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1. ke-ODACSFr BDE] Al et Or kv8n|dgC

2LAHAW OaeWBEe@ UFer Evalfile-FPad jC

3T 2R EVeNe-FPad i it SHOHAT ¥t OO uBer K1&]
T Re-4C

47 " B-OBeYe- A R0 "G BNAKETRLS EY&]T APc22up{
«<®WFHOGC

5.LAOEAARABOBLER(
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¥>»A SAL WD ¥H Tiroap e has YixRewr=ans
SGNPYNKICODOOCFTTOOE T»>¥PATGA LODECA IOl =8
i 80 é&ternet ARFLYOG DR N8 i AR ¥T A - BB | 6% § A
SH-MEIWEZE | Gr% § AR [ Q% j 4 QAAKLATEBDXAE h1998 I ~
o2f)i! @RCHBOOC¥EAOU | ¥HOEH ABDKM—TER | Gb.4% j MENEIC
viar | G8.3% j A¥MNEW Y HRCH¥FT TTH¥NKEAPEABNY , MRIOV¥EH
o - MENEE0%) § X Bl XX ! S Fep .S hacoaghned-as YAS0
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o@EOPIAN¥AG A QLo EZEOhAN¥ESH0 a¥et@ oy
_ i BN E&PKNMELXS K- PAZEG " HXIHASED-LYTAO
AYNHL AS¥QS-AYY/.OLO880F@B¥D-®HE | G ! ¥>»A¥kHj
v.ephaoRZTpn28¢-asLYWH C

LNt 23 T Y 2Edg AR¥RY S@EROP FEA YA A= 2% O
21yl 2V Ty A¥NLy §i' 2V ¥k @ L 7i! 2Y 128 C
¥on A Y O¥NEW/ACBPO .G e S h 2T AAXXNS7 X2V A
207 ¥4 35300 H A ORI =¥ LEZ AL O | @5 ¥iA @A)
P oVAL@82 ¥ A @AM Z¢30.82¢H C

¥|j B @EAR &K

¥o»As-WEB¥ [AKCAR A BHES¥ T AR ERH-E£AFEA [ @ i
aprgvatlifis-rad j a3 ¥»a«N it ™ RESIg ¥a8CDAA N
PHAT ¥Rt Or KV APHMSPe 2O AR Uk ¥ OO LY FAO
«Yj @ E E¥ PASZFPREGaSOZ AR ¥eaAR B T ARR  AcAR
ohAdEy AR S MEG TR d>»as AL IpmAR@lG C

_\j B ®@AARRP-AUR6

i 2 PEARFEAFYPHATCARL FH-EArERTA | XORL
RESAMMBSBII® R >SPA AR ME»ASC OO0 KADBANH|
A [ A& Tronbath's £\ 862 Me<<RRUPA A\ EAQ ™ #-1 OR[N
AFE\-EP¥>»An8Y wOAIUT I PRCEFE¥ A58 Y @ wH
PZB(1988) & @D 22 — QA MO E — QP A A ARQe-mAn
+ = BPaidxHomepage 2RA26 FHEE-XLOTA PR ASAIU TEDRA <
(Content Validity) j B- f®ARriterion-Related Validity)>>R<B@®A (Ronstruct Validity) 3 C

2g1 1LASE-E7T
MeD £\-E
~ABRE 0.936517
»>PARE 0.936559
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HURE SAREMD 0.948430

oifj BYLEE > @B GAR

s8éall It 80 &tence ARFLYEG (OR<axA998) A g A™&w
186 ' «x 81 é& TEM(B6/12-87/1)O% j Bxqk) PR £ RSOl 8d<Y
TG A @AM SR _ (B BE(E5635 ¥ AT G S IOE 8% § RIOE 6% j =D |
<= N F73% § A EFCSBO08 | 8% § AR | G0% j A [V
CRM¥S 1208 cPRUIPOAE <A E | G/%j § QAAKALTEBPXJ 1998
' oaf)i! RSB OC¥ESNj A ABARY 1R5,127 ¥+ ¥MNEG ABYikaKk A
TTOasHE|j AR | Gl.4% §j AD [ ufc < EMETR | @8.3% j C

ago

Variable Label Mean
HCl |[»>P®a- Nt OT @)t 10.8
HC2 |»P®a2®T LAMY 2.4
HD1 |[©°©8BooAQ ) 2.3
HD2 | “¥TRternet® ¥ (fr/day) 2.2
HD3 [InternetVadayuif< @A @< 4.8
HD4 |[+=AERAQ ). 0.7

1 OB »As8YRERPRAN L > T82 ¥ A" &HIOE G0%(108 ¥): A
SO B0%(72 ¥ ROBI CAAKSSHomP Iy @A 12§ ¥R ¥-2 ¥i
2, GPPOTOOR G IR 2N POTORAcOBEPEOGRAPEBOBA2O
< @R UYadhg PRE<$4.8352) | A" & uf<c>a T U T YAE< P TF
83.5% j O TH¥>»A%:C¥K»>AARP Al PLAAAGE =S aj.EE3eH
o ¥ @AARR ¥ABV.akg2-AWGC

oG B E2ade-PaQ i

+g<e- D Am © ¥PPNHQER E-a8|mfiyb f SERVQUAL j BERVPERF

2 http://survey.yam.com.tw/
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o PR SAE>»AALY TNDSERQUL j Wi¥Pad j AARREKARS) ™ ST
oP Y il iaas A VA26PBCP(1993) 2% X8 P2 FXBS hi! &w U
T afenoas ¥>»ax<krB¥#Q aOPROy.OX T pn° BAagcs WA E
<8R | A BN ATHO TASASE PRKYX 4 A RASBASHS AT
vABR 8PN Uaq ¥EAS A3 el @A XA ! ¥»a¥FEaPud |
22RESEW) | 4 1 EREFSSLPROYQ | FoSafy.Q ¥ 86 ¥U

-5

L

SERVQUAL [Qi KjB)

EWSERVQUAL(¥H Ass AV, ASERVQUAL) [Qij ki RiB)]
SERVPERF [QiBR

EWSERVPERF(3¥¢H Ass RV4#SERVPERF) [Q § &i N
NDSERQUL (M= S aENH®)i [Q i KiE)
EWNDSERQUL (¥H Ass AV, AERDSERQUL) [Qi Xij RiB]

o g bk WD

ol g j PACR EY@uOCF Pj PAnPAR ©PIFRRBRwOCFEj)
AJ0 ARREVOGF Pjbj P3P3%P AR HRPURESALY

¥»A¥FaSndfil @04 PEHXFOLWABR ELEASUTWAA
aOROy® | ¥ BARFGOMOPR V8- 2<A A T nARSYA W
od3ear APEWNKH Qe aRA [AFE»AsNXFRAPAKAR §i! gC
- TUO T k>sPW @A=ARR QA P 13 2a2G Re¥BI @O
1A YD YIFBK & 8w YarE Cronbach £\ FEC

2§43 'ufydOgSACAR E

Model R-square | Adj. R-sq | Cronbach £\
SERVQUAL 0.3236 0.2123 0.91081
EWSERVQUAL | 0.2966 0.1809 0.90903
SERVPERF 0.3100 0.1980 0.93656
EWSERVPERF 0.2498 0.1264 0.94538
NDSERQUL 0.3781 0.2765 0.94843
EWNDSERQUL | 0.2865 0.1684 0.95039
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VaEER O¥PUNRR E2@FENDSERQUL «Y 7O PROY.® § ¥8Y
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+¥ |- O] Re-2 P #4) § ©SOT] AR (iactor pattern) o ¥ P I FHEOG Y2em W Q~
»>@FAR BPERAT QP IGACTORL & FACTOR4 j ¥B:& 1 WE06 2R 6 /E
-2 A OEE ARIKDEOBc-4N>»AN @R =@ 2 XBtHE0S >»>P
S22\ -EODw KR -4 oMPEACTOR] -&¥BtHEN 28 B®EA\- &2
—#E(0.89022 >>M.88473) j A QEACTOR4 @Mz G®A@E. 72974 >»>P
0.772583) j A |* =ME06 28 B®EIRPEGACTORS ciqiC

¥R 74 oA ¥R ARRGH- O] Re-4A4 ¥ ¥»anB30°US
—TEARDAOP: 1A 8PP t¥@EF7 aPc-=AADPe A &0 NA
AB g4 80.29% j A¥ NP 2P\ - EX¥PLY ] Re-mOASP AR~ )@ |8 ¥>>
—AENHOAMPCH |- O] Re-BGRAOAB—="ELC

¥|j B A2 BERHPARE&L8O68AR

PHOT ¥ 2YIC OSARK BERB-PAR BERVSGOCAR ARYNMTE &6 1
aar KEHMDTalbQXKHas; A Aad P §5232G C

¥R 5 ¥PYOHOTF 2N OOENBR FRh 2 XS5 OCH.0 ¥H
ofPRer BRHMS TRLP sl R RIBX@O@ATHP HB-ER00
TMEOAVETGIBX@SYLOEY [ L EBORj UWH2R HMPA g PPk x<
»>LOpkxMMOLEYS | ARREOCSTTHB AP®+-EB&#(f &k 9985 A
TTAPROPA02)) | XERPHOF IS TMBR FXARHST 2R E7A=
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Af4 —oOMro]rEeES] ARRET

FACTOR1 | FACTOR2| FACTOR3 | FACTOR4
ag EYE | cARAOE ! 8®E vesrr a0 AADLE

HE13|=H A& U&0 0.62824 0.27505 0.33521 0.17908
HE14|%.EkRr#WU 0.64788 0.34044 0.11958 0.22572
HE15|” ENBfBD 0.58605 0.40140 0.09372 0.14157
HE16| XD &Aa®EAF 0.73851 0.26422 0.15144 0.21657
HE17|oH 88 A< 0.67495 0.02615 0.38421 0.34755
HE18|=M~ &0 0.60228 0.19736 0.26544 0.31145
HE19| o H GPE@ < 0.50389 0.10260 0.32525 0.45088
HEOl| —<w} &k bH| 0.23797 0.64732 0.09317 0.24449
HEO2|3%2Pk<>sPu@)g  0.47320 0.53316 0.24086 0.07868
HE03|©ONM 8T 0.20496 0.74772 0.17311 0.22892
HEO04| — [ 0.25400 0.56530 0.14384 0.36710
HEO5| . 8B o6&V 0.24561 0.59852 0.14115 0.29517
HEO09| SWE&AA 0.10863 0.63853 0.44640 0.07165
HE1l|” "EA©wWK x< 0.28716 0.56024 0.47614 0.03627
HEO7 | ¥@&»LDE 0.46525 0.18978 0.59756 0.12547
HEOS| . ®A¥PE 0.38597 0.24985 0.58619 0.14698
HE10| 8 3 ¥@56&a0 0.07122 0.44236 0.72149 0.17116
HE12 | ¥@BBBk< < 0.45289 0.22852 0.60625 0.04580
HE21| ' MEB¥I U 0.20599 0.12968 0.60949 0.47377
HE22| < BT &f 0.13478 0.21902 0.57720 0.50110
HE06|V28m W Q>> @ee 0.39885 0.33968 0.20339 0.38159
HE20| " ENOK: A 0.19298 -0.04278 0.50691 0.55554
HE23| AR E 0.23794 0.27661 0.11097 0.68405
HE24|<«<BaP- T E 0.34262 0.32443 0.10422 0.58421
HE25| ” ENAISL= 0.15578 0.27198 0.10880 0.63954

Eigenvalue 11.2563 1.429 1.2383 1.1497

Proportion 0.4503 0.0572 0.0495 0.046

Cumulative 0.4503 0.5074 0.5569 0.6029

Stj bE8tHEO6 | 0.89022(8) 0.72974(=28)
£\—E 0.88473 | 0.864645 0.86755 0.772583
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VP~ TEV 10 ENEFAR FUER EQESMgADTH aaLh Mrodaex
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~EPHMAGeroeYeEA4 T ENXe-RHOY § BR7PG v Ut
AW X))+ & S¥PRHOTF0 CMBSSEARHBaLOaPA VAT
<X eDB5 ¥ERRK XA ! ®7 ki 8jj BARUr OOERSR ERHE 1
AQVBARRFHC OOHOT ¥ 2T A8 U B TMPEl W Q>@5pw il £
TTNOEAV] i ACDOAZPH T AKX cOLTA MBI Xgs8jj B0 C
NEESPAR2G ¥ERRUrOOERIOCRHTOO Y EOGARARRMA ]
' =) @ ASPeR MAVC PR G <SP PEEWLRG P50
AL P RAFR-OBERER Bupk < QETAEBNoTREABT ad ¥ILOoBuU
oW@BPg 1 QOSE | BPEBOGIRRA BT AACTC O -Q &I j
oG ETFRM¥B A= D £\ 8PAR2C QA¥IUG)! MEFRHEXT
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HiNet © BeedNet =&1jISP =@ TaNet i} Bs=@A ! L@Hr oW &AL B 34
SRpoppPMEACK =GOS EBRGGC

2f5 PHST|EREADERSG®IEOC

Var. Label TARRBPARE ®N[Z Prob>[T|
Vol |[—<2KI-8kPH 5.5 4.7 0.9 0.0001
V02 |S4aPkesspufle 6.3' 4.7 16" | o.oo01
V03 |©BMEeT 6.1° 5.0" 1.2° | o.0001
V04 |—dE[ 5.3 4.8 0.5 0.0001
V05 | 8BéRv 6.0° 4.7 1.3% | o.o001
V06 |V2m\W Q> @ee 5.0 4.3, 0.7 0.0001
V07 |¥@@8RnbE 6.0* 4.6 1.4° | 0.0001
V08 |.®E¥PE 6.22 4.7 1.6% | 0.0001
V09 |SWEEAA 5.5 50° 0.5 0.0001
V10 |83 ¥@6a&a0 5.7 4.9 0.8 0.0001
Vil | EAOw < 5.8 5.0° 0.9 0.0001
V12 |¥@EBFPk<x 5.6 4.7 1.0 0.0001
v13 |[eH-AAU&0 5.3 45 0.8 0.0001
V14 |%BRr¥U 5.4 4.7 0.7 0.0001
vis | ENmBPBD 5.5 5.0° 043 | 0.0001
V16 |XD &A®EA=S 5.7 4.6 1.0 0.0001
V17 |[eH 8RR BA X 5.6 45 1.1 0.0001
Vvig |EM~ &O 5.7 4.6 11 0.0001
V19 |oHaMEax< 56 4.6 1.0 0.0001
V20 |T ENOHE /L 5.1 4.4, 0.8 0.0001
V21 | s U 5.3 4.5 0.8 0.0001
V22 |«<BF&f 55 45 1.0 0.0001
v23 |AEARRE 4.7, 4.3, 04, | 00001
V24 |«<BuP-TE 4.9, 4.6 0.3: | o.0082
v2s |T ENASu= 5.3 4.6 0.7 0.0001

LGeWRAPREaeCaA= ] AuLRAPRRaaOCEE|C
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o RPHODOHOR P m8LLSOGAR

aWow DHT 1AL ADE] ARSGOT! @EBAR REN
Mc@B N R B Fil £°Qq ¥»Ar®Ae-ogA NS —OF B®E] &0
¥ T ARRNES O] Re-4A ¥-O] Re-:86.ToARLOL-1B 81
OPc- i ¥@EFR7 a@c AR 4] F¥-Oc%i! ®HST ¥ O
o SARK EHPAREOCEAR 4 Aad P I62R=2G C

2§6 PHCDOBRP-RRLEOC

1] Re-+ | " ARBRBPRARE ®fZ | Prob>[T|
FIoARAOE | 55312 | 4.6504 | 0.8921 | 0.0001
F21 8®E 57904 | 50181 | 0.7724 | 0.0001
F3¥@8&Bz &0 | 57271 | 46383 | 1.0888 | 0.0001
FAAAE 49956 | 4.5878 | 0.4067 | 0.0001

—2ZYR 6 oaSARR E°Q ¥PREFOTF2NCTOOEN8R P2
—HE&XEBGC T SO R@8FR7 aCc pBARAOL2AAD e A
¥ EY B DEPSBOBT ARG 1 AuB( 8RR EA OGL
— BB 2R FA¥N¥P R2RLEOE MM & FANPREH I
1L EOP I k<O TP Y@ & 8|] A OARADP—2er EPAACO
oEfgC

OB FNCOBPARESGH BS T S®Pe- 1BARAOPe ¥ >
OB aPc=AALP X EPHTTF 2N OO8PL-@OERSRE
_O°iNAGrjRaRADPc 2R EABPY--OcmqA 8®LP2° N
<«®AFACTFTADTOHKOP &) B¥DLN@IES); C

ZEHoUE"OHOT A Pe-upP j OCRBaA@N; ¥RT6oo
YRLN-Oc-2@M2-0RR0EE6GA & AADL 2B Ej X8RO
MRS %P AR h2RHA TR aCP—2@MLASEMDAZTRARKBo
T FwFeN- OK@SE: aPc-RRBEA®P j #OCS )L a®Aae®n; A
' S@BR7 AP ASPHEATCOMAERALESASS C ' LAEH TR Q
+AEACSK@SR? &P HTOAR X»assNACACEATSSRESGARPA
T L EAERBAKYA SL ¥ X T4@©B80 OWABAK YA T24 X ¥ EMBBE
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¥LFX A FooAPDRHOTII cQB- O AP 2RGAARR 4 AOF T
4-75C

217 OB EAERASPR Pe-:81L80C

+AEAqul +AERAG

Label Mean(124) Mean(51) ®fZ
~ AF1oAAOE 5.55 5.48 0.08
+xF2 ! 8®E 5.86 5.62 0.24*
2 F3¥@®@8Rz &0 5.75 5.67 0.08
< EFMMAAPE 5.08 4.77 0.32**
»{ FlaARAOE 4.62 4.74 -0.12
A,F2 ' S®E 5.02 5.01 0.01
2 F3¥@®@8Rz &0 4.56 4.83 -0.27*
< EFMMAAPE 4.66 4.41 0.25**
oG FloARAOE 0.93*** 0.79*** 0.14
22! 8®E 0.84*** 0.61*** 0.22*
®t F3¥@8PF7 &0 1.19%** 0.84*** 0.35**
1Mz |FAASPDE 0.43*** 0.36*** 0.07

g d: P<0.1 j A*: P<0.05 § A**: P<0.01

¥R T7 oPRpEAERASRHST ¥ OOERR PR upfc <
TTECTHE SOEKESE: ag BARKAOERADER ®RAELAB@HLDO
— B -k BCS TH¥@EF: &G | SOEBARLOEMAPE¥EUHAE
_ AT TE®PL—2eRBEI2H0 Al A FAEA B ¥DSE7 &=+
Sh2ug ORENBR EORAPL- 1+ er0RE"aAEA &SRR T2
ViCOR P +pakROMBAR ¥R 17 oPyA f SOEAADESR: 15
' AROBRE S¥pEAERAR 2 B-OAFE OSARAOBEM®SE7 &0
SR RAPHpKREEH LS AROFEAXEY BEAEAB T Fu P-4 b-@P
Hd <1 Z 2132 3@

1 OBF - OSSP UOQAUEAEACHOTC j P-F*EBS TR SE®EB
ABPDEBARDOEN®SE, aG P OZAEASHOT j Pk BS T
' SOE¥@ER7 ag BARAOEMADEXEY gAEA8 T ¥oyroec
1 SPLP-2RE0h NP O%R j RO+ AHEAERACHT KH-¥DSE?

T af—HAEAEAB KA ADP- i O A ROHCOSPAR ERSN S A
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YuRd @SR adAAPECA2SELS ARAOE@N; P @8Rz &0
cc-m\yA ZBAEASTFeTiropauafs OAALLe-xhputAERA2 1
HEUaFC O ARAOER BPEC-2ARBUUBREC

' O FIEAERASRHAT F2Yic O AR UCTAGAT LS
o FAUERT B B HOAADP - 442 O Z# P EkOX@BF7 &aSc
— A COEM@®BR: &P +°q AUEUHEAEASR®HE | AT Re-R 2«
MBEK¥E?P 2PA V¥ Qe CYir OR HAaUSE>P #Pemnj A & 1
afxPhAI=SEj; B AE|iIB SHOXV.QHO] |i XEPV ¥Vl
PHEH a]b(P¥leCNrPesSEk a¥EpReaEENeSHTEN o
' ZAEASE @ SAUEEQ SR YRS afc-2erEh2ugAvi a
1HOHARFAF NI O¥@ER a2 K SA=2RagAS¥HF Fo
. SRCARA VAN <PAACE ¥MERP AR XPRAHSER XA
AERAGAN &aA¥@ER7 e K PeRupk=<a@P@aAalj A v+
—oNrC ONM®SER: ad R P2 AR Ha gk & AAOE®E XN,
' ZAEA T e OSh GERSAOGHENI®ABZABLA Bo ¢ 3200
¥@oWRAH TS YROR BCR, aEZ B PAVYEREWS L O29KNO
- ARLENOOAGHR UG O¥@SE: ad O SAa2RauRMN A" -
SE]0

¥NW# ¥PRFOTPACRA @SR a2 H |s'h AgHBe
®f;z REGHUTR"OHORPAEACK@BE: P =R AP MO
MTFR&Y 4 Bad P F8=A=G C

+P I8 ¥PYAL<E | EAEA¢cOHCT ¥R aCPc-=aSBRE
ADHMAED®! IPCAROGHEY- ik ><E:@PPE O®SYC OSSP,
agyX¥oAAButAEASRpaacocOBEAERASh8G A Al e
OBYDEw | BL¥@O0aq V SMAT & AEO®N 5 C OBNARBPARE
RUAEAR\YAEPUE=<E ! EAEAGROHST T @LAXPEv | ¥@8LLT
COEUXPEOAFXERQ PRI LOGRAIO T OB®BE7 aPc-mo<
—i X Swneer KSHMPC
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2§38 PHSCEAEACK@SR, aPc =St R ADE&LEOC

+AEAc KL -
Label Mean Mean ®f[z
VI¥@&LDE 6.03 5.94 0.09
“AVS8_eA¥pE 6.29 6.12 0.17
+eV1081¥@o&a0 5.70 5.63 0.07
2A V12X @B Bk < 5.67 5.55 0.12
SEV21 ! EBH U 5.32 5.31 0.01
VR<BTSf 5.54 5.45 0.09
VI¥@&LDE 453 4,92 -0.39**
»>{ V8 _ @A¥PE 4.64 4.88 -0.25
23,V108 1 ¥@6&0 477 5.10 -0.33*
2 VI @SB Bk < 4.59 4.84 -0.25
SEV21! MBI U 4.48 4.53 -0.05
VR<BTSf 4.44 4.71 -0.26
VI¥@&BLOE 1.50%** 1.02+** 0.48**
oG V8 _ @AXPE 1.65%** 1.24%** 0.42*
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