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ύЎᄔाύЎᄔाύЎᄔाύЎᄔा    
 

    ᆛၡᖼ߈ނԃٰޑԋߏೲࡋΜϩᡋΓǴወᙒޑ୘ᐒ֎ЇΑ೚ӭ୘ৎ઱઱׫Ε

೭΋Бय़ǶਔΠԃᇸΓࢂᆛၡᖼޑނЬाྍ࠼ϐ΋ǴЀܺࢂځႬᜪޑᆛၡᖼނѳ

ѠǴ୘ࠔ൳ЯࢂЬװԃᇸ௼ဂޑѱ൑ǴฅԶᒿ๱୘ৎቚӭǴᝡݾΨ׳уᐟਗ਼Ƕ 

    ၀ӵՖவᆛઠࢎޑᄬ೛ीǵౢࠔឦ܄ǵኳ੝ٽৡձ฻ᅿᅿ੝܄๱ЋǴѐ֎Ї

੃຤ࡌ٠ޣҥޕӜࡋǴฅԶځύΞѸ໪ԵໆډӚᅿόӕޑΓα಍ीᡂኧ܌೷ԋޑ

ቹៜǴჹ୘ৎॺٰᇥঁࢂεୢᚒǶ 

    ӢԜךॺ،ۓаୢ׎ޑڔԄ຾ՉፓࢗǴ೴΋ϩᜪ୔ձόӕޑԃសǵ܄ձǵД

ԏΕ܌೷ԋޑቹៜǴךॺΨ཮ଞჹي਒ޑᒃ϶຾Չೖፋޑ୏բǴ೛ी࣬ᜢୢᚒǴ

ుΕѐΑှ੃຤ޑޣЈ౛གྷݤǴ಍᏾ࡕޣٿளр΋٤่ፕǶ 

ឦࠔύЀаౢځቹៜǴޑۓᖼວཀᜫ཮೷ԋ΋ޑޣჹ੃຤܄ᆛઠ੝ࣁॺᇡך    

ޑᖼວཀᜫޣ੃຤ܭΓα಍ीᡂኧჹܭుᇻǴ٠Ъεࣁ፦ǵሽ਱ቹៜനࠔޑύ܄

ቹៜǶ 
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Abstract 
 

Because of online shopping has grow in a high speed recently, the potential 

business opportunities attract lots of businessmen to join this industry. Young people 

are the most important source of customers, especially in clothing, which their 

products are almost made for younger. However, as the industrialist increase, the 

competition becomes more intense.  

It’s a question for businessmen, about how to establish brand reputation and 

attract customers by the website’s design, product attributes and models, but also 

consider about the influence of different Population statistic variables. 

In this study, a questionnaire survey will be conducted. Convenient samples are 

gathered from friends. 

The expected results is that website characteristics do have more effect on 

purchase intention, and the quality and price affect than the population statistic 

variables . 
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ಃ΋കಃ΋കಃ΋കಃ΋ക        قققق߻߻߻߻    

ಃ΋࿯ಃ΋࿯ಃ΋࿯ಃ΋࿯            ࣴزङඳࣴزङඳࣴزङඳࣴزङඳ    

ᆛሞᆛၡޑදϷǴჹӄౚ஥ٰࡐख़εޑቹៜǴਥᏵࣴزፓࢗȐForreste, 

2009ȑᡉҢ߈ԃٰǴᆛሞᆛၡ٬ޑҔ౗ϷදϷ౗ࢂຫٰຫଯǴவ 1995 ԃޑ 4,500

࿤ΓǴډ 2013 ԃӄౚ٬ҔᆛၡޑΓኧႣ՗཮ၲډ 22 ሹΓǴออஒ߈ 20 ԃޑਔ

໔Ǵᆛၡ٬ҔΓαኧε൯ޑቚуǴ೭໨ፓࢗᡉҢᆛၡ٬ҔΓαޑԋߚࢂߏதזೲ

஥ٰΑ೚ࢂ׳ǴࢲғޑᡂΓᜪׯ೯ǴΨவ೚ӭቫय़ࢬޑၗૻ΢ࢂǶᆛၡό໻໻ޑ

ӭཀགྷόޑډ࿶ᔮว৖Ƕ 

  ӧၗૻࢬޑ೯΢Ǵᆛሞᆛၡޑр౜ᡣၗૻޑ໺ሀౢғख़εޑᡂϯǴό໻ᡣၗ

ǴԶ୯ࣚୢᚒΨӢᆛ܄ϕ୏ޑᚈБޣϷ໺ሀޣගϲΑௗԏ׳ගଯǴࡋ೯ೲࢬޑૻ

ሞᆛၡౢޑғԖ܌੃ѨǶԋҁե༹Ϸ຾ΕምᛖեΨࢂᆛၡޑ΋ε੝ᗺǴᒿ๱ᆛၡ

٬Ҕ౗ගଯаϷՉ୏ᆛၡး࿼ቚуǴ೚ӭϦљҾ཰ݙཀډ೭ᗺǴ઱઱ӧᆛၡ΢ࢎ

೛ᆛઠǴၲډቶ֋ϷՉᎍޑҞޑǴࣗԿӧᆛၡ΢ࢎ೛ᖼނѳѠǴӵ಍΋Ҿ཰ǵۙ

ԽМ໣იǵ၈ࠔਜ۫฻Ǵගٮ੃຤ז׳ޣೲ׳БޑߡᖼނБԄǴ೸ၸᆛၡᒿਔז

ೲޑ໺ሀၗૻǴ֎Ї੃຤ޣǶ 

ಃΒ࿯ಃΒ࿯ಃΒ࿯ಃΒ࿯            ࣴز୏ᐒࣴز୏ᐒࣴز୏ᐒࣴز୏ᐒ    

    ٩Ᏽၗ฼཮ౢ཰௃ൔࣴ܌ز MIC ൔ֋Ȑ2012ȑࡰрǴӢᆛၡ୷ᘵᕉნཇᖿԋ

ዕǴ΢ᆛΓαँઇ 1,500 ࿤ǴམଛѠ᡼ࢬނᡏֹޑس᏾܄Ǵ2010~2015 ԃѠ᡼ᆛ

ᖼѱ൑ೕኳ೴ԃԋߏǴ؂ԃᆢ࡭ऊ 10%а΢ޑଯԋߏ౗ǴႣ՗Կ 2015 ԃѱ൑ೕ

ኳஒԋߏԿ 1.25 ७ǶҗԜё࣮рٰ߈ӢၗૻࣽޑמวၲǴу΢ႝတޑදϷǴᆛ

ሞᆛၡޑว৖ޑ٬ӄౚ΢ᆛΓኧВᅌቚуǴΓᜪޑғࠠࢲᄊᙯᡂǴೱ஥ᖼނಞᄍ

ΨᒿϐׯᡂǴᆛၡ೯ၡޑ੝זࠔ٬ౢ׳܄ೲ௢ቶډ੃຤ޣЋύޑёૈ܄εቚǴ੃

຤ޣ໻ሡ֤ӧৎύջёཛྷ൨ډӄౚ႟ਔৡૻࠔౢޑ৲ǴԶٰ߈ᆛၡ೯ၡӧᆛၡ٬

ҔޣቚуǵҬܰӼӄޑගϲǵᖼࢬނำޑ೛ीᙁϯϷזೲҬ೤฻ޑոΚΠǴᡣຫ

ٰຫӭޑ੃຤ޣᜫཀ٬Ҕᆛၡ೯ၡᖼނǶ 

 ਥᏵᖼނᆛઠ೛ीჹᆛၡᖼނཀᜫቹៜϐࣴزȐഋۗቼǴ2006ȑࡰрǺΓα

಍ीᡂኧǴӵǺԃសǵ܄ձǵ௲ػำکࡋёЍଛ܌ள฻ჹᆛၡᖼວཀᜫ཮Ԗቹៜǹ 

྽ᆛઠቚуᆛઠ੝܄ǴӵǺၗૻᙦ൤ࡋǵջਔ܄฻ஒჹᆛၡᖼວཀᜫԖ҅ӛޑቹ

ៜǶ 

    ќѦǴਥᏵླྀۏᐇȐ2010ȑᆛၡ੃຤ޣᖼວ،฼ϐࣴࡰ่݀زрǺ྽ᆛၡ੃

຤ޣჹౢࠔឦޑ܄୘ࠔѦᢀǵሽ਱фૈຫૈ୼೏ᅈىਔǴຫ཮ቹៜᆛၡ੃຤ޑޣ

ᖼວཀᜫǶ྽ᆛၡ੃຤ޣჹ୍ܺࠔ፦ǵ੃຤ୢᚒǵҬܰၗૻܴዴکᖼࢬނำǴ೭

٤೿཮ቹៜ੃຤ޣᖼວ،฼Ǵ཮ቹៜᆛၡ੃຤ޑޣᖼວཀᜫǶ 

    аεᏢғٯࣁǴനதௗ᝻ޑᆛၡᖼࠔނ໨ܺࣁႬᜪ୘ࠔǴฅԶ౜ϞܺႬᜪᖼ

ᆶౢ܄ஒ௖૸ᆛઠ੝ز؂໔୘۫೿ૈ୼ԋфᕇճǴӢԜҁࣴߚ٠ࠅᆛઠ݅ҥǴނ
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ޣᆛઠ࿶ᔼނႬᖼܺࣁǴ଺่݀ޑزఈૈᙖҗҁࣴ׆ቹៜǴޑჹᖼວཀᜫ܄ឦࠔ

 Ե٩ᏵǶୖޑ

ಃΟ࿯ಃΟ࿯ಃΟ࿯ಃΟ࿯            ࣴزҞزࣴޑҞزࣴޑҞزࣴޑҞޑ    

΋ǵ௖૸ᆛઠ੝܄ჹᖼວཀᜫޑቹៜ 

Βǵ௖૸ౢࠔឦ܄ჹᖼວཀᜫޑቹៜ 

Οǵ௖૸ᆛઠ੝܄Ϸౢࠔឦ܄ჹᖼວཀᜫޑቹៜ 

Ѥǵ௖૸Γα಍ीᡂኧࢂᆛઠ੝܄ჹᖼວཀᜫቹៜޑυᘋӢન 

ϖǵ௖૸Γα಍ीᡂኧࠔౢࢂឦ܄ჹᖼວཀᜫቹៜޑυᘋӢન 

Ϥǵ௖૸Γα಍ीᡂኧࢂᆛઠ੝܄Ϸౢࠔឦ܄ჹᖼວཀᜫቹៜޑυᘋӢન 
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ಃΒകಃΒകಃΒകಃΒക    Ў᝘௖૸Ў᝘௖૸Ў᝘௖૸Ў᝘௖૸    

ಃ΋࿯ಃ΋࿯ಃ΋࿯ಃ΋࿯            ᆛᖼѱ൑ཷݩᆛᖼѱ൑ཷݩᆛᖼѱ൑ཷݩᆛᖼѱ൑ཷݩ    

΋΋΋΋ǵǵǵǵᖼނᆛઠᖼނᆛઠᖼނᆛઠᖼނᆛઠ    

    җၗ฼཮ MIC ၗ਑ᡉҢȐၗ฼཮Ǵ2009ȑǴٰ߈ᆛၡᖼ٬ޑނҔޣ೴ԃ΢ϲǴ

ѱ൑ೕኳΨ೴ޑـᘉ஭ǴځԋߏΚၰࢂΜϩᡋΓޑǴӧ 2008 ԃ 9 ДਔǴම࿶٬

ҔၸᆛၡᖼޑނКډٰٯΑ 32%Ȑѭᅟහ൞ᡏεፓࢗ MI+LI,2008ȑǴ؂ԃϝԖஒ

ܭೀ҅ނǴу΢ᆛၡදϷǵ٬ҔΓα΢ϲ฻চӢǴᡉҢᆛၡᖼߏԋޑΟԋѰѓ߈

΋ঁጲࠁว৖ޑ໘ࢤǴቶࣁΓϐޑᆛၡᖼނѳѠхࡴǺYahoo ፤ǵPchomeǵϺܡ

҆ᝄᒧ฻฻Ƕ 

ΒΒΒΒǵǵǵǵܺႬᜪᖼނᆛઠܺႬᜪᖼނᆛઠܺႬᜪᖼނᆛઠܺႬᜪᖼނᆛઠ    

1.1.1.1. YYYYahooahooahooahoo     ነڻነڻነڻነڻ

    ໡ܭ߁ 1994 ԃ 1 ДബҥǴӧ 1995 ԃ 3 ҅ԄԋҥϦљǶϦљޑᕴ೽೛ҥӧऍ

୯уԀޑහѭॡᅟѱǴബᒤΓླྀࣁठᇻϷ David Filo ӅӕബҥǴ໡ܭܭ߁ 2000

ԃԏᖼѠ᡼ڻޑነઠǶ2001 ԃ 10 Дڻነઠᆶ໡߁Ѡ᡼ٿઠӝࣁٳȠYahoo!ڻ

ነȡǴځග୍ܺޑٮӭၲኧΜᅿǴYahoo ނᆛၡᖼޑޕΓࣁၨࢂҭނነᆛၡᖼڻ

ѳѠǶ 

2.2.2.2. Ϻ҆ᝄᒧϺ҆ᝄᒧϺ҆ᝄᒧϺ҆ᝄᒧ    

    Ϻ҆ᝄᒧᆛၡᖼނѳѠԋҥܭ 2004 ԃǴаВᗬѠܺႬᜪ୘ࣁࠔЬѺǴගٮ

੃຤ޣଯࠔ፦ޑ୘ࠔǴаوӧਔۘࢬՉӾᆄࣁҞ኱Ǵόଶޑ௢рзΓԸҞ΋ཥޑ

ܺႬǴӧ 2006 ԃԋфѺ೷Αόӕޑޑ॥਱Ǵ೚ӭаࢬՉࣁЬႝޑຎ࿯Ҟ઱઱࣬

ऊǴԋф൚ۓΑځѳѠޑ୷ᘵǶ 

3.3.3.3. LLLLativativativativ    

    lativ ӧ 2007 ԃԋҥǴচҁೕჄࢂғࢲҔࠔޑࠔจǴٰࡕӢፓ᏾࿶ᔼБӛǴ

ԋࣁ၀ܺးࠔจޑӜᆀǶlativ аԋࣁଯᔞѳሽܺޑႬࠔจࣁҞ኱ǴӢԜѝаᆛ

ၡᖼࣁނ୤΋ѳѠǴམଛځว৖ཷۺɡ๤፾ऀޑ๱ǵᙁൂޑམଛǴ೴ᅌӧѠ᡼ᆛ

ၡᖼނѱ൑ύѺр΋ТϺΠǶ 

ಃΒ࿯ಃΒ࿯ಃΒ࿯ಃΒ࿯            ᆛઠ੝܄ᆛઠ੝܄ᆛઠ੝܄ᆛઠ੝܄    

    ᆛઠၗૻࠔޑ፦Ԗ܌ৡ౦ǴӢԜᡣ೚ӭࣴޣز໒ۈ૸ፕᆛၡၗૻࠔ፦ޑຑ՗

ЈǴᔈ၀ߞޑނᆛၡᖼܭჹޣҢऩाගϲ੃຤߄߾ǶUrban et al.Ȑ2000ȑ߾ྗ

уமᆛઠޑӼӄ܄ǴΨ൩ࢂჹ੃຤ޑޣᗦد៾ߥៈϷᆛၡҬܰၸำޑӼӄᐒڋǴ

܄ᆛઠ੝ࣁǶParasuraman et al.Ȑ1985ȑᇡ܄ӵǺуஏǵᇡຓǵϷҬֹܰ᏾ٯ

ၗૻाᒿޑٮǺᆛઠග܄Ǵӝਔ܄ǵၗૻᙦ൤܄ǵё᠐܄ख़ाӢનх֖Ǻӝਔޑ

ਔ׳ཥǹё᠐܄Ǻ҅ዴၗૻගૈٮ୼ᅈ࠼៝ىǹၗૻᙦ൤܄ǺкϩၗૻගٮႣំ
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Ǵᆛނ٬Ҕᆛၡᖼډ᝺ޕޣǴ፤ৎाᡣ੃຤ࣁ᠐ǶฅԶǴ໳ඵமȐ2000ȑᇡ᎙ޣ

ઠ੝܄ᔈКځд೯ၡڀ׳Ԗ࣬ჹᓬ༈ǵ࣬৒܄ᆶܰҔ܄Ƕ 

    ԜѦǴၸѐزࣴޑ BakerȿChurchillȐ1977ȑᇡࣁǴڀ֎ЇΚޑኳ੝ٽό

ፕӧቶ֋ᄊࡋǵౢࠔᄊࡋϷᖼວཀკ΢֡՞ᓬ༈ǹPetroshiusȿCrocker Ȑ1989ȑ

ᆶၨࡋቶ֋ᄊޑǴஒᏤठၨ҅य़ٽኳ੝ޑЇΚ֎߄ԖѦڀрऩӧቶ֋ύ٬Ҕࡰ׳

மਗ਼ޑᖼວཀკǶ 

ಃΟ࿯ಃΟ࿯ಃΟ࿯ಃΟ࿯            ౢࠔឦࠔౢ܄ឦࠔౢ܄ឦࠔౢ܄ឦ܄    

    GutmanȐ1977ȑჹࠔౢܭឦۓޑ܄ကࣁǺౢޑࠔѦᢀǵѦࠠ೽ҽаϷӵౢࠔ

੃ٮගૈ܄ឦࠔǵၗ਑฻ǶGrapentineȐ1995ȑౢނуߕޑࠔхးǵᚑՅǵౢޑ

຤ޣЬᢀޑᅈىᆶሡޑ؃Ԗ׎ᆶค׎੝ቻǶ 

ZeithamlȐ1988ȑᇡࣁǴ੃຤ޣ཮ճҔౢࠔឦ܄ጕ઩ٰ܌௢ፕࠔ፦ǶԶҔٰ

ගҢౢࠔࠔ፦ϐឦ܄Ǵёϩࣁឦࠔౢܭϣӧឦک܄Ѧӧឦ܄Ƕ 

1.ϣӧឦ܄ȐIntrinsic Attributeȑ 

ᡏǵᚑՅǵऐ׎ӵǺελǵٯჴሞಔԋԋϩǶޑࠔౢࢂǴ܄ჴᡏឦޑࠔౢࣁ

Ҕࡋ฻฻Ƕϣӧឦ܄ջࢂಔԋౢޑࠔჴሞԋҽǴӢԜځ཮ᒿޑࠔౢޣόӕԶ

Ԗׯ܌ᡂǶ 

2.Ѧӧឦ܄ȐExtrinsic Attributeȑ 

ǴӢԜό཮ᒿيჴᡏҁޑࠔౢܭᜢȐproductȉrelatedȑՠόឦ࣬ࠔౢځࣁ

ѦޑനதᒧҔޣᏢࣁޣຝΟ׎จࠔᡂǶԶሽ਱ǵቶ֋ǵׯ܌όӕԶԖࠔౢޣ

ӧឦ܄ȐZeithamlǴ1988ȑǶ 

    KolterȐ2003ȑᇡࣁόӕ੃຤ޣჹόӕឦ܄Ԗόӕޑख़ຎࡋǴߡஒౢࠔϩԋ 

5ঁቫԛǴϩॊӵΠǺ 

    1.ਡЈճ੻Ǻࡰ੃຤ޣ੿҅ᖼວޑ୷ҁ୍ܺϷճ੻Ƕ 

2.୷ҁౢࠔǺՉᎍΓ঩Ѹ໪ஒਡЈճ੻ᙯඤԋ୷ҁౢࠔǶ 

3.යఈࠔౢ܄Ǻ੃຤ޣයఈ٬Ҕ၀ౢૈ܌ࠔᕇளޑճ੻ރ܈ᄊǶ 

4.Їҙ܄୘ࠔǺՉᎍΓ঩ჹ੃຤ޣගٮԶѦ୍ܺޑϷճ੻Ǵаࡌҥᆶᝡޣݾ

 ৡ౦ϯǶޑ

5.ወӧ୘ࠔǺՉᎍΓ঩Ѹ໪ـࢰᖼວޑޣᕴ੃຤س಍Ǵ៝࠼೯தᇡࣁሡाޑ

ճ੻୍ܺ܈೿ࢂཥޑᐒ཮Ƕ 

ಃѤ࿯ಃѤ࿯ಃѤ࿯ಃѤ࿯            Γα಍ीᡂኧΓα಍ीᡂኧΓα಍ीᡂኧΓα಍ीᡂኧ    

 ቹៜǶޑ཮೷ԋ่݀ࢗ཮ङඳၗ਑ǴჹፓޗჹຝϐঁΓӢનǵ࿶ᔮǵزࣴࡰ

ၸѐࣴࡰزрόӕޑΓα಍ीᡂኧǴٯӵ܄ձǵԏΕǵԃសǵ௲ػำࡋǵႝတ܈

ᆛၡ࿶ᡍதᆶᆛၡ٬ҔϷᖼނ୏ᐒԖᜢ KatzȿAspdenȐ1997ȑǶBhatnagar et al.

Ȑ2000ȑᔠᡍ 1997 ԃѤД GVU ࣁՉނձ཮ቹៜᆛၡᖼ܄٠ว౜ࢗᆛၡ٬Ҕፓޑ

Ъ཮ᒿ๱୘ࠔᡂ୏Ǵ܈܄تܭ،ڗζ഻܄៿বᅿ੝ۓ୘ࠔǶ 

    Kim et al.Ȑ2000ȑว౜ԏΕᆶᆛၡᖼނՉࣁ໔Ӹӧமε҅ޑӛᜢ߯Ƕ



ᆛઠ੝܄ᆶ୘ࠔឦ܄ჹᖼວཀᜫޑቹៜˇˇаܺႬᜪᆛᖼٯࣁ 

                                    8       逢甲大學學生報告 ePaper（2012年) 

Bhatnagar et al.Ȑ2000ȑϷ Bellman et al.Ȑ1999ȑࣣว౜ԃइၨε࠼៝ޑ

ჹܭᆛၡᖼޑނௗڙϷ഻ངำࡋၨଯǶ 

Զ ChildersȐ1986ȑࡰрҗܭᆛၡᖼ߈ࢂނ൳ԃٰཥᑫޑᖼࠠނᄊǴ܌а

੃຤ޣჹܭᆛၡᖼނ࿶ᡍޑԖคǴёૈ཮ቹៜдॺޕޑ᝺॥ᓀǴӢࣁ੃຤ޣჹܭ

᛽Ǵ॥ᓀᒿϐफ़ޕࠔౢޑҥଆፄᚇࡌ৒ܰ׳ᖼວ࿶ᡍਔǴஒޑԖၨӭڀࠔᜪౢࢌ

եǶ 

ՠ Bellman et al.Ȑ1999ȑǵLi et al.Ȑ1999ȑϷ TeoȐ2001ȑ೿ࡰрΓα

಍ीᡂኧჹܭᆛၡᖼނՉࣁѝԖࡐλޑቹៜǶ 

ಃϖ࿯ಃϖ࿯ಃϖ࿯ಃϖ࿯            ᖼວཀᜫᖼວཀᜫᖼວཀᜫᖼວཀᜫ    

Fishbein & AjzenȐ1975ȑᇡࣁཀᜫঁࡰࢂΓவࢌ٣੝ۓՉޑࣁЬᢀᐒ౗ǹ

ஒӕኬ़ۺཷޑғԿᖼວཀᜫǴջΓॺᜫཀ௦Չ੝ۓᖼວՉޑࣁᐒ౗ଯեǶ 

Dodds et al.Ȑ1991ȑࡰрᖼວཀᜫࢂж߄੃຤ޣᜫཀѐᖼວ၀ౢޑࠔёૈ

  ཀᜫ൩ཇεǶޑࠔ᝺ሽॶཇଯǴᖼວ၀ౢޕޑࠔჹ၀ౢޣǴ੃຤܄

೚γैȐ1987ȑࡰрᖼວཀᜫȐPurchase Intentionȑࡰࢂ੃຤ޣჹ᏾ᡏౢ

ϸᔈǴջ܄གޑᅿՉ୏ࢌڗ௦ނޑ኱ࡋჹᄊࢂǴࣁᅿҬܰբࢌғౢ܌ࡕຑሽޑࠔ

੃຤ޣჹౢޑࠔຑሽࠔ܈จᄊࡋǴӆଛӝѦӧӢનᐟวբҔǴߡᄬԋ੃຤ޑޣᖼ

ວཀᜫǶ 

ZeithamlȐ1988ȑǵDodds et al.Ȑ1991ȑǵGrewal et al.Ȑ1998ȑ฻Γ֡

ᇡࣁ੃຤ޣϐᖼວཀᜫ೯தځܭ،ڗӧޕ᝺΢ᕇளޑճ੻ϷሽॶǴջ੃຤ౢޣғ

 ຾΋؁ౢғᖼວཀᜫǶࡕ᝺ሽॶޕ
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ಃΟകಃΟകಃΟകಃΟക        ࣴزБزࣴݤБزࣴݤБزࣴݤБݤ    

ಃ΋࿯ಃ΋࿯ಃ΋࿯ಃ΋࿯            ࣴࢎزᄬࣴࢎزᄬࣴࢎزᄬࣴࢎزᄬ    

  

 

 

 

 

 

 

                                        H4 

                        H1              H5 

                                        H6 

 

 

                              H3 

 

 

 

 

                        H2 

 

 

 

ಃΒ࿯ಃΒ࿯ಃΒ࿯ಃΒ࿯            ࣴزଷ೛ࣴزଷ೛ࣴزଷ೛ࣴزଷ೛    

    ᆛၡᖼނѱ൑ύǴᆛઠתᄽ΋ঁ੃຤ޣᆶ୘ৎޑҬܰѳѠǴऩᆛઠ΢ޑቶ֋

Ϸኳ੝ٽ৖ҢޑՊܺૈᡣ੃຤ޣ΋౳൩ԖӑຝǴ߾཮֎Ї੃຤ޣᖼނǴЪᆛઠᖼ

аܭཀᜫǶ୷ޑނӆԛᖼޣ཮ቹៜ੃຤߾ǴזࡋำᙁൂܰᔉǴр೤ೲࢬၗૻϷނ

΢௢ፕǴҁࣴزଷ೛ H1H1H1H1ǺǺǺǺᆛઠ੝܄ჹᖼނཀᜫޑቹៜᆛઠ੝܄ჹᖼނཀᜫޑቹៜᆛઠ੝܄ჹᖼނཀᜫޑቹៜᆛઠ੝܄ჹᖼނཀᜫޑቹៜǶǶǶǶ    

    ΋ኬౢࠔҁޑيឦ܄Ǵӵࠔ፦ǵሽ਱ǵቷ୘୍ܺ฻ࢂቹៜ੃຤ޣᆛၡᖼނཀ

ᜫޑനЬाӢનǴٯӵ੃຤೭ޣ཮ӢࣁᆛၡౢࠔКჴᡏ۫य़ەߡǴԶᒧ᏷٬Ҕᆛ

ၡᖼނǶ୷ܭа΢௢ፕǴҁࣴزଷ೛ HHHH2222ǺǺǺǺౢࠔឦ܄ჹᖼວཀᜫޑቹៜౢࠔឦ܄ჹᖼວཀᜫޑቹៜౢࠔឦ܄ჹᖼວཀᜫޑቹៜౢࠔឦ܄ჹᖼວཀᜫޑቹៜǶǶǶǶ 

   ၨܰᘤំᡣ៝࠼৒ܰפ൨୘ࠔǵຑሽၨଯޑ୘۫཮ᡣ៝࠼ԖߞЈᖼວдౢޑ

аܭᖼວཀᜫǶ୷ޑགྷाᖼວ࠼٬៝ࢂࣣޣەߡϩᜪၨ၁ಒаϷሽ਱ၨࠔౢ܈ࠔ

ᆛઠ੝܄ᆛઠ੝܄ᆛઠ੝܄ᆛઠ੝܄::::    

ᖼނၗૻ&ࢬำ 

ᆛઠܰҔ܄ 

ኳ੝ٽ 

р೤ೲࡋ 

ቶ֋ 

    ::::܄ឦࠔౢ܄ឦࠔౢ܄ឦࠔౢ܄ឦࠔౢ

 ፦ࠔ୍ܺ

 Ѧᢀࠔౢ

ሽ਱фૈ 

    ᆛઠࠔ፦ 

Γα಍ीᡂኧΓα಍ीᡂኧΓα಍ीᡂኧΓα಍ीᡂኧ::::    

ԃសǵ܄ձǵ௲ػ

ำࡋǵঁΓДԏ

Εǵᆛၡ٬Ҕ࿶ᡍ 

ᖼວཀᜫᖼວཀᜫᖼວཀᜫᖼວཀᜫ    
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΢௢ፕǴҁࣴزଷ೛ H3H3H3H3ǺǺǺǺᆛઠ੝܄Ϸౢࠔឦ܄ჹᖼວཀᜫޑቹៜᆛઠ੝܄Ϸౢࠔឦ܄ჹᖼວཀᜫޑቹៜᆛઠ੝܄Ϸౢࠔឦ܄ჹᖼວཀᜫޑቹៜᆛઠ੝܄Ϸౢࠔឦ܄ჹᖼວཀᜫޑቹៜǶǶǶǶ    

    ਥᏵഋۗቼȐ2006ȑᖼނᆛઠ೛ीჹᆛၡᖼނཀᜫϐቹៜࡰрόӕΓα಍ी

ᡂኧӧᆛઠ೛ीޑຑ՗΢Ԗৡ౦ᆶόӕΓα಍ीᡂኧӧᆛၡᖼວཀᜫ΢Ԗৡ౦Ƕ 

    ᆛઠ੝ޑ္܄ᡂӢࣣ཮ቹៜ੃຤ޑޣᖼວཀᜫǴԶΓα಍ीᡂኧ္ޑᡂӢϐ

ᖼວཀᜫޑޣᡂӢϕԖ࣬ᜢǴஒ཮٬੃຤ޑޣٿࣁӢࢂ߾υᘋӢનǴࣁа཮ԋ܌

ౢғଯեޑৡձǶٯӵǺԃសǵ܄ձǵ௲ػำࡋǵঁΓДԏΕǵᆛၡ٬Ҕ࿶ᡍɡ

рঁܭΓǴஒ཮ჹᖼނၗૻȿࢬำǵᆛઠܰҔౢ܄ғόӕޑᇡޕǶ୷ܭа΢௢ፕǴ

ҁࣴزଷ೛ H4H4H4H4ǺǺǺǺΓα಍ीᡂኧࢂᆛઠ੝܄ჹᖼວཀᜫቹៜޑυᘋӢનΓα಍ीᡂኧࢂᆛઠ੝܄ჹᖼວཀᜫቹៜޑυᘋӢનΓα಍ीᡂኧࢂᆛઠ੝܄ჹᖼວཀᜫቹៜޑυᘋӢનΓα಍ीᡂኧࢂᆛઠ੝܄ჹᖼວཀᜫቹៜޑυᘋӢનǶǶǶǶ    

    Γα಍ीᡂኧύঁޑΓДԏΕᆶሽ਱фૈև҅ӛᜢ Ǵ߯Զ཮೷ԋჹᖼວཀᜫ

ΓДԏΕჹᖼວཀᜫঁޑΓα಍ीᡂኧύࣁଯե཮Ӣޑӵ:ሽ਱ٯυᘋӢનǶޑ

೷ԋቹៜǶ୷ܭа΢௢ፕǴҁࣴزଷ೛ H5H5H5H5ǺǺǺǺΓα಍ीᡂኧࠔౢࢂឦ܄ჹᖼວཀΓα಍ीᡂኧࠔౢࢂឦ܄ჹᖼວཀΓα಍ीᡂኧࠔౢࢂឦ܄ჹᖼວཀΓα಍ीᡂኧࠔౢࢂឦ܄ჹᖼວཀ

ᜫቹៜޑυᘋӢનᜫቹៜޑυᘋӢનᜫቹៜޑυᘋӢનᜫቹៜޑυᘋӢનǶǶǶǶ    

    Γα಍ीᡂኧӧᆛઠ੝ޑ܄ᡂӢᆶౢࠔឦޑ܄ᡂӢҬΰКჹΠ,཮ჹځ೷ԋ

ቹៜԶԋࣁυᘋӢનǶٯӵᆛઠ೛ीၨԖ፦གߥޑᎦܺ܈ࠔးᜪᖼວᆛઠ཮ӢΓ

α಍ीᡂኧ܄ޑձԶჹᖼວཀᜫ೷ԋቹៜǶ୷ܭа΢௢ፕǴҁࣴزଷ೛ H6H6H6H6ǺǺǺǺΓΓΓΓ

α಍ीᡂኧࢂᆛઠ੝܄Ϸౢࠔឦ܄ჹᖼວཀᜫቹៜޑυᘋӢનα಍ीᡂኧࢂᆛઠ੝܄Ϸౢࠔឦ܄ჹᖼວཀᜫቹៜޑυᘋӢનα಍ीᡂኧࢂᆛઠ੝܄Ϸౢࠔឦ܄ჹᖼວཀᜫቹៜޑυᘋӢનα಍ीᡂኧࢂᆛઠ੝܄Ϸౢࠔឦ܄ჹᖼວཀᜫቹៜޑυᘋӢનǶǶǶǶ    

ಃΟ࿯ಃΟ࿯ಃΟ࿯ಃΟ࿯            ࣬ᜢᡂኧϐᏹբࠠۓက࣬ᜢᡂኧϐᏹբࠠۓက࣬ᜢᡂኧϐᏹբࠠۓက࣬ᜢᡂኧϐᏹբࠠۓက    

΋΋΋΋ǵǵǵǵᆛઠ੝܄ᆛઠ੝܄ᆛઠ੝܄ᆛઠ੝܄ 

    ҁࣴزᆛઠ੝܄௦Ҕ Parasuraman et al.Ȑ1985ȑ܌ගрޑᆛઠ੝ޑ܄ख़

ाӢનϷ໳ඵமȐ2000ȑޑ౛ፕǴ܌ᒏޑᆛઠ੝ࡰࢂ܄ᆛઠޑӚᅿၗૻ཮ቹៜ੃

຤ޣᖼޑނཀᜫǴЪᆛઠ٬ҔޑᜤǵܰҔำࡋΨ཮ቹៜ੃຤ޑޣᖼວཀᜫǶ 

    ᆛઠ੝܄ϐᄬय़߾௦Ҕ BakerȿChurchillȐ1977ȑǵParasuraman et al.

Ȑ1985ȑǵPetroshiusȿCrockerȐ1989ȑϷ໳ඵமȐ2000ȑϩࣁѤঁᄬय़Ǵᄬ

य़΋ࢂᖼނၗૻ&ࢬำǴջࣁ୘ֹࠔ᏾ૻޑ৲ǵ፤ৎϐङඳၗ਑аϷ੃຤ࢬޑำǴ

ऩ੃຤ૈޣளډ೭٤ᙦ൤ޑၗૻǴ཮٬੃຤ޣԖཀᖼວҁౢࠔǶᄬय़Βࢂᆛઠܰ

Ҕ܄Ǵࡰᆛઠ٬ҔޑȨБߡȩǴЬाа٬Ҕϟय़ǵΠၩ৒ܰำࡋǵࢂց৒ܰೱ่

฻ࣁຑ՗኱ྗ Retting & LaGuardiaȐ1999ȑǵSmithȐ1997ȑǶᄬय़Οࢂኳ੝ٽǴ

ኳ੝ٽӧՊܺՅፓޑམଛǵᎳ ǵࠠ֩ ৒Ǵ᏾ᡏޑᢀགჹ੃຤ޣຎ᝺གࢂڙख़ाޑǶ

ᄬय़Ѥࢂቶ֋Ǵࡰቶ֋܌և౜ޑკႽǵङඳǵᚑՅǵ኱ᚒǴёаಃ΋౳֎Ї੃຤

 ҞӀǶޑޣ

    ԜѦǴҁࣴزᇡࣁǴр೤ೲࡋҭߚࢂதख़ाޑǴ੃຤ޣ೿׆ఈૈᅰזԏډᖼ

ວౢࠔǴёааϺኧຼ܈ኧ଺ࣁ୷ྗǴЪӧۓࡰය໔ϣஒౢࠔଌၲ੃຤ޣЋύǴ

ӢԜќቚуᄬय़ϖǴр೤ೲࡋǶ 
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ΒΒΒΒǵǵǵǵౢࠔឦࠔౢ܄ឦࠔౢ܄ឦࠔౢ܄ឦ܄    

    ҁࣴࠔౢزឦ܄௦Ҕ GutmanȐ1977ȑϷ ZeithamlȐ1988ȑ܌ගрࠔౢޑឦ

хးǵᚑՅǵޑࠔѦᢀǵѦࠠ೽ҽаϷӵౢޑࠔౢࢂ܄ឦࠔౢޑᒏ܌౛ፕǴޑ܄

ǵၗ਑฻Ǵౢނуߕޑࠔౢ  ፦ϐಔӝǶ܄Ӛ໨੝ቻϷޑѦᡉᆶϣᡉࠔౢࢂ׳܄ឦࠔ

 ᐇȐ2010ȑǵԙ߷ӹȐ2012ȑǵഋۗቼȐ2006ȑǵۏ௦Ҕླྀ߾ϐᄬय़܄ឦࠔౢ    

Parasuraman et al.Ȑ1985ȑکLee et al.Ȑ2005ȑϩࣁѤঁᄬय़Ƕᄬय़΋ܺࢂ

੃ࣁ፦ࠔParasuraman et al.Ȑ1985ȑǴջ୍ܺکᐇȐ2010ȑۏ፦ǴਥᏵླྀࠔ୍

຤ޣයఈ୍ܺޑНྗᆶჴሞག୍ܺޑڙНྗ࣬ϕКၨ܌ள่ޑ Ǵ݀྽੃຤ޣᇡࣁ

ᖼނᆛઠ፤ৎჹ੃຤ޣΜϩᘶᇮǵᖼނᆛઠޑຑሽࢂॶளޑ܄฻฻Ӣનࣣ཮٬੃

຤ޣԖཀᖼວҁౢࠔǶᄬय़ΒࠔౢࢂѦᢀǴҁࣴزᇡࣁ΋໨ౢࠔѦޑ߄ӳᚯ཮ቹ

ៜ੃຤ޑޣᖼວཀᜫǴᖐٰٯᇥǴӧວՊܺਔǴᖼວޣ཮໼ӛܭᖼວკਢၨᅆߝ

཮ၨԖ੝Յޑ୘ࠔǴԶڻߚ౦ޑബբࠔǶᄬय़Οࢂሽ਱фૈǴਥᏵBiswasȿBlair

Ȑ1991ȑکዐܴӄȐ2009ȑǴୖԵሽ਱ࡰࢂ੃຤ޣЈύჹౢࠔሽ਱ޑ፾ᔈНྗǴ

੃຤ޣ૶Ꮻ္Ҕٰکჴሞ୧ሽКၨޑሽ਱Ǵሽ਱ᗋԖϩߦᎍሽ਱Ǵ྽፤ৎ୘ࠔӧ

଺फ़ሽ܈рమ฻੝ۓਔࢤǴ੃຤߾ޣ໼ӛܭᖼວ׳ӭǶᄬय़Ѥࢂᆛઠࠔ፦ǴୖԵ

AladwaniȿPalviaȐ2002ȑǴLee et al.Ȑ2005ȑஒᆛઠࠔ፦аೌמ፾྽܄ǵϣ

৒ࠔ፦ǵ੝ۓϣ৒کѦᢀѤ೽ϩᑽໆǴᆛઠගٮख़ाޑᆛઠ୘ૻࠔ৲ǵమཱޑᆛ

ઠᏤំǵջਔޑጕ΢୍ܺس಍کӼӄޑᆛઠҬܰس಍฻฻Ǵࣣ཮٬੃຤ޣԖཀ٬

Ҕҁᆛઠᖼວ୘ࠔǶ 

ΟΟΟΟǵǵǵǵΓα಍ीᡂኧΓα಍ीᡂኧΓα಍ीᡂኧΓα಍ीᡂኧ    

    ҁࣴز௦Ҕ KatzȿAspdenȐ1997ȑǵBellman et al.Ȑ1999ȑǵLi et al.Ȑ1999ȑ

Ϸ TeoȐ2001ȑϐࣴۓزကǴόӕޑΓα಍ीᡂኧǴٯӵ܄ձǵԏΕǵԃសǵ௲

ǵႝࡋำػ တ܈ᆛၡ࿶ᡍதᆶᆛၡ٬ҔϷᖼނ୏ᐒԖᜢՠӧࣴزύ೿ࡰрΓα಍

ीᡂኧჹܭᆛၡᖼނѝԖࡐλޑቹៜǶ 

    Γα಍ीᡂኧϐᄬय़௦ҔKwak et al.Ȑ2002ȑǵFranȿGrady Ȑ1995ȑǵVerhoef

ȿLangerakȐ2001ȑϩࣁΟঁᄬय़Ƕᄬय़΋ࣁᆛၡ٬Ҕ࿶ᡍǴ੃຤ޣѸ໪ڀഢ୷

ҁޑᆛၡ࣬ᜢૈמωૈ຾ՉᆛၡᖼނǶࣴزჹຝჹܭ୷ҁᆛၡ࣬ᜢૈמȐٯӵǺ

٬ҔᘤំᏔᆶ E-mail Ƕᄬࡋᏹբำޑᆛᖼܭჹޣ཮ቹៜ੃຤ࡋዕ஼ޑΚȑૈޑ

य़Βࣁ੃຤ޣԏΕᆶᆛᖼ໔҅ޑӛᜢ߯ǴਥᏵ Li et al.Ȑ1999ȑک Bellman et 

al.Ȑ1999ȑࡰрԏΕၨଯޑ੃຤ޣǴၨԖёૈԋࣁᆛၡᖼޑނத࠼ǴϸϐԏΕ

ၨϿޑ੃຤ޣᐒ౗߾ၨեǶᄬय़Οࣁᇡޕਏ੻Ǵᆛၡᖼނჹε೽ϩޑ੃຤ٿޑޣ

εᓬ༈ࣁ࿯࣪ਔ໔ϷБࡋߡǶߡճத೏ຎࣁቹៜᆛၡᖼނ،฼ޑख़ाϡનǶKim 

et al.Ȑ2000ȑдॺว౜Ԗਔ໔ᓸΚғࠠࢲᄊޑΓ཮Кၨ໼ӛܭᆛၡᖼٰނ෧Ͽ

ੁ຤ਔ໔Ƕ 
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ѤѤѤѤǵǵǵǵᖼວཀᜫᖼວཀᜫᖼວཀᜫᖼວཀᜫ    

    ҁࣴزᖼວཀᜫ௦Ҕ ZeithamlȐ1988ȑǵDodds et al.Ȑ1991ȑǵGrewal et 

al.Ȑ1998ȑ฻Γ֡ᇡࣁ੃຤ޣϐᖼວཀᜫ೯தځܭ،ڗӧޕ᝺΢ᕇளޑճ੻Ϸ

ሽॶǴջ੃຤ౢޣғޕ᝺ሽॶࡕ຾΋؁ౢғᖼວཀᜫǶ 

    ᖼວཀᜫϐᑽໆ߾௦ҔWhitlark et al.Ȑ1993ȑୢޑ໨Ǵ၌ୢᖼວޑ੝܄Ǵ

٠а׵լ੝ϖᗺຑໆЁࡋǴϩձࣁǺ΋ۓ཮ᖼວǵёૈ཮ᖼວǵ܈೚཮ᖼວ܈೚

ό཮ᖼວǵёૈό཮ᖼວک΋ۓό཮ᖼວᄬय़Ƕ 

ಃѤ࿯ಃѤ࿯ಃѤ࿯ಃѤ࿯            ࣴزჹຝࣴزჹຝࣴزჹຝࣴزჹຝȿȿȿȿܜኬБܜݤኬБܜݤኬБܜݤኬБݤ    

    ӧࣴزБݤ΢ǴаᆛၡୢڔፓࣁࢗЬाБݤǴᇶаೖፋيᜐᒃ϶ჹᆛၡᖼނ

Ьࣁձբ܄ቹៜǴаԃសޑ܄ឦࠔаϷ୘܄੝ޑǴ௖૸ᆛઠόӕـаϷཀݤ࣮ޑ

ा୔ϩǴࣴزόӕޑΓα಍ीᡂኧჹᆛઠ੝܄Ϸ୘ࠔឦޑ܄ቹៜΚǴቹៜځᖼວ

ཀᜫࢂցӢόӕᡂኧԶԖόӕׯޑᡂǴׯځᡂޑ൯ࡋελ฻฻Ƕ 

    җܭ௦ڗᆛၡวޑڔୢܫБԄǴܜڰኬჹຝคݤჹځज़ڋǴႣीวܫ 300 ҽ

຾Չ಍ीǶམଛೖፋຼځΓα಍ीᡂኧጄൎǴჹޑᒧрႣ೛ࡷࡕڔǴӣԏୢڔୢ

ᎁᒃܻӳ϶ǴаᙁเޑБԄளڙޕೖፋΓჹܭᆛၡᖼݤ࣮ޑނǶ᏾ӝٿᅿБԄᕇ

ளޑၗૻֹԋԜԛࣴزǶ 

ಃϖ࿯ಃϖ࿯ಃϖ࿯ಃϖ࿯            ಍ीϩ݋಍ीϩ݋಍ीϩ݋಍ीϩ݋    

ҁࣴز௦ҔΠӈϩ݋БԄ: 

΋΋΋΋ǵǵǵǵ௶ॊ܄಍ी௶ॊ܄಍ी௶ॊ܄಍ी௶ॊ܄಍ी    

    ӧϩޑ݋ၸำύதஒၗ਑ϩࣁೱុϷᜪձၗ਑Ǵଞჹೱុ܄ၗ਑ǴёаճҔ

ѳ֡ኧǵύՏኧϷ౲ኧ฻ٰᕕှၗ਑ޑ໣ύᖿ༈ǴճҔ኱ྗৡǵѤϩՏຯϷӄຯ

฻ٰΑှၗ਑ޑϩණ܄ǴΨёаᙖ๱നεॶϷനλॶٰ࣮ၗ਑ޑϩѲࢂցϟӧӝ

౛ޑጄൎϣǴᗋࢂԖᒡΕᒱᇤ฻ୢᚒǶଞჹᜪձၗ਑Ǵ߾தаঁኧϷԭϩКٰ߄

Ңၗ਑ޑϩѲ௃׎Ƕӧҁࣴزύ٬Ҕ௶ॊ܄಍ीϩ݋ᆛઠ੝܄ჹᖼວཀᜫޑቹ

ៜǵౢࠔឦ܄ჹᖼວཀᜫޑቹៜǴ຾ՉԛኧϩଛǵԭϩКǶ    

ΒΒΒΒǵǵǵǵࡋߞϩࡋߞ݋ϩࡋߞ݋ϩࡋߞ݋ϩ݋    

ჹӕ΋ჹຝख़ፄෳݤБޑ௦ҔӕኬࡰࢂǴѬ܄ȐReliabilityȑջё᎞ࡋߞ    

ໆਔ܌ள่݀ޑ΋ठ܄ำࡋǶҁࣴز௦ҔୢڔፓࢗǴୢࡋߞޑڔϩ݋௦Ҕ

Cronbach͉߯ኧǶ 

ΟΟΟΟǵǵǵǵਏࡋϩ݋ਏࡋϩ݋ਏࡋϩ݋ਏࡋϩ݋    

  ਏࡋȐValidityȑջԖਏ܄ǴѬࡰࢂෳໆπ܈ڀЋૈࢤ୼ྗዴෳр܌ሡෳໆޑ

ϩٰࡋᄬਏࡌॺ௦Ҕךа܌೭൳ঁᡂኧ೿Ԗӳ൳ঁᄬय़ǴޑزǶҁࣴࡋำޑނ٣
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    ᄬय़Ƕޑॺך݋

ѤѤѤѤǵǵǵǵӢનϩ݋Ӣનϩ݋Ӣનϩ݋Ӣનϩ݋    

        Ӣનϩ٩ࢂݤ݋Ᏽϩࡰ݋኱ᆶځቹៜӢનޑᜢ߯Ǵவኧໆ΢ዴۓӚӢનჹ

ϩࡰ݋኱ቹៜБӛکቹៜำޑࡋ΋ᅿБݤǶҁࣴز௦ڗ௖઩ޑ܄Ӣનٰϩ݋Ǵᆛ

ઠ੝܄ჹᖼວཀᜫޑቹៜǵౢࠔឦ܄ჹᖼວཀᜫޑቹៜǶ௦ҔЬाЬाԋϩӢન

ϩ݋຾ՉӢનϩ݋ǴځҞޑӧԵᡍໆࡌޑ߄ᄬਏࡋϷմନό፾Ҕள໨ҞǶ    

ϖϖϖϖǵǵǵǵӭϡ଑ᘜϩ݋ӭϡ଑ᘜϩ݋ӭϡ଑ᘜϩ݋ӭϡ଑ᘜϩ݋    

    ਥᏵ MBA ඵ৤Ȑ2009ȑۓကӭϡӣᘜϩ݋ႣෳݤǴࡰࢂ೯ၸჹٿ΢ঁٿ܈

а΢ޑԾᡂኧᆶ΋ঁӢᡂኧ࣬ޑᜢϩ݋ǴࡌҥႣෳኳࠠ຾ՉႣෳޑБݤǶ྽Ծᡂ

ኧᆶӢᡂኧϐ໔Ӹጕ΢܄ᜢ߯ਔǴᆀࣁӭϡጕ܄ӣᘜϩ݋Ƕ 

ϤϤϤϤǵǵǵǵυᘋਏ݀ϐϩ݋υᘋਏ݀ϐϩ݋υᘋਏ݀ϐϩ݋υᘋਏ݀ϐϩ݋    

    Ψࢂ௦Ҕӭϡӣᘜϩޑ݋БԄ຾ՉǶ    

 

ಃϤ࿯ಃϤ࿯ಃϤ࿯ಃϤ࿯            Ⴃය่݀ᆶ่ፕႣය่݀ᆶ่ፕႣය่݀ᆶ่ፕႣය่݀ᆶ่ፕ    

΋΋΋΋ǵǵǵǵႣය่݀Ⴃය่݀Ⴃය่݀Ⴃය่݀    

     ଞჹᆛઠ੝܄Ǻ೸ၸҁࣴڔୢޑزፓࡕ่݀ޑࢗǴךॺႣය཮և౜ቶ֋ჹ

੃຤ޣቹៜ࣬ࢂ྽ख़ाޑǴ२Ӄ੃຤ޑޣຎ᝺ག۔཮೏ቶ֋܌֎ЇǴӆډ࣮ޣኳ

੝ٽаϷي΢ޑ୘ࠔǴ཮ݙཀډҁᖼނᆛઠǴӢԶ཮ᗺ຾ᆛઠᖼނǴӆу΢ᆛઠ

ᖼނၗૻϷࢬำᙁൂܴᕕǴЪΠൂس಍ܰҔǴӢԜ੃຤ޣ৒ܰፂ୏ᖼނǴऩ୘ࠔ

ૈӧۓࡰයज़ϣԏډǴ཮ᡣ੃຤ޣቚуӆԛᖼວཀᜫǶ 

    ଞჹౢࠔឦ܄Ǻ೸ၸࣴزፓࡕࢗǴךॺႣය੃຤ޣ཮ӢޑࠔౢࣁѦӧሽॶа

Ϸᆛઠ๏ΓޑᢀགԶቹៜᖼວཀᜫǶٯӵǺԖٿҹՊܺǴ΋ҹՊܺКၨᅆߝǴќ

΋ҹՊܺࡐࠅႽाӣԏޑՊܺǴ੃຤ޣ྽ฅ໼ӛܭᖼວᅆޑߝՊܺǹΞٯӵǺӕ

ኬޑՊܺǴՠӧٿৎόӕ۫ޑ೿Ԗ፤ǴA۫ሽ਱ၨەߡЪᆛઠϩᜪమཱǴB۫ሽ਱

ၨ຦Ъᆛઠᕷፄόܰ൨פ୘ࠔǴ੃຤ޣ౛܌྽ฅ཮ᒧ᏷A۫ᖼວǶ 

    ଞჹΓα಍ीᡂኧǺ࿶ၸࣴزԋ݀ҬΰКჹࡕǴךॺႣයࣴࣁ่݀زᆛၡ٬

Ҕ࿶ᡍϷঁΓДԏΕӧΓα಍ीᡂኧύჹᆛၡᖼނԖၨεޑቹៜ。ჹᆛၡၨࣁΑ

ҺϷߞᜫཀࣁ཮ၨޣคᆛၡ٬Ҕ࿶ᡍܭ᝺॥ᓀ࣬ჹޕਔǴނӧᆛၡᖼޣ੃຤ޑှ

ᖼວǹԶঁΓДԏΕჹܭᆛၡᖼނԖၨமε҅ޑӛቹៜ。ՠӧ೽ҽ่ࣣ݀زࣴޑ

ᡉҢΓα಍ीᡂኧჹܭᆛၡᖼނѝԖၨ༾১ޑቹៜ。 

    ଞჹᖼວཀᜫǺךॺႣය΋٤ᡂኧǴӵǺᆛઠܰҔ܄ɡӵ݀ᆛઠБ٬ߡҔǵ

ᙁൂܴᕕǴஒ཮ඹ੃຤࣪ޣΠόϿޑഞྠǴଶ੮ӧᆛઠޑਔ໔཮࣬ჹගଯǴౢࠔ

Ѧᢀɡࢂ੃຤ޑࠔౢډ࣮ޣಃ΋౳གڙǴԜਔགޑࡋڙӳᆶᚯஒ཮Ԗޔௗޑቹ
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ៜǴр೤ೲࡋɡӵ݀р೤ೲࡋϼᄌǴᏤठ੃຤ޣѨѐऐЈǴٗሶӆᖼວޑᐒ౗΋

ցࢂǴࠔ୘ޑᖼວᚐѦሡ؃ޣ཮εεफ़եǴঁΓДԏΕɡԏΕଯե཮ቹៜ੃຤ۓ

ૈ୼ॄᏼǶךॺႣය೭٤ᡂન཮ჹᖼວཀᜫԖၨεޑቹៜǶ 

ΒΒΒΒǵǵǵǵ่ፕ่ፕ่ፕ่ፕ    

    ୷ܭ΢ॊႣය่ࣴز Ǵ݀ךॺᇡࣁᆛઠ੝܄ჹ੃຤ޑޣᖼວཀᜫԖ΋ۓำࡋ

നεᜢᗖӢޑᖼວཀᜫޣቹៜ੃຤ࢂ߾፦Ϸሽ਱ࠔޑࠔύ୘܄ឦࠔቹៜǶౢޑ

નǶԶҁࣴزႣයΓα಍ीᡂኧჹ੃຤ޣᖼວཀᜫ٠ؒԖϼεޑυᘋਏ݀Ƕ 
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ಃѤകಃѤകಃѤകಃѤക        ୖԵЎ᝘ୖԵЎ᝘ୖԵЎ᝘ୖԵЎ᝘    

ύЎЎ᝘ύЎЎ᝘ύЎЎ᝘ύЎЎ᝘ǺǺǺǺ    

ԙ߷ӹȐ2012ȑǴሽ਱שԌᆶज़ߦ܄ڋᎍჹޕ᝺ࠔ፦کᖼວཀᜫϐቹៜǴ఩Ԣε   

  Ꮲ୯ሞҾ཰Ꮲسᅺγ੤ᏢǶ 

ഋۗቼȐ2006ȑǴᖼނᆛઠ೛ीჹᆛၡᖼނཀᜫϐቹៜǴ఩ԢεᏢҾ཰ᆅ౛ࣴز 

 ᅺγፕЎǶ܌

೚γैȐ1987ȑǴᆅ౛ᏢǴܿ๮ਜֽрހǶ 

஭ε౳࿊࣮ᆛၡᖼނ౜ݩȐ2008ȑǴഩ๎൞ᡏຼൔǴ461 යǶ 

໳ඵமȐ2000ȑǴȨቹៜ௦ҔᆛၡᖼނӢનϐࣴز—аᆛၡਜ۫ٯࣁȩǴ୯ҥ 

ύѧεᏢၗૻᆅ౛ᏢسᅺγፕЎǶ 

 ୯ሞҾسǴ఩ԢεᏢ୯ሞຩܰᏢزᖼວ،฼ϐࣴޣᐇȐ2010ȑǴᆛၡ੃຤ۏླྀ

཰Ꮲᅺγ੤ᅺγፕЎǶ 

ዐܴӄȐ2009ȑǴᆛၡᖼୖނԵሽ਱ᆶߦᎍ௃ნჹᖼວཀᜫޑቹៜɡቶ֋жقΓ 

ՉᎍຑፕǴ6 زυᘋᡂኧϐࣴࣁ     ڔ 4 යǶ 

मЎЎ᝘मЎЎ᝘मЎЎ᝘मЎЎ᝘ǺǺǺǺ    

Aladwai,A.M.&Palvia,P.C.Ȑ2002ȑ. Developing and validating an instrumentfor 

measuring user-perceivwd web quality, Information and Management,39, 

pp.467-476. 

Baker, Michael J. and Churchill Jr, A. GilbertȐ1977ȑ. The Impact of Physically 
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