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g7 2e] B34
o] &9 HaA
iAol &5
B2gde foly
Hepe-Alef folA

A% 1A, AR 59l Wl R 2 Ae] 7
24 el 44

A, FARLE Aula B9 WY S
guiste Aoy &4, 2% F3 FAAL. oA
2 UHY &£3Ed) HEAE FFEH, WAS
o FRAAA F3 BEE FHolg ¥ £ Qi
3] deyl&gol 239 8 o Fojs) dE
of o]AL FAAY =& WANTIE 48E F
Ik, ST FAole I T A2 AolE
of 2 WE & AL AT E F U=F de
9% FsiA 2n.

AR, 358 es AH2g A 309
&3 e =TEd Hd B2 1 Aol 3
#AE AQste Mot oAE AB Y 4G Ed|
AEAE TR 42 23d, BisiAl g2
4725, we Zjdeoldst #de Aol @
F 0t & A%sn, £3EA @1, 1283 4

AGEAT #33A M1E 2004 28

A v ARl & F e Ale|EFL F37)F40)
=t & & Stk qrleld Fad A& 1o
o3 Aol s AR B3 AL FHoAE nlegz
2 4 EE dof ke Aot & aMSo| of
U2 gorleda] fste JLE dS & U=E 7
A=ojo} stn}, w AHEQ] /L A Hol glojob
g, wzn g4A &4 testeE sof o
AT B A7 Edde UHY ARlES 333
AR ghg D HILE A7) A8 oHF 850
Fagstel izl AFstn vk Eighmey(1997)
2 YA UEHY AlolES} Avixizte] EEAQ
ARUAeld FAE A8 A" AL, o, A
w7, Abgel A, AA, A B9
67k 891E& AMAFen, Ho(1997)& A4
Aeidl Alo|ES] Hrp|Eo R AFE ¢ MujadE
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A

., R HolEY AF, H2Y2x AY Z24
A T HzYx A4 FHY, aA4F4HE, &
4. A4 FY JHAAE AdeE ERIA
Abels F(1997)& JqHQ A|EQ oujd 54
Eo] AHEAY FE g9} %”‘-‘1‘335 el A&
o 432 FeAE FAIT EES B B4
A7t &old, g, Fx, 94 d# 54 F
o] B2 I%E FTue A& Y. O'Keefe
and Mceachern(1998)2 n2e] Fujojatd 4 &
7] HaAe Qe Afo]E9 FE WE E A
ZARQ g xg xle] HeAds Azsdn,
Olsina §(1999)& Ul Alo]Eof tjg AR
7te] 9% g91og JeA, AHSEold, &4,
A24E AAFTY Mark and Kelsey(1999)& 7]
3 g, Az 28, ZF PE Fol] uAY
ol ggS vjAga AAEE e Syzmanski
and Hise(2000)€ e-¥UFo] & vAe &
doz Held, AFAZ, AFPE, AllE gz
A, AFF kA 5§ A& v} Liao and
Cheung(2001)& #giebd, AEA, &34,
AAEFA, IT 2%, JeYl AMEE, VEHA &5
&9 8250 Y &Y "o Jg& vt
1 &gt glem, Mathwick $(2001)2 A1z
A za, AAH A, B8, 284 7HA ol
A Ed] tigt TEel] dgg vFtim AAlda
9ltt. 53] Chen and Wells(1999)9 @7dA
o]EE EE F& U2 APIE HEE fIAE
89log AllES} 71X Q84 (entertainment),
AP A (informativeness), £&AA4 Ze FI=2A
(organization)& AAlSta ok, e L Alo]
E9 o843 Hrlste ALZ2AM A9, F0], &
iﬂz‘?_} FojA oz 2.;81_9_ §A—]— ABAL z];ﬂ
QA BE, o] He FE, FH FRA 484

=3 0‘(‘

[¢)
d
oJ.
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TR FFE gon, AL kg 3 A
W EFde, ASve 28 33S 4 2
A ol Zzte 899 FHYEL dd AL
e Aoz gadd. $A4 egAe A% Av]
Fol, fAE, oA Fo2 FHL dn douv
5% AtelEZL Ajn] 22 Fovt et she A
3 ool ohn st AL e EAY R
ohovlE el wAl RAAT g 2 9
a AvlE + A3 F AE Wl W
o aem eE 847t Bol shelEe] Sle A
olEzt @AgE WA Ar F0|, fH ] &
g 2 e A2 oY o Ag 2
A gaE wou Ay Fo7t e AF o] A
olEx 28yo] grhm o} x| oldAE T

BA7)7E o YR, 22 EF olVIAE o
E5e zzlﬂg} z%}aolioi y}&.o]q. Q_E
I U 2y AlEAAM H¥ste
EFI AP|ES] 2240 "*Eb_ e
ZAloltt, g Eo] AAHo| {F43 HB
A BB} IR R g o H 5o
TFeAE U7 Wit} 53] AFolghs 13
A3 wddy & + ded, oJxHE &
e edd shte 2R Fu ¢
Age B a1 3RS /AR Al
12 & & ded, oF s gFoz ®
o} EFo] ohigt dmht M| Alo|H3tr] £o]
7}, A2 BpelA] on dedrt 5o
Fate Aol Eu} o Elgstelet dARIG, o] F
Bl no] Addte #AF, EF, A 59 #
Ao AGA dES A =7tE AvHolel & A
ojth, oA T nfR7IA 2 Alo|EsF drh} @
g4 847t gol 7 derts: 2ok sy
o|Zo] mAo] APt A9, Frl, FHE T
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flo ol o

g;grl“‘:“

:i‘o
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e-Alaazo|Ze DA A4FY wig W YEe WA

AR W@ JFg njXertE FPdr & A
o2 A4AAY a3 o]& 3 FTIFHLE Aol
Ed i@ Bi=E Z38oF & Aotk Chen and
Wells(1999)9] =8 dFstn e 3744 +
A B Q79 ALY Aejd 2 oA,
FEAL Alo|EE WEste AFA galo] o] Fol
AL dF Alo]Eg RE 825§ 1 Ay
o2 HHE 4 e 8AA T e-Au]AxFA o2
' AISA 948 8 guigz @A BE 2 &
Avteg A4 £ e 89, Alo|EY 98
A, ABA Grto 98& X e shiel gy
2AM9 98¢ 9 dvdn & & U

oMY UM AFY JE AP AFEE F2 &
BE oA An|Ate] %2 2 HEE FolAY
Fo e FUiEtr] Y 8UEE R3S oA
o] AHjA} Whgo] vlAE FEE Yl ATFE
oAU E& A%dH fA|EE A1 e 7
Ao ARE 715E F83] AFe] A@ A
A QAES BFT d7Eolgn & 4 S 9
A3 d7EdME AZE .9, AN, 723
9 5ol uig WESo] AFgEn Um, ol g0l
Avjzie] TEolut Bk, ik Foll e o
&g p|AE AAlaE o Mulasdo] e}
EAEE BAA0E AMEAe g1 gled, E
g JEYl £RE 5 oM Au|axA o] L2t
= MEE TESA] dF8A Z3txn Aok

vl gte 2 Eeld FoA e MYzl g
e-AHlaxAo|Ze] {ALHI Aol B e
2, 34 fAReE AMES uig AHEA, A
zZtd M 2EF Fd, Mulzapdde] £d3 &
Holghs d&MY RAME E + AW § &
2 2 e HqulaaAo]Le} el yiAte| el
e-MulaaFA ol BEE JHAH WA E AFEL

Ao M33A M1E 20044 2%

2X nAY AZE dste 9¥S £YL 2
oljzl MujAaZAd] dig A& FUAIIH, A
3 A &N ANEY MHAE zpEsAY
T e FUoEAMY AL FYstn Yo o
&& Zo]Hd BF ASZ Menon and Kahn
(2002)& <Aels 283 XY 37HA AolH
£ gea 2o dFdY. AN, Y3 agyA
< A B3 Fhols AuAEL o IS
Aol GURAAM &gl o] FojA ATt Aeyl &£B
AL F1 AL 23] ARt EA, AHY
< Azje}t Az} Beld FUET AN dEHo]
& Beld 30e £%E A8 A Aglel
S BoEAT g £3E A AdlolE
ARAZe] AdEeg v Ade FAeog, oA
& 3 oo o E ohgo e o]F5S A8 £
A FRAME BE At =¥, Bl o%e
FateiA ¢ QEUE %A Yok RS onls]
= o A, Al 2H[AEe] sMAE FA
Ho| EejA FEY o At & AHAEL A
FHololzol ola FABE Ro) o 23
AH|AEC] BAAE /MR 189 &agYPRE A
A8 & e Aot gehA ol dFE 2
Az RE AS 71&9 Bely LM Mula
2FA 0| Z g QB oMY e-Mu|2xA o] TE &
o] gt nAx|zto} MU AEA Yot 4
& e e HyEAM FEPte Ae /A
Bt Z@ddel dade YA FHAA, oF
zyzto] A A mAe 4 F=9 715 &7
M, iz uiAgte g ojze] mAAA Ho}
T AR WM 1 Aol vdn # & A
o $A U 4L F2 AL 23] AR
ol7] f&o] BUHE s7l2 st B $dolg
= gy A oyt AT} ol2iF 7
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H2Y - Uy

T 24 QY 298 F4L BUH oz o
Ast7] wf ol 2384 AAH e Alo|ESY #FY
A a2e 498 Fodddn & & o gt
A 7153 A Alo]E 1 A9 1A sjgy
R FA8LE AU 893 2P FTAM B 2
A Az o E G nAA dot o]y# 7%
A 2Hog M e-MularFolZEs 34 F99
Tt ojet u A& FAaATE 98 S
Tt )AL uAEe] A HES BA £
Fefoll A QEYl &P EA AF L Z4F Mux
€ FaA HE2 g9 A7t £BAHANA o)
QS s =Hz wetA AEugolA Ato]Eg
AR 4w 8% 482 FsA 89 ¢
HE 58 H33 AME AU AlolE9 #H7 o]
FA Ravn A4 Af aMAEL I A|E
of gt 57 g fo] FJAHD }E Alo]E
2 ojgstA "ttm F. Menon and Kahn
2002)9 AFAME AMAEL Alo|EdA HZ
o AFo] R& A U X2 o5 shsye]
=ta F4stn Qo a8y g2ld 33 A
g 283 IS do] dHEAM &Fo] o]Fofx)
7] wjgol Aulgdoly FH QAT thh "oz}
Az AF 2 FAYLETY Y3 FE 3 84
g A7t gt 83| THEHY HIuFE &7
gHE 9 Sy Zd dig g, qHAEE A §
of A8 dFE v F Stk )5 MulxA
T A - AR Bty glon o5 1A
NS 9 Al nRRlzrt o] Adshe wHE
ojvt, HE, MH|2FA |zt Fof AFPHY AF
< s S (e]fAl 1995), o2 Q& MujAx
Aol L7t b4 nFvdetries d4E e
Eaich v AQEdle] AL Fhdol EAsA ¥
o882 Qe ARJE 1 A 229 uhg FAel
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233 48L& 37 =i (Jarvenpaa, Tractinsky,
and Vitale 2000), °|2 Q3] Alo]Ee] Alnj4
2 FHeAY Aoe Z HiE GE Alo|EY olF
o3 AZAHY, tE SUEd 93 F¥E o7}
Ak, £ AHAEL BelE FHEg Qg Ui
A o g2 5AEE /N2 7] W&l (Menon
and Kahn 2002) ¥3t7l54e] £4 28 3¢
H ojggout xBglo] AEE WA AY o
& AlJER o]Fc] 7bssict whid EeF F3iel
Aol 2 R FW1FEL Ana gl glof
Aol Aotg ol st thE ozl ojFe
A B = g7etr] gl JEAGIMA
HA o wjFoz ofjFsiA Rajct. wetd Ee
A FA Bt JEUdA $4 R 33
48 1 449 A¥el ¥ Avxn & 4 gl
olAdd o] KER U AU oMY e-AH|2x
AolZe EEA FA 9] Mulraso]el v
WA DA A vlXEe dge] o F & Uk F
HAo] 71573 2Hog e-AuALA|ZE AF
B FHAdE FHFE 4TS Fydd. ¢4
3t e-MulAsFA O] T AHZER 3l F AFH
o HHAS A ReHAl stm A FiA
£Bgve AALE A¥=E dFe 984S
st itk Al UK 715d FHUOR oA
HlaaAolZe a4z ARYAH EF2A
o] 9%g Ity & 4 Urt. Shneiderman
1998)2 AH&AL7} weE] Alo]EE Q148w H7ts)
Al &7l M e AlelEY QEiselA 9 Al
< TEE oA #AH 247 shte] ABUAo
A ZFEAM Fad 988 s ddz dFstn
Atk Ae Ul s o] Ato]Eo|m,
ol BT A JALES F £ U 2
a2o] eyl Ato]Eo] H&EPE wf Al]ESY m

AT 33 M1E 200449 2%



e-MulaazojZe DAl 2HA wg N gEN A

AZE gAAE AL Alo|EXd REE 4ol
Aotk wetA e-AujaaAc|Ze FAHY
gg aNol EAsA] e AFEH FUAM N3
oz, garlez, g%eg, o&e HeAoly
yiH Aol £x2A4 A4z ARUHA fvtm
& & ot wAGe 2 AR FHAM e-AH]A
ARl Z s B2 nlolMe Ay i o] 2o}
ao1dol ek, Aefloll gloiN & AHslA e
A e gREY ARELS AEYH FBL
3 AEY AlEE 5 B Ao] oidet o
AZ dF Be A%l dde Aold. ol oF
of & A7t H]go] A7) wjfo] RHEL Aol
EE % Fojuty}, AAE e AlEE LA
A HH v2h BAE R BFHeE 7Y
A @k (Krug 2000). ol 2AY A& &
T AlolEx daiglely #la s, 771540l
$sitte guleln nAog g WFL Ale]
Edte 9% HojFyl wZejtt, o o]f2
A8 e-MujazAolLe AHY Ato]EQ] o|n|A]
9 7IAE gdFE 438 FHE A 99,
E 3 A9 MulaxAolzoe ey 1A
o] AEl ARRIES HAFH B3 IFRIEE Lo
FE dele 22 98¢ 984 9o
AEH 02 Bitner(1992)8 AFdAT A

A%o) nAT FHUze APAA dzALo] ¢l
£ 42YFE Mulagio] anAtdA nXe o
g Ax7t 30 o]RE MulaE HY § e
T4 71Fo] w2 AMujagAolr] fgolrt. ¢
Bl 3 ulvkAE nAg FAd9e AHAE A
3ago] gle BolnR ABAYL MH| 28 Bt
g & Sle @At "aste oy dMrt wz
e-MulaaAo|Ze & & Yt} 2HBR o] F of
DA AA =] met A¥A e UE BF

ZUEIT? M33H M1E 2004 2%

of 28 4 dom EF Mu|2EFE Hhe
2% w7t go Az ole 1 Alo|Ed Ui
AI3H g0 g ojojz|x] RatA i ThE Al|E
2 olFstA AV, aAE Adste Fa Uole
2 4% 4 Qo Jarvenpaa, Tractinsky, and
Vitale(2000)& E2A 3| EAste FHUol
Aej ol E AlolE 2 A3yt 8 4 dokn F
AEAM Alo|EVL AM|zllA viXE Pl B
2 AN FhdYol nAE JINE FEE
o2 v oA QIEYl Ae]ES} AAH o)
dup} F287H8 Yelle Aol & ¢ vk

2.2 #HH gt

olo

2.2.1 8743 2

§43% 2RA g, P dAd AF A7
e AAd $44 ako AAA kg, aAgE
7o) i g dEstn Ao &3 #4%
PE2re 3L B Ase BE Nl
(environment psychology) #ollMe &#73og
el Agete BFE Mdsstn oy AR
P50 YA AEE A S ES ANst A
o, AR Boleld H dutdoz Q&HE
Mehrabian and Russell(1974)8] #% =4
(affect model)2 #F& Foizl FAs oA HAY
g 7433 dee Axz wlEtn Ea g
OAl e #AH AFe] AFE FEAIIL o
3 o] He e e o FgS vl
AA "chE Aotk Mehrabian and Russell
(1974), 28z 19 BEEL QW AT ZA
N #AaA7 Azte] A wAE 4FE 4F
Hog FAEIYT 28 T ATE EIHA
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ME

#7484 ZHRE EHo2 A Y, & #
#-BH 9 79 (AT & FFY A7t
&8 wAsIdTt. £3 Russell and Pratt(1980)
E Adgiole dFoz whE Ao)E AL
T 7HA 71249 A & EAL/EHR T ]9
A= (degree of arousal)2 ¥HH= 2HE &
tetctn F338cH Russell, Ward, and Pratt
1981). A&E FUAM VAL #HE FTE
(exciting)e]gtn dtxm, o|d uks] &

A H]%ﬂ’—*ﬂ]ﬂ‘% %‘7]7} de %73

stn mEg 7 % ¢ °‘c}(gloomy OIE}EL g},

e =7le 373 SddA 9 2
2 HES Ze Eé &gl Ao
2 4A 3111} Donovan and Rossiter 1982).
EE A @07 EHE ARHA eyl
#7198 Azt #8575 IFAY Y5 o
o gt}(Mehrabian and Russell 1974).

B gt ZAFHA w32 1 U e A}
golut tiAEZ Hold 4 Stk g ZAjel] 9w
A og FAT 8 SoM AES B $9A

L YT AEE %3“5} B4 &AM B g9A
B HaA AEL B FAHoZ Hrlsidy
(Obermiler and Bitner 1984). Donovan and
Rossiter(1982)¢ 2% #72448183 FH A
Mehrabian-Russell Zd-& A ¥o] A4l A
X ZH7IA A= AL, U9} e
A whgo] AYWE, &£BARE HofYt ojo}y]
el 9%, 49 9=9 AEYg o g§e E8 &
Hgtel s A, nlde] F¥Qm 5o vl 98
< 45302 HAF3HAIBA 1989 Donovan,
Rossiter, Marcoolyn, and Nesdale 1994).

218

A - el

zc}i(1996)£’4 AFANE ojAy FA27 8A
ks E*Jr %& *l*pi-‘ﬂ THF &

2.2.2 Ad8Y #4334 23

on-line’dellAl ZA¥ste el B A7EL
=82 FeMe el B A9 vwA] b
olg AAoltt, e SlojMe g4 Fzid
A ko] ohua} e Yl E&o] Hat Ftsta 9
= FAloiy wetd AuRt Addte S B
kol %5}*]94 drste RS 2 979
= Aojgt &  Slg. g gely
FEolng B FitA
°ﬂ HEAA o] g3}l
«4 7‘:‘@ 2 Rlel] 9l
o2 Holt} o
L7§ J—} A9l
F7}Elofo}

2
r\l

< ] ot
oy
£L =2

)
o,
32 g 2
‘O,
AL
YL
ox
03‘33

q 1o of pE W
a0
o
L off
o rr
2oy
>

¥
seke 3 A7 G
@ pgold Az

ABAAG AR 23NN 2 B AT
g A3nu, d453 o eg(1999)e IF 4E

TRk f¥sle) #E gAA AN FujE

8oz ‘AP ojghe UL AHEdtn gled,
e £PE Al|E FAHE B 7| 2AE xE ¢
Hullolgte M2 #4d dig vz fAsin
e}, 2813 Internet Shopperd E41 2]zt
A N AFA(1999)9 AFelM UM
43¢ Fed dg A% FFPER "YA"ghe

HYSAT 5337 A% 20044 2%



e-MulAxsiojZe} 7S] ZHE uig U YEIL WA

8% AHgEH e ojAE JHUE B DT
ol o2 Aw], Al LPato]ES] ik Ajv)
A, EAYAF T2 AAstn ik =3
Hoffman and Novak(1996)& Flowe 7Ad
S AHESEA E24F AL FAFE AR
% 4528 ke BN FEx(skil) ¢ =H
(challenge)® #8& #1318 438 ke 34
A A% Weldetn Aostn it AriM &€
Z(Skill) & ABlAp ZAE  gle ol =d
ZHchallenge)ol& A¥|AE & F43tna ot
old &3 7%, 374, #AA FEoE 14
&2 9lth. 2832 Novak, Hoffman, and Yung
1998)& HZ =3oA E299 F8% ARE
F U2 ‘AL (playfulness) & AAEn 3l
on, ol U X ZAR e WAzt
< FAET dn € 4 9o, 2y AF7AA
Al £PA A¥ste #A o B A7 AF
olgle A& shie EHAQ Mdoz Agsy)
Hoe F2 Moz ARgsiden, Bg T
A=A gu 2EAQ iz Adste g

efdlelet: A %M Adste AAFE
7 YRS B dFE MEH, P, AL
(2002)°l 98l "ggdez AAE u dedH, o
e QEHY &%3gdM AvjxEe] ZA¥E #
de AAREY FAAEY FRES W9 S
Y g 6HE R 289 HA 63 A
=9 AZHEHE ANy o Ao dEdl &Y
Bl A¥ste ZAHEFR 1 9] w§ T
2 U =23 ME43 0433(2002)€
Aeidl &P E AT FAFA g BAA @
F dAFolA Qe &Y EY OIF 50 o
¥ vzt FHE KRNI olHE Ao &
BE gz ARz 43S ns AFH

AUBdT M3 M1E 20049 2%

2 Azl grh,

2 A7 oMol A gy gEL ME
A, 7248, M8e(2002)8 A7 A7 I5d9 F
20714 ARG FAZ, ARRFolte ZA
55 FrhstAch AeUdddM e g8l Fithd
A BT FEE 222 FAT 5 dde BAZ]
U AFEEe 9 o] Agdde A& FHE
HEE B3 #augien ety T iR Ay
& Ftete e-rMulaaAo| Tyt HHA whgo
Fo3 4eg nAeA a2dn 7 wge] &
HztgFol ol e nAeAE AHBaA
Lis

A oleid AHREEO A%A ERHAAE
AHES] 3l 4 AdFE ARRZAE AAR
AR g F3L 4EAY Jled AFEY &
EEd U3 5o FxE B oz 73 Ax
E AHgslen, S 4R dEE0] %
T8 800 RAREHE ¥4 98 8
AEAE HABATE, EA443 2270 ¥EE F
15749} #2850 {ojAQ JNHAFE By
M, B5 @7FA] 8902 FEHAY. Z 830
e FEEL BT 8o8Fo] 0.50140]%en
Z} 8919} A8 xE YehlE Cronbach’s ax <
0.701422 ¥jzd A Jeyd, 235 893}
W (® I Bk

2.3 DUYSHS

AtE A el 3HZ(approach)@ 39
(avoidance)ghe ¥ 714 393 yF5& Hg
(Mehrabian and Rusell 1974). H2¥Fo|&
E3RLNAN vR23 datu 23S e A

< %stn JYFold AP Fol disHe BT
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MEBY - YA

(E 3) lefdidoliM Zelste d8Y et8el Az Y ElEy

29y 2HYE AZE A¢(Cronbach’s a)
EAE
334 2 e
, . g = .69
(positive emotions) .
&7
Az
¥ 9
HEES
%](%n) 7 o 73
arousa 7%
Gk,
235 34 ®» Z 7
(negative emotions) gegt &
e
Het
A7 a %o
(daminance) AREE 65
Ex7
E2AM AEE Foly, L8 vFEA Fu, we $E A¥ dU9g5E # stsAel sokda 3

mdiAy, 4& gH9] A @1, FIEHA *
3= P5E< ETY. Donovan and Rossiter
(1982)& &3Ad £9F Z7]3, & AFgelA
Adstn, &5 23, B42 efste A € 4
29 o2 AAstE Ut

g4, vreol, o]d4(1998) ek HHA(1998)
o A7 IR 2FY I 4B E A Ed)
e ALEY BAXNSARE F7HAIATE A
HojFm o Eg By Ftelxe nhRrkA
2 AT nA o] wEEe] 333 A4
YL &Y e T AYEARE FH7Ie A
o2 Uehdth(Reichheld and Schefter 2000).
Menon and Kahn(2002)9] |+ T AefylA}
O|EdA EAZS Bol APLTE APo|Ed H

staxt she o=t o FrtetAl R, 2z ATl
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9. 22z 71&Y ¥5(Shaw et al. 1997:
Harri 1998, 1999. Harri et al. 1999)) &3}
H AEdAe sHEdd, E9%, EARY FU
v oA HIYFo S nlvn AAsn
ek, E= Qe loM A v Bo| 4Y
55 F295S o Bl g A2E UK
(Hoffman and Novak 1996). Lee and Lee
(2000)° 2% UEUlAto] ES] o] THots]7]
& 22 AAHY AU, AlE daele] A
Zetn gBgol USTE AHAEL s
2b ke =7t w1 E£d AFUAAYgErt =
& BAHHY. 0|52 28] 2B FoA nAY
Ao gohager AlES farlel A%
& A%z 3len, O'Keefe and Mceachern
(1998) =& nAo FujqrdFE w7] A ¢

BYsd T M33A M12 20044 28



e-AelaA0| ot Dol AFHH ohE o YEDS M

Byl AlojEo] FEG Az AZH udu|Aoj4d
AzE £9l9] d84E MAlEa ok metM
Ejgirtol EQ] a2, tARgl WAL 1 Y
g 5o g 49 9¥E XA HY
(olzuf, AFF, 919 2000), AN g
E0¢ AT 249 B¢ ALEE B3 271 6
MY Arc) 2u) o]E Avjse Aoz Jehd
tH(Reichheld and Schefter 2000).

. 2728 3 gk

3.1 ¢72y

g A7 232 UEd £BEY e-AH|22F
ojx AU Hu)Y, FR8s FU7FF0l &

At Ageke AAA e HXE 4% ol
& AR Bgo) 4WBe) B AUBAE, AR
Az AFUAL TS B dee AEen
A DY, e-Nu 220l PAAY £ Aue
A9 gAY, 44, dg4e dojs, Fdg
2E 8%, g 3PN 5¢ duistn 37
AEHe BRHA %1, ®E TAHe|AL o
g, AR Bee 2AE] olgF e-A
2270128 B8 A¥E OUY 2RH wee
Julgs, nAYEES AYEE U4 WEsD 4
& o, AN, 283 £PERY ARUA
AEE dojgn wad B a7 2ge A
A, e-NHlazA o)L} AAA gl e o
%, 85, Adol LAYFELY AR, A
FAZ 2 ARUAAY RS olAE 9, A
A, AR Bee WA Qe AZeud
o},

(38 1 972

YA M33A M1 20040 2%
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3.2 i

3.2.1 e-AulazAo| Ty} A4 A whgo njA]E
I
A2td M| zxFAo|Ze A4, A4 2ok 2 7)
TH718 8480 olHd 245 B B
AVEES 718 FAAEQ] 4TS nA
g AR FxdA "o 23
MdAReg el o4 g9gq o}
aH[ARFE] FFAH o2 v He F o).
gehx MulzzAolIe AFQdo2M AHAE
o A W Jd¢E vAA "k Donovan
and Rossiter(1982)= Mehrabian and Russell
9 g3 AT HAEA A bR AERZA,
a2 g5 FHHolm HYHY A g
el gl olupAE. ol8e dArdw
AEN BAd w39 AvAES U 474
SAERFEH AFE el agdhe 9 o
e RS AgeA Hol, o #HA 4y
2HZE Fgo TS VA €& dEin Uk
Ridgway, Bloch, and Nelson(1994) =3 u]#}
o 342 SAge] vl Ao # J
-3 < HodF vt gt} Kotler(1974)
€ Aoy 2%, WAl § 22 BYrE9 2
&€ aMate] #4dE BAY HAE Adgsln
TFHFES ATl 4% viAe FHAH 4H
< %3 Iz A Wakefield and Baker
1998)= Axuie =29, 9, &%, Augy, A
WrEst 28 870 aMal Fujzgd g
AP Ee 43S nAE Wy o9 ge 7y
3 Wee aAA AgHe FoSAd o)
9o, olelgt oA Fojate] FuisE S Al

ST U
o
flo & rr

-

=
oo o o

£

fo Ho
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Aoz Hoh o BEAA F= F RS Y4
2 e AU 2dele & ¢

Aeldlzt #HE A7l M= A AJE
7hmEn d gatn vulAleld & fojgss
IAEL o EAYs, WEA "vin ga
(Pastrick 1997), B2 97{(Eighmey and McCord
1998: Fram and Grady 1995)E 3 t]z|Qle]
FratAY, &7t wazn, 44 Al & ¢
e QeI Alo]Ec] nAL © odod wheg
Hdn AAstn Ao webd o)4el =& up
goz vt 22 7MiS Adstnat g

7Hd 11 e-MHlaaA o) TEe A dhgo] §9
g FFE v Aot

7Hd 1-10 e-MplazAlo| T 33H 4o A
(+)9 985 1A Roly,

7Hd 1-20 e-AME|AaFA ol $7ld] H(+)9)
FEE A Zoj

7Hd 1-3: e-Mulaado]ZE BAA Ao B
()9 d&E A RAolt},

7Hd 1-4: e-MulaaA o) ZE SAZt] H(+)
o 4 uld Fol}.

3.2.2 A H Bgo| nAYFo vjxe 4T

A3 Rdd] M2y #4344 AFog 9F 74A
Aste]l i Aol 3y e o] JFge
oA EHAEE 1993). £F 2o HYdTE
(Babin, Darden and Griffin 1994: Dawson,
Bloch, and Ridgway 1990: Donovan and
Rossiter 1982: Swinyard 1993)2 A ¥ 74
o] &P, &FFd AYEAT £PAEY
NEE 5 2E &YYo JdFE AL AF

FHSAT H33H H1E 20044 29



e-MulAAo| 2ot Ao UHH vty Y YEHe| YA

gl glth. Westbrook(1980)2 #A 2 A Fo
U ¥ iy sl 9% vAtdz gon,
Donovan and Rossiter(1982) 183 Weinberg
and Bottwald(1982)& A3 =(preference) st A
& (choice) & YAAY g dehst oi¢ LA &
do| glttz ek 22ln Donovan and Rossiter
(1982)%+ Donovan 5(1994)% Forsythe and
Bailey(1996)2 &3¢ #4344 we & Hxd
A o8 EE AR XU adEd, &
YA, AR 53 2L LYY IS
ujAgw stk & FxAN AEE A &
o] AXE E0e7] Aol = AEG ¢ §
& A7 B A dhe e 9glolgta &t
Act. 2v B AL HYEE el
s 9U99E AFstn ot a2lm 453(1989)
< ATY oFe AR P F8% oSSR
&7)(arousal) & AAIBIELH, ol AFY AAH
Zent ohet &£MEe A¥ste #FH FWo
Ao zed 4%S vt A& onlg,

Ayl #AE A+ & AWEH Reichheld
and Schefter(2000)& g 3ols Agshe
2] FAA AL AlEd i AR E
Z7WZ% 1 AAE3 313, Menon and Kahn
2002)8) @FdMZ QIEUAI|EGAN EAEE
Bo] APFE Alo|Eo] HZstnxt e dxrt
o F7tekA e, x| Ago) ¥E AS Y%
< @ 7hsAol ®olida o Jdn Be d
T(Harri 1998: 1999: Harri et al. 1999:
Hoffman and Novak 1996: Shaw et al.
1997)9 o3t Uil AEH Fu, AL
o Fde 249 F2YT I9FE v A
Alsta Stk whebA oy HPATE EUE 4
3 22 M E AAstna 3o

AYEHAT M33H M1E 20044 24

7Hd 20 AR g2 aAYPF(AERYE, A
FAZ, AFUANE gx)d RAD
A%< n|A Ao},

W 2-1 3RA AL AT F(+)9

A& A Ao},

e aA4PFol F(+)o %S

ujAl Aejr},

AR 7y aHPFo] H(-)9

FgE vA Ao},

AL aAYgFe] F(+)Y 4%

€ o3 zold,

74 2-2:
7Hd 2-3:

7Hd 2-4:

3.2.3 A W o g

Mehrabian and Russell(1974)& dutx9l &
el A kel kg3 9iet o] E2 wisfdhe WU
o2 A wrgog T4 B¥L ALK
aEe WHARe B7c] Y | miA e A%
< A% Aoldedl, M-REHE  stimulus-
organism-response(S-O-R) H&tiq] & 952§
A9 A9 A2 =& IFPF(R)o] A
gRAcZRE ol HHA AH(0)Y =il
48 2AE T2 Utk M-REdo] F2 2
e 231 gl ¥EE AFOQ)EUE F3F
-89 (0-R)S) F9eltt. Donovan and
Rossiter(1982)7t M-R #7442 2d& HX§
719 B A7 =50d] Fxujel e 2
Aol A %S A7 A gy B4
A EAT agysiete] dAA mjAd 7o)
WAGEE dtn Y B w213
o wi/HHQ] AL vig A5Ho| gdm & &
Jed, 98 £ o AN 34T HH|2
7t 24E B 334 §1F Aely, o2 93 1
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A i o 2 #HF21 4o AU AF
o w2staa she =7t A7A 8 Aot
Z, 3 gt Aujazt 22 FEukdel] vl =
e nAe 44 H ukgd) wjfE Aotk vt
7 E I8l &g Eol oM E 23] e
A g3, ZeAdeldo] A&, FFEAHL 4
oJUAY, F& AlolE9] n|F ojEAo] & A5
ojAL W S Hth A ) £ ZHold, o
2 g8 24 AEHl Ao]Eof] f o HFEA
U, B4E stn 4o AU B2 AF ApREs
12 ke gzt o AA ' dS Aol ot
A o 2E M E AAEaA g

7Hd 30 eAulz2Fo| 27t aAPF nlHe 4
& A kgl gsi] rjfE Aojot

V. Sy

4.1 NgTy Yy

dol £29 2YY AU AFa) Aald
2 wgo] U@ B A5 HEAE Fal A

BE "F%‘Jﬁ‘l‘:} A E 2AE ] A 1A AW
ZAIZ ASHAL AAEH D, 23 APARANE
b AAZA AR APATE EdE é—iﬂl%
st digl 609 rﬂ*&oz @*l?‘s}‘aﬁ} 2
MEAE 23 ApdZAL ARE - Bkl 2}
Aozt & AR OJEH £9E st
Ade *}%‘—‘55:2: Ao gon, F2 st o
d AAANEE AUNE o] Rl AT, A UEY
£3E 1 e AFFES o A, 4dd
Aol S 28lE A& sANAT T
AEXE AAEAY. dEAE $HA7) 228 7
=g Hon, Ak FolA ti7sEAs &
g7t Sddhe FHAM dBA vl FF
Bate] AEE 319 ofo] g g st
ZAIZEE 20029 69 109498 20029 74
159744 36943 375%9 HEAE I,
ol HE SHAHE 71FoE 71 I UH
Y &P EE o] 48 Azo] W 2YUo] At AEA|
= AAH °lﬂ° #E EH Qo w2 A
Zbo] AAHRE AF BYS A us Fa
S A%15}717} o|§7] wFolt} ol AE
7o 8 3 F 14357 ATE Y8 ol &5
Aot FEY Fa A7 $AHA 54L& (R )9
2t}

QX
T
2

=3

(% 4) SN AT EA KB

4

Lkk

A

Al £ ] 87130

34 85(59.4%)
oz 51(35.7%)
7 7(4.9%)

20W 107(74.8%)
304 31(21.7%)
400 2( 1.4%)
74 3(2.1%)

ety 75(52.4%)
AHE2) 27(18.9%)
A2 29(20.3%)
71&/AAYeld 12
(8.4%)

1d 12( 8.4%)
2d 18(12.6%)
3d 48(33.6%)
41dold 64(44.7%)
7% 100.7%)
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A 143

A 143

Al 143
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e-MelAAA0I S} Do) AN g 9 WEIS A

4.2 72 sl A%

4.2.1 e-AH|2AA o E

e~ 22FA ) ZE 3] A AFHEAPL
AAgon, AR EH HAATE v oM
BlaaA o X FEES NEsAT olF FEE9
Az B3 S A A5t AR zALE A
Aglen zAAE Azles g83Ae] e AL
2 Jegt gegd APENE B8 859 16
N 5L Aoz 73 AxE Abgdd 38
Ach(el: Ato)EQ] tiziQle] $-31t}),

4.2.2 A3A g

AEH, B8, A88(2002)9 ATolA &
5 ARYES 7t 459 FAZ ARE
+9 22717 AR EEE V=R §BYE 7
Bat7] Astd AP zALE AAgen, o]F 157
FFeol oY 2N FE BAY. #A
o] 157 ¥EEL W2 TH ARE ALl
ZAsgHd: Ye ARIEAA EAFE =2,

423 1H4YF
Aefyl &g ol g nAYF L FHE7] A3
o ATz HAFAL, ARUANA dxg
olg3lgitt. ALTAEE JA FE2(HE 2X
FAY/E A ofvp ox ¢E Aolth/olr} &
Aeltt, & 7hgAol ¥t/ € sheidel EhHez
54 Az g ARl AR, AFATE
Bl MuzAto] Eof A s E3A AREE 7183
A gt FF3Y B ARl xE 37t
A FE(]dYd AT FEx, HiEoor A
E, AIE AAR o]t FE)E 53 HZE

AHgate] A3t

HAS T m333 13 20044 29

V. 87K A5

5.1 e-AHlAaA0lZe} 2AHE wiSol chet Mzlz
Y BN UE

APAZAMOA AR e-AMH] Ao T G EE0
SQA¥A Ayt B AEZAAE A AFE
A=A E 8137 Yot e-MH| A o] X o)
§ Varimax 8YUE4E AA&Hh 2984 2
B e-AH|2aA ol 2o A aFAI} 1014, 8
UF3tEFo]  40]490 3749 89l0] F&Hlen,
Cronbach’s aAlg7F Toldog veh Asxr)
AHUKE 5). ZHA g A% Azg
EldAE 287 98 Varimax S84 L 44
gom 1 AR nRA 7} 1014, 8L0F-ste] 5o
22 4709 83le] F&5eH, Cronbach’'s a7l
F7F Te1de 2 e A3 Ert 1Sk E 6).

5.2 2¥9 AZ

(28 DolM 439 45 2382 Amos 4.0
o] -8 maximum likelihood estimation W4
E3le #33l9nh. 83| Anderson and Gerbing
(1988)¢] Aot = WA 2dd dig T &
A AT ¥4 (two-step approach)o] ¥ A7
A ALEA & d2E H2ELY ARAAE

Fhe ARATE FH ¢A 2 xdg
E=237] Y8 #18EH(Confirmatory factor
analysis: CFA)E AAI8te ¥4 €34 2 o
A4S U ohE, 53 2l AR e
E ARE A2AF FHd) olfsld Tz w4
B2Ee FAse WS AHE3aY
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(B 5) e-AMd|AAH 0= Al2|T

L 2012y 2

243 = S 891 89 2 29 3
212 = (Cronbach’s a) et s > =
Aol E zHA 9] 4 ¥g 693 .064 161
Ale]E9] v]F olEt}E .547 .154 114
Ao AlolE t]zjele] 94 568 495 .153
.74 Ao B9 Anka njE 4 715 .378 .063
Ato|ES] AlAdEa 2d =7 .785 .285 .108
Ato]E 9] Mte] -4 726 .310 234
v 74 <t 229 .824 .086
FHAA +3E .164 793 .088
.80 FG2AA .052 .686 082
AAHE G359 g .363 454 278
23y A .255 .325 .628
ga7dzel B2y .063 .061 .833
F71%A4 o] &9 HelA .169 118 770
14 HulAold &% 213 .156 .35
Azl gojA .394 217 .644
B9 9 folAd .348 .064 573
eigenvalues 3.417 2.751 2.544
pet of var(Z 54.448%) 21.357 17.193 15.898
(R 6) ZH ui3o| Mz Y Q0184 ZHn}
297 5 2392 29 1 2912 293 24 4
A# X (Cronbach’s a) teen - v v v
EAE 634 .240 105 .369
3H 73 AH % 824 .093 .056 .134.
(positive emotions) g = 580 .301 .048 .017
.86 F&7 .784 .100 .055 .183
2 =7k .835 .336 .086 .069
N(EFED % v .250 751 .099 036
(arousal 71 o 413 557 .056 .069
13 2714 379 157 .214 .330
o ml se 160 082 648 319
(neg;;‘;je;iions) + 3 204 044 761 036
84 Hg4% 102 097 728 .069
) A &g 281 .220 .601 .330
A7 Hetkgt 290 .013 134 591
(daminance) Az g .223 .083 .249 657
81 A7 247 217 .162 .540
eigenvalues 3.098 2.488 1.980 1.533
pct of var(Z 60.660%) 20.653 16.586 13.200 10.221
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e-Mu|2aAo| 2ot 4ol AW vhg N YET A

52.1 AQ8dEA

Anderson and Gerbing(1988)¢] =gkl wel
ARAFE FA87] Ao BALAEHE A
At BAATE (F 8)d A= St (B
€ Anderson and Gerbing(1988)2) #|<tol wh
g e-MulzaAolLe A HE 89 1¥x
IAYPF 85 4, JAF BN, wd
BgAdo] 24z HrEgit £47A 2 99189
g2 Ao HAJHE =] AT HPE 9
s 2 /A 89%9] A% ¥ #F AR R
F5o] 0520 2oy GFIE .92t A9 AGF]
£ 71849 98t A9, RMR:E WAz #F9
F9 050152 Jeht mdo] A4 A A ¥
gddx &+ o

5.2.2 7& WA 2y
B8] Y8l e-AH| 227

A gAdszs A=A
7 ALEL W) 98¢ 3t

72 WY 23
o) b WsE
o, 434 B3

o o

(9%

' UWAESE agn ANEYs, AR AR
UAelddre WS 47 AU,

4 An & 47N 43T dF 2y A
¥ Aoz Jepehd(d.f.=21)=41.58, p=.03,
GF1=.93, AGFI=.86, NFI=.92, RMR=.052).
33 Ard §e42e 0580 oy GFI%
NFI7b 98t an AGFIE 71£X9 99 2
&1 91, RMRE & .08 Yeht} mdo] 43|
Az & Rgddn & & gio

5.2.3 7Wdel HF

E 979 42 b F /AR ol =9
F ded, AAE e-AMulaasolxr} HgH
& mAe deltt. ENAT IHA HHde
Aud(T,=.225, t3=2.805 p<.01), FHS
&(T12=.176, t=1.988, p<.05), F7154(T
13=.242, t=2.997, p<.01)°] H(+)9 dg&
olAE Aoz Jehdon, #rlde AwA(T
21=.466, t=6.230, p<.001), FHLA(Tp=
237, t=2.975, p<.01)7F B (+)9 48 vA

(B 7) 2 ool &2leolEy dnt

2 27198 | HFYE GF1 AGF1 RMR NF1 X2 P

A0 6 6 975 |+ 956 018 .998 9.813 .052
FHQA 4 4 .986 975 021 .988 14.925 .042
F%4 6 6 .969 .948 .036 978 22.253 046
TEEAA 5 5 950 .932 024 .987 7.723 .056

g 7 3 3 972 .986 .038 .982 10.278 032
LR 4 4 915 897 .046 994 13.299 .036
A7 3 3 .982 974 .063 .970 16.028 .023

AR E = 3 3 .987 978 .021 980 8.256 .069
ARYA| AT 3 3 994 .983 .045 .985 10.275 047
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(¥ 8) 289 24z

AtE AZEA AZ AF tak

Ty AvlA -> 233 4 225 2.805™

Tz FHRAE - ZAA 233 176 1.988"

Tis 31548 > 323 23 .242 2.997**

Ty AUl => 7] .466 6.230***

T, FHEA > ) 237 2.975**

Toz3 F7154 —> 37 017 ns

T3y A4 -> F33 34 -.113 ns

T FHRA  —> B2HAH 74y -.035 ns

Ty F7154 —> 333 2% -.274 -3.357***

Tay Av]A -> A7 042 ns

T FHRAE > EA7 436 5.699"**

T 37154 —> BA7 231 2.852**

Bsi 384 74 > ALEx 272 3.340***

Bs2 BV => AWEE .230 2.822**

Bss #48 743 —> AYEox ~.053 ns

Bsq EA| 7 => AHEE .204 2.778**

Ber 3R A —> AFAT .196 2.143*

Be2 B => AFAIT .040 ns

Bes ¥3A 24 > AFA T -.027 ns

Bes EAIZ => AFAZH .239 2.983**

B 38A A > AFUAMYE .126 ns

Br2 E71 > AFUAle| Ao x .091 ns

Brs FA 23 > AFUA|HE -.160 -1.971*

Bra BAZ => AR A A 044 ns
Xz(d.f.=2l)=4l.58. p=.03, GFI=.93, AGFI=.86, NFI=.92. RMR=.052

Z7t B2 2A

Ts; AniA = APEge .207 2.354**

Tso FHR A > AREY = .258 3.377**

T3 I8 > AdEdx .085 ns

Ter APl => AFAZL 130 ns

Yoo THAA —> x| FAIzt .276 3.381**

Tes F71549 > AFAT .080 ns

Y7 AvlA —> ARUA A 031 ns

Trp FHEL > AFUAHYT .045 ns

Ty 371548 > AFYsol4dd = .364 4.588**
Xz(d.f.=16)=32.16, p=.04, GFI=.91, AGFI=.96, NFI=.98, RMR= 049

*p <0.05 **p < 0.01 ***p < 0.001.
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e-MulA2dol=2t D2 28H gg U YIH A

' Aoz veigt. #484 #Yde F71%A
T33=-.274, t=-3.357 p<.001)°] F(-)9 &

—

£ nAE Aoz Jeidn, FAfE FH8L
(T42=.436, t=5.699, p<.001), 54T
3=.231, t=2.852, p<0l)o] A(+)9 HFL

ojxe Aoz JeEyth mebM M 1(H1-1,
H1-2, H1-3, H1-4)& AAd 2 g,

X, e-MulzazAolLE B3 Adste AR A
BheSo] AMEAE HFAZ, ARFUAAYE
of foj3t d&g e Ao HAHNEY, €
A Are 7ME $EAoE AAstn Ut 2
A e e FolM FAHH AT B, FA|
AREo o] FoF d&dE vHDB=.272, t
=3.340, p<.001: Bs2=.230, t=2.822, p<
01 Bse=.204, £t=2.778, p<.01), 23H 74
B BAZe] =& AFAL g dge vld
B =.196, t=2.143, p<.05, Bes=.239,
£=2.983, p<.01). 28lz ¥34 ¥ L& AR
Aojdozel o 4 vHTH(Br=-.160,
t=1.971, p<.05) weby 7K 2(H2-1, H2-2,
H2-3, H2-4)& AAHx it}

Aol T kA dFEARE FHE e-Aula2A
ol g9l & An|y, FHeL FWITHL T
A 743 oifste] ARzt AFAIL G
g2 ulx 3, Avjy, FHLLE WIE iAo
PR eo] 43g vAE ¢ + Ut zen
154 RAE AL oas ARYHol
, Fg A WL
EAZE virlste AL AFAZ] GFE

L oy
1o
K
2
o
o2
mlo
=)
3
I S

=]

2 dPoME e-ME|AAA o Zrt AAA bk
olgte mMads Edd AYEYE, HMFAIL,
a8]n ARYACIAY R vl d3E AFs)

SO 33 M1E 20044 2%

Aok, ey ol F e-Au|asHo|E gQ1E0]
AYEATY HFAZL, AFUAIAdE A
Ao 48 vA shgio] glenz og F7t
BN B8 AFsGc BAAH xF Ho|7} £
A Roz(x* o}=942 d.f.=5 uJehgch
383 e-MElAAFAOE F AUjA(T5=.207,
t=2.354, p<.01), FH84(Tsp=.258, £=3.377,
p<.01)7F AMEeiEe o2 ARG FHIL
(Ye2=.276, t#=3.381, p<.01)7} AFAZto]
o2y AZ, Idlm FWINeH(T=.364, t=
4.588, p<.01)e] ARFUA MR ol2e 7
27t fo @ Ao Jeiytt, meba Advjidol A
WEo e v FEge APH wg 53 A
A AR $r1E B3 A AR AHA B2
7} BE foAde] wEA a8ln FHaLL
AEo o niXe d¥e AHA g 5 F
AR 44, 8, BARE 5% 1HA A2 3
HA A2Vt B f9ARde] wEzc FHLAL
7b AF A A Gae PR Wy 53 F
A 443 EALE B¢ HHA B2 AHA
A7t BE fozAqle] Wi, agln 3
4ol AfFUAcide el nXe %L HFA
v B3] 2AA e B A A2 3
HA A2 2% foAde] WA, o3y 7t
AEe AEAHe (F 8o A sla ol &
st ago2 Jehd (28 2)9 o] 89
dot.
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HEH - Yy

(aq 2) A7z
‘/" i %76‘ \\\3»1?401':#
- /2895“ W 91y T Ee

Aol 284t o gueor

. ‘ . <l
e 76.230" AN
Sa e 28227
 /' [/ ;

S 1988' o R
L F29T5% e < _‘
[ FEaz vf\/ — 33T, ARNR
. - ///5699*7;‘ 33/8/1" / /’ \\yl//,/

/v 0wy
2.997*"/ AN Py o
T 2.7718" A

e/ -3;357 - S / ﬂv"] Aol
o= [ e T ‘ oz
| 27154 ]';_4—5‘88‘“ S

o r ey T a983
- 2.852" TTm '
T | A7t

L2

t-value. ***p < .001, *p < .01. *p <. 05

V. 2% U AE

6.1 H7dnlel Qo Y opEH AlARY

T d7e YU &3 B glojA e Mujax
Aol Ze] FRAE W1, e-Au|22Ao| Lo B
F89& F23 1 8950] FFA BeH A
HEAR, AFARE, AFUAIEYzd ofju

& A Hotetuzt syt oG &
e 72 4FENE B O ME AF

230

dun, d7a%e el teg 2o,

AR, B 4929 e-Hul x| zet 213
H wgo] %A A5 HeAE A3UG. oA
Mazsolze] Age Anly, FHas
902 $RAUD, PR wee 354 4,
27, $44 24, 190 $AZ Aex %T
G315, AL N2e AulsiAlZd BE
TN AFAL e AASH FAR} B 97
e 288 e FAL e B89 Yol
Aoy £9To] Ze S5 Y2 ¥ A9y

i

= a e

AZivked 2 997t gl & & sl
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e-Molaaslojzot Dol WY g8 U YEH A

A, U8l &Y &9 e-AMu|axA oIt nY
AR, AWEAE, AR, AFUAAY x|
FUE %S vAde AL FAFEAAD. mEtA
o]& B3 e-AMu|2iAo|Z #Hee FoAS B
T & JU & BN FHEde] ohzl IH
AN E Mujasdolte AAYF FLG
FFS AL FAE 4 UA

Ax, & 4723 233 8o AR
U AFARRE, AFUAclde e %S WX,
agn g A 8L e-Aulaz o]zt
AE v AFAZLE, AFUAARd wA
T 98 wi/fEsR gt AME B W
Hz gich wetd ol @ A aHEY AR
A, o]y 93 i AEH 9 Huh @
£ BUE MRk F& AAkEta o

YA, Jedl &l glo] e EAPAE + 3
€ 402 st olF AFHoz AFdn Ut
Donovan and Rossiter(1982) 223 Donovan
5(1994)& oigel Z717F i el &<
g dgE vate 2H3E AAST sled, o3
A2 Qe &g JoME £PE JAE
vldad, &9, doloky Fol &HA FHE &
e 8% 849l wiid. 53 ZEA
uhe 2 247 (dominance)d) A% EelF ¥
olxel ZAATFAME AT wet LHHA Ye
4T Sz A=Y o Ade) "aAol
3 o Fo] o2 AFaEl st AriEo] %
ot oy & A7 23 JeldAdelA e A
Aol BAs FRHANLH, EF nHe AL
it A FA] ABE AFE vAS 4 ¢+ A
Aok, @EkA ol A AU Aeulo] Ze
EE3 EAER U3 &2 FUdAMEG AEY
BellA o Bol e Hul, 24 AFox 4

FYSAT Ma3d M2 20044 28

e 4Es nAE Aog Jey,

A, e-MulaxAo| g B3 AP He
Aol AR, MFA, 2Ejn AFuAelA
oo wf¢ Fo3Q 4FE njAvE ATAGE
7189 E2lA oY A7EY Aas A gk
(Dawson et al. 1990: Donovan and Rossiter
1982; Donovan et al. 1994 Swinyard 1993:
Yoo, Park, and MacInnis 1995). o8& 23
E UHY &9 #F A7 & A Fe
oul7t glew, 53] & Ao o] FEsjor &
FEE MR ARl e-AMH|2aA 0] T A
Yale FAo] AMEYE, AFAL, AFUAA
ko vAe FEL st sivhe Aot me}
A AR ARAZE FRII AsME
EFAE AH% BEY e Y 2 Foig
Zidizh, AZ1E 22 ), a3 Wk, AsE
€3 2L BAZE SRS xsfol & Ao
2 HAk ol AAHES HLAFV HsiME
Al &£BWEEL nFHog olEgn MAHA Uz
AetAY £ Ao MPAAME AAF F9E
71&ok & Aojt} & Alo]EL] ojnjA|g Y
o9 AT AAEE PRE o A =2
T UEE AFe SFEH 9 FAWAA Bl ¥
satElet AAAY. AFUACIAGEE Fol7] 9
dqNe A, 9, ARY 3 & #3A 3
A& FolxE ol T Yot ey, oy
233 ZAE Fo)7] Halde 23d8E EFEA
%A stAY, SN2 E desd & gavt dn
Aegd g HaeAe 44 &  URE dFe
Aol Wasitt, ojAL Lvz Mg HAF B
7t &% g P APLEYEE Folz, AFALE
oo, ARFUANNYZE &Y + s17] ot}

71E9 AR BHE BE ATE| AlJEY)

231



g Bed oo, AYEY=Eo] F3gE o)
Ae 8AES wEHTA =Y. IA AFI

£o| Eighmey(1997)& APJES} AH|zis}e)
A2 ARYAAE & A8 #HA" A7,
o8, FEIEA, A ey, d4, daas
4 59 6714 2L AMSH LM, Ho(1997)&
1] AOlE H7le mAe F¥ 8o AF
Ao dolge AF, ¥l2YA
A Z2AA Fo H2YA AL AFY, 1A
FA4, 84, ALY 39 HHEE ez
Eistd AAIS T Abels §(1997)& £o]A,
We 72, 44, 9%, 554 Fol A ¥
Bo 7o gy QY AMg 9% Fue
A€ ¥32, Jarvenpaa and Todd(1997)& ¢!
Bl &gel] g3 Bl=9 Fojolxol) FEgS vl
£ 8oz AZd AFMA, £374F, Add
ME|2Fd, AZ4E A48E AT O'Keefe
and Mceachern(1998)2 7] FojoJAbds &
w7 M e A Ale|ES] HEE W8 H A
ZHAQ g AE =9]e] HeXE xR,
Palmer and Griffith(1998)& €Yl Ale|E
4ol #84e AAFAEM AEY Ao]E t]z]lo]
o] &xzte] o] 4 g wrRo Lol WY HHo] U
< AAstn vk, EF Syzmanski and Hise
(2000)= HY, AFAZ, AFFE, AE ¢

AA, AFAH A Fo] v gL v

2 A aEA,

A|A8t9 3, Stevenson, Bruner, and Kumar
(2000)5 YAIE AREE ZqAL 9 F39
iAol AFFujdzo] F&FE nFhn AAED
itk 128]3 Liao and Cheung(2001)& Azt
A, AEME, £3749, AJEE, IT 2%, UH
Y AHEE, HEHZ &= F9 8280 gy
4% "o 9FS vz AAEL ot o]

232

A2 - Zae)

3 71E AFELS F2 UHY AO|E o] 8] 4]
2o wE iz, Fejox 9 HEYE Fo 4]
A e FUE) AT 898 BFEY dFE
olgt & 4 itk o]F dATNT ANZLH 89,
Held, 724 38 5ol A WEE0] dFHn
A3, oA RAEo] &Mzt TFolY €, F
ol & BRE Fo 4d¥S vAgu Arsne
Qou}, MulaxAo|Lete NdE EFHo2 A}
4317 o3 glon, Al|E £48919 dEzA
34 Aoz AAtn gk o2 Qg My
zAlo|Zeke idE TR AFEA Zdtn 3
o a2y # 973 Y e-Mujaadojzae )
< A8 PR3 £FE st glon, Adgul
E xS 7129 93 njg shriA 2 &
Aolghe o] EAshy oz 82lo] 1
s & AR, MFAZE ARUAC|
Tl 982 v AFHes HFen gl
& B3l AHlazAo| X sido] EEH ¥
oA EPAH o2 AMSEtn gle AAME JEUd
dM T shte] SHA Moz AFs oo} 39
w3 sAAgss #Yog Mudeor & A7
WdYgE HojFa gl

e B AFE o|EFoEY AR¥oZ gF
o2& oy AAAE AAEL gt ¢4 2 o
T UEY &8 E A g 1A dFE §
d gozo JdEidl &YE #HF Q7N o)
A ZHo] g AT F3e] oS AA
stn ok dRFHozE AdHY AYE BEaAE
oA AlelES] AAA - 7|&3 FHM %R o
g 84d FHoE ALE 7D EYsle] &Y
Ao A B AHF LPYIAE ATIESE =
ok & AAteta gid X, £
LxFAlo|Zo] Aol dja] FHHO

(]

o o wmp o w

6]

.—Qa['ﬁ_l}oﬂk:)'ﬂﬂ,

—_

N

2 g3

HATAT x33H W15 20044 28



e-Au|A2A0| 2} D249) MY w8 Y WELS

T HoA a7 &zt . F e-AMuja2A0
Te 1AEE sloig HAFHoE AlEE FA)
7 e &35 AR, AFTEE S
A QUGS A HHYE SEete 94E8E
Yk oA NH| x| Ly} Ee]A Fiiat
VHRZAM Mul2Fdolut AFo e FEA
aAE ATHETE dlMe L8 988 59
A, e-Mu|AaxAo|TE ol F7lEte] Alo]E
o] A3A Ao g AIFsn AEFEE
AFE 92 I/ ez #ystx sloe Ae
AFE AML Uk EF e-Mul2aFA oL
ol Aol Mu|azAol o} vlwA] 4
Aoz #errge] A Ko o] £PYF
< AT FASI Sl mEts A&

it
A
_B.l_'
ok

FZolgke A" AEE o FAsA £33
Ade e ool € # vt aelm AR
AelMe nde] 7tAe BAE EF 2, o2
A% 1A ojFe fojye mHe] Fo|E B A
2202 YA E ATt FHy 848 ¥
ojx glon, o2 FHOBMN e-AMu|AaiF o
€ s Fasd ¢ 4 o watq B A7
e-MHjaaFAo| T} shute] FoFd EYE AFF
A7t 2 F A&E AN A AR, B AT
E e-MulaxFo)Zyl Mo HEAR L P59
T YAo F8F 4% WEdE Hdm o
7129 QHY 23R AFEL AF, MM,
hAN . AATE B4 dF2 A=, 1y
g Wiggo] ARG viAe G ) F2
A7s gk 2 £ A7 e-MElazA o)L
7t aAgE nlAe G FoAE FAAL
At B3] e-MulazAolte nlY A i
Soll GE v, oy AAH wed BTl
IAYPF T ALY FLE AL Arsn 3

- H oo £ i e Rl

HASAT H33A M12 20049 29

o 71E BEA FRAAMY Mu|zaAolLo B
% AF(Baker 1987: Bitner 1992: Wakefield
and Blodgett 1996)IM % olxy 1A 7HA
$ PR R Mulz2aAo]Zrt HEA
AR 80 g FFgE A et W Ate
gk, a3y  dFdME e-Mujaad o)Lt
DREY bk AR uhs Ao AUy Fd
€ A =, £3 2FH & wisie 23
A DAY E YA A IFE njAde AE
BAE Uk gA dFARe] A Yle] 1A
e B4 & 238¢& 53 490 o|Fox e oA
oA oleldt AA™Me] wjie) &L s Hu o
gA shdo] AR|Ehs vlFo] AdiAo|2g (Menon
and Kahn 2002) 3L Eo] e-Au]2a# o]ZLoj
4 g hsAdel A o Fdu ¥ 4+ ok
ety £ ATE e-Mu|AaAo|zo) Y % o
&3¢ ug BaloAl e-MulaaAolE Haly
Za4E dANZTE AN Feld AAEE A
Faa sloh. A, e-A¥la2H ol 2ot ue A
HEAR, AFAL, ARYACHYE S F8
g A4S nxe Aeg Jetgrt oL 4RE
o ujAd ojgy R HHF FHFEH Fo] uHER
st g o] LRFUA AlOlEd| B EA B ol &
3 o B AAR ol5E 4L F USE A
ck, dAA, AEYl &BEL] MH]AxFA o] X
M A E53A FAFoEA nHoE Y
232 A& o Bo] HYUEA sin ol ¥
A3Y aAYgEE #AY + Ut w2 B
YAEL e-AH| 22 o] Z AAA of & AT )
27} Bashy, o]§ ©ed] fAghe Aol oiyg
e} 870 o] Aad $ESY ASA W
A& B8 ARE FHAUNE UE F URF o}
ke ded AAEE A st Qi

Lol st

233



A2 - Zate

6.2 7o SIAIE ¥ BF o7 E¥

t
)
s
re

QAEIUl Au] 2o B o2 74A] AlAL
8 Fu AT o3 22 A %
WS Arstaz do. AN, g9
g dgd 2 AdE 2FAIIA
Holth, F2 HEo] 2009 izl
FHol ol £ A7 d7EHE 2
dutstetedl 2 @Al sleze
2009 2§ d84 FHEG
S HFE & Ao, gA
Ao AT 4 ZHo] dFd vAe dF I=
Zhe BE 7] Mot a2y H2 AdE
2 =939 JEHY £BE ol & FUHE naH =
o o]E9 ATk 20t AR AES BHdAE
gEs AR @& F ok @k 200 FA
& A7t olgd Itz A&srldE Fert
AL Aotk AF & o bt B2 FA4E §
g A7t o] FolAttd AFZF e dutsie] mE
A7b o= Ax S5E 4 ey AAA
E— ‘—r"t e-AH|AAFA oo} 7HHA e
gz ?J?E} & & Sled, ol &
v 1 534 Jl& BEve 942 Sl 4
2 B&eio E— AT £ d7Aae 71E
AnFes AZAINA Retn A5
A7AHRE =98tz ivke Hol 1 @
& g AR, 2 A7 BT &
g ez *1‘ﬂ**?ﬂ°l“9} AR w
oo #al AFE stn dedl, AF A
=5 & o ARIANA Z4 AEE o)
el AsEE A ®3 FGadet oA
o AdAtolES HEAFA|ER
. OIE Al|EdAM ZARse AFH e

2o 4y o2 o
o o tlo T
55
—U ol
e EL;.. 2

Ao
2 E o
i=

£ rin
2o, o
[
ﬂn
—~E

oy
)
2
N
7]
2

° x&' n}( r\o

1o

R o 2
- e

o o o
2
i. j'l']' A do

!

OH‘
1o,

w T,
X
2 o

o

o

42 Moo oo loorp 2o 2 gt Ho
m}um,rhl—uﬁi
o

]
2

234

AA9 zfo], o] AFH Vgl FEF& WA=
e-AMH| 22 o] Zel 8] zpo] Fof thgt A7t of
Foldvkd, 473 FwdA B o & Ao
fege AARG. YA, M= AFFAR
of AWM BRde AFAH W F AL
o g MFHolz FAAA A7 dastz}
AAZY. oA 23 FAMgde 28 UH
delete 548 F0oA 2B|atE o] Apido] A
Ae YL AFEo] AT EF ©]F T A
¢ Ar2E T BHE © Bel] AEE Ao
o, g AHo] aHlA Yo LY dFE
oA ¢ gleget AR WEolth. aebd FA
e FEATE 89 R oA dF H=d dg
TAH 77 2este ARG, gAA, e-A
Hlasso|Zol 2jzte £ E £} FAd) o
TN, e-MulaAA 0L Y A zfo] A
HAY, Mulz, AA Foll g A A
of 9F< rld F gledet ARG, g o
of g HES deAE Arstuz dr}. oA
A, 2Age dT-EAA FAd wet FPéle 7
Aol Aozt JeAE AEH & Bast it o
& €9 oy JHY £ B et A3t
T AR Aozt YA E I Fart ded,
58 Y A dust olWd e 72 2
sto], ojd @ FPE FLATIE e-AH|aaA o=
890o] FAYA el FAH ez YHATHE
HU Mu|2 #2lo glo] dUda Aold Hy
A2 BeAYE Alste Aoln & 474 &
AAME 3Fe B0l d Aoz gAY,

?{n rsL._,

AASTT 33 M12 20044 2%



e-Aujar3 0|28t D] Y B8 Y

FEAT o) dE1998), "WVt MRS Muls B}
of PlAE 9" oAE T, 13(2), 77-102.

A94(1998), "V RelM ] 2o B4 S
9 Held FEE AR MR =3 A2
33 FAEYUE =&Y, 45-59.

ST o] 29(1999), UHY AFFE ToHAY #3
ol 8% A4 A7 FEAF 4(2), 75-91.

HejH(1997), PCEA MulAE B3 7Pdanidy &
BjZh wEQcle] #E AT MBUET B
=&

29(2001), e dEAgAY kHA AR A
2Bl qardA e Ate| 8-S FHOR” Hus
Y, 8(4), 115-153.

24(1998), "PCEA L B ARGAS) Afold] &34
Hol @8 A7 PGS TSR 87
opE el sE FASSUE =2y, 7-27.

XNEH, A8, MEE2002), VELE AdelN A
Hehe A 2ol 83 AT 2uixig
o, 13(2), 47-79.

MEAT 248(2002), UM £WE SAH #AF
Rgate] Aol wE A7 oHEAT, 7(2),
113-145.

AGA, EhEo}, o] (1998), "HHE AMEETS A
3 A% avxigt o7, 9(1), 101-123.

FAYH AFAA999), VY FEHEA A<t
of @ A7 olge T, 14(3), 69-95.

AFHE(1989), FEEA7 aF AT-FBH A

AL SHLE- MEdD disty e

o
.

olfr st A9H(1998), "EHH @Ho] AMulx FA B
Ztell viAE G B AT ogF3Y wlw)”
oA g AT, 13(1), 61-86.

olgul, AFF, w7 ¥(2000), "B Alo|Ee] it &
ANER BErt Fdolx] B3 ZI uAe

HUHAT 33H ®12 20044 2%

dsnue @A

3

48" s, 29(2), 263-290.

PHE1998), "UHY &WE AHA) A RHEL
W oolEwe] dF AFAH AT 1o MAE
=g

FA2(1996), 27BN FEH FA 2YA e
71Eoht o] AT Fuje] Al v)X&
Gkl TI AT 2w AP, 17(D,
51-73.

FAF(2000), ¥ &£BE Al|E AR AYQQH
TFojojatel niX&= gkl B AE Hold A
T e, 29(3), 353-376.

Z4u(1995a), “FTEMu|AS] F7o] An|ate] 1A
7Hdel R A% sdAYRE HANE
WE =8%, 49-60.

FA(1995b), “AH|AEE pjA s TN AR
A, BHEAT, 18(2), 89-104.

AR AA(1999), UHY 2B B9 2njARE Q
o #H HFH AT FIMRAY
(CALSIEC) &E|/st= M B A AE 813 SRSt
22, 621625,

Abels, Eileen G., M. D. White, and K. Hahn(1997),
“Identifying User—Based Criteria for Web
Pages,” Internet Research, 7(4), 252—262.

Anderson, James C. and David W. Gerbing(1988),
“Structural Equation Modeling in Practice: A
Review and Recommended Two—Step Ap—
proach,” Psychological Bulletin. 103(3), 411~
423.

Babin, Barry J., Wililam R. Darden, and Mitch
Griffin(1994), "Work and/or Fun: Measuring
Hedonic and Utilitarian Shopping Values,”
Journal of Consumer Research, 20(4), 644~
656.

Baker, Julie(1987), "The Role of the Environment in
Marketing Service: The Consumer Perspec~
tive,” in John A. Czepeil, Carole A. Congram

and James Shanahan(eds.), The Services

235



NEA - i

Challenges: Integrating for Competitive Ad—
vantage, Chicago, IL: American Marketing
Association, 79—84,

Bitner, Mary J.(1990), “Evaluating Service Encounters:
The Effects of Physical Surroundings and
Employee Responses,” Journal of Marketing,
54 (April), 69—82.

Bitner, Mary J.(1992), “Servicescape: The Impact of
Physical Surroundings on Customers and
Employees,” Journal of Marketing, 56(April),
57-71.

Chen, Qimei and William D. Wells(1999), "Attitude
toward the Site,” Journal of Advertising
Research, 39(5), 27-37.

Daft, Richard L, Robert H. Lengel, and Linda Klebe
Trevino(1987), "Message Equivocality, Media
Selection, and Manager Performance Impli—
cations for Information Systems,” MIS Quarterly,
11(3), 355-367.

Dawson, Scott, Peter H. Bloch, and Nancy M.
Ridgway (1990), “"Shopping Motives, Emotional
States, and Retaill Outcomes,” Journal of
Retailing, 66(Winter), 408—427.

Degeratu, Alexandru M., Arvind Rangaswamy, and
Jianan Wu(2000), “Consumer Choice Behavior
in Online and Traditional Supermarkets: The
Effects of Brand Name, Price, and Other

Search Attributes,” /nternational Journal of

Research in Marketing, 17(1), 55—78.

Donovan, Robert J. and John R. Rossiter(1982), “Store
Atmosphere: An Environmental Psychology
Approach,” Journal of Retailing, 58(Spring),
34-57.

Donovan, Robert J., John R. Rossiter, Gilian Mar—
coolyn, and Andrew Necdale(1994), “Store
Atmosphere and purchasing behavior,” Journal
of Retailing, 70(3), 283—-294.

236

Eighmey, John(1997), “Profiling User Response to
Commercial Web Sites,” Journal of Adver—-
tising Research, 37(May—June), 59-66.

Eighmey, John and Lola McCord(1998), “Adding
Value in the Information Age: Uses and
Gratifications of Sites on the World Wide
Web,” Journal of Business Research, 41
(March), 187-194.

Forsythe, Sandra M., and A. W. Bailey(1996), “Shoping
Enjoyment, Perceived Time Poverty, and
Time Spent Shopping,” Clothing and Textile
Research Journal, 14(3), 185-191.

Fram, Eugene H. and Dale B. Grady(1995), “Internet
Buyers: Will the Surfers Become Buyers?’
Direct Marketing, 58(6), 63—65.

GVU(1998), “GVU's WWW User Survey,” http://
gvy.gattech.edu/.

Harri, O. K.(1998), "What is Inside a link?" Com—
munications of the ACM, 41(7), 98.

Harri, O. K.(1999), "Studying Consumer Behaviour
in Virtual Shops: Electronic Commerce in
the Mobile City Oulu project,” Invited talk in
Znd International Congress on Electronic
Media and Citizenship in Information Society,
Oulu, Tampere and Helsinki(simultaneously),
January, 7-9.

Harri, O. K., P. Jukka, S. Jouni, and S. Rauli(1999),
“Consumer Behavior in rich Hypertext and
Virtual Reality Enhanced Grocery Shopping
Systems,” First International Workshop on
Electronic Grocery Shopping, [n conjunction
with 19th International Conference on Infor—
mation Systems(ICIS '99), Helsinki, Decem—
ber, 12-16.

Ho, James.(1997), “Evaluating the World Wide Web:
A Global Study of Commercial Sites,” Journal
of Computer—Mediated Commurucation, 3(June),

AU H33H H12 20044 24



e-Mo|aazojZot Dol 2PN w8 o BEHe B

http://www.ascusc.org/icmvol3/issue1/ho.html.

Hoffman, Donna L. and Thomas P. Novak(1996),
“Marketing in Hypermedia Computer Mediated
Environments: Conceptual Foundations,” Journal
of Marketing, 60(July), 50-68.

Jarvenpaa, Srikka L. and Peter A. Todd(1997),
"Consumer Reactions to Electronic Shopping
on the World Wide Web,” International
Journal of Electronic Commerce, 1(2), 59—88.

Jarvenpaa, Sirkka L., Noam Tractinsky, and Michael
Vitale (2000), "Consumer Trust in an Internet
Store,” Infurmation Technology and Manage—
ment, 1, 45—71.

Kotler, Philip{(1974), "Atmospherics as a Marketing
Tool,” Journal of Retailing, 49(Winter), 48—64.

Krug, Steve(2000), “Don't Make Me Think,” New
riders

Lee, Sungho and Hongseung Lee(2000), “Measuring
Website Brand Equity and Examining the
Determinants,” Working Paper, University of
Seoul.

Liao, Zigi and Michael Tow Cheung(2001), “Internet—
Based E~Shopping and Consumer Attitudes:
An Empirical Study,” Information and Mana—
gement, 38(5), 299-306.

Lin, Judy Chuan—chuan and Hsipeng Lu(2000),
“Towards an understanding of the behavioral
intention to use a web site,” [nternational
Journal of Information Management, 20(3),
197-208.

Mark M. Music and Kelsey L. Johnson(1999),
“Benchmarking: a tool for website evaluation
and improvement,” Electronic Networking
Applications and Policy, 9(5), 383—392.

Mandel, Naomi and Eric J. Johnson(1999), "Con-—
structing Preferences Online: Can Web Pages
Chauge What You Want?" Working Paper,

AAESAT M33H 1S 20044 28

The Wharton School, University of Penn-—
sylvania.

Mathwick, Charla, Naresh Malhotra, and Edward
Rigdon(2001), “Experiential Value: Conce—
ptualization, Measurement and Application in
the Catalog and Internet Shopping En-—
vironment,” Journal of Retaifing, 77(1), 39-56.

Mehrabian, Albert and James A. Russell(1974), An
Approach to  Environmental Psychology,
Cambridge, MA: MIT press.

Menon, Satya and Barbara Kahn(2002), “Cross—
category effects of induced arousal and
pleasure on the Internet shopping experience,”
Journal of Retailing, 78(1), 31-40.

Moe, Wendy W. and Peter S. Fader(2001), “Uncovering
Patterns in Cybershopping,” California Mana—
gement Review, 43(4), 106-117.

Novak, Thomas P., Donna L. Hoffman, and Yiu~-Fai
Yung(1998), “Measuring the Flow Construct
on Online Environments: A Structural Modeling

Approach,”  Http//ecommerce.vanderbilt.edu/
papers/flow.construct/measuring  flow construct
htmi,

Obermiler, Carl and Mary Jo. Bitner(1984), “Store
Atmosphere: A Peripheral Cue for Product
Evaluation,” In American Psychological Associa—
tion Annual Conference Proceedings Consumer
Psychology Division, Davil C. Stewart(ed.),
American Psychological Association, 52—53.

O'Keefe, Robert M. and Tim Mceachern(1998), “Web—
Based Customer Decision Support Systems,”
Communication of ACM, 41(3), 71-78.

Olsina, L., D. Godoy, G. J. Lafuente, and G. Rossi
(1999), "Specifying quality characteristics
and attributes for websites,” Paper presented
and the First ICSE Workshop on web
Engineering (WebE~99), Los Angeles, USA.

237



A4 - A8l

Palmer, Jonathan W. and David A. Griffith(1998),
“"Am Emerging Model of Website Design for
Marketing,” Communication of ACM, 41(3),
492-499.

Pastrick, Greg(1997), “Secrets of Great Site Design,”
Internet User, Fall, 80-87.

Reichheld, Frederick and Phil Schefter (2000),
“E—-Loyalty,” Harvard Business Review, 78(4),
105-113.

Ridgway, Nancy M., Peter H. Bloch, and James E.
Nelson(1994), “A Neglected “p" The
Importance of Place in Consumer Response,”
Working Paper.

Russell, James. A. and Geraldine Pratt(1980), "A
Description of the Affective Quality At—
tributed to Environments,” Journal of Per—
sonality and Social Psychology 38, 311-322.

Rusell, James A., Lawrence M. Ward and Geraldine
Pratt (1981), “Afective Quality Attributed to
Environments,” Environment and Behavior

13, 259-288.
Shaw, Michael J., David M. Gardner and Howard
Thomas(1997), “Research opportunity in

electronic commerce,” Deciston Support Sys—
tems, 21(3), 149-156.

Shneiderman, Ben(1998), Designing the User Inter—
face, Addison Wisley.

Spangenberg, Eric R, Ayn E. Crowley, and Pamela
W. Henderson(1996), “Improving the Store

Do Olfactory Cues Affect
Evaluations and Behaviors?,” Journal of Mar~
keting, 60(April), 67~80.

Spradiey, James P.(1979), The Ethnographic Interview,
Holt, Rinehart and Winston, Inc.

Stevenson, Julie S., Gordon C. Bruner I, and Anand

Environment:

238

Kumar (2000),
Viewer Attitudes,” Journal of Advertising
Research, 20, 25—-34.

Swinyard, William T.(1993), "The Effects of Mood,
Involvement, and Quality of Store Experi—

“Webpage Backgroung and

ence on Shopping Intention,” Jownal of
Consumer Research, 20(September), 271-280.

Syzmanski, David M and Richard T. Hise(2000),
“e—Satisfaction: An Initial Examination,” Journa/
of Retailing, 76(3), 309—-332.

Wakefied, Kirk L. and Julie Baker(1998), "Excite—
ment at the mall: Determinants and effects
on shopping response,” Journal of Retailing,
74(4), 515-538.

Wakefield, Kirk L. and Jeffrey G. Blodgett(1996),
“The Effect of The Servicescape on Cu-—
stomers' Behavioral Intentions in Leisure
Service Settings,” Journal of Services Mar—
keting, 10(6), 45—-61.

Weinberg, P., and W. Bottwald(1982). “Impulsive
Consumer Buying as a Result of Emotions,”
Journal of Business Research, 10, 43-57.

Westbrook, Robert A.(1980), “Interpersonal Affective
Influences on Consumer Satisfaction with
Products,” Journal of Comsumer Research,
7(June), 49-54.

Yoo, Changjo, Jonghee Park, and Deborah J. Maclnnis
(1998), “The Effects of Store Characteristics
and In—Store Emotional Experiences on
Store Attitudes,” Journal of Business Research,
43(4), 2563—-263.

Zeithaml, Valarie A., A. Parasuraman, and Leonard
L. Berry(1985), “Problems and Strategies in
Services Marketing,” Journal of Marketing,
49(Spring), 33—46.

AAEAT 4334 H12 20044 28



e-ABlxAMo|Zot Do AHH ¢ Y YSHe UA

B ET PR

The Relationship of e-servicescape, Customers’
Emotional Responses and Behavior

Suh, Mun Shik* - Kim, Sang Hee*

Abstract

Prior researches on servicescape have focused on physical space but this research is
focused on cyber space, which is internet site,

This research examines how various dimensions of e-servicescape influence customers’
emotional responses in the internet service site and how these emotions, in turn, influence
customers’ approach/aveidance behavior. Through interview, it also supplements research on
servicescape by identifying unique e-servicescape dimensions that are not tapped by off-line
servicescape research.

The data, collected from a sample of 143 internet service site user, indicate that
e-servicescape is broken into three dimensions(ambient. layout functionality, aesthetics),
and emotions experienced during visitation of internet service sites are broken into four
dimensions(positive, arousal, negative, dominance).

The results also show that e-servicescape dimensions have a pronounced effect on
customers’ emotions. and theses emotional experiences serve as critical mediators in the
e-servicescape-customer behavior relationship.

Thus, future research on servicescape need to pay farther attention to servicescape on

internet site.

Key words: internet service, e-servicescape, emotions.
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