7.8
%

% 2
%

of BT A P

23

AL

Rzt 80 FH> B4 xT,
Pr2mL (EL<&) ‘
($RARA - RIAK)

Firfud - E

_pO\ﬁ_Lu—_J.—B
L gL

-7 -

2R (P A - %5 #icx 1,11, 1il...)
~EHw (3 ¢.§%”?)Aﬁif%

(A4 A3k 3o 3

2

7}‘.‘»/71?_%_5 nﬁéé’ﬁ

HT (He %R
?J;' UPé‘iﬁ%i
D (ArEmAL

?ﬁfﬁt; (E*)

B (EY)

~ B =%

P& (E®)
Bpgr (E%)

/4

/4

L m\ﬁh \\\

|2

(
EL

&j‘f*l’“ig-—?é"
= PP EEE )

)
B3 @2 REP

i‘ﬂ\}-iv I P}_

- “HRE PFEHEHRA (FT)
f

—“?%KA'\ (E’E%F-"FF

5o %
L S S
¥ F LR

(o7 + =X
=7 \gm—‘;—'—‘ L" pﬁ

WEE k(ﬂﬂ‘ﬁ

¥

S e (EY)

> aEcF 1,2,3...) — %3

S g ARG
1%

GCA-NTUA =R Ei_2025 (85T

EoRN

4
&t

VP

—FOzZ &AL AP ki g kitHh
~ POz &S AP g RTEA

4%
&

)

SR (P ER) AMeER (P E

- Lz-p,

iR L

Z}g Fi‘wg j@np =

C EF i AR B L)
BET)

Bob = s

o deT ol

PR oEF 123...)

ARk P @@%Jgtt—,;—; VB

@ ais)



GCA-NTUA & S #E_2025 &5

e~ 3K (EY)
B BL AT & REE Fpilr v A £8 é)f—%;‘é?,iﬁ.&,‘ﬁ% i
p 3 rqllﬁﬁr\_]_plz.:%<a—hfiﬁliri) »’%&ﬁ.ﬁ_] Lﬁ,%’ﬁf_
F e
W R S N R B2 Bw L F € (American Psychological
Association, APA) ¢ 1) %< 5 & # Publication Manual of the American Psychological
Association (325 € (T2 EBER] > T he EBER > P DL F S R)

e r"f‘l?‘i Q}Elcmﬁg}\ 7% Pﬁ(APAStyle) d 3> APA F @ F|eha|f B0 > F 7;
e (5 I“’/‘Q)mﬁﬂ/,,\ APAT}L»Z g"ﬁ_,% A (e J.FL?,>> kP s J’E-ﬁ"
A%F?’;TL\ s I}I‘QL”%? '—Fm? :-ﬁi«]»‘i E%”'&t (%’é“)

J]_-_L
’

L ERFEBRT2EHR-FHPHR BZP T (FEY 2 L £52019)

- P BREYEE A FEEFEALT R f’rg;)f’rf; fe ¥ ivnia s o

S BPHE A RIREE R S S FEAEOY D D P o eI
F A FEE o

ARG FARLR S TR AHEERF S RFORG A RNEEIR )T AL
BRoJREATAEFADE > Z ARG AFI G MRV ERD - FL 2 p %
R AL e 3

TN F RO R KRR A R LRI o B N T AR

(£ 2 x| B
(FHR KR 4B > 2 FQ019) - FHFEHEG 1 LF 42 EF il o =p
https://www.cuhk.edu.hk/policy/academichonesty/Chi_htm files (2013-14)/p01.htm )

It



GCA-NTUA & S #E_2025 &5

> dBERAER: QRENRT AT IALABFHT AN

-~ #5
(- ) ¥EERF 12004 (g/m2) & > b L (R)e
() #Hoeppe (FEr e R ES (T4WE)o

#Ess L FRES

: ~ F\ é
AR D A4 (210mm*297mm ) ot 0 80 s/ K (g/m2) v A e
20 ERIZ N TR R R B R SIE o H G B o 2 AT
BI10F () mTf #@Hia -



GCA-NTUA Ep 3R #_2025 (52

Rzt BN FR> BREFF P2 ALE R RS

- R AR
TR 254em 2 LR 30 Tcme FRE F 24 0 2 ) B SejlEh, >
Q%'iﬁ”W’éﬁLT‘@EﬂaWE%°%$\B&K%B%@Bﬁ\
EI OIS 7)’%‘ e E R RE A Y o T 2 AL AP T 2 F

ERR o <

&
B

® < 17 12 point ’fi“% w483 B > % < 12 12 point Times New Roman % B oo
4R

RN R A LR A AR w8 (4
) 2z o%g\&&kag,?/};f%%c

T
(- ) %% ~ Abstract~ X2 £ P B P = » 7}%’?‘1]?%33%%%{.2 18 point F

(z) =T % | 18pointF ~T & | I4pointF ~F & | ™ % sibig (Fiedl)

Bpo 12p01nt;5_ o ] 2 Ba - B2 '—ﬁing ®E f‘?ﬁ_ﬁ'%ﬁf‘?ﬁeﬁﬁ"-ﬁ

IS EREERS 0517 -
(2) %¥= ),?%i m < 10 point #1548 F -~ & < Times New Roman o

z ~ 7EE
BN S

B(F -~ 8 ) P22 3L HFFiE(Single-spaced )
PHEBAHTAPNF IR R - (BERFIES - 7))

44

B
(-)%;E\%&ﬁm4¢¢aﬁaiéL&%%%\EQJai%éﬁﬁéﬁ
/T CF AR RBEP I LT ARG

(=) pv ¢$§J§ifk? oM il il BB RS BF i S o
(Z) = (#h*2 Body % - Fdz ) K@,égk‘“ﬁé%u 123> FFfin

BT g rs o

(E)%éﬁ—MG*W%’%I%Q\Ei‘%i‘ﬁa‘iéﬁ—i‘ifq
/,?J%i%ﬁﬁﬂF“&wiﬂrﬁn%’M‘rm—E(%L—E)"“ P A E AN s PR
ERERFF LS UBREAA- T o

OF % B IEwM » 354 (32 APA HIERELP 2 R o

O~ HERF > JHENRGE - FEARPLEERF 5T B2
Ah&ﬂ%%iFL%ﬁ’ﬁﬁ PA R % dVR&EEP 2 Rgp (P < 3F

T ® 4w APA £59) -



GCA-NTUA Ep 3R #_2025 (52

APA B F A P R (55 R)

Fh M 2 RT X EHRE AR APA B34 F 2R

ERwmY BT v g2 433

/\
\\\Xr

f@ift’ﬁral’#w 4(§ _%3‘\)7 F.—}l,,\,,p ilf—%i%’f%fﬁ(%i%ﬁﬁé_fﬁﬁ%f%'ﬁ
¥ f8)p H O fy(in-text citations) » ¥ 3N e kg T aE < }I?% | (the Reference List,

the Reference Pages) 71| 413% 4 F 4 o

;; ¢4 2% 5% (quotation)~ ¥ & 51 * (paraphrasing) & f&» 2% 51 % -
RPN AL T Y LY R p e dmEn :lf%‘ﬁﬂﬁ:&’?fmwiﬂ@:‘=f«‘@'ﬁf

FE o R BPEEEP DA TAASRE > uflFXie- H AR o

éﬁwﬁﬁ%ﬁiQJJﬁ’—ﬁ%ﬁﬁéﬁﬂiﬁ““ﬁﬁﬁﬁ,ﬁnRum

(1995) crFT F oeeveeeee DY - BRI Rk A RE Aol AR L RE

£ & B F (Conway, 1993)e s #h > ol > iRz T W R AT ¢ B TR 22
4r Kessler 72003 & 2 & ceeeeeees o

APA =3l ® cofeta &3 28 GESRZLR 0 8 174 3 192 T )0 A itde
T(gﬁ%j%%iﬁ#ﬁ§i“”ﬁﬁ’E—%@?ﬂﬂ’%wﬁﬁzﬁﬁ%ﬁﬂé
TR A g3 AE 2 FhFH o LA THRI G APA $1 K)o

4

S SRR AE SRS S A AT R 1 BN SRR R

3
SRR AR AR R L IR CERY Y EIEN S S Y LR NE S22
b

ﬁrna—ivng;5W¢§’5ﬁﬁﬂ®#@@(gqjuaﬁag&ugii_;goy@,
RS SUNELTE IR A RIS IEE SRy SRl S RIS FANE R S

e RIARER IS L3 (FF ) P v RAIRERRN R L o

® APA 577 SLR I & ¥ 6 5 AR 7



GCA-NTUA Ep 3R #_2025 (52

ARAﬂU%é#iﬁiﬂﬁ

/\
\\\Xr
<l

PAMD 2 RT S EHRE AR APA 58 % 2 R)

) 2 L i

APA H38¢ o P Y RAFL A SR TP KL AL WA - B2
i RE R E T AT HRS (L THEE APA AR AR T FEREES
PR AUES 125-167 F ) 2R AR GRERE 247253 T2 AURF b)) gk
P (A LR EX ORI CERT A q@vm%‘] Ldo b REVEL ) SR
RIERAR e T ARG A A ROETE B A SRR IT S TR 2 v JIE
FIRML® o FHISF s WS E IR B p T Rt (R X 5 0 2010)

-~ EFRORET (S8 247 2 KT AR ARRERZ APA RS 5 R)
?ﬁ:iéﬁﬁiq\l%\»ﬁﬁ — B R ENUEE IR Y- R IAFE 7 TRl o ATl S @B
NEREZTEAI AL - BUEARE BEHETARP (1) FRELRE? FH > {
At f{F'ﬁLﬁ-?fé‘ ﬂf‘r\"g‘ 'fj”ﬁ:i > (2) % /F'»EE-W e ﬁ*m?‘ 7f"' T RS 2 LR
FRER3)EARDETE LN l§f§£¥*§i?§_i-§ﬁﬂ?*i'(4)é3?’”‘?5@*’?@%?
(5) APA RAFlEHhamz % > A RPN T FHRe EMR > 3 RER > - B F 3%
s PEHERER(6) AREIS KRR o

P AT B R TRT A SRS ARSI R R P B MR B

P e
L¢3 R G R

(1) fop o A 1256 2 R S

(2) fep4cf FA > g F AN BRI T—)
(3) #pRf @B 4 cnst - 23 T— | 8,
CORIE SR RN O Sef S

(5) - Fefv] Sk & - X o

(6) >3 A2 4A B3z A5 AL RR o

2. ¢ % A ARAL S

AR A2 (G &) 27 5- SR 527
We 2 Al T 0 AT s PRAREFZ G LT &0 (FTF )0 2 3 23l



EERNRIEARITE BT
£ %

% 2. Parasuraman et al. (1994) SERVQUAL

GCA-NTUA Ep 3R #_2025 (52

ERETT

Bk & (2006) F:FH /R 4

Parasuraman et al. (1994) SERVQUAL & %

ME & (2006)

Tangibles

Modern equipment.

Visually appealing facilities.

Employees who have a neat, professional appearance.
Visually appealing materials associated with the service.

Responsiveness

Keeping customers informed about when services will be performed.

Prompt service to customers.
Willingness to help customers.
Readiness to respond to customers’ requests.

Reliability

7; a5
f@'ﬁ FLAR IR H

)’%"ﬁ A2 il A g

R iRy &t L gk
Bsj - LEd A dpdigEs ) £
F s

B E B o
R £ s TR A%

e} PRARREE ORI

EEE RIS L By Y
e %=

Providing services as promised. BT R

Dependability in handling customers’ service problems. RN T R B T S L ERA
Performing services right the first time. Je e ¥ — e 1 I RUE
Providing services at the promised time. et B § Ry e SR E PRI
Maintaining error-free records. T dF I FEiis b

Empathy X Kl

Giving customers individual attention. B 67 REE B W L E
Convenient business hours. FREZ Y 72 BETF T
Employees who deal with customers in a caring fashion. Mg v # B3 R LB RAR
Having the customer's best interest at heart. BMEEEAE G BL

Employees who understand the needs of their customers. B fRAE L BN E &

F L %k ik © Parasuraman et al. (1994) ; B % & (2006) o PRIZFF 3L o & A 7 i:jx < it



GCA-NTUA Ep 3R #_2025 (52

S Wl (FaE f AT 2 RT S R ARRR L APA 5% 5 5K
BAF U R AR AV IR R L TR AT Rl o ey

B2 Mg 4 s 57 KERLEd 2 £RnFn - B R AR plL: )

PogEE b

B2 enfa st b > 2 % P AE A8 350 BAL P %~ e 1 Z 05 0 4o

1.7 > B2 Rt B 1 1548 & B 1-1 3 o 'i(“*@%T*’iiﬁ
A ) o

2. &~ B, A8 0t 58 0 Figure 1. Figure title. 2 Figure 1.1. Figure title. ( & ** B35~
o R A )

3¢ &2 BN OF ks _.‘.ﬂ?\[_ﬁlﬂk_ﬁ/m_g‘i B R AL E ) £ - oA
B KL A fa’mt PR VR £ B AR B AN A s
P fA IR o

4. ¢ B2 RARIeRS T EARSRS PR 0 REfRRT 2B "Note.; (31) -

SR E - Wt} AgE- T R

EEM
ASEPHIE B. 4

B
2‘&
m‘éi

HBREFE

A B

B F-F RBE
(HEEMR) (HEER)

C D

C. & Efr B

o
&
P
b
o

el

TR

B2 £E—2REBRAFTHEH
TR KR i3 :zp “Importance-Performance Analysis,” by J. A. Martilla, and J. C. James,
1977, Journal of Marketing, 41 (1), 78.

EYHEN BT R Sit )

A LR E AR B B Ry —1T > £ N7



GCA-NTUA =R Ei_2025 (85T

BEBI

;Fll{.

REB

TR

RS mh
FIET 5

RHBLETT
A

L | .14(.25)

S
HIEMES

SR
PRI

£

01

¢
¥
1

=17(.11)

A41(.23)

.06)

.QS(.l:i;

e

BRI

&l 2 B ECKEE P R R 2 BLIER A B ik Ig A e -
RE ¢ HEARR PEHIEIERRS  FEIRREL T RN R - FESRN R IEEL T RN R -

M=% H “Adolescents' reports of parental engagement and academic achievement in
immigrant families,” by S. Plunkett, A. Behnke, T. Sands, and B. Choi, 2009,
Journal of Youth and Adolescence, 38(2), p.264. Retrieved from ABI/INFORM
Global (Document 1D:1632836371) doi:10.1007/s10964-008-9325-4

AR[E Ry PR (£ (2010)APA £ 355 7Ai p.53 Bkt
REE B E R E R T 7 BRG]

Z~APA #3#: < 51 * (in-text citations) 11 % %% < Ilfk (the Reference List, the Reference
Pages) :PEBRF K S - R EEF LRI & (2010) APA #5852 w8 E 2

ERE



GCA-NTUA Ep 3R #_2025 (52

APA B F A P R (55 R)

(

\\\Xr

Fh M 2 RT X EHRE AR APA B F 2 R)
j’ . . (% 1y . %j’ . Y )
Y R R BT e i

it deslr A (B EE YL T FE LT E L FE(F T AL F v 4
¥ f#)p H 4 Ay(in-text citations) » ¥ 3N e kg T aE < }]?% | (the Reference List,
the Reference Pages) 71| 413% 4 T4 o

APA £ % 55 B %%’?}*&mf@ o490 W ’J‘z"fiﬁﬁgéjgkﬁ‘!#k;qmgg,_/t_[
FAGBEE T S RO BB e R SRS 0 5 180 2224 T o

CRAR A B AN L2 a0 L LA R B He B AU

>

AR AR AU A B L SRR LS S RN S SLEER

4

\\\Xr

§ g
P - &2 ;gwwtal%ﬁ F&"‘F{mxtiﬁ;@_')} () ME By B PpRDP-Ko Fobs
K,éft S8 QR oE ¢ A I T’Fﬁ c HAR A * B2 v‘zgkﬂﬁ’ Ry f’f—%ﬁri”’x SRS S

FEPRIERPER MR E 3 (FF ) P 2 P RRFFER N2

e

s

#°
(5) Bk 5 (6) 24 2 2374 (7) REEMTHR(8) FTHK - #%

APA HRE P s g [f/,,\;;(l)ﬁp:l\ AN R N4
RET

e
\\‘ﬁ’
_l

1EFF -3 (3) HEFY (4)

FH-RELIEERERA (9 AIRS AR TR (10) MR e E B TR R
(1) Rt &5 (12) FRE S 280 5 - f7 2 prefe 0303 - 0 2 £.8 4 i
EIE T

2000 & HAEER A G M AL A6 T ERHBRL(1) F Y iF
SR F - B LFAERIOEE S BT T 2R D kX H ¢ 4558 (brackets )
o 5 (2) #73 #7308 (digital object identifier[ DOI] ) sk » B2 52 /I%E*F o
FEREG 0 R b (S BB FERAE  BEIFE SR 2 e B (3) T +&+*f’°/§1<

- EA R D RPN R e P o R R R B R85 (4) FE A

10



GCA-NTUA & S #E_2025 &5

B8 AP ARE - - E - EE L EAND 6 A 1 ir o ¢ B
(P L5 (5) B At 2R 0 (6) NRFATAS S (ER) YL
A AV A R ZIEFRB NS LNERE o
(=) #) > 3385 TR - FE 2
Lo# 2 AR AA (TP &T &)
ERTAPRAIIk (F)e > L BTN EH T TAH -
2. ¢ W IHSB (1T B8 AL E)
T (i - i (R ) 2 F LA BT EAE B T
3¢ R IRACI (2R R RE 0 A AIR)
K (erfld e > F &AL T LA
4. F2PIHNA (2 FFDOL> £ &7 & p)

Author, A. A., Author, B. B., & Author, C. C. (Year). Title of article. 7itle of Periodical,
Xx(XX), XXX-XXX. dO1:XX.XXXXXXXXXX

S.ﬂ?ﬁPJ'I’h;;\B (‘Q";‘_ DOI’;F% 8&]1})

Author, A. A., Author, B. B., Author, C. C., Author, D. D., Author, E. E., Author, F.
F., ...Author, H. H. (Year). Title of article. Title of Periodical,xx(xx), XXX-XXX.
doi:XX. XXXXXXXXXX

6. F2 PAHAC: (2 321 DOI)

Author, A. A., Author, B. B., & Author, C. C. (Year). Title of article. Title of Periodical,
XX(XX), XXX-XXX.

7. B2 HAHRAD (22325 DOl 2 R EgEWFFE )

AEBZIfEPIRNAC AR RE A RRIELEE Y B2 P AN
(brackets) #4viriE < {54 &4 o

8. B WIRNAE (2% FDOL> F HFHREIEHFFET 6 - T IR T])

Author, A. A., Author, B. B., & Author, C. C. (Year). Title of article. 7itle of Periodical.
Advance online publication. doi:XX.XXXXXXXXXX

0. FoWAHAF (2 e SR AFLNNAREGREE » ¥ ADNFF)

Author, A. A., Author, B. B., & Author, C. C. (in press). Title of article. Title of
Periodical. Retrieved from http://xXx.XXX.XXX

10. # % feskf AL (- ek )

f’r—-ﬁ (£ )o2F oo B DN T4

11



GCA-NTUA & S #E_2025 &5

11. 7 = ez AB (s} jeike )

i NERDEES X2 BF 51 R LN P TR &3
12, 2 fesate VA T (- ek~ )

Author, A. A., & Author, B. B. (Year, Month). Article title. Magazine Title, xxx, Xx-XX.
13, B2 32k B (R} w1 )

Author, A. A., & Author, B. B. (Year, Month). Article title. Magazine Title, xxx.
Retrieved from http://xxx.xxX.XxX

14 7 2R (RIFFF L FRa; b FPslrp TRy D H8BF
R IR R A98)

PR L (EY )M EH e 2 KRR o

15, w2 adafest t(mIEFF & jien ax P alhp, ERY
4o ¢ “Six Sites Meet,” 2006 )

Article title. (Year, Month). Newsletter source. Retrieved from http://xxx.xxx. Xxx
16. ¥ 2 SR AH VA (- dRIFX)
TF (B P )e v F b AL 50

17. # ?i’ﬁ ARABI(RFIF; PHNAEET R PFIF LA AT ET R
VE R BB AR R 2 e )

TE (EP P ) v R EfE - RIFEP- T T en -

o B2 ¢ IERNDEE S E S -
19. #F2 R HfNA (- rdR i)
Author, A. A. (Year, Month Day). Article title. Newspaper Title, pp. XX-XX.

200 B HFARNABI(R I TP UGEET R DEFIF LA AT TF R
M ey o 2B NG R 2 Hmikh)

Author, A. A. (Year, Month Day). Article title. Newspaper Title. Retrieved from
http://XXX.XXX.XXX

21 % 2 A B A (5% SRR L T A b E ) E])
B (L) (ER)e BI LA (B[] ] L4 B H] -
22, P 2 A EIEAB (51 gAY R E AT
ﬁ'uﬁ (L) (BFR)e ZRHEF[(BH] - DA EH  IH > T
23 E AR AHGCA (G YRR T e )

12



GCA-NTUA & S #E_2025 &5

Author, A. A., & Author, B. B. (Ed.s). (Year). Article title [Special issue]. Journal Title.
XX(XX).

24, 2 HAEIFAB (5 AP R ERE)

Author, A. A., & Author, B. B. (Eds.). (Year). Section title [Special section]. Journal
Title, xx(xX), XX-XX.

25. P e WA RGN (AP ke )
Ty (Bd)e v ofF (Bl BT 4 W5 T4 -
200 F2 P ANEHRES (PAP hBH o 4o DOI 7 4eit)

Author, A. A., & Author, B. B. (Year). Article title [Monograph]. Journal Title, xx(xx),
XX-XX. d0i: XX.XXXXXXXXXX

27. F 2 ARt (T L)
Ty (i) v 3 off Asn ] H7 4 W5 T4 -
28, R AAAHZRES (LT 1;?—*‘1% )
Editorial: Article title [Editorial]. (Year). Journal Title, xx(xX), XX-XX.

20, F AT IAATRREN (RAFHRF AR AP ITE > dof DOI 7 124
i)

Author, A. A., & Author, B. B. (Year). Article title [Supplemental material]. Journal Title,
XX(XX), XX-XX. doi: XX.XXXXXXXXXX

0. FLHFEFRENA (- LR S BTTI THE oinen)

Author, A. A., Author, B. B., & Author, C. C. (Year). Article title [Abstract]. Title of
Periodical, xx(xx), XXX-XXX.

3. B 4E & FTHREAB (2 £ FHR)

Author, A. A., Author, B. B., & Author, C. C. (Year). Article title 7itle of Periodical,
xx(xx), xxx-xxx. Abstract retrieved from Secondary Source. (Accession No.
XXXXXXXXXX)

EDE T NESINE F- 0o =

Lo# 2 2 RRNA (AR FART B SR
Ty (ER)eF Lo dRB B RE o

2.0 2 FARABI(F IRAALTHF
T (#i& ) F & [RF <5 ] P~ p hitp:/xxx.XXX.XXX

3P EARNACI (BRI

T (&%) F & o P~ p hitp://XXX.XXX.XXX

13



GCA-NTUA S CFR #2025 82
LrF B E P IRA P AR dElr p Rz ER 2
2R
‘:

B u]) e PR B IDRE

mE L (REFi%m) FF e P E2P L (R
FG) o dURE BE D AR o P p httpr/XXX.XXX.XXX
*

FF GE) GEAORER ) F & (RITH 0 b))k URE B 3k
*o( B EF AR E D 1996)

=

10. ¥ > @2 B (A RhFdmeE )

B () (R vei ) e f ¢ (RIEH 02 ) e ki gt a

1. 72 T HERNA (Ar> FRUAZRRIELEINRE RS 2 W2 IR 5o
P wl s 4eNew York, NY & Boston, MA )

Author, A. A. (Year). Book title. Location: Publisher.

12. 2 4% 7AB: (F NRAA2253F  FEPRBFHFHKAS)
Author, A. A. (Year). Book title [Version]. Retrieved from http://xxx.xxx.xxx
Author, A. A. (Year). Book title [Version]. doi:XX. XXXXXXXXXX

13, #2 2 A H72C(HTFF 5 407 doi & 4e31)

Author, A. A. (Year). Book title. Retrieved from http://xxx.xxx. XXX
14, #2 T HERIAD ((BEE* T FE 38w a2 R3TP T ke )

Author, A. A. (Year). Book title. Retrieved from http://xxx.xxx. Xxx (Original work
published year)

15. ¥ A AHAE:(d T3 FHRAEFFLNEg b 2 R h% Wwhb Bt
% 2_ {4 4vimonograph » 4o & &)

14



GCA-NTUA & S #E_2025 &5

Author, A. A. (Year). Book title. Retrieved from http://xxx.XxXx. XXX
Author, A. A. (Year). Book title [Monograph]. Retrieved from http://xxx.xxx. XXX

16 %+ FABAFT (FHA2F B3 7 anidw fi - A 670507 p oz &
TP, RRE R I Hp LI FAE)

Author, A. A. (year). Book title (Vols. xx-xx). Location: Publisher.
17 B+ $ ARG (324447 20 - )

Author, A. A. (Year). Chapter title. In B. B. Author (Series Ed.). Series Title: Volume title
(pp. Xxx-XX). dO1:XX. XXXXXXXXXX

18, ¥+ $ ARAH: (AAE /Y- 5 ZPEETH)

Author, A. A. (Year). Chapter title. In B. B. Author & C. C. Author(Eds.), Books title (pp.
xx-xX). Location: Publisher.

19, e 2 BRAT: (Fo Bt b Pl p 1@ KR)

Author, A. A. (Year). Chapter title ( Author, B. Trans.). In C. C. Author & D. D. Author
(Eds.), Book title (pp.xx-xx). Location: Publisher. (Reprinted from source)

20, B AT (2518 E)
Author, A. A. (Ed.). (Year). Book title. Location: Publisher.
2. Fe A RRAK (PERT R 2 E pBaEY)

Author, A. A. (Year). Book title [English book title]. Location: Publisher. ed.). Madrid,
Spain: Author.

22, FeEBEAL (M FF 1B 22 - SFR)

Author, A. (Year). Article title. In B. Author (Editor), Reference title. Retrieved from
http://XXX.XXX.XXX

2

3. meEARIAM (R FTILF2-ELFH 2 BITY S M) Article
title (Year). In Reference title. Retrieved from http://xxx.XXX.XXX

(=) APA $t# 2 51 * (in-text citations)’? 2 %% 2 ?Je(the Reference List, the Reference
Pages):RE B RF TS - 3k FEF SR FQO10APA R (F 597 ) %=
MR B RAE (TERS2T2F )

15



o TSR B 0 TR - T el 3

IR

o M R R N %D Y

TRT PR E N g

ER P T st \E)ﬂqﬁ -

GCA-NTUA & S #E_2025 &5

Cip = 1 % i 346 ol (Ferd +)
& = i/?’g/fh‘ 5 Word 1% © S
Bl B ERE FA LI ARG TR L 5/
i3 54 5T
FRAL/FELE -~

m\wu

S ARG S LR IR

3 [PA A 4702
WAL & AV HF F R K L2 RIS

Applying IPA and Kano Model on Evaluating Service Quality of Wayfinding
System of Taipei Metro

hE%s 000 #4
= 5 41000

P EFARHOOOEO

16



N T AR ¢ T - B SRR B

M 5

I

Y B 4% e

e e
By rgec) (&4

W

%

TRT SRR TN G T M e

= 3R vl ) F s M

GCA-NTUA =R Ei_2025 (85T

CTE %E%ﬁa%w<ﬁ&%%>
Word & > s EH

s
Bl ~ 'Qa‘%%ﬁv%‘? "< Izﬁ—l a4 ’L‘LB%‘« FI/8 1 51/i8
IT

N ]

/%

%‘3
Eﬁi/é‘f—l g

i S ERA A
n EEEE={EF

3 [PA A 4702
WAL & AL HF F R K L2 RIS

Applying IPA and Kano Model on Evaluating Service Quality of Wayfinding
System of Taipei Metro

hE%s 000 #4
= 5 41000

P EFARHOOOEO

17



GCA-NTUA Ep 3R #_2025 (52

[itE =] %~ 5 3nA i Word 1% - 55EH
R EE%/IMRAD #52,
=R EMER » AETRRIER ;fﬁ 2
s L
P d A HEEFFENS SR RS A SRR OERE > & &R L
DEJRIBTED P ER G b oo mﬁf&&mavﬂw’?“**fﬂﬁﬁm*@’@i
EREARER Ry ) A |4 35’ AU PHPRIRSE 3B AP HERS

BAE > L PLE vk ppiﬁ@’ﬁﬁﬁ*ﬁi%&; B % SUPR AR S
%ﬁﬁﬁ’uiﬁi“\; %<wWﬁ§?~ww€£ﬁ&ﬁamﬁ§ R LRI
Feed a8 p iR E R > R ) TIRIE R 2 FIRA I 5T ko T'ETF o= W\kﬁ% il

M2 FR AR > TR BB PFEE - B3 E LT cRELFY
FRAEMBEFE FARBEZFTT A5 T A RRE 7 RE) - HwE3 -~ § e
e 0 R A T AEY RREH e e 2 E R P EREARAER T LR AL
TRP-ARABRAITECT LR IRD e ¢ PRBET R L LR B
fﬁ%rﬁﬂﬁﬁJﬁmﬂﬂf*?ﬁﬂﬂﬁdﬁﬁﬁﬁﬁﬁﬁﬁﬁa%ﬁﬁ%%?ﬂy

fpc-

PR arad end by R A REDEIE RGP TR EE L AR ESE
sIET# g FaE T d A RE RS %‘?TP\?MF HERGEH I e T E A RE
¥R 3§ R e 2 ?d‘@Jir& o Y A TR A RESEIR T K

zéﬁ_&ﬂJwa‘iﬁwﬂaﬁg’émr&ﬁﬁﬁﬁﬁﬁaiw@JM- » EJRIE
BN A T A PR RPN AP BRI o
"MEFAEPEDLE > PG FRBB P L ERP TR T I AT BRAE

E R AR AR L %46H7a LG SIRIEEREE B S o F TR
PIFE N F B ARBIEHMIA L At R g TE L £ R PO LA Y K

!

B &AL gL eng R, L% PN AP RTAERZCE 5 BLEF T 0 e W3
et FAMZKE AT G FERE S B AR FHREREAAL F o E 2 2

qFT
Mt : FE—L AR A H755 ~ A M PIT  FR AR RBET T 4
Bt -
B RABIBE  DUSE FA0SURTRE | (BAIBIS 740 | BIRAIEER DI -

(IMRAD f& 3 —— i1 Ry fef | +5/1527775 M +&55R R BLET54 D) »
R = B -

AR REBRIAL (AL RS &SI I..)



GCA-NTUA & S #E_2025 &5

In one paragraph and deleted the

yellow marked words Abstract Word 1% > s5EH]

Purpose: With its operating model becoming more and more mature, Taipei Metro has
turned into a service-oriented transportation business. Wayfinding systems play a major role in
this transformation. Accurate, precise and comprehensive wayfinding systems improve the
service quality of Taipei Metro by helping passengers determine directions quickly, thus
preventing crowd congestion. Methods: By conducting questionnaire surveys among Taipei
Metro passengers, this study analyses how Taipei Metro’s wayfinding systems are perceived by
its passengers. Based on the survey results, priorities can be determined with regard to service
strategies and resource allocation, not only for Taipei Metro but also for other metro systems.
Result: This study indicates that Taipei Metro’s wayfinding systems can be divided into four
(4) service areas: Service staff (Services provided by staff), Sign design (Signpost), Facilities
design, and Mobile applications (Apps). Different demographics rate the importance and
performance of those four (4) areas differently. Importance-performance analysis shows that
Taipei Metro passengers consider “Service staff (Services provided by staff)” as highly
important and are generally satisfied with this service area. In terms of “Sign design” and
“Facilities design,” Taipei Metro passengers consider the following items as highly important
but are not satisfied with them: “by following the signs, passengers can quickly find the
information they need,” “by following the signs, passengers can reach their destination,”

99 ¢¢

“passengers are satisfied with the signs,” “content of the signs can help passengers determine

99 ¢

directions quickly,” “the signs are not misleading,” and “the signs are noticeable.” Conclusions
and Suggestions: With mobile devices becoming more and more popular, “Mobile applications”
which are rated among the lower priorities may become increasingly important in the near
future. This study also suggests that wayfinding systems should be designed for passengers who
have never used the systems before, especially for the elderly. Some ways of improving the
systems include using Closed-circuit television (CCTV) to identify and monitor crowd

congestion, re-designing the signs accordingly, and using more passenger-friendly language.

Keywords: importance-performance analysis, Taipei Metro, wayfinding systems, service

quality, usability
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