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Abstract

Since the enactment of the Financial Holding Company Act in 2001, the government
has opened up joint marketing to Financial Holding Companies between the banking and
insurance industries. Development banking and insurance businesses result in the growth of
cross-industry and cross-marketing schemes and the enhancement of business models such
as multi-channel marketing. Recently, Taiwan’s life insurance market has shown a
significant promise with ventures interested in developing and multi-channel marketing.
This study aims to investigate the relation between the repurchase behavior of customers
and the choices of multiple marketing channels. Analyzing the data from consumers'
previous purchasing experience, this study determines how important factors, such as
customer loyalty, customer satisfaction, and service quality and repurchase intentions. The
data were collected using questionnaires that acquired 1675 valid responses. The empirical
result shows that a significant positive relation among repurchase behavior of customers,
customer loyalty, customer satisfaction, and service quality. Our results are expected to
generate certain guidelines on multiple marketing channels for life insurance companies.
Keywords : multiple marketing channel, repurchase behavior, customer loyalty, customer

satisfaction, service quality
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PR B 5 0.64~0.68 » R RARM 0 H i FAZE0T > TIRF RADK(£6)

26 LEAZAPM Gk

(."-‘-

LER | BERLAE | RS £ LA

$#c | L F &(Pearson)ip B | kE %
REE & J #(Pearson)4p B

LR Tawp (gr)

jgz | A F & (Pearson)ip B | 0.720"

ALE | myp (gr) 0.000 1

jRir | A F #(Pearson)fp B | 0.649" 0.730"" |

= R (R 0.000 0.000

Zpp | A F(Pearson)ip B | 0.72277 0.685™" 0.7227" |
TR BEE (EE) 0.000 0.000 0.000

RREARB A 001G BEF (R )
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(vw9) BBEFIH

FRGFAITT P LK 0 FHELHER TR LRE IS
F=BE4 o B¥Hs £ ELDERS #1472 ﬁ m; A 4T ’J@ag
APEE R MR AL 4 AT G ORI R 7 R E MR ALY
FLER G 0 PR S c HEQPEE S T HL ,ug;@_-;;«'%?o.l » VIF &
1100 BE B A He(CD ] #0300 TR K SUL R AT ¢
% AT AT

Y=Bo HP1 X1+ Xo B3 X5+ X te (1)

FaEHEAlY o yA TR P FEIE X, Xy Xy AW LAER
BFR TR AGIRBEST  Xos A R8> » B F X2 F 215 4
[F}Rﬁ‘ RIS B~ E# s KT AR ‘Eﬂ‘-’l‘— B R T v X EREIR

CHEF R E RS R T T RER A B AR 2N E A
% -vi’ﬁ»i AR TIOREPRE e A c FRFAITEE O AR T o

FHRLBFNETHELARE BEAIARAE LI TP RIS
FELMABE "HFIRM M T2 T3 HELBERE HERLRAEIRBET
ARF P HELHARY €483 o AT % L FER] > 2 Tsoukatos et al.
(2006) ~ Chen et al. (2014) ~ Hellier et al. (2003) ~ R % (2011) ~ F & #(2002) ~
\?_/%'f(2009) Durvasula et al. (2004) ~ Gera (2011) ~ #f & £(2012) ~ § & 4%
(2010) ~ ¥ /R (2007)F7 § % - K o

MR RBP4 o S AR AR L LI R T (AP
B o Tt e 4% F%Eig)fxﬁ@ia‘;r—g@ e 973 B TR 2§ RO T
BEE DA 5 E8 R 31 K40 ~ 41505 ~ S1K-60% ~ 614&-T0% ~ 705 12
FARE20/ T 0 F S REF JOAPBE 0 Btk AZE30A f ch g BT RRAR H
BRI B E pgfﬂﬁﬁk P A R B SRR W FAREEE P
dEE R RHFLAPM AR LR B R LSt T 3
FALAPM TSR A G AR En 5 T Hp s LR RRE R AR R
AR SHEF AN TR L R R LR B
TAREL P F 2 KTARR R AR R P o 2ERBER
FRFH R o P TR REFR o &4 R TIERAEFR T EEFR
WA PR -
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27 BMELPE - BERLBRORBETHEMFI Z0F, T
6 Ll | FRE | oL | b
(B) (S.E.)
(% #%) -.193 148 | -1.305 | .192
REE L BR 388" 024 |16.237| .000
FBEZHRAR 168" 031 5.379 | .000
PRI B 499" 031 | 16.329 | .000
Hw) (1) -.008 024 | -314 | 753
WA R-(1) 2 ¥ 073" 040 | -1.813| .070
P B -(D)] =3 & 011 .048 226 | .822
FeS B -(2)2 =3 & 075 047 1.599 | .110
FheS B -(3)3 =3 L 143" 061 | 2334 | .020
RIS B -(4)4 =3 L .033 123 272 | 786
#40-(1)21 & -30 & -.074 053 | -1392]| .164
##-(2)31 k-40 & -.136" 059 | -2.303| .021
£ #-(3)41 & -50 & -200"" 066 | -3.020 | .003
£ #-(4)51 K -60 -.1477 071 | -2.073| .038
£ #-(5)61 K-70 k& -270" d12 | -2.402| 016
E#-(6)70 11+ =701 214 | -3270 | .001
)T AR-(DE ¢ () 031 .082 371 | 710
=2 KT ARR-(Q)E A -.055 .085 -643 | 520
Zg KT AR-(3)- & -047 083 | -572 | 568
#* BT AR (4L -.056 .087 -642 | 521
]V ARR-O)E L -.013 124 | -107 | 915
wl-(DF # -.039 040 | -956 | .339
¥ EJJ-(Z)E 2¥ AR -.056 049 | -1.147| 252
¥ h]_( )& Bk E g4 R -107" 044 | -2.429 | 015
* e (4) hE -.037 152 =239 | 811
lﬁﬁk ¥ u-(5) 7 -.067 061 | -1.099 | 272
B w-(6)8 2 -.158" 055 | -2.840 | .005
B%x i ul-(7)ig k% B -154" 066 | -2.340 | .019
¥ (8)His ¥ -.109™" 040 | -2.731| .006
B E w94 061 049 | 1245 | 213
B Bo(1)% 5 .040 071 555 | 579
B B-(Q)F 7w .082 071 1.158 | 247
BEE E-(3)¢ i3k .085 073 1.161 | 246
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2T MR LR LA LRSI THE G L 2w FA(E)

} ik | REF | T | PE
A

(B) (S.E)
B FH-(4)Z £ 077 084 920 | 358
B F-(5)% B 070 086 807 | .420
e~ o(1)2.1 H~4 § -014 046 | -299 | 765
e~ -(2)4.1 H~6 § .005 050 109 | 913
e ~-(3)6.1 H~8 § 043 059 722 | 470
e~ -(4)8.1 H~10 036 072 497 | 619
1~ (5)10.1 § 4 b -.046 071 648 | 517
PERBMEF-(D21 4§ -.004 034 | -123 | 902
PERBMEF-Q41 F~6F -014 040 | -347 | 728
PERHEY-(3)6.1 §~8 F 030 051 593 | 553
P E ST -(4)8.1 §~10 § 063 054 | 1.168 | 243
2 E QLD (5)10.1 F 02 034 044 772 | 440
¥ oF oo H s g-(1)2 5 .004 033 116 | .908
4 F ok iFH EH#-(2)3 % -.032 036 | -890 | 373
¥4 F e iFH 3 #-(3)4 % .008 047 159 | 873
HF oo E 9 d-(4)5 R0 022 .040 550 | 582
s P Ty k()13 & 031 044 688 | .491
B iReg o P T iag kg -(2)3-6 & 042 047 900 | .369
BRGNP T e ko pE P -(3)6-10 & -.006 049 | -128 | .898
BRGNP T e ko pE R -(4)10 & .006 048 116 | .907
AR Ak 8 LR HR(1)4 -051" 025 | -2.027 | .043
S8 AR AT AR-()7 AR 119" 034 | -3.531] .000
srgl e AR Timnap ()13 & 039 045 868 | .386
S48 AR TR -(2)3-6 & -.008 046 | -163 | 871
B4 AR TR T -(3)6-10 £ 015 049 298 | .766
BH R AR Tl pEFo(4)10 & 046 047 980 | .327

3 1 R=0.662 ,Adj R’=0.650 ,F=54.499 P& =0.000 » ***P<0.01 ; **P<0.05 ; *P<0.1 -
AR e Bu-(0)F 5 BFRIR-(0) AL FieS B -(0)mF & 5 E#-(0)204%
WS RTARR-O)RY T S BREN-0)pd K REK R-(OAT (L)
Jer-(02F 1T L 2 EREEF-(02F 1T G F oo EER(0)IFE  HFE ST
Tyogn kpEF-(0)1 & P& A KDH G A R HEN-(0)F (4 & % R LT LP-(0)
B AR T o o(0) E R o
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(&) £% 8 Q# = (The Cochran Q Test)

BRERY » ARER TG - LRSS AR AFERET léq*%?uﬁ?
Q MTAHPFEHEF P T  ARERTGH - TRENRN, §:E
B LR FA5(48) - .l‘zig%ﬁ#\%gﬁﬁi‘ﬁi ARG R ﬁ;ﬂ' R 114
Al > 2 ¢ A2iE30%:05 3B o Tﬁ}%‘%f—'}%“és} SRR RER o HeEYiRAY
AR ERE BIFSE o Cochran Q% TRt F L B » L TAFF40:5 7
ﬂ?»ttﬁa&iéfxﬁ%ﬁ%'iﬂ']io%;’?—‘ﬁ%%ﬁﬁii’\—%—lﬁv‘ﬁﬁﬁé £ 7 8B B
He 2 0P B AgE70% > By 4P BAETRAARBH DA -
Cochran Q¥ 2 T3 F L B » A THEERAY P FEBEFL P
1 o “)’?—J“%iﬁf‘?—% AE R 1’)58713941,?1’\—/7 v B¢ A21830%07 3
BB ZEMRRILE P2 ;Ié%ﬁpu% MA AL Heptirid AR
43 eh=t B o Cochran Q%éap—rriﬁi&?fiﬂ v RoTAFIEAREE Y L
mEFALME -

#8 AKPHEHE2Z Al ~ Wi~ 41 - Cochran's Q t&
- e ar RS o , N
ANEHHEY 2 FH AT P = e Cochran's Q & Z_
%5),%‘ " 618 36.90% 1
R 511 30.51% 3
£ A 450 26.87% 5
£ Hp ”F‘I‘ # 480 28.66% 4
36 (5 B 206 12.30% 10
BEE% 527 31.46% 2 845.055%**
ok iR 273 16.30% 8
e 119 7.10% 11
i 394 23.52%
:}';»”““'] 355 21.19% 7
£ £ 239 14.27%
e m o K , . N
AREHBEY 2B S e % B Cochran's Q # %_
#'a \ ? 1219 72.8% 1203600+
2147 326 19.5% 3
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48 HAKPEPHEHE2Z FHEA @B~ 4 - Cochran's Q # Z ()

Faa—
ANEHEY 2 FH AT S Pl Sj; Fom E: Cochran's Q # Z_

gk A od 448 26.7% 2
(AT 1 AN 153 9.1% 4
e (TA 43 2.6% 7
= A 22 1.3% 8
e Ea/App 4% i 50 3.0% 6
Hu 131 7.8% 5

S X K , . .

A REFHEET 2840 S = =< B Cochran's Q # %_
¥R g 881 52.6% 1
AEEELHE 286 17.1% 4
DM/4F 3 s34 109 6.5% 6
Ak 565 33.7% 3

2434 436***

;‘éfd LA RE 46 2.7% 7
s N 30 1.8% 8
}51 e oF 623 37.2% 2
H 148 8.8% 5

3T D ¥F*¥P<L0.01 5 *¥*¥P<0.05 5 *P<0.1 -
(=) & riiE (The McNemar Test)

AEE RPREY 2 FH A~ B E 4L/ 2 McNemar Test't #i rﬁé K
o 2 TARERE £FFLE o £9Y > FHFEA GBS SHRTHE 2
Hagale A RERFT 2 FEEAL A RAFRI A P EREFLR A
T 4 S Ak g AT "*’ﬁéifﬁ}’ﬁmn—ﬁ'—ﬁt» Ao E BT 2
FHEURZARERIRE > Z%G200 RE B 5e A 0F g RELA
¥ ‘?%Féﬂ"éﬁﬁﬁ*‘/Appﬂlﬂvﬁ?;d—. ©BoiFd E R RAEE I G A PR
FRBEFLR RS FHEEED B RE O BRGK BB ER kgl
BiEd o ARa TSR BEFoiEE  BE lmﬁaﬁ%ﬁﬁikﬁﬁﬁ%ﬁxfi
LSS EREFEF  ERR K  FRE i  DMAR R sk
M THAGARBE P ABRREACEREFLE 27624 2 &
REE B2 PR

|



PR 2 E A

- McNemar % <_

SRR L RH A s A KEEL RE A

P P i
3 w9 39 .
893 224(134%) | 195(11.6%
F A6 21 (13.4%) (LL6%) | b, 001
L 833(49.7%) | 423(25.3%)
& 93F 547(32.7%) | 288(17.2%
BTt ' B (32.7%) U72%) | 5,001
RE 617(36.8%) | 223(13.3%)
£9% 835(49.9%) | 288(17.2%
conp | ELE XTI ELTTEEZDN I
RE 390233%) | 162(9.7%)
] 9 1078(64.4%) | 416(24.8%
LW FiE £ (64.4%) @A5%) | pog.001
RE 117(7.0%) | 64(3.8%)
; £ 93F 857(51.2%) | 112(6.7%
| ER(S ) w1 ( 0°) ( - 9 1 po.001
5 5 )i 612(36.5%) | 94(5.6%)
; 893 677(40.4%) | 269(16.1%
Py wE ® 1 y (10.4%) U61%) | pgo01
jé RE 7128.1%) | 258(15.4%)
o & 4T 0 0
5 e FEE: 1221(72.9%) | 2040122%) |
3 3 1% 181(10.8%) | 69(4.1%)
§93F 1498(89.4%) | 101(6.0%
SEE SR rie ( : ) ( o°) P<0.001
RE 58(3.5%) 18(1.1%)
893 667(39.8%) | 176(10.5%
L Lo el 103%) | p.001
RE 614(36.7%) | 218(13.0%)
893 1100(65.7%) | 282(16.8%
#7 3 f e | P00
EE: 220(13.1%) | 73(4.4%)
£ 93F 1365(81.5%) | 211(12.6%
& &3 RI1s (81.5%) U26%) | p-9.001
RE 71(42%) | 28(1.7%)
% B
BT 5 H 2 B s A K E A RERAE P
£ 93 73
£9% | 303(18.1%) | 228(13.6%
R e s.1%) ( %) peo.001
BE 153(9.1%) | 991(59.2%)
E9%  |1271(759%)]  198(11.8%)
A P<0.001
BE 784.7%) | 128(7.6%)
: B9 [1095(654%)] 202(12.1%
2| g A AR A1 (654%) U21%) | 54 001
i R 132(7.9%) | 246(14.7%)
I £9%  |146787.6%)  95(5.7%)
g kT A 2P , P<0.001
39 55(33%) | 58(3.5%)
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%9 Py 2z mHE ﬁ\u};ﬂ S vs, A RERzZ BHFA BB
- McNemar # Z_(%)
s & 1% |1537091.8%)]  33(2.0%)
& 5 1% & P<0.001
Ry frdl RS 95(5.7%) 10(0.6%)
, &% |1643(98.1%)  19(1.1%)
T AL P<0.1
LAk R 10(0.6%) 3(0.2%)
&1%  |1607(959%)  46(2.7%)
/App 4% % P<0.001
# i App 4 193 18(1.1%) 4(0.2%)
" B 9E  |1446(86.3%)  73(4.4%) oot
+ 1% 98(5.9%) 58(3.5%)
AREREA
SRR RH 24 vs & RERAA A REREN P
# 132 R
o PEES 517(30.9%) | 228(13.6%
EiR AR = (30.9%) U3.6%) 1 b 05
4 13 277(16.5%) | 653(39.0%)
B9 |1323(79.0%)] 193(11.5°
AEEL R &) 32(M0.0%) 193U1.3%) | 4 00
4 1% 66(3.9%) 93(5.6%)
. B 1E |1541(92.0%)]  94(5.6%
DM/3R 3 fe 2k - } jf, ( ") (5.6%) P<0.001
P rEES 25(1.5%) 15(0.9%)
: T 804(48.0%) | 190(11.3%
Pl mansg RI= (18.0%) UL3%) | p.001
A $ 4 306(183%) | 375(22.4%)
&1 |1548(92.4%)  31(1.9%)
2 | B e P<0.001
i Rwslp o RiE 4 9% 81(4.8%) 15(0.9%)
i &1 |1630(97.3%)  28(1.7%)
¥ kL P<0.1
i RS 15(0.9%) 2(0.1%)
& a7 0 0
s £ 924(552%) | 353QL1%) | oo
4 1% 128(7.6%) | 270(16.1%)
& a7 0 0
W RS 1478(88;)2&) 120(7.20@ p20.001
493 49(2.9%) 28(1.7%)
sr 1 #RRP<(.0] ; #¥P<0.05 ; *P<0.1 o

(€) —uiE T HmEF (Binary Logistic Regression )

SZ R F N
2R Blhed B S Bk 2?5;‘@53}51 PR o
7’%?&—,‘—*0 @F‘—p:‘i;}#&‘@?%
o s p RE(£10)5 X5 £271%

.u—-_q,]

By : A R R Bpi et
Fiarf A BREEMEL]L
mE R Fﬁizi‘w%‘r LPHLEEL o dH
Hooes A o
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£ 4 o RS
£ U B AP RRE & X,

MEZERZACE N X,

REE LR o E R ETAR AL EET R .
A FF SR ORR X4

A&&T Xs

FRAR & X

REE B R B8 FE X5
B FE Xs

it Xy

7 Xio

e = Xy

PR A & T F R X,
e X3

B R X4

i Xis

EPHMEE ¥ L dF T M Xis
FRALE# X PR X7

FHRKR: AP FEFRE

= AR E AT R RCR AT AT
Y=BotB1Xi B2 Xo B3 X5+ BaXu+Ps Xs+BeXeHB7X7HPs XstPoXotB1oXi0TB11 X1+ 12Xi2
B 13X 13 HB1aXiatBisXisHPBi6Xi6HP17X 17+ PuXnte (2)
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“’“"H TRFLAPM > MR EREF LM T Ten A RES
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L1 = AR Arie A4 8 % ()
o | meme | menm
§: Ho o2 p Rk #EET) BE |G | e
e .196 019 -138 069
BE AR 413" -.138 -.097 -.378
£ AR 106 .001 189 -.052
e Sk Ll e 20 | 027 | -ima | 196
A BAAE® A BT -072 -199 032 084
w-(1)% -.037 -.058 -.025 003
PEAFRR (1) 4 235 -.364 093 -.448
FieS B (1)1 3 -610 242 200 585
FheS B -(2)2 5 & -350 -.146 -.048 401
FheS B -(3)3 nF & -241 075 139 769
P B -(4)4 i L 670 -339 -.148 -18.424
£ 80-(1)21 f&-30 & 165 -308 -.102 -381
£ 8-(2)31 f-40 & 022 -200 -.066 -.647
##2-(3)41 F-50 g 446 287 121 -.500
E#2-(4)51 F-60 f 365 392 -.161 -339
£ #-(5)61 F-70 & 1.033 -0.941 -0.919 0.048
£ 8-(6)70 f 11 b 639 085 -20.169 | -18.879
®TaE-(DB Y (B 267 265 -265 -320
e KT AEA-QLF 391 056 -177 -.646
#1 KT ARE-GQ)L 5 452 302 -.103 -.665
# ] ARE DAL 530 658 -.106 -471
% ]I ARE-O)HEL -.036 206 270 399
BEu-(DF 4 092 083 -.092 243
By (2)'33 2% AR -376 053 151 3561
#u] Q)& B E PR -.116 - 444 081 166
] (4);,&1'(;% -1.603 -0.595 0.449 1.090
¥ u-(5) 7 -.544" -.196 159 -1.137
B (65 4 -309 -.121 -257 281
7 ;t_u (7)5717&& B 137 -.103 - 442 188
wl-(8)Hlis ¥ -347 018 160 512
%x # (9)ﬁ 2 -.100 -.494 -171 444
B b Fe-(1)4 -728" .550 173 327
BV E (2)+~b 4 -494 438 -.541 116
BAE %-(3)° §54 -.485 317 -449 620
Bk %42 £3 -.540 297 073 -.090
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BE W 4 [ Ry
}i_ Hom 2 p ik #EAT 1 H_&ﬁ\ a liﬁé\l pjm
% % ¥ %k %k
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