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Abstract

Customer relationship strength (CRS) is one of the key success factors of customer

relationship management. Experiential marketing is one of latest marketing thoughts that are

held by many firms in order to react to the changes in customer behavior. It aims to increase

customer satisfaction and customer loyalty through increasing customer perceived value.

The results of the present study show that, using the customers of food and drinks shops in

Taipei as the sources of data collection, customer perception of experiential marketing is

positively correlated with CRS, both directly and indirectly. The indirect effects imply that

customer satisfaction, customer commitment and relationship bonds serve as intervening

variables between customer perception of experiential marketing and CRS. However, the

direct effect of customer perception of experiential marketing on CRS is higher than total

indirect effect. This indicates that there are other mediators that can better explain the

relationship between customer perception of experiential marketing and CRS.
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(Zeithaml & Bitner, 2003)

(Gwinner, Gremler, & Bitner,

1998)

Storbacka Strandvik Gronroos (1994) 

(Relationship Strength) 

Storbacka et al. (1994) 

Storbacka et al. (1994) 

(Antecedents) (

) (Akerlund, 2005; Barnes, 1997; Gwinner et al., 1998; Patterson &

Smith, 2001) (Experiential Marketing) 

(Experience Economy) 

(Robinette, Brand, & Lenz, 2001) Pine Gilmore

(1998) 

Prahalad Ramaswamy (2004) 

(Bendapudi & Leone, 2003)

(Jarrett, Wallace, Jarrett, & Keeling, 1996; Mano &

Oliver, 1993) (Storbacka et al.,

1994)

Storbacka et al. (1994) (Relationship
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Profitability Model)

1 

Storbacka et al. (1994) 

(Customer

Commitment) (Relationship Bonds) 

(Liljander & Strandvik, 1993; Morgan

& Hunt, 1994) (Liljander &

Roos, 2002) (Storbacka et al., 1994) Jarrett et al. (1996) 

Mano Oliver (1993) 

51

H7

H1 H2

H4

H3

H5
H8

H9

H6

(Akerlund, 2005)

Storbacka et al. (1994) 

(Constructs) (Akerlund, 2005) Storbacka et al. (1994) 

Barnes (1997) Gwinner et al. (1998) 
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Patterson Smith (2001) 

(Relationship Commitment) 

Akerlund (2005) 

(Cognitive, Affective, Conative, and Behavioral Loyalty) 

Storbacka et al. (1994) 

Storbacka et al. (1994) 

Storbacka et al. (1994) 

Swan Oliver (1989) 

Storbacka et al. (1994) 

Storbacka et al. (1994) 

Schmitt (1999) 

Mano 

Oliver (1993) 

Jarrett et al.

(1996) (Hospital Hotel) 

99% 

Woodside Frey Daly (1989) 

Swan Oliver (1989) 

52
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Storbacka et al. (1994) 

(Bove & Mitzifiris, 2007; Macintosh &

Lockshin, 1997; Too, Souchon, & Thirkell, 2001; Wulf & Odekerken-Schroder, 2003)

Bove Mitzifiris (2007) 

Moliner Sanchez Rodriguez Callarisa (2007) 

Storbacka et al. (1994) 

Gwinner et al. (1998) Reichheld 

Sasser (1990) 

DeWitt Brady (2003) 

(Liljander & Strandvik, 1993; Morgan

& Hunt, 1994) Swinyard (1993) 

Zeithaml Berry Parasuraman (1996) 

Schmitt (1999) 

Bansal Irving Taylor (2004) (

) (

) (
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) 

Schmitt (1999) 

Poulsson Kale (2004) 

Silpakit Fisk (1985) 

Kelley Donnelly Skinner (1990)

Mills Morris (1986) 

(Partial Employees)

(Harris, Harris, & Baron,

2001) Ennew Binks (1999) 

Van Raaij Pruyn (1998) (Attribution Theory) 

(Kelley et al., 1990)

(Dabholkar, 1996)

(Bitner, 1995)

Liljander Roos (2002) 

Gwinner et al. (1998) /

( )

Dellande Gilly Graham (2004) Mohr Bitner (1991) 

Auh Bell McLeod Shih (2007) 
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(Garbarino & Johnson, 1999; Mittal, Kumar, & Tsiros, 1999; Swan & Oliver, 1989;

Wirtz & Chew, 2002; Zeithaml & Bitner, 2003) Brown Barry Dacin Gunst

(2005) 

Dichter (1966) 

(Involvement) 

Schmitt

(1999) 

(Schmitt, 1999) Cermak File Prince (1994) Risch-Rodie Kleine (2000) 

Silpakit Fisk (1985) 

Pine Gilmore (1998, 1999) 

Zeithaml (1981) 

Datta (2003) 

Risch-Rodie Kleine (2000) 

Silpakit Fisk (1985) 

Auh et al. (2007) 
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Van Raaij Pruyn (1998) 

(Bitner, 1990; Folkes, 1984) Kelley et al. (1990) 

Lovelock (1983) 

(Baker, 1987; Bitner, 1992; Martin, 1996)

(Parasuraman, Zeithaml, & Berry,

1985)

(Murray,

1991)
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20 2

(Gwinner et al., 1998)

25~40

(Self-administration) 

300 244 

SOGO (Quota

Sampling) 65 

325 (

)

( ) ( Buffet) (

) ( ) 13 5 

569 46.67%

32 ( 10.74) 41,686 ( 19,681.25 )

9% 7% 10%

6% 10% 8% 5%

10% 14% 5% 5%

11%

(Scale) 

Storbacka et al. (1994) 

Maxham (2001) (Likert 5-point Scales) (5

3 1 ) 0.2

Cronbach's 0.82 (Nunnally & Bernstein, 1994)
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Singh (1988) 

0.2 Cronbach's 0.85

McMullan Gilmore (2003) 28 

2 0.2 (

) 26 

0.2 Cronbach's 0.91

39 

39 

0.2 Cronbach's 0.90

Schmitt (1999) 

0.2 Cronbach's 

0.89

Voss Parasuraman Grewal (1998) 

0.2 Cronbach's 0.86

Storbacka et al. (1994) 

Liljander Roos

(2002) 

Gwinner et al. (1998) 

(Core Services) 

Gwinner et al. (1998) / /

0.2 Cronbach's 0.94

Bansal et al. (2004) 

0.2
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20 2

Cronbach's 0.85

Pearson's 1 

(Structural Equation Model SEM) 

(Path Analysis) 

59

1. 3.92  0.46  1.00

2. 3.86  0.59  0.55***  1.00

3. 2.55  0.45  0.37***  0.18***  1.00

4. 2.97  0.61  0.45***  0.31***  0.24***  1.00

5. 3.51  0.36  0.58***  0.18***  0.34***  0.40***  1.00

*** p 0.01

SEM 
2=55.4891 (df=7, p- <0.01) RMSEA (Root Mean Square Error of

Approximation)=0.1043 0.08 

GFI (Goodness of Fit)=0.9981 AGFI (GFI Adjusted For Degrees of

Freedom)=0.9953 NFI (Normed Fit Index)=0.9922 CFI (Comparative Fit

Index)=0.9749 0.95 PGFI (Parsimonious GFI)=0.6001 0.5

(Bagozzi & Yi, 1988; Bentler, 1983; Bentler & Bonett, 1980;

Browne & Cudeck, 1993; Hu & Bentler, 1999; Jöreskog & Sörbom, 1993; Mulaik, James,

Van Alstine, Bennett, Lind, & Stilwell, 1989; Tanaka & Huba, 1989)

(Endogenous Construct) (Manifest Variable)

( =0.0311, t- =0.4070, p- >0.1)

(Measurement Model) 

2 2 
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( ) X1: 0.9540  0.0202  47.2026***

X2: 0.7765  0.0334  23.2192***

X3: 0.9278  0.0411  22.5940***

X4: 0.9469  0.0283  33.5032***

X5: 0.9411  0.0297  31.4869***

( 1)  Y1: 1.0000 --       --

( 2)  Y2: 0.9212  0.0351  26.0278***

Y3: 0.7699  0.0396  19.1288***

( 3)  Y5: 0.9261  0.0421 21.8453***

Y6: 0.9346  0.0483  19.9648***

Y7: 0.7603  0.0681  11.2640***

( 4)  Y8: -0.2117  0.0615 -3.4276***

Y9: 0.8939  0.0301  29.5767***

Y10: 0.9103  0.0294  30.9958***

1. H1: ( ) ( 1)  0.6356  0.0211  30.1289***

2. H2: ( 1) ( 4)  0.1429  0.0187 7.6801***

3. H3: ( 1) ( 2)  0.2475  0.0207  11.9673***

4. H4: ( 2) ( 4)  0.2669  0.0259  10.3124***

5. H5: ( 1) ( 3)  0.2784  0.0133  20.9823***

6. H6: ( 3) ( 4)  0.3001 0.0236  12.7102***

7. H7: ( ) ( 2)  0.4208  0.0109  38.6973***

8. H8: ( ) ( 3)  0.4813  0.0257  18.7544***

9. H9: ( ) ( 4)  0.5178  0.0257  20.1910***

2=49.3867 df=4 p- 0.01 RMSEA=0.0716

GFI=0.9998 AGFI=0.9967 PGFI=0.6786

NFI=0.9933 CFI=0.9806

*** p 0.01
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20 2

2 

( ) =0.01 Voss et al. (1998) 

(Composite Scale) 

1 (Ullman, 2007)
2=49.3867 (df=4, p- <0.01)

RMSEA =0.0716 0.08 GFI

=0.9998 AGFI=0.9967 NFI=0.9933 CFI=0.9806 0.95 PGFI=0.6786

0.5

=0.01 

2

61

X1

X2

X3

X4

X5

1 4

2

3

Y1

Y2 Y3

Y5 Y6 Y7

Y8

Y9

Y10

0.95

0.78

0.93

0.95

0.94

0.64

0.42
1.00

0.92 0.77

0.25 0.27

0.14

0.28 0.30

0.48

0.52

0.93 0.93
0.76

-0.21

0.89

0.91

2 

(Ullman,

2007) 3 

1 27.21% (0.1573/0.5781

100%) (Partial

Mediator)
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( 2 26.89% (0.1770/0.6583 100%))

( 3 51.15%

(0.1496/0.2925 100%)) 4 

46.08% (0.4426/0.9604 100%)

62

1. ( ) ( 2)

2 0.4208

1 2 0.6356 0.2475=0.1573  0.1573

0.5781

2. ( ) ( 3)

3 0.4813

1 3 0.6356 0.2784=0.0785  0.1770

0.6583

3. ( 1) ( 4)

1 4 0.1429

1 2 4 0.2475 0.2669=0.0661

1 3 4 0.2784 0.3001=0.0835  0.1496

0.2925

4. ( ) ( 4)

4 0.5178

2 4 0.4208 0.2669=0.1123

1 2 4 0.6356 0.2475 0.2669=0.0420

1 4 0.63560.1429=0.0908

1 3 4 0.6356 0.2784 0.3001=0.0531

3 4 0.4813 0.3001=0.1444 0.4426

0.9604
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20 2

2. 

0.9604 ( 3)

92.23% 

Pine Gilmore (1998)

Gautier

(2003) 71% 

Esgate (2002) Rifkin (2001) 

3 

0.4426

0.5178

Storbacka et al. (1994) 

(Bove & Mitzifiris, 2007; Gwinner et al., 1998; Moliner et al.,

2007; Reichheld & Sasser, 1990)
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( 2) ( 0.3001)

( 0.2669) ( 0.1429)

(Reichheld, 1993)

(Gronhaug & Gilly, 1991; Storbacka et al., 1994)

Lovelock (1983) 

(Baker, 1987; Bitner, 1992; Martin, 1996)

(Esgate, 2002; Gautier, 2003;

Rifkin, 2001)

( )

( )

(

) Storbacka et al. (1994) 

(Relationship Longevity)

Firat Venkatesh (1995) 

Lengnick-Hall (1996) 

Lengnick-Hall (1996) 

Prahalad Ramaswamy (2004) 
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Pine Gilmore (1998) 

Schmitt (1999) 

Gardner (1985) (Moods and Emotions) 

Tomkins (1980) 

(Convergent and Divergent Thinking)

(

) (

)

65
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