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The Effect of Relationship Orientation Factors on Customer
Satisfaction and Customer Loyalty in Internet Shopping Malls
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Abstract

The purpose of this study is to examine the effect of relationship orientation factors on customer
satisfaction and loyaity in Internet shopping malls. Based on previous exploratory work and a review of
the literature of relationship marketing, six key factors of relationship orientation construct are
identified : trust, bonding, communication, shared value, empathy and reciprocity. And a conceptual
model is developed and seven research hypotheses are empirically examined using structural equation
modelling. The results show that bonding, shared value and reciprocity has statistically significant
effect on the trust of online customers and trust has a positive influence on customer satisfaction and
loyalty in Internet shopping malls. Theoretical, managerial and research implications are discussed.

Keywords : Relationship Orientation, Customer Satisfaction, Customer Loyalty, internet Shopping Mali

=284 200644 128 289 =2ARNEEY 2007 058 229
* MAIMK}, sRofstm AHSASE B (540-742) M2ldT &MA| 04=S 315, Tel : 061-750-3414, e-mail : iiryu@sunchon.ac.kr
~ Fdtisin Zgsy 2ne

~ FETiSm 2T YALLY, @HIX ABHA ARlE

g T AR L ENE P



130 JOURNAL OF INFORMATION TECHNOLOGY APPLICATIONS & MANAGEMENT

.M &

AU FE5F o f4R Jedde
7199 e-vlZ2Y287F maA APHAA
AZA Y} ORAE AAE FEde FAR
sk glck = AxPEA N A EE 2000
Jd 572 5584 A(HAZANE 45%)A4 =
Jd g3t 2005delE Addiy 141% F7t
g 358% 45009 Y(AAFAAE 21.0%) 2=
Stojge] wet HA FFFENA AR
7t AAske HlFol A wohAm UTHEA
7, 2006]. 2EY AAGA N HEAHI FH)
Jd AHW&BES HZ FAE 28 HBF
A gt e U4 a% 71E9 9y g
o=l vo‘d AE E20n YHULBE
A7 GE ALE A& A Ao 3=
olg] ol HAstxn gk olAF AEF FAY
oM JelllaB o] FHTHE FHe] 9
fAe At 249 AHER o 71E 1A
de} #AR7 Fasin.

AAZAY Z7lede AA FiEdel Y=
AH|AEo] BA 45t7] B o5& THR
olne FAZt T, EAE B2 4N
Ago] A uldelA A AdgE Fhste
goloz i Fuig AuAEHRY F7H
BAFA FAZ AL FodA JAH2 LYY
H4A, 2005). 53 AAGAY S A
T A o g v]§o] £, £F oF

FEFY AEFOE A Feod
o] A& o] o2 ¥ ZtHReichheld and Schefter,
2000]. wetA Mz nAE fFAste] Fojol
ol27 &z, FH A &BEAAM FoRT
$ A&H oz TS dte A2 UH
UaPEo] sjAz ok S8 FA7E U
A5 AeUaBEY oS Fuiststy] #st
o uAze] AAE AAANFAHA BFog A

ot

7

k
it
L

=2

Ashs ko] o e ZF2H1 Ut
oJFR YHULFEH nA3e) BAX G
A=

(relationship orientation)e] ¥ o g
Hog ZzxHn 319—0115% s, 1%t @
AN G dig A7 F2 2F BANA
ZyA AFHAA %2“4 7195 HFuAe
A #F F971A G tFold dF

ko
N
e

£ ol Tlag gdolth agu 9% 17
zrel Bl AT 34 AdE @u sl
AFAoE £2HY BAS AARE 27

%X], LS

A7k ul$ St a3 FojA-#
b s ]a}‘— "JX}Z‘! 4474101]/‘1 H‘i}ﬂl =7 9
Zpolut gl

N
A
X
0
o
S5
B>
o
o
O
meh
N
=
>,
H1
off
o
ob
>
2

89 4 oo
oo & dApelqE nA% JAeUABLel
Azl B0 ol A Foiustel B B
9

F949 A4eldtn ¥ & Q& BAAPY
Eolsy

MEe B8ty A UL ER A7 B
AR A Qolo] mAWET TNAZHEZ o
ojA =X )] AHB A Fct ol AT

o 2dg wr ARy 0ew 2o AM, @
AN A HPATFE FHo2 A
¥l ._;,L_J_(}XJOQ Aositt EA, AgAToA

ANHR e BANFYS FHLAEE £
At o= {g] AAB/AE obitr} AA,

=2
AP THLAR TARE R 1A
HEFL A WP JFAAS AT 9



A48 #2358

AHULEFENN FAAZY 2do] IANEH uAFHE vXE G 131

22 B9 2380 YA, a7ARE v
o2 QHYABEY AYY BHE AT YA
o

2 a8y
2 2ABADY SoH ARH AT
%

2. 0|2X &
2.1 TAXIe ol i

Reichheld and Sasser[1990]¢] A-¢Z 3} <]
3 Aol EES 10% EYUoEN A9 H
T FEL Mz 592 7199 F9L dF
mha} 25%9) A 86%7t A TN 4 Aot 3
Aok =g Vavra[1992]¢] AT e HEHQl
HZ2YXA F 6% WES 42 A9 17y
T8 olFoAH AtuAs 5t ¥
A DA A My 2sHE v]-E9] 5H) o]e] &
a9 &sich gebs] nAze 73 A7
2 ZAAZR 0]9e e FU2E AU
Z 3[Mckenna, 1991], 22439 BAE A @
AA7le AL 7199 7130 94 R
da3olzt & 4 ith

1ol £ 7|4 #AE T 4G
e Re 2RFoZ AHAr) A 7k A
go] 7hsd AgoA ANEY Hddbs ¢
TAog ZAAIE doe AL £ 18
o2 il nAe FHN Hdoicte] #Ahe
aA4e] 71gd] g BAR G 2] Hr}
[AE3 5, 2001] Hddts #aA7) 1, o &
Sl 54 A d3 Fe4& BAq3A 2o
2N AAEL ukEse 22 AFoly Aulx
g FHigta, 22 4ES 922 oy e
Tl AR E Ahst, 22 A2 AFAE 9
it AFE AEFH 22 BoEDick and
Basu, 1994, Enis and Paul, 1970].

BAAGEL Aol gl Azl

o

P

tlo

#AE T3 BZse A& 99 Boyle
et al, 1992]. &, vz} Helzte] FAZ G
£49 AHdM B Aol oflzt 43 9&
S ugog 3o Ar|Hoz FeHE FEE
T JE A& 9ngtcHJackson, 1985; Webster,
1984]. w2t #AAFHA G Fujrte
oA @A Mey Aewt #AE zA 4
AAXNFHQ FejAe vl EEE 243
cd 23 & 259 A B2 v A9
T #HE Zre=t Ganesan[194]8 AR 34
o onE Fuizet @uizt BAY 77
(longevity)#& @EstAl FE3td FI ok
S FASHA, BAY VARG E JE A
el Aol BAe] DA (closeness)ol H F2
A®7F ok gk EF Gwinner 5[1998]
< BAHNYF A ZE Aol FITFE4A
FFBASE A E, BAHH] AAES
AN E 4TS & 2ot o2} BAS B3}
e 98% & 5 U5e Iiskdh

HZ BARAFF g =& FulA 439
AAE] o|w g 43 ol st JFEgFAA SolA
ARG P55 steAd FHol AFH
I len AAE FAske a9 st 5ot
AN=7t AME 2 cHSheth and Parvatiyar,
1995]. ole] uwhe} AR FAo F3 B A
Eo] AP o] kx| F2 7147 FA| 2
e FeH, AN 1A 7199 #A o
@ AFE vEF FE HEY g 1197
Aol el FAXNFHL Hoirzt AFTshe
A28l AUIHoR Fuzd A o]5e] Hr}
2 ZldEod o 948 4 dtHKelley and
Thibaut, 1978). vF37FA2 A A4 7143k
o] BAAFEL nAEo] EA 7Y BAS
dgoaN AA =He BAAH oA AA
o & ¢ A oMY FAXFHL 7Y
ko] BAE BEE FFuA 71409 BA



132 JOURNAL OF INFORMATION TECHNOLOGY APPLICATIONS & MANAGEMENT

M gHe R 5984 FE&H94 F 3tk
A 71 A dek A6 A, a3
QA AJAnAL B Ho|r} loemz
71ztel #AE Ayste 89 71d-2 A4z
o] AAGME B=A] HisA e & F Aok
% dZ(cooperation), &F=E(mutual goals),
9} &(dependence), & (power), A3 3%+ (perfor-
mance satisfaction), tA<¢te] H| X (comparison
level of alternatives), =-3-(adaptation), 3|5%
7}%ZH(nonretrievable investments), HW&1]&
(switching costs) & 714zt @A dolA
Tt EESA 2AgE Q907 7|g-uyt
A g Ao adiz FH &3 ATt
A tHAnderson and Weitz, 1989; Doney and
Cannon, 1997; Heide and Weiss, 1995; Wilson,
1995].

metA 2 AT AFnAT 7199 B
AE ddoz 3le APATE FAHLE FA
Age] FH208 E&353, o] AHUL
BEH 1Az FA¢] HEI}EFE 3t

22 AR Yo #4Q2l

Sin {20001 #ACAR A B2 o
Eo] FAAZ Y W Md& AUYAA g
3tato] o] &3 $t7] Wi FAWAEY EF5&
FZRAAN7 1A de AFAEANA 5HE Jtol
=l E AAA Edda gt 288t
o5 TAXNFFE A (trust), FhzH(bon-
ding), 71F YA o] 4 (communication), ¥7}]
(shared value), 374 (empathy), % 3]/3(reci-
procity)®] 67} 822 Uro] e 1 &
AT E Nk 9714 AAE ARG
Aol FHRAE FAog 1 EAL A¥ud
o3 Zoh

TFuizte} Bujzr Atolo) Al WETA

A F2% v H<solvi[Morgan and Hunt,
1994], 71&8 A4S A8 712 BAE
gAdsted 2AHYA 9EE drHReichheld,
199; Ganesan, 1994]. olelg A<= @49 2
AREZ ] FAEHE AAH 2 AAFAHA fdf
7o 2As=dl[Clark and Pyane, 1997), Wilson
and Mummalaneni[1986]= ol A-Se) 2} 79
A4 frde BARAE AT =98 =S
gz F3sch =3 ARFYANAE N
F23 A4 24 [Morgan and Hunt, 1994]
g2 #AA" ZdoAME Muls AF
Aot A B71AHQ] #AE B3 - A
oo AFUANAY T84S 7=zt gt
AFUAol AL FEY dig 7idie}t A&
AAHLZN BAFAY 71%2Q AHE =
A3t 97154 245& ZAAZ Y Anderson
and Narus, 1990; Anderson and Weitz, 1989].
Evans and Laskin{1994]& Fvixte} #ufz}7}
#AE A7 AME TR7HA7E Bast
gx Atk FR7MRE FAYED 5,
2E, A8 T84, A4, 291 3 3F
o da& 7HAE %9 92 JtEid wge
A A FA4E TR S48 |9
Aol AA 7] o3 A7 FdHY, £
B 44 Z2438A ¥oHMorgan and Hunt,
1994]. 2AFAZA Yo T 849 3
Ul 3L Adidel el A dote
A, AL, ARE ol U =7 Ae

< ozt 7B A 1AH
AE A3 B4 24 0|5[Sager and Ferris,
1986], A< EA}(franchisor)®t 718 (franchi-
see)d #ANAE FAF AYHisdo] FUH
AcHSmith and Johnson, 1993]. SAIFEL L
o] B3 o]9g F43e AL THU= B
Ag A&HoZ {257 3l LadA A
£ %o 398 WEH FdiE old A&3}



A48 A2% AEYiaA BN AANGY 2ol ANEH aAFHE HX = FF 133

E B dof g8 HAZ v v HEY
8 Zo] A7) ot 73t FUHAA
£ & oy 435 g 753 2L T
3t7] 95 Rolth webd 45 Aol RB
2 92 M BEY @A A7FH oz R
23 £ gltHOliver, 1990].

ol% Sin {2006 TYAMH2AHE WY
o2 BAAGFE Tl AFH AWF

=&Y =
FAH A HI#Z}Q} aAe ¥ BAE IH
At Aig FHAIIT o159 BA #A
Aol om g JFE v|AH, FFTHLE 9
dg Gl TFAES Ao oW IF=
AEAE FABIGT 2L BAANFES
Sin F[2006]°0 ojs) Aud 6709 HEE o] &
ste] ZA3 o, o] Hxoe BAY FA
Aol Fostin AZHE WA S4F
< 25 ¥x33tn ok FAA.

2 dFoA e o3 22 AgdT 2%E
vlgto 2 Sin F[2005]0] AYF A=, i,
AfRUAA, THAA, 324, 2849 671
A deE #AAYY 80

O

2 4381 57
s
23 DRI DASHE

ARES i AFE 180T 23 o)

9

[

FelARE wRsHY o, 19004 &

oM 2 Aol A F7k ol RAAA Heh
FEE, o] T2, 2001). A2 vhAY BHANA
£ ZAREZo] o vhAY Aush 2 Yo
e} 8% AU AHFT Anlol#A),
1904], TAREL AFop} Aulze] Ful 3

[aen

ﬂ'-‘

ALg-e] Aspel A i FHA Hrlel gl
AN 3949 AE2A[Hunt, 1977], FAZHoZ
H AP g AAH - FAAH

2 Hu}—Z‘._Q_ HZ%Z_‘]

B2
a2
)

a W
o &

gt

A7 nARE tg AT Oliver[1980]
7 AAE Zlg-EdA oy olgs FAH
oz olFojzgr) AuAE AFS Fush]
Aol 2 AFol g AHAAR] 7IdE 7HA 2
Qed AFS Fostn ¢ F AP ZgRd
S 428 F AZdE AF ATt vwstd

FE A tE AF A7 Aol g Aolof nt
thEn BgtEol yeidta HE Aot

aAoe] AZ3A = Aulzd g 43t
Aztg 71 Aloje] zpolE M3 HY
oZAT o] 2o 2N YA HARA
=AW 51 Zakd o ey Churchill
FARAAA A4d A
4 v A7FEH
g A "] ?5}‘3113}. Gupta and Stewart[19%6]= T
jate] ©ET g ZFAE7] YsiME Zdge
AZE BYx] Axg BEReA 437 2ok
e FuARzE NZEta de A3 AAE AA
233 Ao 9 F&3vi ALsAeH,
Cronin and Taylor{1991]= 7249 Aztd 3
e 24 Aol ATE FH A 6 Hgs)
tx Fgsdnt

Oliver[199]+ 2AZFAHEE ZFAAEY ©
4% AR = x EF5 v e A&
Hog Mise ﬂ]'ﬁ‘/"i”]-’:% HHE o aty
E 29z AHosyrh aAFAHEE 719

r\r

Hx

e

o{ﬂ_\e,._,ﬁ,._‘_ﬂ._‘



134 JOURNAL OF INFORMATION TECHNOLOGY APPLICATIONS & MANAGEMENT

B 8433 94 3, FHEFHE T B
2ASY BF A4 34, A4 Zuy
%—gi Aste] 714 AEHA H ?
o] g t}Reichheld, 1996]. o]2]3t TAFAHE
B AEE gL FAEd o8 =97t A
41:5]3,_ 9,1_1’1 Zzg ;H/\]- /\l_g_zx,]. xqg ]

og=zx FEFHEY %SE FAEE AW

itk AAFAES] BE AFAFES vn
W AAZHEE nAREe] o] o5 2H
Holxm, B A4S A% oY YAES
274, Bl $38 e Ad Ho=

Z% 59 tHChurchill et al, 1982; Fornell et al,
1996; Kristensen et al., 2000, Rosenberg and
Czepiel, 1984].

2o FH8UEC] nANET nAFAHE
uAe dRd e AF
213 Panayides and So[2005]%} Sin &[2006]2]
ATE wRe2 aAUNFH IAFYESN 9
FE v AE BANGEY FHLQ0E F,

T, AFYAClA, TRIA, T4, 9
29 678 Mg AR

¥ dFQME Sin Fol AAS 67] HFEE
TAA Y] FdFae] oyt AL
Adatn e, ol BAATA
S gdxde Adez AYAA veshsd
o] FojA = AFATFI A dRETE A
S \’4’-‘1 AALE &

g BARAG «] ‘—l"‘éﬁ‘ﬂ %‘—011*1 |
t Morgan and Hunt[1994]9] F4x 3 watd

Aol QloAX F a8 v (key mediating var-
iable)?] 4ghS 319, De Wulf and Odekerken-
Schrider[2000]9} Callaghan and Shaw[2001] %
o] AFAMNE BAAFAHY FHRIES A
o dgigE Hosta gl

meba B ﬁ?"ﬂ’ﬂ'—‘- iz, 71%‘4?“01’“
TR, 224 12 Ague

21 ZLh

AAE T,

L ﬂzlj——»[ﬂmﬂ—{wyj

fure 3
(=}

) arey

32 d7otdel ME

(1) olefl &= S0 nHZEe| A X| B

Sheth and Parvatiyar[1995)€ 291#7t 719
o g3 FAXNIFHE AVe 71 BAAY
Ao FHe AHEA 7]EY 714z BA
& A7l 2 HEHAE LNA Ao
o] &% 7beAd s AN #AATES A
5Ho2 dydxdy FANELR AAA &
oy, 29 dFE FAAFEAGY MEH gA
1o i AEH FAHAE AAsL ok Sin
[2005]9] AFelAME A4 FAHfocal dyad) 2t
o #AE A3t ol T4 MFE AF
4% A8[Morgan and Hunt, 1994], &%
[Shani and Chalasani, 19921, AF Y Aol A

Olﬂ r*°

o



A48 A23%

Qe YEPENN BARFA 890 IAVESY aAFHE vAe FF 135

[Anderson and Narus, 1990], &-+7}*[Evans
and Laskin, 1994], %4 (Berry et al, 1990],
% & 4[Houston et al., 1992]¢] 67 848 &
ARNEAY 9 FAALez Adstatn ok

gA AFHPR], B AFeNE AT
o FA8A FA g uAUNESH uAF
AEe sz AR A dva
o ot uAe weow iyt FACAH
S AFPsA = nAo] aRE AZste 19
ha 294 wgo ARz A At HA4E
t}. ofol] #ARIALG #3 fFEE HPAT
drxE AHE FAAY =8 Ee AFd o
3 PJriesr F BAFARE AN UATHA
A 2004; Crosby et al, 1990; Morgan and
Hunt, 1994]. w&tA £ dFdxE BAAFY
22Eo] AFegE wiAMFE AX AH8Y
 uANE aAFHEN FFE vAE A
o2 7t g

o] 9} # &3l De Wulf and Odekerken-
Schroder[2000)= 4B #7004 28, 9, 2
g3 4T dig BoiRre] AAR g (seller
relationship orientation)@} F-eizte] A 73}
A (buyer relationship proneness)®] %3] &
3 Ao A x}d A (differentiation), HAHrewar-
ding) g3 ARUAlelAew FARE #AAA
P4 aglo] Ao S AgE JHES A
At o8 HAAEAY. 283 Callaghan and
Shaw([2001]& 412]¢] Maagloz FAXFY
& AT AFANM & (ethics), 273, T3
A, Fd7, %4 (commonality) 59 #AA
g4 aglo] A TS MAE Ao Y
3} st} =% Morgan and Hunt[1994]+ ¥
F7A 7 A2 e A Fiol §FE A F
Ug APaAYe v
Nath{2003]& &2

=2
= d
ARd 338 9%

At

metA & dye fid, AvdAell, F
71X, B34, 584 890 A 9§
o]y Aolgta s e go] FHAL A
Aararch

1 QYA E
ol A+ FFe T Aol

A 2: QENARES TARY] ARYA]
4o Ao

o
O
Lo
of
09,‘.'4
o
=)
m)_lul
4

74 3:QEUARED nADY FHAAE
Ao A+ & v Aot

74 41 ARNABES A FREL A
ol A+ FFE v Aolh

M 5 AEdABET 1] B A

el A+ S 1A Roln.

AF e AYE 7 RFFAARE 7170 TE
4 9] o™ [Moorman et al., 1993], N3z} & .
= odd id A8F 39& L3trHGanesan,
1994]. 291 A A A g AFES F
Z BCE F4o= Jy=n ged, B2C A
A A AHAEL JRJIFEY SERHE
5& 21l AFE] HiEed oE A
el AFAAY At 6L Fa3)
Al ¥ z9 o Bhattacherjee, 2002]. Shankar %
(20021 £&Ql A AHARFRA TEE A
AEta, el AEe wE A7, FAE Tl

S Fth 31tk Balasubramanian 5[2003)

2 %} online investing)o| Al FAIAE
7 28 FANET AN zE Al

i o S AT A EHE

=
rd
I



136 JOURNAL OF INFORMATION TECHNOLOGY APPLICATIONS & MANAGEMENT

A AF7 1A *5?34 AolL-jre AAH7
fEol 83 8o gFojxy &Y, &
3 Eg4% ’B}%l"ﬂ"i 4339 ¢hEA o] &<l
H2 &L F3dE FH3A 2 wel= 2 T8
Aol 4% gdddi #3438t gt os
7 e e AR F itk

7Hd 6: JHUAEE
gl A (+)
FAEE P43t AN drked QoA
A2 F&L Aujad AHAZE FejagAA
FA9aHA dt=o] 3 [Chaudhuri and Morris,
2001; Cowles, 1996; Doney and Cannon, 1997],
A 3o AAE AEATIed JHEFR
A A7 gk AlJAF 7i<)Mayer et al, 19%]
o #AE ohz} s 7] A[Gefen, 2000;
Gefen et al, 2003], 7193 714 7HPavlou et al,,
200319 433& BAE A& 7IeH AFe
83 9¥E 928tz Utk 53] M= B
A7 &gl 4FE A& AR A - BA|
A A3FLA F83 aQez FAgrin
3t} Mayer 5[1995]3 Gefen[2000]2 <€
4 Zo] vl o1 AYE AN F+&3 2
< 713 F 9% Pl st FH ok Ao A
AZ e 2|29 PF& o]F Ui AGHA
g A7idog fAAIIE g4 ¥ g
o} A¢F 50200312 JEUAPE o A
g F£Fo] 2&4E FATI wolRTU L 3
on, Ao AefULPES AZH &
Z AF € MY2E AP EqA AH T
3y A&z ojgstele HF¥E HAUT
3 gt wEbd g 22 M E dAs
it}

7Hd 7: QEYLBEF 1AL A

rir
ki
=

AR A1) 9% 1A Rolth
() DABED DAUBNE

A2 nAPSA #F A7 2ANFHY 2
SRoA nAREEo] Aol gt AT

I}
e A5 Ao JFS v EAq B
& dFE°] FE o|Fo]R 3L Ut} Heskett T

[194]& FAEE wEH Fojzta A ojsidA
FAEI aARE] AHA ARYE 4F
BAS B8 AAsQdoed, Zins[2001]E A
AEF &3 A Bt 9 dFA
AR aAZYE AHAHA JFE v
Az g o9z 5[2002]19) 9E &Y
B AMuj2Edd 3 dFdAE dEllLY
B ot aAqRFo] A dry FAEF
d ARPAQ F¥S vXe AeE YEuH
JeNLEFE gt Aol A "’7—‘1“}&]

AEFALY 78 93E F£ dAE B2
71E dFENA AZH A HFlavian et al,, 2006;
289, 2002, vr4, 2003; ol T T, 2004].
e o3 2 HES AFE + Ao

M 8 A 4D Z fE DARNSS 17
FAE A GFE vl Aok,

AFNA AHg 248 FANEES E
o ARATANN AYATH gl 93 &

AYES AMREE S 932z Y. ot
A77F UL BEF 249 FAANZA
oE7] Wil olg Idz HE&srld A
A R FEIG duizitdN gL
Asste 5L S7HAEA AARAY +3
3t ALg-skgitt
€ A7l AH8E MgE

o FFI

274 Bolst 5



A4 A3 A LBZAN BAAPY dlo] TADES TAFAEA PlAE JF 137
AYEL Og <E DF 29 22n A2 & qdn udgAs guoz deal
HEEYEL YAEY 57 AR FFRAT. € NS BREEWY &
o
=2

%
o F4u%Q B4 F& AT =
o

Al=BEAM Ol H7 Agg gusted & FUt sida #dst
4 2ol X é""l' = = % =10 =
Do EZFENT HAFEFEZHE o831y
T thd RS dudE] g8 L= AF
B dpoie ABdABE o838 QL ZAre} A 229l A ERALE s A
(B 1) 40| FEH Ho| o £xs
AFus 243 Qo) U 2RYE gHaT
AHNEPET o] WY WAV} HES wHFE AR . Wilson and
o, | DUEHIERES 23 718 AT BE7) A4 O =@ Murmmalanen, 1986
T | ganuange nA% 248 BAS BEY Ad S PP, - Callaghan
GAHNEBEE 0% P74 BAE WS Aa BUglo) W& U et al, 19%
gim%%w 2Ael uigly AAY ARE FHA - NFAHeE BASE |, L
AR | pagusnes a4z was 9de Fuwsd, Narus, 10
AN paEsgze 4 o 2d e 49T A2AEY & gt Sleg AT, | POTN
PARULBES AR Astn YAHA LRI '
AHNATYET wrjo] P91, B4, A So| o) FEHOL FReHE A9 | - Evans and
S Az Laskin, 1994
57| Domuange W 498 olgst BAF By, - Morgan and
QU= W ol gate JENADED $UT ANBE AR IohT AZec | Hunt, 1994
JAUaBED w9 AAH v BY HE - Sager and
| OUEMEREE DA AP ANA HRAs Fok Ferris, 1986
B | paEuanze 349 278 A39 448 . Smith and
QUHUEYEL n9 2T izt x4 BHE e Johnson, 1993
JHNEDET wo] 2OE ATHAY HEE ndHFE A= - Callaghan
o | DUEAEBES ofF ARANE DT} &P AL At et al, 195
Y| pagaanze nAdA 971X 4 BAZ B4SY 92 H2sn < |- Houston
gt} et al, 1992
JAEULBES no] AUel o3| AFHE &) HAkE Ve AE | - Morgan and
R QU= Wt ol gakE AEYARES AF Y Qe W7t ol 48 ABWA | Hunt, 1994
U8 gz mAg yAsH) datn 4@t @UE Wit ol 8ske ABUABE | - Callaghan
of FAst Pt et al, 1995
AHNEF o] A= ALl Aujze] 4 1A el BE AE |
27 | O Wb olgate AbulaBee Aqulse BEH el 1952
BHE | @Qubis Wizt o83 AEUABE Hudozs R, Over and,
QU Uizt ol gt AUAT BN Belde AF Ao DS, an
AEYALE ALHA HEHoz o gitee 2UAY HE )
24| v Wt o8t ABULBES T APl 2R Reloh Fomell, 1992
245 | @4 Wl olgete AHUEBES ga) $349 HES AT Yok, e o6
AU W7t ol gate AHUARES FOBE AL o] &8 Holuh "




138 JOURNAL OF INFORMATION TECHNOLOGY APPLICATIONS & MANAGEMENT

sttt 4EAE ezl A 23R s
229 ZAlA 9138 FHH e, oo
€ 59 wid 4240 29 9 NEEs

xﬂﬂ?ﬂ »‘% }é%‘%
A 011 A}%E}%{t} FEgo duky 542
% 2>% #4.

+4E fstd 2 AdFdAE 44 A
sizet SAT71AQ SPSS 12.03% LISREL
8545 ol-&3te] EA3tgth HMEEA R A=
A BAdE SPSS 1208 o83, #93
SARA 2 7k adld g FHFTEEA
t LISREL 8% °]&3tsith

F{

ft m> oo oer
N /\

ol
it
> o

gAse ATFEFANA SALS dHRY,
’E‘%Z]' Jge 42l 1689 54500 of 2} 1404
(455%)°l At SHAY] ARHSL 20th7} 62.0%
2 b gwkon, AL disH(d)Aol 708%
2 7% gdth JEudaBEdA H2 ¢ 2
ZF o3l 33 muke] 60.4%, 3~53] 26.3%,
63] ol4o] 39% wo= Uehyth AF Fujst
 AEL AFA84T AAY 403%E A
A 7 AF Fojste AR YEKH

(& 2 E22| I Ee §d

54 235 HE o) & 4 ZRYE e vl &
7 168 545 gAY 218 08

44 A7 140 155 AR Bl 3 120
A 38 | 1000 A9 - 224 % 84

204 v % 8.1 el EEE 14 45

0-204 mw | 19 620 A1%3 6 20

a3 30~394 I 59 192 #44] 6 20
404 °13 B 107 754 1 03

A 38 | 1000 A 38 | 1000

2% 7 23 58z 173 03

AEUN At 1 03 A/ 79 184

A &9 8 26 A R/ FT 19 114

a4 e A 204 66.2 Tk Az A E 47 11.0
a4 58 188 Gk AFHBANF 32 75

W3t & 30 98 Aet 49 114

A 38 | 1000 7 29 | 1000

38 ol 186 604 GeH 132 284

3z 3~53 olw 81 %3 ER 11 29
F2E 63 ol 12 39 Bﬁj}b QlEjsha 67 144
TR 739 2 9 | Sme D&Shop 54 116
A 38 | 1000 i) 101 217

A 465 | 1000




A48 A23 A& DENA BAXNGEA 2900 TANES TAFHES FNE 9F 139
K 7 FALAR, FuF, ARUAY, =S Adsk: RS ARSI Toreskog
FTH7HA, R4, AT 2 ATRE L uA and Sérbom, 1993], <X 3>ollA HE upe} 2
FAEE X3 A w4E g4 o2 LISREL o] A, AFUAA TARE ANFAHE
854 |43 33 891 EA(confirmatory fac- A Z+zt 17 gBo] AAH AT ol 3 Azt
tor analysis)& AAI& Stk A4 2AEH L e d49 AA 2HRP HYEE AT
o272l Hj7 slolA WEE o] BAE w7 As}, GFI=094, AGFI =090, X*/AH% = 1.79,

ARG F AA A5E §3 7HEsE 2UTF=E
F3tE 7Igolth
a7ld 7t e 5T HHYEE 7
%A% A 4 (goodness-of-fit index; GFI>09),
2R 2 &4 (adjusted goodness-of-fit index;
AGFI>09), X/AFE(<20), aZHFA o]
(root mean-square residual; RMR<0.05), &
A A4 (normed fit index; NFI>0.9), ¥ 3
A4 (comparative fit index; CFI>09)9} #
APx AFE 53 FristArh o] FHA
A $R A4 (modification index) 58 7]E22 A

=
=

[o]

L

RMR =0.028, NF1=09, CFI=098 §22 4
By Aoz wE2g AAE EYh

g9 A ARG g FUAF adEH
AN AFE AHRE <E Do e
vio} ol ZAYEET 7k FHMNIY] BEF
Raggol BF FAHOZ {23t (t-value
>20) 2359 YFEIDY(convergent val-
idity)o] itk & 4 lthBagozz and Yi, 1991].
3 FA /N EzEe) wd et (discriminant va-
lidity)-& #4317 ¢jste] dFEF ¥4 8
N WEERY] ARASTE AVHE 2T, <E D

[e]

=

(& 3) M| FADRe] &Y 20l2M 2t

) EERsF . y g FaEEA
oy 28 = gl ’
\—‘?‘ T '1%-6(} (t_va]ue) -ﬂ;gg-z]' },‘_]_QE Zr_g_gk Cronbachs a
Bond1 073( - ) 037
iz Bond2 0.86(12.49) 019 083 063 079
Bond3 066(1054) 046
AR Coml 072 - ) 040 062
Aol A Com2 063( 7.12) 042 069 053 (0.45)
o SVl 063( - ) 039 056
S SV2 064( 739 042 067 050 039"
Empl 065( - ) 0.38
274 Emp2 069( 9.28) 031 079 056 071
Emp3 068( 921) 037
_ Recl 063( - ) 035 060
~‘
=34 Rec2 067( 698) 037 0.70 054 (042"
Trustl 063( - ) 044 058
1
A Trust2 064( 9.18) 038 066 050 040
csl 074 - ) 025 072
o}l
aAES CcS? 076(1117) 023 083 0.70 056"
] L1 079 — ) 033 079
28
AAFHE 12 082(12.93) 023 082 070 0.65)"

F) * 23R 0] 27]0] B2 2T Pearson ABAT T AXNFO <01 FEoM BF FAF).



140 JOURNAL OF INFORMATION TECHNOLOGY APPLICATIONS & MANAGEMENT
(B ) TPHE2e| Skl
VAE sam 00 St wws osaw oww 300 20
foiz 0.791 1
ARYA A 0.726 0.444 1
FH7HA 0.706 0338 0.235 1
334 0.749 0.489 0.424 0.406 1
384 0.735 0.298 0.327 0.282 0.456 1
A 0.704 0.434 0.207 0.467 0.415 0.324 1
DS 0.837 0.382 0.197 0.424 0.430 0.329 0.565 1
I1AFAE 0835 0.387 0.238 0.379 0421 0.342 0.568 0.598 1
F) RE ABATE 001FE(FE)NA 58
of Yehdt uie} go] F@AF 9%6% A=)t 43 AFREe| 24
(p+2SE)el 1.00] EFHHA ski[Anderson
and Gerbing, 1988], Bt} ¥Fd A Jd &4 ® e g

%Z(average variance extracted: AVE) #tol
NAED FBAF AT (9HE Fostn
Aol FAMIEY AdEFAol vty & &
A tHFornell and Larcker, 19811,

SO 2 F 7 ol vgEor SAdE Z
F4h3E9 Wy d#A(internal consistency)
< #937] 93849 Cronbach’s alpha ATE
o] &3l A AL AN gutye
2 Cronbach’s alpha te] 0.6¢]/¢o] ¥ Hlx
A ANt #oa B3 gloy ol SAHE
W] AR A3t we gEkd & oA
A, 1996). <E 3> HE diRe WsE
o] 060149 ¥ AIEE Holn U3, A
ko g& 1 FEME AlE%=(con-
struct reliability) =3 #AHS 298 HoF3
Atk v F I} 2189 Cronbach’s al-
pha ol thax VA YEebARH & A7/ &
MY HAL AUz gioke AN &4 753
AT FFojgta & £ Ao#¥ e, 2005].

2733

SR S
9 HPx9} EFE
< FAH HeEY =
Z A (maximum likelihood method)& ©]-&3}
Aok B Aol BEAE H3FH dFrRge 3
g A4S A4PEd, X/ARE = 173224
712291 200}3to]9, GFI=093, AGFI=0.90,
RMR =0.029, NFI = 0.96, CFI =0.98, RMSEA =
0047 522 RE AYE H7AF7 7EE
WEstn ok wEbA AdE BPo] A¥H
Ao Hold, B ATWUSFE 29 BAE F
Aated FAZ e Ao dddo <2
2> dF 28] LISREL 24 A3 Jehd
2 %% (path diagram)°]th.

oy wl

44 AFIbde HHE

B AT 4Ae A M) s A
A ARE Qo5 <H 5>9 2t} o] AYES
nogz AMEd ot g



A48 A235

A LG EANN AAAF

290) 3AYVE} 2

FR=A "X e 9F

141

0.45 » Bondl \0.74
027+ Bond? [+ S A ¢35
- Bondd % 3.49) G46 0.42 0.37
. hs_dl_l u u
0.60 % Comm?
062 | Sharel DAENE
0.58 ») Share2
0.58 ¥
0.52 ¥
054 Chi-Square=203.11, df=117, RMSEA=0.047, RMR=0.029
GFI=0.93, AGFI=0.90, NFI=0.96, CF1=0.98
e E Z1) +p<.05, + p<.0l %2) FBARU
wE Z3) RN FYUN —>, HIFAHA SYUN wn
(a8 2> AT Ee| LISREL & ZHat
(E 5 A7ide| 43 dy

7 Az i AzA% @ 23

7 1 o — 25 + 0.36 349 =

7Hd 2 AfFUA A — A3 + -0.22 -1.88 V%

7t 3 FH7A - AF + 052 373 A

744 4 IR — 38 * 0.03 0.20 712

7Hd 5 284 — 28 -+ 031 240 e

74 6 Ag - aARE + 0.84 847 A

7 7 g - IAFAE + 043 259 A9

7+ 8 IADE - IAFAE + 0.44 266 A9

‘Aol R? = 074, ‘mATEY R = 068, ‘2AFAHES R’ = 069
(1) BAX &N 22 7hd ZHe] FR7EA7E Aol v gl #& 7}
TARX G #E 7 E dHULDET A 3(t=373, p<001), 282 AENLPE}
AZZEe] Frefzbo] AlEe A& Gl # AAZRe] SEAdo] Mgl vX e FFo] #e
7Hd 1(t =349, p<00l), QEN&EFE} 77 7Hd 5(t=240, p<00DE BF EAHOZ &



142 JOURNAL OF INFORMATION TECHNOLOGY APPLICATIONS & MANAGEMENT

g&tA Jed AAHAD 28y JHYLY
23 nA47e AFUA A FAAde] Al
of %S vA Aoz A 7t 29 74 4
£ tgto] Z7h -188% 020202 FAHCE &
oJ&tA] @ol A HA FYth. g o2 AFE
AANE(7IA 6:t=847, p<0.0D)T} T AFA

S T:t=259, p<00Dol SAHLE &
9% FES nAE Ao Yt EF A A H
At

RARZo] aAZFHE FFE vA =7t
e 7HA 8¢ AR AW AEAFEE 044,
ta< 266(p<00DLE A9 Fod 4F&
X Aoz et AAHA
&8, oA aAsA(FARA L R 74D
AREd, Age Uz, T, s394

A& 14%7t ARE g £2F TS
Ao o] 68%7F AEEHR i, 1AF
e nAgnEs A 98 69%7F AW
Aoz e} Ay oz By My

=
B g 4 o

it

32

MOk oo oro 2
g e

o
—

5. =9 9 H&=

2 A7 UHULETES AT BAA
g 2%lo] AHYULYE o]§AEY WEd
ol g JF& vX 1 YeA Lotr, ol
Jao] 2YE o|EAEY HxY FHARS}
2o AT AAHEAESE 4F -Er%ﬂ
drt. E3 B 47 B2B #7494 Sin 5

(200511 Slaf ALY AN FA 7H»a—g— u
W4BE} 2& BC $Ho2 FRE AR

SA4 ATZA 71EY BANGH LA
urh AAHeZ ATHAS B ol A
WaRE-2AZ BAADRH P5Ed T3

2 9% B2 HaRnA HA 43PN 2
3e Egz B 479 A Fesa e
3 2,
A, AHNEBER DAY WA YA
29 %ow o, B4 7}x1, Felge

ojE Aﬂ W 4 *é Ho| 4%Z 33 =7
velgtth olgfg At ol 8950 A9
APz A F88 FIF8UIS AAetL
At EEHFAAE AR F/7HA052),
F7H0.36), 03D TR A 9
gL nAE Aoz Yesth o JEUAT
Eo] Ao g ARE AFstx nHEY 7
e fFEse 7MY Anjgeleg ol &
BPEg ol &3te FHR} Ry, A9 &
o} dxE Lg F JE FES ATLFE
AZse Aoz AT 4 ok E§ Wilson
and Mummalaneni[1986}& Fwi#e} Soj =+ A}
19l Z8g AAA fdizdel #AE FAATI
td Fasdan dded, ¥ 479 Adx
aAz} F7)Hol PG BAE WV A
JeidLBEY =83 FUHUE HFol 14
o A FFE vAE guEt =¥ T
200118 433583 Ago] AFA AfFz &
17 71dEC] F3HHE AAR 3o AN
o]9)g FANFT TA FHEUS o)L vy
sl A3 A g AU 5
t Age gudga st %
2 B2C 873 dlollMz ¢ E1 4
F7t MRS oS s¥gs
Z YA ZFHE THE A& T3
dx gle Aoz dgd & Yok

3 el AP ED 2AHY AFUAIA
& A FoAQd FFE viAA G Ao
Uelytth ole gutyoez 71YzHB2B) AH
ojde] AFUAIR & Aol vl 7Y

¢

[<3



A14d A2% Y AHEGN AT

Qe

o] IANE3 NAFAT U P33}

-292HB2C) BAANE thes] A olx
ot f3skA &4 HEo wo] o]FofF]
[Doney and Cannon, 1997], £% JHY 1
AEL 2xQl AMAM FulE wrr Yo
Hog A&sy YTF qAATL HojRE
Aog 94 3y i Ao Addrt
olgy A AP EY 1ALY BAAFA
S ZAME De Wulf and Odekerken-Schrider
[2000]¢} AFAME FUsA YpERdTh 28
U ARYACIRL aAze A&HQ #AE
A7) g8l 71RH oz FHEH ok 3B
2 QeYaYE Y dIFd AFUA
A A2g FHEte nde a7 HFHY u
$2 Boof & ot} o]t HAUstA FFd
£ B2BS B2C, 28] =289l e ¥l 3
Ao AFUAIHY A& o3 FHHA
A7zt YL Ayt ok =23 FHA 89
o] A fHQ FFS qde Ao
el =, o] Gefen[2002]3} Kim 5[2004]
o) AFs} e ARRA, LEIANH nAFH
Ago] AFHA duHEZE & F ol YEHY
olgle #7437 EAA HEEHE Zor Po}
oA 3 gt} gk JHALBE T9AE
olglg FAE FTEsn Yo i v E B
#3}7) 93 ote 743K customized) AJH)
2 2A3te AFstool & Zojth. & s
3 2E3d guMul2z ne] 5d¥dn
2Fd0e AL AEFo=A nHY A
A U7l FAHE ALE 2Fy Be
2 @A dgEE AL 9 £ ok
ER), A7 24N 98 9IS

1A 2]

0

l

¥ A

o, aAFAEAdE AFAHY FFRAT =
Aoz eyt ol Ade AHILABE
A nAYE Bt ozt A nAFHE
9 8% APAFE FEote RS HAF1
gor, AeUaBE dAEC] LAFHEE

N8 73 Ma}oqot e HdFT g
3 OEARASAE ARRY, DARZ]
Aol o8 63%7 AT Q= A

g A7t 2AREL dEse v

F94e BelF3 Yok

Hyd,
E EolAE ALE Uy 7]
[Flavian et al,, 2006, 7735, 2002, ¥4, 2003;
o)A T, 200418k YAEE Aoz dEHRe
v, nAREo] A nAF
F25 3433 Q&S & F Utk ol #A
A8 %‘501 3 jEJIEM nAEo] Q¥
YaP ol 9EeA gl FAEE wobd
Rola, 119 “er Fo 2l & ASE Al
At glnk. e dAAeAE dHEY, I
FAE7L nAEs} Ao o3 69%7F A1
g1 e ez yehd aAFAHEE dFst
g nARED A7) d$ FF AFgS

vehdl s ]l
AANHoE & A7 L
T8 Ad9ie d¥sles #
3%16}04 oul Qe AAEE ATEe AH
< =233 IS = ge «’E‘% %ioﬂfﬂ il

=

o
Ap
o
ki

[
o
oX,

sL
N
_\,‘.
30
0
_EL
o
b 2
a2
=
o2
T
lo
)
N -+
o

Gy SeAE FA0E $UE aom
BEo JHd FoiR) BPGS B ESHT
e7tel FAlolch oel@ HelH Lutzvlx
ez s #7489 478 $3 2 @
g dusAslelE =2o] Bas
oz, B ATE J1E Q7NN A$E F
EECIEE LA -?756}04 % a4

2o @
B2 ARG B, §
55

et B% ﬂ'_r"°ﬂ/“]1_ ] oqala o



144 JOURNAL OF INFORMATION TECHNOLOGY APPLICATIONS & MANAGEMENT

Roz BYEY AYEE R 5 x4
g SHETE Aste] A7E AP} G A
ot Boz, B AFNE N1EY 247 3
golq 98 BANP AFDAR A
Nagee BANAE 487b58AE Arw
gtou, olel @ AWAY Aol wEA s
A FE FE U BN FFlE AHY &
% 27% AHY 24 B5 SHE BIF B
A8 2919 o] o|oiHo} & Rolth.

(1] 294, 54, “AelaFGEoA] A= 9
Zl AAFAHE HX= G| &
& A7, FYFRGIS A5 A3E,
2005, pp. 187-207.

2] BcE, S, °187], UHULPEe

I 2ARE AE], SR
2= G A A7, FFHI, A0
A A1%, 2003, pp. 1149-1163.

(3] AF38, eAZ, 1, “@AAGFA o

P aAgtEn Aol Fae] ud 4

97 A5d A2&, 2000, pp. 69-90.

“AQeENEFE B4R BAEZ

Aol a9 AA”, Journal of Business
Research, A|17@ Al43%, 2002, pp. 247-273.

Bl =85, A&F, AFE, ‘T4 A=
2 A& AT FAg A7 4
3HA 2Z3AYE FHLR FYIFITS
#1308 A1Z, 2001, pp. 75-108.

(6] ¥t 3, “JHULHYE o &Ae nATNE
o] Mg, 9], aAFAPA nA= I
' FYgEds A13d A3E, 2003,
pp. 131-149.

[7) i3, LISREL 72¥gHEY : o3, &
& ¥ ZZ a7 JEZAAL, 2006

(8] +ER, o]F3, “AEl &£HPFH A9

(o
ki

o Jo

ox *

4]

ooy -
k=

IAFEEN 9B s 84 B
AT FU AHY 4&BE APE FHL

2" FIFEIIS Al1A A4z, 2001,
pp. 135-153.

9] €4, “Y &BE AIE Ak ZA
83 Fogge wX e FaFol| B A
ol HIWW", d¥IIA A0
A|3%, 2000, pp. 353-376.

[10] o193, dr3e), &F5, ‘T JHU&LET
o Mul2Fd #g A", POSRI &
gd7 A2A A23, 2002, pp. 174-200.

(111 olf-Al, “nAutEo] ARG digh o]
&3 1, FY=F, A284, 1994, pp.
90-123.

[12] o)A, §52, o€, “e-BA= ] o
A ] dsFRgAge] BAEFATE 1 A4FA
To AlXE I, ¢FF GG, A
2948 A4%, 2004, pp. 73-93.

(13] AAY, “BAvABLYLH BAEFR 19
I JEZFAxS BA AvHAEHE F
Aoz’ vt =g, Addsadsd
73 @33, 2004.

[14] 223, Z¥A, “P2P HAFHAA A3
7} aARZT Aol gk W= I,
FHFYrg X, A34A A2Z, 2006, pp.
33-48.

(15] AAM Y, AFS A GFRAIYE, AW, 3d
A}, 199.

[16] A%, 20061 4/4%7] 2 4zt AAAH
FAZA A3(B2B, B2G, B2C 31, 2006.

{17] Anderson, J. C. and Gerbing, D. W., “Str-
uctural Equation Modeling in Practice :
A Review and Recommended Two-Step
Approach”, Psychological Bulletin, Vol.
103, No. 3, 1983, pp. 411-423.

18] Anderson, J. C. and Narus, J. A, “A
Model of Distributor firm and Manufac-
turer Firm Working Partnerships”, Jou-



#1479 H23

Qe leGEAN BAANFY 89| IANE HFPE U)X = FF 145

mal of Marketing, Vol. 54, No. 1, 1990,
pp. 42-58.

[19] Anderson, E. and Weitz, B., “Determin-
ants of Continuity in Conventional In-
dustrial Channel Dyads”, Marketing Sci-
ence, Vol. 8, No. 4, 1989, pp. 310-323.

{20] Bagozzi, R. P, and Yi, Y., “Multitrait-
Multimethod Matrices in Consumer Res-
earch”, Journal of Consumer Research,
Vol. 17, No. 4, 1991, pp. 426-439.

[21] Balasubramanian, S., Konana, P., and
Menon, N. M., “Customer Satisfaction in
Virtual Environments : A Study of On-
line Investing”, Management Science,
Vol. 49, No. 7, 2003, pp. 871-889.

{22] Berry, L. L., Zeithaml, V. A,, and Parasura-
man, A., “Five imperatives for improving
Service Quality”, Sloan Management Re-
view, Vol. 31, No. 4, 1990, pp. 29-38.

[23] Boyle, B., Dwyer, F. R, Robicheaux, R.
A, and Simpson, J. T., “Influence Strategy
in Marketing Channels : Measures and
Use in Different Relationship Structures”,
Journal of Marketing Research, Vol. 29,
No. 4, 1992, pp. 462-473.

[24] Callaghan, M., and Shaw, R., “Relation-
ship Orientation : Towards an Antecedent
Model of Trust in Marketing Relation-
ships”, Proceedings of the Australian and
New Zealand Marketing Academy Con-
ference, 2001, pp. 1-9.

[25] Chaudhuri, A. and Mortis, B, “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, 2001, pp. 81-93.

[26] Churchill, Jr., Gilbert, A., and Surprenant,
C., “An Investigation into the Determin-

ants of Consumer Satisfaction”, Journal
of Marketing Research, Vol. 19, No. 4,
1982, pp. 491-504.

[27] Clark, M. C. and Payne, R. L., “The Na-
ture and Structure of Workers’ Trust in
Management”, Journal of Organizational
Behavior, Vol. 18, No. 3, 1997, pp. 206-224.

[28] Cowles, D. L., “The Role of Trust in
Customer Relationships : Asking the Right
Questions”, Asia-Australia Marketing Jou-
rmal, Vol. 4, No. 1, 1996, pp. 273-282.

[29] Cronin, J. J. and Taylor, S. A., “Measuring
Service Quality : a Reexamination & Ex-~
tension”, Journal of Marketing, Vol. 56,
No. 6, 1991, pp. 55-68.

{30] Crosby, L. A, Evans, K. R., and Cowels,
D., “Relationship quality in service sell-
ing : An interpersonal influence perspec-
tive”, Journal of Marketing, Vol. 54, No.
3, 1990, pp. 68-81.

[31] De Wulf, K. and Odekerken-Schroder, G.,
“The Influence of Seller Relationship Ori-
entation and Buyer Relationship Prone-
ness on Trust, Commitment, and Beha-
vioral Loyalty in a Consumer Environ-
ment”, Working Paper, Gent, Belgium:
Ghent University, Faculty of Economics
and Business Administration, 2000.

[32] Dick, A. S. and Basy, K, “Customer Loyalty :
Toward an Integrated Conceptual Frame-
work”, Journal o the Academy of Market-
ing Science, Vol. 22, No. 2, 1994, pp. 99-113.

[33] Doney, P. M. and Cannon, J. P, “An
Examination of the Nature of Trust in
Buyer-Seller Relationships”, Journal of
Marketing, Vol. 61, No. 2, 1997, pp. 35-51.

[34] Enis, B. M. and Paul, G. W., “Store Loyalty
as a Basis for Marketing Segmentation”,



146 JOURNAL OF INFORMATION TECHNOLOGY APPLICATIONS & MANAGEMENT

Journal of Retailing, Vol. 46, No. 3, 1970,
pp. 42-56.

[35] Evans J. R. and Laskin, R. L., “The rela-
tionship marketing process : a concep—
tualization and application”, Industrial
Marketing Management, Vol. 23, No. 5,
1994, pp. 439-452.

{36] Flavian, C., Guinaliu, M., and Gurrea, R,
“The Role Played by Perceived Usability,
Satisfaction and Consumer Trust on Web-
site Loyalty”, Information & Manage-
ment, Vol. 43, No. 1, 2006, pp. 1-14.

[37] Fornell, C. and Larcker, D. F., “Evalua-
ting Structural Equation Models with
Unobservable Variables and Measure-
ment Error”, Journal of Marketing Res-
earch, Vol. 18, 1981, pp. 39-50.

[38] Fornell, C., “A National Customer Satis-
faction Barometer : The Swedish Experi-
ence”, Journal of Marketing, Vol. 55, No.
1, 1992, pp. 1-21.

[39] Fornell, C., Johnson, M. D., Anderson, E.
W. Cha, J, and Bryant, B. E, “The
American Customer Satisfaction Index :
Nature, Purpose, and Findings”, Journal
of Marketing, Vol. 60, 1996, pp. 7-18.

[40] Ganesan, S., “Determinants of Long-Term
Orientation in Buyer-Seller Relationships”,
Journal of Marketing, Vol. 58, No. 2, 1994,
pp. 1-19.

[41] Gefen, D., “E-commerce : The Role of
Familiarity and Trust”, Omega : The Inter-
national Journal of Management Science,
Vol. 28, No. 6, 2000, pp. 725-737.

[42] Gefen, D., “Customer Loyalty in e-Com-
merce”, Journal of the Association for
Information Systems, Vol. 3, No. 1, 2002,
pp. 27-51.

[43] Gefen, D., Karahanna, E., and Straub, D.
W., “Trust and TAM in Online Shopping :
An Integrated Model”, MIS Quarterly,
Vol. 27, No. 1, 2003, pp. 51-90.

[44] Gupta, K., and Stewart, D. W., “Customer
Satisfaction and Customer Behavior : The
Differential Role of Brand and Category
Expectations”, Marketing Letters, Vol. 7,
No. 3, 1996, pp. 249-263.

[45] Gwinner, K. P., Gremler, D. D., and Bitner,
M. J., “Relationship benefits in service
industries : The customer’'s perspective”,
Journal of the Academy of Marketing
Science, Vol. 26, No. 2, 1998, pp. 101-114.

[46] Heide, ]. B, and Weiss, A. M., “Vendor
Consideration and Switching Behavior for
Buyers in High-Technology Markets”,
Journal of Marketing, Vol. 59, No. 3, 1995,
pp. 30-43.

[47] Heskett, J. L., Jones, T. O., Loveman, G.
W., Sasser, Jr W. E., and Schlesinger, L.
A., “Putting the Service-profit Chain to
Work”, Harvard Business Review, Vol.
72, No. 2, 1994, pp. 164-174.

{48] Houston, F. S., Gassenheimer, J. B., and
Maskulka, J. M. Marketing Exchange
Transactions and Relationships, Westport,
CT : Quorum Books, 1992.

[49] Hunt, K. H., “CS/D-Overview and Future
Directions”, In Conceptualization and Me~
asurement of Customer Satisfaction and
Dissatisfaction, edited by H. Keith Hunt,
Cambridge, MA : Marketing Science Insti~
tute, 1977.

[50] Jackson, B. B., Winning and Keeping
Industrial Customers : The dynamics of
Customer Relationships, Lexington, Ma :
Lexington Books, 198b.



A144 A28 JHRNEFENN BAXNEA &

o] nARER aAFHT vAE 9% 147

(511 Jones, M. A., Mothersbaugh, D. L., and
Beatty, S. E., “Switching Barriers and Re-
purchase Intentions in Services”, Journal of
Retailing, Vol. 76, No. 2, 2000, pp. 259-274.

[52] Joreskog, K. G., and Sérbom, D., LISREL
8 User’s Reference Guide, Scientific So-
ftware Inc., 1993.

[53] Kelley, H. H,, and Thibaut, J. W., Interper-
sonal Relations : A Theory o Interdepend-
ence, New York : John Wiley and Sons, 1978

[54] Kim, H W, Xu, Y, and Koh, J, “A
Comparison of Online Trust Building Fa-
ctors Between Potential Customers and
Repeat Customers”, Journal of the Asso-
ciation for Information Systems, Vol. 5, No.
10, 2004, pp. 392-429.

[55] Kristensen, K., Martensen, A., and Gron-
holdt, L., “Customer Satisfaction Measure-
ment at Post Denmark : Results of Appli-
cation of The European Customer Satis-
faction Index Methodology”, Total Quality
Management, Vol. 11, No. 7, 2000, pp.
1007-1015.

[56] Mayer, R. C,, Davis, J. H., and Schoorman,
D., “An Integrative Model of Organizational
Trust”, Academy of Management Review,
Vol. 20, No. 3, 1995, pp. 709-734.

[57] McKenna, R., “Marketing is Everything”,
Harvard Business Review, Vol. 69, No.
1, 1991, pp. 65-79.

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

[59] Morgan, R. M. and Hunt, S. D, “The
commitment-trust theory of relationship
marketing”, Journal of Marketing, Vol.
58, No. 3, 1994, pp. 20-38.

{60] Mukherjee, A. and Nath, P., “A model of
trust in online relationship banking”, The
International Journal of Bank Marketing,
Vol. 21, No. 1, 2003, pp. 5-16.

[61] Oliver, C., “Determinants of Inter-organ-
izational Relationships : Integration and
Future Direction”, Academy of Manage-
ment Review, Vol. 15, No. 2, 1990, pp.
241-265.

[62] Oliver, R. L., “A Cognitive model of the
antecedents and consequence of satisfac-
tion decisions”, Journal of Marketing
Research, Vol. 17, No. 4, 1980, pp. 460-469.

[63] Oliver, R. L., “Whence Customer Loyalty?”,
Journal of Marketing, Vol. 63, No. 4,
1999, pp. 33-44.

[64] Oliver, R. L., and Swan, J. E,, “Consumer
perception of interpersonal equity and
satisfaction in transaction : a field survey
approach”, Journal of Marketing, Vol. 53,
No. 2, 1989, pp. 21-35.

[65] Panayides, P. M., and So, M., “Logistics
service provider—client relationships”, Trans~
portation Research Part E, Vol. 41, No. 3,
2005, pp. 179-200.

[66] Pavloy, P. A, Tan, Y. H,, and Gefen, D.,
“The Transitional Role of Institutional
Trust in Online Interorganizational Rela—~
tionships”, Proceedings of the 36th Annual
Hawaii International Conference on Sy-
stem Sciences(HICSS), 2003.

[67] Reichheld, F. F., The Loyalty Effect, Har-
vard Business School Press, Boston, MA,
1996.

[68] Reichheld, F. F. and Sasser, W. E., “Zero
defections : quality comes to services”,
Harvard Business Review, Vol. 68, No. 5,
1990, pp. 105-111.



148 JOURNAL OF INFORMATION TECHNOLOGY APPLICATIONS & MANAGEMENT

[69] Reichheld, F. F. and Schefter, P., “E-
Loyalty : Your Secret Weapon on the
Web", Harvard Business Review, Vol. 78,
No. 4, 2000, pp. 105-113.

[70] Rosenberg, L. J. and Czepiel, J. A, “A
Marketing Approach to Customer Reten-
tion”, Journal of Consumer Marketing,
Vol. 1, 1984, pp. 45-51.

[71] Sager, J. K. and Ferris, G. R., “Personality
and salesforce selection in the pharmaceut-
ical industry”, Industrial Marketing Ma-
nagement, Vol. 15, 1986, pp. 319-324.

[72] Shani, D. and Chalasani, S., “Exploiting
Niches Using Relationship Marketing”,
Journal of Consumer Marketing, Vol. 9,
No. 3, 1992, pp. 33-42.

[73] Shankar, V., Urban, G. L., and Sultan, F.,
“Online Trust : A Stakeholder Perspec-
tive, Concepts, Implications, and Future
Directions”, The Journal of Strategic
Information Systems, Vol. 11, No. 3-4,
2002, pp. 325-344.

[74] Sheth, J. N. and Parvatiya, A., “Relation-
ship Marketing in Consumer Markets :
Antecedents and Consequences”, Journal
of academy of Marketing Science, Vol. 23,
No. 4, 1995, pp. 255-271.

[75) Sin, L. Y. M, Tse, A. C. B, Yau, O. H.
M, Chow, R. P. M, Lee, J. S. Y, and
Lay, L. B. Y, “Relationship Marketing
Orientation : Scale Development and Cross—
cultural Validation”, Journal of Business
Research, Vol. 58 No. 2, 2005, pp. 185-1%4.

[76] Sin, L. Y. M, Tse, A. C. B, Chan, H,
Heung, V. C. S, and Yim, F. H. K, “The

Effects of Relationship Marketing Orienta-
tion on Business Performance in the Hotel
Industry”, Journal of Hospitality & Tou-
rism Research, Vol. 30, No. 4, 2006, pp.
407-426.

{771 Smith, T. F. and Johnson, R. L., “Facilitat~
ing the practice of relationship marketing”,
Proceedings of the 1993 AMA Educators
Conference : Enhancing Knowledge De-
velopment in Marketing, Chicago, IL :
American Marketing Association, 1993, pp.
232-233.

[78] Swan, J. E. and Oliver, R. L., “Postpurchase
communication by Consumers”, Journal of
Retailing, Vol. 65, No. 4, 1989, pp. 516-533.

[79] Vavra, T. G., “Learning from Your Lo-
sses”, Brandweek, Vol. 33, No. 20, 1992,
pp. 33-34. '

[80] Webster, F. E. Jr., Industrial Marketing
Strategy, 2nd Ed., New York : John Wiley
& Sons, 1984.

(811 Wilson, D. T., “An Integrated Model of
Buyer-Seller Relationships”, Journal of
the Academy of Marketing Science, Vol.
23, No. 4, 199, pp. 335-345.

[82] Wilson, D. T. and Mummalaneni, V., “Bon-
ding and commitment in supplier relation-
ship : a preliminary conceptualization”, In-
dustrial Marketing and Purchasing, Vol. 1,
No. 3, 1986, pp. 44-58.

(83] Zins, A. H., “Relative attitudes and com-
mitment in consumer loyalty models”,
International Journal of Service Industry
Management, Vol. 12, No. 3, 2001, pp.
269-294.



149

HERE L L ]
AA) A3

S PET|

T OB D
eﬁeﬁoxLﬂ_A!ﬂosz.%y
HHNIWUMMMBJW,M TDOW T
mﬂ.@u<mpwmﬁuwa A i
_Mm 0 e W © 3 oy - or - 1+ o T
ﬂ_aﬁﬂﬂwnimoﬂy i ﬂﬂ@%é
ﬂmge%o#ﬁo}m aﬁva_aCmi&rﬂ
A:._Luru o o & &uoRﬁuJ. !
l.o_.@mrﬂydﬂmu& do%wﬂc o W ©
OM,_aﬁm.zaﬂ_zu.m. ﬁoaﬁwam%uﬂwa%uo
AJ}_HWITW mmu4mt °
< B2 ‘_lr‘/v‘._ UrU k) sy __o_l o ol <! E iy On_ —_
duJM,o _sﬂgo1zTéﬂzw|
GRS HE u_xﬁomoaeTﬁ
> D U A._M_mﬂmﬂrdl.ﬁﬁﬂu%ﬁl
A ww ;oM_ndA.LlyLmo -
e A,A;oﬂl,m.o
&.r m]r._ﬁo
g 4 o B
= ~
<8 T
ﬂ.._ﬁv ]
of oy Y
oo ©
HA_.O Z\.¢ o ﬂmo ﬂAIL N EO
o T M R wOR A <] <l
seifaciiif
° Engdﬂ% . T
ﬂ@ﬂ%ﬁ%ﬁﬂﬁz}_m LM&Mﬂﬂﬂ}
HEw T uooau ETE T E e
_omz.mﬂo‘q\umﬂM\ALMee WV*OJIAT%W_lEOZﬂ_:_\—QM
agﬁo%iﬂ@m o3 G m_zﬂ,;m.cﬂ
|Z.£l ‘Mn‘mﬁﬂr d‘n@ms ‘_AOZ‘GIE\AEOJI\_O_,OI\U_IS
ol <R ﬁﬁ.‘ml Yol A T X
meg%QWM@@ mg@%%;&m%wg
%W%méwmwmg%u %mﬁfémwéﬁ%@@%
- — X o
wnﬂiﬁ%m%ﬂq awarmxﬁﬁ%m%%bm
qﬂizagﬂl % oS e 41M§AD
T . E it wam%dmtv e
ol = Nk Plo = W A o5 e 3 J RIECSY
_lmﬂ ) EH __An_m,.oﬂﬂOUUJIJIDJ,IE]—m_HX
gE TR o@4vvlwm%a%
Ewomg qqu..ﬂ%mﬁ ey
o U E T @%?%15@1
wr . on A Iy ZM.EJO
maArmﬁ%ﬁ A )
A, =% ﬁ%emm%a%
ouTgaCH._ Nr,_ﬁﬂiL ._o_.Nuﬂ._
s qum%%mw
ol U.._
WW%WW%.%%
/\,wuﬂ_l,.‘m:L.wﬂﬂ
._lryl.mﬁ

H& 200
74 052
058 2% AR &y =

(=} Mﬁl,'l:‘_.

=2

*H
o=

(o 1%

A=
T o

2006
A 109 282 A



