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Abstract

As E-Commerce burgeons, consumers nowadays may instantly get services they need
through the web-based self-service (WBSS) without being limited by time and space. However,
are consumers really satisfied with these services? In user satisfaction perspective, WBSS with
new technologies has inevitably brought about transaction risks. When errors happen in the
trading process, do people with different risk-taking attitudes or level of trusts have different
degrees of satisfaction? To find out these questions, this study explored the existing WBSS
from the view of user satisfaction. Five kinds of WBSS were selected in this study in order to
compare the differences in user satisfaction between them. Two different user attributes, risk-
taking attitude and level of trust, were set as moderating variables. The results of this study
show that user satisfaction with WBSS is affected by three elements, namely system quality,
information quality, and service quality. Different WBSS vary significantly in terms of user

satisfaction and the risk-taking attitude and level of trust both interfere with user satisfaction.

Key words: web-based self-service, user satisfaction, risk-taking attitude, trust.



1B BEIRFNERERRELEENR 153

T~ B

ABRFER  RETAEHBEMRMGYRE > LAEHOEREI /A - 8%
WA BRI ER > AR EE  AMGETALKT S AWEBERA SEEZR
B Bh RS AL IBTE ok F A AR T S B R B A — R RE > RE &K 0 EFH L HEKEIRY
S db R B AR R LR AK R R AR AR AR M o 45 B B IR AF oA L 48 S R PR IR 3R e LA
J& (Dabholkar 1996 ; Bk &%% K.94) -

M3 B Bh RS T VAR R R AALAT R ] > AEATHEE - B BN d 0 MR AT B
i % % 64 IR 7% (Bateson 1985) » AR Z B MR AT MEE A BIMIRF - 2R G T oEM
FAZ M BB S5ARRE e R 0E TR T T BB AR5 09 2 F (Meuter et al. 2000) © R > £
Bl A e HIE A BIRAS R E M EELGA 2R HAFRE - sboh o A F R
HSEY G MR AT IR A R A LR AR AR - BRARIERSOEAA  BF
PLET AR H R AL R S AT A R IR 0 A bR R & € 85 (Darian 1987) © 448 A
FHEE Z G A FHESOEEERELNERL  FEERSMER L H
Mk ey M AES  FLBP s A kR LR AmAbey ol L LN EA
B BASAE AR E ) 2 AT 3% (Gefen 2000)

WL A A RFE TR AR KRS T o Bk @A A B A B IR T
R CEREDMERFHRGE ARG 2R ERARE TR AL LR > ]
doi® k% B MRS R 0 B AR AR (Sarel & Marmorstein 2003 ; £]354=
R4 5 BUlAA R95) » WmATMAAS: ~ MEEKRE ~ REE A REERF M SIS
ARAZRRABTRATEER > B EFRAENERGFRES - F = AHAEBABIR
Heapt R BE R E AR 0 A R ETHTR 0 Pl s LR MISARAT A4
sk % (Kougaris et al. 2001 ; LA 2007) » 1R VAR R FAR ey g sh 4T g » FF L4k
A HA R R 287 09 B B RS &R A R A2 095% & JZ (Bitner et al. 2002) 5 {% © A K&
HH L A RO R 0 R EEAF BB EE RN HHEML TN E N E F(Meuter et al.
2000 ; Dabholkar et al. 2003) * &V #F 524 B HEAR F o9 E » £ 1 F oy B R IE
RAEMGGERET HAZNHEETRETHE -

Bk o REFREAE R Ko RE IR A FH AR AR EE > LR~
SRR E LR ARERCEREHERAREEZIBE - AR AER  F—
HeAR R H ST SR AAEER ARB ARG TG L E RN B
= R RAE TR B e R F AR R R IE R SR R ey TR AR o

A~ URRIRE R eF AR
— - PEEERET 2 R

B Bh IR A e 45 b o 48 18 X BF 7T 57 49 & B 44 BF ] (Bateson 1985; Meuter et al. 2000;



154 SNEE28 F+HhE FOUM

Howard & Worboys 2003) ~ £ 4 % A (Dabholkar 1996; Meuter et al. 2000) ~ 18 AAT 2 3% %]
(Bateson 1985; Dabholkar 1996; Meuter et al. 2000) + & % 1& Fl (Meuter et al. 2000) * Fw= i &,
LR F5 A B 425 (Bateson 1985) © i3 Meaf M e IR IR0 F & £ 0 R GER BARB 69 IR
oo ldedt LR - O EEHE  STRIRFEE 0 R B8 A LR 69 4858 /- & --Internet * AR T
BRETIFRGABRGER - At 49% A 3% (Web-based self-service * ¥AF i #%
WBSS ) #tA 1k A F A 4B 438 B A& 0 SR FT A 4958 IR A5 #2 4 % (Internet service provider)
XA IRAEAT 0 AF LIRS i R B AT IRAE SRR B 8y o

A HIWBSSHy#aA > Li et al. (2006)32.4 4% K B X7 T X HHHGERHE > R
HEE sk ERERRA K OSH RGN Wi AIAR S > WM REE EsE 2R F
BEFAGERARE SR ASFAZLKELHERAFZOZHMERMER » 2 L%H
sEMEE 930 L3 RO EE 0 Bldw Amazon 455 £ JE & F R H A R P AR IR B HAR 4 5
(Gefen 2002) » E£ %1% 4+ 3 B HACRF IR 2 E 5 yahoo# & BE 4 48 5 5y 456 > B R AEE
SEFR S AR MR B F & £(Jiang & Benbasat 2004) 34548 R A AR £ 48
koM 3R B R &M o B 0 Meuter et al. (2000) A T A8 2 5 WBSS 451 54 Ik
HHH > X HMWH RS = DR kP AAMRLIRGEE - RERY
REXHWE » HEHS  BARFRLL0E > S5 AF KDL R G s IR
s AL LA A A F A o IRk 4 o Jones & Sasser (1995) #¢ & £#F B - 1R A% H
HEZXBREEATENBERE oS ERFAtE FR2EFTHNRETELCH
FEBRREE AR fLEAINE T OB AAATE R T H IR AR
BB G R 5o AI A0 R RAE MG A B RALE A 3] T OAEAE 0 F BB
BERAYF A EMBRE—RMENE - T B m R TRLTHER
BEBEENBLRE -

Porter(1980) /€ & 3 sk A& » R 454 — BRI H 845 3] 5 —ERBGRELPTE 2
IR A o TR T B BBRARI 0 MR AT 2\ RAE R RIS RAEH TR &
i ey BF M 1.0 /1 (Dick & Basu 1994; de Ruyter et al. 1998) © 443% & B) IR F5 & 415 /£ 1~ B &
EouRAs RO S YRR BRI B HEERARGIE N LEEE
BT RE A A R RIAR L R 0 Blde o AR R H 00 EE 0 HIE T B oh i sk R T AR S A
WY EBRR LM HORERALTE (BT ERASETRE » FFLAVF @
R AR ASSLAnE » L EBFARTE) o b FAA WBSSEH & 6 ik,
ATHAS —4k > Bk - A2 BH T EWBSSHy A Fibh & A BT - AEF AR
Hag AR o RHFRARIEMeuter et al. (2000)89 548 > A NVH T H ik R Ry ER £
FRIZ R B ARG ES: 0 SR REBTE (R HMEss > EAEARSHEERAR) ~ 4
BATZ (R st RFARGHEBRA) @R EE (X HHEss - 12 £ A B
WA~ WIEERAT RAHSE - RN E A RSB A) ~ WIsHE (R4
sh o AR FA BA R AR) A ERA e RITE -

Vs s i S R R AT M ENRA ARG F AL RES LAE BEALERIMRG =
v A RS B M e M LA R 3 5 TR RET RRAF AL & R HE sk e



18 BEIRFNERERRELEENR 155

=1 AEARREN S RRIERESEKE

WBSS#a %! S AT SRR

M TE RGAZMASETRH ~ FERFERYF o | X 5ME 0 BRAEARGHMBRA o
I RH®ASSLE ~ T HEEFELT R o bk K
W IET 2 B Lt o R Ak o AR H A B S b R R, A
— RHRASSLwE » R HZFLY B s i o A K o
S S TR IR R S - R sk AR R H A AR R
4R B 4RAT E R ERBIFRIEEA o BRS 4 sk o A8 R B A B e R AR -
4 FE IR ERERRIFHRIEFA RS 48 3k o 48 R A BRAK GG SRR R o

s AEEREWBSSHEE ZHE

FE 3% T B o5t % 0 Ding et al. (2007)3%2% s AR Hi 4 ~ B B 69 B 4 1305 09 4T L 4
#ERFLREERY BT (R0) RLaxdM X HAL - TRASE ~ AR
FREHHEEREEAMN - £WEBEENHE - 2Hfst (RI1) EREREEESB
M EEHNER LR  FRERBERERABEEYE - AWBITZNHR BT E
(&89) Bl T RAFH K | YT N B BLHEKTE 2 Ln IS8k B £ A A T4% ¢
ATRERMH KA B BASEE R RARAFE S BER (R0) 4346
BRI EZ TR MMATR  TREZARABALGHERBERE oA - 24
AT R 0 TR X (R89) AL B W EHEBRITRG R T EER T ¢
Jun & Cai(&90) R =18 £ R4k & | 718 T4 &y 2R 458 AR AT 09 IRAF e @ L35 SRATIRAS
A BMERBAGERAGRE LY > BT EEZ  EEGWEERYE  AA A
BAG 22N TR EN B H HAWBSSH B RS e HsE - AHEBHIRNHR - REZ
(RO1) 454 THEBRHIRMERE SN > RETIDERR K THERE R H R BMB T
TE-FER RAAZERARETR  EMPEAMITARA KRS L TRk
(R.86) Tr#% b Bl P9 5 e 48 5b 7o B IR B IR AL 0 31 o > i — S R LR BH IR Th Ak 0y
WshAR Y > BB RA LS XIRB DG E RS s B4 RIEE T4 gk
(2002) w93AE » Brg o2 sm B sk ae E IR e b 14528.07% » BHEAT & ER
B HIE R B R EHARD > BB ERF T S E R F R LB S RE 1232005

SHEERTHAEAIIS BiE369,5520A KRG E  BETHEBMIEAGH LR ER -

BB BEESEL L I GWH @R & &SRB T st GRA S
RGMHYWBSS » Bk RDVLEZAN LR AT -  ABRFRE 122
26~ AR F B &£ 2R F 269 (Dabholkar 1996 ; Evans & Brown 1988 ; Barua et
al. 2000; Molla & Licker 2001) © d 2A R & K a9 WBSS » 1@ 78 T4 4 AN 248 A
P (Doll & Torkzadeh 1988 ; Meuter et al. 2000) ° vy L™ &3, » 2 5 4855 BT 2 i 69 ™
B S NIRAS 4 SE BT AR AR A o lde X B #Esh LR § RAE AR RS R o A2 IR e 5k
XERAANABGRANRS > B AMFHINELE > KR 5WEE0ERNEHELE
R E -




156 SNEE28E F+HhE FOUM

b LA REERLEBEESETEREEG AR A A 4K (Bolton 1998 ; Rust &
Zahorik 1993 ; Rust et al. 1995) ° A ° Anderson & Mittal (2000)3% & k8 & & /& ¥ A

BHEFGMGETIEY  HABREGHEE  THEULHE I AABEN - A S
KREGHEE O RECAGTHEHEE BRAETRA D —EE S LEEBRERE 4
FebERE MR wREERGHET LM ERRKEEFERIIA B4 LA
BB L H A 0 R R AT R B B S UL 0 £ % A & (Storbacka et al. 1994; Jones et
al. 2000; Sharma & Patterson 2000; Lewis 2002; Whitehead 2003) © 7R BP » & 74 & % 323k 5%,
AMFHF > REREELERG AR EENTE A REFRE b R
ATREAEBRAEEHG A GEF R0 HLHARELTH éié@%% ARAE
FER2005F 0B AR TR T  HETERRERBY TR OATERS (16
31.0%) ~ HARB(E11.2%) ~ EH(U159.4%)% - %Th%%%%q+w%ﬁ%%@%A
HEABETMBOAL  BEL—BROTRE L A2 ENBEHE BETHE
MR T F 0 A —ETARGRE - BZH %”%é’l%éﬁ‘%ﬁii‘\ Wk AR 0 T RIRFF
HIH B H IR AT IEE RS 0 B 5 B ATsT 2R 8 7 & A 5 2 64 485k AT 32 41
BMRAS - BB R i — R R A R TR AR S 0 BT ZIRF W
WBAATRERS - S KAAR EF & ASBBRABRKYELT » ZHLERAE
FRE B EEORA TR BRABEEERS Lt A FHERE
JE W E R S AT Z 0B o EAKRBT R TR e9WBSS 0 Bl Rk TR EJE
MEECRAEBTE  MBTZMNEE - mERBIE ST S ERRIT
JE oo Bk KPP R B
BT FHEHNATEAWBSSHEFRARSELEEEER -

= -ERREEEREETEEZEE

Hui & Bateson (1991)32 & & HHEE X BEA TR TE  REFRHE &
HHATEG ARG EH FEORL » & HA&@Am@izmmmmy&mms
2002) = Bauer (1960) & 4 MRS » TR EH T X R EFFALBE R LHOER
5 SRNE 8 AR S D B N CM<mm)mm§ﬁ%%%¢&&ﬁﬁ%§k%
RAEFEGRS AL AIZAE > RAFERRALBE A% FREFERFANG AR
AT R E A THA B R > e E A ST AR c WBSS A4 LR 0)—48 - A H & ERK
SRR A e b LR B AT F e IR 0 s — {8 E B3R (Dabholkar & Bagozzi 2002) © # A
BIRFERAIFEHBEHGT RN HEZGRINE » RS BIRF T AL F 4 AR
ARIESE N - 4 EH e P 4 E ek A € (Meuter et al. 2000) °

#ME FIWBSS » 455 8 3 R 5 A 0 B bR AR IE 85 5 o 68 A 5 &t R R R 48 8
Rt R > B HEFAWBSS > EERBR S AREAERR  ERAEREHRIN
B ERLEAEMRBRREIERZT LR RARARERRGERZE LT KRR R
BIRARAERE LR > BRAGETE GRS - LAF R ERA2
B2 : FRBEETRMWBSSH » TRIMNEMRAEEETREELEHEEER



18 BEIRFNERERRELEENR 157

124 £ B RARIE S 1T 4323 (theory of reasoned action, i #TRA ) * RAFFEMEASL
HEGEFLATE  GRITANREHARRABAGEL  EATVEMBAYEE
T Bl BAERRE SRR 3% (Mayer et al. 1995) - Edm &R (i
B E e TS B R A B feeh (defe EREMAR 4R ) RRer A A E @ e R
(o R S ¥ e EOEY ) - RIZFEZHR2005F 0@ AR T > HEAF LA LW@EE
RO ETRRAA > THABSELMRER  LRAEEFEEES (4521.7%) © TR
GathFEE, (5199%) © "TWEBHECHESA, (B75%) F > SRR FEHR
HEHFCEREAM -

WEABMER FIEREZR K5 ARG 22005 IR E 0938
e BB ARIE R G % AR He AL A K% & JE A (Bush et al. 1998; Lii et al. 2004;
Lim & Dubinsky 2004; Szymanski & Hise 2000) * w3M& A # IR AR XA TR R
1R HLARREBATHRERN FEHY 2 2RRIARZ e B EMESARMES =
H %2 HE (JoSSLBH RSETRH ) B » @ RPN E o H45R T 0905 d 7 8 M £
18 # % &0 EBL T #% (Gefen, 2000; Janda et al. 2002) - #l4e & 75 % 18 1 & #7348
SEOTEFRIEIRAE - B AT RLEFNELFTHL - AR S 220K T R T
LA E AR R H S0 2 BI5AT -

R E MR R &R RS AE S 3k (Urban et al. 2000) o 154 T LA ZE 4% A
FARETRBEGAR > A AZ@ TR FLAGLBEES M LA FAMA
TEJE * ARG EDRA T EATNTEE o SRR A HESERBA SENEERE - ¥
AEMAFBAZNGEE GRS FERARF LR FERITHELERE ; AR
e RIS Z A A B RAERE A A REGRRETRS  BFATHEORT LT
BX - Hik > AOFRITHMERS
FRER3 : FABEBETRMNWBSSH » TRIMNEETEEEREELEREER -

%~ kR E Sk

— BiEHEiRE

B R R R BLAITWBSS e AR T 0 AFF R AITH T —HAKXME  FMERE
W EE R HFHWBSS A S A SRR RO REE > ABFRAR
A % HWBSS & S 4505w » MMAE A R R ESTH A MR B E R KA - B BEE AT
BAE  REMO—EA - EFHOUEA N CRZ KA Ik RAMTHLE
RAmAKIE > 1F3] 7 FIWBSSHF b 14 F] & i 40 A P A2 » 353k PB4 T

(—) BHFEAHEE &AL EREREH 2

(=) BREEBER AR ? (R HEAREME)

(=) s EHEE 2 E8R 2

(vq ) 1R % Ak R 48 5 AR — 340 09 IR AS 2

(B) B EHERXTHEHER?



158 SNEE28 F+HhE FOUM

() HRBEFORATE? RATIEM - RHER R A

(&) FRAAEHHEENEB? (FEELEH)

() JR R0y & RdndfT 2

(Fu) 18305 T AR ES ?

(+) BRTEHETEE 2 m B L REIIETHE? R A L E YL ? BT
JE? IR BAHE

C R AR

(—) TR T E , BEREZA

RHOLZHEBZTH - 2aF LRk T @R T ERIETERH @A
@%ﬁ&,ﬁ%ﬁﬁW¥ﬁ$m%MAéW%mﬁ,é%%@Am%%@mxmﬁ\x
2 BAEEN BREREESF ERFTHEAZFLIMEAMN B4 2HERE 0 F
HEF IR A ERFZAG—KFR -

et LRHTAFINZHTEHLTROTERERIIG > A ZLEALH
B EMRE o EHARKSEMETRERN ARG ARESR LR - EAZFHRSHE
AR 2MMRREC o Bk EAHE RS L ek® » THHPF - EMRE - 25
AARBIEPTICEZFRBChA TR S BiERATERS -

(Z) THER&ER1T ) AU(ERBERA

RHI18L 2 H B2 B o W ATIRMIARG B O ERH it - 225 ERLTH
CYREREMEPPRFME R T ERY o B THEREERR SN EL 0 WERBATLIAR
B2 AR o ARG TE > HAEBRITERBS > FAETHHERINER HIEE
BETF > LR EFERRALZHTHORYRFEZ— c Bk X RS L eky - L8
EMNVHFRIRED > M EAREENEHLEZHMACH GRS » BIRATRS -

(=) THERRETZR ) RUERERRA
EAH20L LHHHELHE o ME ST AN TG RE ) PTIRBEE ST R IR
FARE S R o AT EHME R AL B o &) #E3h BT ARG ST RIRAF R AP R a4 R 0 LR
BTTTRAKGLET R S ZAEGESMEARS » A F AR P T EAN - A
AL S Bt R HHA T HREATRZ AL ) AT R ARG ES LRI EH
C BN B F T R ey RBRFIRFE IR A A AR E EAGY X G RFAY R MR
xxm‘%‘ﬁﬁ%ﬁ‘] SHRAAZ — o Bk 0 F RGO RT AR H ek Lk
RAE -
() THEesesE ) AVERER
EA128 2 H 270 o WIHRIR A AT F o) @AM (FA T 2 BF M R4

B FHERE RO RAD) 7 oh - R3S HR S ARG PTIR AR 0948 B A A E AP B
Bl AR FR o R T Z B AN FANARBRRIR GRS B ERHEAGT

IS

cm\w b %‘-‘8 ﬁ%



18 BEIRFNERERRELEENR 159

RENEITRE HEBRBAR] - BARITT M ¥ - S CHTAGBITT R a0 -

HET @ ZTHHSRETERBERBENGESREL— W8T T HEBER
A AERT R BRERBERBBEARE SN EA 0@ T H > SHAHKERIFMH
MLTAL  RH P EARKG BT A HER L TR o K > EIEBRA KON
Ko ERBIATRBEGEARBAAR  HEAER T ELFREHAKRSOFMEY -
Bt > #k R AR B -

(F) "HREE ) NERERA

RABNLZHHEBEZHE - FE2HHERT EREEREEFIFe 2L LA
BEN—KFR  BEXERZTHNRER GO 2WMAMBFREN B9 25
Pl oy & MEPAAN AL AHREHBUATRS  BALSTYRT WERTE
B REH K ey BFR AR AN BT ey r X > TIRAF o AL ENTHRF
Bl o R ETRIFHBE MBS > Aok A FZ B RACEK - LR
E I ho K2 T o

*2 : AEMAAREA R B

EEEE Yl REAE R T ek P RE 2 3, 2%

AL ARTE A 6 25 5 1 AAL RIFRIES K 5

A2 B OIMRIE AA2, B E 15 AIER
mpTE |\l R AA3. 4 7 £ AT B A b

As ;g e AAL FA A0y R

: = H] B? || fa] A2

A, F 4 B35 o AAS. 3 5y b [l BR ] B

Bl. IR#7A B % 4kMk BBI1. 448 N &%k

B2. FHHEREM BB2. i 4218 % 69 A
4 IR AR AT B3. G RE M BB3. & H I&#]69 H A

B4. A& 64 B 54 R o BB4. 483445 € Moy B

B5. X ey BBS5. £ & AT 2 AT EAE %Ak

Cl. Bayom

C2. AN dm ey & 5 bk
R ITE C3. RLZHRE M
C4. Iy M

C5. T H oy 2tk

CCl. #43%iR 5 -/ 1 R 5 AT
CC2. 3T G A ¥ Mg ss B A2 % B4
CC3.3TE A 4t 2 R oy pH
CC4. A+ H ) oy B 22

DDI1. & B Fetat i mfnf2 5 1~ —

D1. 7% B P PR A DD2. % # B R IREHER ML AL
AR D2 H AR E ey Bk DD3. 483545 € P B
D3. 300 S M DD4. #2404 77 JE#E ] RADDS. i 42 3% & o) B A2

DD6. Ry B N 2 A FHRE R 5

El. 8 BT A% 23

E2. B AALGg 4 EEl. it FRZRBIEZH R S
E3. BH R0 B EE2. ‘B 4 1478 55 B 3% 4n 04 £ 3B
S T L e il EE3. ib 82 & 4 12
e ES. BH 69 i sibe EE4. 4+ #4224y 24
E6. 2% %ty A EES. B 2L 4 o4 f 24
E7. £ R%% EE6. 784% 0 B3 A 3R 1~ 2] o) B

ES. 4t &




160

SNEESR FthE FOH

— T HMEREB

RIZLARFFROE R FHHHT T &
NAEFMNEIRER M - BALRE - TR
HowH o e RAFERAE B kAR T

B AR FE

t 2 QHE Y

838 > pbh o R R H R ARIE R T AT R X

8 E M & 1918 &

LOOAF M ) AR T BRI ) 6y
AT S~ HABPAFIE - X G wM -~ BER
S M AWBSSHE X e
538 > dn R3FTT o

&3 : WBSSEHEMEE - A ABEEERETERECEHEHIR

[ T B2 %R SH AR
L SHE 2T
QL%%M%W%%&%% AA3, BB5.
Ty Q2. ?‘ HAE R IRAZOY ST E4, CC2.
Q3N E R 5 5 04 a%% Al, B4, DDI.
(M%%%ﬁﬁﬂ%ﬁ%& CC1, CC3.
Q5. & & B 15 T AR TAE 043 &L A2.
2B AAC R F Q6. A% ARG X B ERL DD2, D3.
Q7. A #hZAAAACIR 09 3% & A3, E2.
Q8.4 % B S LAZ 00 & A CL
. QY. & AT E AL 0 i B L B2.
3EIRT s )
Q10. # HAg R M el FE BB4.
Q1. & B R M0 3 & % EE6.
JRranp— QI2.F SRRy BF M 64 3% &L B3, D2.
QI3.&AH AR LM EL El, E3, DD6, EE6.
S5 B At QlaAt 7 Koy & & A5, BS, E6, CC4.
Q5. 2 e MW E L A4, AA4,
615 4F A on H Q16. % Gtk 4 A 0 L C3, EE5.
T 4 RAFERAE R QI17.48s5 L 3A SME R0l & L A6, ES.
SUE IR IR 42 ik @8%%%&5&%%@%%& DD4.
Q19.48sh ik 2 ik 2 i & BB2,DD5.

JA R AR e Q2032 %m 48 3k AR 64 R Bauer (1960)
2138 40 4 3k R 04 3 5y 2 & Bush et al. (1998
o Q A% 8] 2 € ush et al. ( )

Q2238 4n 4 3k IR A5 00 SR E

Gefen (2000)

E A FHE AT G NAIL e K2R -

b > 3B AT R F A REH B 1A e



18 BEIRFNERERRELEENR 161

O EFBLR

i % ;’:}7% | A N

WBSS 274l A I 21 A

2. B A PRIE

I f%ﬁiéﬂf 14 3. Fav i

Zﬁ%gf 4. FwpEfs

3. PELTE - 5. VE & 2t
4 $g§% G EAR 6. 1s RIS
5. #EE I 7. 4Tdcd HARRL
8. PR ME R

B1: S HRERE
- B EE&Et

RBE T REER BB BT AN BN EAGTREENBZERAR
WBSSZ it Al @ MAFREL B XEREREL > FMENEMEk] - B &R ER
Likert t SR MR EE & W EREHKES & 7178 rE o gHEEEFETRAL
KL RS HWBSSe i EARE « AIMEIARRERZEE  ARANREREE  BH
L kwmia o FEREEE > AlikerttBEMREET R HRAZTREGKES &7
I~TEE 6 3 RIEBAREAAAY-FEE > RPERETEERZNSIK -

= HERGE

EMREF L - A8 G RAAMEER L - RORF AR mERSHWER B
HWAEIE S — AR L B B A S S G 0 Z KL B — RAEAF2045 45 A H AT AT
VAKE & ﬂﬁiaﬁé%%%gﬂ%%ﬁﬁﬁﬂ,m%%&%%%,éﬁimﬁ{LM$
MHAR RS o LT VAR BT P AR 2 P 2 4 2 6 B MR S o TR B R
EARAVE S

RIB KR BAR A AR 0 5 R 0 ARIE AT BT A By 4k 0 518 ﬂ*kak*
WAk MIARAENMO @A - LEIS23m A > LA A %xg 8 . HAM
PR A B R B2 BB & ik BB MIER - A 2R AR 4184y » SR AR A H TR > 48
FEAL KA A« EHEREE S R FEN20-39RE % ¢ ﬁaf& fofe K5 A
Lo ARRE e RAPT T o

PEB TR FRES  AATE  BEBE - MBAAHA LHER  SHRT BANERT - 4
BT RA R BARVEME [N MEFREN o WBBIRA S P RE S RBR  KARBR - W%E
TR EREBEEE - AL ETHEKEE R EREE



162 SNSRI F+HhE FIUH

© (S A B R B RE

BIRFTE R HHWBSS A K E A ST AT - AN EMER X o4 0 4194
WBSS# 6 & &L & %78 0 & REITKMOMBartlett kB € > LuimF7H 4
4503.633 » #A 3 K4 20.000 + KMO{E %0.943 > kT AR Z AR RARME > 84 F it
TR ESH o 45 HRAEZWE PO ERM O EETE EZ 0 0 EARKE R LB
Wah o RiE o FPURFBRMARN  BRFRF A A AN BL AR ZTAOSA LI SRS
FGHE BT ATRRBMENE LA - RS L L58344% -

LIRS AETAR LB A MG EREE AT RRARTHA R BE LY
Cronbach’'s a 2 ¥ R ERZE - 12 69# € % & > Cronbach's a A#AK > K KNI —
MG WBSSIHER S ERESBEEARE T BHE— » % HME%E4H0.7 0 £
RGFGTIZE » BEZ6 a fH0.568TIRMFHE » FBHMAIRETMZIHR B THT
(Nunnally 1972) ° A4 > AR o R+ LR M (Communality) JRAs € EH%
B REWMRE ST SEAZ LRI ZRN05 0 BPITMESRE 0 AFFR19/87E B
FRQI » Q7% B Mg AKFM0.52 48 - H A1 7B E A B3 RM0.5 0 Hdm T LA 48
WML o S MEE AT LA S RN RS o

=4 I BREARERMET &=

s TR KPS AR AT s IT 2 4L HIIE 1R E B Ha3
A 47 78 92 99 102 418
RE| % R¥E| % |R¥E| % REN| % R¥E| % | k¥ %

P % 27 |587%| 31 [39.7%| 45 [489%| 51 |52.0%| 42 |412%| 197 |47.1%
B 19 |413%| 47 |603%| 47 |51.1%| 47 |48.0%| 60 |[58.8%| 221 |52.9%
G 4 9.1%| 13 |169%| 13 [143%| 11 [113%| 12 | 11.9%]| 53 |12.9%
KRR X228 35 [795%| 62 |80.5%| 74 |81.3%| 78 |80.4%| 84 |83.2%| 333 |81.2%
ol 2 45%| 2 26%| 3 33%| 8 82%| 5 50%| 20 | 4.9%
i 3 6.8%| 0 0.0%| 1 1.1%| 0 00%| o 00%| 4 1.0%
10-19% | 2 43%| 5 65%| 14 |154%| 11 [11.2%| 17 [197%| 49 |11.8%
20-29%% | 32 |68.1%| 54 |70.1%| 62 |68.1%| 57 |58.4%| 71 [69.6%| 276 |66.5%
P 30-39% | 6 |12.8%]| 10 13%| 12 |132%| 22 |224%| 10 | 9.8%| 60 |14.5%
o 40-49%% | 5 |10.6%| 7 9.1%| 1 1.1%| 8 82%| 3 29%| 24 | 5.8%
50-59%, 1 21%| 0 0.0%| 1 1.1%]| 0 0.0%| 0 00%| 2 0.5%
60 A LE | 1 21%| 1 13%| 1 1.1%| 0 00%| 1 1.0%| 4 1.0%
ik 1k 2 43%| 8 |103%| 13 |144%| 21 |[21.4%| 21 21%| 65 |15.7%
R SR 2k 6 |128%]| 16 [205%| 28 |[31.1%| 17 |17.3%| 26 26%| 93 |22.5%
A 3k 3 64%| 14 |17.9%| 22 |24.4%| 17 |17.3%]| 19 19%| 75 |18.2%
S 4k 2 43%| 2 26%| 5 5.6%| 4 41%| 5 5%| 18 | 4.4%
ST gk | 34 |723%| 37 |474%| 22 |24.4%| 39 [39.8%| 29 29% | 161 |33.9%
E ¥ 15 [32.6%| 42 |53.8%| 66 |71.7%| 56 |56.6%| 80 |78.4%| 259 |62.1%
)4 0 0.0%| 2 26%| 2 22%| 0 0.0%| 0 0.0%| 2 0.5%
T 4 85%| 2 77%| 4 43%| 14 |141%| 3 29%| 31 | 7.4%
o ] 18 [383%| 3 |295%]| 6 6.5%| 8 81%| 4 3.9%| 59 |14.1%
g N F B 2 43%| 6 26%| 3 33%| 4 40%| 9 8.8%| 20 | 4.8%
R B 1 21%| 2 26%| 7 7.6%| 5 51%| 3 29%| 18 | 43%
Aw¥E 2 43%| 1 13%| 1 1.1%| 2 20%| 0 00%| 6 1.4%
B 4 8.5%| 2 26%| 3 33%| 10 [10.1%| 3 290%| 22 | 53%




1S BEIRFNERERRELEENR 163

<theE | 4 | 85% | 19 |244%| 8 |87% | 14 |143%]| 6 |59% | 51 |123%
S L s | 13 [277%| 25 [32.1%| 23 | 25% | 36 [36.7%| 27 |26.7%| 124 [29.8%
n%ri' 5808 | 13 [277%| 10 [12.8%| 19 [207%| 14 |143%| 20 |19.8%| 76 |18.3%
i 901285 | 4 [85% | 8 [103%| 8 |[87% | 4 |31% | 11 |109%]| 35 | 8.4%
>1208 | 13 [277%| 16 [205%| 34 | 37% | 30 |30.6%| 37 |36.6%| 130 |31.3%
14 24 |515%| 45 |584%| 45 [500%]| 55 |55.6%| 58 |57.4%| 227 |54.8%
T4 24 16 [34.0%| 19 [24.7%]| 28 |31.1%| 33 |33.3%| 26 |25.7%| 122 |29.5%
iﬁ%% 34 4 |85% | 5 |[65%| 6 |67% | 5 |51% | 7 |69% | 27 | 6.5%
TS ¥ 44 0 |00%| 3 [39%| 2 [22%| 0 [00%| 1 [10%| 6 | 1.4%
aent | 3 |6an| 5 |65%| 9 |10%| 6 [61%n| 9o |89%| 32 |77%
5 WBSSHERREERZAE - B REREL
. . A iR s A R 4 FEH | Cronbach'
BE 58T A:i promym jz% ?* W% ¥ [ F' ronbach's
AT % R¥ | % 2% | Extraction a
Q5.2 S B 15 R TAE643¥% & % | 0.789 0.683
Q8. A4 A gL f2 E e b T A 0.773 0.681
Q6. A S B B IRFF 09 W T 0.731 0.666
B Q2 2 Gk A% S 0.638 0.658
* - 4.828 | 24.140% | 24.140% 0.9036
T | QL A& ERAZNGELE | 0.564 0.489%*
Q6. AL ARG REZ ALy EZL | 0.562 0.508
Q7. A 2 AAALIRF 0B EE | 0.526 0.452%
QlaAt 7 Xy & A 0.523 0.567
Ql1. A SRR JEHEREE 003 F JE 0.747 0.650
QI2. FMEP B 63 & T 0.702 0.614
ms%%ﬁiﬁa&%%ﬁ%& 0.694 0.548
QIO.A SAL A b & % 0.686 4717 |23.585% | 47.725% 0568 0.8927
z QB“HQ%QF%%&F 0677 | PRI 0 508 '
Q3N A TR R H 0% E 0.639 0.557
@ﬁﬂﬁ%éwﬁax 0.631 0.564
Q4. 7 Bt Xui & A 0.629 0.606
R Qnmgﬁﬁ%%ﬁﬁé%%a 0.696 0.508
F | QI9.48b b iR E 2 & E 0.612 | 2.124 [10.619% | 58.344% | 0.556 0.5687*
= | Q15.254% é%%%x 0.516 0.501
3 RRT a<0 TAKME AL 5 #* & FExtraction < 0.5/KAAZ A -

h -ERZBA

FBEESZER  AE R ZFWBSSHEE o 5318 E »© 44 DeLone & McLean
QOO REAAZALGRIKRK > O A ALY AARTHRBELY > AFTRZA &
e F

FE— : AFMEEER > NEXKEE AL AR ARG ZBMERZ > BREZ

whL T ABRRE -



164 SNSRI F+HhE FIUH

B = ASHSEFEA R 0 K 5k A A A SURIE A @ ) B 5 b SIS RN
SR H L THERRY -

HE=Z: 33EFE2ER AR EREEE gl d AL eoss "R
wmH e

N BERZMRAER
WEELH MR E AT R R T ER R

WBSS 571 ;’ﬁ EET N

(gr

R H 1. kssi
e B2 4T v N
friTE 3. MRAEEF
P EH T
#EE R

A 4

O s W

ol
A
[
P

2 {ZIERRITRSEE

€t HEt RIS E

Tt aikL  BAEAUMWBSSHEAEZEN  GARRA TR AR MR
HWBSSiH & A FHHTEH £ 0 E4HEA B3 £ R 0934 B4 A Duncan ¥ 4w €K
BGRZRR - TR REREREEEEZHERAZREEDE > AZHANERT
SRAB VAR TR ARERERCEREMERNZSELLEH LA » ik AR
ARERFMAEREHGETENTELR -

18~ RSN

— WBSSHREEREEMN=RML

FEREHB CLERE T EAWBSSE " 24% % (F=3.895, P=0.004*%) ~ " &3
(F=3.745, P=0.005*) ~ "% %'H ; (F=3.006, P=0.018%) % H#E¥ %% > Hik
“yt PRI o VAT AR & B £33 b b AR I A% 4 R K32 do K6 o



18 BEIRFNERERRELEENR 165

&6 : AETRAIWBSS R I ZmBE B HAVE EH T

s W TR | W RAT | WRSTR | #RHNE | MR EE

o - F P D

AR (N=44) | (N=72) | (N=86) | (N=90) | (N=94) " L unean

— A% | 4630 4.766 4.895 4.841 5185 |3.895 | 0.004* | 1-52-5.4-5

— A ARE | 4824 4651 4.985 4765 5092 | 3.745 | 0.005* | 2-3.2-5.4-5
1-5.2-5

= MRBRE | 4106 4.182 4.087 4.113 4578 |3.006 | 0.018* |

3 ¢ *RTPM<0.05

(—) RBRE

ABBELEERTEY  RETRYWWBSSEAL BTG EERBEELR - —
ﬁ@%#ﬁz‘%ﬁWBSS}#&%E%iﬁ BB TmEBRTREREBEE ) TERBITRERE
Jo o o~ THEBRBIERMEEREE 2R HAAGRETNGEE LAY AR BTERE
JE ) RGeS E AR T R SRR AT ISR IR R AT S o &
W dEH XA E  BIRRAIKOWBSS (BBREE) L ALSRETMEEEE
ZHIWBSS (3B FH) ; X HZMEWBSS (BREE) X A% BEHE
M 89WBSS (4855 4R AT LA I8 B3R ) o
(Z) BH&RE

AR E R T EHR YL  KRELRBYWBSSER AR T HEEAMEEER - #E—
LT HmBWBSSWHEE M AL > B T ERBRITHERITE ) THEBBITHEARE
JE o THEBBIEMEBREE | pRHATASENHEEABRLERL > BTEBRAT
ABZHEEREBITE EWREEAARIK > MEBHIRZHETERER T EK - B
o EERE Eoo 495% B JE S BRR A M IS B IR B A PR AR AT 0 HARR ST R A BR R A M B4R
AT o #WBSSHI N #AR A > R HMWH #9WBSS (483% £ 5 fL483% 7T Z ) RALe H A H 4
& E B L RS M 69WBSS (4% 4R AT IR IR ) & -
(=) RFFE&E

RGBT HEERTES  REAFRAYWBSSERG R HEEABEEER -
& o R R WBSS! %ﬁﬁf ER > BB THEBTERMAEKEE ) - T EBEITHE nﬁz»
JE o THBRITEZMMREE | M T BRI EREE | R HARBE ST HEE
HEaEER - HWBSSHy 4R F » X HMWHHYWBSS (#8% E)E ) ARB Y 6% E
JE E R BE AR A H 9WBSS (4834 4R AT LA B R ) 0 T Hodh e sk AR B AK 69 WBSS
(B EE) ARB ST 09045 A L4 oA 8 b ik ik K 5 09 WBSS (4834 3T 2 1 48 9%
TE) &

\

iy

EREEAFAWBSSH - HERREEEHAEEZREE

ERMRAEREGIRE L BRAEFNEE  RALEAKSHHETE L TR
4k e R HRMRAEAR R ZER (F/E=3.138 > pfd=0.015) - B EH2R n\;&ﬁ_’ 2y



166 SNEEE8R F+hE FIUH
REREM kT - BTERAFARREANEE P ARG RIECEHZASTGHEERAE

FHR - Bl BR

R7  FRAEETRNREHEER

AR R HA 04 R R R 3

TREAHZAARSHHEE -

RREREHIMEE ZRERR

SR RIR R M F{& P{&

SR SR A — AH®Y 3.138 0.015%
WBSS#8 31 #L & [ A e 2 ST —

o = TARY 1.134 0.340

= REBRE 1.154 0.331

3% 1 ¥Rk TP<0.05 °

WitRABHHEA

M e RFT T

R ERHE T RS AR EB TR

@%ﬁﬁ~ﬁ%ﬂﬁ%%%fg%ﬁ%xaﬁ@%éﬁ’i%m%ﬁﬁ%%&m%@%
A ARERGERE  HEARSEARSWUBETE -
x8: FHERMGAEEEHRMBRENAEETIOE
JR R AR A RE WL T R W SRR AT IR ITZ 45 5E w3k EJE
15, 4.451 4.583 4.839 4910 5.004
= 5.054 5.272 5.206 4.562 5.613
A 3.578% 3.753% 2.138% 0.534 3.479%

EIRTEFARASE

TR TR FHE R TFp<0.05

= EREEARAWBSSH - HIEFEEHAEEZEE
B R b EREWDIAFE - RA NS Wk LA T R 5] 55

ﬁﬁﬁ%ﬁ&ﬁxﬁﬁﬂ(ﬂiﬁ%Smﬁﬂmm) B AR AR L 0 AR
Wink9 e BTERNEEFRAREL T HERASHBEEABELZR - HER &
F A AR ENEETDEL T RS TN EE -

X9 FHAEETENRRPESERBEEEHASEZRERR

g 2Rk WmEEMAE Fii P{i
WBSSHUR 15 £ 16 2 C ARG H 1.989 0.095
FAR LS AE IR R Z — | k2g oo opg *
% B 1 — AWME 3.965 0.004
= RS 0.767 0.547
3% %k TP<0.05 ¢
HAEMRSEHEEG W > GRIOTAF L > @R THE - @R ITIEREZE G

o AR ¥k - 4
s W IR SRAT

ﬁﬂ‘ﬁ’:‘mf?'fi&fié@ﬁm FE WA ENE R EA RSN EE

B
% TR E S AR E c TR THEB TR

ST R LR B R 04 H AR IR



18 BEIRFNERERRELEENR 167

WsEJE e R HA RN EERECHEL A AST N ETE - AAH > HAEBT

po2
AN l‘?‘
B U T 1 5 0 15 AR R P SR A 0 3 A R o

=10 FREEEEEHEMNRENREE T

fSHERR L I TR HAFESRAT M % ET A% B 43 E B
& 4.380 4.212 5.074 4.830 5.011
& 5.010 4.804 4.949 4.740 5.377
tfa 2.476* 3.113* 0.278 0.534 2.156%

EIDRTEFEREE TR TIEFTHE  +RTp<0.05 °

— - i

AU REFEEEIE L B AEFAR eGWBSS ¢ 5 b B R T AR R F ¥ b 2 AEWBSSHy{E
R ERE  ERAFE R F AR ARERERCEREHARTENRE  BaHhity
MERE  RUTRA VAT A B2 A5

(—) TRPWBSSTEREE L BFIEZE

AR > FEYWBSSEZALSE » ARSH MG HEa LS HRAEE
R A4 ERGSE L FRERMAKREERAME TR  MIBITRMAEARHIE  ©
kTR G MEWBSS (4838 ZJE ) HIRFMEE 6¢9WBSS (4858 4247 HL4EBE IR ) X A 4%
SHHEER G 0 i R AR KeIWBSS (48% £ JE ) rbidif g AR 5 09 WBSS (48
BTRE) ZALDEHEEARS - ATARE L BIER@E%R EE S E L SN EE
AT ISR 0 T LIS ST R A IS AR AT B AT AMEB A ARG RME L X HH
Y eyWBSS (4% L5 BT E ) @R IEE 09WBSS (485K AT Mm% HIE) A
FHEBEANREH  RAEREECERS ARG RT L BREREENGETARES
AT B MIRARAT C HRIT R WERHIEF KA TR HMHE HYWBSS (4% E
JE ) PCARFIEE 69WBSS (43 RATILABRHIE ) YIRS e H b B RS 0 M LR
ABALIWBSS (4% EJE) ik Ak (MB T RMMBITE) RFSEHE
S o A LS Se o 3B R AR H AR G M OWBSSEBUR o H MR R AR B
& 89WBSS (MR EJE ) HE &S WL R ZMEE - 2 EHARAGIEE 69WBSS B d 1 SR
RSB EEATR MR AT » ERAREHER -
(Z) EfsaEERESGEZETRWBSSHAREE

HRAHETEOWBSSY » RIRMRAREREHGTEATMREDE  RA A KL
HHEEAE - HHEBARARERSOEA L £ 72 %% T B LR RIEREGHE
B RAPHER TR  WEBBT ®RTE  WRIENERE  ARAERSY



168 SNEE28 F+HhE FOUM

BRFHAGSTOHEE RS  2H@EBHIEX A XA REE - kT AR RIESH
AHEHIEAWBSSEAARE XY FE » £ ZAEWBSSY » A wiEWBSS £ 3H,1E & 6935
%E °

(=) EEREEHEETFWBSSHAREE

R HETEWBSSY » REEREHGETEARMBEZIVE  RATAREH
WEAE c KV HEBTE  @WRBATHEBEE  SECERENERALETASRE L2
MEETWREGERENERE  AMEA RS - AN AERT IR
Lo EAEEHESE T RSN T NP EL RS c B SERELIHESLAEN
FEMEERE - EAAEWBSSY © A =4 WBSS ZHLIE & ¢ 7 &

—BE
(—) BEEE

PEETER @y AR © WBSSHIE R RAEEK T X RA - LRI TARA & g3k
RN B A EREREE R ROBEES - ZAWBSSHEA B EEYBE
AT WBSS 89 2 #2814 4% i Meuter et al.(2000)49 5 #7 22 4% > 3t A H & H 3 R R 003
BHE > KATEWBSSZ A HHEZNEZEL > FFREI > X5 MWH YWBSS IR 1
HogWBSSZ M A H GRS BT AFIA L FHEssME RS LRETHR
RRBRA  HEAFABMAF  WRAEFE A ZNEEL - ML B3R R
B9WBSS Hb i 46 a% A 32 % 69 WBSS ALl H 7 B S » 8 ko ik R A2 3 E A &
%%&%H%vé%@gﬁiﬁ%%ﬁ%i%%%% TR E T G F AL T
(Jones & Sasser 1995) * 3 AFF RFTIFZ &3 » R AL ML A H H 1~ FIWBSS 09 1% i &5
WMEE TREAHERBEERERENTE -

Hoh o FF R B R E HWBSSZ B RE R E AR ARG T EERATE
—fxmE o HERRRAEREREEERZOERL  ANEERERS - Bk &
RATHEWBSSZ £ e 54k H H sk g 154 » A A H e R -

(Z) BBER
BEARBEROGER T > KEREBEENARERE  FRERAEH B WS Z AR
BETRMERE > B RIMERIRETH EER -
LHEBTE: Bh EAGRETOSBELRT T HBERBIK  URBMER FFHNER
FoOEREABSHREZZHAERZIATERL AL L HAMAR Jimm&m%ﬁ
FRXBEEN G ARSE AR FERAZEE - ARF ST R FL-FHMET5E
& B THERABRLERENE LRAS A EH -

2. BT EARSHNHTERET AREREE FRRFIA 0 LEFTHZIAER
FoRERZIWERPE AT EEAHITHIEY  SFARREREERIK - B
WBBITERFHICTERP ARRERESHEE - % EAASHHE L



18 BEIRFNERERRELEENR 169

HEETRAK S R THEBBITZEHF B S A% 2 REF LA ANRBEZ LN T
B9 LR AKEE ARG > RRFRBEGHEE - A4 WRBITIF TR
Bt % M 3sAE ) 2 09 BRAS o0 B ARR G148 R F AT R AL -

3T R AR M EEAAG L WEBITR R MERIK X5 TH R ETESL
TEH o RAEBITEZARGEG » RRFIBAEERAFANRITEZ > B4 ERESA
ZHOBELSERNDRTE  AFSERAEFRAEEZ TR -

4. WA ERBRIERMRIMEAELS > RERIRZMVEBTHIIRIETRY
HE 0 RE AN T TR AE AR T AR — R 0 3 B R R 4
RZ IR B FELIEFRAGHIRE L 0 ST B R B R ERBR A MR 2 —
fx ROFAT B EAME G e 7 K Bk - 2F - B & F 92 XRS5 18 R A8 ed
BT Ty & B hm iR 6y TAE o

5.0 EE  EBREEAGZIBEROEARD  RAEELSAREAEG LA Y
E o RA W AEESERT S EREXTAAEE R TREAEELETHR - A%
RAE R H Ry Ry EB2 Y A TR M ERERNEFRAA AT
B Ry AR o ARAe R4 BT o

(=) WIZERRHl

ATRAZM T TR ARG EHE A FHTEOTE > 2RATFREH I
Ml - A &R AR BB RZBGE - Gk 0 RFFR AL HE R A S E 5 WBSSZAR
W ERFAARE RGN P HFALIERAGGBFEMEE>RE - FE L Bk
Reytrgd oA B8R £ vl fe b E ~ &S RGBS - LA TE
WHAAATAE SR BRI E - W dk R K 0 B bR AT R T IR SR R R
HERAZEHEENRE - F = KRB RN EHEBEENREEARSY  —F
AL AR ML W R ERET  AREHRRFNERYE =25 —F &
WA TR A AR R H £ B PR BT RAEME - Bk B4
HF R e AR FTWBSS I o 7T B BF & 848 A & 6918 B Mk Ar 2 R F AT E TR R
MEEMEE S = AUTRAGRA AR KENT > RERAN—EEAEE > AXAEL
BEZRETLE Rk BEFRTHEMAGAERGZIEHZTEE  RERFRIAE -
R R RIAEAR  H66%A20-29%2 B 0 B R4 R IR E & 2 IRA SR
FE L RIEH ZFR20054% A ERA 0 ARK S FHB L2520 1527.6% » LR A
30-34 R A4521.1% > 20-243%4517.2% * 35-39%4514.0% » B 1% 45 5F % 7T 9 KAk A58 8
Z $o ] - AT RZINERBIE -

2% # Rk
1. %3 ROl BEEBREZEHEXLRENVRAEZIHR  BLsXEEABRY
5 B R AR 3 X



170 SNEES2H F+hE FOM

2. mﬁ&~§£%\%ﬁ%vmm’f%&ﬂ@&%%ﬁ%ﬂn& %m%ﬁﬁﬁﬁ
& B AR — vAYahoo! i R B L0y BT HHLZM - FAL - H = 1 291~
3207 -

3. kK4 - I?'m86 CHEBRBPEGRARABER IR FRBLEZRBEECERR
PP AR d3 X o

4. %%%~&%%’mm’fé%m@ SR MR AR ER IR, 0 &
EERER - FR =M 1~318 -

5. BB R4 RSN BN TS  AEFRRE  ARBEIRARHTZ 0 K
RREDEERHFRATA LR -

6. MREZ > BRIl EHREBRIMTARALZNG  FTRHERERESTHA RN
ALK o

7. ﬁmﬁ’ﬁ% HEARHRAEBHEYATHERRT - PEREANTELER
Y o

8. m%é’va&ma%m%ﬂ&ﬁ&%%%%%ﬁzm%vﬂi&ﬁk%%ﬁﬂ
S8 52 TR 3

9. Rz R4 HEXWBBEMFTNAEREETLEZIHAR  KERSELEEEH
RATEE L3/ X °

10. FRaE - KR89 &M WE KBAATHESZIMBRTHEAR Bz P LRELES
W H RPTFA L X e

1. BEER > R0 M MEHBTRET IR  BLe B XREREMRAALRL

12. 4P 0 R0 B A EEB T ERF T IMESHEEL  BLR¥F k%ﬁ%%
WHRPTFALH X ©

13. Anderson, E.W. and Mittal, V. “Strengthening the satisfaction — profit chain,” Journal of
Service Research (3:2), 2000, p:114

14. Barua, A., Whinson, A. and Yin, F. “Value and productivity in the Internet economy,”
Computer, (33:5), 2000, pp:102-105

15. Bateson, I. E. G., “Self-Service Consumer: An Exploratory Study,” Journal of Retailing
(61:Fall), 1985, pp:49-76

16. Bauer, R. A., “Consumer Behavior as Risk Taking" , In R. S. Hankcock(ed.), Dynamic
Marking for a Changing World, Chicago: American Marketing Association, 1960,
pp:389-398

17. Bitner, M.J., Ostrom, A.L., and Meuter, M.L. “Implementing successful self-service
technologies,” The Academy of Management Excutive, (16:4), 2002, pp:96-110

18. Bolton, R. “A Dynamic Model of the Duration of the Customer's Relationship with a
Continuous Service Provider: The Role of Satisfaction,” Marketing Science, (17:1), 1998,
pp:45-65

19. Bradley, G.L. and Sparks, B.A. “Service locus of control: its conceptualisation and

measurement,  Journal of Service Research, (4:4), 2002, pp:312-324



18 BEIRFNERERRELEENR 171

20.

21.

22.

23.

24.

25.

26.

27.

28.

29.

30.

31.

32.

33.

34.

35.

Bush, A.J., Bush, V., and Harris, S. “Advertiser perceptions of the Internet as a marketing
communications tools,” Journal of Advertising Research, (38:2), 1998, pp:17-27

Cox, D. F,, “Risk Handling in Consumer Behavior —an Intensive Study of Two Cases,”
in Cox (ed.), Risk-Taking and Information Handling in Consumer Behavior, Boston:
Harvard University Press, 1967

Dabholkar, P.A. and Bagozzi, R.P. “An Attitudinal Model of Technology-Based Self-
service: Moderating Effects of Consumer Traits and Situational Factors,” Journal of the
Academy of Marketing Science, (30), 2002, pp:184-201.

Dabholkar, P.A. “Consumer Evaluations in New Technology-Based Self-Service Options:
An Investigation of Alternative Models of Service Quality,” International Journal of
Research in Marketing, (13:1), 1996, pp:29-51.

Dabholkar, P.A., Bobbitt, L.M. and Lee, E.J. “Understanding Consumer Motivation and
Behavior Related to Self-Scanning in Retailing: Implications for Strategy and Research on
Technology-Based Self-Service,” International Journal of Service Industry Management,
(14), 2003, pp:59-87.

Darian, J. C. “In-Home Shopping: Are There Consumer Segments?” Journal of Retailing,
(63:2), 1987, pp:163-186.

de Ruyter, K., Wetzels, M. and Bloemer, J. “On the relationships between perceived
service quality, service loyalty and switching costs,” International Journal of Service
Industry Management, (9:5) ,1998, pp:436-453.

DeLone, W.H. and McLean, E.R. “Measuring e-Commerce Success: Applying the DeLone
& McLean Information Systems Success Model,” International Journal of Electronic
Commerce, (9:1), 2004, pp:31-47.

Dick, A. and Basu, K. “Customer loyalty: toward an integrated conceptual framework,”
Journal of the Academy of Marketing Science, (22:2), 1994, PP:99-113.

Ding, X., Verma, R., and Igbal, Z. “Self-service technology and online financial service
choice,” International Journal of Service Industry Management, (18:3), 2007, pp:246-268.
Doll, W. J. and Torkzadeh, G. “The Measurement of End-User Computing Satisfaction,”
MIS Quarterly, June 1988, pp:259-274.

Evans, K. R. and Brown, S.W. “Strategic options for service delivery systems,” in: C.A.
Ingene and G.L. Frazier, eds., Proceedings of the AMA Summer Educators’ Conference,
Chicago: American Marketing Association, 1988, pp. 207-212.

Gefen, D. E-commerce: The role of familiarity and trust, Omega, (28:6) 2000, pp:725-737.
Gefen, D. “Customer loyalty in e-commerce,” Journal of the Association for Information
Systems, (3), 2002, pp:27-51.

Howard, M. and Worboys, C. “Self-service — a contradiction in terms or customer-led
choice?” Journal of Consumer Behavior, (21:3), 2003, pp:382-392.

Hui, M.K. and Bateson, J.E.G.. “Perceived control and the effect of crowding and



172

SNEESR FthE FOH

36.

37.

38.

39.

40.

41.

42.

43.

44.

45.

46.

47.

48.

49.

50.

51.

consumer choice on the service experience,” Journal of Consumer Research, (18), 1991,
pp:174-184.

Janda, S., Trocchia, P. and Gwinner, K. “Consumer perceptions of Internet retail service
quality” , International Journal of Service Industry Management, (13:5), 2002, pp:412-431.
Jiang, Z., and Benbasat, I. “Visual and functional control of products on perceived
diagnosticity and flow in electronic shopping,” Journal of Management Information
Systems, (21:3), 2004, pp:111-147.

Jones, M.A., Mothersbaugh, D.L. and Beatty, S.E. “Switching barriers and repurchase
intentions in services,” Journal of Retailing, (76:2), 2000, pp:259-274.

Jones, T.O. and Sasser, W.E. Jr. “Why satisfied customers defect,” Harvard Business
Review, (73:6), 1995

Jun, M. and Cai, S. “The Key determinants of Internet banking service quality: A content
analysis” , The International Journal of Bank Marketing, (19:7), 2001, pp:276-292.
Koufaris, M., Kambil, A. and LaBrabera, P.A. “Consumer Behavior in Web-Based
Commerce: an Empirical Study,” International Journal of Electronic Commerce, (6:2),
2001, pp:115-138.

Lewis, P. “The psychology affecting loyalty of electricity and gas customers,” The Global
Energy Marketing Conference in University of vaasa, Finland, February 2002 (available
online at http://www.energyforum.net/feature/feat174_intro.shtml).

Li, D., Browne, G.J. and Wetherbe, J.C. “Why Do Internet Users Stick with a Specific
Web Site? A Relationship Perspective,” International journal of electronic commerce,
(10:4), 2006, pp:105-141.

Lii, Y., Lim, H. and Tseng, L. “The effects of Web operational factors on marketing
performance” , Journal of American Academy of Business, (5), 2004, pp:486-494.

Lim, H and Dubinsky, A. “Consumers’ perceptions of e-shopping characteristics: An
expectancy-value approach,” Journal of Service Marketing, (18:7), 2004, pp:500-513.
Mayer, R.C., Davis, J.H. and Schoorman, F.D. “An integrative model of organizational
trust,” Academy of Management Review, (20:3), 1995, pp:709-734.

Meuter, M.L., Storm, A.L., Roundtree, R.I. and Bitner, M.J. “Self-service Technologies:
Understanding Customer Satisfaction with Technology-Based Service Encounters,”
Journal of Marketing, (64:July), 2000, pp:50-64.

Molla, A. and Licker, P.S. “E-commerce systems success: An attempt to expend and
respecify the DeLone and McLean model of IS success,  Journal of Electronic Commerce
Research, (2:4), 2001, pp:1-11.

Nunnally, J. C., Educational measurement and evaluation. New York: McGraw-Hill. 1972
Porter, M.E. Competitive Strategy: Techniques for Analyzing Industries and Competitors,
New York: Macmillan.1980

Rust, R. and Zahorik A. “Customer Satisfaction, Customer Retention, and Market Share,”



18 BEIRFNERERRELEENR 173

52.

53.

54.

55.

56.

57.

58.

Journal of Retailing, (69:2), 1993, pp:193-215.

Rust, R., Zahorik, A. and Keiningham, T.L. “Return on Quality(ROQ): Making Service
Quality Financially Accountable,” Journal of Marketing, (59:2), 1995, pp:58-71.

Sarel, D. and Marmorstein, H. “Marketing online banking services: the voice of the
customer, Journal of Financial Services Marketing, (8:2), 2003, pp:106-118.

Sharma, N. and Patterson, P.G. “Switching costs, alternative attractiveness and experience
as moderators of relationship commitment in professional, consumer services,
International Journal of Service Industry Management, (11:5), 2000, pp:470-490.
Storbacka, K., Strandvik, T. and Grénroos, C. “Managing customer relationship for
profit: the dynamics of relationship quality, International Journal of Service Industry
Management, (5:5), 1994, pp:21-38.

Szymanski, D. and Hise, R. “e-Satisfaction: An initial examination,” Journal of Retailing,
(76:3), 2000, pp:309-322.

Urban, G.L., Sultan, F. and Qualls, W.J. “Placing trust at the center of your Internet
strategy,  Sloan Management Review, (42:1), 2000, p:39.

Whitehead, P. “Satisfied customers are not necessarily loyal,” April 2003, (available

online at http://www.energyforum.net/feature/feat200.shtml).



174 ENEESHR FTHT FOH

Mkl - AP REM A

— BHREBEXFAEFERABN—IGHREMRE ? (EE  MRIE
FNEERARRFEESE  BSEMEP—IEERES)

O FE (Flm AR REEFEE TR FREHFELTESF)

O 43447 (fldm BG4 4540 AT © Bl R W EMR4ARITS)

D487 E (e 5 B AR ET4E 2 S KRR EMRSE)

O #058 (Flan s K BRERHE - B A BREARHIES)

O@%EE (PR REBEE 2 TEBREESF)

- HBREmEFNREE

25 M OE MM

Z%i W * i ¥

% P P P

TEEFHERETEE
1LEH A% A LA L e EE 2 OO0o0o0oOood
2AEH R R BN IE TR AR B ? OO0O0o0oo0ooao
3EH A KA M RARMEL? OOoooogad
4IEH R RBEERFSHER? OO0o0o0OOgod
5.8 A GAE R RAZNHEL? OoOooOodonod
615 ¥ R oAt R Ko B 2 OO0o0o0oogod
THRHAGRYIREZ B EE? OO0o0oOoogoond
8L ¥ A KX MMAMCIRFE B EE 2 OO0o0O0Ood
O.MH A e M EE? OO0o0o0ooOood
10453 A G B EAEM 0 EE 2 OooooOogag
1L R G A RBp AF M ey &L 2 Oo0oOoooadg
REHAGAE TG HEE? OO0o0oOoOgond
13453 2 4 R R AEREM G E L 7 OO00O00Ood
143 AR R AT RGBT ? OO0o0o0oOood
ISAEHAGBEABRBENHERL? OooooOogaog
16. 6 H £ BN TARER G o T2 OOoooogad
17463 & o 4E 7 X o9 &L 2 OO0O0O0OOond
18. M5 ¥ agsh i SRR T oy B E 2 OO0O0OooOoodao
19. 165 b RAEFAIME RO EE O0OO0O0oOoQgdao



18is B BIRBHERE mRE L EiE 175
= ~ #8EE B B AR5 9 2 bR R 1R
1L A6 4% 4858 B 9 RRAS PR 8 AR A 0 34 B 2 O & — A
O A —f A
M- BEERFEEEERE
,fE'(Z( 7] %— ......... A AXTRTRERR ,?E'( 7] l%;,:
L1630 4o 8 3 AR 0 58 B 52 OO0 00O oao
2.4 3 4m 35 RS W0 SR 2 OO0 0O Ooao





