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2.1 TBSSEA

2.1.1 TBSSEAIC] 711

71718t AT Mu]A = TBSSE technology—based self-serviceg® &9l
T24 SSTE FAshe A4 A7) (self-service technology) ¥} &-8af 4]
AREEAL QoM (G, 2021), AHIA A TlES AMES] ARIA Al
Zpetel ARl HE o] FaAolA AH|AE
((Meuter & Bitner, 1998; Dabholkar, 1996), 7]&2 ZEAlo] & SSTH}:=
TBSSE AR C 2N AMH|A S50 oA Eof 7IRE 7]&7|HF AA
vl o7t AHEstel APAFE HFer 2 AT AIAEIAT)E
SSDE 71&718E ALAE|A(TBSS)Z FUste] 71&SHHTH (MRS, 2021).

TBSS2h= &0+ Dabholkar(1996)°l oJs A& ARGEJA|TE “AH| A 7]
A5 TBSS¢F 22 wde AF
Al TBSSE ofBAl "ARQlstal 30 ZiIx]of digt Ad2hA wekde] da

stot' = AIobS skl 9lS fRolm TBSSO| 7Wd-& es] AAshA]l (Y

sk
.
rO
>
tA
rr
2
of
ol
=5
D
&2
z Mo
P
I-'O
N
[
A

A & glolke Mol Axrm MHUIAE A4St o8 & == St
E 7l&4 QgmolA’gt st Al, 2021; Hyeon-Sook Shim, Sang-Lin
Han, Joseph Ha, 2020; Meuter et al, 2000).

TBSSSl 54 TBSSS ATAY 7557 4ulaEe] sk Fp
o QAE mET Aol Helelnel 14 hdol-galH, 2013), olAF

(2018)¢} Wang(2007)2 ot FoE 7|Wr o2 TBSS= AlH|A Al-52H7t
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2 9% & A e o=
=2 ] (hard technologies)] 7¥tS Fi1 ojH3t &5
ol mjAgtar Attt Haumann, Giintiirkiin, Schons & Wieseke(2015)+=

=78 AZAHA(TBSS)= o] 7l&< ol8sta] A2a2 MulAg AT

Ee 7lE7IRte] #

[¢}
o DAZo] WY AHAS AASHE | Folshs Aoz, wAe] A

Aol Zot Axtz Aol wEolA= AS A7H34t(self-production) o] 2}

Z1&7IRt Ao Au|as Z]le7Id miAE Fet HdE AHs Aol AL
K

[
Ao] Holotel AFsH Wi AulAz AolsumEe, 2021 3

1 AL o] AR BELS LZTHES| Y- 24, 2019). 42 A E
Hog 9olste] Wskely Qe AHME(Untact) "HAI®L 9417192 TBSS7F
FETE olf F StH=RE AStstw AH] EdS BEXAEAE 20184

sz QdE mde] AgEgon A5 Eahs

=
o
“ZElE (Contact)' 9} 9] EQl 'A(Un)'S FA WE golz QEE" u}

Sl= A" WS oulstEg QAl7|e] TBSS+ AHE niAge] FQ
gog o]gE QoHYsH-FFA-EE, 2020). AFHQA MH|A 3
oA "lojwt H|tiH AH|A7F TBSSO] 7]22 Fejol]7] wjFof TBSSO k¢

= =
oot 719 oluAY A EE Aus

o
o] dAA A9 AR AlSFE FolA 24A13F AAIY AEL AlEol
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Hj 7 o], |~ o]} ol 4~ QUTHHENE-S- 2021;
Aqtml-dex, 2019; F9=|, 2018; olAY, 2016; olds-ugoh-&dd,
2013; Ad<s-shakd, 2012, FehAd-zF2-90dd ) 2009; Meuter - Ostron -
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A AN A A Sie] ook, las] e

of dele] & = Qal, Aladle] osshA] ¢h2 a7

]

= A 3

2020; Jin & ShunYing W1, 20205  olAu|-Adu|g-7u]&- 73+ AAolD.
Y. Kim, 2019; ZAofl&-Ae-vtd  2011; Mick & Fournier, 1998), 11749]
AFolA= 719 71¥o] dojAoF e 1dH] BEE o] A AH|AE
FYstHA Holz] o= v|gA v]go] HTIEI AH|A FA TE AH|A
H|-&

o gpom AHs A

olg F Lrl= EW3 Ado] AHARRE olgd $jdo]

oﬂ G2 H§ 45 2] A7} 9

o3 @
S glom, B4 AHA0) A9 1] A oxelel e Fo o8
T A P
oA A7etel, 57 ulge] WA A BASH S gl 797t glol 24

; Ael

o] el ARl 2PgE F3 rke AdlE QITERES, 2021). skt 1
PgollMe TBSSE olgete=zH 7|ge] Algshs 4% dEs H% war &
Qe 2= QITHERS, 201),

Tl AH|A Adit A3 st FEske Zlo] ohde, HHRe] &
I5F B2 239 Fote] vy HA, FE2, 24 3 2
ZHAA lel(M783) 2020), /\HWEHL Ao AHAA &g glo] TBSS
ARBREC B AIZES Hord 4= QlaL, ARRE Ao AloF glo] AWzl 4
A2 4 2™ (Jin ShunYing W&, 2020), Hsks 7|ooh= AH|ze] 7
e glo] Hekgh F2o] 7hestal Ulge] FR AEE 7HsAe] Hon

o
ulso] get Aol sRsshthe el QrhENIE-geimbgEE, 2019),

N

mu

=2

o
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TBSSO 430, 74 BPNA AuAst AR Fast 149 g
B2 BRsty gom, 3 WA, AuAvt AHE HAR AW @3
WES AL EE Agelu At Zol Axel A WESHA g Aus
2 08T & gt 1 ue FaR FERSFATRAS, 2022. F 9A
1&o gz Lol AN AEuols, BHA, TG 7| QA TV
B e 27 oE ghel /44 AdueAE Bd) dgH: JH=
TR H -8 5059, 2017; Wang, 2007).
A3 A H Ak 19480 T

129 MEYE PuAA e FE, o

o, &
Ni
N
Wi

)
mlm
rb
ol
o
)
o
ols
oL
)
ol
oL
=
12
k1
i
|
I
EN
o
=
2
N,

[ K
PN HEEALN HITole HAE 715294 At A 2
192 Qs A7t AR A Frieh wigiHe] dA4stR Abe] AHie]
AA yALE 7e 7Hre] Anauls kolo] w2r FIHetATHEE T
glel, 2023). A ezl FH o5 olRAE HHE Ay Fa
of Aofs wtoy dAlE et AntE 779t JgUle 7t s o)
= A&l S5 el ZEste] o FAAL o,
ot o] obd FEFe dH=z UEUY dtt(Hodeghatta & Sahney,
2016).

AH|Z7E AR S ARohA] ik ARA o m MH| AL AR o
Ao 4 AT g AHA AFdAoA adt fEHA A
ARESEL Qlow, FARS] mEW fuubzl AHZFS] 65% o]4do] T
LR AL E|AE AEScty trh(Mohit, 2023). “FUl 7tHx: &
EHAAY Atoldll oH’E & = fS7F dofsty 27 e ki
(no show) 1Z4& o|B7A sfof &717st= oA IHlE ofjds] =
71& 7|8 AnAu|AFo] slmpet SA G, EA 7|&7|H AxA

& u’'® 17o] ¢t

oA BEAOR HKE Sty F2L & o] Aol A o
RHEe EX 97 Wat ¢, BAL FB WL L2 49 /|0
ast gon AMFH dAde] 57 deid  ArEATE,
2023)
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Zl&7dh Ao Aqu| 2] F skl Bl (dAE Bt 20198 A
A A2 dig 107k (e]st 20239 1€ 79 =

ol gob, mAe T (GAE Holes) = 2018
%%‘5& ofgl o]gAt 1009Hg= Rekal, HAHCIE(AAE <F

% ﬁﬁ 7000997] A=t 3009t ] o] §AFE HGITH(H
> Hedg A7 d8 71235 AEs 239 6
4 20%‘%:’—\“4 70“1’:’“ 517—‘.““\“401] MBIAE A2 (FRAltelo], 2023), HolH
GS257F Eete|azetyel &al o] R Y A Hx2 S£kd of 900071
GS25 ol Al 2k MY 2R ‘olgl2’e Tt (F7]w2, 2023),
Amxr]s 71&(SST)2 A8l 7[5ke] 44 njdo] Ei= ofiEEAlelds S3f A
2Rt AFohe AHlA 4102 (Kannapat Kankaew-Thanasit  Suksutdhi-Theppaluk
Komolvanij-Korawin Kungwol'Ro'anard Waramontri-Kanittha Charernnit, 2023),
el Bt 2ho] Eo] e g ol 2ol Asle] WFHe ek
SHATHASEA5A, 2020; 0}23%, 2018).

[~
—{U
t:
)
S
@
)
s]
P>
o
T
el
lo
T
ool

ZI€7IRF AR AE o8 o 7|HstE fﬂ}—t— ol-gAN A A} e
g oulge] de, oA g BN v Ad =g g, HET

YA, H DA0] AT 5 S
2ot 71dn Asgste dAos  HskEQtHAhn & Seo, 2018;

Dabholkar & Bagozzi, 2002; Lorden & Pant, 2016; +¥<, 2021).

TBSSel thet skl St Hols AmE v, shts Aol FuHe
u}zzm BE7 2e @Y FA7L WGH AL 2 4 9tk olo] B @7

f
Ae AYAF(EE Y, 2021; HHS-, 20215 P4, 2021; o] -AT-E-
Aok A, 2019; o3, 2018; oA, 2018; o]A&-th
ob-&dlld, 2013; Kannapat, 2023; Hyeon—-Sook Shim, Sang-Lin Han
Joseph Ha, 2020; Liu et al, 2015; Atakan, Bagozzi, Yoon, 2014)&
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*é% oA AxmTE AMu|2of FFojshs &S AlSt
st He 71e7IRE Az oSttt o] TBSS
i *ﬁc‘ioﬂ?% = Sz AeElshd o= [# 2-1]3% &

2
i)
[
i
N,
ol
oli
2L
]11 A
1:1€LI

E 2-1] TBSSEA9] 7HE =)
Sty TBSSE4 9 7
Aol 7]14e] AHA AYHchs Z|Aete] FEE Fotol &
H|ZF Holol ofsfiA] HH O 2 AHAE AlFHe 74,

}:l

A3]%9(2021)

71718 iAlE ot Wit ML dpAof dZjo] Ffoiste

HHH (2021
T asb 8 A,
o Mulz Agel 1ol APA AeAE glolw AW A
A
S P IS IO
o) 2§
e, | TBSSE ME &g wigow ste] Aol AHAE AT
—8_ .
ST e wae Raste s)as gAReR 240 Axz A
ok ek
2 %9
(2019)

Fulzel Wjar Abelo] Ho] WasHA

0]2-3(2018) oro miAl Amo]A Aol Ml oA

719 A= o= HZ=2X](HardTechnology)& 7]¥to2 5}o]
o@F(2018) | AMHIAE AHAF AigTE HESty wdet o A =g F

+ ZI&7I5re] He] ujA).

>J

ojQl&-utgol | TBSSO A2l 75 AH|AREC] dAIsh= T
S3d(013) | 2 A

| JAE

d

Az AYATE vgoz daat AA.

TBSS EAl 7id oIzt AaiA+
2-2]9} Zro] yepd 4 Qi

il

Ze] spapga Yelshn oheel (B



[3 2-2] TBSSEA Q] /NE(=2))

A} TBSSS-4<] 7|

JEHl 7re] 24 wgo] B ofEdAleldE Fol A

Kannapat(2023) ) 3
et AE St AH| A FAL

Hyeon-Sook Shim &
Sang-Lin Han Joseph
Ha(2020)

Liu et al(2015) AR 7]
P

Haumann &
Giintiirkiin & Schons | 1LZ00] 7]&S o]&slo] AAR AH|AZS A= A

Wieseke(2015)

Atakan-Bagozzi
Yoon(2014)

AElz ABATE AEl2 B2 Au|Ao] g RS 1o 4

Wang(2007) A T 4 JA ote StE HAE=EZ
[e]

A

(hard technologies)

Lusch & Vargo | 8544 1750l @y Aulag Aashcd] Zoshs

(2006) .
nAe Az TAAY AP £g o] 1A Ak}
Meuter et al(2000) ) ) )
MBIAE el o] 85t s Sl BE 7|&3 QlEmolA,
Meuter & 3
| n7o] AHA ABAE] EE Yok BE ANAE 57
Bitner(1998)

AR AYATE vIFOR A4 AT,

2.1.2 TBSSEA] Q] QA

Sold AEe] dutHRl FA8AE onlsiH, AEe HAL AvATL

Age off 7|EHor yHEstE EAoR AHAE EY AES H2E of
AAE 4= 9 nE AL ouldtth(Keller, 1993). £&)9-E28)41(2019)2

_16_



o] Bkl 3%

g Zoke] Z]le7|er AnAuis ARgo] 9l

<

1

nAE Aoz yepton, mupd i o

71223 (Kiosk) 71¥re] TBSS o]-&al o7

2 Uehga, ©]45](2019)

G

—_—

KM
%0

Mo

Ife]
‘_u‘_.n_wo

mj

A A

eA71e] 7lesd

o

1—

A1 A4(2021)

© A
i =

2 UEeR, QA (2020)

71
A, g

i
X
=

ol

AL
__OO

E
=

3

s
=

SST A|&2 ARgolLd
QA7149 SST=A

o

R RPN

H
gl

=3
(2021)
7]

-
s
=

o

]
7]

==
i

Jd o

ZA

o
]_

e}
i

=
o

]

k]’ 7
AAslevd,

—

Hd

=] ?1

==

tref Aol 480l 7hs

1

1—

12==24]
44, A4S} 7| = SST

1), e

1—

]

-

e

A E
SIA
=)

1

HhH-2-(2021)

AlH]
/%] o
2ol TATEETL FobA]

7=,

L

E
=

o

Al

Ne A&

Shhal b

—

hiE| a]

Hee 7le7|d AnAn|2T)

T

o
oA

1

-

]

A

m]-o]-#2](2019)

Al

[}

urgt,
dels, =

I

=]

1

%S

o
_17_

W ARG o FAAHCE AT}
g7l glowg

-

oF

o)

o o

g

of Hofw Ml ZAMHA,
A

=

1=}

<

o

2ol (20219 AxdZ o] HHE AH A F

e =7le Aot

)

1

ARSI PA RSO o] v]A] =

& 7)8 AmAu|2 ol
A%9(2022)
HEAN 2 7% &

3
=
=



Mo &
It &
 E
é
r
w
w
—
S
2
i
2
o
o,
L
B
N
N
jual
)
S,
=2
:lo
10
sk
St

A m(%x], Bol4, Am gruh)tol 1174

=

Blut & Wang(2019)2 7|&&r =8 5712217 i<l
o7 &5k, 8o, #
ow, Moy 7]1eAa5 AnE dAFoME dAH F84, dAE EA%,
AAE A, A" Hoy, 23l 4vA whEo] 7]e A0 Z]|&o|-g ok
o ¥F= vAE A2 Yebdil(Wang, 2012), HAEFEH] AAd 7]
Qo] it e AuE A4 Aol oshH, 7|39 {-8AT o
Al Aol Zlead Hiet Ade darlrle Addadez Slsdu(e]
=%, 2019).

Van Riel et al.(2001) HHH AH|A~ Y ARge] glo] AHz7t 23
2| ZVsH= mHeolog ﬂqa/d A7 = v 8o A7 olx H=9] @ﬂ =4

go] mitd Au|s Adel ATM,

g 5999, Joseph et al. (1999) =3
TE =g 58], E“E]H}VIJ e a8l FFE = 8de=w FSA, HeA,
wed g Eakke, EH7]J'}F4 agy, AdA, 2A3E AR 408 o

7}k, Lin & Hsieh(2011)= AR|AFETO] AlZ=HA
AZ AR A(TBSS)O] F4& B7bste SSTQUAL H&g 7Ndstilen ofgl

& 7] (functionality), -3](enjoyment), H<SH(security/privacy), 2H4l

Fo
o

(assurance), T AF2l(design), ¥ #](convenience), %% (customization) 77H=
EE51%al, Kim & Park(2019)2 5% AZAH|A E40A= 5T °]84
T, 2R 7HA], BE Y=ol mAl= FFelA sl SSTQUAL
7157, EA=, 143}, HeHd, Heldo] 57 Apder skt

oAM= =-He] APAT(Minjung Kim, Yejin Kim, Gyumin Lee,
ARG AaY, 2022; HAA, 2021 249, 2021 HHES
°f, 2021; <QFeiAl, 2020; &sIF-=sIA, 2019; AEH]-olfa],

mlo 1o
_H
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2019; o]5Hl, 2019; ©]43], 2019; Kim & Park, 2019; Blut & Wang,

2019; Wang, 2012; Lin & Hsieh, 2011; Van Riel et al, 2001; Keller,

1993) vigro 2, TBRSSEAS FAacle=s Held, 7154, Ay, Bt

S 18] £4¢ FHoR ATATA Bk ol4Fe] TRSSEA ah9) T4

olo] MeATE Zf shapEs elshy oo (B 2-3]3 o] Lehvel.
[® 2-3] TBSSE4 #48AEW)

TBSS B4 #4449
e dad | %4 | gaad | mad
22 A1(2022) O
A0 9(2022) o
o1 7] 4 2 o252 (2022) o
F901(2022) O
A0l4 = dL(2022) O
A s 92022) | O 0
o] 41(2022) O
ZA€(2021) O O O O
|24 (2021) O
$24-87142021) o o
o 2551 £ (2021) o
Jin & ShunYing-L}£%(2020) O
2H4=%4(2020) O
QF 41(2020) O O O O
A% u]-0421(2019) o
AF4(2019) O O
A5 AAZ(2018) o
dael5a01) o
5<(2016) O
Qo) o
a3

gl:

H
g AYATE o R =2 &

o2
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TBSS S49] 59 7409 HPATE Tl sz Felshel of

= 2-4]9} o] Uerd 4 9t

[3 2-4] TBSSEA T4 221(=92)

TBSSSA4+4.a<l
Q77

el 7]

or

4| aza

%

Minjung Kim, Yejin
Kim, Gyumin Lee(2023)

Indiani & Fahik(2020) O

Kim & Park(2019)

O
O

Collins(2018) O

Yeo et al(2017)

Mardiana et al(2017)

Wang(2012)

Alkibsi & Lind(2011)

Lin & Hsieh(2011)

O|lo0o|]O0O |0 |0 |0

Collier & Sherrell(2010)

Mathwick, Wagner &
Unni (2010)

Weir et al(2009)

Theotokis et al.(2008) O

Collier &
Bienstock(2006)

Cyr-Head &
Ivanov(2006)
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2.1.2.1 #HE4

Hede AxAuls HAas=zx AAgS A7 S8 44 Zx
AEE ¢ R QFEE AAE AR k2Ees ou|si(Collier &
Sherrell, 2010), =7] "iA" AE #A Aol HHHLS A UEk
O w(Brown, 1990), AMEH WAL ©d] AFe WFE #R/sH] A
S AREERZ] wiwel, HHA o
SHA =Hdoh olzlet #AIHS SiEstr]l Hdl AE Ee AHIAE S5
AH] 81 HEske ° Zegt A il A1 A
MEd AoE 8ske FdHiz FHstlth(Holbrook, 1999). HEAd>
AgATE Aulze] Abg uPpHol Wehthn L7jn) AuAZ Se) Aok
AGE €A & 5 A AE UEdE 89z Fod 4 gloH
(Yeo et al., 2017; Mardiana et al., 2017), AH|AE©0] o]&dl= AH|A
U AlEZe] digt Hrb7t welAo] iy wmuEw Au AL AEo] o]g
o Tt Zokste WA Zwe] Agozzd o2eld 4 9k(in
& ShunYing "<, 2020).

Indiani & Fahik(2020)2 ‘AH|zR}FE0] 221 &£ Al 7IEo| E2 &
As AASH7IA] A | Hbd F ojmet

F

oo o
_\::l

o ol
2

w0]E%, 2014; Davis, 1989; Morganosky, 1986) oHD} /\]i%‘%

Hog Agd = S Aozt AZst= A= AYE

(Gefen-Karahanna & Straub, 2003), A&% dPFo]=0 ‘I]'E
2 PFol digt ehEet SAEE 7HA A 7] diEel =

A0 T AU a9 Te B Aol AQS] AT G

(<R PR [e]

_YE
jg !
T

It
i
m o
o
o
tlo Mo wt = g o fu
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(Seiders et al, 2005).

b AYPAT(HF24-F714, 20215 Jin & ShunYing W<, 2020;
Indiani & Fahik, 2020; Mardiana et al, 2017; Yeo et al, 2017; £%-0]
Z35, 2014; <oF3)z-x44, 2011; Collier & Sherrell, 2010; Seiders et
al, 2005; Gefen, Karahanna & Straub, 2003; Holbrook, Berry et al,
2002, Collier & Sherrel, 2009; Meuter et al, 2000; 1999; Brown,
19002 Moz Walde oAt AEOL} ANAZ A olgsiy

22 % glo] A7} kg Hoksle Ao Ao,

2.1.2.2 7154

o] Ao el ol 872 FEAD 4 ot shte] S4olm A
879 8T8 FEAAE oWl HHIE Jle] MR Hatu AgAe] @
Q) 872 F2AE H4L Jsolw, Agae] BAAY §7E F=
A7l SAE 7%5olH %9 4L Akl oet A4AAEE nae o
s AEC) %A EAL gdvdom Bd, %Y, A8d 5 A JHE %
TG 4 9o o Al 7 J)5d AL st R b Agel
2wt wd 2 e fck&E el 2022).

1s4e Z7kaola Walet Wheolul(Lin & Hsich, 2006) &HAHe] 4

™
o

ZIAH|A HAsg2AY FE o] dAE AdYsked $83t 8dew

=
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FolA F5A e szl Ad #5

Au|xo] £ 7F 2$E 1 (Collier & Bienstock, 2006), Fo]Z
AFE Aol meHor F lo] #f¥ste Aol "WastH(Alkibsi &
Lind, 2011), €4, AFgHoldo] 2okl SSTO 7154 S42=2M(Lin &
Hsieh, 2011) AlZAHA | AE5=27] = Wrgste o]-89] o]
A en 22 A B a&= Aoldr(Collier & Sherrell, 2010). ©]A
S WEI FESH ARRE 4 Utk oA AnAH| A HAs=
29l FH4& F45k= Fast addejzt & 4 Uoh@IHA, 2020). A4d-4
SA-dAe0]g2H2013)= AFEld 71 Aol diRt AB[AF Z7EA7F H =t
T} oo m= gl Bl st 7152 7HA7E Hkel B(H)] 9
F= PARA, BZt ) oo A+ FF= A= Ae=m o 5 St
et
oebA AP (F0l, 2022 b4, 2020: H¥H, 2018 HFE5&,
2016, Aad-A&sA-AAe-ol4gst, 2013; Alkibsi & Lind, 2011; Lin &
Hsieh, 2011; Collier & Sherrell, 2010; Lin & Hsieh, 2006; Collier &
Bienstock, 2006; Sweeney & Soutar, 2001; Meuter et al., 2000; Leblanc
& Nguyen, 1999; Marshall, 1980)& HIF o2 7|5/dolgt TBSS o]-&ofAl

olgate] LT BEE FHAE FEoR Holgt

1o
>,
oo
2
Y
rg

2.1.2.3 tAelA

HaRRIAg-E AulAe] AA|AQ YAl Do (Lin & Hsieh, 2011), o
2l Alte] gto] whet JiES gE|floy, AMgH SHAAE YR
ARl A dog AFETrt ojAfs EAH4Ql JfdeR onjE 7
YLt gzapele] Yehta QrHAQISE@L, 2022). YA 1847 d=L
T AFEES Foll AFEG e AdEEE St 71A BAAAERE &

dm > o
olt
-

= dAtelv= A UetdAl Eglom ojmje] fARle eanEA
=)

—
e 7o 1 % OAe 598 FHoR JsFol due
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N
N
)

ro,
=2
e}
%,

i)

P
>

ojn|z]e} Z2 AuldS AYiL lof(Collins,
2018), 11 S n| 2131 (Theotokis et al., 2008),
G Oke] Fogt JFE mAe F83% afler AFEHIN UeHCyr,
Head, & Ivanov, 2006; Nanda‘Bos‘Kramer-Hay & Ignacz, 2008). &= ©f=l4]
o el dolotee nAe] nEl AXE FEokn B A4S FAAY]
I (Mathwick-Wagner & Unni, 20105 <FthA, 2020), YRR AMEA7E Al
ZHoz A WA W HE Aoz At fEA S A8
A ohe 243 ool WA FASL, dEelAolA el F1sg AlE, A
BHoR olde + YES WEL Holt. Z, UAAL BU ALBA9} oS
2ol He] EHEe BHoR BoHAHNN-BHLY, 2022).

b ARATEAS @S, 2022: HSW-AY, 2022: MRA,
2020; Collins, 2018; Lin & Hsieh, 2011; Mathwick-Wagner & Unni
2010; Theotokis et al., 2008; Nanda-Bos-Kramer-Hay & Ignacz, 2008;
Cyr-Head & Ivanov, 2006)& HIE = TzpQlAgolzt AlFolup AH|AE o]
gl olgAolA AZHe) wjelst SuEes Fol ol8d AL FAA

7= Ao Ao},

m
d

o
=
o
N
1)
filo
o

ol
o

Ir
o
H
=2
o

l,

lo

2.1.2.3 H3H4

Hotgo 71m AA ole A AvrAQ

9= ZHH ARl AlAHlo] SPAS Adshs A=

Uetf ™ (Koufaris & Hampton-Sosa, 2004; Weir et al., 2009),

il
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Kolsaker & Payne(2002)&= HeHdo] ARoA= & Rl A=y} Ho
A5 Aol et 1A b QlA]olekal oFgrt. Kol
d 52 SHEALY Ebg o] gt AREALY] QIZIAREH Yo
™, AHgAFe] AEIE dupt SHdsHA B QIEXE Bdotes AdS
OJStATH=4, 2020). =eRQlelA FuistH A-§7tE ZAAof gt Het
o8 FATE oplEm AJIPEIL {EHE ™ol TASHAl HoHe]
7174, 2016). HMIE Hutd ofEdAoldS ol&ste] AW

ZARFARQL AAE] oA AR oA AR HRIF F
Al disl kg HASH:  AE oudtHEd]-o]

—_—

Bt
o
ofl
>,
[>

=Y
o,

o X ox

L

i

2

Q.
Eorr £

0,>~

FZE- o]

o,

d

Suh & Han(2003)2 Heb FAI7F AAFA=N 8l vA=
AFE Foll FAY A (nonrepudiation), 7AJAAFEES 9 o
.(:).—-_]-_

|
QlAoZ TEELE HOHA o] Zﬁ}*ﬁ%ﬂ% *@011 FFe AL A
7N

B T
4, 2021). HMIE A, A FoeERE 4" PHAAdo=(Lin &
Hsich, 2011), 7ol AT AuA Hames B8 AE A Foht gHist
Al =71 =29t #FHo] i (Mango et al, 2017) AAFA= AH|RFE0] Hb
dol FEsthal QIASHA HH MAFA EHe] fl9do] =7 wiEe] Het
e FaottH(Dong—Her-Hsiu—Sen*Chun—-Yuan & Lin, 2004).

QU AA A&’ A48 2 fledS AAaAZIAY Heks EoiA 4
HzL AR s =Y 4 Ath(Warrington-Abgrab & Caldwell, 2000). o4&
ol glo] AmAY|~ Hasaile] $1E THHE £8

g aglolet @ & emQIA, 2020), ARAATY HES AJVYR §
2 9190] FULTL S AF PAL AT & YA, 24 A 45
O

A g AAEE Hetel digh A Hi-eo AEAS S = AYSHA
=
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F40) AuE A48 AT 2 DS WSOl ool IA, 202).

wpehd A9 QTR G- QLA 2022; o] 44-3HE, 20217 T4
o, 2020; oFthA, 2020; A=Z-o]FH, 2017: Mango et al, 2017; ©]A47]-7}
B4, 2016; olth-A-8A, 2015; &dln]-oldE-o17=, 2014; Lin & Hsieh,
20115 Weir et al., 2009; Koufaris & Hampton—Sosa, 2004; Dong—Her,
Hsiu—-Sen, Chun—Yuan, & Lin, 2004; Suh & Han, 2003, Kolsaker &
Payne, 2002; Warrington, Abgrab, & Caldwell, 2000; Dabholkar, 1996)&
Higo 2 Hobgolgt o]§sli= TBSS7h ¢Hdet AHlE fAlsta o]8AE9

Ansh e BEsts SEo Fofi,

7b HR19) B YeiME FFe T
(Dabholkar & Bagozzi, 2002), 7]&7|8F HAILAE| AL 483} o] §iHd-&
Aste] F= olEEEvw dHd WEolEd P &

TBSSO] 24 rind S QopErA2, 2017).

o
o84 Aoz oA AW or HAMA A, wA A B T
A dawel FFS F AmAEA Tgo] otk FAAQ #rlke
FEAd AHer ojofxi A om Y Hh FAHHL daw ¥
Aol-gap ERte] JFE FH, HE(2022)«+ 7&7I5F AmAu|A FAHe
AolM AST Aoz o]g Ax olgAel o8l 745 =He A4d A4
¥, 27 #HE, 24" ol Zler|eh AoAu|al] FAQI A, &

H4, Holgo AUUAE Sl & 2 Zer|v AL

>
i
e
u
_?L
K

_26_



7]

]_

floF o]- 827}

o

ol

[

Al

=

S
— =

A ]

Mool R E B g E B Mg E WE oz K odm oo d
o RS Njo TR F g o H Ny o ofF oF
TR L~ L o om Mg TR s W T
oy S B R A R N - T
o_amﬂmww7 e c b iere moRED
O R B T B T T - S i S-S
3 o N e . om- N o ®o 0 X D
o © ST : A = Ko Tr oo NI
NI < gooH = M B O N R
@ﬂ.m_ﬂ_gomm _mMuAlm_.o__.SESﬂ Hmﬂ%%wmmﬂﬂ
= D & = O L.._ﬂ;lﬂvw_,m i) = = N
T r g BRI IS _{mmmm_wqa
%H%&Eo:._oﬂ ﬂziﬂurﬂ_n_%@m,_m\:o Mmmo‘ol,mﬂumomu
—_— — Y Tx
WﬁomﬂoﬂowL ﬂ.ﬂ_.o__.d_”lw_ﬂon_rmax_'tﬂ _M_Atﬂmxo_uw___.w
o £ - % X w8 o= Y T R 1o
o) o ~ L g X —
mﬂﬂumc.__.ldo mmu_ﬂ_ulﬂLﬂoM%on,_ﬁ ﬂwlﬂ:.__.lumﬂ
A_KRHMMMNﬂ W_uquLH._‘muq_amﬂ ‘m_/loﬂ_ou:wﬁﬂl_ﬂo
m B g o Xo 9 T D U~ o % 9o Rl our
S J ~ > T o — — 5
TpETTN S IZATHNSE 2FTLTw
_M:ﬁoY_ﬂ__ﬂ_ﬂ% T ,_Mmm._ownr_, %oﬂsgw_%l_
TeroTd U B eXSeEa F AR T
ERAPEY mreaFdART R g N8
TN B oW om R pa e RENETNR LR
ZRER0TE BriEiiuzEiogéNzr el
ok N o N = > S N
° A sulzgﬂjVAEﬁ_EWT,m%m@
N o o N =] = O
<) X o) . Ko o | oF o X
~ T — A_.E _Il_ .A_ —~ __OL 1,u| o o O_E o] —~ X.._ @ N
Bz Ernly SLoxehTREETISLTERG
?Sok Fx STgmeiwT® g8y T ooy
NI %%Mﬂ%%,_%ﬂwdﬂo_;ﬂlea.,_mq
o o ) . = 0 = 1
e I d i B TR T A TR I
N H| | B2 Az oo Y = . %o T o
A MRS R B TTOW N T N B o [ o u g

Aulz EAo]

1L

i

=]
o, o4, 8ol Aol &

i

-
L)

2 Ueh 7€

el
— 27 —

=
=

TBSS

o

—

(2020)

S|
-



ot

[e)

]_

=]
T

94 ‘?‘1}_7""01]/\—] 7]%7]

7]%7]]:’]— A 1T
gl E;”;/\-]]j]/\ﬁo]
28903} Fo7t

= 7\]

- 28 -

Amo ﬂ_Al _.E
B Hl o i
s TR g R
o ~ 0 =
0 ‘H_lL L_.._ O_U B o m‘_ KO
_H N 5 mu_- ~ T W
= AE ‘_u ‘IDl jo i 1% JO . N vaJl
N i ) e o | e s T Edl oo
Yo® E R IF |z i
—_— _O o o~ — =
BT g = q TS T TP 7 K
ﬁo T ,m.o KO i 0 X T .i
AN X WP LY or T n_m, 50 W
ol 7o :.l % T = w Mks go Wo ym
i I e @ﬂﬂuivﬂ.ﬂ © B
jo Jul O_H —_ _,Tl o o | = 0 H ‘w_u 5 ~
T N R & = ® [T < L3
N ol il b| T T | o
SRCT ﬂﬂzﬁ%ﬂﬂlﬂ% w R
<28 7 __noomoa@gygﬂj ® oz
mm Wﬂ : s T Tl To| r o o | o % do |7
) ML O_L n_Alo 10_|.._ 1:.._ Jum._o m ‘m._nw KA ) ﬂ.._ P
o 70 min A o o B = | X
o K] i jr J) | o | & o =
= = o 2 A_yﬂHﬂAﬂﬂ oL o |
c I * 2 A i 5
On_.O ~X ,,ﬂn_wo — I, N _ZT . o ,Iﬂ
- I = ~a | 7o o THr Lo go o
o MEE AP 4
T T X — H =12 ) < N T | o
CUT ak =z LW o X0 ] o | T
oo mo . _ o[ KN fonl - B oo |
[ wAL —~ ‘o [Q\ o ny ~r Q“_O NH X
oF X o %0 " ™ N W | < 7o o oF | Al
T A Py %%ﬂ%i%%%%é}
BN 5 o A my - o | B = o |2 = M|
Ko LR = oo B © | a2 Rl
mﬂ,g_?Bur e e L
Nlo 5 wm o == ~ &= H [~
O_ o X ‘mﬂ ‘m o ﬂ ~
o mM o1 Y %o N o S S ) T
,Alum - <| “W o M B W_M ,/Jn/\_ m ol \m}
i 2|6 S Iy 5
: X0 Ho o
& g

[e]

e =
TE Ao R AvA A

A

PR



A=
= ilﬂ i]—z‘l_%ﬂi an]

3

A

TBSS EA]9]

Lerd 5

(=)

B
mmo

T

A

iel

i

2-6] TBSSE%

T
ar

[

i on RS —
O# :._U K To =
%o o Bo O RSN
ﬂm "ol H;l JO _|T_ Z..__-
"o T . = o o w o T
5 Ho ho A T N M I
= X0 ﬂ_u E._ c._o R~ ,m_lL E:- = <
o K - CR ™ Q) of
ro L, o o Ho R AT o o] =0
= To? ;oT 6° Ea o o _Il_ O_u MH ﬂNuo ,,Al
m__m - [y iy of o £l w W = %D < 0
_ X o T ~—
fﬂo,}ﬂgéﬁ%ﬁ ﬂo_eﬂﬂy o
_._.Iﬂ%@ i T 4ﬂ% & T
Ele o ~ & P NN A &2 Xo
T il el o0 N = 1H o o/
ao,za__@b @oﬂlé. 5 5 ﬂ.ﬂah - R
% | o 3111mmmo o o T | T
o TR 2 s oz e m - o T | S s
B X oE 2w ®oH = | P k| N T X
0 | E P Ny
ooy Mg q ™o anaﬂ&ﬂ_a_
%o;g%m,ﬂ% ler|T d =
ﬂ@zfﬂoﬂﬁiﬂu‘ S N
T r q B W oR oA | © o |5 = M
»A N _D _.O E by N
EE D™y AR AR -
= B3 B Ho T mo| | o l :
3 W_ H_A._' mh <] ,tm 5o K A]_ Y <] M_ o w._ra = T W,_
al < 7 A z 5o W SR | E e 2 E|n L
0 5 o oo | X xr T T T m_.HLﬂ S ﬂ_ % o
0 = R
« A o _Mz__ ol O w9 o = | o P o
X X JO iy = T o o o %
. lo° 2 CN = % o Ll foll
R A H | A w7 O N o N
_ N =) o EO .ATd ‘ml ™
= v S = 2 H 5|~ H
rt E 3 g .8 |°F N b w
B 2 .2 S § S o —
S 3 2 £ . 8 5 | o < o9
A o O© g . m - 0 = P o
E g2 E - 8|8 2|2 Sl . 3
= o -z -~ 8| =% 8 = X 5 3
>~ < =8 g < 2 N g 8
@) p= is) < S g &
= o0 S =
A8 IS

o]

e =
= H]’%EE ﬁ:ﬂ‘l} ZH—;L/K-]

A

PN

- 29 -



2 2¥z S

2.2.1 ¥t S e] Jig

SIEl (Benefit)> A& AHAIS] £47= th=2A] AlFS] £43 #adsto
TR 7 He 874 845 A 4 qlon,

ot JHgolH(f5&, 2016), Kotler et al.(1996)°] <]s}
o] 7Hl& 739 B AH[Zo| wet §Ee] = —}FE UATE 11
B2 o2 A= ok opAR 7HA] &2 gelold@ ofuRR ARGE= 3
Bl (Benefit)> fRFAC=m BT AFE e AH|A9 £ (Attribute) 7
crzte] gt WGE 8T(Wandel B AOE AuAsl Yok *
WA HAH(Subjective Reward)e E¢tth(Peter & Olsen, 1994). AH|Z}
He AB[xpEo] B4 AEFY &4 A FHHoR e I
P

rsﬂ

El =
(Needs)?t &F(Wants)=  AlF2 ARESHAA AB[Z7F Yok Fa2Qd
HAS oulstal AH|R= 7]5A 0 (Functional) A3HEd AlE] - A4S EQI

——}

(Psychological) ZA¥=& 7Z|tstAl =+ 2 Edth(Peter & Olson,

1987). Keller(1993)= dEe A T SAoup AR Hifd HAo7
HE AAEE Zlog 7jEHog AH[ztol Fr|et THY 7|ed gt
BhA E7%, oS, AAE A= T3 FHEEHE FEH dga AHH
FQlolu A7|EE, Zopd T AES H|EAZAQ Zlo] TEo] Q=
AR A Feog LRSI

AHZE Sge MY EA4S 7 A wtgste MR HIHE W (R
B 2022), Goldsmith & Dhar(2009)7} AH|AF #pALe] 7|12 85 AFS] 9]
Q:rL—“i‘jr o EA 7RI %ol AE 2 AH[29 3291 AH|AL
2o mAe 4ud ANe 4TE FEAES @A HE AU 271 99
Aoln, AHAE2 99 Fret 275 weste] s 74 AlEel 378
o] ure-S HolA HrhERad], 2015).
A-H| 2} 01]‘:44—4 APAT (71, 20225 1Y, 2022; 11+, 2021; ©f
WS, 2020, §5%, 2016, 243], 2015; Goldsmith & Dhar, 2009)&
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dgolzt o8 A7t 4ES FUlsAL AHAS ol 8T ),
ZrbHoR ABE AAY oo Hofgeh o4 Azt g A
A7 Ade Fu sz gestd theol [E 2-7)% Zo| Uepd 4

38

[# 2-7] 2812 sl=e] 7E (=)

277

avlzt e A

F715H2022)

Z]9193(2022)

chpgel ta ol BolE AsEY AT FAY =4
o Ajelel WHd SHelA HRHE AolE BE ZPstel =
T}

19 (2021)

aud SEe og Az BREe] ARstele dEe A%
o 2elq %47 E4HTH 44 Adeld WA AYs

Lo st wel2, dEle Bste] ABS ARSI 1 %
AR50 878 mofste] 1o] P dHe 2E AEL 7

s sllok 4.

o] 5(2020)

AgATE LA AEAGIE A2Ho £
onjet golzH, AHEAH A2EE Belshd AeE 4 9

HEE ofuleh

rr

fr&=(2016)

A9 Benefioe AF AA] SHUE ch2A AFY £
Pse] FHaoE Lo HE a7t £7F AU 4 9
on, 26 7HAet ARG .

Qe AslE MY B g Asiete] A Y
Ae, A5 B2 48e 1 AEA ol dio] 95t ®E o

o
o)

I
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o] AYAT gL Fe| e Aalshd orgol [# 2-8]

[ 2-8] &¥]7t s=e] HE(=2)

A7 Av|Z deo) A
auA A AAH 878 Asle] &ru o A Bk
Goldsmith & ) o
o @Ro] A4E e Aulse] FFA Avje] P B2
Dhar(2009) D
o auld A9 £TE FESIES 97 Hi o8,
e A (enctio® A A Sgme A AE S43
P | sty 2pdoz LA HE a7 878 oEE 4 9
al(1996) ; }
on, zuhAe} A Y.
74, Wolojet ejulzE AgEL dHBencfine Aoz

Peter & Olsen | EASE AZ& = AH|~9 £X4(Attribute)d} A8]2Fe] 7|Hh7}

(1994)

WrJE 87(Wan)o] Bt o 4ulaph del F1H

AA1H A= T3 THE= FHE " AFRlE Sloly 2
Keller(1993) _

7B, Ao 5 AEe] vHlEdAQ Fo] WAL Q= A

A oz FHE

Az AYLTE Hhgoz

A7 AT,

222 &2¥A SEe] 74 a4

A 4ol EAETE 28 Ao X J”SH L7l "oz,

a7l 1 % 4uASe] 872 meteA 1o

dEe 2 AF= 7Fest sloF e (e, 2021).

Peter & Olson(1987)2 F " (benefitsought)o]gt AH|AtE0] &4
AET AE| A0 H43 TEe) FHHoR L= 9 B2 E4EA

_32_



=
-
rr
( Ol_l
o

avlAbEol AE AT BEistol %—%}—L— Z33 wAgolt 7
%

o r
2
o
19
>
op
[
B>
o)
fr
e,
ol
ne.
rr
e, Hr

ox 1o u
)
ro

o fu

l
tu
>
k)
X
ol
>4
il
fu
:

o

=

o 30

it

P

=

>

10

>

S

s,

o,

I

Jo

offl

>

&

flo a =

=) =
oo NN 9
$ 2o rr

AL
S
S
N}
=

o

It
M=
tlo rlo
o)
ofo

ol
il
rr
=
&
o)
)
i)
ol
o
rlr
o
lu)
o
o,
2

Y, i) d
g0
v}
utal
o
0y
g0

K
> s
Lol
2
_ll‘
i

Zi-'
2
i)

o
T
£
B
o
rl
S
=)
—_
*x
=
1o
ol
_,d
m
)
ne
i)
o)
ofo
N
1o
R
N
N
rid
=)

filo
Rl
i)

el
i
o,
=
A}
el
i
[
&)
T o
&
;@
o
HL
ot
SO
g
H,
lo,
I
el
L
o
il
o H &
o ox,
o o
2o
2 o ol

Moz jHsigon] 754 sﬂ o AU} AL ABSAY 2HE

HZ25 = o:’”EHo]tq’ Alg]d &

il
)
5
o
iy
r (o]
!
i)
Hul
¥
2

2

(o]
Hl
ro
%

_33_



o] mlEH oz LARAY A Exb ke o]
AA3(2015)= 7142 A5l M FEe 7
&l

A
A=, AFel B2 ddg 5al ARelH olrol sy
1=}

)
ro,
oM,

Am
~|
C
i °|ﬂ
ol °‘>':‘ flio
m:i o 1o
o+ 2
oo
r o

f
Mr ox

rn oL
-
N ox
ko
i
rr
rE
1o
12
%

k=l
)
ol
ol
2
o
%
)
)
N
i_x“
e
ku
N,
e
el
4
>
el
L
%
b
=
)
éldl,

i)
B
J
)
9

Ju o
ol
ok
8
)
Lo
BN
2
)Jx
FIJ
.
ol
o
IS
=)
NS}
\[\3
lo
=)
N
|m
1o

lo &

Eui
(o]
T
o,
%
i
2
2
X,
%
)
|
)
RIOE~
o
)
el
o =

it
1)
L
o
ox
=
X,
N
N
i o
o2
of
off
2
2
o
rlr
of,
o
1%
I-'Ij
2
o
ol
ol
k=l
K

O
e
:>|4:1‘4
)
)
2
b
)
Y
10
oo
Fo
b
2
4
e
o
)
L
e
[
>,
olN
L
o,
o
o|N
fllo

8
j-‘L s
EY
re
e
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A, 2020, &4, 2019; oluo-Ey2, 2018 FE=,
2016; o]eld- , 2016; 7A3], 2015; Peter & Olson, 2004; Haley,
1968) Btgfo = AH[Z; SEo] Fdaclow Mo 8, ook SE, ¢t
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2.2.2.1 Ho|H &

oX, il

Sh7] 9o &8 Al drty ARESE] HORPPE ofn[sh= Bofolti(
TR 2013). =, AR BT A
£ 9ujsk= BolEMN, AR AlAES "HeEsHA AR 4 2l
ojm|etth(e]d 2, 2020). AH|AZE RHIYAS o] §sto] AHE ot
& olf= Al oA 4ol ZHEstH, o wiwd glo] Y F

A e AmtEES R A ATt JHesithe HYdE A6k diZeltt
(oJuof-BRg-2 2018). Brown(1990)2 HOGE& AH|IAE

25 g o g3 #lekshA Aeske Ao=x AoJstal AHRL AlFEY
AMB|AL] Ao AQEE A 7|35 AR AR HEdA FES
o= 2ZAR dezs HIoke=t ol Gwinner et al.(1998)7F
2
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L wolge Az AL
gol43 A2 f84e A FFS AT 5§ HEE WA sl
2g Jmdt AW FFS WAL ROR ¥

HFY FEO] 2)&A ARRO L o] AfoA] Heolgt
ot Me|5HA| AFRSH= 4H|R] QAo 7 Aoty AZES) B Ay}, RetY
TFE et A 7HA|oA EEF %3

HFEQ2017)2 Ml aFAo] Al

oz
e Wolg ddog axol B4 WS dFt A
Tufste] pre A v
n2kes F 5
A T omg B 4 9tk

P Q02DE RS 2uAt Z147IN AnANAE Agots A



"Hestotal QIAsHA she Aoz, BEfstH A2 ABAE olsleH ol&
27F 71e7|8F AmxAd| Ao o] mefsirtal @St o]go] FUke A
olt}. Liljander et al.(2006)+= AJH|A HopollA 7]&o] UE-2 AFEES d4
Ao kge Fi, 71E9 A2 o B2 "HodS Alssty, 7« AR
< AYE A Aot =ebFal, Ve oRE o aaAoR o A
27t 7Fs @2 S5 Ghosh & Swammatha(ZOOl) o o] mHpYd Ak
A 78 FFE F= TR 8Q1o= o] WM agAolet 4
o}l walker & Johnson(2006)2 7]&7|9F AL A H|AS] f=8of FJFS F
© 842 A 88& FHU®A, AE #modddl= 7lerHr AmAu|Aart
71E0] i AH| A} Hws|A Arpu o He|ste mEZ|ef e WOyt
TE BRo= Hoo] FUlHHA IAELS MH|IAE AAR FFShs
7Hs/dol EoRAIHAL, Zlwrdt AmAu| oA EHAZLY 4Fo] EobA| A,

e 7lE7|dh AIAE|A9] o83 7|5kl HFA AH[AO FHQ

@
N

1
==

A B2 (Full-service) & AEsHA = )letal sFQint.
BZHA(2016)2 AntEE ofjZgAlo]A] HolA-S Berry et al.(2002)9]
AZ1gE 5709 Agom AMH|A HOHS ofEe Aol TS, AH|A A=}
& ARG Eo k2 PRl JATIATY e AS sk o] F -
7(2020)+= et FEO HOAHS A dASHH & 2
of @odor BLE 7HxH, HHY FEo] MuFARl F2 JHAE
thal Hgrow HuHpYdo] tiFetEal ookt 75 Mz ofEg Aol
2 5ol et "EeE S5k AdiA AHA
HelstA st 714> REtd A AdgelA ABjAtR stolg st

R

=

%

[
o
Hd
ju)
=
ne
filo
o)
oo
_O|L
alx
P
o

e S 2 5 RS stel, /149] A71A AT ololAES sk ¢
o =, Bold dge auATt Be WS ol gstnt SAo] Az B A
HIAE APH she Zol, ol J|edu A5AR) BAS PAFHL 4]
o1F Aol AL WA & g WS FaT Aelrheltia e, 2018)

olg|gt APAF(HE- 2021: o|HE, 2020: Vgtﬁ-azm 2020; &
W, 20205 @H, 2019 ojuof-Hrg-L 2018; LG, 2017 AT AG-
Aeshat24, 20165 +F5d, 2016; A52-4353], 2013; Liljander et al,

nol'
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2006; walker & Johnson, 2006; Ghosh & Swaminatha, 2001; Gwinner et
al, 1998) 52 ol MolH dgolat AFo|Lf AH|A o]gAtolA] ZHHskAL
Helgh d9e Akl ol 8at MeAskA ABolt AuAS o8 % 9l

= S Aoz Aol

2.2.2.2 94 &9

ArElItst oA ‘TR APARHCcR QIF, WS, A9, AW, T,
AAA 52, ARAEAA v 2 A g 22 glsol 9sff oxHo
2 FEHE HARY A9 3 BEAS AdEstEe AxE=R Ao yRd
(wikipedia, 2020). Thg/dell et ojz] AolE AHEH A4 FAZA SR
ot} 7i%le]l YA EAA HEEHE= zolE BF EFcte] ZEHoR
ARERITH(FQ1Y, 2022). TS Zidel madHoln /ARl /fdolet 5
clgte gro=o] =915 QoA =& W vkl digt HdS Heel & d

a7b Qohta g 2R s 244u], 2019).

Larkey(1996)+= Th/d& Tt o|dA off7F ofbd, ok 7F Azl
FEo AolE zdstal, BpE el FEE FAEe J4HA ohe I
2252 7HAAL @A sh= 7HAA T HIZFAA Q1 E/d (characteristics)
o2 tFAdS Aokl Sk Van Knippenberg & Schippers(2007)+= At
T 7o) AfAolal FHA (B, HE, 94 5) AolE =St He

E45 thfdolet shlek ool digt #hd A
A W ojddor Hop et A &
A 5o= FEste Adsfol|A gofub 24 U 7jQl o & 3 3

H35} 72 (individualized approach) 2 AHstal tk(Mor Barak, 2017).

1zoan by e A JIRE BAE e B8l 4o

S

1=} E1i 1o
2274 Az} BF| Jde] Ht Apxeh FEe

%l

o

o [

ol

oA =, o]g
sfet P2 e Hod PEEE 25T 2807 oot
off Qth(etA <, 2021; Konrad, 2003; Triandis, 2003; Ashforth &
Mael, 1989). AH]~9] 7go] QA HA, Koelemeijer & Oppewal(1999)
of ost otFAFe JMde SichA AH[AFY] tefet @ FE SFHAT=
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AET A2 Hetor Kl g 7ol ARl Alssta 9l
A4 =t A z %5, sl ofo]

w82 7 Sl YT BAl 1A aFE FIAA T

=

O AFES B 4o WAl S mlAle Be FHY A
A, ARt ]l atelE A sk ZiE o]tk (Phillips, 2019). Hdo= A%
Stof AH|zEe] MpA e HohoAehs thE diohkE AEshs A5dAlel 3L
O AolA  wrdstlet(H/du-old =&l F- e Ad-HoiAd -3¢k, 2016).
A ZpolA el THxet AHA AoA HeF e 7Rt SESt
T LASHA] g AN FE Y] aEH THAE xSt tebd
Aol FAA, EAIslE 58, 884 5 229 ATl =&o] Hote 74
9 AAdY digo] w2 dFelA #lEx loh(Roupakias & Dimou

2021; Lewis & Cantor 2016; Morand—Ferron & Quinn 2011; Page

oL r_l_|4

?
F AFAEE vsty GMshs A
4B ES o8k IAlA AFEERL of
yeh, SAel AEAM0] ol 9 B &g e FEEE JRAT Auls
e A HEA ol tgd adoR AzehAl "nk(eldd, 2019).
wheb AT AY, 20225 k49, 2021; Q

o
o
e
B
<
©
=
b
o
EN
o,
o

/S
AE9-1%kE, 2004; Roupakias & Dimou 2021; wikipedia, 2020; Phillips,
2019; Lewis & Cantor 2016; Mor Barak, 2017; Morand-Ferron & Quinn
2011; Van Knippenberg & Schippers, 2007; Page 2007; Konrad, 2003;
Triandis, 2003; Koelemeijer & Oppewal, 1999; Swaminathan et al.,, 1999;
Larkey, 1996; Ashforth & Mael, 1989) &< &l thFd sl=Holst oot 4
Hup AHIAS AlFSte] o] §AE0] TRt 875 SEA7I= Aer Aottt
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2.2.2.3 St &9

ol Ala"le ogst=tl oA R flo] A AlaHle] &
Delone & McLean, 2003), Kehagiaet al(2007)=
do] FHE AlFsh= T8 FFRY T skt Aozt sHA
MP2(2018) ol wEW bdgold AR AR AlLHO
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S, 2018; $F4-FIdFA4E-AFTE, 2015, Radomir & Nistor, 2012;
Lin & Hiseh, 2011; Kehagiaet al, 2007; Delone & McLean, 2003)E Hf
S A d"olgt o] &xto| A QHHS AMg WHlYF HHE AlFoto] o] &

A7} s AElAE ol§F 4+ YRS SH= R0 PO,

2.2.2.4 A= 99

AeA e mAe] s ATAY BAS Fo) @A He W E
L oorde 53 gL deld melom mAe] Az AgAete] 4714

2018; Berry, 1995). Al=]4 dgl-2 7+ A0 AN AFo= s 2H4lo]
mHHog LAZAY A4 T 22 JHIA] AR T2 onlgtth(Peter

& Olson, 2004). H2]4 dgolzt AH|A A

HAXNA e HoNM =7

5], 2021; 4=, 2008).

+ JeR 7949 ol FFe FE 719 A=
A

I Ae| 2o tigt AlEl2 A At

o] 23]- 2 oA H (2014 of=et AZA dE2 1Mo 7 stolg 7
ARl A [RAE Fl Av|A7E 2] "Hlojdo] glo] £3FE Zolztal
A= arb Qdttal FA5EA T Gwinner, Glemler & Bitner(1998)-&
AeA dEl2 A AT 71date] AR AAH HAE TAA A
AE Aed ddge A% 1AE2 TEo] Eopittal shylom, AfH]
2 JAHNA AR AFAQ] SARET 7] o] A AA AHHor ekt
v QHAsiHal S & o nZo] whERtrhal shelth(eolqtAl, 2013),



HAEQ2017)2 AR SEe 71l tistel AF B AdFEel Witk 23S
AANA 7143t AEH o= [FASH Hi= =Aol2t Ao, d++A-H
do-Rtp(202002 AHYH sEe o] AH|A AlFAe BAE ZHHA
st e He Here 22 Aot A o5l

oA AYPALAE- AN E-0l5d, 2021 #495] 2021 drd-Ebd
T9FEA, 20205 @AY, 2019; HIAAEH, 2018; #FHA, 2017; ©|4HA,
2013; ANA-AG=, 2011; L=, 2008; B. R. Kinard & M. L. Capella,
2006; Peter & Olson, 2004; Gwinner-Glemler& Bitner, 1998; Berry,
1995; L. L. Berry, 1995)% utgtog Azg|# dgolgt o]&x}7} A|&olL}

MEIAE AFgRe R Hhe 4 e ot WE HAdo R olgAtelAl HEF
o

I

avlz slge] Be AWATES R,

- -

Sl o
2 ke Yo BRStel FRotx gon, £PH A7 4
al

A e 4088 de/AgE dee] AN HE U TRl
19 olmAe] mAE A A7AE WA WA o] @
W AEAET W FAA B g4 9Fe WAL, HrolEd 2
A Ast AL AANET SAFHAA, A7 AE T} e
e el A folg avt AFH A AE A, 2014)

Ze4d(2018)2 7149 FR7txFE &5 (CSV)oll gt 4Ear Q14
9 STl wet 464 AP Aololwo] FHH Gl Yoy
Faot At HalllEmma & Binney-Wayne & Vieceli-Julian(2016)= 2
2t SJAte] miAIY e Zivem Aol &AMz dEHe W72 d= A
Fotw 1A WEI PF oJwo sp5yo] EotA Aol fowst Eof
s

d = dve 280 uten, f5e(2016)2 A8 F4 dE2
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FANC018) | gl wet 2wl des Fejolwd] A FFo| Ut
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wutd ¢ olgate] AztE dlH F A s, AAH Fe
ofute]-aHg-&
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& Vieceli

A%o]g ot ot 4 Slrhe A,
Julian(2016)

olsfEAAE F19ie] sl Al
Bhattacharya et | Hfgf o2 ghgo] dapxittal of
al.(2009) Ale olsidAA HdolA Als

dsmmith AHZE QoA 9] S AFRA d"at 1A SHe=r A
Goldsmit

2oto] HSAFAF o AP AAR &4 2o AH|[FRA
Dhar(2009) ]

RS LA EESES

AElAE BQulg ol dEe dod A EAuhs
White & )

AFgol monz 27 "o AAR A AHE =Y
Peloza (2009) 2 ota 2
Beatty et | 4FEAL FoA A8E sldo] Aulse AR of
al.(1996) ot AR FolHQl FFS vA = AE TR

A AYITE vigoR AFA AT,

BEoladt 870 5, /1B, Fua Wik W Wik 59 WiE Eg
L 2gHel Adoz Ao Tof oAAgMgel Qo] shbe] Wi &

z Q

- =170

S13 glolA, miAR Aol dle FRE HES A}u(olBA, 2023), 14
=3 o] o

5}
VATME] TS AR S E oY oS <185t T (input) ¥t
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ol %
5o 1A9) Ae 0 A A8 AR A oA
7 = O

gt A

uATSolg 7|go] AE B AR~ FHy wRiEo] Qlal, AGA|}
tzo] 7]1de] /ol 7]odsh= ol 3lof i Fagt der 2 4 ¢
tHGies & Cote, 2000). Howard & Sheth(1969)= 7o) A|&Eo|L} AH|A
of FujE ffsf A= drE E"}O] = HE A
FERF AtFo] 7lE E7RelY AWHoRA 45T 7\1]%
I o GAE 7Idehs Rz A ]i o] wErE
AB[ZFY] &35 SE2AF 4 Qe Aolgt skt (Chong & Rundus,2004).
AH|ZR= AlFelu AB|A8] ] & A1) JH) 3ol disiA] B7HE St
Al = ol wlEo] 4] PFo FFe F7] "lwolth(e]azt, 2022).

UAEL TIgel AR yEhA Bt Avke] zfo] = AMH|A A
ol Aol 117y 7k Q1AlE Hwgh 7|t %‘?:_1 A Hdo|o, THs IAL
7199ol Algste AFH A2 th=A FFstal ddste FHAd g
olgtal B 4 QoY 2021; Swammathan'Groening'Mittal & Thomaz,
2014; Oliver, 1980). 7H¢lo] Z&et Aol gt vwE S B Aol 7|
¢ AHn e 540l ¥ ottt AR 2 WSS =74 o]

g3 ol 1Al PFol JFS uA o, WEL Tuizte] e el 7
W) wlgo] Wng Fo) thehti poleh Avle] Aviebn Helstdm, AHgAt
WSS A7k] AA AFolt Ayl e BE ;Luﬂsz} 2em] ARGl kg
2 £ AAA T 5 ke gojstgon], wEe et Azw A
Q0] 07 ohel wet s, wars, FRASl A A e ANSL
s W} 1=
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~% Fujshs 23
= H|59]3 7Aoo
4

H7F 7 =l

Fotek=rtel tigh QAo wat WAst= 718 Ev Ao fAgolzta sl
o, Wirtz & Lovelock(2017)2 117§o] 851e} 7|to] B-g3F Atz AE
v AE A A Ty Y A E|Zo] A&EE AHZE ThEoln, ks
< AFES ZIHix]et Z|Zket Aate] diste] HRPS W UEhte EAF
T= Afgoln Ao Azt 7|t 4ol Hlste] Wow EW=E, Ayt
712t AASEAY o REESHA Erhal stATH(Eg S}, 2018)

A Aol S=7F YRt ow 7St TrESolft, AH|[AE AE
W AHIAS FEjstal ARRto RN T 4 Qe B7F A9 7| o)A
o7 FEEo] g A = A AR dis] SAAQ FEe A 5

5
+ e gulstH(elE, 2019), ‘149 BFEF FIZATI= Aol Hiwt
FIH G2 AHolstarh(o]4A], 2012; Czepiel, Rosenberg, 1976).

AR O] AP AT(EE, 20205 ©]=, 2019; ¥FAR, 2019; MFFx
ue]-deie], 2018; =gk, 2018 FAE, 2017; oA, 2012; Wirtz &
Lovelock, 2017; Kotler, 2009; Chong & Rundus, 2004; Anderson &
Sullivan, 1993)8 A#HXH yZut=olgt A|Folu} AMH|AE o]-g]t 1179
a7} Agg 242 0 L= IHHe gyos Folsi,

ool TANZE el MATE v shius Aeshw ogol [
2-13]3} 2o vheRdl % 9tk

ol

E 2-13] 2AR=o] Ad W)

A7 DATE] g
olA9] 7Ithet olF o] Aol ZAAe] FyAQ Wro] A=
FHRC0) | e N °
AHAPE A B AHAE Tofstn Ao bl 4 9l
°19(2019) | & 877 AHo] st olgoR FEE Y A T
A GAA] e Ao AL 2 HE A,
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74 DATE] A
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Wirtz & a4 &40t o] H-§5F Az ARy AH|A9] Ao
Lovelock(2017) | 283l 1174 AlZ7to] A&E = AbE.

Aol AlFS TS & At 7l ol Fetst=rtel o
Kotler(2009) ) )

gk Q1A of wet WAStE 71E Ee AT A4

Atgol L7l= E7Awolu Addo=rA Asd AF 2=

Chong & ) ) )

Hl ek 2 o4 d Zdiels §idlz AH|A pffo] A
Rundus(2004) - .

e B¢ T AlFEel MR 845 AL 5 e A
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Sullivan (1993) | 2#HE0] =AY 2 o Yehj w7}
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Czepiel & ) )
nAY 878 FEA7E Azo] g Fuagot
Rosenberg(1976)
Howard & AZoly} Au|A0] ZulE A A& = girfatE BAo] =

Sheth(1969) “HI.

A ARITE oz AT A4,
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0] ofe- opeFet A4rt HMPEHIA(Jian-Wu Bi & Yang Liu & Zhi-Ping
Fan & Jin Zhang, 2020), &2 <9 IS 17o] AlEE A+
sh=dl 3ol 7P S8st 9g<= stal lem(Nguyen, 2020), 7192 1L
Aol AF B Aujzo] el AAl, oA Ae ¢ wE= stHeAd dH
mtofo] WFEA] HQstth(Ahmed & Rahman, 2015). SSTEE &4 5 He
4, TARIA, HeHY, Q1] AT nX]= JFe] F+oIstAl et
wom Heldd, "R, He, MAPEL] QIAo] oW VNIRRT =
olxE AL o4 5 AAWRAY, 2021), Rajiv & Sindwani Manisha
Goel(2016)+= Tﬁg/‘qj’ﬂl NSk 12 whEof 2 kS mx|az, JfQlelet 1A
e F4EC] 2GS AL Ao ey

A
0] &% (2019) EHO“U} 224l £qgES WFeE Sto] AH[AEC] 7
7t BRHEZIAE AAA 71|, 284 7HA], A8 A 7HA, ARlA 7R R A
Botal AlFE w2 dfA DATF BHEFAHT FAHAJ] JFE [
2= AL el o, Ozkan, P.-SierS. Keserl.K. & Kocakoc1.D. (2020)=
719 oln|x|et 719 Boe 2739 AE SHste dutAl AP o
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2 ARE 4 ler O 2y a4 FAY WSS A4St 714, ofn]]|



ol
o

K

AAN, 74

N

oz 7}

el

qr

X
Hin

18] A, A

=
1l

chpy, 7o

ZpQlo g 771A] Qolef 9

AL
__00

o =

A8~

s
—

935](2020)

i~

o

AL
__00

—_—

or

DA

o EL Azt 94

745 7] 32 A] ]

S
1

WAL(F A, 2021), $-F(2020)

il
Hip
0

T
oy

I+ TBSS

T
__0.._

Tr
TH
i

T

A

A

=4

El

QL/H

214, BHe| A

Bl

5}
=

Z]
=

e &

S
1

Ping-Lung-Huang Bruce C.Y. Lee-Ching—Chin Chen(2017)

o =4

=
=

]_

[e]
& 17 %

0°

=y
ME
7o

¢)

B3k Igbal-Muhammad Shahid & Hassan-Masood Ul

Itk
& Habibah-Ume (2018) SST2] AJH]

Z
Lo

=
o
i
)

B

—_—

0
N

<]

HolZela1 Shimiao

=
=

M|~ F4, 719 olulA]l 9 SST+

=S
-

Li(2020)

| 2 e,

-

EEL

felotA 2

o] 9}

|9 1A EEE A AR

Z

_52_



s
=3

2k

UENEE

=g

2718 7}

)
—

0]42H2022)

o] Hi7}

JobR 1, TBSSE49]

s

=

ot.

S

R e

Az Aajshd theel (& 2-15]

Sk
of

=4

o} o] Uper 4

-
o

3 7}e}

520

3

O]
o

A Q)

Q)

A=)

[¢]

i

S

ora AFgAel

o, Aoz oA 7]esd ofgo] TE

2-15] 1 AqE=ES] A

P sle wAe ey ARgol g

S

A4

of o

=
[¢)

84

=

ol
Hlzb7h Aztebe e

1%

o
pi)

AR

o

e 2 & 4

o0

21, "HAA, 2o, A

A

piE
[, FEO] AR, AL Ade] aedd

=SS

]

274
2| 4444(2022)

(2021)
(2020)
(2020)

)

==
i

o

z7
=
O

o]42H2022)
%

A9 8](2020)

o

nn

B
X j—
-~ T
™Y
LU
B
< Hl
-
X o]
~

ﬂu!
"CNr
O
N R
-
N
~ X
g
N
AU
~l
Ho
.~
X T
~

i
LY
T ~A
0
N
iy
"I
~
E)
(@]
)
,m.o
oH
o

_53_



2@ AvelA A Ty, 1A

3=
=

)
=

AL
10°

LSO

2-16]
Cl

H

<]

ir
ar

9

29 |

==
2 ojms}

°

A7 ()
oA A

(¢}

iy

S}

L.

1

paz el
=

=

sh

(o)

b0l 4

9]
Gkl

=

=

A

2-16] 11

o
Tor
ofu

iz
ar

[

=n

W
o
A
5
N
ﬂo

ey
10°

ofu

EO

O] Al
L |

L=

tel 712, ofmA] 8l

S

Bgo

—_—

ﬂo

ro

ﬂ
A

¥
=>(2018)

® 3°

A
o]

A7TE Hgoz AR AT,

o

O]

Gl

Kl
274

_‘I
Shimiao Li(2020)

2=

o} gro] vkl 4

S.Keser 1L.K. &
Kocakog 1.D(2020)

Ozkan-P.-Stier

LiwZhi-Ping'Fan Jin
Zhang(2020)
Nguyen(2020)
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Rajiv Sindwani HolAg Tt Ffelste 1A ubRo] 2 IS u|z|a, 7f3E}
o
=

Manisha Goel(2016) | €+ 1 HFES =AM Lof & 3F2 n|x= Aoz ey,

Ahmed 7192 o] AF B Au|Lof el A, of¥A He

Rahman(2015) 7

_('3_
A AYITE vigoR AFA AT,
2.4 A&Hol o

2.4.1 A%olgolzel A

&0l o E AHHE 7] Hof HA ok (intention)T 7HQ19] P& FT
She Agaclos FAE HEet Al AT Aelo Zigols e AAAA
PEor ooz = hIY FHAQ] AEIE Hetth(Fishbein & Ajzen, 1975).
o2 gt 94501]—1: AAGOE ot 2| &0l 8ok, FHYE Fe= FHOYE 59
ostA Aol AFEL o AR PF S ST T8t 8glo] H
CHEA ok Hgel, 2020). oket wrAstol s A4S ez o dA47t +
£ o|FH 1A tigt "o P o WE nHdFor olofx= A
o1o] oJz12 AolHth(BouldingKalra-Staelin & Zeithaml, 1993). HJst &
ofofl A o]§ k= iH]X}EO] =7 EHo T= Hfso] dis] &<l H

5 A

o, 2021). Zl—éol%ﬂE(Gontinuance Use Irltention)h 517“0] ] | olg3ld A=
L AEIAS ASSIA FlisiAL ol8shl 42 ket T ARl olE dhshe
Akl AolelrHdw7d, 2020; Sorebo & Fikebrokk, 2008; Dorsch et al., 2000).

A LT RoRlA AHAAHY 583 W A%olgolEE FRT
MEoz AL Ql=H, ol 27| 8Kt 149 X&£A o]fo] 7|&7]

uF Auls 3ol WA adlels] wEelut AZolt AuAE A&How o
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Ho

7H2] Q= 9=t & 4 Atk(Bhattacherijee, 2001) Zlio]%—il%% a1 o]
o|-§ Zdol U= AFCIH AH|A titt 34 HE7F W PToR
u)gfjof] thA] o]&s5t1 AL oz AHost 4 9lom(Davis, 1989; Delone
& McLean, 2003), #<=+(2022)= A&52] o]§olkof tis] Ars]42|stofA

= A5 A (relationship management)ol] sk oujg HAHE 3 glon

dutAog Az o|FA= AARAY FFol He A2 MR wE

L= okl A olEo] it

Ok o] &7t A&EH= Aor AFHo)E E= Ajo]-go=
Q)1 AH|Z}F} o]E AHZEo|L} AH|AE o] %

&
eha A9 4 8% 7 g A
Aokt BES Lol 59 olgelmst wAsA Hul, ofd FHA wEe]
A%HE B9 oAl Folshe 2 Agolgelzet I 4 UHAAS 2022
Fornell, 1992). 2|40l o=t Z1g0at A8 7] A% BA 44 $)
& A Adom, olF Bal el wead, SolFT, B Al ot
A sk, 4 WgE ot Sel 2 A% wAn A%H 1
2§48 99 Fa% AdoR AAGOIEES AdWsty odrkEael,

2022; Venkatesh et al., 2000; Zeithaml et al., 1996).

Zhou(2013)2 ARgAFel 719 7He] A&AQ1 BAE FAIskal, &7]1A <l
oA 719 el WS TS 7R Q7] "ol Fast 7id
O 72 QIAEL, AHKAE O EE LAl ARGl tigt nEiz ofujigo
2 AR S wd Jfdeg & 4 glem™(Jeon, 2019), AH|AL A9
A &4 QN ARG o RE oot FAlof nlgiLE A5 5+ UA kel
3, 20205 7AA, 2016). Oliver(1999)= AEAEOILE AEo|U AHIAE
AArgste] Whe Fuff o] Hix} Sh= EU/dHIE AFostilal, Faf A
= AlEstazl sk oofet uiA" o] Qlojk Fd AFolu AHAE
AAHgstE = ofA]2ta A skl

A7 2AHLQ015)+= AEA o8 ke AFEY} AHAE FHjstil o]
&ot=d 2ol T8t Hgoln, 7|dE
o Astal itk 2|&A o]-golkof tsto] o]

0]

l



of digh W=} ofzts Zry A& o= wiE, ogstHil ste F4AQ 9
Eg oSttt (dd, 2019).

ol4fo] MeAT (Xt 2022; AAE, 2022; o]AS, 2021; EAoHHY
o1, 2020; AWZ, 2020; =AY, 2019; AAA, 20165 A7|4244%, 2015;
Jeon, 2019; Zhou, 2013; Sorebo-Eikebrokk, 2008; Dorsch et al., 2000;
Oliver, 1999; Zeithaml et al., 1996; Boulding-Kalra-Staelin & Zeithaml,
1993)5 AW HH, &Kol golegt AFoly Au|2] FHa 7R E Q145
A o] 8AY] aFE FHEAA UE2He S AFe) A7l Z2A
A&EX oz olgd 4 QA ste Ao=m Ao 4 Stk ol A&Kol§
olkof digt /gl AFAFE =W SAE= Aok vh=o (& 2-17]%
Zro] UrehY 2= olt}.

E 2-17] A&olg2x ol (=)
Q74 Aol golw o] A

Atgld glsto A= BA-A (relationship management)©f] sids}t
H&r(2022) | = 9u2 A9EY, dutdor Az oA A A<
o] He AL AHAY WE E= BEYRolgtal A9

AA-8(2022) -
AvZtEo] B4 Y &2 Bt dis] 29AQl HEE T
gt F vl oR et gRgoln, R 2 AHAE A
o|iE = T ™

(2021) ujsty ARG Au|A}
o

o FAHOE BES ek,

gmelt ARt A&ol s, THAE Eb FAYE
5o opsp] Agsel A7HT gom A4 FF 2 9T
Fa3 adle] 1.

2o}l

(2020)

AElE o8 Tl A% AgStRA Fu AEECA F4s)

A7 (2020)
e g ozatm Ao,
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247 olgolwo] diste] olfalm i mutel 4WZEo] o
£490019) | § HET fRe 21 A&HoR WE ol8stH T st £4
2l oz Ao
AE AL AEY] %[ A4S ARE wekele] FAo] ol
2744(2016)

[ 2-18] A%l gl AW (G

Q77 Aol g oz o] Y
A&7el Agel a vHFA=A ooz AHg Fekel
Jeon(2019)
gk 7
Zhou(2013) | ALEIS} 719 7] %A BAE £
Sorebo & T Ao] oln] o]&FHE A|E T AH|AZS ALIA FullstAL
Eikebrokk(2008) | ol83t1 e A%, th2 Ao/ ol& Agale s ot
Dorsch et T Mo] o] st Au|~Ao tISiA thA] o] &5} XS AL} =
al.(2000) H EE A8sta ol Ax

Oliver(1999)

AZolt Mulzg AAgstel WEFu 1ol Hug oh:
2R gel, o) ABS Awstug sk SR oY
wejo] glolE $Y AFolG AulLE Aot o,

Zeithaml et
al.(1996)

7193 AHgA 7k A&A BARAE g WA,
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Z735(2018)= &HMY 7HHAA Au|Aet TRSA AvREC] QlASh=
MU AZAT A, DATZT 2)&58 o]golkete] JF TAE BAT 2
oA A=let nAGERo] &HH o] golkof fomgt JFS nAE AL
shol5kdet. Reichheld & Schefter(2000)E 22HelAtoll A Ads G429 7
o APO]EJ 2|42 01%452 ST AL FASIRA, AU AEAS
5 2l JFE x|, DAFHE}

]

s oo °1ZIF4 Ak gzl & 2
S-E4RQ0I99] A LA olg AF AL ez @ del
A z2gulte] olgolzet xdue] W% 7he BAS HAG A% BF
AL Bolze] 9P Fr 2oz ZAHYIH. Yang et al(2016)9] @
FolAe ol clufelso] thgt A2 A7t L4 Azl Ak
A olg ol ol Aow UERII, Wang(2014)9] @7o4E mujel
5oquzo] wet ulgol AZE S AR Aus Ak ool £
$ AL AL Ao e,
A&ok-ol 4820209 AHFAAeN A Au|Etol Aol o] EAel uters
Fuizte] pierEa APl =E AME A, Augtoldolde] AL
FolgrEe] 344 GFe WA, ?DH“J%—% WAz sl Aol

oll
of,
3
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+ RHtdL o] it ARAY] AR 25 AEF o]§okrt
t Shal & 4 AR Y, 2019).
Yan Li a & Huping Shang (2020) 1Z]H AH|A ZHx]= AH|A £
3} Algle] %Al olgolw Aol et FAAls], A% o Lelwi A
L AEls b W ghERe] ATtelv] QAW §847 HERE A
Ag6 BRES) ASA AHE omo] g FFS nAE Ao P
221 (Shichao Pang-Peng Bao-Wenyuan Hao-Jaewoong Kim & Wei Gu,
2022), & A§AS] ALA O LIS Kol7] 95 AR WEE
o gEE WAL QAT Bel Agslol o ATE WATHAbde-Adiz
Ahmad Sharabati & Shafig Al-Haddad, 2022).

ol B AFoME 94]7|de] TRSSEA T z|4o]gorelo] WAES
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[# 2-20] A%olgolme] HPAT(FHe)
A7 ARAT
Abdehaiz Amad e g Aol A5 Ael olgelES wolrl 8 g
hasbal S o o) 9@ WAL 948 gl Agdler .
Al-Haddad(2022)
Shichao Pang Peng Bao
Wenyuan Heo | QA8 843 #EEE 243§ ZAEe A&
Jaewoong Kim Wei | AMg o]kof §oJgt J3FS A= Aoz g,
Gu.(2022)
A Aus e AuAEET AU A& o

Yan Li a & Huping

BOl Afolo] ZElgt FAAte|H, A& o]gok AlH]
Shang (2020) _ 3
et S NG Ll Ealibd S = i =Rl s Rl
Aol A= dlolels dutolie] digt A ZtH ZHA7F =
Yang et al.(2016) | &5 AH|AY] A&H o]&O L7} EolX= ZoE U
BTt
Aol Me BeEtd FFE AH|A0] g8yt H-go] A|ZtH
Wang(2014) 7HAE W72 ABlA & ool FoRt @S HA=
Aoz e,
JEHY E HHEFY AHIAE oSt Qe AHIAES
Thong oo s oA &2 olgoke] IFS mAlE 23S
et al.(2006) HE wEARe JFes vlAHoRr] A&H ARgO kol
ot dF= wA= A eIt
AMEAZES S8 IATESS APEREY] Fel AH
Reichheld & ) _
ARl FFE mAH, IAFZAHE} AEH olgorox
Schefter(2000) ) _ 3 )
ot 92 ok g
o=

A ARATE vhgor A7 ATA.
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e)H garEe eele] EAt W9IE sl Aelel mer WEol of
Agst= Helehd 7id .22 (Rashotte, 2007), AF2]d FgF
AH7|E 48 B ARALE ARRO] o FHA H, ARSI a4l o]
a2 as S MR & & glom, FHloA Fas A
TE W AAA, 2016).
&3t 7ol AFS]A o]
30 A B o A s 2
P59 7|FS 9uldtH(Lapinski & Rimal, 2005). 41312 &2 Fishbein,
M. & Ajzen(1975)9] ]3] PFol2(TRA)OA Q] F2 119 (subjeccive
norm¥} & Qelog AR Y, HlREo AlFEo| ojH P52 43P}
S glold AL ok olof @rbn A wEEe Mztow
AFS Aolotal Qo (Venkatesh et al, 2003), A8 FF2 FH] A J
0] MEL AH|AE ARgSfof itk QA AEE ou|jith

Ajzen & Fishbein(1980)2 7H¢lo] &3t ARz]ofA 7Hla} ko] P9 of
Fof| sl 2tA = Asfjoll s X dste Ao= A Ad AReA +
A 22827 3435 EE £ 57](Motivation to Comply)2] & 7F4] &
olo s FoA o] FAHETHY AoJstrh Ajzen(1991)2 o] gt
A Ager stk st FFS %?_—%} ZR1Z] 0}‘41101] Eﬂﬁ} 2|7+ El
Aot Ao +=3stde MAH S8 F
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2019; ¥FA2 2017; De CanniéreeM. H.-De Pelsmacker, P. & Geuens,
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2oz 7450 SHsA ZAFRE e 137 Qo) “234 @
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o]/ FE(2022), %874 2(2022)
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walker & Johnson(2006)
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S .
S Badamdorj Lkhagvajav(2022)
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7t 50#&‘ 100% P30~u}39xﬂ ol 2 5074 1005, TH40~TH494] o]
7} 5084 1005, TH50~TH59A] ol ZF 5074 1005, TH60~TH6OA| o
A

3}

=
=
T

ZF 5054 10052 Stof, d=F 30052t oz 30052 F 60055 HITE
of AHgStATE FAE B8] 42 60059 HolEHE EARA zz s

SPSS 22.0 ¥ AMOS 21.0 54 =215
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T WSS AT E3YRY ey s A gaE gz

SF EQl& QIR A (CFA: confirmatory factor analysis)= 5o T+
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21.0& BEAo| AT WA SPSS 22.02 o]g&to] QlrEATHAl XA}
2 QA HIEEAS AAsty, AFAAARLS Jd VeEAEAT A
QolBA AlFr BAS 31tk AMOS 21.002 3Hel# @oliA o Lz
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9, Al AAT BAAS el pAS A9ARE Ae T
2 A2 Y (Structural Equation Modeling, SEM) £4-2 sttt

A, TBSSEAM AARE, A|&ol-gojmet BANA Abeld
A7 " o] izl avE HA sk

shAsted TRSS SAGEY, 714, dAQY, HeHI nAw

Zo] ¥, AFW Fo|2 AT, B AT ARS £33

412 EEO| Q7EA st B4

o
ATEASH S4o) 14 AN [E 4107 2o B AT 2AGAR
o] e AT 4L 77 3008(50.0%01gom, dRe 7 A A
o] BF+ 1 5

Z£9 1538(25.5%), A2t AsH/EA 918(15.2%), st Ash/ES 270
H(45.0%), ekl AeH/ED ool 668 (11.0%), 1=al 7IE7E 20
(33%E st Ash/Edel 7 we ZoR vehdeh £9l e
2873 (47.8%), m)& 29778(49.5%), 11l 7|8} 16 (2.7%)2 Q1] Jch.

21918 St 1249(20.7%), 5L 259(4.2%), SAFY 2339 (38.8%), A}
G 33W(5.5%), APFE 108(11.7%), &2 608(10.0%), 123 7]t
558(9.2%)°1Qlt}. upxlEko 2 TBSS o838 F1-23]7F 3049 (50.7%) 2
2 I olAolglom, F3-43] 202(33.7%), F5-63] o4& 547(9.0%),
ZF73] oA 239 (3.8%), 181 7]} 17H(2.8%) 4o =2 3Folx]gjth

A 54 ME H]-2(%)
32t 300 50.0
Sk
o2} 300 50.0
Rk 7H14-194] 100 16.7
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2| A

U TBSSE A&HAH o=z o] §

sk
.
)
o]
~
~

U TBSSE TR AulA A BART $HHOR ol

.864
& Zlolrt.

U= TBSSe|| sl oh2 AtgolA FHH ez It Holry| 886 | 3.834 | 76.680 | .923

UHe TBSSO] ol The ARl Aoz FH% A

te TBSS7F Hejde s &2 0s o]ge Zojr, .899

KMO=.887 Bartlett®] @4 A4 x2=2214.089 df=10 sig. = .000

4.2.1.5 ARl G FAA 8RR

Q9 | ofo] Cronba
& = EAH %)
A= | gk ch's a

U7F TBSSE dds] AH Aom 3 AtEL Az | 756

e FHA TBSS o8& F3std o8 ool qltk. | 792

UL TBSSO] o]go] Als|Hoa & shj® Aoz Azteict| 803 | 3.094| 61.889| .845

U] F9 AREL AuAoR TBSSE o8 796

U= TBSS7F gl 2 Wels 7HdE Aoz At | 785

KMO=.850 Bartlett®] @4 A4 x2=1128.128 df=10 sig. = .000
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(EFA)S AA]

A
a3

Qg

N
]

Al
A

=

85062 uEht

Bartlett®] @4 HA A}, 2?=1128.128, p{.001=2

L

&

Nl

Tod

o

]_

o
i
=

9
o

g}
sl

=
Z

=

A

5.455,
al

61.889%

dM
4.548, SD=1.054),

.930),

L

ted
71

°

5.260, SD=1.104)=

o

(M=5.559, SD=

T

5.060, SD=1.104),
¢}

24 M

5.073, SD=1.043), HerAM

867), A=A

]
(M=5.289, SD=1.089), 123l Z|&o]&o:(M

hiE
i

968), Yz
ATFE ABEA(Correlation  Analysis)

AH| A (M=5.042, SD=

=
=

H]2tsf =
SD=
=

mjoj& AFA|4(Pearson

AToAE

. &2

]

7/-\10

1)
—_
Ife]

ko)
Tor

m_m_
)

!
)

B

fife)

o
Tor
o
Hlo

i

Correlation coefficient)

748, p<.001), HAQNAT HF(r= 582,
112 -

—

o

=713, p<.001), EQH(r=.454, pL00D)T} H& A7
8 YA

=
o

o, 7]

S

o EALR fo)
o O

p<.001), HAIG(r

H



p<.001) 2t A& A7 2
BHA] wder Ao 9

al
Sox TBSS Y 7}A EAY t2 He 7o) TAE AnHW, d#
g Aol Ar|AF FE(r= 750, p<.001), AS]AH G (r=.519, p<.001), LAT=

(r=.717, p<.001), A&ol 8= (r= .693, pL00DSt AA A¥s Bt 7]
54 ESE 48R (= 758, p<001), AFelA g (= 588, p<.001), 1A
T (r= 700, p<{.001), A&ol&olkE(r= .662, p<.001)e} HA Awe HY

ot g2 faslAe] A= (r= 773, p.001), ARSI A (r= 525,

p<.001), AATZ(r= .663, p<001), A&Hol&%(r= .628, p<.001) I+ A

ATE Bt mpxgte g Hobd Eeh &M =9 (= 656, p<.001), A3

A= 317, p<.001), DATZ(r= 484, p<001), A|&o0]-&O|%(r= 449,

pl00D& AA Ae HArk = TBSS Yl 712 EAQ HyA, 7154, o

4R, Eeotdol w&4s Avxdd, ARSI YT, nATE, &0l g
A

Kl
=
7h w2 ZloR BAY

e Y gzl e AHzr | AEE | aAT | A&
A 3= % = Loz

a4 1

7154 787" 1

T} 2ol A J1377 ) 7487 1

Hetd 454777 | 482777 | 5287 1

ZHAE" | 75077 | 7587 | 77377 | 6567 1

ARlAgE | 51977 | 58877 | 52577 | 3177 | 6167 1

IARE | 717777 700777 | 663777 | 484777 | 80377 | 6717 1

)40l ow | 69377 | 66277 | 62877 | 44977 | 75777 | 679777 | 85377 1

Bt 5.060 | 5.455 | 5.073 | 4.548 | 5.042 | 5.559 | 5.289 | 5.260

E=Wat 1.104 | 968 | 1.043 | 1.054 | .867 930 | 1.089 | 1.104

N=600, "p<.05, ~"p<.01, “p<.001.
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B Aol 248 Fmol TAAES oop] AWseAE gl
7] Qs AMOS 21.0& &8st &4 QalEA(Confirmatory Factor
Analysis)& Algstct. 917 @liEAe Fxug4] 2y F-g5)o]
NEE9] 4 ©EdZ(Construct Validity)E HASoh=
o] ol er EAYEN MEES TAE EHISH
2 Z83HHu & Bentler, 1999). <914 glEA2

I ARES Bl AFAZO 4UT B +UT AR
dupt & Htgst=x] Uedt. 299 AYgEE UEUe Age o9
stAlgh, o5 F APAFEC] wEW TLI, CFl, RMSEA, 183 SRMR
o] HEO| 7|t 4o @ RIYSIER HYPO APHS Hoh AHsH
Uetdtty 2 4 QIth(Hair, Black, Babin, & Anderson, 2010). 3k
TLI®} CFl&= .9 o4, RMSEAY SRMR-2 .08 W]ty wf $=¢t ozt

3w (Hu & Bentler, 1999). 212 QQlEA ThAoA B A= AL
83 AH|AG "ol MapEof tiste] & HE(Item Parceling)< 285kl
T Fed B2 9 SFFFoR AT & = BRIHFE st 24
S B 4 Qe el e s B S FdHE 4 IHEE
g, 2012). FAHez ALA7E B85 RSl Y] FEeE 4
Hols o, d: F39 Ho 52 5helacle Has ot MER dEE
9] F&= Asto] &8sk WHoltH(Hair et al., 2010).

°l 2 ATHE AHgol = HF32 AlFPordtkLittle Cunningham-Shahar
& Widaman, 2002). &5 F3°] %2 Cattell(1956)2] ATollA AAIH o],
Qo] 52 Ropol wet Aol glot del AFEH o

- 114 -



FEPAN nYeld ZHYRe] A4t wob BAd of
2

LA o] 9tk dutd oz 5~67) AL o] FAAHLe] 27t 3~4
N BEHSLE 2 A F 15~24709 #EHSTE HAsittal & 4 ok
59, 2022). b, SAHFEC] B2 HF FEFa= Tl A 37 o]
Ao IEHLEE s xAYojof doh, FRP AR (structural equation

modeling)o] 7Hd %4 ol F it i of 24 oxE BAe st
WA Teo] ARE IR A48T S 9l B ol 2 T4 ot
o ZAYREL BN F At A AN B stz TSkl AT 4 9

AN
| 2t PG e AR @B 40t we A9 oE

o= Aotk 194
RS OO dyg TANEY AEE AFRSH W 2l Fo AgnE
Aol Wl 8718l 90 olst= Hopzl= dAdo] HIds|] LAYsHA
HeR ‘Hdg 8% & b= A4 Z2A- &St 4t A 4
A=), olEgt Aeo] 3t A oz FEES(item parceling)o] da] A
fHo] o3 HEFE- A%, 2007)

A5 54517 Al WE FEe A2 ARESke AHET o
FEES YUS

tol ARESHAl W9, 2xO] HAAY wAVE ¥k 4 3
os, 2002; Hau & Marsh, 2004), © <A=& ol A&t
4 FAo] 755t (Coffman &  MacCallum, 2005; Nasser &
Wisenbaker, 2006; Rogers & Schmitt, 2004), 2@A¥Er} FAE+=
(Rogers &  Schmitt, 2004; Nasser & Wisenbaker, 2003; Bandalos,
2002) SAA olfde Hol= Aor d#A rkelAs-da9, 2016).
oebA, 2 ATE BYY B A Hehs fIste] AHAF old Hig=
a9l Fe HIWHS 285t FEF== APstlh(Little, Cunningham,

Shahar, & Widaman, 2002). ¥EF3S AHESte] o8 X EWHSE ARES)H

o
H 1
(o2
)
]
Q.
o,

4o
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2]
&

, 2018; Bandalos & Finney, 2001). ©]of U

(YA =

)

/gol A= oof

) o

To°

__OT
~

] __0.._

H o
N

m

=

~d

i
o Eest

o

3
A
A

to] 4719 @9l

S

ol [e] =
T FEES 15SH

%

ol

JJ
—_—

7|4

=
=

st o  EFA

2~
T

2 (SEM)-

lo]th(Kline, R. B., 2023). & A7} A}

4-8]2}

T A$E AwEW TLI= 910, CFlI= 922, RMSEA= .061,

e [

nj

ol

&

2. A A

o
X

ol
=

!

=13
Eal

A

1

AL

d

045

183 SRMR=

o

o

SRMR

.08

VI

057
.045

RMSEA

.08

VI

.059
061

CFI

Al

886
922

TLI

Al

.879
914

df

1398
637

000
000

4317.352
2058.150

N

7} 7]

3

I

ol
o)

° o

np o oF
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SARY AL AT Al ArRFPe] HEAAS Al
oL Ak AAWIHE dotE= Zolm Y HAPModel Testing)olzta

re

MR A A Uet: S3RY Az At ymd Z ojn]
727 ZRtH(eEdE, 2012). 2 A7 AMSE PRI HAAEE

Ay E AHYgE A$LE AoEW, TLI= 910, CFl= 922,
RMSEA= .061, SRMR= .045% A1)
%ﬁo}ﬁt} oEbs] E2 A AR SAEYL FAFCE Edobd

=
=
=]

s

o

re
-
<2
>
WL
=
rel
)
T%
N,
(N
flo
K
=y

(AVE: Average variance extracted)™} 7H‘§ A== (CR:  Composite
reliability) & AFEstHh. AdPAFEe] 29 AVEE= 5 o4, CR .7 o4
d o, A2 EE3F 2915 +F HEETF SHEQIHGY fgd 4 9
TH(Fornell & Larcker, 1981; %9, 2012). [F4-11]¢] B4 ZA3E A9H
W, 2915 AVE k& A 5199141 H1 73601901, CR2 .843¢]|4
9330 =% SIS F7t=, & AF7F ARESE A =39 adFstE 4k
o Mele B8 aQlwstE gho] Wele 661914 89602 eyt A9
dAFEo =W +3 Bdert SHEEY] YsiiE AVESH CRE HE0],

%
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492
510
531
730
.803
719
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.843
933

519
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AF FES A= g 2209 AVE FETE A Yyergdth oetbs B o
= AFtd oz welsEe] W Bl A dHEQOH, B AgTE ARESH
SARY LS FAHCR YT BPUS SIstATt
[E 4-10] & gd = E447
HeE | 7l | OA | EQE | AHR | ARE | 2 | Ao
470 _
A A A4 A )= A% | TE | S
w4 .582
71573 620 | .606
214 508 | 559 | 591
H oA 206 | 232 | 279 | .660
AH|2}5] = 563 | 575 | 598 | .430 | .651
AR A g3 269 | 345 | 276 | .101 | 379 | .519
IATE 514 | 489 | 440 | 234 | 645 | 450 | .736
Z)&ol 8o | 481 | .438 | 394 | 202 | 573 | 461 | .727 | .709
44 gk AVE gfolxl vtz g2 AdAls 32 YErd

ThsS S5 AR :La Aol golme] BANA AslAGFH &
A e] MALE AEsHs Aotk webd, B A7E A%
MAERE BE AFE] gste] AMOS 21.0& AMgste] TEAA
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2 AfHor Aso FEE S foude A
whha], AFHQ Baron & Kenny (1986)9] A} Sobel Test®Erh o
Amste] goude w aRdes F=¢ 4 9= FHol A
(Preacher et al, 2007). FEAE#ZY HH2 A4o] ExE AJAdste] 1
Haael 95% A=F7HConfidence Interval)e =Qlsh= HHolty. =
AdE 95%°] Al=Agre] 00 ZAEA] f=viH, A= HHAITL
SARoR foule 05 denz Wi &t fouE Aoz W
g g v FE2EHHS 2,0009] AASHHH.

4.6.1 F=HA RYP2A
T2 Y 2AdTE (09 4-2]9F 2o

2 =2 Aes F e SY9es ¥4, 71, oA, B
o), wiHeE ARG AHAE, FEHESE DA 2%
olgolrz =] Stk o] HAWS o] ARE FURE FRYAHHRL
o RS SHSHATt

MRS AHE sfAslel dA 2 At 283 ATRF HEAEe
A selstglet. AR e] AE HdE ALE AWEY, TLI= 912
CFI= .920, RMSEA= .062, 121 SRMR= .04602 APFofA 1
A= 71ES BT SESIYT w2 A7 AFRPE2 ﬂl@zi E}%
¢ RS gelstart
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4.6.2 A7RP| F=EA 23

H

T

FEgo] 7] spdol 16700l ot eHSet WAHS 7He] 9l
HNAE 246t on, F2EA diks (& 4-11]¢ 2tk
Mz TBSSEA I An|atEgo] #AE AmEH, 7]54(8= .502, p<0.001),
kI (= 257, p{00D), HSHJ(p= 221, p<.001)& H5F Az &
SARCR Fou|gt F(H)] FFS vAE AoR Uyt ojet I &
v ztE o] it W] Ad(p= .083, p>.05°] = TAXHCZ FolotA] ¢
rh o] A= 7154, AR, HoMYe BE AHAEE fFS FTH
7l BA019A, w2 A 53 BEo] fideS YERd
e H1S 7|1ZhE] 9l H2, H3, H4: 27 =it
TBSSEAJo] IATEZe] mx= S AMEH, WA= 347,

LY

pCODS TAWES] Fojulgt G mAE AC UehdAw, 7154 (8
=-.572, p<0D), YARJIAZ(L=-.233, p<.01), HIHJ(B=-.144, p{HS F
()] B AL Ao eyt o] ARk WAL TAUVE £ES
=G A5, ARl 18T HOtYe TAME 5ES PaA
Hom 28etdes Uehdth wehd 7H H5-1, H5-2, H5-3, H5-4%

27 Heng 74 H5= e =it
Z)&olgolre] gt TBSSEAS] #IHE AmEwW, #HH(p= 197,
pl05) AHolgoke] foluet FFS mAE AR YEA, 7]
S(8=-.140, p».05), HANE(B=-.009, p>.05, I HIFI(B=
020, p>.059 &= BT Folohz] goprt. o] AWE SiASIEH, #H
gL A& goE FFS FTTMIZIE BALR g, 74,
2RI, J8a Bt AyAHor z&olgoln £F7 FH] ¢S
Urebdlich, whebA 7R He-19F 2]7] =HleBng, 7Hd Hexs FEAE =3l
ct.
TBSSE/AJT AF2lA Fgke] Al thet RAANE AR, AFSA )
of tiste] WA (B=-.356, p<05)S EAZoZ {oju
5(8=1.076, p<.001)- FJmgt F(+)2] FF=

|

=
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g, ORI (6 =008, py.05)3 HFF(B=-.030, py.05)2> FAXHLZ &
olmjet FFS mA|A] gkokrh. o] Ate WAL AFH TS

g 7] 2]

B A

H7-2= AA = HT7-33 H7-4& 7|Z4=Eglen=, 7 H72 FEAE =

o2 AHAEE(4=1.160, pl001) JA DAL= Tiste] A
Hqog fogt A9 FFE uAE AR YT A&o|§oro

gt IATEE(R =717, pl00D)o] AIE Folsigon, nZAU=Eo| 4
St AR HAGF(B=376, p00D9] A= FAHoz Hougt gk

nAE Aoem UEH. AE0]§o=(4=.210, p00D)S] mI HA]

O
=
o
N
gg Ao vehdth ot AuAEd Ze ANHIFY el S
3

g FVMNFHLT ASlH JF FFo] H2
Al EOMRSS ou|gith, mEtA FHFHer B2 AF= 74 H8, HY,
H10, H11& 2% A=),

EE3 | HEE A=

714 A= _
f G Az | gAx| F | P e
H1 M4 —4H| 214 = .083 .077 .998 318 | 71z
H2 71573 —AH| A5 " .502 544 | 4964777 | 000 | e

H3 T] zpQl A — A ] 23] & 257 263 | 4325777 | 000 | A=A

H4 H oM — A H] 25 €l 221 192 | 7475777 | 000 | A=A
H5-1 w4 - 347 379 | 2764 | 006 | A=A
H5-2 7/ — DA -572 | -.728 | -2.629"" | .009 |
H5-3 | OAQIA—-uA0E -233 | -.281 | -2.545" | 011 | =
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2 dte ¥4 AdsiiRe] AMOS 21.08 Abgste] REAEHY
FAS Bole] ZFEael miiEwte]l feoujAds AIokoh ShA|
AMOS 21.02 wi7iRIQle] 27] ol ¢ F=e4 Ede Tt Hil
WE AST S A A= #gHasE 28ote] mijarte]
duide AT & ATHEEE, 2012). m2tA 2 A7 A WSS &
foto] Wi/l aItE HSotdal, B4 Ail= [34-12]3 2t

[(® 4-12] wifax}t B4A7
=R =0L =S
95% A=t
of 7 7te] ARAS 2=
A= _
av R R b L R S R
SHtgr | AFshgk
A A =4
HeE| J—Ats] g 494 -.076
-.146 | -5.163 .106 717+
— A= .000° 221
Hel A2 gk 128 -.146
-.076 | -1.682 .053 71z
—Z|&o]g o 138 277
75— AR A Gk 281 742
515 129 11.790 A=
— A= 067 .039°
75— AR A Gk -.019 268
268 054 2.834 e
—Z|&o]g ol 867 021"
75— 4H| A" 281 515
742 .033 5.989 A=
— A9 .067 011"
T 2} 01 A — 41 2}5]| .136 .358
.358 -.393 .840 717
BT 131 176
K OFA] — 4 H| 2} ©Y 111 261
261 118 .570 A=
— D AuLE .003™ .003™
p<.05, “p<.01, p<.001.



Awnd Ay Hiol Bejde 2uz el H7-3 gaeldal HT-49) &
A A

= APl Fgel wefmet e miAA] 2 Aem SRIE uir) '

Aol tiet EAAYE WA AuEd, #zAde AeHggS ujrfste]
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ABSTRACT

The Impact of TBSS Characteristics in the Food
Service Industry on Customer Satisfaction and
Sustained Usage Intention : The Mediating Effects
of Social Influence and Consumer Benefits

Kang, Kyung—A
Major in Hospitality Management

Dept. of Business Administration
The Graduate School

Hansung University

In the current era, there is a societal phenomenon where the
development of technology and the shortage of personnel in the food
service industry necessitate the inevitable utilization of
TBSS(Technology—Based Self—Service). There is a need for research to
understand how customers accept and find satisfaction in such a
phenomenon. Furthermore, customers are increasingly valuing experiences.
Given the active adoption of various forms of TBSS in the food service
industry, it is deemed necessary to examine the various benefits that
customers can experience through the use of TBSS.

Additionally, it is crucial to identify aspects through which these benefits

contribute to customer satisfaction, enabling sustained and continuous

- 195 -



usage. Preliminary research on the causes behind this was conducted, and
based on this, variables such as TBSS characteristics, customer
satisfaction, consumer benefits, and social impact in the context of the
food service industry have been recognized as crucial factors for
improving sustained usage intention. The structural relationships between
these variables were also analyzed.

In particular, the analysis focused on understanding the roles of consumer
benefits and social impact in the relationships between TBSS
characteristics, customer satisfaction, and sustained usage intention.
Additionally, age differences (under and over 39 vyears old) in the
relationship between TBSS characteristics and sustained usage intention
were examined. Further analyses included verification of gender differences
among respondents, dividing them into male and female, both under and
over the age of 39. A survey was conducted targeting users of TBSS in
the food service industry, with a total of 600 responses (300 each for
males and females, divided by age groups), and statistical analysis was
performed. The results are as follows.

Firstly, the hypothesis testing results regarding the relationship between
TBSS characteristics and consumer benefits indicated that functionality,
design, and security all had a significant impact on consumer benefits.
However, the effect of convenience on consumer benefits was not
statistically significant. Therefore, it can be confirmed that functionality,
design, and security are characteristics that increase the level of consumer
benefits, while convenience was found to be unrelated to the level of
consumer benefits.

Secondly, the hypothesis testing results regarding the relationship
between TBSS characteristics and customer satisfaction revealed that
convenience has a significant positive impact on customer satisfaction. On

the other hand, functionality, design, and security were found to have a
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negative impact. This indicates that convenience increased the level of
customer satisfaction, while functionality, design, and security acted as
characteristics that decreased the level of customer satisfaction.

Thirdly, the hypothesis testing results regarding the relationship
between TBSS characteristics and sustained usage intention showed that
convenience has a significant positive impact on sustained usage intention.
However, the effects of functionality, design, and security were all
statistically ~insignificant. This implies that convenience acted as a
characteristic that increased the level of sustained usage intention, while
functionality, design, and security were confirmed to have no direct
relationship with the level of sustained usage intention.

Fourthly, the hypothesis testing results regarding the relationship
between TBSS characteristics and social impact showed that convenience
has a significant negative impact, indicating a decrease in social impact.
On the other hand, functionality has a significant positive impact,
indicating an increase in social impact. However, design and security
were both statistically insignificant, suggesting that these characteristics
were not related to the level of social impact. Therefore, convenience
decreases social impact, while functionality increases social impact. In
contrast, design and security were confirmed to be unrelated to the level
of social impact.

Fifthly, the hypothesis testing results regarding the relationship between
consumer benefits and customer satisfaction showed that consumer
benefits have a statistically significant impact on customer satisfaction.
Therefore, it can be confirmed that as consumer benefits increase,
customer satisfaction is perceived to be higher.

Sixthly, the hypothesis testing results regarding the relationship
between customer satisfaction and sustained usage intention showed that

the effect of customer satisfaction on sustained usage intention was
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statistically significant. It increased customer satisfaction, meaning that the
level of sustained usage intention also increased.

Seventhly, the hypothesis testing results regarding the relationship
between social impact and customer satisfaction showed that the effect of
social impact on customer satisfaction was statistically significant.
Therefore, it can be inferred that as the level of social impact increases,
the level of customer satisfaction also increases.

Eighthly, the hypothesis testing results regarding the relationship
between social impact and sustained usage intention showed that the
effect of social impact on sustained usage intention was also statistically
significant and positive. Therefore, it increased sustained usage intention,
indicating that as the level of social impact rises, the level of sustained
usage intention also increases.

Ninthly, to ascertain whether consumer benefits mediate the
relationship between TBSS characteristics and customer satisfaction within
the context of social impact, the estimation of indirect effects was
conducted. The results revealed that convenience did not have a
significant impact on customer satisfaction through social impact.
However, functionality was confirmed to have a significant mediating
effect on customer satisfaction through social impact.

Tenthly, to determine whether consumer benefits mediate the
relationship between TBSS characteristics and sustained usage intention
within the context of social impact, the estimation of indirect effects was
conducted. The results revealed that social impact did not have a
significant impact on sustained usage intention through consumer benefits.
However, functionality was confirmed to have a significant mediating
effect on sustained usage intention through social impact.

Eleventhly, to determine whether consumer benefits mediate the

relationship between TBSS characteristics and customer satisfaction, the
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estimation of indirect effects was conducted. The results revealed that
functionality had a significant mediating effect on customer satisfaction
through consumer benefits. Additionally, security was confirmed to have a
statistically significant impact on customer satisfaction through consumer
benefits. On the other hand, the mediating effect of design on customer
satisfaction through consumer benefits was not statistically significant.

Lastly, an analysis was conducted to identify gender differences in the
impact of TBSS characteristics on customer satisfaction. The results
indicated that convenience, functionality, design, and security all showed
differences in customer satisfaction between males and females.
Additionally, an analysis of the impact of TBSS characteristics on
customer satisfaction based on age (under and over 39 years old)
revealed significant differences for all variables except functionality in the
group under 39 years old.

Based on the analysis results, the examination of the mediating roles
of social impact and consumer benefits in the relationship between TBSS
characteristics, customer satisfaction, and sustained usage intention for
customers utilizing TBSS in the food service industry was conducted. The
emphasis is on the idea that even with well-established TBSS
characteristic strategies to enhance social impact, consumer benefits, and
customer satisfaction, the ultimate outcome could be a positive sustained

usage intention.

[Keywords] TBSS characteristics, customer satisfaction, sustained usage

intention, social impact, consumer benefits
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