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)PSBC ( .1�� %$�� ���'� �� G�HI! � �2 �� �-�� ���* J�'A�K� �#��	 G0�L �� � M���5�61���* PSBC  �,��� �$

 4��B�N	 >�B1,,� ?�@�O���B  .16$ ��M0�  �'A�K�M�,P(6  >�B1,,� ?�@� %�B10$ ��Q�! �����R �#�	 �	
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60 (M# 4�# 5��� $�B "#� %1;�� . >��� V0��� 16$  �� �#�#� �W,� �# O��� 5���� �	 �,�W� 1��	 �$

PSBC :"#� ��XB ��Q�! >�B$���A�# >�B1,,,� ?�@� O���  �$ %1; "��0�$ O��� .%1; "��0�$H���	  � ."(�Y

.1��	 �����0  M0� �	 %�Z[PSBC 1,,� ?�@�"����� �	 C�\�! �� %$���A�# >�B  ]���� �$ �H� 5��0� � �[�(���
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1- !��"� 

,,,� ?�@� "�(6� �� �	�0����	 >��01��6 �6�`* .1,��6 %�B_ �(0�$ >�B15  �� ��	 �$ %1; /�
�� "',3 %$���$

 ���2"#� M0� �� _ �6$ $�# � "��; ��10�* 1;� ��; �	 > J1 �	 �T�� "0�(2 13�$>�0���� ��6��E��6 �0 �
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$��$ �'� �T; �	 �� 5� ��U �� >���0$ M�	 �$ 1��	 V0��! �	*1���$� )Reichheld, 2003 .( �6 ����0�L �	 �	�Y �

 5� �S2Z����61�� > �� 1 "0� � ��2 � 1��	 �0�@! �� �!�D� >�6$ �	 >�6$ a�DW! � ���	 $�# �,�	 ��* �$

 1;�$��$ ���Y .J��bY � �	�
! 5�� �� �� 1��	 5�[$� $��� ��W�[� 101� >�B1,,� ?�@�  M���* >�B1,,� ?�@�

) 1,,� �� �	�0���Filieri, 2015) ��	 c0 .(�-� ����	  � ��# 4�*>�	�0����	 5��	.  >�B1,,� ?�@�%$���A�#  ��

 �� 1�� �� M�(�! 1I�� �D� .1;�	�$ >�,�� �6  %1I�� JU�0� 5U�	 $����65  � 4�#����	.  �W0�H! d@�1���$ 

 5����E� �� 1,,� �� "��0�$ � 4�# �!2050  �	�\ 5�6���� "�'(� �� /��-R c0 �� ��	 �� ��T�!$�$ 1,6��E 

)Uncles & Lee, 2006; United Nations, 2008)J�H�HI!  .( 5����	 �� 1,61�� >���  >�B1,,� ?�@�

 %$���A�# �	 ��0�H� �$>�0�! �6 $�E �! >���.  � %$�	 �!��$��� 1��	 �	 "W�� >_ �	 "W�� � 1���$ ��L�[ ����	��

 �T,0� 4�(�2�5��	  $�E $�(�[� $��� 5�61��	 5����	 �,0N61,,� "E�$�*. ����	"#� )(Amatulli, Guido, & 

Nataraajan, 2015; East, Uncles, & Lomax, 2014; Jahn, Gaus, & Kiessling, 2012) .( $����

 %$���A�# U�('� �� 1��	 �	 "W�� $�E %�B10$ ����'! JZ �	,����_ >�11���B �� > ��� M0� ��  >�HHI� ����	 ��

1,� �� 4�# � M# �	 GWK,� 5�6 "#��# >�6��E )Wang, Ma, Hsu, Jao, & Lin, 2013).(  

 %$���A�# >�B1,,� ?�@�U�('�  �'�����1�  M0� �� ��* � %$�	 �KH� >��,[ �	e����  5��	 �	 ��	�� J�H�HI!

 ��� �	 1��	 �'��� ����) 1��Muniz & O'Guinn, 2001) �'��� .( �[�(��� 1��	 >���1�#�$ �� �6��B �	 %�B_

 �� $��$ %��;�1��	 �	 >�;� ����	�� F�#� �	. _ JU�@I�,0�(� .>_ 1A�� $�-� �0 /� �	�0����	 >�B1 .>5���E�# g	��� 

) 1���$McAlexander, Schouten, & Koenig, 2002)H�HI! .(�� >��� J� �� 161�b[� �[�(��� ���'! 5

��01T0 �	 1��	 �'��� h�DW! �	 �
,� J�>�6$ �	 >�6$ "W^� ._ .101� >�B1,,� ?�@� 5��# �[�(��� � O��� ��R

 5�6 ��#�� �� �;�* 4�@I� �$ �6�!�� �0%1,,� ?�@� J��1E 5�6 �#�#� �	��	 �$ "���H� ..��_  �$ "�����

�	�0����	 � $�
0� .>���_ �E � 4�@I� 5�6 5�����10  gW!�� 5�6 ��(  �	).$�; �� 4�@I�(Algesheimer & 

Dholakia, 2006; Dholakia & Vianello, 2011; Muniz & O'Guinn, 2001; Schau, Muñiz, & 

Arnould, 2009; Zhou, Zhang, Su, & Zhou, 2012)..(  
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 ���B�# �0 %1; 1��	 5���I� 5��
� 4$�W! �$ N��?�@� M�	  >�B1,,�$��$ $��� 1��	 ]���� )Muniz & 

O'Guinn, 2001(. 6 )0��#� ���'! O�� "R i,#� � /��B���,0� .j�	 )�� 1,��� �[�(��� 5�6 �TW; 5

 �	 1��	 �� >�;� �	�
! 5��XB j���;� �	 � >�B1,,� ?�@���01T0  >��B$ �� ��E�#"#�.  �6 "��;CD\�  ��S,� �	

�	���#$  �6 %1,,� ?�@� �	� �� �[�(��� 5�6 ���# "#� MT(� � 1,,� �� %$���#� G0�L M0� �� >�B1,,� 4�W�$

��$���1���� "#1	 �� 5.  1��	 ]��������B �T; �[�(��� 5�6 �TW; �$.  �� 5� ���$��W�[�  ���#�$  �� GHI� ��

��#� 1 ��� M0� �� 1,� �� �01W! g	��� "0�01� � %1,,� ?�@� >$��� "#$ �	 �$ 5�Q�� 5�6��N	� �	 �� �-�� �� ��

��,# k�L "��� �0X* >�T�� )Brodie, Ilic, Juric, & Hollebeek, 2013; Zaglia, 2013 .(J��3 �6 �$ 

 �	 5��
� ]���� l���1-'�� � 4�'� >����2 %�W��.  �	 �	 ���! 5�WY� _M0Z�.  � j�,A�6 ��A�R ��� 51,�* �T��

 �	 �� 4���
0$ 5���I� %��	�$ >�B1,,� ?�@� >�N��$��$ 4�W�$.  O�0X* � 101� 5�b[� M�#��* �	 5��
� ]����

m� � +,6���	�H�� ��W!�� � ���'! 5�6 /�.  %$���B!.1��; �� �  

 51'	 �K#.e�N���  1��	 >�B1,,� M��I! �� "#� 512 �0 () 1��	 �'��� ����� "A�2 �	>�B1,,� ?�@� ��0$  1��	

 51���* ����W(6 F��2�) 1,,T��Carlson et al., 2008) �� 1,6$ �� �� �! >�B1,�0�� .(" 5���� 1��	

 ��;�XB j���;� �	 5�6 �6�B� �0 ���([ g	��� �� ."#�-�� >$�	 �'��� F��2� "�* ���I� %1;"  �I�3)285 .(

 ��0� 1��	 �$ �� "#� 1��	 ��0$ >�B1,,� ?�@� �	 %1; j�$ ����	�� c0 M0��	�,	� ��;�$  �� �[�� n�6 �0�* �	

 .����! M0� �	 ���! �	 ."��� ���'! �0 �K	��_"#� MT(� 1��	 o�E 5�6 �B`0� �0  "0�H! ����	 �� 1��	 �'��� )2

� >�B1,,� ?�@� �0� p1,  5���$PSBC  �	 "#$ ����	 "#� MT�J���	  ]���� �$ � %$� 1��	 �	 "W�� $�E �YZ[

 "#� M�,R �B� p1,,� "��; 1��	 �0_� "#� MT(�G0�L �� �� 1��	 �� ";�$�	 >��01  �	 �	�0����	 J�L�W!�� �	 N��(!

1��	 O���.  ��^�� $���� J�H�HI! p1,6$ ���Y ��Q�! "I!PSBC 1�� ����B �0$�� �� ,! � %��	�$ $���� �'A�K� �-

 .e�b�� O���,�W�  �	 c0 >��,[ �	 �� 1��	 5����/1H� ���[ "#� %$�T� F��	 )(Carlson et al., 2008).(.  

2-  !���#	
� !�$�% � &�' 
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1-2- �	�� �
�
�%�( !)�
*  

 �	 $���� �� $��1,* �� �[�(��� "0�6 �0�S� �� �	 �� �����0$�	���  .1,��6 � 1��; �� �T0 � �6 %��B �	 M�#��* �	

 .]����)2  �[�(��� "0�61���_ �� $��� �	 �� )Tajfel & Turner, 1986 GD'! )2 �	 �'��� �$ "0�b[ .(

! � %��B $���� �	�B �� l��E $���� �	 �,�#��E J��� �� q��� %�$�; ��0$ 5�b[� ���$ �	 >1; $�1I� M0��	�,	 .

 g#�! �-,! "#� MT(� � %$�W� 5��� $�� ) $�; "��0�$(Tajfel & Turner, 1986).(  1��	 ]���� �	 /�-�� M0�

1	�0 �� O���B.  "�TA�� ('� 1��	 5�6 >��,[ �	 >�B1,,� ?�@� g#�! U��r�(  M��0�E  "0�6 %1,,� �W!�T� �

) $�; �� ���0��� >���0$ 5��	Belk, 1988; Schau et al., 2009) >�B1,,� ?�@� �� �b'	 �� �A�2�$ .(

$ "#� MT(� >���0$ .1,6$ �� >��� 1��	 ]���� � 5��$��� 5�6 �����	 �	 M�#��* G0�L �� 1��	 �	 �� $�E ����WA

 �K	�� c0 �	 ���3� 1��	 �	 ������� 5��
! "�6�� �\� �D[ .1��W	 �*1��	 ]� �0�b[� M�	 5�Y �	�H�� 5�61���* .

 $��� �	 1,;�	 %��E��E %$����E c0 ��W; "#� MT(� ��) 10� ��(Muniz & O'Guinn, 2001).(  

 :1�� %1; ��T�! N� �# �� 1��	 ]���� ��,# �T; �	1 j���� �6�B� (2 /�#� � J��0��! (3 "�A��� )2 (

) �YZE�Muniz & O'Guinn, 2001) ��01(6 �	 � 1��	 �	 �� �b[� �� �!12� �'(� )2 �	 j���� �6�B� .(

�L�W!�� .$��$ %��;� 16$ �� 1���* JYZ[ �$ 1��	 �'��� 5�b[� >���j���� �  � ��0$ 5�6 1��	 �	 "�A��� .1��	 �	

 G�HI! .$��$ ��0� ����E $���� �� %��B �E�$ $���� M�	 %1; j�$ J���!>��� �1��	 �'��� 5�b[� �� 16$ �. 

�,���� $�(� >��,[ �	 �� "��; >1�$��� �� 1��	 ����0 O���B 1-'! � $�(�[� F��2� )McAlexander et al., 

2002 �b[� M0� �	 %�Z[ .(5��$���  �'��� �	 "W�� �� $�E �$ "��; F�#� �	 �� ��0$ 5�b[� 1-'! � 1,,� �� ���	�

,� �� �	�0��� 1��	 /�#� �0 � J�(#���_ �6 $�B ��S,� �	 �6 >�T� M0� .1, �b[� >$�� �$ )2 $�
0� � 1��	 ��R �0�

�,R .1��; �� %$���#� ",# � �'���m� 1,��� j���� 5�6����� �!�Y��!� M �b[� M�	 �$ �� >�	� � �;�* 1 V0��!

$�; �� 1��	 �'��� "0�H! s[�	 � %$���� )2 "0�-� �$ .t �	 "W�� �b[� g#�! %1; j�$ /�NA� �	 �YZE� "�A�

 ���WDL��$ $��E��	 1,��� ��D��� 5�6 O�� �	 �� $�E �6��E��6 1,���! �� �b[� .1,� �� %��;� 1��	 � �'��� �$
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_ .1��	 >�B1,0�(� �	�H� >�6$ a�DW! � �'��� �	 101� �b[� >$��.1,,� ���	� "W^� >�6$ �	 �� ��1�� ����	 $�1'! 

 J�H�HI!0�S� � 5�6 ����*"0�b[ 51'	 V0��� 5�� �	 1��	 �'��� M � %$�� NT(! M�,P(6  ���!�(� ����	 �	 

%1,,� ?�@� M6u �$ 1��	 ����WA$ /�-�� "#� %1; M�E�# �6��� G0�L �� �� $���� ���$ G�HI! M0� �	��,�� .

 ]���� �	 "W�� ������ )* 10$�B %$���A�# >�B1,,� ?�@� �$ 1��	 >���0$ � >��A��� .16$ �� O��1�1H�'� 

 ��PSBC  �� "#� 512 �����	,,� ?�@�1 ���6�B� J��3 �	 %1(  � 1��	 �	2 �	 (���B1,,� ?�@�  �� 4�@I� ��

�E 1,,� �� %$���#� >� �� �0 5��10 1��	 �	 >1; �T0 �,'0 .$�; �� �T0>�6u� .51�0�! �6 �� ��*  ?�@�

 >�B1,,�PSBC  �� ��01T0 �	$��# �� 1I��. ��1H� M0� �	 %�Z[.  M0��6�`* �#��	 �	  �	 �,�W� 1��	 O��� ��Q�!

 5�� �	 5����PSBC .$��$�* ��  

2-2- &�+,� �� ��+-� �	�� .#�
  

1��	 O���  �	 5���� �	 �,�W�"J����� ��Q�! 1��	 �	�0����	 �	 %1,,� ?�@� v#�* 5�� �	 1��	 ���$"  $��$ %��;�

)Keller, 1993, p.2 �W,� �� 5$�1'! �6 w�R��-R �� �E�	 �R�B� .( 5���� �	 �,�W� 1��	 O��� V0�� 5�6 1,���

 "����%1; ";�$�	 )PQ) �,0N6 5��	 %1; j�$ O��� (PVC (�� q��� �� 1��	 �����0 �) 1,,TAaker, 

1996; Keller, 1993); 5��B %��1�� �0 5��# /�-�� 10�	 ����R ���E�# �T,0� %��	�$ .( $��� 5�S� k��!� .$�

 .$��1� 5���E�# 5�6 41� %1,,� gW!��	 ."(�YO��� �� ";�$�	 � "���� �� ";�$��D�#� %��
�� 41� �0�* �	 . - 

 41� M	� .1��$ ���Y ?16"#� 1H�'�  �$ e�N��� �� ��D��� y�K# �$ �� 1��	 �	 gW!�� J�[ZL� %1,,� ?�@� ��

�S��2  %��Eu%$��  �� J�[ZL� M0� �6 5��B ��(@! /��,) 1,� �� ����E���Zeithaml, 1988)>���1��L .(  M0�

41� � ��-z� � 5$�TD([ 10��� �	 ��	�� 1��	 e�N��� �! M�0�* y�K# �� 1,,� � ."#� 1��	 "�TA�� �D([ O��� �0/

 �� "#� (�	�
! �0 M0$�(�) 1��	 %��	�$ �! �@�; J��	�
! ����0�(� e�N��� �!U�	 y�K# .)T[�	 � ��1���$�0 �	 �6

�6 ) "#� 4�3�A� �-#Netemeyer et al., 2004).(  
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) %1; ";�$�	 "����PQ �	�0��� ( �� 5�!U�	 �K# � "#� ��0$ 5�61��	 �	 ��0�H� �$ 1��	 �W�� O��� �� 5����

) 1,� �� >��	 5$�	��� "���� �	 "W�� �� e�N���Netemeyer et al., 2004)";�$�	 O��� >�B1,�0�� .(  %1;

) �,0N6 5��	PVC :1,,� �� d0�'! ���[ �$ F�#� �	 �61��	 �H�WK! �	�0��� >��,[ �	 �� (�	 ���! �	 �D([ O��� 

JXA �	 ���	�� �0/�1��	 �� 5N�R �R . 10� �� $��� �	 >� >$��� "#1	 5��	 �.  ���	�Y 10�	 5N�R �R .>���) $�;

# �$ �R�B� .(OZ! .�,0N6 e�N��� dD��� y�K-�� 5��# /� %1; ��� G�HI!�� "#� M0� �� ���2  >�B1,,� ?�@�

 M�	 N0�(! �	 �D0�(!PQ  �PVC ) .1���1� 1��	Aaker, 1996)) M(��m� � j��	 �{6 .(1985 �� 1,,� �� sI	 ( �	

 %��	�$ G�Y$ 5�6 J��bY ��S,�PVC  . j�$PQ  �� �0N� � %$�	 5��� "5�6 ����0�$" PVC $�; �� w��I�. 

) >���0$ � ��(�� M�,P(62004 (1,,� �� >��	  ��PVC U�	 �K# �$5�!  �B`0� �� �W���! �6 �	 "W�� e�N��� ��

) �6 "0N� �0 �6M0$�(� .�	�
! .5$�TD([(  � $��$ ���Y  %1���B �	 �$ M0��	�,	PQ ."#�  

) ����0 O���B $�E >��,[ �	 �6 �0���$ >10$ �(01Y ",# GWLBelk, 19881��	 5��# �T0 �0�S� ( - ?�@�

 %1,,� "#� 1H�'� $�E d0�'! �	 �61��	 c(� �����R F�#� �	 �-,! �� �� M0$�(� ���'� >�B1,,� ?�@� ��

����$.  �[�(��� $�E �	 �-�� c(� �TD	 �61��	 �	 .1,6$ �� 1���* /�	�0��� ���;)  �	�
! � c�DW(# 5�6 "W��

�$ (1��	 �� ��0$ >��	��� �
,# ,'� ��E�,; 5�	��� 5�6 "0N� �! 1,��6 F��#$ �	�Y ����	 .�6 �,0N6 � 5$�

61�� >��� 16��; �� 11��	 �	 ��L�[ 1���* >$�	 ����	 /��,[ �	�	 ��(� %$���A�# >�B1,,� ?�@� .  C0�'�

) 1,,� �� ���! 5$�����Carstensen, Fung, & Charles, 2003; Sikkel, 2013 "#� MT(� M0��	�,	 .(

"W��  %��	�$  M0$�(� 5�6 PQ �PVC ����WA$ � %1; ";�$�	 O��� �$  %$���A�# >�B1,,� ?�@� 1��	 �	

.1,;�	 ��;�$ "A�E$  

 �6 %�B10$ �� 161�� >��� G�HI!1��	 O��� %��	�$ �,0N6 �0/ �.  �K#1-'!  %1,,� ?�@� g#�! %1; �	�
! �$

) 161�� ���Y ��Q�! "I! �� 1��	 ]����Brodie, Whittome, & Bush, 2009 ?�@� .( 5$�0� 12 �! >�B1,,�

 4�(�2� � 1,��6 1��	 �	 1���* 1'��� ����	 %$���A�# 5�6 %1,,� ?�@� �3�@�� .1�� ���� ��� 1��	 5�6�[$� �$

"#� $�0� �-�� �$ 1,61�� >��� �,0N6 5��	 5$�0� O��� �� �0�61��	 �	 ����	�� )Charles & Carstensen, 
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2010; Jahn et al., 2012� �� �0�61��	 |�IA M01	 .(�� �r��� �,0N6 5��	 5�!U�	 O��1,61  g#�! "#� MT(�

�� M0��	�,	 � 1��; w��I� ����	 >��W6� >��,[ �	 %$���A�# >�B1,,� ?�@�_ >��	��� � 1��	 M�	 5� �K	�� C� >

 O��� � 1��	 O��� �	 ��	�� 5�6 %�B10$ 4U1�#� M0� F�#� �	 .$�; g	��� � 1��	 �	 �,6u ����WA$ 10�	 �,0N6

:�(#� �T; �	 .1,6$ �0�N�� �� �T� �6 $���� �	 %1; j�$  

!�$�% 1 :PQ /PVC $�  �	 ��W^� �K	�� %$���A�# >�B1,,� ?�@�PSBC .";�$ 16��E  

 N0�(�� C�Y� 5�61��	 �� 1��	 �� 512 �0 1��	 �����0 %1���B�	�$ M�,P(6 5���� �	 �,�W� O��� N�� $�; ��E�,;

5�6 �W,� 1��	 �����0 .1;�	 �� _ >�0���� �� �� 1��	 O��� ���N�> ���! ��S� �	 � ��3� >��,[ �	 �� q

 �� >���	 �� 1,61�� ����! �� �0�61��	 >�B1,,� ?�@� �� 1,� �� $�-,��* G�HI! .1,� �� d�3�! 1,61��

��! M0� � 1������ ���Y "	�Y�E 5�6 5��B ��(@! �$ ��_ 10� $�; �� >�0�(� ����	 �,0N6 "E�$�* �	 �0�(! � �-�

)Netemeyer et al., 2004).(  � �!�h�DW! 5�6�[$� �� U�('� �����0 %��	�$ ��Q�! �� 1,,� �� %��;� >�B1,�0��

��	�
!_ �� $��� �	 1��	 %��	�$ �@�; �!.10 _ >��,[ �	 U�('� �!�[ZL� M�,R�� %$�# 5��	 �,0��1,0��� >$ 

r�Y J���! � 5��B ��(@! >1; �T0 �[�(��� "0�6 �0�S� �� ��#�E�	 ."#� %1; %$���#� �61��	 M�	 >1; �

%1,,� ?�@�-  g	��� � 1��$ �� �1Y � ��E�,; �� ����0 5�61��	 "A�3� %1,,� ?�@� �� 1,� �� $�-,��* 1��	

) $���� >��	 %��B �$ "0�b[ G0�L �� �� 1,� �� $�
0� 5�Y ��L�[Keller, 1993; Lam, Ahearne, Hu, & 

Schillewaert, 2010 %$���A�# >�B1,,� ?�@� �$ G0Z[ M0� �� 161�� >��� G�HI! .(���	"#� �! �-�_ ��0� .

`0� �	 5����	 "�(6�) 1,6$ �� 1���* 4�@I� �[�N��� 5�6 �BCharles & Carstensen, 2010; Jahn et 

al., 2012; Sikkel, 2013)��	 %�Z[ .( N0�(�� J�@��� � �B`0� �	 %1; "WQ 5�61��	 �� "#� %1; q��� M0

 >�B1,,� ?�@� 5��	%$���A�#  "�(6�) 1���$ ������� ����	Lambert-Pandraud & Laurent, 2010) .(

4U1�#� M0� �0�*�	.  ?�@� �	 ����� 1���* %1,,� ?�@� 12 >� �! �� $��# M�'� �� 512 ��(�Y �! 10�	 1��	 �����0

:�
��� �$ .10�(� F��2� 1��	 >�(6 >�B1,,�  
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 !�$�%2-  �	 ��W^� �K	�� 1��	 �����0PSBC .";�$ 16��E %$���A�# >�B1,,� ?�@� �$  

PSBC  �R�B� ."#� 1��	 >�(6 >�B1,,� ?�@� ����B �T; ��L�[ � �#��2� G0Z[ �����	PSBC $�E 5$�E �	 

� ."��� �[�(��� ���'! n�6 1,����� "#� M(TPSBC  �	 G0Z[ ��T�! � 1�0�!  �	 "W�� �� >�B1,,� ?�@�

 1��	 �[�(��� ]���� �$ "��; G0�L �� >����# M0� �	 %�Z[ .10�(� C�\�!PSBC  �� %1,,� ?�@� �$ 1��	 "A�E$

 $��� >�6$ a�DW! $�E �	�� �	 � 16$ �� ���Y 1���!�	 $ �� �0�N�� �� 1��	 5�6 �#��� �$ "����� � "W^� >�6$ 16

)Carlson et al., 2008'! �	 %$���A�# >�B1,,� ?�@� �I� M�(6 �	 .(_ >��	��� � 1��	 �	 "W�� �L�E GD > �	

$�0� 4�(�2�  "(�Y5�!U�	  5��	 "0�(2 � $�E w��2 >$�� 4�'���  �,�W� O��� M�	 N�� �K	��� .1���$�}	 �'���

 1��	 5���� �	�	 5��	 ����	 �,0N6 "E�$�* �	 �0�(! �) "#� %1; ���Y�	 1�Netemeyer et al., 2004 �0�(! .(

"E�$�* �	 >�B1,,� ?�@�  ����0�(� 1��	 �	 �!U�	 "(�Y"A�2 �$���_ �� 512 �! ."#� 1��	 �	 101; 5� �,0N6 �-�

	 G0�L �� �� 51���* G0Z[ . .... 5�!U�PSBC $��� �	 �-	��� �Q� "#� MT(� "#� %1; ���Y�	 _1��� �3�@�� ~ ��

_ �� �
�PSBC  �	 1-'! �	 "W�� 101; J�#��2� �	1��	 $��$ ���#��* )Carlson et al., 2008�� M0� �� .(:  

 !�$�%3: PSBC �0�(! �	 ��W^� �K	��  1��	 �'��� J�(#��� �$ "��; �	.$��$ %$���A�# >�B1,,� ?�@� �$  

 !�$�%4: PSBC 	 �!U�	 �,0N6 "E�$�* �	 �0�(! �	 ��W^� �K	�� >�B1,,� ?�@� �$ 1��	 �'��� �$ "0�b[ 5��

.";�$ 16��E %$���A�#  

) 1,6$ �� ���Y ��Q�! "I! �� $���� ����� � %����� $�E ]��� 5�6 %��BTajfel & Turner, 1986) ����� M0��	�,	 .(

L �� �� J�#��2� M0� "#� MT(� .1,,� �� F��2� 1��	 �	 ��E�,; �K	�� %$���A�# >�B1,,� ?�@� �� G0�

) M�# � �0��R�!�	 .1,,� ���	� $�E ��Q�! %�� g#�! 1��	 %��	�$ "W^� J�[ZL� j���;�2003 �� 1,,� �� >��	 (

 1��	 >����2 �	 ��$��� >�B1,,� ?�@�"��; �  �� �� $�E 1-'! ��$��� >�B1,,� ?�@� M0� �	 %�Z[ .1��; �� �01W!

(� %$���#� >� �� �� 5$���� �	 1��	 ��3�! G0�L1,,� �. ) 1,6$ �� 4�H��� � ���	�Matzler, Pichler, & 

Hemetsberger, 2007 .( >��� �$ $��� �$ 1�� %1; �,\� 1��	 O��� �� �� ���B1,,� ?�@� ��0$ J��W[$ �	
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z� F��2� >���0$ �	 J�[ZL� M0� M�;�XB�) >���0$ � >��A��� M0��	�,	 .1,,� �� ��20086$ �� O��NB ( �� 1,

PSBC  ��H��� ��\ J��3 �	 �� .16$ �� ���Y ��Q�! "I! 1��	 �	 1-'! G0�L �� �� 1��	 �� "0�(2 V0��! �� �01H�'�

��!���  >�6$ �	 >�6$ 5�6  "[�# �	 5�6 5���� �	 $�1I�–  �	 ����� �S� �� �� ���B1,,� ?�@� ��2 ���  %$�W�

 "#� MT(� 1���$ ����	�� 1��	5��	 �� 1��	 �	 $�E 1���* .1,,� �B��	 >���0$  

 ?�3 1-'! c0 �� �!��� �� �DT; �	 $�� �[�(��� "0�6 �$ 1��	 >1; ����$ �	 1��	 �	 "W�� ���B F��#� k�;

1;�	. $��$ %��;� )Swimberghe, Astakhova, & Wooldridge, 2014) k�; �� 1�1H�'� >�HHI� .(

1��	 �	 "W�� �#��#�.  �� 1��	 5��	 a�DW!"0�H!  1,� ��6 �0X*�� ����E OZ! �����R �	 �� "�# >�� >���$��

C�\�! 5��	 1��	  >���0$�	 _ �HWL �	 M�#��* .$��$ %��;� �-� >�B1,,� ?�@� �,'0PSBC . 5��# ����$ �� 1��	

_ � %$��) 1���� �� $�E "0�6 5�6 �B`0� �� �T0 >��,[ �	 �� >Carlson et al., 2008) ?�@� |�IA M01	 .(

 >�B1,,�PSBC  �,6u |�IA �� ��– ��	 .1��	 O��� >�1H� �\� �D[ �! $��$ >�T�� ���[�(��� 5�6 "�����.  M0�

 �� ��,� �� $�-,��* �� M0��	�,	 .1,6$ 4�H��� >���0$ �	 �� $�E %1; ";�$�	 O���PSBC  �� ��H��� J��3 �	

 �	 ��	�� �-,! �TD	 >�6$ �	 >�6$ 5�6 V0��!! �	�	�� N�� 1��	 a�DW0��	�,	 ."#� �:M  

 !�$�%5 :PSBC .";�$ 16��E %$���A�# >�B1,,� ?�@� �$ "W^� >�6$ �	 >�6$ a�DW! �	 ��W^� �K	��  

 !�$�%6: PSBC  a�DW! �	 ��W^� �K	�� 1��	 .";�$ 16��E %$���A�# >�B1,,� ?�@� �$  

3- .�� 

1-3 !)0
1� 2�(  

 �
,#�S� ���; %$�$ 5���$�B 1,0��� ---  5� ���(� �	 �� "#�2200  "DT�# ��!�� /���A >�B1,,� ?�@� �� 5���

 >�B1,,� 1�A�! �_ 4��,� ��S,� �	 .1; 4�#�� J�'KY... 1��	 �� >�B1,,� ?�@� �	�
! /�0�,;  5��D�� 4��# c0 .

 O��NB �� �� ���B1,6$ v#�* N�� ��0$1,6$ C� J�(#��� �$ YW .1,� �� ?X2 �� 1�� ��;�$ "��; 1��	 �'��� �D
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.�6 %$�$ 5���$�B 803  �-�� �� �� 1��$�B �� �	 �� �
,#�S�592  v#�* "W�� �	 $1[26%  . 1��� 5�6 v#�*

 M������ �	 "#�* 1��# >�$�� �!1([ �� ���(� .)��A "DT�# ��!�� ����	 "E��,T0 �W0�H! C���! �	 ���! �	 .1,��6

 �,#68  %1I�� JU�0� �$ �0�����h� �S� �� � %1; w���� ��$�@! J��3 �	 >�B1,6$ v#�* .1,6$ �� ��T�! 4�#

 4�1� �$ ���(� ���� ���'(� d�3�! .1�� %1; ��*1 ."#� %16��� �	�Y  

2-3 
� 3
�"�  

) 1; 5��B %��1�� M���* �D([ � 5�S� ��� �	 G	�K� �;�� �	 1��	 O���Netemeyer et al., 2004( c0 .6 

 5��B %��1�� ���[ c0 .��0_PQ  /PVC  %1,,� 5��B %��1�� ��0_ �# %��(6 �	PQ   ��0_ �# �PVC  5��B %��1�� ��

) 1,,� ��  =��W���� 5��A_0.95 F��H� c0 .(4  �(�0_ g#�! %1; $�
0�) >���0$ � ��(��2004 �� 1��	 �����0 (

 =��W���� 5��A_) � 1
,# ��0.94� ����� )2 � ( F��H� c0 �� %$���#� �	 1��	 �'��5  �� 5��B %��1�� �(�0_

)(=��W���� 5��A_) $�;Carlson et al., 2008 �!U�	 �,0N6 "E�$�* �	 �0�(! ��0_ ��-R .�	��� �����6� GWL .(

 ��W���� 5��A_ �	 C�!�! �	 �� "0�b[ 5��	 ����	 "E�$�* �	 �0�(! � 1��	 �[�(��� J�(#�� �$ "��; 5��	0.90  �

93 ) >���0$ � �AN!�� �	 +,6�(6 .1,,� �� 5��B %��1��2007( C�!�! �	 1��	 J���	 � "W^� >�6$ �	 >�6$ a�DW! .

 ��W���� 5��A_ �	 ��0_ �# � ��0_ �-R �	0.96 � 0.86.1��; �� %1�
,#  

4- 45
+	 

 ����W(6 � $��1���#� 5�KE .M������ �1�	� :1�� %1; �r��� "(�Y �# �$ V0��� 5�6 ��h�� ���(! M�	�$ � 5��	

 4�1� �$ �� �'A�K�2 (6 � "#� %1; �r��� 41� �	�0��� ���'� �#��	 )}# .1�� %1; �r���_ %��	�$ sI	 M�,P >���

"0�-� �$ .1�� ���� ��� �	 "	�Q ��W�[� �	�0��� 5��	 �� ��D��� 5�6  ���� �#��	 �	 5���E�# 41� C0�  5$��

_ ��S,� �6 �� �� >�����.1; /�
  

 4�1�1: ���(� C���! J��rN�  
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1-4 &��� �#
�	
 ���  

 �� %$���#� �	LISREL 8.80 51'	 51�0�! �D��[ 5�6 �0�I! �� 5� �[�(
�-  "�6 �0_ �� 1,,� �� �#��	 �IK#

 "�6 41� �� $�$ >��� 51'	 5�6 ��DI! .��E �0 1,,� �� $�
0� ]W,� 4�('� J���Q�! �� �!����� 5�6���E�# ��h��

) $��$ v0��! �	 �	�E C#�,! �D��[χ2 = 962.31, d.f. = 277, p < 0.001; NNFI = 0.99, CFI = 0.99; 
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RMSEA = 0.04; RMA = 0.04; AIC = 10,737.6.(  :$�� >���� �� M0N�0�� 41� �$ �'A�K�1 �; 41� (

 C#�,! c0 � 1�1; /�\$� ���[ c0 �E�$ �$ 1��	 �����0 � �,0N6 �	��	 �$ O��� � %1; ";�$�	 "���� �� �D��[

) 1�$�$ >��� �� ��	 "0� � ��(�Δχ2 = 745.83, d.f. = 7; p < 0.001; NNFI = 0.98, CFI = 0.98; 

RMSEA = 0.06; RMR = 0.04; AIC = 1753.91( � ~2 >�N�� �� ��(� C#�,! c0 N�� �D��[ c! 41� c0 (

 ���(! .%�Z'	 .1,� �� 1�0�! �� �'A�K� �$ ���� ��� �	 ���[ "�6 �Y����� �0��� �6 ����0 .() $�$ >��� ��  %1,�	

	 5$�� F��H� 5�6 �B`0�) �0 � 5��B�	 5$�-,��*  ?_ J�� �� ��1988(  �� ����	 C��� �0��� �3�@�� .$�	

0.60  �� ��	 () O���E 5�6���E�# ���(! g#�! %1; l����#� )��0��� 13�$ � $�	0.50  +,0$�A ������ .$�	

 4�1� �$ �W���! �0��� � %1; l����#� )��0��� M������ .5$����� 5�6 ��0_ 5�� w�63  �0�(�.1�� %1; %$�$  

 �� %$���#��h�� 5��B %��1�� 5��	 ��0� ��,�# 5�6 v#�*s[�	 �'A�K� M0� �$ 5�6�  c�0�j���� O�� 5�KE  ��

 �0� �T,0� �	�0��� 5��	 .$�;j���� O�� 5�KE  �D��[ c! >���� c0 ."#� ���0� M��� 5�6 %��1�� $�	��� �� �;��

) 1; 4�([� 5��B %��1�� 5�6 ��0� ���(! 5��	 M���6(Podsakoff, MacKenzie, Lee, & Podsakoff, 

2003)( $��� J��3 �$ . �D��[ c! .�6 %$�$ �$ j���� O�� 5�KE"D[ �6��h�� M0� �$ )��0��� �^�� ."#� 

�[ 5�6 ��DI! ���[ "�6 ������� �D� �	 c0$N� �0 ��B�N	 %`0���1H� �	1.0  5��	 ����W� ���[ M�A��  %��(6 �	

 �D� )��0���49.26%  c! �2 %�� c0 %��(6 �	 51�0�! �D��[  ��DI! �� V�,� �	 d�'  C#�,! 5��#�� �$ ."#�

 �� 1,61�� ����� �6 ����0 M0� .�D��[�A�WY �	��Y 101-! j���� O�� 5�KE .1,� �(� $�
0� �'A�K� ��W�[� 5��	 

2-4- &�
+6
� ���  

1� 5���E�# 4 g#�! %1; %$� M�(�!LISREL 8.80  � �T; �$ %1; %$�$ �0�(�1  � �� 4�WY �WY C#�,! c0

)16$ �� >���χ2 = 1102.94, d.f. = 257, p < 0.001; NNFI = 0.99, CFI = 0.99; RMSEA = 0.04 .(

 �� 161�� >��� V0��� .1; �#��	 �6 �� �� >���_ ��S,� �	  5$�� ���� C0�� PQ/ PVC  �	 �	 ��W^� �K	��

) ��;�$ 1��	 �'��� ����� )2β = 0.46, t = 6.27, p < 0.001 �� �� M0��	�,	 � (1  ������(6 .1,� �� 1�0�! ��

 N�� 1��	 �����0 .$�	 %1; �,�	 ��* �� 5�� �	 ��W^� ��Q�!) ��;�$ 1��	 �'��� ����� )2β = 0.18, t = 2.43, 
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p = 0.01 5�6 �� �� .1,� �� "0�(2 /�$ �� �� �� � (6 -3  M�	 �K	��PSBC  �� 5����� V0��� �00 >��� V0��� .

 �� 161��PSBC )  1��	 �[�(��� J�(#��� �$ "��; �	 ��W^� ��W!�� 5���(�R ��L �	β = 0.53, t = 13.43, 

p < 0.001 () $�; �� s[�	 �� 1��	 �'��� �$ "0�b[ 5��	 �!U�	 �,0�6 "E�$�* � ��;�$β = 0.08, t = 2.38, 

p < 0.05 J�� �� �
��� �$ � (3  �4  .1,,� �� 1�0�! ��PSBC  a�DW! 5�� �	 5���(�R "W^� ��Q�! M�,P(6

) "W^� >�6$ �	 J�6$β = 0.64, t = 15.29, p < 0.001)  1��	 J���	 � (β = 0.21, t = 4.67, p < 

0.001 J�� �� .$��$ (5  �6  ���(! C�!�! M01	 .1,� �� "0�(2 ��6  �	 10��,	 M�,P(6) 1��; �� 1�0�! �� ��

 �T;2(  

5- 78� 

 M0� �#��	 G0�L �� �� M���* G�HI! .G�HI!J�'A�@�  5�61���* � M���*PSBC  >�B1,,� ?�@� �,��� �$

 %$���A�#�� .16 �� O���B���� V0 � %1; ";�$�	 "���� �� 1,61�� >,��(6 �,0N6 �	��	 �$ %1; ";�$�	 O���1 

 �$ 1��	 �����0PSBC .$��$ "����� �2� M0� �	 %�Z[� >�B1,,� ?�@� "��; ��PSBC  �'��� 5�6 "�A�'� �$

6$ �	 >�6$ a�DW! ������ � 1��	 �'��� �$ "0�b[ 5��	 �,0N6 "E�$�* .1��	 J���	 �$ "����� .1��	 "W^� >� ����	
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