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A Study of the Service Quality and Satisfaction Degree 
of the Funeral Industry -A Case Study of the Elderly 

Customers of New Life Funeral Company 
 

Abstract 
 

The purposes of this study were to understand the satisfaction degree of service quality 

of New Life Funeral Company, and to analyze the elderly customers’ satisfaction degree. 

This research was targeted on the “new elderly race”, whose members are over 55 years 

old. Questionnaires were randomly distributed to 200 subjects. The scale to detect the 

service quality and satisfaction degree was designed by New Life Funeral Company. T-test 

was employed to investigate the differences of satisfaction degree between genders while 

one-way ANOVA was used to detect the differences of satisfaction degrees among 

different ages, educational levels, vocations, funeral fees, funeral period, funeral methods, 

and funeral styles. The significance of the statistic analysis is α~.05. Results found that 

83.4� of the population was between 55 to 64 years old. In addition, 49.2�of the 

funeral fees were 110,000 to 200,000, and 7.1� of the funeral period was 6-10 days. 

Moreover,78.0� of the population chose the ashes wall after cremation. Specially, 79.6� 

of the subjects chose to administer the funeral ceremony with the religious style of 

Christianity or Catholicism. The order of the satisfaction degree was attitudes of the 

service employees, professional ability, their quality, and planning and control of the 

funeral procedure. Lastly, the differences were significant®p<.05µamong the respective 

category of reliability, assurance, and reaction of the elderly customers. 

 

Keywords: funeral industry, service quality, the elderly 
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 �� 
 � � � � � � �� � � � ��� � 	� 
 �� �  ! 	�"

# �$ % & ' � � �( ) * 	+,,-� ./

0 �1 2 3 4 5 6 	7 8 9�: ; <= � 2 3 4 �> ?� @ A B / C	D 
 E F�

<= G 2 3 4 H I @ J K � � L� M N .O P 	0 ?4 �QR 9�� S T 4 � 5 6 	

U V <= � S T 4 @ � W X Y Z [ \ �S T ] ^ @ G � _% ` � 	a � U V +,� @ bc ./

/

�1 / / d e f g h i j k l m n 9�= � 8 op M �/

/

q I / / </ / / r/ / / s/ / / t/
��� R 

+/ i j � u v ( w x m y z6 { � z|} ~) / 13.52 .63 

-/ � � b� ( � K � �zISO� �z� � � � ~) / 18.04 .68 

C/  � � � � � st� = � � k l   11.95 .62 

b/

�/

�/
_/ k l � m � v � � � � ( � k l = � v � ��~) / 11.02 .55 

�/ � � � � � � � � � Q�    / 20.20 .58 

¡/ k l ¢ £ � k l ¤ � �� k l ¥ ¦ z�§¨© ª ¨~� / 20.20 .52 

«/ k l ¢ £ � ¬ ­ � L( � � g � ® ¯ zh ° � � ± �~)/ 33.94 .63 

²/ k l ¢ £ � ³ n ( � ´ µ ¶·z¸ ¹ º w z¢ £ |} ~) 20.20 .56 

¶/

·/

�/

,/ g » ¼ h ½ ¾ � � � � � Q�   / 20.20 .51 

+� / g » ¼ h ½ ¾ � g ¿ À Á / 22.99 .66 

++/ g » ¼ h ½ ¾ � k l Â Ã � � Äw x Å Æ Â Ç zÈ É Ê Ë 12.35 .51 

+-/ Â Ì Í � Î Â Ç Äw x Ï � ¬ Ð Ñ E zÒ Ó ~Ë 13.65 .62 

F/

|/

Ô/

Õ/ +C/ U Ö × Â Fg h k l ! Ø Ù  20.13 .53 

+_/ Ú ÛÜ Ý Þ N ß ¼ k l ( w x � � zà � ° á â À Á ~)/ 22.99 .60 

+�/ Ü Ý ã ä �W Qå æ ç è � é ê / 19.83 .53 

�/

�/

L/ +¡/ ë ì k l � � � ( � �í î §z® ï E ð ñ zbò � ~)/ 17.41 .51 

+«/ ¬ ­ ¢ £ � ó ô õ ö / 12.36 .59 

+²/ � � ÷ ø � T ù Qk l / 11.46 .66 

�/

§/

¨/ / +,/ ú û ü ¾ / Ä� ý ¾ zþ ¾ z� á ~Ë� T ù Qk l / / 18.32 .61 
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����

����� � � � � � 	 � 
 � � 
� � � � � � 	 � 
 � � 
� � � � � � 	 � 
 � � 
� � � � � � 	 � 
 � � 
 /

� ! � � Kaiser�1974 � � Ø 	½ KMO4 � � � 	�� � = ø � � �a ³ �

� 	 � 	 K ß ¼ a ³ 8 o.� 
 KMO4 � � 0.5 � 	 
 � 	 � ß ¼ a ³ 8 o� �

� � � � 	2001 � .� 0 � � �a ³ 8 o	ú � 4 � � 1 � � w � 5� a ³ 	�8

oH � � a ³ � � 4 � � 0.35 � bc 	 � a 11z12z13z17z18z19~= � ��

G � � a ³ ` F � � � 4 	�� � � � Û= � � �  X ! " 	# $ � �� ± & '

% & = � 	' ( a ³ 8 o	) * ú � 4 � � 1 � 	+ % , � - . � ( / - � w � 3

� a ³ 13 = � .� ! �0z�1 E � 	a ³ 1 ú � 4 �4.10223�431.554%	8

9�Cronbach α�.9215 a ³ 2 ú � 4 �4.08523�431.426%	8 9�Cronbach α

�.916 5 a ³ 3 ú � 4 �2.51223�419.320%	8 9�Cronbach α�.710.0�

a ³ R 6 7 �4�82.300%	R 9�Cronbach α�.945.8 9 � a ³ : O ; < f {

= § < > � ? .a @ A 9� PZBk l m n § B C q Â D E < 	� F Fst G � 	

� � � � � �a ³ 8 o� � � ÛF|ÔÕ(Tangibles)z�§¨(Empathy) 1 �H G

q I " I J � §2K L M G O N 0� q I O ����� P R 6 7 �4�82.300%	R 9

�Cronbach α�.945.¶ Q � % R ; S F F G � Qµ � � 9�. 

�

/

�0/ / k l m n 9�" T U V Q W X Y Z [ \ Z Z ] ^ /

Kaiser-Meyer-Olkin * _ 	 ` �9^      .828 

Bartlett � � � �� � � �� � � �� � � �  a b c H 8 d  2994.658 
 � 0 �  78 
 Y Z �     .000 

 

�1/ / e q G � a ³ 8 o f q p M � 

g � h / d � h / b������ ¶·����� ��L����

+/ 1 .858   
-/ 2 .840   
C/ 3 .807   
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_/ 4 .798   
+� / 5 .581   
�/ 6  .904  
¡/ 7  .895  
«/ 8  .879  
²/ 9  .735  
,/ 10  .585  

+_/ 11    .756 
+�/ 12    .742 
+¡/ 13    .685 

ú � 4 /  4.102  4.085  2.512 

2/ /3/

�49/
31.554 31.426 19.320 

6 7 23/

�/4/ 9/
31.554 62.980 82.300 

 

 

� i   µ � j k 8 o f 
 p M � 

9�{ l  � �  Cronbachs’ α m n µ �  

¶·�  1--5 .921 .901 
b������  6--10 .916 .822 
��L���� 11--13 .710 .701 
R 9�/  .945 .834 

 

 

 

����������������������������

� � �� � �� � �� � � � � �� � �� � �� � � o # $ % 9� " p D ! ° 8 oß ¼ 	G q ^ # $ r � s ß ¼ t u S T v

w Qð ñ 	x � ð ñ 8 oQ v w � y s 	ß ¼ <rÂ D zz � : { | 	+ } �

¹ <rß ¼ 8 o : y B 	 x � ~ f B Q e � . # $ � � � � q ^ # $ r � / / / / /

t u ð ñ / / / / / / / 8 oð ñ / / / / / �� � � � � / / / / <rÂ D / / / / / z � / / / / /

= � : µ z G � 8 o/ / / / / q ^ � ° <r/ / / / / { | � � Q � ¹ / / / / / f 
 Q8

o/ / / / / f B Q e � ./



14 
 

��������������������

� �	 
 � �� �	 
 � �� �	 
 � �� �	 
 � � �

o#$% SPSS 15.0 for Windows � � p D � Õ ß ¼ 7#$� =" p D 8

o . � Ð p D H � w x � % � Ì _ o t j k ] ^ � � ��G � ã �a³� � 4

� | 5% � a � � 4 ^ 8 o ] ^ � � ��z � � � �z�­z� � � Ð z� �

� ø z � � H ° z� � h ° ~¢ � p D � =G � ã �a³� � 4 � | . p D 8

o "Y Z [ \ × ^ � α�.05. 

����

����

����

����

����

����

����

����

����

����

����
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� � � �� � � �� � � �� � � � � � �� � �� � �� � � �

����


 � � � � � � � �
 � � � � � � � �
 � � � � � � � �
 � � � � � � � � � � �� � �� � �� � � ����

o#$ � � � ¢ � p D � =w � Fw x ��z��z � � � �z�­z� � �

Ð z� � � ø z � � H ° z� � h ° ~	7 � =8 � � � � E � .0� � ¶ 6 	�

� � ��%55�64�� r 	 83.4¡5 � � � � � � Ð G11¢£20¢"ø �F49.2

¡5F57.1¡ � � � � � � ø �6£10¤.E� � H ° #F78.0¡�� � � � ± ¥ �

s ¦ § ¨ © (¿)	� � h ° #%� ± ª « � © ¤r � h ° � , � 	 79.6¡.f 
 Q

¬ ) ­ �- ����#$I ~ 	 ® � ¯ ­ ° ± } F > � ² ³ 	¬ ­8 ´ ² µ ¶ V ·/ J \ (

­� � 	 ¸ � ¹ º h ° < � » � z ¼ ½ z ¾ ' 5 ¢ � f q ¿ � � z�� � z@ À �

P % Á Â Ã � � ° G ® h Ä s ß ¼ 	0 Å � � Æ Ç � ² µ ¥ � � © È �~ ² ³ � f


 S É � ./

/

� �   d e f g h i j Ê Ë Ì Ü Ý¢ � p D � =8 d p M � 

¢ � p D � = =   � ¢ ^  ý 8 Í Î  6 D ý 8 Í Î  

�    � Ï 110 57.6 57.6 
 Ð  81 42.4 100.0 

�    � 55�64� 151 83.4 83.4 
 65�%`  40 16.6 100.0 

� � � � Ñ O � � �% >  41 21.5 21.5 
 �O � 72 37.7 59.2 
 � ¬  78 40.8 100.0 

�    ­ Ò é  17  8.9 8.9 
 Ó Ô ­ 57 29.8 38.7 
 k l ­ 53 27.7 66.5 
 Õ i �  10 5.2 71.7 
 � 0­ 54 28.3 100.0 

� � � Ð  10¢Ö % >  57 29.8 29.8 
 11¢£20¢ 94 49.2 79.1 
 21¢%`  40 20.9 100.0 
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� ` ×  

� � � ø  6 £ 10 ¤ 109 57.1 57.1 
 11£15¤   65 34.0 91.1 
 16¤%`    17 8.9 100.0 

� � H °  Å �    10 5.2  5.2 
 ¥ � s Å �    32 16.8 22.0 
 ¥ � s ¦ § ¨ © (¿) 149 78.0 100.0 

� � h °  Ø � h °  30 15.7 15.7 
 ê � h °    9 4.7 20.4 
 ª « � © ¤r � h °  152 79.6 100.0 

   

 

����

� �� �� �� � � � � � � � � 	 
 � ����

���� � � � � 	 
 � � 
 � �

/ / / / 0�Ù"7< = � ã �¯ÚÛ i { 8 ��	k l ¢ £ �k l ¤ ��� k l ¥ ¦ z

� § ¨ © ª ¨ ~�z¬ ­� LÄ� � g �® ¯zh ° �� ± �~Ëz³n Ä� ´ µ ¶ · z

¸ ¹ º w z¢ £ | } ~Ëz� � � � � � �� � Q�   : g » ¼ h ½ ¾ �� � � � 	

5 8 G_�C ¡�_��² "ø .5 8 
Ü �< =�	Ü Ýã ä �W Qå æ ç è �é ê : k l

� m �v � � � � Ä� k l =�v � ��~Ë.f 
 Q Ý Þ ß �- ��, �#$I ~ 	à k

l � 	¢ £  � � � � �s t � =� � k l z à k l ¢ £ � á â Q � ã z à k l ¢

£ �k l ¤ �Ëã zà k l ¢ £ �³n ã zà k l ¢ £ �¬ ­� Läå æ ã zà k l ¢

£ � Ú Û Ü Ý� � Þ N ß ¼ k l ã ç à g h ¢ £ Û �Á e è ¢ � é s � � � � � Q

�   ã ~=�� ê ³ ë ì í .P M ° î í � � à i j E � ~ �b � ã z à i j �u

v ã � f 
 S É � .O P z % _ � f 
 ï ¶ P ð ñ ò z ó ô U �- ��« �#$I ~ 	

õ ö ® � g h ¢ £ " ÷ ­ ø ù � ú ^ È û ü ý þ �	% à ® � k l ã � ø ù 6 ��

r 5N � R ® � g h k l � õ � � � � z� � � z I ö � . õ ö ® � g h ¢ £ � ´

( v 4 � 7 � I Q ÷ ­ ø ù � ú ^ È 7 � I FY Z � � S T 	 ´ ( v 4 � Û ÷ ­ ø

ù � ú ^ È 2 3 L
�. 	 5 V 8 � 2 3 Q 
 ì ./

/

/

/
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�Ù/ / 7< = � ã � � � p D p M �/

� h :� ã �< =/ ��� � � � � � � � � � 	 
 � � � 
 �

6. k l ¢ £ �k l ¤ ��� k l ¥ ¦ z� § ¨  
© ª ¨ ~� 

1 3.00 5.00 4.58 .68 

7. k l ¢ £ �¬ ­� L( � � g �® z̄h ° � 
� ± �~) 

2 3.00 5.00 4.56 .68 

8. k l ¢ £ �³n ( � ´ µ ¶ · z̧ ¹ º w z¢  
£ | } ~) 

3 4.00 5.00 4.54 .49 

9. � � � � � � �� � Q�    4 4.00 5.00 4.48 .50 

10. g » ¼ h ½ ¾ �� � � �  5 4.00 5.00 4.36 .48 

12. Ú Û Ü ÝÞ N ß ¼ k l ( w x � � zà �°
á â À Á ~) 

6 3.00 5.00 4.34 .52 

3.  � � � � �s t � =� � k l  7 2.00 5.00 4.31 .95 

5. g » ¼ h ½ ¾ �g ¿À Á  8 3.00 5.00 4.31 .49 

1. i j �u v ( w x m y z6 { �z| } ~) 9 3.00 5.00 4.31 .51 

11. ë ì k l �� � ( � � í î § z® ï E ð ñ z 
b ò �~) 

10 3.00 5.00 4.13 .60 

2. � � b � ( � K � �zISO� � z� � � � ~) 11 3.00 5.00 4.10 .62 

13. Ü Ýã ä �W Qå æ ç è �é ê  12 3.00 5.00 4.00 .72 

4. k l � m �v � � � � ( � k l =�v �  
��~) 

13 1.00 5.00 3.89 1.26 

/

����

� � � �� � � �� � � �� � � � � � � 	 
 � � 
 � � � �� � � 	 
 � � 
 � � � �� � � 	 
 � � 
 � � � �� � � 	 
 � � 
 � � � � ����

/ / / / 0� 
 ¶ 6 	7a³q I � ã ��¯{  Ú�¶ · �zb � �z� � L.à ¶ ·

� ã �¯Ú" � 	% ¶ � Qk l ¢ £ �k l ¤ ��� k l ¥ ¦ z� § ¨ © ª ¨ ~�z

¬ ­� L( � � g �® ¯zh ° �� ± �~)z³n ( � ´ µ ¶ · z¸ ¹ º w z¢  

£ | } ~)z� � � � � � �� � Q�   ~q I s � FT .� 9 = Õ � � 	0�a³

q I � � ã � � × 4G_�+ ��_���"ø 	@��� ã X � � � ã � � ./

/

� 
   7a³q I � ã � � � p D p M � 

a  ³ ¯ Ú < =� h  , � 4 , � 4 � × ^  J \ �  

¶ · � 1 1—5 3.60 5.00 4.50 .45 
b � � 2 6—10 2.80 5.00 4.18 .64 
� � L 3 11--13 3.33 5.00 4.15 .55 
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� 
 � � � � � � � � � � � � � � � � � � � � 	 
 � �
�

���� � �

� � � �� � � �� � � �� � � �0� ? ¶ 6 	� � �� Ê Ë Ì Ý � G��� q I a³FY Z � 4 �� � ����.Ð

�Ý � ��Ï�.�

�

� ? / / � � �� Ê Ë Ì Ý � � ã �7=a³" Z j k p M �/

a/ / ³/ �/ �/ ¢ ^ / � × ^ / J \ � / Z4/ ·4/

Ï e / 110 4.12 .76 
b � � 

Ð e /  81 4.28 .41 
-1.709 .089 

Ï e / 110 4.40 .53 
¶ · � 

Ð e /  81 4.64 .26 
-3.806 .000 

Ï e / 110 4.14 .59 
� � L 

Ð e /  81 4.17 .50 
-.387 .699 

P<.05 

 

 

���� � �

����0�� ¶ 6 	� � �� � Ê Ë Ì Ý � G0� q I a³@FY Z � 4 �� � ����.

66�%` @��56-65�./

 

��/ / � � � � � Ê Ë Ì Ý � � ã �7=a³ Z j k p M �/

a/ / ³/ ��/ ¢ ^ / � × ^ / J \ � / t4 P4 

56-65� 151 4.14 .63 
b � � 

66�	 
   40 4.76 .18 
-4.059 .000 

56-65� 151 4.48 .45 
¶ · � 

66�	 
   40 4.86 .08 
-3.612 .000 

56-65� 151 4.11 .53 
� � L 

66�	 
   40 4.83 .16 
-5.264 .000 

P<.05 

 

 

�

�
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���� � � 	 �

    0��;z�1¶ 6 	� � � � � � Ê Ë Ì Ý � G0� q I a³@FY Z � 4

�� � ����.� � � � � s Í 
{ 8 � b � �: � � La³	� ¬ %` ��Ñ O © % >

Q�O ä�5¶ · �a³	� ¬ %` Q Ñ O © % > � � � �� � � ���O ä� � � � /

 

��;/ / � � � � 
 � � � � � � � ã �7a³ � � p D p M �/

a/ / ³/ � � � �/ ¢ ^ / � × ^ / J \ � /

Ñ O © % > � 41 4.06 .18 
�O ä�� 72 3.92 .81 
� ¬ %` � 78 4.50 .45 

b � � 

R ç / 191 4.18 .64 
Ñ O © % > � 41 4.62 .09 
�O ä�� 72 4.32 .54 
� ¬ %` � 78 4.61 .42 

¶ · � 

R ç / 191 4.50 .45 
Ñ O © % > � 41 3.85 .32 
�O ä�� 72 3.99 .57 
� ¬ %` � 78 4.47 .47 

� � L/

R ç / 191 4.15 .55 

P<.05 

 

 

��1/ / � � � � 
 � � � � � � � ã �7a³ � 4 ^ 8 o p M �/

a/ / ³/
� 4 /

� � /
� H ç / � 0�/

� × �

H ç /
�/ Y Z �/ � s Í 
/

; ø  13.209 2 6.604 19.123 3>1,2 
; s  64.930 188 .345   

b � � 

R ç  78.139 190   

.000 
 

 
; ø  3.871 2 1.936 10.191 .000 
; s  35.707 188 .190   

1,3>2   
 

¶ · � 

R ç  39.578 190     
; ø  13.299 2 6.649 27.714 .000 
; s  45.106 188 .240   

� � L 

R ç  58.405 190    

3>1,2 
 

P<.05 
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� � � � �� � � � �� � � � �� � � � � ����

0��0z�1 ¶ 6 	� � �­ Ê Ë Ì Ý � G0� q I a³@FY Z � 4

�p<.05�.� � � � � s Í 
{ 8 � b � �a³	Ò é zÓ Ô ­zk l ­:Õ i � �

�� 0­5Õ i � ��Ò é z Ó Ô ­.¶ · �: � � La³	 Ò é z Ó Ô ­zk l

­:Õ i � ��� 0­. 

 

��0/ / � � � � � � � � � � ã �7a³ � � p D p M �/

a/ / ³/ �­/ ¢ ^ / � × ^ / J \ � /

� �   17 4.29 .32 
� � �   57 4.18 .32 
� � �   53 4.48 .39 
� � � �  10 4.89 .23 
� � �   54 3.71 .85 

b � � 

 !  191 4.18 .64 
� �   17 4.54 .41 
� � �   57 4.58 .25 
� � �   53 4.67 .27 
� � � �  10 4.83 .31 
� � �   54 4.16 .59 

¶ · � 

 !  191 4.50 .45 
� �   17 4.25 .32 
� � �   57 4.03 .44 
� � �   53 4.27 .53 
� � � �  10 4.76 .24 
� � �   54 3.98 .62 

� � L 

R ç  191 4.15 .55 

 

 

��1/ / � � �­ � � � � � � ã �7a³ � 4 ^ 8 o p M �/

a/ / ³/ � 4 � � / � H ç  
� 0

� 
� × �

H ç  
F Y Z � � s Í 
 

; ø  23.419 4 5.855 19.901 .000 
; s  54.720 186 .294   b � � 
R ç  78.139 190    

1 ,2,3,4>5   

4>1,2 

; ø  10.635 4 2.659 17.086 .000 
; s  28.943 186 .156   ¶ · � 
R ç  39.578 190    

1,2,3,4>5 



21 
 

; ø  10.424 4 2.606 10.103 .000 
; s  47.981 186 .258   � � L 
R ç  58.405 190    

1,2,3,4>5 

P<.05 

 

 

�� �� � � �  

/ / / / 0��iz� � ¶ 6 	� � � � � Ð Ê Ë Ì Ý � G0� q I a³@FY Z � 4

�� � ����.� � � � � s Í 
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��i/ / � � � � � Ð � � � � � � ã �7a³ � � p D p M �/

a/ / ³/ � � � Ð / ¢ ^ / � × ^ / J \ � /

10¢Ö % >  57 4.22 .37 
11¢£20¢ 94 4.37 .44 
21¢%`  40 3.70 .99 

b � �/

R ç  191 4.18 .64 
10¢Ö % >  57 4.65 .23 
11¢£20¢ 94 4.53 .38 
21¢£30¢ 40 4.24 .68 

¶ · �/

R ç  191 4.50 .45 
� � L/ 10¢Ö % >  57 4.08 .48 
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11¢£20¢ 94 4.28 .49 
21¢£30¢ 40 3.98 .71 

/

R ç / 191 4.15 .55 

 

 

" # $ �� � � �­ � � � � � � ã �7a³ � 4 ^ 8 o p M �/

a/ / ³/ � 4 � � / � H ç  
� 0

� 
� × �

H ç  
F 

Y Z

� 
� s Í


 
; ø / 12.737 2 6.368 18.306 .000 
; s / 65.402 188 .348   

b � �/

R ç / 78.139 190    

1,2>3 

¶ · �/ ; ø / 4.013 2 2.006 10.606 .000 1,2>3 

; s / 35.565 188 .189   /

R ç / 39.578 190    
 

; ø / 2.953 2 1.476 5.006 .008 
; s / 55.452 188 .295   

� � L/

R ç / 58.405 190    

2>3 

P<.05 
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/ / / / 0��iz� � ¶ 6 	� � � � � ø Ê Ë Ì Ý � G0� q I a³@FY Z � 4

�p<.05�.� � � � � s Í 
{ 8 � b � �Q¶ · �a³	6£10¤��11£15¤5

16¤%` ��6£10¤Q11£15¤ � � � .� � La³	16¤%` ��6£10¤Q11

£15¤�� � � ./

 

��i/ / � � � � � ø � � � � � � ã �7a³ � � p D p M �/

�  � � � � �  � 
  � 	 
  � � 
  

6�10� 109 4.27 .41 

11�15�  65 3.85 .81 � � �  

16�� �   17 4.88 .22 

 � �  191 4.18 .64 

6�10� 109 4.60 .28 

11�15�  65 4.22 .56 � � �  

16�� �   17 4.97 .06 

 � �  191 4.50 .45 
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6�10� 109 4.15 .49 

11�15�  65 4.02 .55  ! "  

16�� �   17 4.72 .56 

 � �  191 4.15 .55 

 

 

�� � / / � � � � � ø Ê Ë Ì Ý � � ã �7a³ � 4 ^ 8 o p M � 

a/ / ³/ � 4 � � / � H ç /
� 0

�/

� × �

H ç /
�/ Y Z �/ � s Í 
/

b � � ; ø  16.155 2 8.078 24.499 .000 
 ; s  61.984 188 .330   
 R ç  78.139 190    

1>2 
3>1,2 

¶ · � ; ø  10.101 2 5.051 32.211 .000 
 ; s  29.477 188 .157   
 R ç  39.578 190    

1>2 
3>1,2 

� � L ; ø  6.706 2 3.353 12.193 .000 
 ; s  51.699 188 .275   
 R ç  58.405 190    

3>1,2 

P<.05 
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 ¶ 6 	� � � � H ° Ê Ë Ì Ý � G0� q I a³@FY Z � 4

�p<.05�.� � � � � s Í 
{ 8 � 0� q I a³	¥ � s ¦ § ¨ © (¿) � � � @�

�Å � � � � . � ! ¬ ) ­ �- ����#$I ~ 	 ® � ¯ ­ ° ± } F > � ² ³ 	 ¸ �

¹ º h ° < � » � z ¼ ½ z ¾ ' 	0 Å � � Æ Ç � ² µ ¥ � � © È �~.a� 	0

�² ³ � " 	E d e f D F > � ; ² ³ ? L� f 
 � " . 

/

��Ù/ / % & ' ( ) * � � � � � � ã �7a³ � � p D p M �/

a/ / ³/ � � H ° / ¢ ^ / � × ^ / J \ � /

b � �/ ¥ � s Å �             32 4.48 .38 
/ ¥ � s ¦ § ¨ © (¿) 130 4.63 .65 
/ Å �   29 4.07 .36 
/ R ç  191 4.18 .64 
¶ · �/ ¥ � s Å �             32 4.60 .42 
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/ ¥ � s ¦ § ¨ © (¿) 130 4.68 .45 
/ Å �   29 4.46 .42 
/ R ç  191 4.50 .45 
� � L/ ¥ � s Å �             32 4.16 .46 
/ ¥ � s ¦ § ¨ © (¿) 130 4.58 .52 
/ Å �   29 4.06 .63 
/ R ç  191 4.15 .55 

 

 

��
 / / � � � � H ° Ê Ë Ì Ý � � ã �7a³ � 4 ^ 8 o p M � 

a  ³ � 4 � �  � H ç  
� 0

� 
� × �

H ç  
F Y Z � � s Í 
 

b � � ; ø  9.260 2 4.630 12.637 .000 
 ; s  68.879 188 .366   
 R ç  78.139 190    

2>3 

¶ · � ; ø  1.328 2 .664 3.264 .040 
 ; s  38.250 188 .203   
 R ç  39.578 190    

2>3 

� � L ; ø  7.020 2 3.510 12.843 .000 
 ; s  51.384 188 .273   
 R ç  58.405 190    

2>3 

 

 

�& �� ' ( %  

/ / / / 0�� ? z1� ¶ 6 	� � � g h ° Ê Ë Ì Ý � G0� q I a³@FY Z � 4

�p<.05�.� � � � � s Í 
{ 8 � 0� q I a³	ê � h ° :ª « � © ¤r � h °

� � � @��Ø � h ° � � � . 

 

�� ? / / � � � g h ° Ê Ë Ì Ý � � ã �7a³ � 4 ^ 8 o p M � 

a/ / ³/ + , - *  �� � � � � � �  
Ø � h °             30 3.31 .82 
ê � h °   29 4.64 .42 b � �/

ª « � © ¤r � h °  123 4.33 .43 
/ R ç  191 4.18 .64 

Ø � h °             30 3.99 .61 ¶ · �/

ê � h °   29 4.55 .52 
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/ ª « � © ¤r � h °  123 4.60 .33 
/ R ç  191 4.50 .45 

Ø � h °             30 3.75 .56 
ê � h °   29 4.55 .52 � � L/

ª « � © ¤r � h °  123 4.21 .51 
/ R ç  191 4.15 .55 

 

 

�1�/ / � � � g h ° Ê Ë Ì Ý � � ã �7a³ � 4 ^ 8 o p M � 

a/ / ³/ � 4 � � / � H ç / � 0�/
� × �

H ç /
�/ Y Z �/ � s Í 
/

; ø / 28.134 2 14.067 52.887 .000 
; s / 50.005 188 .266   b � �/

R ç / 78.139 190    

2,3>1 

; ø / 9.444 2 4.722 29.459 .000 
; s / 30.134 188 .160   ¶ · �/

R ç / 39.578 190    

2,3>1 

; ø / 6.774 2 3.387 12.332 .000 
; s / 51.631 188 .275   � � L/

R ç / 58.405 190    

2,3>1 
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f s i j  k l �t u v  p q r  

                                   w x y z { |    mno  } ~  
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1. � � �± Ï     ± Ð   

2. � � �±56-65 �   ±66 �%`   

3. � � � � �± Ñ O © % >    ± � O /�   ±� ¬ %`   

4.�­� ± Ò é   ± Ó Ô ­  ± k l ­  ± Õ i �   ± � 0 ­   

5. ² < ³ 	 % P Á e è ¢ � � � � Ð �� � � �  

±10 ¢Ö % >     ±11 ¢£ 20 ¢    ±21 ¢%`  

6. ² < ³ 	 % P Á e è ¢ � � � � ø R ¾ ^ �P ´ Õ £ ® � �  

±6 £ 10 ¤   ±11 £ 15 ¤    ±16 £ 20 ¤   

7. ² < ³ 	 % P Á e è ¢ � � � H °   

  ± Å �     ± ¥ � s Å �     ± ¥ � s ¦ § ¨ © (¿)   ± O N  _________  

8. ² < ³ 	 % P Á e è ¢ � � � h °   

  ± Ø � h °     ± ê � h °     ± ª « � © ¤r � h °     ± K h °     
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² ³ � � ´ � ® � k l s 	Û � k l = � E Ô µ � 6 � \�ã� � ` � ¶ · $ % ¸

8 . 
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5. 
�
� 
�
ã 

4. 
�
ã 

3. 
û
É 

2. 
�
�
ã 

1. 
�
�
�
�
ã 

1. i j � u v ( w x m y z 6 { � z | } ~) ± ± ± ± ± 

2. � � b � ( � K � � z ISO � � z � � � � ~) ± ± ± ± ± 

3.  � � � � � s t � = � � k l  ± ± ± ± ± 

4. k l � m � v � � � � ( � k l = � v � � �~) ± ± ± ± ± 

5. g » ¼ h ½ ¾ � g ¿À Á  ± ± ± ± ± 

6. k l ¢ £ � k l ¤ � �� k l ¥ ¦ z � § ¨ © ª ¨ ~� ± ± ± ± ± 

7. k l ¢ £ � ¬ ­� L ( � � g � ® ¯ z h ° � �   ±�~) ± ± ± ± ± 

8. k l ¢ £ � ³ n ( � ´ µ ¶ · z ¸ ¹ º w z ¢ £ | } ~) ± ± ± ± ± 

9. � � � � � � � � � Q �    ± ± ± ± ± 

10. g » ¼ h ½ ¾ � � � � �  ± ± ± ± ± 

11. ë ì k l � � � ( � � í î § z ® ï E ð ñ z b ò �~) ± ± ± ± ± 

12 Ú Û Ü Ý Þ N ß ¼ k l ( w x � � z à � ° á â À Á ~) ± ± ± ± ± 

13. Ü Ý ãä � W Q å æ ç è � é ê  ± ± ± ± ± 
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