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(perceived service quality)”2] &Jn|=2 o] H}(o] 3], 2008).

Parasuraman, Zeithaml and Berry(1988, PZB)x= A Ztd AMu|~Z 2o /NdS

Ao G- Aol B Al ddolyt BE'E AHofsta gty Eg
H FAL AnAre A zki 7] Abo] o] Apoleh W] HLw 1o

Ao geojgteoen Azd F245 7Id-Ad3 7idel daA7]ar v
AEAA A =F A gk A= Gronroos(1984)el o3 Al &= 151 Al oo

uel ARaEd e9Es FrhskAY WstE FuA wdste] gk 1ol digh

@ AP A sk mag B AAe] A7 AR AusEde Ao,
Ml 2EAS RS e A%E AusEd v 4

NAELS T oM Ader wrold RREAL. svs vEd F2
(technical quality)’ 24 1172 Eo] Mu|22iE A= AA4FED 5 F-Sl(what)

o
Agshe FAow, wAo]l AUty AA AT wE Qom Auyow

7k 7 & Aoy, & v 7154 F 4 (functional quality) =4 3L
MEo] Mulxa AES A FAEZE = ‘YA (how) o FsE Aoz 1Ay
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Parasuraman, Zeithaml and Berry(1985)% Gronroos(1984)e] A4+&5 7%=
sto] Mu|aFAe] FAHLAE BHY AFA R ATt AH RS0l AR]X
Frdol wel Mul2Ed BUHEE 1o A Sakole AolE RAdATR
ZNeHo®m ARG HIM7ES 7HA AL dvkar st A, AHl 2 AR o] B A
|

A5 107HA = AAst . =, A EA

AV

2
(reliability), WF-S-4d(responsiveness), 5 = (competence), 5t/ (access), 44
(courtesy), 71HUY 7l °] A (communication), 4184 (credibility), <Fd A (security),
a7 o] &fl (understanding the customer), -3 A (tangibles) % ©]t}.
o] 71 AAIE 107FA1 9] A 825 MY TEHE Adol §lA AR A
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SERVQUAL-=2 Oliver(1980)¢] 7Ith=d A Edol 7]Z&to] vkt AHl 2 kg

of nEHoE A§ h5d Ansty A=z wHgiov 54 9 2FFow
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Cronin(2001)& AH|=F 2 29S Faxe&52d, Ay5d, 2894 3454 &
o] 3/ APo g HHAAAY, Fe LA THYY 1A He] HHoz A

Hl 2 kel A2l e 4w s gk Bitner(1992)= =84 $4E 4ol

Ml RI7FEE dA S48 Azl FEe s 71-dva st o RYg S
SERVQUAL®] 57HA] 74zt el @S Bagls #9 ofyel 2000 o5
Sl AulaEd SAHATIAN dads dAT U

Teas(1993)%= PZB9 P(XZH-E(7]t)=SQ(A B ~&4)7} etdAdAA A4

H7}st= A 3R 9 (Evaluated Performance Model: EP)”

ol EEe) 2, qelw vlebHel A

tlo
)
(02
o
32
o
J
~
o
e
M\
S
)
>

~Fd mde] |yt dilelt. 538 1= SERVQUAL 727F ¢Alstal 3l

A P-E Ao Z7h7 wteA] A28 B AEA SFo =72 uledsis

T s} |

sto] SERVQUALZ S&A17 134 #2 Ed(Normative Quality Model:

NQ)= AreAT. 22y 7IFeEA, Idetddel gk d4 23 EpRdol
SERVQUALe|Y NQE YRt} §-F38lttal 573}t

rr

.

e
N

P

AT T3 EPRUS o] 24

ool A AmE AMH|AFH SHo| ol PZB= 7idiet A AolE
Cronin and Taylor(1992)= A ¥ 9to & Teas(1993)= H7IE Ayrdd 7+S

P3N $5AE F5T dth Bt 059 BARDL o §F AusEA &
e Aol B4 R mAe] S4e] szstel AAStE Aol mwrAsrin B
F ek <E 2-2>% A 7bA ZPRDL vl AEF ARl
<% 2-2> MH|2FE SAHEYD HW
||| SERVQUAL 2&! _SERVPERF 2& EPJISE!
(PzB, 1988) (Cronin and Taylor, 1992) (Teas, 1993)
2o I | JIUHSE-LUSE g o d-01¢3
Jltiel ol | MBoHoket g =& s ote Ol&® Aot
EFOo| & |50 XA 2200 &= 5 Xt 220K &= 500 Xt 1000 &=

SAE2EA ZARDE WE o F =A7h 44
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(2) 22kl MR =EE

A A8kl 9l tH(Aladwani and Palvia, 2002).

Jarvenpaa and Todd(1997)+= <1 Yl 2 ste] Au|A2FAS AASE =], <)
Hul &3 Eo] tf3k Ln)zk H3-S dolr 7y Y&l AE XA ZHproduct perception),
2 43 (shopping  experience), LA H] ~(customer service), 1A YH
(customer risk) 59| 47}A] WFE 7FA 3 PZBO AFolA A&dd 57FA =
As EURE 7] AMuaFAS AP stA Wy ste] A AT
Zeithaml, Parasuraman and Malhotra(2000)= th® A<l A5 280] = d%

A MuAaFE I 2H -7 3He) A3 Eged By A7E Alg ez IEM

29790 e audd U@ 4FUAS BE 98 AT o9

e-SERVQUAL®l #3+ 7/fd® Fx
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H| 2FEol ] 3
H7 e A= e-SERVQUALS <3 2-3>% Zth A& AU AE &
o AEA, A, AAEld, a8 TIEA RS dxekARE ZA] Aol
w233k gAbEA Aol fdA, WA, THAAA I 22 AR B B2
HT& o A2 Ueskt

Ruyter 5(2001)2 e-AH] 25 ‘W3 & FA AU 7|HE 3 An] 2’
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Aul oA HldEA fESFEos 9 Aole 2 Ay 5 Fa o#AA A
tha shgict
Cox and Dale(2001)& 2.3ekel Aol 4] o] Fo 4= Au] 2ol Seelabol A o] 7
AA = e-AHlzste] Aolge AMGGEH, TN FAAT A Pl
goasta, 93 Aeselart f@Ae] WAV Brta mgen, 9 /%S F
S T Aol Ahsekm, AHAAA el Lxeleld] el tha e 574

2 Avva S =8 2047 Qg Felzk bseha, 5ol ek
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= AR FAl AW EA e AeE @A vEe Aol A e xkel 7t vE
Gon selnh mEZeds Agew wEssl sbsan, mEsst s
Tgo] Fash o]dAdS Holw, AAol} Byto] 7hsdh FEj7t EAlske] &
HAAE Aol 7k Qeka skl
<E 2-3> e-SERVQUAL(Zeithaml, et al., 2000) 74 =}
L& q J W 2
L Eo| N a5} A X =7 A OFA X
. = | EF AH =2 o2 A= HI25ID &2 £
[:H%/é'(responSIVGI']eSS) ;C?}I\&Eioado L|’ E-_OI = [ |_—|O+j'“ u_ool'_l_ = T
ol O St = 2 XMOask A Ol 5 of 2+
QEQ(QGGGSS) EE:EC[[HE /;Hl_ioﬂadﬂﬂl' }” O = T amLU 2|/\|‘9|’ el Ol
jI'oOI'_A_ﬁ OI'; =l
I = P TS9Ol EFAH U diu s} =
?rﬁé(fleXIblllty) QE, HHo, ?DH, Eﬁ—«| s, dae o:to'il E—Hu_ X'”}\l [=)
Z2ME0|4 40| ot dE2E 28 glol 2 = UEE T=o4F
(easy of navigation) | 10, ZMAX He AOIEZS Ol HOH
= NMESO HEE utXNol Aat X A ot A
S84 (efficiency) égﬁ L_PEF%J Ox = OIM Z22 276 A
MM/ A AMOIES2 2tedE AlZ2t & Z&st E2ME, HMS0ILt A
(assurance/trust) Hl A9 = ot
OtX S (security) AMOIEQ otX HEBS0 &t ¢S B
D) PAES nEr= A4 AT =0} HAHIT) = = ™HC
AlolA = o= S TRnIN=Y LYl ™MC(slHOM =
D23/ O 015 AHIXS FE, HE, AZEEN O XSAHMHASE HZ2E
(customization) = e HT
27, Zeithaml, et al. (2000), ”"A Conceptual Framework for Understanding e-Service
Quality: Implications for future Research and Managerial Practice”, Marketing
Science Institute, working paper, Report No. 00-115, 2000, p. 16.
Yoo and Donthu(2001)= SITEQUAL®l#} &2+ HEE /Iddo. o= ARE

o] A A,
o o 2L

Mu| Aol B3k F 2

Apel = v A

AR,
o QA

e

7=

7}

il

Barnes and Vidgen(2001)=

Aurste ov,

Tl abg o] mE
487
SERVQUALEZ &

o] ele] WAl Ate]lE SAI Jro] Ao FgsiA SA4F

o] E 9]

1=R=]

S
==

Z3Fo] “WEBQUAL' X




5& Mt ol AREFA xS wE Aygon, oF JE g4l
THE Fol M2t MEEAa, A gAe NTHAEES T Aul AlolE
of FHE& B AF, AN 2EFHE AP APIEEHE, AREH dsAeEd
o] 37 Aoz o] FojHFS FRlstATh old HAHE AAH AlEFHS AE
Jow WA WEBQUAL ®H4 xdo] ity 24 #HXx)

Wolfinbarger and Gilly(2003)= <2tQ]l Aujde] #HH eTalQol= HE=E 7|
ot eTaillQe Zefo]lHAI/QRPAA, AEAd/oldl A, iAol E Hakel, a7 A H]
29 A7FA] A, 147 SR o2 FAEAT. o]+ e-tailing FE O 1L

-
S8zl Agstal, JatelEe] Mu| gl i o] el ddd &=

T LK g
AEd go Oxeln Ated st 2ee S
FESE o] ZH=FZ W MESXe SH Hegst 32
ASRSZ %%Il%é’:’AgF_/,\P%IDP 2 Mz I SJl= MBIAS 43X
SSE, 2o SZ40 st 2MatE SE S

Z}&; Barnes, S. J and Vidgen, R(2001), An Evaluation of Cyber-Bookshops: The WebQual
Method, International Journal of Electronic Commerce, Vol. 6(1), p .29

Zeithaml, Parasuraman and Malhotra(2005)+= 20023} 20053 2 29l

Mu2Fde SA7] A HA=E R 20029 Aol = ekl AH s

4 A9 5744 (PR FEY3 ARz, g Fol4, Wel/IAA, 1
B2 et AEA/cl AR FRAGG AW o AATL FAH S

of yE:su, AAL FAAA @grhE AL Bl 20054 ATIA
E-S-QUALS /stgith ol oivbe, frteg mjaoz eoel Fojnag
L EREEEERE
WA A9, 22 FHOE FAH Yk EH AWAA AusEL, Azd 7}

7)
2, A oeke] dA B4e ¥ 23 2 oL I FHEFl A



Parasuraman 5(2005)2 E-S-QUAL¥YF ol g} E-RecS-QUAL®|E= AH]
2 35 SHe HLEL /Egdsd, ol HEE

dEor LAY, 28y E-RecS-QUALS 2l

b = H -1 —
71, L&, ol %, 2010)
AeHor, 2kl MuAFES Frhgel 3ol o 2FS olhel F=7tel w

g} o o] o] shsstth AA, IT 71w Hde] mel gty Qe
A2 qtofo A o] A Au] s FA LS, AvRte] o] & AA N FAH A
N H7kski= TBSS(Technology Based Self Service)e] #37 ZFA <ot}
(Dabholkar, 1996; Davis, 1989). TBSS¢ F& S&Eoke= 27|
ATM(Automated Teller Machine)S &3 238A, 7123 @d7]E o] &3
A Fo SolA AdEUNle T ], LvjHeAe Ax ~AY AlxE 5 oo
kAl galE 3 v (Bobbitt and Dabholkar, 2001). &4, 1Edlo] &2d s+ H
A amjzket 7o) v JA fAtolEd 24 S g YAlolE FH9E7E
ojth, AMu|27F S E L 4] =84 T
2} g (Bitner, 1992). Tl o] AH|= AFegdo] 2eflom WHstE WA AqHx
2ol = A o] Z(webscape) = HFAANOM, ) oMo FHo] wl F
Q3 Hrleclol HAvHHAAS, 2002; Barnes and Vidgen, 2001; Szymanski
and Hise, 2000). A, 1Ejulo] AFdmjol ArA o] ZAFoA Aul=E A
sote SRFORAN FHEUA, AFAel] & HEAH0 AH|2TF ofy e &
TEpdo A ol g3 2 EdAnlA 1 A FAE F4 Hubstd e ATl

AEUl W, $F8 Ao T MEAA Mus 2ol A77E Ha v

X

H] 2~ 2~ 7] o] X (servicescape)

at

(Liao and Cheung, 2002; Parikh and Verma, 2002).
Aujz=Fdol digh sl AR 2374 A &8 E AH2E T4
ATl A, HAa 2R, 23, SEder werta
AM2ED ATel goss Lol ANAEAE FAR o

40w theta gk o9, w7000 AB U &



(2002)= wHAIR I ARAAE Fopel A A57bA 7iE® SERVQUALY 7]&
=l Al JAPEES TFee] dHY AvA AR AS ATRANE
shth, =kl Al FAe] FUEECIR, AR, AoRel, oAbaE, b))
& 1¥3te] e-SERVQUAL H7HH =5 /dslalar, Au|~Fdo]l a7 yhol
ol 73] 9 (2002)& Holsapple and
Singh(2000)¢] AayAFE wtgoz ol AH2E ARA B3, RS #
d, 2o #om FRsdn. AdA B xRl AgE s AMulx

o Ag ekel AAH $FE vt A AN AL s o'

==

ol
ol

Aol oIS wxE A

o
b BRSA [¢] N=

F7Fet= Aolth(o]Ff, 2002; Oliverira, Roth and Gilland, 2002; Ruyter,
Wetzels and Kleijnen, 2001; Voss, 2000). AR 3t AL AxpaFA o] <l

TRz A0 A FEolgte SHAA 22kl
MBI AE B ot gy #de 289 MuaE AUl e AFE
ool HHEE fu MHlE A, Auls dEd S S 53 o] a4
A T SHollA BeE #dolth = Fol(what)s & Zlolve= AdA #Adol
i, oG Al(how) & Aolvk= AAA FHEo R o]dolal df(why)d Ao|=
T3 SAs gega sl HWA(2005) IEHY B4R AE] 2 Fofo

MUl F4E A LS VErEREdS SR AR, raE, Y
r]

W Fad Hu Ee

i
lN'
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<E 2-7> A7)1A(2009)¢] e-Service Quality B 7FaFYd A W&

209l HOIUE K0l HIWE K0l HOUW=
1,(2&sHMu| A0 & ststh 12, 22 U R A 25, SR E/S2IIAH]|
x 2| ot
& o(ebmsh M| Ao AlEs | T |13, Cist M EO)F = | 26, MBS Hes4E
2l %2 o et =
o | 3.(SBHME A0l ob"E | |14, Clebst HeF 4 X |27, MulAME HEHZ
< %2 g Al
4, HEo| e 15, Chekst ZH 7|5 28, TZH AL/ SIS E4
1 TZHOEE APEXM
5, Meldn Alss 58 ° AR = TF
17, DMgrE ME(A 29, 4|2 o|=A
6, Chorst Aleh x4 24 M=
= |18, M3 AMH|A AMEA 30, He|s M7 74
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Faso]l vEbE ¢ dvtal sk ARAES Fulg AEel dig B wlE
o A% Ml E Holx o] ofyel AEE Wt diEd S5 Az A

At ow uMEL AlFolut AMBjao WA X3 ARE A E
zba YA RE FA Aol o] 1A o] f & FF o EhNA Eees 497 2k
o]Z A3 A9 (switching barriers)2tal 3Ft}. Jones 5(2000)2 A3t A o=
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Patterson(2000) 3 Fule] o4& A&, FAQA] wHE, AFAE
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e &9E B9 283l Jones, Davis®t Sharon(2000)2 A3 w3 A
W o=t Al e Aol A Hg S den &3 dichvl s, uA o

5 MR AASRL A3 gulo] ARG oAbl RS MAE Faw 8

Aol W3t ARV A FHe A7 @ohBettman and Park, 1980;
Johnson and Russo, 1984; Rao and Monroe, 1988).

32 2% Donovan and Rossiter(1982)« &3S tido= ado] wjs

HEa o, BEARY 4wy s3o wE AwEel F28 4L vy F
A, mpAA 2 AU WA Az ASd® B fAF AEU FEA
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o} Agorg o] A, wEli HTS o] &ao] EntEsla 2136
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ol f38l <1¥ 3-1>9 AFEHS A ATH

AR, HTS Anj=Fd elews ARAZA, winjdAdgy, galEd, 3/
B, uAAu]=e] 57 alow MAgeqdTh

=4, ek Auagde aARSd JFE v HvE Janda 5(2002)°] A5
9} Henning-Thurau(2000)¢} Roberts % (2003)°] F=%3F A

g vRvE APATF9 Palmatier 5(2006) 1987 K-E] 2004744 A w}
Aol e FAATANA B AF, =9 BAFAE wiziEsrE A S,
SAE, A, 7149 A, d89 2 A9E ol JIFHFE L3t 9

O AgddA3E FAcE HTS #AFE 208 AW A2 AAQGsta

NES BEERE LI

NS EE Anderson and Srinivasan(2003)9] A& 7|Hto =
SAALol Eo gk A EHAQ o= SR FHA R Aolstar, BAEHE
o] #AE ¥4 }h Anderson and Srinivasan(2003)2 FA =7} EL ne
TE Aol Eo A A=A Ql ntAYEES strete daAHA 71 AEE AlolE
NA AFS v FujsiAY AR 7, FHS # vteAel wva 4
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Adsts S48 FEst EAGoR Add AusEd PHL £ e
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Lok ApjaEmd 8de #AAFHEA dFS vFos=  Crosby, Evans,

a5t Aol AB|AEF o] uARSe FQ3 ARE AAE
(Spreng and Mackoy, 1996), A =FA 3} a9k Afo] o] 137
Ay AZFEAM A Cronin and Taylor(1992)% &=% 02 A uH]|AEHo] vt

.
Soz 49 WAL 22w ANAELL nARSRe WAL Fo@

1993; Spreng and Mackoy, 1996; Dabholkar et al. 2000; Wang et al. 2004,

Lewis and Soureli 2006; ©]{rA1¢} o]#S§, 19970 i1 &=, 2009; <1<, 2009; ©]

&f, 2010).

Parasuraman S(1985, 1988)& oj#] Q450 9] AAHE Mu|AEDS 11

MUES A= QA4S £ 3 FEolgta 91, Spreng and Mackoy(1996)
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= oMuAaEde] RS e A= AdFWFdS AR Oliver(1993) 2]
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& e Bdd d4E T8 nAe A4 MRagEE RS (0] 9
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Hl ; HTS AH2 F22 2A4ATZ H(+)9 4F= 1A Aot
H1-1; ABRAZHAAPL 24 TFo] AH(+)Y F3F& 1A AojH.
H1-2 ; divle] HAFL nAfwRZe H(+)2 9F& wA Aeth
H1-3 ; tzdE4 tEo] A(+)S] J&FS v A
H1-4 ; FHBEA o] AH(+)9 F9FS HA Aolo
H1-5 ; L2 H] e A(+)9] 9FE 1A A

N
o

rlo
P
Ii

rlo

| =TI
&
d

[>
rr

&

(2) HTS AH|=F4 3 AlF

uMo] Adruztsts HRE G Zol 7ol =S & Aolgte g3 7]
o} A EHE JE Aol EAsE s 1 Vgl gESIH = gFe
2 Ao dArH(Moorman, Zaltman, 1992; Huff, 2000). A= whE3 tjEo] A

719l dste] 7199 +95E, &9, A sldeE Anj AIFE gl
ANFE Tt FA =7 A " oH(Sirdeshmuskh and Sabol, 2002)

AAE T AWA(2004) 2 Au]2=FHE SERVQUALI SERVPERF 9 744
WHoR Hriste v A8t Edl, SERVQUAL EEo| A= AujaFd o]

I AFE ddsA "o v & Aol s HTSE a9
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Mu| 2~E Aol Al FAAC 3k
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filo

H) o}
¢} Roberts 5(2003)9] Aol Al &Rlgt 4 )

AdYAol A Ao rghel 2eklol Aol 4ol gt o Aolres HrA
(Ha, 2004), %3 2F-84 (Ghose and Dou, 1998), A3 7} 4l (Yoon, 2002), 2.4
(Singh and Dalal, 1999), 7§ ¢13}(Holland and Baker, 2001)%5 3} 72 ]A}o] E 9
7162 adlo] PAtolE Al JAdE FE FoE YEon, 2l o
A= AP FH I A FA A (Reichheld and Schefter, 2000), /I A R 1 5
o} A 1 ¢k (Hoffman et al., 1999; Yoon, 2002; #AE 2], 2007)0] A1) <

iy

8144 -2 Henning—Thurau(2000)

WAool A A(h)e] FF= mAFS FAskaL A
G457 Bos 299 2
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3 71E Y MEEe] BA 482 s, AF BE WrndE 2Eg @
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ol
oflt

FARAE 980 B FAIRE v szl Amsd R mAL
HTSE o] 8317 22 olth uteb wimjrelge Aol 932 va Aol
(H2-2). OANERL Ade] £0]47 o2ty 5& JEFe AnsEd 23

o2 EAASAA HTS AFE o] £ 5 JAthH2-3). MAHBR I} A
X
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H2 ; HTS Mu|&F2 L Ao A(+)9 9FS 1@ Ao,
H2-1; BRAHAZLES AF F(H dFe A RAold.
H2-2 ; mimi o] A2 A F(+) FFS vld AHoln.

H2-3 ; AAFZ 2 Ao HF(+)9 dFS & AolH,
H2-4 ; SAR(AEL A F(+H)9 9F< vE Aot
H2-5 ; LAMHEE AFd F(+)9 93F< vd Aot

2) HTS u2Aw=3 HTS Al ko] 37

Crosby 5(1990)& Aulz=A el Eol dhat wAe] rhe AuzqEs
of Mulz Aol W@ mAe] wEv Anw rARTL At nASL 3A
Aol W@ A&A wE wWRe] Aulz AzAe] JAstel olEaia meA

& GU7E A2 H1x 2 2kl & SACM A= v
Ta% s o = o dvk olH g AEYU @AM ARAES 24

ANEEd= FlM Agda Mulzel g3t BFo] =575 A7 Emobd Ao

_69_



Singh and Sirdeshmukh(2000)+= A4 &} A5,

t}(Pavlou, 2003).

—_
fite)

—_
fite)

el
oV

A, 2ean

L

7},

[}

]

Aol

s

ol

Hgoz A

]

Agel F A

™
7ol

o

b
¢

ol
M

]_

B

el
bl

H

7ol A
A&l

1

]
yul

-8, ©1-8-71, 2003).
o] &

st e,

S

Aokar

H] %

[e)

=

3F

%
bl et

o

g

=

S|
P52 A ()9 FE A Ao

N o
)

A

al

b

3 .

W ARG A ¢

H

7t2A, A E

[e]

]

A

oo

3) HTS #AF=E 3 Aol

el

o)

%ol

Aotk A& Aol A A

=K

=
o

oo
ﬁo

_70_

A (o] ) o= M)zl o

-

bk mteb A8y wE Adel okl 37

[e}
Bitner(1990)

39
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= = ZA o]} (Rust and Keiningham, 1995).

AHE APATEZE Keaveney(1995)7F gle=d 1+
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A GEFe A= e AAAH 2= Aot shlth

Lattin and McAlister(1985)= & d 3t 5ol Qo] HAAALEIe] A9 Bt
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Bansal and Taylor(1997)= TA4 o2 Mu|2FA3} AMu|awkso] Mul~ A
oo e JgFE A=l st AFAFTE TSI} o5 AHl =

_7‘]_



W] 2% A o)} 1

-
T

AL Anz wERT

,_._mo

®
A

—

NI~

b
o

Aol A, A=

< <2H(2010)

s

Qe 2] A s B g

=

Fsk k. 43 (2010)

3

NS

=l

B

gl

NB
o

ol
ojn

R

T
)
%

A& AA ST

=r=

AR g =7}

7F =

14 ol HAle] the

9|

o ©)%

AHg ZQl HTSO Al 2=d

ki3

=

EfAbe] HTS o] & Al

[e]
< Hlo

o]
%

P
T

!

A3|AF HTS AH| =34 9]

=
[¢)
3} 2ol

L
T

Aol A
SREC R I

=

A o] tH(H5). A

Kol
=]

T

g =o F(-)9 &< vF Aot
Aol or=o A(+)9 dFE 7 & Aoln.

oo

(2) A= ek Aol

g HEn o

]

<

T

= FAld ol
g]

3

Ay A
3t

< U
7hEA, AlE

A, 29a =

A7), =

i

o]

o

o

T8

=
=

EL}.

-
R

E

Dy

o

o B8

B8, °1-&-~71, 2003).

N
-
o)
e

_72_



}3}o|

4] =

S

o] el

Jarvenpaa and Tactinsky(2000)2] <17}

ﬂ

)

]_

BES

ol 2}l A

ekt

Breol A4 d&Fe vA e

}

ks

CHF &, 2007).

Aol Eo] o

|

Ul

q

4(2008)2 <1H

)|

I
Al

A7) 3, QlE

2435, A

1l

Donovan and Rossiter(1982)

)

o

| S§AHEE AL

j

E]

—_—

ol B A} S

o
ks

F7EA 2 QE Ml W7 A H] 2=

w21

Q2

o

]_

S

= A
H O
=

R
=

3]

O~

of A

&t A TH(H F ¢, 2010).

S

¥
oAl Awiwtm AF A A

2ol o

[e)
i

il Bt A, A9

[e)
(Oliver, 1980; Bansal and Tayler, 1997; Brady and Robertson, 2001; Dabholkar,

David and Dale, 2000).

e 71

=

!

)

al

],

d|

)l A AN A

=1
[}

A& 2010

7 gEs B2 AgAF(HA I, 2010

shel

]

A
L

N_.o

o)/
HH

)

S
%

Holal gl

=

=

AI(HAA, WA, 200104 B
Al

—_—

!

o
o

ze]

Jjo
—_

o

e

EFAL HTS = 9

-
1

ZIRE

al

ki3

AbE Q1 HTSel o

o A v A}l

&3

&A=

=es

=]

_78_



A R Eta BEs= Aerolgta stth kR mdo] HTS dls) A=
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Ny A& F8 H4H4oZ HTS o8 Al TdIAolA AlFste FA44A
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SoA Ag3 Y N3 &5 (Zeithaml et al, 1990; Chaffey and Williams, 2000;
Liu and Arnett, 2001; van Riel et al., 2001; # A4, 2002, +39 &, 2002;
=3, 2005 A7, 2009)& TAFAEE 554 ndete] dA sl

B ATl FARE R AAAT, “FAEEY A ARG ‘TEAR
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(2) wiwlH 2] d

o] HOlAH L AWkl MujaFAe AR weHdoRE AuE F e A
ow FAAH} #HHd vivjo] A FEHEA B A HoYHdow A
stATh 71E ATl A FdAd SH I H(Zeithaml et al., 2000; Parasuraman et
al,, 2005, =¥ 5, 2002, H=3 2005 A71A, 2009, o]-sTF 2010)% HE-S-A
=435 (Chaffey and Williams, 2000; Barnes and Vidgen, 2001; Zeithaml et
al., 2000, =3 5, 2002; H=3 2005, @714, 2009; ol 2010)= =A3)
of HTS AH|~= Aol dutes SAHIES dA 3]

2 AFoAME FHAYY #AAS YEoRE “FEAE/ A glLo]”, “AER
A F v, A& ARl HET AA] dE Al JEe] A, A8/
wsAAY AY”, ‘ZraY ggr=gel” “SlFARE B gedF AdE
o]”, “ol A MH] 2 o]& W] 87FA A& dia 73 YAE HEE A5

Al #4242 nAo] = AEE ofdw glo] 2HS & U=ESF HTSe #Hy
A 2stRegS Ax3 Aom HTS w4 B zeas)e] Adsa At
o8 Aot "Al F4o tig 4 7] ATl AolES A
=3 7k (Battleson et al, 2001; =3 2005 FHAZ, 2009; ©]%f,

201007 stA A 2 olF9 HElA (Zeithaml et al, 2000; Chaffey and
Williams, 2000; 9<%, 2009; o], 2010), 2g]a txde] A H(Barnes
and Vidgen, 2001; Aladwani et al., 2002), 55 A2 o7 A A3}

 doAE g 4 SAFRoR ‘e vy, ARgasAl o st
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HTSe A o] S H QgL Mol HTS ool lojA <tidsta AdQd

st Jld 5SS FAHoR AAsYtHHoffman et al, 1999;
Zeithaml et al, 2000; Parasuraman et al., 2005; Jun and Cai, 2001; = =3},
2005; # <L, 2009; ©]&f, 2010).

o AFAA Y PR FAL “EAG VIR BE =T “SgAI F
of A m” “Alzd] bA AE7, “AAA 2" bHAT, LAl A A&7

f

A A AFET, el wEI e 77 =l s 73 27
E Hrz FAsA

(5) LAAHE A

AN 2t FAS At A 1A e 4GS FxeE Aow, FUI

AR AAENA AEsl7]| 2 oFEgE Au] o] FRel ol s o] =7
= Ao r AostAdnt. AN~ SFAHFEL T|E AFoA AREEE Y
Wy g2 FAow AHAEATH Zeithaml et al, 2000; Parasuraman et al.,

2005; =@ 5, 2002; ol==f, 2002; H=3, 2005; <, 2009; ol Tf, 2010).
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%= Whg-(Anderson et al., 1994; Oliver, 1997)"3 #Z-2 “HTS A{H] 2o 3t

#H % JU'= Adarh. nAQ FAAL HISE o163 0 =7 wg
B 2Ag, 7 AnsEd ey wEne B¥ FEow FPSAG. olF

A3}7] 9138 Cronin and Taylor(1992), Spreng and Mackoy(1996), 113 &=(2009),
719157(2009), ©1%7H(2010)2] ol A ALgE FES Fuz ko] “HTS Al
2 R CHTS AHj2 ol 8 SAR7, “Aldd AR Tt “uiufxgle) =

WFTA s MR, AN WE, “mAMH s BE"] 774
Sl od

(2) 21
AEeE MEAEEE 23 aARkRa AAlE = Fele] JiHeR B,
FA FAeRozZR FAINAL AFsE HTS AHlze g wgroz A

sttt ol2 =A3t7] sl Ghose and Dou(1998), Henning—Thurau(2000),
Holland and Baker(2001), Roberts 5(2003), Ha(2004), Z43%H2001), &%
(2003), 119 %=(2009), #1<2147(2009), °©]-&71(2010)9] Aol A& d +&& 3
a2 st A FHEAF HTS 2187, “Aldd FAHRE A7, ‘w53 A
HTS 75 2157, “Alz=dl gadel= A7 “NIIARES A A7 “of&d
Aul2 ol A7) 6714 ol dia) 7H HAE HERE AT
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- "
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Aol&tAdth.  Bitner(1990), Rust and  Zahorik(1993), Jarvenpaa  and

IAEHEE Aulzo] e HEF nAol 54 AF W AHAE A&H,

falel= AnvAF Bl =24 (Kotler and Armstrong, 1999), 127jo] <

e
)
o
utl
B

3] o] AWEE 7heAd B o wrEHom A stax st o molth(Bowen et
al, 2001). & AFolAM = AAFTHEE “o) 8 T 2 FdAAH HTSO o
St Aol X E&2Ql o]go ek o= At vl Dick and Basu(1994),

Brandt(1995), Brady %(2002), Anderson and Srinivasan, (2003)2] <
T} AW 5(2003), ©lF11(2010) 5 HAAATE st S AA
sttt SA4gEo 2 “ERAF HTSE wA| Al = B A& o] §o 57 “ul A9
Abe AR B 991 dlA A Al o] &7, “FA o8 QI HTSOl wia]

ot A& o] 87, “FHE A= o] &7 47FA ol disl 7R 27

B\
o
o

o

Adeofes AP & A= &7 240 2JE2 A H

%o

o

Aold 4 Qlth(Ajzen, 1991). & A
= 9
=2 A3 ar Keaveney(1995), Bansal and Taylor(1997)¢] AdA 45 ZAR

SAYES AASAT EE o7 A (2004), o =H=(2007), A4 3](2010), HEH

ol

=
A= “ol &t & THA HISE vhE FHUA HTS= WA stast
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Zeithaml et al.(1990),
Chaffey & Will iams(2000)

Liu & Arnett(2001),
van Riel et al., (200

Jarvenpaa et al.,(1997)ZI =& (2005),
2 J1&(2009), OIE?(2010)

Chaffey & Williams (2000), Barnes &

1),3),5),7) gt24 Vidgen(2001), Zeithaml et al.(2000),
2aE S5(2002), 2 =2H(2005)
Zeitham!| et al. (2000) Parasuraman
2),4),6),8) |44 et al.(2005), Eg*(2005)
#0138 (2009), IET%(201O)

,3) AHOIE He|d
M SFE MHIA

Battleson et al.(2001),
Z| S &H(2005), & 04:1(2009)
0l=71(2010)

Zeithaml et al.(2000), Chaffey &
Williams(2000),Barnes & Vidgen(2001)
£ 22(2009), 01S7(2010)

CIXtel AleE

Stg 2t 0ls2 Eeld
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,5).6). 7))t 4

Hoffman etal.(1999), Zeitham! et
al.(2000), Parasuraman et al.(2005),
Jun & Cai(2001), Z=2H(2005),
Z&2(2009), 0ls7(2010)
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o I=APN; 293 62.1 ME=S8 18 3.8
=) o \; 179 37.9 | = 2 30 6.4
X
29AMl Ol ot 57 12.1 = SIAHR 290 61.4
of 30~39Al 167 35.4 g 52 11.0
e 40~49 A 192 41.7 o S HE XK 14 3.0
< 50~59Al 48 10.2 MEA 60 12.7
B60AMl Of &t 8 1.7 =22 8 1.7
— 1= 0lat 59 12.5 AN 2 95 20.1
; TIEEEEE 385 81.6 EIS] 78 16.5
- s 014 28 5.9 o A 28 5.9
R 2000+l 0]k 33 7.0 A s 3 18 3.8
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= 4009+ 0] A 308 65.3 2 = 21 4.4
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B4 B gle HTS An2Ed a5 asgel 05 os 2

o
EsB
H

<3 4-3> HTS AMu|=E4d 99219 el AlElE 4 (FA4 a20F4)
(2 ES et QOINMME | 3SSM | Ifdt | 244MHYH | Cronbach a
se02(2 S AtTAIR)) 790 771
se03(A|AH| oFH) 738 748
ol X | SeO4(ZHFAIAH) 723 733
;o; se06(H e P M) 709 751 4.831 18.580 917
S se05(2H512) 689 703
se07(FaEE) .688 726
se01 (HEE ) 674 693
cmO4(STHAE[ ) 828 793
. cmO6(ZH M E]) 791 692
nzy cmo3(517#2g2 786 729 4711 18118 909
MH|A cmO5(F AR ) 773 .720
cm07 (1 FUE]) 771 754
cm08(2 25 2l) 714 704
icO3(E=2X ) 801 786
N o ico2(H 2 A=) 794 773
s icO5(Z A &) 746 709 3.270 12.576 876
ol icO1 (M2 A A|A) 674 709
ic04(7 1z & & 512 585
of o 01 (F2x2) .850 839
_ trO3(MHE| AT &) 821 813 3.132 12.046 875
Held T o2FERA) 729 662
dz05(0| =®H2]) 763 793
Cixtol dz03(2 At | ) 757 745
_ dzOA(M A=) 749 767 3.113 11.973 881
= 2| poimsmEa) 623 659
dz02(AFE AIE Al 602 699
KMO and Bartlett's test KMO=0.944,
x?=9623.655, df=325, 24 73.29%
2|&+E=0.000

* Alpha if Item Deleted Cronbach a - &5o] 241" 7% Cronbach a® Cronbach aX.Th
=2 7§ AASY] Cronbach agts Y & Jou; WA AAS Y AT B+ gl
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<& 4-4> HTS Mn|aid 2] #3904 24 A3

= i3 S.E C.R g - AVE

i = 7 x| I il EEL:
icO2(HEA=) > 827 - -
CONMEMAIN) —>  myw | 766 .049 18.513
icO3(EEME) —>  ggu | 819 048 | 20292 | .774 | .535
ic04(7124 = &h ——> =7° | 566 055 15.435
icO5(2AMM &) —> 768 .049 18.594
tr02(REE £ A]) —> gy 735 044 18.986
tr01 (=22 > o 903 - - 825 | .755
trO3(ME| AT %) ———> BHS | gg3 042 | 24.706
dz02(AFEAEA) ——> 674 047 16.349
dz01 (Ml wE2|) —>  [ixpel | 691 046 16.924
dz03(ZAkH| ) —> =] 790 044 | 20.602 | .755 | .511
dz04(M =) —> &= | 843 .039 22.768
dz05(0| =S8 2]) —> 864 - -
se02(28AITAIZ])  ——> 814 047 | 21.728
se01(HEES) —> 794 .048 20.896
se03(A|AEIotY) —_—> o & .840 - -
SeOA(BHMA|AE) ——> 831 043 | 22.465 | .880 | .607
se05(2HaZ)  —> =HE 1 298 | o048 | 20.24
se0B6(Hef ot M) ——> 856 041 23.606
se07(FELE) —> 1839 041 22.823
cm03(2 2 2 AH — 825 045 | 23.214
cmO4(FHAMH[A) ——> 873 - -
cmO5(EXIAIDNS) ——> 815 040 | 22723 | oo, 553
cmO6 (24 M E{) ——>  Mu|A | .768 042 20.58 | - .
cm07 (7 B E]) —> 834 045 | 23.676
cmO8(2TtEX )  ———> 782 043 | 21.192

x?=545.921(df=289 p=.000), CMIN/DF=1.889
GFI=.908, AGFI=.927, NFI=.912, CFI=.945, RMSEA=.044

(2) HTS #AFH a9l #H<F

MN
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D
3
X
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Bartlett®] 774 (x?=5111.322, df=78, 2 &E=0.000)o1A%= 2&E°] 0.0002 2
g7 o] A HU. A% 7152l Cronbach azto] w2 <lo] 0925, A= &

Qlo] 093082 o =A Yeh AFEAdo] Ak & 4

HTS 715 2 Avjz 9= ‘HTS A8 2~ 9=’ ‘wlw A4 3 75 7 ‘A
2 wEadlo]l Aleddd = HAAFS BT, A2eldE
2% xpolE Alg g lo] AAEATE AFKeloE HTSY 7ARRES o

Wel AL A4 Ee AAEL, HTS A8l drdol= 2, ‘okkola 4l

¥ 4-5> HTS #AFA 2219 gy A= BAEAAY g2074)

¢l rHy QA | 38H | L7at | E44YHE | Cronbach a
st02(0| B &7 =) .841 .787
stO3(™ E2HE) 764 .720
ks st01 (7| SEHE) .749 .655
= stO7(F /7L AHOlM) .686 .659 4.685 36.041 .925
== stO5 (M| w7 EHS) .659 675
st04(HE2HE) .654 .690
StO6(H oFatE) .625 .701
cro5(& eral 2|) .823 .768
cro4(M-s74M7|cH) .822 792
cro6(2f%0( &) 791 754
Al CrO3(El o A=) 730 =81 4.671 35.929 .930
cro1 (MH[AdlZ]) .660 .694
crO2(MEAIF|) .640 .680
KMO and Bartlett's test, KMO=0.956, EEiA
» ool alm_ ST 71.97%
x=5111.322, df=78, 7+ &==0.000

FH, Sd 2B AAT <% 4-6>0] thERd npsh o] wHAIH g olR A o)A
AHEPE SEWF AA o] adE AMgstR o A g FEEA e
Wtk %7] CMIN/DF(X*ZA A 3H/df)=1.161% 3o]3t= Reo] Aisirta & 4 9
of WFAA glo] 2R AREskit), CFIgkel 0.945(<0.9)¢]3i1 RMSEA#%Lo]
0.036(<0.05) .2 A FA G JA| Fastrh. A A =7 vkso] 0911,
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A7 092 AEA 07014 FEH e B, AVE 94 7EX 058 4
Aot otk Wed B Q7oA HTS #AFE a9e By Azwt

£E e
241 [ SHE CIR AVE
i x| ME[E
st02(0| 2 &7 2) —_—> 803 - -
st01(7|=8HE) —> .739 .054 17.793
stO3 (M EOHE) —_—> .805 .048 19.983
2
st04(HE2HE) —_—> op= .822 .049 20.564 911 593
stO5 (M 7 2+HE) —_—> = 811 .046 20.168
stOB(H orotE) —_—> .828 .049 20.77
sto7 (A FH 7 0| MH) —_—> .785 .053 19.28
crO2(ME A=) —_—> .816 - -
crO1(AMe|AAlZ]) —_—> .832 .049 21.505
crO3(oHof Al 2]) —_—> .886 .045 23.649
A2 .920 .657
cro4 (M s7iM Al g]) —_—> .834 .046 21.582
crO5(E oAl ) _— .799 .047 20.255
cros(eFzo|al) _— 811 .047 20.703

x?=74.304(df=64, p=.000), CMIN/DF=1.161
GFI=.906, AGFI=.899, CFI=.945, NFI=.914, RMSEA=.036

(3) HTS nAFHE= 8%l AF

1A 60%E  A3lete 7416%E Kol 3 KMO& Al &2 0.896°]
Bartlett®] 77 (x*=3279.445, df=55, #2]&&=0.000)o1% < &E°] 0.0000.2
F7Hdel e =HArk A= 7]F<Q] Cronbach agkel Aol§& ¢%= 0.817, ©%

o9& 0
ol% 0907, A MEFAHE 08452 7|FX 06040 = AF Aol =t 2 & gt}
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<E 48> HTS RAFAE 29 S04 a%4 A%

gF= 71
z = 3 S.E! C.Rl AVE
A x| AEE
tfO2(EFALE HEHH)  ———> .889 - -
tfO1 (X &ho| &) _— Mato| .883 .039 | 25.393 .790 .556
tfO3(E= M &H) —> .852 041 | 24.176
rp02(7 M &E) —> 814 | .047 | 21.109
rp01 (A %0 ) -—> xjo|Eolx | .859 - - .859 .669
rp03(2| 2Molg) ——> .851 047 | 22.507
1001 (X &k A}) _— 548 .058 | 12.391
1003(HZ0] ) _— ST .897 - - .754 515
l004 (AHE =tH) —> 824 | .050 | 21.045
x2=43.971(df=24, p=.008), CMIN/DF=1.832,
GFI=.979, AGFI=.961, CFI=.993, NFI= .984, RMSEA=.042
<¥ 4-9>+ HTS AMu|A=Fd AAFE, aA4TAHAE] A=Y d5S 9

g 2984 Avs A Aotk HTS Mul2EFd 80 dsja =7

= XY/df=1.880= A &tatgith. BAEAE Qo= 27 EFHA AT} Eo}
127) #3822 AAgag B3 nAFHEd e 117 Bdow A

R Y, 2Y HFus gol BYS eaHon AASUA NS

T = =a X y¢/df | GFI | AGFI | NFI | RMR | CFl | RMSEA
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g A 472 | 5.1250 | 5.56533 | 5.1314 | 52125 | 4.8512
=2 At 293 | 5.0597 5.4926 5.0519 5.1546 4.7496
A of X%t 179 | 5.2318 5.6527 5.2615 5.3073 5.0175
£ tak 1.1924 1.936 2.155 1.642 2.793
p .055 .054" .032™" .101 .005"**
5002+ o|Zt(a) 34 4.7794 5.1520 5.2588 5.1092 4.7831
500~ 1000%t "] 5k(b) 63 5.2063 5.4894 5.0889 5.2132 5.0437
= 1000~3000%+ w7k (c) | 137 | 5.0693 5.4574 4.9460 5.1230 4.7464
X} | 3000~5000%7 = gH(d) | 98 5.2526 5.7313 5.2959 5.2915 4.9184
= 50002+ O[Ak(e) 140 | 5.1375 5.6488 5.1857 5.2694 4.8366
o Fgk 1.835 3.808 2.010 .652 1.078
p 121 .005™* .032™* .626 .367
Scheffe a—d
14 oj2k(a) 22 4.6705 4.8561 4.9909 4.7013 4.8864
1d ~29d o[2k(b) 37 5.2027 5.3514 4.8811 4.9228 4.9324
ol 2 ~3d o|gk(c) 71 4.8768 5.3028 4.9972 5.0382 4.6673
;%l- 3 0| AH(d) 342 | 4.1974 5.6720 5.1953 5.3129 4.8783
It Fak 4,159 9.896 1.717 5.126 .940
B o) .006"* | .000™"" 163 .002**" 421
Scheffe a-d a—d
2002+ o]2k(a) 33 | 5.0833 | 5.3939 | 5.3152 | 5.3636 | 5.4432
200~400%t9 m9kH(b) | 131 | 5.0992 5.4606 5.2000 51112 4.7958
_:_ 4002+ o] 2&k(c) 308 | 5.1404 5.6098 5.0825 5.2393 4.8113
; Fgt 121 1.987 1.166 1.203 6.137
p .886 .048™" 312 .301 .002***
Scheffe a<c,b

p<0.1 #x p<0.05, *** p<0.01
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¥ 4-21> HTS #AEFA 29 tist AFF A EA Aol
A E2 22l A ZE 2l
ol TS A w4 N | aia | 4= | a7sAHs | N | §d | as
A 472 | 5.3105 | 5.4008 A 472 | 5.3105 | 5.4008
5002+l 0| 2k(a) 34 | 5.3319 | 5.3235 1140]2HKa) 22 | 5.0455 | 5.1061
500~ 10008Ha[BHb) | 63 | 5.2993 | 5.3307 1 ~2o|gkb) | 37 | 5.1236 | 5.1171
£ | 1000~3000%t0|8Hc) | 137 | 5.1887 | 5.2822 | o] | 24 ~3alRkc) | 71 | 5.0805 | 5.0704
At 223
5 3000~50002t0|2Hd) | 98 | 5.3848 | 5.4609 | 3 o|AHd) | 342 | 5.3956 | 5.5190
4| 0001t ol4He) | 140 | 5.3776 | 5.5250 | 2 Fat 3.691 7.008
Fat 968 | 1.445 p .012™ | .000"*"
p 425 218 Scheffe c—d
2009kl o|Bk(a) | 33 | 5.4892 | 5.5505 TZE(a) 59 | 5.3487 | 5.6102
200~4002Hl(b) | 131 | 5.2279 | 5.3486 istERd(b) | 385 | 5.3135 | 5.3874
2| 4008+ O|AHc) | 308 | 5.3265 | 5.4069 3t thefel olak(c) | 28 | 5.1888 | 5.1429
s 2d
= Fat 1.217 643 | = Fgt .302 2.645
p 297 526 p 740 .042*
Scheffe Scheffe a-c

#* p<0.1, *x p<0.05, *#x p<0.01
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A 4-22> HTS aAFAZ = tigk A5 AT 54 Ao
nAHSHE 22l
2l 7 S ANk N Mato| = Aolg o= DHESEE
A 472 3.0508 5.2791 5.3109
50022l o|gk(a) 34 2.7157 5.3235 5.0294
500~ 10002t o|2kb) | 63 2.7090 5.2460 5.2738
= | 1000~30008+ oj2k(c) | 137 3.2141 5.1423 5.1788
A} | 3000~5000%t o|gkd) | 98 3.1769 5.3342 5.4898
= 50002+ oA 140 3.0381 5.3786 5.4000
A FZt 1.883 1.161 2.759
p 112 .327 0275
Scheffe a<d, e
14 o|2ka) 22 3.3636 5.0000 4.9205
1 ~214 o[akp) 37 3.3153 4.9932 5.0541
°l 24 ~3d 0|2kc) 71 3.1502 5.1092 5.1901
7%| 34 0| AH(d) 342 2.9815 5.3633 5.3889
It Fet 1.077 3.298 3.483
- p .359 .002%** .016**
Scheffe b—d a—d
1E 0|5t 59 2.8757 5.3559 5.4915
) HetE 385 3.0320 5.2844 5.2935
= st of 4t 28 3.6786 5.0446 5.1696
4 Fet 2.981 1.005 1.504
B p 042~ .367 .223
Scheffe a,b<c
= 293 3.2321 5.1988 5.2005
A O Xt 179 2.7542 5.4106 5.4916
| tek 3.439 2.307 3.332
p 001 *%=* .021 001 *%x*

p<0.1, ** p<0.05, *** p<0.01
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231 9 tH(Roberts et al., 2003; Roberts et al., 2003; Anderson and Srinivasan,
2003; Redondo and Fierro, 2007; 7 A4, 2002; =3 2005 @714, 2009; ©| &
T, 2010). &, <7FA 1-1> ARA Y, <7HA 1-2> wjujA gy, <7HAd 1-3> U
AJANEFAE, <IHd 1-4> PAESHA, <IHd 1-5> dAMHAE wESo] A (+)9
FES " HY, HTS Au|2Fdo] 555 aARESo] Fobdh v &o] HTS
Mul=Ed 89 T HHERMI I uAMEl A 89l o R FREVE AATH

=4, <UHd 2>9 HFA¥, HTS AHl=m4d 89 T AHEAAA<TIM
2-1>(Chen and Dhillon, 2003; DeLone and Mclean, 2004; Ha, 2004)3} <+ <}
A<7H 2-4>(McKnight et al., 2002; Yoon, 2002; 143 <¢], 2007)= 213 A
(+)o] FgFe wA AR wjejH g GAQIEE, aAE 27 Al u|
A= FdEFS FoHolA drH( Y Javenpaa et al., 2000; Anderson &

Srinivasan, 2003; DeLone & Mclean, 2004; <3k 2001, &3, Ad7|g Ad

AR, <7 3> HSAI, 1

eSS tH(Singh and Sirdeshmukh, 2000; #% &, 2003, 29X, 2009). =,
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A Folgk Jeks nxa Qe (S, 2007, BA 3], 2010; AHE<, 2010). Lnt
How nARES Aol =g otk weA HTS o w59 gos
e o] nA FrhW HTSE AF&A BES o]7] 9§ wo] Fady

AN, <7Hd 6> HFAH, e AFordd F ()9 JFE A= AL
2 YERth(Dabholkar, David and Dale, 2000; Brady and Robertson, 2001; #
A3, 2010, HEE, 2010). =, o] HTSo| dis] AlZgohd 2pAs] RS
HTSZ Agstaal sk o =7F vtolbd Ao|t

dxA, <IHd 7>9 ASA AFe Aolg okd AH(+)Y dIFS vAL
t}(Javenpaa et al, 2000; Ulaga and Eggert, 2006; AA <, A<l 2001; &,
2007, =d &, 4L4, 2008). =, o] HTS tall A= shH Ajo]& <=7}
FOlA A Hol < 6>3 <IHA T>o] AAEE & T A

AL A, Aol§ o= HTS nAFAHE A+ d3ds m3ivs <UHd 8>
o] ASAF, w3t 9SS v A1 At (Holland and Baker, 2001; Srinivasan
et al., 2002; Sohn and Lee, 2002; Anderson and Srinivasan, 2003; 2}, 2001;
bR, o]=r3], 2001; A &, 2002; ATE, 2003; 714, 2009). <7Hd 8>

APATolA Bol HFd HE&oZ HTSE ol&ste A4S Aol w7t 1
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<E 4-23> MEAHAE A7
7t o e EZSl e CR 4 A of
A=
H1-1 HEMEM-—>Tatx .095 .046 2.037 .042xx A
H1-2 | ofjojEe|d——>TnZatx 172 .047 3.632 .000% 4
H1-3 | CIRIQIZEE—>TDHatx .302 .052 5.808 .000% X EX
H1-4 | otd=otM——>TZatx .304 .052 5.810 .000% 4
H1-5 | DZMH|A—>DHALE 136 .035 3.835 .000%* X =Y
H2-1 HEAMZME—>A  F .158 .045 3.442 .000%** R4
H2—2 | ofojEoIM—>A1 2| .056 .042 1.333 182 7|zt
H2-3 | CIXRAIZE-——>4 2 .071 .047 1.507 132 7124
H2-4 | otMEQI——>4  F 113 .048 2.326 .020%* X =4
H2-5 | ZDZAMH[A—>4 2 .004 .031 129 .898 7|24
H3 nHgkE —>4 g .692 .068 10.208 | .000%x=* Y
H4 IAMoEE ———>Heko|r -.232 .233 -.995 .032 7|2t
H5 DHE—>K0| B .232 101 2.299 .022+%% =4
H6 AlE—>Fgle| T -.530 236 | -.2.248 .025%% 4
H7 ME—>Fo| o= .652 .106 6.157 .000%** X =4
H8 | AolgeE—>nZEME 917 .058 15.920 | .000%x* X EY
H9 Meto|E——>nHENT -.034 026 | -1.338 181 7124

#3%p<0.001, **p<0.05,
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ABSTRACT

The Effect of HTS Service Quality on
Relationship Quality and Customer Loyalty

Young-sic Song
Department of Business Administration
Graduate School

Jeju National University

Supervised by Professor Yong—Cheol Hwang

Recently, the stock market is rapidly changing as financial markets have
digitalization, globalization in environment.

ECN(Electronic Communications Network) markets was opened, the
overseas stock trading was possible in real time, and the different kinds of
financial product was easily traded through online. Moreover, the stock
trading which  use mobile HTS application through smart phone is expanded

in stock market by the beginning of 2010

In the pattern of recent stock market, the need for a differentiated online
services quality 1s growing rapidly , such as variety of investment
educational services, real-time investment information and trading system of
the level of advanced countries. Accordingly, securities firms need to develop
a quality measurement system that fits online service and use the system to

maximize marketing strategy that is customer-oriented.

Existing studies on online securities trading such as e-Service Quality use
service quality evaluation dimensions from tradition service quality
measurement systems or from unverified online service quality evaluation

dimensions at the researcher level.
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To the necessity of these studies, evaluation of service quality factors based
on HTS users are verified and analyzing the impact of relation quality to

increase customer loyalty is to provide a strategic implications.

In order to comply with this need, the current research has designed a
research model in which the relationship between factors involving HTS
service quality(information reliability, trading convenience, design quality,
safety and security, customer services), relation quality, customer

loyalty (repurchase intention, switching intention, loyalty) is to be examined.

A survey questionnaire was distributed to 600 customers in D’s securities
branch across the nation who were using the HTS, and 510 responses were
collected, 38 responses were deleted lacking proper information fill in. A
descriptive statistical analysis was applied to the remaining 472 responses.
The statistical techniques used for carrying out hypothesis—testing are
EFA(Exploratory Factor Analysis), CFA(Confirmatory Factor Analysis),
SEM(Structural Equation Modeling) in SPSS 18.0 and AMOS 7.0 statistical

programs.

The empirical results are summarized as follows,

First, the service quality has a positive(+) effect to satisfaction. Test results,
information reliability, trading convenience, design quality, safety and
security, consumer services has had a positive impact on satisfaction.
Customers using HTS provides a higher level of service quality means higher

satisfaction.

Second, the service quality has a selective positive(+) effect to trust. Test
results, information reliability factors and safety and security with positive (+)
appeared to influence. unlike satisfaction as a result of, trust rather than the
diversity of client assets associated with the formation and risk management

services are more motivated.

Third, the definition of customer satisfaction affects the confidence the
hypothesis that there is a positive(+) impact on the conclusions. Antecedents
of trust is satisfied that the theory is consistent factors. therefore, customer
satisfaction leads to an increase in customer confidence(trust) means in the

service quality,
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Fourth, the satisfaction has a positive(+) effect to repurchase intentions. Test
results, satisfaction with positive (+) appeared to influence repurchase

intentions.

Fifth, the trust has a negative(-) effect to switching intentions. Test results,

there was no significant effect.

Sixth, the trust has a positive(+) effect to repurchase intentions. Test
results, there was a significant effect. If the customer satisfaction is high for
the HTS, systems and services, the trust will be continue to want to use the

service.

The seventh, the repurchase intentions has a positive(+) effect to loyalty.
Test results, there was a significant effect. Satisfied customers about the
service quality will show a aggressive effort such as word of mouth
activities, therefore, through repeat purchases will increase customer loyalty.
This is cognitive behavior, the repurchase intention gives a strong positive

for customer loyalty.

In the above results, We have the following marketing implications.

First, we build up service quality factors were systematically. so far, The
study of online securities trading service quality, service quality factors that
have been using e-commerce, etc. to meet the research goals of the
researchers in the empirical analysis has been used by adaptation. This study
1s based on practical experience, service quality factors are extracted, is

presented as an evaluation factor using this in practice.

Second, it is the change customer attitude for the service quality. until now,
HTS function was provided system speed, stability, and a variety of trading
techniques and investment analysis, information. But into rapid growth of the

Internet, safety and security has turned into an important evaluation factor.

Third, it is expanded strategy in HTS. Becoming commonplace smart-phone
and expanding tablet PC dissemination, the HTS was possible to use a

variety of ways.

Fourth, the higher the quality of service, customer satisfaction is higher, but
consumer trust is an optional service quality(safety and security, information

reliability) depends on.
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Fifth, it is required strategic efforts to increase customer loyalty. The
proportion of online stock trading is entering saturation. Thus, an era of
low—fee competition has ended. In the future, the competitiveness of securities

firms is secure a loyal customer.

This study, however, reveals several limitations as followings,

First, the sampling was conducted in the target nationwide, but the
targeting customers is that limited in specific securities firms. In order to
compose a survey by increasing the number of securities companies to gain

more convincing results, there is a need to ensure diversity.

Second, the more proactive in investigating the service quality factors were
required to enumerate the process of compression. therefore, presented in

this study, the five service quality research is necessary to expand.

Third, It is necessity of study regarding MTS. The smart-phone and tablet
PC supplied quickly, Also, MTS can overcome a limit of HTS use in fixed
the place. Therefore, study of MTS will brighten still more HTS study.

Fourth, there is a research about switching barriers. Switching intention is
also still has not brand switched due to switching barriers. If the research is

performed with switching barrier ones. it will be a high-level performance.
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