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< Abstract>

The purpose of this study was to classify consumers based on satisfaction with electronic commerce and
to understand group differences in personal and behavioral characteristics. An onine survey among hitel
users was conducted from August 5th through 14th of 1999 and 678 replies were analyzed. This study
identified four groups of consumers based on satisfaction with electronic commerce. They were ‘the generally
satisfied’. ‘the generally dissatisfied’, ‘the satisfied with e-commerce while dissatisfied with the Internet’, and
‘the dissatisfied with e-commerce while satisfied with the Internet’. Demographic and behavioral
characteristics of the four groups were significantly different. Implications on consumer education, consumer
policy, and customer services of e-business were discussed.
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