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ﬁliwjﬁ‘[ WRET JL 5= 1P i‘é'}/#&@ (amount of money refunded) =251=' (mode of
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=4 *’J[@fﬂ%’fﬁ FH[FI pLF5H | (Lichtenstein, Netemeyer and Burton, 1990; Thaler,
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@FIFTTEW[HU]:% bﬂzﬁp R ’f# =THT % IR S I Fp‘r‘lﬁﬂ#’}fﬁ}%ﬁ
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[©1 (Cai and Jun, 2003) - ]Jﬂi_fﬂ?}‘%ﬂ "FFT F R Ry FFHﬂQgJ%;,J [kl k
FYBSUBE K S e 0 47 SR PO 0 SR T O (Streeter,
2004) - W?Eﬁfﬁ‘ﬁfif%?ﬁ@%ﬁ?@ SR Pl > T IR TR B
@.E—[g[ﬁa £ €] f@gﬁré{@fﬁg&ﬂ_ﬁﬁlfﬁ LP#F;J %ﬂ%ﬁgg{ggﬁ&gmg[j\ > Levary and
Mathieu =255+ %E’.’(Eﬁ”ﬁgﬁ%ﬁﬁg f%é?@ﬁﬁ%‘%’ﬁ#[@%@j%ﬁ?ﬁ@ﬁ (Miller,
2000 ; Baen, 2000 ; Levary and Mathieu, 2000) °

REEA S ﬁﬁf/'[rdi_fﬂ!,@ﬁ]iu T8 (Boulding and Kirmani, 1993 Shapiro, 1982,
1983) o — ffd ALipy ° f' F@-%f_ﬁijmﬁfhﬂj T T A SRR
(Davidson, 1990)  F| # > ** FIfVEEERLCLTE - FERTH R K ffy > TR
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TSP M - R HRST o
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HIFTH YRy Ii#jﬁ ﬂfg FIfslqd VdVRE (the process effect ;
Collie et al., 2002) © WI%’P{EJ ?ELM [ ]@%’7

o R AN B » (I SE

H10 : SR ISR ) - ) Ry T

2 - MRHA

— ~ W%EE

¢7I'34['Ejﬁ£ K=" s:f*%?fé?ﬁ’l@%:{‘ jﬁé % FET;fF‘ffJ (g,IJFqu_,’—:F e
ELF?'_FH PUBEE (FJ () FFVFF@-% (ﬁ 3 SR H YRS TR
BRI (2x2x2) » R IS s TP TIOE 745 22 L
ﬁ‘,ﬁlﬁ%ﬁ@j B -

— HIRRFAERAEE

() BERCHRFAERREE

B R AT
s Kukar-Kinney %= Grewal (2006) }{‘—’j’ 2_#'%[ FHARIEE o) By T
%mﬁmﬂﬁﬂ a?m ﬁw4F#1@éﬂﬁﬁf&ﬁynﬁw* AR (0~
1) > VAR D O o [ R
233 {8
FPRERE R~ SR~ BT (2000) AETIHOE 5T L ~ (SRS
P TR T (RO > 24RP Likert = RFUR B (=2 T
[l > 7 Jlﬁﬁ flj"k) K ”Ev(l)"’??@”‘?&’F“F“:a“é'w%ﬁﬁ (2)"”??@”—?;?’?
fssLy'y %5% FF{ % (Cronbach’s a) % 0.8829
3T R
FAPIFR 2 I SLEERT (2001) SRR Fﬁ%ut VR SRR
FRH| Likert “&ﬂ“@ t (1= Jlfﬁ T IRIEC 7 JIEF A - REFIRL(D) T I
F:?J’FF[H@?D 7 f’ﬂﬁ (2) 58 I3 rFFEJ fi jﬁé@ *Lﬁ ?‘ #oM4: (Cronbach’s
) £% 0.8239 -
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YI:WZ{L_’%Efﬁﬁl%%ﬁﬁ?ﬁiﬁ%ﬁgﬁ'ﬁﬁa ﬁﬁﬁ'#?{ﬁl]% » B FEKE
FTARETY I'E]‘F‘%l%&’ﬁ]‘ 14 o fi Rl H =05 Lichtenstein, Ridgway = Netemeyer
(1993) » ™R 5| Likert ‘*Eﬁi’iﬂlﬁ% (1= JEFI [FilEL 7—-JEFI [FED > JEF ()
5P RETEE Y pu T ] 2 SR (S 'Jl%?fs‘ () TFETt POy R =35 P e p
rpfr ff[h_ TOIET > GYFETd N e pERATIES > T i B TRAE I PO R T (4)
51 S F D S RSP e BRI R R > RS
& ﬁdjﬂ—dgﬁﬁ}mg P f[ ool (Cronbach sa) £50.903 -

5.

P R R sk AR LT ) ’ﬁ%%@ﬁp
TR o= (] L& FEp Bk o i gl 1 70 2¥ Lichtenstein, Ridgway % Netemeyer
(1993) » *#2H] Likert + %ﬁfi B (1= JIEFI [FilE > 7= J[Eﬁ [FED) > JEF ()
A I'E%%‘Q l’ﬁl%?ﬁ“i fﬁ]ﬁ%&‘ Eiff e ()Z[F ’F‘Eéfﬁjﬁi&%&"‘ﬂj Fil ﬁ#fﬂ'
EI'U]”FFW?T ’ J‘Vﬁ“‘%fﬁ\'}%@é%ﬁ*ﬁ@lﬁﬁf@(@ﬁélﬁiﬂﬁ?jfﬁﬁlﬁﬁ ’?9$@ﬂ?ﬂ§?95’ﬁ%m% ’
= 2 "fjﬁ# FT(4)75 e i Fﬁhlﬁ F B8 A (5)5 ﬁgfﬁfﬁ"ﬁ BI
it [ RS < FERL Y, F 2 5 TR o[ [ F51% (Crombach’s
@) £ 0.8896 o

(ORER RFAERREE

LAy
ol TS S e 50 Kukar-Kinney = Grewal (2006) figt #=¢ > 5]
Likert ~ E’!{\Wf' Bl (1=’JIEF"T [l =:’|5|ﬁ"[ﬁ ) o fé'?i%(l)"ﬁ’ﬁl]'é[l = rFF,}{’—”J’
AL 5 (SRS RISl (2) gt e oy ?Eli*ﬁﬁlﬁ?fr&lﬁa%é
aww@% iy (3)@@1#@ LA, Eb%%iﬁ P8 B (ST DT
* 3 RN [ ?Z[ 3% (Cronbach’s a) % 0.8558 °
2.’35?9?11515,-
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The Factor of Impact on Consumer’s
Willingness to Request Refund

Gou-Fone LIAW, YI-CHunc TSAI ’

ABSTRACT

Price-matching guarantees (PMG) is defined as a retailer’s policy and practice of promptly matching a
lower price offered by a nearby retailer on an identical or similar item or refunding the price difference for a
short period after the sale has been made. A PMG may operate as an effective promotional tool for retailer and
a valid market signal for consumer. It is important to understand that consumer willingness to claim a
price-matching refund’s process. The purpose of this paper is to discuss what are the factors influencing
consumer willingness to claim the refund, by manipulation the retail channel (internet or bricks-and-mortar),
store reputation, depth of refund. This variable affect the perceive difficulty of claiming the price-matching
refund, the perceived service quality, the perceived likelihood of receiving the refund if request, and through
them consumer willingness to claim the refund. And it is important to discuss whether value consciousness and
price consciousness moderate the perceive difficulty of claiming the price-matching refund. At last, [ hope that

I could get some kinds of relationship to these variables and offer some managerial implications to retails.

Keywords: price-matching guarantees, store reputation, value consciousness, price consciousness,
refund policy
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