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Abstract

This study was to investigate the structural relationships between component of interactivity, satisfaction,
trust, commitment and loyalty in online community. For these purpose, the author developed several hypoth-
eses and collected the data from 241 users of online community. The results was as follows. First,
Interactivity had a significantly positive direct effect on satisfaction. Second, Interactivity had a positive
indirect effect on trust. Third, Satisfaction had a significantly positive effect on trust and trust had a sig—
nificantly positive effect on commitment. Finally, Satisfaction and trust had a significantly positive effect

on loyalty. At the end of this paper, the managerial and theoretical implications, limitations and further
research directions were suggested.
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Ag s 5 553 43384 (interactivity)
olZte EA4E /M Uk 4EA844L 7149 v}
AY & AT AAIAN 9 e 328
oot AEYE 1A AAE FHe AY
A& gAHske F3d84e 53 nro) kg
E fFE57] W&o 71E9 dAx Agdd et o
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= ZARAA AFYAN =72 BEH1 o
AEHQ mYolng 2uAE o ALFe s B
AvtAL S FAAZ T (EE-, 2004)

B35FAEAAL AZ AFH NS F, 4=9o
Edwww)d] 53 2 2439 &0} 7]E v o]
o} FEEE 7S 2% E4°1%(Liu and Shrum,
2002), 7199 wAREEE A% AAdAN ¢H
g 9=e F23% 240t

A3AEAELE IABAE TE37) 4T uigA g
FZoIti(Yin, 2002). 4328S dAst=d 2
Hol 249 Aztg A3 AEAL vAH ) AFYH
WARA AN 2uABEL oldsty] A8 Bad
TEYE AT ¥ 3 o}y Wy, 2000) An}R}
A AFUANA H4 Foll A3FH o2 EYsHA &
= 29y g HEAE &4 AR
HEA T E d 23 438 £y8)

a0l FoA % EFstn 28l A9
FEHEA N B3 AFE opF
AL E ddAdes By AFE
43524839 A g FFHE AFHE0] Ve
v Aok wEbA e oM AR A4
9] &HlE oldlE HAME FEFe49 gadd
A FAMEE 29 Dot o, uAFY BA
TES A3 FEFEA49 gALFHA FAAG
HAFEATS AR g LS FHPst= e
g9 & a9l

o B ATE 28l 40N F5deA
o g AFE nlgoz A3 A gA0] ot H&3
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2.1. A744 45384

AzZtd 45284 (perceived interactivity)2] 2|
o AREAE =7l 3EEEAdol Hto §42
22X A5FE4H e AR e i 5
AThe Holl A 85k ofet, L3 ] A=
ARl whet AR AR FEAEA
BETF AZ OE F due FodA FastitelFd
I HGH, 2002). Lee(2000)= FEF AL T2
A2 F48HAY EFETCZE A5 ARYs
o] DA A} Fe 8-S A4sta BEseA 9
A ZH(perception) & FAHLE FA3e= o] EFs}
ot 3FSieh.

F3HEAAL AFYACl AN 2E B 2 73
7 23} FoE dgEe AFYANLAA S0
& 435 28X (Newhagen, 1998; Williams et al.,
1988)7 AL&-2Le] @A A ALR AL A e FE
22 A(McMillan, 2000; Newhagen, 1998; Wu,
1999)¢] + 714 A+& A FEEh

Wu(2000)5 19 ATl AHEA alg&oq A §
AE e A" FAH(perceived sub -jective)
8L AN eH, A4E F5IE84E A
o] Az A8 #AA4E FAdYY == AR, AR
yAleld FEVGHQL, disolAl &3, ZHFE bl
7)) 7ikig B, AFUAClA Ao uigh uk
< A& I7HA 242 oHAE MEoEZA A9
at3dct.

Aztd F3AgAY F2 A B FALd
g8 dHRd gLy 2o

2.1.1, A AR YA H(Reciprocal
Communication)

FareE AFUA )AL AHY oA A& A7
3 AFUANAY s E AFHH(Liy,
2002) 43 oAngo 2 ERXo}AtHBurgoon et
al., 2000; Hanssen et al., 1996). Liu and Shrum
(2002)& 335230 g FoJoA & o)de ¢
AtR T FAAE ARU A ol A wi A o A =)ol A
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UERN 32 91tk Pavlik (1998)= 435784 0] i)
Zpob A Aze] Ak ARYA RS Julgrin
81913, Alba et al., (1997)2 43 @842 g=
A}XVH’J A ARYAolde 28 Yehle
120 Mdez XJ—JO}“E}

P ARUACA A9e 289 AFJEs
#EaAo] gl 289l 7‘]Tr‘4E]4 247 84
t2 A3agolt), ol &= AW, AR,
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2.1.2, AE2 EA A (User Control)

AHE2E A4 (user control)& AE g4 ¢
Boa2A e dFdAN JdgHz gon
Wu(2000)= 7i10] 454344 E SA4%tdn =
e AEZ AR BA4E st =3 7
Aol AFUA A A7), Wg, &4 HEF 5
Ae HEE AAS7|E d3(Dholakia et al.,
2000).

webx ALEE BAE 2HRe) AFd 744
o2 S FE ALHo L FAF AF F, YA}

OJES F49Y, Holx 23F Y2 ¥

A AR Aste g2 AR ug, 34, £4 5
= AFEA A8 £ e A5A_AE dnan

(Llu, 2002).

Wu(2000)= €9 A4 4zzgA0 g A+
A AP QAdE(antecedents) 2 AAH  z}o]
(individual differences), 43 Z&A47 A=7H
(vividness)& AA AT E3 Add 435284
9 (dimensions)EE2E Aztd EAA, AztE w
4, 444 7ﬂ°]§jr g AA A

289l o] S REL A0 Eo)H TENA Zu=
& A& A3, AIEE AR $9 159
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2.1,3, Y-S A (Responsiveness)

154 (responsiveness)2 &+ AFYE T4
4] gAY FoALgel tiste] A&Eal Al
71AAsHA SR T AEZ AT 5 Adri(olH
9, 2004). & 7tez e A3 EH AL
WA A7} AEsH e £E2REH 9%FS B g9
Al 2gle) w3 FEFEAY T3 Adolt,

Newhagen et al.,(1996)2 A€ 3 ez 4
S84 g dgtd Hx2 AF8%. 144
2z3A84 MdE Aot a5 U(sense of self effi-
cacy)¥ A &®l &5 7Hsense of system efficacy)
o 22k Adeg AHostded Aol a5H2 4
Ato]Eof A o] &l sE oz A A x
S A" whggdog AR & v 9lr),

ZA14 B ARYE 478 F4271 b

ojsfgo 2 AFYA o)A A
‘E‘EH}‘]Z_].E]'- TS SAA B MM

FAATIN, ] AAE 84 A2

R E=t

g oz o

o HL o

2 m(m
olN mlo

3 7}°ﬂ"1 X] xﬂ(delay)t 1'?—7@1—1 °33<} 1] %} 2 %?7‘]
gk Aol digt A7 BT W B4 FEL
Grrel ol¥s= A¥ge] dvkm  #FhJohnson,
2002). ol8% AFYE g L&A wggL
AL Aol ES] gI7| A Tke] F2.3 Ao ofy
2} AR&Apol 98 A ZtE gi7| A zke] Fadite A
2 9u)dcH(Weinberg, 2000).
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126/2|18d - HEE - o|lMd 2atel HPUEQ] AISEIEM TAQol0| BAERED DHSMTo o|xls Hetofl S AT
37t AAA ddog2A FAF FEAAM AF Eig=8
HAY AFHAEY #dolgn FoAgozs Gefen(2000)2 229 Mgz A 12334 A
17—“.‘1%% B FAEA #HANA Festa ot o g Jolghe HFE EYst] T EE
=, FAgolTd 2247 FAFE AFIAAY F ’S‘I‘OF’*‘:} Z, EF44 S £olx Ao #4
H7lE A& gusiy 1%S ZaATeE Ae g 9edsty] 3 wez =g 3 A4S
guigtti ARz DAVNEHS LHAEY F Xﬂ*] stk AP AT A E AR Bgdeg Y
A% S Fostn gl #e B3 E Eoln A AFER dF o

T3 Fornell et al.(1996)2 CSB(Customer 2 A1EHEY 3949l vHEFel st FdFH
Satisfaction = Barometer)®  ©¢]&3lo] ACSI Z Reud VoE 24 FozM EFLALE Y
(American Customer Satisfaction Index)& £%3} T Ao
At ol AFAE WEH ALFE(Perceived AFE 9 g2 344 4338 9siAY AL
Quality), AZ7}A|(Perceived Value), A}&A71d 2 #AA FA4L 7lUlste BARAEY w9y
(Expectation), 5 E(Satisfaction), E%(Com- 2 A= 24 F¢ dhtold, ol A7 A
plaints), %/ E(Loyalty)& ZA¥(Latent Va- 9 A38A F4FHNA dfdte 4L By
riables)2 Fo] TAVEZL 2] F g WL FHEAF, 2000). et AEE FARARG Y 7]
TSR olg AFAEL 6709 FAYHFE o] 25 g4 53] LHAAFUEY Bfle A
&3t AADEZAFIF AF HAE GgHo| B Hj 20 Bg4 So] 5402 g A BAEA
A EAEoH, ol A E IARNZAFE v o 9o FFAA 94&E & F Uk

FozH At -‘?—‘301] e 8§84E 4580z
A5t o]l ZdolA IANEZ L 1A BEHYS F 2.2.3 29
AF, IAZYEE 9Tt Aoz #dHg 2 (commitment)& F7]14QA FAE A 3]

2.2.2 A3

derdog AFe A FuHzty 4zzage]
A& 0|1, FYAAY FEL Fol9, FIFHoz
A2 4271 A 9o}, Flavian et al.(2006)& ¢
ALl EE WHEE Aol e AHEAEL o3 A
ol med] FAE 5 e Lol i 7IHE 2A
5o} #AE AL AAAE AAHA Huz g
= Aol FHHo LAY &t Bradach
and Eccles (1989)= AFE & 7149 A=
7 718 FgA0s PFIAAE ZEYE FHSL
RolF= Z1dze & Fezgta o §, e
4 B A4 43Fd8E d3AY A53EA B4
£ FA37E 7t BAAE 7Y nEYHE
A=3E 29 F9 suvEta Bkt

e BANA GE AR PFE A F3)
A &5l AqEetY 71371 Foldg e 7
3o we tE PFg A ¥ Ao Lo
o, Aol 23 Aol dst FE 12 o
vebdtt.(Morgan and Hunt, 1994)

53] AEY &£BE A A= JH &3
22 540 st #AFEAFAN FHAA 9

A% A4 240t 53] AHY AN A 24
e 292 28 719 28] 1ARY] 45R
22 715384 &= JMdelth. Morgan & Hunt
(1994)0 o3 =92 AA dg A=d 4
olgtx 3 & & HEwgolH, FATL AZAA
BtE3}a g0l HA e gF3E WESL A
HEA(2003)2 29S JHY £FEA dF 14
o AA ofHA Z Qg &FWZd i Ay
£02 A3}t Hoffman & Novak(1996)<
Ao] AEUE o]8T W EYE AFA 9,
Ao FARAAA AEE AA Ha, g FHANY
4L 559 3 QA EE oA HEIES #
T3ty 39tk 2B E { AE ol gts EY
Ao E A BS54 Hojd 344 3EE 5 F
Aol AY3 ARE A He AdHFHBE 94,
2004). 1A Y HZo EolA 7EES AAAY B
oA nAz} FAY FAE WE FAd 247 o
713 9eq 7197 A713Q dANES A8 &
qde B3 Ao FaAde Fxsta YHGruen,
2000; olzHjet FF9,

N

ﬂoh‘.l‘j}ilfm
m]or]oO

Summers and Acito,
2002).
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AT Q48 BFE TFF HAoF Ao
AAH eaE BASIE 2 An, PR 24
HREd BE PH% BE, B 2
AEE ASH02 A48 =2 FdHY A4F
[ARYE 234 Q47 AR 2aHgE 9%
4 227 © Zagn Boel§As e}
2002). H=&A MddAE Bd=e] g TR
=(Boulding et al., 1993)9} BAZo] )3t A 7-u)
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Cleland(2000)= %"JEE ]‘_734"“ ‘5}3} A&
Hog 3ol ghEE o) AFHE Aoz =
ko] Aol AFAAT HAHsta o &3] 1
= 733 A Z(emotional loyalty)& £3) B

e Hgsled 24d 2HEE Bd=g 1A
A JA} BAEE =28 73 o] 8A49 &
e s

= A o2 A FH}L

Reichheld and Schefter(2000)= 18| AL
2o Y2y, N2 F3& Fo} E8Z A
dukA Q] Asge 9 gREe] 289 o
FTAE Oig B g RAFH 9o
FEE SHlEA AU H D8 249
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3.2. 7M4A4A

3.21 AZ49 A3&A4L47 BAEA

B3R 2HAEY AEE 59FE 20

2 ZA480(Liu and Shrum, 2002: Fs}d7 A&
g 2001), 2HIAEL 45AEE T3l AFYA-
A &F 9 A A AEEF 5§ s g o
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d Fdel0| BAFER DMSHTol o|XT FToll B AP

<29 1> 4758

ZA g 5L EF F9E LuALSE
TEol] FAA Qg A Aol dSo] M
o el PES(2006)2> ETEHAIE ARUE
o FsagAel BUF FAE, Tz o3
FEFe UTE AL AFATh 2&F 9(2006)
= AA A ARYUES EAo] HAs AL
X 4 dolT2eld A9 Bug Fiho
A8l ABFAHAE AFS nIgE AL
AT AHeet 159(2006)¢ BAE ARYE
FI3HEE FAHLE T AT 35 EEA 0]
AFUE Edel frojg 9IS nAn JSL 23
3t

AF&2 B A4 (User control)S 71210l AFYA
old Al7], W&, £HE AP § dE AEE AF
e d, ol LHIAVE AR 3E0) dF BANE
Adte AL uiste Aoz AR FAHL A
Bo| tjg o]FAolz AFH Yz 54t
o AL I8 A7ed =248 F & I
(Alba and Hutchinson, 1987). A} &2 419 F7}
© A7ESHE S ol A A o &
WE-8 ZtHLiu and Shrum, 2002). E3 Av]A}d
A SZHA AFUANALE AFde A 28A
A 398 4L & dE F& 7138 (Berry et
al, 1990), #H< Fole 2YSE ZF{3HLiy,
2002). W3AL 2HA}L ol fo 3 4 &L v
H(Dellaert and kahn, 1999;Yin, 2002).

Dellaert and kahn(1999)& &Yl Ao = A
oA #% ATdA AHY Ao E] 2|z 3A4F

O:

[ox

E

7t AAle FAE 4L nAA FAR A o)
& BEJF B4 o RAY APL e-BUE=
BHrto] HolsEe Aol dthUohnson, 2002). &
AAAQ Ed o] g A FRARTE 4]
Zpol] o] & A zkd di7| A zke] F838H ol WA
o] # & 589 ¥ F vk Ao|tH(Weinberg,
2000)

Sandeep Dayal et al.(1999)2 2221 &3 A
o] A YAl B ATl o] FujA ] o
& SAgo] EoH E&5F A FEo] Fopxlth
1 3ttt =& Sheth and Parvatiyar(1995)& 4
HE 4338 B3] AEFAE B3 A Z2A
&84S FUANL, AEAYTYE FAaATL,
AAFH dAAYS 245, Add 93-S FaAT)
7] 938 AAR NZAES F7E ol F43)

=

AFUA AL AdAA A A2t TZHA &
A7F 2l oW (Anderson and Weitz, 1989), 2lv] 9}
I, AFskal, AENAFE AUnE o AEA
9= th(Anderson and Narus, 1990; Morgan and
Hunt, 1994), =& &9 A&3E A8 E 753}
= d F3@3H(Yin, 2002).
3L ALY 8 FAMEolY £ Foll oist
o] &1 71gol drlt A&sHA S8 dFevt
<} SEE, WAzt F#Ed sfdolth
ol= ARFYAIAL ARAFTY HAAAI AT o

5)
)
i T
(=
{o
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At Moorman et al.(1993)2 A|ZA#A 2] A
FEE T QAo BF AR A AEG A
THA o} A E FAJ 1 st & AR E
Ao 4Z 7o) FHsteE AL AR AFE =
ol 4&L F33H(Morgan and Hunt 1994). u}
ZA B A7oMEe AdE A5 H BAER
Y] #AE T3 A8 7)E AL AHE )
22 Ui & A7ME e =&sith

ok

0

HI @ A%e 358484e 9A0Ee #AEY
of %1% 9% =Q Aol
HI-1: A4 SA4S B30 498 J3e

H1-2 : %% ARYANLLE B5o] o3 o
D

HI1-3 : xi
o|}.

Hl-4 : 484 SA4L 420 §93 932
w3 Zold,

HI-5 : 4 ARUAI 4L Azlo] 493 o

FS uld Aol

H1-6 : w342 Ao 28 932 u3 3
olt}.

H1-7 : A& BAAHL EQ0 498 982
o] d Aojtt

H1-8 : % AFYA AL B0l 4938 o
FE uE Ao

H1-9 @ w342 290 F93 93 nd A
olt}.

3.2.1 BAZFATY #A

HE3 Aol BAAE wtFo] Ao Z2HAQ
FFe uAdE AFBaver et al, 2002;
Gaebarino and Johnson, 1999; Ganesan, 1994)$}
AE7 BFe] FAHFA QAL wAgE AT
(Anderson and Narus, 1990; Anderson and
Weitz, 19892 A8 29o] Az Ao}, wEe
AE g FAHAR BA) don AFE vugy &
£33 AFH 02 A4He Jdd. = 149 Iy
FENATE ATto] Aol wet wEaA Ha o)
2 A8 A8 & Z38A BHGanesan, 1994).

Ve #AE AN E 9 Yold 28 22

ofe, wgFhgel tiste] A= FA g

2ol gl o EA3A @H(Morgan and Hunt,
1994). g A== ddd g &2, 344 4353
|9 AF 5ol dalA =Ad gzt A7 F&25
o, o] AL 7] 2F7 AFHoz A4 u
T A7k AR ©E2 Aul =g Aol gigk A
& 7334 ArHGanesan, 1994).

Morgan and Hunt(1994)= @A|vlA" 9] A=}
EQol&olA AFE BY9 Mz FAs
olE & olE AF G Y49 FAMEe) Fod I
g FYstal dEE BAFa gt &, A A
o] A A A A FARE A oty 7
A3t 77 AARES Aale A4S dEHA 7)Y,
I A3 EQJ4FEL Eoltt: Aot}

T3 kFE, L4F(2002) AFH7 BAZY
FES HAE AR Fsta Yok F, 7193 A
A AYAA A9 FEE U0z BAEY

9 2% 59 F 9

Hetd B ATNAE AHATE ARG A3 &
el ARUEN AL BAF AT Bl B 7
42 odst ol BRHA

HZ 22l ARVE Y 2L A5 58 o

%% v Aot
H3 : 22kel AR Agls 296 9% o
2 v Aol

3.2.2 HAFATL FAEY BA

HE2 AFHA Y AEE EUR o]RARE ¢
Aol g Awkd, BFAH Frign-E F g
(Anderson and Narus, 1990; Bitner and Hubbert,
1994). QB FAAE FALIEANA A FdHe= A
Bl Zof g3 vho] ZolA W T PAto] Eo thF
FAEE %old Aot} Anderson & Srinivasan
(2003)& 2l A 7IAd 5 A Fo
F 719549 A S A E A} gES aAE
A% Alo)lE wiAsttm 8§49t} Flavian et al.
(2006)Z A Z+E AH&Ado] &Mz} A9} whEo] %
o] ARAR AFE VAT AL A3, LHA
FAEAE A8 B A E AR o £
Ao %L vide RS AFFA0

Ganesan(1994)2 2273479 @A 7} 4123
A5 JgHoin, v 5o TAFHAE FF
A AHE 7tAGEH, 37149 BAE AT ¢




130/282 - A& - old= 22 HRHES 4EEE

M FMeolo] TAZFD IMSMHTof o[xs Sekoff UF AT

A= AL vty H9sta 9ok Hariss &
Goode(2004)= 2HIBFANAE FHET AF )
AR¥AoZ Jge =ttty 519t

Garbarino and Johnson(1999)& 172& 1
Y 1A A{AH 1A T FRI1, 19
Ao E¢o] oo 4L HL st
HEA4 (200D AR ZxFE3 *}l’l = JE
Zgol E9de FFE F1, B9 ] AL
S8 G3e Fri= AL \g,lﬁu}. EF_?,S_P Luarn and
Lin(2003)& e-AMulzdl g &4l 4= &
og 9%¢ vATE NS BRI

dad BAEAD nASHEY FHS obds}
Zo) AT,

4
3
[;‘i_l,
-

[}
i
s

>

H4 @ 239 AFYE B2 1AFH = 9
k<]

=
H5 @ 284 ARFYE A8e 38FH 2l 79
3 Gge md Aol
H6 : 28l ARFYE B2 2AFH T 79
3 4L ujd Rolgt

3.3. 1_._/;\_'0’] }_Z-}Z:" Xé_g] lg_l _é_zé

3.3.1 4384

ARgAL BAAdL An] R} 73" of Ztdoz o
s FE AdHo1 F& 0.2 4H|AE]
Yge 222 HHEs= 4989 2 (Liu

off g,
m rﬂ‘
lO oi’«L

and Shrum, 2002; Liu, 2002), J W3 ARyl
AE AHUANA ZE AFYUARY s e=
7193 2HAES 45 94 ngoz ERAYA
HLiu, 2002). E3 -3 LH Rl Al v E =)
Be S22 AFHI A5k st R F, A2Y

RHSAIZ S A W& EE 3K Berry et al,,
1990).

2 dF9A-%E  Hanson(2000), Evans and
King(1999)0] A FaF}gAoz AHostx,
Liu(2002), o]53], Fx2(2001)9) AT AL&
3 SAYRES 74, FL590 “AY 2891 &
4 13208 "]-}0}"4 “F4d3] 2¥d7E 7He=
a3tk

3.3.2 &

2ATES] FAHL Oliver and Swan(1989),

Sirdeshmukh, Singh, and Sabol(2002), Yin(2002)
o ATE EdE ®ZF9 AR, Anjzd dig vt
' ARIAF g 9E, A s Ry gk
T T 47 R SAHSAT

3.3.3 A

Morgan and Hunt(1994)& AFHE w3 gA1R 9
g3 FZHAgo dUlgk w&o=Z, Donney and
Cannon(1997)& A% dide] A&7 A ojg
AZto.2 Asta dtt. £ ATAE Donney
and Cannon(1997)¥ Javenpaa et al. (1999),
Morgan and Hunt(1994)2] A+-& ulg oz A&
Z48

3.3.4 ¢

22 ARFUE Ul o]&z9 HeA of 24
o2 A935ta, Morgan and Hunt(1994)2 A+Z
wlgro 2 wrEE(2003)8 ATE XS Y&
=R b=

i3
oy oxt
Jﬁ

o ﬂl}ﬂ
o,

)

o

A

AAEE Chaudhuri and Holbrook(2001),
Zeithaml and Bitner(1996)98] AFolA A}gd =
AEEES 54, F &89

B aTE egd ARUE o838 dE 2
g mAvoz ARSAY AL 24 oF
Zol7] Ao M ZALE Fato] et EAT
g 2007 59 49 %E 20

Besqt. dEAs
) 245 G0m § 26048 WES 25078
FaHgth 2 F L9o] B 982 A5t
2 B o] &3t} <X 1>°ﬂ SEAE

ofv b o mit w48




XA s x| H35HA 45 /131

o ATEAEE EAo] Ueht 9l <E 2> A el B2
<E 1> AFEASA EX = I 2234 | Eigen | 7384 A5 A
SANT =% A | TR 40 (vale| me | =
=) | H&(%) =442 |0.798
198 ' EA443 |0.770
A4 2 53.1 %}jlf; =441 | 0.757 | 2.553| 51.057 | 0.757
o 113 46.9 =45 | 0.643
o1 20t} 148 61.4 FA’d4 | 0580
10 =}
300 olx ARUA 43| 0.822
AVg | %8 | 386 A | AR A0 84| 0.803
AFUE 39 34 220 9L.3 AR | ARUAIH1] 0.737 | 2.856 | 57.115 | 0.804
7 q - Er) 21 3 Aol 4 | AFUA 42| 0.716
w; = 7 ARUA 85| 0.692
" 67.2 -S43 | 0.838
A4 3jAYd 62 25.7 H2A4 | 0.806
7)€ 17 70 Hgd ) W5 10792 |3.196| 63.929 | 0.857
" i BeA1 | 0.783
a1Z0]3} 14 5.8 w42 | 0.778
ASAHAE o &hA 5 161 66.8 =3 0.875
AP HE£2 0.846
) Zo] 43 66 27.3 e i 0.843 | 2591 | 64.781 | 0.807
1005+ o) &} 2 0.8 = 0.632
101%H4 - A F4 0.863
36 145 3 '
}o . ]
NTFAE 200:_;—1 A %;‘g g‘ggé 2.825| 70.616 | 0.873
2007+ - ey '
]
3003+l 132 45.2 Aij; 0.797
z 0.897
3015014+ 71 29.5 293 0.858
£9 294 0847 | 2895 | 72.387 | 0.859
41 0.803
412 ZAH,Y] NI} BFAARY FHE5 10832
2 AFlAL 242 ANEE 238 9 il Ry
& .
ste] 22ukst LaAS(C s g HEF _ 3
o |8} \E‘JMH( r_onbachs a)# ‘go]»o;] . Zia‘iz 0.806 |, 1ol ¢ 100 | 0,898
WELED AAFE that 194 Fredn. @rgis 0.799
. " FHE7 | 0.732
agus L3A4(Cronbach's )7} 0.60)40]@ 2456 | 0715
AEol ot BH, AR HW4E(FE)E e H F4=EL | 073
|

2 2%ate] B &= 9l * N A4E Cronbach's a

e £ A7 SHEYE) Y@ a8u ¢

FAF(Cronbach's )= <E 2>9 o] AR & 8 B4 STt BAMEoRE FHR BAF o
A 0757, AFFAFUANL 0.804, WA <rlole] =YL HAS A28 A (varimax)ol 9
0.857, %= 0.807, 415 0.873, ¢} 0.859, FA4 = g a9l BAS AAEAT duF2ALe] At} vpik
0.898% Holi glo] AAPL A 7|2 2F  x

z
3Hil 9lE Ao yehyr Aol A9

9 BHFYEAL <a¥ Do ANE dF9
AN ANG vhet o] HEAEAY T

Z7te) ol BMFES 2487 Ha) 2ARA

= — O = =]
g, 29, 4% 5% 93y

flo

o,
ko
2
o 4




132/2182 - 352 - o|M% 2219 HFUElS M4SN TMR0I0| BAZID IHSMTOf ojxE Ao S AP
<E 3> oAy Aas
o] A 0]3
A7 CgA%L; C;;f GFI | AGFI | RMR |RMSEA | x2 P

AL A EA A 5 5 0.994 | 0.970 | 0.013 | 0.031 | 3.697 0.296

A AR Al 5 5 0.999 | 0.994 | 0.020 | 0.000 | 0.715 0.870

w34 5 5 0.994 | 0.968 | 0.031 | 0.085 | 3.907 0.272

= 4 4 0.991 | 0.957 | 0.030 | 0.068 | 4.215 0.122

AlE 4 4 0.998 | 0.982 | 0.012 | 0.000 | 0.851 0.356

Eq 4 4 0.991 | 0.954 | 0.042 | 0.074 | 4.630 0.099

FAHE 8 7 0.975 | 0.937 | 0.052 | 0.066 | 22.485 | 0.021
4.2 7449 AF3 AFEP HUl A ox FE F3F 29 7)F9 0.080)3k0| 1
THE B0 4HbEQl J1E S FEdy, FAHEY A

4.2.1 4R UL A5

¥ d7e 28 ARUHY A74d 48
o TAALA AR TA, ALFAFUA A,
HeAdol BAEFZA w53 A3, 248 vz 2
AFAE oW E FFE v A= A& golie A
TEA 29E4F AR EX oo ZAFEE

2% RMR %] 0.052, RMSEA7} 0.066, pztol
0.021% 4wty 7|Fo = v XA £&A % & #
Eol 71EE =& o4 4=}, upebA
ol oA 3t TANEY] A

o
oot
At
filo
o

o gty A7 =E AMOS 5.0 TE3AL o] 4.4.2 ATVTIARA
|3l &9l g B M (confirmatory factor analysis 9] 0ol B AT By AA o] = 7+ FAA
: CFA)S AA8Sith 2t DAEE 45749 H 3 3 A TS| giato] Az BAT}F o)d Hhgkoln,
HHE 2B A% AY=E ] A% o= Rxo BAS 2E=AE dojuy) oste A
GFI(0.900]/¢0] u}g4]), AGFI(0.900] 4 o] nlgrz), BABXN L AAEAT}
C(FAEFE ukg ), y2oll e pgh(0.050]%o] 1} <E 9] 4AAF] 275 BH, 2AETRY &
FA)eE oldsAth &4 AF dHES FASE ARAE EF A8 A2 YEsT o)A 29
SAZERE g FNedBNEARE <E Y =7he] DA} o] WAL HolT 9] AT
2o of ANE 2AEY] AAS dAste A& Ve
FJAENET} 99 B9 RMSEA 0.074% o] 7|ZE AL BEFT B 5 9
<E 4> ZAAARE
A7 AN | g | w84 s 4 Aig] FAE
BA4 1
A ARYAIA 452(+%) 1
w34 558(x%) | .370(x*) 1
= 540(*) | 410(x*) | .523(%*) 1
£4 J134(%) | .325(+%) .015 .342(%x) 1
Wk .266(k+) | .256(x=) | .308(**) | .338(x) | .333(**) 1
= A47(ex) | 439(xx) | 428(++) | 580(x+) | .378(xx) | .506(**) 1

o ARATE 001 FEABNA 7.
+ AWATE 005 FREDAN F9t.




EYBY R

H35HH45/133

4.3 714AAA

431 744 A4

A7tY 354849 TARL AL $AA,
AFFARUAC A, e Aol RS BE A
2, B9 #AFAT LAZHE A G
A7) o BRATFZEAL
oA ANS F2EYE AFF Ae <E 5> 2

<E 5 FZHUAA 289 A
%7 | GFI | AGFI| RMR |RMSEA| NFI f p
2] 10.909|0.861|0.095| 0.024 0.917|443.2| 0.30
TEHAY 2¥ES s BW (?=443.2,

p=0.30, GFI=0.909, AGFI=0.861, RMR=0.095,
RMSEA=0.024, NFI=0.917, p=0.30 #< z%= »
Fo] EEHT I8 ARE A5 QukE 7| F S
FEZAN7A 23k ey GFI, RMSEA, NFI, p7}
& T3 Qo] HEIUNE 2L BRFHY
g l‘:} X2 T2 Fo wet wise 2
Holx T7F Z Aole Fol AXE A
]E}(ﬂhﬂ’ﬂ 2002), 3¢ #Aq) A7E

o my N
mlo f“[° !11 AN

AP FA Ytk G B ATRYS FRAT
2249 QA FANFLS A ALER HE
%0 HEY VG FFIRE AR Aoz B
s,

AR A% A%d FE48AY THA
A BAY, BT ARIAN, 224 57

A 2Rlo] gkl A A
o2 e 22be) a9lo) g nlle 3ol
4718 B9 AR A4 (Estimate=0.669)0] 7}
TOE%E, 1 odgoZe AR YANA
(Estimate=0.285),4-5-4 (Estimate=0.235)7} B
g FFOE TEo J& uXz YA

Azt FEAEAY FAARAA AR BAA,
e AfrUAolA, w9 37k 220 AF
o BlA= FFE F4% At 37 2R {93
FEgE A7 KIe Aoz BFAHA

AZE FaFRAde] FAE2A AHER FAA,
A AFUACIA, v 37HA 2o B9
of WA= A%FE B4 AT AR BAALL 23
of & FFS XA Rt AoZ YEton,
AgEA F U A o)A (Estimate=0.576)0] 8F-24]
(Estimate=0.326)E.t} v|X &= G&o] & Aoz
337¢=3

<E 6> NMERF A3 a9
QN TA) Z0x 7]Z}u

A Ca (éjmﬂl@ e } (]cjz.)] A
7Hd 1-1 AHE-AE A A - nE 0.669 0.129 5.203 A4
7Hd 1-2 BRFAFTUA N - 1F 0.285 0.081 3.501 A4
7Hd 1-3 WA - 0E 0.235 0.088 3.238 A4
7Hd 1-4 AHEALEANA — AlF -0.059 0.149 -0.395 71z
7Hd 1-5 ALFAFTUA A - AE 0.016 0.083 0.192 71z}
74d 1-6 w4 - AlF 0.092 0.093 0.987 ks
7 1-7 AL A A - &4 0.008 0.159 0.048 7z}
7hd 1-8 ALFAFTUA A - Y 0.576 0.123 4.679 A4
7Hd 1-9 Llarsae: - 29 0.326 0.124 2.632 A&

7Hd 2 = — 415 0.287 0.112 2.569 A=

74 3 A8 - 89 0.249 0.071 3.484 A

7Hd 4 i - FAE 0.515 0.066 7.744 A=

7Hd 5 A% - FAE 0.346 0.055 6.238 A

7Hd 6 E9 - = 0.032 0.041 0.784 71z




134/882 - HS& - ol¥% 22l HRUEIS ABEEH FMe0l0l BABET DASLE0l 0lXIE FYol P AT

0.669(5.203)

A

" 0.059(-0.395) 0.515(7.744)

0.326(2.632)

a9 2> AAH F2EY

EG #AFE AN 3AAE BHE & ude AcE BYH%eH, 299 By 1BF
A3 Fo] A v FF(Estimate=0.287) x| FAF FFL vIAA K3 A2 vEt
# A7 E90l vlAE 43 (Estimate=0.249)0] =2
Hx® $E0E FA% 982 Az ge Aes ety Azd FE84d9 TAHALAD AR
TR A FAAE, AEFAFUANA, w0l AAFTE

TAFASN FERAA TF, A3, 2ol AF  vAE 9L M 1-1, 7 1-2, M 138, 7k
AR HXE dFE EAF Ao dF0) FAHE 1-8, 7H 1-97F AgHYed YN e 7124 EA
of mAE dF(Estimate=0.5157)0] A7t FHE o T ujAEEAd BASAT 7HE 29} 714 3,
o WA= F(Estimate=0.346) R0} Bt 2 9%  BAFHol AAFHER M F M 49 M4

A= AR & HRES a9
AR A4 - BF 0.669% 0.669
BAYFATYA | - PF 0.285% 0.285
Ll - T 0.235+ 0.235
AH&-2EA A — A5 -0.059 0.192 0.133
BFgAFUANE > A 0.016 0.082 0.098
WA - A 0.092 0.039 0.131
AL A AA - B3 0.008 0.033 0.041
AFA T YAl A - B9 0.576% 0.024 0.601
¥Hg-A - E9 0.326% 0.033 0.293
= - Al , 0.287* 0.287
21 - &9 0.249% 0.249
ks - FA 0.515% 0.105 0.616
e - FAE 0.346% 0.008 0.354
9 - FAE 0.032 0.032




SEZ Y|

H35HM45/135

5 AgHgdon /M 62 712 HAY. & AT}
42 A5 AFe AARY9 A7EE AR
<E 6>3 <2y 2>9 #o.

AABA ATEZANA EF8<l0) v o] 4+
H 9&E ste Aole o g Aoy AH
4 AHRAY A9 E2olm WALAL 1
g ZHA AT @AY HA 5 e of g}, wet
A AR AR EARE AF AT B ol 717
A3E TP F 2742 18 Ao FYHY F
A A, 2002). <E 7> BAEFD 7429
A RS A, 299 HHERE 28Y = 542
HojFa 9},

5. 72

r

2 d7e 28 ARJEY AzE FagA
o] 7} 29 AFER EAA, AEEA R U Ao A,
sS4 Y 29lo] BAFATHAA B N B

=

%’H WAREE Fste] AAFAT nAE 9
< TZA 2YE 58 FENTZENSG B
0}04 TMARRE AU & 1A FHARE &
Asted AHERL BAA, AWEFAFUA A, uke
4, W5 A3, 2YHe) #AE FREYOE A
0}04 AT EAE 7] AF BAE AT
AZEY A mEd ATRYe dAuzos
Aede Aoz Yelgon A7/ELe £ 147)9)

7+ Fo4 9A49) 7Ho] ABHAT Yol A 57
e A3 A%E Bel 2T, 4EEAL 5
& A79 FeaAde ted 2o,

A AT 43agy TARL 448
AYFARUANY, WS L BF B §
A mAL Aoz Vet ojsh 22 2
243} 22kl ARUY 1430l sloiA A7
524849 7 FARR] BES Eojed 4
A% = AL dvad. gy Lajal
HE 5% 243 #ATEL ARAE A
A ALgA EAYE Foln nATe 4
FuAolel A5HEs ARUEE T4
19 876 24402 WY & A= ARY
AgFe 2AsE Aol Fas

A, AZY 354 AL ASAEA
PYFARUACNY, o] Ao vHe
e BF 4990, ok Latd AR 4

>

s r$L‘_L

+

_0.40

Rl o du M omd ot B 10 o
oo . oHu
I L

Mo Kl
of 12

ook
e oo

ZAEELE AFYE A AP dFE 1A
A Fade AL Jujdn 2 g &
B AFUE Y 7SS I ES st AdFd 113
A e AT Aoz BEAHAY debA &2
AFUE Y A= E Fol7] AMAMEe F528A4
29s T8 AHAHT} ofd HEE UH7HE";¢
3 FREI}E Hole AFo] Lesn. o=
AFUEANA A AFHE P55t *Eh{r
AL 7537 AsiMe 9A 1AL HFA 7= A
QA ZZALE AAL FE 9n| JE}.
A, A9 FEA84 F93dA 4
YAlold, s&Aol 9 AHHA
Aoz BYEJoY AR FAEL
o AR FE oM EQell AFS F
Bt S AHEATE ARUEIY BALE 2
= vtz 299 duo) =27 nohe o
e D23 QS L8 oS opus
<2l AFUE B 2954 A= Aot |
9 7o A= AZdE Az LA T P
AFEAY TS FgaAA Aol #AFE
TA el Ete] AH A ke U]X]“‘ ?.1\—]_9_
TRAA e nA= ?c
Aoz #es) vz 224

oo e g
oX

e g

n:
9,1

\__
%3

ok

o 1l
Ty oo X f@ o

mlm

r o)

o
i
isR
1o

-
oX

ko

rO
)
10

e

ol
)
2
9

tlo
=)

2
l-
=2 o
o]
A
N
o

o,
2 veRstth gAte)E )
ZAGAEE EUE Aol Ed g BE&
A HE 18 YAt Ed g AFE
Ao 2 Yeht HYAFEY A9} °é
A, 2003; Flavian et al., 2006), o] &2
A g 2 Bty A48 i) o
HuBEd SHAA g D Ay P Yoz °]
AR A Hol shrtolEoll gt E94S& T7HAIIE A
o2 Yy AddTE ZAdeg: A
(Chaudhuri and Holbrook, 2001; Laurn and Lin,
2003). o]9 2 AT =282 ARFYE ]
Zo] Unx] {AEFD 7AALUA AF ek B A
FaAA 4% 2=tk £ 5 ok gy 28
A AFUEANA nAZe] Z7]AA BAFEFE 9
AAe 94 28 AFYUECGA 1AL gAY
£ o] 1A Ay E9E T FLE
A golo] #HE ou] g}, T3 FAFZE W

o[}l
N
>
N e T

mL
-
>
o

R
o
o K

22 AN X e 2

_.




FM0l0] HAZI DAFM ol o|rjE STl BAEH AT

sg7te] A YOINE FFWrzAY 4AL
2t 29 BE 9 AE AR B 94 s
# WFYe ¢ & Atk

a9

(o]
T
o
=2
OAA, &2l AFYE S AAFHAEE B, A
o

g, 29 59 F8 #AEFE FHLUd g8 37
FHFE v A2E Yeiit o)A ZE A4
o] A&} L wNR st} FAHE FFL v
t} 1 3 Flavian et al., (2006)2] A2} A5
o B3 2907 SAEY #AA JANE AFAT
€9 A" A% H(Bettencourt, 1997;

Garbarino and Johnson, 1999). £, 142 29l
ARYEY ©E7 AF, 29L& =24E ARYE
o g °HZq AP, BRAFHAE, Aol &= 5
o IAFAHPAE RAFI LS 39T F+ AU
o},

Jev B o4
Aol o,
17 gt

AR, ZAREAE 28
Aglol AEAE gidoz
<2 AFUE Y SHERE B4 28 AR
UE 7Y 33 HZE 5ot BAFgo 2 Bt A
38 F7H4Q0 AFE & a9l

A, B A7 2A 0] F ol 8A4FY 230
o) Fiel] FFH 3 AAEX JA Fr| %9
AFH EES AggozA A7 dulsld
A ko] wrE},

T g3 2L HolN AT @
o0 el sl ATRHE A

AFUE S TR/l
Pk =, TE} ol

rlr r:i

d
ZA

J; & Ol

AR, & Al As BAFAY THASY B
A% % ¢ Aust ¢ 9ot Yo F B A7olA
£ BEo] N9 299 HPacor BFT 9l
ou, olF BA AZ thed ARsl A= A
ATE0| EAUT WA AFY AT 2e
A ARUEY FREZ 479 B4 2= BAF
3 F48989 #AE 2ET Bash ok
g
1] 242000, TUHEHE A% ATHHE, , T

°”’7é°3/‘}
[21 70’* , A%9(2006), “‘BA= AFUE 94
"iﬂ': ARYE F3ALS FHez” |, ¥
Ac}Fsl'ﬂJ , 244, 13, pp.143-160.
3] 3125, 2AE, dF8(2006), “ HH2A AF

A

UE] EAo] HAT FATO nXE 4 go|x
At A9 vw” |, rEvAEes; | 169,
33, pp.87-106.

(4] 7A%BE A0, 2EA(2004), “ 7PEELAS
AR 2771 7P EA Y0 v Il #
T AT d=H JASE Hlmdpe]” |, THYPRS
A+, , 144, 23, pp. 21-36.

[5] 29eH(2002), “AH|AS] FAFAL] e A&
A3}t AvfFE] chidt A egle] FAFA A&

QI B A7, FInE=Fy, 28, o
79-98.

(6] ¢8€(2004), “UEIN&FEANNE 457840
WAEAT AR vIAE 9, BEUsEd
SrAAR=E.

(7] ©%4(2003), “UVHA £FE o] &AL nAL=H
o] A1), E]], mAZAY | w|A&e IF , 3
AYustd, |, 137, 35, pp.131-149.

(8] &AF(2000), “YaFE ARIES AlZxe] 23
2913 Fujo)dko]] u]xXj= Pgkol Bt AlEH A
Ao sAt, , 324, 13,
pp.315-340.

[9] ¢FF, 2442 (2002), V193 AAE ARG
QL X Qe B 77, THFAHIYAR
&3 FASeUs TR=E,, pp.11—20.

[10] e, 2F5(2006), “ LEAlC|ECA LRl
AFUE el d3ae4, B, B9 3R T
oo wXe JF, T@F IT Aulids
A, 54, 33, pp.25—43.

[11] o]%3], FA2(2001), “Uel FEoAMe A
FEEA B A A 9 55 247,
roiAl" A1, | 164, 23. pp.115-140.

[12] ol&-A, etdel(2002), “ BA= FHAdE] - B
W= FAA] - BYE =t B8 o] 8As} nlo| &
2k Zpolol it A A, A" ATy,
174, 3% pp.1-33.

[13] ©]Fd, HQF(2002), “FAAA PAlojENA
Az AgAdo] An|z1e] Alo|Eo) thdh Hox 9} g
5, ARIE AWE 2 B X 4%, TF
a8 A | 139, 53, pp.223-244.

(14] olel2(2004), “muld BHA 2 F3FE49]
TFALRle] 3ARA 75 F Tl Ee = ¢
o A7, AR, 199, 13,
pp.61—-96.

(15] ##8-3(2002), “nA9 FANTA A% W A
g, 298 Aolgt 948" gaulEsds,
54, 2%, pp.29-56.

[16] A=A, ¥AE, 479-(2001), “TAZHE 9
£ nR = 2Tt AYE FL 84 g Lisrel &




Y|

H35HM45/137
g4 B, Agxpsdd,, 119, 33, “Encounter  Satisfaction Versus Overall
pp.1-21. Satisfaction Versus Quality” , Service Quality:

(17] &shd, A1€3H(2001), “QE o]L 1A #7]A|
Fde dig B8 A7, AR FHEAT, |
73, pp.147-165.

(18] Alba, Joseph and J. Wesley Hutchinson (1987),

‘Dimensions of Consumer Expertise ” ,
Journal of Consumer Research, Vol.13
(march), pp. 411-454.

(19] Alba, Joseph, John Lynch, Barton Weitz, Chris
Janiszewski, Richard Lutz, Alan Sawyer, and
Stacy Wood (1997), ‘“Interactive Home
Shopping: Consumer, Retailer, and Manufacturer
Incentives to Participate in Electronic
Marketplace,”  Journal of Marketing, Vol.
61(July), 38—-53.

[20] Anderson, R. E. and J. A. Srinivasan (2003),

‘E-Satisfaction and E-Loyalty : A
Contingency Framework” , Psychology and
Marketing, Vol. 20, No.2, pp.123—-138.

[21] Anderson, Eugene W. and Mary W.
Sullivan(1993), “The  Antecedents and
Conse— quences of Customer Satisfaction for
Firms” , Marketing Science, Vol. 8, No.4, pp.
125-143.

[22] Anderson, James C. and barton Weitz (1989),

“‘Determinants of Continuity in Conventional
Industrial Channel Dyads” , Marketing Science,
Vol. 8, No.4, pp.310-323.

(23] Anderson, James C. and James A. Narus
(1990), “A Model of Distributor Firm and
Manufacturer Firm Working Partnerships” ,
Journal of Marketing, Vol.54, No. 1, pp.42—58.

[24] Arjun Chaudhuri and Morris B. Holbrook
(2001), “The Chain of Effects from Brand
Trust and Brand Affect to Brand Performance:
The Role of Brand Loyalty,” Jowrnal of
Marketing, Vol. 65(April). pp.81-93.

[25] Bauer, Hans H., Mark Grether, and Mark
Leach(2002), “Building Consumer Relations
over the Internet’ , Industrial Marketing
Management, Vol.31, No.2, pp.155—-163.

[26] Benzjian—Avery, A. B. Calder, and D.
Iacobucci(1998)," New media interactive ad-—
vertising vs. traditional advertising” , Journal
of Advertising Research, July—Aug, pp.
23-32.

[27] Bitner, M. J. and A. R. Hubbert (1994),

in New Directions in Theory and Practice,
Rust, R. T. and R. L. Oliver (Eds), Thousand
Qaks, pp.72—94.

[28] Boulding, William, Ajay Kalra, Richard Staelin,
and Valence A. Zeithaml(1993), “Dynamic
Process Model of Service Quality from
Expectations to Behavioral Intentions” ,
Journal of Marketing Research, Vol. 30. No.1,
pp. 7-27.

[29] Bradach, J. L. and Eccles, R. G.(1989), “Price,
Authority, and Trust: From Ideal Types to
Plural Forms” , Annual Review of Sociology,
vol.15, pp.97—118.

{30] Burgoon, Judee K., Joseph A. Bonito Bjarn
Bengtsson, Artemio Ramirez Jr., Norah E.
Dunbar, and Nathan Miczo(2000), “Testing
the Interactivity Model: Communication
Process, Partner Assessments, and Quality of
Collaborative Work™ ,Journal of Management
Information Systems, Vol.16, No.3, pp.33—56.

[31] Chaudhruri, Ariun and Morris B. Holbrook
(2001), “The Chain of Effects from Brand
Trust and Brand Affect to Brand Performance:
The role of Brand Loyalty” , Journal of
Marketing, Vol.65, No.2, pp. 81-93.

[32] Cleland, Robin S. (2000), ‘Building Succe—
ssful Brands on the Internet,” University of
Cambridge, MBA Dissertation.

[33] Deighton, J.(1996), “The future of interactive
marketing” , Harvard Business Review,
Nov—Dec, pp.151-161.

[34] Dellaert, Benedict G. C. and Barbara E.
Kahn(1999), ‘How Tolerable is Delay?:
Consumers' Evaluation of Internet Websites
after Waiting” , Journal of Interactive
Marketing, 13(1), pp.41-54.

[35] Dholakia, Ruby Roy, Miao Zhao, Nikhilesh
Dholakia, and David R. Fortin(2000), ¢
Interactivity and Revisits to Web sites: A
Theoretical Framework”™ , RITIM Working
Paper [http//ritim.cba.uri.edw/wp/].

[36] Dick, Alan S. and Kunal Basu(1994),
“Customer Loyalty: Toward an Integrated
Conceptual Framework” , Journal of the
Academy Marketing Science, Vol.22 (spring),
pp.99—-113.




138/282 - 5S& - o444

22l HRUES] ASXEY FAHl0| HAZIEY DMEMTo o[XS o BE AT

[37]

(381

(391

[40] Flavian, C., Guinaliu, and Gurrea(2006),

[41]

[42]

[43]

[44]

[45]

[46]

[47]

Doney, P. M. and Cannon, J. P.(1997), “An
Examination of the Nature of Trust in
Buyer—Seller Relationships” , Journal of
Marketing, vol.61, pp.35—51.

Duncan, Tom and Sandra E. Moriarty

(1998),"A Communication Based Marketing
Model for Managing Relationships, * Jowrnal
of Marketing, Vol.62(April), pp.1-13.
Evans, Joel R. and Vanessa E. King (1999),
“Business—to—Business Marketing and the
World Wide Web: Planning, Managing, and
Assessing Web Sites,” Industrial Marketing
Management Vol.28, 348—358.
“ The
Role Played by Perceived Usability,
Satisfaction and Customer Trust on Website
Loyalty” , Information and Management,
Vol.43, No.1, pp.1-14.
Fornell, Claes, Michael D. Johnson, Eugene W.
anderson, Cha Jaesung, and Barbara Everitt
Bryant (1996), “American Customer
Satisaction Index; Nature, Purpose and
Findings” , Jowrnal of Marketing, Vol.60(Oct).
pp. 7—18.
Ganesan, Shankar(1995), “Determinants of
Long—Term Orientation in Buyer—Seller
Relationships” , Journal of Marketing, Vol.58,
No.2, pp.1-19.
Garbarino, E. and M. S. Johnson(1999), “The
Different Roles of Satisfaction, Trust ,and
Commitment in Customer Relationships” ,
Journal of Marketing, Vol.63(April), pp.70-87.
Gefen, D.(2000), “E—Commerce: The Role of

Familiarity and Trust," Omega vol.28,
pp.725-737.

Gruen, W. T., and J. O. Summers and F.
Acito(2000), “Relationship Marketing
Activities, Commitment and Membership
Behaviors in Professional Associations” ,
Journal of Marketing, Vol.64 (July), pp.34—49.
Ha, Louisa and Lincoln James(1998),
“Interactivity Reexamined: A  Baseline

Analysis of Early Business Web Sites” ,
Journal of Broadcasting & Electronic Media,
Vol.42, No.4, pp.457—474.

Hanson, Ward (2000), The Principles of
Internet Marketing, South—Western College
Publishing.

[48] Hanssen, Lucien, Nicholas W. Jankowski, and

Reinier Etience(1996), “Interactivity from
the Perspective of Communication Studies” ,
in  Contous of  Multimedia: Recent
Technological, Theoretical, and Empirical
Developments, Nicholas W. Jankowski and
Hanssen eds., Luton, UK: University of Luton
Press, pp.61-73

[49] Hariss, L. C. and M. M. H. Goode (2004),

(50]

(51]

(521

{53] Luarn, P. and H. H. Lin(2003),

(54]

(551

{56] Liu, Yuping and L. J. Shrum(2002),

“The Four levels of Loyalty and the Pivotal
Role of Trust: a Study of Online Service
Dynamics” , Journal of Retailing, Vol.80,
pp.139—158.

Hoffman, Donna L. and Thomas P. Novak

(1996), “Marketing in Hypormedia Com
—puter—Mediated Environments: Conceptual
Foundations, ~ Journal of Marketing, Vol. 60
(July), pp.50—-68.

Jarvenpaa, S. L., N. Trictinsky and M.
Vitale(1999), “Consumer Trust in Intention
Store” , Information Technology  and
Management. vol.1, pp.45—47.

Johnson, Grace Jebakumari(2002), The
Dimensionality of Interactivity and Its Effect
on Key  consumer  Variables, Ph.D.
Dissertation, Southern Illinois University.
“A Customer
Loyalty Model for E—Service Context” ,
Journal of Electronic Commerce Research,
Vol.4, No.4, pp. 156—167.
Lee, J. S.(2000) Interactivity: A New
Approach, paper read at Association for
Education in  Journalism and  Mass
Communication, at Phoenix, AZ.
Liu, Yuping(2002), The Dimensionally of
Interactivity and Its Effect on Key consumer
Variables, Ph.D. Dissertation, Southern Illinois
University.
“What is
Interactivity and Is It Always Such a Good
Thing? Implications of Definition, Person, and
Situation for the Influence of Interactivity on
Advertising  Effectiveness," Jouwrnal of
Advertising, Vol.31, No.4, pp.53—-64.

[57] Massey, Brian L. and Mark R. Levy (1999),

“Interactivity, Online  Journalism, and
English—Language @Web Newspapers In
Asia” , Journalism and Mass Communication




ERA X

H35MM4%/139

Quarterly, Vol.76, No.1, pp.138-151.

{58] McMillan, Sally J.(2000), “What s
Interactivity and What Does It Do?" paper
read at Association for Education in
Journalism and Mass Communication
Conference, (August) Phoenix, AZ.

[59] Moorman, C. R. Deshpande and G.
Zaltman(1993), “Factors Affecting Trust in
Market Research Relationship” , Journal of
Marketing, Vol.57, No.1, pp.81-101.

[60] Morgan, Robert and Shelby Hunt(1994), “The
Commitment—Trust Theory of Relationship
Marketing” , Journal of  Marketing,
Vol.58(July), pp.20-38.

[61] Newhagen, John E., John W. Cordes, and Mark
R. Levy(1996), “Nightly@NBC.Com: Audience
Scope and the Perception of Interactivity in
Viewer Mail on the Internet” , Jouwrnal of
Communication, Vol.45, No.3, pp.164-175.

[(62] Odin, Yorick, Nathalie Odin, and Pietre
Valette—Florene (2001), “Conceptual and
Operational Aspects of Brand Loyalty An
Empirical Investigation” , Journal of Business
Research, Vol.53, No.2, pp. 75—84.

[63] Oliver, Richard L. (1999), Satisfaction : A
Behavioral Perspective on the Consumer,
Boston : Irwin MaGraw—Hill.

[64] Oliver, Richard L. (1999), “Whence Consumer
Loyalty?,” Journal —of  Marketing, Vol
63 (special issue), pp.33—-34.

[65] Oliver, Richard L. and John E. Swan(1989),

‘Consumer Perceptions of Interpersonal
Equity and Satisfaction in Transactions: A
Field Survey Approach”, Jownal of
Marketing, vol.53, pp.21-35.

[66] Pavlik, John V.(1998), New Media Technology:
Cultual and Commercial Perspectives, 2d ed.
Boston.

[67] Reichheld, F. F. and Schefter, P.(2000),

“E-Loyalty : Your Secret Weapon on the
Web™ , Harvard Business Review, Vol.78,

pp.105-113.

[68] Rust, Roland T. and Rustanthony. J.
Zahorik(1993), “Customer Satisfaction, Custo
—mer Retention and Market Share," Journal of
Retailing, Vol.69(Summer), pp.193-215.

[69] Sandeep Dayal et al.(1999),"Building Trust
Online,  “[http://www.mckinseyquarterly.com/
article_abstract.sap?ar=1138&L2 =16&1.3=16]

[70] Sirdeshmukh, Deepak, Jagdip Singh, and Barry
Sabol(2002),"Consumer Trust, Value, and

Loyalty in Relational Exchanges” , Journal of
Marketing, Vol.66, No.l, pp.15-37.

[71] Sheth, Jagdish N. and Atul Parvatiyar (1995),

“Relationship Marketing in Customer Markets:
Antecedents and Consequences” , Journal of
Academy Marketing Science, Vol.23, No 4,
pp.255—-271.

[72] Weinberg, Bruce D.(2000), “Don't Keep Your
Internet Customer Waiting Too Long at the
(Virtual) Front Door” , Journal of Interactive
Marketing, Vol.14, No.1, pp.30—39.

[73] Williams, Frederick, Ronald E. Rice, and
Everett M. Rogers(1988), Research Method
and the New Media, NY: Free Press.

[74] Wu, Guohua(1999), “Perceived Interactivity
and Attitude toward Web—site” , in
Processings of the American Academy of
Advertising, M. S. Roverts, eds. Ainesville,
FL:University of Florida, pp.254—-262.

[75] Wu, Guohua(2000), “The Role of Per —ceived
Interactivity in Interactive Ad Processing” ,
Doctoral Dissertation, The University of Texas
at Austin.

[76] Yin, Jie(2002), Interactivity of Internet Based
Communication-impacts on E—Business Consumer
Decision, Ph. D. Dissertation, Georgia State
University.

[77) Zeithaml, V. A. and M. J. Bitner (1996), Service
Marketing, New York : McGraw—Hill.




