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A Study on the On-Line Senior Mall’s Quality Factor and
Customer Satisfaction
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Abstract

OnLine Shopping mall is becoming important strategic environment that decide corporation’s competitive
advantages because of that can achieve quality of customer service and offer speed elevation through both-way
communication effectively. Accordingly, as interest about electronic commerce rises, various research had been
gone. But, most researches are applying off-line market’s quality of service measurement tool just as it is
doing not consider special quality of internet. Consider and prescribe by system quality, and saw that thing
which grasp relation with customer satisfaction along with quality of service is important for factor that
environmental elemrent influences in customer satisfaction as existing commercial transaction in this research
hereupon. That is, wished to present quality strategy necessary to examine whether some quality factor of
system quality and quality of service affects more customer satisfaction, and satisfy various customer’s needs
accordingly after examine whether it are switching and some relation that search purchase alteration
availability of market that is different from loyalty which recommend internet shopping mall to another person
who is system quality factor and quality of service factor and customer satisfaction factor actively.

AHEE(Silver Product), T&ZISI2Z(Senior Products), AHIAZZE!(Service Quality),

» Keyword
222l £=E=(0On-Line Shopping mall), F+=AHADH(Structural Equation Model)

s MAA : Hetd
« M4 2007, 9.19, MAIY 2007, 10.2, AAREY 2007, 11.10.
FA7INGm A9 ddus, (FIALACNE AR HE (AHITA)



216 EJ';E 74::}:1 ]:Eéﬁ‘!—‘El uI'HI)LwL (2007 11)

.M E

L5 ARIARIOIAM PHE AR A FE2E 04

1 F9% 24t QA 0|89l HuT} PREAs1Ee ¥
Aoleh & 4 9k, 58l Aeplel 74T AT 4P
A AAE Shlel Bz 9AT 5 Ul P9, B
Bl Bhsh e Ad g 5ol B4 et Aele
BE 7199 989 E g0 MelA Az A4
el kg

.

3 < AA7I71 olzdtt Sl AUl AL
Ak 7IskarEer Sletle] 19949 147Py FEellA
9 683.58 % AAl 795 7153t

A YEbsTh (=528, 2005). AAEAY TR
A g, B2cHd 2Rl 4adEo] 3 G ol
989l 1009 ZHellAl 2007 28 AAl 4352302 =
Asl F7Kem (BAA, 2007), A THERE 12 239

ez 3748 A4an. ddel avAe 47 2249

AlEE ol o]Fshe % AH A DA SR
FEE st Wrkske 9AR AV ok wEbA]

7119] GRIAE 2} BB A 42 5 dus

AlzRA 7, AR 2 Agugk Pl e Az
3} A)gat e Beld FAT AE PR, W, A
2, 7 Auel A3 Aol B 9Fe Aus,

N cmoﬂow zﬂc}

2]
b
o
i
rlo
_>C4
=
>
D{H
w

o

Dy
rH
it
=
I8
re

—5] 2008
oz APHY =Qle
: L:?‘%X]%? *& o] &isiA &
ol2 Arlz 1Al AlFo] BAMoZ
A 2 Aoz didsta ek =9 A7 AA A7)
9% (A%, 2005)E He @A, AA 1
= uRREnE e e aRAElE szl gl
654 o’ge] =]l Q17 Elo| 2Bl WslE L gl
=dAor Fozen, AF W FejelSe] At
oA glow, Al tigh BAe] Eolx 3ith
2 ANES] Q1 195314 196547141 €] |
= *1]"4491 L5 AZI 20124 o] FHEE Artigio]
AR elgsl 2 Aot ol we} u@3st 8F
THR7F Bopn glem, oldfd®= ZfUE, =
Hl= 55 Algdhe ARIER sids 4 gAY v
| 2 AFdMe s 22 £3E8S 488 1
A &5 Tolste aHAEE ddes 2l &%

L lo
- K
E‘% ol
o, )
s
rl
o
=
[
e
o
3
JIIJ
ol}(
FI
30

o

>
P
:>4=

N

T

N,

>

1

o4,

O wR it o

1

PF_\‘JJ(])TEJ

2L
ot

o,

H
A

N Lo rzi

ar-g

ol
vy

wajele], anlael R 7S UEAL £ 9k A4
AN FA e 7INE widsle], nERst &F B
€ 298] el 8102 w473 3
EA7led Bag AFRee ANeed ATel B
k.
II. o|2% ufZ
21 22fel £Z=o o|2X Hi
221) 2929 el A7ARI Ao} sl olakt
(1997 £92L ge A 4548 = ue 23
B sl= A, thiis A9 thse Ay ddsks Al
I Aol AHE e Al AR Hgen, 7|9l o

Fe=A A AAQ sPdETtel T
&g Eolgtny 3Tk Hoffman®t
teFst g9 AlE
%

A, ARAe @
Ag Aol Lal

Novak(1996) "4 &2 =5 ¥k

eekel FgEel AFoleka Ao g PolEe
Fgelnn ool agBe AEA WA PAAY 1
2ol QAL Aol I B2 vamsta sk

Aol ohie 3T 9
B g sk e

Fulafe, olol e
UES s dFelen & & olrh ¥ @pelie &
A £ABS ENE 3ol 209 SIS B

28l ofste] AlFoly Mu|aE Adehks Mzw delel

Vi &R goldadt a

AN 3 (1998)= AT o|d uo] &9 7|tjel|
gk g A AFF AH| 2= AlFYo] o] FARA| 1 ofE
g nAe] gt A&Ee AHE . &, uATNE
< - FHAQ F4 Q40w Hol=vt, 01“4 A AR
=7t o9A Egert. oWt vto] yert. o gk WAzt
verke 2 hdoelet & 4 Sl

Howard & Sheth(1979) 22wl tigt Aol 17

g viEgE e A e uAvS S A9 Be 3
I pANES o g Hie BHo] vt stk 23
2 B #HoRE wle] AnHE B AT AT



ghol uHAGEEY 4 29 9 uA o] B3 AT - aYAHEES FHOR - 217
DI A5 RS Blele Ao wo] A%F trt o= Yoo FAL AF FAVE ofvlgn, Felol FA
o that Aol AR, AHsA| deAld ugl wrlE & AEEEC e A AT 4R A, Hle A7
e AAH ) = B UNE VIR A% el 1 gtk
Aol o Ay Al 71z Agsle] BAYsl= FEA A 2) X 7ol uist
g geiel 297k olek. @, o541(1995) 9 2lshd . ) )
ol o o n o me e o e, AEAY FARNCEEE 1996 A2 483 A
9 e Aer He #YE HAdta ded, ol | Aojo] AXA ALSEA ] A3 o
3’4— 49& ﬂ“‘ —V;Qo] *y7_]-}o] 2<H ;],1-_ Al D}?:”oﬂ}ﬂ zﬁ_,]_ T, —ﬁ'—_‘o]],] = ]o. /\]'o ﬂx—loﬂ-/] X'lt?:l o, 37—7—|—4 711’4101]

K UL T TN g A4 54 5 wndeln, 5343 AgsEs
Qe e 9AES MEHor =4l FYS BIA '

. mhEe. 51 244 A 424 9 eolglo] itk Tt Aulzs FEo) ddlo] ZruwA s
AT NS SRS A, W AN W g g e Al AE A9 22 Y BEE
of M =S HES JFsepl sb7] WEelzha g w2 AN A He i B2 N Ex AN YT

To —v &w ‘006, =0, o,
WA A4 93 1 A3 Wee] ATE Awum ) ]
AREe 7y adlonl s AE dnae wan O Al o1, A1%, A B A N, A %

NEe) A W e e © BANs 87 5 ARlA dANE TPk Al
AR A B S RS, aavEe] At simo] Ta dos M o o) rmmo

PRt = o) = 23 . I X]O‘—IL m= 7H\::—Ai \_51'1:43'— 2 \_E]’L o= ]
ﬁ‘l‘—\: EH-‘—‘ ‘o Ego, ?_;d, gk ;ﬂﬁ\_}, OHL—, ZH?'UH ola H = /‘\24 22 1 AlLS Q= =
o Zo] 9= Zles el |4AplA w224 7164 2 AL i

e o 22)7)7] 95}o] Zﬂ%o}t ;25 xﬂw}o%ok & 01% } A%

2) MEy 4l ofsE 2ol Bk g9olo] 3ue B¢ o]gAld 2slo] #F &

Oliver(1980)& TAWEo] w9l Hze] 4&S v]x & ZAFEE 4539 Auas Aslks Ao g &5
3 A&slo]l AT Qatel] S A, mAEo] P 28kl agBe] FA= Polg 4 Avh(FAR, 1999).
o3 el =it olg} pof omor Jg-S vt &) 3) MH|A Zxlo| o|2% D&

‘= 1 =
PR (20019 Qahd olEwt & Amu Ao U
?} ° | A5 oh2 - o A2 Juran(1974)& Au|~2 ‘02 Ae 98 Sashe
o whE oo} gk Fxe] g solHQ HER e . g ool
g 4 9t} HAT ofF% IE ojzw. MH|A ofIE delEha elekact. 32 Al Algle] WEE Al

T . = , =3 = = - -

;E o)i: B= o ZHE;Q ATE 220 Sk FHUASA ARgHAL sl opbA] BiiHoR
= g H—Q——‘—i T‘ITEJU;] ]'6_ =0 ma= Z]—il“—l-—‘i OH 0L Hl= =) AU = o] = 7]_ Hl A~
_;}ﬂ‘% 2=3}A o H]—_‘?——s]-oq —_[LUH*E;P: Ao A on_L,‘—_ Vo e _/] lﬁa;{]t ,\o]— q’ - H ]
Qo |ue reiin — A= H{HXE -
o ek okl a9Eel fEmE AHd A} Sy oo 1% R B I A Tpelen
pme W b emon ame s EAMISE AYH0R 287 £ Qe RRAAY B4
A E= E]_].-"l HoT':O]'T: F/HEO]] q]‘l' SHow AwdE 3 - .

‘ o HA] Falrh= 740]\3} Parasuraman, V. A. Zeithaml,
shovl, whel WE Ee el SHel obd FF AW g (PZB © 1985) =& malo] AT A

B eonard L. Berry = Al

B ONE A S Rolrh. 249 fEEt B e 2o a4 o e

Mol AsEal digh Asol BhEC ] wrl Ao o |29} 7eiet A2k ARt 7P S8 o7le &
wAFel £dzel] g dest WSt FrE S ol olom A=A o ARNA. 29 2L iR
- - wou boo = S w Jo= 'L_QO \:H o, og =H, OovH, —4 ]'»J—o,
5, os=st HoW AMMES Bty Al & FEo| & Ag wer 2w oA ewAe 9

Vo] 1A e A no 5 H ,37—7-]'] ]5H = U=, me '/] 107]';(] x]“L'E—

olXm | Tl AAo] WAo] FOlEA Hu, AF nAS g . o
Hal= n|8s = ;\_\—;:]1_04 2019 40] 2= o) xﬂ}‘lo}/v\»l— 01—6 01 —S—J’é‘t‘ OhVGI‘(1980)-°/] 7]EH*HI’+
]’T: ]oa 301 o=l T A= :ETMD]’ °1X]U?ﬂ§ 7]3_‘i %iﬁu?l E}%‘—/HJ,]— ZJE_/] 7HBL° =
. 3 HFAoz MuAFHEE F34, A4, WA, B

23 Eégl Ol%&! HH%’ 7\:};8‘0]@-0/] 57H i}“d—‘ HE ]_9\5}\1—4_

1) MEXN E3

ZA (quality) o] @, AT T AH2v) AlgEAS = 24 DHEES 8F°| o|EX uid
ZA711 YEA WA S A g Fre tige] = HAEAR(2006)E nHFAPIFL = (e -4
£ nfel 44, A% AAE duidnh. $4¢ 39 0 d HE o wzie] AR e A% -W
EAFE e MElzT AR 2RSS 2234711 A o 9 eke ERsl] 93 AE MElAE ATse A
WA Wy ) 2 AF T MEl2 ARG nXE 9 o UEF AP w0l gre] A g 7o, T
ol e neid esl ok, 2000). Lk 3} Folgo] WE ke A oud. o e A



218 EJ'; 74 E1 ]:Eéli‘!—‘El uI'HI)LwL (2007 11

)

o}m}x]: BEg gort glo] WA A& sr)7]
5 Aot = 0]'5’_ e Aot o5 &F &
7]” 771 At A7) 8-F &3l Hel 9=
SpAPH | o3 J&EIEIEL pLEck
71EE A7EE el %H T&ﬂﬂi,
}\l—xg%_&:rl_
HE gloy 1A EHAATIE, A
AR e FEFe AT HlE
oln, BABX|RoME A wat, ool
A oA 74 9 ZF AFE FXF

L;
O

o)

Q 5
™

s
B iy

HN
o

B 1. IHREES
Table 1. Senior Products Line

o)
FHFOR ERE] FARGEAEA 23

v
g

e ol
>
N

Hx | ol A

= AEFY
ME | BAIE, JISMA, TRUNE, JISAE, 2P|, 2RiEED),
B3 | oumiarmh|, YNSE, et B SR,
M8 | AR O, S201, AN ololzR, Bl 78| 7,

Ao, A=A,

2x | = SHYR)/ofi/xz, Sy sl

SA/uE/05/ AL HESE, X[mAofF,
ZoP X7, 78, 22|

A/ AlE,

7—1)\/_7<17| HM7elp |, X7, ?éljl/u.”

Hel/Ed ZE0|, A=Al

H

WS, HAREEF

ZAol, TSATE|, XFo|, 2RI

+FF, olo|=, o|n2dX|, 8=, FF]A} HiF

I, od75H

31 A7y

2 Qe 2 3840 d2 SUHL gk Lol &9
2$ 59 0188744 o4 F4 aqn Az F4 8
AT WA A9 SR 3, 3AUS 2918 BAE 2
3} G Agelel Ll a9Rel o ¥4 29l &
U REe] o Be 9L ALAE AFHoE A7t
of EH edel 47T FAMRE Qe )
240] gk,

T2 1. Ty
Fig 1. Research Model

weha] ZAE A
= Baker(1987)4
QEM o8 o] A g} A=A
Lo AR 3 ALY}, aglm Auja

ole Jarvenpaa&Todd(1997)9] 17“7\113]/\ Q9 J,} 7B

D{H
it

< PZB(1996)4 D?ﬂoﬂ*i 04?51 °HL_(loyalty) ks
d(switch) & A-831d (a8 1) Zo] A3
32 =2 M

B ATE 98 e ERAE SAlES] AU 3¢
S tder 20079 39 29%E 20073 39 15U7HA
AREZAE Fgsisi o, ZA3A 2008 F F-8HAt B
B guate AE Tl Aol fle uidAE AT

15055 BN oz o] &3
u#PRs} 8% 33 ols) ”ﬁlﬂ]z}—‘_— 809 (53.3%), 3-5
FETOAE 607 (40%), 53old Fulake 10
6%)02 Ueh} 0|59 FEL Ll AP £F
2 olgflstn e Aoz AAEHATH

FE EXNS AuEd

il
(6.

= o
4%

33 Etgdn dzld =4

B ddAe 34 =77k dA gedes TRerkE
AE37] 3l BAH Qv ARSIt QQ1EA e
ofg] W o] FodARRE FeHETEE Pk 5484
9] FEAE Zoljlo] 2 79 7EAQ MBFES FEIe
ZIgeltt. ATl QR1FEe dvtdom fAZE Q919
AFAFS FAREME o] 8slgien, 27 T3¢ a9l
£9 ovE & 9%%] A7) fsiA Fd Y F A
Zy8]AQ1 Varimax ¥4l 9l 2912 #4319



D AE
™ o oA B oor om R oor o wlf <
B Ho RO L HE R
W oo T = wn A
Aq,ﬁq‘ﬁn/g o
o g M oF A W ook m 2o & e
R —_= ot P o xﬂﬂ
oE o = B O o T T HJ -
R0 ﬂmﬂo ,Mm N _iau 2 wwuu
C LR N R E &
w8 oy n ~
ﬂ B S ) EAM%%@_WPH b5 o ® o
<t . o M owo ™ i 3 LN
5 = 3 o i g T o _ <= Jom
T " mmUu M,D.lol W@l <= "o ESRCE w X g O fu K umn.u;
< = M e B R W WM = aﬁ P 2 €0 H 2 RO = D
IH 0 LS DU o} Ai mmoum._ﬂmﬁﬂ\w%ii t_:u.ﬁ__uh _mvmm ! ﬂemm
~ oL =
o BRZ,TT CIpELLZ M. ELSh S
T o m — NI - =~ - N
0 PHFEXR ET R xmo g Ao N
N ool 2 o o moﬂr.i_a%%%hs%% i B
_— - e P .
=z eI PHE VelzTyvonos B2
B1o= o e o Mo o= o B E iy RT ﬁ. X
;m%%ej._,__v;m o ®OROB = <4« CUNN
DU M/l Wf B B o o N o S _ e
wW T, 1o LEO%JJH z2 o ® "
TREMoz T 438 L g 30 Moo
AherEE wrmp e TR S
T oo TRRRAT B 2L
— T TR W
MR T T WS o
E 1&??4ﬂ%£ < 218, |, TR
Se|lo|o|ln|n|=|x o ooB w2 = | e | S N A o OfF mn
E5|2|f|8 g8|R ¢ _LmomIY | = °|° S

58 D R|IRI8IRIR R I A 3 o Ho X

2| 8w : : A of A o D — SR ! ™ zo

7| ® o < ogz X AR K o| g | © H g . HB%

%) = —~ Jr o~ SO | | ) &) | | Ao_:T
3 zEgiiazs  1E ) 3)E s
.ﬂ:.B @ W | Q|W | M| N m g W ~ 2 TR —
M2 E 581885 o ﬁﬂﬁhqo#OAT T o — 8| NroﬂHOOM
T = NI~ IR~ ] - = o MEIE | - | « | R XR| | - M m@

“_ﬂy._n < E.#,Clo 1_/r S UaG S S ﬂm_l)AL‘umoﬂAT
o ® o X o = ooy o ] Ho 7w
Aﬂow ZFﬂﬂAWomdAAo,mM mtd olo |||l oo ﬂﬂ@oﬂﬂﬁ,?dl
M= 4| = 0 = ! = W = = @ S|l o |ld | x| | £3 l
BB el winlelel DA TIE YLl e 8|88 5| 8|8 TR oo M=
Mg | ® (I A - I R ilis] SCaE
mﬁ& Nrojud%uovﬂa%,hcml TEl . N oo Mowﬁﬂgu%
5 S N  El D Q| Q| N = . R o
55 % 2322y TEPLETizs g e g Py

Sl o | S22 R NS o o N S oy o 3 = il o v
. 8 1< o | < | ™| Mo o T T = oo o — = o N
o mu Bl % | o T mL S D g w5 L.‘# S slalololB S| ol o > o 3= n:.% ons
H o S g A R ol = < | o O W XNEY

Q@ 0 Q_IOTZ,Al i_.h]_uoﬂ ,@ o) 17_.ﬂ1rhww1|o‘_|£

B w 2 A o 1_H o M B © S - B o= W oW

S @ 0 5 i 2o w3 Pl || x| 2|3 B AR

e o0 R TS TN of | o | o | R | ar| oo ot o B T o
[s) N m B Ll J umwu - o - o <l ol | [0 B BE o W X0
N U TR AR B P

TWT WX TN H

7tolA

L

~1(1999)1

7
30|

2 Yehlle

I



220 B AT R SHoGE(2007. 11.)

#, A= A4(GFD, FAAFEAFTE A5RMR) S 3 ¥ 4. 70 1 2o
JA7 Qlon] oF FolAE AR wae] gnAy = o Table 4. testing of staistical hypothesis result.
o] B Amo] $dal Aelchs AL 29T £5 £ | G| A
th BARCE fefgt FlolAlF-E AT 717edA] B OlSERATA-) IAPIE 1976 | 2202 | H=xje
HOo B 5 L B A= =20 XAV 5
H2 Bl Ee RA st JFed S AlARTaL ¢ R 1 000 - .
th webd P A S 93 A7 REE d AS BX3 A4
791 (2% 3)& AEH, 7ol AlF(Chi-square)& 22.592, OlEREE)MEd 0.198 | 0.852| 7R
M= (Degrees of freedom)= 17, p(0.163))0.050|2& O|2BAHZAI Y Ha|A 1087 | 2642 i
AF7PEE At e 2 AT 28 At 4 e -
i ) MHIAZEL) oI 1.043 | 1.98 | ey

22 5 g 2EA(1999), =871(2002)] 2Jshd o
A= A=(GFD, 8% A= AF(AGFD & 0.9018] AuEEE 1000 | - HE
1o 7P vsla, RMRE 0.07018ke]AM 0 MHIAZEISA 03 |2412|
oA WlesE wiEsitin stk wekd AZE A5

o ~ N N . M AZE- YT 019 |1693| 71z
GFI= 0.964, #39 AF= A5 AGFI(Adjusted
Coodness of Fit Index)E 0.924, RMRE 0.067& e} AT 1.000 - #HeY
v =Rl AR Aom vepi TR R 0.973 | 4566 | e

Chi-square=22.592(17 df)

7B B35S a1l 8% H 2l agEo
F4 29 9 374 95 82 o A7E AR
AWt tid Filo]l TTFESE el n¥Rls &%
QAT PaaRe RSl Hold olnl, olze] WEE
g poled 999 1 WMASS doluna Ao
B Q7o Az Wk 98 8slom ol88dEd
T2l 3. 2 Aol b|EES} FHx| o] TeAE el AulaFdY] @ fPom ERE
Fig 3. Nonstandard Estimate of Model A. AH oz e A o] o]2olx|A] &1 9l o] 83A
Z Aol Zor=E Ej =2 o]L Hlsl E-oam A]A~H
ol 4gel o897 BN APl BAe way  bo St Bl EE AU vl £ReA A
Zo] folabl Y vHE oz Uehtor maAmE ol-g e tigt TH A S =&AL sk FHO
=l 1o ST= = A= M=, NS 2 B 322 AFsn
= = = = p R = [$]
& chzmeh el feld 9 viE dlom vt T ﬂmfoq;@j;_ QokapE Tie) 2
& 2 0 \q»—-
o]Z Au|~ EA Qo) = o]g3A ZA golo] 1 =T e e i R e
ol AN G G MR CTEED B SR o, Aawd o897 $ adsh A% 89
2 el © 2 9gE v, A dawe 5 VL URE D00 BE BT
= od8kS _]_‘: Aom \%E]—"l“;]' EL}BW -Q—E]'OI }\.\ﬂio] =i ]—U—oﬂ '1’\: ]0‘\__0 mE ] 1 ]———FE [l
T oo= = A AT T Ao = Nl 1o ° 1o - —
ARl AFE o o] =) [ HlA~ ZA gol= = D]—jl_L‘\ﬂ——_-‘—Oﬂ E] B oc:)hg:’é D] ]‘C 7)'\]% 1/}'5};,;\\—4' =,
AR B3k o] At s 2 ade 3 DR E S REE S TR P
- - . e °X 9 AR
SR 58 AP §F F Pl oA B0 o
Alo] ol al= L olasdlAa =A o)L 7}3lA = g/ 7—|°] 91/516 T }‘13]—{\—%‘% _‘OJ_?‘ET;}-‘_— 1 O];ﬂ Lﬁloﬂ 5H 6]
o—/] ]o;q'_éoﬂﬂl\_ ]oLo =4 e9l= o§]‘ ]7]’\: i ‘}l——_ O]B_‘ﬁ =) 3010] X—]‘ﬂ .Q_E]-O] /\jJE_O/] 4 o
o p L LY \_x L R . S
WS Jshe o) vk B9 eI o b }f;fjo o e e o :j‘: o
B ¥ 72 1A B U B Afwa g9 o o PE SER BRSSP e A8
Wk B4, AR SloME syt AR A

N
1
22
o,
-
=3
Ho
1o,
)
4
i
o
)
ol
ﬂF
potk
e,
ofy
fo
ol
L



gl uH NG EEH F4 89 ¥ 1A wEo] #H AT - 294 EL FHOB - 221
Ao & JPHE JAle AR veth 5 1A Ao A AT wAde APEd o e 714
TS AlzE] o] g o] HeEdT e 29 AlEgd o =) exzaERld) vl ekl M & AH F st
& AR olo] w3 nsEFE o uAL gl nAe] wkeyt o) e, A A B PR 5 4
T 2L ooz froldt L nA= FoE Vel AIRNCE Egete] Apdsid AEE A F F Sloke A
ok AR, 01837 F4 29l olres AT HEld  olrt ¥z Bty uAel oigk FEE AU &
< QY=o Azl AT 714=e) Aol oF st glA] ghthe Zlo] 283 Zlog Hol, AuaF:A
ARG 22 P S dAlele AoRE JERGET, ot o sloiAe FolErs mEe] AMAECA AFE 4o
aFAEE P nAEQ] AjzE] Aldo] Eu Zud FE Aol Fesdlw, AE uEgow slo] 1S ogs)
QIEINS ARgBl 7] W] <A ETHE Aidor 3 1A thiz Devt JE Aotk & 1A gr AR
gl o Be L 7 Aok £ F Slok JlA, oA glofu zRlel S FEe] wAsta, e B4
Mu|2Ed 89ld] Slojde AEAe) ukeA e AdgEde & Bl mAd 2= AR Fs) ke Aol Fasit
U oA tigk 983 a4 S o Al ofa]  ulA, nANES Z ERl FHolu A, Al ow=g)
o} #AE Fol 71ZEl e, Aol weAED = e Yeomd] foldt IS PAkln gl ez v
< JFES PAete R et oA, F4 89 eyt dutdog AlTe) uAo AEES 10%%Y 5

SHEE FAFshe 22l
Heke stolor & Zlojth

A, W AR A o] 89 EER
JAETH nATZ o
], ol &7 F49 7% 3ol Be7 =
oo Ald A alFA Y HEkE o 2lske
oAM= 712 A dAle] ez Aol vis) A
st Aol 243 Aom Holn, ezl s
ol&4d W A diT wEel WS 3 e % S
Hlal giEes Helsirke Aol 283 Aom Ht
old A%, dAEAE uA Adug ditel FIE wd
T fla, wAsE gE T AHlzel el A#Ed 5 §l

[z ]

H

A Ho] 71 gsgd xRl A MHl 2~ Ads
&

U

N ko

g
T

Haspl f). wepd AFHow a4
APl o] Aagid. B4, o494
felge AdEgion Agdel 7148
47 3V 5ol AMIAE ABHAE S
A 923k wEoR welth S5 o)
WS o foEAE 2

sto] wASe] st Helapl d5zee] 7kt
2 stofof gt Eak HA 7] =9l

PPl =S 712ofof stk AA, AvaE

A A= 7Y
=

L F 349

Ao 74, A%

&

9] el oM 7P T8
Tl ZRAIZ g, AARE aA &
Alzrje] A1 8 ok gl
AL At aAe] e
FE 719 A

A B %

24 %

fljo

14
g
N
rr
S,
o

oo PNoo

&t
LY

30
o
T
ot
E
X
g
n‘.loll

o,
4
=

o

Q
P
ol

5t
A A=Y
o A ARL ATk Held B dA 2 oA

o

SHE TiAES] AH2s
H3d 29150] of® 7o
A, Alzgle] o8 29
Aol ATy 77 o=, T
Ta% L vAvE
E e 2 AEo=A
74 Well w2 & 5 3, o5 Fd 9

gL offt rl
o 2



222 EJ';E 74::}:1 ]:Eéﬁ‘!—‘El uI'HI)LwL (2007 11)

A o5& e F Ias AKBE Utk AR, AE~ (12) AL, ALSlHetAPE &, g@At, 1997.

e AEAo] Fas }D}~ A2S 49t} aev 48] (13) Baker, J., "The Role of the Environment in
Toll I 7R 9 Marketing Services: The Customer Perspective”,
o2 Ax 17 Chicago, AMA, 1987.

_ _IDJ'

3
B Ao me u#seEo] A P tde (14) Blake Ives & Jerry Learmonth, “The customer

2 3137 wjiol] F ZAPASE QY Algo] FH2E service life cycle: Looking through the
of wlg| oz ojojx] & 50t o)/delzke Helth customer’s eyes’, http://www.cox.smu.edu

ojg IHMl o] §IEE 2w 24T F ' $¥o]  (15) Hoffman. D. L. & Novak.. T. P., "Measuring
71 wiel] AR QQlY] o] &8H FA QQlo] AH| the  Customer Experience in  Online
2 24891 Bt ¥ 2 932 nRa gle e wd Environments : A  Structural Modeling
o AR dAPelAle T2 HYE He A3 By 2 Approach”, Marketing Science, Vol. 19, No. 1,

71 gk AFE Ag P ot 2000, pp. 22 ~42.

(16) Howard. J. A. & Sheth. J. N., The Theory
of Buyer Behavior, New York : John Wiley &
Sons, Inc. 1979, pp. 10~35.

(17) Jarvenpaa, S. L. & Todd. P. A., "Consumer
Reaction to Electronic Shopping on the WWW’,

International Journal of Electronic Commerce,

75 ALY gl AlexAte 3 A~gl .

(2 e SL; 4 }O‘;X T j?_m:ﬂeﬂf ?”]j Vol. 1, No. 2, (winter, 1997). pp. 59~88.
OlA s 7} Al & [e=ke1 gl
SPragel dsk was A7, A9HAT A 288 19y e J) M. Gryna, F. M. and Bingham, R.
Al 2%, 1999. S.. “Quality Control Handbook, 3rd ed,

A QY agE o] & Qolo #3t o .
(3] e, <TEl howel 99 o & McGraw-Hill Inc, New York, 1974.

[19]) Kotler, P., "marketing Management,” 7th ed.,

p. 57. Prentice-Hill International Edition, New
(4) =371, 94 2000 &83 5AF 24, 34

I, Jersey.

A, 2000. (20) Oliver, R. L., "A Cognitive Model of the

Antecedents and Consequences of Satisfaction
s A, Decisions,” Journal of Marketing, Vol. 17,
. e

28, HARARF 29I, 2006, (November, 1980), pp. 460 ~469.

“olElyl e T @ Aw ,

;'L ; M :ﬂi] %:o“ o 17 (21) Parasurman, A., Zeithaml, V. A., and Berry,
bkE go sl o " ok ” . :
“; el T BRS * DB, 1998. L. L., "A Conceptual Model of Service Quality

?]Té tﬂ—i-iﬂlx}tﬁﬂ AR el At A, and Its Implications for Future Research,”
- ijfleij&ﬂﬂﬁii T — Journal of Marketing. Vol. 49, Fall. 1985,

rCon’lputer \‘}—V‘orldj‘_ 1997 9 e (22] Parasurinan, A., Zeithaml, V. A., and Berry,

T L. L., "A Multiple-item Scale for Measuring

[9) 947, T AggBe - RADE(CS)S FD 7}
%%, , Mg, FEEIAE, 1998, pp. 89~90.
[10) A9, "Ve&B B FARAT o] 3o Bt

2 L vetel whpsts] =%, 2000,
(1) A2%, “g24 Avlzs 97 2 Aulz a9 v
A7\ek st wet

Consumer Perceptions of Service Quality,”
Journal of Retailing, 64, 1,, 1988.

(23) Parasurman, A., Zeithaml, V. A., and Berry,
L. L., "The Behavioral Consequences of
Service Quality’, Journal of Marketing,
April, 1996.



N X A4

oM E R
ASNCTR IV
5 AE w
B X ®F
oo R
AT
CaN
. = =
w B
o~ l ¢
U
Bs 8 g
N N N

O

\=

1,
Aol AR,

HA]

O
4,



