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<Abstract>

This study aims to examine the forming procedure of consumer satisfaction from Internet shopping experience.
Many studies on the satisfaction have primarily focused on the exammination of the antecedents of satisfaction along
with the expectation-disconfirmation paradigm dominating the former studies. This study has built an Internet
shopping expectation-disconfirmation model as to apply the expectation-disconfirmation model into the condition
of the Intemet shopping. The summary of study is represented in following.

1. The expectation of risk and performance of benefit had a significantly positive effect on the perceived
disconfirmation. In addition, an expectation of benefit and performance of risk had a significantly
negative effect on the perceived disconfirmation.

2. A performance of risk and performance of benefit not only had a significantly indirect effect, but also a
significantly direct effect on the consumer satisfaction. But expectation of risk and expectation of
benefit had no significant direct effect on satisfaction.

3. Not only the perceived disconfirmation had a significant positive effect on satisfaction, but also an effect
of the perceived disconfirmation on satisfaction(0.472) is larger than that of the performance of risk or
performance of benefit. Meaning that, it is desirable for one to apply the expectation-disconfirmation
model into the Internet shopping circumstances as much as the off-line markets.

ZEH|0f(Key Words): 4-H) 2} 9+=(consumer satisfaction), $1E1sl < H(Internet shopping), A H)A}2HE &

A #A (forming procedure of consumer satisfaction)
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<# 6> A0 250 HEt LISREL

FZ 5.8 (structure model) 22 2 & (measurermnent model)
LISREL  ¥% z z Z

ve RN Sh W aaq | 2F Ty Sn W sy swc
Yil 0172 0039 4430 0.253 Ayll 1.000 - - 0544 0401
y21 0051 0036 1395 0072 Ay2l 1170 0083 14123 0636 0573
Y12 -0373 0087 -4.267 -0.376 Ay3l 1126 0.100 11298 0612 0451
Y22 -0126 0034 -1501 -0.123 Ayl 1071 0,093 11512 0582 0478
N3 -0625 0.060 -10440 -0.759 Ay51 1198 0.102 11712 0651 0528
¥23 -0162 0.064 -2530 -0.190 Ay62 1.000 - -~ 0562 0372
Y14 0342 0076 4504 0374 A2 1232 0.080 15429 0692 0616
¥4 0276 0076 3640 0.291 Ay82 1.243 0,085 14622 0698 0615
,321 0472 0075 6270 0457 Ay 1.281 0.083 15471 0720 0607
11 0637 0071 9000 Ay102 1406 0.086 16434 0.790 0739
@2 0030 0036 8409 Ax11 1.000 - --= 0798 0752
@33 0436 047 9282 Ax21 0875 0083 10489 0698 0533
¢4 0351 0038 9350 Ax32 1.000 = == 0548 0484
@11 0151 0025 6912 Ax42 1422 0084 16987 0779 0655
@22 0.190 0023 8221 Ax52 1654 0.098 16848 0906 0897

%63 1.000 - - 0.660 0601

AX73 1010 0075 13474 0.667 0.660

x84 1.000 - - 0593 0565

AxH 1.246 0072 17.398 0738 0.636

Ax104 1486 0081 18400 0881 0848

Oell 0041 0032 13729

022 0302 0027 11206

0e33 0457 0031 14927

Os44 0370 0.027 13705

Oe55 0380 0029 13254

066 0523 0031 16959

77 0299 0024 12256
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Os44 0319 0.024 13135

055 009 0021 4434

0566 0290 0033 8736

G577 0230 0.032 7284

6588 0270 0023 11761

599 0312 0.026 11943

651010 0139 0022 6212

Chi-Square(df=155) = 110527(p=0000)
Goodness of Fit Index = 860

Adjusted Goodness of Fit Index
Non-Normed of Fit Index
Root Mean Square Residual

I
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