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������������������������������������������������  

2.1 ���� 

���������	
��
���� � � �����
�� � � � � ��

�� ������� �  ! "# $ �% &����'��( )* +, - . / 0 1 

2.1.1 # $ �%  

# $ �% 2 3  4 5 6 70 7 89 � : ; <� = > ? ���' 80 7 8@ : A

BC �# $ � D > ? ��1�E Internet �F�G H # I ��J K L'M N LO

"P Q �Internet� P R S % T U V W X �Y Z[� � � � �(World Wide Web\

WWW)�F�] "^ _ �� � � � ��F�` K a Internet��: X 11994 7 b

WWW �c � �G H d �G 	e � G 	A f�gh i j �k@ : T  [l m

WWW nop �� �: q K 1rstuv l m ������ # $ > ? ��: �

"��w �x yz "# $ �% (Electronic Commerce\EC)1 

Kalakota & Whinston {1997|} "�# $ �% ( Electronic Commerce )�~ �

� 3 . � � �@ : '� � � � � �� � � �� [�# I � � � U � �� 	�. �

� np � �J K &@ : � � &@ : � '@ : � � � �> ? �1� � ��# $ �%

�� ��
�� _ � u� @ : l m �����  ¡ ¢ £ ��� Y �: q K �¤ ¥

� ¦ &> § &S % &̈ © ª � "�¤ « a ����¬ nS % �­ ® &�¬ > § �

¯ ° &� = �± ² �[�# $ � � �> § ª ³  ´ "# $ �% 1 

2.1.2���� 

� µ ¶ · , �: ¸ �¹ w º��w ������ �� �����P R �¬ »

S % �¼ P R ½ ( 	�¾¿ � [À ÁÂ Ã e Ä À d �½ ( Å �Æ 1kÇ È w �

����É � �Ê Ë Ì &½ ( &© Í &Î Ï ª Ð Ñ > § � � ³ � ���Ò Ó �Ô

 [´ "�����1 
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Õ Ê @ : �op Öe g× �Ø Ù. Ú ������ÛÜÑ g× �Ý yº[@

: �Ø ÙÞ Å �l m ����ß à ������ ¦ � á ��¬ »S % �¼ À Ád

�Â Ã e �â ãä å �: � æ1[Â Ã e �Ø Ù. Ú �Â Ã e  [l m ����

�ç ����Ë Ì �¬ �× è ( ­ �¬ »é ÁS % �´ Å "d �( )»��(

)1����� BC � ��ê A Z�Â Ã e g� Fë �� ~ � ì Zl m # I í �

Internet�k�ì Û�¬ îï [V ð ñ�ò ó �l m WWW ôó õ �� Â Ã e �

# I ö fZ{¶ · , �: ¸ �1999|1 

2.1.3��( ) 

@ : ¶ ÷����À ÁÂ Ã e ÷d �½ ( ø ¬ »S % �Albaet et al., (1997) 

ù Û��( )´ "�J K ó ì ú ( )( Interactive Home Shopping)���( )G H

­ ò n® ò � û � Q Ù�J K L�¼ ü Â Ã e � ì Zz �Ò Ó > § ý þ 1Hoffman 

& Novak( 1996) } "��( )� <� ��� ¦ �u, - �����J K ð ñ��

L� [P R @ : � d ��� J K � ¦ �� "u+'Â Ã e ¢ £ � � � �× è �

@ : � �����T  [P R �¬ &S % � Â Ã e 1 

� � Ü{1997|�� ��( )� � �� � � º��l m �Æ �� � � &	 ¦

ª � ¦ q K �Â Ã e � ø 
 ( ­ K � b �l m � � � � �{WWW|�� Ë Ì &

½ ( �© Í �K � �����ù l m � � � � �Û�¬ îï � 
 r[V ð ñò ó

õ �� Â Ã e # I ö f�Â Ã e g� Fë �� ~ � ì Zl m # I í d z  [��

�¬ � � ( 1 

2.2 � � � (Personal Values) 

2.2.1 � � � �¹ w  

� � � . � ¶ · � �	 � � � � � ñ � )� � � � � � � � u� � � � �

��� � � � ^ _ �ãÅ u��E � � � & Ü � &� ! � &� �� ª  Ü� � �

� � � � � �" Ñ # $ 1% t � �� � & ' ( � � � " ) X �� _ * � �	 � �

� � � ¨ + L ) X (Kilmann,1985; McDonal & Gandz,1992)1 Ü � � & ¹ w � �
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� "÷  ÜÓ , Ð - é �� � . / L � É (Parsons 0 Shils,1951)�	. x y  Ü

� K 11 2 � " 3 4 � e Penning(1970) É } " � � � �� �u+ � � " 5 6 7 8

( feameof reference)�^ _ 9 : �� ; x + � <Ù& = > K � �L ? �� @ 1 

 Rokeach (1973) } " � � � � u� A B � C ��� � ¹ �� " D ó » � )

�] E F <�� � � ¤ « G H � I w �¶ ÷ � � �  [¾�+ � �� "» � )}

= �� J &� K � � � � V � L ¹ A B ��u M � � � � � O , ! � N 7 ôÓ 1

� � � T  �� O �£ P � � Q C � � f� R S è T Áã U \V £ P ã U Ü W �

X h Y Z ¹ � � � �k [ C g U 1 

 \ a Rokeach(1973)� � � � ¹ w E �] Ñ ^ _ � e � � � � �¹ w �̀ a

b(1982) � � � � "+ � C c » d e �u� f � �+ � � "� Á g Ð } × �Z �

C c » d e Ð 
 h1 i j k (1984)�F l ÷ � � � �+ñÜ m n o � � ¹ �� "

ò ó �� p ¡ Y q � �["Ç Ñ � � � d e r �1 ) s u(1989) � � � � u+  

Ü»u t � 	[ u v � % »� "� e w �Á x ) X y z n { | } ~ ª � : 
 h1

Schwartz(1992)º � � � � �+ � ��� d e �� d e �Y 
 q <Ù � Ñ o � �

Ù� e L1 � " � (1992) } " � � � � u� � � J � � � �» � ��Y � Ñ � �

� � ~ � �� �E � û � n4 � � �� ~ � � q � } ¹ �ü � � Öe � 
 � � �

J � � � è � � � � �� ø 
 1Peters et al., (1995) } "+ � � � � � � d e »

A þ � � � � � 1Mintz(1995)º� � � " � X � Z�� @ C ��+ � � "� � �

ÜÁ x � C � Å 
 hn� # 1 

� � � � ¹ w � H = � � � "u+ � � � � C �» d e ��kÜ # � n 


h+ � �� "1¼ ü �� 7 . T � � � �	� � ¦ 3 4 �¼ Ó "u+ � �� ¦ �

��P R u+a x Â Ã e � � ò ¡ 1 

2.2.2 � � � � u v  

� � � � u v ò � �] P G 	� v ¾Ñ * � ºRokeach � � v ¾(Rokeach 

Value Scale\RVS)&� � n 
 q î<� � v ¾(Values and Lifestyle Segmentation\

VALS )& � � v ¾(List of Value\LOV) (   ¡ w � ¢ j £ ¤ 1999) 1 



 - 13 -

2.2.2.1 Rokeach � � v ¾ 

 Rokeach(1973)BC a � � � ( ¥ ¾(Rokeach Value Survey\RVS)1t¾2-1

Ð ¦ �RokeachÛ � � § �� "�ò ó ���û � � � � F <�� m n ! "Ö�º 

(1). ¨ � � � {instrument values|º�Ñ � � "ò ó � � � � �¤ ¥ m ¡ � �å

¡ � © ª « å ¡ �� � ¬ � � {moral values|�n[+ � � ­ ® « å ¡ ���

� � � {competence values|�1 

(2). d � � � {terminal values|ºÑ � � û � � � F < Å � � 1¤ ¥ [� Q "Z

� '+ � � � "^ � ��+ � � � {personal values|�1n[  ÜZ � ' �

�� "^ � ��  Ü � � {social values|�1 

¾2-1 Rokeach � � v ¾ 

���������������� � � ��� � ��� � ��� � �� 
¯ ° � 
 q ( ± ² � 
 q )  Ñ ³ ´ µ ¶ ( · ¸ j ¹ & µ ¶ J � )  

º » � 
 q ( V ¼ V ½ � 
 q )  � ¾ M ¿ �( ´ Ù À Á )  

Ó � «( A B � Â Ã )  Ñ �� �(�� ' &Ñ Ä Å )  

ê A ' Æ  ( Ç Ñ È Én Ê Ë )  q � �( Ì Í Î Ï )  

Ð �ê A ( � Ñ n Ò Ó � ) Å Ð )  ÔÕ ( Ö × &u Ø g Ù )  

Æ ª Ú Û( Ð Ñ � � Ü " ª )  Ü Ý ("� Þ � � �ß á kF)  

ì ú à � ( á oÐ Û� � )  â ã  ( ä I � å g � )  

� ÷( æ C &� ÷ � ç )  S % (" g � �� è ® � )  

é ê ( � �)  ë â  ( ì ë& � H C í )  

� � ' î ( Ç Ñ � � � Ê Ë )  ï r� ( Ü � ð ñ )  

Ó ò Û(L� ó ô �� õ ö )  æ C  ( � � � �)  

a ì à � ( ÷ ÁE � ø ù )  ú ¡ ( ú û m � ü [ ü ò ý )  

Î þ (� ° &é Á� � 
 )  � � ( L ¹ & � L)  

� � ê A ( � Ù � � � 
 	 )  Û ( 
 Û � � )  

� 
 ( � Q 
 ^ ) S Ê (� � � � & 
 � g � )  

 Ü � � ( 
 � & c �  )  � �  ( � � Ñ � & � � ° Ù)  

ì ë� � � ( õ ö � � � )  ¶ �  (  W � C � )  

� û ( ; x 
 	 )  � Q ¯ ° ( � Q . / )  

� D . 3 ºRokeach M. , The Nature of Human Value, 1973 
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2.2.2.2 � � n 
 q î<� � v ¾ 

Mitchell � Ð a  ! � � � " # � 8 SRI � $ F � � n 
 q î<� � v ¾

(Values and Lifestyle Segmentation\VALS )� q _ � [Maslow(1954)�~ � % &

� 0 "� @ 1� � n 
 q î<� � v ¾� � 	 � � Â Ã e q K &' ( n I ) � R

S . ÛÂ Ã e ! t �	30+ u v � � n 
 q î<� O * Ð 1 Ó � R + �ÛÂ Ã e

! " , � �î1� � � n 
 q î<� � v ¾Z�� � � / - ¤ « Ç ��t+ � �

C �& . � & / � & µ ¶ n m ) ª 1 

2.2.2.3 � � v ¾ 

Kahle, Beatty and Homer[Rokeach� � 0 "� @ � $ F � � v ¾(List of 

Value\LOV)� q _ � # R Á 0 e � , � ] E � � � ^ _ Ù� f v 1 � � v ¾¤

« , � ] 1 � � � �! � � � Q 
 ^ &� Q â �&Ó � «&� g � 
 ^ &
 q Z

� 2 ( &4 � º » & 3 n � � � � �& à � «n 4 <« ª 1 

� � � ÛG 	Rokeach � � v ¾ � " u v � � � Å ¨ � ��Rokeach � � �

0 Ç "Ò Ô ü � ^ � � % f! 5 � �Y � $ F� � � v ¾{RVS|� 6 ¡ "�

� + � � � � Ñ Ä ¨ � {Kahle and Kennedy,1988|�¼ ü Rokeach � � � 0 � 7

. �
 � � e �	� � ¦ � � � 7 [RVS" u v e w 1VErdem et al., (1999) B

8 � d � � � � � "9: � ; ^ _ �z G ¨ � � � T Ñ 
 � �V < � = Z� d �

� � � 6 v 1 d � � � > ¶ � 6 ¡ �Ä À '� À ? � @ � @ W �Â Ã e � "1

McCarty & Shrum (1993) > 6 â + � � � 'Â Ã e � "Å � �u� � À � �

�17 � � � � å RVS�18 � d � � � . u v �[ A ÷ � , �36 � ñ Ó Á 0 e B

C � ¶ D 1 

2.3 ����� 	 (Online Store Attribute) 

2.3.1 } ~ ��<L 

Martineau (1958) ¹ w ��Å <L� ÷ � �L� � � Lª <LÐ 1 � kÓ �
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¶ ÷Â Ã e } = � E } ¹ 1����Â Ã e ���ø 
 uv Ç [ · F � è �� Ü

¶ ÷ G H &æ I &Ô� ª J K �kôÓ u+ ð ñ L�� L 1÷� Â Ã e �� ��

Å R T Ñ g× �^ M �_ � �"a P Q nY g ��� � N O X �Ð [� � a x @

� � P Q Ð ^ M ���<L�¼ R � d e P Q � $ Ñ � � � Þ ���<L�[ä

å SÉ T U 1 

� } ~ ��<L�
 � ) Ã Ñ Oumlil et al.(1999) G 	 V W &�¬ n � ? ª *

��! "* + 8 f18+_ : . X : ��<L�Byoungho and Kim (2003)���<

L 8 f! � "ß Y Z � L&S % � Z � &� [ �g Z L&Ô \ » â �� y z &S

ÉL � ? n� � �¬ ª ] 8 f - 19+_ : �Stephenson (1969) R � ^ ¬ Â Ã e _

/ Y ( ­ K � �¼ [Ö ` a ò ó . _ / ² ? ��n b ² ? ���Â Ã e � @ � �

�<L��
 O Å c �kü § µ � : ! 5 � ä H ��� � &��â ñ� d &��

Z � L&�¬ � ç &��S % � , &� ? &�� e Ln f � ����«> ª g

+� : 8 f�Lindquist (1974) R �m h �� F � ) Ã �P F�� F � � , + 8

f�Y ZÑ uv 8 f� Ñ â 6 ¨ A V Ñ uv � � e } " � � � i ß �� 0 ���

F � ��� � ç � ) Ã è �Y â < � � ��<L / j Å � 1 

2.3.2����<L 

m h � e � _ / 8 Ó ��ô � � 8 fn<Lè �O V � [ } ~ k l ���Ø

Ù. � Å ��� m â ñß Y n � , �����. n �É Ñ ; ë _ / ° � � ���

�ô � � 8 fn<L" o 1Lilien et al., (1992) � P FP 5+¦ l ` a � 0 �ø ¬

( ­ p ~ � q } &� � r = &� ç � f s &( ­ � t u ( ­ f � �Ñ kT Ñ � e

P F� �����Â Ã e ( ­ �m � q _ � ÷� � r = &½ ( ø ¬ � l b S % ª

* + ` a Ð 1 Ó  (Ahn et al. 2004�Wolfinbarger et al. 2003�Ranganathan et al. 

2002) 1 

2.3.3����<L� u v  

v w x (1999) R �����<LP Fa �¬ n ¡ &V W X © Í ò ó &�� =

y Ù& z { / ? { &ì � / f � | } &� ~ õ � � Ù&�Æ # � n � # &> § à �
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Lª 16 � <L� � $ � (2003) � 	 e L& � �L&p � X & Z � L&� �L&

à � L[�¢ £ Lª � � � : ����� � f v �Lu�Mei-Yu(2004) � 	�Æ �

�&�Æ � �n L ¹ L& � e n � � e &�Æ �ß � ª 4 � 8 f� : � R � � �

# $ � � �Æ � f v �Young Gul Kim(2003) � 	G 	e � f¬ ã&ø ¬ � � ¬

ã&S % � � ¬ ã&à � } = &�Æ ò � &� � � I &
 � � è [��Æ �ë ª

8 f�÷602 W ��G 	e R � � a * ì �� � � � f v �[ _ / Ñ � v 8 fÜ

�Â Ã e ( ­ � " ñ Ó 
 h1 

� � � (2002) � � ) Ã G 	� : ! 5 �Y � � � ¦ �� ����G 	e � �

Z�����ô � � 1 Ó _ : ¤ « Ñ � O 8 fn � � � <L�
Ç � } ~ k l �

�ô � ���� Z � L�&� à � n � ö �n�� ��è L�* � 8 f"���

�ô � Ð � Ñ 1Dong-Mo Koo(2006) G 	�Æ �ß � & M > � � & 3 n �í � &

� � ¬ ã&ø ¬ ! �& à � «[� l b S % ª � +����<L"� � f¡ 1 

� � � �� ����<L� u v ò � � q _ � G 	 � � � (2002) Ð � F� �

O 8 fn � � � <L� " u v Å O * ��Y � � � � a ����G 	e ����

�<L�Ú � �¼ ü �n } ~ k l ��<Lg× �  ç a * +����� 8 f1 

2.3.4 � � � n����<L� � � 

Erdem et al. (1999) � ¦ a U Ä À � � � � n��<L� � ��G 	a � î


� g X P R a r+ � � �� W �+ � � � � �'  Ü � í �à � Ñ Ä � W ��<

L 4 � "�� V W ��¬ �' � ? Ú � � : v ª � �� � � 1 

Shim & Eastlick (1998) ' Homer & Kahle(1988) n ¡ a + � � � '  Ü � �

Ñ � � 
 h � � ��<L� : v ��[� � � � � � ³ u � �P F � � � '��

<LÅ � Ñ � �
 � 1������ � M + � � � � � "u+ � ¡ � � � + � Â

Ã e �� ����<L� f � � � e � � �÷� q C 1 

2.4 
 � � (Satisfaction) 
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2.4.1 � I Ù�¹ w  

Cardozo �   Ûop � I Ù� � �# � x � ¦ � � 3 4 � g �Fop � I Ü

¡  op h Y ( ­ �� "�ü Ü( ­ Y g �ø ¬ 1V � Spreng Ô� [ ¢ Ñ � �o

p � I �� ) Ã �Z���op � I ��¹ w < £ ¤ u+Ôñu � � - ¥ 1Ñ k

� v 7 . � � e V ¦ ¡ [Oliver(1980) P F�gu � � / {Disconfirmation 

Paradigm|. x yop � I Ù�ôÓ 1Oliver } " � I � u� R �� ¹ > § � §

¨ � ��Â Ã e � á �ø ¬ � r �Â Ã ¶ © n�� �gu � �kø 
 � � � ��

q � } = 1Danaher and Haddrell�u J �F� D î u v � I Ùè � T & �¤ ¥ Ç

Q � C Ù& Ä Ù�ª« L(Convergent)n � � L(Discriminate)&¾f Ä Ù(Face 

Validity)�T  [ä H Ç V � � � � � � �[�Ç � ¬ ­ ® R � R S � ¯ x � §

ô1 

Hampel(1977) P F � I Ù ° ¹ � op Ð 9��ø ¬ � è Å â �� Ù�� � ±

F�9��n�â �� � � u � L�� Ù1 ² ³ ´ (1990) P F� � I Ù�� @ �

� 	. : v � X �ø ¬ &̈ � &
 q ¬ ã& � »� E µ ¶ ¬ ãª ò fÅ Ú � �

¨ � �� u � J P Ñ 	� u v � "� e 1Westbrook & Oliver(1991) } " � I Ù�

op u� § ¨ � f s �[ G ¹ ø ¬ �¾�� · t9�� n 1� � C z � § ¨ � �

� Ñ ¸ ��kü Û ; Ï �² O Ó "op �( ­ ø ¬ �Ôñ<Ù1Engel�Blackwell 

and Miniard (1995) } " � I Ù� �op G 	ø ¬ b �Ü�ø ¬ ¹ Ä n( r C � �

e R  [ f s �� � Ñ u � Lè �Ûä H � �\Õ gu � Lè �É Üø 
 g � �1 

� º » (1996) } "op � I � ° ¹ � : "��ø ¬ �9��&�} = �ø ¬

¹ Ä �&�+ � q � � § ¼ � : �&�è � �: �'� § z � : ��gm [�9

��'�} = �&� ½ © �> J � 	] ^ _ 1Baker and Crompton (2000) } " �

I Ù� + � ¶ m ñ © b � � � n § «F ¾�Á x  Ü� : n � � F ¾ Ð 
 h�»

� Á x ´ ¿ &t ñJ K ª E � � : Å 
 h�kø 
 u� <Ù&I ¡ n~ � 1� �

µ p + � �u� À ì ¶ © �3 � � + � n d � V �J K Ð ø 
 Å � � F <1� I

ÙÜÁ x g× �+ � �ã&  ¶ Á Â 
 h�kø 
 g× �K � n<Ù1 

� � � � � e Å ¹ w � [H = � � I Ù�z � u� � � r �� �n� � b
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«Á�� Ã Ç m � �T � � ��� nâ � � Ñ u � Lè �Ü«x � I \k���

nâ � � Ñ gu � Lè �É Ü«x g � I 1kü �� � I Ù�« Ñ Ä � � � � F

<�Ü Å � + � �ãg× ��× W � � )ø 
 g× �} = �ü Ü� � I Ù�«Á

Ñ Ð g× 1 

2.4.2 � I Ù� u v  

m h � e � u v op � I Ù�ò � ��q _  [! "Ö� u v ò ó ��Ôñ

� I Ù�n� @ <L ¹ Ä � I Ù�1�Ôñ � I Ù�z Û � I Ù M "� u� Ôñ&

Æ ¥ �� � 1Czepiel(1974) } " � I Ù � M "� u+Ôñ� f s � ���u+

ÔñL� � �z 8¾op �ø ¬ g× <L� q � � �Å Æ '1� e Ûop � I Ù

M "u+ÔñL� � ����� u v � Ç G 	¿ u R � �l �a x op q � ��

Ð À Á x ø ¬ »S % �� fLÔñL<Ù1k� @ <L ¹ Ä � I Ù�É � �ø ¬

@ +<L� � I Ù�� u v �h E [  Æ 1� 	V ^ 8 f� R � . u v op � I

Ù�z   u v ø ¬ @ <L� � I � Ù�h  Æ � H op Ôñ� � I � Ù1 

Å � ����� ' 2 '# $ �% � � $ �� � �� � I Ù�� � T È è Á x

^ M 1� m h �� �����op � I Ù�� � Z�m 0 � � ¹ w »� u v ò �

��ù Ñ � Ö� ò � � � � 1Mckinney et al. R �( )�Æ � 	�� g q ¹ D ó

(Expectation-Disconfirmation Paradigm) � $ ! 5 � D É Ê � � Å ��op � I Ù

u v 7 8 1� � ZÛÔñ � I Ù(Overall Satisfaction) ¹ w "u� § «� � � �8

¾a �Ôñ�Æ É Ê ñ © � § ¨ � �1� ¹ w ' ( �� � ( ­ � "m � ��«Á

' f s �g× � [ ¢ � � � ¡ � � [ ' ( . � Â Ã ñ © �} = L � � " q 1

Czepiel n Rosenberg(1974) } "op � I � Ù � M "uÔñL� f s � ��k

�uÔñL � �8¾a op �ø ¬ g× <L� q � � �Å Æ '1? Þ Å �z [�Ô

ñø ¬ � I � Ù�(Overall Satisfaction) � "op � I Ù� u v � d 1Eighmey(1997)

Ë � 	 ] + q _ 8 f. u v ��G 	e �� �: L�Æ �Ôñ} = � ��¤ ¥ �

¦ } = &Ì 2 � � &� � � � &§ � G 	&C í Ù�J K Lª ] + 8 f�kY Z

§ � G 	 Í "G 	e f s �Æ � I Ùè ] "^ _ � 8 f1 

Lee (1999)Û��op � I Ù M "uÔñL � ��¼ P Fa u+��op �
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I �Ô� L 7 8 �g } " 
 h��Â Ã e � I Ù� � �¤ ¥ @ : �b Î ¨ Ï &o

p S % &�¬ � � ? Ð # � '�Æ r Ñ @ � Lã�� Ù\�E �g ¼ } "� · ä

I h Y Â Ã �ù z Â Ã e ��ëÙ�å ° � + � G 	e �� Â Ã � � I � Ù1

Szymznski and Hise (2000)[d �( )¶ © � � I � Ù(Satisfaction)' Î þ � Ù

(Pleasure) . u v Ôñop � I Ù1Kim et al. (2002) Ò � G 	e � I Ù� R �

"º�Ôñ�� � �Æ «x � I �1Devaraj et al. (2002) R �B2C £ � � I Ù 

(Channel Satisfaction) � u v P F[d �¶ ©  (Online Experience) &� � � � 

(Information Content) 'Ñ Ä ( ­  (Effective Purchase) ��� . u v op Ôñ �

I Ù1McKinney, Yoon and Zahedi (2002) � 	Spreng (1993)[} = L' § «L_

: � $ 4+ � I Ù u v � d �� "� � ¬ ã&Ó ~ ¬ ã�Ôñ � I Ù� u v e w 1 

� � � �op � I Ù� u v ò ó � � 	¿ u � d . u v op Ôñ� � I �

Ù�� 	Ôñop � I Ù8¾op Ê � ��( )è ��ø ¬ g× <L� q � � �

Å Æ '�[a x �op � I Ù� � Ô � : " o 1 

2.5 
 � �  (Loyalty) 

2.5.1 �ëÙ�¹ w  

m h � e �op �ëÙ� � 
��V �kg× � e Ð ^ �¹ w T g
× ��

�op �ëÙ� � � � Ç Ñ Õ u�¹ w �R �g× �� � Ñ g× �¹ w �¤ « ^

Ä ( ­ &m n &Ö × &� Ø n�ë ª 1� � �ëÙ(Loyalty)� � �L� � Ù � 1950

7 8÷ Brown [� Cunningham �â 6 L� � 1N �� � e �¤ ¥ Newman and 

Werbel&Tellis�g X ��ë p � �¹ w . � � �op ( ­ � "�â � Ú ï �<�

m � ó �¹ w {Process Definition|1Newman and WerbelÛ�ëÙ¹ w "� o u

¬ Û �h ( ­ &»� ( ­ è � ï x Ç Ç u� ¬ Û � Ç Ñ Y g ¬ Û � � � É Ê �

"\TellisT ¹ w �ëÙ" o � ^ Ä ( ­ Ü Å Ý y ��( ­ ¬ Z
�O v {Relative 

Volume|�
× ¬ Û ( ­ � "1 

Jacoby n Chestnut (1978) } "�ëÙg�¿ [� "f�� e . ¹ w �k� �

�u J Ê Â Ã e <Ù� � 8 . _ / 1g P FÂ Ã e �¬ Û �ëÙÜ¾�� ° � �



 - 20 -

* + ` a Z�! � "º(1) C �(Belief)ºÂ Ã e �� �¬ Û <L� f � Ç Y g SÉ

¬ Û "� \(2)<Ù(Attitude)º¬ Û � � ? � Â Ã e § «�� m n \(3) � " I ¡

(Conation)ºÂ Ã e �� �¬ Û �¬ ÜÇ Y g ¬ Û Ñ U ' �( ­ I ä 1Selnes

{1993|�Fop �ëÙ¤ ¥ b . ( ­ � �&S % Þ ß � A þ &² ? ¬ Û � 

�L� � f� à á â } 1Dick and Basu (1994) } "�ëÙ I �Â Ã e �� o â

ñ( ø ¬ ¬ Û &S % &�Æ ª ) �<ÙnY ( ­ � "� � �1 

Jones and Sasser (1995)�Fop �ëÙ� op � o ø ¬ »S % � b . h ( ­

I ä �¼ } "op �ëÙÑ Ö� ºu� � ã ��ë�� ì �op �ë�g§ � O

� ç \äu� � å ��ë��op � �Ñ U n ø ¬ »S % � � ç è �C · � Ü²

± x äu+SÉ�ý 1Bhote (1996) �F�Ð æ op �ëÙ� op � I ç ¸ Ð P

R ��¬ »S % �� � g X ä I è é V ê �2 ç ¸ �� ¦ � , �" ç ¸ � � f�

â } 1Griffin(1997)�Fop �ëÙ � �x ( ­ � "�� I ë � � u� <Ùk > �

Y ��ëÙ�¹ w Ñ º¶ P L^ Ä ( ­ & w o ç ¸ P R � @ � ø ¬ »S % Ó _ &

BC à á '�Y g : e � 	 ¦ q K Ñ ÷ ì L1 

Oliver(1997)�ëÙ � ¹ w "Â Ã e ^ Ä ( ­ o u� �¬ »G 	 o u� � ¹

S % �� � � f í �uv § z � O �T g 
 hop �� � ø ¬ {»S % |b . A

þ LG 	� I ä n� "�Â Ã e ÜÁ x � V E � y z �� : 
 h�ôÓ �� o u

� ¬ Û � m n � Ñ b 
 h Y ( ­ � "1Pritchard, Havitz n Howard(1999) � � �

� � ¦ Â Ã e î ï � O m n � ¦ ¡ � ô Ó �ë� r à � : 1Reichheld and 

Schefter (2000) } "Ð æ �op �ëÙ���� � q op � C í \T � � n �É

å � H ð � �op �¼ ñ H op � Ö × � �1 

 Oliver(1999) � µ Jacoby nChestnut (1978) Ð P FÅ D ó  [ ò ê �P Fo

p �ëôÓ � ó + ` a �g ¼ } "�ëÙ Í �   ø 
 � � Â Ã e �<Ù % f��

k¾�� E � �( ­ � "\Y Ð P FÅ �ëÙ ó ` a ! � t ^ º 

 (1). } = �ë(Cognitive Loyalty)ºÂ Ã e � � ` a ��ë Ç � � �� ¬ Û � C

��ù z 
Ç � Y g ¬ Û �Â Ã e Ç " m n �¬ Û Å <L1} = �ëq _ �

÷� Â Ã e   r �� ø ¬ � = ¥ »¶ © Ð ôÓ �Y Ð ^ M � Ç � ø ¬ Ð ¾�
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Å ¹ Ä � ; �§ Á x SÉ e Ð 
 h1 

 (2). § «�ë(Affective Loyalty)º� � ` a Z�Â Ã e ÷�   r Ð ô è Å � I �

G 	¶ © �ø 
 �� �¬ Û � | n <Ù1 Ñ k� § «�ë < § Á x SÉ e 


h�kG Â Ã e ² ? 6 Y g ¬ Û 1 

 (3). � " I ¡ �ë(Conative Loyalty)º� " I õ �ë � ÷�   r �� �¬ Û Å �

¡ § « Ð 
 h�Ð ôÓ �� � ¹ ¬ Û Å ^ Ä ( ­ I õ � Ö × 1V � � � ��

� ¹ ¬ Û �� " I ¡ �ë� < Ñ Ñ  �gÜ�� ^ Ä ( ­ �� "1 

 (4). � K �ë(Action Loyalty)ºÂ Ã e � r ` a Å � " I ¡ � � ` a Ü² ? "â

��h ( ­ � "�¼ ö S  � ÷ ø Y �� h ( ­ � "Å ù ø 1Â Ã e Õ A þ

�� h ( ­ � "�ÜôÓ �� o � ¹ ¬ Û Å �� " ú L�(Action Inertia)�g

§ Á x Y g SÉ ¬ Û Å 
 h 

2.5.2 �ëÙ� u v  

Weiner{1979|P F� 4 � � 0 �Ê Â Ã e � � � �Ø Ù. ! 5 op �ëÙ�

4 �� �Â Ã e �� Þ » � � Ð ¾��� "»u � û " o � 
 � � �Ð � �x

y�x y � § ôÓ Å � ÷» ü H Y � ��m � �¬ Û �ëÙ� Â Ã e � x y� "

m � Z � � ôÓ �4 �¤ « � Q } = � 0 (Self-Perception Theory)n} = ½ ( � 0

(Dissonance Theory)�Y Z� Q } = � 0 � �Â Ã e ÷� Þ �� ". ü 0 � Þ �

<Ù�st� Q P � � +�� � �( ­ � z � � � �" Q ; | } � ì �� � ���

Â Ã e �( ­ K �  �� ÷E � � : Ð 
 h�»� ¶ ÷� � � : ôÓ �T � � Â

Ã e � � ç ¸ »¬ Û Ñ �� m n �Õ � � � L� : Â Ã e Üû � ¬ Û �ëÙ1ä

uò f�} = ½ ( � ��Â Ã e �� "nY } = gu � è �" ý þ � � ½ ( � F

¾�� O Y � � � . � m n [Û( ­ � " � � X 1 

Jones and Sasser (1995) } "op �ëÙ� u v � [* + 8 f. Ú º! � "

(1) ^ Ä ( ­ � I ä (Internet to Repurchase)ºu v op b .  �h Ù( ­ � ç ¸ �

ø ¬ »S % � I ä 1(2) q _ � "(Primary Behavior)º¤ ¥ op ] � ( ­ � Y * &
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( ­ Ü Å &( ­ = � &( ­ * v [�( ­ � I ä 1(3) Y _ � "(Secondary 

Behavior)ºq _ � op ä I � ç ¸ � � &ü � [�BC à á ª � "1Parasuraman 

et al. (1996) � u � S % ¬ ãnÂ Ã � " I õ �� � Z�[�ëÙ'¨ © U V I

ä Ö 8 f. u v Â Ã e � I �( b � " ¦ ¡ �Ö 8 f � d � �t ^ Ð ¦ º (1) �

ëÙº� \ a � á h ( I ä E �¤ « ä I ¡ g � ü � ¼ � E � f à á �� "� (2) 

¨ © U V I ä º� I ä ¨ © Ç Q � � ( ­ � ç ¸ ø ¬ »S % 1Gillespie et a l. (1999) 

É R ���G 	e �P FË Ì �Æ Y * &Ë Ì �Æ �è � �Ë Ì �Æ � � � [ Ù

� " u v �Æ �ëÙ�� e 1 

Lee, Kim n Moon{2000|P F� ����Z ñ H op �ëÙ� � Ô � : �

} "����� � � . � � �ëop �V � �n ¡ Â Ã e � C í �op �ëÙÑ

� � � � ¡ � �1Gronholdt et al. (2000) �F�op �ëÙ� ÷ ó +� e Ð 1 Ó

��Y Z¤ ¥ a op h ( ­ � I ä &� ? �� � Ù&¡ g � ü � ¬ Û » ç ¸ � I

ä 'op > 	 ( ­ � I ä � [ § � ó � � "op �ëÙ u v �� e 1Bowen and 

Chen (2001) } "op �ë Ñ g× �¹ w �u M  � � "* +ò � . u v op �

ëº (1) � " u v (behavioral measurements)º^ Ä ( ­ � � "1 (2)<Ù u v

(attitudinal measurement)ºG 	<Ù�� D � ± � « § ní � � � �� � ��

ë1(3) � Ó u v (composite measurement)º � � Ö+ 
 Ùn u v �ëÙ � ÷op

�ø ¬ � m n &¬ Û ² O � � L&( ­ � Ü Å n� , ( ­ � * v 1op �ë ¤ ¥

op �ø ¬ m Û&( ­ Ü Å &] � ( ­ Y * 1 

� µ Smith (2001)� n � ����ëÙn�ëÙ� � ã�g0 � d �(On-line)

»� 
 d (Off-line) F <^ ³ � 
× ���Ò Ó n� � � � � �k�ëÙ� · �Ó

� ² "���ëÙ� � Ô � � � · ° ��G 	 * W ¨ � nÂ Ã e B 8 � �1�

��Reichheld & Schefter (2000)�FÐ æ ����ëÙ � � � ���ê A Z�	

� . ��ëÙ� � . � â ñê A ZÑ � �ëÙ� � � � ���ê A � < Ñ ° 	1 

Methlie and Nysveen (1999) � u � � � d �9 � op �ëÙ�� � Z� � þ

Oliver ��ëÙ�¹ w �� h � ! �ëÙ" | n L�ëÙ(Affective Loyalty)� �

ú L�ëÙ(Conative Loyalty)�¼ Ê � Öò f � $ R � 1Y Z | n L�ëÙ��
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� op } = x � 9 � Ç Y g SÉ e "� �¼ ü ��Ç | } � 9 � \� ú L�ëÙ

É � op Ñ � þ � b . G 	 � 9 � � I õ 1Methlie and Nysveen �� � Z � � |

n L�ëÙ� R � Ñ Ö+º(1) Q �9 � � Q kÞ Ñ �� � I w ��(2) Q > H Q

<� Q �9 � \� � � ú L�ëÙ� R � T Ñ Ö+º(1) Q � � � þ Ó " Q �9 �

�p � ��(2) Q ; 2 I ü � Q �9 � � Y g � 1÷� d �9 �  �" } ~ 9 � �

������! � �»� À � �uì � ��� ç ¸ � 7 T � <� u� ����1 

� � � G 	Methlie and Nysveen (1999)�� d �op �ëÙ : v �ò � �Û

�ëÙh � ! " | n L�ëÙ' � ú L�ëÙ1Û� � �� ��9 � � � � � "

����� : v 1 

2.5.3 � I Ùn�ëÙ� � � 

Reichheld n Sasser(1990) } " � I ÙÜG �ëÙ� � �I � op b . Üh (

­ � �L ¡  �k � I �op Ü ¡  Y ( ­ Y * n * v ��kG @ : ¡  �

ª1Fornell, Johnson, Anderson, Jaesung n Bryant{1996|�Fop � I  [ �

� op �ë�op � ( ­ � ¹ ø ¬ »G 	S % m b �Ü� � ø ¬ ø 
 u� <Ù�

Õ > H � I � � �h Y ( ­ � �LÇ Q �B k B Å ôÓ u� <Ù���ë�k

ü  �Ül m à � Ä � �Û��� ¹ ø ¬ �¶ © ! é � õ f n � 1Day(1997)�

F÷� op �ët× op �H o ç ¸ »¬ Û Å A þ L � f( ­ � "���} "�

ëÙÛÁ � I Ù 
 h�ü Öe Å � " � 
 � 1Zeithamln Bitner(1996) } " � I Ù

� �ëÙ� r � O � �ü ÜÓ � ¡ � 
 h�ëÙ1÷� � ) Ã  [H = �� I Ù

n�ëÙÅ � Ñ � � � � ¡ � �1 


