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Abstract

The emergence of artificial intelligence has changed the way customer experience
services. And how to make intelligent customer service accepted by the public is need
to be discussed. Therefore, this study is Exploring Continuance Intention of Intelligent
customer service: based on Expectation Confirmation Theory and Trust. This study
used a questionnaire survey, which was conducted by a group of people who had not
used intelligent customer service and collected 258 valid samples. The study contains
descriptive statistics analysis, reliability analysis, validity analysis, and structural
equation model analysis. The results show that perceived usability, usability
confirmation, perceived usefulness, and usefulness confirmation determined user
satisfaction with intelligent customer service. And usability confirmation and
usefulness confirmation along with trust predicted continuance intention. In conclusion.
One is usability and usefulness are important factors for continuous use of intelligent
customer service. Second is satisfaction is important for trust in intelligent customer
service. The other is trust is important for continuance intention in intelligent customer
service. Some recommendations are made as follow: 1. Intelligent customer service
humanized dialogue mode to generate emotional communication. 2. Continuously

optimize the intelligent customer service system to maintain user satisfaction.

Keywords: Intelligent customer service, Expectation Confirmation Theory, Trust,

Continuance Intention
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FHEZCBAREAEENNY > EmAELEIRE - B A AR NELE
& FRI AT =4

(1) &2 B IMBHREHE LT oA 0 €% 4 8 % FaE B (Negative
Disconfirmation) > & @ RAEZGEAERHE » KR AR EDHEEE - A B@R

EREERG ST ESK ReBRAEHFEALUM TR -

(2) & &SRB RE L 0 G ST — Bk 0F > @ & 4 # 3(Confirmation) * +.4% & &
R -

(3) & & b R BB 1Z 00 S th TR ER ST & & 4 IE &) R #E3%(Positive
Disconfirmation) * E &) FAEZ G E AR E » MM ARG DEEE - AW > B RE

WAORERG  EHARETERS > AeEALABRSOEBEERHA -

Bhattacherjee(2001a)4k i ECT RAEH B MA hehi5E 3 M > B T1S B2 B4
1# A # X, | (A Post-acceptance Model of IS Continuance) » LI 3w4% & /2 3 A f8 B 3 4 457
RE BT > A RFR G MA A Ao IR F 6 4F 48 Sk #712 A (Bhattacherjee, 2001a;
Bhattacherjee& Premkumar, 2004; Chiu et al., 2005)#u % & & (McKinney, Zoon& Zahedi,

2002) °

A BIH IR 46 0 27 7K S0 FE 3% 4% A (Oliver, 1980) » Bhattacherjee(2001a)84 IS 4 % 14 4%
BHRABKXZ EARRZONY > RLRE = EeGEMy > F—EARNABEATSRY
(D) Fe o BERQ)FTFROBE TR O EER F O ERRERRTENFLG AT
B L HEMR A7 46 87 ¥ Fv fo B 43K o % — 1B Bhattacherjee(2001a)3% & 1 ¥ & [ % o5 f) i 4%
b BbBREREZQFABREEMEGERTBEONACR & > SHMRANRY
(2)AFERABE R AT IR L (1) &R o F =18 A w4 %K A M (Perceived Usefulness)#i.

HREEBRERE() LB AREEIFEMER T EH A TR % > Bhattacherjee&
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Premkumar(2004)# 50 &% 81 > F R B HF X & » wRERAF R A ERESEARE > RF
eHGERTE RFRARLRIAERAGHER X -

R > RAR P AL AT EAE R AT R e AR A e B B R AR R 0 B
sbdoE A A PE(12) 2 425 A B PE(t]) T #E 7R ] (Bhattacherjee& Premkumar, 2004) © %4 : %
RiERAHZHPMAOAREREARZN R4 AL & RERF > T &A% R
BRI A ER ¥ A AR ER S - AR B > o R4k A H H 4609 A R MR 6938 £nfRAK - 47
B AR R AT R e AR AR SEMAE A AESBRYE - Bk
Bhattacherjee(2001a)33 4 * #8564 %A A 5 LB MR AT 208 A A 4%
BERZO T A RABEATILERARNDEERALBEFE R Z AL ERGNEALE > T
B 2-3 A IS #x & FEE RS0 2ZHEE -

| t2 : BEEH 1
%0 % H A
Perceived Usefulness
(12) v
T mEE HEERER
Satisfaction p——] Continuance Intention
(t2) (t2)
Confirmation
(t2)

B 2-3 IS #&iF st AR A Rk

BoHRR © AEE %72 4 Bhattacherjee(2001a) 89 5 %

Islam, Méntymiki& Bhattacherjee(2017)&t ¥} 1S #: 1% 5 41 A AL X 098 R T 15
P R EE SRR IS HEERBEA > 554 A A M (usefulness) ¥ 7 A &
(usability) ° #F % F &~ » H4F TS T BRI ES R > AN EEE S A %3
HHEEREDARAALTEAHE/MNE  AGEFHEEAEE -

Islam, Méntymiki& Bhattacherjee(2017)3% & 4u 4% A F M (Perceived Usefulness) & ¥ &

HALNTEER TR AL RPN AT ANTE - R BFEH A EER - W
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Bhattacherjee(2001a) % %7~ * 4 #6942 5 A I (Perceived Ease of use) R & f£ #7145 4% % 0§
MAEAGMPE  Ribf —4E 53 1S HEE RS ¥ RiKt 48 5 A M (Perceived
Ease of use) ° A » £ HER > BP{E2 8 5 A MLyt - AMbe:84E F 1@
Ay B AL > Bb B AR R B E 2B B ER P 094k A 1 R(Overbeeke,
Djajadiningrat, Hummels& Wensveen, 2002) © A% Z j(Human Computer Interaction, HCI)
A3 & 9H 0 7T A (usability) 2 R P 45 & RS A 406 B 42 58 ) B % (Venkatesh& Agarwal,
2006) ° B A S R ALAF T A E R A B A SATER R 899 22 AL A (Venkatesh& Ramesh,
2006) o b AEAE R 3% 3B 9T A M (usability)F EA4E A F H BRI AL 0 BRA
TRMHRGHER P R EER AR -

AR B A% 22 4L 4. 2% (International Organization for Standardization, 1SO)#) € & » =T Al
M (Usability) &“— 38 & su e 45 A F A R HEIRTERA » REA MM - BERHE
% B aheh42 (IS0, 1998) » % ISO(1998)84 =T A 1 & & 4% T A & ¥ A (Utility)48
44 > 12 Nielsen(2012a) R R gLl B > E— B AT T RAMAMA — TR T HLF
REEBERELEAA -

Casalo ~ Flavian #v Guinaliu(2008)3% & & %0 = A P4 (Perceived Usability) B % B4 &
BUT 0 (1) 2%4&H - St - BER@ONBAEHRIERY (2) BhEmAe (3)
APTHRRENAN (4) FBFAAMAAR > HELMERHNNEFER (5) APTEA
FEATBE %] ~ HBE BATHRVE A S - 2 E ANQO09)E R AT RS A - 5 A ~ AR
71> AMACSLRBERFF O R A c A EMSHFRMEA > TAMZLJARERZNE
#oo Bk —4EE AR IS HBME A A A 5 A A M M (usefulness) ¥ 7] A 14 (usability) &9
S FRLHR B 7k 34 Y (Islam, Mintymaiki& Bhattacherjee, 2017)

AT EREGXRRT » HEAL—EARIES  ATARRFHA P OERY
% (Oliver, 1980; Oliver, 1993) o 7T L& 1E A 5 H & &b RARFFMERE ey BB FI iy - — 4 &
MRE IS HEE AR A T R TR 22T ZEE NN IS HEE AL 4
H 8 ko T B 2-4 AT o
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F22 —HEIRYISEHEEERARABAET R K

i & & —FE
Fa 5L 5T A% ERERABRRN @GRS AY - BARR
‘ . Lee et al. (2009)
Perceived usability |9& 3] /7 ~ APEAL BLAZ F| M3 AR BRFS -
; ‘ . - Bhattacher;j
%S H R T A H R AR E SRR R TR S G attachetjee
(2001a), Davis
: JE o
Perceived usefulness (1989)
N Oli 1980),
TR | T b6 B S T R b 2 R el tver (1980)
.- Bhattacherjee
Usability confirmation = (2001a)
H A AR Oliver (1980
e H W A LR IR SR T 2 B 4 er (1980).
Usefulness % Bhattacherjee
confirmation (2001a)
B Bhattacherjee
T GEE EE eV T L ks Lt Y) !
Satisfaction (2001a)
HEERE ) Bhattacherjee
. T R R A SRR 8 B !
Continuance intention (2001a)
BoRRR - £ %32 > R g [slam ~ Méantymaéki $1 Bhattacherjee(2017)# 5 %
Jo ST R U MRA
Perceived Usability : t2: MEHZ
(t2)

FadE 7T A M
Perceived Usability

(t1)

A

RN
Usability Confirmation

HEE
Satisfaction

HEERER
Continuance Intention

A R
Usefulness Confirmation

koSt A A
Perceived Usefulness

(t1)

A 4

Ao AROR

Fo St A A
Perceived Usefulness
(t2)

2-4 AR IS L AR AR

18

Ve %32 B Islam, Méntymiki& Bhattacherjee(2017) &9 7t 3



FwE  fE4E

Rousseau % A(1998)§ 1542 2 5 A — 8 IR E » ZHM AN BB RITAHRIEZ
ER#Y > MmEBEXE R0 ERE - Mayer, Davis& Schoorman(1995)#2 H 12 1E & A A 49
BATANFEERGA G > HFHAEEEZRBNEEELNITEH - MIEEERANEE
%t 3 4a 345 (Mayer, Davis& Schoorman, 1995) ~ 1 & % @ (Schoorman, Mayer& Davis,
2007) %4 € 77 @ (Botsman, 2017) °

KB EHURY » 51E S £ ARRKAR ~ 8o 880 5 7 T &4TH K (Rousseau,
Sitkin, Burt& Camerer, 1998) > it B % #& 40 % 5% /& &k #9 — % 3% B (Schoorman, Mayer&
Davis, 2007) © Mayer % A(1995)# 4 7 a2 E A > R B Z1Ea) =B RsEA €
% 0 0B B AR RS 12 6 B ¥ fei(expertise) ~ & & (benevolence) L 3 12
(integrity) &9 4a °

RmAEAER R ANR GRS LTS T B E L RAM 0 THMAZ DS -
Hoff #2 Bashir(2014)45 & AR 469151282 B SHAL Y S EFE AR R - £ B B1L4R
3 Gregor #2 Madsen(2000)# 12 E R AR P 22692 > ERABRIBEATE BMLETH
O ATHRAERRIRIAITE - A Lee& See(2004)38 4 > A AW E/EM B
FEGTHAMAR > REA /KB HZBE MG BEARCSERRGBEFR > #ldo @ B R
Fol= 2 -

B #LF @ 0 ZIEHAR A AR EAE R 6 B & (Merritt& Ilgen, 2008) » H48F % &
B o A @) IR BB AT AT AE AR 8 B SHALR M 0 S R IE 4289 B S LRt AR RE Ak
(Lewandowsky, Mundy& Tan, 2000) ° Corbitt, Thanasankit& Yi(2003)5 % 7 7§ & # ¥ 496
EE AREATHETEOHRA ESBEENOAN EATREMRETH - Hba TR
BB B AL BE B ARAS BB A B R A S A > HARME A R 9T S MRS /R L ©

#R M Hancock % A(2011)% T P BFARA% 35 AARIRBI R  HXBRETEFESY

#o BHRE BB AP BERET>AABRMAME & - B AAME FR2ERER
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FoBRBIAAKRBSAEMOR THEENZERR  BAAKS ANERER > £R
HEEAMGEE - Bk BMAEBAMMORETRAR P HEBASEHEER
% o K414 > Nordheim(2018)9 @t ¥ 45t > A FHEHRA MR A S AR F2—
BHAPHWRKBEANGEIE > BREMRIRME AL ABERBG  IIRMBEANF
¥~ BRRIE - BMALRE - REBS AL - RABRER P HT0EEES
SREHEHEINERFHI R B AN IERLE -
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=¥ BRI HARH

AT AR AT — F R B R R R R 2RI - B
Ak R P R A R AW B K BRIAT R QAo ST 0 A A
KRG EE AT HH ORI EEM  FEEOR - TR RRE &

AR R~ AT X BA%E - Bk ik e

8  AREE

AARANA LR R BIEA T LB > AREEEROIFEERTE > 0=
4 FE oy AR 1S 45 48 % A AL A (Islam, Mintymiki& Bhattacherjee, 2017) 2 51 % 22 4 K a

A EMG > KB ERAPTRZEH > wiE 3-1-

// ’ \\ ________ TN
’ Ho o b 27 TH 2A 28 Bl ’ . > Jor 3 [ RE 173
y § ok R IE R / \ AR o 1

T F MR R
Usability
Confirmation

Jo BT A
Perceived Usability
(M % ATL1)

Jo ST A M
Perceived Usability
(R 5% 1412)

H1

3 HHEmEE
R )
Contlnu_ance
Intention
st A A
H2 Perceived

Usefulness
S A A (iR 1% 12)
Perceived Usefulness
(R %R ATt1)
H4
A A HEAE R
\
\

Usefulness
Confirmation

______________________________________________________________________________________

3-1 BF R RARE

BORHRIR AR R
21
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=8 HRER

—~ f BT RG> 2B TRMN@2) ~ 2 BF AC)ELEH A H2) 4 14
Fe BAE RERILH UK F 0 Oliver(1980)503 T 14530 40 R 4 A F Z H BB E -
Helson(1964) &Y il J& K 22 3 % 45 sblRBE - SLIE 3R 0 & 18 B 2 37 pl sk R AL B o -
BB AR KT ERALE 0 WA AR s By g o Bbob o FE 0N B AT A0 SUBK
¥ » Kim& Malhotra(2005) 442 4 5 2 85 ] a9 345 0 48 5 @ o0 % # B3R a0 A A Ao
5 R MEe R4 o Bk > ABERIA A Ak 6T A Meke A B M Ao & H A ER A 60 T AL IE
ga'd Aol AtEfo A % B HA o SRR H TR
H1: A ERFRERN 2 TTRAEGC) G EDYELET A M(2)
H2 ' ERAAHEREBRG TR AR TEABERRAR AMLW)

=~ kBT Rt > TRAMAER ~ a8 H B MR A A ER 4%
Bhattacherjee& Premkumar(2004) 895 X 32 i > £ B RFH B A LSRR - A F &

EH—REEREZEAHARO AL BH LA EZARA AT E AT ML o 46
HEHRFRBRTRAEMCE —FER > BILRB LR EAHERS  TRERERE L
HRMBARIERAERRY  EARAREE > RS TR GHRBGEZRALGRE -
Rt ZMITTAAE » EEBRFRRA RS EROERE > SR AFRBOIMEHIITEH -
AR E A TR

H3: #ERAEHERERG2TTRMEGC)EEQYETH AR

H4 ' ERAEAHFRERGTE AR T EQBEL A AR

Z 5B TR - TRHWHER - %R A RG)RF A HER %
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Bhattacherjee(2001) % #2 & 7% 32 THEMER T MA RGO T304 0 Mk AR
TR AT R &0 L HA AL R Gy AT B 0 MR A 1% 3% 40 5 H7 AR 3% 04 45 R (Bhattacherjee&
Premkumar, 2004) ° £ 4 A @ » 3F 5 P HBcE s R A2 B Mo B A A MR 64 B 14
(Roca et al., 2006; Thong et al., 2006) » #£ 7T A t£ 7 @ > Chiu % A(2005)#) 51 % F 4368 7
TRAMERREGEQYE 40T THM « AR E AT/

H5: ERAEHERERGTRARAEREGEQBERETA M)
H6 : #AEHERERGAE ANERGTEQLELTAR AME®W)

W~ 5B RAMEM2) TR - B H AN s FREAERENEE S A

ABEGIXRRY > FEARAACERA T TRAMERTEAZEZNTE > Hldo
Chiu% A(2005)89 4% L 2 B BasT > s TRAMR G EmBEHEE - AABFENER
&948 B A 22 ° Islam, Mintymiki& Bhattacherjee(2017)4.% 3. 402 =T A 14 A 8 % 3718
e R HFHN A LR R SR EE - £40% A A @ 0 Bhattacherjee(2001a)% %0 T
S A RAMABEERAFRATREINERZACTR X — LB EA M B AP
BHERNAER BAARMAHGEERENALNELR £ - Bk BRARBFERE
FIBL ARG 4o A A M0 & S Ao 4 68 B B 48 A B 4% & (Bhattacherjee, 2001a) °
Bhattacherjee(2001a) &) B A 3% 35 48 142 AL (IT continuance model)25 8 7 4R ¥ #E 30 & A &
EREHBRBEORTE -T2 TROVEZBEBRMAOIAY > A E &) 3k R
Yo ERAHELEHERMARREGE - MR o RE NS KRR FE A7 69 HA
¥ e AL &R R EHARE o M4 Islam, Mintymiki& Bhattacherjee(2017)4
BETAAMERATRAMERRNFHBEERAZEQZEM %G - AR RREUT
3%

H7 ' R EHERERGTRARAERTEQYZESRER
HS8 ' A EZHFRERNOETARQ)EEAZEREE
HY A AHBFREFRNEARARQ)EEABERER
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HI10 : R A HEREBRGFANRERTEQARERTR

A~ TR ~ F R AR IE S A
Bhattacherjee& Premkumar(2004)4% 1 7 & # @ ARI5 47 L #E 32 69 22 L RAE IEACPT ¥ £ b by
MR o E B R A b SR GO Y — B RE R R A 5 IR S
PEAEE > Al GRibH BEEAHE AL RBRBENES - Bl 1R TR &R
ABNTAARITAIM — R > A e RICAFREERAERETENRE - RZ > ERE
Bt E Sb RMBE BN RER > HELeHTREMOERRARINKRE > A4 AdF%
W > W RIS R BIRIEIE - &S LA > AR AT R% ©

H11: #AEHERERSGTANERTEQLEE/E

H12: EREHERERGE ARG EQYERIE

NWHEE - FEAFSKER EE M
HEBATHNARTER  £RABRRGFELT > APIRATRELE 8@ @Y RIE

(Cooke etal., 2001) » b8 > HEHE A ELBAAEANKHETE » B IKE MR T HE
Ao BAECESEEEBEERBNZAES  EMHELE A RE - RFETTFHBARK
TR KRBT HEHAEAEX SR EEREAYE A B H AR B RAEIE - HE
FROHBERS  HEENRELERR  MEESEQRBEN EEHEE MM RiT
gEA) > R ZERERS > A EE 0N ¢ £ &4 414 M 9925 (Kassim, Asiah& Abdullah,
2010; AR ~ Ak ~ FRHA 0 2011) © PREFZ LB 2 (2010)69 5 %+ £om > LW
B A Essey > @B E A - @Rl - TERTRANR R 88N
BARGRIELE  EMmPBERHEXAREAE@EFENOEE - AMmEFHHES
MM RMB AT BNEMNAS > HAFRRE ATFHBR:

HI3: AL HEREROHBERETEAL TR

Hi4: ERAFHTRERNEERECEAVERGEAER
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K= MASRAIBMERIRAETER

Jy

ARRZAEHBE UMM XRA LS B F S ERARELENER - BT
BN EFEGREE DTG SETOEIR AR EA CEBL > 25 A TET
Ay ~ Tw@EARME, ~ TTRAMER,, ~ THRAB®ER,, ~ "THEER, ~ T2
£, "THEHERAEE ) ATARAARGBIBERT R AMEAE

—~ ke BTHME
HRIE Lee % A(2009)69 412 > AR H 408 7T A M a4k 1F T &R AR H R AR 4
BIRA S 548 A 6 BAMAL » XAEAR ADBbRBEIRTS o 3£ 5% Lee 5 A(2009)89 EAE &

AR IR TRAEZ R o LR TR A SAEIBEIELT R 31

4 3-1 27T A M 3R ARAE T R P16 8 AR

G ho 5T A 1

9
e
oy
3

R AR ATARTIRAS LA 6B AL - X AR A

FAVEME B R
RAFERR | | e
USAB-1: %4 %R eyIREN @i %
USAB-2: % 8 B AR 64 % # 40 8k MEIR ] & Lee et al.
. USAB-3: % 45 B R ATEIE Y (2009)
fr = A8IR N
USAB-4: %5 8 AR 75 ¥ LA{R A Mot 3 1& A
USAB-5: BHEEBRAXHFE LT

(tl $2 2 4% FA 48 [5) %238 )

FHAR 1 A

=~ mRARAM%

#4% Bhattacherjee (2001a)$2 Davis (1989)89¥8.25 > AR H 42 A A ey 34E M2
FAERERAERKEBERTR B G EB » 3544 Bhattacherjee (2001a)#1 Davis
(1989)8) Rk 1F A AR R Jo L AL Z PR » HIREME R R A EAAREE AT & 32
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% 32 50 A MM RAIL R R L 8 AR

3 vk Wik 2 el T
BEMER (EAXRAERTEERTRIELER -
PU-1: % At B AR AE W) BY #5481 B R Bhattacherjee
P PU-2: % fE B AR T A Bt ik 6 ) 4 3k 04 1 22 (2001a),Davis
PU-3: %A BIRH R ARAH A o (1989)
(t1 $2 t2 1 A 48 ) %878 )

BAHRIR AR AR

=~ THMER

184% Oliver (1980)$ Bhattacherjee (2001a) 89 %385 » A5 % ¥ 5T F bLok 32 60 31k b 52
F AR R E AL RIS REFIRAE » SLATHAT AE B ARG FT M B B B Ay A BRAR AT AT B
Z Rz Mo — 3, 3R 5F Lee et al. (2009)$2 McKinney, Yoon& Zehedi(2002)#4 gk

VB R RTRAMAERZEE HEAB TR ERBLEAT £33

# 3-3 7T MR R X R AR T R P 2 AR

U RRiiRE SE EH
1 A H R B REEREZ AT H % e AR T A
BB TR | MR ERRE EERBATIFEZEHZ 8 — B | Oliver (1980),
P o Bhattacherjee
USC-1 : HREFR RN ML R AN HE (2001a), Lee et al.
USC-2 : A B AR M) 4 L Sk MELL R TR HA 09 47 (2009),
#rEAIE | USC-3: HAEFRILKFALG 2 o AMHAL McKinney, Yoon,
USC-4 : 45 fE B AR Lb £ FA #A 89 212 A1 & Zehedi(2002).
USC-5: HHAEZRILZAARHESHEE

FHAR | A

™~ R R HER
4% Oliver (1980)¥2 Bhattacherjee (2001a)89¥3.25 + KB %4 A A MR R e 3R AE M &
BB REABEREETRE  LATHE R RARG A B ML H T 1B BR AT AE BARAE PR AT B
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Z 4k Z M — 3 o 3t %% Bhattacherjee (2001a) 89 XEKAE & AF A R MEAE R 2 B

T o R TR EMBEELT R34

k34 FRAMERZ LT KBS EARIA

UC-3 : FAE Z AR &R TR A 09 38 247

1 A A MR %% EH
B R B R HAERERERE » LATHF R ERG A AL
Y L8R B A AE B IRAE PTAT Bl 2 Sk 2 B e — B Oliver (1980),
UC-1: %A B AR T Akt AR LL R FAIA B 2 % Bhattacherjee
#EAAR | UC2: HERAFAETRMAFELARTARGE TR (2001a)

B ARIR AR

CHEE

#%4% Bhattacherjee (2001a)89 #1285 > AR H A & &

F %5 g

BRI 2 B 69 0 P 4k RE o

2 3g

ZMA - BB R A S ABAEIERT L35

B RE I & AR H A ATiE

3t % Bhattacherjee (2001a) 89 XEk1E & A L% E E

& 3-5 M EE XL T R B4 E AR
a4 hEE 2E B
FBAEMEE R | R FH A LATE R AE BT R B 690 7 K fE
SAT-1 * FREFRFEEHETRLRSHE - Bhattacherjee
BEARIBR | SAT2  HAEZRHNAANTBLRHE - (2001a)
SAT-3 : H¥ERTREFIROEBBEBRRIGE -

B ARIR AR

2 3g

#%4% Garbarino and Johnson (1999)#2 Gefen (2002)& #1825 » K&t R H1Z(E 03B E

EY- LA E ek
SHE R G H R B A RAEAEZ IR - RN T

6 -

Bk ZAEAEIFE -
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& 3-6 BIEZIRFILE R 2 AR

i 3 (EXES %% B
Ry EREHEREERZIETE S Q2BEMES - 24T
FEHAEEFEEGREE -
TR-1: ERAFEERATES °
TR-2 : %SHE B ARE A A oMo & E 3y - Garbarino and
TR-3 : HRe B R AAFZ M - Johnson(1999) ,
HrEAA | TR4 : HAEZRAMBA R > MR P RRA - Gefen (2002)
TR-5 : £ @ ¥ FHEF » RARKBA i Z RO B -
TR-6 : AR B ARMIE BT & FH A P13 F AR (o !
B H) -~ iR

B ARIR AR

2 3g

t-HEEAER

3% Bhattacherjee (2001a)69#3.25 » AR HHFEERA TR OB R TR AER L ERR
R BFH BB RS A Bk ERA ° 3t %% Bhattacherjee (2001a) 849 XEK1F & AFF 2245 48 12 A
EEXMBR HBRMEMTRAHSABEEZLT R 3-T:

K3 THBERAER BT REEEAAE

G FHEEREE SE FH
BEBRER | ERAXLERRBEFEFERASRERYEIRE -
INT-1: &REHRERAFTRER ° .
O 4% %o 2t 72 BhattacherJ ee
e INT-2 : HeHFEERTIEER ° (20012)
\ CO|INT-3 : sk B A R A HR > RBBEEEEER
A HEBAE

2 3g

B ARIR AR
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Fwe HAEHREBES X

— FRRHR
BARF R IRA 4 p ey IS FH R AR - bR F 2 318K ¢ MEBRAT X ke
TR IR AR E X o R T AR A R RAROARE RS

AMERBEFRERERYRFIAL > MPERAEELRE A/ EEHE -

— -~ FEF K
AARFAPAEBAELHATHAEFT X BER AR EEHIES KX o ATRIM &

BHAEZRIEK > LERXAZTRAE » THHETRMETH ST - ST F 833

EHCAE ) EXPIEIERA @ P A% 0 $RA MBI T X > &4 Facebook

LINE ~ Instagram ¥ 42 -F & 84 » MmAZER BREABZWE » AR 7-11 2

HRHEBAMAEAFER LM BRE TRE > KA P A T A g 8 0

RGER AT -
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EAf F &%

A F AR Survey Cake ERIR AR S EE TR > MAEREZ LT ABLKRIY © F—

EEMROPALE AT —HMRERAEL - F

Wk HEAONLAE > BELIHERBES
% R 8 e 58 =T A PE(t]) 92

ZE AR EAERERERERGEALT @ B 240 H% 5
R ARAMA)GORYE - FZNrARBREAEZR > WEEPER @GRS EEE
BRIV A 15 b BB R A AEEAT

HAZRERBRZEL T RER BB
—HBEE - FWI S AMBREEERAIBEERELS  LACDEY 25 A &

FIPE(2) ~ %03 A RE(2) ~ T A AR - A AMAER - 2 - FEEAHEERAE

B o ZRIyAERENR  fFldo WA~ F#b - RFRAEMEFAOLKIE A - 257

RZ A& E RF3T ok 3-8 ATm

RAAFZERBABIHENNBERDZARRE A TEARE G AAEHEAE

AHCEBREEL  BREHMERTFERAE, ~ "FAAE, » THBRAE, -

CTHEERES LT INET S

"f@, >~ TABRRE, - TRE,

2L

& 3-8 M2 RER
}— — IR 1 AR RRRAE P AR

AT BEREER?
(ERBEREROITH LT ERAL)

%
W7 H
By BRI ZRATI Y KA

Fa TR~ 20T A AM
F =30 R AEEIR

LR ML B AR Ay > BEEREF R VA 15 sk
F g BEERAT AL B ARIL B9 W ko R AR K

Jo R TR ~ %o R A A - TR MEsEE - A HEskR - %
BE 2 HEERERE
Fmdy  AATH
PR~ Fd - HERE -~ WK
HOHAR AR % e
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BN BRI

AR SPSS 26 AR #1 SmartPLS 3 75 & &4 447 T B > LA SPSS 26 hR 43T 4 #7 #R8Y
Rtk TRGEMESLE )~ TAEESH L~ TRE SV 0 B LA SmartPLS 3 &t oAt sk ok
TR FTRABER SN | o RERAAR B o KARA B A FiEZH 5 mE s
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