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Research Review and Future Prospect of Hybrid Service Quality
SHEN Peng-yi

(School of Business Administration, Jiangxi University of Finance and Economics, Nanchang 330032, China)

Abstract: The progress of information technology has greatly changed the forms of service production, delivery and consump-
tion, and promoted the development of hybrid service of human-human interaction and human-technology interaction. Traditional
service quality and electronic service quality in the single-channel context have become popular, but hybrid service quality in the
multichannel integration context still lacks in-depth exploration. Hybrid service quality has gradually become a new research subject
in the field of service marketing and management in recent years. According to the connotation, composition, measuring, influen-
cing factors of hybrid service quality and its impact on the customer behavior, this paper systematically reviews the research progress
in this field at home and abroad and the future research direction is discussed, in order to promote further exploration into the hybrid
service quality among the domestic academic circles.
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1. ;B ARERENFF1%k BRI EFIT AR AR A RS, RS TC R AR B B LU 8L s B SE (1)
TR AL 48 2% L 52 LR 45 58 5 ( Miills Fl1 Plangger, 2015 ) ™ | 22 B FOHIFT A 7540 B 1o a3 o s 2 32 24 700
55 JCE BN A5 26T 20 20 0-AN R4 T R 45 5 A9 520 ( Piercy F1 Archer-Brown,2014) ') Wang % (2016 )
FEML S B TR BRSSP0 T4 T RS IX — IR A RS i 1 43 #r 2 BH , W R 55 JO0 et 32 1 [ 552 i T o)
TR AR S o s, T X 18 R 55 J0 A FL - AR 35 o R (B B o 005 T = [B) A e e R Ay, 246 2T R
PR IR 55 o SR RN 32 M R A1 (R AR BT % i o, L o o 1 IR 55 I ) S 0 K T Al T IR S5 I i L
PRI N 2 B i 2 ik B b 0 A 26 D7 B4 B S — R IR 55 28 388, DA 5 B 1 DR v %o T AR 95 J e Xof ot 2 S R 441 {1
TR T2 ) 5 it R M B (LA O P SR I G AN R BH o A (B0 T O R AN AE T DR A IR S5 R 5
T H AR G MR85 PR35 v i 55 54407 91 B s e R B AL T S8

2. RERZSFRELEXNMERESENITANZI A FRAL T 18 3 24 E 20 A IR 5
XoT B 25 Y T 47 A B3 M  Montoya-Weiss 55 (2003 ) TAh , 224~ U218 19 Al 55 Joa £ % B 266 A HAMEF , (H 7R
PRI 9 B 02 IR S R AN b ST A N ) IR G R A S R W B 2 A S Y T
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AT FH 2 5 SR B4 T fe R S 1R GG 227 Sousa il Voss (2012) 7 2 0B ML F IR S TR 30 T L+
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ZYTE NS AERE N AB A WFFEIR G0 B A AnpRe I 555 28 by SR ik 7 0 R 47 i 0 e AR 3 LA K% )
SRR AR A A RO ST X X 3 Y AR S B ( Reis 45,2015 ) P00 O 53 41, — BB HIF 5 I\ 22 U238 IR 45 o 8 AN [ 4
JE A X HS M RO EAT T 5347 . Oh 1 Teo (2010 ) RYMTFE R I | 22 4238 785 i 4 Ak ey o 45 5 A0 1) il
55 (A RE R % AR TR B IR 55 1 33 2R e vh B (L B2 P PR Y Seck T Philippe (2013) 56 F % [H %
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(18 S A T R i 1 R S5 B A AT 7 B 2 N2k 13 7 b B AR 55 1 R 25 5 2 B 2k
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T 2E W IR E > Shen 55 (2018) (YRS 2R AT, YR TE A4 0 bt (U TEHE 4R 90 B | U238 i 55 3%
B NS TR S0 ) B S M A ) U T e 2 i AR R e 4 R IR 5 T R T e
Vi JEE Rl B SR M o 1 R SE AT 55, L AR R M R, O SRR TR 0 IR 55 R0 A R R i
P 2 T 22 T R A 0 e 8 I AT 2 i 33 5 R T AR G AR R 8% T, DT ) 2 A W Y B R T UK
( Majrashifl Hamilton,2015) ") Py 45— S5tk B2 0% A Ao A [v] 58 42 A 390 4 I o 7, AN [i) 3 366155 5
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g5 LRTIR A BFFE B2 IR TE R R B A7 3 S 2 B RN R B AT o IR R A IR 55 ot 5 0 2k
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1. BREREAR—BBIEF N RIE A 55 75 KA SR S 7 ik 55 SR Z [R]FEA T B 8, SEARFIHL I
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He AT AR 5 RS T e N — ECER T RE S 00U X AR 55 PR R 9 S BB AT T2 ( Van Birgelen 55,2006 ) N 3
T8 A — 2 CCQI) MY LA FIWT R U BE AN — S (EDT) 85 338 ot o AN — ORI AR — SRR 7 S PRk 58
22 5 2 (B LA, FAETE B P 38 B AT ok 2 ol 22246 T, Simons 1 Bouwman (2006 ) AR, #5 4
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AN, LTI K3 AT R 2 SV e ) A% 356 M 55 o ot R A2 25 455, R 1Y) £ TR B 52 20k 553 R 55 ot
RS O AR A R BRI Liao 25 (2011) 15 5 S5 20 A I B H AR 36 1 185 2R 1 Jo A — B0 it 1 IR 55 i
TSR O AR SRR, 45 5 i R AR — B0 IR 45 5 R X e T IR 45 AR S U O B A AN RIS ) A
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WK B — SIS Y R 2R G RS I, R T I 1 i i A — B IR 55 I i 5 & 5C & i iy
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2. RiEERARKXBET IUA 7 RS T A o RFIT I 8 AR B AR 55 10 22 U8 1 o DL &
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2006) ", ZUIE R T IS UK 2% S5 2 AT, AR 28 U AN AL G U 3H oL IR 45 0 A R 1l
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JE 71 ) 98 R AR S5 B R SR A T R I YOG R L A SR A T R B IE , Sousa (2012) F1J H]
282X ( Zone of Tolerance ) i MBS B BRI T M R ZLIX X A3 T BAE IR 55 7K V-5 18 4 IR 55 /K- A
(7] 4 JA31 5 A R BT AN TR (9 25 2 X 0k 25 2030 R A8 I i 2, o it — A BOC R R  FE R R IE SRR = 1Y
JI5T 2 9 B BT R 5 2 X %kl 55 o ek JE R A28 A AN IS 4 BB . v 8 R 0 R A R ) ot o) T K ) 2 T A R ey
(8 N TE DR e, 2 Al 2R TE WA AN 3 43 () R AR R >4 o5 2 SR 2 VA R A B AR g sl A 7y 225 20 DXk
5 ( Boyer 1 Frohlich,2006 ) " i 724 U T8 5 45 3 0% % H 1K o0 SR (i R B e o, %o 7R S5 19 2 5
i 2 [ A% Prud’homme %5 (2005 ) & B, i A0 L 156 00 68 R A 3%, T D\ Ry X T A S B T 24 9K 11
S 2 A S i A B B/ O RS S B K Bl R U R AR A T A L S M
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3. AP E R AETVE M oShen 5 (2018 ) ST 4 U8 IRk 55 (1 FH A SR 30 81 =, vy — 46X 4
fFaCRER AR ) AT G & (AR E ) RS JT 5B AT AR AE ( P ANER I FAR SR ) X7 015 &
S AT AR VR A R SR A T R MR S [ S T A SR T 1 2B 0T AR B i 4 TR
TE R 55 B AP RS el PR AR 90 i 555 17T &7 A P A 6 i J R A A o 4 R 8 IR 55 ol FH A 52 g, PR el FH A
B SCA PRI E 1T (IR VT ) BYFREE BT 3R o ol TS AR o 1 1T 233 5 fff 1 4R R R
(19 > 183 ( Limayem 45,2007 ) ") KR4 2 158/ [ b BE | 20 023 55 VAN X AT R A5 M) 7 4 SR 75 55
T, B R0 ) A YR T O 4 Y T IR S5 SR AN AR A AT T 1) AR DA 4 3 IR 55 S B R T
P f5 & IR M ) Sk bl it I 6 FH ( Herhausen 25 ,2015) ') JMIFLZ T, X 24 Fi 4 5 42 U238 IR 55 & 56 F
B A, T A st 25 Al DR T T oA 28 A 4B PP A 255 3R 1 i 55 1) it i M i B 3l el X b IR 95 ( Kim
25,2005) 1 DRI JERE S i P X LA 2 PR RSt R A 6 T ) e U T R 5ol A A R R S £
ARG Sk FH P AR 56 At 218 (] 42 2238 Al 55 B9 A (4N Uniglo | Zara s A E X 2 BB R 55 ) AN
AR Ay FH P 48 (4L T e e DA 0 A R 0 R o 3 5 B oM (Rose 45,2011) 17 Bt 25 A0 il FH (A 8 184 fin L A
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255 i ll i 22 SRAE AR 55 B A, B TR O BSOS, A R AT A S SRR 4 R TR S IR 5 B B AT
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55 TR B AT R0 (Wang %5 ,2016) ) RV BUAT BIF 9825 S W4 7 IR 45 T S B (365 ) L e , (9L 76 LAt B R 4
B T 37 A 9 R SR AN SR I 5T 45 A B Ry R VTR B SCAR RO, 1T AR 5 —Fh S Ak 2l
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B PHANIR 55 32 5% i 3 K A Bh 2L R4 ( Banerjee %5 ,2014) P72 RORBFFE T ok kb 80— R AR IR & IR
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(M) ssmEfafdEmEdaREeREREZMIRAR
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