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Abstract

This study focuses on undergraduate and associate degree students at A Open University, design-
ing a scale based on service quality and relationship quality theories to measure student identifi-
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cation and its influencing factors. Through model validation, it was found that assurance and re-
liability of service quality significantly impact satisfaction, while trust and perceived value in rela-
tionship quality affect satisfaction and commitment. Trust and satisfaction directly influence stu-
dent identification. This integrated model effectively predicts student identification, providing a
new perspective for enhancing student identification at open universities.
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Figure 1. The predictive model of this study
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Table 1. Scale items and their theoretical sources in this study
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BEITEARN RIRHEE AR RS 518 5:(X36) [43]
ARG R R A AN N5 B0 e A VAT BRURL 1 (X3T77) [43] [45]
BTN 2 A IR 55V R 12 5 I 2 KR (X4L) [21] [46] [47] [48]
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HEFEENTTTBOR B H D 2 W 1 (Y 14) [52] [57]
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SOOI M A . 7R IR AT, R T 65 A AT I . 45 R EOR, VAR R 1)
F X Cronbach’s o REHAT 0.700, MMIAEXS R 2 E A EE KT 0.500, HAE 0.001 /K R,
W &R EARIE L .

TECH B BB A BT 6 - FEAS QQ BE USRS, I 7E M8 7 30 R TR ) 2
DAME B i 1) 5 R HE A LA . BN AA TN — A, RS 1297 4. fE RSB R E T, D EI ST
ZRIETE A — R, A DI 03 1 0] B SR IH B AR SR I I R AR SRR A, T SRR
IR HAT 25 RS AAAEF Esm,  [Rlth, KX e SR s, L3RI & 45 1085 1.

3.3. HAAOFFHESH

OB IEARRE W 2. WFR BF, BEARDMBNSEL Hd, 18~25 %, 31~40 & X PH AR
B2, 700 HEEASUL 27.84%F11 30.54%, i 18 % LL R Al 26~30 % 2 [Al [\t &5 15%. MPES) E
&, FiME 50.94%, LT 49.06%, T2, (HERLLEIAT . 27.34% 1) % 5 KT 1500
TG~ 1501~3500 TG4 71 5 HE ol 11.82%. YA FE 3501~5000 JT i L5y 23.09%. M L& &E, 1%
REFHL P22 2E 5 86.92%, i & NI AN LI 53.11%, A FA & 12.58%. 2% 51k
Al ZECHS IR B, 1~2 /NIRRT 2~4 /i 22 [A] 4% | 30.48% 1 32.86% . M ZFASKIEAE, i —F2#E FUR M
FEH =R AR, 1 25%k B 4 B PR E s A, AT 14 122 AR B RT B = A e IR BRSO «
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Table 2. Overview of selected sample learners’ characteristics

® 2. BFARFEIEISRERSR

255 1T N Hakt el e N [ER a5
5 5 553 50.94% 4= H 2 R 268 24.71%
J] %|
g8 532 49.06%  MolkgEr)  TRIEMTRL AN 284 26.18%
18 ST 186 17.10% = 533 49.11%
18~25 302 27.84% 1500 7t 297 27.34%
e Tl 26~30 169 15.59% 1501~3500 128 11.82%
31~40 331 30.54% 3501~5000 251 23.09%
o N
40 %Lk 97 8.94% 5001~8000 234 21.58%
i BEEFHL 943 86.92% 8000~1,0000 85 7.88%
& o
L B ZE e A 576 53.11% 10,000 PA | 90 8.29%

4. BIRSHER
4.1 BRFREBERNRREERDH

TS ARG S, MM SR R BAT R, B RREA TR R ER R, DU
FE BRI . KA SPSS19.0 %R i & ERIMATIRRER FZ T, LD e 2 M A 280k
AEEME. MRIPE . RS AR R SN R R . IR T4 SR BoR, KMO [I{E 4 0.867, Bartlett BR
TEFERIES ) P AE/NT- 0.001, Ui B IE & 3EAT R R 04T o 3 FH B K7 22 e i kAT e e, 43 £ iy
EIRIUA R B IR AR R T 1 AR ARG S5 AT D R 0T . e RE 5 i) & DR 3R, e R R %o 2 [
R GHE RSN T 05, BIEAR & ER#EGE L SER 22 HEPaSHEnE>T 3 MER
PR BRAH DG RR I, Ak, B FEIR MR T AS BT RIS 7 DR 2% 8] 1) 5% AR A B BRARRE IR 0. fe 284t HX
5 ANEER, MER 5 AN AREHE SR R ST, KR 1RRSMREEE, & BRI
JROK 22 BOMIT R 2058 B A SO F AR SR SR IR S I RE /0 IR 2 RS I ma Rk, e f 5 /N,
F R MR T TR AT A R e iR S I Re 70 BRIER 3 22 ) RIRIA Ak, FE R 2
SRABUIT A E RS- A 5 ST BRI e FEEFNAN . S ERNY I 5wIE; KR 4 25N,
A 4 ANEI, BB R AR R BOTHERG . TR S BRI IR RE s IR 5 M, B
5 MBI, EEVT AL AR S A R SRR RS S ORI IR &S T RE FT . RS R
R R ML o R 3.

Table 3. Exploratory factor analysis results of service quality
3. RERENREMEERRSHER

FIFN LI DR R A 1 FEAEME J7 2 TTRRER R J7 2= Tk
1. fREEPE  X11/X12/X13/X14/X15/X16 0.851/0.778/0.815/0.727/0.858/0.883 6.755  23.293% 23.293%
2. WRIPE  X31/X32/X33/X44/X55 0.765/0.810/0.782/0.841/0.845 ~ 4.463  15.391% 38.683%
3HAME  X21/X22/X23/X24/X25 0.800/0.791/0.834/0.737/0.862 3.583  12.345% 51.037%
4. WEEME X41/XA42/X43/X44 0.762/0.847/0.785/0.813 2.929  10.089% 61.126%
5. KMPE X51/X52/X53/X54/X55 0.792/0.759/0.786/0.745/0.703 2229 7.685% 68.811%
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$Ar—1.673~0.138 8], /T 3; UEFE RBE-1.034~3.725 2 [a], HI/NTF 10, XULHH, WFFREIEIA
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4.2.2. BIEHHEHRERE

FH T A T e S — R IR, I AAAE S R ik ZE I vT B . Sith, W90 1 JeAE SPSS19.0
H{f A Harman 525827 VR0 B AT R R ZE A0 00 . BR IR R AT SR EUH 5 MRHIEE AT 1
FIBR R, BAANDR R AT AR IR 5 2240 S B fe i N 23.96% . H T IX AMEE B 8T 40%, EHTCH Pk
R T EE PR R RSN, BRERILERER, A0 IR EE IR SR 1 3L 5 77 v 22
A REMEAS =
4.3. MEHEB ST
431 BENEERE

AT FLERAE FEILEHE Cronbach’s a R%. HEE LML . WF 4 vk, &ANEAE &K Cronbach’s
o REUIET 0.700 fksdE. FRF, SAEBEERAGEEE KT 07000 455, AHFFT AR 4 i) 5%
AT B BT . ) R LA B S FE[60] -

Table 4. Analysis results of measurement model

4 MERBSINE

.3 fetr [Al 28 # An Cronbach’sa 53t AVE H&EE
fRBEPE  X11/X12/X13/X14/X15/X16 0.806/0.756/0.832/0.781/0.827/0.845 0.915 0.651 0.918
A3 X21/X22/X23/X24/X25 0.839/0.782/0.817/0.763/0.805 0.898 0.643 0.900
M X31/X32/X33/X34/X35 0.798/0.815/0.801/0.840/0.857 0.912 0.677 0.913
A EEME XA1/XA42/X43/X44 0.786/0.827/0.763/0.824 0.875 0.641 0.877
ER Nk X51/X52/X53/X54/X55 0.785/0.712/0.763/0.716/0.687 0.845 0.538 0.853

B M11/M12/M13 0.812/0.824/0.805 0.853 0.662 0.855

I M21/M22/M23 0.817/0.854/0.861 0.879 0.713 0.882

R M31/M32/M33/M34/M35 0.794/0.782/0.758/0.823/0.765 0.888 0.616 0.889
T Y11/Y12/Y13/Y14 0.815/0.828/0.844/0.786 0.889 0.670 0.890
NGRS Y21/Y22/Y23 0.832/0.854/0.827 0.874 0.702 0.876

43.2. BEREOVERE

RA RE RF538 P A [R5 7 1200 5 [ — R AE AT R 8 SR (A AR . R BUE B R A BUE X
SR . TR TT LARRITUCE S T AR B ) DN A (B I 0.500 VEAR BT 37 2 i EUE (AVE) KT
0.500 1E A HIBIARAE[60]. M 2 MTLLFE i, IR 2B A (4RI 0.700, -840 & 73 75 Zfh HUE K
F 0.5000, UiHRERABER IR,

BRME A EBERX D BE . CRRIRE RN R RZ M. ©n U8 Ty
ZE AR P 7 AR R AR B 2 RV R AE OC RBORAE S, MaT& KT Ja &, BT A NiE AR St A B i X
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B, R

TPRE . A 3L, AE IR 10 MNEAR R, HUE /NIRRT 75 Z fHUE D 0538, BT
Ry 0.733, TR LETEAR B2 (] (AR R B 0.733. BMIEREARUFINIX 3% .

4.4. REIREECE ST

FESLIEAE b, BT A S5 T RER R Bt IR B AT AR, A5 R 5 P ARYE R WIS
HAORR T, R RIS AR BB HIE B TR SRR, ANTITE W HE S 0 7T P Hh A R UL A R P A
&R DA Z I 7 A R

Table 5. Goodness-of-fit indices of the structural model
5= 5. EMERAILSERCIE

AR L == TG R FRAE ENTEE L) RBFFEER
X2 P >0.05 (CRi& BEKF) 32.250 =
RMSEA <0.08 0.043 &
GFI >0.090 LA 0.957 =
AGFI >0.90 UL | 0.934 &
NFI >0.90 bl E 0.962 &
CFI >0.90 LA | 1.005 =

4.5. BRIRWIE

GERR T R AN AR B TS RN 6 Fis. EEXTSAAEA R, WEFCRBL, AR (B = 0.651,
P < 0.001)FH/EAIMME (8 = 0.132, P = 0.012)% & W fm, H A2 BRI m R, (515 R A& N
A RELW . X FIATI A RIA — 5, B R R WA & 5. RS 4 B AR &l i
S R R e 2 AR N RGO, FRIBOR 2085 D13 T & TR S5 KPR T 2 A I B, I
AR TBOR 2 A A K

Table 6. Path coefficients of this study
F* 6. AMRHBEREY

PRAE AT RHU(B) B3 KT (P) RS E4E R
AR (R?) 0.647
I 0.132 0.012" SCHE
(ELEs 0.074 0.138 &
Z4H 0.045 0.475 R HE
IR R 0.651 Y
2 3T P (RP) 0.702
PN 0.053 0.423 AN
M 7 0.141 0.006™ b&d
A R 0.121 0.016" R
AIEEE 0.113 0.038" SCHF
PRI 0.352 Y
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W, R

5 0.358 &
AN E 0.281 &
A E (R?) 0.382
5t 0.491 &
CIEACS 0.183 HE
fEIE(RY) 0.518
A& 0.314 &3
KM 0.076 0.142 N
M) 82 4 0.03 0.433 S x
PRpE 0.314 ba
A (R?) 0.422
(ELEs 0.041 0.433 AN
W 0.686 Y

WE: ‘P<0.05 “P<0.01, "P<0.001.

M 6 3B AT AE 56 T2 Sl R, O FR B 4E FE )45 4T (B = 0.358, P = 0.000) A AN (8 = 0.281,
P =0.000), %5/ &4 B i AR Bt (8 = 0.352, P = 0.000). Wi %:(8 = 0.141, P = 0.006). A %k (s = 0.121,
P =0.016). AJFEME(S =0.113, P = 0.038)X) % I M BE s i 3 o XU H, FRICRF 34t r) 5 ) & T
FRE K, SRAE BRI HRS, b TR BRSNS, RN RTE R, %4
i SRR R R o DMV LR T B R AN S U, SO 2 AR AR RS A R i

BERL T F) 2 = /MR R AN E . DRI, RARFEEE NS (S = 0.491, P = 0.000)F1
55 JoR B4 P ()T SR (B = 0.314, P = 0.000) 4 (F5/EE & M. XK, AL SR i 5 SR R U
BT HEAT IR R O A B 1 2 R A0 2 S0 3 5 M At A 0] JBOR 272 ST B R i o

AL A P ) S DU AN A B A . R 6 Tl LI, RS T s 4EFE ) n] 4 (B = 0.314, P = 0.000)
Hime RiPE(B = 0.497, P = 0.000)%f 56 R s 4EfE 2 A FER BERN . K2R NEARREYERE
PEAE, & E B N PRSI AN BB A e o 17 R 5% o 6 44 P58 (1 o 7 P 2 B8 % 2 R AU B i R
-2 ARG ) o 1 B RE G R T AR 2 A) PR B, B SRITAE (9 A5 o AT SRR EAT Y 2 SR R,
TEIBOR S TR ERN AR TR TREAE, JFBORS TR E N5 s B R GBI, (5 5Fr 54 i 2 i
MR 55 A, PRI SR RS N AR TR ZEA I BRI 25 A, B DR S AR R I B [ 2 e . Tl
HH AP RS — A2

B BT B R b — N R B R K . N 6 AT DUE H, A0 =2 (B = 0.686, P = 0.000) % 7K i
A RER, RS T R L P AR R I S R N AR U T R R B, TS AT AR U B S R, X
WYL, TR EDE S AW T IR S5 &, RERTH 2 A BRI AN TR 8 2 2 A S 22 R A R IR
TR AR BT A A DA TRLBR R S Y L2 7

MR EHE A A 25 5, AT 2 AR N R ALY an 1] 2

5. Z5itMBREMRITR
5.1. &5

AT T M55 B EEIS O R E A, AR BO B IR 55 B (ORFEE . A RLE . mRidE, ]
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Table 7. A list of effect values of latent variables of student identity
7. FENRREBLENRE—R

Yt SEMEA [ IR (1 T A B EZZES MBRE
(ZNE 0.229 0.229
R 0.079 0.079
i J37 4k 0.092 0.092

R 55 5
CIE s 0.074 0.074
KR 0.035 0.035
BRANE 0.132 0.183 0.315
{54 0.074 0.240 0.314

KA E A 0.045 0.045
WEE 0.651 0.029 0.680

0. 651%xx

0. 686%**

*fX3 0.05 MR ZEMHAKE, **FK 0.01 BEHKF, ***L3K 0.001 BEHKF.

Figure 2. Structural model of student identity
B 2. FHEINERREMIEE

SEPEMSCIE) it A A R VIR R 3R, R AR (REIUME . (B AT AT R ) 1 IRk 55 ot
AR AT, M 1RSSBS S A A R A L B SRR, IR T IO =2 22 A 1Y
THEPRAGIEREE, JPRSAENT T, ISR B2 7R R P FE 45 18

HeF R 55 o BV AIAR S SIAIE W O RUR , AHIE FUREAE £ 2 S IR 55 R 7y Sy ORBREdE A R S i A
FJSEPEAI MM LN T T . PRV R A BT AN SR UEVE B 3R 0T R, TEZR %% > IR %5 i S vl LU IR 1ok
YEPETE ORI 5 BERT A FEAE 1R — B, #EMIRAE 1RSSBS AE AR S IR ST R B T Y
&

8 R 55 BN S A R SR T, AWE TR SAIE AT 8 R B, IRESYE . WIEEE. mapiik, fk
UE PR S A i A R 5, XU, RS R A R R R AT B R, XA i
AN B0 1 48 T 132 00 MIAE 2 27 5T B SCHRIIT FE 45102 — i AVORBESE L w2 AT R o 2 2
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W, R

FERRE B, ERIURST AR RBE R R R, XU RCR S O 2 7 e B, &
2 M I 1) Dy A SR D oA 1) B MV B R 55

FERR 5 BB AR T T, SHEA MR ER, IS5 R M OREE . ATV 2 R (SRR
WERLW, XU, hRERA S LT B S TR IR S PR 55 2 Bl A A
BTN AL OB o G5 AR 55 S A A R BL AR ORBEEAE AT A S {5 A ) S22 i ]
PAE L, ZUNER A SR LA T2 AN RUBEA SR PERmd . PRI, A e R AR UM A AR IR
IRy IR TR A HES) AT RS R MR KIS 3R o TFTBOR 2 AR IS g o (R U R4 832
FAATR T A RS, BRI AT B T30 A AR T ORISR, FF AP A AR AR AR

MAEATTFE R, ST 22 A R EEAE AR B BB 5, SRS Hfb AR 5 T, ST IOK
S PR T T IN 22 42 (R S0 MG 52 AT RERE AN ) o TR 2 1 3 )2 S IR, AR SR B R B AR Y
EIRZEION T-HOM 2 15 B R ATIRFRAR B BT A 25 2 A G 1) A ARDRT AR (Rt TR SE , (EDx T 07
LeFrad e, EFROMREHAENTIERN . WTHRERTHEL BN 2 AR VERIR, EH A5
— B

AHIFOLKG R AR E B GINAEL A 2 ETH, IR A RN FRBIE N R R RIS RACE, RITE
Lo IR AR BOIMAE S R L R OGBS S A i R RN A AN RIS . SRAIESS REIR, RARFURYESE
RN UHMELAIE AR 2 A R A BB RO, T 2 A0 R B S A A RO B . X — 51 A L
RO TGS — . XMULH], AR REWHHERDIINER R KA R AR PR 2 A2 A A
RN A3k AT

BEAh, AR BT T R AR AR S AR AR AR Hod, B 7SRRI R
M AN, HMb R R PR A AR A A RERAT R . o (1 JE R AT e A RO R 26
SRR 2 18] A 2 A AT R A LS, SR AL SRR T A B SR A 2 I K

5.2. REMRITXI

T MRRE AR 225 5] 55 I A2 1A TR 3R et 2 > SR IR S5 IR AR A T o AT FE 308 1 PR AN R R AE 2 7
AMRS5 RN Z, AR ANISAIEAE 227 > IR 55 I B 5~ A R A A A A R TR A RO R A, A7 B T
NTFTBOR R JRAELR S SCRp IR ST BB IR AL BB SRR o EAb, WFFEES RIS B T TFOR Sl st 27 >0 3CHF
JIR 55 SRR AR R i Ay 3, -T2 EEATAR. 2408, BT St — 2L JRER .

B, AT FrIFBORSA B 2R3 AT TRITTE, A R IO 27 i 55 Joi B2 1) %45 T AT REA7AE 22
5, Bk, ABETESR AT REA —EE G HAMITHORSE. 5 =, AWTIE R T 1RSSBS R SR A R A
I B G R, HoAb T =2 A i B A D 3R ] e S M 22 R R R AA R bAh, R ERmtFEid
R LB M AR 25 X 22 AN RO 2 o 58 =, BT FURA 25 B A A S 2 PR i T AT R R 52
B, B AT TSOR 2 AT RERA AN A A 55 B R 3R, B DG 22 AR I R BE M 22 A A R IR 52
REGMAE, AP

E&ImHE
LTI 2021 ) ARAHERFEMRIRE (S E A T (T 2021GXIK462)Fl1 2022 H-JE L
BRI (S E ) (95 2022GXIK412).

S50k
[ SH03. TFRORSEESE F I M 303 R A A TR A ST —— DL T B BB TR AN, 7 S 4k 2
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