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IPHET ~ RS 5 R (e )~ RIFERNET R TRED - #08 i&%J (ﬁi?%
) ISR T B ﬁ A ff [ [ E'VFF”FﬁfE' ’ Elj?ﬁ : ;ﬁcfﬁﬁl/%?ﬂ— ?E'l AR
A o PR AR (N=120) WHIEE (N=471) RREOais ks » 2
Cronbach's alpha [H@]Eli‘diiff‘ 0.71 o ’grle;,LYt BIRpUP %f’?@ . @ﬁ‘ﬁ@“[’ﬁ@"’
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LR B (N=471)

57— 4% N=245 ST N=226
N % N %
1451
P 117 47.76 112 49.56
EBES 128 52.24 114 50.44
i
%t{ﬁ 117 47.76 149 65.93
L't{ﬁ 128 52.24 77 34.07
Fie
20 )] 61 24.90 52 23.32
20-30 i 106 43.27 111 49.78
30-40 % 59 24.08 51 22.87
40 5l ) F 19 7.76 9 4.04
HERE
BRI 24 9.80 23 10.31
F"J FII2E 60 24.49 59 26.46
AH 131 53.47 124 55.61
TF"JI?}[TLEI"TJ‘}} 30 12.24 30 13.45
RB#r
2.5 ]F N 100 40.82 88 39.46
2.6 F 1-4.5 ﬁ 90 36.73 101 45.29
45%65% 35 14.29 27 12.11
6.5 ﬂTb r_= 20 8.16 10 4.48

(=) FREEIRVIOE ST

EL o EERIEE T 7“4 TR R Fﬁ Y BERIEAR RN IR R AT
(factor analysis) 3%/ HEBEAHE - - lﬂlﬂ EUHE S PR PSR T3
Bvﬁﬁd?ﬁﬂﬁiﬁ}%ﬂf‘?’? 16 R E TpvEp o Sl

.S’?B?{féf%iﬁ%fﬁﬁ?ﬁ EVRI AV EE T ﬁJip . Eﬁlﬂﬁggl NSRS

¥ 3.0 0 pm’— oo lﬁi_[ﬂt FFFJ' FRE|T &Fleert o hE s mEE 1 = 5
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F%FJTEJ:‘J""JFJW% (eg TR PR ST -
235 S PSR MY (RE R
3. éﬁ%@ﬁ I Ak (SR ,Jfﬁjgr (loadings ) A% 0.50 (5! gt ) o

f[E‘[H’“JJI‘éé

4. 55— fEREE! TIFE+Tr%EJ FIT% ) E;% ) ﬁ]ﬁkfiﬂupd%;ﬂfﬁd%-ﬁl
[k E}% 0 (= Eﬁﬂﬂfﬂ F SR t'[|: fE'E:E['iFrTEJW% YN fe
BT 0.5~ fSRHEE I TR R 05 (S ISR )
o ZEJFJW}

(:A> ?J %t VIH‘V7J$G

L TR ETRIA ) L T AR Sy - Pt A
Zl‘aj%%’,ﬁé i+ Cronbach’s alpha fgl@ﬁﬁ jg'[ﬁ'fj%* ﬁ%?l‘[/ Iﬁ@]ﬁjﬁﬁlﬁ (g
0) » aghRE e /éﬁ‘fﬁlﬁﬂﬁﬁﬁ'ﬁ”ﬂﬁﬁ'ﬁj P ISR PSR [ T
ﬁ‘ REE S0 0007 > O RUSE F . (Nunnally, 1978) FRfR = g -
%I[?%E'IE@ Cronbach’s alpha [*] %F FE A 0.6 ‘]/['Jéi > I EJJ? 5’@%}}{"’ -
EEE'FJI‘QI&E’PJF PEETIE Iﬁ f[f?"[ ‘[JWEEWF =T H] e “* |[47F§]}|4 ~ &
FI@NT’?& oA S EERE IR R 'E*] [ ’UF’% TEI# EJIF[@ = N*FFTJII
ARETRIR ) A R Pkt 071 -

= PRI

FIE 7};’314 gJFu FFTJII ’E’TEE ] tﬂﬁrduﬁﬁﬁm % **‘%%@ B SEM
( Structural Equatlon Modeling ) }H””?ﬁg AR E S R [Nk 5T o SEM fil— T
PSR LR SRR AT s LY [Ji%ﬁiﬁf‘ﬁ%@ﬁ—if?}@@@?F&%Jﬁiv[ﬂ%ur%]%[’;7:’
J‘J@ji‘ﬁﬁﬁﬁ?ﬁ—%w T f~*f@mﬂ“fr”ﬁﬁﬁﬂ THUEHFEL o T E AR
PSR A R EOSEITEI R > P )
P % P T JiE[JE%?FEL:W&HF“/p Jif.u%’“ﬁ,\[ [MIP%HF'J SEM 3t 7zt S v
i J PJ'J FREFHEMELSY (measurement model ) b“ﬁ%‘ﬁb“ (structure model ) [*J73
P o ek TR Wﬁf‘@ﬁg? i = J‘Jﬁ?ﬁﬁ{%ﬁﬁipmﬁ@?“ﬂ7 IR YR A
gl o ﬁbf Yo AL SEM TIEIEE e AwkE St S (IR J/'fl@ 550
&+ TR TR A R
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+* IE[F' | SEM &k l—fﬁhﬁﬁﬁj\%ﬁ LISREL » 4 [&TH H ﬁdq’;/ JJT,?J/% ) Lo
}L‘ﬁ?ﬁ Eiﬁ%*'l Iﬁ[ﬂfﬂ S - LISREL Ellﬁi‘ﬁﬁ P EGR R S E ﬁﬁ‘f%”jf]‘%[ IEFI "Fﬁ{
PR SRR HIFE PR -

= RV VAR

BRGSO 8% > 4 ] LISREL RIS S48 » 1> TfS
i}‘ﬁﬂ ; (modification index, MI) fl.H [ g }‘“,Tﬁﬂ@"@r T MIffg A o PSP
]?f(;%—EE[J/gEEEX ]E‘ﬁﬁ R E MI fliAET 3.84 EJ}‘F’[#@’E BAPIE (Joreskog &
Sorbom, 2000) « 1 A AR A RARES U 1 CHEEFIS SE ORI - 55
M) EIJ?F 51— 4t= 577 = Internet 1" ¥ F,Jsr"éj 6 {7 [AlA T - 15
F[FJ‘H 6 FER A A TRl BT IAHE B PR, AV STHRES 6 [f[[ﬁiﬁﬂélﬁiﬂ
TR AR DI L T N T /IR £ e
ri%ﬁjﬁ—ﬁﬁﬁ*r%W@@JE“ﬁ@@wkﬂﬂ*ﬂ3w P@ﬁﬁﬁﬂ
IR - R 5] I ) T

L IS AT B O - SSRERCS ML o
FEfofe @ (91 ¢ NFT- RMR ~ GFI )

BT | (4 A7 6 [ A BRI IR i
K 0.5 |Wf€F}ﬂ§5‘§1?‘ﬁ Ui 'Fif[r[ % (composite reliability ) #3E=Z[ 0.6 FUFFYE o Hi=
1 6 flHIE ﬁi*“ffﬁ PETRE A ARSI 'JIHy QE SR

,E LA E E&EJIH@? Y i > 0B SRR o I ARE T AT
| MI fifi-[ %% 3.84 ElfJ#F?FE! » H EFR@%??‘iﬁggf'/Wi EIfe R (M) ﬁﬂ‘kﬁ’* 0.7 e
CUlfFF=2EY ¢ [55>2.0) - G RPHE A g Q27 e 578 - 1191 - 0
6 [l SN FIIAAE 4835 (3854 (standardized residuals ) ngﬂ I‘iﬁﬁl A 2.58 ORI o
(=) Tl R A

F’?EE' T (dlscrlmmant validity ) f\_}‘“,% ’,?E‘THI ) Bl ?I%I}IE'”JEI [ﬂjﬁg
Eﬁiﬁfﬁ (trait) 4 VA HAEE - I'] LISREL PJF ; [n [[‘W%pl T pTER 35 A
ks iﬂ‘ﬁﬂﬁ‘ﬂﬁ?@ﬁWﬁﬁjﬂﬁS‘F‘ﬂJ% oz F R o i S Fog
rﬁ [[‘fﬁ o T 357, F?ljﬂ\ 0 Biﬁrﬂﬁ?‘@?dﬁliﬁﬂ@:ﬁ?xﬂj P HIRL - *rjﬂ%,[ﬁﬂﬁ’”jﬁ
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Tﬁg[a&fg}[% H B3 il (Bagozzi & Phillips, 1982) < 35/ ﬁtggu [ﬁ{ﬁu@:@?
THEGHIEL [ o RO B 1 (p<05) o JIJRA xﬁﬁtjl’[ﬁ‘*ﬁﬁg | B P I
e R PR e L > F A UL s G i
PHL o IERS B A

AP SRR VBRI GENIA 2 T 55 15 [
Sy P SR A (p<05) o TR A PRI A S JE&HU‘W@ 53
RIS W B SR AR T RPN T [AIAE R BT Y 6 ka0 00
HibFREE R SN LS 6 WA A RS GFT ~ AGFT ~ NFI ~ % CFI
f‘:@gﬁu 0.9 AUfEE - iy = RMR % RMSEA #HIR 7 /1 4% 0.05 £ » B Y

EVSEHAR L TR 2 L -

#.2: ?’Jﬁfiﬁi’:\‘ﬂ % AR T EE WAk o
L TR 2 A 4 TRREE AT ff /AT A

I F L=

¥ (df=25)=184.94, p<0.05 ¥* (df=17)=61.12, p<0.05
4,,=0.78 0,,=0.87

it IRt

x* (df=26)=406.81, p<0.05 x* (df=18)=333.13, p<0.05
0,,=0.94 4,,=0.98

Difference in xz(df:1)=221.87, p=0.05
TR 2 ) AR

Difference in y* (df=1)=272.01, p<0.05

5. k- il /IR AR

F L= F s

x* (df=8)=32.32, p<0.05 ¥ (df=8)=12.34, p<0.05
0,,=0.51 0,,=0.72

e Il

¥ (df=9)=194.10, p<0.05 ¥ (df=9)=191.82, p<0.05
0,,=0.81 0,,=0.92

Difference in ¢ (df=1)=161.78, p<0.05
. F%% (AT S A

Difference in x> (df=1)=179.48 p<0.05
TR 2 1 /R R

+ L

Ll ilEs

x* (df=32)=80.10, p<0.05 x> (df=1)=3.52, p<0.05
$,1=0.69 $,1=0.64

= S

¥ (df=33)=309.41, p<0.05 x* (df=2)=188.63, p<0.05
$21=0.90 $2,=0.88

Difference in xz (df=1)=229.31, p<0.05

Difference in y* (df=1)=185.11, p<0.05

69 -



CEHT B AT PALM BEFS

7. TR S I s = 1%?! $,,=0.74
I el
x? (df=4)=22.57, p<0.05 % (df=41)=1170.04, p<0.05
$,1=0.41 $,,=0.94
e Difference in ¢ (df=1)=227.03, p<0.05
x? (df=5)=234.21, p<0.05 12. Fﬁéﬁ’éﬁﬂ@@-%&%ﬁﬁﬁlﬁj UElEL
$,=0.81 T LB
Difference in x> (df=1)=211.64, p<0.05 x (d£17)=52.92, p<0.05
8. RIS o = - il / ISR A 0,,=0.78
# IGhE Pt
¥ (df=4)=16.00, p<0.05 ¥ (df=18)=308.31, p<0.05
$,1=0.67 $,1=0.94
Bﬂﬁiﬂﬁi?c Difference in x> (df=1)=255.39, p<0.05
x? (df=5)=275.15, p<0.05 13 DRI AL - st ) A
$1=0.94 F g
Difference in y* (df=1)=259.15, p<0.05 x’ (d£21)=372.54, p<0.05
9. M3igA $ = E*J-rﬁ% R A $1=0.47
F g It
x* (df=24)=94.31, p<0.05 ¥ (df=22)=5717.75, p<0.05
0,,=0.76 $,1=0.82
ﬁaﬁu@,ﬂ Difference in x> (df=1)=205.21, p<0.05
x* (df=25)=326.44, p<0.05 14, DHTH AL ST 2 1% ) AR
$2,=0.93 Bt il
Difference in y* (df=1)=232.13, p<0.05 ¥’ (df=1)=4.10, p<0.05, ¢,,=0.45
10 TR 4 2 -2 IV ) AR It
Ll ilEs x? (df=2)=204.43, p<0.05
x> (df=28)=374.98, p<0.05 $21=0.80
0,1=0.37 Difference in x> (df=1)=200.32, p<0.05
T 15, THH [l SEIA S 2 A
x> (df=29)=617.38, p<0.05 H LS
$2,=0.82 ¥’ (df=1)=4.11, p<0.05 , 6,,=0.59
Difference in x> (df=1)=242.4, p<0.05 Fﬂﬁjﬂﬁi?“
11. TS wﬁ@-ﬁi il / TR RHET S A x* (df=2)=111.16, p<0.05
F ﬂﬂﬁjﬂ@?“ $2,=0.95
x> (df=40)=943.01, p<0.05 Difference in X2 (df=1)=108.05, p<0.05

S e
ARG ) ATV BRI R L RUSERGT RS o bR
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TP e R RIS (model fitness) > I ASIS 1 v AR
W%'F»Tam: ( causal effect) ©

Rt s e I R e N e T Ll R T e
P 55 T’? fpmf[uﬁl: S ABYTHIFVPR T T e i ﬁ%M?SMﬁ@:Cﬂ7\@g[g
PRV A B l&fﬁfi’ﬁ“éfiﬁﬁ%@?“ﬁ@%ﬁ PORESSHURLETE T3

] o
( - ) T}[uﬁ:‘h Fl Jﬁfl 7J 7["‘?

A2 Bagozzi & Yi (1988) M Joreskog & Sorbom (2000) p@ﬁlﬁ' C P
T’?‘ﬁ’f' L e "Ui%f'@ﬁ% Adi N R “*ﬁ'&ﬁfdp b B2C B E
Porf LD A A AL e 1D x *=337.09 (p<05) ~ x?/df=2.48 - GFI 0.93 ~
AGFI=0.90 ~ NFI=0.89 ~ CFI=0.93 ~ RMR=0.03 - RMSEA=0.05 - (I 5f U fi' 73 - 25
LRiliiEEar". T i e [y A (p fift) S EEAEEgE > 2 BRIpAR = R E R - R
R A S B TIE lfﬁljiiiH °

(= )Tﬁtﬁb %gqu PO ST

% Internet f B2C EIUEE?’J‘]‘??F:L ) ¢Wﬁ%§l’%ﬁfﬁlﬁ@?ﬁ5ﬁ/ %*ﬁ‘[ﬁkﬁ s o f/[‘ﬁgﬁ' 2
e e PP T EESE L Internet F%ﬁ[’%ﬁf{#[@?ﬁi?c = [yt 2 Age ( @,ﬁ#[ / ﬁﬁﬁ’%’f{#[
: fﬁlfﬁﬁlé FEL A=) e ’Eru[“f%\'%%lf [y r@fﬁ#l/qﬁi’fﬁ#[@ﬁ %’ﬁ'fﬁfﬁﬁ‘%
%Eg CIOEARE o [y TR R s R Y rﬁ?ﬁ"ﬁf{#l@J ° L’HV%!]%? Crosby
=5 (1990) F’?Tﬁj%f% fﬁ,ﬁ#[@ﬁﬁ?ﬁ’f (a9t & gl (R Ejiiﬁ[%ﬁ : Efdl’?ff—’l Fgl N
BB RLIAFPRT po o PEE TR
[ 2 @?E%fﬁ#[ / TS5 %%I’T?FJ Fg', Ry (ZEiEve ) o Al ?‘I‘Z‘:ﬁ’ﬁ%%
Internet iﬁ]ﬁfﬁﬁf@ﬁﬁl@“[’ﬁ[’{’ﬁ% ) iF%E fﬁﬁﬂﬂ Internet %T%f? ,’?’T]EIUF']W@@'F o f'pL
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DA U Yﬁ\ﬁ[*?ﬁ’ﬁ?}ﬁ?ﬁff%ﬁﬁ‘fﬁ%@‘%ﬁ? phEE (N R URRE. o BT U = A
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i FFF*' Fio = PRSI E 8 > 2 B Email — £ PSP L= prmHl
éﬁ:é pLI) “'Tit %5 > RIS HE foﬂ]m@ (Hop L FF) o il ffy
AR FFP:TI Internet {fli ¥ | = @RS @y - IET\#TEHYF' T ~E
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FoRSS 1 ELP IR A1 YT R g -

F 2 B P S  Intemet YFYSH ] SO i 0
AL I B e 3 GRS O LA G IR
F) o A SRR WA $ 0@ (Hig~ Hey W He BHVH) - s
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OERy
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Hi, : :ﬁjmf‘—L s B 0.21* B
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The Relationship Model of Electronic

Commerce for Business to Consumers

Shao-Shiun Chang

ABSTRACT

The main purpose of relationship marketing is to set up the good
coherence among customers. The relationship management between
buyers and sellers has always been the key factor in the success of
business management. It is also the important resources to maintain the
competition advantage. With the shaping of global logistics, the greatest
consideration for business management to take into account has shifted
from efficiency to flexibility. The combination of Internet and
information technology to upgrade enterprise management has become
the great advantage on enterprise competition. Up to now, the study of
the antecedents and consequences of relationship quality for business to
consumer in the Internet virtual environment has been very few. The
main point of this study is to condense the relationship quality model in
the reality environment offered by Crosby, Evans & Cowles (1990).
Besides, Internet safety is included into the original model. The
framework of this study is to include the three-level causal relationships
among antecedent variables (e.g. product / service quality, interaction
intensity, Internet safety), intervening variables (e.g. satisfaction and
trust), consequence variables (customers’ loyalty, future interaction).
The conclusion shows: (1) Product/service quality, interaction intensity,

Internet safety can positively affect relationship quality. (2) Product/
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service quality, interaction intensity can also directly affect the loyalty of
Internet consumers positively. (3) Satisfaction and trust, these two
measurement indexes of relationship quality, will positively affect the
future interaction between Internet stores and consumers. (4) The
satisfaction of Internet consumers can effectively increase the loyalty.

Management implications are discussed.

Keywords: relationship quality model, electronic commerce, structural
equation modeling (SEM), relationship management,

business to consumer (B2C)
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