fix,
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Figure 1. Research framework

Bl 1 WRHESR

Table 3. Basic sample information distribution table

3 HAERBEEDHR

FEAHL Bk
el 5% 100 50.0%
s 100 50.0%
Fe 20 ZLIF 35 17.5%
21~30 ¥ 113 56.5%
31~40 ¥ 31 15.5%
41~50 % 14 7.0%
50 H UL 7 3.5%
SRR KEUTR 26 13.0%
N 51 25.5%
AFE 104 52.0%
i 12 6.0%
WAL, L 7 3.5%
Table 4. Reliability test results
4. EEREER
TR & IE 1 H L SRR Cronbach’s a &%k
i 16 H.3) 3 BA3E(2013) 0.81
AL I S 3 Doeglas et al. (1996) 0.88
T A 3 Doeglas et al. (1996) 0.91
i A RAT N 3 JE4)(2011) 0.83

TUE BZAR A ] DL DARS 384 1L o

gh LRI 8 Frow, e I i 2 6] B30 v] DA SR AT A & 15 8 S RF (g = 0.71, p<0.001), [FZit
o TR I A B B T DUt T SRR (B =0.61, p<0.001), iE#d TR 2.

ST A BRAT N bR, TR R R A RAT A BE R EREZWEH(S = 023, p <
0.001), [AFE, 1B SCHRRXT A A RAT N A BE M IE RS H(p =0.33, p<0.001), ik 3F
s 4 132
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Table 5. Confirmatory factor analysis results
=5 WIEMEFORER

BEA FRHEAL A A t1H HMIEECR) P77 ZEUE (AVE)
i 1B B 5]
1.3RAe0s 5 1 B b3 A Hodth 2 5UR @ A 0.84 - 0.81 0.60
2. 30518 B b N HiAth 2> SURH AL Rl 0.73 10.16 ' '
3 185 s NI — L5 2 L EFRIR B IR R 0.74 10.27
L ERH R
1 A2 5 55 B2 o iR IR 3 Al 0.83 - 0.88 071
2. 18 5 g LK 2% DAV T2 e 0 AR 0.86 13.63 : :
3. 18 5 s BN 22 DA 4 A5 R 0.83 1313
THHER
1. A2 522 14 B G BAT M R U 0.79 - 0.92 0.79
2. 15 TSR — LR, iR A S 0.99 15.91 ' '
3 MBS BN A AT — SR T 0.87 14.38
B ARITH
1 HESRE RSN, R INEH B 0.86 - 0.83 0.62
2,385 H Bk B B A (¥ HL A 2 5% 0.75 10.51 : :
BREF AR K R EALIX KL S5 0.75 1051
Table 6. Descriptive statistics and correlation coefficients
= 6. IR REX R
BEA 1 2 3 4
1. A HE) 0.77
2. LGSR 0.54™ 0.84
3. TRM R 0.42" 051" 0.89
4. EARATH 0.39" 0.40™ 0.41™ 0.79
BIE(M) 3.78 371 3.67 3.59
FrifEZ(S.D.) 0.71 0.78 0.81 0.71
“p<0.01, FEXIHLE AVE BT R,
Table 7. Results of hypothetical model fit
F 7. BRRBENEESR
e LG R AE B E NS
7N
3 Zldf GFI SRMR RMSEA PNFI PGFI NFI NNFI CFI
PR bR U <3 >0.9 <0.06 <0.06 >0.5 >0.5 >0.9 >0.9 >0.9
BRI 5 1.69 0.93 0.054 0.059 0.71 0.60 0.94 0.98 0.98
AT FRAR FRAR FRAR FRAR FRAR FRAR FRAR FRAR AR
Table 8. Hypothesis testing results
7= 8. MIgHRINER
ik KA FritEAl 2L t gh R
H1: B [8) B 5l — 4k 2 E 1t S 1E 0.71™" 8.21 CHF
H2: iz ) B3 — T AV SRR 1E 0.61™" 6.54 P&
H3: AL BN SRR A RAT N i 0.33™ 417 SR
H4: TAMSCR R AR N iE 0.23™ 3.64 SCHF
“p<0.001; "p<0.01.
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5. AR5 RR
5.1. FEMRLEL

1) B ) EL A0 b I SR A R E I IR 0 . AR YA R IR SS RO R o, B 2 TR i
BEAT BB [RE A, Wi 5 B ARE SR, A A B 4 SRR 32 B4 5 52 AN 2 S5 AR
R EG,  JERINEISR B AP BB IS RE . B A EL B, AN N B2 SRR B F A 2 A IR SO it
R, U (] EL B A 2 i A SRR IE AR

2) B 1A HA TR SCRAA R IR AR . IRSTIABEN, Ui B 93 REWs e T BRI L3, 4
SATE) B LA S R A AT N A B AR AR B, AR el 2 S i s PR e sl SR i,
GriRULRIK B A SR BERI SEBVE A BIAT v B 2 W) LA R L By, 32 BIOR B AN AR AR SRR
M. DRI, R ) EL Bl TR SRR A IR A A

3) AL BB STRIR IR 2 RAT A B3 MR R . A SCE R 5 b M RITHR &R, i
UR R I BOR B AR B e . BRSNS R SR, SR A S 5 B 5 B
FUR BB R, SN s A 28 U A AT RAF I DR A o Ao I R SRl Ry, B S 0 IX 5K fi
SRR R, A G P IR A RAT Y. AT, A 1R R SRR B A RAT R R IE R
i

4) THESCRERBI A RAT A BE IR0 . RS2 RS MR b, B 2ok B FoAd iz
St TR B IR 55 R B B SR SEBR R B, 2R 5 P AR~ RAT O, A O B 55 i
W FL RN, AR 2 A e B — SN TR, AT SE AR 3 sl i 2 3 B Al .
B PPR B AN TSR A B, W SR 5 P R o~ RAT 9, BRI, TR SRR 2
AR

52. IRBR

i 2 RAT N — H A AL 2 AR . FEUME A RAT AW R 35 2 2 T Al AR A 3L [H
JeiE . Paine JB Al Organ DW (2000)#5 H B 2 [RAT N2 M IR1S Se A0 S5 1 — Fh 526 [24), TERRSS A
FERNR R, A B] B A AR I B A B (AU AT e, xR B R A R A, R B
K EAMIIE B SRR, STINE EMRIE R A RAT A FR, B ) B2 s mm 3 THE ML
R, B I ) HA I 2 S R O Bh A IR K IE R, SRR iiE A RIT N, e m e 4
WSS K E Tk, Bk, Wu Fl Zhang $2 H (2010) 5 48 35 2 18] H.5h, b gL 208 245 15 58 AR
et ffy €4[25], Baron (2007)4 Hi A Mk AT ZH 23R 125 DI IR s 2% 6] () FL 0y, 4 Ll N R 1) 4 A 7
[26]; [AIEF, DA SSOEW AL G, #— P e R A BE) . el B, TR SR LA
ANBAT NIIAR I TS, SEAF R B Ak, A A2 IR S ok, BB .
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