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Mayer et al.(1995), McKnight and Chervany(2002) TARET AEe= AE SHERI fdel AT
oA AAGF A a4 59 iy 72 ME2 DA FRBAE 23 e NHOE A
A 8AE IANEY TPQQ0ZA BAEZ £33 9l Ela AFAbel met AlE e
el o] &7t Y¥E S v g, uA geloz WES HE BHo| vt S, ®
£2 A718Q IARA FEI} FAE Y Al G2 A7AELS e Agadlon Ali«ﬂ% B
HYPPE Aol o G vd F Ay gE = AFAE] AHEWA, oA, 2007; 2F
o|™(Tax et al., 1998), A3} A 02 1AL Al %, o] A4, 2005; Lee and Lin, 2005). ¥ o7&
Hof dAHT A & & 9l th(Bauer et al., 2002). QEmAGA ANHE IANSE Ko 47|71
=", Mayer et al.(1995), McKnight and Chervany AR PYAEHE MFoE B AF MQ
(2002)8] AN 2d-& QEvlA FAAY A o2 &g A ettt
EF TR gt A 18la 2 ol4fe] o] Zd w=d HHilFae M &
£(2007), +4, 333}2002), Gist and Mitchell A Aol #do] tig AR BHES-ENE
(1992)4 A7NEFn A 2t AFRE S & of et ks ASAY Azt AREA UEo
&t A7 &5 AE Foje=zhe) g3 & & dEe vHd, &, JAF 2 g &
A4S T3 AFEHS Fyd 7N H GAASE AHY S ERSoR
A olglet Brhe Ao A @A Al
3.2 71d 7FAA 8]le] dEFE Ulzél Aojgte 7Hd & A
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HI: Enl7lofA] manpEL. JETIXHof F
(+)9 93L& ) F Hol}

HI-A: 2 ZnfFoJA] 2A0&EL FEo F(+)
9o G ojF ol

HI-B: £E0}A)A 2 0EL vfg] o F(+)
9 YFE v Aot

HI-C: LEoA A a4 oEL LH o] &

(+)9 §&& v Holg

3.2.2 ME7IX| M1} Mz
AF ot A 7|2 EFES B Ao A
7t Aol ME EEHAM A9 FooAE A
L£5E 397 408 EASE €+ 99 9
& 59, 4% A7 A E(Doney and Cannon 1997;
Paviou and Gefen 2004)2 A3 A7H4d& 4l
7R AL Ee] g3 ALE HE BEES
ol &3] A5t 1Y Lee and Turban (2001)
2 Mayer et al.(1995)2> 3 T2 Z] Ak thaf A
ZtE AHIIAR L FF AF9 A Hgecql
o2 FHgR FRL F AT 9
& A=t F4EthE 9 vlolth. McKnight et al.
(20025 AlFIIAAe] AHE 428 & e
ZEd glolghi wet}, o5 Yy A3
o] FHLAE WY U HYYre FE
33, T oig 25, o] oig 2, 18
I FAA U PEoE FAHE o AHYA
AE(F, A7 82)o] AFHYE(F, As)
&g nAgy 4. AuAEL HA 3
A7y A& 7hA 7 hohE #4lo) 9lg o
a2 AAEE S =7t AE Aol
o OE 2E 23, vl AN 9 Ao
E 334, 94 748, T& 74 54 7o
2 A=)ty A7 SUet4, g eEn3
& o AT 4AZF ZolT E 4HA
7b o] S.ZuAE Y A 1 2EnAE
Aoz dujgtol BPE £ = JFE& &
22 g4 2 Zolt) wetA o9 e A
FATEES B3l & F e olE F AdE

o] QA ZAMA, HEF 2E IS 4
A + Ao

H2: 2 EANA AL Aol B+ g
#& 1@ Ao|. .

H2A: 2 ETGANA S8 dFl F(+)9
§¢& v]d Ao,

H2-B: SEo}lofA] HjgEs o H(+)9
§FE 114 Aol

H2-C: LEr}A o)A EHYL o F(+)9
§g& 7 AolT.

3.2.3 Al=g} Fojelx

1ol A&H o7 Y&}y A8 FdFEL
YaFoln}, ol 1A FujFolA LAY
st 7149 Aol viAR &5 T Tl
PFe AdfEolet & F Ut o|AF olf H
2ol B& d7AY AFAEL A4 FYo] 7
@5 dFE mAEAd FAE 21 Yok
Doney and Cannon(1997) #vlizkel djd Foj
Aol AHAE FogA AR AYLHALE A
b3t lth. thpre AFAEL A#TL v 9
Sol 4% AT 9om kg UsE Tl
Jxd A4He YFL vAE poeT B
{Chaudhuri and Holbrook, 2001; Garbarino and
Johnson, 1999). IEIHl £ EoA A7} &5
2 349 = FopAtHE AE Baand
Paviou(2002), Hoffman et al.(1999), Jarvenpaa et
al (200050l 4% 433t

QEDAY] Mg 7] FhelA A Hf
A7t AF3E AF olu A A AHo=
o &ty o] FolXtt 53|, 4EE Wy A
HEAAE sty 79l AE7E FEY AUAA
BE AFd fSo] LEvAL AU &3

e 2 FFA BeiAe FAAE TFE
Ho, $Y¢ AFolgs tFe Bajrt dof
st alolt), makA 71EY ABY £ HE
Boluf FHE W FHoE AE FH
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g& 0 Aol

P = ()9 §

3.2.4 2lz|dEn Az
Mayer et al.(1995)€ A H A 5d& 53 /)
Ao AHAFge TRHo AdHE Ao
FE AT, ok AlF7pA A o]
FEHY Ao FFE oA o 2H71%50] 9
Aot 283 McKnight er al.
A AP BEor A
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Chervany(2002)2 A1E|70d 9] A7 nd L &
& Aels AAsgEd

2 JFe AR S g, A2y 0, A

o4 AT ARE o A A4
2 eEANA FARY Ao FFE 713
Aolel, 193 FHAAAE FGE nE Zlo)
B HEe 4Ra,

QEBA A H YL LFo) H+) o F
#2 73 Aol
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(+)9 §&2 1 ¥ o]
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o §%< 5@ Aok
LETA A Y P Ee F(+)
o F3& 7Y A5

3.2.5 X7|Es& Fojelz
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2T A @ Aol 1HD2 ANEFT
eZupAe Aol FAHY FFE WA 7
W, THETE 429 ot oY FEL
Moz o EobdA A EEHE AHst T
Helse] el FFE B1A Aojeke e
4R,

H6: LEDANA A7) F57E HZ o F+)9

giste o) & Fojr)
H6-A: 2 E}A o)A 27] & 57
(+)9 §3#& od Hold.

g9 3§

(E 3) wieel TN Hel Y F2 5HYS

H6-B: LE0AGA A7) 5 57E o] &
(+)9 Fe& H]d F o]t
H6-C: LEr}F oA A7 Ea57E FEYY
751(4.),/ ofgko pjF Holrl
H6-D: LEZnfFlofA]l 7] &5 g 4
(+)9 §&& o] F Hojrt
H7: QEOANA A7 572 Fofo = %
(+)8 §¢& v/d 3ot

zo| ¥ 53

R o AHEBHE AL gutE AAol Oliver(1980)
-.1_'—7—)%“ Z 2’1[ OKH]-E]-Q] X“izﬂoll-}x_] H.i }f]- ° }"1 HI}\‘)“ “}-’*"i}ﬂr. Fomell(1992)
R o I I > I =D = Garbarino and
e o AutH oz wEt) Johnson(1999)
#E5 S H3l AT7HE| £%E YL AF Yo $3 Flavian et al.(2006)
+d |Es@ 1 oy AALF| - AFdd FEF AP 2 Ao Mayer ef al.(1995)
o 28 204 W - BBEL 9P A3AAL 22 Yot
NHFAH g5 Glo] A o FHE AE oY AT Aolrh
e | wel PE BHE JHE| - A4S Y3k F4E 3 gtk Flavian et al.(2006)
Rojghs Aulzt Wg o )Xo ool HYE A ¢E Aolth
=) e e A &
Hhol  Ad Al oo | ® FHE AFE FYH) Mayer et al.(1995)
A i BEEE R SO L McKnight and
A2 Ao ang me | SHHIL FHE Aulzzt Sl Chervany(2002)
o Y e sggust g Flavian et al.(2006)
A7) Agd WE AIE et - Wa AT 4 Yok Mayer et al.(1995)
@Ay | BAAE LD AR | - AT T AR e Gefen(2000)
== o SHEA d& A 1Y%, HT7%(2005)
o Fafof] o Fol gith
oo A AT AEFoNG AMula| o Fojsie A FelAe ol Jarvenpaa et al.(2000)
£ Tt st g5 o P At Qlth Yoon(2002)
o AETold) 2o Aoy,
A e sz °§% "L'g‘fj“f ji?"i*' we
- . % 3 ug yu ow} am Ag gt
<o 5 o B& ZACH, FAoE Fsked A U
£879 eoel PoRE :
247 o 3 o AMEe) Thkg ARE dedH A4 U _
Faee :gcﬂl?& Ad Fe HA| AEe sed0z o s=d 24 AT ol 3], €47 (2006)
- o B AL B2 ARE gsi=g A gt
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st AEA 42 SpSS WIN 1503 AMOS

170& ol &8t FAA A4S AAsdeH 7t
Ao FEUAARYEE o gste sttt
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2 AR 2R A AR L TokslA 2

AT S8 gEa, BES AL AAEa) A

FE AFA S MEstgn. dutd ez A

of 8 FAYEC] EAolH 30t 40tio]t}.

g EALS 2E0AY F9 Fui9l 200
(E 4) Z&29] Uot=ol EN

s

103

. 46.2
o] 2} 120 53.8

20t} 81 36.5

e 30th 107 482

40t 34 15.3

AHF-Z] 93 423

219) A H] 2 41 18.6

A 39 17.7

P 24 10.9

) /o4 117 52.7

FE FYske AE ARE A7 b 27 122
A AL 24 10.8

5 Fo) 3 W ool 89 40.1

SEnA HE Bl g dol gt W o]y 89 40.1
2~3g0 3 W o]y 21 95

TAA T 117 529

QEWA o] g WF M BEoth 70 317
-3 FA Aot} 27 122

2010. 12.

61



=39 - 29w

o] tha EA vebgth 93& 300 482%, 20
% 36.5%, 40t) 153%F A 20 D 30th7} winA
Z WES Jelyrt AdeEE AHRd AR
A 423%, AW 22 186%, AAE 9% £0 2
Uebg o o] e A A g AT+EA S
A LR B AT 239 ditsed e Uy
£ & oz BddEy M, QZnls o] & 3
e 4¥Hd 23 TR FEL o F/HA
BEF0] 521% 2 7t A JEbgon, 2 Zn}
A RE NEE @ Fo & o4 & o &
W oo]4do] 7 40.1%E YEMYT Eog 2 En]
A ol & i e FHAY =& w$ FA
Holghe $Hol 65.1%5 AAdE AL e
wtot.

4.3 BHHSO| MEE U EISHY B4

4.3.1 MEE 24

AEE FA4e YuAH o8 Cronbach’s alpha
AT E AMESH, £ FHAU 848 74
Hol QA dolEed 24E F1 Ik Nun-
nally(1978)cll <3t 0.700] 40l && 7158
o <X 5>3 o] ZA/Ee] 070S F3 T2

BEE Wy A BVl gl Aoz

4.3.2 Bigtd &4
U4 2084 e T 349 A=
=& Brletdh &4 sdEH L #5d
A ZARF 5& FAsE BAA

b3

Py

Q

IS4

T30t A ZAFEE
A (uni-dimensionality) & 4 %3871 9
SAEAE AN 2ALES AA e HH
B2 AN FEES AAF)
o] 0.7ujgko] ALY, #& 4o SMCV} Fod Al

k)
o3
3 &

T

)

B HEASE 2R AFE SMC 181
z2A4ndo) AFTE 2F 1Ese gt 2
o] 243EL AAsA AAE AAE AR
o 2 Mg 42 iy 2R HE LS 8UAAF
trbl 0.600, rb3 0.661), 24 28(ETE 8
AXAF trid 0674 tri5 0.607) 1T A4
12E 23 2UHAF du2 03352 A A3
Aot

Mde EAFES tall DY (unidi-
mensionality) & A 53t7] 913 &UA 2QAEA
& AAEEY. BdA LA BSUFTE 2.4 3t
uho] Aol HAHY A AR F
A olge AL oujdith dUAAN HEE 9
3 Bl A Hrbe JFERA BEEdA 1ex
HAEIGA T HAEER ooz} IFEHY
A (convergent validity)> Y& Mg FA3
£ 959 A5t o AR YAse AE ¢
ojRE o FU% MEE AT AT,
a2 4BBAE A Jebd Aot BEEdA
(discriminate validity)= A2 T8 NEE Tolle
3 EAANE G Aol7t YeA FolEE
A2 27y & Nd& 4% A=0 dnt
U g Jog 481 YeAE veplie 7N
Jolth, 281 A e 34 (nomological validity)
& gl oj&oluy st FollA AL YE
Ao we & Ade ) HAH FAHS
Zte AL ouigohl g E, 2007).

4 3 0.861

4 4 0.882

5 5 0.830

5 5 0.856

3 3 0.933

TFaiel e 4 4 0.898

R 4 4 0.769

AN EF7 4 4 0.931
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% Fojelzol ojkle

deol et ST

AFEBA L A 7t oz Pridg A SRSt e AR EUH(Chau, 1996, Hair et
A, B3 QAAAFo] BAFHoZ {93 o)n al, 1998). £ 979 ZARY EAAHE <% 6>
0.701440) @ oA Holth, R HFRAZZ(AVE) a} w EqAze 4vind 223 2944
o] 05014 AA, NFAEE7} 0.701 ol HF & Tb2 06755 AYT ZE AT =] 07
(% 6) £H2g9| &olx 0l

Hx 2 & PN )25 A) 2 33 o FAL 7

AR ‘\-r; %]l-%o'-’r« LR Bj;i j%* CR XP;:iSCMé) %gﬁvb diﬁ;

Satl 0.804 - 0.647
IANE 3 3 Sat2 0.906 15.582 0.820 0.690 0.835
Sat3 0.777 12.796 0.604
Trel 0.767 11.793 0.589
Trc2 0.820 12.730 0.673
9 4 4 0.661 0.836
Tre3 0.894 13.946 0.800
Trc4 0.766 - 0.587
Trb2 0.675 10.104 0.455
o 2 5 3 Trb4 0.826 12.657 0.681 0.584 0.762
Trb5 0.784 - 0.615
Tril 0.732 13.076 0.535
44 5 3 Tri2 0.883 17.586 0.779 0.709 0.873
Tri3 0.901 - 0.813
4 Trol 0.944 20.449 0.794
@7 3 3 Tro2 0.921 22.054 0.848 0.844 0.916
Tro3 0.891 - 0.827
Puil 0.743 13.386 0552
oo . A Pui2 0.838 16.363 0.702 0.699 0.860
Pui3 0.882 18.008 0.778
Pui4 0.874 - 0.764
Dtrl 0.747 10.885 0.558
A 4 3 Dtr3 0.874 11.853 0.771 0.638 0.774
Dtr4 0.771 - 0.595
Sfel 0.882 16.119 0.779
A A A Sfe2 0.899 16.603 0.809 0777 0.888
Sfe3 0.925 17.301 0.855
Sfe4 0.817 - 0.668
AR A F2EY AT 71et A&
Chi-square = 625.515(p = 0.000),

IFI = 0.931, TLI =
CFI = 0.930

d.f = 296, Chi-square/d.f = 2.113 0.917,

GFI = 0.829, SRMR = 0.0528

RMSEA = 0.071
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Hair et al(1998)= BT EAFE ol @A
o Ay @ B 2 A9 BEetg el grdn
3T 2E ANy HAEELFE T2
0584~0844° 2 UEINT JBATY As 7%
2 Fud =g IAUNE FA0592)S AlsH
0048~04789) oz Jehyz ¢t @4, o
B 27ke] At#AY 07¢ 43sa glol o
FEAA AAE AASAT. 2UEY VIFE
k3 2 A 4= variation inflation factor) #L©] 100]4
old thEFAAol Yk o gy B o
To BA AZE 1911~25168 UYehiz o
F3AA0l gle 2= Ugyt fudx
g 3ARZo] AFAFI ik F2U GEF
Aol BA7E 911, FAIFES 7]E dFAA
o] 83 HEIES ALY e AdeldA
o] & Ao wugy WALGGAL d7A
7V A& JHd 2ke) BAQ ko] AA AR
oA B AA 9 Waks A st o) A

-
"

(2 7) Szl o IS 2ho| Aaie ¢

M8, 2007). 979 ASE HBLE
) ARPP S B, <E 7> Zol B
dZ71d wkd FYd 2F4E vEY
Colde AdE FEstW BEuedA
FAo) JE AR AudHT

44 22EN

d7EFe BHE A8 TRERAN B
TZ33 AMOS Z21H8E Jivto g B4

L

H= <18 2>% <X 89 2o
TF523% B4 A3 Chi-square = 710.867, df.
= 279, Chi-square/d.f. = 2.548, GFI = 0.802, IFI =
0.906, TLI = 0.889, CFI = 0.905, RMSEA = 0.084,
SRMR = 00752 Uehgth A= Fr7h7)E 4
ol o3 GF, TLIZE A4 095 38133814
o, 71EE A FEo] 7|FAE FEIL YLEE
ATFRFLe S AY Aidos 8 U5
F#ZoZ I & 4 9)th(chi-square/df = 3.07] %L,
GFI = 0.9°]4, TFI = 09°]4, TLI = 0.9°]/, CH
= 0914, RMSEA = 0.1°)3}, SRMR=0.08°]}).
ATLRYTAN AANE FRE THIHEY,
QEvANA nAREL FAe A4

A4 0.597" | 0429 | 0.668" 1
A 0.689" | 0474”7 | 0589 | 0597 1
FoeE | 07707 | 05457 | 05657 | 05737 | 06927 1
A% | 02077 | 0261 | 03227 | 03857 | 03747 | 0394" 1
A71&8%7 | 0366° | 04537 | 02397 | 02067 | 03147 | 04267 | 02427 1
Y 4.398 4.515 4232 4.275 4.398 4.488 4.545 4.572
#EHA 1.013 1.060 0.956 0.912 1.073 1.070 1.094 1.215
# " p <005 " p <00l
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Chi-square = 710.867, d.f. = 279, Chi-square/d.f. = 2.548, GFI = 0.802, IFI = 0.906,
TLI = 0.889, CFI = 0.905, RMSEA = 0.084, SRMR = 0.758.

Al —p "p <005 "p <001

(g 2) AF2Hol| thEt == Hot

HI-A | IATE - 59 0.516 0.088 6.548 0.01 A
HI-B | ZATE — g 0.857 0.083 9.843 0.01 =
HI-C | 2A%E - FAA 0.677 0.084 8.798 0.01 e
H2-A | 53 — A3 -0.009 0.079 0.134 717+
H2-B | W3 — A3 0.601 0.127 6.350 0.01 =
H2-C | 724 — A 0.200 0.088 2.673 0.01 e

H3 AE - Fojox 0.672 0.065 10.361 0.01 A=
H4-A | AEAY — 59 0.047 0.061 0.718 712}
H4-B | A3 — uijz 0.182 0.049 2.908 0.01 e
H4-C | A48 — F44 0.229 0.058 3514 0.01 A
H4-D | A&AF — 21F 0.037 0.066 0.592 77

H5 AL — Fujo= 0.047 0.063 0.788 717
H6-A | A718%5% — 54 0.268 0.059 3.990 0.01 A=
H6-B | AV1&ESH — iy -0.128 0.045 2.092 bk
H6-C | A7&FY — 724 -0.129 0.053 -2.050 712
H6-D | A7|&a57 — 43 0.135 0.058 2.249 0.05 A=

H7 ANESE — Ful= 0.205 0.055 3.709 0.01 A
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Abstract

The lack of customer satisfaction and trust remains a key bartier to electronic commerce. From the
standpoint of online merchants, it is critical to build consumer trust by lessening sources of appre-
hensions and uneasiness associated with online transactions. This paper explores the relationships be-
tween customer satisfaction and intermediary’s trustworthiness factors in B2C e-marketplaces. It also
aims at examining the effects of consumer characteristics, including propensity to trust and Internet
shopping self-efficacy, upon trust and purchase intentions. To meet the research objectives, an empiri-
cal study has been conducted by surveying 223 active e-marketplace buyers in Korea. The findings of
the present research indicate that customer satisfaction positively affects all the three attributes of trust-
worthiness (i.e., competence, benevolence, and integrity), and more specifically it has a quite strong
association with benevolence. In addition, propensity to trust has no significant influence on trust or
purchasing intentions, and only affects benevolence and integrity with no direct effect on competence.
Finally, Internet shopping self-efficacy was found to affect both trust and purchasing intentions, sug-
gesting that e-marketplaces seek an online strategy designed to strengthen loyalty for customers with
high self-efficacy, while they use a strategy to improve the usability and usefulness of their website
to attract customers with low self-efficacy. The paper concludes with implications and directions for
future research.

Keywords: Trustworthiness, Trust Propensity, Self-efficacy, B2C E-marketplaces, Customer
Satisfaction
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