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Abstract

The Internet and information technology have contributed to a new business
model of e-Commerce, which means the way of engaging in business-to-business or
business-to-consumer transactions isichanged and se.is the model of communication
between buyers and sellers. Online transactions are conducted via the Internet, and
therefore, people gain no sense of presence at the time of conducting online
transactions. As face-to-face communieation is not available and buyers cannot see or
touch what they want to purchase before online transactions are conducted, a variety
of disputes over online transactions have surfaced after buyers feeling disillusioned
when receiving what they have bought online.

How to decrease consumers’ uneasiness in the process of conducting transactions
actually depends on better communication and explanation. By using VolIPs and some
real-time communication software, the communication cost can be reduced. Moreover,
such communication can help increase the mutual trust and understanding between
buyers and sellers, which in turn contributes to a smooth process of online
transactions.

In-depth interviews and online surveys were applied as research methods in the
hope that the degree of users’ gratification in conducting online transactions via VoIPs
could be found. Furthermore, the variable “use of VoIP”” was introduced into the
present study as a way to inspect the impact of VolPs on online transactions. More
specifically, whether VoIPs could improve user’s dissatisfaction with online
transactions was explored. Also, the demographics of VolPs users, whether they had



quality of innovation, and how and why they used VolIPs were analyzed so that the
differences among various groups of users might be described.

The results of this study indicated that both functional and relational uses were
the main reasons why people used VoIPs. In addition, VoIPs had positive effects on
online transactions in terms of online safety, after-sale service, sense of presence, and
promotional ads. In terms of quality of innovations, those with quality of action
towards innovations put more emphasis on functional and relational uses of VoIPs
than those with quality of awareness towards innovations; those with quality of
awareness towards innovations laid more stress on the motivation of following
fashion when conducting online transactions than those with quality of action towards
innovations.

Keyword: quality of innovations, online transactions, VoIPs, obstacles of online
transactions
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