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variant weight measurement and service attribute classification)
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Dummy variable regression results

Attribute Dummy-variable regression coefficients
Low performance High performance

1. Quality of products — . lo0*** A20**

2. Functionality of design —.136%** A20*#

3. Customer care —095* A3 **

4. Complaints handlng —.120%%* 036 (ns)

5. Project management —.143F** — 018 (ns)

6. Innovativeness — 028 (ns)
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Penalty and Reward Indices for Employee Satisfaction in Factar1
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2.2.3 AMANANNUSUN9EIU (Partial Correlation) (Pedhazur et al. 1997)
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(Digital) (Electronic Commerce : security risk management and control , Ph.D. Marilyn
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2. nsfuiindenninn (Perceptual  attribute) Wudumaunistszidunaresgtluuunisg

al 9

TN luyuneaesdisinalugduuunialdunnaiu sndoatnady iWeazi sy
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ATUNINTDIFIUNUNT gNAI8N1AazENDIAUNINALINETaETBIBINNT T9lgLLLL

UINFITNNANLAADAINETDY AD 91ANTBIBINIT AAUNITANUAITBIDINNT ATUNN

1
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FAOAUNUINNFIRINNT 484 TegNAIA NN ILLHUAMNINAINETaLAINN91

q
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FrueunsnnFid Geidtan e dLAsaNladAsEa I ATUNINNILENNS  SERVQUAL

2

uuﬂ@vﬂﬁ“]_lﬂ‘iﬂﬂ’)“ﬂ‘ﬂﬂ’]ﬂ?ﬂ&l'\@?ﬂﬂ’]ﬁ‘iﬂﬁ‘w}]ﬂ]ﬂﬂE‘IAﬂ’WWsLuﬁ?ﬂ"mW?‘LI?ﬂ’]?

q

HAADMNIN (Quality Dimensions) Lﬂuﬂmmmm@mﬁu?‘mmmwmvmmmmﬂmﬂm

4 q
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mLuuiﬂiumuuummummnu LW@‘LMmmm‘qu“ mmwmu v Wadenninan

ANINATRLUAIAIUNT m%qm@mum’mﬁﬁmmmmmi Lﬂummmmwmumma‘
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v
%

M@’mﬁanMﬂ’lWﬂ@ﬁU’mﬂ\‘iQMﬂ’]WICﬂH?QN"ﬂ@Qﬁ?ﬂ@ sm’lw,mmmSERVQUAL ICEAT

nsutiRRguiuiu 5 duie AcalFlalé (Reliabity)

NNIRALAURY (Responsiveness) Manuseii (Assurance) AHALandKla
(Empathy)-5azAaNNFL Au(Tangible)

2UULLUINGITHERP UGS (Higher order abstraction) e AduiTieanannnislssiiu
ILALARININIDITFAAAINLAT T TRARA WA 1] Seflpanuulidunasssu lignwnsn
ST Rl CREERRE @mmwmﬁﬁmﬂmmqu (Overall-service' quality ) AHNanala

Tneisanaa9gnAN (Overall customer satisfaction) isaudiusnanslalunistandudn

~

be

(Purchase intention) duiunaduiiessziugaaullaingauninnisisnislnesauuas

punalalpgsananIgn i
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1 v 14
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3.2.1 insasiiadnszauaawnns lianas SulsAn dlrdgaiannsatind
WEBQUAL (Stuart J. Barnes et al. 2002) '

WEBQUAL LﬂuL@‘émﬁ@f?mxﬁu@mmwmﬂﬁu?mivﬁﬂenﬁwmimﬁLﬁﬂm@ﬁﬂz{1’71'
zﬁ’fﬂﬁuuuﬁummm QFD" (Quality function fdéployment) %I\‘lLﬂumzmumﬂuma?zmmz
Apsziidesiel@Ntediiislan (Voice Of Gustomer ,VOC) thiidumbun RN T R AR T
WraUTN19 wartn lilgnisanfiunisetidauilugilossydRr,  Slabey ,1990) Tnedunaunis
UszeneflH QR0 Guadnisszydbmediiiing fedsibuilipmiudasihamesdiiing daanns
4519 Workshop #nuamninty Tnefidnsanie dndnmszauiSoyoynn 6 Au G Workshop
finsvuaunng 3 fumew Aa
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2.mssusandeyamnudiesnistiaanisldnszaiy  Postit T9THUANNAMNARLTIL

sinereagidngan Workshop wianAasuneduasly

8

3.N133ANNIANYANNANAUS (Affinity group) THLNANAALTIULILNTZAN Post-it Ing

wiszinmuasinuuatinasinaiansnnmINANNIMNIEaNT89E 14 59N Workshop

'3
o o ¥

HAAINNI9ALHLNT - Workshop:  Buvialiléadanmuninvianun 54 siade Ndinig

wienguaNAMNANAUS lug i DaaguRu) Afula” (Tree  diagram) uazainiadanmunin

U
P

CeATINNTeeNILILLLUsBRaI NI STl TaRan8-35 Tat1 TntinldaauniutinAnm
izﬁuﬂ?mmﬂmﬁq 6 AU %\‘iwuﬁﬂgﬂﬁd’]LLUU@@UﬂﬁﬂJﬁﬁQ’mﬂWQNWﬂLﬁuiﬂ VRGPS TIPS
uXlagaennsanmnumADLAG (Ovériap) 12 'm JAdaRmNIN 1At819893 N LNAMNATUADININ
mi?i@mﬁmgmm Bailey and Rearson (1988) Delone and McLean (1992) was Strong et

|(1997) memnmmﬁm%ﬁwmmﬁlmuﬁ\amﬁzﬁ“m:rmmmiﬂLLuumw‘mmmmLf'“iuieﬁm“l?mﬂm\i
aan qay Lﬂumumwmmmmmuhm HAY Lﬂmmmumﬂmﬂﬁﬁu (concrete  cues) AW
LLuum@mm”mumﬁmmmmm‘llm (Custom.ers cognitive  structure) N lEmaaade
ATINNLEN 24 18 mmmum“ mmmnﬂivmuma‘mmmmﬂmmmu Faifluarasile

@mmwmmﬁumﬂ WEBQUAL 1.0+

anmemeaeLdigiesila WEBQUAL 1.0 fiugananAdlreidiinnsadnduLy  B2C
(Bussiness to customeﬁ'ﬁu fiNu4N WEBQUAL 1.0 {%ué“mmmmiﬂmamﬁmﬁﬁ@mmw
(Quality dimension)1930174880314AaH (nteraction) Faiuasilansau s eslladnes sy
ADNIW WEBQUAL 2.0 ot ‘Emﬂm?ﬂ?uLuﬁi\iﬁﬁﬂﬁﬁmué’mﬂmmwm??ﬁ'@mﬂﬁmmm
Lﬂ?@qﬁ@@mmw IS SERVQUAL (Pitt.et al. 1995,1997, Kettinger and_Lee, 1997, Van Dyke et

al. 1997) upztiTlinade Ul seen GRS Il R aawladsald

paN1aINNIsATIziiTiadeA 01y WEBQUAL 1.0 uay WEBQUAL 2.0 finudn
WEBQUAL 1.0 suiidasninnlaasulusruiinmuninaesdeys uranadfinnningesnig
anansliiney lwanie? WEBQUAL 2.0 tufiyaiuluduifinmuninaesnisdeanslsney au

°1mmm'}mummm’mmummmmwmmmm mmemﬁmmuummﬂ@:ﬂ@ué’fmﬁﬁ
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@mmwﬁ'Lﬁ'm‘*ﬁfamuL%uiénﬁwmimﬁ%lﬁﬂm@ﬁﬂﬁ‘wmLLﬁiﬁqiﬁﬂi@um@uguum%\mm AINN"3
mfmmuﬁﬁﬂ@mmwmmLﬂ?mﬁ@%mm ﬁW‘]_IfJ"]ZQ’]N”]iE]LLﬁxﬂﬁ'ﬁﬂ@Mﬂ’]W%ﬂﬁNWﬂ’ﬂﬂi&gﬂﬂu 3
NANIAAUNIN Ae HARmuNInaandL s (Site  quality) HARuNIWaedeya (Information
quality) LL@xﬁﬁ@mmwmmmi'ﬁﬂmﬂﬁmu (Service interaction quality) finflueiasiiads
svsuAmnnALleNTTeREnnseTing WEBQUAL 3.0 Tusn deiinainlnaaeutlszyndld
nuAvdulasfilszyaaaulail (Electronic auction « E-auction)
afmmﬁLﬂmzﬁm?mﬁm”m:ﬁuammw WEBQUAL 3.0 Bnass finudnanansauLifin

Ansnweanitly 3 RaAnan wlasdaide o

1. AR INYeIN1s 91 (UsabilityGuality)

N
220

ARnuNNadea (Information guality) |

aa

3. HRRUNNTeINIsAaANs LEsa  (Sefice interaction quality)

M lsLeseadiagiin i WEBQUAL 4 0 2w Ine v denun1muaslAnUNWAIA91

aa

RE S Arun eIy o (Site quallty) Chlat WEBQUALs 0 azdsulaenutly 73 ARINTNTB

v
o

ﬂ’WﬂﬁN’W‘LA (Usability quality) 114 Tu WEBQUAL4 0 Luﬂw’mLﬂummvmumummmum

°IJ?Nﬁqsll‘LI?IﬂﬂﬂJ’]ﬂﬂ'D’]HNN‘ﬂ\‘i‘ﬂ‘ﬂ\‘iQV]’]:WLL’W]@@ﬂLLU‘}.{L’—QJ_,JVLGIW] Gmm\immrm‘wmmqmmimuma‘

aeansmeulszndnenymtuazaeufiolneiaed Davis 1989 uaz Nielsen 1993

ajldumewdmian191es WEBQUAL 1AASH (BRAaNRsWmu1 WEBQUAL1.0 WNw

o

NN1999L9NTaY AT TBADININAINNITANHEUI Workshop  WATNINIINITILATIZIAILLS

A o 1 o

(Factor analysis) L‘Wﬂ“]ﬁﬂ@lllﬂ’)LLﬂiVINﬂQ’]QJ@QJW‘LAﬁﬂu @ﬂV]QVI’Wﬂ’]ﬁ‘VI@@@UﬂUL’]Uiﬁilﬂ‘W’]ﬂM]El

Q

|
a

adnnseiindgluyudre et ftwsegidudadntaliasat aqguaninanaeaivlaiuan
g9uu auAnilueTedednsziugmn v WEBQUAL ©2:0, uay WEBQUAL, 3.0 TuAINATAL
WEBQUALﬁmiﬁwm'ﬂﬂ'Nr}i@Lﬁ'aqﬁf;ﬂm@é’ﬁq%wwmwﬁmmiﬁmjﬁLﬁm%’m LAZHILUNNG
NAFAUNNADILTILTN A TURY 1AW NNINALELAINNATNADAARBININA1LTIB NN
(Content validity) NsnagaLAMNITaNY (Reliability test) auilaqiiuil WEBQUAL 4.0 iy
WEBQUAL  waifuangn lananaiflueriesiiadnszdunguninnisuiniaiulasdnadiasd
a a dl Y o 1 | dl dl A o [ a [~1 L8 a Ce
aLannsatindnldiuetqunsuane d9iasesiadnszaunmunInnisuzniaiulasnn dlasd

alannsatind WEBQUAL4.0 azgn MifluAiniusuuiiiaednsiae
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19797 3.1 WadeuasfifiAmuninAsesiadnssAuAnININ WEBQUAL 4.0 uazunAd N wgsatiayuy

ARARMNANW WadaA1a1 WEBQUAL 4.0 NaPOLL LTI
1.1 find the site easy to learn to operate. Bailey and Pearson1983 , Davis et al. 1989 , Davis 1993,
Ventakesh and Davis 2000.
2.My interaction with the site is clear and Davis et al.1989 , Davis 1993 , Shneiderman 1998 , Ventakesh
understandable. and Davis 2000.
3.1 find the site easy to navigate. Eighmey 1997 , Levi and Conrad 1996 , Nielsen 1999 , Spool
nngldenu
N 4.1 find the site easy to use. | Qavis et al.1989 , Ventakesh and Davis 2000 , Neilsen 1993
(Usaniiy) 5.The site has attractive appearance. Nie'Tsen 2000a , Parasuraman et al.1988 ,Pitt et al. 1995.
6.The design is appropriate to type of site. From WEBQUAL workshops.
7.The site conveys a.sense of competency Parasuraman et al.1988 , Pitt et al.1995 , Zeithaml et al. 1988.
8.The site creates gjpdsitivec-experience f-pr Eighmey 1997 , Moon and Kim 2001 , Nielsen 2000a , White
me. / l‘IL and Manning 1998.
9.Provides accura’t'e in ﬁnation. 4 % ‘ + | Bailey and Pearson 1983, Strng el al.1997 , Wang 1998 , Wand
/: _ — and Wang 1996.
10.Provides believat}éﬁﬁor'matidﬁ. - I'stongetal1997 , Wang 1988, Wand and Wang 1996.
11.Provides timelyﬁforrﬁ;mon._ w, - "_f—“ !3_ai|ey and Pearson 1983 , Strong et al.1997 Wang 1998 , Wand
f'rf ' B <) ;nd Wang 1996.
Y . 12.Provides relevant infojmati_op?d, :l"‘%g?iley and Pearson 1983, Strong et al.1997 Wang 1998 , Wand
AYAUIANT JE Lsiid

(Information)

u|~_".

Land Wang 1996.

13.Provides easy to understéndf'.irriformation o |

o

| Bailey and Pearson 1983 , Strong et al.1997 Wang 1998 , Wand

and Wang 1996_i *J

14.Provides ir%fof"mation at the right level of

detail.

Bailey and Pea_Fseﬁ 1983, Strong et al.1997 Wang 1998 , Wand
and Wang 1996.

15.Presents the information in an appropriate

formaty

Bailey and Pearson 1983 , Chau et al. 2000. DeLone and
Melzean 1992,

nslsimanlunig
13ng
(Service

interaction)

16.Has goodreputation!

AaKer1991 , Aaker and Joachimsthaler 2000 , Akshay and
Monroe 1957 , Cuningham 1966 , Nielsen 1999

17t feels saia to'complete-transaction.

Parasuraman etal. 1988 | Pitt et'al. 1995 , Zeithaml et al.1988.

18.My personal information feels secure

Clark 1999, Cranor 1999, Goodwin 1991 , Hoffman et al 1999

19.Creates sense of personalization.

Gilmore and Pile 2000 , McKenna 2000 , Parasuranman et

al.1988 , Pitt et al.1995 , Schubert and Selz 199, Zeitham| 1988.

20.Conveys sense of community.

Armstrong and Hagel 1996 , Chang el al.1998 , Preece 2000 ,

21.Make it easy to communicate with the

organization.

Bitner et al. 2000 , Jarvenpaa et al. 2000 , Hoffman et al. 1999 ,

Nielsen 2000a.

22.| feel confident that goods/services will be

delivery as promised.

Parasuraman et al. 1988 , Pitt et al. 1995 , Zeithaml et al.1988.




40

Y& o

wnusneun1siAsesiia WEBQUAL4A.0 lidssyndldfianfusesinisnsmasauis
ANNATELANATBEARAMA WA IR g TR A nnsainddae AwinnTse LIRS
\P3R9He WEBQUALA4.0 fiutasasiadnszAunnninnisusnisseivlasinitiadaidnnsetind
dl dl o o dl A o o 4 aa (<3 o a e
2w eliutlauasimuesesiiadnszAunuinnliipsaunaquiiannn weeiulmsdni

alannratinduingeau

3.2.2 iAsasliadnszauAnMnnsUEMistaniuldandadaiannsaiindau

° al al [
LASLULUAINABAINLNEAIURY J

'
=KX A o v

uanwiiaaniATadle dsauAmLN N WEBQUAL @aiivindennuninuasiRAnnIng
|

psaLAgNANNINIALTEdR Il l@Ann T daannIatind19lEnsnalaansssiananninaela

1091 InAAY ATINNLERARTNN L AN R AN NN AT aUNIANNINNTLENS

Tnasanraaivlaindiataliannalindasasyiantsnnaiana lalaa sanduiu Gaiunsnas

wanslasasa i
.
N ol il

¥ :J‘J
3.2.2.1 WULAARIIASIASINHRAMN WIS TAALUSEULILENNS

\A3adnediannsaiingd,(Xiaoni Zhang and Victor R. Prybutok; 2005)

LULANABIHAAAIANN I AIIING ANIINTBNK LS LnATNERANINIWNTLENsuas Tadt
1 dlda a o ¥ v Q a =3 . . . a ?/ d”
F19°) NRENENAN WL laainANWanaly (Satisfaction) waziiandusalalunisgen
(Purchase intentien) AU AU TEEWALAB A Vgating Taazasiasananilsaesgsia Tnad

aa o a dl dl ¥ o g
HAATUNTIN ﬂ%ﬂmemmimmmmmmmu
1. ﬂ’)q&lﬂ"lll’l‘i‘ﬂLLﬁlﬂﬁiﬁﬁiuﬂﬁi‘i‘ﬁlﬂquﬂ'ﬂuﬁ’llﬂ@é (Individual PC skill differences)

AaANLANANTasinEe Tun1s i uaaniamafIasusazAAs T9anaqLunlaann

ai ¥ a g dl ¥ A 1 a T & d’j dl
paunlunslduAeNiames Annlunisldauiasedneguinesildn Tlsunsuiugun
arn190 19 uld GaprnanisanuansnaliilarinasengAnsTNua T AUARLeIE LT INA

1 &
ﬁﬂwxlumﬂ%\mum@uﬁmmé‘rﬁ LLﬁ]ﬂﬁiW\?ﬁﬁuaHﬂ’]u’jqﬂ’]"ﬂzﬁN@ﬁiﬂﬂ'ﬁll’&:ﬁﬂ’)ﬂ’&‘]_l’]ﬂLL@ZF’W’JW&I
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gandrelunisldaruszuuninisiesatisaiannsetind WwasangnAuaeiunisldanu

q

PaNNALAafNAazaINNsn BauinNs eIz ULLTNN st talannsetinglidandndnliiag
Tunnnien AsiuAIRnaFeaNNFAgIuTIWI
H1: A9 ugN1sanansnglunsldanunanfqmasiananadaansaninugzaangune lu

¥ a A ' a a
N5l UITLLLTNTIATRTN e BN NIRINE

2. ﬂ")'lN’&Zﬂ')ﬂﬂ‘l.l’]ilal‘uﬂ’]il%ﬂ’]ﬂ?zﬂﬂ‘iﬁiﬂ’]‘itﬂ?‘ﬂﬂ’]ﬂaLgﬂ‘lll‘i’ﬂ‘ljﬂﬂ( (Electronic

service convenience , E-Service convenience)

AALALLBNTULILENALA8D N 83 A NN salndusan L Imswq dladaiannselind Ae A
|

a 4 1 91 ¥ %

azmanaunglunisldinaningur AN NI WA nivnei a1yl nguslnaasdiesinnsznis

"

T 1
v A

LAUNI mizmim@ﬂmmumm&mum\a sﬁwul,mmhﬂaLﬁﬂm@ﬁﬂﬁﬁummmm?ﬁumw
v ¥ 1 < r U 5 I". j%’/ v 1 X o t% = L3
Feaansldatn999ni3aL e wh AR N LA Y FogaaAnillesaei IR awa dlae
a G a a a 1 1 tﬂ‘ # (R 1 -_.--g! Y [~3 Y a ¥ | :J/ & o

auannsatindiasoyivuinat i atiies winainaslanniuleflunisAumduAisnee i A9

4

1 X vl ~ @ y P2
ﬁ@ﬂﬂ’]?ﬂqqﬂﬂvﬂ'}ﬂ@uqﬂm’]ﬂ“’l@'\ﬂE\l}@‘}'q\‘ﬁvﬂﬁ 'E]']V]lfﬁu ﬂqqmﬁ‘q@L?QIHﬂ’]?L%@N@]@ﬂU?”UU

"—..'

Lﬂ?ﬂﬂl’]ﬂ mnmmﬁ‘fﬂuﬂ’]mum@um mwmmmﬁlumﬂmﬂmuuu ANNTIALEY IUNNIAAA

AuAn ﬁQWN?QﬁLﬁ‘QIMﬂ’W?WWLuuLL@ LLﬂVL?Jﬁ‘j‘ﬂ'j‘ﬁ‘Nm’Nj ‘”'NWJ’]N’N MQﬂ@UWELﬁ@’]u@quﬁﬁurﬂ

mmmmummmmwmmummqLqﬂeﬁmm‘lumﬂqiLmemmwﬂwmmm‘ﬂnm St
mmmuumgmmm
H2 Ao NgdzanaundleansldanussuumBnisezatnaddnnsatlndlaninaldauqnsa
=K 1 a = 1 a @ a
ANNANNAIND A28 NN 7 19 IUT AL UTNNTATRTINEID AN NTA R
H3 : azpanaunalunisldauszuudinisesadnafidnnsandlansnaimaLansaAnNN

ﬂqﬁﬂ?‘ﬂqiﬁl’ﬂﬂﬂﬁ’]ﬁh\‘iﬁuqfﬁﬁ

1 a 1 a a . .
3. ANNInalasaszuuLsn1sIASaINadLanNSaling (Electronic service

satisfaction , E-Satisfaction)

Tunsldusnisasinalaaenaniion §ldEnsiutensasfinanuninndesaszni s

wiantiuagneu Tude ldusnsldiunisuinisudafiazinnisdinduszauminuainisnlunig
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AALAUAINITIHLTNN A UTLIZAUANNAIATSS BIUINLINUIZALANMNAIANTY AAZAAAINN

WenalasianisLidnietiug vnustnfeandrszduaiandafiaziinaonlidnanelauazdenase

1 |
[ %

v !
Tannalunislduinisafesald muienaladaiuiladandnAydsen1suilailnase

ANNANTAUB9gINA FednFusruuuInisiasatiadiannseting veeriuladwa e

AANNTAUNAN LU

4. ANNAelAluNsTanIaKal (Purchase lntention)

ufladeivin Wi lnaf adandsdulunaislnadufuaziiinig uiladetiananis
mwmmmiumﬁﬂmm’mt’ifﬂnﬂ.ﬁuﬁ@iﬂmﬁm%’mﬁumﬁmﬁvﬂﬁﬂﬁﬁimzuuu‘%mﬁ
Lm‘mnﬂﬂl,@ﬂm@uﬂﬁ(Electromc serwce loyalty) (V. A. Zeitham| 1996) TINABLANAUIAUDY
k% d
B3 ‘Em‘lum@mmmmmwmmumnuLquiﬁﬁqummﬂfamﬂm@uﬂm’ #apnnusalalunisgem
a %

mumuu muummfnm@vumummmmnu ﬂ’J’WNW\iW@ﬁlQWﬂﬁ‘VUUﬂ’]?U?ﬂW? LW‘EWV‘MWﬂNUﬁ‘Iﬂﬂ

1®?U ﬂ’)’]NW\‘]W“ﬂI@Iuﬂ’WI‘MU?ﬂ’W??J‘ﬂﬂﬁ‘“"]_lllLL@Q f}u’)@ LWNI‘ﬂﬂ’]@W@ﬂﬂﬂ@”sﬁ‘ﬂﬂ’]@uﬂﬂ‘uu
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o AnAn ! ’
5. AMNLALNNLASL (Perceived risk)

P Y A A a o A o a a = &
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A19797 3.5 Annavade R nuarifAMNWIeATRINedRTEALIATINTIN E-S-QAUL

ARAUNN (Quality dimension)

o

2daAnININ (Quality attribute)

ANNLTZANENN (Efficiency)

1.This site makes it easy to find what | need.

2.1t makes it easy to get anywhere on the site.

3.lt enables me to complete a transaction quickly.

4 Iiformation at this site is well organized.

its pages fast.

big
_[(7.

ple to use.

S me to get on to it quickly.

- N,
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9iThis si ﬁ@ ys available for business.

nd runs right away.

o e

Ite ordered.
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roducts.

P Qs

20. tects 0 @{\Isb-shopping.
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21.1t does not share my personal information with the other

sites.

22.This site protects information about my credit card.
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1. I find the site easy to learn to

operate.

| 7. The site enables me to get on to it..

quigkly.

2. My interaction with the site is

clear and understandable.

3. I find the site easy to;navigatey

1.This site makes it easy ta find what

| need.

4.1t is easy'to navigate on this site.

2. It makes it easy to get anywhere

on the site.

4. | find the site easy to use.

6. The site is simple to use.

1. Using internet make it easy for me to

shop.

5. The site has attractive

6. The site is visually appealing.
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appearance.

6. The design is appropriate to type

of site.

8. The site is well organized.

7. The site conveys a sense of

competency.

3. It enables me to complete a

transaction quickly.

5. It loads its pages, fast.

9. This si is aly

_ \*~{“'

8. The site creates a positive

experience for me.

.!.-, le for
/}

9. Provides accurate information.

10. Provides believable information.

11. Provides timely information. -

12. Provides relevant informatio

13. Provides easy to understand

information.

14. Provides information ati

level of detail.

3
e

. The site seems to be up to date.

0
Y.

4

(&=t

mrl

Q/
s vq EI | ﬁ information about the product and

services for your need/interest is

ion about the product and
services for your need/interest is

sufficient for me to make decision.

15. Presents the information in an

appropriate format.

4. Information at this site is well

organized.

16. Has good reputation.
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17. It feels safe to complete

transaction.

7. 1 am happy with the vendor guarantee

policy.

18. My personal information feels

secure.

20. It protects information about my

Web-shopping.

21. It does not share my personal

information with the other sites

19. Creates sense of

personalization.

20. Conveys sense of community.

21. Make it easy to communicate

with the organization.

22. | feel confident that
goods/services will be delivery as

promised.

1

9. The vendor gives prompt service to

customer.

ol 415
s \
ers « ‘7‘, he
TREDY
- -
14.This sité'makes vailable
e =
e e )
for deli nithi e time
fr F "‘:"'r"!f.-"‘ 4
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17.1t has in stock the items the
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af}

Asainrin:
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1. I find the site easy to learn to operate

1. WuladansnsaFenilunisldanuldlaeds

2. My interaction with the site is clear and

understandable

2. Bulmsadunszandaaulunistinausendneg 14

AT

3. I find the site easy to navigate

3. BulasiiAands lunisadau laaiAnialunigldanvaeg

S AIUMNAIINFBINTT

4.1find the site easy to use 4 3 ladtinudnalunisldeu
5. The site has attractive appearance W | 5 L’%Uiﬁﬁﬁgﬂﬁﬂ‘]ﬂmﬁﬁﬂ@m%
6. The design is appropriate to type of site 6. U lasnn TR nuuLwNNzaNiulszinnaes Vil
7. The site conveys a sense of compe}enéy '1 7. Hulgflanatiannuldsz@nanan
8. The site creates a positive expeﬁéh_c,e fopmé s 8 a0 1 seannns A lsurivig
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10. Provides believable information
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11. Provides timely information
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12. Provides relevant information YRy
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13. Provides easy to understand information‘-—’;"_'
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14. Provides information at the right level of detail-

A4 Al lidaya lussAusaaviauaiiuunzan

15.

Presents the information in.arf._appropriate format
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16. iU laARNT 0 Ae9R

16. Has good reputation
17. It feels safe to complete transagtion 17. ¥uladiacaalsensialunisaiiuganss
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19. Creates sense of persanalization
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WNITYARAKNE LTLEFNNS

20. Conveys sense ‘ot community:

20 "\ Furlap I T s

21. Make it easy to communicate with the organization

o

nu

o

21, Buladiananslunissaseiuganiiulast

22. | feel confident that goods/services will be delivery

as promised

22. Bulada¥epnnuduladnduduarisnisazgnangds
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23. Online shopping is convenience
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24. This website carry the wide selection of products to

choose from
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Customer satisfaction

1 Satisfaction

’\ Performance level
Cupectation level

Dissatisfaction
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Importance index (IMI) = Performance index (PI) x Partial correlation
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