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Aol HerA Jido]l Rdoz pdEo] QEThE YolEil, FRAH|A FAZ

ERT4e002 Jpdststart. old] ofEt W&e <ml-3>
ol ALAISIA AIAIsHoACE
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sHas FUE
N  SRAEUYEEY AN YS 0|
(Personnel contract |« AJH|AZRIQo] XR|Alo] ©ry  TZHAAS Z=7vstm, 1 7H9]
quality) wAIE sli2str] fsto] S 7HRIAL A7t A7
R Oupxak
(order rolos © AETUFsES AEe ool
order release . _
o e 1J17HO Ol51 V A} &t 22k e A olv X
quantities) Aol FetaLAl ohe aEE ¥ 4 e A
. . 2o MY shsstes FIUAL ABSE AE A
BEEE

(information quality)

¥Z AN AE o]
ol2igt Put 1R e E3d

= YN
ARt

(ordering procedure)

FIYA s F2ol AMels o] 28y L an
4g 9]
F8A2] BAE ansoln] o8] AL HE

Femte |1 Z00 SO A dae 4% 580 489 99
c i UX| 5= =, e %, &2 = S
(order accuacy) o] @ R
o FuEEol 240 e B
Fzxd o AlFo] JAEJGH v I AFe AHEE & QU
(order condition) o, &gLAo ot AadAel g8 3a9itE Aol
o] 2R e
FEEA o F29 Aol A= vigEA=7HE ol
(order quality) o AEBAIAY 1Mo 237 AR|sHE F=
 AlE =& & RIS olget ELAN st &

F2EUR A2

(order discrepancy

. . Do A2 AES WS @, @Y U AL 7Y
handling) 2 ojigto] of
A o OF&S AWK FEAlIE0] LA EANSHE AT
(timeless) . de ozl ZEAR0N 2379 wjEAIZE

At&: J. T. Mentzer.,

D. J. Flint and G. T. M. Hult(2001) "Logistics Service

Aualityas a Segment-Customized Process,"Journal of Markeing, 54,

84-85.
a8t 719 @70l wWsht Yoluwa, 2EAEA0 fiE YR edd Ad
of Zx7} olzojxln, Aus BF 8 FYEUoR BEAU|AJL FEsHe 7t
A2 gzl 258 Jee 220 9olo] aAtw|o] 9lo, uo] |7

x e, A, Adrst A

o,
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3% A7t 39 152 A% oloiZd mel, BRAYE RE&YFY FA
£ Holu glon, 2RABslY] Cjat A} FEr} oX WA NALE 3t w
AL ek B 20019 A0 A A 212 3) Fa gAe shtz
284

<]
=

=

t}. 20049 8¥ 259 H=2=27PAyt 7 Q¥ 3] (National Development
and Reform Commission of China, NDRC), Af%Y(Ministry of Commerce of
the People’s Republic of China, MOFCOM), Z-9F¥(Municipal Public Security
Bureau of China), AE=Y(Ministry of Railroad of Cina), n-=X(Ministry of

Transport of the People’s Republic of China), sf34%4{(CHina Customs), =

_I

7} N|2&=2(State Administration of Taxation of China), =7}9lggto &L
(Civil Aviation administration of China), =Z7}-5A3iA%2]E=2(State
Administration For Industry & Connerce of China) 5 97§158A47 "$=3dH =
YA S50 #et AR TRERBBREAMFERERNER)S dHS &, F
Q

=

=u

T SRAYY wHe o9 bast Holc 2B 2R WA B AR
Slye] S

S Zast QAT 53] R/ 7IdoA BE2 diFE =S e AoA 2
9lo]& 7HXIct. 20059 = HMIAUE R HA P AAMFerF dido] HIAC
™, 2006 AI11RF 570 Aol AA=HA dAdlaFe] AR X7t gl

Aok 20079 3% =RYe 2mo MEsh Aslsh ARt 2R WHS o
HElAY WA Jbasto] THEE obmol A (BT MR RREENE TER)S S
251471 QIcHEl2ie), 2013).

“10&} 57Hd AR7(2001-2005) 717t F2 AAQ] K&AQ nEAAo] wat,
28 20 o O WE Z/E BT o] |7 FRo| AEl2R FAe o
W 23%0] SIS w@on], 1 Fust A&Aow srfElo] “9at 5d A
517717 (19961 -2000)] wla) 1.3817F Z7bst 158.7% 9joto] @atgict. of
taEl 2+ A7) GDPO] HaAAE 9.5%2 A Aslshs Zolct

Ol'

o o
SR wHS

2]

]
o)
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2006 E £20] Alsl2RENS Adrhu] 25.2% Z71st 48.1% 9oto ol
5] 2 A7) GDP £7b8 9.9%0] ulal Alds] W Z/H4E Holk S F2
2 ool 2R409 naYRAe] Aojsgon R0l thst Ax 4ol o
Ewo} 0j9 =rhn 3 4 IokEhE, 2013)

“112} 5709 A1&" 7]7F =9H2006~2010)
ol5o] Atelpzol mAI AR

H ulagoge] BEsb A, A, Rol £o] of

rlo
o
Hl
e
2
i
o
1o
ol
-~
i
)
Hu
iR

oX.
ota)
ok
ikl
1o
r)l
ol
o
o
S
2
(@]
e
ol
ok
l‘l[‘
>
N
hu
.
o
=

% A
of =AW ZAE HAe AL st FaF AP 2 oz ®Helg. FA9
ANEARQ 48n 22 A29 &g
o=z Yol 2008\ 12¥7HA] = AleleR FHIE2 89.9% fdoz F7|Hf
8] 19.5%9] JFES 7ISst UATHA, 2012). 2001-2008'3 7kK] F= At

RSN Ot GHES <& 1-4>9 Ho}

0,

< -4 5= AoaRSd

Ae A2 255N A2 AEE%)
2001 194,513 14.0
2002 232,583 19.6
2003 295,488 27.0
2004 383,829 29.9
2005 481,000 25.2
2006 596,000 24
2007 739,000 23.8
2008 888,200 20.1

At % == AAZ(2009)

olgf ol FEe] FA| Fut AWM BRE WA WHsIYL 3= A
2RE AENA AQZAAA St 2HE wgo

%
olati & & ot} AAe] F=Wst, JHst waA P HA, AL € |
T

fu
=
of
-
o
oX
ol
o
K
)
rir
b
2

Bie] olgnt EC=/7F 2AsH ], AAstRT. 551 AAMdAA A=t 22 4

=
Hoprt AREUA JESAVIs AZEHCY YWER FITU(SCM)I7E
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£3] A QCHE] AR, 2009).

£5], RFIDE ZiEo]y], e, At 7i2
£ si77] meo, TEARlo]l Hr|xel wals AT
ECZEd 2RARAAH, UEYITE, ERAUAGACI] A (win-win)d

g JwtoR & olgane ulEgoR stof TEAAL TRARIA ched

i)
N
al
olr
ol
ol
)
[e]

MEl2S P80z =Pty AR ezN Mz2e =F AUAEES RS
Moz Jfdsti o]F Atold oA AlEsto] FFAANA T Bl=YA
of 7lslE Al Aol ol Mu|Art d"s] 582 4 UAESF GA|
HEYHZ R ARUACE T2 AEste 22 ujeith(er=s], 2000).

S5], 212 ¥ W 59 EC2R 790l BYgol 371t Atk 39 277

N
—_

|

42 A F HRR A8l =2 4 Ao st =R719Y I &2 A 71
o] gHiz AR A ¥ SR7VIGCeR A9/dol ot AeA Yroz 2
$2 ste 277190l Aok ol 2R7I92 AM/IgS AXIEA Aitst A7
ejol Ae i Qe Al AVEA AlAol vlwA SR o= FEIS =/7Idol2t
= 4 At o st AR SAS TA Ye YlaA A2 A2 2R/
doz, tFEZo] A #Eo U 2ol He ASAY 2R7IYeR AES

FAESE vigog R9go] B A ECe2f/ 7Idolth. A 5= Ul ECE& 7|

B> AGe 22 1 & Wol F7eIR L FAAFO A8 E SAb 2ot &

7F ARE Btk Qe FAO] ATk, 2013).
E3H 520 WTOO| 7tstHA, sH2 o= =

of ZYstItt. A= =0 =AFHE A5e 42 /AR Nippon Yusen

Kaisha (NYK Line)= Adflo] A2 Ahdst & A4, A=, AA, st 55,
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1) ADEP FPIHY BRANA FL FHaA

Javenpaa and Todd(1997)°} Farqugar S5(1998)2 QIEYl A&

L
=2
2l 50] stz 2EAulr B0 038 AASHHA, AHY a@Bo] Al

O

A ZARMYo] 9t PZB(1988)] SERVQUALS] 571 At¥e Etjz o&A, Al

21, "8 v=zA Z7bgoz LASe, A|EX|ZHproduct perception), £
L A3 (shopping experience), 17HAH]A(customer service), I7AYH
(customer risk)9] 47FA] WHAEE ZRAAL QIESL o] S ®Igsklnt
(Javenpaa and Todd, 1997). o]2ist QEYl 4W-Z0] EFAH|A ZEAo| wsh
= A4S AT EH, ojR1g(2000)] Ao E QBN £gFo] Au|A FA

ARacloz, Fuerel goly, lobgzle oy, MEEL JujEel

QM. AFEAH|29] oo sty

FEA003)T AFY, FIE, FMI2003)r AEA2PEY BRAUA

F0] ¥ ATAM, TRAYA BAY TyeiT WEEY, FTEY, 17
=

AulA, wi SIS RALSto] HiSEEat AAAE| A, B S AATE 2R

ox

Aela FAa0= AAIEHA

5td78(2003)2 Mentzeretal(2001)9] A5 7oz AU &=z /A
Bl 29 540 Ik Ao, AHY 2 E9] SRAMEA F2 EY2 2
A FEAE| L0 siEAH|A Z2AAZ O|ROA|H, REAH|AY] FidacloR
© PR FEAILRS 245N HiE MulAmaAAo Fe FUUY
1

A, ML, BiFHAG, BiEAlEd So acleR gste, JFEA

o]H(2004)2] A= Mentzeretal(2001)2] AFE 7|tz CATV F4o
dist ErAvA B2 RARE Aut, S F8] AB[AQd FPY AujAet vjE

=]
Auls m2AAQl viE F=d, wiE HAE, AlF dEL AR AE|a7 AL
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1) A7t g1de) Rl

A9 de AW, HEHQ YT P Ho2, MA dAHOR
ggol EAIRIC steiebe, AHAE 1 9P FWHOR AAY mu 2%}
grin sjel, aulA} £ OIRAE DAE] Slstol JEAE, HEAY 1

23 popAlel M 52 Astut € u, 1 AE Aol dhstel x|zbske A
A YFolzt JoF 4 ltHBauer, 1960; Zx1g, 2011).

Bauer(1960)+= AH|A} iAo Ago=2 X|ztd H(Perceived Risk)o]z}
¥e =YY Bauer: A2 gldlol, AwA 5o vt s

L oZlo®, AvAbt 54 Po) SA2 Dysty] gdshA ALE A, AP Ae,

rr
N

To) PAlo] e Sof Ml gl Azshs FuA ¢dolztn ot

28R AE SEofls AAY o= F=o E%4/d(Uncertainty)o] WLE]
of gley, o2t S E &S] R§ AuES oY 4 Qo In
oj2igt o FstA] gt Aut FojA oW Z2 vidAlsHA] 2 AL = Qe
HdS d=zsith &, Az Yol FuigAERd st s 5L 4

NS . AR L= =22 =S
sifete 4uAl 2 9@e aAmmosz Az mo uves 2R Bt
(Bauer, 1960).
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ol
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Fl-)l
>~
o]l

}é-]_

5l ERA] Xste 4% =M, 2HIAPL of|et Al dx, 2R, 37] 59 A
o] Fuf =AM THE ¢ d

% Am, ol 2 oo At ARAlS WERAIZIA] ZSA A

of tisi ol® =2t AnE R|Zpet ¢ 5ol Atk Fo il

Roselius(1971)= A2 g2 28X AlEFS Fuish]S dstA, 27

= TOlisHAl 2oz wAsts &AAtololA Zefotol] whA[A H=d], AH|AF
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TojEel S sastt QojA Kztste gjdolet sttt

Hansen(1972)2 4HAH= A7kl 91@e slaststele ZA%Fe 7hAln Qoke
71 st AlZtel 91 =@e MAGI o] malo] olstdl x|zhel 9j@oz Ao
2ro] FaAa 2Ao] BaAgo]l Audel Mel Am 9 MEQ] Melo] da
2 a9t

Peter & Ryan(1976)2 AM=lo] 55 A AmA=gA A x71e 9ol
&, AlEo] tjE 2EAge] x|ztoleb|Rcks ME mr poje Antz wAlst

I
rp-
e

o
<
rOl‘
0
Kl
32
L

oA A7 Y@L AvlAh, AF, Aol weh 22 chgsbAl Uehdct. of
23t S4e Fe Azshe o 4TS ulA Aol oE Sol, Agold A
T e AEe 84 semuc o ug AEolr] B YRS o sue
152 Agste e 93 230 9T 0”& Aok APe
QU A AARS 2 oo ARAARE AUAAb Ae AU G okelo A
eo] utEAlo] ohs) o BEANE =2 Zolch 3, Aulxte] RASHu 4
2, AE0| et 2HUYES Lk 252 Aot AL & ATHERLL, 2002).
Dowling(1986)= 1% A2+ chatel w7, Aaa o, 74l ek wiol
oo} A9 4 Qckn dtch chgel WHolM BW, ofH AES o2 AEuC
o @Y 842 Yeistn 9loo], HEA BHdME &1 e
of ot chorgt 9@ Aol AL ulAch 221 Ajel HFl
st oYsith 9B skt 4TS M ARe 9F Az
ol Y wstol, 9B 8ot 4B Alde S8 YRAA AP 5
FAZIAG BRI gt
e & 2 UTHAEMS, 2013)
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2) N7 gyl 94

rp-

e A
AL AAA &AL

Cunningham(1967)0] A|2tdl $1g2, AFA &4, AUAA

A Aeld &4 A 4= 4R lal Roselius(1971) AP (time

loss), {sliAl(hazard loss), AtotdAl(ego loss), &XA£&AI(money loss)=

Jacoby & Kaplan(1972)& 7012 98] A12e FUo] 24 7bsiel AL
9@, Fohg AE AL ggel ohE J15A 9. Tuid AEol WA
Al ke 718 Tkl tigt AAA 9F. O ARGl B AxE s
e oquist ARl 9. AlBolU AulA To) $ AMIS] ABZat UR|SHA
OFechs A2 B A Y@os R,

Taylor(1974) A|ZEL Mol 24, ARA 24, 7158 24, A48 2

Alg JLEs5te 25519t Henthorne et al.(1990)2 A4 &, AFA
Q

1

AEA 9, AR bl thEt 9, Z15A 9, AR 9, deA 9,

oleldt AlZE Aol I eatl AANOIMY MWATES A,
Javenpaa & Todd(1997) FAPgAzlA metel Azjet Ze AAA A%,
e F, A5R ool eatel AzolA AvlAPt AEY aPBolA AF
slob sti, Al7lEARe N Ee] G52 A5t FRotgol
s 7Fs e mefstel 4R au metolujAl 9@ Aksrct,

Ward & Lee(2000)= QIER adolie] Adjl@e 2mego], g8~
S eaRe B4 A2t 7ksa AFo] obd ol wiZolat: wgo] Was
Jol, 8 AEY NIAE 4] BUx] h@ AFol EAfsHA Het. £,

>
>
0%
ik
o

ol

AAYAC] AE7tEeE 2 PR REaTez o|RojA7] g, A=Y
Ao oiet H=do] EXfsHAl "ot Eot S o= Qlet JIEYl AHjet st
of matolwAlo] Tj§t B ZEA|stH(Swaminathan et al., 1999). 12|11
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Garbarino & Sreahilevitz(2002)= 7|5A &, 7R A, vjEddd, 7[¢l
AE FAE A9, diaXl=gA Y9, AP] AolE

Luo et al.(2010)2 w=utd #7o] A72Hd AdS A A, ZAA #d, Al
g, AYA A" ARA Y9, AIAIE ZetolHAl Yo, Avrd o
oz FFsH, A4d A9 7445 AL

Uther 5(2006)2 QAEH &ZoN Amx &
AR A, e, 2 o9, vid . ddA A9, AAA Hdez A7
sto] Fofsidol AEA+E Adsti

o] %, wojRl(2011)2 ABAHUAOM A€ flgo]l BAA HF, AreA
g7, A A, AR 2UF, ZefolwA] 9F, A2 9F, AN 9T
oz PR

o] 4o} MAA TS0 thet oSS Helstel <k 1-5>0] AJAlstACt.

<E [-5> A|7tE ¢]3lo] 9.3

2
1o
o2

N

sz} A7 fAo 93

Cunningham(1967) ”'ﬂx—_‘*. {\_}‘\j = o=, =,
Roselius(1971) A 7F&AL | 9Jsfl&Al Rfopa Al A Al
ARH A, J1sA dF, A AE AR o, A
Jacoby & Kaplan(1972) E‘}; %’4:; 155 9 15 o1&, AglR 9
Taylor(1974) MejAbal A S, 7)1 AR S

Henthorne et al.(1990) | A5A &, A81A Ad, AMAPAA U3
ABA AR, AAA o A, 715 9%, AElA ¢
g, Alea 94, Akt el o

a

a

Schiffman et al.(1994)

AAA Ad, AEA 9E A5 9F HAA 9E,
oluiA] 9%

AE B2YR A, metolHA] YE, AQAIF Y, 55
T A&, A7) AOlE A ™

Garbarino & Sreahilevitz | 7|53 A, 7HA A, @A P, 7IQAAH AF

(2002) 2R 2841 &, AL7] AlolE ¥

ARA A, 459, weh 9d, wis o, A 9
2, AR 9E.

I=]

a}

d

Javenpaa & Todd(1997)

Ward & Lee(2000)

il
)
ol
i

RITigr 91(2006)
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RS, AAA Ae, ATSE, AR oId, Al g
Luo et al2010) | 5 LiAm e, mefoluiAl giel, Wy g

AR 9E, ARl old, Aed 9’ AeA AF,
o] A& = 0]x1(2011) ° o[uIAl 9151 4 olsl AlZERIE o4 =
LefolHAl HY, &4 A9, AIIARE Y

S
a

o,
S
2

15

I

o2

re

4

uu

T

goe 2 A7dis 33 Auxse] ALY 4y 4
FolAo Azt AP Pt 22002 AN A, ABYS 9F, Fuw

5913, A8 Had 98 S w9 stgados st
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71999) YAEFel ekl FHOR AR 97| W], WAHeIM SRS

AW k. el

o] Jtjz A EEAIT, 22l

At sl Afols] wEol, wck ©g Aol Fagol LPHCHEY

5,2007). 55 MAIARC] o FERY 2okl £WBO) S, YEO| A
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Aot Algle] Faido] o ZFAE 1 QItHMcknight et al., 2002). WA
22l ggollM A=) A2 S8t oulE Aeral & 4 o
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Swan, Rink, Kiser and Martin(1984)& wWojxte} JLufAt AA 7 = Q3H
2Ra0lS ARt Bu, wujAprt FujREe] AlRE 47 HsiMe dE7Hs
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Mayer(1995)9] AtoflM= Al&sts APt A=l e A S4S 244 1y
sto], Al=lo] F&F2 tlXl= a9l A AlRe] BuE @5ty 22 /st
Aot AN AR Fast JFS URle A afdd 59

Chen & Dhillon(2003)2 A ,
499 4 AL FFRE, ok OE ofgl AR o5 we Axg W
1 HAPE o] X2l QTtHDoney & Cannon, 1997; Lee & Turbun, 2001).
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(Consistency), =A19] 5 ¥ ¢ U(Delegation of Control and Sharing), s§=
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ukh(2002)2 7ol FFLat Z[Ado] gk AlR] F/gol JAoA FZFHCom
petence), $9 (Benevolence), +A|s}ZX|&d(Problem-solving Orientation)
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(1998)= A& 47HA] Rde=z F7stq dPstd=tl, AM A
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Rousseau
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(Personality-based Trust), =&, QIX]7]8rAI2](Cognition-based Trust), A&,
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size)ot A2 o] AEY &gol| dieh AAS HAAA o AlAEHAH
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5. A8l &= opAID /gt
1) AR} 5

Av]AL RS 4H|AL PEoEe] Fa WL B ofU 0y MY Fe
g oulg AL Jpdolth. AwIAb ErEoldt Aw[AbSol AF Ei Aula

d]Z - Bbshe wolA oln HEol
A AL AW otk i 2L, WA HFL AW HER 2 4

A
Aooi(F-ggh, 2001), Av[AFZO] Uil 4 AFolut Afu|Aet IHHE HY

2P 719 0PIy BE Ex w3

o

of|A] AH|AP} Hol= A vre-g wsitl(Westbrook & Reilly, 1983).
AMS(1997)0]] w2 uAREEL2 . Av[ALe] HQet Qo] Qs AT J|Y=
FEAFAY AT 0 wEo] WS, Hoz Jiojo] XA 2 0] TU

0
ol WAsttty Agolgtrt. o]2fgt AH|AF THE-2 "QIX|A AJEj(Cognitive states),

f—t

H7HEvaluation), JA1A ¥HS(Emotional response), AUA|A Ty} JAA gt
So] ZAgH Tkxo] tfst Tk(Satisfaction judgement)’©] Y| 71x] WAONA
£do] A= Ut &, AH|AL TES 4H] g9 ZAMRA HEl, 4H
a4 ol tigh avApe] Ptz Wb mef ueojX|al, o2{qh 4H] G
o] A} Aol AxHoz WEE Ly FAHor WElo whal, 4vujat
Qo) Molrh 1RE 2 drkuYs, xR, 1999)

Howard & Sheth(1969)= A4H|A} ThE2 “Av|AP7E A&t tizto] disto] A
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Goodman(1985)2 9] <TlofA “Ad|A} QHRoldt, w7Ho] @eh T|rjof
Feot] O AMEA, JF A8 AjSLufrt o] Fojx|al 17Ho} AlR]Zfo]
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Jones and Sasser(1995)=
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A ofoje] wAFHolT, T ohe sht: @MY F4. & 140l o Fe
FEOI AUAS WA FA 7 mo2 WIS upR: nZolztn s
%t

Oliver(1999)= "&/dolst ¥|E A9 Tt A" 7|5o= Q] 2 3
7t Aoz wetd 4 Qlgolx BRstL, AMRAPF dozE A&HoR
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WS HAl = AHA] 2 oAQ1 Bi=etal SHATHAIXIA, 2009).

7189 AeAQd AdoM 1AFE e e Fa3t /gl §5] et

Zo| YEYIIL wIE D eaflyo] Al wus] APen dn G 7
(o3|
=]

Pa)

42 AL Qb AL FHE ¥o DAL YA gk AL 7

=4 ARPEARN A2 s4 2 @A diREe AU ayEesol &
T AN HolAY St Aoz Qs 7IE 1SS fAIskH odese A
a7 Mo IEYl afEe] AFHYEES FMsts A2 e S5t

ARl =gsy, 2004). o2t FEs AvA] O sis FHolu, AH|APL

_48_



. A=

BEAE,

A =l

SHAl "ok(etsl g, 2010).

5 ©

2 Heh

[e}

] A

[}

L= o
o==

g

HojA 22 Aol

o

L

(2005)

=

o

1 719olAl AR o] ZHA|
Chang

xstgict.

Qqlolgt |

ol=

H

Jin¥} Park(2006)&

olJ

5(2006)

Balabanis

ol

(2004)& e-

m_wo

K]
)
N

2 yepgtt

ojm
s

o 7HeH

}_

—

[e)

Q

=
S

],

3739

[

AToA o]

}_

R

()

Ao vepdt)

HxoA AAlE= 9

1

|

O}X]

EL]»O

|

(2007)2 AEHU &g oA Avja o5 pFoA oA

Q
L

7

S
Pl

_’I

G
u}2 %(2008) =
SE HE

|

BX

ife)
Klo
o

<F

_49_

© Aol

ot A



A3 (AIX] Y, 2009)9)7]

MEFUE oA
oz Hi B JILoA]

_50_



m-1>x

oz ofefo] <l

—_
o

%0

ol
e

B
olJ

ol
8o

T
il

ofl A

6‘0:]

A7E

=
=

2ok,

-
L.

. 3R tRle I AmE

iqr

]?l_

1],

of Al

5t

=
[

J)

belo] Alzje}

w0

-
‘_nru|

%0

o

Lo Rl

0

klo

—_—

X

|
¢}

<23 Mm-1> 943+

=<

=de

Kir
ol

i

oju
00

J)

H|

—_—

<

Az =7

a
L 558

o)

a}

c}. wfeby EEAY

2%l &

_5‘]_



1A AlE

g Topsty] Sistel S gEY FEZ ML

Ne AR o, Azsl " A" AF(eled, W4, 200602,
ggnIZte) Peas Pojzuvel ofeh 2EANT ol2ist Pojzut Avlx

oAl UlXl= ®3NTaylor,1974)0 s &AL Y Folyt Aduto] thgh $do]
AH[ARO] Fmoe E 3P Eop §lWsHA] wAEct
(Novemsky and Kahneman, 2005). o|2{st @& X|zto] QIE{ul o] Lo O]X]

AAE = FF

© 92 24T g23h ARIeH2009)9] A+Apo]| oJstH, siEYd, Ale

A7) Je=2 UEhEen, shE4(20109 A-tolMe ST wiSHEl
JIES oo »a @flo=z uebdh ojxH AU afFoMe Azd ¢

g2 78 adoz uEUEd, AHY afeo Mula S Az A Fo
ob AtolAf, F7Ih @A§A1(2001)2 AIRE Hldat deHgol AWl AW
A

U B9 IFL UAT UG WsI0, 2u|AS0] ALY 2B

PA(2002)2 AR 4P S| A FHo] Tojelzo] T AN A
2 g0 pojelEo] DA gFe AZ4E U LAGLA, HeAH, A

VAN
d
)

_|>‘_,
v
0
m
o
E>
=]
o
10
Mo
3
>
o
| >
ol
11k
rlo
B>
o
_?!_
1o
Ral
N
n
¥
o
2

_52_



=]
Q
o
o
vy
[@)]
=
D
=
—_
O
oo
=
rlo
n{tl

ofol] Q1o aH|ALSo] YHES AAsHl =HH, o
_‘I

g RSS9l o2t AdS A2AIZIA HY, ol2et A FoA Av|RE
Christy & Mattew(2000)= X]|Zt&l mzjolHA| EA|7} Azl J3FS &= 7

SAE IO TR EIT S0 A] o2 AREOlY =E2HE Hoste= ¢ Qlof
wlcio] S2o oigh AbgAte] A2t ojulgitt,

1 dhoz e M3l L (Doney & Cannon, 1997; Morgan & Hunt, 1994:
Dion et al, 1995)014] A|7Msl ¢jalat Aot ALs 74 walo] ook Hwst
wolck wepA o Ediz ofgat ze sheg MRS

< 72 2> AH[AF QIEU =0 O XZHE g2 Mo £(-)e

Hefjo tist x|7t=l 3o AE = Au|Ao] st AH|AFSC] HI7Eet LLof
Ao a3t IFS U]Rc} o2 £9], Jarvenpaa & Todd(1977)& AH|A}
A2ste AFEAA AF - ARA YA - 7158 AF - YA AE - &l
HA] 91)o] AEHlS &5 Av|Ate] FujadEo] FFS AT

Bettman(1974)= f-&<dAl Amet dWeld Z=Hd/dat ool digh AdxZ
o] FLufAte} BIHEe MoFddS Eshe Favaeta shich

SUH gEl BE AEA Yol AL

.
<
D
wn
D
<
Qo
=
0]
=}
5
o
=X
=
©
~J
*
rlo
19
>
Jo

o g S8 SR FEUA dr 59 =S Yelidtal st

k<)
olo} 22 wo|5 ETjZ 2 AT oheat e s MRst



< 7hd 3> aH[Xpe| 21

= O/E AOIL,.

4) Aot F4 = ] A

AtolE TiAtel,

Lynch et al.(2000)& A1Z],

oSk
oo=

ulzte] A ofolwof

=
=

e-Retailer

EX
=70

ife)

E]9it}t. Tsai et al.,(2006)2} Reichheld & Schefter(2000)+=

o

st71 9

le2 e

°

Mo A%HOR ol g

B

WAtol

AES AN

oju

RS (A,

AR, AfOlE

L AbolE

(2003)

ol

I R

d=0] d(+)2 3

klo

< 714 4> 2H|xe| QIF

o= 0O/E Aotk

5) 5 FE=%] T

AEISIago A Q] Av|x} BRSOl Stojofof

o
[

Lee & Lin(2005)

ki

2 o

ol AL

=
S

o 70|

=
=

i)

7HO
-

5ttt Fornell(1992)2 11

Klo

ste 7]

< 7

B4l

=0

A

g oz w7}

off o

=
=

AL Sg £

_54_



[ife}

180

A5

1
o

2t o) g

=
=

< 7H2 5> aH[XRe AH U

&= 02 Ao|ct

_55_



1) &AF 47

PAOlA A2

o

<0

ol
B

o 6UVE 109 24U7tx|

o=2 20134 9

o0

i

2o] Efoulor ZRAteH AH|A}

=
S

A+ O,
o= e

AolA tige=z

g
L

SOl

Ll

SEESI

ohetd 337t

T
=)

A
S

Ll

Uo7t 334} obd e}

oj2iet

floF shd,

5

e vlEe 55

5

o= EFQBLO L AA]

o]
P

= Olxl,

13
o

Alztoll 3

3]
=

aulate] 9

st

Au] 2o of
outoat
Boet,

al
s

o =
< T

(1) 25 39

A

T

taen, 74 A

A5

g 3

fo 22A]

°

o] Al H&

=
[s)

_56_



Bl afZo] FEs7l M=, ol8AtY 22 4143 Xstal

>+_|¥

AulA ZHOA A& 3Fo] o]FojXolJavenpaa and Todd, 1997)stt, Z

w S0l dojus ERAYA g dishME, At FEE Alssl Foforrt

AEIS £ zo] 45T 4 UAtHFarquhar et al., 1998). m2tA QIEYl &g &
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&t 7o|c}, .816
25 QEUAWE AE PU) A Etovteo|d a®st| 81
e | v As AR R 13T Jlojt 791 .898
-2 VA0l U BQERQOA ES SAuiE A9 676
c}. .895
-EfeuteoA HujE= JEY 7HHol tE XEY =
2 o ustiebe £88 4 9l Atojabel b Efou}
Q04 Fuj Zolrt.
-5 g Eo[H o UL AWA O AEFIC 74
o= -a g oA FLuj o(:j»o 4. 152 999
~2M2 S NEF e st 862
-2 EAAY FuiEE> W 7IHE S5 741
BRE 5 BACEA A 84.342%
Kaiser-Meyer-Olkin 7373t 919
Bartlett9] A} ZTOlA1E 2'762.546
73487 & E .000
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4. 72 45

gt

1) 22Au2 E4o] xztel ¢¥o] ulx]

rlr

K

o2

(1) 2FAHA F20] ZAIA AdA A DRl 9

ook

AR HERIZ Heds 18.1%%E 2¥shs A
o2 UERon, Ry FAMCR RIUISHATHF=5.992, p<.001). SFAHEA
2 & AAA AZAA Feulet dFE viRles 2902 =LA A S i
SAY S22 UEEO. & 29X A2 wiSAs A2 f-.2859% p=-.218
wE #()Y TS tRlE dez UEEHD.

< 7Hd >0 gigt ZAit= <HE IV-8><iE IV-9><H& IV-10><HE IV-11>9} Lt}

<® IV-8> A2 Exo| AAA Yz vjAL A

A A
Model Beta t p —

SAtA  VIF
Al &A1 -.077 -.776 439 .439 2.276
>3 .000 -.002 .999 281 3.553
] A FE A 081 755 451 373 2.682

o T uvT B 0] %] % _ _ *k

ARA 213 = LAIA 2 .285 2.840 .005 428 2.334
SRERE R .031 .250 .803 .284 3.515
s oS .012 101 .920 .288 3.468
LSSk -.218 -2.223 027 447 2.238

R?=.181, F=5.992(p=.000""")
T p<.05, T p<.01, 7" p<.001
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offl
ol
mjo
(€]
U
X
2
oju
nx
ol
_O'h
l‘l[‘
LA
|o
hu
L o
m
3L
|o
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o
ogk
rlo
ol
)
i)
|o

Ale #d2 Hi$AY 42 debdo & viSAYd s f--.252 T R(-)Y 4T

IRl: o= yepget.

o
=i

<E N-9> 2RAUA Bl AEAS UBAL vAL 4%

Model Beta t p > =S T
SARHA VIF
&R 191 1.830 .069 .439 2.276
F R -.130 -.999 319 281 3.553
PN jﬁ’%ﬂ -.162 -1.431 .154 .373 2.682
AEAL o3 =YX A2 021 197 .844 428 2.334
SIERSPN 112 864 .389 284 3.515
ke Kes -.046 -.360 719 .288 3.468
I ESSEE) -.252 -2.441 016" 447 2.238

R?=.095, F=2.838(p=.008"")

" p<.05, 7 p<.01

SEAUA B0l A1ZE 97 F ARed dBAZ0] ux ol chsh B

q
A g <k V-10>3 Ptk w@e] doele 10.5%2 Uenion], REe $7
of golujgh QRS DAL WS g Ao Uehdch oleg Au

}
o Aruzo] gt gyde BaAulAd o o] ohlel, AN aWEo| Aol

E O] ZolA 7] Rl oz wHHo
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< V-10> 2RA8A F420] FEEE AR txls 9T

A4 A
Model Beta t P —

SRR VIF

AEXA -.074 -.719 473 1439 2.276

ZEREHY -.200  -1.543 124 281 3.553

SR 165 1.472 143 373 2.682

4u4 een

MBLE o3 = LAIA = 057 541 589 428 2.334
) | e AR -.172  -1.339 182 284 3.515

ks KX 042 328 743 .288 3.468

Hfj &% 2] -.149  -1.447 150 447 2.238

?=.105, F=3.188(p=.003"")

" p<.01

4) SRAHIA F20] ARl AR HIAA njxle I

—

2EMEA B0 AZY 9 F AR A @Azl ot gl s
B3 Aut o <k N-11a 2ok 230 A¥de 42.7%2 Ue, 2RA
dla Bdo] oE Azt 9@ stledsRc Alel Add g@xzte Y R

o, 23S EAMo=R §oulstrHF=20.190, p<.001).
2EMEA B2 5 Al AR g@AIzZe] Soud dFe oA WS JFY
of 2719 FMIE DAS(G--.354) TUX AM(G-.279) ABAY B
=-253) BREAI(B=-.175)2 Uehton], ol2lgt AUl BAe Al AleA

g4 HES 771 dez YebHE, ol 229l A28 Al F=eh S

S 9l AR EIL Yol =EE7] fr Aoz Holch
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<E V-11> SRAMH|A F40] Ate] HA ARl tjxl= I

LY SDSEP.S
Model Beta t p —70'—7‘(]'%_'%0 J\%F
MEA1Y -.253 -3.057 .003™" 439 2.276
ESCRSEoS! .067 648 517 281 3.553
TEHL O™} 268 2.974 .003"* .373 2.682
NECIRARIES! BAx| &g -.279 -3.321 001" 428 2.334
BE A 5 EFA .068 658 511 284 3.515
Pl -.354 -3.462  .001™ .288 3.468
I ENSE -.175 -2.125 .035" 447 2.238

R?=.427, F=20.190(p=.000""")
* p<.05, ™ p<.01, ™ p<.001

2) 7t9l gdol Az, wEo] UL A

rlr

K&

o%

(1) Xz fl=dol Ao o]Al= I&F

AN agzS ol&et Al AUl Al A7 Ygol AHW Ao ot
gof nixle ¥ AT Bde te <& V-12>9 doh 2¥o 29
14.3%=2 Uepon], 42 SAKC=R Fou|stichF=8.028, p<.001). Az
He & A= 70| g2 DAl W2 Ate] A9d Yd(B--.336) 2= 4
BFth &, Aol oA H@AZ40] s25 AW &g dish A=V HobA|

L 7oz UeRJCH <7FA 2>0] oist Auts <® v-12>9F 2o}

2

rlo

r&l'
Ol'

<® IV-12> Xz o] AlFo) njxl= 92

Model Beta t P

ZRA5HA VIF
AR A4 -.084 -1.011 313 639 1.564
5L A&ds A4 154 1.586 114 472 2.117
A2 ARz oY -.062 -.638 524 467 2.140
Atsl 2] A 9 -.336 -4.172.  .000™"" 685 1.460
R%=.143, F=8.028(p=.000""")
" p<.001
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£Axo=

=T

e
=

S THF=13.904,

[©)
aT

AR

168

oju

168

NS

o0
1o

ol

3o

a8

?4

SRR

SRR

37108 At

el

(B=-.181)0.2 LJERLT)

x| 73t

==}
=

9]

o] Al

=
=

[
=]

9]

BRIA

=-.368)1}

=
=

Al Aoz YeRHth <7Pd 3>o] tish Zab= <& [V-13 >of

sF
[e]

Zof| 0jxl= ¥

o] 7k

3]
=]

¢

7t
=

V-13> A

<H

VIF
1.564

2.117

t

Beta

Model

.639
472
467
.685

-2.2775 .024°
.083

-.181

3]
=

AAA 9]

1.740
-1.003

-4.808

161
-.093
-.368

R%=.224, F

2.140
1.460

317
.000™"

13.904(p=.000"")

53]
a

FEEE 9

=
=

N REEEL:

* p<.05, " p<.001

3) AF Y THo] F4r=0 U=

R

Aot ool

st

ol
0

Klo
|

v

=

]_

L

IV-14>3}

<X

_
1o

a

59.6%

o
LA

A
=

st

772, p<.001).

(B

.670, p<.001).

CH(g-
<®E IV-14>9} Zct.

%

s7d&0 A+

gty

=

3
=

<Hd 4>eF <7Hd 5>o tit
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<@ IV-14> Al2]Q} nt=o] £ w0 n]x]= %J3F

A8 A
Model Beta t P =1 VIF
5L A= .633 8.939 .000"" .400 2.501
%’\éi Bl 179 2.532 012" .400 2.501

R?=.609, F=151.785(p=.000""")

" p<.05, 7" p<.001

ool eqo] thEt JHEFE Ask ohewt 2a, Aol ofgt @ore <m IV
~1550] AJAlElo] 9lr}.

AR, <obd D2 QJIEY 29=29 SRAHlA FH0l A" g #()9

JFS UAEAS AHEE Ho2, MR AHY 4B 54U F BUA
Ael(p-285, p<OD WiEA(B=-218.p< 057 AZE 9F 2 F A

Aol Foulgh T2 AL e AoR UEWL, af F Hi&A(E=-.252,
p<.05)7F A7 d Q1 5 AEEs Aol Rt = vRlL len, Qfl
Z AIERYE=-.253, p<.0l)y BUxX] F2|(B=-.279, p<.0l)7} RZA= YH
29 & AkE A2Ad Yol fojolgt G X e Ao® Yepdt Jeuy

a9l & FEEE Ydde 9T= URIA fe Jle= YerEo. 2

S, b 2= AZtE ol AlFo] ()9 %L TALAS Muni 2
oz, BNAW MY 9o 54 F Al UAA 2Q(B=-336, p<.001)o]
Aol §3t PFL vlAT Y Hoz Ueht A7 JPE 2- ROz A
=it

N, <714 3>2 x|7hEl o] o] urE
oz, 2NAW AZd 9FY S48 F AN UBE=-.181, p<.05)T A3 A
25 9@(R=-.368, p<.00l)o] TZo| folgt FFL vlxlL oz UEpt A

7Hd 32 FEAoz A HAoh

N

z
|
i
of
ol
tjo
=)
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rlr
)
fulu
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=)
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rlr
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iTh
i)
>
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>
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lop)
W
w
o]

VAN

o
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opt
ox,
H
=
Jo
1°
<
of.
o0l
tlo
=)
ﬁ
i
>,\l
lo
Hu
L
m
L

A7 7H 4x A ol
AL P SE BEE FAmd HHY 9L
2, BAATY GE(E-179, p<.05)S FHE] S FFS UAE Ho2 e

A7 71 5% A ot

<IE IV-15 >93¢ Axto] QoF

7H R A =23 R
SeMu A 243 A2tE 9 d F P | g3uA | AEoly
22quA =& ARA I 5.992 | .000™" | ®(-)

Hl |[22Mqu]A ZA ANEds A% 2.838 .008™" (=) 25
S2uA =23 PJEEE 9d 3.188 | .003" A
SEAU|A 24 | A13] Algl” 9F | 20.190 | 0007 | E(-)

R 7vsl 93 n} Alg] F P FZEA | Ao R
A 9g
R8s 98
H2 o e
AELE 93] Al g 8.028 | .000™ e
S| A
*Mg%ﬂﬁ B
A ¥ ()
MB35 A% e
H3 | Auws 93 of = 13.904 | .000"" ;ﬁ;
RERISE b X
Sk -
H4 Al g A 3 | A
H5 o & FHE A (+) A S
" p<.01, "7 p<.001
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A

7b Q71 diwoll 22T S0 A AE d=A12 7Hesdol o et &Y

1) 4ol g o] A

A7mYo] QWSO Tstel AHol e} ofwst xtolsl QA Loprs] ¢
] =HHEE t-test(independent samples t-test)S AlA|g}gion, EXdANE= OFS
<® IV-16>2} @t}

Hol wet gojujst Afo7t LIS WSS 2RAu|A EAo] AEAY, A7
9 9% 5 AEAS 99, en Azet wEel Jloz vepich 5, Aol ofgr
o AlEALel tieh Mula F4S o = dAsk Qllen, J2HME AEA
ol g {82 o A RSt e Aoz UEEHT. ole Advhd Zaprt of
2f, JRkg g/dol ool vlsh AlFY dee © SAIGH] diedd Joz mHd
T2 Y g so] gt AlRet TS JHoAE Fdo] o dET {0
SHAl o 3 AstL e Zloz UEphth AvrR oz Fido] o dut o &2
ez UEus 4ol e, ol tiRRe woldojol tish d/dol o/dutt

o we| 2850 FY LustAl 4 oz Az,
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< IV-16> #8 HQlS9] JEo| Tg Xfo]

£ FE N @a  mewa U >
A& R v mamy ST S
ERc 32{ 13653 Z:gg é:;; 585 562
eat e M B s ass
EBEER g L1 s
A R ‘;}i{ 4% L1 1.058 291
FEI e LI a7 2
|
s ;;{ TR R bool 19
AIAHE 3;{ 13653 ggg }:‘fg 1.151 256
ABHENY o2 — 2119 03
guesy —od—— o200 1gm oso0
Ux
Ux
T = e T
|
RS ;;{ 13653 3:22 i:ég 2.049 042"
i ' e w— U
" p<.05

2) Aol e o] BA

Aol wef Fa WS FAAM| ojHdh Xpo|rt QleA] Lotdr] flsh HE
2 t-test(independent samples t-test)S AlA|sIYOonH, EAMZAN= e <m [V
-17>31} 2t}

Aol TetAe A2 Aol AAA Hda AExE A, 223 A /9
ojgk xpol7t Qe Aoz UEEHD. &, 200 HH2 AEHU &FE o8& Al FAA

Hedvh FE=E0 g2, 304 o AYET IA A5t oz uEo,
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T2 AlZlo] disiA= 30 o4 Aol 20 ATEA o IA A|4sts ez
LEHS T ol @30l W24F tjgolo 82 ¢ weaxnh, 1o dish GEE o

e AlZshy] giwel Zloz mehdEn

)

< V-17> £8 HQlS9] Ao T-g Xfo]

R Sk N BE  EEEA t P
20 125 4.50 1.11
A=ZxY il -1.519 130
30t) o]t 73 4.75 1.11
] 20T} 125 4.94 1.11
=0 K 5 - 282 778
rTEeme 30t} o] Ab 73 4.98 1.09
20T} 125 5.11 1.08
RSP 050 1960
FEEA 30t o] A 73 5.11 1.03
20T} 125 4.74 1.09
2 0] %] % -.309 757
=Rl 300 o]t 73 4.79 0.86
20 125 4.84 1.04
A 1 ELAH il 319 .750
30Th o] A 73 4.79 1.00
20 125 4.70 1.10
AL il 213 832
30T) o]At 73 4.66 1.05
20t} 125 4.77 1.19
B &% -.283 778
f&A1=] 30t) o]A} 73 4.82 1.17
20T} 125 3.54 1.05
AR 8 2.084 039"
A= 30t o] A 73 3.16 1.33
B 20T} 125 2.66 1.19
A=A o8 1329 743
873 30t) o]A} 73 2.60 1.09
] 20T} 125 3.30 1.34
A Y1 Z0]3] 2.962 .003™
L =E 30t) o] A 73 2.81 0.98
20T} 125 3.83 1.34
AF5]Ala] & 9] & 1.935 054
rel g 30T) o]A} 73 3.45 1.30
20t} 125 4.24 1.16
Al -1.985 048"
=l 30t) o]A} 73 4.59 1.22
20T} 125 4.55 1.05
E)E -1.521 130
30T) o]At 73 4.79 1.16
e 20t} 125 4.29 1.30 ol -
°° 30t] o]t 73 4.29 1.59 ' '

" p<.05, 7 p<.01
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3) atejo] upe Apo] A

sfRlo] mE %@ WY ZYAMC] olmst Afolrt Al Fohusl s,
YA LA H(one-way ANOVA)Z AAISIROD], ¥4 Aofe ohg <& N-18>
2t e}

shelo] wapdL BRANA BA 5 AEAY, A2HAY, 22EF, 29 A
o] 47 ¢} Folo] golujat o7t Y o Uepton, AZH 9@ FoN:

AAAE HE AlE ds HFo gojulst xpolrt o). Te]il Aot FAdEoE
1= A

rO

<E IV-18> £98 W59 ¥ T o]
2y N mp =T F AEA=S
o oW X} p 4T

A=A thZ(b) 60 4.15 0.86 11.615 .000°* a.b<c
therd&(c) 108 492  1.17
& o]s} 30 451 0.80

Fa7dEd = 60 468 1.05 8315 .000" a,b<c
st¥= 108 523  1.13
1ZE olst 30 484 0.88

F AR} = 60 4.77 1.07 7.989  .000"" a,b<c
jstd= 108 538  1.03
1& olak 30 451  0.86

ol x| & 2] o 60 451 1.06 5473  .005" a,b<c

=
dstd & 108 497 0.97
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1= o]st 30 474  0.99
SRERE A o= 60  4.66 1.08 1.632 .198 n/a
2]

dstd & 108 4.94  0.99
3t 30 453  0.88
A2 = 60 4.61  0.97 734 481 n/a

S
erd&E 108 4.77  1.19
5F 30 484 1.27

vl &z 2] = 60 459 1.02 1.141 322 n/a
fjards 108 4.88 1.24

1= o]st 30 2.88 1.45
AN & 60 3.76 1.12  6.264 .002"™ a<b
2]

jered& 108 3.34  1.06
s 30 2.07 0.76

A&dsHd =S 60 296 1.32 6.386  .002" a<b
gerdsE 108 262 1.08

1% o|st 30 323  0.99
HEEEYY 0= 60  3.28 1.18 1.126 .326 n/a
2]

ered& 108 3.00 1.33
5F 30 391 1.35

WNCIESEIRSIS = 60 3.56 1.15  .694 501 n/a
gerds 108 3.70  1.43

1= o]st 30 4.04 1.39
AlZ] o0& 60  4.17 1.04  3.637 .028" -
2]

gstds 108 457 1.19
s 30 4.43  1.10

o = 60 4.60 1.10 .867 422 n/a
stds 108 4.72  1.10

1= olat 30 3.85 1.33
FEE e 60 4.06 124 3.974 .020" -
2]

et & 108 4.54 1.47

RIS disto] AYdaFol met ojmel xpolrt Al Loter] sl =%
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BE t-test(independent samples t-test)S AAlstTE T84 tF2 <1 [V-19>0]
A R outer 2ol AQAGRo] webAs 7 WMAE SFAT] fojuldt Atol:

UpepLER] rorc

<E V-19> £8 WS AYgRo| T Abol
s a3 N g  EFH t p
B 9o 38 4.69 1.46
NERS R 501 619
9lo 160 4.57 1.02
] 9o 38 4.83 1.36
EXCR LY - 647 521
9o 160 4.98 1.04
S go 38 5.05 1.18 . -
TEE 9le 160 513 1.03 ' '
501 %] 2] eSS 38 4.77 1.30 061 -
== 9le 160 4.76 0.93 ' '
9o 38 4.72 1.53
Ay EFAN - 507 615
9o 160 4.85 0.86
g 38 4.71 1.57
DA 126 1900
9le 160 4.68 0.93
‘ A 38 4.50 1.42
ujj5-A 2] -1.433 .158
9lo 160 4.85 1.11
_ Aqde 38 3.43 1.29
AN E .180 .857
9o 160 3.39 1.15
I 9o 38 2.99 1.42 760 081
seema 9gle 160 2.55 1.07 ' '
L e 38 3.51 1.44
HEEE 3 1.896 .064
9o 160 3.03 1.17
B aeo 38 3.51 1.74 ey .
ooeE A 160 3.73 1.22 ' '
9o 38 4.64 1.49
Alg] 1.299 200
9le 160 4.30 1.11
g 38 4.78 1.41
B = 749 458
9le 160 4.60 1.01
9o 38 4.62 1.47
4T = 1.598 112
9le 160 4.21 1.39
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5) A50] ke o] BA

o] ¥« A5 g £ HASO EAHZAWLY Ao]E Lotrr] ¢
MAstET T2y the <m IV-20500 A
159 Ao Joulgh Aol UERUA]

g o
(@]

B ue} Zo| A5 mepis 2t

T N B

1]
]
>
Pl
Jor
oxY
oA

3,0009]¢t U]gHa) 34 468 1.10
_ 3,000-5,0009J¢t 0jgkb) 47  4.62  0.96
A=A .146 932 n/a
5,000-8,0009]9F Ulekc) 75  4.57  1.00

8,00091¢t o’H(d) 42 452 147

3000919t O] gt 34 488 136
X2 3,000-50009J¢F ojgk 47 504 0.88
XMeA 5000-8,0009J9F Ojg 75 4.98  0.96

8,0009]9F o] 4} 42 4.88 1.35

219 .883 n/a

3,0009] 9t T]gk 34 511 1.20
3.000-5,0009]9 OlaF 47 526  0.78
RSP 474 701 n/a
5,000-8,00091¢F olgk 75 502 1.02

8,00091Qt o]t 42 511 1.27

3,0009] 9t T]gt 34 474 1.33
Bolx]  3,000-50009¢F jgk 47 479 0.99
2] 5,000-8,0009]¢F 0wt 75 4.77  0.81
8,0009]9F o] A} 42 472 1.09

.048 .986 n/a

3,0009]9F O]t 34 497 1.34
3,000-5,0009/¢F vjgt 47  4.84  0.95

5 LAY 1.686  .171 n/a
5,000-8,0009]¢t ojgt 75  4.64  0.88

8,000t ol 42 5.03 1.01

3,0009J¢t o]gt 34 475 1.41
3,000-5,0009]¢F ojgt 47 4.67 0.98

u7Ae .345 793 n/a
5,000-8,000¢]¢F ojgt 75 4.60 0.98

8,00091Qt oAt 42479 1.07
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3,00091¢t Ojgt 34 4.53 1.50
3,000-5,0009]¢F Ojgt 47 4,94 1.03
.935 425 n/a
5,000-8,0009J¢t gt 75  4.75 1.06
8,000%]2t o] A} 42 4.90 1.27
3,0009] 9t o]gt 34 3.36 1.11
3,000-5,000¢]¢t ojet 47  3.39 1.18
.033 .992 n/a
5,000-8,0009J¢F ujgt 75 343 1.15
8,00091Qt o4t 47 3.38 1.30
3,000¢]9F njgt 34 2.62 1.30
3,000-5,0009]¢t ojgr 47  2.63 1.31
142 .935 n/a
5,000-8,000¢JQt ojgr 75 2.60 0.99
8,0009]¢t o] A} 42  2.74 1.15
3,0009]QF b]gt 34 2.99 1.40
3,000-5,00091¢F ojgr 47  3.16 1.17
.192 .902 n/a
5,000-8,0009]¢F Ojgt 75 3.17 1.13
8,0009]Qt o] At 42  3.10 1.39
3,0009] 9t b]gt 34 3.55 1.66
3,000-5,0009¢t ojot 47  3.88 1.19
.510 .676 n/a
5,000-8,0009¢t ojet 75 3.69 1.25
8,00091¢t o] 47 3.60 1.35
3,0009]QF o]gt 34 4.55 1.58
3,000-5,0009j¢tF o]t 47  4.04 1.19
1.672 174 n/a
5,000-8,0001¢t njet 75 4.42 1.03
8,0009]Qt o] Af 472  4.49 1.08
3,0009] 9t o]gt 34  4.63 1.37
3,000-5,0009jQF ojor 47 457  0.98
1.119 .342 n/a
5,000-8,0009¢t ojgr 75 4.80 1.04
8,0009J%t o] Ak 47 4.43 1.07
3,0009¢t ojot 34  4.42 1.51
3,000-5,0009]¢t ojgt 47  4.16 1.18
.284 .837 n/a
5,000-8,0009j¢t njot 75  4.34 1.46
8,0009]¢t oA} 42  4.23 1.48
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Recently, as the internet and information technology develop, the
growth of internet shopping malls has been accelerated globally. It
provides chances for international connectivity, flexible information
sharing and low transaction expense and has influence on the growth
and development of electronic commerce.

As for China, the emergence of the internet commerce and the
shopping malls has fallen behind, but with the influence of rapid
economic development, the use and penetration rate of the internet
are increasing continuously and the expansion and growth are
progressing fast. However, because of the problems like
infrastructure, the quality is relatively low; consumers’ perceived risk
level of the internet shopping malls is high; the construction of
comprehensive and consistent distribution system and logistics system
1s difficult. They are the causes of hindrance for the growth of
Chinese internet shopping mall market.

This study exploited the attractive factors of the domestic
enterprises in the internet shopping malls in Chinese market and
proposed logistics service quality plan so as to preoccupy the
dominant position in the internet shopping malls through
differentiation. From Chinese consumers, as the logistics service
quality lowers the perceived risks of internet shopping, secures
consumers’ trust, maximizes the internet shopping satisfaction and
retains the loyal customers, the possibilityof the construction of the
environment that enables the consistent repurchase was revealed. It

1s also aimed to provide helpful basic materials for the Korean



enterprises which attempt to enter into Chinese internet shopping mall
market.

In order to realize the purpose of this study, through previous
studies on the logistics service quality of internet shopping malls and
the perceived risks, trust, satisfaction and loyalty, theoretical
research for each concept and empirical analysis were conducted. For
the analysis, with the Chinese tourists visiting Korea as subjects,
investigation was conducted in domestic airports and tourist spots.
Through empirical analysis, the reliability and validity of each concept
were verified and regression analysis was conducted in the
hypothesis verification.

The results of empirical analysis and strategic implications can be
summarized as follows.

First of all, the logistics service quality of Chinese internet
shopping malls showed multidimensional characteristics which were
divided into product support, order accuracy, order procedure,
discordance processing, information exploration, costumer reception
and distribution processing. Accordingly, in order to improve the
logistics service quality of internet shopping malls for Chinese
consumers, comprehensive management for these dimensions formed
multi—-dimensionally is needed.

Secondly, Chinese consumers’ perceived risks of internet shopping
malls showed multidimensional characteristics which consist of
economic risk, product function risk, information exposure risk and
socio—psychological risk. The perceived risks showed diversely.
Accordingly, like the logistics service quality, comprehensive approach
1s needed in order to eliminate or alleviate Chinese internet shopping
mall consumers’ perceived risks.

Thirdly, it is showed that the logistics service quality of Chinese
internet shopping malls had negative influence on Chinese internet
shopping mall consumers’ perceived risks. Especially, it is confirmed
that the discordance processing and distribution processing had
negative influence on the economic risks, that the discordance
processing had negative influence on the product function risk, and
that the product support, order procedure, discordance processing,



costumers reception and distribution processing had negative influence
on the socio—-psychological risk. Therefore, through the improvement
of the logistics service quality of the internet shopping malls, the
perceived risks of the use of internet shopping malls can be reduced
or eliminated. Especially, the distribution processing can contribute to
reducing most of the risks. With this as the focus, Intensive
management is needed. Therefore, the delivery after order should be
rapid. The product delivery should be made on the given day. It is
necessary to make it possible for the consumers to decide the
delivery time freely.

Fourthly, it is showed that the related risks perceived by Chinese
internet shopping mall consumers had negative influence on trust and
satisfaction. Especially, it is showed that Chinese consumers’
socio—psychological risk of the internet shopping malls had negative
influence on trust, that the economic risk and the socio—psychological
risk had negative influence on satisfaction and that among other
perceived risks, socio—-psychological risk was acting as the factor that
declines the trust and satisfactionof Chinese internet shopping mall
consumers. Thus, the possibility that the Chinese internet shopping
mallconsumers can be assessed negatively because of their internet
shopping behaviors by surrounding people or the worry that the
product purchase from the internet shopping malls can damage their
dignity or image should be considered. In order to eliminate the risk
caused by the social influence for them, efforts for personal
information support are needed. The preparation of the plan which
implants psychological stability for them is needed.

Fifthly, it is showed that Chinese consumers’ trust and satisfaction
towards internet shopping malls had positive influence on loyalty.
Especially the loyalty towards internet shopping malls had more
influence on trust than the satisfaction. In order to secure Chinese
consumers’ loyalty towards internet shopping malls, the internet
shopping malls should be safe and the purchase behaviors through
internet shopping malls should improve consumers’ profits. Moreover,
promises should be kept and the belief that there is sense of
responsibility should be 1implanted. Particularly, reliable information



should be provided constantly before transaction, in the transaction
and after transaction. In addition, as the idea that the shopping in the
internet shopping malls was wise 1s 1mprinted, attractive factors
which can provide expected satisfaction should be developed and
offered.

Sixthly, in terms of the analysis results of the demographic
characteristic difference of each research concept, part of the
significant differences in the logistics service quality, perceived risks,
trust and loyalty are found as follows.

@D The logistics service quality was reviewed with seven
subdivisions which are product support, order accuracy, order
procedure, discordance processing, information exploration, costumer
reception and delivery processing. Among the characteristics of the
respondents, according to the level of education, there were
significant differences statistically in four factors which are product
support, order accuracy, order procedure and discordance processing.
Namely, the higher their education level was, the higher the degree
of logistics service quality awareness was. [t is showed that internet
1s related to the acceptance of new media and their use ability.

@ the perceived risks consist of four sub factors which are
economic risk, product function risk, information exposurerisk and
socio—psychological risk. It is showed that there were significant
differences among the characteristics of the respondents according to
gender and age. Namely, gender is related to the product function
risk. Males perceived more product function risk than females. The
lower the age was, the more the economic risk and information
exposure risk were perceived.

@ It is showed that the older themales were and the higher their
education level was, the more trust in the use of internet shopping
malls they perceived than the females, the higher their education
level was, the more loyalty they perceived than the females and that

the males perceived more satisfaction than the females.
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