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Providing Information for Online Shoppers: Issues of Product

Category and Consumers’ Product Knowledge

Student : Wen-chi Chang Advisors : Dr. Jim Jiunde Lee

Institute of Communication Studies
National Chiao Tung University

ABSTRACT

Due to the limitations of internet environment, consumers are unable to directly inspect
the product which has made the judgment of product quality become such an awkward task.
It is very important for online stores to provide related information or services to compromise
consumers’ needs in the decision making during the shopping process. In order to achieve the
goal of providing appropriate information, two issues should be considered in advance. First,
what types of information should be provided: by. these online stores should be carefully
examined since consumers might need different information or services according to
different attributes of products. Secondary, the-degree.of consumers’ knowledge for specific
product should be taken into account for how this factor might influence their information

seeking behaviors and decision making.

Considering above issues, the purpose-of.the present study was mainly designed to
investigate what kinds of information might be needed for consumers with high or low
product knowledge especially when go shopping online for different types of products. In
addition, the consumer’s shopping procedure was divided into three phases - research phase,

evaluation phase, and transaction phase for further analysis.

The research results show that for most of online consumers, the detail product
description will be more important information when they were planning to buy the “Search
product”. Interesting enough, for the purchase of “Experience product”, the most wanted
information for consumers are the advertisement and the owner opinion. Moreover,
consumers with low degree of product knowledge would prefer to experience products in
personal by going to the real store. In contrast, consumers with high degree of product
knowledge could simply rely on the internet information for their purchase decision. Based
on research findings, it is suggested that the designs of online stores should provide specific
information according to consumers’ product knowledge and product categories to shorten as

well as to support the decision making process during online shopping.

Keywords: Product category, Product knowledge, Information seeking
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Lutz, Sawyer & Wood (1997) #4514 il A= e vk o e ey - fifs 4930

ﬂf i g J’?ﬁf¢*;%qvﬁéﬁé wa’?}ﬂ U Py o [N Bel, Etta & Widdows



(2004) $7¢!1Porter (2001) HE] » [ TS HBHENR I b4 B
PR fif [FA=E Fﬁ{h«g}?* SNRYS I%ﬁ[FTdf’fFFF[ IQFp‘ajﬂxﬂj TR % - 70 #
TSR e YR E T T 2

P59t » Bryan & Gershman (1999 ) r?:ﬁ'r > FISIAH RD 2 i R
EHVWFQEE' RIS R SE N RTEATER R P o REATRIFAREE AR R
i F’%ﬁggl{,aﬁ*wpﬂ“[i(rJ[EIDetlor Sproule & Gupta,2003 ) = [fi|Shim,
Eastlick ,& Lotz ( 2001 ) ’I%P Rl ;fFILI' ) ﬁﬁf@ﬁ@ FIA [ﬁ“ =l e ST ﬁ%ﬁ'
(intention ) - 4 1 3L A OB S HARIPVIU - [0 I BT AREE = &
YA 7 Bl o JRYE | A fRLaS A e R IPTIG - B Poal ey R R
HEG RN S PR LA BIPURY SR o

TRV TR 1 O Y R 1 LRL MR SR VR 5T
i~ YT (RS (R SR Chioo, 1999) » HI[1 » T¥FVAIFI
gﬁw[iﬁﬂzﬁw@r’rfigzgu Engg;wj{ﬁﬁ;—%ﬂr% DO o 1 S R
T FAH T G T IRE P T DRSS ST Py
?”F‘?@%W*EY?*F‘“E‘%E' I ST # 5 S0 (1997) PO
R YU TS R ARV IR R R
i [FIRSEl il R R I < » PRI (SR LR e - =i b 4 I ATt
SRR S o

?ﬁﬁ'& PN Y TE PO PR A i T IS

PN ELAVE IR AT il BB > T i R R R
Iﬁﬁ AT R RIS - Alba 70 (1997) (THRZAEAT
BEE E RS Jﬁ FPRLT P B ’“[ﬁi'é‘,ﬁa?dlﬁé | AeTEE R
B I E VR L S T RLNETRE S R TE O RLNGE
A - R PR T S HORL i I R B I I L
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B~ RE ~ FORLIBCEE TR - A AR OB IR AR S 3 S
B PR LTV AR R O AR p R P
SEGR U BRI TR TERH I Y Ik TR 1 i
VTR R R B R PR R -

S IS R R PR

?i%a’éﬁﬁ“ﬁ'_«'f?{ fE Eiﬂﬁiﬁjiﬁ}%ﬁ%ﬁl%%ﬁmﬁaﬂi » Sternthal & Craig (1982 ) I'J&¥#
ACEREPEPVIIR PRI R bR TP H IS - o AL
WAL R GV ~ A= 0 e e ey 5 (JEE [ F AR PE > 1998) © Engel,
Blackwell & Miniard (1995) Iy ERGGHIBIR,F HEFHITTSH 7 85 - JITRLEE]
AT HTREY - S B TR, TR TR
CRERY, ~ TRERIE S L TR S SO GEE o IR
?Fﬁ%ﬂ? D R RITE RS TS TFEREHEER S Engel, Blackwell & Miniard (1995)
e ERT R R R G R e S T lp‘uf"é“Fngﬂf AR
IR ASHER TPV R - RS rEaF o FERE - TEEE RS R
& PR S TR SR RN R PO 2 e RERE Y
#1778 < SR BRSPS H R+ R R P
fill > FE IR PP (B F 1 /7 IR e S R U 7 ol
AT I YR VRS TR T YRR PR -

SR RO F VTSR S S AR AR R R PO - 53 IR
VT IFIFHGIETS » = SR L P YRR R B H e Ryt 5 43 -
Zeng & Reinartz (2003) $HEIH; [ * FeAffes o RERHFS 2 IRTE [l - P8R -
IE’LF“F“'W’NW“ SRR TR et RN R R e

VW SR ERIE T B il POE PRI T R -
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it~ AT AR -
(- ) #g=h (Search) [EF

T2 EL B YRR g e Fp#p— SEViEA - Smith & Brynjolfssin
(2001) =] Fi,n[fgz{mﬁ'g{}?*ﬁ[ﬂ | (information based) I'| »ffi "] H:ﬁ?%ﬁéq%‘ A alss
VR Ry R AR RS " TR R

FEE % (Zeng & Reinartz, 2003) -
(Z) EEI ]'Fh (Evaluate ) [§F

RS RHIRRE Y ff e BT TP RORLASE 17 35 B » 7 AL~ (e
TR T T A E PR 55 R B I S S
WRFR L o ARt E SO 1 o S 5 S ¢ S | R
(trade-off) -

T o BRI AP AP S EIRLE | N o = URLIN T R A
SSPHTS ) TORRL BB E A T RE  FORR 9 A E v i
BT T FORLIE BRI (expertise) A% - HPRLEPIC T il gl | M RbE
PSR o i H R Py s PR e » PRI ot ™ IR VR 2
BB R RO o BT SRR R e R R IR
R~ AT RO TG B Lk
797 PURL - TR Hfﬁ“i‘.ﬁ??‘F 1 Tﬁ”f’?@ﬁ 4 Pﬂiﬂg*wfﬂﬁ T - ) ZEEE M
et OB R IR R RV RED I TEJE‘@EJ’ [ (Zeng
& Reinartz, 2003 ) -

(=) % pb (Transact) [EE

TRPEAE o R RN € RIS » 0 pARLT | S [ &Y T
= IR [ Fﬁ#,p’[%}ﬁﬁ@ ° Zeng & Reinartz (2003 ) HEZ[FREFARTE © 35T [l lﬁ#fé"?
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S RPN 7 AR & B8 8 i 8 PR g
e RN+ SRR U RLIR 11 B ¢ FR B SR
b hIERERL A Y R -

_-El

Kim & Lee (2002) [ [Tl Ao et for s 5 FHATTY 5 fif e p 1=
A g EI*JF%JI'%T': AR R ST ITE T3P ) Cprocess ) =2 Tadif |
Carchitecture ) [ Bt SR Agon! TP BIR LK REEI Phig AR 5T £ ¢ ot
(Information ) ~ {75t ( Agreement ) ~ 5% % ( Settlement ) ~ E%Liﬁ ( Environment )
PURETRE o e R YR LR EE#’U&?[’E}TWIEHEJﬁ Y YIRS YR Kim
& Lee (2002) fiE{Schmid (1995) it + (1S HiL ™ BPIREIR LT AR
RLE T T o PR ROV R R e SRR HILRLIT Y B & iy
TS T AN R B AR bR S 1t oS 75 LR K fﬁ?
ET SR T B e s TR IR 11— SRR i B RE = R
SRS - S S ol (R S SRR S IR R S R P o

At ARG IR IR PR s BRI RV £ o g B AN
FLI ( Content ) ~ %Elfﬁétj (Structure ) ~ ' fi¥ (Interaction ) = [43! (Presentation ) D“lﬁ[ﬁ
3 0 [y E FPJ%’J Bk Ea%"hrﬁ*ﬁ SHREHLA AT (Kim & Lee, 2002) ©
DR L L PRI B A RIS A
LD PO, » R T AR RO o TR RS R
lﬁl | W Fh = “”?P “ﬁfﬂ:{}éxlqﬂqﬁ Uy PERUS Ra
ﬁ’é‘ P S IR R - P AR R RO RS
EL T b OB 2 el QTR R

Renaud, Kotzé & Dyk (2001) [[LRLAL AT H 7 E SAfRg fE s (= 7%@]: E T
ol = IpfEEe > — L T2 ~ B AR | (Look, See and Decide phase ;
LSD) bl [kl "5#[=HFE ; (Checkout phase) © [yFfiFE T E\E?’Jﬁﬁfﬁfﬁ'@} EPpl
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3 S P B R AR T T R SR e
"AEIRREES ) PRy R R A E-‘J & o

"LSDI¥TFE | “eFfl E‘J?{T‘ﬁ[ﬁfﬁﬂ’%ﬁ“ il EEEZHEM%’*%EU%& " AR |
[13%55 (Singh & Kotzé, 2002) - [LSDITES | HCH SR A 1E= 4t v A
HEFF‘EJE%ﬁ R R A B lﬂmum@ﬂﬁ AL - »p&iﬁl

o PEfE T Efrg@:ﬂa@ L e T < pUST - PR R
| EFE (user-driven) » PRI w:}@@r@r&m BrivgE ﬂ‘PWS@ﬁuﬂg*
R I [ M IEES (sub-stages) © ¥ 3 i) (welcome) ~ %% (search) -
BIET (browse) » FLEY (choose)  SFATHIETRERLE ™ Btfiuk & =E- 3
fH[Fil (Renaud, Kotz¢ & Dyk, 2001 ) o PN w5 RS = ol [lipl i & 5 et
[ 85 » it R DN o LRSS 1 T I A S

PO RS e TR T -

P~ 1> Renaud, Kotzé & Dyk €2001) HHE] - Hifjis#ie™ A=W
[ o Bl BRSSO > Tl TLSDREES o
FERLES kel ] (system-driven) o i PR I'EI%TITE”%?F - ﬁéfﬂﬁ? A HpY
?ﬁﬂf)?ﬁnfﬂzHp’mg@ﬁ@’%‘E‘}%Eéﬁlfjghf‘e;;ﬁ,nﬁ%ﬁgﬁggpm E{mm 412 i
AR (1) R (User) = fEREGITIH ¢ (2) $9RF (Where) * bt
i EEIORP 5 (3) IR (How) + RACARE MO O 5 (4) MK
(Payment) * RV FIH T 5 (5) FER (Sure) © M [HEHL bk
AER 3 (6) #iT (Done) * it AV PR YRt
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q%ﬁ' 2-1 ERIE EREE1 #HE (Renaud, Kotzé & Dyk, 2001)

F8Zeng & Reinartz (2003 ) -~ Kim & Lee (2002) =*Renaud, Kotzé & Dyk
(2001) I ORREERA T AR SR 0 1 Bl 17 s
AR ORI > R fs'@%’z:aﬂﬁj s < R L
YRR 7 YDA I (O | ORI s 7 S R [l T
SIS [T 7 7 ST AT PR PP T ok 1 L e
FRPGIERS » ] Zeng & Reinartz (2003) WAty Mgt o~ T ff o T
bh ) = BERS  [ERPERIARNE R R TR RS 2 5 (A0 9t 4 e I
PR B R I B e R IOREE > R H I R
BRT R STHIE O TR GRS r%]ﬁ/’fﬁf@gﬁh = T
T PR

i RIS ST B YT AT A A B
B I S SR r?ﬁﬁﬁﬁﬁﬁjJ&gﬁ%ﬁdwwqﬁf
IR DE S T RGP R Elifﬁﬁiﬁﬁ% AR FRR AT SE e T
[ T BT OBRIGST S TR 220 i 02 230 BT AR

S TR TSRS R P RIS R )

=

J_l
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=R My v U PR B EWETFQEI’?%E@?}?*’ﬁﬂ\?‘#ﬁéﬁﬁﬁﬂﬁﬂﬁ
(R S = ;Eclﬁpﬁ EJ,;HIE ’ETF El “F[P&Eﬁ“ﬁﬂjﬁ ?{“[ﬁ?ﬁ‘, F”E}n PJ

lﬁlgﬂijfﬁ*ﬁ%ﬁﬂfﬁ SR E B ORI ’*’liﬁk[ﬁ_ F—‘ FIHAfs R
CEIRRT SN

Pd ~ TR "TF 5 8 f5I=N Task-Technology Fit Model

Totty (2001) §ELZ] » &4 C{OMIP AR T4 )2 sy e [
T FUAREE Y (Klopping & Mckinney, 2004 ) o SPF AR S H 30 > IEHERIE
Sk e PAEPH PV E DRLAE T RIS e st AT PR RS
VBRI o b1 e FIPOIREAICL » § © Zeng & Reinartz (2003)
AR ARG 00 A TR TR - 0 SRk i P
T R 2 PSR LR T )

Klopping & Mckinney (2004 F:s’itrﬁﬁfﬁﬁ%ﬁ ?ﬁ% AR
i Chow ) 1) £ (why ) ff0 = [F5AIE5A F HITRL I A8 (=55 H,%Fﬁ\fﬁ%?
L P A A A ﬁk@%@ﬁﬁ%ﬁvrwfﬁ#
A E KGRV > Goodhue & Thompson (1995) fi R ‘TF[

( Task-Technology Fit Model-TTF ) S[J£% P i J%ﬁ[‘ﬁfh PP [ﬁlf’?—l
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Task

Characteristics

" Performance
Technology Task-Technology Fit ——»

Characteristics

Impacts

Individual

Characteristics

ﬁ%‘[[ 2-2 [EHS-E[H l‘fﬁ’ﬁ =t (Wells, Sarker, Urbaczewski & Sarker, 2003 )

TTF A fiof - A FVR - 514 (technology to performance chain ) » 755
Y R I S AT R LR R S TR P 0 S R
ML T R S SO SR SRR S - 19t A R AT
25 e R A e A g U R A TR R IR B
Pt RIEIREAE - MR (correspondence) [V > 1
[ 755 T I ey@ R b= e BAERIII= 85~ R[5 ~ [~ = HHIPIY
4] (gap) &7 > FRFRIFLD [ 7 A i (X (Goodhue & Thompson,
1995) » JEuy@ EIFLAV AT A RS RSP R A o TED & & RO - A

o R RIS RO -

7+ Goodhue & Thompson (1995 ) HH'fY TFT AN 1 BHL bl 17 i ~ =]
ARV S TRV E AR A R R AR R R R
PR R IR RS (R 120l JEALED R R sl o TR
FPSERI SR 9 > Goodhue & Thompson (1995) L}
FY 2 R 1 P LA 3P AR E'E}?*filifiﬁ"ﬁj%%afﬁﬁ (BRI R (5 Y
7= 2002) o fekik o it K?TFUE'J%W? S A R e U N T e S R
(individual characteristics ) ;—H 7ok USRI

17



Wells ,Sarker ,Urbaczewski ,& Sarker (2003 ) wﬁ@? TF"JIZ'E?EA&“, » T -
R BB T CFiC) O % BULT 1R~ TR0 4 72
( cost-benefit ) @Eﬁ’ T AR M R VR T R “'ﬁﬁ'ﬁ'}’ﬂiﬂ ¥
' (Payne, 1982; Smithe, Mitchell ,& Burke, 1996 ) - Goodhue (1995) r?:t B I"J‘ i SRY
M 15”* 'FL (0 AR FEE ISy 0 H RN S JT.JE#{%J ﬁ*(Well et. al.,
2003) :

(1) BRI AR PR - s * poda -
(2) Y PR = SR R T3 (1 -
(3) {3 * oS 0% 2 LG R

Goodhue & Thompson (1995) ffilif{ Benbasat, Dexter.& Todd (1986) %
Dickson, DeSanctis ,& McBride { 1986 JIEHA I - ] [ B HGT RV,
FEOP R LU R 7 EXSHOARAE 209t < Goodhue( 198812 7K

i R AR IR T ST T s
7% > 2002) » 19t » Goodhue & Thompsen (1995) W?Er:-‘ﬂ Vessey & Galletta (1991)
FOPERRER T~ SRR L R (R I T/ B R - ey
ForRE 9T o] Lo SR LR PR - = RS o e R

Benslimane, Plaisent ,& Bernardet (2002) f&AfflFAH J?}%%[ﬁfﬁrE'JﬁlfJ@%ﬁ
f##(] Goodhue & Thompson (1995 ) fvf=i5-£[{k jf[ﬁﬂﬁ £% -,,ﬁum[ﬁﬁl
PR PR ] 1o RERD 1 P AR PR o NI R
felfjephe e~ AIPE AR El%’ﬁ v = mﬁﬁ PR R RS R Y 5
FE o PERLRRR PR SRR S s 2D PV RE S 0 PR S T S
ﬁfﬁﬂ&awﬁfﬁm °

T s : F—?jjhl’gi/t74n§*—?1ﬁ7ﬁjrjh 1’1‘1\5@%{ F'JE%F ~H]§ '&?{FIJ@I&P
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llFF
&—L

P R EA R A i U TS TR
ELF{JFﬁ[ﬁ;Fﬁmﬁ@H ( Benslimane, Plaisent ,& Bernardet, 2002 ) 7+ [~ 355- ﬁ[jfi[—”[
A TR B PRE FTF) CEFT R - P e
ﬁﬁa%ﬁfﬁﬁwl@” AT 7 I [ 7 ORI 8 o SRR R e 120
(6t~ & RS PR PR, -

P19t > Jarvenpaa & Todd (1996- 7) RSB R Y S R P T
Y PUE W = PV L B (Wells et al., 2003) o = HEFHAAV{E ~ 230 [
RLIBEE AR B 7 S PR L (Benslimane, Plaisent ,& Bernardet,
2002) » L BRI AR IR wsawﬁ*ﬁl U

RIFRETEE S PR 5D [ PI2bp e TFER fppo a3
3o

R I SR AP S R = PR s
PRI R 0 (e AR 7 | A R )
TS MR 8T T TR Rl I P R
Y TR ARG o A PR AL AR A B ORRP H
Bl ~ PR O Y R B Fﬁ BTN T AT
R IO % P AU P PRI T -

RSN E’hﬁ”lﬁ%%%ﬁi’mﬁll*‘ﬁ?ﬁ_m |33 1 £ PO 58 ~ [l
SRR T - T (T S BT R T R
B e R o b [ORC RR IR 1 TR ) A A
RO FF S L PR P (R T 3 4 T e o
B 5 e S E o FIRUBRS B RS 2 B kB R S
W EE B 5 e e T LS PR S B SR o 8 Y A T
PR R B -
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51 A % i
- v & FF[[[, 73 KFTEEJFI?U Product Classification Theory

A PR AR R SUR A Y Wk (Girard,
2003) - Girard, Silverblatt ,& Korgaonkar (2002 ) %[ Lynch, Kent ,& Srinivasan
(2001 ) PR hL 1 LB VRN P oAl e = e
R+ )RR SR TR R - o053 PR AL 2 7 % ey
AR = Eéf}%fﬁiffﬁﬁ%ﬁ?ﬁﬁﬁlﬁﬁﬁﬂm FERIRPY A il R E
e b S TR AES Pl R T SR R 1 iy TR SRR

w7t (Girard, 2003) -

Ak 0T I F P o Klein(1998) %”E Nelson 7k il 75 51 4
1 GRLI e A Il B 6F) P A - Nelson (1970) ¥
053 BEALES Ik i P57 MO A B 0 2 RARLISR i
AT S0 i S R (P ) I T NGRS & R i

16t 53 LS (search goods ) ZEAS R LR fif (experience goods ) T -

Norton & Norton (1988 ) [?: £% Nelson pirurk: Fﬁ[!,y’} K=V Copeland (1923 )
PR 9 {717 il convenience goods )52 [ i shopping goods YTk il specialty
goods ) = MRV IR > By kL Krugman (1965 ) ﬁ,J [y & (high/low
involvement ) fi53 K% 1 [l » Nelson (1970) = RURLIEE il 4 = oL A4 T7
Cattribute) o317 5381 » [y T RLVHGITTH ST LAVRAT (Klein , 1998)

[P 10 P IR 8T i i FTRORYSSSR I S BT o i
ST o AR  Nelson (1970) TR Vi i o3 SLRRIE R %
el ST R IR
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Nelson(1970,1974 ) fHE» J2V & il v e | R7E 7 -3l % 67 (inspect)
AR YRR U o b AL B e OB ot
P PP TS T o RO o TR ) TRL RS R
R )2 & P R R 2 U RV ST R
e S R RO SR R G PR [ PP
SETR S | a&ﬁ?lii%Fﬁﬁﬂ\ia&ﬁ?lﬁ?ﬁ@ﬂﬂ O FE IR R o P lﬂ!
BT SRR OR[GO i 2 SORE 2 IRy
Pl P P R TS A B RIAEG f (Nelson, 1970, 1974 ; Klein,

1998) -

Nelson (1974) J‘J?y e oy e e %“]‘P*Z%@Fﬁ HEPFOAYH F'”
IR ORYRY it 5T ED TRV  Chard information) % TR (soft
information ) © ?I%?“J Bt (2000 )FREFRIFIRE DI-P=1% ~ Ihe [~ | WA
BRIt e rd IR [ AR SRS e SPHESIE & (o IR Flfiﬁj[J%
o ST L RS TR R S SRR
SE T & R 0 TR T 0 SRR R F o 3]

Y BATRLE B * PORSRRRLAET S %~ pUR L PP 13 YR Bei,
Etta & Widdows, 2004) ° Nelson (1974) fHE(fE=1% % fl & R0 po i = poeys
FIFOEE . — R & Tl Rl B PR 0@ AR
fif R AR R ISP RUE R AR pY T e
Ff# —‘UP[ Elljﬁéﬁz]‘&;[ﬁj\ [ﬂ:ﬁ&iﬂ?ﬂ‘ ] %ﬁﬁug}%

Maute & Forrester (1991) $5] Ford, Smith & Swasy (1988) 7 HIf {55
R R T YIS S PR - - SRR 1)
YTV I RIS H IO SRS E B - Wrigh & Lynch

(1995) HLRLHRE] » SRR IR % e 1V fip > 2 2
SR > (D B8 T A ~ BRI AE RS i B
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ISR R4 i SR g PEALBIRLSE IR BB I T I e B
Eﬂj el iz b’ Fﬂéiffé’p%f’ﬁ%?ﬂ%rf‘ﬂﬁééj ['Ff[ o [K[*=> Wrigh & Lynch (1995 )}{fj’ Nelson
f Jﬂ*%[i@ﬁ[ EE Y '—EEJIF % (after purchasing ) | ¥R £l r IEJF' % (after
wing) L SEREHIIL T FESEEIE R T I
fit °

PSR P Oy BV R A o 3V RO
L T AR Uﬂﬂ’ﬁ;ﬁp If[ (Wrigh & Lynch, 1995) » [NEREFTE ~ 3 8%
R TTRLO * O PR » 51 SRR TRLAEF 1% i B 7 R
FrI'] » Choeng (2003 ) ?F', ¢t Girard, Korgaonkar ,& Silverblatt (2003 ) =] » &~

AR R LS P2 ] R

e SEBT P R Y IV -1 BT L A S
B SREEPOE S i 4T SRR S UL T Maut &
Forrester (1991) FRZ » PR [ IRURS L HEE iy (RE7 13 fil) o by
PP RLE I > 2 RORLIIDBBEE 0w BT AP VAR R
T A PR » D0 AR | BRI IOR AR 4 A

R ey e

e PR L T 5T SO 2 RIS (Klein, 1998) o S5
T3 i o P T SR I i R 1 SRR o A R
SR SES Wi Raliat i CRaE R 1 RS DN
_Fﬁij’ﬁéjﬁﬂ\[ﬁj ° Klein (1998) A" :,gwph[ fik %?ﬂaﬁar [E I pUEY
AT R e R R SR AR SRR
GOSN Rl R D e o g ATRE R R e A e
BIFTHER > 1) (g TP IR R T i E=E (Newman, 1977  Moore &

Lehman,1980 ; Punj & Staelim,1083 ; Srinivasan,1990) - [X]*=> }?ﬁﬁﬁﬁﬁ'f’!ﬁifpﬁﬁ#[
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TR IO 1L - (A FURGAREE I SRR AR I & (AT T R
il

T AR I

B S VI - ] PO EL IR A ﬁiﬂﬁf‘jr%r

TELT IR T2 TR @ E e fp ™ Al 0 7 LR S
i%ﬁ VA SRV P SR RN B YRR YR 1& A
H#HH (Burke,2002) - Girard, Silverblatt ,& Korgaonkar (2002) $#Z] - J7%7
PR T IFIRTHIAOR ff € IROTSR R S R A i ffp
(Y38 Y e PRI R e i o 5 e PRIBRIRI A 5 ) P
U H AR TR R S s, SRl 5 SRR -

Klein (1998) %17 Vs B IR AT rag = A1 i 1o g
RSBSOS R BT HIE P - Shim,
Eastlick, Lotz ,& Warringtonet (2001) ffit!! Liang & Haung (1988) i35 % §f
SEgpiR - SEENI R 7l kLS i i R~ B AR - T
I ﬁpfﬁﬂaawpuw i 2 S5 T e 7 o S T AR R
TRRVRATETE R RREE: iy PR G0 F TR 9 S b e
Elfuns 4 @b - Girard (2003) - s =& gl iverdt > RIS EE S,

Fi S0 T RO kLR fEY SO - I B AR YR ] i A ﬁ«n
\ [jdrElF—TJ O (Y RN PR RTBR R il LT D o R
Ao I SRR R i RIS TR PR SRR
330

IF=9f > Piekermann (2004 ) I'[7} Ju AT ES (=L =% % PF]{IE'?{TELI*E Rl
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ﬁﬁm FEHIAR BRI o i1 HI R A ORI SR BRI

BT R SRR HEE TR - SR SR

BT HRI gﬁé‘glﬁl%@?ﬁ»’%ﬁi AFERY > JEAh T S B3

B TR A A T R SRR R ] T g

B gwﬁ f/ﬁl\iﬁﬂj&l e AT B TP P R
O

TN+ (R PR, ST kLR Y RLRY M SRS TR - Klein
(1998) L4 FUATYH [ BSEATNERISS 135 1 % PSRRI AR (virtual
experience) + 1= 17 [ AR U TFAIRIETT - b5+ B P
AR L AORSRR T R G RE PO SRR B R R
PR PRV R R AR - [T R LR i - R
OB R TSR TP O R B M B T [l o T o froms 4 7

pay “J}{ﬁ’ﬁ"ﬁjﬁ‘?ﬂﬁ@ (Klein,1998) o

SR - SR AR AR R FFF’ AR P P 1 T £ A
B 1 R YR A - Klein (1998) 7k 7y o i 5P AUk - A
PRl 1%3:} R SRR N S F“F' NP R = A
[E5FE 1 (communicability ) ( Calfee & Fod,1998 ; Ford, Smith ,& Swasy, 1998 ;
Nelson, 1970, 1974) » P | I AT - %‘&A[f&pm:mﬁwj\ E”ﬁ/n Y
YRR - FIEAYR U PR EDR U e G e L o -

EAIPRAEE PR I E > Klein (1998) B AR T [l
PEpueyRan L o - 2T AN (interaction model ) © v[lqﬁaﬂ 2-3 . s
o AL BRI T (Media Attributes ) = 1% HH 1% ( Consumer
Characteristics ) 53 R B2 iR 1 et o 4 2203 A

SRR S 0 T R PIfE R H&TJ = £ ( Decision-Making Behavior ) °
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%$@¢mﬁvﬁ%\%$ﬂﬁxﬁﬁﬁwwﬁ%W¢§3m%$%%ﬁﬁﬂﬁ
MF$Wﬁ%E@¢‘ﬁW%%ﬁW‘Vﬁ Ve i “?ﬁ@@ﬁﬁ?%ﬁ%
[l

Media Attributes

Product Attributes
- Search » Costs/Benefits of Search
-Experience l

Consumer Characteristics

Search Behavior

A 4

Decision-Making Behavior

ﬁ%‘[[ 25 [ g‘wﬁl?“ (Klein, 1998 )

Shim, Eastlick ,& Lotz (2001) i?: £ Klein (11998 ) [y =y Bl = S5 (B
RN T AN BA S e B e B JiTOR S gﬁfgfiéﬁgﬁaai*EU#Qﬁﬁ
PHFRTLY BRSSPV ol 7] <1 - SPPCIRA I e il o PRI 1R R LT

~ [WRITHT1E (accessible) » fif 7y 4 Fifik % ﬁ*fﬁy“ﬁﬁﬁﬁﬂ@’ﬂW%
AR @A BT 1 (processability ) [y i i8 D3t o155 4 AT 15
RO + VR SRR iy 57 e B e Rk PR G
erg AR L R (virtual experience ) o R RINU T o Ao
e R A R T BT MRS R R Y A
ggm,]@@ﬁ# oy B 4*@&#(KbmJ9%Do

bY9t » Olson (1973)  HREF [ B fif oy I B 7 BV e L J1an 03 £
7S == ) 53 (Rao and Monroe, 1988) » 9f 1&$£_ﬁ§’k|f f /f% [ =S
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R B R il F Rl 1T P T DI RERRE EYE eRL i
B~ O T AR [P R AR RIRLI Fr R RO B AR RS R
SRR E Y > RS ~ BT~ NS ZRETRY (Klein, 1998; Olson, 1973) -
Zeithaml (1988) FLRLHEESMEE T B IO - SRR IR GO0 [ TERL A b
B ST A S R R o AR Y I 7 A 29t Ak A R R

1% 7% gL V1T (Bei, Etta & Widdows, 2004)

PR Klein (1998) o t:g [P AL R R T }ﬁ”?ﬂ’lﬁ?’é‘ﬁ
[A 2R I I BORY @ e 5 7 T S o Tt P B
%iﬁ‘l%’[ﬁ‘*iﬁ,{%ﬁ'JT%j‘T"J o AR A R EL GV A RL Y B (5P - MOl

R E SR GRS R e A g[mwﬁ,ﬁlmw
T RS RLY [ BT L s B R R L ARSI
AR L ETPT TR -

7 BIAE (1997) PITRLE S5 s BB aEe o 9 BT e s = S
SRR B fify % | LR DA R TR 1 PR o P (2004) RELE AR T
OSBRI FER 1 > 1 S B SRR R 7 il TP ol i PR L
e 2AET o PR O GRS ER T T AR B (2000) AL
3] ‘é”i?fﬂmF”ﬁ%ffpﬂ?fﬁﬁlﬁﬁ“ﬁﬁd%ﬁ%I*p Ik £%~Eﬁ'iEIE'J$@E%i%|’?ﬁ?
eI o b AT R - T AR - T
VTR ESSP f o3 E R R ) (S s p e el £ B e 5 iy
BRI T PRI b o 2

5l i SV ! ) 7 R (bR I e - 7% T = RURLASYET

A B S i T T OB A SR R 5 O T S 5
SRR P TETIHORIBR Y RS b P RS R e ol

CEREACER IR S BRERY A o= PP PEEEE R o 2 POSHEEG)
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UEZEILE ‘EE'%F‘/i EFFF[} lq[ﬁﬁ oAl R fl ﬁaﬁ@ﬂ FUE PRSI e e e
i A R R e ER Iﬁﬁﬁﬂ%ﬁ% HEE IS E TR ™ I
Rt CRERRRR o 1) R SPEER pRERS £ o [REAS IR

AR N RS SIS

i s i TS RV T I ORI
SRS~ NIRE TGS - Rao & Monroe (1988) FEZH- LAt
(Punj & Staelin, 1983 ) ~ e¥F{[HM&: (Jonson & Russo, 1984 ) ~ FIEYF i "] (Park &
Lessig, 1981) F'@W“?:Ev » T :’?&Fﬁﬁ#lj}[[%&J s S FR T~ TR YR

S5 T TR AL

- RETBIES

Malhotra (1993) fRE[HTSH AW 7% (s - WA A 8 -
P T B4 S Y €S I T O (awareness ) » o2
T S8 T I AR PR - 0 S i, S A ]
iy Bty . SRR 5 TR S RLITIY H T (SR R
FORFI T A PR ) BILRL S o RS RS ()

Flﬁmﬁ\ﬂj 2004 ) -

Engel, Blackwell ,& Miniard (1993 ) ] iﬁJtZ@ﬁg[ﬁl%&ﬂﬂl?%@T [P =¢

ORI Ry » &

B S ﬁﬁwmaﬁ%
2. @ﬁ[ﬁ'ﬁfﬁ— ¥ EENREN =S
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3. B RS R S
~ AR R TR R
5. i ome e

Alba & Hutchinson (1987 ) ?Jﬁﬁ:ﬁ[ﬁl% Ry e B RS 55 53 Hli;ﬂ?*ﬁ[{ﬁﬁ
( familiarity ) E?'FJJJ FF% (expertise ) » ﬁ;g‘gﬁl@;gF[ﬁigfﬁ;Fﬁ WS BRIET R B
EJJ F[FJ'%I'%EIJE?E’?}W@L li;?‘[%%@‘%’;ﬁlﬁ [Z#59F= ]2 » Cordell (1997) ;FF‘L[I King &
Balasubramanian (1994 ) £ > Fq'@}#ﬂl%f{ IﬁJq“@qf\b 2 BROTY  SRT) - Sk
Fﬁ#li\p%&ﬁl’@ gt 2 @Ry R B A > [ Bont & Shoormans (1995) EJ[J?&
I AR BT ORI 1) PR S T
i

SN YR e

i i IRV EE 1 Brucks (1985) EZ%IIHJ ﬁlfﬁ’ﬂupﬂjéﬁ[ﬁ[
ARSI R T 5T R = B

(= ) = #IAE# (subjective knowledge ) :

Ry Rl I~ B F e TR & Fﬁ#lﬁ[%ﬁﬁ@ FUREE > #£% Schmidt & Sprent
(1996 ) FEFupyjld AP Fre g Ejﬁr‘%ﬁ@% it ( product domain ) % ‘g Al
(perception) « » FiGHEH [ * O 2/ 15 1902 F |l HIRBAVES - Park,

Feick ,& Mothersbaugh (1992) EJUﬂ}{:"’} BT B 1 R

HEH VR T IJ‘&ﬁr ]FL[E YIS | (self-assessed knowledge ) -
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() %13 (objective knowledge )

S DRl R S HEE if:t‘ B P fRE o e YR B S e YR | o L i
MRS Ff[ll*é'u PR 15E i 1 e e ( what a consumer actually knows ) ( Schmidt & Sprent,
1996 ) - - £hPark, Feick ,& Mothersbaugh (1992) ArE[Y T FEAYAIES | (actual

knowledge ) °

=) & Fﬁ#ﬁ;ﬁ? ( Experience Knowledge )
EIJfQL_}F (o e A P 2 Fﬁ#,p%’;ﬁ? ( Brucks, 1985) -

IV ISP e T 2 KR AR = B g0 L TAFTR] 0 =
= B S W IR ST R O ARy 1 AR BT 2
B A B I i - B e S e

o | B || (Park, Feick ,& Mothersbaugh, 19923 Brucks, 1985 ) -

ZHT e AT AU Brucks (19850 A o [l * Ok R
SRR T 0 U e SR AR 2 B AR
7 AR RN T @ﬁ‘[ﬁJE%ﬁE@HI%?ﬁ‘?ﬁ\ﬁ‘[ﬁ ot - = @ 2 T IR

B PRI T ATRRREL 2 PURFRI S S A S ﬁ[gpgggﬁg o a»ar;ﬁl%g@m%
= S WS R o R TR [0y 3 SRR AR
HIGH i gL -

Park, Feick ,& Mothersbaugh( 1992 i = #4175 £ FE$ 1% < % (motivational
factor ) » 7 "—@ﬁ’ﬂ'—%&ﬁ?ﬁ—lﬁmiﬁﬁ}%i@rHﬂfﬁﬁ%ﬁgﬁlﬁéﬁﬁ‘* LIZRNEES 2
iﬂ['%&ﬁliﬁﬂj C PR EIPTOR RO U« (I - 2 R e
FLRLI ~ S I Ia&};tgéﬂ%ﬁ»,gjg[%@@ ( Brucks, 1985) aﬁljﬁ;{fjg 118

B FURFIEPSSR » 5L TRLAE R 2 35l > b S e T
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Schmidet & Spreng (1996 ) 5% HI7: ff #1387 S ~ FHIRRAOR 4 ¥4
BB ST RIS S T AT R 2 PR -
SRR gL R ISR I N RS E O B A
B PRI RS AR (SRR - 1998) - P9t o (1T
EI[fIH ﬁﬁlﬁgﬁ%—*«*ﬂi ”?ﬁ”%/ﬂ‘%ﬁ”lr[ SRR Y EE A
E J‘ﬁémr-jafw?m o

% (ability factor ) » E13RH [IBEAETRAYF R » 0 BT s st S e i
PRIiIRE - Brucks (1985) Pz - ?ﬁ‘%ﬁiﬂﬁﬁ?@Fﬁp%ﬁﬁﬂzﬁﬁﬁmf@@f %I{ﬂj
ORI i = e g ot s ey
Wt =2 s ORI |0 AR AR i * o= Eﬁ';ﬂ%ﬁ?ﬁ L
SR il TR SRR 1 SRS -

pl= 1 > Park, Feick ,& Mothersbaugh (1992) 7 B B & AR FERE I

Brucks (1985) ffit!iRudell (1976 HEEE % W% 4772 1% ) 1581
EYPECENS PP o K B R RLI K R » 1) R
RV )2 B TR HILRL T 6T s o R YO it

[y 02 BT 4 B0 PRIV TY N F B P B
BT WY I I W M D S0 ¢ S
AT FRRR BT SRR - B
FIRIPHT > (HRH R e EJ%“ F’?F%zﬁ;

= R Y B

Rao & Monroe (1988 ) 55 Fl i * iﬁ']gl’ﬁ%ﬂ T Pﬁ#yﬁ'%@ /LH ?T B PFI]{IPFI]{I
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T8 F YA - Brucks & Schurr (1990) AL w7 Y
HITERHSUR PRI (18R > 1998) - Park and Lessig (1981) &
Bt~ B i F RIS o R s TRV S0 T
Ak l’ﬁﬁ% fify e FUPEAGRL B IR S S SRR VB

FHEE (5 [ e F JfUA AP 9V P o i
gl ** Fruifﬁﬁiﬂw B 7 TR~ S AR (e
] S I VR T T

rhe fif RS S I R i IR R 2 O 2 AT T
Rao&Monroe (1988) KB ffy ' [IUFHFRL 11— BYIY » i il I (ST ey
W9 AR 7 T PRSP TP e o RO 5
[ eV RLE I o ) ST IR A D o B IR
e Y IR DS o Y TR R ML 7 9
g% ﬁpﬁfﬁ,ﬁé@ ﬁ"éﬁff’ﬁ (% PP SR I 7 [T 20k o i
e PRI 2 R gl T3 it RS 2 BT iy < 8T 9 1

TR 7 YRR ARSI [0 7 I e 5 e
Ao

PP (2001) BEZEl = AR L B SEER > A R A
[T 7 (Brucks, 1985;Miyake ,& Norman, 1979) » I'J ki filf L5 ELED
fol1% (Johnson & Russo, 1984; Punj & Staelin, 1980 ) o [<I[=> E,J@ 3 Fﬁ#[ﬁlﬁﬂéﬁﬁl
G 7 IR T AR TTROR B T TR S AR ORI RL T
LA KRNI e e o R N il =l M T T R R

PASH » B ff e g Y el BIFOR T > Brucks, (1985) AU5E- £
SEHAOTRAG o R PO~ [t R 7 R S - P
P TR 7 BRIV AL | Eioad J; IGE R
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gk s ISR R T SR T 1) R DGR S
ﬁﬁ$ EYFHEfs o I @Fﬁﬁlﬁlﬁyﬁ?g¥%zgljw VRE JELEJFI f' FYEJII .

T > Punj & Staclin (1983 ) % Johnos & Russo (1984) FUFA = - i
PRt | il P PSR e 1 o R 2 TR [RVRRE e TR 3 f e
IR ™ T By > PRI D R RNy 2 o 1) B IR g ey
Fetif o OB I S S S R usEeR (F]F1 Brucks, 1985) Fe%lﬁg[%pn%
Gl > Pyt IR R V=] SRS
ISR [T S E T (Rl (A i R JE (IR
By S FPORGTE - 2 2R (RRSEI LU R - P I
ORI SEP Eras URYE ﬁ‘}?r@ PR S R T T e TR i
Rk Sl T TR R 11117 i A I S ]
FHET > 2t %ﬁﬁm%zwﬂuﬂsﬁ@ :

AT (2002) §71) % fhATEEREPORs, I Hlﬂﬂ%’f’fs‘@ﬁw %
Ao B A ’# CLUE R A AR G0 R E R LR Y,
P B SRR 0 R AR P T PR Wl”?it‘ﬂ T
PR By TR L PR > SEEET I TR S PR R 1 o SR T IRl
AT JFL[E*‘E% eyt e

A ORI » U BT A R BT o e
VB3 TP VR VR R BE  2 BULHE FR
= M IEOBET  BOR GR fTRE  f ET 2 f hEs J%,m Klein
(1998 ) HRE P HER YT AR P P | e BRI T T o
%f@m@?ﬁﬁ?@%ﬁﬁﬂdméfﬂoP&'LF“’¢W@%§]’[[E{LF'\JE*FPE#IH'%’,%\F?E*FPE#IPE#[
T . W (0 BT T e R R B g |

PR T ORI 8 0 O AR EIR © O P
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FURYRHI A= e | O I TS 3 YR (e IR

=9 > Rao & Monroe ( 1988) F%tﬁfﬁ?ﬁﬂ A S T A L
[ SRy > Py B ETHORLE R ORI - i * 9 B L
RVURE o & (PRI 1o R BsRL (NEGT: 9 (P8 g e - MR © F
o e R PP PO AT 2240 (Park & Lessig, 1981) [P At
& Fﬁp%%ﬁﬁﬁ BBl o [RIDRY = 0 AR W 3 il I AR B R A

—v'T

STHET ARG TR

S B R SRR IO R IR o
FF[{ écp%;‘ﬁ; i JTJIUIﬁ%Bf % [P R R AR EE P ﬁ%ﬁw FFPQ@
ﬁ “Fﬁ I3 |71Hf’f\ TE[%TEJFJ"LE‘J%ET s-Peterson, Balasubramanian ,& Bronnenberg
(1997) ﬁ“'ﬁ[ﬁﬁ‘f‘ﬁ%‘ﬁ?gﬁffﬁ T ‘HEJF' 5% 7 [ﬁjgfjrg%{nj fﬁ{ ) E{Er‘ﬁfjﬁ?@jﬂ?}jgéj—k
BHVEYR] o kL (R = o poshets - %E%%?ﬁ?"ﬁﬁ}?*ﬁgj s HT El@'[‘iké‘?fj‘ﬂﬁ
?Tﬁ*?ﬁﬁ'ﬁ VR R f&;ﬂ'}E'lE IR %E'U?iﬁlﬁ’iﬁﬁ? > [FIF I e pApy
TR = g Ff[} g Jflﬁﬁjtzﬂ\’ﬁﬂ (9] EIE%%’?‘ % » 2000 ) - Benslimane , Plaisent ,&
Bernard (2002 I?ih Y PVEIRT: 71 AR S F F" 2 Pﬁ%?ﬂﬁ]
'[‘?3‘?1"} ﬁﬂﬁ%&hﬁ@%ﬁﬁ@’ SR Eﬁ’ﬁ%?ﬁﬁﬁfﬁ?ﬁ?q’%ﬁ SR RLE jﬁ[ e A
SRE e T (e O A R At REE T
Margherio, Henry, Cooke ,& Montes (1998 ) 3 K E S Ha@’?‘/wﬁl SES F? 7ﬂ
Wt T RIS ES I~ (W HET (good-quity ) [ RALL AR
(Kin & Lee , 2002 ) - Davern, Te'eni ,& Moon (2000) F[lRLZ] IE ﬁﬁf}ff’ﬂjjhf'\[’?‘/
S R A RN SRR R BT R 0
Pj”ﬁ’ (Lightner & Eastman ,2002) o [NF= 58 ’%ﬁj% BT E@?Jmﬁfgmﬁr%ﬁ#
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- BT

P [ RO BTSRRI T LIS R o
Rauport & Jaworski (2001 ) ?F[LL ﬁﬁﬁ'f"?{ /i1 (customer interface ) ?ﬁwﬁlfﬁ )
& fﬁ'[ﬁiﬁi{ context ) ~ [’ %’\,( content ) ~ 7 community ) ~ [id * [~ ( customization ) ~
13§} (communication) - ifii# (connection) ~ % pb (commerce) E7CHH - H
HII%E,[ FL -J:T i_{ﬁ#ﬁ%“&fp e RISk (17 F' TJ%[%@Q% ) 1ﬁfﬁu F'E[ £ L
N[ J”ﬁﬁfé‘?iﬂ I%E:Fﬁff’ﬁiﬁﬁi > Kwon, Kim ,& Lee (2002) #;iliChau , Au ,& Tom

(2000) H£] - 1%?',_5“?*4@4 FH Y ’i{ﬁé?ﬁﬁfﬁﬁ%ﬁ%F‘ﬁiﬁj\?ﬁ%% £
== E'Jp’[fjrﬁg% o
Huizingh (2000 ) ﬁgl;;ﬁ#’ﬁ Fk@ﬁzgm[ﬁ#’y FARRLA pUEr s %f;@yi%
5 (Lightner & Eastman ,2002) © Rauport & Jaworski (2001 ) E‘[JFM X FL' RLte
Q'ﬁpﬁﬁfﬁfﬂﬂ—ﬁfjﬁ?ﬁjgﬁf Ty E[JfFI‘J'gﬁj EYUTSE - G By @.?"{gmﬁz
[5G 1 B R T g i Y IR E - Kin & Lee (2002) H
RLREEATIRR S H PR okl b 1 F 0 Al R R R T
( Morris & Hinrich, 1996 ; Kim, 1997 ) -
Rauport & Jaworski (2001 ) 3%~ HHHENFFYH /7 i lElme“'Fk[‘F%’;ﬁyg T
P
(— ) B fﬁ' ( Offering Mix )

P PO A - 5 R 153
A -

(Z) ]??ﬁ*ﬁfi ’] ( Appeal Mix )

34



FORBYR FRLIR RS RETRRLE ORI R R - — R WS
BT ST | SR RIPR SR B BRI cogitive)
SRRV (emotional ) Ry KR » FAIFTI RS & O BIR] - AL
frﬁ gt~ AT Cavailability ) %ﬁ’lfj?ﬁ, M, @ & < $2 (customer support )
PIPR S P AR LRLAN 7 o g A R S gy -
SRR PR PR R -

(=) ﬂﬂtﬁaﬂjg & (Multimedia Mix ) :
R IR S B R [ U P2
() PJF#‘[?JE',: (Content Type ) :

ik %Fﬁfﬁﬂ’?}ﬂi%é‘? B A Eﬁ LAY % (time-sensitivity ) pUAH o Eﬁ
EJEPJ?}’ ( Current content ) ?Eﬁ.' @EUE\JT il (e - E E‘Y?*Elfjﬁl'ﬁﬁ [eEEE
2 % (reference content ) Fl[[RLEBHE [/ EJJ:F AR RO YV R R Y

| EJJ‘ (shelflife) -

ST R HB I PR Bk [ORLRI 2. LR 3 g I
E R B SRRl A ICEPIPE R LR Y (Kin & Lee, 2002) » = HiT* [
% I (Content is King ) AVEIF A& {l] Hylmﬂpumﬁ,&ﬁﬁ ( Stratigos, 2001) -
IR I ey RS e U R RSP =t o ]

H &Iy (Lightner & Eastman ,2002 )

Lightner & Eastman (2002) HZ[ » guﬁ?ﬁﬁﬁ @"‘ﬁﬂﬁ?ﬁélﬁiﬂ‘l‘ﬁ%ﬁ’l@%‘{ﬁ% PRI
FBEREOT | A T AR HOHCE » [5RL (IS5 F} (obscure area) = [
AT PORLTE A el 2B (what is presented) [UFf] (Rauport & Jaworski,
2001) = Hifld k&?%w[ﬂfﬁpﬁdaﬁe [ g b IR S RGO E > TR
R P IFEOTYR > ¢ R SRR o 1 T AR
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AT Ctendency) 3 Fu ¥t » NPALEFIERAFID 55 D4 01 e esr!

%%K‘ P % Fﬁ#,f}?* ( Lightner & Eastman ,2002) -

PP 1A 7T PR A RO (s e AL
i YA 5k SRR IR~ FITEIBRH R | R S, BT R P
PR R e

= ORI ER

AT PR A PR O PG fTHEE] Kim & Lee
(2002) H{AHHFERHE o (3 (process) =5 (architecture ) [y Rl BHE
b SRR L BLEH 5 SRIM I AISRAES (transaction phases) : 77~ )
ST BUL A IR P TR ) ¢ (PO £ HAR B
I A e RPR IS R ST SRR
FECLSRIIORER ik S RO R 2-1 .
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bi9t > Burke (2002) £+ RIRREREPER) TV (AR M F L0 - /Yy
F R AEITE et - 1A R SR oA R R
ST S S8 TR B S S
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