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Measuring and Assessing Internet Service Quality at U.S. Public Libraries
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ABSTRACT

As the Internet connections and services at U.S. public libraries have increased dramatically since
1990s, defining, assessing and measuring quality of these new electronic services have become a
critical issue, This research was a study designed to identify key dimensions of Internet service
quality at public libraries by providing a systematic framework for measuring and assessing the
quality of Internet services. The study used modified SERVQUAL and SERVPERF instruments
which have been widely used service quality measurement in business marketing areas and
LibQUAL+ model which are widely adopted service quality measurement instrument in most of
the academic libraries in U.S.
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S
TABEE 2Rl FaEA) 282 Hlo)E
o] A mA kY] Az AE ug W AT
2L =AE ol o8 3k Al A&
A€l AA(Internet Workstations) 5%
&t e- MEIAE AlFsket] 54T EEe A
3 gt} v AR #el=2] (The National
Commission on Library and Information
Science) &4 ¥4 A5 w29 5w I
EAHES] e HE AH| 2 (Internet con-
nectivity) + 1994 dell= 209% 9 EFste
7o) 3y 2ol 1997 dell=72.3% & Z7}=9
o (Bertot & McClure 1998), 1998+
A 15,718 FFeATe o= 2ARE 4
ZH(Bertot & McClure 2000) 83.6%, 18]
2000990+ 95.7% 9] Z=ATNA QB He:
AMB|2Tt AlgEe] 2 ZoE BEArt. E=3
Bertot 9} McClure2] 20021 A &4 A3}
o ek 200234 98.7% ] FFEA
Al J& MuAE ST 53] 1L F
o) Hl&o] 40%7} de FE3EARE 4
100% 7} A8l HE MuaE AT
E UEsT

gt v FEEAdelAe] AEHE
HIES | ES Au)2e 379 Fo 9
Aol AshA] 71l HR=H (McClure et
al, 2002) "=AF Auls B 7)e A e
(LSTA: Library Services and Technology
Act) o] L sfife]] “E-Rate” Z1¥]3 “Bill

g

9

Re

T
B

>}l-‘or
ol ¢

and Melinda Gates Foundation ] #|¢"¢]
olof] sYFHTE, AT AU B 7| id H
BH(LSTA)-Z 1996 Wy “waad g &
A3 AE)2 HE "(the Museum and Library
Services Act) ¢ ¥8= v $250 million
o] AYFE TS VEYA 7|& NEe 98
AL FARSHITHEE M#E oItk "E-Rate”
1996 A% Telecommunication Act(P.L.
104-104) 1 &A% Aoz v A A7t
St T Ao JAEY AAS 9w

L A 5o AAE stk HE ol B
Alo|ES} T1e] K191 LT} Alo|Eq| 2f3) &
¢¥ “Bill and Melinda Gates Foundation”
2 199795 E AlRHE 2P0 NN A
HollAl AFHE o8 F U=F okt =4

IS AR FFEAB FEE AT

(

O

S e AHE RS o EA Ao YXE
oA FE F YT e AH|AERE o]F0]
205 BEE skt UTH ol XA
HEAQ o7} Hof £ Ao FFAd] <lE
dlo] AA4E AFEE AAste] TAH 0]8)
7F ZA A QIEYl MXE & 5 JEF s}
= el =18 o) (Internet Workstation)
S Ll Eati =g

SEAIRE FE A B Bl Y E o) 9]
AR Au| 27 At 0] |7k 543] 3
3 g whel vl FEEAE EST FA A
B 5 9 (McClure, Bertot, & Zweizig 1994:
Bertot, McClure & Zweizig 1996: Bertot
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McClure & Fletcher 1997: Bertot and
McClure 1998, 1999, 2000: Bertot, Mc-
Clure & Ryan 2001) ¥4 ZAE AEs] 2
Ak AT 9]t AFE2 1E A
28] YA o)1 7j=AR] Q4R FHS T
odslom Azt Bl Au| 28] G40
o]&=}E2] QlEYl Au|2d] g BT T

AP F ) B9 QA7) vjerte 3

o] Hlngoiq_
olg| &t EAHd Al B AFdAE= 2
FA ) Qe ME): B3] mAF o] A

A8 AHYl fE AFEE AHEShE O]E“X]'—é
o] A8 A (service quality) 7 &

A2 YR (user satisfaction) 283 /ﬂ
Z~ #]H ¥ (service referral) ¥ Az d#4
o thele] FAHCE AFE stalAl st

.EI

I 2 3¢ =4

i oﬂ:rLl: u]qﬂEl l:r'.oH EHJ.;GO] /\131/\ E;d
%7} 10l SERVQUALY Y3} SERVPERF
e B A sl = Rl O B Lo B g
WHo g AMEE LibQUAL+ Rdg 718
o202 ato] FFEAT QAEHl A A FE
Hq7F BdS fiero 24 FF TAHe] e
Yl Ao thel ofsf o} H7ME LA SFATE
B 8 B4 A g9 o] 7R
TFEE A

_|_4

4 101, s3=A#e AUl Al &
A #7)e] 9 tdlA (key dimensions) S 9!
Bl o] @2} A A FElA Fopbd o EH
o] 84} SHA B Bl AB|AS] T8 F
Z 37k 821g Wit

MA@ JAEd AU A FE o] g A+ 269

=7 2(02), vz #42
H| 2 o] §21e] S s &
g3 & 5 e AL F2 97 oA (di-
mension) & Zroldth

2 3(03), o]gAe] AMus Hrht AF
SRR Q1 BAIEH WS (demographic va-
riables) S QNEYl AR AF W Fo] ©]
AR AU MR (F4] 3-1) H AHI g
HE(service referral) (Z4 3-2)3 A5
& WAL deAS AE %é}‘ﬂr.

224 4(04), ol8Ae] AH|A TR} AfH]

2 217 ¥ (service referral) 3 0}351 A A

A olE A
]“]:ﬂ 7]—21— = Oﬂﬁ]:

7t YEAE FH,
2 AW AT
2.1 M2 ol Ho)

A2 FAe R Q) Shae et
2 73} sl glo) Aol Agte) 1
ol%ﬁb el FA9) Eie] ARHoR

W a7l v o2 e Pl 494
ol )2 AFAG LA ol FolAE A
B2 2 B2 TR o) felHgtt, A
3] zk A Roje] AT FA Aol
EAAOE AgD 4 gl A 129 9
oV s e B i) 92 g
Yl (dimension) & 2487 Yl s
tort Bl F4se oz £ 2
HFole= v Aolfe] olsitHeg., Sasser,
Olsen & Wyckoff 1978: Gronroos 1982:

Lovelock 1983: Parasuraman, Zeithaml &
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Berry 1985, 1988, 1994: Cronin & Taylor
1992: Brown, Churchill & Peter 1993:

Parasuraman & Grewal 2000).

2.2 SERVQUAL =%

Parasuraman 3 19] =5 9749
4 Bl tist Aolg JAo] AH| 2o that
o] 7)hsl= 7|t ¥ (Expected Service)
o} 3] MB|AE AlF W F X|7kehk= <l
A A8]2~(Perceived Service) 2] zpo]olz}
I RS (AR FE (SQy = A A]
H 2 (PS) - 71t AHI= CES)) ©&¢] A1H]
2 FAd| ek X9 7 (Gap) o8l ZAs
o 7 H SERVQUAL (Parasuraman et al.
1988) HFOo= Xu|x 4 w7} RO 2= 7}
Zay] ARSE B9 syt Holsith

SERVQUAL oIA= ol 714 AEl= =
A gt Gk nH = FL2 udlA (dimen-
sions) ©] Fftﬂﬂoi g, AA= 2FA(Relia-
bility) 22 M) Al FA7} LA k&3

AEE AT, Do) THES e B

e

&S B4+ 24 (Responsiveness) 02 I
g FIL &S AB|AE AlFshltke A
£, A= FA1A(Assurance) 0.2 A2 A
A HEA A4t ol F A Bt
e T+ 58S, WA= 5747 (Empathy)
o8 I MBAQ HFA WHE sk
H=E, tHAlE +824(Tangibles) 22 &
A A, e, A" Tea BA AAY &
HE Yeplisd o1& e vl 5 2270
o AN FA AR %%—E FAEAT. o

¢k SERVQUAL X3ellAe] = 227 =52

i L Ea

A= 7Sk Al QLS
s wEsle] YagoRA 5
A E o] Z]—/HQOj\q_

k2t Z4817] $
“ne Fgo=

2.3 SERVPERF =¥

SERVQUAL RE&e] Hyo] 2/dspeHA
SERVQUAL X3 tjwld(dimensions)$] E
Hsjol] 3k EAFol A o]Ee] KIS AF
sk gEel el ARkt Churchill
1979; Carmen 1990: Barbakus & Boller
1992: Cronin & Taylor 1992: Teas 1994
Peter, Churchill & Brown 1994: Van
Dyke, Kappelman & Prybutok 1997).
Peter, Churchill & Brown(1993)¢] -l
M A 0|2 Algsle =Xo] KAy

R A, Cronin # Taylor(1992)+= L
o] Aol AME|x A T E S
Ao] mlg- X5ek Y9l A= ol o
Fo A ZAME 23, Pest Control, AlgY, 7F
ol #4H 5 A7 el AH|s o) gA AR
ZAL st g QIAH AH) A vhe $45}
7ol SERVQUAL ol F4shs Aulx
28] Q1A AJEIZ=s) 7 AE12=S) Fol 3ol
so) Al FRE WEE A BT OS
gk 7Pt ArkE Z2lo] Y45H3IT. Cronin
Taylore= 719 A+ 271992, 1994)011
A8k SERVPERF 2H= A2 AH)
Jg }Ui’ﬂo ANEFeF = SERVQUALJ
N FFOZ FAE o] Y= QIR AlH]
ThE SO EA(S, AR FE Q) =
AU~ A3t (Performance)), SERVQUAL
3ol vlsl AN 7hislE AE A R0

& K r1r

0o

mN

Wm
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AA =HATE olEH A AT AME T
oF SRR Teas(1994) 9] A+E & F Jed
o] A= SERVQUAL & A F
8 AR A=A} AR SERVQUAL
oA Fsl= o] AH|lL V|

TQIA ] B ARl el Aot 9l
H

2.4 LioQUAL+ 2%

1990 dthal Hol EWA AR Fofe]
s 7Hle SERVQUALS 583 A+&
o] &3] XPw7] Alzksllom o e =
Mg FHOE A F2 F7i) tig 7
k=7 AlRYeRTE (Hebert 1993:  Nitecki
1995: White & Abels 1995: Hernon &
Calvert 1996: Hernon & Altman 1998:
Hernon & Whitman 2001; Nitecki &
Hernon 2000). 7L = 7P F52 o)Fd
AE7t w= MBS (Association of
Research Libraries: ARL) ¢} Texas A &
M wigte] 35 7"l o8l 7iEE(Cook
& Thompson 2000, 2001: Cook, Heath &
Thompson 2001, 2002: Cook & Heath
2001) =AF AE2 F2 37F 2320 Lib-
QUAL+ oJgal 8 & 9t} Cook 3 Thomp-
sono] F5o] ¥ o] AFHE SERVQUAL
RS Ao sl o Ae] AFH A+

(quantitative research) $} 444 A (quali-

_

tative research) & AA = # AH| 2 F
A k| q3eiesE WEAZl LibQUALA+

s MEeIRT. thd] 71 =4 AfH]
=2 771 A (dimensions) & 28It
= SERVQUALS] AAM4 ol s
H+= F7P (Empathy ), ™24 (Responsive-
ness), A Assurance), AEA(Reliability)
o] 47K TS FekeE Al wiE (Ser-
vice Affect)ol™, AT Z=A#Y M
(Library as Place) 2= SERVQUAL 9 &
A oAl A (Tangibles) & EA1Z1 7o),
A= A& (Personal Control) 22 ©]8-2}
NAl Folxl =ATH MuAE el 24T F
A= AL s ekl YRR JEHIA
(Information Access) > =A1#e] JEE 3
ok =] =l A de Aol sk A
< AAstaL Stk

SEARE TS o] M)~ FH UL &
233t HAR Aol vl T3 mAd X1 AE|
2 FARY A AATEA tha FRIgen
E983] FaAae] eyl Mu)x 2 37t

o] AT Al ob7hA Bo} & 57} it

[<nlY

PRV

3. 7 "

31 g+ 23 MY

B A7 ATEEE SERVQUAL, SER-
VPERF, 187 LibQUAL+ 9] 83 &
2 NEEAY. AAZ Parasuraman 3 7L
=5 A3AEY o) HEE SERVQUALY
574 2 AR vl (A, ded, 4
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>

d, A, 940 B AT wRe 71 )
do Aelgrt 4 SERVQUAL X9
S mlgko 2 o] 1990 e |A 1)
o s ge] F4 9t SR FdE) A
E 7 = LibQUAL+ &4 57} ®de] 27}
A vl ABAEIA (Information Access)
W 254 (Personal Control) = F71gHo 24
T7IA TS F4l0 R d E 2909 AN A
7 o] FAEI, o)t AN AR EE
o] RS SERVQUALCIY LibQUAL+
o] AR FES HHAIZ Aol o 19
TE EAE ol gAY FEEAT Y
AE|2s @ ARxET] QB 18] vt
A3 AFEA Vet AE HEEo] AR
F7FEATH " 1 2.

ST A7 SANYo 2= SERVQUAL
olale] (AH)Z FAH(SQ) = A AHIZA(PS)
- 710 AHEIA(ES) YERe 54 WA mEXA
%3 vAIE G FopllA FE i) e
£ FFE o|FX I SERVPERF ¢ (AH]
2 EA(SQ) =482 AP (Perfor mance) »
2= 34 Wl st ARES et
SERVQUAL w4l SERVPERFE o] &3t
T8 89% vt 2ok A, SERVQUAL
= @] SERVPERF EFoAE= A8 2}
8HEo| HEO & Zo] Evi= Ho| AE SHAM
A 2R HH G Aol ol f o, 4, &
TEA ] o8k WEEA S 2 o
3 o]8x} & TR 9JorE SERVQUAL
ofAle] "7 AE]AT e} RIA| AHIATE FA
of AES A BAlQ Ao|HE Azsi
TEE AL F ke S A &L, Al

hng
A, AAE AEAE ZAsE= A WOTE A

R T

HlA FF FAo] Rt vHAlY SRE
2](Cronin & Taylor 1992: Teas 1993:
Churchill and Peter 1994) =gdl] E&jghc}

= OHFlM AT,

3.2 o7 oY S oo +F

B ATFE AT B AH| A o]E-
ALe] Au| 2 F2 HrhE AR ek vls
A A V) 2 FEEATE] El
A2 o] 8AHE o R 20039 29 24U
B 20039 39 24 G7HA) S AREAE A
A|FOE ZFHAY AT 717 T Ul 29 &
AT 217 AU (8 TA S T S 4047
o)) ekl A (bias)a =0l7| flst
o QEYl Az o)A A AAE vl BE
o] gAA| Aol gk TE T3 vk Aw
o F&I5t o] A Sk Auk AFE LALE A
st SaH AEA T ZXE 7de i AY
Skl 27)ate] Aol 274A] 7 EA
AEAE Ae F 38659 AE A A3t
A FAEHATHE 1 X)), Y tope] ¢
T WAl 98P (Parasuraman et al. 1998)
FEA7)7Hsample size) 200/E €& A%
A AF7F BHsE ¢ il B o
ol& Mo R FA B4 AAshkE Ale] §F
sttty s E ATk

AT W FFEAHY Y 7152 AEs
F12] Q171 15,000 oVl FFolt td ¥
TEATE(250,000+) 71Fo R diom, 4
ol 671 ool Al YAH o o] AR5
o] & ZATS AEiint Egk 7 29 &

e

&
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49 gdaA
SERVQUAL =}

LibQUAL+ ol A €]
7744 YA
3374 o1
NN
R o

FFENB
Aq¥z F4
QB AE 2
SQ=SP

P WA o) EA S A0 2RE U
ofit 97 X9 TAAS Bgho 2N T4
o F-g FIF FEAZIHIL SGITh Hgk A
2 Aqe] FRIEe] tofst QEoE FAE =
A Adaaist, dE &0 Eﬂﬂ AE

2 =A% BE Hispanic o847} %}% HOE
197 =A% G= White/Caucasian - 8417}
B Lo g T1ET EAE DE ofe] Qo) W

ZA 4HE AFog Aesiint. AeH A
T ZF T YAIEE mAjEe] Y- o) 8Ae] th
57t =% A homeless) S|+t L o+

o187
ATEASY W
B8, A%, A%, BF

(03-1) o] &3

Aol BEE

03
¢o4

(03-2) o] &7
Al 274

QA AHg AY MF
Qe AL A,
QE Y ol Fat A,

QAEY AL 5

EAT 24 =22 93 W54 (homeless
shelter) 7} AA= o] ARA7] wFo| ALt

3.3 Hlofe =M &Y

A+ 54 101y m‘:/ﬂl 2l Eﬁ“ A
v 2o FARINE A%

sions) & B8k AelSl=d o1& -‘%ISH vl
tle] F3exldela 8% 298] AEA
o tigk F 386709 A SRS BAA AT
X(Exploratory Factor Analysis) 2 %3}
Hzsidrk

U{H
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CE 1) ME A SEAR Z2Z(SF = 386)

i T %
A Male 257 66.6%
Female 124 321%
No Response 5 13%
A Grade School 6 16%
High School 50 13.0%
Trade/Technical school 34 8.8%
Some college 117 30.3%
College graduate 121 31.3%
Graduate school 53 13.7%
No Response 2 2.6%
a4 18-24 72 18.7%
25-34 108 28.0%
35-44 86 22.3%
45-54 71 184%
55-64 34 8.8%
5+ 10 26%
No Response 5 13%
P White/Caucasian 279 72.3%
Black/African American 54 14.0%
American Indian/Aleut/Eskimo 8 21%
Hispanic 10 2.6%
Asian/Pacific islander 19 49%
Otaer 12 32%
No Response 4 10%
HE 97T Y Less than $10,000 £9 175%
$10,000 to $19,999 56 145%
$20,000 to $29,999 57 14.8%
$30,000 to $39,999 70 181%
$40,000 to $49,999 31 8%
$50,000 to $59,999 22 5.7%
$60,000 to $69,999 21 54%
$70,000 to $99,999 24 6.2%
More than $100,000 12 31%
No Response 24 6.2%
A A Employed full time 170 44.0%
Employed part time 66 17.1%
Unemployed 79 205%
Retired 31 8.0%
Otaer 32 8.1%
No Response 8 21%

(A7 B4 2(02)) = e ED P 2
B AL o84S SRS el 7}

R =]

e}

—

¢

o

P2 ggEe F 5 Qe ANs FE W)

[*]

WX (dimension) & ZhyE Zo)3om

15 Slstole= AFAGAA AAE 7784 AH]

4 W7 A F 7HE S8 A7
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= HiAds ddshe 32 71eEA A
3] (descriptive statistics) #2413tk

(A7 54 3(03) )= 3= Qe A
H| 2 o] gzpe] Au|x 2 7E vl 2 A
# SHAE Q1 SAIHY W9 (demographic
variables) 2= €Y AR AY WS (In-
ternet use variables) &°| ¢|-8xe] AH]x
TR (satisfaction) (03-1) 2 AH|2 29
Y(service referral) (03-2) 3 A% A% #
AZE JEA] ARE Ss= A0RE ARA
o $HE AF T3] FHES IARHH
ANOVAE o&3 #4028 AEsSict

(AT JH 4(04) )&= o] 8Ae] AH| 2 vt
27t Mu) 2 219 (service referral) 3 A
T Af AL I=AE S5k Aeldetl
vloj=2] A=A (Pearson’s Coefficient of
Correlation) & Fsta] #4319t

£ A7 AE 4= AT B Ags

SPSS 11.0 =273 A3t

4 &

1

At

4132 s 2

—— A

0l

T2 YA AFE v A (Ex-

ploratory Factor Analysis) 2 ©]£-3l%3+=t

ol& 93 FAE £ (principal component
analysis) ¥ Kaiser A58 Kaiser normali-
zation) & &3 TAEUSA (varimax rota-
tion) & o9 A AFS A3 F 474 vl
Ao FEAULE ol AR AT HFHoA A
Al F9E 297) eEo g FAHE 7 /1A gulA

(AE, A&7, g, 3373, 734, BR
A, A7) I A7t e F20 748
o2 FTAHE 47K tulde] B
4 Ze|ATHIE 2 2. o1 4 A3t
1 4714 QIEul Au s F4 97}t
1) Aul~ ol (Service Affect) , 2)-3A
(Tangibles), 3)A-&4d (Personal Control),
97 = AES AR tioHd(Printing/
Downloading) ©.& 738ttt ©l2g 4714
oA = Fak(total variance) 73.74% %
ArE S B ot 791 B34 (convergent
validity) 2 38 %4 (discriminant validity)
18] Cronbach’s alpha &4 A2 AR
AZo A8 (Cronbach o = 0.70 ~ 0.97)
P5H At AF e A Aol e 47}
A AR e A Ak G 29 HERt SlTt,
AR A2 wlE (Service Affect) WA
= 1071 355 Z3hatal et =AM A4
o] AH) Frafol] Qlofa] o] AR vl skl V]
ARAAA HAE Bol= AH|2E Algah= A
I AE ) e = Qe AlH A T AL o
SA7F GA HIE F AN ol8Ae] d8E
olagh= AH| A 5] FHo] 2T =X
A (Tangibles) TS 4714 8 08
A== JNEYl YAz H ol Al e A
oA, 8 A, AN 5 gEo
9Tt ARl A4 (Personal Control) T
wA A 47H] gFEo] ZE T A
A JNEYl F& HFEE o84t ARshe
WA A ] A =gE TIP3l AHA
A& 52 T FRoR FAHUT Ul
A ZAES} e tied Yl F 27t

[*]
A gEoR AL ol BRE FFE

bl
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OB Ml BT T Ol

P g 4r Cr;g}kl):lch Component
1 2 3 4

Q21 | Deal in caring fashion 97 869 206 186 091
Q18 | Be courteous 869 127 157 014
Q17 | Comfortable asking help 859 203 183 126
Q22 | User’s best interest at heart 816 248 233 125
Q16 | Instill confidence 812 243 207 165
Q19 | Knowledge to answer questions 797 227 232 199
Q15 | Respond to users questions 756 148 334 058
Q14 | Willingness to help 753 112 426 137
Q20 | Give individual attention 744 211 290 164
Q23 | Understand users needs 725 309 172 236
2 | Visually appealing facilities 79 302 789 170 087
Q3 | Comfortable/inviting location 275 758 156 249
Q1 | Modern looking equipment 168 693 277 050
Q4 | Clear signs directing to workstation 129 671 186 104
Q29 | Search tools to work independently 85 284 .383 J07 040
Q27 | Provide complete search results 317 282 704 212
Q28 | Website to locate info on their own 372 362 700 114
Q13 | Prompt service 358 151 648 280
Q8 | Printing/downloading options 70 079 250 108 870
Q7 | Convenient/inexpensive printing 316 080 245 744
7t ORlde] Adsks B4 % & B4 73.74%) Sl 1511 13.96 8.71

2% . Extraction Method: Principal Component Analysis

Rotation Method: Varimax with Kaiser Normalization

A AE ARA SR QIS Bl Aol £
R FEIAR W HE A 2 ol
T4 717P TP B ol gAEe] g Eolof
iy .i ;q;ﬂzﬂ- /\131/\ .Lﬂ7]— ?51—%0]9}14.

3} 7(494.% 14_
2(1- ¥ = OW °—‘—°—: 7- - F23) W)

Akl Avgsiath o)E 93k $4 o8 Ve
EAZE (descriptive statistics) ©]-&33+H|
1 A3} 2823 (Personal Control) ©] 7F &
83 AR VERRY. AR HA (In-
formation Access) ©] A o]8A} Tl
B T UUdoR AFEATHGE 3 ) .
tole] 4] Al A Vel
L A AL 71701 gk Foh AT tide] |
Ul o] FFEAAES ol8AEe] QlEU
AAZH o) AE ot e HAT vE
T A A AS7EA QY A o)
SAES WS SHACRE AUl ARESh

A= 2.
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ANE 7 744 gad =23 4 744 gua
94 ® Al
A (10
RELRE)
[e)
4 @) £94 @
F04 (4)
224 ) SALEY
ARHZA (3)
ZYES} AF
e @) o e (2)
(B2 B Q9] SRhe 7 US98 352 A7) o] ke e A 7 7B e
N 529 4 7R gade) T8 9B A2 Q9T
(32! 2) S3EMBF ClIEUl MH|A Z& 28 C|HIMe| 2|
A& FoNT EAHE Fholt AR ARA 9 = o7t 25 dojydt) Tk iy TA)#Ee
T8-S Woloptk oYl MAE AEE = 9l A5 sl A1 el FE o] 8- A A
= A7 e Aede] WA 7ro] 1-2A17k0 2 A Ee] SIle=d il 9l
o & Zo] 2lEylo] AAH HFEE AML3t Yl AR 5 ZA|- ol Fio] Sle A4S oF
7] 93t o) 8AELE TAIE QR A= ) Bl 237K 7R A QoA dES
Sz 2xj% AP AN NEES iR alok Bz A9 BhRolAT. 18 Aol
F Hlol3lE= IHYl AL AFE HIE ) Aol b o84S AL AAY Al ¢l
A W F A=l o8 EElE A7 o|A] 7tk of dl= A9t A Yo 2
o= Hlo]Ql= AFE7} =l Belal oF 2 A9 T ZIuRlE B9 o]8Ake] <l
) dl=e] Ao viAY g §le & Bl Xé% o] g Al7to]l ApA AHESHH A

AR AHIEE WA FE S5 A4 7Ive

MRS

Aok sk B Al
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AA(EA 3-1), FF=AT B A
ol gAke] AE|A FH Bt oA B AR SR
2k9] QI+ BAIEA W4 (demographic varia-
bles) S QNEYl ALS- 7% H(Internet use
variables) o] o] 8-z} AH| A TEL o} AF
T AT WAL kA ARE FAE] Sl
o] 3 HEA (linear regression) 2 ANOVA
E o83 4% SiSivh 1L At 474 AEl

&
FQ ZFd tulA F A2 w9 (Service

Affect) “A-&A (Personal Control) ©] ©]&
e I I i =i A RS i
o2 Ugtor (R* = 65.7%: p < 0.0001)
3 Q1Y 082k QIEYl ARG 5 (Inter-
net Expertise), QNE/Hl AR 3 Q8] o]
& 7 A - o B3k o] 8te] TS
o 7I8sk #A7E Aol BEATh kA
T SA B o)A T o
O UERTHE 4 Fx).

Al ARE- S B I o] A=t Al

7T EAHLE Fol4Ql(significant) %

H

ol
o

R
)

.

CE 3) 771K MH|A~ ZE BV} CHide| SRES JIeSH Ailet 21t

F ua R

A4 383 6.10 1.087

ARHEIA 384 6.09 1.141

A 384 6.00 1.104

5 384 5.64 1.389

a4 385 562 1.387

374 385 5.24 1562

384 385 4,69 1.605

(E 4y 25 3-1 AES 98t 3|HEM(Linear Regression Analysis) Zzf!

Standardized Coefficients Beta t Sig.?
(A=) 947 345
Au) 2 g 406 6.970 000**
84 042 773 440
A 410 6.417 000**
ZHES} AFY oA 036 745 A57
A -.001 -.021 983
a8 018 389 698
b 015 363 717
T 047 1.052 294
9 -.055 -1.218 295
Gkt -011 -261 794
JEA AR A 098 2.116 036*
JdE o4 A Y /% 084 2.027 044*
-102 -2.223 027*

Az

S A
=
[E)
£

€ 005; ** p < 0.0001

—Z
B
W AE 2 TR (F=30527, pd0.0001, Adjusted R 2=0.636, R2=0.657)



]

1l

o] #Al(positive) & R
gl o] gAte] eyl ALE- 579 79 A
FAF Ve (B = -0.102 at p 0.05).
ZH o] gAte] g FFEAT QIEYl AH| A
of W&l w5k RO FRelv i F
79 o) 8] A= I8A &2 AoE &
AEACt o] A} FFEAES Bl AJH]
27) obF T 2HA TAYo] YT
EA(FA 3-2), oA AH|x #HE
(service referral) o WX+ 3] FM T
WA L H RS et 2l
Bl o]gxle] W= thalo] AMu|A ¥
(service referral) &2 wHro] #A8k9) 1L
A3t A wie] oF " A& who] x| T H
Y(service referral) 3 SAHOZ F2Zl
TAZE gl HeEREeH A7EATE WS
L QI AMS- W= Au)2 2 E (service
referral) I= oFF o] gleo] HeMrt

(£ 5 #=2).

ISl vl

il
=
5

ZA =
T AT=

EMEe] JEUl Mula Fd el e A 279

4, 4 O|EAt UFZ8} 0[ZA} M

o] g-xje] AH|2 T o} AH|2 29 E (ser-
vice referral) & 1 Al Wik 542 3
oj¢=2] AHAIG (Pearson's Ceefficient of
& Bt AT A
F 0B8R FAHCE FoHQ g AL
LERTHp < 0.0001). & F5=A1#2] 2AH
Yl AE] o) BERgE o8 abEe] 919 AlEE
ANA MEAE Avlehks Aol Stk Aol
A H A

-
gl

—
1

Correlation)

A&

+ AN E 7ok v TeEAEe]
A el o] 2495kl tlae] 2ol
B Au| 0] F2 7l Bk ofsheh o
FE A3 )84 SR B IEYl A4

(E 5) 25 3-2 MEE 98t 2HE2M (Linear Regression Analysis) &b |
Standardized Coefficients Beta t Sig.?
(5 2.996 003
AH) 2w 392 5.787 000*
84 -.098 -1.546 124
A4 441 5.925 000*
ZHES} AFY oA 018 325 746
A 020 413 630
9y 044 819 414
o= - 008 -162 871
P& 019 373 709
=9 -020 - 385 701
A4 -040 -815 416
JEY AR g 070 1.298 196
Qe ol AF AY f5 037 760 A48
JE AN 5w -.089 -1.681 094
Az 1, 24 W4 N2 @9 (service referral) (F= 18459, p{0.0001, Adjusted R :=0508, Rt=0537)
2. % p < 0.0001
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X
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W
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op
>,
o
2
i)

I

o oy

3
W<=(demographic variables) =2 SlEul
A 48 WS (Internet use variables) 5l
o] g-x}e] M| T (service satisfaction)
2 My~ g HE (service referral) 3} A
A TAT A=A AE SAEAIL A
2 el Mu| 2 ElH Y (service referral)
o A# WAE HESILY.

I AT FFEAE EY Aus F2
7FE S 47EA] MEls F2FE 9 9l
A(AME] S v, F-824d e Z3ES A
7] ) o] AXEHATE B3 47EK] AjH]
2 79 F2 gl S A2 wlY (Serviee
Affect) 9 A&2d(Personal Control)©] ©]&-

A e gl el #5E (service referral)

3 71 AR 3ol Sirhe Ao TAERIT

Fgk QUEPl oAk MEYl ARS- < (Inter-
net Expertise), QU ARE- a5 Qg ©]
& 7 AY 5 5ol ol §Ake] WS Eet A
& AL SlEol WEArh B3 o] 8RR v
L9} 01 821e] AH|2 2] M (service referral)
o] 71¥sk Ad TAZF o] Vet

2 A7E EY AHE 2 HURE o8
oA H7HITE AolA 718 =AH
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McClure ¢ S+(McClure et al, 2002)
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88 31t G B3
Atk IYER TE XY TAHES
3t AE wkEGo A K} HHs}
T SE AT BFo| sdEojof shlltt.
AR 2 AT A3t QAE A]*E‘:H ]
FA 7 T8I FE A4 23008 A~
o]-&AF7t QIEYl AMH|AE ] BRI =
U= AgAT I Au)s HYogRy A
= "AH B 7F AE] S TR Y AjE| A
)9 ¥ (service referral) o] H3 J3F2 T
= AoE PR IR FEEA Tl
= QIEUl o827} Hil SYA O Mu|AE
ol&% F UEF e FH el &
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