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Abstract

Recently, in the arena of online shopping, the gap between offline channel and online channel tends to be
narrowed significantly. Though previous studies also represent this trend, it still remains ambiguous how much
offline trust has a significant influence on user's online shopping behaviors. Furthermore, those research issues such
as how individual neuroticism, uncertainty, and transaction cost plays an important role in explaining user's online
shopping satisfaction and continuance intention. In this sense, this study aims to organize a new research model
including offline trust, uncertainty, transaction cost, satisfaction, and continuance intention. Especially, we are
interested in investigating how much moderating effects the individual neuroticism possesses for the paths among
the rest of constructs. By using 406 valid questionnaires, we found empirically that transaction cost affects user's
online shopping continuance intention, but it has no influence on satisfaction. The individual neuroticism has full

moderating effects on the paths on the rest of constructs included in the proposed research model.
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Table 1. Measurement and related literatures
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(*All items were measured by 7-point Likert scale)

Variables (definition) Original questions Ref.
The company this salesperson works for will stand behind us.
Company trust . .
. ... | The company can be counted upon to do right with us.
(The belief that the company will | . : . .
. L This salesperson's company has quality people working for them.
fulfill all its obligations as , .
understood by the buyer) The salesperson's company has a poor reputation.(reversed)
The company will do what it takes to make us happy.
Offline Product trust The product will not meet our needs without question.(reversed)
(The belief that the product/service | This product has the technical attributes necessary to do the job.
. . . . . . . .. | Comer et al.
Trust will fulfill its functions as The product will please all those in our company who use it or are responsible for it. (1999)
understood by the buyer) This product will do everything we want it to do.
Salesperson trust Th¥s salesperson dl_d everything posmble_ for our company.
. ...| This salesperson will always use good judgment.
(The belief that the salesperson will .
. L The salesperson is not a real expert.(reversed)
fulfill his/her obligations as L .
understood by the buyer) The salesperson is like a good friend.
Y Y When the salesperson tells me something, it must be false.(reversed)
Based on online stores’ brand name, it is difficult to determine whether online stores:
Branding uncertainty a. offer adequate information about choices available.
(Consumers’ inability or perceived |b. provide sufficient information about services available.
difficulty in ascertaining the c. are easy to contact.
branding of online stores) d. have a good reputation.
e. have been around for a long time.
Performance uncertainty When shopplng onllpe, it is difficult to be assured that:
. ) .. a. the product is reliable.
(The difficulty in ascertaining the . .
vality of purchased products) b. the product will perform as well as it is supposed to.
4 c. the product will perform as well as others.
Uncertainty | Behavioral rtai Teo and Yu
chaviora’ unce nty . When shopping online, it is difficult to: (2005)
(The difficulty in ascertaining the .
. a. return purchases made online.
actual performance of online stores .
. b. exchange the defective product.
or their adherence to contractual .
c. get after sale service.
agreements)
When online stores make changes to their Web page, it is:
Environmental uncertainty a. difficult to find the desired product.
(The difficulty in looking for b. time consuming to find the desired product.
products online in light of changes|When online stores rearrange their merchandise assortment, it is:
of shopping circumstances) c. difficult to find the desired product.
d. time consuming to find the desired product.
I am satisfied with my decision to visit the websites.
s . If T had to visit again, I would feel differently about visiting the websites.
Customer |Customers’ evaluations of a product . . . . .
. . . My choice to visit the websites was a wise one. Bai et al.
or service with regard to their needs . . .. .
satisfaction |and expectations I feel badly regarding my decision to visit the websites. (2008)
I think I did the right thing by visiting the websites.
I am unhappy that I visited the websites.
. I spend a lot of time looking for information before buying online:
Searching costs I spend a lot of effort getting information that would be helpful in decision-makin
(Time and effort used to search for P . g & P &
relevant products information and of online purchase.
. Usually there is so much to do that I wish I had more time to look for information
compare the attributes among . .
different stores) before buying online.
T usually find myself pressed for time in searching for information before buying online.
. I spend a lot of time contacting the online store to check whether products I ordered
Transaction I
Monitoring costs are processed. Teo & Yu
cost (Time and effort used to ensure that|I spend a lot of effort contacting the online store to check whether products I ordered (2005)
the terms of the contract have been are processed.
met) I spend a lot of time monitoring whether products I ordered are processed.
I spend a lot of effort monitoring whether products I ordered are processed.
Adapting costs It takes time and effort to:
(Time and effort related to changes|a. make changes to orders that has been sent to online stores.
and customer service and support arrange another time to receive products I bought if not delivered on time.
during the period of contract) deal with any unexpected changes.
am not easily bothered with things.
The degree to which a person is am often down in the dumps.(reversed)
anxious, depressed, angry,
Neuroticism |embarrassed, emotional, worried, rarely get irritated. Bamnett et al.

(2015)

and seldom feel blue.
insecure feel comfortable with myself.
have frequent mood swings.(reversed)
Continuance | The subjective probability that a will use the website on a regular basis in the future. .
. . . . . > Bhattacherjee
intention to |consumer will continue to purchase|I will frequently use the website in the future. (2001)

purchase

products/services in the future

a.
b.
c.
I
I
I panic easily.(reversed)
I
I
I
I
I
I
I

will strongly recommend that others use it.
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Table 2. Results of CMB test

M AZAS, exerel AFE BHAyd:

Rotation sums of AFZ freldt ()O] = U]%i]:}(ﬁ =-0.185, p
Companent | "0 S sduared loadings <001). BHARS W] EALOE folF F()
Total % of variance o] 9gsre ) 5 1(3=-0.175, p<0.01), A H) Lo &
: 12.508 11358 23126 AR Fold Aol 4TS MAHB=0457, p
2 8.352 8.328 18.103 <0.01), mET AEaue e EAHo s $ol3t 4
3 3.554 3.235 7.034 o g B Ao
4 2372 2.029 4411 (Ml SRS FIH2F(F=0.705, p<0.00), 1%l 7t
S 5 289 eas 018 AEE AAE U dAste] BF A9 H ok
p i~ o o TJEt ARG Do) BAHOE FT
; a0 v Tois F 02 Eals A0 vehty, Adpon
8 1168 1.013 2203 A= FAHCE oA IS A H(B=0.093,
9 1105 1.012 2.073 p<0.05), 7L G o] AAE 7HE I Ee] H(+9
Extraction : Maximum Likelihood J3FS n o 7ZH 7o) 7|ZE YLt o|Ate] FX
Ry A Bl A 7HIHT 2= Table 3 2
zo ARAFe) A7), W, EAA F4 L E  Taple 49 2k
£HW 9] Rsquare 5= &3 o Fo1th 2 A F7t2 B A o B FREAEZY 24
Me Be AR fods ASs] S8l #FEZE gais Aguglit o2 918), Chin2000)0] A3
3 -S 423 5} TH(Chin, 2010). AT 7F AT AR o] BAWME o] LAk
Table 3. Results of Hypotheses Testing
e |, || e |
H1(a). Transaction cost — Satisfaction -0.015 -0.019 0.066 0.223 Rejected
H2(a). Transaction cost — Continuance Intention 0.093 0.094 0.040 2.346%* Rejected (R)
H3(a). Satisfaction — Continuance Intention 0.705 0.705 0.035 20.263*** | Accepted
H4(a). Uncertainty — Satisfaction -0.175 -0.170 0.067 2.614*** | Accepted
H5(a). Uncertainty — Transaction cost 0.457 0.458 0.045 10.190*** | Accepted
H6(a). Offline Trust — Uncertainty -0.185 -0.186 0.053 3.518%%* | Accepted
** p<0.05, *** p<0.01
Table 4. Differences in the Results of Hypotheses Testing by Demographics
Sex group Age group
Path Agljzgg;le Male Female 20~29 30~39 40~49 50~59
(n=193) (n=213) (n=77) (n=99) (n=117) (n=113)
H1(a) Transaction cost — Satisfaction Rejected Rejected Rejected Rejected Rejected Rejected Rejected
H2(a) Transaction cost — Continuance Int.| Rejected(R)** | Rejected Rejected Rejected Rejected Rejected Rejected(R)***
H3(a) Satisfaction — Continuance Int. Accepted*** | Accepted*** | Accepted***| Accepted*** | Accepted*** | Accepted*** | Accepted***
H4(a) Uncertainty — Satisfaction Accepted** | Rejected Accepted** | Accepted** | Rejected Rejected Accepted**
H5(a) Uncertainty — Transaction cost Accepted*** | Accepted*** | Accepted***| Accepted*** | Accepted*** | Accepted*** | Accepted***
H6(a) Offline Trust — Uncertainty Accepted** | Rejected Accepted***| Rejected Accepted** | Rejected Accepted**

** p<0.05, *** p<0.01, (R) — significant but reverse effect
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Table 5. Results of Hypotheses Testing for Multi-Group Analysis
Strong Neuroticism Group Weak Neuroticism Group
o (n=200) (n=206) t-Value
Pl SE1 NI P2 SE2 N2
H1(b). Transaction cost — Satisfaction -0.024 | 0.09 200 -0.008 | 0.096 206 -1.699*
H2(b). Transaction cost — Continuance Intention | 0.057 | 0.059 200 0.138 | 0.046 206 -15.434%%%
H3(b). Satisfaction — Continuance Intention 0.675 | 0.054 200 0.738 | 0.045 206 -12.670%%*
H4(b). Uncertainty — Satisfaction 10266 | 0.092 200 -0.096 | 0.096 206 -18.184% %5
H5(b). Uncertainty — Transaction cost 0.415 0.074 200 0.485 0.054 206 -10.865***
H6(b). Offline Trust — Uncertainty <0270 | 0.080 200 -0.092 | 0.072 206 -23.595% %%
¥ p<0.1, ** p<0.05, *** p<0.01
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