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T
. .] 4
. HEES
i
% B ~
L AN M MelE OING ML - 27 [OPMM] = 8 e (Ex0) /3 v
e B 8 -2y LR LSS ] WE (Golden & - Ex'act
X8 P W S Y JUTE [P A | =10

(13 5] A RET FuAE AHA Zdo]z]
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Mulagh 5o EAS 2l AAEo AR7F $HIEA] e ol jHERo]
oE HolAl AT & de A9 ® H(Kotler, 1992)0]2tL st oH,
ARG E I (AMA)NA = AH|Ag BalE fIste] Av|zpol|A] AlF=AL
AE duiet A AeHe S5 W, wFow AHOstrh(Alexander,
1960).

Ml FAe Aed ARl pEo] 149 Zjdier dupd F Felste
2o gt HFxat Fojgiom(Lewis & Booms, 1983), AH|A7} 2]ZFgt AjH]
20F 7t Mu|29] Hlwgrre] Ar J|eFdd 7leEde] LAY A
Zkel ofsff ofm|]g}sto] QAT SFITHGronroos, 1984).

Parasuraman, Zeithaml and Berry(PZB)& AH|A &2 WulistA =4
st7] ol F4Ad e, Arjs F4
&MY A Zbg S5k Aol=tal SHAH
L& SERVQUALelZ= 107]9] 2ol A& fdsiglon, 4,
A Yz, 37 Fde F6 aHAPE 2Rt Aulaer Al MHAE
SERVQUALZ =7Aste] &b 7] zpolz M2 F8a S45te A Al
FSFATHPZB. 1985). ole2 F57(1988)5 &5
A=, ted, B4, 344 57HA Ader AH]
= Attt FE2 =84 Aujy g, A9 eref] wet afls

25 AFFE 5 qlow, s +FE + As
8= 9otH, dieAde 2Ae w1 A& AHAE AlgskEe A

A AEeh AAte Fe Aase] A4 o,

i

o
o,
N
N
ol
ol
N
(e
ol
el
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o
el
<l
ok
i
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)
fr
Flo
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o
>
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tlo
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oA “An[2L7E ZIHigE A H] A (Expec
SERVPERF(Service Performance)
g

ted Service)

PZB7} SERVQUALA A|tet
Alelstal 4TS S45h=
= Alotst= A7 (Corin & Tayler, 1992)%= Z¥ =] i},
SERVQUALCA Aletet 5712 A= Zh 4bdd S/de] sH5 AH]
Olst= A+7F A= et SERVQUALE ©-&5to] WA E L] AfH]
Aszg o7 WebQuald A|9HBarnes &
WebQaul2 ©o]-gsto] QIEUl AH
=4S S shile
, BEA, AeAE
A7,

J, AEA
B, el As
WRED)] AuA 2
M4 4717 Aglow Aeolstark
SERVQUAL

q= A4
2~ FHe A4
Vidgen, 2001) st
(Yes24, Morning365, &=t
9], Barnes & Vidgen(2001)©] F&3%t 3712 2 (AHEA
Ae AR, AEA, HMd, A9
2003). QIEYl Aol HHIA ofEFdAlold AH A FES
e-SERVQ UAL && %alste] MOBISQUALe|ZtE Rdz AH|A E2-&
S E st (HAY, 2784, 2015).
AHl~ F82 SERVQUALS 7Hdolld &5t wHg&2 (SERVQUAL)
v AREAGO, g Ar Aletetal, Ede] AvtEdol Addst
AZFHEE, A=, Wl 9FSE £t dFL o|FoRiHEES,
2 FAKH A FFE, =ATEE, AEAC, 3¢
=, AlE, S0 dFe FiL, Aolgoxel Ao
AHH(Q-37, olg=, 2014).

A7
pElglon], Au|A

ol
Z13y

Eal
AAT} olE Yl AH o] Au|A BaEste] thekst dtrb MsiE gt °lF
A77H

2.4.1 AHY A5 AH]
oo 3t

1-8-571,
— 14 —

9 Aol ool



Act(Karlsson & Kuttainen, 2005).
£ o AH] AE|~
A& AR FH|, AEY 75 TAEY &, ARl Wit A, HoA
d, BEAES 67k aflo=w HEFsti, 2t Q05 T FAMY Hx7L Al
A Fagt gdloln, JEo FHet ER7F R FasitH, ZF adls
2 nAe] MY Au|Ao gt WELo] Fodt JFS Frhe AFE Y
= cH(ERgE, k-8, 1996).
kel A AEe] J7F QR E Tl AEATY QIS F2AH]

1—

MO IAMH| A TrEQQlo] Tok 'AE
A

20 % 712 adlo] BA P nA0] WE Ase] G mA T, ARAT
B ARG Fuldse] GaFe WAt A PRAsE pojase] &
o e Eh AL TIGE sgtd, of ATE So AHY AL
Aol welgte] uet Letel AH A AHART Jo] FaAe
ot 22 selmglekeln 4 5, 2001

NECIREDIERY
g BASHIE statd, QEY ARG WAlE FAL Lon A
8

4, Aol gold, WiFY A&4, 4
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r1
=2
4
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, Hob 9 okgAg oz HAISH|E stHTHAAS] 5, 2002).



WebQual 4.02 o8& <Y A3 (Yes24, Morning365, &2td, wEHE
a)o] AH|A FHE F5A5te], Barnes & Vidgen(2001)0] F43F WebQual
o 31 AACHEA, ARA, ATHEEE 1 AARHEH, e, B
M, M) er AosrlE: SAH(H2A, 2003). AFEAES @ AMIETL
o879l HolE Tejska YEAHE oluistel, BuAe 4 Auel A4
Qe 29T $84 52 ouisiel, BAAS 8 w22 487

M AEY A 7158 Heg oueitt. TS dEUl MHA 74t
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o], XATF FFE F= 9102 AHZ-HJAE FAZTH(E-BRQ : At

g, =Y, WEUA), BAZERIH] HW TRAAZHEAEA R, 7HAEAA
&), HiSAEL, AIAF Holdor B IATWET e-FA o =
o1 Skty. AFEY 2Rl A diet aBR-ElE PAEE
TN Fgasle] 1Ae] g g2 nAH, BRgnzIdol v
TP AZbE o] o FFe mAA v Aom uEdon HiEAY]
290 Al "o S Fde nAle Aoz SERIFHIY. 1T
of S84 FFe vAe 2Ad 2BA-HAE WAFE Agadl,
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AHA - AF
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& 573
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=

—

2zt A Az AFet
210l A

Rdz MHlx &

1

g]Ao]d AH)|A Z7LE SERVQUAL, e-SER

(A}

It
=

tol MOBISQUAL®] 2}

(9

QY Aol mutel of

&, 2014).

1

sA84 AR Ao FAw0] (el 9

2, AADT FAtel

F459 A
VQUAL && #X1

o

<|

2008 FHoR AHY AHe] A

s 7HAAA, W%, @ A

P, oI5 F

o

A
,_ﬂ_u.o

)
i~

=57 = SHATHEE

Wt =

T

2
214

<
L

51

==
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dollde 4 g+ o

=olH, =4

%
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%

o] ATz o]tk

o, =971, =
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emelel FnAHE Lebd WY Aulzst nARZS ARopelse] vl
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AL e SERVQUALE ATLH & stglown, uze] gtz
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o] FI=H7| & stk (Srels, Mg+, 2013).

T gtk wepd 2] mAE 9T 81ES Fohry, 7P HF
£ o]t ATE e Fasit
grEolat AHlaph 29 diztel distel AdsAt RARsA BAH

Jotn 7= 944 Ae(Howard & Sheth, 1969)2t dtow, 1740] &
TR RTFE FEAYE Aol dieh auate] F3A<l B7HCrepiel & R
osenberg, 1976)}1 otlar, Aol et wrEzte] ozt Aol 4 2
Ao FEohe TR AuATE Ao diste] 1AAl I CA it
ofwojof ghth= oAk glelth(Hunt, 1977).

HE-g 1Ao] Ztiet AAIEY Atolel] WA A oR A e}
Ao FFAQ At vEolzt A olstr e shtHOliver, 1981

3

ol
rr

). ERL AEE AlE W AB[27E AR ZRAAL " AERRe] A
o thet H7FEngel & Blackwell, 1982)=t1l st em, 7|tist Axtet ¥
H FuiAre] BAA Hl-go] vluzRE Z|Qlshe Sl 9 AR Ad, Al
U A2 bRt A4S0 A w2 H(Churchill &  Surprenant,
1982)olzt sklow, aH|ARe] Abd7dieh 48] & AlFe] dAz 24" A
Tpxtolo] gt AM|zpe] ¥hg-S ThE(Tse & Wilton, 1988)c]2} sttt TH%
= Aol dieh 1A} grtolw Awvrie] o] ofs e £ i A
g 7HWestbrook & Oliver, 1991)2h= A 2lsot7| = sttt

aATESS 27 Ao wT o] #or RS AR AYHU
o, Ao WA S LM FARYY Az dEeletal Avat

Aol el A WEW BEE YIRS o,

A

%

1o

N

N
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7
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of
:cé
o,
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ret
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2935 A3k cHo] 9, 2000) L%
Oﬂ rﬂ@' ;g_cq% _9_‘2}'8]‘% [E 3]-74' 71'51-1—4'

(£ 3] 1A= gt Ao
AT aoF
AB[A7E Bt S8 dis) AHEstAY FAdsHA
Howard & Sheth(1969) WApIOLh T LAl oIz A Abef
. a4 84 9 @5 FEA= Aol i &HAE
Czepiel & Rosenberg(1976) o] ZAel Mo} °
Hunt(1977) AR Z1Hiet AA] AH] B dx]ofFe] gt Bt

Westbrook & Newman(1978)

AelE AE 9 Au AT AFERZH o 7423 Qe Ald
Engel & Blackwell(1982) o] ARFTte] olxe] et W}

: o Ed2et A7tE AT 52 EZFote dwo] Aol o
Babin & Griffin(1988) St WolAT o] wel SurEls AAA HRe

Tse & Wilon(1988)

sujo] Ao 7tjgh AEo] thef v
A A57re] 4K olo] g

ol QIAE A
awlzpe] Bt

Oliver(1997)

aHe] %
AL el dha
g T 499
o e s

EERE e
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Aolgolm 1A QoA Hetui ol nA] Aolgolzi At

=

q

WA o)W (Zeithaml et al., 1996), 7|& 1A {XH|LL Al 10 G2 HL

o] 1/59] E3}strh(Reichheld and Sasser,1990; Rosenberg and Czepiel,
1984; Zeithaml et al.,1996).

7199 Mula Fdo] Ao Hiko| FF= mAA Hi AT A

Tl oo FF2= mHv= A= AA(Oliver, 1980)stRAAL, AFmiole=

=4 AE E

rr
o)
=
[>
1o
|
£
[
i
)
b
)
o
Hu
-
=
kA
rr
S
ot
_0|L
k
2
o
rir

o] (Crosby, 1990) wratsl, Ay
o, DARES Apoiole] ofn] gl AL ulAE AL WA 5
THCronin & Taylor, 1992).

Aol oS 2uA7 Pt ABolt Aulse] gt o A s|Hhe}
A7tel Aol Aus Histel BEoly BWE 5o AW Ed A
Be AA Aol Aulze] hat A o5
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3.1.1 4723
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3.2 7HAAEA

3.2.1 74 A

N

3.2.1.1 IHY A FAEA A ML g1yt nARES Zho] o

o

2 dFoME ABATE EdE el A FAEA Ao AH|~

g nARES] HA GFLS AFF] Aste] et Zo] HIL 8H

7M1 8T A FAA AR Ml g/l aARES] H(+)9

7Hd 1-4. 7iQ] srEehs AREEo] F(+)9] FF= vl Zojt.

b 155, HEL DARES FHe FFL v Aol

=

3.2.1.2 IATET} fo|L ol ete] SIskmA|

7Ha 2. AATEL Aol F(+)9] dd= vd Aot

3.2.1.3 ARGl et 54 Ao F=o xdaw

M 3. =4 AT H2e dHY MY SaEA A=Y Mujs 2910
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DARET Aol go|wo] ML AgFe AT Aot

A7bde Aelstd (& 419 2k

[# 4] d+7Hd

HI-1 | 7HA 2ATE] 3(+)0] 9% v ol

3.3 AT 24T
3.3.1 A=m4H

2 d9e o AFAE FHeE U MY FAEAM AMHL
oz

o|-§AE A 20204 9¥ 18¥EH 20208 109 219714 oF 5F%7+
AEA et RERIEECR ZAE AYste] F 23579 AEe d5ohal

Hij =
< AHY A FAAWARLE ol & Fdol fle gHAe 24
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L 224 A9 25 £
Aslo] A I
7HAE AR AlE, ©A2(2002),
A |44 WE A, gdEe] s 5, 4252000 5
2aud A%, AU A% A, ZE3(2008)
HE | O B4 B, A2 SRR Bg
1—4_(2301:/161 Hﬂ;_E A2 EE, gﬁ&/g;‘jﬂ Ejﬂ E—r:(_);_ 2 7A-2(2002), #AL(2017) 4
o A% 5(2002),
. A5 "4, O] &21#(2002), Ponder(2003),
AE| g | A= olFel WA, AA4(2002),
AH Az | et SRAA, 2417]-95-21(2006), 5
Z=7 o | ERAHEAF, A3, =) AT, A% a2 § 74 (2008),
A 4 =AM AlE AR G- 2744(2015),
el o] g 41(2016), =89 (2017)
A2 Barnes and Videgen(2001),
S| o A BE AR A, T o
T A EOE B A QluA] oy 71_:l7ql‘|“(2002), 3
W= | adgn Az ’ £47]-8521(2006),
ALY 274(2015),
84017
X]Xé;g_ioﬂ @_@(@_ HH{J)\‘, HO and WU(1999),
orzAl7bo| AElat wlL, gl w4 Talaga and Tucci(2001),
HHA\_ 1 AR o= HO, 'Lq—l_ﬁf\\_ HHO, 1 5] =
[e) HH%—E}-;@ /‘&—_]A]Z_]' @E 7EIZH'?4 T(2002), 5
AL, EE A= uze] So)4 Karlsson et al.(2005),
[ HE ﬂ'ﬁ_ 'El_—’] % ] o 5%§(2017)
w+'9F4=(2003), 25(2005)
AurAel AH|A HEE =T » o )
e g 1915:009), AF3(2000),
AATE | Aol em o] A H o] 0] % (2011), P01 | 4
) ’ A5 233 (2012)
A o8 AR gt B R
°]%=7](2012), ©]/341(2013)
ZHO]%O T ol ol ;(_{,_\I_O Qolr ==xo Z:]l?lzl\_(zoog)s ﬂ@§(2010),
"‘] H ]o-’l s ] ]o-’] > TL—’]E O]Zéi(ZOM) 3
3.3.3 A
2 Ao 4 a1s9] 74, dFRIy 7HEAESS SPSS 22.03 AMOS
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A
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o
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BHEEE
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ARG 5o B Ao ARESH BEO] dutd EAFL 23t Zth gdAo]

39.5%, o34l 60. %ﬁzﬂﬂ, Agdls 20t7F 19.5%, 30t 24.9%, 40T)

39.0%, 50ti7} 14.1%=2 Bx=o] 20d)9t 307t 44.4%0]19, 409} 50t
al

7} 53.1%=2 w@e Ev‘i——‘% 2} 2] 5F

[£ 6] sEA 4 Hl&

Ha TE Hl H|-&(%)
A g 81 39.5
4 124 60.5
20dh 40 19.5
30th 51 24.9
Sk 40t 80 39.0
50t 29 14.1
60l o]/ 5 2.4
JZolst 2 1.0
a2 s 11 5.4
= 134 65.4
et o] 58 28.3
BRI 9 4.4
APRA (HEA 23 167 81.5
2] 0] A3 At 1 0.5
o A A2 13 6.3
AFFHF 6 2.9
71 (E A2} 5) 9 4.4
ey AEEA 82 40.0
2 A7 (QHF A 23 112 54.6
7| 2] < 11 5.4

A 205 100.0
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1(26. 3%), Qe FA213.7%), 4-84(10,7%) +22 SHSIAH. SEA
E2 2 1d EAFo] 5¢ ugro] 11.2%, 5~9¢o] 20.5%, 10~29¢@o]
46.8%, 308 oldel 21.5%= stglom, T 19 =A el 23
59 mlgte] 23.4%, 5~99@o] 16.6%, 10~29@°] 33.7%, 30¢ ol4o] 26.3%
2 Yeigd HZ 19 FunA PR 5@ndto]l 62.9%, 5~9Ho]
17.1%, 10~29989] 16.1%= SEStAH. =A Fulf Al FikA AoojFo
dolide SEAY] 60.5%7F ATekA] G=thal gokdlow, 17.6%= Ao
ohar gorsicth

(£ 7) 394 PAVE (&R S4)

Ha T 9 | HE&(%)
A(FR) =S 1] fafAl 47 22.9
St H A2 AohA 2 1.0
WOFT} AMAlS Boa T 56 27.3
54571 2L A4 ARG doejil 59 28.8
A7HS By a 5 2.4
29 92 Feoks dogal 31 15.1
71 &t 5 2.4
frof/obE Al (fot/ol=lo] wef, M3, 53 ) 7 3.4
WEAERE/ALA, AQ/FEA/AES S) 6 2.9
ESHAA/ /B, oAle] F 73 35.6
SAAS (IR GAIES /A, 9AHE3) T, &St 5)| 54 26.3
g2 ABNFM2(FA/AY, AA/AE] 5) 28 13.7
AEA7AL, Anl/eg/A2x= 7HY/AHS 5) | 22 10.7
SraAdT/AFE, AR, 71e5e 5) 14 6.8
718t 1 0.5
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5d wmyt 23 11.2
2 14 5d~9d 42 20.5
= XEF 1038~294 96 46.8
3049 o1 44 21.5
42 14 B IS
\_.N 1— .6
ufj
o 108~29¢ 69 33.7
(A2 23
3049 o4 54 26.3
I 54 oot 129 | 629
5d~94 35 17.1
Tl
(ETE A 108~29¢ 33 16.1
Al
> 30¢d oA 8 39
As 197 ok 42 20.5
LA o A a8 ¢t 82 40.0
TALEA HE 45 22.0
A5 o] g 27 13.2
T 9 4.4
frot/obsA(Rot/olde] wef, ¥4, F8 %) | 20 | 9.8
7%‘1@*/;’*1H HAJ/FEN/AAT 5 10 4.9
sH(aA/A/31F, Ale] 5) 48 23.4
Zz154 [92w ookm(zq sh/414], %W/ri}, Fu, A= F)| 51 24.9
Here JAEWFA2(FA/ Y, BA/AE] B 26 12.7
AL AE, Fn)/o/~x=2 71H/AS 5) | 28 13.7
okgz\ﬁqT/% g, Atdst 71&Fst 5) 13 6.3
7| et 9 4.4
AHe Ao s Fuid 4= glojA 110 | 537
W AS w4 glofA 12 5.9
= SAEA7E AT AJEHZE 3A 23] gFobA] 23 11.2
ZEA AET — o
Sapols AA Aol A Fot7] olele du/EEE Aol 55 26.8
Lol A '
nfj A o] HLA o] Zo}A 2 1.0
7] e} 3 1.5
Al 205 | 100

Sl diet ZeFAES (& 813 Zvh. BEHEA = 673~1.294%



30l5ke] 7=l Agstal, et = 1 Adigto] Z2F 1.0449F 1.565

otz Azt 71FG olshE FETA glo] FTRESIT 9eS s

3= N Byt A e A

7141 205 3.91 1.157 -1.044 .388

7142 205 3.80 1.237 -.846 -.364
7143 205 3.48 1.251 -.557 -.638
7} A4 205 3.87 1.148 -.771 -372
7+A5 205 2.78 1.294 124 -1.042
theFgl 205 4.00 926 -.757 313

=l 205 3.72 1.008 -.434 -.510
T3 205 4.13 842 -.891 653

= 205 3.25 1.059 -.123 -.578
AEAF1 205 4.00 937 -.713 .002

AR E 205 3.62 918 -.410 -.301
A H A5 205 3.48 921 -.082 -.659
HEA 54 205 3.53 983 -.199 -.591
AR AZS5 205 3.23 1.001 .030 -.564
=S 205 2.69 1.145 230 -.783
HAEE3E2 205 2.65 1.086 272 -.551
ZHJAEEE}3 205 2.61 996 235 -.339
GRS 205 4.33 731 -.900 480

%2 205 3.97 825 -.572 460

vl %3 205 3.95 815 -.897 1.565
Hj 54 205 3.78 861 -.352 -.238
v &5 205 3.23 986 .084 -.419
DA 205 3.95 673 -.131 -.248
DARED 205 3.64 77 -.030 -418
N3 205 3.91 .800 -.421 -.195
N ATRE4 205 3.97 730 -.405 .079

Ajolg-ol x| 205 4.12 773 -.535 -.241
Aol g0l E2 205 4.02 828 -.403 -.606
Ajol-g-o] &3 205 3.76 832 061 -.869
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4.3.1 A4 27 ¢

o>,

2

A
~

r
b
M

2 a7 BFEE AYots] SAstel SPSS 22.0& At BAA adl
A4S ANSHT BANGE F4REA0R 240908 #2349, 29

o &= Hdiztstr] #fsll A2l dHA (Varimax)= ARESHAH A1=Z%
& 95 Cronbach a A4 @2 &5kt

A J|Eo R FEA 04014 a9l HAAA] 0.6014, KMO-Bartlet

#rol 0.6 o]/delil Bartlet®] 4 AANA Fo<

£ p#tol 0.05 oJskel e FFsteAl FAH-S4, 20175k oH, 7]+

of ulgst= A% ol 42 +o= g =S A H ASHst. 2

THoE HE Fu2 A9 e TSI A= £4& F5 Cronba

ch a A5 ol 0.60144 7ol A& (W94, 201753

M

s

[e:

43.1.1 &4 a7 9 AREEA - I8l Y FAEA 7] A

Qe AH FAEA A vz 89 F 2249 ZHFROM S
A kg 4, BEAT A, AALES 3A, s Ao T 9
A

of BAA a9R A 12l RE SAYEC] 354 0401Fer 81

& FEstgou, w457 354 0.3798 HA 7150.4 olAhol ngstad
3, 3 EAFEAHEAS 4, 718 2700 894 F 7= 0.62 F55)
2] ZotGih 12F SAA QRIEA At [# 919 Pt
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[ 9] &4 Q&4 @ QAU A F&A A= AHlA 8<21(12h)
KMOS] #24F=(MSA) A% 759
Approx x 2 1594.006
Bartlett®] 34 AA -85 (df) 231

.000 ok

e Bt 1 2 3 =% 4 5 6
AR AL 731 841 | .042 | .000 | .109 | .000 |-.095
A A 33 730 794 | 202 | .076 | -.046 | -.057 | .219
JEA T4 554 696 | 116 | 200 | .077 | .045 | .094
HEAF1 .659 660 | —.125 | 147 | 372 | .046 |-.215
JHAFS5 523 579 | 317 | -.005 | 227 | .145 | .120
Hlj& 379 375 | 274 | 319 | 014 | .179 | .171
ZHIerE3H 712 078 | .823 | -.050 | .046 | .065 |-.144
AQIerE312 .701 122 | 821 | .035 | -.049 | .077 | .046
7R 19213 657 276 | 748 | .085 | -.040 | -.084 | .075
7}A5 616 008 | 532 | .022 | .066 | .330 | .469
Hj & .692 A24 | =129 | 739 | 289 | .052 |-.169
Hj -2 653 071 | .002 | .727 | 288 | .120 |-.148
Hlj & .543 087 | .020 | .715 | .045 | .104 | .183
vl -3 .566 203 | .106 | .619 | -.021 | -.283 | .163
7}A4 469 -221 | 319 | 421 | 353 | .110 | -.066
=K 725 A12 | -.041 | 170 | .821 | -.030 | .078
theFg2 .660 118 | 002 | 152 | .786 | .068 | .021
oeFdl .708 254 | 050 | .151 | 715 | -.115 | .305
7141 .803 100 | .078 | -.055 | -.118 | .873 | .092
7442 .701 025 | .053 | .174 | .085 | .812 | .020
o34 572 090 | —.248 | .047 | 184 | -.112 | .674
7143 .565 041 | 286 | -.023 | .069 | .318 | .612
29 vz |uas | M 99| A0 | g
1RS>y 4870 | 2.892 | 2.027 | 1.565 | 1.422 | 1.143
A& 22.135(13.146 | 9.213 | 7.112 | 6.463 | 5.197
] 22.135 | 35.281 | 44.493 | 51.606 | 58.068 | 63.265

***p<.001
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Fo| AEA A F5A 04 7S BF FESoY, 21 SHIFECH
24(0.420), 7FA5(0.538))0] 2AAAF 7I% 0.62 FF5HA] okt a9l
Aol F2 A4S AAT F oA FAF gRlEME AASH F54
712045 25 FFoAth BE FEo] A=k B4 7]E0.0& T3

(7 10] 947 29124 AEY AH FAEA Al AHA QD)

KMO9] ZEAFE(MSA)
! ﬁ;f 0.758
|= 0o}
: Approx x2 1412.187
Bartlett 9]
XO
254 A4 b5 (dD) 171
p 0.000 ek
29 i Cron
_ | BAF | AAA
e | wm |zE4 | A
1 2 3 4 5 6 @ [d@=|Cronba|
ch a
AuAzZ2 | 0737 | 0.841 | 0.072 | 0.098 | 0.005 | 0.021 | -0.122 746
AHAZ3 | 0769 | 0.803 | 0.102 | -0.017 | 0.079 | -0.128 | 0.302 755
A

X‘ﬁl ARAZ4 | 0567 | 0711 | 0.111 | 0.072 | 0.194 | 0.049 | 0.061 | 4.493| 23.645| 777 |.809
[e)

ARAZ! | 0671 | 0652 | -0.036| 0.343 | 0.177 | 0.112 | -0.289 792
ARALS | 0542 | 0.608 | 0.277 | 0.205 | 0.008 | 0.131 | 0.191 790
Argrzst | 0772 | 0.058 | 0.869 | 0.031 | -0.056 | 0.090 | 0.009 747
7Rl

DL; AwrEsk2 [ 0782 | 0.098 | 0.859 | -0.046 | 0.035 | 0.090 | 0.150 | 2.838| 14.939| .675 |.807
T

Awrzss | 0.682 | 0.261 | 0.733 | -0.032| 0.104 | -0.107| 0.230 778
orpAd3 | 0.750 | 0.093 [ -0.027 [ 0.842 | 0.179 | -0.018 | 0.006 665

cropdg| crerdz | 0704 | 0.084 | 0.003 | 0.817 | 0.160 | 0064 | 0.022 | Y| 9s01| 715 |.789

ohpAdl | 0690 | 0.268 | 0.004 | 0.730 | 0.152 | -0.130 | 0.211 762
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Ws1 | 0722 | 0.100 | -0.047 | 0269 | 0.759 | 0.106 | -0.225 600
WlE2 | 0.647 | 0.061 | 0.041 | 0266 | 0.728 | 0.153 | -0.131 616
BN 1479 7.785 719
W4 | 0545 | 0.053 | 0.019 | 0.089 | 0.709 | 0.087 | 0.153 681
#l$3 | 0616 | 0.206 | 0.059 |-0.017| 0.657 | -0318 | 0.192 727
A7 | 7HE1 | 0804 | 0.112 | 0.027 | -0.131 [ -0.061 | 0.838 | 0.261 -
. 1343 7.067 736
AR | =2 | 0741 | 0,007 | 0086 | 0.070 | 0.194 | 0.824 | 0.110 -
Az | 73 | 0690 | 0.061 | 0.100 | 0.106 | 0.016 | 0.185 | 0.794 -
o 1022 5378 604
2| A5 | 0624 | 0047 | 0357 | 0.082 | -0.006 | 0.223 | 0.662 -
**%p<.001
4312 BAA QQEA W AFEEA - DARE
[T = = = = 7
TAVEL & 4749 FEOR, BE ZAFHo| FFA 04014, KMO
7 0.601% 9 Bartletd o] fo18E& 0.05 olsl FFHx7e| Ko, =

JgRog T4He] k. ZAYREL B P QAR NES F2
shodrt, AFEE 85308 %2717 060 ) we @oz et @
M7 9QEAY Avke [E 11]% 2ot
[E 1] 944 2984 nAwS
) ’31—E /ﬂ—xﬂ ] C bach
il ronbac
7 f4 a7y a9 388 | 2R PR Cronbach®] o «
a
T4 871 744 0.790
T AGrE] 863 588 0.799
TAGE | TR 2.801 | 70.023 0.853
T3 .843 U711 0.811
IAYEED 767 758 0.852
4313 B 28N B AFEEA - Aol golw
Aolgolzl F 34e] FRoz olFolA glom, BE ZHPR| TF
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T ZF 0.6014 & Bartlet AAQ] {o&E 0.05 ©]

=

=

go] 0.401%F% KMO

(£ 12]¢} 2t}

A
w
of

i
o)

a
0.892

9/]

] Cronbach

A A
Cronbach®]
0.836
0.768
0.924

82.455

2.474

.842
.905
127

917
952
.852

Aol gol w1
Aol gol w2
Aol gl %3

=

Aol&

29
9

k=

o=

Aol

g olgsto]

=2 AMOS 22.0

= O

F2ugel BFE 7

_z__u
__OL

Aol o

™/

2519,

—

5}

tglom, SPSS 22.00=

of o

o

Al

i

al |

=l

_z__u
o
Ife]

T+

—

0

AR

AT R

9
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M

4Ry 240 Y HALE sty et x*(pr.05), CMIN/
DF(3ugh), RMR(0.19]%h), GFI(0.9014), AGFI(0.8°14h), IFI(0.9°]4),
TLI(0.9°1%), CFI(0.9°0]4), RMSEA(0.1RHE ARESFATHEAE, 2019).
71 98l Aol ofstrtal ggEE §E SMC(Squared

Multiple Correlation) %ko] 0.4o] mlgsdl= F52 A|AsIGNCH, 2443t

qGEE Ko

i}



& o/l SAHTES] SMCHEEATL, JEAES, 7H42, 7143, wiE3, wis

4)o] 71l ngshs Aoz SR, 12} AARE SAHRYG 9] 2429 =

H| 723} Tx3} Cronbach
T g SE. | CR. P A AVE | CR | SMC .
ARAF1T | 1.000 0.625 0.391
AEAZ2 | 1.158 | 0.142 | 8.147 | *** | 0.738 0.545
ARAZ| BAEAE3 | 1.157 | 0.142 | 8.124 | *** [ 0.735 | 0.494| 0.829] 0.541 | 0.809
AEAT4 | 1.163 | 0.149 | 7.802 | *** | 0.693 0.480
AEAZ5 | 1.072 | 0.148 | 7.253 | *** | 0.628 0.394
el JielgrZ=st | 1.000 0.730 0.533
m%} AerEsl2 | 1.105 | 0.112 | 9.867 | *** | 0.851 | 0.557| 0.789| 0.724 | 0.807
“E e zs3 | 0.856 | 0.093 | 9.186 | *** | 0.718 0.516
TR 1.000 0.702 0.493
ThoFA TheFA 2 1.118 | 0.126 | 8864 | *** | 0.722 | 0.600 0.817| 0.521 | 0.789
ThFA3 1.075 | 0.112 | 9.566 | *** | 0.830 0.69
Hj<51 1.000 0.830 0.688
2 0.997 | 0.105 | 9.472 | *** | 0.734 0.538

s 53 0.597 | 0.102 | 5.853 | *** | 0.445 0.523| 0.805 0.198 0.719

Hj 54 0.736 | 0.107 | 6.853 | *** | 0.519 0.269

VAR E 7kl 1.000 0969 0.553| 0.701 0939 0.736

7142 0.664 | 0.146 | 4.558 | *** | 0.602 0.362

= 7}43 1.000 0.592 0.351

7HAE 7}245 1.277 | 0.216 | 5.924 | *** | 0.731 0331} 0495 0.534 0604

IATE] | 1.000 0.817 0.668

IATZEY | 0963 | 0.094 | 10.24 | *** | 0.681 0.464

DA 0.730| 0.915 0.854

DAGE3 | 1112 | 0.094 | 11.848 | *** | 0.765 0.585

oA=L | 1113 | 0.084 | 13.289 | *** | 0.839 0.703

Ao18 Aolgel=1 | 1.000 0.888 0.789

o Aol g =2 | 1.163 | 0.055 [20.967 | *** | 0.964 | 0.826| 0.934] 0.929 | 0.898

Aol g =3 | 0.904 | 0.067 | 13.41 | *** | 0.746 0.557

CMIN=541.990 df=271, p=.000, CMIN/DF=2.000

ZHnd AHYe RMR=.069, GFI=.835, AGFI=.787

[FI=.891, TLI=.867, CFI=.889, RMSEA=.070

0.
BH1, AHS Pue SAHOR AASEA A g AXstdo
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BE 2RIt AA, JHFEAFES(AVE)ge] AA|S=(Correlations) 2] Al

#WHET}E grol AokolH, &4 JAset EFQXHS.E : Standard Error)

IR A ook (A, 2019).

7HA QRS 2719 RUHARES 7t or EHHIY SMCELe]
71l mlgstdod £4S Aol SAHTES 271 o eR EAE g
Aty 542 EAA% AR} AT JHARPE AVEY
0.328, CR%} 0.670, 7FAE<Q1 CREF 0.4922 AVEZHO0.5 o4 CREE 7=
271(0. 701l FFHA] Zokdr

SMC7]zoll wgsh= 7HA3 7HA2%0 = AAsIeH, 430l 174
2 Eolgo] AL /7t TSt ZHA 1R} ZHAS sigste AR
parameter®] variance & 002 sto] Aitcto] ohgi} &2 AdE 4
ek ZF W4 AVEZRS 0.557 ~ 0.8269] REE Ho| 0.501442] 7]&0
Aol om, ZF H4eE CREEE 0.70149 7148 AFslsk= 0.789 ~ 0.934

A2As B M AN THAEE, 7HAE, AEAE,
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Higoll A 67 S350l AA I
[E 14] EQ14 Q<l=A QoF
FE |HEAR R [dEoerd | AuAR | awEst | we | 2ARS | gelgdx
OFA] Eiﬂ]é_l’ Y=l 1, _TlZl,‘E'l'—f—l, Qo0
R i At g it e i B BN
= | s | s | TS EEATSIACEERL s, | mamas, |08
b3 | ARAT4, | AEE3 Aolg-o] =3
Hi4 | AR
HEATS
FEAZL, w5
AA | 42 | 43 © | wes - Wt - -
] IAFE]
SRAL |AuAR AARESL | el
A% | AL | S | a2 |guAs paREs) o s e8I

ERCEN EER IR RE Sk I g E L

SARE0 At AdiAdzel SFEALE A5 Seloqirt. doA

&= (Chi-square) x> (CMIN)-S 246.94201%, ®ZF x° (CMIN/DF)-&

1.7159ct. dutdor EE CMIN/DF #He 2Hoh zrow eosicty oA
Hug, 2 A9 x* gro]l ARt Byele Slskelnt
RMR2 ¥ d-& AlFstal oE @sto] olsds Fg o=, 2zt
=ol oo meo] Mydt 4 gl BANZEANY] F7]E oulotH, dREA o
2 0.05 oJstg 43t ZAo2 Hr, ZAFo] 0.0482 95 £Fo2 <l
=) .
2Pt Abs ol FH(RMSEA)S BE2I77F 2 AdRdS 7|27 =
A5 FAE FESH] ot NE A= (EE, 2011) 0.05ETH 2o
W 4, 0.08ETh 2o 45, 0.1H oW £8 7Hed £Fo|v, 0.1
20 fol= 8T & gl Bdolzt ittt ALtd 32 0.0590=
F2g o= SRIEI
A2 GFl= d5% Rdof os) diE= #HESHE] Azl
— 39 —



HAFE(CR)ZF 0.7 o, Bt 2AFE(AVE)Fol 0.5 o, EEsIe|AA S

o H| ZZ3} B3} Cronbach
T A SE. | CR. | P Y AVE | CR SMC "
JHAF2 1.000 0.707 0.500
AEAT | BEAT3 1.127|  0.127| 8.903| *** | 0.794] 0.583 | 0.807 | 0.631 0.783
ARA 24 1.099| 0.128| 8.578| *** | 0.726 0.527
ZHQIerE3H 1.000 0.734 0.539
JfelurEs) | Aolgr=sl2 | 1.104|  0.112| 9.891| *** | 0.854| 0.557 | 0.790 | 0.730 0.807
MagrEs3 | 0.842  0.092| 9.151f *** | 0.711 0.505
oAl 1.000 0.694 0.482
= ohF/d2 1.130|  0.129| 8.775| *** | 0.721] 0.600 | 0.817 | 0.519 0.789
ohF4g3 1.099| 0.116] 9.46[ *** | 0.839 0.703
. Hj%1 1.000 0.884 0.781
i Hj 52 0.895| 0.116| 7.721| *** | 0.702 0.727 1 0840 0.492 0.762
7tAR B 741 1.000 - - 0.000
73] 7}45 1.000 - - 0.000
D] 1.000 0.815 0.664
17 ERLL =) 0.959|  0.095| 10.128| *** | 0.677 0.458
EE [ 2ATRE3 1.119]  0.094| 11.845| *** | 0.767 0.730 1 0.915 0.589 0853
k) = 1.120]  0.084[13.259| *** | 0.841 0.708
Aol 8 Aol-gol k| 1.000 0.889 0.790
oz Aol gelE2|  1.161|  0.055|21.039] *** [ 0.964| 0.826 | 0.934 | 0.928 0.892
Aol golw3 |  0.903] 0.067| 13.408| *** | 0.746 0.556
CMIN=246.942 df=144, p=.000, CMIN/DF=1.715
ZA3nd [ RMR=.048, GFI=.894, AGFI=.845
[F1=.947, TLI=.929, CFI=.946, RMSEA=.059

***p<.001
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284S Fo 4L 2] aclew Belmglon 48X WEe At
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A7RY 4ol Wet A7oael AL HAgns Agos el
sfof [ 1617} 2ol Sskgon], oo met Qe Y F1EA Aol

o

]
Sl ﬂ‘ﬂiﬂr 17—%‘“&%—?}94 gl diet M T AFHSFEEH wiEIA
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AEY MH FATA A Aula 9312 DATE H(+)9]
FFe ujd Aoltt,
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A=
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T

1) AVE >

A4E 0.335(0.579*0.579)7F o] wij&Tt Afo]-Lolr o]

q
AVE 2k(0.727, 0.826)°] =

Z

O
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[E 17] SEefdA] B4 @ AVE)ZAA S vl
e A L aws | we |Aane e ames| T ave
ors} _ ] e
BRAE 1 0.583
CFEASA D) ‘

MR 0.330

0> |oiw9]| ! 0557
THFA] 0.306 | 0.014 | 0,600
(p? (0.094) | (0.000) :

Hj| % 0.216 | -0.039 | 0.489

(p?) (0.047) | (0.002) | (0.239) ! 0.727
AR 0.101 | 0.160 | —0.088 | -0.062 )

(p? (0.010) | (0.030) | 0.007) | (0.004)
7tAEl 0.187 | 0.453 | 0.091 | -0.027 | 031 )

(p?) (0.035) | (0.205) | (0.008) | (0.001) | (0.096)

LD = 0.54 | 0.182 | 0.466 | 0518 | 0.127 | 0.174 . 0.730
(p? (0.290) | (0.033) | (0.217) | (0.268) | (0.016) | (0.030) :
Aolgolx | 0368 | 0056 | 061 | 0579 | 0.119 | 0.065 | 0.727 . 0.826
(p? (0.135) | (0.003) | (0.37) | (0.335) | (0.014) | (0.004) | (0.529) :

2) AWAS + (2 x standard error) # 1
TR 7+ WYY B BEeAFYTIT ATASE viste] 5
olgk &~ & glor, WAL + (2 xstandard error) # 1”& FFot= 4
Sofl HaetgAdo] o & 4 UoHEA|E, 2019).

1 Azt [E 18]3 gon] wggAo] 9k Aos Ut

[ 18] el B42 @ EE A5t A r|

FA a0l Correlations| S.E. |Correlations+2XS.E.|Correlations—2 X S.E.
AH 7| Q1urE 0.330 0.052 0.434 0.226
AR oHjj % 0.216 0.038 0.292 0.140
AR oD IE 0.540 0.037 0.614 0.466
AR Aol g 0.368 0.040 0.448 0.288
A H oA 0.306 0.040 0.386 0.226
i el -0.039 0.046 0.053 -0.131
HelgtE e D AT 0.182 0.039 0.260 0.104
felgtE 2ol g o 0.056 0.046 0.148 -0.036
AU F T 0.014 0.046 0.106 -0.078
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v Fe> AT 0.518 0.033 0.584 0.452
v Fo 2 o] & o) & 0.579 0.041 0.661 0.497
v & oh A 0.489 0.042 0.573 0.405
AT E ol GO | 0.727 0.038 0.803 0.651
I ATZ oA 0.466 0.035 0.536 0.396
A o]-§-O] ke T}k 0.610 0.046 0.702 0.518
VAR AR 0.101 0.059 0.219 -0.017
AN H 0.187 0.068 0.323 0.051
7HAAH el 0.160 0.076 0.312 0.008
7tA S -7 Qe 0.453 0.096 0.645 0.261
717 el -0.062 0.058 0.054 -0.178
7+ —ul 5 -0.027 | 0.064 0.101 -0.155
7t AA H e DA 0.127 0.048 0.223 0.031
7HA S0l N AT 0.174 0.054 0.282 0.066
AR R ol Lol 0.119 0.057 0.233 0.005
7Aool GOl 0.065 0.064 0.193 -0.063
VA A H > ThoFA -0.088 | 0.058 0.028 -0.204
7HA A>T FA 0.091 0.065 0.221 -0.039
7t AR H 7L A 0.310 0.109 0.528 0.092
AR QRIEA, Sl QRIEAS T W9 = X3
Az AATE SATES] di 173 Z2a= (B 19]¢ 2o gk 7

Ao Mz 579 2P0l

o= A=Y, FEHF IS
3]
-
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W )z Q%Zﬁ; J(i;j{’; é;‘ii ® Cronbach «

- 7};:1?3,1 S 2 1 1 -

7t Rl 2 1 1 -
FETE 4 3 3 3 0.789
AR AL 5 5 3 3 0.783
NIstE 5} 3 3 3 3 0.807
Hlj & 5 4 2 2 0.762
B1EL L = 4 4 4 4 0.853
Ajol-g o= 3 3 3 3 0.892

A 29 26 20 20

T8 7Hee #EoR ERIEGon, AFRFGY] BAARE [® 2017 Lok

BA% ghe x? =285.828, df=150, p=.000, CMIN/DF=1.906, RMR=.053,

GFI=.878, AGFI=.829, RMSEA=.067, IFI=.930, TLI=.910, CFI=.929=2 .}

Bttt CMIN/DF& 20]ste] 7| &5t oy, GFI=.8789F AGFl+=
x

SHAlE, EEEAY gy

It

o A% 9L We 4 gonz, EESHORVH A2y AuHL

rr

CFI(Comparative Fit Index) #ko] .9292 7|& ol Jlenz 487153k

S0 T 4 AHEAZ, 2019).

_45_



A

n

63738

BERZ2
BERZ3
BERZ4

1

@

1

52

&)

=
e o
wor | |7
Ko | | ko
=0 | =
r=ug | =2
==

A

&

diversity

128

¢
9

69

[a]
o

o
=

9

8

B9 4TH0120/ T

8

. TYH0|ROT]

56

SAEA 7o AMEla 8]l F

94

o el AH

FHFE, AEAT, HiEol L

A5

E 20]2 2}

2fe [

Ife)

_46_



gl
m_.o_.o

H

Gl ENml K N E
®IN|® N|®|®
~ || o~

| (DE | fF |
Slel2|E | |
olo|lol|* |of* |*
=N N IS A S
Sl
AR BH R PX
M= SR =1 =
YN =1 S
Nla|=[o|a[s o
cleleeel=e=
=l=1=1= ===
o|la|=|un|~|=]w©
Sfl=|a|aan|=|n]|n
S e Bl N B B
=1=1f=1I=1I=1f=1k=

285.828, df=150, p=.000,

0.388

CMIN(x?)
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ABSTRACT

The Influence of Service Factors in Internet Bookstore
Used Book Transactions on Customer Satisfaction
and Intention to Reuse
(Focusing on the adjustment effect of the genre of reading)

Yang, Jin-Won
Major in Smart Convergence Consulting

Dept. of Smart Convergence Consulting

The Graduate School of Knowlge Service

Consulting

Hansung University

According to the 2019 National Reading Survey, Adults' book
purchases through internet bookstores account for 30.0% of all book
purchases. Recently, the number of used bookstores users has been
increasing in terms of economic recession and resource recycling.

Various studies have been conducted on the factors affecting the
selection factors and purchase intentions of Internet bookstores through
several preceding studies, and a study on the service quality of Internet

bookstores and the satisfaction of mobile bookstore applications has also
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been conducted through recent studies. Many studies have been
conducted mainly in their 20s and 30s. Since people in their 40s and 50s
are also actively buying books, future studies, including those in their 40s
and 50s, are expected to proceed.

The second—hand market is shifting away from the old used market
represented by the “Anavada Movement,” to a market that sells
second—hand products that provide value comparable to the new one
(industry estimated annual sales of 20 trillion won). (Nando Kim et al.
2020)

Internet used bookstores have been growing in sales every year since
corporate internet bookstores entered the used bookstore market, and the
percentage of preferring used books when purchasing books reaches 10%,
according to a previous study.

Through this study, I will find out how the used book transaction
service of Internet bookstores, which are developing into business models,
affect customer satisfaction and re—use intentions, and examine whether
there is an adjustment effect according to the reading preference genre to
draw implications.

Based on the preceding study, the operational definitions of the
variables included the service factors of Internet bookstore used book
transactions, including price, product diversity, information provision,
personalization and delivery (22 variables including sub—variables), and
the questionnaire was composed of 29 variables, including 7 sub—variables
for customer satisfaction and re—use, and 5 demographic items and 12
individual characteristics items.

A total of 205 wvalid samples were obtained through a survey
conducted from September 18, 2020 to October 21, 2020 for those who
have experienced using the services of second—hand book transactions in

Internet bookstores. Investigative factor analysis and confirmed factor
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analysis were conducted on service factors, customer satisfaction, and
intention to reuse. Through the analysis, the price factors were divided
into price information and price discount factors, followed by
measurement model analysis, structural model analysis, and adjustment
effect analysis, and the research theory was tested.

Among the service factors of Internet bookstore used book
transactions, it was found that delivery (.388%**), information provision
(.353**%*), product diversity (229%**), and price information (.128%)
were affecting customer satisfaction, and customer satisfaction (.759***)
had a significant impact on the intention of reuse.

Using the book classification table of the Korea Publishing Culture
Industry Promotion Agency, the book preference genre was divided into
three groups: Literature, Humanities, Culture 1, 2 and other groups to
check the service factors, customer satisfaction, and the adjustment effect
of the re—use intention of the second—hand book transactions in Internet
bookstores. Although the adjustment effect was not confirmed for groups
that chose literature as their preferred reading genre among service
factors, groups 1 and 2 of humanities culture and education confirmed
that the adjustment effect was in the order of delivery, price information
and information provision, while others confirmed the adjustment effect
in the order of personalization and information provision, and there was
negative adjustment effect for price information and price discounts.

This study provides the following implications: Since it has been
confirmed that the service factors of second—hand book transactions in
Internet bookstores are important in order of delivery, information
provision, and product diversity, Internet bookstores should consider
providing more differentiated services. In addition, it has been confirmed
that there is an adjustment effect between service factors, customer

satisfaction, and re—use guidance according to the reading preference
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genre. It is expected that differentiated services based on customer
characteristics will be provided to enhance customer satisfaction and
intention to reuse them. Consumers can purchase books at low prices
through the used book trading service of Internet bookstores. However,
this is causing disadvantages for authors and publishers, so a solution to

this problem should be devised.

[(Key words] Internet bookstore, used book transaction service, customer

satisfaction, re—use intention, reading preference genre
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