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ERTETaR - WREEE—(EEAIIRE - Ik E S — S S E A EERE - H
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R — B2 BRI B SR < R T EW A ERET ARG T B
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HERER () i TEEREW A B ERS LA PZB(1985) e Mk i E Bl
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B R T B H IS E L RERL R AR E PR ST E IR K E
B RR 12 57 M5 A R R R s et SR T B PR R BRTRE AR 57K HE - I TRIR L
A



32 EREEBE FH=4F 4

(MRS E R FTH-E I Bl B
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SERVQUAL & 35— & 12 Hifh FE P2 2 N [RIRYEE Z4 (41 - Carman, 1990; Cronin
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F e ks SERVQUAL 5 3 JERL ZARIE A [F] 7 SE A IR DT ELRF M A I LA 54 (Carman,
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TR HFRGEZ NS REED o 1 PZB(1994b) 1 — 25 #2 i — i X R 1Y
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Kettinger et al.(1995)HIBE HETHNIA T-(Asian Factor) > SRR RTINS AL L7 -



W EBE RS AR LR S E P ENBE - AL F 3 E2 g LR A 33

P AT I I PRSI 2504 - Jayasuriya(1998)HIEC4HE SERVQUAL REFIEATLL
PSR BRI T - RIS » AR 825 ) SERVQUAL BR({ERE
WIS SR -

N ERESA
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"W BIRESREIE AT EL OB ER > (AR AT BRSO R i R R A

i+ Antil(1984)58 F5 ¥ ATEASAERPERITEDL 1 - REFHARRA S [#88 \Rz 2 E 2R
P - DURBLERAVFEE - Zaichkowsky(1985)if A2 T A SN A S EHIIFR
R~ EEBRIER - AHIEEYIFREAZBHRERE | - Petty Bl Cacioppo(1986)38155 14
NI B BRI AT - B ERZ AR PR B R B A A BHEIRERE - Barki £
Hartwick(1989)32 5 1 AR L BIHY LELIRTE » S 52 ol S A B 2L R Al
FHRATE  Barki B Hartwick(1994)HE—20 T HFIEW A, E&ER—(ERME G
B EE BB - Mittal(1995)58 R b A S FHE S ORI AN S SO B 2244 -

FFELLERES - AHTERP A ERR THEEFPERS T - BN
ARITER ~ E 8 R B - AHOHRYI PR IS B AR |

(DFANEE :
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()T AERFSHA

WARBIS » C iz U PR AN[F YIS o Laaksonen(1994)F5H AR 2K
WA T T T HERZ I e A\ B A B S S T IRos AT F A R RS (S
PRETHIHEIE © Good(1990)FH RSl 0 A Y "2 s Bl i i - Bl 1) - [RIIRFET T4
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Bt B ] DU B otk - HAE— 2Dt Il A B iss i E I BR 1R
T E 7R RRE - I 5 BMERE HEAETRE T s A B IR ass o B B R N A
Bt E L EIIBRTR - KA BRI T3 SRS < e BLHETT © Swinyard(1993)78 FsAN[H]
WA LRI B 2 e 2 s o RS EE G A A FE - e AR
JE o ELAR A3 S B e FH 7 L e SZ R a5 o2 480 - Goodman(1995) DASE BT =)
ERETTE S FIREERS AR T DISCE R AR AR - Wt
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WENEBENIMEF AP EIMFEHET TEE ARH A2 BRI FREERET - MHELEAHRHE
W e PR BRAT I Fdt s A AT N 2 5T

Houston and Rothschild(1978)58 F I AR = EUE MR AR AT K ~ HIEE - 1
Ve~ BRSO A EARE ~ PRI S B A © Zaichkowsky(1986)1:
RSB AR ESE  ([HARRATFEK - EESS) - EnRR(CCEEE - &
FERRAR 725 ~ SRS b S8 R4 5 ) B B B R R (R B R A R T ~ ik & iR ~ ol
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£ TR TR ~ kAl S DI o TSR ) B T REAIR
B G T ARG B A IR s AR o T Rk B S IR i R
S TR E o AR TR EATK - mERREs ) SN
AWFFERRE S > DL T E TR ) TR - MREER T SERTRAZ S S
L ISR S RIS 5 K T IRESENE 5 HINE - IR TR LET RN -

& F AR
(EHE ~ (ELAFESK ~ @58
BLaT B AE
ISR s
" =07 Eﬁ&ﬁﬂtﬁ
N EID\ D/\/ = i HE %42 1 o
oMk

{5 B A ol B R B A

3-1 ~ AR RABEAE



LA B S AR E R B E R BE — B3 E 2 G kR A ] 37
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15 ~ WORINREs ~ REAEHHE 2 #20E - DURCRERR IR A ED IR R (R TR - IRIIEEA
B E R BRI A PR PR (o FH B AR S B IRs  IRss b R s R L
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Hartwick(1994) L PIL SR RIREREA D R ER IR AV SR ACHT W
A WESA 11 BREEEERERIPA - SR Likert 7 2R -
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IKHE - T RS | RIS B R AT DR Z A IR K YE - T T RRAIR
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JAETI RIS E o LR BRI E NS L > B R S o i DA R
A HARETT  AEAMEAEREE R B E LR > i DA CRIEE E S
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th LISREL 25 2K e PEUABTARU 0 55 FEE A i T A B R H g B i ERI R oAT > T
SPSS 10.0 HIjt& FH 2l g il — Ee B R R RGeS o0 A -

B BHaomas

— » BEONERERANER DM

[FIHHI SRS 2008 173 > SIERRMEER(A R R E IR E BRI RS AR
T 3 S EEAREE 33 13tk > @RI T 1958 134 - Mt 1958 {pfiahiliFRoRse
BAEA 89 (EELE(EEHIRIEA —E R - BIAIEEREE DY 404 {575 - =2 N
1465 (AR5 - HIRRPBIIELHIR 72.96% - KL ATHZE - HLLUEEEER
BRI A -

TERIBRIE N EEAREOR T - SEEH R F i 2R LR 2029 R - 45T
63.6% ; PRI Z > (5T 62.2% ¢ IERROURZ R - (5T 83.2% @ ZHFHE
FEAEHRIEORELL ERING T 85.3% ¢ FE TSR T - A5 T 52.5% 5 R HPRT
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4-1 foT > K45 Nunnally(1978)f4785#% » Cronbach's o FfEZE D FEAFABEE A 0.70 2
AT DUBEAZIT il > Wortzel(1979)HIIFEES Cronbach's o FIfEA A 0.70 % 0.98 [
SR RN 0.35 FRIFE T LAEAREIA - sk 4-1 W51 > AIHSERTA B A RS
[HIFY Cronbach's a fEIANL 0.70 - FURAMEEA —EEE -

i B A R R B 47 > WS T iR RS & £ 2 51 PZB(1988) it % /&£ 1Y
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RS AR IR T R H G A FE AT T &R TR R I E G 2 i SRR 5 2
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& 41~ M@ EMA
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o P SRR 0.8684 0.8684
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EIEALh 0.9367

IR | EN 0.9121 0.9692
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wE AR | REME 0.9019 0.9580
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e e 0.9142
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A EE M 0.9025
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Influence of User Involvement to Service
Quality on Internet — An Empirical
Study on Search Engine Services

Chorng-Shyong Ong" Wen-Liang Tian™

Abstract

In recent years, the development of Internet and electronic commerce has
expanded the range of information service from internal customer to external customer,
and the service quality of information has been put upon great importance since
quality is the point of service. In the meantime, scholars are gradually extending the
concept of “involvement” into “service involvement”, therefore this study attempts to
investigate the influence that the degree of user involvement causes to the assessment
of service quality on Internet.

This study integrated and probed literature in related domains such as Internet,
service quality and user involvement, and found that the PZB(1985) Service Quality
Conceptual Model does not take the factor of “user involvement” into consideration,
and is thus built primarily on the theory of involvement. Combining with the gap
model and theories on service quality, this study proposed further “The Conceptual
Model of Influence from User Involvement to Service Quality”, and conducted
empirical research based on users of search engines. Through compare analysis with
PZB model by LISREL, superior model fitness of “The Conceptual Model of
Influence from User Involvement to Service Quality Assessment” is verified, and
“user involvement” is found to cast great positive effect on constructs such as
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“expected service”, “perceived service” and “total service quality”.

Keywords . Internet, Service Quality, User Involvement
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