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The roles of customer’s perceived value, satisfaction,
trust and their relationship with loyalty in
internet shopping environment®

Soonhong Kwon** - Tae Ung Kim*** ‘- Yongki Lee****
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has changed a way of distributing goods and services. This paper concerns the issues of customer’s loyalty to

perceived value, satisfaction, and trust, in order to explore and explain the formation process of customer

positive influence on trust, increasing the level of customer’s loyalty. We also provide a brief discussion of
strategic guidelines about analytic results.
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8 Abstract ®

emergence of Internet has established a huge virtual exchange market, and the innovative e-commerce

in the customer retention between Individual and internet shopping mall. We use the concept of customer’s

A survey data has been collected through the help of internet research institution. A statistical analysis
that a subset of customer’s perceived value has positive impact on satisfaction, which in turn has also

==+ 200349 14 8¢ E—Hlxﬂ—f”% 2003'—=I 48 29¢
x o] BRL 01EE #2eEAT AT Ao 959 AT AL (KRF-2001-005-C20009).

o
= HE
sk A

kokkok —6-—]—

EEEEE]
Bojstm Ao
st 7%t



U AEY EFB AFE FAE SEZ 4
st ek 20084 FAo] RE AR(TAA,
2003)0 Slshe S e £BEFE 19

A 2996708 71538t 1d HEd oF 3B% £
¢ Aeg HAHY AT A 20039 £
4 500049 d3she 458 BT gt
FABTHA S ojHF Bl &BE AT FE
3 AAEA | AL 2ud Qe Ea o
Ul AR 179 A&H F7h A FeiE g
&2 S BE HEE 789 AE WEoth

2y o3 AEY £PEEH] g5 F
74etel whek 7149438 AL oS AgaE 5
o glon, oj2 Qs x7]e] AR F
22 7Ide] Ag2 grd nAg fAEL
oE F=37] A8 w¥atn iz Fefolth oF
A AEs AR 2171 FF27)
Higte] @2 wAGH S-S FEATIA Ho2H
A= 7199 FYFL odslags Yoo
g3k ok

ZeRI7IH] ABS AAte §] Alo]EE o] &3t
© RAEZREH gu] 9lE ARE FE3} olF
g8stna ste w=¥o| FulstE A CRM(custo-
mer relationship management)o] ™3 #FAE F
TH Jok &, 1AL Fxe AR 14S

AE &P T&%H}@*ﬂt B P B R [ e
A+ (Hoffman & Novak, 1996 ; Jarvenpaa & Todd,
1997), U £ EF HFH AofH 9 7hHAy]
T’L, Qe &P ES fRl € AEH o] 29 F-H

¥ 97 (Loshe & Spiller, 1998 ; Spiller & Lohse,
1998), UElYl &BHAAA 9] AZEA(Ba, 2001
; Houston, 2001 ; Jarvenpaa et. al, 2000) % Bt}
FAHeZ AN &FEF anjrte] FHjYAL

24439 A € 977 A9

0101,}. -1

10] Atdol, 53] &
BE] g Auxe 7]
o 7tA & Agsfopst

ol KH?SJ A= 714

A7 oFF wER A
HlA Zel A AEY &
gt BEEE stokstn
AA$AE BuE 5 deA
Zdol N Fo4o) vls) 47

olt},
2 A7e AuY aBE) 2ANSIY FH=
& B ANE od Zug
Ko

bl

Lo

e Ee) B 9B BHE AT 2ue
9ok AEH Ade UF DAVEDG FHE,
"]i}(trust)ﬂ- :17_21’}‘:1]'—-_,] ;,]-7:"0“ Eﬂgﬂj\il—}: 1)

T ZHAA A7 HAAT Al &
oz} Av|RE Atole] s @A g
3 AR dside A7k vRs. gl B
Ao B2 el &£PE9 Fujziel oz}
A Zepsted gleid 1y
o AL 93 A8H kA 98-S ot
1 A2~ uAS §A37] Y Ay 9

vetgto = QEY aPEe EAHT o)t

o
ofN it &2
o fo rlo

2. 0|24 WA AT B3
2.1 7¥X|o| et oA+

2HAE FES TS | A HAE 28
a3l £ ¢ e &ET MuAE ddstee 4TS
£ QY 209FS 4y
g & 9 wrEd AR AR G55
Bo| 71F oA 48E 87 Ark of@ o]
9@ 7 1 PAE Extel 22 & Ue A
o] 5l F2F HAZE BEE Yt Aol
g % 9tk ojd @ ZHE AZke Wld] 9] 7)
Fol H: 482 Fuz AAVEL AR AA
= B ool &;qa% tﬂs}l} o= A &A Aldo g
Ao §4& ZHeTtHCarman, 1978). A4 S|
A 2R ZEE AE B MHAY] B84 g



O)E—]Lj\ 4o

AHRLY AW FrlARz 2 4
1988). thA] 2af Auz} 7EAE AF
Aol doAE AZhe &olS(net
gain)S Htdshs FE57HX 9 sider Aesim
lch. &#, Holbrook & Corfman(1985)2 7}3]&
FEE 54E 73 o9 g HE5s) 9%
JJr;‘*"ﬂ A LS ZER e Bs] 1 gde P56
T AROE 24 O Y5 s AL Folely)
o st FHXE Yk
daTelME olzfdt Bg3 S WAH
AAT A4 M2 Y gltk(Batra & Ah-
tola, 1991 ; Crowley, et al 1992 ; Mano and Oliver,
1993). AH 7txE= AEe 84004 AU,
TR 2 AA e BHE ol AaF B
A FoH1 lvkBatra & Ahtola, 1991). WA}
A 7HE & AA Y APo2AN EALL A
o g ujste Aoz AFHQ JNE UgdE
A o|t{Holbrook & Corf man, 1994). A=, Az
7He BAMES AEYSE 98 483 29
= ey AnRAe Aug Frse H2Ha
i =
o] ¢} ##A 3} Holbrook & Corfman(1994)& A
T4 HA-9A AErix e Apdste 8539
TN o2A Fssict F AEF 1A 9
WA - oA Axdde) & A g%
7HA el e Aoz A" 4 glow
olF % BYA Tt 4349 2H A BR3¢,
MRl -9, AR, AvE &7 FoEE 2

4 4 ArHMathwick et al, 2001).

U tHZeithaml,

EE AMula

K

s F-lﬂ

Siia mlo

=
e=3
-+ HE

gl

, oo rir

Oliver(1997)& ZAMFold A4 g
3 AAHE =4

18] A2 7P} 2R

3 AF], FA x| wHe dgkl Bg AT 151
N S

i 3t AFEL A4
Ao dned, vwr)E dedd, F94 Heg
Y, 7HA-AZ BE4 o2 F T Heriye]
e, Oliver(1980)7F 71d-24x Hitge
A olgf Anzte] AAZkE spx9 AYiE 7R
o et aARES AAgdE =grt AwA
oJth(o])f-A, 1997 ; Mathwick et al 2001). Math-
wick et al(2001)2 EA&, Avz, 129 F213
TEF Mul29 2§Y Fol U NFoziy
Bt HEe vgste 4EY HAHEE Q)
Bl stg2a &% 43 Aestn, o2
A9 T8 vhald &v) A2"eld 224 7}
A g FAstEY 1L £PHNEY ofE
o] Aol dZFdtd, 4¥H A Es} &
%"?}9— EOE]Z%IEP

7—‘H 1133 5ol EH'}

r$

A7 ey,

K

Tl
f?:
ol
%
-
ro,
-4 ©
Y,
o
e
2 .
Hi
rlo
2
4
=

e

Mo oM 2 o @
o Kl J(I;?l k1 _!gl
w oy
g Romd
fo & M i
lo
o[l
N
>
rO
-
e
gk
offt
=2
=
)
i)
ol
H

o%
offl
o
ok
rir
Pk
|

b
&
XL
e
o
o
2L
)
g

MEEA A7l
dsatolo] ofg] o)
Asglo] &Zﬂé}%tﬂ, A wANSEA Az
QY 2B B FasA R Y= Wt
Agoli(el A%} s, 2000 ; Sirrka & Todd
7. A PG DA FEAHA glof 8
A LA, BB BRE Z 5 9
Ad Aol ojg B, Al g 2
of Ao .

av)Aet 7)edre] me] gloiA Az w
F28 8otk WY P5o] opd AEdl 23
BRANNE A Ao due e el

ot rir



152

13 2ol - o187)

e 83} gy Fuf gk 76]0{]/\1 27}
oY RO B9 B 9S24 5 v

= AFE ofl XS AATE o
S @33 He, 2xH oz AgHAAe] B3
"o 49 AulE é —% T3 szt €9
Wik 98 AET 4 vk
Mathwmk et 31(2001)5 AAEAN] Ee
Bzt AR} Alole] Mg} AARSTL T
St UEY 239 AHR A FQ83 4717
APaAe AAFAE ol8e FFolM A
28 &9 A2 E(trustworthiness), B2 ol
Elule] A, ARBIZEEAR A 29 a3 gE
7ItahEo] Algd J&E v HMsEolgn
FRsn AN A, 3, HIHE) ol e A

mlo mz tlo

Pae 2de 2EHESY 4TS w1
sk gl

AE s 52 AA wA" Y] 7 kA dAdAd
o2 AT YAT F Ade) BAE ey

£ dTE AQn T Ade Ad Al g
AW WA, 17, HE $8 nﬂ; u}~ S
A FARE Thdel7lE s,

Fe 57 B39 Yo
# 930l n Red, o

=
ot

KR
dom, nA {1 719 A7) F88 Yoz
31 9)tHFornell, 1992).

Oliver(IWNE BA=E SHEE thg7} o] A
SJatgint. BA= ZAET AFE A3 e
Ylcommitment) & ZEAL mlefel 5= LA o2
38 AFE N3k 2o, A3 293 v

% neo] ABPFE $5Y AAHE M7 9)

=

tetE BtEsie] Z4+e HAds g Fujals st A
o|t}.

712 ATA w BES aae
1740o] =v(Fornell, 1992 ; Parasuraman et al,
1991), W58 2=l Agagiql Aeg Aots}
I UrHFornell, 1992). &, A X9 #AAAe A
Boo2A H¥el et BEL HE FHE
A3 2 Qlo] ¥ (Macintosh and Lockshin, 1997), Al
Hlzol] gk gk 7|E AnjRte] Ao FAA
A FEFE vHTE AolthLee et al, 2000).

rlo

)\_/L\_d

3. AT 7Hae] 44

AEAAY w2 Efz st B dPoi=
ohed 28 ATUMEE 44 - A5 Bax g

AFEAA 28R 7Y AR=
=34 dFE v

Ent iR I P K e Bl 22 i B b i B
o ¥R FFS AFY A3 /g9 o
U] mdaiE g Avidge 249
slof i (Mathwick et al, 2001). 2904
#3lo] Mathwick et al(2001)& g uld}
V220 43 A3ddA HEH NAHRE A
SR, o] e A4 Z2(visual appeal),

QZA 71H, A= (escapism), WAH &AL,
&Y, AAH 7HA, S8, A3E, vy 249
SZ(future patronage) 5282 FAEo] ot A
o] FFA BFHPT= 7)&3 :"‘:‘1}7} 2}Al o] 7]

T

o}

AN 2UAT A GRE AR B
DARZe] FAH Qe vlHok & Holth
of AFAME vlAe] Azt A ol met
e} 7)) AR ol A 4 gtk

H2: ABY 2820 dg H5o] EoldsE 2
Bl2e) B £RE B AHE o A
A,



SIE *33%4 117-}5‘ 7Y IADESE AlE], F4wol Al J el B3 A7 153
: T T R R e

2F 9] dubEl Ao tE FAxy) mlEd
ojgA #EFF A7t tig GwrAl i)}
(Moorman et. al, 1992). B2 AiA e V&S

FAZ 7 e O FA9R T g3 5

] gk Alglelnt. 2y F sdoel of¢-
ot strjgts o] £& A2 gE Agas
AReAE 7ML & Aog AztHr)

g, A JAER L Y kX 9Ex G
< WEA Hed, A4 d49e 9 B ARE
TREeEN ZrE F Ao 18y BRe FF
o875 A FAY YR usA B58}7] ofy
o AEE A" 98-S BaA7Ed YoM o
" T2 o] & Jhsd ARY FXET o agFo
B HAZEY Fag Mol d 4 gty ®
g aAo] Bl &P Bl dis] gt olE]
9 £38] Sl ARUANY, 258y 5

| dig 249 7] FFEAIE Pk AL 9
Hat7] g Adejull &P Eo P A
7}& Ao tHChaudruri et al 2001).

ol

)

2

H3: el 2B B o A7 Be4s Ay

Y &85 HF FAEEE Folnh

AR =gol At dtE Al Fujgse w7
WES EQ2 BT 2AREL Wil )
2372 o

A - ] 5= 7H2 T&ﬂl% u%f& ATES YFEH

=
DARES) HE AR FAHA FFL 93

2

0;

o |»
=

HXE ez 047:114 %‘:}(Anderson et. al,
1994 ; Fornell, 1992). &, A& 4% AT
Zte) AN nAREHE FAEY YEH 24
2 g WiRTugs 9 gy 498 1Hd
Aol Gs wF Aoz g4 5 ok

gy H2 dpolre TGS 2450}

HANA A7 T2 9L i FEsn
2t Moorman, Deshpande and Zaltman, 1993

Selenes et al 1998). A+ 77 =& wE
AE 7] g, AE i3 N dy &

HEE fEa) 9ok =3 291 e A
£ FA317] A3 A&2Q npYoz Ao A
St Moorman et. al, 1992). 2P E FALEE A
Foll gaf gHEojxE 74 QUi S2% #AE A
&1 fAske ASAQ Hgol FALel gk
aorte A7k Z7eR aviatel Belgol g
astn ANBAE A= 5717t FobskA
|k mebd 2uA7E e &G P A
g7 Zoheh BhE MR TuRS o
Aze 930l Fagdl met AeYl £2F2 o
3 457 wobd Aoltk A WA Y 94 &
A FAE f3o wet oz A ARt
throl A4 itk

4. AZEA
41 MEZEO MY

AH7L) A7bE Mg £A o
7Fx1& Mathwick et. al(2001)«] ‘?‘i?@lﬂr% g8
sto] Az 7RA] , =9
74A) 3%, A4 17iv 273, &4 383,
AAH 7bA 373, A9 Hdg 4B Fow 7
et Zbt 7 AxZ EHEd

2R BEe S5 95

= —;;izg 3t7) ABHH Javalg1 & Moberg
(197) 59 AT8 Fxste] B Ao oA HE
B3 A 40 Fgoz Exsict



AEZARE e gAA] 2478 BYE
Hde2 sch Aol ol 48 $EAE 6393
W, ol§ FAHoE A¥RY <FE >3} g}k
A, AEE Az} 2084, AL 4319, |=e 19
Al ol8t7F 69, 20~29417F 3348, 30~39417F 208
W, 40~49M)7} 778, S04 o} 14 o= U}
Stk 38 SEHAEY £YE Y gRE H|FY
o] 509, 3j¢lo] 589 ol eH, Q1Y A7 4
ATE 48] o5t} 1479, 5~93)7) 1484, 10~19
3)7} 188%, 20~293]7} 843, 303] o]io] 72H o
2 Yehyth

Ad

Tt QT A EHA 24

—

Hr

£ AfdME tgaES o83 2 FYSd)
g A YA (unidimentionality) & #Z8}7] 93
o FAT A7

=2

LAEA L HAEYT olojM FREYS
Mo A z+ dFAde] dE 898

431 2AA A= 24

WA, 4 4EYBEE 4487 B0 93 F
AR RSl RARAL A e Wt
NEoEE LA & 5 o), &% AREE
42 4339 AZE TAZAG o
4 23, o] 292 FYT AEL
Hate] YR wATY e @50 geldAgtel

_—

(o]
[} APE_

—

M

045 9A B3 AAT A3, 2F 4719 29l0]
EE2HAY

89 19+ o] &£PEAA aFst= AL “yi7k

(o)
e

2 AA 9 e LA et 5 8
7} FEol HAE “dfrtx"ga WHsich
88 20l o] APEINM FEL FulstE AL
HAe| ddelgty Ay F 671 FEo] Hz)
sof ‘B Tt g gysiinh. 291 34
T ‘o] £BEGAY &Y 1} ARE 283
S A & U= WYF9 ot} F 370
g=ol AR eo] “mAH "3 Hgatgict.
84 4oll= “o] £YEL vF Zzbo] Hojuyr)
5 3 @&l HAE “AA stA"gan Py}
Aok 283 ZF Q159 ofo)Al I B4 M
22 99l 10] 50337 25164%, &9 271 37333}
18663%, 2891 30 2339 11671% £ 47}
2202 11.012%2 Yeht =25 4] 299
AL 66511%2 UehGth Y] 33489%%
B AR 232 g g 229159 7]
gt 8 £ gl

29084 43, 7 82159 HAE FEE o
ato] A=A dBA)S 2Abeh] skl Cro-
nbach's &3gbg AXBIA T £4 d3, 29 18
909, 8¢ 2+ 879, 891 3& 84, 89 4% 786
2 Yeht 284S AstAl7)E deE Q
Z Yeiston, ol JEE 1 IEG A
73 Crombach's ¥€33t& ZF7HA71A=
Ao g yehgr)

4 FEOR FAE W Aragd B 2

rir
poik
o

_O'_l_l'
A e o

(E 1) 229 ¢Hid EN
T B H1=() T 7 HE(g)
o z 208 N H 3 50
J 3 o 1=
)‘o ‘;; ]d- X]- 431 E]TJ_C’%T il ‘od 589
194 o}3} 6 48] ojst 147
20~294) 34 el 5~93] 148
a # 30~394 208 &P R4 10~193] 188
40~494] 77 (4zh 20~293) I
504 o]A} 14 303] o4 72




°1E1‘1 &3E9 249 73} 12 ‘i&_’}‘ﬂ A=, FAxA e 3l B3 AT 165

(B 2> XZHe D247kx| MBS0 gt 0z H

! iﬁjﬁw GATE AE WEIE AR G A AE A gy gy S g
of £%WES UE APALOIA Boa) szt A2
o] & BolN £ W, b &%o) Fu whuch 7%0
o] &P EL YE ATt AtZRE=G 731
U o 4%9E0] g oRolen AZe 716
of £9EL AE BT o= Ao ol BALE F0 705
Wh TR 5 Y SE BEwe] ohel, &3 AAE AN o & o
324 a3 A 20Y
Ue o] &% Bold 4B ¢5d EAE Wi ayig 643
of £42AN HEG Tk AL A0 Adoldn Adeg e S0P 3T g
AMHo ok o] 2B AE o] BE@TH 756
e o] 4%ES AZs BT ARtk =70 Er 74
o] £BRoIM9 £Be ool 709
o) 498 HESE Ut ABY U R olael AAA AL AT 69
o £BEANN Bolshs JES AENE MAY HFn 24
Atk
o SYTANS £ ol ATE BEAOR VAV K Ae T g 2ARY am
439 ahjoln) QLT
o] £ BN aWske AL e} 4B HeldA H2 Holtt &5
o] &Y BN aPsh= AL U YRS F & 5 AA HFEL 700
A Z

o £AEE TH Pl Hojuet R B v
o £4B& w7t & ’ 78
o] 2498 4EL Mol 664

(E 3 U5 BY MPER| fE 2014 Za
ol £ E AEN Aulze] dE ye] PRE WE2PH 97 w& 327 o5
U o 498 AET 2ol gad $A Az 917 (81.924)
U o 4%E9 AET Avlzcl gaid ANHoR HEITG 89
U o] 4BEE o851 ¢ A Ut BERT 877

JEH A, <E o9} Zo] AA" F5L prg=g

ARk 8209 ofeal & 32770100, 29l N oz FAR AFFH HESE
A g 81.924% =% JEhgth Lela A4 & L8N 23, <FE oAt 2ol AA" FELS
A} A3} Cronbach’'s ¥¢3gto] 9252 =4 Jet AATE 8219 ool Zt2 32160, 29l



= 3 a9l AAg 899 ofoAm(ERH)  AAE &
o] £WEE Ago] At 941 iE 3216 919
o] 298 & AT £BEot} 932 (80.679)
e o] 42322 At 929
o] £4EL FHHTY 892
(E 5y DHEMS SACEolof| THEH QOISA Hat
] 29 . ohol gt
= 1 I
¥ Ay AT gy AEER
Wt o Thgol £WEL HET 0, o] 2YBS WEL Aol 96 HEIAE (61682‘?1%) 8
Ui o] £PES PEY £YBZ 0k 2o AL QS Aol 945
of £HEAN BoASE B G T SBFAN BASE o L0 L0
BEAART O R AEL A2Y 897} 9T : TRE (a3500)

qyEe 0679%2 Uehdth 191
4} A3} Cronbach’s ¢g}gko] 9192 UHT nﬂl U
237423

vpAgte 2 AAFAE #d AEIdE g
22084 A3 <F 5>} Zo] Trf FAE
g5 F Ul F5o] AAHS B FAHARE 270

g, 7ol SAZE Ul £30] AAHAT &
T FAREY otolAl gk 1.806, 7l &

dJEE 1.0080151em, 83 AEEL "= 34
57} 60.210%, 7ol FA%7} 33509%= e
k. 283 A4 24 29, HE AR g
Cronbach ‘Q—Hlv‘ BHU=Z w9 A JEtor,
A g5 7o 8% datde AT 24
S AAEA Fth

4.3.2 go1&d g8y

13 ¥4 2%s A 24 3550 deo] &
Foguz GAaARHE AN, A o
AT BARAYE AN FREL
AAFGD FALARHE VHE BHo| WA

d#4S 7MH(assume)SHA T HE(test) S 3HA|
37} wiEo] AAgc 7 gAgE A
HAAHE EE37] AT AE=E sk 9

3te] GFIGoodness-of-Fit Index ; = 90°] n}g
A), AGFI(Adjusted Goodness-of-Fit Index ; >
900] vFgz]), RMR(Root Mean Square Residual
; 055 &&4Z ul&4) NFI(Normed Fit
Index ; > 90°] H}ga), FtolAF(Z&FE vig
), FtolAlFol e pgk 5& &M h(Hair,
Anderson, Tatham, and Black, 1995).

59| AZeldA (convergent validity) @ w3
EFZAd(discriminant validity) & H&87] 9t A
TEAE QAR A3 dAE HEES o
gto] B Bdd ¥3t9 RE AFEHE HA Y =4
E'_?Sé A% 24 dae <E 63 2
2JEA A3 AAH XA U, A+
7} MW 27N, AR 7 RN 1N, 88 F2}
7R A 1N, i A elA 270, AlF] AT
SRl A 1YY FEo] AAHG e, HFmE
FrolAIF 3 = 176576, df = 77, p = .000, GFI =
967, AGFI = 941, RMR = .0412, NFI = .970, CFI
= 98322 A veigth ZEla oA 7k
G B0 3 FF 29148} 2K(standardized loa-
dings)e] E5F wj$- folFoz vkt > 17.0)
Aol 4FHUAL 9714 AFerdd= &

e S AsATIE HFE 49 (modifica-

F

r° ﬂllo



°]F4Li £3E9) A4H x7F 1SS A8, 4 v
! S ‘“:“

tion indices) #& °]-&3td AAAZAE

<# 6>& HEE0] T ATEYE U o
FAe ZHEANE HukE] st 82 A=
(construct reliability)$} #4+5ZZk(variance ext-
racted) & A 232 HoFr) 7 A7l

157

.
i

= =
=2

o F A4
Arte A3 <& 7>oﬂA19P QOI
50| EAHOR 98 F50
Ueht sEeEdgde] dFHUATHE,
o] 7], 1999).

s

T«

L.
=
/]\_}_.
L=

A48,

Rojx a]l A= FE derd 3 71EAQ
708} =7 L}E}ﬁonﬂ BAEEgk A 54 4.3.3 4HBA EH
NNEAY] 50EY A Jeht B dAfeA Ag" SA8NENAY ddx U] AF5E &4 8
FEEL2 AT ATDHE AT NERS = d AL Sl tigte] A2 BA7}E of| Wio|H,
v & 4 tHHair et. al, 1995). F3F J7eH9] A AZY #AAE ZEAE Lolry] st 4
(E 6) TA MEE=0| e &l20lEy A}
>z -
89 % 89 i L L
o3 978 956
o4 AAd Ui HE(yD) 837 (037) 27.799
FET Auze dg 4A 4=(y2) 8% (.036) 28.189
g 93 %l
o] &£WES AFIrHy3) 832 (037) 25037
ARG &Y Eolrh(yd) 82 (.036) 27.048
o] £YEL A ITHy5) 815 (038) 24.286
HEFHE 977 956
= A= ) 912 (.036) 28910
& HEY 2YEE TA(y7) 838 (.039) 2775
FUFHE 987 959
zu|g 744 A& £2(y8) 1.000 - -
A3 71X 9% 960
£PE9 FEo] EHA D 7% (045) 19595
&9 Eo] vy 77to] Hold(x2) 711 (043) 17.784
of-7HA] 967 935
£ Fo] &9 whd(x3) 842 (064) 22.321
£ aPEN 23 S0(x4) 760 (068) 19976
IR IA 953 919
AZre) 587 B (x5) 702 (056) 17026
dR#E F & 5 JSx6) 8H (057) 19.893
g3 FA7HA 966 934
g 2P Eolet =70 B(x7) 804 (.041) 22653
AFEFOIF HAe AH(xB) TR (047) 21543 N

F) FrolAFgk = 176576, d.f = 77, p = .000, GFI = 967, AGFI = 941, RMR = .0412, NFI = 970, CFI = 983,



CE 7) 2 AT S| AkabA|sied
Mean  SD 1 2 3 4 5 6 7 8

L BE 489 109 1000
2. A8 5.10 100 806 100
3 HERYE 5.03 113 849 78 1000
4 FrjEAE 343 123 157 103*  146° 1000
5. A 74x 478 91 603 597 54 191 100
6. o %71 383 14 3% 30 391 48 55 100
7. A7} 464 115 439 439 3% 24 514 51 100
8 g4 £x71% 440 102 75 618 691 369 66 68 615 100

) a) p < 0L b)p <0504 FdHeln Y= BF p < 00019.

AE, FAE d72AEd #A

BA=Z Yyt

44 AF7Mdel AE

441 A7RY AHF
3 %

€ @TdA AN A FREYES HF

Y3 £
7FX1(34)

- =
= BT

B4

=
H,

B(+)9)

CEERTEIS
SEEEEE

A, AYEE JlolAFF = 47111, df = R, p
g = 0000, GFI = 918, AGFI = .878 RMR = .124,
NFI = 927, CFI = H41& zH= <ad >1 2e
HHrgo] R&HI o] YL T WA
A durAQl Hrpr|EeR e AREF vy
 AGFL, RMR gto] 7]5& 5714 g A
oz yehgor} GFL NFI, CFI go] 7124 2=
Ale ALZ Yeh 848 AAlsk)

aelw AZE DA BEe Agse A
HHR)L 664(664%), AZE TAZFH, AT
Zo] Ag A9ste A9dRIS 763(76.3%),
AzZtd a7, nARE N7 gEEAEE

AZAT (L)
a) p <.001, b) p < .01

3z 1) F=2Y 24 25



CdEM‘ 433

22| A28 A} o

AyEts A9ERYS 2172.1%), AztE 147}
3, nARE, A7t FoEHES dgshe 4

B(R)L 020(20%)2 LFERtTE

442 A77H49 AF

Al

5 A1z, $4m) PlAE gl B A7

159

743 7R 7F g ()9 FoF 9L 1)
A Aoz vEhd o] 7 AAHA o/t
A7 AAE] FEE wjA]E Thol g F HA
AFIHeM e, AZAST 7 = -224, tgh = 4174
2 FoFE p = 001oAM 77 LA RS

Azt 74A), o {7kx], e 7], Bdd & -9 Fod FFE vAe Ao Y A
A7} Q) Az A7 R 7} B, AlF, EH =4 HOo g of7X & NS ofF-d FgE v
T8} PR mXE gEge AWHEY <E A2 R3he Ao Ash=gle] wigAE o
8> Zth A77HE9 }gxol’]' Ao e Hlx}«l o} AlZHA 7R} oju] A R kY] o
A9 7kAe nATE 344 J&E AT & nAeRN AqfrtAe F7HHQ 79S8
£ e JMEHDEHE AAPRAT dNHE & A Fate Aoz 22 & 5 o
Hzke]l AZkg Jhx 9 FHEE AR ol HH DAFY IR IL TS| JEE X =
Mg AFs nu s 7kl gk Al WA ARANME, AZAS 3 =

AN ZHX7F AARE JEgS Y= T -008, t&t = —1382 FFF p = 6ollA 24
& R A AR S JEs A, H=AF 7kx7E nATEe foldt FEgE vXA Yu
#t = 298, t3k = 39992 Y 4F p = 00114 A Aog2 Yeh o] 7Hd 9A AR HA] gk &

CE 8) 2+ ATCHRIEYe] 2 M ZHut
74 A =z 43 a3 A E %
BEAF 3k R tat
H1 Az 7AA(E) — LA N) 298 3.999°
AH7EA () — TAHE(ny) -224 -4.174
AAH 7R (85) — 17—‘,“1 (m) -008 -.158
€43 Fx7MR](E) — TATHE() 808 9.060°
H2  zAREm) — A0 815 24T
H3 A8 M) — HEF () 978 21.958°
A1) — FulEA =) 226 3419
A7 ZEA(E) — A () 243 3975
AF7FR)(E) — A1 () -182 -4.146"
AAALY 7R (L) — NFH () -.006 -158
25 FA7EA (L) — A () 655 8.789°
R (nA9E) 664
R’ (A1) 763
R (H=245) 721
R (Fui3AE) 020

2343

x% = 41111, df = 92, pgk = 0000, GFI = 918, AGFI = 878
RMR = .124, NFI = 927, CFI = 941

F)a)p<.00l,b)p<.0lc)p<.05



43 FAEA7E A REe| FEE vAE 7ol
W wpxjgt AR CA =, BEAIS g = 803,
t 3 = 906022 #4FE p = 016N HE3 5
A7HA 7} DS % L viH = AL
2 Uehy o] 7HEE AR AR Yeiwth
RAREEo] AFd) F3E nXE sho] Wit H2

£ AW 2%, AT 3 = 85t & = 27
2 §9%5% p = (0104 2ADE] Aol £
# 938 vAE Ro® Yep} e AAHA:

A9 FAE 9979 TS FAR Tl’ooﬂ
oz} F N9 AREIHEE Yol ASEdT &
237} BeFA T FFE AT 7t tﬂf& A
A M AES A, ARARY = 973, &
= 219982 HFF p = 001A A7t B=F
Az st AFE mXE AoR Y o] 7}
e AXHA A7 FuiFAd R 9% A
Ae ol gzt F oA AR JHE A5 A9
BEATI = 226, t ¥ = 3419E FYFE p =
001014 227 FujSd ol folg 93-S v
£ Aog Yeht o] 1A g4 AxFdr)

5. 4 &

QB AFo] AA Trol me} Lakel Flge
2 sl 712 AR EA e AN 7
£ 9 A2 vIe $aAel 23R .
L AFRAE BuseR B o) J)Ends
A Agse Rl 4 FasTR & 4
2 A olgA SR A} PabolE
FRIMT BE & YA} TR
e}l A APA, BEH o) o
4ol @7t A48 Besjtn @ 4

d

Jo ¢

o]

£ o 30 o N
axel

d= <
o o

i
Kl
B
)

N

A

o]g)gt Ao B AFE 7|&9 ulAgol2
oM AN Qe nAVMX, nAGE A F
Azel #Egd AL w gl WA o)
3k o] W A= P& CEBA L A5
23 BAANA ofFA FHLAE TE AYA

B o
2

a7

By 275049 2
ATE AW o2Y EUE FYstz, WlIE F
AR U A% BYE o olPA 15 B
Palop Aol Wie AFd BS mEsa 4%

o) AAMHL A ZetnA shgu}

2 479 4 232 2959 oy 2o
AR, Zd AHY £P 2ol gt AzkE aA7E
9 ALL N 7HA|, o f7H], 2AR A,
593 £X71H9 47kx Qe vEhgd B
A, e &P 5 g Azd 7 F A4
7FA| 9} E}éfﬂ EAAE BEe] FAH 4
S 28, AF7HKS 2ARY A e 2384 1
Etsieh, AR, nAgkEo] A Jg
, el 2 Eo] dig nAe] wE5g

fa

o

£

tlo

a2
JlN

~Jr
=)
)
m]n

0
e,
Ay
M g
9%
ofd
0
2
)
o
£
A
N\

i

£ 2o 975 A3t AAHE U
L, A3 BEFAEG ge #
1 cn_ ABFEo] BLHE &v
2o ojsl seAole) A%H
solm Qick ThaiAl, A
o) AEY &3
s gE3dEt &
goldT 2, aHF
Fo 94s AE L A

011*1 Aol A%

[~
-

—

oL o

I=>
Jl->- B

O?L O

2

o & P
o ifn

,_gr10>2-'\1;ll_>,ﬂw
o

2 Kot o O X s e 10
e rir
1o
e
o Mo
ogL

Mo jo X 2 op

L of
ot
>,
Rl
4
N
2
B
o
- f”l"

ox
il
51

i

it

e

0,

Al

N

Lop =

o

m}n
m}n me oy

">

Ra)

ol

s Mula 7}21(*174%-1 &7, AEI), o)
AEIA, PR ZAL), TAFAANA(ES
4, AR, Az Sgg LD )
A AR d2A Sedet uAEe A
9 a%2) 713 AL AH7A, L A
A, 2AR A, LA Az B -} ik,
$A, QB BN TAVED DASHE 7



AE 6422 AZH AP 2AVE A8, e vl gl B AT 161
= e ]

_IR

&5 st s Uk

& 29shed Qold A
FATZ oloA7] AAHE ABY &3
3 A7k Fuslolor ¢ AT az

e £BEE cIgss 2 Yade 3

b

=
=5

O

EETER
2t A, SFALE AN A9 2
B9 AYEVL hPoE Ll AMolwe 3

971 el A7) Qukalr} ofArie Hold,
B4 GF aTelAE dHY
SEEREVEEDEETE
gatez Auolg e
4% 897 vk 24, 27 01 x]zrsa Al
3L AL AYSASA G2 S olel
¥ Aol A B9, Ay 2B AHI2E
o} RASHLAEE 2 Ao G
& 283 2AA R s B

mln r&
-L
i
R
Ef
.|

S

g BHE "eAol Aok mAgez
£FEY MR 2L zﬂli gyt ﬁ%%—%
3 Aol Hasith F
AAE0] A7l THA] 3{1%—% A, ﬂ‘%i
3, it &3 E {30 "k ta2A 4E A

(1] o]d%, A3, “7HdE4 719E 543 <
A Pz #E o
ATy, A298, A33(2000), pp.

o 1

2T
377-405.
[2] ol %A, “TARZ ] FAHA ) AE A
2270 Fpolel B AT, TaH A AT, A
A A12(1997), pp.101-108.
3] ol %A, “mADE Aol BY FEHQ 1
7 rAnjkgd ) A11E A135(2000).
[4] o184, 37, o1 47), “5drG AZA

FA ARG T #AA, 2Bl s
o #g A7, "HFEgAT,, MW Al
(1999), pp.75-102.

(5] TA%, “Atel &P E SAZAET, 2003.

{6] Anderson, EW., C. Fornell and DR. Le-
hmann, "Customer Satisfaction, Market Sh-
are, and Profitability : Findings From Swe-
den,” Journal of Marketing, Vol.58(July 1994),
Pp.53-66.

[7] Ba, S., "Establishing online trust through a
community responsibility system,” Decision
Support Systems, Vol.31(2001), pp.323-336.

[8] Batra, R. and O.T. Ahtola, "Measuring the
Hedonic and Utilitarian Sources of Consu-
mer Attitudes,” Marketing Letters, Vol.2
(April 1991), pp.159-170.

(9] Carman, J., "Values and Consumption Pat-
tern @ A Closed Loop,” Advanced in Con—
sumer Research, Vol.5(1978), pp.404-412.

[10] Chaudruri, A. and M.B. Holbrook, "The
Chain of Effects from Brand Trust and
Brand Affect to Brand Performance : The
Role of Brand Loyalty,” Journal of Marke-
ting, Vol.65(April 2001), pp.81-93.

[11] Crowley, AEE., ER. Spangenberg and K.R.
Hughes, "Measuring Hedonic and Utilitarian
dimensions of Attitudes Toward Product
Categories,” Marketing Letters, Vol.3, No.3
(1992), pp.239-249.

[12] Fornell, C., "A National Customer Satisfac-
tion Barometer : The Swedish Experience,”
Journal of Marketing, Vol.56(January 1992),
pp.6-21.

[13] Hair, J.F,, Jr., RE. Anderson, R.L. Tatham,
and W.C. Black, Multivariate Data Analysis
with Readings, New York, Macmillan, 1995.

[14] Hoffman, D.L. and T.P. Novak, "Marketing
in Hypermedia Computer-Mediated Envi-



162 A&D..

ronment : Conceptual Foundations,” Journal
of Marketing, Vol.60(July 1996), pp.50-68.

f15] Holbrook, M.B. and K.P. Corfman, "Quality
and Value in the Consumer Experiences :
Phaedrus Rides Again,” in Perceived Qua-
lity, sdited by J. Jocoby and J. Olson, Le-
xington, MA : Lexington Books, pp.31-51,
1985.

[16] Houston, D.A., "Trust in The Networked
Economy : Doing Business on Web Time,”
Business Horizons (March-Apri! 2001), pp.
38-44.

(17} Jarvenpaa, S.L. and P.A. Todd, "Consumer
Reaction to Electronic Shopping on the World
Wide Web,” Journal of Electronic Comme-
rce, Vol.l, No.2(1997), pp.59-88.

(18] Jarvenpaa, S.L., Tractinsky, N. and Vitale,
M., "Consumer Trust in an Internet Store,”
Information Technology and Management,
Vol.1, No.1(2000), pp.45-61.

[19] Jarvenppa, S.L. and P.A. Todd, "Consumer
Reactions to Electronic Shopping on the Wo-
rild Wide Web,” International Journal of Ei-
ectronic Commerce, Voll, No.2(1997), pp.
59-88.

[20) Javalgi, R.G. and C.R. Moberg, "Service
Loyalty : Implications for Services provide-
rs,” The Journal of Services Marketing,
Vol.11, No.3(1997).

[21] Lee, H,, Y. Lee and D. Yoo, "The Deter-
minants of Perceived Service Quality and its
Relationship with Satisfaction,” Journal of
Services Marketing, Vol.14, No.3(2000), pp.
217-231.

[22] Lohse, G.L. and P. Spiller, "Electronic shop-
ping,” Communication of the ACM (1998),
pp.81-86.

[23] Macintosh, G. and L.S. Lockshin, "Retail
Relationships and Store Loyalty : A Multi~

g - ©]87]

R

Level Perspective,” International Journal of
Research in Marketing, Vol.5(December 1997),
pp.487-497.

[24] Mano, H. and R.L. QOliver, "Assessing the
Dimensionality and Structure of the Con-
sumption Experience : Evaluation, Feeling
and Satisfaction,” Journal of Consumer Re-
search, Vol.20(1993), pp.451-466.

[25] Mathwick, C., N. Malhotra and E. Rigdon,
"Experiential Value : Conceptualization, Me-
asurement and Application in the Catalog
and Internet Shopping Environment,” Jo-
urnal of Retailing, Vol.77(2001), pp.39-56.

[26] Moorman, C., G. Zaltman and R. Deshpand,
G., "Factors Affecting Trust in Market Re-
lationships,” Journal of Marketing, Vol.57,
No.1(1993), pp.81-101.

[27] Moorman, C., G. Zaltman, and R. Deshpand,
"Relationships Between Providers and Us-
ers of Market Research : The Dynamics of
Trust Within and Between Organizations,”
Journal of Marketing Research, Vol.29(Au-
gust 1992), pp.314-328.

[28] Oliver, RL., “A Cognitive Model of the
Antecedents and Consequences of Satis-
faction Decisions,” Journal of Marketing
Research, Vol.17(November 1980).

[29] Oliver, T.L, Satisfaction:A Behavioral
Perspective on the Consumer, Boston, Ir-
win MaGraw-Hill, 1997.

{30] Parasuraman, A., LL. Berry, and V.A. Zei-
thaml, “Understanding Customer Expecta-
tions of Service,” Sloan Management Re-
view(Spring 1991), pp.39-48.

[31] Selenes, F.,”Antecedents and Consequences
of Trust and Satisfaction in Buyer-Seller
Relationship,” European Journal of Marke-
ting, Vol.32, No.3(1998), pp.305-322.



AeYl £29} A9 7EA|7F aAREEs) AE], SA % vlAle gkl A3} A7 163

[32] Sirrka, J. and P.A. Todd, "Consumer Rea— urnal of Electronic Commerce, Vol.2, No.2
ction to Electronic Shopping on the WWW,” (1998), pp.29-56.
International Journal of Electronic Com- [34] Zeithaml, V., "A Consumer Perceptions of
merce, Vol.1, No.2(1997), pp.59-883. Price, Quality, and Value : Means-End Mo-
[33] Spiller, P. and G.L. Lohse, “A Classification del and Synthesis of Evidence,” Journal of

of Internet Retail Stores,” International Jo- Marketing, Vol.52(July 1988), pp.2-22.



