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The Relationships among Repurchase Intention, Satisfaction,
Trust, and Web Site Usability in Internet Shopping Malls
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Abstract

The purpose of this study is to examine the effect of Web site usability on trust, satisfaction, and
repurchase intention in Internet shopping malls. The Web site usability construct consists of the factors
such as contents, ease of use, navigation, and interactivity. In order to accomplish the purpose of this
study, a research model was established and it suggests that the Web site usability, through the
mediation of trust and satisfaction, eventually affect the repurchase intention of online customers in
Internet shopping malls. The results of the study show that Web site usability has statistically significant
effect on the repurchase intention of online customers and this effect is mediated by satisfaction. This
research confirms the importance of usability construct in designing Web sites and understanding the use

of Web sites. Implications of these findings are discussed for researchers and practitioners.

» Keyword : HAIO|E ARRA(Web site Usability), AI2|(Trust), BH5(Satisfaction), X720 2|=(Repurchase
Intention), QIE{HIAEE=(Internet Shopping Mall)
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27 Pl BAL 93
A AEd2ZAM W(Web)& AEsta lth(Subramaniam
2000). #HZ BAA A=l oJshd 2007d 59
JEYLDE Ad TR 12 2888edoR AIEA(]
Z1,13499) oiv] 15.8% 71 Aoz Yt ol
o AL Aike Iule] AR Beta AR
Aol A&A o2 Asta Jes HoFe oot
ojF % AAIAIIt FEe] st dHYlE B F
TV &L Hataat ske 71del Al SkeEAl AL
o|Ex ARl 7|9AGAEY SR e a glom,
o]2 olg] WARIE ALEA (Web site usability)ol that &
Aol :z% 1 9lt}. Flavian 5(2006)< <1EYle] ZA14
G MAe dEFgY wiel wEo} SRS 2L AT
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EApA BHAA =3, ol et ARARPE GA o
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£ e H el uig Fa3 92 s €2 9
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S AlzEl TARIA - F23 Zidolth(Lee,
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3(Chen & Macredie, 2005), E% A&, AH|Zz, 52 Al2H
o] duh} AREA} FstAQIZEe HHE ANdoR Aot
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24€ 9571 ARt (Nielsen, 2000). Nielsen(1996)
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Folmg & A nelskA &gkt E AT o
I AL AYAT AHE vEoRE SKIo|E A4 aRloR
Fel=(Agarwal and Venkatesh, 2002: Benbunan-Fich,
2001: Palmer, 2002; Scharl and Bauer, 1999), 4l¥]
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2Rl IANE G mAE eflew JEgth
Devaraj 5(2002)& APATFE T3l & A7 221 A
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Venkatesh, 2002: Benbunan-Fich, 2001: Flavian et
al., 2006; Palmer, 2002), 413, Al o=
(Gefen et al., 2003; ¥/t &, 2005 =34H F,
2004; ¥4, 2003; 4%, 2000) #H ATFEIES
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Fig. 1 Research Model
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= AFA AV das sk k(2004 1
AEo] AT oo F(+)9] FF2 L AFHA
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Table 2 Operational Definitions and Measurement for
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Ble Uig, S A | -4)
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N 3= . _
appoy | M1 | R ct EORZ | S Eé%bu§§g1
Fl 0| o zs (O 2000
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Bauer, 1999
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o | OHHIZAT fAjolE2} | (int1-
T dsEEsie Nz | 3)

+ Agarwal and
ASAP L Ag Lhast sae Venkatesh,
Olg | AlOIES] QIE{moA (ecc)’u_% 2002
20/ | AISHE el &5E &) - Venkatesh
T U I and Ramesh,
2006
17| ClELInEES sae | Gefen et al.,
I 5l & ofe | 2T
ap | EmeE S gts | ST 2003
TEtEol 30|+ 2 ) - Javenpaa et
dqz al., 2000
20| QEhmES| | - Devaraj et
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il (sat1 )
ols TRl i 3) - Flavian et
T al., 2006
kL]
QIEAEZ0IA Ja2 +Davis et al.,
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41 REAT o BAjuny
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I 3 el QTEAEH £ olgl $<7)=0.052, GFI(0.9°1% $<7)=0.94, AGFI
Table 3 Demographics (0.891F $4)=0.91, NFI(0.991%F $<%)=0.92, NNFI
By e uE | we | =4 | 7wz ue (0913 %%“r):o 95, CFI(0.9°1% $)=0.96 &%
[2R= e AR AI|FS ukEsle] B
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=S a0t | 17 [6.14% | x| GoEt [135]2761% | O0.7ET #A WEpdor, *‘EFJ e SA BEE
SOIEH 1 1036% | o |2E@3 | 67 | 13.70% 2HZgk(average variance extracted: AVE)e] 7% 3
A 277 100% | S [d&shop | 47 | 9.61% oo . N -
é‘Vé 221 79.79% DTElltl—“l CJmall 21 4.29% ;d 7]_\5 ]?l 05-‘5“—‘:}' :ﬂ] ‘/}EP/}' T O‘_ﬂ_?—oﬂ}ﬂ A]"g‘% é%)
Aot | 1 ] 0.36% | o | Yes24 | 14 | 2.86% FEEo] T ATHFE P = YA Fetn
= | 2™l | 53 [19.13% | .o | e | 13 | 2.66% 51 o]
== [ 2 [ 072% E)Zﬁ GSeshop| 11 | 2.25% st 4= 1t} (Hair fet al., 2006). , ]
| 277 | 100% S | Hmall | 5 | 1.02% of7ldl] AEuksl Y9 (Cronbach’s a)AFE ]85}
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A 489 | 100%
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Fig. 2 Results for Second order factor analysis
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Table 4 Confirmatory analysis of reliability and validity

%91 NFHE oA A, E AolN BE ek 2
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o7 | &Y | 2R | BF 4 24 |Cronba
we | 82 ws | ex | W | NEE | 259 chsa
usal | 0.60 |0.28| 9.21
'iff use2 | 063|015 88 0.811 | 0.592 | 0.650
84 | usa3 | 0.60 |0.35| 9.18
usad | 0.47 |0.45 | 10.16
tr1 | 0.76 |0.24| 6.86
A2 | w2 | 071 [0.31| 802 | 0.826 | 0.700 | 0.726
tr4 | 0.62 |0.37| 9.25
satl | 0.80 |0.22| 6.87
8% | sat2 | 0.70 |0.29| 870 | 0.864 | 0.779 | 0.773
sat3 | 0.72 [0.26 | 8.51
ir | 0.87 0.15 | 5.67
KEE”H ir2 | 0.90 012 | 4.65 | 0.829 | 0.756 | 0.759
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BHE  2xFFADd 1.00]  EIHA 4n

(Anderson and Gerbing, 1988), vAVE Fko] A&:A
Hty 2 Aoz YelH(Fornell and Larcker, 1981)
AA7dE3te] HEFA (discriminant validity)e] &1

=30t

B b AN Amkbiel ERHEICHY
Table 5 Correlations and AVE
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Fig. 3 LISREL Analysis for Research Model
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Table 6 Summary of Findings
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