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2) AAMIAHY FAH84

NE YL J|Eke s AAYARE AN HoZ ngke W, 27 Auglzet

WE, A AR R QYU TR, Q27)E B W SESW RE E
o2 FARHIARE, 2001).

Auolset REL Gul 2 =g as BelE 7%
92 % 9 ohje} WEmIHe] V)%, Ju nEER, AN /GAN 2 B B
ERAT AEH - ARH PR AR A8 B4H THLREM AE

o

Ul AREQIT, APAPR, 28, WA=, AR 5=

o
1o
=)
_OrL'
rir
P
o
ol
£
[

AYAA Fe AAFAN Yol § APol= A%, AF] FE, ohF A
Al FhELL Sol(Pay) 5] AHgel tiE 591 R AFNES ARS B

aAge FE 5o £ME v Ft,

91“15;}4. 01% A LﬂE Sl H]TOJWA 7‘41'1‘3 iiilr o]
=71e B AREA N oGl mhE o] ARG} A

i)
o il
o3
i
rlr
=3
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E o] 2FS BH B 5 Ark vl e, ARpgAN el Y, A
3 An)z B AR Ael ZRAAE A2 5 5 ook Al
of e Polsh T D A FAAS AN, 214 L FEAsH 2

= U Fojrtse] B EdEva & 5 dvH(ES, 2007).
3) AAGAHNS 7

ESPRIT(1996)+= AAPAHE Ash= FAoll webA 71 7H(Business to
Business) 13, 71993} AH]A}7H Business to Consumer) A2, & 7113} &-&7]3%
7Fe] (Business to Administration) A le}, an]Ake} FF7]3 IH Consumer to
Administration) A 2| 2 &3} 31, Kalakota®} Whinston(1997) ZHAMA NS
719 2 A, 7193 AHARE A, 719WRe] AR Rt AR,
2006).

719 7ke] AAPIA Y= A YEY Y F717HA] BAUES 2 Aol 719
T RS deAs T ANGETE ofFolAe e BIHHFES,
2007). & 719 7F AAPEAHE 71 2 ARUAClA el &3 skl o
AAelle 2, &F, Full, AAAMH 2= T 4 B8 VY 25 2840

o

2 A YetE S gt} B3] 7|95 N TEAA S B A 1E &
i

- 10 -



2] F77} vpkata Aul2e] W97t FH I E, 2001). $o = HAAA

A Ao 43kE flste] S A5 77t ek ZleR neldh
ojgh o] MEE ARYREA S| sl so] AR e e gttt .
Turbans-] TFFE S50l £/ A7 el AdFES Hejshd <x

2—3>¢} 7t}

<H2-3> AAIAH dE AALH

ArrdAH e 3 SEEL
— 247 A28 A
- — 2470 AN A A
_ _ - EDIE & 71 zhe] oAds
(Business to Business) | — 7)¢jz} 5-g7]9131e] HAAZol A (EFT)
- SR SAAY
UEEE E — R LA
. - o E&, WE F 2R P
(Business to Consumer) ~ 2 =T NS o] 83k A g
— A7k AulRel A A% ol
A — Q1B 9] AAHS Aul2 g
~ AEAA3} Au o)
(Consumer to Consumer) | _ A Sol A MelFE Al
— 7HRle] 7K 5 EE A
A9 719 7 — 2N AR 0B E TAE TN AES FEAG AR
, oA 7HA, %, Al Fol Bk 2012 ANSHT A
(Consumer to Business) — ol A Z2AE Ao wEd AT
B AL A WA ) — A HAE(EEE, N 24, T, ApRlxd, A5
_ S)o] WA, (T as, aANE s 5 S A% 71
(Non—business EC) — AR A gAY
— 5 Qe Aol FATEGIE, A, ARude ¥ BE
7190 o AAAY g 2 BE 19
(Intra—business EC) - %‘ﬁ%oﬂ EH?:T} 7]% Xﬂ%‘f&uﬂ, '19:3]'(\)_] E—%, Z4 LH o]%, Xéy—%%v
3339, HgEY & &

(FA4: APATE 7122 A2 AA=)
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4) AAPIAA S 53 FAH

A A Y= 71230 1e 2 U EY A 7|9k A28 A3 o)) w
2hA ARAG] Jelf A7 == Aotk TVEILRE iR = dE 84S
2= vlrjo] MAlE E3F ARAGANA 7S FRE SFete] v 7ol A
U FRE YA o R HALSITHHEN, 2006). 1t} QIE o]t A=
& A2 HE M £ Fsto] oo 713 a7l
FYFOoR YHE FaFO iéﬂ ARE 272 7 A HAHFES, 2007).

il =} T =
2> APt g R B RS 17—‘1011 Al AlE gk Oi’%i ARAEE FRg
o
X

_4

il

{47F E 5 AT
ole} e AAVEA A7 719 anlALel Al v A= YR SAA/AAA] S
o7 e BY v <F2-4>3 g

e

<3E2-4> AR ] Bt

394 & 244 3}

X

—ogE A 5 aUgnl, rale] Aot

— 24N7F 365 AN R A MA dYo] 7t
A | -2 ololyl BRow Al ) 2 Bt

- SFEAA Y HE

- Bl= S4=7} g3

h718] AA7E A

44

~ A& e P ks
L ECE RS E

— 3F Azte) Aee) Fo| T d

ESUE ~WHE, B ool

- e BH Aol gg gael 4
- A 5 g

— AE, 37 2 Qoje] Aok glol FAT F BT

hs

(FA4: APATE 7|22 A2 A=)

<F2-4>olA ek o] MY 719 HE DS St wuj mE v
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o) QA glo] aulAis A4 A QA He AR A sge
A5 ARUAIH 2 %7 (brokerage) A 13l Aehulgo] w1, ol
wje} 7195} 2017 ghel AAD} olol A Aol Al Ao|TH 7S, 2007).
o) 218l 7)Ao F714 7ol Biintegration), & WE ] 715
A Av (s, 2011).

QAT weh A 0 B 2 Ei AR Aol wi7le] Fa%
2S5 Aglshd a2 ZvH(R. Benjamin & R. Wingand, 1995).

D7IA I8 Aol A BE AnfAbs Qe ARl AEA 452
Ao wAY TR Al BlaA AEA Ao g vk ofef 22
HYl g3l o] AL gold2 HE AR njt o] ehds] AAHA=
1 2H| L] ARE STIAA A EAZe] B Fo] ARt AR §ATH
CHAENA, 2006).
2)HHA QIEY Aol M= il Ao R AREAE 94 YEYaR A
ATE EF AHUAM = BE v Aot djabrh A4 Al eks WA

e
=)
=]

o §o

&g 4
o).
3) 3T A G E Y 2T AL TGS Aste] 7o) zzﬂ %5l

o] 7)1 4 AT ZLAL “Interactivity’& A Z “inter’= E-529] 7| A|7+e] Alo]

v] &l (between), “activity’ &= s, ¢, 2H8 839} 55 ou|s}

O—I—l _4

B2, 45484 AGSsh YRS A FEAEIE T, Z TR
S10]) - PSHFIDA R ofwl @ 2183 sH=7kE WA Al nofok FrH(HF,
2000).
DA - A Aok 7.4 QU A g AZHE - 3P Aloke
25to] oot Aula} kel At Aelzk Felul st . e Al A
ARE A 7E L s R ARl Hl S ARieba kel gt

A
5)AH] & A} B4 VES] S o] 85 A 2uiA el A AE n

1
2 %8 AP SN ] ) AdE 2P 0 heHE 0 Ee F

d



Q) 2 SITH(HAS, 2007). webA] Zlabsh WA SviolA] 7 e o] A 7
A ZlolH oeld aole )glel FAA SuA FHa AR Foln FHA
S 7

71 71 (virtual corporation) &2 Uo7t e 2 sl=t] 0.3 938 3t A

=
OFO

S AzE THAE JM?;P 7P747é 3%'%3 g 9lar, Fuirte] A E e
golal an|z w7t o] Fo AW, Sk npAd o] Thsste] AdEe] 714, A
, A T HE S vAR S AN Stk Aol & Apel ol &
ATHFTEE, 2007). 71 A7 i o= B84, ARP, 3304 SHAlE
HEHIE Sd 22l dadA=2 Adds %?L%‘ T QA Eo,
A Al 2aElloll A FedxHE-2 tW (face—to—face) 52 B3 w8k AlFE
Al 9sk 1 F3o] o] o)X L JATHHENS, 2006). WHH HAIA
el A= AFH vE A oJ8f vizel HFo] o] Folx|m o] gk ul|
& B9 AR agke] o] FoZItH(HE, 2006). <E2-5>5 E3
JA e} AAEA ] AfolH& HlaaE = s Alo|th(F 54, 2011).
|4 A5gk 57k 9] ZRPIA N Q= EE el AAPIANE thar
SIS 7HA AL dek(ol=<d, 2000).

A, FejRbe} AujAtE ﬂ%ﬂ B Fx7F dasith =, 71je] Ao, §
Qgarel whjzte] AR A, FARA T Fujrte] 2-8A WL Sl oF Sut
2 A7t olFold }‘4(;431 , 2006). S/WE o] &3rlr] B o] 35S
AAPgA e digh EAlo] SiiE 27k 7] Wit o (&S, 2007).

A, Bt B AAAA A 2~F o] Eebg do] FAolt) dA] Kk B HAAA
Al2=glo] o] whed Folal I HEL A A, HHAEHT ' FA
ol Z wx|gFo} ddo] 7hed AoE HRATHAENHA, 2006).

A, 57} 2F ERIA 28] Zpolo| A WhAEHE FAlo T 5, Q1mEl A=A
S7F 3 B Ve B UIEY ] 35S, g 508 5] EAE
QFaL QITH(AE}, 2006).

A, ALS] - Z514 EAIR o] dojate], AR A HiE, RG] 7] 1
gho] A&z, AP Al gk FAEA T3 e aQ1Eel o8 HAPA

N
-

off g
JESE
> K

> N
v =

Lot = lo 2l 4y o
2 of i)
2 2 b

>ru

O:

1%
mﬁ
[‘0

O
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A%, 2007).

oF

=%

TH
=2 =as =74 )

ghe] o] Ags 3

e % Ajoly)

= =]
= ©°

glol A Al

14
=

=
[e)

@Al AEH

Aejote] vl

}2)1.

]
A

5

Gl

25> A7 e ot

<3

o]
il
oy
" G %
= ER: ~
X ox ~ N
1 ) olo Y
o | R = | T |
<0 w1 . T T
= 3 — M|
4 8 o ﬂ wm X |
~o M MAH f o ° o
== S |&| 2w T |
lal S T Y| w A
) T || R | o T
<0 % X | B o ll i__/lL
o SR < e R
o [T | RO |RO|T | B | 0| R
|~ | ¥ ¥ | Be | M|
B
0
4| z Ay
g = H | o
a RN i R
% |5 ur [ Z |2
| E el Bl
n..mo = oAI Z:l 2 jans
DI T2
B | 2 L
= W o H | e
e - LA RO
D% | S || BT
=9 e |glx| 2 W=
il = lolo s TR X
~ = M| 9 || oF | o
e K| w | T B | w
| RS ek ok | H | | kR
] oo | o
e T ™ of =W K
wE R - T e | o
Mo FF B BE | %o [’ oM | ®m | 4
o [ X% E A EIH | T

HYATE 7122 A7 AP
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=
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A 2d 23 &FE

)
<
e
rf
)
K
b

D 232 £3E9 /id

7197 2nAp 7] AAPIANE daskeE AR e £a¥Es S &
A=t 22kl 2P =S 719 o 7H9] H(Business—to—Consumer) A2 €]
g FHE A AAY &vl HEE TPt g A ow A QIZgE B
3 QIETUEe] a8 Folo Aot FFEAHEE AlgalA, o 3tel &3 o] 82t
7} Qb= AahA] wES sle] F= 7)E EAF R AU KRS Qe A
i e et (EE, 2005).

Fgh o]7]g o] A QUEIY el A 9] 2F (Internet Shopping)oll tdk 42
7)1 &0k A7) (Kitoyasuyuki) €F BFEl o] o= Aefstar et g9l

2

9] 2330 ohFE OIE ALY 23S B BRIk ek WA 3}
3 gov], Qe £e AgET F2 Aol AFESA ga AxEAY
2 QEYon £ FRE BE I AAME AR Aok ek A A
BE wgAS % Bofa 4ol s

QMBI £FEL Y PANE A AFS P L AN AAEFES
53} ol ol HHM ofe] 7 AF B 7}74, Tz, EY5C) AR}

!

(Hoffman & Novak, 1996). Daiel S. Janal(2001)-> “Z2H]=}7F
Qe Favb EAsHe WE ARIAle] Aaoletn stk
=] A} F o) AF(1997) = ‘TFE Al A ERE S HiE A3 1A

SHE A, Whbs 2 wEE Y 2GS AR 499 AuE we 3

Areleta IR gk ol sgEe the At 4Eee ¥ 5
R B dAbaBel e 43 m ofnjo] /)% SHEH(Y 3, 2001),
HEG 1705-(1998) % AHIA7E A ol QAN ARIAE A28

& Balo] A el e RE F7b4et SRS stol AANE Sate] Tl
2

£ S Tele ol 2 AE SRSES s ARAAEOR 9

- 16 -



HYl &g == golskar (x5, 1998).
2O 27} Al AR )0

A AAAR ARUACA AzRE Bate] A o) the BE Arbxek o4}

ABS B AGANE Bkl T = ANE AL, 1@ Fh % A
& 9RSES e AuAawror gejshn g, Selvet A el
A goska gl eyl £FEe TPEeld e AHFE 53t A7) B4 4
v 2S5 EE ATY 5 AES e 15 M

82 QHY E(internet mall), 7MY E(virtual mall:
Sarker, Baru, Bulter & Steinfied, 1996), Z1&} & (electronic mall), 7ML
(virtual storefront), AX} &3 E(electronic shopping mall) (LE.&, 2005), =}
Q1 A3 (online storefront: Hoffman, Novak & Chatterjee, 1995), Alo|H 523d &
(Cyber shopping mall: Asinscough, Thomas L. & Michael G. Luckett, 1996),
QI Yl £33 = (Internet shopping mall: ©]71% & AE=%, 2000), & T3S 53
o= Ego] A gloy, B doAs dutd o= de] 2ol ‘2l &

2 FUste] AL§57]R FTHLRLE, 2005).

AV

v 28 B4 F FHE 7195 204 SHOE hro] ¥ & Qi
O, vl SRR Sohol £9E 54 Ay 3, A Al glo] A
). o

i)
=2
N

L

A

o
(d
fru
of

T
rot

Y
o

i)
=

o
(o,

ol
rir
(i
oY,
o

-

inSs

i)

4>

30,

=

o

)

r



2004).
2ol a4
Apo] et

o

T

7)%A o

1
s

A
Fito] HellA] o3t 2
A, /‘]Z_Hﬂr Eissy z-?e_é}-é
Wigard(1995)+= Aol A 2Bl ol A=
Oﬂ OHE]O] glo] A5 H&5E

ATHZSA, 2009).

gaﬂ ALolH] Aol A=

on, BE Fuxl= g
SHA AgZANE

522l

ol o
w
go A

ZAsATHURE, 2005).

G, eehel 2B PEAEA)

=

=7

o

2oh= e AP
S ARE AfRo] HeY 5
s 4= 9tH(Benjamin & Wigard, 1995).
AR, 2Rl &BEe 7|93 aA Al AHE v]§-9
Benjamin, Wigard(1995) & Schmid(1999)+= 1E] ¥l Al -2

off oJal] a1re] AR Altke] 7hsahod w2 7ke] Aol =

o

o] O
[’9%9=
=7
=2

1=

a7
=
)

&2 o2 HAARFAY (electronic commerce), ‘3}71]‘%] ol
, AEY A= 7N A Zfolel o3l 2H2he @
T 9%1‘1 (URE, 2005), Ll\:—i%ﬂ Abel] AZdE #

ALY,

T
=N

g Zoleki 5

i)

A-&3}. Benjamin &
B Fuake) szt <] 2] A A 7 A eF
TuRpe} ko] A A AA o] Ths s R thaL

= EERE

LIl vHAH =

dlogjHlo] & o] §-o]sttt. Bloch,

Pigneur & Segevic AAFA A4S Ao 284S A Ls] 7]go] 850l 5 El
Aow ALs = oA Fiar o Benjamin & Wigard(1995)+= ZH]x}e}
Aol whAE A|zEzke] QIEjTo] st AR A AAE S S A 0w
SH el e AgsHE Agsttia SR |, 2004).
ool e eulel aREL Tl <H2-6>3 L 54 A,
<E2-6>E0l Y EY 7|E AAYY 5F
g 2ol 2y B 71 A
FEAHY 7| A=A}, AR —4RR) 71— T v A28 R}
A A <A AA ot Fulul - ARAS o] 34
A7 - 24X7F 3659 94 - AlokE AT
S AH - Market Space(WE=1) - Market Space(A%, A4)
Wy - AR o3 2 - AA, W] o)a g
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o]
N G
o | me =
B |y =0
—_
L B T
oF % |TE = )|o8
< o | -
T OEURe |do o
T |- T &
0 | plo x4
— ~ —
oK W= S st
~ oE[oT molB N||E &
~ —= \EI 1__/|L X
S N
X iy .o
v m|E PR ORIR L
= Tt =AM w_ﬁ_l.
W |ojo
Ciba Rid
,JW:.L Ny ™~
o o] . olo W
U RR | W2
B0 o BB
;O.ﬁ = _EH
& owze T =
= of| L S| nj|mf g
w g PV oy w
W Pl TS g E o
of sl WE NT
9wl P T
wOSEme RO|R R %
o Flgo wr|H H|s) e
-
aro | W] ke |
1 —_
TR A |
& o

AYATE 7|22 A= AgeE)

=]

=
=

(

Ny

2|3, 2004).

GNU(Georgia Institute of Graphics, Visualization and Usability Center,

S5 BHeL AR, AR

N7F 7M1=

Z

= 9

!

%

T

o,

1(1997)2] 7%

]
A
&

AAISFAL S

AR,

gl

2, &HIAR Ml A S5

3

]

, A

f==ye]
==

) o) A

3 7

R, S FE A2l 9d

oA AA

StE (U RE, 2005).

& &3 &

Z

Ay
a-

)

Aol A Al

hy3
[e]

il

Mz

KeN
-

@) Al AEA(1997)

=
=

ARES] T}

Faz k(o] xd, 2009).

S

ro
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2elel £9E F 71E ATES BHANY, F2 20E ol A 2ol
&FE ol g4 VLS ol AL THAEE Fhel] 9F 8AES BF
o £E1el £BE oA WSS BASHE AT, E A PAIES 31
S Q= 71909 WY T BRE AR A% 7194 LrEe BR
A5, AR @ oA el SwAe] S} TH} A )%
#Ql £4, TiAjQlel it £4 52 BRske] AukHel olEYl Algle] H=
Aere AL YrHhE, 2005).

John Eighmey(1997)+= 44 § AtolEe] gk Anfatete] 8420 AwUA
ol Tx1& sl vHAY A, LA 7HA], ARIEA], ARE-2] HE A, A4,
B0 6714 = o]8ake] AR|Ake] BEg-5 A ST FE, 2002).
James Ho(1997)¢] 7" &2 FAAQ1 4 Abe]Eof thgh ggﬂﬂ SH7ES
AAsE7] $18) e el A Hrkek 424 HrbE e, S5 7S vl
Yz Aol A= Al R AH 2] X1, A1} glo]E 9 Xﬂ*, Hl =12 A
Z2M2 FoR FEstal THARES AAdeAe A4, 14 AN, 584,
A7 o m FRske] o]E 7Tt URE, 2005). Jonathan & Griffith(1998)
© 9 ol &7 Arlwe] X, B, Mu|s, aAX A} 2L viAY SES A
shal JE7HE Alsle], 8 7]Eaclo 2 FEH|T|o] o] AL, Al E9] B
, SgE, Al 2o, AEA Ll tiEh 157]9] &S dAske] ol A
o2 AFATHFEZ, 2002). F=HAA(1999) 2] AT = 9] & =
2kl =] AEalls BASIATHE AT, o5&, 2000).
Javenpaa & Todd(1997)¢] A+ ZAujol] w2 2z}el &l thal An|A}e]

(o,

N
oX,
oY, o, rlr

X

o

O

=
Lo
#

_

o= AE) X7t 4 A, nAH A Q9lo] S F= Ao LpEhyt
THUFRE, 2005). 71EF QlE]Yl S04 2] 50| BeF ATELS Y57t

_4

(Steuer, 1992)%} 43 284 (Rogers, 1986), 12|l 924247+ (Steuer, 1992)5
4 WSS Aeetar Qs AHRFR Stola 71 gl &kl shar 7Hdgk

el 8 8l MEA @5 AP 7S o e 7HEE 2718k 9
1:} Hoffman & Nvak& ¢ Alo|EE Ealji] WE3tar QYo Ao Fufje =
SHE S8l 7 Z2AAE EolsHA ok stk ATE Al sATHEMSE,
v, 748, 1998).



A3 AT B ol w2
I DEEEL BRI

a2 AT Sl AL a9 Lelel 2ol A AEL A Fulsiel
Ml e 2892 ejul Bk (EE, 2016). AP B2 oA B 4
97} @ow, 20104 ol ¥ a9 4 Pehs gol7h wHH o ALgEe] Selatdl
ol BATT. 2HIAFEe] A TS ofulshs ‘dle] 4FF olgt wrol i
B,

sS4 R Foel = 37k o] glom, 3 WAl s 94 Ao g 0w
W) 207 B2 GEAAE ANA i, AR sle] Ll 2ol A AE
2 ofeha, Sl wlS e Feleld, a5t glol vgol A4 ARl

(A ES, 2016).

M

7], TVe < Tlist, 7ol Es wiE+] th3
o] Fat=m, wlEtRAA ] =5 A Wl wel F71H Q] wjEn]gol T
iy

Al A= i A e dje] 2Rl &gEe] o, AA, v
ol el AAdws =7l anAkE el ATt A wlE kA Bs dAb
= it Mg Aol st A3 AqnsolH, R 7R Bl

HRALSOH( BN S, 2016).

2) AT 2337

sl A7k whesl Al B 3 A ol i el A wes A i
FEAL QA B AFES DA AP HHoz TG 5 gov], v
F5e] A} e FA woleha 2 ATh(HIIF 2, 2013)

=
SAE 1 g TEAE] F7HE AHA) B N4 vl ge] )
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2
of &l

2l
1 1wl
o of

-
S

) ok}

(e}
AT
EE
1
U
J]
[e)

[e)

=

EERRE

171 o
1% 30%= A9
3
T AT (AHEH, 2016).

EEREEES

7P A=

Moz 790l ks
o
HESECER

=]
RN

1

= Zihuof

= AU

o)
P

A=

B

S

BERR
o] AEWA FL Aol e

=

o] ARG ol A sl = ar

3

I3

it

2

vl 7EA ol vz}

Tk 714

Ha
aHlA7h §ESATH e, 2016).

o)
S

T

=

W2 WS H A% Al o)tk A4 4y 9

7F wob, =fiell A = A

s

[e)

5
=
o

s o

=y
AR

| AF Zxm] A}
=

AXTHAENE, 2016).
o] ol

Aol AFL A
o] 74Ao] ul4t 3
19125 o)
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209 81 olah e Wor, WAel 2uAEE AFIA )
A 159 ¢ ol8l 7HAE o AN A 209k S WA 9
A2 35 7] wiFol ZHHgo R FTAS 835 & 4= e Ao
(HE1d, 2016).

o
il

ol

T o

9 =2
>

RS i)

2

A WA= AR7E AR WEaae]) e Aot AR e 27IkMES 96
TP AAPIANE S8 AZ2 o572 NS sl Aol
A EREA e 2N HAFYEFel THEAAS s, 7SS FYEFE
¥ RS hastete] AnjabEe] AEE 5 e A AAE e ek
A N 3stal JrHBARA s, 2014). 53] BAHS o2 2438}
£ Qlal )5S SRS VIS o, A, 297], Y], A E, s
670ell A 25F, ool AlQlgh BE AnAel] vl H5Fws 88k AAd
A AAE At Ay TR TP EES 5 7L 59 ol
2 WS ot Aol 7Y Al @R HAE Beks  AES S oY

= g stlvH(HEE, 2016).

oA A= 3|9 AFFA7) AlFsls 28k 238 o] Ao}, dejn}

Hh(Alibaba), ©FFE(Amazon), ©1H|o](e—Bay) 5¢] #l1¢] AFGA7} Ale-sh= 22t

¢ FESS S A wjEA R 20 2 B S B AAAAHS
T55t] MR HAGe] FRNIO R AEFS T 7 de Al&Hs 753t

St Aa v=2 58 AdA RS o Juskar EdASH st 2 S S0
H, T2 Hd FHALES 25t HA 5 9] 7IFES] T E 7)E
£ wola, AX EFEE 58] 98 ="k 9l
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tha 713te] o) A% oS o] g3k wiERe] o 40%s Hef

ATHEE ABAY) BEAE, 2015).

ot oy |k
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oft

x:

<& 2-8> AT =7 e

9 T A5 =9l 9 =9 =9
w5 Al (%) AF (v A) VRO (%) (9 4)
1 vl 85 6,000 1 vl 72 14,792
2 =9 5 330 2 =7 11 2,185
3 =7 4 272 3 =Y 5 961
4 FANE 2 135 4 = 4 713
5 g 1 74 5 g 3 584
AnEA B, Beabs, 2015, 02
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T 20104 20114 20124 20134 2014
A 57 138 111 3,380 31,060
=4 59 98 62 4,355 39,118

A5ZEA B, BEAE, 2015, 01
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= SRR gl
9 13], A%+t 113]E o] &-ghrhar Sashalnh s &2 57 m) o] 842 23
5 (44%), 7ot eY(28.1%), WIS (27.9%) =olom, olF<f 218H(63.4%)0l
ek o7k 7 Bokan, AR RAE(27.7%), FERE(26.7%) o= ZAFE Q)
CHAEE, 2016). sl AAEE-S 2187k AA|(69.1%)7F 71 wkom, A=
7F=(16.2%) 9F A=AA(10.5%)7F HlFo A8kl dth AlF7H4, wijEH], 74
= 3l ol A FulskE AR k28 5% 4% U AYsitla )= Ao
2 YERG TS AR[A REAkE, 2014).

sl ot AENEL 508 ©|sH25%), 508 =¥ 1008 ©]3}
(37%), 1008 =3} 1508 o]aH27%) 2 T2 ANEZS Fufjsl= Ao 2 L}
SCHCAENE, 2016). a7 FH]-8o] 200801541 -l el F-oAE &
HE= GAe] Pl oz BAET(IAY HEAR, 2015).

<3 2-10> 20143 ALAA T FANE LI

(9 A A %)

50 B |50 B %3 (100 B %3} | 150 B %3} 200 B &3} 1,000 & |
T ] G
ola 100 & ©]3} 150 & ©]&} | 200 & o8} 1,000 & o]&h I}

A 3,885 5,764 4,155 1,274 400 52 15,530

H|F 25 37 27 8 3 0.3 100

A5ZEA  #AH, BEAE, 2015, 01

At 3 Az L] AH ) #AA A6|R; IlE] A4 20124 1,1817, 20134
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3 ®azh S7kghel e Anjabae) sjeA Tl AlS 4R Aow ddEnh

4) Fa=9] AR EF

7h) v

ul=re) s el # Al Al 2013\ oF 3,410 g o] A} ARt 4069
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A48 282 2P F Au|2FF Uig o]234d 1F
1) Au|=F49 7id

Levitt(1972) %= AH] 2 Fdolgh= 7ide AAsh Aux 54
H7F A E Fol A A= Aol ol Addvar A =, A= A
7F AR Fool gheA, Algehe AHlarE ARk ZIHE S 5 Qe

Aol oJsto] AAHrt= Bloltt  (Lewis & Booms, 1983) .
Parasuraman(1988)& Au|~ ZAL E4 xJu]~o] $2=4 3} waste] 21
3= 7)91e] ARHAQ) st 3-8 Elmelar 4 9)3 v Parasuraman, 1988). A1H]
2 FHE 54 Wl w3k At Folld 7 5838 A= Parasuraman ¥}
719] F5(1985,1988)7}F 7k SERVQUAL<3E 2—12>9] Afu]2 F4Abe] AT
ol 15 ATE FdA 34 (Tangibility), A2 (Reliability), 843
(Responsibility), &21(Assurance), 373 (Empathy) & B 714 202 +
AE Aqu| A 2 5 =45 ek tH(Parasuraman ¥ 12 55, 1985,

1988).

Parasuraman ¥} 12] %8(1988)+ AH]~

%
20] FRw) Aol7t 9 & ok /BA FHRRE D)

SERVQUAL & E& Aujxgfe] Bfdor Agd 4 dvpar 5463l

(Parasuraman ¥ 719] 5%, 1988).

<X} 2-12> SERVQUAL AMu]2 F4 24

Ak 9
+ 8 A (Tangibles) Y4 A4, A, TH99 e
4 2 A (Reliability) oFEE MulaE W& g ola Age AR 4 A
$9A (Responsibility) I Fal DA A& MU AE AlFslE = A
24 (Assurance) 2= FAS FIATIE FELEY A, 99, ¢
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& 4 4 (Empathy) e ek v ek APE el A

Z2]: Parasuraman A, Zeithame, V. A. and Berry, L. L.(1988), “Communication and Control

Processes in the Delivery of Service Quality”, Journal of Marketing, Vol.52, pp.35—48.

adry

Oft

Zeithaml, Parasuraman & Malhotra(2000)& e—A{H| 2 F2& ©] 3]1 L
&et7] 91k NE A BEg AjEste] e—AR] A FES 9 Al EVF &5, Tl
TPl vl S g o R Fsks AR Aok ith. e—~SERVQUAL =t
o A= SERVQUAL AR|= 54 2kl o] 722 1Bl &= 2740l
A Zgd = e AES AAISEI T Zeithaml, Parasuraman & Malhotra,

2000).

R

<X 2-13> e—SERVQUAL & ©]F+= 10 7}4 A4

pasl A

AtolES) Aetgt 7]&4 753 Muls FE(AIL B, WAzt

/‘\_]g/\-l 1abili
1A (reliability) 91%), AT} AEAR| AsHA

)
il
il
o
ol
=
il
ofr
_|_4
'E

-S4 (responsiveness)|  Al&8 ¥kbgo 2 A, AR 55

q

QA 2&sHA ALe|Eo A 7hsskal, SAMY &4 HE
A4 (accessibility) o

|
4

%14 (flexibility) o B ol A, i, whE el oig e 23

A goly

Al
(ease of navigation) .
T g e 7wl ke o

Aol = Apgo] BalaL 4gs) Fsulo] glor, A7) Hzol

Andeg avsheAs 23

=1

& (efficiency)

PES R o] 7= Abo|Eo| uigk AlF e 23, WEsta xlAdg
co e AH AN, Ao Bl A sofehe AlFE i A2 B3 e
(assurance/trust)
oJu]
Hel/Z o] HA| Q9] HQJ o RKE ALo|EV} Qe QIR IT BEH Ao
(security/privacy) g N A=
7}AA 2

&% W Fol A4 HwE & 5 Jrhe o)

(price knowledge)

- 33 -



3725

o drht ol mela et JA e AEk, A 715, &%
(customization/ .

n
=
T el Aol EVE stE = deAE

personalization)

<] Zeithaml, Parasuraman & Malhotra.(2000), “A Conceptual Framework for Understanding
E—Service Quality: Implication for Future Research and Managerial Practice”, REPORT,
No.0—115, Marketing Science Institute, Cambridge, M, pp.16.
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2) 222 &£3EY Au|=FZH Y g
Ak 201 FF Au|aEL ] tigk At ghake] s A Th( o] 94, 2007). 1

e ARPSA Y S e Hol Aok A4 At AUl miAE 7} HAEA A
H| 2~ FA Aol A e FARPdAR 9] Ans F2 7HLL 7P mEE o) 2~
(virtual marketplace)ol A &2k AH|2 A-g2o] Ay} 9-4=Aof thgk 17 9] o]
T4 & 97IH(2000) 2] 2E AH[2 FE 9R10 7 “AETEA, A
A5, 91874, A, A, A
Ao] At HP = 2pake] QIA|A (34, 7 2
A (Tl E) 2Hel SAARI FFE A= AS gl oPS’iE‘r(O@% & ‘11'71
2, 2000).
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AABEATH (]9, 2007). HEZFF 22491 &gm MH| A Fdo] 22kl e
o] &3 AnAbEo] A Zskal = A 213 F-9 Bl A= As #<ls)

STH(e] -4, 2007).
A

NETH2002) 7129 Aul~ FH SA QRIoE AR Qe
SERVQUAL &5 29lof] McQuitty & Robin(2000)52] AA+= Faf 9337 &
2}l &g ool lojM aAEo] FasHA Aztels 291l "Bk, HelAd,
LA S 2kl s T SHBRICE AfEo] FRSIOH 2uhel &
FE ARl F4 Zdo] o] SR AR FEFE vA= As glst
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AtH(o]$-A, 2007).
o]371-(2002)F SERVQUALT} 71E9] L8kl Aju| 2 37
LRSS B3 AT ATE Fale] 289 5] A4

9, AL A, SARAE, FRE ANSHEL, 2okl AUl $ ST

5 S

e—SERVQUAL’é‘ 7H1?_:}:6‘]‘0 ]:]»( ] /\‘] 2007) e SERVQUAL% E% H ‘%‘j/]'
Ql P =0 Al FAS Sk, AH| FEo] Rk S Al )
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900 £2181 28 5] AR A ol 324 B v A Al

2013). wEbA] 22FQ1 Au]zof thek gk 7y

7, 2013). APFATES B2 2842 Au]2 F4o
21l Mu| A= FoZ AR UEYIE B3 Aujx AlFoz Aosk9 i (Rust
& Lemon, 2001),0]% IT 7]<¢] wrdo] whe}, @ Taelo] o] Au]x Ad ¢t
o] EF AL wiA] F, Bl BH o= o|gH | TSR AT 7Hs
ARjz=9] FHE AT F %E}(ﬂﬂ 2015).
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3) 229l £ Qu|aFD ARAT

AE Y] R A AATE Ed] o] FAXAl HI oM, o7]A o] Folx

= 2Rl Mu| 2 Fdel tie S 7S e 2Eel Mu|A FEE S5k
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=
Z:

rulo JZL' X
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], 1999) (Wolfinbarger & Gilly 2003) &2 FA w23 5= Arh(A3d, AE84,
2002).
<FE2-9>oA = 2ol AH|x 4 543 BE 2o A= Askalt
(¥, 2003).
ol gk o] ekl MRl FHE 57435
A @AE EE ATl 53, 2013).
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Rice(1997) e e
Jash A, 18] g goly
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Aste] A star 2 Ao, 5 ARl AeS & Zlolgke 7IuRE Ho sl
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oltH(Fdd, 2016).

N

2) BRAEAZ S 74489



Doney & Cannon(1997)0ﬂ ot Al e A MEE, ol tito A =
= BiEY 5 7128 ErH(o] A4, 2013). 183 AAE §ATFOZA A

SHFITH A, 2016).
Williams & Hazer(1986)¢] wp2w w2 w17 o] A5 2g-of o]s)jA] wr] 7k
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2) AAVZ| AF AYAT

Hunt(1977)= 2AWES 1}
ZIHE R A Hoe E3te Jrkekar AYenhelxA,  2007).
Goodman(1985)2] Aelo] waw mATFolgt 1] @ (needs)9t 7]th
(expectation) ol F-&ako] 1 AR A] A3 Au| 29 ZFtul7} o] FofA]aL AL
Aol Mg zto] A&E = Aeietal stlth(el$4, 2007).

A EFZS] )3l Cronin & Taylor(1994)= EA 4= o|Ato =2 u1M 9] 7|tj

o
=2
o
BN
i
-

= Qe 2P Gol Hag

o
= ZFFA]7]= A, Parasuraman, Zeithaml & Berry(1994)% 1178¢] S} 7))
o F-gate] 1 AMEA AFFEH Au| 20 ZFuf 7} o] Foj AL i e] Al RTo]
ALE = A, Oliver(1993) & A7 H7lapd o2 A8 9] 79} AR S0

(r

71 ARz g agte] EAd Aol gk A Friabg o w o) Wie]ar, At



F2 2 ARl wEhA AR B A JHew BE Ay E uUE S v
(Oliver, 1993).

Yi(1990)= a7 ul=o] )3l Aol A Av|Ad o2 RHE] WAyst sz o] A
o7 Antmes selahs Assh 4211 Pokea setahis Asz gtk
FrH(e]94d, 2007). A= B A IS AHAFe] A7 I

(Oliver,1980).

T1elt} Cardozo(1965) 8] Arol#j &2, AR FE 90| o] 23
Aol e g5l AT ERAL, ] A= 0011ver(1980)7} A=
71 —ELA] il S wskth(o] 717, 2007). Oliver(1980)2] 7]t—&d =] ]
£ AHRPL AES Fsty] doll 1 AlFe] Aol ouE Aolete Ve
7HA AL =], AlEe Trelskal & 5 7t A A AlsE Ad el vlalsted,
7]q1-?—frj A AE S /\}019] —1—:_'5%]?] Ao whet 53 ERkso] Y
217, 2007 Q1] 7= AlEe] A7t 71t gk ket
#om o ](conflrmed)o}l 7]EH°ﬂ ] R A] BahH FAg# o 2 52X (negatively
discomfited )3}=, 7]th3t nlHrTt o FAAoR  EAX|(positively
discomforted) gHt= Aolth(A 3=, 2008).

olFA & uff An|Ap= ZIHH7F dABIAY S om ZUA
643}74] == Zoleh(o]$-4, 2007). Day(1997)% LAREE2] 7))

& AA 7R RSl l UATSS 17 GRO|BO R
TJr Agd oz siAstE = W oIk Day,1997).
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&< FosI7)] A8 FEH HEe @ aom-é 714 sfell ol Eolet

Jarvenpaa & Todd(1977)+= 1A Eo] 289l &&= Whish & 7= 714
S AFAZEEF A, A B 2= 212 9 5o 47FA] HFE Lro] &)
A vk ?i?é},i Eﬂ Parasuraman, Zeithaml& Berry(1985)«] 57]-?<] AlH ]i

Al Al A efatar &4(01%@, 2007).

o] F7F(2002)+= SERVQUALY} 7152 £-}el Mujx 37
2HAFES B3 S AFE Bk 2210l g Eo A
#f, TARL, kA, AR E, AR"E AAISkAL, 22kl AH| 2 FH5Y &
e—SERVQUALS 7|13l 01 e—SERVQUALS &-8-3) 2211 45 &52] A
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1) 29 £FolMe] DANE HPAT

Oliver(1980)°l Jstdl, a5 AlE-S lshr] ol Al&e] A5l tsiA
7ol APAZIHE @A AL, Flol2 AFY] 7l § AF el o) A9
AA A3 gpelgith= Aokl sh=dl, 7l § H7FE AR 71viel Hl ks
%31, 1 AFparo] AA At 7| Axo o A(+)] EY A (positive
disinformation) 7} A&k, Wit 2 AA] A7t 71gigie AR Eabd Ho
(—)¢] E-UX](negative disinformation)”} WAl F4stTh(o]9-A, 2007).

AL el 7 ol v 2 Bekshs AH| A Al skl 2 Q)
S A gkl ) Aqujzel Adr]E Q] BlE-3t ol g
go] A7 wiioll vi-¢- FostR R, WA B 7 o o] ¥
a, A71HQ0 ESe a7 o|g R o]tH(Gagliano & Hathcote,1994).

Johnson & Ahn(1998)% A3 Zo| o] whE—ZA = #Aof A3k 7
_]
[e]

o
i3
2
>,
N
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'}
rot
o
o,
o
9,
ol JlPN
of\
Dv
=
rJ
X
=
OE _(a‘ ["
g
o2
o
o
=)
rir
X
il
&
22
(o]
0,

<, AE gl 7IdgE 8, Al &4, 1 s
A, A8, 71% BAS L3 Ao 1A Mg 870] E-FAE 1
o]

o] F 1A 2.9ld 93ks n| ki F48tH(Johnson & Ahn, 1998).
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A8 Aol &2z &3 o]EFH 1T

1) Aol&x=9 71

‘

Aol g w = IAFHLEE s SITAR, FA] FEAA FES vt
O & MEtE AFo|U AH|AE AEHH o= ?UH&E%-E ojwetal & F
(1 E13,2016). wheba] AjHn)] oo 7 B
o] 7| A7) wjiTell B e AT} rkar & ? Atk 71 G AN E A%
A mE AHE FET F e vs T 2

Biong(1996)9] AF+A el ogtd ‘AlFtul] o] &'= |27t rl el = 7pA
TAe AFoI A ~F wHEEe] 0] 88 ThFsAdolekar shglom, A f+]9}
AT o wlg- DH3 BAS A ok 36 tH(Biong, 1996).

Anderson ©](1994)%= &7 @Al #Ale dial] Bty AL, e
Bt = = AParE Azt
ok 37 AlFehA| gk, Al 2 ek 3
TRl e 2|2 EVEES 27]5 )9S A ZEtel E Al E a8
S T}H(Anderson <], 1994).

OEH(1999)%= Al EETE o ik vhAY wlge] FA7E gl
T AHIAES T oA AES FlE Zloln, wEkA SA A el avhs AR

f
}‘i
5
[‘0
1C_>1‘_,
lo
>.
=
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o
)
Ij
~|
2 N Lot

& IS FEekaL, M @ vt H2 7HAS FAM R AESH o AlFE
o ;Luﬂé} Fekar spdvk(oliTt, 1999)

shelom, Agee] FAA, AT oW st FF ALK 0@

ol A4 é_}o} T flvkar & = sle=dl, ATl whshed, McDougall &
Levesque(ZOOO)L 2R o3k AR| 2ol el ThA] o]-8-skal 4l ek th
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2 Al A o] 719E olgsteE PAHE AEstn sk tH(McDougall &

Levesque, 2000). A1, vFE(2004)-& Ao o)== o] njgfol| = x|<4:4]
o2 A Mulx ¥ Zkfé— HEESlo] 0] 83k 7ls A olgkar A olskglom (g9l
2, 8 2004), 08, 93 (2002) o] BA] AE 3 vl st

71l 7] z3}e] ?aZHﬂ HH] ATAE therHol e thA] o] &8kaa} sl o
2k o] SlvH(AE, 244d, 2002).

Engel 5(1995)2 ‘#Als1A ] B34S 7|02 gk oAbEA 3 o4 27]
Tt AFiAl G EAS A A A= EAIE s AsH] 91 oAbE A o]

A
o
AASA ARA £A A2 BAZ A v vedt 244 Fo] A8

Hokar ekar Jok(Engel €], 1995). Bearden®} Teel(1983)2] A7l = Abs
2pe] A2 ERkso] ke @S v ARH o= ATl o Ee JIFE
T Ao 2 YEPGtH( Bearden, Teel, 1983) %3k Crioin & Taylor(1992)+= A
H| 229] FZ o] whEo] 3k WAL o]ef gk v Ao e &S vk
3L 3T Crioin & Taylor, 1992). Assael(1992)2 AjufA] aato] #5529 7
T, FES o»’—oﬂ o3k 7t A'd—-B7t-8F 9 ol 935 o] FoA|H Ao
AL 7, Il o3 7t Al -5 -7k SO R o] Folxlttal Bl

Ul (Assael, 1992), AH|RR] ARG I A S A EH, An|xp= e

Foluh Au| el thal] Frufde] T A zbeE AlEe] AARE Hlalske] =
E= BVESS AP Hal AJNAES AA AFolv An] el digh A+l

-

Newman & Werbel(1973)2] ol A= E05S A3 AnjRE0] wHE3
ARAE R AT ThsA o] Avhs As A AsHEA AH|Ap v Aake A
Al &S AASFATH( Newman & Werbel, 1973). Oliver(1980)% 7|the} &
AR 2| v B 9 ol o] wAlo] gk ARE s, 1 3
717V F&shs Al7]oll M2 &5 HFoks T Al Es tides o
31E skaL(Oliver, 1980). =242 AAIFE A3}, aAwt=o] ruf - el =0
= A, o3t Bl AlEEA Afolg kel YIS vt AME S
233l Gilly & Gelb(1982)= i gol 9= 2AF Tl =0 d5S st

ZH]z}e] Frul) o]F AL FHEIE Ao

FF il 031:1

_|_4
S,
ol
2
b
L3
2
L
e ”
)
o
off
=2

- 56 -



Hlape] wro] Frkshe] Auba o A o

Ho] FATHGilly & Gelb, 1982)

q

T A%E

A

Halsted & Page(1992)+ AH|AE A& =5 &

- O
T

7} oA}

s
a

=

SEERE SRR

917} 2017e) Ao] &

&

Sk
}
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H)A 7}

o] oAe}

HolFQ tH(Halsted & Page, 1992). B3 3 7]99] th-5-2.2 A&l thal

=
&4

1
s

= 7=

& Aol gl =g nel

P IR

s e

=

4= 9lSltH(Halsted & Page, 1992). thH-5-o] A} ol A
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el
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o
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0
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2) Aolgoxe] MPATF

24 Aol g2
FHEZA 7R Sk
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Vg A
CERCERA
1999).

=
=

g, A,

[e)
RN

7

=2 3l
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=
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Al Ao] g LR o]oj A= AL oln

=

}AtH Zeitham & Bitner, 1996).
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Armstrong, 1999), 72 ZA L= QPR 8 A FE B3 A EH |tk &

PN
T 3l

vl he] gHEolL} BREe AgH o

Al ==, Au] 2ol wHEgk 517 o] o] 3t 7199 Yol e o
H A glo] A&AQ0 k=g 7dE 4 lon g At o]9)S gngh Ao
A 7E H e, 58] A ES] Ajo]& e ZHzte] uAES 13] Wi )
o] obd 317 s} 3 = Al ThsAd ol 7] Wil 719 e] ArlFl A
Hoz & uf Ao]do= AV|AQ] 85 FE T 5 donE B o
& Zgol 2 F AdvCFE =, 2005)

=27 5(2008)2 dAtolmr|H S diAtE o w Sixbso] Q14gk oA
H| 2 A3} Ajo] &0 kmoho] AFaaA7} 9l oH, Ajo]-golkeol mAu|z A 4
A Foll A A=A o] Ajol-g-ofteol fofebA FaFe WAL TR gk Ajo]&
o|of f-oJet JFgS WA= AR Bt 9], 2008).

Gooding(1995) & Ettinger(1998)+& 34} S =l gt T3+ Aoz A
7k212] &l F3HS FAHGooding, 1995) (Ettinger, 1998). Ostrom(1995)
Ho} Z53 7k = Aol Wt 7|55 SRl sl on, o] vt
A 2 A= 7EA] 3 B Afo]8-o] kol FaFs = A o]tHOstrom, 1995). 7]

< Al olshd w5 uAe A R T, A ] Som T
SHAl =L, %‘ﬂéf’i AL A FHad, sl o] =A Fk(Oliver &
| EE 54T A== o R, Woodside

0(1989)01 AEAM A, W= Aol mote] AAE A fIste Ale]
ol SAsI oM, THA] o] BYUE o83 oxt dFUb ERE 10
< 108 A= 43R H(Woodside, 1989).

Cronin & Taylor(1992)+ #Ajo]8-2=5 F7438l7] 84 ‘Udel= AMH|
HAE ol &stAAFH7R Fhe Ul @55 74 A== F7FH3lvH(Cronin &
Taylor, 1992). -8 5(1994)2> WA SERVQUALS] H&71s4S 153t
7] 915k Aol A “THA] o] WS o] 8T AL AFU7Y, “o] B F9]
o] Fat A S0l A AR At Uz ek 271 5 ARE S TH( &
4 2], 1994).



3) 2T &M Aol&Lr] AT

e2kel a7olN ] Aol go| et Aol ofHE AT ALHA 54 WAfol
EE o]&staAr = AElgtar @ ¢ Jedl(Hoffman &  Novak,
2000)(Reichheld & Schefter, 2000)(Anderson & Srinivasan, 2003), #jo]-&-2]%
7b w2 A2 2 APl EE HukA Al Al ek, AlelE AT}

ol WEAF Alzke] Hon] e ARSI 1 Ao ES $EA0R 7

AU 48 Hrh(Holland & Baker , 2001). o2 A Ajo]§o %7} 52 1
AL T ALl EolA AIES FlE ThsAdo] =aL, thE AbolEdlA =44 vt
A" &ss steete daE A 1 Aol ElA Alqtvlstarat sk o &Fo] =tt

(Anderson & Srinivasan, 2003).

7192 ol Aol &ol vt & ] SHE Faf AN E =
tistste] Fold S thE A = Al HEm
A= 219 Aol&-o == AHYl &g Eo| H| &S A8l +9& Fol= F
3%k aQloJth(gER, o]=r3], 2001) (5%, A7, 2002)(o]th-& & 43,
2003)(Anderson & Srinivasan, 2003).

H 5 7195 o0l Tag AT HaL e v 2] oA
SAE FHE 2Rl ZIFElA m¢ FasHaL & 5 glow, QkER, o] =3
(2001 Fejuet 28] &3 E AREALE o m A el d3Fe A
= 8% Yl g Al2E F-, nH" Vs o ® o] A5E A
AFE7HA, 8 B ARSAR 2, 35, AREE, A2F AR Fo] AT
of el A¥E vA= Ao YERTH(FER, o]=8], 2001).

Anderson & Srinivasan(2003)-2 #jo]-&2] ko) &S vz QQlo= Tk
T, A", A7 A, B, Felar] So] o) sittar 44819 01 (Anderson &
Srinivasan, 2003), Holland & Baker(2001)+= 7H13}(personalization) 2} *] S A}
3] (community building)°] Ael-&ol= GAol F&etrtar FsAT
(Holland & Baker, 2001). Sanker(2003)2] Aol Al 22}l 2 HE| o] =

nj = 891 /\}*‘l‘ﬂz o AR5 goldolefar T4tk Sanker, 2003).
=4 (2003) ¢l &= 7R AT YA VA= 8

~|
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%, o
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Z5A tH Reichheld & Sasser, 1990).
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19 tH Reichheld,
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2000).
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g 471$~5%1900% 94(23.5)
6:1$~771900% 71(17.8)

831$~971900% 54(13.5)

19§ o4 92(23.0)

1d wjgk 169(42.3)

1d 6416.0)

o]&7]7k 2d 83(20.8)
3d 27(6.8)

4d o)At 57(14.3)
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2 2A2EA 0} £, nAs
23 2% Afesgc,
&

o] AA] kL 0.606~0.810

-
2ol ‘3%@%@ A9EH A 7HA] A543 = AT | A e
SQ.3 781 223 253 159 049
aTE SQ.2 761 248 025 118 144
AuaE | SQ4 743 257 247 075 112
2 SQ.1 734 122 161 113 047
SQ.5 726 -.028 151 159 185
. CQ.2 030 781 127 170 169
gz | CQl 161 738 042 033 212
T q CQ.4 229 703 155 107 209
i CQ.3 300 620 117 267 059
BT.4 106 268 810 224 005
woea | BT.I 166 055 786 161 070
g BT.2 236 138 754 130 083
BT.5 115 184 671 102 158
CS.4 176 128 188 772 058
CS.5 224 187 148 769 097
7 [7Cs3 138 241 138 753 076
= CS.1 114 148 219 680 265
CS.2 132 145 .088 644 358
RL2 —.057 094 144 268 753
A o]-&-¢] RIL5 126 258 -.026 196 659
= RL4 211 006 182 167 637
RL1 168 254 .055 —.042 606
Eigen Value 3.305 3.173 2.734 2.513 2.219
WA (%) 15.024 14.423 12.427 11.422 10.086
B2 (%) 15.024 29.447 41.874 53.296 63.382
KMO=.874 Bartlett's y>=2054.765  (p<.001)

SQ: Service Quality CQ: Contents Quality BT: Brand Trust

CS: Customer Satisfaction RI: Re—usage Intention
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Cronbach's Alphagte] 0.60]3< uj
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2016).
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A
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=
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u
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A= ept)

=%F4 812, BE 2= 823, L

|

piid

]

E

X =
= T

Aol &) w 695% Hlw A A JERY,

864Z YEIGOH &

o 2016).
o] AAdE HAA

}

)AO

o

Cronbach's
Alpha

Ly
a

e

Faoh( o)<, 2015). $h

©

&

st HEE ©]

TGS
B B

tel 2l

i3S

o

°©

I

°©

b2 UeRt 4

S

J

pzS
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.864
812
.823

—.610
—.039
127
.249
—.634
756
222
.030
429
—.442
—-.117

.160
—.127
—.196
—-.178
—-.130
—.020

.007

.000

.047

110
—.007

.78
571
.588
.524
.548
.520
.561
579
.540
.613
.569
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3.69
3.77
3.77
3.84
3.64
3.99
4.02
4.01
4.06
3.83
3.84

204
204
204
204
204
204
204
204
204
204
204

SQ.1
SQ.5
Q1
CQ.4
BT.1
BT.2

1

Adigk 3 °]




BT.4 204 3.84 .683 —.007 —-.117
BT.5 204 3.84 498 —.105 .050
CS.1 204 3.81 .508 —-.113 1.030
CS.2 204 3.95 .504 —-.189 .664
RIRLE o CS.3 204 3.89 .500 —.1565 .846 842
CS.4 204 3.92 458 —.070 1.045
CS.5 204 3.97 469 -.173 1.783
RL1 204 3.96 .520 .664 —-.163
ol = RL2 204 4.24 459 .020 756
Aol g2l RIL.4 204 4.01 .556 .820 —.501 095
RL5 204 4.25 .569 .015 272
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7h gl Ao VTS, 2012). whebd] F7b B

_I_>L
[‘ o
11
>,
ol
ol
D)
&2
¥
)

<% 4-10> BH= Ao gigt (HF)EA4 291 4
SA s EF3AR BF0A t—value D CR AVE SMC
BA= Alg - BT.1 814 - - - 933 779 662
— BT.2 682 082 9.457 okok 465
— BT.4 816 .085 10.944 koK .666
— BT.5 616 .085 8.477 koK .380

A8 y2=9.068(p=.011,df=2), CMIN/DF=2.534, GFI=.978, AGFI=.888, CFI=.976, NFI=.970,
IF1=.976, TLI=.927, RMR=.012, RMSEA=.032

wkx p<,001
BT.1(EAANH), BT.2071XA8), BT.4(HA), BT.57FA ] Az

L

B Aol thet &¢14 2.9l 49

i

Oft

= A

e

e <3 4-11>3} 2t}

<E 4-11> BA= A B4 28N ATHHE)

CMI RM [ RMS
AN 2
TANE X df | p N/DF GFI | AGFI | CFI | NFI | IFT | TLI R EA
By

ZA L | 9.068 2| .011) 2534 | 978 | .888 | .976 | .970 | .976 [ .927 | .012 032

M

TARES] o F14 991 B A3k, <E 4-12>% Qo] RE FE|
Q1 ke MR (0>50)01dole, BAH 2 t—value>1965, p<.

A
B A4 2= RMSE(.097)2A] 7]5x]¢1 .08°]5

(]
o1

= WA

i
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e iﬁ?ﬁﬂ ji t-value p CR AVE SMC
AR —  (S4 714 - - - 957 819 509
— (S5 579 011 7464 wxx 331

—  (CS.3 787 112 9.945  swxx 620

— (Sl 770 111 9.767  swxx 592

—  (CS.2 753 101 9.590  sxx 567

A8 y2=14.631(p=.012,df=5), CMIN/DF=2.926, GF1=.972, AGFI=.915, CFI=.975 NFI=.963,
IF1=.975, TLI=.950, RMR=.009, RMSEA=.097

#xk p<,001
CS.4(£38E 714 F8), CSHCET M2 o] g L2A ), CS3(FRY An|2=Fd),
CS.1(BeHA), CS2(LAAR BT tH)

walA RMSEA®S] AFLE ¥ol7] 9jste] EFst 83l Halzo] 71g o

CS.3(ARe} AUAED)S AA F 24 AT,

27} 814 QUEA A3}, < 4-13>3} o] BE FEo| 99 Fa)o] 4
AA(A=50)c) o= YEston RE A% A7t 7|FS TSA7 | o=
siRlxgleom, HFEFdAd2 CR(0.7°1%), AVE(0.501 ) o2 s EfgA o]
AT AoE YeHTH($-5E, 2012).

<% 4-13> AT digh (HF)814 89 B4
Z4eE TFIAT TF0xF t-value p CR AVE SMC
N —  (CS4 .687 - - - 957 848 472
— (S5 788 123 9.416  #xx 621
—  (CS1 795 123 9.464  wxx .632
—  (S.2 750 110 9.083  sxx 562

A e Ey2=4.692(p=.001,df=2), CMIN/DF=2.346 GFI=.989, AGFI=.946, CFI=.991, NFI=.985,
[F1=.992, TLI=.974, RMR=.005, RMSEA=.060

#xk p<,001
CSA(&BE 71€4 F8), CSHUEET AMH 2 o] Z2A|2), CS.L(HEANA), CS.2(AAFH BE
o)
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T4/ e o|df | p 13 /1\13111: GFI | AGFI | CFI| NFI | IFI | TLI | RMR | RMSEA
o | Bx | 14631 | 5| 012 2926 | 972 | 915 | .975] .963 | 975 | 950 | .009 097
7
1{]‘_
1Az | 4692 | 2| 001| 2366 | 989 | 946 | 991] 985 | 992 | 974 | 005 060

FEAA ¢ CS.3(FRE AH]~FA)
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<E 4-18> FYEY BHAHAD)

e EF3AG 5503 t—value D CR AVE SMC

- SQ.2 683 - - — 987 794 467

a72  —  SQ3 890 125 10766 e 792
AHEER S 54 813 107 10187 wxx 661
- SQ5 668 109 8589 447

-  CQl 711 - - - 983 784 505

a%E - Q2 792 122 9.822  sw 627
=2 5 Q3 694 123 8812 s 482
CQ.4 698 115 8.849  sx 487

By=AE - BT 812 - - - 977 784 660
—  BT.2 699 081 9.905 489

—  BTA 790 080 11201 s 624

—  BT5 638 083 8940  x 407

ATE —> (Sl 758 - - - 960 .754 575
- (S.2 599 102 7.862 s 359

—  (CSd 710 101 9.280 s 505

— (S5 750 093 9733 s 563
Aolge= —  RLI 547 - - - 906 .712 299
—  RL2 679 219 6283 461

—  RI4 AT3 168 5.038 e 224

— RIS 722 243 6430 e 521

A8 y2=262.195(p=.000,df=160), CMIN/DF=1.639, GFI=.892, AGFI=.858, CFI1=.937,
NFI=.856 IFI=.938, TLI=.925, RMR=.015, RMSEA=.056

wkx p<,001

Q1 F-apgFo] 71 vt RLA(717
8 § TRA|2)E FAH R AA
SARY TS A AAEIt<Td 4-2> AR <3 4-19>3 o] &
o] 3t 29 Hale] A (h=.50)c]do2 YElon, A= 4|
Bgk B 3] 7)ES WA Ao YERITHAEE, 2016). HSENS
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- CQ.1 624 - - - 979 774 390

£3E > Q2 722 127 9798 wxx 522
TR2Ed Q3 732 169 7737 e 536
CQ.4 728 157 7713 xx 530

BdEAg  — BT 816 - - - 972 777 .666
—  BT.2 697 080 .9.906  wxx 485

—  BT4 791 080 11274  #xx 625

—  BT5 634 083 8916  xx 402

TS > (S 809 - - - 953 775 655
- (S2 625 106 7.338  wxx 301
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Aol gelE  —  RL1 561 - - ~ 895 742 315
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— RIS 719 238 6.369  xx 517

A8 y2=191.310(p=.000,df=123), CMIN/DF=1.555, GFI=.910, AGFI=.875, CFI=.955,
NFI=.985 IFI=.956 TLI=.944, RMR=.015, RMSEA=.052
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T4 x2 df | p GFT | AGFI | CFI| NFI | IFI | TLI | RMR | RMSEA

Hx | 14631 | 5 [.012 2.926 | .972 | 915 |.975| .963 | .975 | .950 | .009 .097

A u Y
12 oft ol

s | 191310 | 123(.000{ 1555 | .910 | .875 |.955| .985 | .956 | .944 | .015 052

FEAZ  RLACIZA O] F7F vl A& ), CSHCEET Mul2 o] TrA2)

AR HFEIA o] Foluo] FHEPGA 418 3Tt WA HAEA
F= ol MEE 1 ABATY Al 3k dslsks 45-(AVE>02) YHHENGA
A= Ao 7 718 =(Fornell & Larcker, 1981) Wl o]3t AZS 95}

SAEG ] GHEAE ST Sk AT AVE @t SEdAlE <i
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o

Brh BE 2] o] waedel gl o vehdrh(H4d, 2016).
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Mu|2ED ZaxEA BNz aARE golgo:  AVE (R

|t ] 1 786 985
Za=E4 522 1 a74 979
HA=AF 550 562 1 q77 972
Tl =2 616 651 503 1 775 953
Aol &9 & .395 681 428 .569 1 742 859

- 103 -



A 54 7Hd AA

D) @7TEFe H3i= 43

) ¢=FAH (Maximum Likelihood Estimation: MLE)<S AR&3FATHE <,
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i%? x2(p) | df CMIN\ oy | acrr | crr | wer | 11 | T | RMR RMSEA
15 DF

=43 28(1)6206)1 110 | 1.830 | .902 | .864 | .935 | .870 | .936 | .920 | .017 | .064
;é 05014 | = | 3e]8k | 901 | 8014 | 9014 | 9014 | 90]4 | 901 |050]8H.080]3
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Fnih
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Fnih . nae Al -
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agE — AT 2| e
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HAE A3 — Ao] &% .453 159 | .398 3.889 | s | A
AT — Ao g9 % 243 | 095 | .328 2.551 | .011 | A&
Fnih
AH] ~E — o] Lo x -.023 | .077 | —.034 | —.301 | .764 | 71%&
—=T=
Fnih %
Sy =% — Alo] &9 & .258 093 | .373 2.768 | .006 | A=

A8 Ey2=201.261(p=.000,df=110), CMIN/DF=1.830, GFI=.902, AGFI=.864, CFI1=.935,
NFI=.870, IF1=.936, TLI=.920, RMR=.017, RMSEA=.064

¥ p<.05, #=x p<.01, #=xx p<.001 FFoNA 2

Aol HAE lzle] WAe JFS AR
368(C.R#E = 3.996, P<.001)= r-ol3tA YE o= AR ~F o] #8575
HA= Ao %33t 3k
T A, g Em AR aF o] uAT nX| = dEe AEAGTF .342(CR
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ABSTRACT

Effects of Service & Contents Quality of Online Shopping mall on
Re—usage intention
—The Viewpoint of consulting for expanding the market of overseas

directly in the small shopping mall brands on domestic—

Jang, Hyun Soon

Major in Convergence Consulting

Dept. of Knowledge Service & Consulting
Graduate School of Knowledge Service
Consulting

Hansung University

The fast growing internet is becoming a main medium of trading for selling
products and services to the end— users throughout the world because of extensive
network and convenience of information sharing. The accelerating information and
communication revolution is drastically changing lifestyle of human like as the
Industrial Revolution. At the same time, internet is taking role of national industries
to improve national competitiveness at the level of government and accomplishing
its role as an essential medium to actively deal with individual level of
informational knowledgeable community.

The number of shopping mall business is growing each year. We can say that
Overseas Direct Purchase consumption market through shopping mall can survive
through raising competitiveness by offering higher services to the customers
considering fierce competition. Also, the analysis of customers' interest should be

one of the way to improve the competitiveness for online shopping mall service in
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order for the company shopping mall to maintain continuing relationship between
the company and customers. Therefore, it is necessary for the company to consider
the quality characteristics of online shopping mall services that affects customer
satisfaction.

The improvement of online shopping mall service and composed contents quality
can increase customer maintenance, visitors, customers loyalty, and word of mouth
effect and maximize the online competitive advantage in e—commerce. However,
discussion for service quality of e—commerce is in the beginning stage. The existing
research of online service quality is being proceeding based around SERVQUAL. As
e—business area i1s expanded, interest of e—commerce service quality has increased.
There is a problem to apply SERVQUAL to e—commerce that has different
characteristics from traditional services and it is necessary to restructure considering
online service environment.

Therefore, in this study, we have looked into how online service and contents
quality in Korea's Overseas Direct Purchase markets affects brand credibility and
customers satisfaction and have analyzed influence on customers' re—use intention
based on online quality model proposed preceding research.

For the study, we have enforced survey corresponds to research problems against
400 persons who had purchase experience at "A" online shopping mall, a
small—medium corporation in Korea. And we have done analysis of actual proof
for structural relationship of the study models using SPSS 22.0 and AMOS 22.0.

As a result of the analysis, goodness—of—fit of this study model has shown as %
2=201.261(p=.000, df=110), CMIN/DF=1.830, GFI=.902, AGFI=.864, CF1=.935,
NFI=.870, FI=.936, TLI=.920, RMR=.017, RMSEA=.064. It seems appropriate.

Meanwhile, we have looked into R? (power of explanation — independent
variable described based on dependent variable). It showed brand credibility of
shopping mall service quality R?=0.396(39.6%), customer satisfaction of shopping
mall contents quality R2=0.436(43.6%), re—use intention of shopping mall contents

quality R?=0.440(44.0%).
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As result of hypothesis test, first, it showed that as an effect of shopping mall
service quality on brand credibility has appeared significantly, the higher quality of
shopping mall service quality, it affects brand credibility favorable effect

Second, it showed that as an effect of shopping mall service quality on customer
satisfaction has appeared significantly, the higher quality of shopping mall service
quality, the customer satisfaction increases.

Third, it showed that as an effect of shopping mall contents quality on brand
credibility has appeared significantly, the higher quality of shopping mall contents
quality, the brand credibility increases.

Fourth, it showed that as an effect of shopping mall contents quality on brand
customer satisfaction has appeared significantly, the higher quality of shopping mall
contents quality, the customer satisfaction increases.

Fifth, it showed that as an effect of shopping mall service quality on re—use
intention has appeared not significantly, it IS necessary to review correlativity
between shopping mall service quality and lower variable that composes re—use
intention.

Sixth, it showed that as an effect of shopping mall contents quality on re—use
intention has appeared significantly, the higher quality of shopping mall contents
quality, the re—use intention increases.

Seventh, it showed that as an effect of brand credibility on re—use intention has
appeared significantly, the higher brand credibility, the re—use intention increases.

Eighth, it showed that as an effect of customer satisfaction on re—use intention
has appeared significantly, the higher the customer satisfaction, the re—use intention
increases.

In this study, we have looked into, through literature research, if service and
contents quality of online shopping mall affects positive effect on re—use intention.
And through analysis of actual proof, it showed that the factor of shopping mall
service quality affects re—use intention not significantly directly but brand credibility

and customer satisfaction do affect significantly indirectly. Moreover, we have
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confirmed that shopping mall contents quality affects brand satisfaction and
customer satisfaction and re—use intention directly and indirectly.

And, we have confirmed brand credibility and customer satisfaction affects positive
effect on re—use intention. For that reason, we can see that brand credibility and
customer satisfaction are taking intermediary role between shopping mall service
and contents quality and re—use intention. These study results suggest the Oversea
Direct Purchase through small—medium shopping mall brand in Korea in consulting
aspect. At the same time, we can say that we have offered academic implications
and strategical implications needed for site management of online shopping mall
corporation as we analyzed structural relationship connecting online shopping mall

quality characteristics (service and contents quality) and customer re—use intention.
keywords | e—commerce, online Store, direct purchase, service quality of

online store, contents quality of online store, brand credibility,

customer satisfaction, intention to reuse
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