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Abstract

Online shopping has become a quite popular phenomenon. Without face-to face
communication, service recovery for online service providers becomes difficult. This study
develops a framework which integrates expectation-confirmation theory and equity theory,
and includes switching cost as a moderator for the influence of satisfaction on repurchasing
intention. The results indicate that service recovery has a positive influence on expectation
confirmation and perceived justice. Customer expectation has a negative impact on
expectation confirmation. Service failure attribution has a positive impact on customer
expectation, but does not impact satisfaction. Perceived justice and expectation confirmation
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have influences on satisfaction, and satisfaction in turn leads to repurchasing intention.
Switching costs, moderate the relationship between satisfaction and repurchasing intention.

Keywords: Online service failure recovery, expectation-confirmation theory, perceived justice,
failure attribution
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(1999) ZHht5e KARRE SRR Z I Eaa T - fRi&im S RN E & R
R A e BB T R - | PR L 2 PTGt 275 B Holloway
etal. (2005) ZWH5E - DI EIHE A R ARUEEERT E I ETT RAVATRE < (£
PR o SRR AP RS Y AR 4B B SO E ] - EEAHTFE 5
FEFHA Y = SR AP IR AP R B AP RCERMEERY SR
&Gt /527 Tax and Brown (1998) 2 - W2 FE MBI » 53l
BHEEEN RS MRS R0 B S fE G RO BRI R A THE
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PETEIE FEGREAIEY - MERIAIeSS AR TS e R A F] 2009 4
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G IRUR BISHIRFfE] A ECED 100 4 3 H 20 H 2 100 44 H 20 H - SEZRAE A
AR A RIBEARIERIRIRE - A1 Calder et al. (1981) f5HVERTZEHAYR



Bl - FEE MBS EOE B - HRVANT ST E R A A B S AR R E P
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HFEVE MRS AERAS > o] SRR AR - NIEL > AFTZEsREUER IR e E 2
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4.1 ARG

AFEEEF EILEL 311 47 0 ER 29 (ES G - SEHHEER R
9.32% > IFEIMEEEARTE 282 ) - AWIRTZMELLMEES (158 A 4h
64.6%) LR YR B R ARy 2 M e e LR AE 20~24 R
o 143 A 45 50.71% + FEBREETERE (179 A 4l 63.48%) & L
PraeBaLl 2~4 2 (82 N 15 29.08%) K 4~6 FEfEm% (77 N> 1527.3%)  EE
PREREETAEREH —R (118 A (5 41.84% ) P80 2L 999 JrLL &2 (140
A 0 A 49.65%) -

Ry THTERE S Z fmak (Non-Response Bias) » DARECRIE[LHIGRES
e 2 Bpa (UM - fRIE Armstrong and Overton (1977) HYfEE > AWTITEME
FIIHA theE - feE BT i #) 30 (3 (RS BdaRtg 30 {7 (1R BeAS - 12
PRl > Rl ~ R E = IAE AEABHEE AN R L SRBE IEENE RS
E o ETTIREIR S p EITARY 0.05  BURATR B Z BEAI A= 22 > ]
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FHY PLS U3 R DU BRI R T E RS - HR AR TE R st s A T R Rk
PEAEIE > SR PLS #E{TRGEARE » MPL SmartPLS #AGHETT PLS 34f © HIY
PLS JiiE A TERHVE R TEC - NI R E B E RS AT & B R Ry G -
BESh > PLS ARSI ARBL B R ey p (H - NIEATFELL Bootstrap S5
filtbi% (Bootstrap Resampling Method ) FliH 500 A Fy 28GR B 1ETT
flizt (Chin, 1998) > HijY Bootstrap 7 ffifk A2 — U R SR I% - FTLL
BN > tRERREIA$ERVETR (Zhang et al., 1991) -
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AWFEZABEELNTR 1 R R REREF A S SR R - [N
FEBENAEENRAEE > HAGEAEGENEIE - 1B

AeH
SLHFT A e B

TH o HIAZREEERZAARY 0.7 LLE > 445 Chin (1998) ¥ PLS ARV -
2 WA TR

FoRE— R Y] > R

TEIHE A REEN
FEEIEP4HA(EE (Composite Reliability, CR) J5TH °

HEES MR 0.87~0.97

Z[H] > =Y Hairetal. (2006) #a%(E 0.7 » RS IEEESEAS—2E
F 1 AARSEE RSN

Ty %I 158 FlEpre/ e HEFLE T & CR AVE

ﬁﬁﬂ -FE R bl 0.494 0.138 3.591
FE-fEE b2 0.592 0.134 4415 ns n.s

é’—iﬁ F-45 4 b3 0.228 0.128 1.784
d2 0.884 0.012 74.053

g | d4 0.853 0.017 51.284 0916 0.785
ds 0.920 0.008 109.056
cl 0.965 0.007 142.385

AT o c2 0.976 0.003 316.506 0.979  0.941
c3 0.969 0.004 218.452
il 0.904 0.010 94.329

PPN i2 0.925 0.008 116.288 4925 (755
i3 0.844 0.018 47.080
i4 0.797 0.018 43.269
i5 0.688 0.032 21.278

BE ST i6 0.862 0.015 58301 575  0.639
i7 0.882 0.011 79.828
i8 0.748 0.026 28.572
i9 0.922 0.008 119.777

I3# o T i10 0.935 0.008 122.579 0943 0.845
i1l 0.902 0.012 73.954
el 0.938 0.008 119.528

) e2 0.949 0.006 153.211 0.963  0.897
e3 0.954 0.005 181.820
gl 0.703 0.035 19.964
g2 0.883 0.009 96.427
R 3 0.897 0.010 91.299

mER §4 0.877 0.010 g5.204 0896 0597
g5 0.643 0.041 15.864
g6 0.568 0.043 13.064
jl 0.889 0.012 75.539

s TR g j2 0.930 0.007 140.782 4904  0.704
H#Ho A i3 0.780 0.023 34.620
i4 0.744 0.032 23.207
j5 0.759 0.038 20.086

AR S A j6 0.932 0.009 109.050 0.900  0.752
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hl 0.883 0.013 67.060

h2 0.941 0.006 167.076

4 pit =2 o

F LR h3 0.901 0.010 §7.683 0930 0828
h4 0.913 0.009 97.991

at * nsSEHN AR P SR - R & CR B AVE #iE -

K7 RgH < MTH TR S5 A SR I 2 R T - W B W (i R 2 e
TEFRAEE SR GEN AN EE SR EREENANSRUE - A W58 1 s
KW FE SRS P ZEH 8 B & ( Average Variance Extracted, AVE) EF/1id
0.597~0.941 » ¥5 K}~ Fornell and Larcker ( 1981 ) 7 AVEEAEF G AHY 0.5 DAE »
AIRIAIHFERA R BFIURORE © ELAD - A155 2 A - AT R &

S ES TR E R SE AR GRE > TSRS EAE THEL L -
* 2 NIEBEARVE S HBRERR

7B @ ® @© @ © @O @ ®» GO O

3 2T (a) 0.91

@ LD 0.62 0.94

25 # 4 2 A (0) 033 0.30 0.86

2B 2T (d) 0.71 0.67 036 0.79

ST e A A (e) 031 061 037 051 0.83

A F (D) 0.63 056 030 0.68 0.58 0.88

it 3% () 050 0.63 022 0.54 049 053 0.97

£ L) 0.65 0.66 032 0.64 0.65 057 0.52 091

&R DT () 0.53 0.75 032 034 0.67 064 0.56 039 086

&R EG) 0.56 044 035 048 031 046 0.55 0.64 048 0.90
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it - BAREUE R YR EAIE (AVE) ZFJ5R

4.3 WiFERERIRE

BFFESERANE 1 Bon - bR TR RSN - A AR ) B A28
RAMEEAN 0.3 LLE (R IIEEAY R*Fy 0.086 ~ HIEZFTEHY Ry 0.653 ~ filif4A
S R By 0.341 ~ fipRi&imiE Y R* 5y 0.76 ~ FEEEIHY R° R 0.579) - UK
—W AR 2 SNSRI N A B R R R B — e - fRIBE 1 A]1E
K BB RS T e R BE 2 (p=0.312 > t=7.684 > p<0.001) - ZAifi
BEFHEHHE oA amPE (f=-0.598 > =14.897 » p<0.001) - i fkEs HI
Fe H2 BT ©
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| R
N1
T R -0.598*** 0.434*
L

Lo (R?=0.086)

(e ) yy e , £ RAK

Nl ,/-0.002 (R?=0.653) \ (R?=0.579)

\~~-_$—'/
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i 1 PLS SR

FEFRERI B L BRI 5 I st O B B i B e < B B A2 S >
Fedh R BUR IR K i i Ry AR (p=-0.002 - p>0.05 ) K it/ il 5 HY (8 iL
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