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Abstract

The Electronic Commerce is expected as one of the most prospective industries in the
21th century. This research developed a survey and analysis is based on the results of
the service quality model and previous research of the service quality in MIS. Service
quality, one instrument developed by the marketing area, is provided as a possible
measure of internet shopping mall. Service quality measure five service dimensions of
tangible, reliability, responsiveness, assurance and empathy.

The main purposes of this study are to develop an exploratory model based on
service quality that can explain the factors of customer’s perceived service quality and
investigate how these factors are related to consumer satisfaction. This study also focus
on relationships among service quality, consumer satisfaction, and purchase intentions.

The results of this survey are summarized as follows: (1) Reliability and
responsiveness of internet shopping mall are evaluated as very important factors, (2)
Service quality is an antecedent of consumer satisfaction, (3) Consumer satisfaction has

a significant effect on purchase intentions.
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gt 2 AFE AS7HA] AFE FEALEE] MulA E40 78 A7 E ez 3
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By 3% A7 F4 £F0 ¥ wun X Zsigoh

ol#igt ATFZHAE £ Wl AR #FAZo] wel AMEA wUF JFE WA= PL?_"I
g3 F ALE FFH B 7 JAvh gEA dQEE ZHAFE Ao EN I 9FY
S FH3nA 2 e e e dF Ak

7HE 20 AbEA wHEol] 4 FgE mAE 891e FAFEd wE g Relth

223 AR TED} AYALE oz oo A
MUl s Aol Mula F33 aARFHL aA9 Fujolk
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Tz MEA S FE(EF)
T84 g5 1-7 (SQ01-SQ07)
o AHA #E 8-15 (SQ08-SQ15)
Mul 253 +EA 5 16-23 (5Q16-5SQ23)
g4 5 24-29 (5Q24-5SQ29)
T84 5 30-34 (SQ30-SQ34)
ZzA¥s B E & 1-5 (INO1-INO05)
ALg2L T & 1 (SAT)
A uf o} = = 1 (BUY)
AL Mu=F2 5 1 (SQ00)
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JulEALE AR BEY HF HEAE o8t YHULFES ol &8 2 FHel 3
E AARAY AEARE(CE d F4d, dAFYE AF FAA, 4l )2 2
20072 HEAE wiFsHct wPrE dEAE 16957 FHALH 2 T
A ST HER 4155 AT 12857 4o o] &HJUT. HEAY FF&o] ©
A A3 g2 FFeS Bolud ot WRE AR wWiRsta Assr] dWiolw 3%
A9 A BXE A7 648%, A7 3B2%E UEhgoen, A¥d FEXEZ = 1097t
6.2%, 20di7t 71.1%, 30ti7k 21.1%, 400 ©]/de] 16% Rew, JHU AHEEHE BY ]
d o)st ALE-AZE 28.1%, 1d-3d 422%, 3d-5d 22.7%, 5W9-7d 55%, 7id ol/ol 16%
ol A tt.
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2 A7dMe £7Y ABE AHFFEANINAA SPSSE ol &5ty BASGT 2E
ATFEAMFE shotstr] 95t WEEA (frequency analysis) S 2392, 2 HE £
o EFAd AIME AFsr] Y3 AT HAZ(reliability test)F 874 (factor
analysis)& AASE, ATEH e W4zte) AwuA @ sHES FE] sl 4BBA
2H3 g3IARES AAGFA.
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eigenvalue”} 1¢}¢¢2l 8¢l

& At 2 A3

Al(factor loading)E& HESIH o8 RF Zag 6719 o9& Mt dhFoz 7}
A

F4 B 52X (Principal Component Analysis) %¥& o]&3ld
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Cronbach's a AFE ol &3] HFHoz EHd A&d AFES FE8HT o] Ade
<E 3> vehglen o Fo gAHAAE AFAA F F2 ¥FENS NI 2UEH
& & Aolth o] AFAE BH 7zt 2QdE E¥EC F Fo Aoy o AFE EF 079]
Foz gAAH AFEAE FET FFEOIY

<E 3> MHl2Fd FHFE] adBAF AHYAF

= =23} gel 82912 8913 8914 f29l5 2916 Cronbach’ s a
+384 | sao1 , 0942 .0125 . 1605 .0498 .0127 . 8922 0.8414
SQo2 . 1046 . 0456 .2351  -.0269 .0375 .8792
sQ10 .0772 . 0899 . 0005 . 7428 . 1997 . 0434
AZA | sQi4 . 1440 L1263  -.0434 . 7926 .0227 .1032 0.7188
sQ15 . 2033 .1488 .1383 .7560 -.0649 -.1285
SQ19 | -.0127 -.0447 . 6689 .1216 .0612 . 2227
g4 | S020 .1335  -.0059 . 7000 . 1657 . 1519 . 1360 0.7117
SQ21 . 1901 . 0963 .7343  -.0469 .1310  -.0533
SQ22 .1966  -. 0031 6515 -.2970  .1048 . 2446
5025 . 6601 . 2467 . 3837 .2272 -.0691 -.0338
) SQ26 . 8097 .1074 . 2625 . 2099 . 0463 .0432
A4 | sqa27 .8331  -.0058 . 0231 . 0559 .0933 . 1083 0. 8507
SQ28 .5188 .1752  -.0336 .0480 . 4336 . 1875
5029 . 8731 .0029 . 1032 . 0921 . 1461 . 0455
SQ32 . 2861 . 2908 . 1410 . 0639 .5596 .0283
T34 | sa33 . 0766 . 0622 .1297 -.0209 .8154  -.0648 0.7033
SQ34 .0104  .0851 . 1591 .1254  .8117 . 0755
INO1 | -.0978 .8136 . 0434 . 2026 L1619  -.0509
#o % | INO2 . 1059 . 8883 . 1261 . 1206 . 1282 . 0521 0. 8727
[NO3 1277 . 8262 . 0546 . 1502 . 1307 .1316
INO5 1372 .8000 -.1487 -.0333 .0021  ~.0530
eigenvalue 5. 402 2.788 1.989 1.571 1.462 1.233
g Bk 25.7 13.3 9.5 7.5 7.0 5.9
TR (257 39.0 48.5 56.0 62.9 68.8
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AeI &P Eo Auj2 FHo] LA UEHFH FoF FAAAM AL Relgke M 12
IAEME B8 AHE A7 FEAOR AR 7ol AAHARLKE 4 FE> F Azd
AMulz9 FHAHE 1-1), $BACHE 1-3), FAHHE 1-492 AHER T F(+)9
Fegg WA Relgde AEE AAT " ZAE F7] AHAWY, A4E Auj29 AHA
(7 1-2), 3RO 1-5)2 AHERF BFo] F(HH o2 Fod kg Holn gl AX
Hth agug 7Hd 18 REHeE Agd & QU

<E 4> A2 ER2AR LA HET B

=S B SE B Beta T Sig T

S84 | 001130 |.038193 | .002237| 030 | 9764 ,

NEA | 166896 | 030055 | 413447 | 5553 | .0000™ R" =41109
o243 | 038063 | .025054 | .123739| 1519 | .1313 Adj. R® = 38696
A4 | -.014829 | .019886 | -.061312 | -.746 | .4573 F = 17.03261
27+ | 164567 | 031307 | 401091 | 5257 | 0000 Sig. F=.0000™

(constant)| -.393922 | .413991 - -.952 3432

F) ™ p< 001l " p<005 " p<ol

oeid Ase AA AARAUS 27] BAClEE AHUELBE Y Aol o
A2Ee JEE §84, ASRA 45F MH2E AT ALHA A4S U
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2AASZN FAES AER D) IS WA EIHE otur] A3 WERES FT
WHA 5 FRYY HARYLS ol S ATHOIRA, 1904). F HEHEFEN ZAAFY
J ge gwel 2T & Yt GFTUAY BAG TUREE ATAAE 53 AEE
ABZ 558 23 A= F54 FA $2 U8 39 & YA BE 35USS FFW
A7 ohe ZEESIL WA AR 2T 22959 4 SPA4Ee FEALENE F
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<E 5-1> BojriFEd #3 Z2HIAEN - VIERY
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