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The influences of web quality, satisfaction and

reuse intention on online impulse buying

Graduate : Lin, Yu-Wen Advisor @ Dr. Wu, Mei-Chun

Institute of Information Management

Nanhua University

Abstract

In the study of e-commerce, more and more evidences show that impulse
buying is a common phenomenon. In addition, 40% of the turnover from
online shopping comes from impulse purchases. According to a survey from
Institute for Information Industry in Taiwan, the e-commerce market value in
Taiwan is about 1 trillion and 6.9 billion in 2015, and it is estimated up to 1
trillion and 1,277 billion in 2016. During online shopping, consumers must go
to shopping websites, so the quality of the site itself will directly affect
consumers' evaluation, and it may be directly or indirectly stimulate
consumers’ urge to buy impulsively.

According to prior research, this study explores the relationship between
the web qualities and impulse buying. It establishes a research model by the
selected site quality, satisfaction, reusing intention and the impulse buying
desire. This study focuses on the web quality, and discusses the elements that
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constitute the web quality from four following areas- the information quality,
interface quality, trust, and service quality. Also, it verifies whether the
satisfaction and the reusing intention are intermediary variables between the
web quality and the urge to buy impulsively.

The goal of this study is to investigate if it is possible to increase the urge
to buy impulsively by promoting the web quality. The research targets Yahoo
Shopping Center website and its users. We used questionnaire survey. There
were 305 valid questionnaires collected. The study used descriptive statistical
methods and PLS analysis to test the hypothesis.

The results found that: the site quality has a positive and significant
impact on the urge to buy impulsively. Also, satisfaction and reuse intention
have indirect effects on the urge to buy impulsively, and satisfaction has the
most effect on the urge to buy impulsively.

According to the above results, this study suggests that shopping sites
should be strengthened to improve site quality satisfaction, and then

stimulating the urge to buy impulsively increase sales of products as well.

Keywords: web quality, satisfaction, reusing intention, impulse buying
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NEREAF S HPRLTRIBET BTN ET BT R

HoFrREE i B REEL 5 €& (F & > 2013) - Jarvenpaa
# h & (privacy risk) 9%

iﬁi'

and Todd (1996) B L ¥t e pbdr 4% 1108
A FIeRyEE L ALY P EE  FRYF

BB A A o o

imzﬁm‘ﬁpm’

B T e - S I f,,,}i "zm’%f‘??/“

PR R Bk DR R ;T*f»frd: > 2224 (Drennan et al., 2006) - & i ¥

HR b aiE R PR g R iRl 2 B % i (Garretson & Clow,

1999 ; Forsythe & Shi, 2003 )> * £
2008 ) - Reichheld and Schefter (2000) 3% 5 % a5 7F 11225

A AR R S PR (Kimetal.,

W BiE AR

LS

31"%'27\'-&;-;;’7; I:Fﬁggl‘&’j.,—’ﬁ E'-é% .’w‘_!;,m_p\_ﬁ}; q‘c_,%l o%h%éjg

R AR RRAIT O 4G 2

B s B R 3
T2 BELREEE Y

5 g B (Kini & Choobmeh, 1998) - i m 3 2

ELUFHAFTHEG OLE R FHRLATETRAEF > RIR
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TR LS A& F (McKnight et al., 1998 ; Gefen, 2002 &
Bhattacherjee, 2002 ) °

po1980 & 4= » g & JRI: & F & b= | £ 4L > Delone and McLean
(1992 ) #-PRF%: 5 7 » T % 5= # #3¢ (information systems
successmodel ) ¥ > T 5 HFE T A AETE X H - ML o F LY L
PR R ATFFAY ARER S (VIR FEREETD
# & 384 (Sullivan et al., 2001 ; Zeithaml, 2002 ; Sun et al., 2015) - i&
AT MRS T A R T HER G e o

Pitt et al. (1995) # 1§78 IT PRAxeHT Ba v > & B E 3 251
( Tangibles ) @ F % & %% ~ KK BIRHF A B ik £ 5 7 44
(Reliability ) © 7 3 & /23 8 7 91 K FE RT3 chin 4 5 B
(Assurance ) : B+ F = Ariz e 4 5 ® & (Responsiveness) : § e+
R e R TR LR MR (Empathy ) @ $9 § ¥ b o

B %] i e BE o

Sunetal. (2015) 45 1 Aigd & v ¥ > F A4~ ¥ R A b
TR AL s GEFELEE S LR PR T K
JRAA S F R Ay oM > v ke 70 BN RFEY R iFa R

375 @ R 'Tﬂﬂ‘l F ¥R A R f‘”‘/‘ifés ’ ?K{/&’,f" A > m}é] % o

Flptoo kR T AE 2 A
2003 ) #7% e sk AR @ PR
& (Valacich etal., 2007 )« it $34% & B & FHRB N L enpe b & 3 &7
PR P IE G o0 FEFOREAL CRET §BERL Fh L

:L &4 ¢ + ( Wolfinbarger & Gilly,

X ENF X FR4P B2 KT F4p B e

_@‘“

( Parboteeah et al., 2009 ) o



WA P o - B R R R R R R RS o A
# 1T Dickinger and Stangl (2013 ) % E 13 = {4+l # ( formative
construct)> & 7z ~ g &  F * 4 (usefulness )~ % * |+ (ease-of-use) -
¥ %44 (enjoyment) ~ % k3% 3 (website design) ~ 5 & (trust) ~ %
& (content quality ) ~ ¥ {4+ $*# (navigational challenge) % & 3L+
i ¥ 4+ (system availability ) o 1225 = 4 #-%| (formative model ) % £ 3¢

i T R Rt (reflective model ) { 5 & if (Sunetal, 2015) -

Bl MRERFIEZpY RO o R ETI BER
e o 4 WA S * 4 (usability ) ~ 33+ (design) ~ 33 (information )
% x (trust) % B4R (empathy ) > T2 M dFcpdbdr b F L = 1 &
FooA AR 0RY CREYFENFTHT AL LB IRBEF

( Barnes & Vidgen, 2002 ) -

&$7Pv%’¢&m§ﬂwa Ry e S (R LAY N
FoAs & EFEL 22 RBEF 2P HEY TERF T
R R T oikgy o XA A MG FF ST o A B A e

T

(=) FR&EF
#’EP/}J —"“Lrﬁ mFJ‘ MP R o j\pi 2oy |'4 L E AT
¥ 2 ° Aladwani and Palvia (2002) #& 41 2 p % 55 (content
quality ) % % 78 % HEFatEe o 0 F ST 7
* }4 o Dickinger and Stangl (2013 ) & ) c7) = e o &
fgG ¢ 0 » @ 70 5 * {2 (usefulness) - Huizingh (2000)

P F (content) HrE b H A f FRIE 27 FASF
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Eroglu et al. (2001) 45 21 % iZ 5840 B crgt L3R § # &0 i
Flend Sy PR od P 3T Ao TP 3 AT S "",ﬂ'%”f"ﬁ’
R R HP R FRG Fe TR F o g REY R A H
fxbA 2 f o o o Liu and Amet (2000) &5 B 32t 5
Feoaad gl TASTARE LT A8 HE & Fl g o F
LPEASTREFLFE R T LG

Tl

4

(=) e &F

R f AR TR T B 5y
gap e AL TE v, 2 TR R

1. % #* &

A A Ak - B LF LR
RN S B B R s R LS iy o2
¥ (Ethier et al., 2006 ; Verhagen & Dolen, 2011) °
Barnes and Vidgen (2002) 45 1% — 1 e b ek 343
R FRRE LR S o3 B g% 1T
*iJf frbA 2 fw T o Aladwani and Palvia
(2002 )~ Loiacono et al. (2002 )~ Wells et al. (2011 ) ~
Dickinger and Stangl (2013) & A » 235 5 * (47 fa
» e rb AT en- I dp ik

2. ALF sl
Parboteeah et al. (2009) % 4o — B e =bF_

EFARER S g R R e AR
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% en® 4k o Dickinger and Stangl (2013) # B I} é03;
o .?J%‘:ér%’}fréﬁf#\i Pooos @ 70 &M - Aladwani
and Palvia (2002) 3% % %= & 3 (appearance ) & %_
frEEFOERG w2 - 0@ F DR AT X5

AN E R 2 B 4 E o Liuetal. (2013)

SEaEEFEIRE- K £ me&¢¢$,w§ﬁ
i&él.é:f' i»}; ;-;zgfgﬁ_g il:fi%;lg‘#j&g ;}
LR od BT A R34 sk B e E & 304
FH R F R DERE G BT
(z) BpE2i 2
Ldpic BT 2enBF FLY [ F B A TS

Er oAy Tinix ) g2 o BIEARIE TR M
& & 0% 2% 2 - (Quelch & Klein, 1996) o % 4 ¥ 4§ e
AR S DERIFFLLEDEI FIFTEP  RRIF
O EEAEF R EEMY LA (Gefen, 2000 5 Gefen &
Straub, 2004 ; Jarvenpaa et al., 2000 ) - Jarvenpaa et al. ( 1999 )
BRRFEEGEOEY Y Al R FER R

B EREPH e d 2 iy LA - Kini and Choobineh (1998 )
TR E R AR eRAEIE P 4G S SR
o FlP R EV (FL g R EFa- A B ,;J % i;@
oz 2437 ZetieiFEy (Reichhed &
Schefter, 2000 ; McKnight et al., 1998 ; Gefen, 2002 ;
Bhattacherjee, 2002 ; Dickinger & Stangl, 2013 ; Aladwani &
Palvia, 2002 ; Eroglu et al., 2001 ) °
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(2 ) PRAF&F
FIFE T ML R ST L LG
(Delone & McLean, 1992 ; Sullivan et al., 2001 ; Zeithaml,

2002)c AFEy 2 Tw iy 22 TRER | @78 2 o
. &

Pittetal. (1995) 355 w &4 F 24 7t & &
PRI B o Sunetal. (2015) v e 2
TR OS] R R e BT e N RIS T D
B R R AR AT EL AN BRI N
R T aw o B BT F F He A B
HE IR FEREETOE R o

2. MR

Pittet al. (1995 ) 3% & M A 13 7 3‘ 2]/
Z OB W] i enpR AR o B IR ARG A 2 ik = (Sun et al.,

2015) ’z;/}i ,—%]z 71 ‘Jl""é»é—u;‘zn-\llzﬁ F]v_‘_
s R S B A R

i EHGA o ALY R

S b R RS R RS 5 Y

I R#ENgS o w2 (psychology ) frkf Z 7 & (consumer
behavior) %7 § ¢ ¢ A BEF o RATFHI GRS FLL G 7
P AR A S L A R S L

-ﬁ%%ﬁ%ﬁjlmamﬂmB)W$ﬁﬁﬁiiﬂﬁﬁﬁfﬁki(%:

19



ERSFECFRESF A ) lgpF > Tk €518 e b ch
5% (Youn & Faber, 2000 ) °

BN E R RPN S e b ST A
FRHRS DT X R Gk TR AR wt%%ém
g ivREzaslyf % (Liang & Lai, 2002) - 4p B 087 7 4 o)

K hEE Ry 3 BE
(Gefen et al., 2003 ; Vijayasarathy, 2004 ) o e =k 525 {% -5 4 %F{v %
e

B & & F anTil (Wells et al., 2011) o 53 %n’f F R 0 2K AT eh

ﬂ%ﬂ«%¢£&z$¢@ﬁ¢%ma

=8
HoRNREREFTORIAL AP BT RS AREANLER

M+ fteds B4~ (Parboteeah et al., 2009 ) o
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Oliver (1980 ) #% 1 #) ¥ Fr 3232 % ( Expectation Confirmation Theory,
ECT)>» * 3 R FmE Ak > L&A RGP apb ] & oigfh &2
ML e BRI RHETY R F A& FR%Z*{@ MR WP
A LR R AR AR R LAY GBS -

WA R A S S RIS kA (S AT 0 2003)
AR ERE R ABEAN R LI cnA SN PRI R AR R (Hempel,
1977) > {/ﬂ f FHRMY P STERE B AR Y - IR
EH o EFESERRLELE AT DD ML EAL AL
(Westbrook, 1980 ; 2 F4% > 2014)- fEEZ R A R ~» VAL - TR E iy
FLETAL DFEMERZ AR R FRIEE )R RALD
7 &% R B (Woodside et al., 1989 ; 2 £ 4% > 2014 ) - 48 B W%
AL TR AFRER R XA EFE ~ F 4~ FHIHE AT
FhHoRRRENAFEFNPEAAL - AEE AP ET R
(Parasuraman et al., 1985) o & % &_d Cardozo (1965) # ! ff & e13f
PEFERXFDLIE ¢HBIAZSPE  FRIAH PR

BREEZEAMAE {7 5 o

o . , o a2 a9 A . , N
‘;’ﬂgi}ivﬁk? r’@?%/%,&&&%ﬂﬁﬁj? n’léylbm‘z;’}fr
H
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BABRDOEFE e AR ELEF N LB IBY %R FES >V AKEE
R R A - e £ AR IRAE (Poteat et al., 2009 ) o & F T L F §
PO BEBAAAR: - T EWEEG S ARDAEFETRR
(Ranaweera & Prabhu, 2003 ) 7~ s R eBE £ 4 3 ¥ i € 7 N F R

FE AR 75 (FREBE A 5 2013)

ERRMES Y o RRTUP FOEF R FE R R
R BT R SRR (McKinney et al., 2002 )« 3 @ 323
FHELFEG P OTAF Y R H R OE S P R
i P ki L& - DeLone and McLean (2003) & { A73FF 3k
HAPENY RV UBEET AR ~ A AETE RS T G
K- B (RRRRT )RR G RSNk PR Y LSS
B o

LWERBATR I niEd e TRFRIBMEL - FH P X
HASSRIFRIAE A ¢ A2 24T LB (Francken, 1993 ;

Taylor & Baker, 1994 ) -

Kolter (2003 ) I B0 F '*‘F—‘i% Bai Riric#-¢ A 237 &
MARBREFREL FALBANREF LA NTFL AL
®*F g B oo —‘ﬁ# % LB TELFAE (Bowen & Shoemarker,
1998 ; Lin & Lu, 2000) - & & 34 R cThg % ¢ &2

&
FRNERBE LA EDASANIRBE LR ZLEETRE LR B A
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ﬁﬁ Rt

?ﬁ

#EZHHRLFE LA+ (Prus & Brandt, 1995) < % i &
PR A WIFThE S R e
=

7 X pER B E (Bhattacherjee, 2001 ) -

,—}z
i
3] Ffs o2

*&~

Bhattacherjee (2001) #- ECT i@ * I £33 F i s sendf g * + o
e ®F AREN T FREEE A I G LR LRI A E X

2,
P
RS SR RBELET  H{TEFFREL R Y 75 g (Oliver et

7-\ -

5 1997) o BUR & (2003) R G b i @# % F Bl 0 A ¥ —"ﬂz £

ﬁ%—%%?,MﬂméTﬂgﬁﬁﬁ¥ﬁ$$°%%4%ﬁﬁ€’ﬂ
BeFLEwRETF &% Mo (Fishbein & Ajzen, 1975) > B4 77 71 © &
?iﬁ'?{ﬁﬁ% WEFER AR OERET - HEER* L (Ahn et al,

2007 ; Moon & Kim, 2001 ) »

Fer oo Ay AR AHMAAIY R LT LR

b F R o
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34
Y
el
ke
s
Jde
e

AR EE - RO EREE LR DI R D F OV R
oA HFL ER AR 3-1 o i gF TRk TR AR

TR R BT R AR B ede b B TR BCES o

R

phR T

R [

H2
l'ﬁ =
Hle 3

H1f

Gt ERe

HS/

FIf AU

l 3-15 5 %1
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7 BR

~eE R R A G e

Y ST AR TR TS S ST R A
S

BT ERFEREIRARBET  AE{HEY JER A

LR RS s 008 G 4F ek S A N it e T

(=) Fa&f

Liu and Arnet (2000) %7 M=k LFamr a9 450 T3
AL T A A OER TG o & S HDE Y ILE L
(‘accuracy ; /ﬂ‘%”’ f e HATRERALa T A )~ AR
(relevance ; % = it 4% & 7 i‘ PR AR B T )~ R F
(completeness ; e xbic & i) § 4 #7137 & DR FFIULEAL &
REFehgy ) 98 K frg b ordk e F & F (DeLone &
McLean, 2003) o d 1 F ¥ dv> T & F E Lok i oF
WoAFEEFRFOF R TR R EOT ARG R F A
R R Y AT AT R N
I FHZEEA D [ o6 T ( Aladwani & Palvia,
2002 ; Dickinger & Stangl, 2013 ; Huizingh, 2000 ; Eroglu et al.,
2001 ) o ]t AT L M F NG F RGP TN EFT R &

¥y > FCiBEK

Hla: § % A s FahE & oo
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(=) 4 a2

ferben i G KPR Y F A EROBTRT > LR F
REIHER Y BB ook - BRI F IR TR gRDY
P e G 0 FlA LR rde pi4- (Ethier etal., 2006 Verhagen
& Dolen, 2011 ) » Barnes and Vidgen (2002 ) dh IV E - B aTR
VR AR A eI R g RIFRY FH
sk A 24 f m T o Aladwani and Palvia (2002 )~ Loiacono et

al. (2002 )~ Wells et al. (2011 ) ~ Dickinger and Stangl (2013) %

LR BB AL R A o T AP ] RK
Hib: 3 % P2k nfod & i d o

dodk - B EL G ARSI g R F e ekpr
¢ A2 B BB, P b b 3F 1 % ehfi B (Parboteeah et
al., 2009 ; Liu et al., 2013 ) o b & & Z e rbadhmPt §_F % 3]
ANE Rt 23 Bl 5 B S (Aladwani & Palvia, 2002 ) ©
d T A R sk BT e &304 T F e

LR E GBS o T A RK

Hic: AR 314 Lo R FahE & o o

EDE TX RPN
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(z)

Bdpic® 2] > ALY F F B A FThh s g
o EARG AR IS E R E’ﬂ'ﬂ-,% 2_— (Quelch & Klein,
1996) < 3% 5 A P > R P HoL EERAREFV AT
& FE (Gefen, 2000 ; Gefen & Straub, 2004 ; Jarvenpaa et al., 2000 ) °
Kini and Choobineh (1998) 4 &1} 7 j P ¥ erh 2 RRE T
FSPE ]G RE R F G ET TS TR RS - 30
% (Gefen, 2002 ; Bhattacherjee, 2002 ; Dickinger & Stangl, 2013 ) o

kAT R

Hid: & @ &gk S frend 8o -
PRAE & BT

LA T e AR IR e R ehE £ 6 % (Delone
& McLean, 1992 ; Sullivan et al., 2001 ; Zeithaml, 2002 ) - = & &_
I FEe R iﬁri’#&lﬁ'ﬁfﬂim}mi&é (Pitt et al., 1995) - & i} #
FHRPEATRLANPF > FRET R E TR 0 6P
¥ F o= (Sunetal, 2015) Flpt v ¥ T 5 §FE
PR TOE R G o Fp AT BEK

Hle: w B b & Feand & o o

5 R I < ) H b 2R R SRR 7 (Pitt et al.,

1995) = il F KR £ Pl gy ¥ L g F i éﬁ‘!‘“ﬂ'%’?
FeflE R A §HPEEAIRA DT ELEL A HL

®* Zerki2(Ti ¥ (Sunetal,2015) Flpt BT 75 §7g @
O E R ARG o F AR Y B
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HIf: MR E b B e & o o
SRR TERIR - R Y T O

2 2% (Rook & Fisher,

3]

B O AR G ey 5 - hf

1995) < fdn b sl P A7 F cn® 0 o TR TS AR TR
frde pit» 85 4 e93Eip] (Adelaar et al., 2003 ; Parboteeah et al., 2009 ) -
PRy e Sdg ik B ¢ S d pd > 5)4e ¢ Hoffman and
Novak (1995) L 3E4F th3 & 4 G ¢ 3 4 frds s ch ™ i 1E o
Wolfinbarger and Gilly (2003 ) 3P 245K 3 enfe ol Se pbpe (7 5 FF
enfif % - Ranganathan and Ganapathy (2002 ) 4+%+ B2C P4~ 4 =L i (757
T BRI RO ek g G F R RS DR
B o Park and Kim (2003 ) » 23 5 4F e ft Eﬁ:)sz% PR R B i]g
LR AT D PR R I A

TFRFAEEY  FF AT RNEBRSTE FRET - TR

F_‘~

R R i R 'fq" % = & (Pitt et al., 1995 ; Watson et

al., 1998 ) o d p R fT 3 BK -
H2 @ b B0 rbs b 452 A 4 3 0 o 2 B e 8 o

PR S THETALAEE T L T EEORE

S BALAREMR S LR LRT S G
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S ILE AT g Al LR B i L AR s R R A 0 v AL
ER e p R X5 EEIFEL R G i 2 (R.Custer,H. Aarts,
2010) = Fpt > ANILP T ZH A H TR BRR A F L RERY
¥ iﬁ enffFds PEd» (Verhagen & Dolen, 2011 ) o o pt » TR B < 12 & o
jo-2 -5 J& (stimulus-organism-respone,S-O-R ) 7F £ £ AR L ehfk i
* 5 (38 fl=$ B % (Yong Liuetal, 2013)° S-O-R 2420 % & B R E
h AP 0 g alAs ) AT o SR A L T e & e TS
( Mehrabian & Russell, 1974 ) -

Verhagen and Dolen (2011) 45 3} 4 2k 74 00 i Jl{r % £ 848
MERFrofof o liky - Fi § f &R 03 ﬁﬂ,’éf']‘fﬁﬁ
oo PIIRT A ¢ A 2 e Y 5 Y (Parboteeah et al., 2009 ) - p* ﬁ_'rﬁ
Pl v AP R F R LA a i F H R AR LR ERR
LRRERY FLaER .'ﬂj% (Howard & Sheth , 1969 ; Oliver, 1993 ) -
Cronin and Taylor (1992) & 4f/R5+% (& 2 8F ~% A o7 ~§oie b
FRARE) BERLEREMRY ABOEIER BMEALAEFREY

RN 2 Dy °/§L“‘ T R BRAREEER Y ABOE R

%1% (Oliver, 1980; Oliver & Bearden, 1985 ) i %”-‘*‘ﬁ*“ % A N
RRIETR R AR R AR M BT LT AL A F R
PRi%2_ %, B (Anderson & Sullivan, 1993) - g % chf @ * R & X AR
LAELBARPEE  FEABRLARF LR LR R
(Reichheld & Sasser, 1990 ) & 72 s sedF i * 2 pMsm 3 7 5o &
F' AREE C BRI AR R T R Eg Ry chRl 4 (Hsu

& Lu, 2004; Lin et al., 2005 ) -
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A AR R

“M

CRET R R A 2 T Y

FF Lo EEFNRE
HS:BRERTAHEI R LR L w2 BEDRFL -

R W e g A5 T R T

BOVF RS AR L B iR > L R R
PLY 7 5-at o T { % en®4& (Babinetal., 1994) ¥ & 7§ géi g %
L2t 4 MY (Jarboe & McDaniel, 1987) o e B ¥4

BV
TR P R R s e FH TS P £ L.?é‘ v ey

‘mk*
F_&
¥

Bk APER S ot i g RE ST 5 enflie o g T fRE R g A Y A0
it g 3 4 o Beatty and Ferrell (1998) » 45 i kP 95 20F 5
A3 Wrds s chd &8 R 7] o

bRERES B ;hﬂéﬁﬁﬁﬁwﬁgsgwu ERAZ R

% 2o (Koufaris et al., 2001 ) - Hackbarth et al. (2003) » )

ko E
i&ﬁ%ﬁﬁﬁ@fﬁ?ﬁ@%’ﬁﬁ*xiﬁﬁwﬁﬁﬁmﬁ‘i%ﬁﬁ
Wig o Fi FFHFebmRy LR LD BB Fikiin

B e R B (Gefen et al., 2003 ) o

KRR RADFERT N FAETHFRERLRALS S MR
MMM BNE R (TE O FREVRY Rzt G4 Zpti
g B R FHRELDREAR > Ad APM LT oo B A HRESD

RS R LT B F P (Gefen, 2000; Gefen & Straub,
2004 ) - Gefen (2000) -3 B Amazon.com ffed Ji kT 7 % % %

W H R AR AR R K R e R - A PR
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LR e m i § AR IIRE Y gL TR > F A 9 E IR i o
RS A g e P N = e 3 + = ¥
#5% (Youn & Faber, 2000 ) o #712 > i) '}%—%zq_ HTE ko Aoy
GRIARED AR EG S FALIIRRETAAN KT 0 KA A

i?ﬁﬁé?iﬁﬁ?%j{ o —‘:,E(,T—, j‘l’—ﬂ;ffi’i;{ :

H6: it * LRH GGG 0w 2 EFORE-

LA V3

& FIRAZEFYIRLGHFES D

o) [ o Y. A 2413 A z 2 Y

AT TR 2 S RETRIAAR TR IR, 5 A
o6 o [ gt £z, Yoy g = Y =<r3 =4
R TRy | S R%A T AT RAATHE ) SFF A A B AR

e T

- S

##7 7 i& Dickinger and Stangl (2013 ) e & > #-4e 2k S0 AL 5 3
ARG o £ RE v g SR R E & g e RS S R ehd
w0 Mz J‘quﬁ‘g\;‘]“i’?#\i Tt B ABIL I RE S B
ERE S ASTEE 2 A 1 A SEE S £ G TR

d7F
(=) Gl RN FRS R B TRAE 28]
CORER R NS LI ENEE bl E

(

2 o g s VTR N s ‘o
)\ B * »k:’-_ . %—3&:}%1—1’—‘;’3”? ;%{@ < é‘, ‘,ﬂ %Fl,"—‘"ﬁbl‘r% o

Jui
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(2)~ ARF R4

(£

)\

D/ A A

()~ B HFE K

Wy

ﬁ?rﬁg :\.»‘L;;i’/i”gs o

% B 378 %% Loiacono et al. (2007 ) ~ Verhagen et al. (2011 ) ¥* Sun

etal. (2015) Z4phd & %

% 3-

1

ji» 4\: 1] Ei ?—’ m

koo BRI A 31477 -

BrhE A S R

1
o | 5 nE
1 | #2440 % Yahoo!ptr ¥ s e xb € B3 30 i £ 3 o
BE | 2| %A% Yahoo!fEdr ¥ ik 5 pF > AR F F & >eno
3 | 2449 % Yahoo!pd4r ¥ o e b iny 15_1;’;7 g A A o
4 | B % H ¥ Yahoo | Py @ wipesh » ¥4 m = % 5 eho
%; 5 ¥ a3 > Beni@ * Yahoo | Ay ¢ b B E L o
B 6 | 743 I Yahoo | Pt ¥ o e b B (XF 5 @ F o
7 | Yahoo | P4 @ o e rbif O LE AL F A ATE B o
"
P; 8 | Yahoo ! pi-r P e shif e fd £ 417 B enF o
) 9 | Yahoo | Py @ w e rbinF M A ¥ o
i | 10| Yahoo | Mg ¥ o gesp B AR - AL AR o
o3l | 11| Yahoo | P4~ ¢ v e xh B I A1 4 A ‘rﬁl ReeARL A 2K 2t o
* |12 Yahoo ! B ¥ o e s AARLE P Bl A o
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. o
L nE

13| Yahoo | Bdr ¥ oo i =bSgPF I B 43w RAR T 1 0 R BE o

v | 14| F R/ D PF > Yahoo | PEd P oS b 2 TR R o

15| Yahoo | pide @ o e b S50 v AR Z 3% 0 chRT AR o

16 | Yahoo | pd v o e sp 8 B 33 AJRIAAEE o

BT | 17 | Yahoo | Bide ¥ o gesp £ F 1 B B AEE o

18 | Yahoo | fi4 ¥ o iesb AR Z 15 4 B L o

- N BR A

Parasuraman, Zeithaml and Berry (1985) 35 s & 2 Z_ B A CiE Y
P i G AR > XA EFFE ~F 3 CFHIHE TR
BB REN AFFZHEE oA AL - FBRAE A rE T ko
APFRERZ AR R RFEROBEE R PR
B (32 %4 2014)-

A#7 3 i& P& Parasuraman etal. (1985) eg i » Bid L R Tk 5
R F R R HRTE d PEMEE o PSR
Wolﬁnbarger and Gilly (2003)~ Sunetal. (2015) #p R & % ¥ 4c 12§
r_ﬁ ji ° %3’—;1‘%\' 3—20
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%32 BELRKA

| X
n%
Bo| B
1 ES ;1\},1‘ i YahOO!Eg—#';” LN ezt {:LJI ﬁ‘f‘ﬁ/i‘ic’
P
L2 Yahoo! P47 ¥ v e xh 42 7 A enIp Ep o
&
f;: 3 | Yahoo!fi 4= ®¥ b4t m 3 FiT0 % £ eho

4 | KERE A3 0 2% Yahoo | B ¢ o b IS R o

N T

Brd LR AT AR TR S S ERHREY BRFRIF S A
4 - kY gy i (Beatty & Ferrell, 1998) > » Aty it = & d P8« %
R PRI AET VPR 2 F3aaE &£ 48 (Piron, 1991) ¢ & ¥ B4
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