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AR AGAT A, KISA, 2017).

el 94l AR 5o wga o]}, FEAL
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91 % ShtolthKTAA A G AF4, KISA, 2017).

020& 2/exepel 17 HHe dds) 2AoA F7]4olL, $odd ¥
o] ZYAE (OmniChannel) MBIAE AlFs] 179 o|§ o= FAIst
o, EREF 2 Al R FATA] 24T 5 o] AL ARSIl
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2 ICT7[& Z2e Fdll AFEZAR 020 AHlA Alg =8 AT odd

CHKTAA G A+4, KISA, 2017).
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HolH, 57tes 020 EHEF Ao di#AQ =X 77t EA],
77t EgtolB S AMSE FolH, ta7Phe o] ¢ olzfet 020 EAF
AFIe] o] AAledde dASHY, 7I7Ee FHo]E AEste] ARl Fol
(@t s B A, Market Report, 2016).
T wHRd ZA MH|A TR Ho ZEIAE 47 500 B "lvt
stH, 717te. Hol& 7P7he=o] AX|Eo] glom Theet Eol 5y 7t
AHE, HEWE F52 Foto] vl o8 4 ke el len SK
A2 ALY AR HHMd7eS &8st "oy ZHre] AflER 4
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Aol o= o], 77t o], ]
222 AA | NFC-MST 5 7HHZAA| olwdlo], Foi}-e o]z, e
o(FH) 5

=4 020 #H, AHIHZTA(2015-3), A 2]

Al 24 020 AH|l& EA

A2EDE ABALY ol§A7t Bgate Axde Asoznc A

A

-

ol

ok

N

e

oog
ol

ok

=

2

S AFEE 4 9lom, 71eHe gl e Aulag

1 -0 O

Agstes Aolal BAHEAIAH FHRYGNA 2Rl MHlAe A, oHA, F

= o 1
Ath(Delone, McLean, 1992).
AEAQ AFRYoA AARZEAL AHE AYsh= S A, 4

Sav)

gl So=z FAsIP o no] EA AARE ARgo QlojA AARIEH

o A7l & W AAES gFstAY EUS A7|st7 | Eo= o8 AAE

Zdst= Az oo tH(Mola, Licker, Paul, 2001). ABA|AH] AFndy
=

N2REAS ARGAY AolES] BT FAA R sheiet

~
)
@,
o
=)
¢}
5
—
@
o
k=
—_
O
\O
N
=~

AubAQl AH|AEL LS BolA ¢t Zg YstEz A|AHol wE
SLu 7S StH A vz 7 AA|Eojof & Aolth(X =2, 2018).

ARALY ATRYE JNoR ALHEDS AGAN AolES] EA
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AntEE ofZelAelde] A9 AAREDS ZANI] SdsHE
Qeidlo] 2ot tlARl AUl EF AAck sfo] ol MY A o=

AT SR LA, HHg 2016).

st 2 AZHELL A7 A A BE GF BAE AFRLA

Cias g
2) 2] __H;__ I 7(1

FEELL AEALHAA AlFshe FRet FRze FHS ou|siH,
R I Al F4= Aol Fashl FxHA th(Huang, Lee,
Wang, 1999). AHZFZES AHool| dis] AHEALHS Azl AH

- EE

i)
fol

(information product)®} Z&l=(contents)2t1 @5}l JTHA
2009).

AHEEFEL 2y HHtd AE|2oM o] FHAAS ZxR F gos,
el BHpdolA AT FE7F dupd §-8% AEeE 24e] AgHA
of tigt A=E oJudt(H =, 2018).

AEYl &o] HHsl HUA dHUS Z|Htow oF HREAFM A|ARo]
SASEATHEF GO 2011). FAAA ]S F= FEHiER A= AR}

o] WFoIt ARl Qo] AAH E: A7 ANE Fr ARe

R

]
i

4
rr

24AML AolEQ] A5G =g ATHAN HF FREQ, Aux
AREY, Bl JHEY, AAYEEYY WEEG A 5 BAT 2
B AAHREDS AL 374 AREVRE FAHOR foldt Ao
2 AASATEEE, AET, 2013). ARtEE SN 4B A4S g

=
ATSEA FREAS VY, AT, B, Ao, AAEeR TR
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wo| 9 78 FuELoley Tt
b £ el el A4 U 4% Bad Sol AzZH 7HXe A

82 W= g PAS PEstuA St

1—

>~

Ml FH2 dRtdor daw St AF AHs F2 tigh Zdiet

AZSE Auze] BY Fotol TR AgAEe] BESAL BaEg 7}

A Aoz Uetor], B¢ 2ol SR ohe Aed SAE Wxst
1 gonz nAe] Xk ZHelA AAe WgoR ZAs7t ofF

tHX 2, 2018).

ABlA FES Scks WHoE+ 7P @o] AMSE= Parasuramanit
Zeithaml 12|31 Berry(1988)el oJaf A|etel SERVQUAL 52 R g}
Gronroos(1984)¢] 22+ AMu|AZAndo] o]n, SERVQUALES AH|A =
Ag  AFA(reliability), -S4 (responsiveness), 3/ (empathy), 214
(assurance), +¥4d(tangibles) 02 FLESII A|ZtH AMH|A Z2AS WISt

= ol th(Parasuraman, Zeithaml, Berry, 1988).
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224 BARYE AL FHE 714 FE(technical quality)? 7154
¥4 (functional quality)= &5k, 7]&2 F4& AHAPL AHIAZEE
P Fo(whavo] #ek Ao=m Holoty 752 FH& AH|A FES ¢

AEg Rl o@A (how)oll siddS Lot tHGronroos, 1984).

O

gste] omelel £yBo s BAS W4, AEAHZL, 27 Ao

AT 24 2 T ko] dFe "Ae AeER AASATCETH,

M| s FAL2 Au|27|do] Algsior it =7le &HAES Zldieh A
HI2E AlER 7199 AaEe] die aRAEe A7 Blasks golA 7
bt (Zeithaml et al., 1985).

aHIAEE oF 7HRe] T g0l ols AH|A ] ool AfH| Lo
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=
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wlso] FAo] FFsdlop FrHAR, 2018),
datd B AgodE auAst AAR AT

AElz Fo] A2 FHXoh AHgA BE G BAS AFstaA Gt
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>
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JEEAL AATE SHolAE Aol AR For RYstge
HE A HHL JuSPIE stglont 2ult @5 @77t olFol AuA

A S AEFEC] HEEY] AR

HEEAS WA Q9 A%, B4, A94, et Agd, WA,
A/SSE, TR, oln A R 87H4 £ AASEO 2Azte] 44
o 17 o8] AR AEe] BAHY &4 o glelw sty BARES,

[0l AAsFIHZeithaml, Bitner, 2003)
A}

JEED] el ot He deFsl ANED U3 Ay B
of he &Elak A B 4E RO BHS SHTROE AGITHE

WA, 9AR}, w512, 2000),

5 HELZ &3}
HERFS 858 M= AHA 71 245 7Ist 5 #8202 S71eh
ot FSHHA V(value)ocn(AHEAF 4)° 'gh= ‘Metcalfe’s law’' & A|AI5H

THMetcalfe, 1995).
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(relational configuration)’ 2 @AJstH HELZE= 7H19] FAAY FH, A

2 A9, AR E et H= 719 5= de 5 e wAle A |
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tHWilson, Fornasier, White, 2010; ¥r&, 2014).

HED Foqzp7t S716HAl | ARBAE o B2 AR deagd
T Qe AHA vt AT skelew HEYA HFREIkl ohe B
AlFolut MBjA7E F7KsHHA AA|Aow 714 steteg olojx= IH A
a7t ok oFth(Katz, Shapiro, 1985).

E21 AN s AFsHEA AZ4E YEYA HRe AZE AR &
ol dolut AZH A%, AAH 84 FBARN FFE AL AEHQ
AMg ook FAACR Fofjt ATE =
020+ 22QlolA exeiglog AAEALY @xEloA 2efelozo] ¢
a4 BEE AAHSh= Aog nofxi glon 11
7} QTHEA A, 2015). &, YEYA

l:ﬂ-/\ﬂ o].l—_
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A 3Ad ZIHLR ol H AHAE &
D 71H LA 2

At} %] B HHALRS) 4§ olF WA wEo] F4THgo] et
olgoz au Aol Weleh M4l FHALHS) o § AL A

L ogEAQl ndoln] Be AuATolN AR AT oL ABe] o
A9 A%2Q) o] g olzel A mTHkw stgon] s|h AX Bgo] A%

18 orof &8 Qth(Bhattacherjee, 2001).

%,
rO
(o]

Expectation Confirmation Model
Continuance

Confirmation \
l Satisfaction Intention

Perceived 1
Usefulness

(719 3-1] Expectation Confirmation Model (Bhattacherjee, 2001)

71t 2] (confirmation)= F&HHTE TrZo] o & FFS vx= 24
At AAsh o TR AFoly AHIAE AMESH] Hole AHEAA
ol 717t P44 H7] wiZol A& elR] Eolx|ut, AR Z|dle 27| AMg
= Bl A7 "iEol F o FAAelA ddAow YEdTAL 5191
thH(Bhattacherjee, 2001).

Hog AMGAES AYZAE, A&HH AL oot 22 T5
Aol Ag-E0] AN Hol AAEHA Jlew 1 4
£ Aot olo] wE HE 2 AEAS DRlste AAA WHgo]7] wiZo]

tHDorsch et al, 2000). AFHE 2 Z|&2 AR ok
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2 A7tE 7 AdRold AHIAE FEFE of TG " H|she
3ol Hgo] gt Frht wo g HOHTH(Zeithaml, 1988; o] A€, =
o)z, 2011).

AN 7FAE FeH] =W @metel miat o] A E4do] 9

AN
L Ade dsgttn ANsAth@aFet o148, 2013). olF% Aulzts
o) S A AN AAste HFe] Brhn @ 4 Atk E @ 2
eRel &g} Pol AlstE EAL Holt auBFIN A4H e A4l

AR e A &TE W] BESHE AoRA Tk AYs
L oARAe 9Fe Fi aclolety ohnl ok9l o) 4HAE oz A
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8 A7t ARAREEO} AL oo wAE Fe BAsA, AAA 7

29} ZHAA 713
olmo] FHH FFe mAh ANFAHAAE, WLA, WAL, 2015),
olFE Al ] BEoA A7ke] 7HA7} AA sl W] ki
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ZF= Qcolo]th(Bart, Shankar, Sultan,
Urban, 2005).

Azpe HAE B PAAE Tao] HEF o] BelelAd] ojg
BAEEANT ABolt HulAE HEa] AaA wdo] 2
29 A vEets BHEAY el mgET Aok E ¢ MFAA
[-&olut Mul2o] Hole FHe AAste aler FAEI A (Jayanti,
Ghosh, 1996; Lee et al., 2007; Sweeny, Soutar, 2001; Woodruff &
Grardia, 1996; Zeithaml, 1998). & A|&4H2 AlFolv AH|AREE Y
He oA e a8@EAA 7D, Ase @55ted ¥ He ¥
A7, ASA Ao ldS st At AF sEo=RH dojA=

B8R 7HA))E& Z3tetal itk (Sweeny, Soutar, 2001).
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8 AEAE

2}, 2010).

&g ozt 488 F @ W o4 AST Aol A&H Algstels
Ao HIGAR Hopl A AFEolt Aulze AAT AT WA s
Fgeoigon] ARAAHL Hz 48 oL ATE F2 AW 7] of

S Sl A&AHE ofzel et FEel FastehAT, 2010).

IN AARTE BAYESE AH|AE SNSE
A AgsEE gr £ AFolt AHAE T Wl ol A5 olgatei
e 257 olg oL HSATHAE, HH4, 2010).

A&7 o)g olze] it AR AFE L AHAE A Frfshe 2]
qg BHE AYA HelFt Ametw ohe, 44 ) 149 FHEE o
njgeha shrhatel, 2013).

O (intention) & 7He10] BlEet W Afolo] FZAFAQl Moln] Aol

FUAQ e AT AT ok WEZT o] IR H=E I

At o w ARGAES] AFE(AHE) o=, A&HA ARG oJEet F2 T
Aol dA-5o] mAG A Eol AAIEIL 9loew 1 a
£ Aot olo] W& Hix B APEAS Eelste AAH Wgolr] wiEo]
2t1 3FAtH(Dorsch et al, 2000).

webA] 2 Ao e otFet AFAFE Tl AEARE ke ARRATE
T & Uge ARl de e Wdots 2% 8RI0E B ZHKARE
Ol et 020 AMH|29] JoF WAE AFotalAt it
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FH (Howell, 1979), AH]AHE]

= rEtlg ojuls

499 el

1989).

vk QFH(Shim, Kotsiopulos, 1993).
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of et Dtz 222 /g olth(Solomon, 1999).

T 47He] gglog

F9 A EA, 2013).

=

FREH (=87, 2013).
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HAEe o

(Hofstede et al., 2000).

e 2] oz

S

Hq HERE o

sto] 7] ArE A

=

oRAR AT B

o
Hlo

Gl
=
=

'~

M

(Shuper, Sorrentino, 2004).

tH(Hofstede et al., 2000).
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gHEojof ottt A 020 AB|2g A|LHEHC] ARGARS] oy 4]
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-1, 020 A9 AZa%d FAae A7re A0 B0 9%
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1-3. 020 A¥|2e] A28 Gede A2 e (09 93
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2-1. 020 AN~ AAHEE S N84 TEd Ao 37
2 w3 ol
2-2. 020 A~ AAHER B A8a o] H(+e] I3
M2 e wa oy,
2-3. 020 AulAe] AAUED Bede A7 wE] Y(e] I
2 ua ol

AR O AAe] FH2z Aedol FesHl AxHA th(Huang, Lee
Wang, 1999).

AnEge 27] @7t Anol eye] 2Ye ¥

Asl= Qlo|tk(Saracevic, 2007).
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A OlotH A ARttt Zeithaml, Berry, 1988).
ARELS Al A9 e waEe Awdgon] ATss 3
Hol Hotd, A, 4L 7|Hdter TN ek JH7F FrhEojof

Shehar AATSFEH( Ahituv, 1980).
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dHOl Lol AAl ogdAE FHE IRIT 4 Q= HAAdo] FHE|oJof
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M3 50 000 AulAel ARED AAAE AzE Axe] A()e] Age
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11, 020 AH~o] AREA AT AEA WEo] A0 FFE
g | 1 oI ) _
4-2. 020 AH|~0) AREA AL ALA TEo] A(+)o] AFE

o el

MH| A ZA e B AH|AL] @4Aolyr EA tisA siele] AuhA<l
T 3o Hrg Ao & o], 2012).
EAQmar opgt AE]d EAE xSty glorg

Aol QA Zweld AWA YgoE 2SIt ojArhAR,

MH A Z2AE SAst=s WHoR = 7P ol ARgE = Parasuramanit



Zeithaml 12|31 Berry(1988)e] s AQtel SERVQUAL 52k =adxt
Gronroos(1984)9] 2211 AH|A ZZHudo] o] SERVQUALE AH|A =
4g A=A (reliability), -89/ (responsiveness), &7/d(empathy), <414
(assurance), &7 (tangibles)© 2 FESII! Qlth(Parasuraman, Zeithaml,
Berry, 1988).

TR ARAAE FERPGA Au|A FHo] AFA FIHEHA HFE
2] dollA SERVQUALS &85t AH|A
Zo]HtH(DeLone, McLean, 2003).
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Fa%t gQlog J|oro] ot o] 7MS A AFSS Foll dA
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s Azsun

rol
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(He] ¥ vd Aot
5-2. 020 MH|AZ} AZsts AH|A EF oo 274H Jhx]o A
e | (D8 FFe nE Aol
7hd3 5-3. 020 AH|AZ} AlFets AuA Z2A Z7rALe 27" JhA o] A
(He] FF= vd Aot
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(Do 9L mH Aol
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(He] FF= vd Aot
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e | D8 FFFE v Aotk
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(He] ¥ vd Aot
6-4. 020 MH|AZ} AlFsts AH|A ZA AL AF8a; wrof A
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o AFo]l SUMolt guo] glom A BAS Fel AT o
=7} oAAA o] BT SFATH Zeithaml, 1988).

FEo FEL okl ol aHATE AFES Fefisty] Ao gMFE, AlE
T o] Fd F4, 7 o] AF FEZ Ao A FE wAe 89
& A SFHEH(Zeithaml, Bitner, 2003).

22l g EoA AFFE, &7 AL FE fAFE et A4
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the] 912, 2010).

webs] 2 AoAs 7HAH] B SE(price quality)} FEEE +F
2

7-1. 020 AUI~S] JEEAS JEED e AZE P A
g | 9 A% 912 el ) _
7-2. 020 AE|2e] HEED A B £EL A2 A 3
(+)2] FFE v oIt
8-1. 020 A¥|~9] JEEAS JEHL 22 A8 Wl 4@
g | 9 F%E 01 ol )
8-2. 020 A¥|2o] AEE AT B £ES ASA W] 3
(+)9] L 013 Feolt

uh) Ega

YEYDY G§ HIE AR 27t BeSE A% § 2H0z 371

=

_86_



ot St A V(value)ocn(AH82F £)° "2H= ‘Metcalfe’s law'E A A5FS
tH(Metcalfe, 1995).
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£ ¥t ol AR B2 AH|AadesE AoAESshs 7197t BobA|aL
o dEs ¥ Atk 7l HEHER S ES B E
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S>81E oJujettt(Katz, Shapiro, 1985).

HE$ T et AEE2 Bd8le 42&8E o B4 34
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= 713], AAAQ A, BAE FH 52 2= & e A HIAT B
CH(Wilson, Fornasier, White, 2010; BFlZ 2014).
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020+ 2efRlofA exmepelor AAEAY QmeiiloA 28l o % o
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7h A 2~EEA (System Quality)

AdPAfoa] AAE Bl Zo] o]§ Jol]id(ease of use)o|Ht TEA
(simplicity)o] & =ojok ota1, AAAH| AU HJIAREE mIotn] HHA
(security)olut FHA (stability) 22 A|AFEAE ZHSof th(HAE,
2017).

SNSO ARgAF RHET; Z£H Q1 ARR o g AFstHA AA"EES 5

Hotgog JHsIg o 020 A

] gIo WA, o8 §old, A

Mo AAYELS PR Boe BN BEADE HPATE sWo

N
i
ok

2 AT A% AR TAE M (stability), HHd (security),
(simplicity)2 SHTFOZE FASHATHHATZ, 2011).

YR E AFATONA ANT FEG FAsted 020 AU~ ALE Al 7]

Q) 24 WA gg 9 AEE 2AgERoR AL

B =58 = 4
1 71eXQl BACHE, o5 571 TSR] &= | Delone &
A MecLean(2003),
— = AL%1(2013)
2 Z1eAQ A EA Al ATt AE/AEe A Zj]:HX](ZOll)’
3 7142l 7152 AU 1S 9\1% AL A/4-8(2017)




T 24 A £
| BTN AdEA 72 Gt 95 A | by .
= McLean(2003),
) A A2 QRO YPoRRE SHHSH] HS ;@%;&%88%3
SF A& o]l A& A 2l ,
o 5 Gl fuol shasle] t 3 4ol
3 [ ANANE E Aurst BRotd g Aw | 0o
(3) @<= (simplicity)
G2 Aol AR FEE 445k 020 AHIAZE ARER}e|
A 7= A FAAHE AxE S4FFo2 FASHUH
[3F 3-3] &4 digt S35
5 ZRYE o 24
) AHESE7] floll AAoF o= dAIEC] ©e’t A | DeLone &
1= I\gl(che]am(2003),
2|2
2 |uew 2408 se 94D & Ak AE | Jai0)
3 | AEAY glo] 8T 4 AEE Tt AL A4-8(0017)

o =
10] A,

HA, A2de 7Ifer ST dUl2 IHZE St ook
7

Stobal AJAISFAEH Ahituv, 1980). 020 AH|A°] AHZ 2L rHpel
A AFEAE Al A”lo] KOl Het A (accuracy) T AA oHAE HHE &1

T A= AA A (timeliness) & SAHFFOE FASHAT

Hetge ABATANA AN GBe st 020 AHzolA AEH
Ao eekli oxeleldq gEetn 2 AES ZAYBOR A3
A},
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(3 3-4] Zdo] gt S83=
L SRS d =9
AsEs AE7F 2epQlat e mepel »E FA%H | Ahituv(1980)
A Bailey &
ABEE ARt 257t o] At Ak Prarong 8.
w2]74(2012),
At ARE AFole A= Zeithaml,
Berry(1988)
(2) HA14 (timeliness)
AL AdATolA A FES FAste] 020 AH LA AlEE]
+ a3t AE7LAA glolvHte de 4 e AEE SATHoE A5t
At
(3 3-5] Ao digt S38%=
78 ZA3E i |
1 Yo 2% off ARE vl IS £ J= A Ahlltuv(1980)
7t Q5= AHE w Zho] A& 2 ¢ | Bailey &
2 j; F= 2 Al | Pearson(1983)
° o|A3} o}
_ w9]74(2012),
3 Ao ARE IS 5 U= A Zeithaml,
Berry(1988)
th AH]2A FA(Service Quality)
A FHL Ao TS Al Jdiste AHIA AR
Au| A E2AS AFA (reliability), S84
b AYAT (348, 2017E
ity), 8%
o=

020 AH|AL] Al
ol SERVQUAL 52141 2

!
7128

3

gulo] 54gBo=

5
(responsiveness), 2H414](assurance), 5773 (empathy), 534 (tangibles) 22
|EARE o JF8 QF A3
= A 24 (reliability)
Q% a9l

ol
A elskar

RO,
-4 (tangibles)2
(responsiveness), &7“d(empathy), 241/ (assurance)<

etet.
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(1) A=) (reliability)
AL Addold AARE FEE FActe] 020 AH|A AR
AMEIAE e 4 JEE Z|dche AHIAE Algstee oA A=E 58T
o8 45k}l
[ 3-6] AlFAef tiet S33d=
an =58 o 4
1 Aol of&S o]getr] e kEEte Paraﬁuralman,
= EINET Y ATAoZ s As o1& | Zeithaml,
) :;ﬂZ}L jz W A=Aom sfAdsty] 98 Berry (1988),
S La i R o] AT, (2013),
3 AgE = AEolvt Aujze digk blE 418 | DelLone &
3 2 9= AE McLean(2003)
(2) -2"A(responsiveness)
S-S AATolA AT FEe FAste] 020 AHA AREARA
SZA ol A&t AMH|IAE AlFohs AEE SHAYFe=E A5
[# 3-7] SEAl At SAY=
5 ZRYE o 24
1 dsle= An2=E AEsHA Al&st7] Yal =3 | Parasuraman,
e A= Zeithaml,
2| A% A6l B AusE Asae Ae | oot o
3 o]-& Al WA= TAE AlESHAl Tetskal | Delone &
At A= McLean(2003)
(3) 874 (responsiveness)
THAE AATolA A FES FAste] 020 AH|AZE AREAL
Al Asshs WEAQ gizel B A=E SFFo=E A5

_49_



(& 3-8] el gt S383=
2 2492 &9 g4
1 Lol Al i 1skE A H]*a AF e A= Parasuraman
UF ST S elelete mashe A | pandiie
= VW B (2013),
3| A% ABAGAE A%l §ES S % | Melean(2003)
(4) A4 (assurance)
g AgAeld AAT F=& FASH] 020 AH|A7E ARGAt]
A Aot e AT £ Ak AN F, AUY YRS ZYROR
FAste,
(3 3-9] A4l digt S38%=
2 z4gs o9 29
1 | AEA AlsAe] digt 7|24 EE Al¥shke H& | Parasuraman,
2 | A9o] WHEsHA Sdel = A& %5;??{%188)
o | e s e wes re aw | A, TRCOL.
McLean(2003)
2h A Z2(Quality of Goods)
FEEAS AEY A, 7HAWHE F4, AlFe gaklez AHojstal, A
Foe AHEo] SUMol} Suo] glom A WS Fa AT |
TE HotH oArEA ] et o th(Zeithaml, 1988)
22}l &g EZoA AFEE, =7 AHlS F2ET dAEE TRt Ao
A AEFFLS Zeithaml(1988)9] A7-5 Halsto Alwel s, 7Y =
A, AR A0 AT A3 wEe] FA S Frka AN
ot (o]913, 2010).
020 AE|AS] JREdE 7MUY 24 a5 AE5E 5] 4
Za% 9Fe drka weHo] 2PYRoR TSkt
_ 5o -

SOICREEE
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(1) A4EEA 4=(quality of goods)
FEERY 2 APAFolA A FEE FAst] 020 AH|AE
Sofl gk AdEolu AulAZE Fdo] 4ottty Lyl AR 9 2l
A A= RS ARl dol TA AZeteA] ArE SAYHROR T4
Cipil=g
[ 3-10] AEEE o gt S/T5
T 235 73 £
1| ek AEolu AH|As Fdo] 539 Jk
L | T BB AMAL 2ddeld AFHE | Zeihaml(1989)
— — o|lg|o
Buoh AR B0 2e A= Naz L,
Tt AEolvt AHlAE W] Zdiel mAl= | |-z (2014)
F4& AFstal st Ak
(2) 7HAiH] &4 4 (price quality)
7HAYH] B4 52 APATA AA FES A5t 020 AH]
A5 Fall Fujsh ARy AH|art AL HA BEE Aok A
EE SAFELR A5
(X 3-11] 7HAdH] B4 & o dgt S35
28 2352 o3 2a
1 TRt AEolvr AE|AE wrERATE T A
Sore 7'13’1:'; _ _ Zeithaml(1988),
) TFujet AEoly AE|AE FHo| el 7HHol | o|w5.(2010),
Aee Bl AR Ad, olge,
TujEt gmolt At emeRel mgaA 7 | HEH014)
Hj5t= AR A Hg
oh) U EL]F a3 (Network Effect)
HEYS 2= HEYI| FofsiA 4 & de 7H7F AH8ar 571

Z7lshAA ozl Asans ou|gtth(Katz, Shapiro, 1985).



020 AMH|29] HERZ k= APAFE 71w AMH|A AGAES
7] 4 a2 AEEFE a0l 2HIAY AEA Fatt dde
gtoty weteo] EPFRor FAsHHH

() MEYA TR (network size)

HEQD Re AFAFolM At d5s a4stel 020 ArjaE
ol-gsh= AMEAF A9 THE, A, AR T R =g SAYFeR
gsttt.

(& 3-12] YEYI 2] et SHIS

2B =R o 29

1| WSl AREEOl s SlE Ak Katsz &

AH| AL o]8sl= AFEo] x&A 0z = | Shapiro(1985),
2 9}2;% 114]5 I8 resel A ° | Zhao®} Lu(2012),
o o Lin# Lu(2011),
; 2 Aulao] vl AAETL Fob Aol A | LHEA HeF
Sete B (2008)
(2) MEYZ HA(network reputation)

HEHZ B42 AddFelA Art d5& 45t AMgske 020
AMElA7E FRI28E AR 9 F2 FE B e A-E SHIYELR
T3kt

H 3-13] HEAT B4 e SAHI=S

T8 ZAYE 3 24

1| 9A=ET e AT Ratsz &
Shapiro(1985),

2 | FYERH 22 WS =T 9 3= Zhage} Lu(012),
BLILEI

3 | AEHole Be X e A= B54=(2008)
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2% E

| 7447} et
FoATH

<21
=

Azkg XS EOIG Arl2st $UMeIt B4l s 4HA} <)
o

o

=

H}) 2|2+ 7}2] (Perceived Value)
Aots ALz Folstal, oA AlgEH= AEoly AHAE Friste] A
o]

At g2 oJArE Ao mEjstttal 5 tH(Zeithaml, 1988).
mukel £go] A7 Axe FHE @ Fop e BEk AT A
eEIRE
Z]
~

AR 7HA, AFRIA 7EA], 8 A=
o TSs st ol el S <
971, 2012).
020 AMujxe] 2124 7Hals A5 Sl dEeldt Azt
golut sl tiall Anjabrt dAehE AR 020 AH|29] thefet
o 9F TAE E1 A" PATE AEAE ' o] g BAE sast
FEoltal wHEo SHYECR skl
3 3-14] AZH8 7HA] o Wit SHLE
7= ERYE o 29
1 E’%//ﬂlﬂi el == vES gEdes @ Zeithaml(1988)
T 9= Bk o|Aef 3}
2 | HE U F8stE AT ZAHI Hx 1] 21(2011),
AR Aokted oS FE AL BE40012)
VF= "Ae Ae ASSA
SR = E S
o) &7t 7IdiE w

3
AD A8} 9 (User Satisfaction)
AREAE TR 4ulte] o)ko] FAAQ
2011). AH&A} TEES ZHARE oo AH A
|
A0 ZjFtu7b o] Fo x| 1t
FEoz AT

A
StATHE1E, 2012).

020 Au|2] Abg7h e
> 5o
A9l

Z5he AR 14 WwES
e A%
— 58 —

7o} A=



H 3-

[ 3-15] AH8A Bl et 3495
A ZAFE = 9
Agol weaid + Sle B= Bhattachergee@(;Ol)
71&90] MH|AZS o|fsl= AH oolal Aol | Lin & Lu(2000),
OlLinj | |85t ARt {3t Hol A9 010,
M O _ 2t712(2012)
IR Aol lvtal A7t AE
oh) Z|&AME 9% (Continuance Intention)
020 AH|£9] Z&HAG ok APAFTE &l 020 AfH]| o]-g-gl
ASAL A%H A T Aolet B Ho} 23Rz THst
16] A &AHE ko] digt SA33%=
an =58 = 9
) AR AHESHE Qs 020 AH|IAE FHotA] o
I AL ol g AR A= Bhattacherjee(2001)
A AFRst Q= 020 AH|AS o Z yotw | Bagozz,
2 51 Dholakia(2006),
o wA 48T AUA YR Bosossi000)
3 A ARgotal Qe 020 AHIAE dAer 22 | AgiA(2011)
HE 2 Ab AL AR A=
) 4B 2TAFGAA, AL, A2 Bel, 4, L)
4% Z74Fe WWRT, HIET, AANET, BA=z
AAZF 5 sAlel agles FatArkAIH, 2013)
020 AH|29 &% FHAAAFEAL, Ald, e, |, /38, BHilE)S
AHRE ES o]sfiolr] Qg oA 71A] §YQ1 FHFEFET aPAAF, HF
T aWAY, FART 2WAT, AAA 27 2N, BAERT 47
ARF, ALFTF aPGAATF S AZE 7L AR wE9] A4St HaeE
e 711 Aoz PekEe] ZHYRen T4
(1) A F=18%F
A 2FHFE APATOIA ANT FRE FAstel AU o
— 54 —_



of AR AL 12t AR o AFY AHAS AF|He] AT} 7}

=

22 gohur] 3} ofe £BBolt AuAE Eent I5E 23T

2B ZR5R = 4
AL At P Age FEolt Aulx
1|2 327 98 o9 020 AuaE SeRE 3 | §49(1999)
T §%;§(2002)
) | AEE A1 A Zeds AAS debi] A9 | Hog P
ofz2] 020 AMHIAE E8 He AL Lichtenstein et al.,

VA W A A A & ol 020 Al | (1990)
P28 olgoie 4k

AY 74T AFATAA AT FBE Sl ALY FFolt A

SIS
# 3-18] MY FFAg i S8TS
T8 Z2A3YE 73 £
1 AYLE 7lthe dEold AHIAE A 3x i}@;ﬂggggg
ol AR /xJH]A 3] AFZ/HIAE = A
) kﬂfl_ E/AvAY 718 AE/AHAE FE Zj;”;%(lggs)
il =l 1 _ Jacoby(1971)
3 Aldshs AF/AH A8 WA & 5 o8 AF/ | Lichténstein et al.,
MEASES ATH = A (1990)

e 2THEe ARBATAA AN F2S SAste] ) Aol ¢l

o= AEoN} AulAE BASE JEE 23PEOT PHSH
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FEEED 1 275 4.07 776 -.492 .040
FEEL FF2 275 4.08 833 -.533 | -.468
AEEE FE3 275 3.99 837 -.612 297
7HAHH 248 $F1 275 4.01 861 -.471 -.569
ZHANH] 24 F2 275 3.98 850 -390 | -.460
7HAHH] 8 $F3 275 4.31 884 | -1.372 1.875
HEYa 721 275 4.51 636 -1.008 340
HEY3 &2 275 4.51 636 -950 | -.166
HES3 13 275 4.48 658 -.971 148
YESQZ HA1 275 4.55 622 -1.164 719
YESQZ HA2 275 4.27 775 -.752 -.200
HESa 343 275 4.24 .803 -.640 | -.656

A ZtE 7HA] 1 275 4.19 846 -.808 288
A7t 7HA]2 275 4.30 787 -.989 762

2 7+e 7143 275 4.47 669 -.883 | -.371
AH&2F BEE] 275 4.49 669 | -1.021 163
AH&AF REE2 275 4.32 687 -573 | -.485
AH&2F BHE3 275 4.33 711 -.631 -.574

A &AHE ok ] 275 4.45 35| -1.284 1.534
PAE-IN N ) 275 4.30 792 771 -.432
2| &AHE O3 275 4.35 769 -.972 559
B34 gl 275 4.00 1.086 -.990 263
=544 g2 275 4.40 764 | -1.265 1.574
44 a3 275 3.92 1.086 -780 | -.155
BAE %1 275 4.19 917 | -1.272 1.639
BAE FE2 275 4.26 898 | -1.240 1.273
AR FT3 275 4,37 851 | -1.410 1.909
A F1A37% 275 3.58 1.106 -454 | -.496
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ATPA 7L dolA Aot

(£ 4-7) W55 4o £HZRE vehd Aol 29 3 A

(& 4-7] A 24

7}
X A
12322 a2
ol 2l ol 3l 2| alg| 2zl a2 d 5|5 2 g5
IR IR IR IR IR IR I A
Al Al Bl Bl A B B B| B| X| J T = 7k g 9
T = ol ;q =3
= —i— o4 7| =
Pearson A7 | 48| 60| .44 | 59| 54| 34| 50| .56 | 36| 40| 52| 47| 42| .53
PAEISE BN 14 2% | 9% | 0* | 5% | 3* | 3* [ 4* | 0* | 6 1* [ 8* | 7* | 7* | 5* | 0*
?l' = * * * * * * * * * * * * * *
A wYge= .00 .00 .00 .00, .00 .00| .00 .00, .00 .00 .00| .00] .00 .00 .00
Al (F=) 0 0 0 0 0 0 0 0] 0 0 0] 0| 0 0
N 275\ 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275
Pearson | 47 Al | 56| .33 42| 40| 40| 49| 49| 32| 34| 47| 44| 29| .29
A 2 2% 4 1% [ 9* | 1* [ 1* [ 1* | 1* | 6* | 6* | 8% | 9* | 8* | 1* | 8* | 6*
E A=l * * * * * * * * * * * * * * *
Bl °——] .00 .00 .00 .00 .00, .00 .00 .00| .00 .00, .00, .00 .00 .00 .00
A °kﬁ) ) 0 0 0 0 0 0 ) 0 0 ) 0| 0 0 0
N 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275
Pearson | :48 | Al 53 .54 50| 48| .38 | 56| 62| 41| 48| .57 | .52 | .47 | .59
AL 9* | 1* 1 0% | 8* | O* | 7% | 1* | 5* | 4% | 3* | 7% | 3* | 5* | 8* | 1*
li'- — * * * * * * * * * * * * * * *
= goeE 00| .00 00, .00, .00 .00] .00[ .00, .00 .00, .00| .00] .00 .00 .00
4l (@) 0 0 0 0 0 0 0 0| 0 0 0 0| 0 0 0
N 275\ 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275
Pearson | :00 | .36 | .53 60| 56| 57| .44 71| 73| 45| 59| .67 | .57 | .52 | .60
A 0* | 9* | 0* U 7% | 5% | 8* [ 5% | 0* | 6* [ 3* | 0* | 7% | 5* | 8* | 9*
7§ i * * * * * * * * * * * * * * *
g g9 | .00 .00 .00 .00 .00 .00, .00, .00 .00f .00[ .00 .00, .00, .00| .00
3 (¥ 0 0 0 0 0 0 0 ) 0 0 0 0| 0 0 0
N 275\ 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275
Pearson | 44| .33 .54 .60 541 .60 .35] .55 .60 | .38 52| .55 | .46 | .54 | .54
PAXB: ES 5% [ 1* | 8% | 7* 14 1* [ 5% | 7* | 9* | 6* | 3* | 6% | 0* | 5* | 9* | 1*
Zi — T * * * * * * * * * * * * * * *
Al 942 | .00] .00 .00 .00 .00/ .00[ .00 .00] .00 .00 .00[ .00[ .00 .00 .00
q @) 0 0 0 0 0 0 0 ) 0 0 0| 0| 0 0 0
N 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275




Pearson 59| .42 .50 .56 | .54 T4 44| 58| 67| 41| 46| .56 | .58 | .57 | .60
PAEID BS 3* | 1* ] 0* | 5* | 1* 1) 8% | 3% [ 7* | 7* | 6* | 0™ | 4* | 8* | 8* | 8*
2 AT | % * * * * * * * * * * * * * *
g goex .00] .00 .00, .00 .00 .00] .00 .00; .00 .00[ .00, .00[ .00, .00 .00
4l (FD) 0] 0 0) 0 0 0 0 0 0 0 0] 0] 0) 0] 0
N 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275
Pearson .5:1 .49 .4*8 .5*7 .69 .7:1 1.59 .6*2 .6*7 .3*9 .4*6 .5;5 .5*3 .5*8 .5*6
R T | e |||
K3
g 49eE .00 .00 .00, .00, .00 .00 .00f .00[ .00[ .00, .00, .00] .00[ .00 .00
A (FR) 0] 0 0 0 0 0) 0 0] 0 0 0) 0] 0] 0] 0
N 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275
Pearson .3:1 .49 .3§ .4:1 .3;5 .4:1 .59 .4*7 .4;3 .2*7 .3*3 .49 .3*9 .3*6 .3*5
R | T | e |||
[
A a9z .00 .00 .00 .00, .00, .00 .00 .00 .00[ .00, .00, .00 .00] .00 .00
A (FB) 0] 0) 0) 0 0 0) 0 0] 0 0 0] 0] 0) 0] 0
N 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275
Pearson S0 .49 56| 71| 55| .58 | .62 | .47 73| 48| 56| .66 | .57 | 55| .62
A% 0* | 6™ | 5* | 0% | 9* | 7* | 1* | 1* 1 4* [ 1* | 8* | 7% | 8* | 2* | 9*
o AT | * * * * * * * * * * * * * *
Al gz .00] .00 .00] .00 .00 .00/ .00] .00 .00, .00 .00; .00/ .00[ .00 .00
A (F®) 0] 0 0) 0 0 0) 0 0 0 0 0] 0] 0) 0] 0
N 275\ 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275
1| Pearson .5*6 .4*9 .6*2 .7*3 .69 .6*7 .6*7 .43 .73 .59 .5*9 .6*7 .6*5 .6*2 .6*9
R P A R LT I Fa E e I Ea
T
;,‘:_; T R .00] .00 .00, .00, .00[ .00, .00[ .00 .00 .00, .00[ .00] .00 .00 .00
BS (F=) 0] 0 0 0 0 0 0 0 0 0 0) 0] 0) 0] 0
=
= N 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275
7k Pearson 36| .32 41| 45| .38 .41 | .39 | .27 | .48 | .50 52| .56 | .68 | .44 | .58
A AaA 2 1* | 8% | 3* | 3* | 3% | 6* | 1* | 4* | 1* | 5* 1l 9% | 5* | 5* | 3* | 5*
EH — e * * * * * * * * * * * * * * *
gz] i .00] .00 .00, .00, .00 .00, .00 .00, .00 .00 .00 .00[ .00, .00 .00
;j (F%) 0] 0 0 0 0 0 0 0 0] 0 0 0] 0) 0] 0
A
% N 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275
Y Pearson .4*0 .3*4 .4§ .5:) .5*2 .4*6 .4*6 .3*3 .5*6 .5*9 .5*2 .6*9 .6:1 .6*3 .6*9
e A T T A F I ER L
[e)
¥ R .00] .00 .00, .00, .00 .00 .00 .00, .00{ .00 .00 .00 .00 .00] .00
=
=1 (F%) 0] 0 0) 0 0 0) 0 0 0] 0 0 0] 0) 0] 0
= N 275\ 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275
. Pearson .5*2 .4*7 .5*7 .6*7 .5*5 .5*6 .5*5 .49 .6*6 .6*7 .5*6 .6*9 .6§ .533 .6*9
s e R E F R E R B F R
o
51 i R .00] .00 .00, .00, .00 .00, .00[ .00, .00 .00 .00 .00 .00, .00[ .00;
o (F%) 0] 0 0 0 0 0 0 0 0] 0 0 0] 0) 0] 0
A
i N 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275
47| 44| 52| 57| 46| .58 | .53 | .39 | 57| .65 | .68 | .64 | .68 67 | .73
Z| Pearson | S| 1N | SE | SW | S¥ | gw | Sk | g% | a¥ | 0% | ox | px | ok o* | 7%
ddwn v F E Y E ) E e
Z]' I .00] .00 .00, .00, .00 .00, .00[ .00, .00{ .00, .00/ .00 .00 .00, .00
A (F%) 0] 0) 0) 0 0) 0) 0 0 0] 0 0 0] 0] 0) 0




N 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275

Pearson | 42| 29| 47| 52] 54| 57| 58] 36 55| 62 44 63| 58] .67 74
kA b BN R B RN R E
A gol%z [ 00 .00 .00 .00 .00 .00 .00 .00 .00 .00 .00 .00 .00 .00 00
2o | o o o o o o "o o o o "o o o o | 0
CUON | 279 2715 275| 275 275 275 275| 275 279 275| 275| 275 275 275 275| 275

Pearson | 33 | 29| 59| 60| 54| 60| 56| 35| 62| .69 | 58] .69 .69 .73 ] .74
Al el | 0F | 6% | 1% | 9% | 1% | 8% | 9% | 3% | 9% | 4* | 5% | 3% | 9% | 7% | 4* | 1

_ﬁT_ * * * * * * * * * * * * * * *

A

%} T .00[ .00 .00| .00 .00 .00 .00| .00 .00 .00 .00 .00 .00 .00/ .00
94(%*&)000000000000000
= N 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275 275
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[E 4-10) A28 743 hEsiAss 2 A%
- MEE A+ | 3E | g9 | 394 %4
B Ez0x | HE 7= | sgox | VIF
&) -.176 235 =750 | .454
t44 001 048 | .001| .012| .991 512 1.953
! 044 040 | .050| 1.088| .278 605 | 1.653
A 048 048 | 049 | 995 | .321 513 | 1.948
Astyd | -.009 061 | -.010| -.154| .878 303 | 3.301
A A1 -.072 056 | -.066 | -1.280 | .202 477 | 2.097
NER! 174 064 | 163 | 2.728 | .007 355 | 2.819
BE ik 010 067 .009| .152| .879 336 | 2.973
244 040 039 | .044| 1.005]| .316 670 | 1.492
sAd | -.033 056 | —.036| —.590| .556 348 | 2.870
42F| am 069 | .128| 1.894| .059 277 | 3.607
EE
Ul & A | 304 039 .353| 7.828| .000 623 | 1.605
G
= L 7T o71| as2| 3432 001 449 | 2226
S5 064 173 2815 .005 336 | 2976
2. W4 2708 7
EYWHSES] VIFZES 1.492 ~ 3.6072& VIF 10.0 n7te] grog itet
Y SY3Hs9] bgEsAiddo] glo] a5 ARAE strlel A st
33 AE4S ¢ 2 A= E0D, 4EEE FF220pD, 714Uy &
A #5200, MEYZ #R2=pL0D, MEYZ B34 0D 59
ol ot g FIAh
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5 (B=.304), HE
=2

65.3%(adj R2 =

Z,:
HA(B=.173), AFH(L=.163), FE=&Z

Ao Wt t1ES

(B

5 (B=.174), FEEL 5] &5

AT BTt =25
(B=.179), AZrd 7}A|7} =okAH,
.653)°]t},

714 sl A

£ (B=.132), 7H&T}
=2 (B=.243), Y E

] $E(8=.353)0] T&5HF
. HEAT F5(

A7}

o5 &Y

Wevt %

Q1 Aztel 7}

182), YIEHA

B SE B t P VIF

&) -.176 .235 -.750 454

oFA A .001 .048 .001 012 991 1.953
HorA .044 .040 .050 1.088 278 1.653
oA .048 .048 .049 .995 321 1.948
254 -.009 .061 -.010 -.154 878 3.301
XA -.072 .056 -.066 | —1.280 202 2.097
A=A 174 064 .163 2.728 .007 2.819
LA .010 .067 .009 152 879 2.973
274 .040 .039 .044 1.005 316 1.492
A -.033 .056 -.036 -.590 .556 2.870
Al &= 132 .069 128 1.894 .059 3.607
%}_Zj:ﬂ_g .304 .039 .353 7.828 .000 1.605
YEYT 12 243 071 .182 3.432 .001 2.226
HESZ B4 179 .064 173 2.815 .005 2.976

adiR?=0.653, F=40.664(p<.000)
Durbin—Watson’sd=2.097

*pC1 ** pl01 *** pd00l
a. E4& W5 A7k A
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A dojx= AeaHE ou|tth(Katz, Shapiro, 1985). Katz & Shapiro9]
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. HEAT A2, JEYA

ANz
TT

3

el &

1.953
1.661

512
.602

.000
.829
.042

3.810
-.216
-2.039

-.012
-.102

_86_

.209
.042
.036

196
-.009
-.073

Tr 2 ™o 7w o ™
2 i R © 5 3
Bt a ,  EoE P e
o] ,n_Alo -
s 0| B3 7o 7o |
X . M e S P i 5 IR
T & S ™ W o do ol Mo it
o T S o AR = <= djo
) RS | o ok ey ®
Ko il T Woop o BT -
). ol o 2 Tk s
Sall o) L . - T
) - |B| 8|2 S 4w BoaE i)
2 I o S X oo s
T | F o) s ® R 7 ol
% o | £ S oW o om o
= N X s SR = SN ()
S = =gl & wmoy |
S — SEES RO Ll <) N |
M| o Nolwgd o - ; =)
o i) g ET ey :
B - o o ) % ) M Mr S
— ! 1 0
ol Mo e N e H__M_,_n =~ o_%ﬂ R ~ | <« |©
o il I B B s m S w T < N
i < T | 5|23 Tl S oF L &L~ I — | T | g
,.m.o _._n_IH O <t w P_uoq o _ O\_ N [ Vo) ZE
= S Hirm Weﬂ ~ % oo XE ol I FH
o iy I R ,L,z_ﬂ_ OT < o KF o ~ =
DU ~ T A~ A K i m
" - A Tr g A A _H_ﬁ Ry -
et L ALt e -
T |e|F|7|t|ggt a2y
< & D._ BB mT T % ~° & 7
T N e I 2
had} o : pl X .
7o — Wﬁmm < m <! g T
Ho  o|J < AONK wm OO OB T R

R




4] ~.002 043 -003  -.056 .955 511 1.955
ety ~ 028 054 -.0371  -.526 .600 303 3.301
A1 112 .050 .126 2.243]  .026 474 2.110
A=A .075 .057 .086 1.299  .195 3450 2.899
FREEe 118 .059 133 1.995 .047 3360 2.973
274 006 033 .00 167 867 668 1.498
<A1 .027 .050 .036 548 584 348 2.873
BEEE 095 062 114 1534 126 273 3656
A e
AT 080 038 -.114 -2.096 037 505 1.982
HEHT 200 064 267 4517 000 430 2.326
T@E A3 s 057 -.030 440 661 326 3.066
2| ZFE 71 .328 .055 402 5.967 .000 331 3.025

rE
-
il
1o
<

[F3t2 1.493 ~ 356522 VIF 10.0 nlgte] groz upef

%
U Egus 7 DERAgel flof thEslARAS slel Asit.

= A8 82 58.9%(@dj R2 = .589)°|tt.

2]
=
SEHs e AZE 7HA(B=.402)7F S50 AR TEe o 2

Y= Ft Aoz ygyen, HEYI HE(£=267), sHE(£=.133),
A= (B=.163), AAACl(B=.126) £22 FFe T+ Ao= Kot 53]
A Axte] gttt gaof#= [# 4-11]19F &
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(3 4-16] AT WS O53AE4 21
B SE B t P VIF
5 .796 209 3.810 .000
ot A -.009 042 | -.012 -216 829 1.953
Hoby -.073 036 -.102| -2.039 042 1.661
oA -.002 043 -.003 -.056 955 1.955
ESka s -.028 054 | -.037 -.526 .600 3.301
A4 112 .050 126 2.243 026 2.110
A= 075 057 .086 1.299 195 2.899
ST 118 .059 133 1.995 047 2.973
B4 .006 035 .008 167 867 1.498
A4 027 .050 .036 548 584 2.873
FEEE E .095 .062 114 1.534 126 3.656
ZARNELAT | _os0|  038| -a14| -2006|  .037| 1982
HEYD F= 290 064 267 4.517 .000 2.326
HEST BA -.025 057 -.030 -.440 661 3.066
2| ZHE 7R .328 .055 402 5.967 .000 3.025
adjR?=0.589, F=29.007(p<.000)
Durbin—Watson’sd=2.069
*pd1 **F pdOl *** pd 001
a. T W A7bE 714
4) 020 AH|~ EAJo] AREAF whEo] wX]= F7F AxsfA]
(3 4-17] A8AF W= 7HEAS 2440
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ABSTRACT

Effect of O20 platform service characteristics on
continuous use intention
—Moderating Effect of Shopping Propensity and
Uncertainty Avoidance Propensity—

Jung, HyunTae

Major in Management Consulting
Dept. of Knowledge Service &
Consulting

Graduate School of Knowledge Service

& Consulting

Hansung University

This research is we wanted to verify the causal relationship between
perceived value and customer satisfaction of O20 platform service
characteristics on the intention of continuous use.

In addition, to find out whether shopping tendency and uncertainty
avoidance tendency among the major psychological factors of individuals
play a controlling role in O20 characteristics, perceived values, and
causal relationship of customer satisfaction, O20 characteristic factors
derived by utilizing papers, professional books, and research data from

outside of Korea were incorporated into the expected matching model of
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Bhattacherjee (2001) to establish a research model that clearly explains

the O20 service, laying the basis for empirical research.

The survey was conducted on the general public who had used the
020 service at least once, including the payment service, reflecting the
proportion of each region and industry in the population, and the final

analysis was conducted after receiving the survey response.

Specifically, first, it has been shown that goods or services purchased
using O20 services have higher quality levels and price—to—price quality
levels than other means at perceived values, have confidence in the goods
or services offered, are actively addressing efforts and problems with
customers, and are controlling their impact in providing useful
information as quickly as necessary to provide useful information as

needed.

Second, products or services purchased using O20 services provide
timely and timely problem—solving assistance by providing useful
information when needed from user satisfaction, providing the desired
services quickly and accurately, quickly identifying and coping with
problems arising from use, and controlling the impact of user satisfaction
by receiving favorable reviews from the public if they are professional

due to the O20 services used by ordinary people are highly recognizable.

Third, groups that pursue shopping trends (trend pursuit propensity,

brand pursuit propensity) are found to control their impact on user
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satisfaction by providing useful information on products or services to
users as soon as necessary to help them solve problems in a timely
manner. Perceived values have been shown to be more economical,
reasonable and controlling their impact on helping save time than

utilizing other means.

Fourth, uncertainty avoidance has shown that the group has met their
expectations for products or services purchased using the O20 service. It
has been shown that providing accurate information without errors
controls the impact of being economical, reasonable and helping to save

time rather than using other means to perceived values.

In closing, This research is Based on some of the characteristics of
020 services, the characteristics of O20 services seem to be limited in
determining the full extent. And among the main psychological factors of
an individual, there will be various factors that play a controlling role in
causal relationships. I hope that there will be continuous and diverse

research on this.
(Keyword]

020, 020 service characteristics, perceived value, user satisfaction, reuse

intention, shopping propensity, uncertainty avoidance propensity
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