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Abstract

Along with the development of the Internet, consumers' shopping
behavior has changed. We can enjoy the convenience of consumption
through the Internet .At the current time. Provide the cash and delivery
services of online shopping.

According to literature review and case. Different types of errors
were analyzed through questionnaires and data collection. Explore the
effects of service failure and service recovery of Shopping. The
experimental results show that the frequency of consumer use is not
necessarily. Constantly choose 7-11 supermarket to pick up. But, the most
common is that logistics is not delivered within the promised time. When
in the context of negligence, whether it is boys or girls, the recovery of
services is not significantly different. However, you can find that this type
of remedy cannot eliminate consumer dissatisfaction.

Research results of this study are beneficial for operators of
Shopping in understanding the types of failures as well as how consumers
view the seriousness of failures after they occur.

Keywords: Shopee, Service failure, Service recovery, Technology
Acceptance Model
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At - SRESREHE - SRIER - mGER - EFELR%E - R - EFiEe
BERMAEERRZE K (E 175 - % (RBEK > 2016) - TR 2.1 %
By BEHE T I ER

# 21 ERBEHETHEFEIES

TE& (F4) BHXRE | ETHEBEE
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NS A > BT EIES) -

Rayport & Jaworski
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BTG (I I 4EPE AR B Web 71 EIHS
B[] NPT 85 2 4 13 R M B il s B (5 5%
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2.1 BFREERETIBNER (8)
YEHE (Ffn) BRRKIE | BFEBESR
BT
AR, o TR S o (HLIE
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E A E (2005) —— SHHEOMEE o 58 BE TSI e
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HERERHY ~ B R AR EE -
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Turban et al. Electronic | & H4EPE4EES > 1EEPH o ~ ARG HLIES
(2008 ) Commerce. | FVHAHUNEE - IE - BEHRAVEE -
e BIBIPET TR B 4 RIEFTR
(ISIC Rev.4) f5H " (FEERMTULEIETHE
BT \ \
EYINEE% o CHESE B HE -
5 X o R i o\
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TTHIRE SRR R 1T Ry (ANAER $RT ~ 4
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BB BEHINEE | D ELBRBE G E - X PEHERILE
(B2B2C) mn AR BH B4R R ET




* 2.2 TEBHIE SRR ()

eSS A

Ny

M
GG78%)

2.1 {pSERVEE TG

HEETIREER —EREER > SpRETS
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FYBESE - WO (E PR HE R -

HEEEIHES (C2C)
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2.2 JHEHAVE TR R
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(K %4

BB T8RS S TR SRS T2 1A
PR By b SR T RS -

BUF#R3E (G2B)

EAEHE A (P2P) — TR RS il B AR -
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2.2 FRFEHRR AR
2.2.1 RFHRA

gk (Service Failure) (RISFEMRBHVER S > I RIICHEFIREZHY
B (REEEERE - ST —RERE— XM (Kelly and Davis, 1994) - Hji ks
HAE#FE (Intangibility ) ~ N a] 43 E(M: (Inseparability ) ~ F2& M4 ( Heterogeneity ) ~
Syt (Perishability ) ZE55 4 (Regan, 1963) - [A[F; Maxham 111 (2001) #5H @ ik
TR R B 2 R A AR Y > A MR S HH R RS N el iR

HEAR - SiEHHRHRE - KEREATA ISR AR AR - MRE
Bitner et al. (1990) W7 s5 R (ERA= HYBRLHT 8 (0% - 1B 2 IS S B
PERHR SR RIRETE (8 2.3) BRI RGBS B IR R & > Hdwl
BRI E - T H AR AR - B giRs NREIRE -

BFATE s

l ;18 B
BR % 89 AR B 42K % %
* L # &
% # P > A > AR
B 4 H = P o
ﬁE —> i‘ﬁ#ﬁﬁﬁﬁ' g Az
% i || "

RABFATH S

2.3 st St
LREGE ¢ Bitner MLJ. (1990)
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BRSNS - BEREEHEHNIRB IR G T ZE

— R[S D H A - SN

% 2.3 HHREFHIRF G ES

& (542)

BREKRIR

ARBTARTE R

Bitner, Booms,
& Tetreault
(1990)

The service encounter:
diagnosing favorable and

unfavorable incidents.

B PRI IR A
PR R FR AT (22
(% e 5 Y /N FHE
TKAEH IR (5

Goodwin & Ross

Consumer Responses to

Service Failures: Influence of

[y 5 2 A s BF 2 > JRR]
A 55 (R AR R U 2 B 5
e 2 Ay 401

(1992) Procedural and Interactional | 4RI (T — Bl B 12 5%
Fairness Perceptions. A RERI LA P REEE A A
His 2 o
Hays & Hill The Market Share Impact of | FRFSER ARy " ORI RE
(1999) Service Failures. BRI AR S B S -
BRI E R BT IR
By A0 AR S /D I R R Pl
Service Failures
Lewis & SKEYE/ N TRERAKEE - Bk

Spyrakopoulos
(2001)

and Recovery in Retail
Banking: the Customers’

Perspective.

BERN T A REEER
BRI - S 2 0 B
B R B RS S s g i
FHHEEMAREZER -
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* 2.3 EREEHRGHUAER (5)

& (5F47)
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AR HRTE R

Z & (2005)

AR — IR Z W 7E

(e FIAEIGE R A
—IREEA M E EHIHY
QN TIPSR S

SRS
(2006)

AR5 i ok B & H AR T R [
Z [o 9 o B B — AR R

BHREZ TRt

BEZ P KRS8 A 2
AR B R AR B il 2
ZIKAE

sHRE (2006 )

5] A 2 2 iR A0 P 75 5% e Rl
BRI Z BRRVST — 3
LIz NI ERERRE L

SHBE AT IR % 7% (service
encounter ) Z NMEBGHE &

AT s o

(2009)

SRS H&IE L

MRS IRV IR R Z ke —
R AL E R AR

R L R IE R
GRS Qi Sy EREE il AP
FARRHIRA R TETE S )
B FH I 2 A A s Y 2
s -

BRI © IREE (2016) BLACHTZE MY R 8

FEEFET HIRAN —FENRBRE - B2 25 BRSm AT F T 4R
Fiske (Outcome Defects ) | & " #2p Ui (Process Defects ) | Wi%E ( Bitner et al.,

1990 ; Bitner, Booms and Mohr, 1994 ; Hoffman et al., 1996 ; Keaveney, 1995 ; Smith

etal., 1999) - Hrfr Smithetal. (1999) F85 " SRAHIIRBHL | BT ZER
BEfEHEET  RSEIEARS TR > i BRI > QI bkl -
e ~ ERFEERE T TR AR RO ) R R R s A B B A Y R B
EAREII LR ENELE 2GR > B EREMERAS > WRBABRE

FENEIEFE -
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A EE Y S E AR RS Bk A AP [F] > Holloway &Beatty (2003) ]
FHER AR AE RS RS i B DA 7S - IR R 2 B P AR B DABR Y

1.

FCiAfTRE (Delivery Problems) : LLTEHHH EAF A ACE ~ /2 AUREIES -
WEISEERAYEE on ~ EEGRRRAE T ~ 2 Snlic X FSEERATIHESE
duhactfEeE (Wed Site Design Problems ) = §8UubHhESE: « B2
AR ~ PRI ST - 4R eE RV & -
EAZ IR F5HRE (Customer Service Problems) : “RNEHEEATE EFER ~ 810
HRREERE - NAFERIEECR - MR E s -

{3K[ERE (Payment Problems ) © BHSMREUIRYS ~ (RGHE AN EREDE -
Z-4: [ (Security Problems) : {5 F-R&EER ~ (EH-RMAE A - BHEANE
EREIRA B =075 -

HoAth At g R (Miscellaneous ) + #7517 B[1[0] 7 [ REENUE. T 4& B AR %5
Bk ~ HEuhEE (E AMEEEE -

|

FENfEE (2008) HEHE— P FTAEER BN B a2 KRR - R R AV
B FR R SR AN Ry TR

1.
2.

AN
e

RUIAJCRRIRIH + AR ~ FE AR EIEEER ~ B AR AN ~ IR, -
duhs TR - OREERRME T EE - bRt R - HnEE
e o
onat B KA ¢ EEABIRECR B ~ FIRARETEM -
ZRKHEE - EABRINE -~ SHREER - IRE RS -
TR AR EE - SRR ~ REETZRIEEEOR ~ BRI - Bk
FRE -

i - AWTFUREE R SERIBY IR R B L - SRETIR A Y E e

o3

i

R

HEHEBEIYIR - £ - ERRBRSEE - W LUNEERBER T YIR
ik ) FREARAE RIF SRR T Z EES VIR B s R HI U -
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2.2.2 fRF5HER

A5tk (Service Recovery) S5 @B g 7B AR HUREE - Fr
PREAYE] FE B TE) » AR IS RHBOIE Ry B s 1 AR R B s 2 A 2 4 Az 2 (Gronroos,
1988 ) - N e B TRV E A RS - (TR BB R AR T G A IR b
% 0 PR ERAY AR R AR B AR SR E R -

FF A MM E R SR S B A SORR R B PR Y - ARSI RE IR T B R R R
[ R AR a8 - IRIS R BEPA T AR S P A R 2 (RN e 5 BB mE4E
Etzel and Silverman (1981) 58— ZEFHIARFS RO EAEME R MR ~ st
% HERERESFHEINEZWE - ARMBEREZHIRFEHRAES - s
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% 5.4 WSS BRI R B IR

SRIELERE HHE EVIN ) Hoks (%)
\ A 105 34.0
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(HREBABEERZ 31.1% - iff " RUCEIHUE AT | REEEES] 9.7% 5 T Hifth | L3R
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BER T EREEEF ) BT RGGEMRE - HEEGET SR
54.1 TR, B REIANMEIER | RITRE
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>0.1) > W= 5.9 BN HIELEE U B i e R S SR 2 2 o2 o

° RGEHE 2 MR > HBLIAR T4
41
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