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Abstract

This study examines enterprise clients of Chinese-funded accounting firms in Thailand and
investigates the relationship between cross-cultural adaptation capability and customer
satisfaction. Based on 1,009 valid questionnaires, reliability analysis and Pearson correlation were
employed to test the proposed model. The results indicate that both the cross-cultural
adaptation scale (O = 0.925) and the customer satisfaction scale (0L = 0.901) demonstrate strong
internal consistency. Correlation analysis further reveals a significant positive relationship between
cross-cultural adaptation capability and customer satisfaction (r = 0.488, p < 0.01). The findings
suggest that in cross-cultural professional service contexts, the better service providers
understand and align with clients’ cultural backgrounds and communication preferences, the
higher the overall customer satisfaction. From the perspective of the internationalization of
Chinese professional service firms, this study enriches the empirical literature at the intersection
of cross-cultural service and customer satisfaction and provides practical implications for

enhancing localization capability and customer relationship management in overseas markets.

Keywords: cross-cultural adaptation capability; customer satisfaction; Chinese accounting services;

Thailand
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FEE T, MRSSIRATTMEE WA BRI IL S ST s Sl i, 2 B R
PR . AN BT ARSS “EMET MMAEIR, FE TR 5% R
JEAZ AU SRR, I B 2 THIT 55 P e i A i 35 T A A AR 55 i 0 5 % 7 %
REBACHRAL T SEEE R

5

S BRI PR RIS R

1. 5|8
1.1 HREE
W% AR AL S, b B R A R, 76— BRAE . X AT

LT R R Y8 LI P AR R B S AR REZRHE N N, o B AV AE 2R i AR ol 2 22 L P 458 8 RS 547
B EREY K (Liu & Wang, 2021) o fEATEERMEENEZS R, REEXA . BOES
IR 7 T3 R I B s 51 o v R R 25 A it s, R 2023 4F, Hh [EN R B AR B O AL
JEZRBES, ¥ AEIE . PR, BT RS MR RS SR 2 AU (MOFCOM,  2023) o fEIX—H T,
B AL AE ZR [ 1 A A 128 8 Bl 7B T O e K R I DG R 2, o, i IRGSHE LA
S B S, RS T E S AMIER KN Z 2 56E (Zhao et al., 2022)

BT — B RIS, TSR T m AR s R B IRS, ¥ R R BRI, MM
o5 H T ARE, BORRSSIRALE RRUSAE A L FERRBE 5 % P 8 St 2 (B SE A AT (Richardson &
Wong, 2020) o Xf T B RMTHTHESRIMN S, EXFHRICATR M : —J7 7 B4R B A w7 B
RS RS AR, 3 — J5 T S A B BLZR [ AR 2 P % % otk N P ETE & WiE T N5 RS
WG B2 FERPAT, T R B R R AR 25 45 SR AR R I, SEVR S IR 550 R b S fh 3
FRTERE SR A B IS (Oliver, 1997; Ennew & Binks, 1999) . B, B SCAKEMDRE 1Bk
WA G IR 55 AR B0 K B LR R

DA% PR T 2 U5 T SERVQUAL Y030, (B %18, ZATE B2B J Tl R4S 1 5 b
B AFAE— 5 JRR, JUHRAEW KW S H B 5 @B AR S BB T (Parasuraman et al.,
1988; Ladhari, 2009) . 7EREXFEAEAEEXHSIES ZHMENTY, PRI TFRS TN IR B
RTEHIRAA. VOB wIT 5 EE R 2R 83 (Ang et al., 2007) . #&ARSIRALE B AR
SCAGIERCRE ), B G TEAE B SRR T AR 22, AT I 58 2 7 IR B i s g . R, 7ErP it
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BV AR S5 IE AL 1R RN, ARG LG RCRE X 5 i R R AR, AN OURAT B R SRR
WA, A B TR S SCH R 35 1555 T 96 S BE TR L ] 1 BV P A

1.2 EK
Hit 1. BB ER RN SR ks ERE.

F 20 W ANIRI B 7 S0k B ST C B A28 7 il 7 B2 R 22 S 1 L

HR 3. RS SO ERCRE /I AN i S IR &R

2. ICHRZRR

PSS ALIE LA I 7E S SO AL B S LGV BT TR, B AP B S E % 6 S AL R b S LA 2
HE) GBI CREAE JT . %R R DU I ST, R RSB AR A
TR RGBS IE (Kin, 2000) « HARLETANEWERL . ST AR T 24 i,
SeHL 5 IR B LT . BE A BRI S M AR, B SCALE M i T SR B i
J&. Nguyen M1 Vo (2021) KB, A 525 Wk [ b5 AL FORHEAEA 55 0 BDIRE s Yu et al.,
(2022) #qHt, FA RSO SRR ES AL E R B BUNMER: Liu et al., (2023) 7685
LR A IS, B SRR RS A S SIS T B MBSO BB B, Lk f st F %
W1, BECAGIEI A ) RN S A TR 1 ST B

PR R E S RS S AU % WA B, I U R SR AR 56 5 S R A
WA ER R ZE G VP (Oliver, 1980) o MHEEA—ZEEWR N, MBS TN, B
W= AR R, TR T HUR N S BN . ZI AR A BE TR M TRESE . & T AT

FANENFIWT, IBAFETS IR B 5% R (Anderson et al., 1994) . FEEE AL SRS
VTR N 2. Nguyen 1 Vo (2021) KIN, BEEERHKMI SRR RSN, &
BERZIEE S RN, Liu et al., (2023) JREH, B SCAb VB A 2o 58 5 2 a7 4
YRRk, KR, BB CHPALIN, JRNEERR G UL LA OB R M.

AT RNy, B8 SCAIERCRE )2 FE M 2 ) i ) S AT R A . Oliver (1997) fiiHi,
T T P YT ) IR 55 AR P R TPAY T 5 SO A IS T R i e V) O R S B AR IR, A B TR
THX— PPN R P . Earley 1 Ang (2003) 7ZRGRUA, mi/KF [ SCAE FL RE W6 98 /0 5 S0 H 2
RS, TR AR5 15 .
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MHLE A EE, B XER R T EES =4 BRARMHEE., F—, WiEHLH . Black
Mendenhall (1991) #&H, RIEFHISCALTRHEERENS B2 FRKIR M 515 BIWZ; Nguyen F1 Vo (2021) [
ST AR B, B SOV A 2 B IR S B S . 55—, (SATEHLH]. #RHE Morgan Al Hunt

REMTERIR. B, WEKHUAL Holbrook (1999) Iy, BUZ B ROURIETIhAEIF{, EHk
U SHE 2%, Zhang B Oczkowski (2021) ZEBSSITESIESS, SCHCHLMRLS ¥ 5 AEWS S T}
B

TS ERR S AR E =T, X—RKRA{ZF—DHi581k. Parasuraman et al., (2005)
1] E-S-QUAL WFFRM, LRSI H IR ENHE L LA REEH, 1 Hossain et al.,
(2023) R, 4B XAWE S5 FRE L G0, R AEERE SRR AR AR LS B2 F 1 3L
WEIKT.

Zr b, 5 SCACIE N BE /0 O VAR . SRS AR AR MO T A, W R R R AR
SEMIEFIER . SRIM, AR5 Ll iR 558 5 IR AR B, WU 05 feidt— D Shibke .

3. IAAE
3.1 NHOGREAR

ASHIT U CAAE 28 B 12 52 P B 2 TH I 55 Lk iR 55 B Aalb 2 PO FON B, B 1225 2285 ST AT fE
IR R L AR o FEAR SRR AT AR RS rb (0 (R Bl 5 3, it 5 10 55 55 P 1 B 8 I
E, G E ERET IR . IR R 1009 1y, FEARFETEL, AEETN LSRN
TPHTR G R E TR S AR A TR FE 1 2K

TE ) 45 18 5 BT 7 10, N B ARES SCAGBIE 78 IRVE & i, ASHIE FEAR 3 52 U7 & (48 A S A5 4 ik b
W EXHRL A, FEATRHES 318 AN (31.5%) , FEIC 332 A (32.9%) , L 359 A
(35.6%) o =MiEE MBI, RPFEARIERAEGRI SR, RN 3R REEES
5T B RAFIIE R IR, A Bl TR TH 5008 10 5 SO AR 0%
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MWE PSS HE M EEFEIRRE, HABBARSIENR: »bF 6 ~H 254 A (25.2%) , 6
212 M 253 N (25.1%) , 1 & 34F 243 A (24.1%) , 3 4ELLE 259 N (25.7%) o &MrB 4
I, BoRFERTER PR RA A LA RIFHIg s, A BT8R S EM B4 r &
G2

FEHIICRIE T T, FEAS IR B8 XCIURRAE . KR 174 N (17.2%) , BRG] 152 A
(15.1%) , G161 A (16.0%) , FEAMZEF 173N (17.1% , REHMEZK 158 A (15.7%) ,
DA SR R . H o RS HAb e X 191 A (18.9%) . %R, hRai RS % /T BHE BE K
SO BUIE, RIS SCHERCRE I 7E 2 T U B B PR IR A 1 IR 4 B T SR Al

A Z B B4t
HL 318 31. 50%

fEHES HEL 332 32. 90%
38 359 35. 60%

<6 MH 254 25. 20%

6-12 M H 253 25. 10%

AR 1-3 4F 243 24.10%
SHELLE 259 25. 70%

EEE N 174 17. 20%

UM 152 15. 10%

b % ERC 161 16. 00%
FE| 173 17. 10%

7R HoAth 158 15. 70%

HAth 191 18.90%

£ 1 AR ST

3.2 IATR

BIFF0 R 45 W 3 I 35 1 S RO R A TR, 45 S AT O A R A e B 5 AR T 1 5 51
bR, M T EAHZMNEETRIONERS. BENGEH NS B30 AR A
ANOGEHE R, FILAEARSZ U L 54 NS SURHE, A, BB AT . 54t &5 i
BRI T2 MRS R DL S I S A A (R SS s 38 —3or  E W A B &
5 B S AL L B D R B P A 0 AR B . AR IR SRV T R S I R I
TFRIREAEE R, IR & R E RT3 A Tk 5 4 H .

AHFFR Cultural Intelligence Scale SRIMEAMEE AV 7 TAE < H AR 185 I SCAGIE T
BE /1. ZE& M Earley 5 Ang (2003) #2i, JFH1 Ang 55N (2007) BE—BRE, JiZRHT#3C
WEBRSRETIH. ZERILEE 20 MG, AL TFUANER: JoNESCE 7. s
Jis BRSO T (AT RSO 1, R 7 SRR (1 = ERARRE, 7 = ERER . 15X
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WA TR SO 5T, BN B IRIE S br TR St AT TSRS . A48, JoilmngEg o
AR BME AR 2 R SRR T A SO ROR S HR G, W “ RAE S AR S SR T =
PRSI A7 5 NGRS R AR SV AN R S X 2 TR T E G Rk AR S S R R
MIEIRTESE; BHLYE R B NS U8 5 S AE B, AT YRR N SGTE AR SERRAZ it h T e B
MEARE S AT 8 PHBESRIE JOE AT 4.

AW TR American Customer Satisfaction Tndex A%Coiii & B F N5 7 i & B AT & . %
BRIFEHEEFEHREREEA, B Fornell S5, |2 N T %255 i 5 AR 55 1K 1% =
JEVEAG, fE B2B MRS TALARSS. BURIRSEZ AR BABE &Rt S5 EM (Fornell et
al., 1996) . AHIFRAET ZEaTHMFSS FrIR S % i SR AN, EERAMfE . WEAHRL
REME HERAAR L 2 7 0 IR S5 MR PPN 5 O B LA R v . I B RAHE =AML 0BT, il “IExtiz
SIS P ) B AR IR SR T2 7 . SEEVINIAEMLL, ZES PR S R I W
72 7 AR “ SEARP RS IRS AL, BIARIZE S RS AL T 2K P2 7 X =508 H 435500
VAR . SR L R R S AR R MR R R, AT R S N S IR . & AR AL
a7 Rt 5 R stk st A R 7 A R R RIEr, | AR E AR, T RR

FEHE T

4. MALRESW

4.1 SR

XA AR B R LT R BRI A B BV (S BEREAT AR, R Cronbach’s o REENHTESS
bro MTEIRE R, A B ERY I ST NERAT. BRmE, BXEiaE I eERN
0.925, FHREEERN 0.901, XEHUESIT ST 0.7 IAHEZARE, RIS B BRAA NS
DB — B AR SR

BR il Cronbach’ s a
CCA 20 0. 925
CS 3 0.901

® 2 fFE
4.2 BUESHT
X SO IE I RE 0 BERIEAT KMO A ERAFFIRF R BEAGL G . 38 3 45 R B, KMO B4 0. 906, EAFA
REERE BERL IS R AL R 7B 16527499, H HIEEN 190, M4 0. 000,
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KMO 71 E=L 457 1 R A6 6

KMO HpfidE ) v R4 0. 906
EELARE R AR R B A 56 LR T 15274. 99
H 190
wE 0

F 3 W SCILIERLRE /7 KMO A BRI A6 56
BT BB REY, BEEAT 1 RS IE 44, B ZRBREN 74.079%. Hrf, W1
IVIAERFIEAE Y 8. 382, f#FE A1. 908%HI 7 255 LAY 2 MIRFEAEN 2. 425, f@RE 12. 125% 1) 77 2; 4 3
PIRFEAE N 2. 096, FRFE 10. 47T8%IM /7 225 M 4 WIRFIEME Y 1. 914, f#FE 9. 568% I T 2. &lE S,
B RO T ZETTERER SN B 19. 095% 18. 958%. 18. 867%F1 17. 159%, RiMREREEIAZ . HARD
MEAE YN 1, RFAREL

PR FE MRS RN, & IHE YA o b ET oAn B TSI . Bisr 1 B, I CCALL
& CCALS BB A, #AEAT 0. 781 £ 0.925 2 0i); 2 b, BT CCAL6 & CCA20 #fi i i,
AT 0.787 £ 0. 929 Z[f]; A4y 3 L, I CCAL & CCAS RILH B E AT, AT 0.782 & 0. 932 2 [;
By 4 b, RI5 CCA6 2 CCAL0 3, /T 0.493 2 0. 913 2 [d], b CCA9 # AN UK. B2 CCA9
Gb, HARBI AR T 7 2T 0,697, FWAFTHEEU I R 3 BEYE A5 2505 e 45 WL A 5 1) 3 ) 7
.

YWAN
1 e - AFET %
CCA1 0.124 0. 084 0. 932 0.07 0. 897
CCA2 0. 189 0. 208 0. 781 0. 155 0.713
CCA3 0. 157 0. 207 0. 804 0. 157 0. 738
CCA4 0.225 0.163 0. 782 0. 196 0.728
CCA5 0.214 0.138 0. 784 0. 228 0.732
CCAb 0. 098 0. 106 0. 106 0.913 0. 866
CCA7 0.161 0.219 0. 138 0. 789 0.716
CCAS8 0.195 0.174 0.179 0.811 0. 758
CCA9 0.243 0.22 0. 209 0.493 0. 394
CCA10 0.173 0. 166 0.174 0.8 0.728
CCAll1 0. 925 0.08 0.135 0. 092 0. 889
CCA12 0.812 0.134 0. 159 0.21 0. 747
CCA13 0. 781 0. 149 0.195 0. 165 0. 697
CCA14 0. 791 0.179 0.213 0. 185 0. 738
CCA15 0. 795 0. 144 0. 182 0.174 0.716
CCA16 0. 053 0.929 0. 109 0.112 0. 891
CCA17 0. 148 0. 808 0. 142 0. 157 0.72
CCA18 0.172 0. 793 0.13 0. 209 0.719
CCA19 0. 156 0. 789 0. 198 0. 186 0.72
CCA20 0.15 0. 787 0.19 0.174 0. 709

® A4 B ALTERCRE ) o HE R
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B R AR R KMO AR ER IR EERE I 3R 6 S5 R, KMO BN 0. 734, A AIRFEOE LA
IR J7E 0 2024. 362, HHFEEA 3, BFEMIKFN0.000. ZERRIIEEE ST H 0.

KMO 1 E A Rl B

KMO HRe & D) 4 0.734

ELRF AR BRI FE A 5 AR TT 2024. 362
H i 3
BENE 0

5 KR KMO AR 56
STT MRS RR W], RN T 1 B 1Ay, R J7 R0 84. 093%. 1ZE WG
FHE(E A 2. 523, MR 84. 093% ) TT 2 . HRMTRHMEEINT 1, KT 5
SR FEREEE R R, B I R i B R R . H CST B E DY 0. 941, €S2

0.909, CS3490.900. &I AR T HZ¥m T 0. 811, R FTHEHUI AL/ REWS A RO MO I AL &
ks %

5%y ISR
CS1 0. 941 0. 885
CS2 0. 909 0.827
CS3 0.9 0.811

6 R R
4.3 ZRMENM
AN R R 2538 3 2L S SCIE L8 /7 S SU RS B2 B AT B K 2 0, 45 R WS
SAERL A S8 by AFIRSE S AL TP/ % 22 5% (F=5.672, p=0.004) , LSD H/5Kl R+
WHGRMA . EXASHE LA MIHFERELER. £ CCAL i 1, MREREE (F=4.231,

p=0.015) , EXHESTEETHE LA, CCA2 fiE AR EET (F=4.864, p=0.008) , #3415
NREETERCH. £ CCA3S4E F, SRHERTE (F=3.680, p=0.026) , FXCHMIELHEDE

=
T ZECA . T CCA4 45 I A5k B 4 i & KT (F=2. 609, p=0.074) .

g
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B MR %51 n M SD F D LSD

CCA 1.tz 318 3.338 0. 603 5.672  0.004 1>3
2. L 333 3.329 0. 636 253
3L 359 3.171 0. 904

R T AFIRSSAEF KIS A E R RE % 4R 8 72 R i
X AR IR 5518 5 R 2 i S AT R A S . T e R R, FAEACN 0.599, Ho R
(1 p E9 0.55, ITATF 0. 05 FREVEAT. IXRY], REERDATIRYEE DR 72T IRS51E S 1
REWESR, HMNRAHERRE, 30 JFORZE =R B A2 7 i 5 R PPN H A AEAE
gt EEEER.

A RE&GES n M SD F D LSD

BRI 1. /e 318  3.301 1. 132 0.599  0.55 -
2. WL 332 3.285 1.122
3. &L 359 3.21 1.238

8 AFEIRSSAE S W% i S 2 R

XA R A AR A BRAAAE S SCHOE L e ) S LS 4R B2 Rl AT SR 32 7 2 0, SRR 1
P A TERCRE S 8o b ARG VR BR AL 18] ) 22 57 R I8 B B AR B 2E K F (F=2.474, p=0.060) , {H
LSD FaA iR, “6-12MH” Kk “1-3 47 A\ REES T “<6 /M7 4. 78 CCAL 4% |, 4
[ 22 AR AR 2 (F=2. 455, p=0.062) , F/ELLEER “6-12 NH” M “1-3 4£” A\ EEaT
“6 AMNH” . CCA2 YEFEAFE B EYLE 2 (F=2.636, p=0.049) , HFKRKEI “6-12 MH” 5
“UI-3 7 HEHHEEST “6ANH” 4. CCA3 4R EIBEMZER (F=1.351, p=0.256) . {E
CCA4 #:J¥ |, HHEREE (F=2.816, p=0.038) , LSD H/GfiEmMH “6-12 MH” K& “3 EL L7
M REesT “<6MH” H.
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A HEFER n M SD F P LSD

A ERCRE ) 1. <6 MH 254  3.17 0.883 2.474 0.06 2>1

2. 6-12/49H 254 3.335 0.618 31
3. 1-34F 243 3.305  0.76

4. 3HFLLE 259 3.293  0.656

K9 AIEE VR IREE SO IEBC g ) % 4E B 22 5 4 #r
AR PR S, J7 TR IR TR R AR 22 5 (F=4. 079, p=0.007) . LSD #H/5LLEL
Ot B, X RS YR T AEERAE 1-3 EREN, HBEEIAMUEESTEERL 6
AMHBER, ERFEmETEE 3 FEL AN,

A b HVEFER n M SD F p L.SD
BRI 1. <6 1 H 254  3.143  1.222  4.079 0.007 3>1
2. 6-12/4H 253 3.332 1.101 3>4

3. 1-34 243 3.444 1.17
4. 3HFLLE 259  3.144 1.151

10 AN [FlA A BRI 2 7 I i P % 4 T 2 eV A

AN [ b X 2E T % SCAGIE C R ) S LSRR T 1) 22 AT SR 3 7 20 b, a5 SRR TEFS S
IERCRE /7 b, ANRIMIX H 2 AR B2 1) 22 5% (F=6. 711, p<0.001) . LSD FH/FtulaRH,
BRI X AR BT o E KRG 698, Zel AR HAD S A AT BB X, [ o R
A A X 1550 BB T2RE . 78 CCAL 45/ |, HZEREE (F=2.295, p=0.040) , F5LLEK
LA WS THLIX (15 20 B A T o B KB AN 2R [ X . CCA2 4k B A7 7EAR 0 35 IR 22 57 (F=6. 054,
p<0.001) , LSD K46 s & IR THB X (75 70 2R T ey Hofl EE X . 78 CCA3 4B |, R ZER
FikBI G B ENE (F=1.710, p=0.130) . CCA4 4EfE LI EEER (F=7.765, p<0.001) , F)5
PR B A PR 30 X PR 15 4 St B AR T P A At X
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AR Hh X n M SD F D LSD

5 CIE L RS IR RIESpN i 174 3. 255 0. 669 6. 711 0 2 <1
2. B 153 3. 007 0.978 2 <3

3.6 161 3.338 0.671 2 <4

4. Z2 173 3. 457 0. 584 2 <5

5. 7R W HoAth 158 3.316 0. 655 2<6

6. HAth 191 3. 259 0.761 1, 6<4

R 11 AN[R] M X R ARG T 8 ) #2222 ek o

e, MBS SH5ME, HEMIRNE T I8 B M HIX 2R (F=3.867, p=0.002) . LSDH
Ja LE B BT Y, AR T X A AR R P R AR B R T A X A ZR E X .

A X n M SD F D LSD
B L. A [ Kb 174 3. 14 1.117 3. 867 0.002  2<3
2. B 152 3. 004 1. 258 2<4

3.6 161 3. 441 1.15

4. Z& 173 3. 478 1. 049

5. A< W HAth 158 3.243 1.137

6. HAth 191 3. 255 1.233

32 12 AR 72 7 196 RS 2 S P A

4.4 FHRMS T

AW Pearson M AR S SCAERLAE 11 5 % P B E 2 M0 E R TR . W4 LB
T WAERZEGERENERMELR (p < 0.01) . HXERNGEREYN, B CERAL K T
B RS AKCE ISR R, 2 ) IR I h SR I X R SR T ARSI
FEC T, BIZERS OB MRS T, ISR T R AR5 SCBLA AN SO BRI S5 VB RE, %
PR SRS B3R T . AR AT G S R IR AL T Sl MR B R T U0 E T B SIS D
e I TE 2% Pl R FE T B A o B B AR

A CCA CS
CCA 1
S . 488%% 1

R 13 MM
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5. w51
5.1 WFFLE5R

AT FE CAAE 2R 4532 h B 2 vH M 55 BT IR 55 B Ak 2 OB R, R H 42 T 5 SCALIE AT
RE 100 7 i B s L . 5 R R R, BCERLRE JJER M Cronbach” s a R
0.925, 2RI Cronbach’ s a 4 0.901, ¥REmT 0.70 K% A MARME, K& E
KEA RN — 2SS E M, 808N 582 Bt 46 5 1 BoE LAt

RGBT Rt — 0 R, B8 CAIERCRE /1 5% Pl R AR R F ERAAHKKLR (r =
0.488, p < 0.01) o X4 RULH, EBECHENIRSEE T, MRS FRHLTTREMS A MO I 2
FISCAGTS ey VA SIS BLE AR, 2% P B B TR AR K B A Sl R AL . #E 2, Bl
ERCKTIEE T, A BTk IR 5% i R v f AR s 22 S5 v i R, AT B S R IR S5 A R S A R I
PRI IE [ JER

LE LRSS, 2RSS BAREE ARG Tl Z I, HR P HEADORE T
AREREIAERATE, e BRI 55 1 R v R 78 0V 5 SO BB . AR U R SRS SRUGIE 115 3C
WERCREIAE I SR SCHEAE T, SR eS8 I DU AL 5 SOV B I S 3T Ay 12, B354
BER R T R

KIS AU ZRE 2 oSBT 4R 4 1R A P B8k i 55 SUs 2 45k 4, 20
FHE VARG SR P EERANP A, WS TN SS FrE s 7 5 T A AL iR 55
RE/ 55 R AEHACHR I T HA SCEMME I Z 51K -

5.2 BEFLITIE

AT FAEZRE 2 70 ORI S PRI T 85 SCAGE IC BE 76 &l R BRI, SRS SR EOR,
Wi 2 (A7 AE B2 Horh S B O IE [ 05 R X — R I T M IR 840 — 2B B0 UE T 5 SCAL I L 7E 7% 1
VER T O R P SRR, e R BT 1 B AT 5 SCAR R 55 BT 72 R B AR T

B, WP SIS E BB G IAKRE, AWHTTA REF 18 SUERCRE A Wik 55 H.3)
“UEIEHLE]” RIDIRENEE AL, BEA W TT 2 9 B AL RE S 0S T A1 A SR A A B R A, T A
TR GNP B LRSS 18, RO IR 55 S (07 Re s S A s UL C e 7 1015 5 I8, @ XU 5
SCASATERS, P R G TR AR B AR IR S VRO . IX R, AR R AR BAS BANRRE E i
W5t SCACRRE P RO RN e 7 (A6 1 B B P A 1
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Hk, AWPFE R P E TR R LIRS SO BT IR A . 1% St R
RLHTEA ML, MEINRESE WSS R, AT LI, HMELE R LA E =it
JR 55 S, R 55 TR P K SO B AR 5 VB T 3 R RE L AT R X R B, B R AR
B i 55 o UL I R T A SR R R MURRAE, SCRF TR L “EERPR T R EA RIS
BV BRI T S

R, WS RSS “AEmE” WSEERIEEORE, AR RERI BB . BT
AT LR R ™ B b, S TH RS BEAOB R S0l . BUORARRE B RS, LIRSS IME AR KA
JFE bl B R R . FER XSS M 2 T0, B ORI R IR A R T, ST
AT L L VL T BAREE SCAE RS, 5 R PR R 22« TR0 R4 O R R 7 T I 35 2 P AR 36 . AT 7T
IR BNE I R TR, RIS ss A A e 508, AMURIAE Ll RE s, BB
WAL AR S5 RETT I R G

BEAh, ARFFAEZSFED TR R, R B A IR T X 27 72 85 SO IE e BE 77 IR S 2 i
JEE Z TR bR LA 2 FERT AR . 1% — 45 FrT Re S AN [R) 1 A S AL 8 2 () I AR 58 A A Ak, T 2 A2
W BEPAE L Py SIS IR 55 A T T AR AE 22 o AHBCT PP KRS 20 7, A i ) 3 XA 391 32 [ s
R B S P T R B TR SR ST AT R, L P AR e i 55 e R v AT R SN AR 55 B L
HERCR R RANE S T3 Bk, 2 5o vh IS 55 e A 55 1R rh 475 32 2R A KR 0 32 4
HRATFALENEENN, TR SEEMRI1% 7 ARSI L — v 22, I s S R PR

RIS, A T X 2 P G EAT S A ) L B e ML B 2 56, X b AR S5 i, o T S
W SCAL VAR T BE A S AR . REWE, B SCHERCAGR AL Z IR, BT
AT ML SR 22 8] OV & B 1) . ASBIE TE 45 RAE — @ REE Bt H,  BIEAETE 5 AL B i 1y
SRR AR Z T8, 2 SCA 5 R Mk AT A 22 AT mT e X 2 7 AR ™ A EE 520

W AR E B AR T 7 . AR SLYE T B SCLIERLRE ) 5 % R L
VB ELBE IR, {2 P A U7 2 O LA O AL B, 85 SCLIGIE T R (5 4R, T
R SR R S R B, UM RO I — AR . IESh, KR
CHAH Al SN AN B SO IER MRS R R B2 5, (SRR TR A 4o [
R <

BRI, AHFIC R U 2 GRS OB S ENTBI R SO T B OB RLAE ) 27 i
RERETE R B TSR A, R AL T 85 SC(GIR S B T2 MR 25 U BE AL 52, 0 [ M %
BURIS RSN T 025 I 57 P O R A B RE AR T U BRI BLIG F
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5.3 AREHEN
JREAMRAARE P ESH LIRS B FIIE T 55 SO0 B 8 1716 2 7 2 1 538 1F [ 1E
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H5G, MRS GBI, AR BT 2R [ A BT TS 55 BT IR 55 1 Alk & 4L
i, BEORREAIBACKN HEA — @RS 2R, (HRAARIE T4 € B X 5% E T b ik 55 UG 5 .
AT B A BE A SO B AT b 1 mT REXT 15 SCAG & BE ) A PR 9 B 7= AR i o ERIE, RORME T T
FERE 2 E R BHAFRRE LA RS (k. Sy, SRS PITRELEWR, DRI SR o
FRK R S e B fE b

Hk, W FC et SR R IR I, AT TR R T 18] (7036 08 2 0F  ZR Vi # A R, R
EAG LSRR RAF, EATS AT B AR AE SR 7 90 22 15 S WL VF A i 1% FRO TR 72 IRU: o J5 SR AT 9 7T 45 45 22 R 8
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P RE X 2 i S B ZhAS R R, ATTTE— 20 1 9 D SR HE R AR AR A 1
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FESE . M4 B IR TP (B RCR 5 B, B DRI PR . ARORAT U R LE A 7T I i
A S RS A S R, R GRG0 SO C I T A0 BE S 00 RIERAR S A P R T, R IR
AT PR ST R I ZE RN . RIS AT — 2B 2 M AN TR R A WL 7R e b e 55 15 45 P A
SRR, DU IR N8 75 8 SCAE IC RE 70 52 00 20 7 1 7 PEE PR A BT 2 J L

FEE SR, AW TCE RN, TR TS e HE bR AL 55 I, ORI S A E T g
MARZ R S5 BT AR 7y BRI S, AlIE SRk 2 AR I LA AL R V48 i
FECL RS AR B SCE SN A ST, RGURTHALR A SE KT R, NAE R Ll
MG — BRI N, SRR RS RS S Bl RGN, DAMSRZ T RS AR,
AR BER & S RIS R R BT K

RARWFFCRTEREAIG . TR SR A5 J7 T SR dEdt,  DASE i #8785 SO AE B g 7T 7E
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B RRS SLEIE T

Sustainability and Competitiveness in Trade and Services



MsUS=3UI¥INNSS:AUYIA vosunanenderenisailng AsiA 10

12 Unu1eiu 2569

L PN

Anderson, E. W., Fornell, C., & Lehmann, D. R. (1994). Customer satisfaction, market share, and

profitability: Findings from Sweden. Journal of Marketing, 58(3), 53-66.

Cultural e: Its measurement and effects on cultural judgment and decision making, cultural
adaptation and task performance. Management and Organization Review, 3(3), 335-
371.

Black, J. S., & Mendenhall, M. (1991). The U-curve adjustment hypothesis revisited: A review and
theoretical framework. Journal of International Business Studies, 22(2), 225-247.

Earley, P. C,, & Ang, S. (2003). Cultural intelligence: Individual interactions across cultures. Stanford
University Press.

Ennew, C. T., & Binks, M. R. (1999). Impact of participative service relationships on quality,
satisfaction and retention: An exploratory study. Journal of Business Research, 46(2),
121-132.

Fornell, C.,, Johnson, M. D., Anderson, E. W., Cha, J., & Bryant, B. E. (1996). The American customer
satisfaction index: Nature, purpose, and findings. Journal of Marketing, 60(4), 7-18.

Holbrook, M. B. (1999). Consumer value: A framework for analysis and research. Routledge.

Hossain, M. S., Islam, M. N., & Rahman, M. M. (2023). Cross-cultural interaction and digital service
experience: Impacts on customer satisfaction in online environments. Journal of
Retailing and Consumer Services, 73, 103353,

Kim, Y. Y. (2001). Becoming intercultural: An integrative theory of communication and cross-
cultural adaptation. Sage.

Ladhari, R. (2009). Service quality, emotional satisfaction, and behavioural intentions: A study in
the hotel industry. Managing Service Quality, 19(3), 308-331.

Liu, X., & Wang, Y. (2021). Chinese outward investment in Southeast Asia under the Belt and Road
Initiative. Journal of Asian Economics, 75, 101319.

Liu, Y., Chen, H., & Zhao, X. (2023). Cultural intelligence and trust in multinational teams: Evidence
from emerging markets. International Journal of Cross Cultural Management, 23(2),
215-233.

MOFCOM. (2023). Statistical bulletin of China’s outward foreign direct investment. Ministry of

Commerce of the People’s Republic of China.

Sustainability and Competitiveness in Trade and Services



MsUS=3UI¥INNSS:AUYIA vosunanenderenisailng AsiA 10
12 Unu1eiu 2569

Morgan, R. M., & Hunt, S. D. (1994). The commitment-trust theory of relationship marketing.
Journal of Marketing, 58(3), 20-38.

Nguyen, T. T., & Vo, T. T. (2021). Cross-cultural adaptation and satisfaction among international
students. International Journal of Intercultural Relations, 82, 1-12.

Oliver, R. L. (1980). A cognitive model of the antecedents and consequences of satisfaction
decisions. Journal of Marketing Research, 17(4), 460-469.

Oliver, R. L. (1997). Satisfaction: A behavioral perspective on the consumer. McGraw-Hill.

Parasuraman, A., Zeithaml, V. A, & Berry, L. L. (1988). SERVQUAL: A multiple-item scale for
measuring consumer perceptions of service quality. Journal of Retailing, 64(1), 12-40.

Parasuraman, A., Zeithaml, V. A, & Malhotra, A. (2005). E-S-QUAL: A multiple-item scale for
assessing electronic service quality. Journal of Service Research, 7(3), 213-233.

Richardson, A. J., & Wong, J. (2020). Professional service firms in international contexts. Accounting,
Organizations and Society, 84, 101114,

Zhang, J., & Oczkowski, E. (2021). Cultural training and expatriate performance: The mediating role
of cross-cultural adjustment. Journal of Global Mobility, 9(2), 273-291.

Localization challenges of Chinese professional service firms overseas. Asia Pacific Business

Review, 28(4), 567-585.

Sustainability and Competitiveness in Trade and Services





