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ABSTRACT

A Comparative Study On Satisfaction Of Korea and Vietnam
Internet Shopping Mall

By Le Thi Hue
Advisor: Prof, Lee, Je - Hong
Department of Trade,

Graduate School of Chosun University

With the popularization of the Internet, we are making fundamental changes in
everyday life. Especially, shopping malls based on the Internet are changing
consumption patterns while changing the existing forms of commerce.

In recent years, Vietnam'’s Internet population has grown, and the online
shopping market is booming, and the online shopping market continues to grow at
a high rate. From 2000 to 2002, there was no interest in e-commerce in Vietnam,
and since 2002, the normal rate has been increasing continuously. The annual
growth rate is more than 30% per year, and it 1s estimated that by 2020, internet
shopping will reach $ 10 billion.

Also, in Korea, as the e-commerce market has been revitalized, it is developing
into an online competition. Since the conclusion of the Korea-Vietnam FTA in May
2015, shopping malls are increasingly purchasing station-to-line goods, and
Vietnamese citizens are interested in Korean goods. With the fast-growing Vietnam
Internet market, Korean Internet companies are interested in a strategy to advance
into Vietnam.

The purpose of this study is to investigate the use of Internet shopping malls

in Korea and Vietnam in order to conduct an exploratory study on the use of
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Internet shopping malls in Korea and Vietnam by Vietnamese residents in Korea,
Satisfaction and to compare and analyze them. The purpose of this research is to
provide the shopping mall with the factors to increase the satisfaction of
Vietnamese users by developing and presenting the purchasing decision factors of
the increasing number of Internet shopping mall users. The purpose of this study
1s to develop shopping mall development factors, to determine shopping mall
development factors, and to establish a marketing strategy for Vietnamese and

Korean shopping mall companies’ success in Vietnam market.

Key words: Internet shopping mall, satisfaction, service quality, service, price,

safety, product information, payment convenience.
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1) Belk, R. W.(1995). Culture in the age of Ronald Mcdonald. Journal of International
Consumer Marketing, 8(3), 23—27

2) Moon, Y. & Gao, X.2011). The impact on the purchase intention of Chinese customer by
service quality of internet shopping mall in Korea. Korean Corporation Management
Association, 18(1), 65—79
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79 HH ot}
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3) Szymanski, D. M. and R. T. Hise(2000), “e—satisfaction an initial examination,” Journal of
Retailing, 76(3), pp.309—332.

4) Mc Quitt and Breitenbach(2000), “Selling Home Entertainment on the Internet”, Journal of
Consumer Marketing, 17(3), 231—236.
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5) Novak & Chattejee, P.(1995). Commercial scenario’s for the content. Journal of
Advertising Research, (35), 77—91.

6) Kim, H.(2003). A study on the effects of website factors on customer loyalty.
Unpublished master’s thesis. Chonnam National University.

7) Lim, J., Jong, K.& Kang, M.(2000) An empirical study on virtual store choice. Korea
Marketing Review, Korea Marketing Association, 15(1), 85—102.

8) Lee, D., Lee, E.,, Kim, B. & lJin, G.(2011) A study of influencing factors in internet
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34) Jarvenpaa, S. L. and P. A. Todd(1997), “Consumer reaction to Electronic Shopping on
WWW,” International Journal of Electronic Commerce, 1(2), 132—136.

35) McKnight, H. L., L. L. Cummings, and N. L. Chervany(1998), “Initial Trust Formation in
New Organizational Relationship,” Academy of Management Review, 23(3), 473—490.

36) Sweeney, J. C., G. N. Sourtar, and L. W. Johnson(1999), “The Role of Perceived Risk in
the Quality - Value Relationship: A Study in a Retail Environment,” Journal of Retailing,
76(3), 309—322.

37) 243, AAET(2003), AEILTE EAATE] e—uATFol| vX= &7 AUZHFAT,
5(2), 1-30.

38) Szymanski, David M. and Richard T. Hise(2000), “e—Satisfaction: An Initial Examination,”
Journal of Retailing, 76(3), 309—322.
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FAL A& F o gk Ao AGoEm (Croshy, 1997)39), 174e] 7o <
AHEE AdBA JA Au2E AFsts AS n st (Lewis and Booms, 198340)).
ol #THANA AMu2~ FHL AH| A 7o) AFstolof drhal 7= &AM AE ]

7]
e} Auj2E AFst 71 Aol tigh AnjxtEe] A vluetn FojHr|x s}
(Parasuraman, Zeithaml, and Berry, 1985; ©]3} PZB)4D uwtgjr Mulx EHS A3}
7] 918 FS ATt BE gAREed oA o] FolA gh=d, o] T PZB(1988
SERVQUALE 7Wate] AMu|=Fd F488& 93 107H4] 89&
4, 84, & 4

N

v O -y 1l 5

A, TR, o, 8%, b, WA AR
2 A e AEde syt Ay nlue Az wEy 3
73 o] o}Hﬂ}i Zsh a1 QAE}(Bltner 1990)42). }\1]:]]/\1;]3 27] 7} 9] 2014 57}

AV Bir=e] dejola, w2 AA ARl SAA o] (Bolton and Drew,

199D, Muj2=Fd 2 dfFoAo] @3S P A™(Boulding et al., 1993)4), & L7
wkEo| = 9§85 m ZtH(Cronin and Taylor, 1992)49). =4 A zZtd Au|~ F4& 17
W5 F7FA 21 tH(Parasuraman et al.,, 1985)46).
FrEe AEd gy 7Y Aujze] Aee 1 FHAE ARH SR A st o
o dolth Aatel] wep Auls Fde i Ao A vgEAT Aujs F4E
] TE AT

ZAst=d dojA FHAHA Q4 v 7itiel Aujxte] Azt

39) Corsby, P. B.(1997), Quality is Free: The Art of Making Quality Certain, New York: New
American Library.

40) Lewis, R. C. and B. H. Booms(1983), “The Marketing Aspects of Service Quality,” in
Emerging Perspectives on Service Marketing, L. L. Berry, G. Shostack and G. Upah,
eds., Chicago: American Marketing, 99—107.

41) Parasuraman, A., V. A. Zeithaml, and L. L. Berry(1985), “A Conceptual Model of
Service Quality and Its Implication Future Research,” Journal of Marketing, 49(4), 41—48.
42) Bitner, M. J.(1990), “Evaluating Service Encounters: The Effects of Physical

Surroundings and Employee Responses,” Journal of Marketing, 54(April), 69—82.

43) Bolton, R. N. and J. H. Drew(1991), “A Longitudinal Analysis of the Impact of Service
Changes on Customer Attitudes,” Journal of Marketing, 55(1), 1-9.

44) Boulding, W. A. Kalra, R. Staelin, and V. A. Zeithaml(1993), “A Dynamic Process Model
of Service Quality: Form Expectations to Behavioral Intentions,” Journal of Marketing
Research, 30(1), 7—27.

45) Cronin, J. J. and S. A. Taylor(1992), “Measuring Service Quality: A Reexamination and
Extension,” Journal of Marketing, 56(3), 55—68.

44) Parasuraman, A., V. A. Zeithaml, and L. L. Berry(1985), “A Conceptual Model of
Service Quality and Its Implication Future Research,” Journal of Marketing, 49(4), 41—48.
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A (technical quality)¥® 715 % *Z(functional quality)e] Aggo =z HTE 7|4 7]

=2 Fdolgt mo] Fols AdErtE 9vlsty 754 Fdold ao] MH|AE o
DA AE=7F on|rh =3 Zeithaml(1988)S Au] 2~ EA S Au] A9 urz ol ¢

Aot} Aol thel mAel Hrleta Aol %o, Parasuraman, Zeithaml and
Berry(1988)40+= An]#ko] Z1th o A 2p7ke] B4 wake] e Anj= F45 A9
stk ANE=E] a4 = Howard and Sheth(1969), Oliver(1980), Westbrook and
Reilly(1983), Tse and Wilton(1988), Mowen and Minor(1997), Blackwell, Miniard and

Engel(2005) 5= #F1¥ 4 A=, 1 Aol disixx theFg o] AA= L 9l
t}.

Mu2~FAE Aujze] ARl ge ol -dAde g AnAte] Ao w A
o] 5| (Parasuraman& Berry, 1985)48), QJIE Ul AolA] g3&Q0 AMu|2Fd A 1L
Aol &49k o wE 7hx AT wg- Fagh gclolgt & 4 Ark(Collier &
Bienstock, 2006)49). Zeithaml et al.(2002)50)2 1 Alo]E o] Fdo| st m7]e] H7l=
BEAEE st v ARE EFEe Ao] Foa o, AUl AMH|AEde
aAe] B Ag(adAl &g, 7ol 2 vl 5)d 2 BE dAE xEske Ao
ojof sttt FHEA Tt McKnight et al.(2002)5D8 AwkA o7 Qg Ul AR AEES A
SHE AFIH Au|zol ik Ak A H o ’\]Qi T UHU AbolE T1g]al ARE
2ol gk =2 AU AE QR R AFRAIES QIHYl Ao E o] AMuj FH-o] 9
stthal A7t ErE S AE Ul Alo]Eo “41??} AFel Aol =4 FAHET %
t}.

26 24 HIYAH 2

AuBA7|Ee] wea A FRe) FoR AAAFES e, A2

47) Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A multiple item
scale for measuring consumer perceptions of service quality. Journal of Retailing, 64(1),
12—-40.

46) Parasuraman, A., V. A. Zeithaml, and L. L. Berry(1985)

49) Collier, J. E., & Bienstock, C. C. (2006). Measuring service quality in E-—retailing. Journal
of Service Research, 8(3), 260—275.

50) Zeithaml, V.A., Parasuraman, A. & Malhotra, A. (2002). Service quality delivery through
web sites: A critical review of extant knowledge. Journal of the Academy of Marketing
Science, 30(4), 362—375.

51) McKnight, D. H., Choudhury, V., & Kacmar, C. (2002). The impact of initial customer
trust on intentions to transact with a web site: A trust building model. Journal of
Strategic Information Systems, 11(3—4), 297—323.
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, =
o AAEA e Xﬁ}ﬁﬂl Auesds f 45 54, daAs, dadt 5 o
T AdGAA Abel o] AAlAA S AAA =M, ol AAlFAge] Mulas AAEE
H2 B oty dAAmgrE AAgAe] s i v AAEEE Tl =
718 8 oty &g E AFEAL ol e TAAAA, FERA, SNS AR & v
FAellA Fol7h o] Fojxa v, AAAAE Hu #AHsHA k= AAEA WYY
(PG)E AAEA N AAJA7E AE7H=AY 7B 26 dARFHEETHES H=2 A
He AAe dd- BT AHEE Aleshs AE T
el H AvtEES S AV A5 oA = Eetd o F vhAlelAM o e
o E S FFA7E Y
TEE A yHA =
TF A= A AR o8
HeAAs st
T2 AL AL

’

e, AREFAY S
A

A 3

2ol AAAAT T3 AAFANNA BE- G Fol et A NEAe,
Axshd 5 ApolMEUE AFFUOR Aol AAtE AL etk Mg, A%
39 5L ol §% AFAANLT A5 PPY 499 bz A gA Fdv
(8 A6z A2E). AAFEANRQ06E AR e AAFEANE T4
A EE AATEFAAL AGA NG ool FEAFE L AN2E AT, ol §
A7k FEEAL EE AATEAA] TG AH REHAY AARES ] oh]
St AEE PHOR o F ol§at: AdE Wk AAAFANE AFUe]
A e AAFFAAD ol ARAFFBL o] g3l AN A

A se AATEANE T

a7k F AEUEG BN AEThE

.
& o)z

o &, ZAMHY A9, 5834y
Xj_x}%%?jx}ﬂ xﬂzs}—t— etz ad A, HAAA JASAHASP) 2, AR
g, FUJATA 55 T BT, AAgE T g B3 9AlE AXoF AATt
grdn o= o= 2kl AAAA S} vud u 3 AP LuARE AETME A
g el d5da glo]
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2utd AA Al AREAZE ekl o el oA ArtE E HEE
PC 53 22 2ntd 71715 &8 A9 AA(EY), 2vtd w7t 7HEA S-S A
v~ FE AR, WA 5 oY BAeR AAE & de AR=E EEn
(Krueger, 2001; HF4 9] 2003)52). 3k Buld ZAA Aul2e 24 JAHAS F4F7 &
Fasgt S WHES 4] FEE A AAAERE Eutd 717]d gEe & 1has
HEH s AARIFoE AAZ 7hsd AuazR AHogd & JrkE=23 2017
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N
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I
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e
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o
falod
=2
30
oo
o
2
>

tlom, HA9(2010059)2 A 7iQl AJre] It Zejolw Aol ik Hebgdo]l

FEE A ze] AbgAl G VAT ATARE AN A

o
L

52) Krueger, M.,“The Future of M-—payments: Business Options and Policy Issues, Institute
forProspective Technological Studies”, IPTS, 2001.
WA A o] 7], AR o] e Euld ZAAAMP] A 8RR A - TRk )
HIZEE7|0bs SA 0 R, ARS] A | Al295, 78| istal AFS|2hehel 4-91,2003, pp.125—147.

53) Fr=r2d WIEALE(2017). 20163 AAAFA U]~ o]& A

54) ARG oln G, “mutd AR ARz Ao Q] A vrobd whEeF B gyl

Z~(Total Payment Service Provider)Ald|E4l 02" YAHFETAF A48 A2%, h=rixd
4 A8t3], 2006, pp.127—14

55) A&q, “mutl Au)s 54 B Jjel S4o] AnE E mutdad] $8oEd WAE 99,
solgietu Yoty AFeel=E, 2010
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A tH(Anderson, Fornell, 1994)%), H3gt F2d2 AR&9] &Kol A=A F+ 7HA] 7

o7 FAE(Juran, 1988)57, 7]¥ 2] Gabarino & Johnson(1999)538)2] <1 toll A= A
H 22 A7)l e digh A A2 ARk fhEe foe JgS vA= A
o ® yetwt ol @ e Bl Aujz F4 Aol A 7HE Fas £4& AlF

Aoz oFEAF AlF el 7tolgtal 3 Zemke, Connellan (2001)399] A9} x| 3k

H| 2~ AF
T3 aANHE THA|E V]E o] &t AWE I BIFH fold dFS A
o

1}
Jarvenpaa and Todd(1997)6D)&= 1 ABA S 4 74 FH o= WFsetin. 5, Al
Fo gt AZHF4, T7, 7H4), £B4E (=9, 4T84 =
g vk 918 (BAA A, A3 A 98, A
[e)

1
B90%9, zeol A 917) Fol ATk o5& Y BoplA tEAd Auzs

), AAMY 2 (S

56) Anderson, E. W. Fornell, C.(1994), A customer Satisfaction Research Prospectus,
Service Quality. SAGE Publication.

57) Juran, J.M(1988), Juran’s Quality Control Handbook (4th ed) New York: McGraw—Hill.

58) Gabarino, E., Johnson, M. S.(1999), ‘The Different Roles of Satisfaction, Trust and
Commitment in Customer Relationships® Journal of Marketing, April, pp.70—87

59) Zemke, R. Connellan, T.(2001), e—service, AMACOM.

60) HAIF(2002), “UNEIY LE Alo]E9] Mu|~EAA gt A, AgeTAT, A31A A1s, 3
=74 9%t3], pp.191-206.

61) Jarvenpaa, Sl. L and P. A. Todd.(1997), “Consumer Raltions to Electronic Shopping on
the Word Wide Web”, International Journal of Electronic Commerce, Vol.1, No.Z2,
ppo0—68.
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1991 Parsuraman, et. al (1988)622] A& Etfz AxPgA ] sk An]A}e] wb
< H3alal 9tk o] 52 Parsuraman et al (1983)9] 5 7FA Au|~Fd AAAY
3, A, AFA, 84, TS AEU A AFetA A At

AAEA NS AT 2 et el e g n A= o] ¥
A+ZA Engel and Blackwell(1995p)632] EKB X9 (Engel, Blackwell, Miniard
1995)2 ZM|zp d9]o] #gh dEA RdoM= BE=rF Fufa o] folgh 43S 7
Aol Bogn =, FulEdse S04 - A > d ik — o — A
— T & kgt oS /BN RS AN ST &4 52000060 RS

AAgANe] A gstel Tl A et Brkel olA THE YAIEE HMFI A

i
ot

HF AolES AdEsto] i dAd S A= A Sl B siAbo]Ege] Bl &
Apop RES (= BRbR)o] A HE T itk o] B AE fJifolEd i v
I ERbEo]l I AbolEo] ik A el dFel] ojw et S & AUl Wi o=

<75 AAE Fral skel

TS Qe qEs oldetal AW St wg Fad Jidolth W=
(satisfaction)©] 2}+= %01—1:— Elo] 9] Satis(enough) ¢} Facere(to do or make)ol
& = A THOliver, 1993)65). o] o]l W2 W AHAY TS Aede AL

2 5 g EE S e gE s oldstal A, dSsk=d v T3

o
do J

©

62) Parasuraman, A., and L. L. Berry, and V. A. Zeithaml(1988), “SERVQUSAL: A
Multiple—item Scale for Measuring Consumer Perception of Service Quality”’, Journal of
Retailing, Vol.64, No.1, pp.12—40.

63) Engel, J.F. and R.D. Blackwell(1986) Factors Influencing Durable Goods Purchases in
Consumer Behavior (7th ed) the Dryden Press, pp 321—323.

64) H47(2000), ‘T & AFolE A w0 A Q¥ Fuf o]kl wX|= o el wek Al Ed ol
A, Adga T, #2094, A3%, =7 93], pp.353—376.

65) Oliver, R. L.(1993) "A Conceptual Model of Service Quality and Service Satisfaction:
Compatible Goals, Different Concepts", Advanced in Services Marketing and Management,
Vol.2, pp.65—85.
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nAREe Pl ¥ ewe] JFS v o
[e)

u] 2t} (Heiller 2003)66), &=3F 11
AL 7MY 83 Exoln AW

oz e 7] 3
A, S84 A, B2 v HE AFE T2 7HAE F AT (AW S 201160

66) Hellier, P. K., G. M. Geursen, R. A. Carr and J. A.Richard(2003) “Customer repurchase

intention: A general structural equation model”, European Journal of Marketing, Vol.37

No.11, pp.1762~1800
67) AM<E, Av)A, AFA(2011) “AFYHEH BA= oju|x] 7} u2)wt

J3F” Au|EstA T A144, A3E, pp.23—45.

AN

2 EAE SR WA=
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A3 AT

1. 984 &£B &0 e FAH AT

T3t 54 A Azt
(Feather,1995)68), AbgkEo] AL3lol] &3
A & == tH(Rokeach, 1973)69. =
Hoell @GS 2 Br=h(o]arE, vl <1,2006)70),

Aw7, AL3(2002)= =) F

oIAHE, BT, MAQ006)2] ATAAE @FY 0E vhhle] FRuT o 3]
Hol glov] g o, Bely el

s Ee pPrE AL TR A" ollE
ol ®ol AH=, ol F =UF ke AAEAN dzehe L8 Aol= le)

vebykth Zhao and Hu(20057)% 7+ =71 (S, B ol n|ak) SiAlo]Eo] &)
ah= A 7R st AR A T o] Alol|EE o Aol Zrstal vb
o] oluA & FAstsle] Edste Aew eyt #Hdsh, olsxl, &4-8(2003)7
& Sy T s AREN =Y 9 el vkl #gk vl Tt A A

e B ARPAVHL /b el o7t AT YA =g B 899

68) Feather, N.(1995), “Values, Valences, and Choice,” Journal of Personality and Social
Psychology, 68, 1135—1151.

69) Rokeach, M(1973), The Nature of Human values, Free Press, NY

70) o] e, I5R1(2006), “Lebelng Hol o) Ww3h Gre] MAVEWS] W AT, 1S
JAT, 8(2), 119-141.

1) A7, 2e8(2002), “Fv A0 Bae) Auvhgo] Bk waAT: ArF s} ey
AHs AR FastadTt, 13(4), 281-308.

72) o bE, BT, v (2006), ‘ST S AEH Y QF w2l Aol Eo] 3k vl w A
4R35 FAStEY TR =T, 640—647.

73) Zhao, H. and X. Hu(2005), “Analyzing the culture of web sites: A Cross—National
Comparison of China, India, Japan and US,” International Marketing Review, 22(2),
129—146.

74) HE, o] s3], F&8(2003), “SHF AN AES] ARG 9 1 gy} vhEo] gl vl
T g iﬂ #], 40, 1967-2002.
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“EC—Trust(Trust in Electronic Commerce):
and Caldwell,

Proceedings of the Americas conference on Information Systems,

N.J.,

Abgrab,

02, pp.135—163.
T.B.,

76) Fung, R.K.K and Lee, M.K.O,

1999, pp. 518—-519.
Warrington,

Antecedent Factors,”

77)
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A EAHow <l 4F PAdo] vE FaFE AxsATh xRl A e AbE
I Ao BER Aol ke 2eklo A Alge AU 2e 7leHd o] 2ty
o] H &k Udttal sFATHMarcella, 1999)®. = Aol E AA 213 v sto] AL
o]ES] QIEJFH o]~} ARFYAA A, A T 7E4 8150l nAE A
&S Frk= Aolth(Jarvenppa et al, 2000; Wagner & Rydstorm, 2001)7). Gegen

et al. (20032)80& A= 7L Fvjzie] prvt Fadel] ofsiA FAH 2 =F uAs A
Z}e] 1 AlolE e} nFo] whEl FA Tt Atk o9k tfEo] Shankar et al. (200

28D 23l Aol M A= ¢ AtolEe] B4 mAe 54 S| o8N AQAr}
2 sle] fApolEe] SR ol wAe] SAE hekdlob B8 AFAUL

=
Boulding €] (1993)82¢] A7-el ot AUl &g = AREALS] v Jdol &= A
&1+ 4 (transaction-specific) LA E} 724 4 (cumulative) AT 27FA] A
o sty T AP (2000)83 A EF24 nAWZLES A AH ok g 7]
“_l_:_

]
AA aAwEe EA Y Azl i 7

dhsh ol féi WLl g wus, FAH nAw
g5o] &

o
9,
(r

e AEYT e A%
B Rl dl 4vAe B Al B S ST KNPOROIE SIE AL

= ) Aol A Ao Eo] thE W
G VAL 29e Aol & AHU £FB TN, AFEE, FA P29

ol /Al Al&A So] ERRTE IMResearch(1999)8)% =k 1|yl AF& 2} XA}

Ny

of

Ll

competitive advantage in E-—Business Relationships,” Communication research, Vol.10,
2000, pp.9—33.

78) Marcella, A.J., Establishing Trust in Vertical Markets, Altamonte Springs, FL: The
Institute of Internal Auditors, 1999.

79) Wagner, J. and Rydstorm, G., “Satisfaction, Trust and Commitment in Consumers”
Relationships with Online Retailers® European Advances in Consumer Research, vol.5,
2001, pp.276—281.

80) Gefen, D., Karahanna, E., and Straub. D.W., “Trust and TAM in Online shopping: An
Intergrated Models” MIS Quarterly, Vol.27, No.1, 2003a, pp.51—90.

81) Shankar, D., Sultan, F., and Urban, G.L., “Online trust and e—Business Strategy:
Concept, Implications, and Future Directions,” Journal of Strategic Information Systems,
vol 11, Issues 3—4, 2002, pp.325—344.

82) Boulding, W., Ajay K., Richard S. and Zeithaml, V.A(1993), “A Dynamic Process Model
of Service Quality,” Journal of Marketing Research, 30, 7—27.

83) VG =(2005) AN &FE] uAFAHE gk S AT AMEtw gl WAL =i

84) KNP 2184l A8 %A} httpi//www.knp.adic.co.kr.

85) IMResearch, Q1EJYl A& o] EFA}, http://www.im—research.com.
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F, Ol 9, AFESE, g

|79 A&l os AAEE ASRE YERth Szymanski and Hise(2000)86)=

S SN AALRIeRE o A, AF

T, AFHRY F8&A4, AFelE YAl AMHAd T 47HA addS AAlSHA

o2t a9l Al oAl digh &uzp whEe] WX = o] #ek Aol A
o =

s

Churchill and Suprenant(1982)87= A TEEolgh LH|A}E0] A Foly AU A&
Tl vln, Brh, AEstsE B 2Eo] oln AR o4 T H I gAS

Adst=7F sh= AEdbal A3 Cronin and Taylor(1992)83)2] 7t - YU x] o]

2ol A 1A v e AEA e e Jukel 7 UizE BlaE Fa vk R
& Brbeh=d wisl, aA wrSel gk = ohE JowHoRs JEAY Al oid
av] Fdsol A AFely Mulzel Bk A A FrrdsEM aRkse]
AEttal B pA A A gk g el gl

86) Szymanski, D. M. and R. T. Hise(2000), “e—satisfaction an initial examination,” Journal
of Retailing, 76(3), pp.309—332.

87) Churchill, J.G. and Suprenant, C.(1982), “An Investigation into the Determinants of
Customer Satisfaction”, Journal of Marketing Research, Vol.19 No.4, pp.491 504.

88) Cronin, J. and Taylor, S. (1992), “Measuring service quality:a reexamination and
extension”, Journal of Marketing, Vol.56 No.3, pp.55 68.
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EAA2007)9] ZAbel ot HE S B & ES AAGA = 44809 AN
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<& 3-2> = IEY ol8A ¢ R R E
(91: dg)
201249 | 20134 20149 2015 20164 20174
o] & & 38120 | 40,080 41,180 41,940 43,636 45,283
nEE 75.9% 79.5% 81.0% 82.2% 85.1% 88.1%
Ag: @ SAH, 7 SALY, AHU o] §AF A, 2012-2017.

g S (2013)0 mhER AzF =) IEUl &S A el s dAE g
=& & 5 vk 200140l wE) 2012dellE JABU B E A Aol 108 o] S7F
shalal, 53] Adgtiel S7hE AFGEFHAEE ARy Ad 11370 F3Ea A
T AdtEE 22 1149, 764 S7Fek vl Sl S7MAIE il el
Ao s =55 & 7 vk B3 SFIHEE ARds AvEw 2l e
gkl &3] 2001 o] F AYFEIF ] Srbekslal, 53 2Eklwe] AdatE 5
ZP7F FEEA A JERaL 9k

<3 3-3> el A
w9l Ao} 9
AFEEHAE +IIHE
A -0z
ol 2 =S KX =
%—ﬂ_a ;1(__?: = L ‘:q'?_ = Bg _g%

2014 45,3025 34,789.0 105135 286786 16,623.9

2015 54,055.6 41,8283 12,227.3 34,4719 19,583.8

2016 65,617.0 51,464.1 14,153.0 40,3684 24,2487

2017 78,2213 61,162.0 17,065.4 49,621.3 28,606.1
Ag: @7 BAH, Ft BALY, 2 £BE A
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EE) F7hskglow, 20149 A Ae 45% 30259 Yol 20159 54% 5569
Aoz A 1932%%7FeA L 201602 65% 61709 Yol =dstia Ad
H] 21.4%%7Fetqith. 20173 Ad e 78% 22739 o ® AW(65% 61709 )
v 192%57tst itk TR ES 33 Agde ARES B AddgRog o B
2017 FFES 53 AgAe 61% 16209 9oz HAA AgHe 782%= A A
shal glom, Addin 189% 5 7tetd AEES S AYAL 172 65649 Yo
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2014 45,302.5 14,693.0 10,351.0 8,382.6 4.962.1
2015 54,055.6 16,903.9 13,341.3 9,783.4 5,879.9
2016 65,617.0 20,463.2 16,656.8 11,288.3 7,169.6
2017 78,227.3 24,078.3 19,519.8 12,961.4 8912.3
Ar EAA, 0179, FESE LoD Aol
EAGol elalul, FEZE Age] 72 A%

2 RW. RN 2 BE FES
Z 7839 Yo= 30.78%E AAsA i A

“

—_

7HE #a 20179 Vo ®E 24

177%57 skl 21 vgole g, Asak &35 (19% 51989 ) 24.95%5 #+#3t
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o Jehyd.

Collection @ chosun



EAdo] w3 20183 29 AAAAY BA AN Ay 2w ) A&}
He 7% 90749 dom A FTHUH] 116% =7ttt 1 o] AETFHEHEE S

B3F(41.1%), 28] 2(70.6%), 7FA-AA-Z 4171 71(22.2%) oA F7

—_

ol
-
32

_27_

Collection @ chosun



A2d HWES JEA £4= F

N
—
o
-

2
[\)
S
—_
CT)
'L

Bgem HAl -] 44%E AHA ) ﬂ%‘ﬂl 10%7F < °]-&-#
T 49065 W, A9 52%E AASHaL 201792 5005%F W, 20161 thH] 6% et
A

ol 8o 20189 7bA] 64009 W o ® Srfrt AwrE o),

al
al
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20073 20154 20164 20174 20184
o]&2 F 2000 3980 4906 5005 6400
BFE 23.5% 44% 52% 53% 55.2%

Ag: WEY SAH, Qe o] &x4 A, 2007-2018

Dammio.comel] W29 HEYL AA AJE U= 2070= 7}ed IEul AF&x}
T 12995 715, obAlotdl A 6 A(F o, QIE, A, Sk, QIEUA|otol]l o]o)& IH
AR 7 Be 2he J2EQ wEde] dHY PEol4E i 20154 of
Aol Wit 4% Fom, 2016d 5205 ol 2017 Q1Te] 53%0] =eteli
2018l °F 64007t o] IHUS o]&st= Ao molH . AdHEEE 214 °
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@ palo] A ergrom] 002d%E AN FE7t A% %7}0}7 ALtk 201441 W=
AN AFTEE 309 Pelz 20129 el 69 Zhrkel 4. 201299

bl & Aol Az 0EHE AM[E v, 201496 = 1459 E &g Ao
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2 yewt. e $Ad a9 20159 WEY AR PR
Holda dd i 37%7F S7bekdvh 2016 el Adis o2 50

Ao ¥k obyet AdiH] 33%°l ol2s I SUFEER
T Atk 20209 7bA 1 Ul &g A R7E 1009 @eE =9d slolgtal A
gekar vk JAEUl o] &t T 62%7F JEUle R AAZAHE ol &stA e, o
20149 58 %olA 4%F7Fe FAIth 1 Q1 Hi AvadS 160982 20142

14598 Bt} 10% ol =tk FUF5E2 7ok 77, shEEol dA9] 64%°) 2ot
Atk BaAd= wEY A2 AAY7E AT e Bols @A %Oﬁlu‘r‘ﬂ HE=

i
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Thss
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HAU7HA " ATk A1 AH A AT DE7HA] ARG A

IStk Bl AgaEe] 4 ALY Ee ThEstel ol v A=
2 WHstE HAgT mE S Bdste AR EYSHAH o der g
O B2 aHAEe] 2eles &3S il vk @A MEWTdA F gE B2C
g b2l o] Alol|Ex g@katth(lazada), thegioididong, tiki, dienmayxanh %o] om
C2C £&gwul2leo]l Alo]Ei= shopee, lozi, sendo &©°] At}t. o2 LFH2] B2B, G2B,

G2C WEGooA o}z dA4lo] wWx| ¢kt agla MEY AEY &P E 2GS o)A
C2Cal 2 s o, AAgHe| QoAM= 87t rntE d2S o83 AAE
HE5S AF3E= COD(Cash On Delivery)®2 &

Asstd, 2ANAE 25T F =
Asete & vl=oly fdYdE g2 345 71x3 e (Bin, Chen and Sun, 200
3)9), (Wong, 200490, (%, Ak, o], 2Helql, 2000%), ole & #4aEo]
HER QB &3 & Ao Aol Asjadio= #gsta 9t

A WMEFA AAFAH Ades Frshe 7Y ‘THobY ofnE 0w &
LAZADA(www.lazada.vn)Z @A #lEFo|A AR A FE9 36% A4
stesta glom, wjd 12008 o] o] HF&eka 50007 o] FHolAFE 7]
= 5 WEH AALEHAA F5o 195 AA AL ATh AAGA G HEHT A
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90) Bin, Q., S.=J. Chen, and S. Q. Sun(2003), “Culture Difference in e—Commerce: A
Comparison Between the U.S and China,” Journal of Global Information Management,
11(2), 48—55

91) Wong, X.,, D. C. Yen and X. Fang(2004), “e—Commerce Development in China and Its
Implication for Business”, Asia Pacific Journal of Marketing Logistics, 16(3), 63—83

92) F4, ¥}, o], FHA(2009), ‘T AEY B E FEa%0 #ek AT, Y HA
A7 9(1), 331-357
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1. 713 &%

Szymanski and Hise(2000)9)2 7FdA el A o] 4Bz} wEol] gk Aol Al H
A, AFAE, AFHRE, AtolE HAel, AAbd 59 a<l =
HAE AFeArt 1 A3 AFATE AYEF 4714 HgEo] T fo]H <l
S M)A E Ao Yyl

Evanschitzky et al.(2004)9& &3 #HAZA, #Al3H A%, Alo]E t)x}Ql, Hel &
o] Rt e] FAA FFS Frh= AMAS WA vF Aok iRt EE iR TG
ZFAFT 8, golz et webA Fuls ] Hed {fol gk Apolrt vEheE Ao
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T AHY &£ E WL gk AFEo A Syzmanski and Hise(2000)98)7F A

93) Szymanski, D. M. and R. T. Hise(2000), “Hise, e—Satisfaction: An initial examination.”
Journal of Marketing, Vol.57, No.4, pp.18—34.

94) Evanschitzky, H., G. R. Iyer, J. Hesse, and D. Ahlert(2004), “e—Satisfaction: A
Re—examination,” Journal of Retailing, 80, 239—247.

95) HLTJ“;](2000), ‘Il zte] TR of o E- g S Tte] A AT, 2H]xEeIA 11(1), 49-58.

96) 53, 79 d(2005), “AvAFe] ARIA o] A= FujeatAAgd v X = JF AT, ofAE
718Fe1 5, 15(3), 1-30.

97) Eighmey, J(1997), “Profiling User Response to Commercial Web Sites”, Journal of
Advertising Research, 37(May—June), 59—66.

98) Szymanski, D. M. and R. T. Hise(2000), “e—satisfaction an initial examination,” Journal
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of Retailing, 76(3), pp.309—332.
99) Mc Quitt and Breitenbach(2000),

“Selling Home Entertainment on the Internet”, Journal

of Consumer Marketing, 17(3), 231—236.
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AU a5 e F33A A5t 82 &5 A8 Rangan, Menezens
& Maier(1997)100)= FEA g A 2 w3k 9 Q4d 7 o ZE A HV\E Al A8k ek
A35(2003)10D02 AUl L3 E 42H[A} AE 890 AF vy, 7148, 7194 F =,

A/S, WA 2 wkgk g ol AFEBE 55 E T UTh

Olsina et. a1(1999)102)% AE U Aol Eo] tigh uAg7Ee] d3Feclor 74
AbggolA g8, AFAHS AAFAT. Mark and Kelsey(1999)103= 7] 543 3
o, ZRlz¢ 2EY, J3F8E Fol A wgo] dFS T AA SR oH
Syzmanski and Kise(2000)100= e-H] =2~ Abof| A wEZol

HeA, AFAR, AlE Al AFH bd & dAasta vk Liao and

Cheung(2001)105)2 AgtH, AEF71E, £87Ad, AFFE, ITLS, AHY AHE%E,
YEHA £% 59 89E°] JHY &FHZ gFS v G A gom,
Mathwick et al(2001)106)2 Al Z}4 &4 AA A 71X, @84, 284 7% Fo] Ao

Eo] tigh vttol]l aFS vvkal AlAstaL vk

¢

A &P B dAYOR PuolA o e £HEWNE, T A8, 5
)3 FEI B J1EHA 4, G BE 4 5L BRI w2

Bl ARl m =y ek AA s 9

100) Rangan, V. Kasturi, melvyn A. J. & E. P. Majer(1997), “Channel Selection for New
Industrial Products: A Framework, Method and Application”, Journal of Marketing, 56,
1997, pp.62—280.

101) 35 (2003), “AHAF 237FA] F- 2 348 JIHY a3 =0 Az el B FujalEel
AT, Fered T A297, S=dEES, p.264.

102) Olsina, L., D. Godoy, G. J. Lafuente and G. Rossi(1999), “Specifying Quality
Characteristics and Attributes for Websites”, Paper Presented and the First ICSE
Working on Web Engineering (WebE—99), Los Angeles, USA

103) Mark M. Music and Kelsey L. Johnson(1999), “Benchmarking: A Tool for Website
Evaluation and Improvement’, FElectronic Networking Applications and Policy, 9(5),
pp.383—392.

104) Szymanski, D. M. and R. T. Hise(2000), “e—satisfaction an initial examination,” Journal
of Retailing, 76(3), pp.309—332.

105) Liao, Ziqui and Michael Tow Cheung(2001), “Internet Based E—Shopping and Consumer
Attitudes: An Empirical Study”, Information and Management, 38(5), 2001, pp.299—306.

106) Mathwick, Charla, Naresh Malhotra, and Edward Rigdon(2001), “Experiential Value:
Conceptualization, Measurement and Application in the Catalog and Internet Shopping
Enviroment”, Journal of Retailing, 77(1), pp.39—56.
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107) Eighmey. J(1997), “Profiling User Response to Commercial Web Sites”, Journal of
Adversiting Research, May—June, pp.9—66.
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18] 7] 2 1.9 1.9 1.9

18-234] 51 486 486 50.5

4y | 24-30A 44 419 41.9 92.4
30-4041 7 6.7 6.7 99.0
404 ©1 % 1 1.0 1.0 100.0

ﬂif*i 92 87.6 87.6 87.6

A7 5 48 48 92.4

)

ke 5 48 48 97.1
7) e 3 2.9 2.9 100.0

50 m g 15 42.9 42.9 42.9
50-100% 15 42.9 42.9 85.7

3225 |100-150% 4 3.8 3.8 89.5
150-200% 3 2.9 2.9 92.4
23023 8 76 76 100.0

A 105 100.0 100.0
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AFEREE 18AI Y 29 (1.9%) 01w, 18MIFH 23A|7kA] &= 517 (48.6%)°lH 717
I kol = 244158 30417441 (4478, 41.9%), 304158 40M7FA(7, 6.7%), 404
H(1%)ol Atk 1841 5F-H 3041744 = AA+du 2] 905%= 79 ts 2HA 63

AT AEA $9Ae AYe Avnw 4, el 2YET60E 1 B
i H(48%)% Euskov] slet Aol 33(29%)% thet

g SRt ¢ @ WSS 509 nuto] 457 o] 3 507 E 100@7%15
1509H 58] 2009 7FA] 39 (2.9%), mFA = 2009k o] Ao 89 (7.6%)°] S H3 } sR=
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;

A FES ALt AT <FE 14>0] weEtH AolE tRpl 8l AR
33.663% 0l 2= A A B alo] 33663%AHH st Atk AS WERH AL Afol
ARl 8912 7.761%, aLAAR]2 21 5985%, HIEAHI 2~ Q918 5717%, 733% 7
2218 5069%, AA HelAd 4481%= RF @AW 62.645%c0]aL = HAAA 671 &%)
o] g=r JIHUl &£E WO 62.645%RHE ATkl = Ao® et

o

>
%

<E 55> @7 AEY £PE VHE 2R

e AERE°
A
a9 1 2 3 4 5 6
.873 .054 .152 -.045 .120 .148
.798 .066 .216 .256 115 -.018
HotA .722 .097 .025 .285 .054 .081
.528 .275 .196 .229 .060 .244
.449 .306 440 157 .229 .028
.248 797 .080 -.133 .001 -.080
A}l E -.096 .783 .038 72 .162 .250
.210 .647 .109 .075 .321 .283
g Ael
.035 .590 .355 121 .208 .215
.462 577 .343 .106 .139 118
119 .222 174 .160 .149 .057
121 -.032 7137 .222 -.035 .234
s el .379 .161 .610 .074 .236 .306
.198 .094 .458 .381 .382 -.123
.385 .180 .443 -.016 .389 .226
.091 .032 41 .830 144 .076
.236 -.078 114 .729 .019 317
v & A 1] & .189 .342 .253 .562 .280 -.048
.382 .378 .426 .461 -.015 -.038
.366 .268 .243 414 -.066 .208
.066 .059 175 .059 .828 -.032
- .288 .227 -.066 .053 .618 .256
BEAE —-.048 .341 .342 .283 .576 .039
.130 .392 -.115 .100 417 277
.214 147 .220 .010 -.113 .701
- -.024 .231 -.152 .132 .238 .658
AAae .167 .256 474 .098 -.043 .619
.040 .042 .254 .199 .304 .575
Initial Eigenvalues 10.090 2.328 1.795 1.715 1.521 1.344
Variance % 33.633 7.761 5.985 5.7117 5.069 4.481
Cumulative % 33.633 41.394 47.379 53.096 58.165 62.645
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o] & deR=d o] gto] & 8<lo] AuiHor Fagh ajleojgte RS vt
a8y 7zt 7] agk(Eigenvalues)o] 1.000 ©]38kel &S A ¢sle] EAstgch <

16>0] whebd Bkl BALS 41.122%0] 22 A A R Q910] 4112294 W s}
L ThE AL e AEAR 2908 7588%, A HI A 291 6506%, HiEA]

2 291 4930%, AAABAE Q1S 4435%, AlolE TRl 4094% % RF W
62.645%°13 = AA A 671 8cle] MEY AU P& THHE6R764% T AT
Al e AoZ YERh

)

e A=’
ol e
£ 1 2 3 4 5 6

.810 .01 .076 .072 .097 .320

.760 .232 .225 .058 .047 .261

.749 .234 .239 .082 192 .262

HotA .728 .059 .201 .346 .250 .010
.600 -.004 .077 .205 .557 .073
.563 .547 -.016 .219 .190 -.017

.560 .316 .341 .330 -.237 17

.109 .733 017 .216 .21 .280
.303 .723 .059 .138 .222 -.139

AERH .061 .719 .257 .242 -.025 .035
.330 .585 .305 -.159 .108 .288

.022 .523 -.070 .281 .396 .321
.129 .100 .749 217 131 -.292

.300 a7 .670 .233 .166 .267

s el .241 .225 .668 -.072 374 .230
137 -.087 .637 .312 .006 .242

.156 418 .537 .138 .077 27

.030 .265 .110 174 .212 122
W) & A 1] A 406 .292 .262 .695 -.010 -.079
.283 .143 .515 .633 .154 -.130

.169 .139 427 443 .188 .409

.390 .169 .213 .035 .753 .076
- .148 .343 .371 .149 .616 -.004
AAae -.084 454 197 .386 .534 .095
.272 A24 .143 .389 453 .135

AlolE .269 .185 .060 017 .031 717
] =} <1 .359 .096 .405 .070 .375 .487
Initial Eigenvalues 12.337 2.276 1.979 1.479 1.331 1.228
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Variance % 41.122 7.588 6.596 4.930 4,435 4,094
Cumulative % 41.122 48.710 55.306 60.235 64.671 68.764
2% 9y FAE A
3A " Kaiser A7 & wjgd@x,
a. 16 WFEA XA 2923 Ho] +HFHYEFYL.
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& Aoltye] BAA t7ko] 6454p-0000% EAHA frelFE sl Folrl g Ao
b b b L @3 Y &R At Ykl 29le WEY ey
P AolE B4 291 Fol7t 9 Aot E AYHAL Tm BT hE
AR WA= 411435 yehual WETS] tfSEw A BHA= 34667=
kg whebd SEAEe] B EY aBE Aol TRl dF HA ME 9l
Bl &9 % A= TlAle] Frhnrt o Frha sk dabt vebu,

o)
AA

FPE 1:> tt

ﬁ

<E 5-10> =3 MEY Al 2 E AOlE ] a2 T-HF
W =7} 3 EFEHA t3k p¥k
Eisy 4.1143 84710
AlolE
6.454 .000
Tl A}l
H| E v 3.4667 1.01020
Gl Lg=e] Hrhes T aAAE[z g Frks AHAF SEO Aol7t e
Aoty el £AAF ko]l -533(p=5M) & FAA FolFE sl A Aeolrt e Ao 4
Bttt whebd “7hd 5 @ Ul e aAAHIA 292 MEY IHU &g E
AAAH 2 Rl Apol7t s Aotk AU il o] SRR SAH
o] FA= 37048% vEhta HEWS] t&xE TAFY] WA s 378102 YERT
b SHRtEe] WEW AU &£FE w2 Anjzd dlg Frprh e ey agE

sAAn| 0] Bk o Frha she A} b,

<} 5-11> s=3 HEY JHY £3E aAAH~ 82 T-AS
He =7} B EFHx t3k p#k
Bl 3.7048 1.05542
ELPE Rt TN -.533 09
W E v 3.7810 94035
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Gl gzl Wrkes T wEAnzel Wi Frhs AR S Aelvt s
ot} o] B A} tgho] 1.690(p=.09) 2 EAZ FoFs sl Aolrt Qe Aoew
stk mebd 7R 30 d e EUl e HH%HHlé 2902 HEY JEY £FE
S H 2 @Rl Aozt & Aolv’= =

A E 392382 YERa HEES] &R %ﬁﬂﬁfﬂ Htx = 37619
b SRRl S AHUl adE wjEAu 2o g Hrb MEY Qe &3E

WA 2] Honet o Frhn sk sk vekst

7] o

Ul

S
fru
i
o
U
)

<3 5-12> =k WEY QIEU £gE wfjsAuls 2]l T-HE

LAk =7} R EFHA tgk p#
ki 3.9238 88465

Bl 4T ] 1.690 094
o] E 3.7619 89361

Gl el WrteA T OAFARC WE Frhs LA S Aol e
Aot} el B4 tghe] 6.138(p=.0000%2 FAA FolF5 stellA xfol7h Q= AHow o
etk webd 7hE 20 @ QIHU aE AEAR a2 WMEY JAEY &Y=
FEAR 292 Zolrt s Aolv’e A HAT 1
BA = 414292 deha WEGS] SRR FAE Hi 3
ghA SEAbEe] S JIEUl &dE AEAAREC die Bt HEY QB &a¥E s

Anel Wb o o shs dao) e,

LAk =7} R EFHA tgk p#
- ki 4.1429 82542
FERE 6.138 .000
o E 35143 84483
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“obed] &gEo] WrtaA F AAH e W Hrh= AW $H
Aot} o] EAAR tghe] 2.880(p=.00002 FAA FoFF sl
Efuith kA “7Hd 6. @ QIEMl aE AAHEY 29e HE
AAAEE Q0L Ael7b AS Heolth'= .

o A= 381902 urehba wWEde] fiewE BAEe WX 351432 VERTh
ook SEAbEe] g QIEUl &PE AAHE
AAR ] @7t o Frhal sk A3t et

A

<E 514> = vEE JIEU &agE AARYA & T-H<5

LAk =7} R EFHA tgk p#
ki 3.8190 82952
AAAe] 3 2.880 0.05
o =t 35143 98170
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AFBFY] =5
AAF=(2002), “QTEU
A Az, =7 9438H3], pp.191-206.
g, B2 RUIeulgel gk Al g&s vx= adle] # A7, A

dAAT ATH, A22, 2002, pp.135-163.
Axrdg, }‘” *Wli 54 2 Il 5ol ~utE E RuldAA] FEokd v
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W55, ALAS), LA A
A", vhA " FHet el 7, 15(3), 1-30,
232004, “AEY BB A 2NAFHE B =)

33(2), 573-599.

—

A3HE(2003), “nAt £ 7FA] F=F 2 §3E QEU 2P Ee] HE a9l nf} 33
Eof #et AP AESAL A29¢A, SFEAESI] p.264.
148 (2000), “aB]AFe] 7R 9} o] E- Aol A AT, AujbEAT 11(1)

49-58.

WA o] 7], ARE AL el mE Eubd AAAu] A FEE 74 - Jt=
7R A 3 w7t ET s A 0% A et | A129%, s st AE] It
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