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Abstract

A Study on Self Service Technology Quality of Shipping Line
— Return Place Change E-SST Case Study -

Kim, Seong Hwan

Department of Shipping and Port Logistics
Graduate School of Global Logistics

Korea Maritime and Ocean University

With the rapid development of information IT technology, many companies
are actively introducing Self Service Technology to reduce costs and maximize
efficiency. There, however, were many cases in which the incomplete Self
Service Technology was introduced in a hurry by focusing on cost reduction
and maximizing efficiency without sufficient research and thorough technology

supplementation.

In addition, after the Self Service Technology Quality Scale(SSTQUAL) was
developed, there have been various studies on Self Service Technology and
customer satisfaction in various service fields, but the shipping company’s case
study is insufficient. Hence it was necessary to study the effects of shipping

company’s Self Service Technology quality on customer satisfaction.

Therefore, this study took "Return Place Change Self Service Technology”

currently being introduced by large global shipping companies at high speed,

- viii -
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and many shipping companies in Korea are actively introducing with various
Self Service Technology quality issues. Based on the case studies, we analyzed
the effects of shipping company’s Self Service Technology quality independent
variables on Self Service Technology customer satisfaction, Waiting Time
satisfaction, and Intention to use continuously dependent variables through

correlation analysis and multiple linear regression analysis.

It has been demonstrated that Self Service Technology technology readiness
and Self Service Technology customization have a significant impact on Self

Service technology customer satisfaction and intention to use continuously.

The implication was that the IT service providers as well as Shipping
Companies should focus more on Self Service Technology technology
satisfaction and Self Service Technology customization to bring more positive
results to Self Service technology quality customer satisfaction and continuous

use intention.

Key words: Self Service Technology, Service Quality, Customer Satisfaction,

Continuous use intention
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FE st AS gugtt 7bE, Bet Fhdeet Qe A gl o] BE
S =AY Aol AY JA¥HUS AbE-stth(Dabholkar, 1994, Meuter &
Bitner, 1998; Anitsal et al., 2002a, 2002b).

7]4: 78k A = 28] ~(Technology-Based Self-Service; TBSS)& 93 H=
b2l il A T (o] A Aol XL AAE MHAE FYste EF
o] t}(Dabholkar, 1994; Meuter & Bitner, 1998; Anitsal et al., 2002a, 2002b).

HAH (200> AFHY o2 7|e4d JRE Fdto] o] 7]de Aujx

THYE HA 7IAIek HES S AnarE AEEES sk Aol A sl

714 7] AZAH]| A(SST)E 24 o] Auj~ Ay /iy

g2

o] /\13]/\2 o]s_zﬂ e

A== AHstE 71& e o] zolgta A eaglth(Meuter et al., 2000).

K03, 71451 Aol sl Aus AZAS 2 Apele] AL SuH s, A
AME) 2~ HaEE2 9 AF-2 F7FE ok (Liljander et al., 2006).

Fitzsimmons(2003)= AH] 2 AR Q14 AMuH| 2o A 7]A|(7]&) MH|2Z2 O

A= A4S A7) Liljander et al.(2006)2 Ay Au)2 2 Alo]o] A
TG0l =ETE AUl WEAo] molx 1A Mu|A H]go] molHthal 319

o4 vl SSTE =ddstA HHA 70 A3 e Tdd 4 &
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S Y 4 A =9 (Dabholkar, Michelle & Lee, 2003), 2 E2 ¢ w21 #H
gtA Ades g5 F A HAcH(Hsieh, 2005). SSTE ] 142 Au|x
ARG A A2 Fs AR RA ol Ads FdstA Hda, MRls Al
A0 7)ot MUl Akl Fa gk Yol HATH(Bitner, Zeithaml &
Gremler 2010). A} A18] 2 (Electronic service)= Al&7+e] Aok §lo] AA oft]
ol qut 7153k Au|2~E A F3FH (Fitzsimmons, 2003), AH] 2~ A& Ao} 1742 o}
&g e A HAH

oA o] WHI HEo] AIMHL VEE Zstel B RS HOoWA
Mu| 2 Alg2bs SSTE AbEste] Mul2E FFstetal, B3 284S =0l
t}(Liljander et al., 2006). iL7}<
AlF7e] Aok glo] A Fuldsl, ATM < Bd g7 An2=g & F ¢

t}(Lin & Hsieh, 2011).

32

i)
32

2. AEAN| A BAERA 9 £

Meuter et al.(2000)= SST®] At gk 7he|are|et A S AFefsto] theFet
F39 SSTE AF8AH<E 2-1> =), Meuter et al.(2000) 123} 7] <]
SST <Clgjdo]xo] Atg¥E 7]& #F3o w2l Telephone/Interaction Voice
Response, Online/Internet, Interactive kiosks, Video/CD % 47}1# fF3d o= &+

at92 1}, Video/CDel 4% 2 71«3 37 Aegd § lvta a3l

T
T ATHE A - o] 4, 2008). AHI 27 AlFE = Aol AH o8 e
e AEAdE71IATM), A2 FHa AX Aisd 22 “dF(on-site) FA ©]

S, Aol Muls AT Azol WEeA ehn Holuh A%y ge FaelA A
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3. 7= 7|t AZ MU A(SST) #2

74718k A ZE e~ EA(Self Service Technology Quality: SSTQUAL)S v

Fe st 1A AH|AE AlFsteE AF Alolo] i)l HFo] B A4
ol §% AlAl o]ttt (Meuter et al., 2000).
AZAH| 28] EAS 188 7]=7|0 Adls F4 A9 w5 AAol o
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Self Service Al ST H| 2~ uMo] MH|AE AAE ARIE A
SST FEST Aol Mujz A ede) Y flo] 1A
(Self Service T AT U AE o] &8 S gEE
H A5z~ )
Technology) A Qs 71E A Ao~

A PiA(2020), MM A HlAm2A FHo] t7|ARE W, SST jEE3} SST A54]
ARgLl o M A= G, AFista HAFeke =g, pld

_10_
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4. AgA
D 71&71d AZHA(SST) F4¢ 54

0] WA Gie] AZAHL V%0l B A oM s AEH
A, NE 1A b FHLol tF Aua FA A g u7 b AZA

2 71 Aulze fig 4 H=7F destA vk Lin & Hsieh(201)& A
ZAH 2 HAEZA F2 AR(SSTQUAL)E 7/HEstsdth SSTQUALS AlEA
H7FHOrel & Kara, 2014)=Z, t5<] Hd A4 (Orel &
Kara, 2014, Kumar & Mittal, 2015; Mango et al., 2017; Igbal et al., 2018; Wang
et al, 2019)°] <& FHAsA A=A,

=
[>
i
i
=2
=
ol
X,
rE
2
o

B oo SST #2 596892 Lin and Hsieh(2011)7F 7§13 SSTQUALS
Hhere F 1 8¢ AE o]y XA} Drop off charge collection Al~8l EA1S uk

ato] A48k
(1) 71543 (Functionality)

Lin & Hsieh(2011)ell ©J38tH, 75 o]l SST7t 7kAaL Q= 7154 545 9
makE Ao 1ol SSTE o] &A] SST7F AHlA ZAuEe dvhy we A3
=4, SSTE AAH Au~ Arp depy 918 5 Q&R SST7F dupy o]
s sta Abgetr] AeA T EEshe] owgt)

e anAet AZAH A HaseA e 4 e dAE Aysted T8
sk g Qlo]th(Meuter et al., 2000). 71542 AlH|2=9] £%7F X35 a1 (Collier &
Bienstock, 2006), 1% 455 Aol E&40=2 27 jlo] TS 3t
™ (Alkibsi & Lind, 2011), AZAMu] 2 Has2A e 484 FUS Hgsts o &

o golA S e A HAY T&E AYHEHCollier & Sherrell, 2010).

_11_
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oA 7NeAe w21 WYatas ALg

249 42 FHHE Fad 2loln &

ATH= HollA] AzZAMn|~ HAE

o)
P

(2) &A% (Enjoyment)

Lin & Hsieh(2011)ell ¢J&td, 24 AZAH| 2 HAEZAE AE3te 1A
AM && 2 Aol wFEAA He SAwd dE A4S e o= 7|E7]
uk Aqu|2~ebo] AT Abg o 2 BE 7)9l gt Dabholkar, 1996). 1L Al
qTFe 54N 7lse® A SuEi, EA9H, 7ol Fobxlth(Dabholkar,
1996). &7 Ao = Atdso HILd s oAl Ha, S04 &S A

= 393 5S A ¥rh(Mehrabian & Russell, 1974).

r
~

=2
rlo

7]

Kol
=

Shin
oify

il

)

o
ot

W4 57 Foe 7lsAEdd A0 98-S st (Montoya-Weiss, Voss &

Grewal, 2003), 7NQlolAlE= A} AR 22 T4 FF PFo] EHdHo=

WA= o] At (Curran & Meuter, 2007). AlHES AZ ]~ HAZZA7F 2w

A AL ANY HolW A& F gu uASNA AL AL Fo] TA
Aol W3S =3t} (Dabholkar & Bagozzi,2002). WA =74 Wz Q9o
2 149 Jdes LT 5 dvhe HollA AZAMH|A HaszA F45 FA4s
© T8% aclojg & 4 ook

(3) H.QHd (Security)

Lin & Hsieh(2011)ol ¢Jshl B2 J, A7) s o=25H Az4d ddem
uAol AZMu 2 HAEEA ARE Al dubu SEASHA =7 =A ek wd ol 3l
(Mango et al., 2017). Dabholkar(1996)= A ¥ F& Ao tigh AgoA Rt
AL Frbetdnh. 18] 12 Kolsaker & Payne(2002)& HebAo] A& Wy o] AlF

_12_
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d2 dlole] dEa Aol digh mAe] bddAoletar AT ARG A A
AbEo] HebAo] FEatttal AASHA HH AA A Tl fFo] 7| wii
of Hotd-E& FQ3dtH(Dong-Her, Hsiu-Sen, Chun-Yuan, & Lin, 2004).

AAA AzdelA] AzdE B3 99e BAAAAY B FolA 2HH

o
FEE =9 4 At (Warrington, Abgrab, & Caldwell, 2000). ©]* ¥ H
=]

4l SR SR
AEeh Aol Slo] AZAHA HlazmgaAe F4E T T3 addele

(4) 7§14 H.(Privacy)

Lin & Hsieh(201D)ell 939, MA4HE AAGR =4 g Azg ke
2 IMAHRE H3F = F0| U (Zeithaml, Parasuraman & Malhotra, 2002). 71
o] AR 7|WE FHFH (Yoo & Donthy, 2001), 227o] AT B A AR XA
AbE A JIJIA B 7E depyg Bk 9f #- o] 9tk (Mango et al., 2017).

=
[-'O
oxl
f
rlr
riok
o
oY

oA AHlE H3t AL FFo FHEA] S ALFEl A )
ANAHRTE AGHAY wlxHE Aoz Ao HrHGoodwin, 1991). Flavian, Guinaliu

<23k aclolgtal sl Qe Ulel gk AE= nAo] x| Zbsh= QAR 23

(o3

S W] Motk EF AAARE FEE A A2 s Fare] F2y

flof AmAu| s HamEe AL PR $48 adeld & 4 vk

R

(5) YA (Design)
Lin & Hsieh(2011)o ¢8hd, tja}el e AZqu|~ glA 229 AAZ vzl

o, MstH oz vhed % PE A%, A A /Eg A Yt AAY

_13_
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Hols A% 55 ongth bAlS e #H o)~ s A gojopga) e
Al Z+ A An s AYa 9lof(Collins, 2018), 174
o] 7]&& HEde AL dFS I H(Theotokis et al, 2008). TIAF{1-S A ARE-
oo Foldt S mx= Fod g9ow AFHu HCyr, Head & Ivanov,
2006; Nanda, Bos, Kramer, Hay & Ignacz, 2008).

[-'O
=
JE
ox
K
B
[
o
=
N,
S

ml
rlo

ok miEg Al fapQle gojol-2 nAe njA 7xE FEsta #AUAE I
A} A Z1 e (Mathwick, Wagner & Unni 2010). Bauer, Falk & Hammerschmidt(2006)

= ARGANE S B A D 2 Ay FF 220k Lokl 294

4

o AR Q43 wEE FLW GBS WA ATk o AP AL 1o
e A5 Aud 932 M £ Ao PAA AT s HaEEA
FAL TARE 3o 2dold ¥ 4 dnh

S22 Lin & Hsieh(2011)ell 9stH 7] 9] AR =9} WA 55 9n|s, SST
AFAe] WA sEoz Qe AN yepdth Au|a S AH|a AFA)

A3 AFE o & e vHS AWe u, BAdEtH(Parasuraman et al., 1983).

oo #Ae AE A AMu|A(Parasuraman et al, 1988)¢} 7)< 7]dk

M|z Aqul s F4 Ao s AAE AT Zeithaml et al., 2002). 7]&7]8F MH] 2~
of Mujx FAE T ATHe A} dre F2S EY Yo (Parasuraman
et al, 2005), 714l gk ojelg A A= SST H7he] F8 QQlojgha
3t 4 ATH(Kim & Stoel, 2004). A= SST7F A A A Aujx 4
H 7= WA Bt (Zeithaml et al,, 2002). wehA] 242 A2 9f Ado] ot &

AN AZAN A HazzAe] FAe FAHE 28 26l ¥ & 9l

¢

_14_
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(7) # 9 A (Convenience)

[-"l
AC)
ox
rlo
wm
wm
—
2
=

>«
-3
=

e HAe ofujshs Ao®, ARE AR glo] o]

&3 7 Qe Aref Aujad Htslr] foldt =& v sth(Lin & Hsieh, 2011).

AL AZAR| 2 HasEA AAES FAA7)7] fa fdA 2 A8 +

5 Q7%= A7E Aty wgo =z Ao]elth(Collier & Sherrell, 2010). o] &
g A2 PAlE &S A JEU MRl EapdwWg AH g mEakd
G, ATM AHIAE 98k QI AMHlA 914 & AHls HIAds Eikehd
(Theotokis, Vlachos & Pramatari, 2008), SST AH] 2~ F4<] ;A A2 ZFxy
1 A tHYang, Peterson & Cai 2003).

gAadE 1Mo d3t= HHE GAs7] Y A9 Ak

d8 A EYSEE s+ Aolu, Meuter et al.(2000)& e Aol S

AHES AA TR, A AAHE 7R slFRE ue wrEo] At 3§
al

Ak Held Az~ Az

s
o,
o
=

(@}

@)

N
[u—
O
O
©
rlo
B

(8) 11793} (Customization)

Lin & Hsieh(2011)e <jshd, mAs s A¥dud Aawel A 715 s}
5 SSTE WA dv % 455 vt ast= 149 a8 FFHAY
Raete oz Ao H ) (Mathwick et al, 2010), 2&F
FA T v FARAZ(To, Liao & Lin, 2007) AZ ]2 H)
AE2 A F2 $A ot (Zeithaml et al.,, 2002).

uAMstE Ao JEA gFet Aol did #AlY wiEE EoFH(Lin &
Hsieh, 2006), 127243l7} Z718td uA4e A FAA oz HrlstA Hol &

_15_
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oo & w Fth(Scherer, Wiinderlich & Von Wangenheim, 2015).

gt NS AFHE AH| A7 54 Q5 FFAE ASE g EHAY AA
2 o7 59 w 4% Aol wAlsH(Fiore, Jin & Kim, 2005; Pappas,
Kourouthanassis, Giannakos & Chrissikopoulos, 2014). welA 1723} EALe}

DAY HA GFS WADE AT ganEAd FAS THHE

2) 717Nt Az Sl A8 A

Lin & Hsieh(2006)E A u2 gam2x] 49 F83 ue A7 9 7)&
FHZo g AolM SSTQUALS 7T/ A%, 20/ FdHo=z FAS N
SSTQUALe] rh&3} g5l #o3k ok wxttal a3lrh Lin & Hsieh(2011)
© SSTQUAL H&= 7iwst efdA, AzAuls HAasaA Hie] f7t AelA
SSTQUALS #HEA, 7154, "Ael, Bek/oAdrn, A% A, uAste 7
N Aoz FAste], &3 wE Aol M SSTQUALol AWta whZo] {93

4o Qg vAnha 59

o

gebg ATelA AzAus HAzzAe EFde Z4dr] 9d Lin &
Hsieh(2011)7F A|FeE SSTQUALS] 77 Akglo] ARE S ATH(AA € - e, 2018;
Alkibsi & Lind, 2011; Radomir - Nistor, 2012; Igbal, Hassan & Habibah, 2018;
Agus, 2018; Christabella et al., 2018, Wang et al., 2019).

SSTQUALe ti& afe] A5 WA A3 EH, Orel & Kara(2014)= E7] A&
A grEebAle] A A=A ofx Aula Fo] 1 wEHE T¥al FA &
A= @3 A7l A Lin & Hsieh(2006)¢] A5 wtg o2 7154
g, HAL, #eEds 293 571 Aol SST AH|

P>
i
i)
o
|\
o
QL
)
=2
ofy
Shin
QL
i
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AgFatH, SST A=} 52 w7keh wigel weh 2ebd o vk FAA

Boon-itt(2015)& #E&

< 7154, 984, 4%, )

2~ F4 A At 435 o

S7|H 28 AMu] 29 AMu]~ 4 AZby a7 gk
AR, 715 S 28 4 Ado] uANSLS A
o]9} o] SSTQUAL?® Zw¢} dd&Ee SSTE A&

7bol w2k & 4 9tk (Radomir & Nistor, 2012).

SSTQUALC ot =l A& AyEH, A9, $39(2018)2 Kanox 2
&4 7 ATolA SSTQUAL

ol &3 SJHAA L] FUA FEALE MHA F2

S, MAMEE 2T 574 2pdo] vAE

:7:;(] /‘\

Z3kA 7171 918 SSTQUAL®] ] Al SSTUQUAL

=3 A

JbH | Kumar & Mittal(2015)+ Q1 =ol A 7]

ATeld EA%, aAE o
SSTQUALe] 2} 8}31

she wla oy 2, =

d] o
=

S T Aoz FAG oY, Kim & Park(2019) 53 AZAMu|x EXo] ¥

R

g9 A7)
SSTQUALS

te 7hA],
1R, EAR,

SSTQUAL 9479 F+8 AL 2gdo=HEH A

Aol FE o] Fa g HAER dA=

Al AIZANH A F)0. 239 Z7F 49 A H

o] AxMu|x HAEZAE AFHoR =8ty
2016), 7]&o] wW=A o
Aol Hiol & Aog oAt

A2 gaEEA FE) O HYATE

H

fu

Aol s AZMH A HAzZA o MHlA

Hsieh(2011)7F #Al¢oFet SSTQUALS] 77FA] A&

_17_

Collection @ kmou

Y5 g WAL 9F ATNA FY

wobd, mash Hel4 o

L shol] whep AZAH 2~ 7] A
# th(Beatson, Lee & Coote, 2007).

ol A o]
570 A9 ez T,

2l o™ (Wei, Torres &

BEstd <& 2-6>7 i

=Ast7] 918 Lin &

R\



<H 26> AZAM 2 HAneA FA ABAT

ATHH| 2 I E2A FZA(SSTQUAL)
il =7} = By _
A | 7184 | A AR A% | A | 225
Lin & Hsieh(2006) Zdrd SST O O O O O O O
Lin & Hsieh(2011) Zdtd SST O O O O O O O
Alkibsi & Lind(2011) o3 (of ul) O O O O O O O
Radomir & >3 o o o o o o o
Nistor(2012) (Frkyo})
T3 kA
Orel & Kara(2014) | 0 0 0 0 0
(87])
] 23
Boon-itt(2015) (1) O O O @) @)
Kumar & >3
) 0 0 0 0
Mittal(2015) (%)
Considine & B2B 4 4 o o
Cormican(2016) (o}dA=)
Alfred & >3 o L p o o
Dwomoh(2017) (7F4)
Mango, Muceldili, & >3
. O O O O O O O
Erdil(2017) (517])
o g
Kho(2017) O ©) O O O
(AU Al o})
Igbal, Hassan & Zdkd SST 5 . s P o o o
Habibah(2018) (I}7] 2~ &)
St
Agus(2018) ° N 0 0 o 0 0 0 0
: (2aolAop)
Christabella, Della
e
Tedjakusuma& O O O O @) @) @)
. (1= Ale})
Harianto(2018)
e
Ahn & Seo(2018) ) O O O @)
(3t=)
e
A, &3P (2018) _ 0 0 0 0 0 0 0
(3t=)
Wang, Yuen, Wong, 55
. O O O O O O O
& Teeo(2019) (72 2)
e
Kim & Park(2019) ° 0 0 0 0 0
(3=)

A iA(2020), “AEZMH A Bl AmRA FHo] t7|ARE W, SST jEE3} SST A54]
ARgLl o MA= G, AFista HAFeke) =, p.23.
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Collection @ kmou



A24d 7]E7I9k AZAH| ~(SST) #4 748
1. 7154 (Functionality)

Lin & Hsieh(2011)ell ¢&t9, 7]5A o] & SST7}F 714

K
fass
rir
)
olr

2
Am

2,
o
o,

sl Aoz nAo] SSTE o4 A SST/h Al A%ES Avh} we 43
shex, SSTE AR Mrl2 237k drht we & e, SST7 dvht of
Ssta ALga] AeA 5 Tdsel gt

71 vl Aeh AZMu A HAameA e F4 7he

Wl
il
ol
QL
rlr
=
of\
fo

sk g Qlo]th(Meuter et al., 2000). 71542 AHl2=9] £%7F E3Hs] a1 (Collier &
Bienstock, 2006), o1z 455 TRl §&40=2 27 flo] Fd== 3t
™ (Alkibsi & Lind, 2011), AZAH] 2~ HAEZ

o ol T3 22 7Y HA4e 582 HeHrh(Collier & Sherrell, 2010).

AAY JlEAe WEL GRS ST F drks BolA AZAN: Has

PN
s
2A AL A Fa% adold ¥ 4 3

=72 (Enjoyment)

Lin & Hsieh(2011)el] 9Jstd, A %L AIZAu| A HAsZAE ALEsteE 3A
oA =& 1 AdoA wlFAA HE AR Ui Q1A S Tl ol& 7]|E7]
e Au|~9ke] e 280 2 8B 7]QlsttH(Dabholkar, 1996). 17} 7]

dres SAY 7sem Add T

tlo

=7
i, 2791, 7ol Fopxlth(Dabholkar,

1996). A& oMM = Atdsol Hd HA =a, S84 @ &4 oA

il

offl
tlo
ofr

= 393 5S A ¥rh(Mehrabian & Russell, 1974).
W4 57 Foe 7lsAbEdd AR 98-S 31 (Montoya-Weiss, Voss &

_19_
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Grewal 2003), /Al A= A&t AR 2 A F Pso] FHAAHO=E
A= o] At (Curran & Meuter, 2007). AlHES AZ U2~ HAZZA7F 2w

AL EAE A Holw AHED 4 Qi uASNA AR #EE T o4

3. B9 (Security)

Lin & Hsieh(201Dell ofstd, Betd 2 M), AV] So 2R A7 ddem
uAol AZMH 2 HAEEA ARE Al dub SEASHA =7 =A 9k wEol 3l
(Mango et al., 2017). Dabholkar(1996)= A 0] 52 Ao tfgh Aol Al Xtk
e F7tst9 o™, Kolsaker & Payne(2002)= HebAol A& wWo] Al
dole A& Aol gk Ao kA et stk AAFAY AnAE
o] Hebgo] FEstrha Q1A sHA W Az A el fFe] w7 wiol
ot & = Q& tHDong-Her, Hsiu-Sen, Chun-Yuan & Lin, 2004). <124 A

SFM A4d &4 Ade HLAAY Beks oM AR AFES wd

i

o)

4 ATH(Warrington, Abgrab & Caldwell, 2000). o] ¥ HoFA L Al 9} yto]
Ao AZAH A HAs2A]Y FH4& A 8% 8oz & 5 9
4. 7814 H.(Privacy)

Lin & Hsieh(2011)e] ¢Jstd, 7HAAR = JHQ1AGR &4 g #ztd gt o=

7

IARRE WF = FFo|tH(Zeithaml, Parasuraman & Malhotra, 2002). 7§21 A
H

= 7198 HF5H 1 (Yoo & Donthu, 2001), o] AZXH| A~ EHAsZA| AlE

_20_
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A WA AH R Doy B Rb=x 9k B o] gt (Mango et al, 2017). QAR =
7 & 2¥E 9 Ay FEol HAHA 2 AFFEdA AR A
HAY wjEEE Ao 2 A EtHGoodwin, 1991).

ok

el

i

Flavian, Guinaliu & Gurrea(2006)= 701G R7F HAA A4S S R3ta 7)

DAE G W Fo@ adlolga sk ARl ta Az ol
=

2L

o
o
i

I d&e 7] mEold = /HIARE &

ol

2stz Aagnd o
A2 Qs Fagol RARNT Qo] AZA 2 HAERA] LS THGE

23 89log @ % gk

ofN

5. f &1 (Design)

OAce Az HaEEAs AN HAel, MeHon v b

= ALk, 2o HA Vles AREsta e AAE Heols Ak S& ovEh

(Lin & Hsieh, 2011). ©AQ1 Q¥ H o]~ sHel A goJol-yp 2 A7zt
Aol wjH A3 HA ojux|e} e AuAS AU 1o (Collins, 2018), 174 0]

s HESde Axol 9SS vt (Theotokis et al., 2008). T]AFol2 #jAL&
oro] fo3 g wAE Fed 99doz AFEHu JuHCyr, Head &
Ivanov, 2006; Nanda, Bos, Kramer, Hay & Ignacz, 2008).

w5, EHel OA dolobe A A NS FEAD FAANS F

AN 71t (Mathwick, Wagner & Unni 2010). Bauer, Falk & Hammerschmidt(2006)

E AAANE S B A Y 2e AFH FQ axst Lo x4

o 74 A4 wEEH Fad L Ay Atk AW tAAL 170
NEe AESe ARl 9Re WA 5 ke PolA AT HamEeA
FAe PG Fad adeld @ 4 vk

— 21 —
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6. Al (Assurance)

Lin & Hsieh(2011)e] &3, AL 7]qle dxwe WA 55 on]sy,
SST AlgAte] WA sEHoz Q3 2AAIZHS YEbdt, Arj2s Al e Aul A
A2z AAI AFME doZd £ Qe THES AWS W, B2A3dd

(Parasuraman et al., 1988).

B oo FAAe A5 A AH] ~(Parasuraman et al, 1988)¢} 714 7|4k A
W2o] Auls EA AQ0= A4 H A HZeithaml et al, 2002). 7% 716k A2
of Mulx FHS T3 ATEe A8 AREs FAS &8 Yoy (Parasuraman
et al, 2005), 714l g ojeldt AAI7a A= SST H7ke F8 aloleha
3t = AtHKim & Stoel, 2004). 2= SST7F A A QA A Aujx~ F4
H7b= N A H(Zeithaml et al,2002). webA SAAdS AlFlef Adte] ke A

a9lolet & % 9

A
=

e

-

oM AZMu A HAzeA e F4E FA%E T

7. H 2] A (Convenience)
A e SST Avlzol o wAe] Ho4e dulels Aow, Az Aot 5l
o] o]&3 £ AdE HES Mujzo HTdr] fold HAEZ oudH(Lin &

Aed U=

27HE AZE A =¥ow Aodrh(Collier & Sherrell,
2010). ol#fg ALAHL YrtolE HES A JHU Anjx, BupdwWd] Muls

& Rt @], ATM MElAS 93 QI MHlA YA MAl: A4S 2
$Fatm (Theotokis, Vlachos & Pramatari, 2008), SST AH]2= F49] 34 A H =

74z% 1 9Jvh(Yang, Peterson & Cai 2003).

Holbrook(1999) #e]4d& iAol st 545 SAdstr] s 7ele A7t}

Collection @ kmou



8. 11743} (Customization)
aAstet M HdEwet A 7] Fe] F§etesE SSTE WA e ¢ 4

L5 9usth(Lin & Hsieh, 2011). 2Ast= 1A Q45 TFA7]a0 11749
Moo F3tels o2 Ao xH M (Mathwick et al, 2010), 2859 #H A

2 F49 E 2 F4 24 2(To, Liao & Lin, 2007) AXZA B2 HAEZXA] 9]
&4 o] th(Zeithaml et al., 2002). 1A s= 4] /|HZA Qe Mg ot
A wMHE H9FH(Lin & Hsieh, 2006), 3437} S7kstd 142 gid&
s oZ HrtstA Hol ds ko] ¢S W HTHScherer, Wiinderlich &
Von Wangenheim, 2015). 3t u2& Agwe HH|A7F EH Q75 2542
Ao AgAHAY AARE 2737t 52 v A% 7Aool HAFrH(Fiore, Jin

& Kim, 2005; Pappas, Kourouthanassis, Giannakos & Chrissikopoulos, 2014).

(

L A ER PN E

0.

uhebA] LA sk fARel ARl S A

2R 4S5 FAse o3 2ozt 8 £
9. 7|% 4] %(Technology Readiness)
Parasuraman(2000)] ¢J&bd, 7|& FH| e 7P H A ZEE G4

Az seEEe FFL AL Av%el U@ HEE 487 94,

Collection @ kmou



Parasuraman(2000)< 7]< +H] % A 4(TRI : Technology Readiness Index)E 7
el o, Al7)so]  tidk BEE  Optimism(Y#Al), Innovativeness(E414),
Discomfort(&# 7)), Insecurity(Eet7}) 4xpQ4 o2 1 3iAc. a3 dAA e
A7) FEH R TABARA FFES w AL 7]E7r AT A8 ARl o

e Agon Wil o, TAUWIY BARe Arl%e FeuEe FAH

of

gt GFs A= AR B HtH(Zeithaml, 2002; 3 - ¥k=11) 2009). 7]

o
o
7| AZAn A G M R aEde] MulAE Hrleked %= € 7

Qe 2UES DAY BAte] J1& FE F Gy Ay 2E A
2FA THHN GFL MAE AOR etk (REA - B4, 2013)

A - R (2009)E Ve FHEEE HES =98] SSTE o] &8 79l
o EAo] taA Adra, /jee 7% FHEE SSTo ta HEES gAss

o st 9IS 71:vE AdFE AAE AT Meuter et al.(2005)2 7]
s A, 52 Aol 7le7|Hk AZxn| 2o s e Hrhel #d Qlvtal 3

o 7% F8%=7F 2749 e-Service Qualityol thak Hrleo] FAHA QA o

ot
o
=)

2 Aolgta & tH(Liljander et al., 2006; Zeithaml et al., 2002).
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A3 LI o] Bo
1. 7] A1 7+ (Perceived Waiting Time) W<
1) d7IAIH] 7id 3 T84

ke A1 (202000l o8k, 7| A ZRel tiEk QIZEe] 1AL FakAolan JRIA Sl A
ol utgE Fa dow, t7]AIgte] tiE iQle] whEE Al A AA e AE ol
tH(Maister, 1984). 7] AMu)|A~A oA 7] A o]w(Van Riel, Semeijn, Ribbink
& Bomert-Peters, 2012), 1A SHY} A4 S-S 2t A F o digk o

7Fol ek (Durrande-Moreau & Usunier, 1999).

grlgths AL dnHos Auag 4as] A8 S s B AEA

o}k
i

rlo

gxo8 7t3H 7% 3 (Tom & Lucey, 1995). AH)| A& AL A3 2 A
HI 7} EAlell o] FH A7) wiitol A HgE & F il FoE d5e7] ode F
271 Wl (Parasuraman et al., 1985), AH] =& W7] Ao 7|thg] = AL el
dolt. A 5] Mul2E W] f& Zitee A dubAY Ao® AMulx
1
Mulz Fuj7h o] Folx = MulL ARYel A di7]AIRte] FREHA thFolxitt
(Larson, Larson & Katz, 1991).

g ol&

s

LAE F 0% el de] tAAE ARFHEz

ofr

WA S Ml A~ Al A th7](Pre-process  waiting), AR~ F 7]
(in-process waiting), A1 B2 A& - t7](Post-process waiting)®] 3@AZ =

F ATH<E 2-T>3 ).

2 AFoMeE o] > ZE oY HAF Self Service Drop off charge
Collection Al =818 AE-& & AH| 2~ AF F 7] A gko] SST ¥kt SST A
&4 AR o)k wX= g7

F< gelat g .
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<E 2-7> 9@ dr] 9
T2 | Adz A A 7l | AW2 AT F g2l [ AN A F 9]
B T R
wa | Atz | SR AT g s
o Wlej o} o] o
71 - -
| 7L EA7, A W71, A W71, A%, #A7]

bz Qb A(2020), “AEZAME] 2 BlAEEA] FZo] t7|AZE v SST w3 SST A 44
Mg mo] WA e o AlFoietal uAFe =i p27.

T,

o
r =l
r
b
i1e
=
N
&
oxl
o
X
=
=2
lo
o,
N
N
=2
of
o
o
=)
rlr
ofN
ko
QL
ko
[-'O
rlo
=
N

AlZke] Aol QlEl, t7] Aol Mu s kel BAAR] dFS vives WU T

AZF AAHJ T d7IAEe A o] M aglior J|gES 149 7|ty

a8y Z&Aela Ak Ee AHls A 11 v e A st d
AL (Maister, 1985), 53] th7]Azto] Aold 5 7ty ow Qg A& A, 3
A)o] WAEt L FE(E7]) 2 oo tHDube-Rioux, Schmitt & Leclerc, 1989).

Auj 2 FA A d7IAHE flele A2 E7bsstr] wiid 2RAoR tgE
F A A9 AZHE griAE #HElseor ok (Dube-Rioux et al, 1989;
Larson et al., 1991).

2) A ztE 7] A

e

71 A1z AAA 7] A 7HObjective  waiting  time)®} Azt d) 7] A7k

(Perceived waiting time)o.= FR¥Ath A#AH 7|A7he 150 APHo =
A% AgAQl s zte Azbolw, A ZtE g7 AR A Ee] FHALSE =
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7= Al3ke] 8 & o] tH(Hornik, 1984).

A ZF A ZH(time perception)©] ¥k AH|A7F =71 Ay A|7Fo & Al 7ho] thdk A
9] F#34 gdbo] th(Seawright & Sampson, 2007). wEbA th7] A1 7+ F A

tf 7] A] ZH(Subjective perception of time)o]2til & 4= Ut}

Seawright & Sampson(2007)2 A7} t 7] Al 7F2 A&B]=F7) 2| Zbsk gl 7] Al 3o
2 ARA gAMb Aolzh dvkal ok MElA AleAteEe A e Azhd
H7IA e dEA7IE o & aAwnRo R ojojd A 7Yt e, o]lFE
2018). st A A o] 7Rk AZFETE A ZbE H 7] A kel T
37 w&o] th(Hornik, 1984; Pruyn & Smidts, 1998). Zakay(1993)= 28 & &3l
¥ AFAZE W7 Folgka A ztstH W7 AIRbs i b ke FA 7] ARt
o] dojRvtE= #7bs stvhar =4tk (Hornik, 1984; Larson et al., 1991).

=1y
rE
olo

3) A1zkd 7MY 2

Bielen & Demoulin(2007)> th7A| s A2, FH4, A4, B4, 4714
AYS <HE 2-8>F Po] R A 7] A ZHObjective Waiting Time)
Ao M) & w7tz o] A Ao th(Davis & Vollman, 1990; Larson et al.,
1991; Taylor, 1994). 34 th7] A 7H(Subjective Waiting Time)S 174o] o 7] &t

rlo
X,
{0,
[e]

ARe FAEE Aoz, AgATE BAEC] AZ4F B SR

(Hui & Tse, 1996; Pruyn & Smidts, 1998).

i

g3 1A 4 o) 7] A 7HCognitive Waiting Time)< 7] A|7ko] ®rolE5d 4= gl

n

o, gl dod, A 4 A=A (Durrande-Moreau, 1999), 281 i 71 o=
HEHEA G 2o ke giek Aujzke] Hrbolth(Pruyn & Smidts, 1998). w}

Ao g A 7] A 7H Affective Waiting Time)& A F3, 2~E# A A%,
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348 S Il st AAH w-Solth(Taylor, 1994; Pruyn & Smidts, 1998).
Pruyn & Smidts(1998)+= o]t A4 SHy FAA SHLS 7|vge H7tE
Pttt F4r)
el 2 A4 Pruyn & Smidts(1998)8] Aol A AFE® 7o) xZkg T
ZIAZE R (QIA A g7 A 7E whE D A A g7 AIRE )R o2 SST RbEy
A &A Apgokof gt Jeks At shoh
<3E 2-8> U7IAZEe 4714 SH
T& A 9 Agd
PR AT A wAe] ~EeHE =A% Davis & Vollman(1990)
Larson, Larson & Katz(1991)
1A 2 | AT
Taylor(1994)
=31 A :
T34 o] ZAa 7|47 Hui & Tse(1996)
o) 7] Al g Pruyn & Smidts(1998)
N7IAIZS & ) Aoz kst
1A A " = B B Durrande-Moreau(1999)
Bk ol welEd F 9leA,
71 Al 7F .
W e, 48 Apsaiol g zate) s | T & Smidts(1998)
AAA | Az AR, S, seds, Ay, | 000
A7 | AR e dslel og gAA g | & Tsed%)
Pruyn & Smidts(1993)
Abg: SF A (2020), “AEAMM) 2 HAEEA] FHo] tI7IAZE vEE SST whE3 SST |44

ARgolme] WAL G e e 2 E,

2. 717k A Aqu] A~ (SST) W<

Cardozo(1965) 2. 2 F-E A

gl (e]&-7] - 4

H-25, 2008),

R
& Q4oleta 4l

o ATl 3
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Howard & Sheth(1969)& 1ZgtZolgt 1o] 2& thrle] HdA S QA5
e Aeetar Aol vhA - Anderson(1973)2 o] 7|thdk A Xt HI7F o
53]

WES 3, mAe] AE Ant Frt dow Bu

o
(r
)
o
Rl
o
1o

39 th Rust & Oliver(1994)= w8 7ol A H| A~ o] &d st A A 7+4
olgtar A3t o, pol7t Cronin, Brady & Hult(2000)+= 1292 3174 0]
i

g e 5 1t A wgelgn 9

olsh ol thbd AFAZ] mAWE] tat we HeoE sgorh A7
=

oz Q8| FBL ATE0] AW

o|Fo = Theka Azt Al wHEo] e AF7F o] FoJ A=l Meuter et
al.(2000)= -2 Y F5AEo] de AH|E FHAA RS AMH| A AE
M ALl Zho o] FojA = ZEA L] ApgolTtal o uM-AH| 2 A

TP BACNA, L aAo] MulA AlEPAel we) FgHd

2 ofy

o

Kol
=

B9, 7% wroz Qs nAdA BES Fi gael Ao 7% e

2o wet 7les gdeR o wEd tie AG7F e E ) Lin & Hsieh(2006)

of MW, 7&78k AXZAH 2~ SHAA TEHL SSTY 7154, 4%, ¢4,
wed, B, Fald, aAge A v EHETa st o, AZtE Auls FH o]
ko] o 8kS wFIth Meuter et al.(2000)& A|7by} W] 8-S Aofstu, EH
E A& 541711, AdHe] 55 A F e JheAo]l SST ®vES o
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3. 7= 7|t AZ MU A(SST) A 54 ol &=

A &2 A8 T (Continuance usage intention)© WS A &H 02 Al&steE =
Qle] drw wiAY N} FFAR ok HE AFAEL dFolut Auj=o A
T P[RSS HR AREo]l ofyEt AEHH AREOA HZHEUL FRF3G
(Bhattacherjee, 2001). &B|ztE°] F39 AEoly FH AMH~E A&
AMEsHA] oW 7P ES A B &S EHek & B ol&S dA x| Wi
ojtf. o], 1A FAEo| 5% HAsotd wAY HE&S 18% HAHIL o]F

25~95%7+ Al S 7Fghol el A th(Reichheld & Schefter, 2000).

e MEAE HxE =Y @ A FEsks Ak d AT EGE o9
st MH| A8 AEHH oz AT g gleAd tE dAg7F HZol F2 o] FolA

1 9Jth(Lian, 2018; Foroughi, Iranmanesh, & Hyun, 2019).

i

Z71A%0] thgel g F glomg Lz

kA B AFA A= SST A EHA A& EE Web based HHH A W7 Self
ServiceA| 28®lS A &HH 02 AL o2 AHostal H& 75 SST whEo] i

o) SST A4 AgolEd] §F

o2k
o

WA AL A

[-‘0
ol
fui
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=

=

=

712710 LA 0] 2(SST) & Abel
7t s

(User Acceptance Test)
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2) 2= 53 Drop off charge collection SST

£ 9] Stand-alone WFg# W7 Drop off charge ##] SST9 Logics WA=

el g A%

i O

Aladoel F AEAA o2 Axde A 4o T AMEshe

=S
AolA o= o

-
=
po{r
o
o,
o
)
oy

A7l SSTelvh, @A mazelA ubdA] |4

Drop off charge & $lsle] A4 3stal 9= SSTol 7= &tk

ro

Fo ZTEAA D 7)5e #9935 Delivery Order ¢ Aol 3tFz28YH I

LAY

g+ sddelY W A7k Delivery Order 91 3t A A A4 1
A¢t & 4% Drop off charge &A1 WAsts 3 st5d 2H35tE Drop off
charge W&o QQHo]xol F7bsal 845:7F 7k vlg Ak 45 Al Self Service

2 Delivery Order ¢ ¥ g8 W= SSTolt,

AR Baa B 4R A28 g Agstel W

=

Ag WA sE9
3} Drop Off ChargeES W3 3ste] A &3t Drop off chargeE <¢lH o] 29

EX
g 4 9la1, Self Service Delivery Order &<1/%e 7 A7 st 258 4 Ut}

2 AdoliE WA 28 A$ BAT & glrh 9 A 59 A% €l
Aoy 49 A WAE 9 5o ddo] ARG wtx 87
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Service Contract Drop off
charge line Y/N

Drop off charge output to
Invoice from Service
Contract Table

fcharge outputto
e from Tariff table

Invoice Amount
Settlement

SelfService Delivery

Order 23l S0l

No

<21¥ 3-1> #2232 %3 DROP OFF CHARGE Collection SST

3) W23 AVANTIDA ¥+g32 W7 Drop off charge¥®# SST

#dA MAERSK, MSC, Hapag-Lloyd, CMA CGM, ZIM, ONE, ACL, OOCL
COSCO SHIPPING7F 7FYstal Sle= #7]olo] £AME Fil 9l= AVANTIDA

platform< Drop-off, Pickup, Triangulations$ X =2ZAd 2 2&3} Self Service

Technology©] t}.

Fo ZEA2x 9 7]5S Avantida platformel 7Fd3e AFEx7) wbdA WA
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Drop off chargeE " g] %3] Depositdte] %=il, Avantida Web platformol| A <
o] AAS &1 AvantidadlAl 5¢ 7ls oRE For Fo T £Ho AR
gzt ¢ Al ##H Drop off charge H| €S 2502 Depositd & ol A
Deductdhi= WAlolt}, 12]3 Avantida’} %2 Drop off chargeE A1H]Z AME 3|
& Aoy AX FRAE AHE FFEEE A9, oA sk WA ot

RS wg A WA AR 5 SAA AP Abo]l Aol AATbel TH7ke] BT A

F mEETE w9 = vbgx] M3 8 Drop off chargeE # Avwith $53= W

WA HES v o= A d5 & 52U 79 Depositol

A ARzHE = BAelt By, wf dwit Fuete 2R gl S5 AT glth

uMo] Pt RO WA WARE Wi WA E FUdslY T Ve gE
%

T ANEES A

LIS RN

SR FAEPlatform) A E7F FART, 58 59 TR WA
W owhd e ZASES COPINOE Aol & 4 glth webd 557 v gs A%a

A gm g e AE JFedth mekd wrh wd wgas AR g

Hhdsk Z191%] W Audit reportE §8Fo] Iofsto] ALS 5 AAES Slojof &
T ATH
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Avantida Drop Off Charge
Membership Deposit

Return Place
Change Request

Return Place Deduct from
Change Approved Deposit

Collected Drop Off

Maersk Account Charge Tranfer

<29 3-2> W23 AVANTIDA 384 M7 Drop off charge?2] SST

4) W2~= KLNET Doc-drop off charge ## SST

W23 KLNET Doc-drop off charge #&]& wA2= 3h=ro] whgdz] Z4 9
Doc-drop off charge 3= €3 SST Al¥ &A o we} KLNET7F 4+ 7123

T, 20129 78 1L4RH mAaa deold 24 ARgety] AlAE 9 s EH oY

W x] W7 Ao] Doc-drop off charge ¥ SSTo]th,

KLNET Doc-drop off charge ¥ SST7} /W=7 o= m2a 2o o
g2 WA 9HS oy Quoa Wi gy Iy B

it =
Asksled, =9 sddeld whdA WA A ko]l Wobd A tr] Az, ¢
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ToEEA, 1A SR B2 el Hasgith o]F ol& syl $lskd
KLNET# wbg#] 7 @& uA3 waa s dxke] dF Z2A25 Ao 3
ATk ol Edl® maa KLNET F¢ ey v #of(DOC-
Doc-drop off charge ##]) SST7} 7/I¢= At Fd &k A& AA AFEAF 1k
5 A7 A g SST7E F7HEHA AREE AL gl 1 FE )T

A wrA W AN sR gRs) A3 b
g HAE ABE A wek 4% AY sbssth agn £ FREY Wy
Wi 8w A3 28 44 B 5 gen, £9 3

R

dtddly COPINO 5 % A 7Festtt. =3, + sy ibgx A
i

n
i
if
g

NET DOC ## E-SSTe 744 AHde=s= wbdx w7 AlA ket

G2 A9 Afelelq Qold & Qe A AMA AR A5 FEo

Sl
Mo
X

>~
el
ot

FHE 2w3o] Ak kA, w23 KINET DOC #+8] Self Service E-SSTE
Fd Foh AAl AFESEA dE8HA FEek ohFet gdke] AWEtA =S, ool
il

& gt 2o el Aashl Hsid
(1) WA 55 A% el F2le] SST A4

w23 KLNET DOC## SSTE WAaZRE wWA|gFd st ARE ux
58h7] wZoll, o] 75 & TEIA FEaAu o2 Qlste] WA stFIF A W
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(2) wbdA] WAAA 2714 9] 7he Al S5 SST 744

F9) BAHIUE W UE of= 4T 5 olel s WA0E ske] A
WA A3 ANE QA FARAL, BA 1 FA ATE FN w4 A
4e Folstolol & Bastk Yk o SAste] $HH YA} AxA 4G

18 WE AU MR WEA WAS HEtE 7ol Bas

4) whdA) WAE 3 oF WA 7% SST AX

| ~=3 KLNET DOC## Self Service E-SSTE Al pjzUA Z2AAE
Self Service Technology® H#st=5 vzl AZAH] 2 AFEAFS] Input
Quality7} A &2 Service Output Quality= A &A H= AaAAA7E o
Ty kel #e] wak w223 KINET DOC #8 SSTe A di7] At w5
L5 Huh gol7] fste] vhgE FEA AF4E SASE SST =%d¢] Fast
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DA FEEE Bk Eol7] Aste] mAW WA 28E Quo|AE W
Wel AL, o] BAF ool AT FA WA WAL Hgselol i
ds] ggol EATDL olm 57 Wit 15 o Gekel A Qme|sE wy
@ % qlofok stdl, £7] WF A QEstolok st dolHd 7 U wrh:
A3k o7 ARE B BT & Avke wHel Uk AF WA B3P 4
B oEeqd v W $Ae weelt Adael drAL F4e fete] oA

(6) t7] AlZE glo] AAt 5 F FA AF 59 SST /WA

M3 KLNET DOC#& E-SST versionol & ¥Hg A W7 A%-SST — AR
o] AAJ-SST — YH-SST — YFH-SST — +<A-SST Self Service 7]% ©]
TFas]o] k. AT YF-SSTY <A-SSTAFe| o] A2l t7]AIZF F4do] SST
ARG sd el e A AL dEFS W Uk J-SSTS 52-SSTel
ARgARS] Agrel 7N G5 S Bedts SST 7|5 (HAIE $5 Ased)e

F7F =93te], W23 KLNET DOC#g SST #4 uAwE% gito] I Qs

(7) A% 7FsAZE A glo] 24417 A4 7 SST 7HA

ol g, ol Self Service AHgAHe] 7Nzt FAHY e v
S gl Wgelth, oo 247 AN T AF 59 SSTE F7F mgste] v~
=

KLNET DOC#3g E-SST #34 w2 s By &4 A4 a7 ok
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HHEER| B A1

7ts o & Y/N

No

A2d HMMe <4 Whdx] M7 2] SST Atz

sWel T - lE A/ =A e AHolY dAbs T oubd A WA Auas

k1
o,
ol
rir
S
>~
ol
i
o]

= HhdA] WA Drop off charge #2] E-SSTE A4 8 Q FAFES Wb

1 A4 BobAa =, -2 KLNET# KTNETe|A A &3}

o] 7% F7F 2 skl Ab&a glth. KLNET$ KTNET® whd= W7 A

Mg A5 Ad U WA WA 9F FA AN wEA WA

o

o WA b A2 B T FZH Y W o COPINO AAHEA &
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HMM3 SM Lines =4 A= siedeely AolA mbgdA 87 Z(Drop

off charge)E W+ Zlo] o= A& dwtsirt # AlAH

B KTLNET/KLNET®9] vt

=]

=l
WA W7 Drop off charge ¥ SSTE o] &3slo] WA WARE F3st7] A%}
stk RbgA WA My Al i Fapol ARk o4 MAFR A S IT 7199

KTNET/KLNET®| W% A& Ad«gf To] Brp d&dato] T84 53 54«9
il

7 Self Service 7]5< Tdg

]_
T = Aol Ak & EW, WA WA A Al wbgA WAR WA sk

FE5 A4 gel= Self Services: Xt} & F+dT 4 9ty KTNET/KLNET whd

A W7 Drop off charge ¥#] Self Service TechnologyES ©]&3t= a2 ZH oY

MALe]l A Z2A A TEFELS HAR ol <I2¥ 3-4>¢F 2

Tariff H| & QU2 0|A 2l

<1¥ 3-4> HMM% T4 jbgA W73 2ol E-SST At#

_42_

Collection @ kmou



A47 A A

Functionality
Enjoyment
Security
Waiting Time
Satisfaction
Design
ssa:;:t\;‘ice | SST Intent to use
Assurance Customer
Satisfaction
Convenience

Customization

Usefulness

Technology
Readiness

<AY 4-1> AT Hd g

93 g <Y 429 ol AF W L #AZ 972 Agsdn
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Coll

(D

<Y 42> AT Y 2

A
R

A24d A+ 7

SST #43 ufuEo]l JeadA £4S 935t Shahid Igbal et al.(2018)°] A A]
3 7hd mdS afga & ofr]o] 7] AlZF wFE(Waiting Time Satisfaction) ¥}

714 ¥ =(Technology Readiness)S F7}ste] A4 7pd S A A5

olo wz} & A"y MAe] whdx] W7 Drop Off Charge Collection SST
+4% 754 (Functionality), =7-%(Enjoyment), ¢t K oA (Security/Privacy),
T 291 (Design), X 5/d(Assurance), ¥ 2]/ (Convenience), 3174 3}(Customization),

84 (Usefulness), 71% <H|%=(Technology Readiness) S 83W T2 w3}algl

A Aeloly MLl whdx] W7 Drop Off Charge Collection Trade Off #&£S

|

A2 ) 7] Al 7 9+ (Waiting Time Satisfaction), 274 %H:(Customer Satisfaction),
Ad AHESJ%E(SST Intent to Use)® Weststlal, HE ofgfol e A5 7HA

[e) =)
= A5

Hi-1: 8]¢ Aoy A whdx] W7 Drop off charge collection SSTE] 7]

s (Functionality) W2 sl ZEloly Aol wbg=] W7 Drop off charge
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collection SST #F2 9] ZHWEAQl AMH] 2~ W% (E-SST Satisfaction)ell A(+)<]

HI1-2: 3% ZHoly AL ¥zl W7 Drop off charge collection SSTE| &
A+ (Enjoyment) 92 8l ZdH oy AALe] w3z W7 Drop off charge
collection E-Self Service Technology #Z°] #ubHQl An]2x WL (E-SST

Satisfaction)oll A (+)9] o]t &S v]E Aol

H1-3: 3| A" oy A9 wbdx] W7 Drop off charge collection SSTE] <F
/8 SHd (Security/Privacy ) W52 3l ZHolY AMAF w2l W7 Drop off
charge collection E-Self Service Technology ¥ 2] HuzAel Mul~ whEn

(E-SST Satisfaction)oll A (+)] folst d&&FS vl Hojuh

Py

H1-4: & A" olY A vbd=] W7 Drop off charge collection SST9] t]
k) (Design)WH2 a7 El o]y HAF BEEA] W7 Drop off charge collection
E-Self Service Technology #2 9] A&l AH|~ W% (E-SST Satisfaction)

of A(+)9) fold e WA Ao,

HI-5: 8¢ Aol A ¥ x] W7 Drop off charge collection SSTE] X
A (Assurance) =2 8% ZHolY AMAF wbgdx] W7 Drop off charge

collection SST #49] ZWH& <l Mu] 2 == (E-SST Satisfaction)ol] A (+)9]

H1-6: 3% Aeoly Aol whdx] W7 Drop off charge collection SST¢] #
°]/d(Convenience)¥=-2 3> ZHolY MAF whgA] W7 Drop off charge

collection SST #FZ 9] WAl AMH] 2~ W% (E-SST Satisfaction)dll A(+)<]
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H1-7: 3} A"ely AALe]l ¥hdx] M7 Drop off charge collection SST2] i1
2 8F(Customization)9H52 a2 ZAHolY AAL ¥bgdx] W7 Drop off charge

collection SST #49] W& Mu] 2 == (E-SST Satisfaction)ol] A (+)9] +

H1-8: 8¢ #Ad" o]y XA whdx] W7 Drop off charge collection SSTE
44 (Usefulness)WHE2 dl& HolyY AAL dbgdxl W7 Drop off charge
collection E-Self Service Technology #Z¢] #ubHQl AH]2x WHLE(E-SST

Satisfaction)oll A (+)9] ot &S vd Aot

AV

HI-9: &< Ag oy A ¥bdA] W7 Drop off charge collection SST2] 7]
% W (Technology Readiness)?52 3% Aoy AL ¥dx] W7 Drop
off charge collection SST F2 ¢ HAWFAQl AH]~ WL (E-SST Satisfaction)oll

Aol Fol G M Aolnt,

H1-10: 3 Ad"oly AALe]l ¥hdx] ®7 Drop off charge collection SST2]
7] (Functionality) 952 3l& ZH oy AAF W= W7 Drop off charge
collection SST W7] A7t ¥FE(Waiting Time Satisfaction)ol] A (+)9] <3 o3k
<= "A ot

HI-11: sl ZEolyY AAle] wbd=] W7 Drop off charge collection SST]
Z A% Enjoyment)WHH 3% ZElolY HAAF ¥Rl W7 Drop off charge
collection SST t)7] Azt R (Waiting Time Satisfaction)ol] A (+)¢] g 3k
<= "A ot

H1-12: 3 Ad"oly Aol ¥bdx] ®7 Drop off charge collection SST2]

oL /B oA (Security/Privacy) W52 d& ZH oY AAF WXl W7 Drop off
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charge collection SST t7]A|7F ¥H(Waiting Time Satisfaction)oll A (+)¢] <]
& @3 3 Aol

kS
o= =

HI-13: &l ZEolY AAle]l wbd=] W7 Drop off charge collection SST]

2Rl (Design) w52 3l & ZElo]Y AL BbgA] W7 Drop off charge collection

A

SST th7]Al7F WF=(Waiting Time Satisfaction)oll A (+)e] F2dt J3kS 1
o),

il

H1-14: &% #Ad o]y AAFe] ¥bdA W7 Drop off charge collection SST 2
H 5 (Assurance) W52 dl> ZElolY AMAF wbdx] W7 Drop off charge
collection SST t7] A7+ W=E(Waiting Time Satisfaction)ol]l A (+)9] 23 J3F
= " A ot

HI-15: & Zeloly AAle]l whdx W7 Drop off charge collection SST9
H A (Convenience) <2 &l ZH oY A wbdA] ®7 Drop off charge
collection SST th7] A7+ ¥F=(Waiting Time Satisfaction)ol] A (+)e] 23t o3k
< "A ot

H1-16: 3% dH oy AAe] dbd =] W7 Drop off charge collection SST 2]
28} (Customization) =2 8% ZlEHloly AAF ¥tz W7 Drop off charge
collection E-Self Service Technology t7]A17F TFE(Waiting Time Satisfaction)

o B0l frol Je 13 ol

H1-17: 3 Ad"ely Aol ¥bdx] ®7 Drop off charge collection SST2]
fr&4 (Usefulness)WH<2 &% ZHolY AAL whd=] W% Drop off charge
collection SST th7] A7+ ¥F=(Waiting Time Satisfaction)ol] A (+)e] 2]t o3k
< " A Aot
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H1-18: 3+ Aol Aol ¥bdx] ®7 Drop off charge collection SST2]
7% 9] %=(Technology Readiness)9H<< af¢- Ad|oly] AAF ¥ x] W7 Drop
off charge collection E-Self Service Technology ©™7]A]7F % (Waiting Time

Satisfaction)dll A (+)¢] &gt Ja& njz Aot}

H1-19: 3 Ad"oly Aol ¥bdx] ®7 Drop off charge collection SST2]
71°573 (Functionality) %<2 3l ZlHolY dAF 9bgd A W7 Drop off charge
collection SST A &ALE 9] =(E-SST Intent to Use Satisfaction)ol] A (+)2 9

g &= A Aoy

H1-20: 3% Hdoly AARe] dbgdx] W7 Drop off charge collection SST 2]
Z A% (Enjoyment) W2 dl& Z1"oly A} wbdA] W7 Drop off charge
collection SST A &AL 9 =(E-SST Intent to Use Satisfaction)ol] A (+)2] 9

g &= A Aoy

H1-21: 3 Adgoly Aol ¥hdx] ®7 Drop off charge collection SST2]
oFA/H eFA (Security/Privacy) W52 &l ZHolyY AAF Wbzl W7 Drop off
charge collection SST A &AME o] %= (E-SST Intent to Use Satisfaction)o] A (+)

o feld e A ol

H1-22: 3% ZEloly AAle]l wbd=] W7 Drop off charge collection SST]
O Q1 (Design) w2 &l 7 Holu AAF vhdA] W7 Drop off charge collection
SST A &AFE 9 =(E-SST Intent to Use Satisfaction)ell A (+)e] #9J3t S
ul & Zojt,

HI1-23: sl ZElolyY AAle]l wbd=] W7 Drop off charge collection SST]

H 5 (Assurance) V52 3% ZHolY HdAF Wb Al W7 Drop off charge

_48_

Collection @ kmou



collection SST A &ALE 9 =(E-SST Intent to Use Satisfaction)ol]l A (+)2] 9
st s v Aot}

kS
o= =

H1-24: &l 7ol dALe] ®RbgdA] W7 Drop off charge collection SST]
H o)A (Convenience) =2 dl& ZAH oY AAF Wbdx W74 Drop off charge
collection SST A &AL 9] =(E-SST Intent to Use Satisfaction)o] g (+)2 9

g e A Aoln

H1-25: &l ZHoly dALe] ®RbgdA] W7 Drop off charge collection SST]
379 8} (Customization) T2 3% Z1Elo]Y AAF wbgd2] W7 Drop off charge
collection SST A &AME o) = (E-SST Intent to Use Satisfaction)oll A (+)9] 9

# e MA Qo

T

H1-26: 3 Adgoly Aol ¥bdx] W7 Drop off charge collection SST2]
44 (Usefulness) <2 % HHoolY XAl wbdx] W74 Drop off charge
collection SST A &AL 9] E=(E-SST Intent to Use Satisfaction)o] g (+)2 9

3 o &F u] Z] ;4\0]1:}_

=

H1-27: 3% ZElolyY AAle] wbdX] W7 Drop off charge collection SST]
714 4] =(Technology Readiness)%<2 > Ad o]y XA} whdx] W7 Drop
off charge collection SST A|&AME o= (E-SST Intent to Use Satisfaction)oll

A ol e A Aotk

H2-1: | A" oy A9 wbdx] W7 Drop off charge collection SST9
71\ b T (Waiting Time Satisfaction)< 3% 1 g|o]y] AAF vbgdx] W7 Drop
off charge collection SST A|&AME o= (E-SST Intent to Use Satisfaction)oll

A0 ol e A Aotk
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H2-2: 3 A=oly Aol ¥hdx] W7 Drop off charge collection SSTe] #
ubA ol AMu) A wFEH(E-SST Satisfaction)S ¢ A" oy XA whgdx WA
Drop off charge collection SST A|&AFE 9% (E-SST Intent to Use

Satisfaction)oll A (+)] ot &S v Aol

B oA AR 9 bl spiel H SST F3 d7 Az 0, SST W)
SST A%H ALgowste] Ao thste] AAATE 4w giut,

1. SST EQ% th7]AzF W, SST W&t w7

Taylor(1994)= 717} o245 BAA Aol dAste] MulL 7t F-4
A e mAA Fgal ol o vekd AFAEol el 7] At
MUl vA= G g d7ES AL ow F3h8 23 Utk (Chebat
et al, 1995, Hui & Tse, 1996; Houston, Bettencourt, Wenger & 1998;, Lee &
Lambert, 2000, ¥F-2], 2000, =42 - 7155, 2007). Lee & Lambert(2000)= 7] A
Zrol Mulx FA 3 uARER nAe FF AFdM A4S A 7HA aFeR 4
Hot7IAIzko] Muls FAhd oW JFS HASAS dotEdt 1 T A WA
A Ta 71 7R A 4R g7 A o] 11 aF o2 Auja FEe] A
B4 SHs A ke, diz|Azte]l ARlA Fddd dEF=
Houston et al.(1998)2 th7] Sl 7|t 3t Mulx 4 H7ke] wA Aol A o

71N Aels EAe] mARTE 3 WAl E BAH ARRATE AT &g

2ol AulaFE Aol A7) A (Time risk)ol 93-S v F A (Hsieh & Tsao,
2014; A4 - Ao - 3, 2013), MH&FDOA HEE Anl 2 o] Azt

Collection @ kmou



s
wn
)
=
@e
.%
wn
Q
@)
~
(@]
—_
o
rlr
oX
k1
Wl
N,
Lo
>
N
N
o
ol
)
N
4,
rfo
A
[-'O
Ex
ol
o
i)
>

99, AENY, AN A AT Axd EAN Aw FAL A7E £

9 A9l 42 vAA

kY

A & o3k
F Aol d&FS MG s B3 A4E AdS Fold 22 AL}

oAl =Hl 1 5w A JHE 2 9FS mAE 28lo] ARt ol &Sl

EI

olelo| = A F7HA hE o] kel th 7| A ZF HIel tigk A 5H(Pruyn & Smidts,
1998), SST 7Zd H717F 7] A7 w5ell vl A= & (Djelassi, Diallo, & Zielke,
2018)°ll Wit MaAATEo] AEHa A} Pruyn & Smidts(1998)= 7] 7} A H]
2 RS vl G tE Aol d7IARE BIFE AA B 7IAIRE H ket
AMA 7N 7 H7hE G Dielassi et al.(2018)8 SST A& 7171 thr] Al
H3 AR WA= Gkl g Aol t7AIES JAAA YA B
3 AME QAL e R ol SST AEHII7E t7IAzt who] degSs

AT 59

w3k Ahn & Seo(2018)= A5 &g #AEHo AZAH| A~ HABEA st
A ukg ATl A 7154, EA%, TR, A7 A ()9 A H
(RS & w7l E H2d s 39 sl v x= Gkl i g A 7]

A, %, 1AL AMAH el A4AA dFe FALL, 71, st

Foluh

ox Kl
o

olf

A4 A A (HE)] FAH G

ok,
o
2
2,
N
X
o
rlo
[-'O
)
2
o
FE
J@
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of g%

o

FA

o
K
u)
_>|i
[-'O
rlo
-

e (RE) LR e FA Rt

A2 AT F Wang et al(019)9] BFA ML 37 o] AFelA AA, 75
A, TR, wekgo] XA Auls BEe mAE QR 24, A4, w45
AR A2 ] nR el e ATE A, BIHY wge <

AA Qs BEd SRR dBe F Y, 71sAH OR

of

r [e]
rlo
N
)
i)
32
i
k=
o

2743 SN ANA Az BEel gAY AFE myol nAse 3

W

949 GG vAA Rag

g, B AT A AuAFH T v Alolo] ARAAS S skE o] 24 A
I AAH Z=AE50] AAHASHW(Brady & Robertson, 2001; Akbar

o e

Parvez, 2009), th&st Ao A A Ztd Au]2~ FZA 3 grEE Afo]o] A3k o]
o1 % 9 tH(Cronin & Taylor, 1992; Parasuraman et al., 1988).

A= nA-Ad il Aquj s FA whRe] tiyk dgse] FE olsld

HHH (Sureshchandar, Rajendran & Anantharaman, 2002), 7]&ol] 3t T %7} 3

Hr

ofxl o]% nA-7|w ZF Bt AMH|A FAI WL Alold Fad #A E
et 2kl A agd ) wEae] AAE g% ATl A4 Wolfinbarger &
Gilly(2003)= AE Ul & wWetol| A Au| 2~ F2 3 1174 whE Alolo] ZHgk w7 7}

o

A%kt ¥t} Ribbink, Van Riel, Liljander & Streukens(2004)= &g &

WA AR AE 2 B TARSE Aolo] FHA AR S FAHg

e, kel MulaEFEd A FE SST #d3 wate] AAE A5 A7
}‘
-
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SSTQUAL# wr=3te] Ao A Lin & Hsieh(2006)= SSTel tigh a7 =z}

%58 A )% ZEY 9T AFAA 15, EAE, B, B, U4,
wely, mAs} wEd FHAA GG vATE LS AFE oA, I
7 A5e] SSTQUALS] 77h4 Ahelo] el 3349 Rel 9e mine 3

ANZT - o] AF(2012)F FFALY SST E4o] 174 wEg g5 o ro nAE=
A ATl FEA, folA 7]GA, Heko] mAE o3 IS nF
tha &9tk Orel & Kara(2014)+ spovpzl Al A Fop-o Mu)x F23 17
) ZAE gE AN 75 A, EAL, A, kel Aol o

AN dFS vAGE AL HEHH Boon-itt(2015)= E-REES 73k 717]

Zo
-~
9p)
o)
—
o
c
=
-
Lo
AL
re

AFellA 71sA, B4, 7w, S, HAA- BT E-

2. T7IAIRE WET SST B3} 17

Maister(1985) = 7Hd 4 02 Maister 295 A ctalty AA] 7| A|7tE Y HES
AARsHE Aol 7N A Zelghs RS F43 oY= Davis & Vollmann(1990)

< ATATE F& AA AR AZE 7| AE BE kS dEdste]

O

HA0l od&s vt F3e9 vtk Kumar, Kalwani & Dada(1997)2 tj7] Zol
st 7t gi7] Aol digh s J S vca & ds Sl
o g ar oy dAFAEe] ARjAke] ti7IAZE BH7keE AH 2 g vkl o

g Rt F335 A HPruyn & Smidts, 1998; Taylor, 1994).

Davis & Vollmann(1990)2 S| 2~EF= wjde] u7 o) 7| A| 73 o

o
Aol mAe] HEAS W, vgo] Auhp vlAe] wel, A WEHE 57
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=

dEet Zolzk e AS HoFT Smidts & Pruyn(1994)2 < 2 2;
Ao Ay A gk Aol A Az 7| AES AA AR By gt
of 7] H7bel o ®We dFS mA= Aol Aoty FHASAh Zhou &
Soman(2003)< MHAE 7t e A FAAAY Fe] dFom At &
7vetAl HW AnApe] R A A o] EobA L

grless Jgaee dgow ola) 244 Bl vopd Adw ek,

o
=

Bk 7| AIZEE o] ek AH| & H7H(Taylor, 1994)0] A F&S 7| A
= Ao ® Vel Durrande-Moreau & Usunier(1999)= 7|theg]& 218 A A A
gk FEolA gk Fasgk Fito|lw o= uAe] AH| A HukA H 7t

2
of gS mtta At 18] Djelassi et al.(2018)2 SST A3 H 717 of

AN DARE WA G AFNA GIIALE AAF YA
AN U BEOR el Ul BEe] wARZe] APH JFe

2 74 S AgPAFE AHE Ay} SST AEASF HA}
e AS AT W, 252 [ty
o] WS Yehdith(Davis & Vollmann 1990). 214 E-&

AR A AZHE dokd = As AR sty Wi VEs AHEsE A

e
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[*]

ANAAH AEe] Fa PP AAE JHA = Aul2 A A Ite] A&
AA QA5 2 (Parasuraman & Grewal, 2000), A Zt¥ 7}X]

A FAE B ANE R molAY, AZhd FHA = oleldt oA
AR A o= WHIo]th(McDougall & Levesque, 2000). A

2 7HA7E A SuE, aAsS A% 22 Fde BAl shA e Aelth

Ahn & Seo(2018)= Mo 2g d2Edge AZqu|A HAazsZA o tjst 17
HES- Ao A A ZhE AMuja FA3 dFole gk wi/fEFE AXH A (A
e 7R A (g v )R dAsta FEo el n A= g uis)

A% A AAA dEjek XY AH BF 3 oo sAHd dFE 1A

O

N

o

= AHae A,
@, 17 BEo] LA AR FH JFE WA Y} WEo]
A&7 9

Fo FYe 24 eolhs AdL ov Be ATE B3 nus
(Kim, Ferrin & Rao, 2009; Kuo, Wu & Deng, 2009; Liu, Guo & I
2 1L Bhattacherjee(2001)= A& ok 7HF Fa3 A2 nifolgt= AS o
At F, AHEAFY A&A ALE R FE AA AME F AL TFHeA 2t

o A H g,

ol

Oliver(1993)¢} Lee(2010)= 4 B A 2~l(Information System) 7oA A B A|2~8 A}
Boll HEsh= AHEAE AEA AR YRS FAseH Tad 9T vl FEF)
th 77|k ARz A S FRIFE Al2F AREAZE SST F4ol ket
W SST A|&4 ARg el Faks wA oty gk SST =+l w=w, uA
S AR e A ARG AaE vebd nk ofyE} SST A&4 AR S
of| 3= 95 3tH(Zhao, Mattila & Eva Tao, 2008; Chen, Chen & Chen, 2009).
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A3Ad FAF AA

TR FES AT AEAE FdA KLNETS KTNET7F 7jEsto] =4 - 9
=2 &l Aoy MAbEe] £d wt AlFsta e whgAl WA A1 2~ (Drop
off charge collection) SST A% AAES o=z HAAHUAY. HiEA] FA4LS
& Aol XA whdx] W7 Au|x SST #2 S 7] 4 (Functionality), &

71%-(Enjoyment), ¢Fd  ®<SHd(Security/Privacy),  ©AF2l(Design), HEZF

oX.

(Assurance), 2] A (Convenience), 1743} Customization), 84 (Usefulness) %
T A F4 SRR deseiith sl dH oy AARe] Rhd A WA A~
SST =S 7]%4 #H]% w=(Technology Readiness Satisfaction), & th7]A 7k
1F=(Waiting Time Satisfaction), 11729 %F<(Customer Satisfaction), SST A& Al&

A~ =L =] = = : Z = =]
0 U = 7(0 == = Bl e =70 AT
ol%= (SST Intent to Use)Z ©@<=3lsle] WMHEAHEE Likert 58 L2 =43

HoAd B2xS FAstaa KLNET BHgA] W74 Al SSTE AL&3te], H2
4 Atolof whgdx WA AAHS 3 AHAA 300 X9 olwd F
ALE S Hl Zek AT AT A= Naver & =

, 49 195 49 30971A] 309 7h

S

i, HF 199571 wlolH Aol o] &
4

TE e

7 | KLNET Maersk #bg=] W7 A Mu|Ag F3 whd=x] WA A4 4
Fag | WEGE]F) L 3005 wEQ01T- 3]<F)
ZAZIZE | 20206 49 19 ~ 49 30¢ (30¢7h)
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g Aul g ATEE A Al
| o] tH(Meuter et al., 2000). 7]% 7]
Ao A= Lin & Hsieh(2011)9}F

of
2
N

ofel Wl H=ol 248

W AZAN s Y 5

(1) SST 7154 (Functionality) ¥+ 2

B oAFA 7|5 FA2L uAo] SST Z2ZA 24 AMEHS g HEsHA 3

ofstal, o g WA glo] A& AHElsls =R 4o, ol& ZA37] 93] Lin

& Hsieh(2011)9] AAFE EgjZ 2 AG Aste] 2tA =435t O oz TA
g4, @ AHE WU T 45 oE FAEUTH

g, QA& A, @ Z2A 2

(2) SST &A% (Enjoyment) 3
(Enjoyment) %22 12749] Self Service TechnologyS ©] &
B A AEE Joetelal, olg A st

EEHE A=k oﬂ:rL /\lﬁ-oﬂ gk /“x4o}oi|
Loz FAEAT

2 AT EAE
gto] Mu|2E vg o) 7= nk5 9
7] $18) Lin & Hsieh(2011)2] A &A=

O Fvsd, @ 71%e] Fd, @ FHEE 7Tl Y &
X ok (Security + Privacy) # 32

(3) SST ot4 -
Ao A ¢bd - ¥ QA (Security - Privacy) %2 & 117]o] SSTE o] &3lo] A
7= AR A kAT el AR HokA ek WMo AE
A&7 94 Lin & Hsieh(2011)9] AgA+E Efz B

ol 274

Al AE e )

= o5

ﬂll
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AT el gA sl O ZAA HHAE, @ AR B AAE Q) TN AR
=

(4) SST QZ}O] (D651gn) A

2 ATl A Al (Design)¥# 22 1740] SST o] & Al st 4 tzk2l
Holxa UFE 5 %4, W gAY 58 5, viret 3 5o HAT] A
Z43t7] 94 Lin & Hsieh(2011)¢] AFAFES Edjz 2 A4
el A skl O st A YRR @ QlEelx YR T A, O 3

(5) SST ® 54 (Assurance) ¥ 2

ool B3 A(Assurance) FE L SSTE AlFshe 3Jabe] Aoe Aw
A, A ER A A S, Auls S8 st aAe] Az We A9
AEZ Aostdith. ol& SA43t7] 98l Lin & Hsieh(2011)9] APA+E EU=
B AT A3 gt £838te O 2, A, @ 88T BE AT, @ EA
A A A, @ Ml s g ALt T ARFe R A3

it

(6) SST # 9] A (Convenience) =2

i

oA to A HoA(Convenience)F 2 & SSTO o] & A 7hth, H &olA, AFE W
HoE, A di7] AZE el digk Ax= At ol& F43%7] ¢4 Lin &
Hsieh(2011)9] AgPAFE Btz B oA Absto] ubi] A3t O A 7] Az

@ AHE W Q) Ht S0, @ Aujx o] & A7 F 45 o2 FAE
(7) SST 127293} Customization) = 2

2 AFo| A 78k (Customization)F 22> SST7F A Q- ALg A g, WA
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b A, o] Abg A, uA 4 5 g oo wE B A Au s
Agets ez Aostatt. ol 437l 93 Lin & Hsieh(2011)9] Mdd A
E EQE & A7 A3 wA A4S © a4 2 A A, @ WAsF
Ag, @ < A A, @

A A B argon AR

=

(8) SST 84 (Usefulness) %2

B Ao A F8A(Usefulness) 22 SST7F 45 &84, 8 4% A4, 4
Hatel &olA 0¥ A7 T HF T oA Ego] HeE HALEZ A YA
olZ =A3}7] 93] Lin & Hsieh(2011)¢} Shahid Igbal et al.(2018)¢] A3+ =
EUE 2 AT A8l 2A s st O 9 &84, © ' o5 d#4, @ A

o
AN

nstel goly, @ 9Y A7 F 4BYon PAsd

Oll

2) SST "h=
(1) SST W

WEL Tolg 54 AE wh Auze] FuEE F BAEE ANAA A

=
ol
o
o)
)
Jus)
[e](e3
O

k-3 © 2 (Westbrook & Reilly, 1983), a79o] Au] A~ H oA A
ol AL EEdtE ALE wH(Lin & Hsieh, 2006).
B odjlo A= SST &S 1Mol SST AFE A] Aty oz vy wrZo A
T2 AYsan @ 715, @ A%, @ ¢tH/EA @ YAl § BEA, ®
s} &

s, ® 84, @ 7=

71 AR o] MujaE g FH7F s gle wiihE A AlEbE ] 7t

Aol AZHE ety uAo] Vg = Fot 7= Al o]t (Taylor, 1994).
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Ao A A7 7] A ZH(Waiting Time) W52 1780] SSTE AFE 3 uj

2 SAEA, EolA e Fu, o9, duE 2, A, Ha) A A
bl thal Aol AMHor S A= Aojetth. Hui & Tse(1996)¢ Lin

& Hsieh(2006)¢] A aATE vt
5

SAZEA B71AZE, @ b A W A

Oﬂ
O
fr
re
rO
-
o
ol
=
s
X
a
oxl
QL
£
e
fins
it
CTI

<

T duE A d7IA T 3 2o A E I

(3) SST 7]% 4] %=(Technology Readiness) %=

)

= THES 7S AFdN H5855 2487 fste] 283 Wess

st = Abehe] Al ko] i (Parasuraman, 2000).

OFO
ol
ﬂ—’
>~
-
ofo

2 Aqto| A= SSTe| 7|+ #H]%(Technology Readiness) THES- Parasuraman(2000)
of APAT-& BEUR 7]& a8 o ¥ 3(Optimism), 4l 710l s 5§
A (Innovativeness), 71%7|4F =& o] thdt #HersH(Discomfort), 7]%& HF oA
(Insecurity)®] A=2 Aostz, @ 7]& &84 gt ¥ (Optimism), @ Al
7]=ell gt &4 (Innovativeness), @ 71=78F Ao gt A <FEH(Discomfort),
@ 7)< ®etb kA A (Insecurity) & 47 E3d oz FA FHAc)

(4) SST A &A AL WE

oo a] SST A4 AFE9%(SST Intent to Use)i= 2720l SSTE Al
T SSTE AHFAo=E AET =7t =AY A== Aostal, Chea &
Luo(2008)¢} Hsiao et al.(2016)¢] AAAE wtgoz & A5 o] oA +74
ol @ &5 AHEE A&t v, @ AHHow AT Afelt, @ AHAoR
AbgStE o] dddEd, @ ko m A ARty AlEE Aot © BaH ol &

Al F AR Aol T 5 Edew ZAe

_60_

Collection @ kmou



ATE #2o] dnbs

J|m

73

<

o3 AEA Suxte] dubd EALS <F 5-1>3 ok WA Ade Aol
75.4%, Aol 246%= FA Hlgo] ¥ Hi F IAEE HH EHIA}
704% % 74 w1, LY9(11.6%), a3 AH8.0%), A3t5(6.5%), #AIAH35%)]

Fow vy

T e | % TE = %
=534 140 | 70.4 49 ot 28 14.1
x9d 23 | 11.6 =5 | 4~84d mwr 78 39.2
3|4} N 13 | 66 W2 | 8~12d mlwk 28 14.1
A A 7 35 128 o)A 65 32.7
3l & 3] AF 16 | 80 AL A 36 18.1
104 vk Vi WO, 2 - 3% 100 50.3
A1 10~50 Mk | 51 | 256 = 2 32 16.1
7= | 50~100% W | 30 | 151 2 10 05
1009 o]/ S 37 2 q 12 6.0
A 159 | 799 ¥ A 150 | 754
= a4 36 | 181 LS o] } 59 | 246

A w2} 3 15 -

o 1 05 HAI 161 100

S|AF PR E HW 1007 o]Ao] 372%= 7HE kil 107 ~507 (25.6%), 10™
1 RH22.1%), 50~10078(15.1%)¢] o2 yEyt. SH5dFE B 49 o] 4 ~8
dowRke] 39.2% % Hd WAL, 129 o] (827%), 8d ol ~12d 1 wH(14.1%)9]
ToE UYL AETAE 957 199%=2 7Hd Wi, 9 181%), vl AH1.5%),
F905%)9 oz vttt Agdas g, 33(60.3%)0] 7 Ba, AR,
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A7 (18.1%), 2H4(16.1%), F-739.5%), U €(6.0%)°] +o & ey

A2d A=A R B 4

AZAH 2~ 7]=Fd v Qo] WA ddd A1 A(internal  consistency

s

reliability) & ZEe=#] ol izt EA e AHE&H 337) 891 AR dEE AA 9 I
THoE 289 9 89 AE FEEd dato] NG EA4S AT 24
A AFA A5 (Cronbach’s alpha)7b 0.979¢F 095008 Z+zF vpebyttl duk
© & Cronbach’s alpha ko] 0.60 ool W& d#:Ao] Qrfa s = o=

s =2 WHLdBAd AEAS SRS

<E 52> Az A 7]EEE WS HE 99l 97 B3 AFA HAE

A=A
= S [e)
T7 Einsy B FEo| AAE B$
Cronbach &3}

1) Functionality .869 91
2) Enjoyment 788 945
B 3) Security/Privacy 804 944
AZ 1)) Design 307 944
W] 2~ | 5) Assurance 834 943
71%:%= | 6) Convenience 862 941
7) Customization 645 956
8) Usefulness 845 942
9) Technology Readiness 851 942

¥ Cronbach's alpha = 0.950

WA A 7)ED BEE AR A% B 30 A0 BPde st
7] sk B4 QR A (EFAS AN GAT EEAFEMSA)E 09432

B 2 AR aR el Afstn ¢ 4 vk £, Batlette] 794 44

T
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RS
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e

NI
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18] 2~ 7] &E 4
KMO9 ¥EZA3E=(MSA) HA

5-3> AL

<3

A

[¢)

pus

028

8310.098
0.000% %

0.943

(E-SST)9] =3 87k (7]

Approx z?
A} & (df)
=4

Z>

A H]

A 3L
= —

g4 w7 AR

P

R

2

]

[Bartlettd] +34 AA]

p <005 p” <001, p™ <0.001
A

&), WA 27E4 (7]

oF

d

N

, SST

Z
=5

T

o
L B4

Ea

)¢} E-SST Satisfaction(H

[¢)

pus
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0.837°] 7}
Z M7 E-SST Customization(2L23})#} E-SST Satisfaction

&4 27FA(E-SST A5k A H)

[€)

=

DA r
vebith wbgdx] W7 E-SST Technology Readiness(7]% <

A W7 E-SST Functionality(”]

=

Ael 712z,
AE

)

Eu
gl

)

]
1o

L
2
’
-

)E}

=]
H%)9}  E-SST Satisfaction(H¥H2] AjH]

(RLAEE A2 E)e)

()9l
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<E 54> AudA A4

. ST |SST Intent
Functionality | Enjoyment |Security/Privacy|  Design Assurance | Convenience |C Rea dinesgsy Waiting Time | Satisfaction | to Use
(15%) EAR) | (AH/EAY) (EIxtRl) (254) () (%43 (R84) 715 ZH|E (H2| 71 AIZh | (EES M| A | (sST RIS
) Bzg) | AgoE

Functionality 1

(715%)

Enjoyment

plady 0702739524 1

Security/Privacy

otEl ot 0800180974 0.635693581] 1

Design

e 0738486196 0.700210392]  0.675130035 1

?;s,_liﬁ';“ 0771960309| 0.656365842| 0816504885 0716535202 1

24

(c;';l"i:‘)'e"“ 080414099 072117964  0.742037476| 0.755271198| 0743272425 1

(Customization

i 0579124002| 0597315318|  0.49538328| 0.535694029| 0.539176927| 0.553949894 1

Usefulness

o) 0770772329| 0.701700713|  0.675326138| 0.739691633| 0.696789296| 0.821943255 059890408 1

(T;lcg"g:f‘g“d'"e” 0774942485 0692752458  0.725184719) 0.686754979| 0.802421344| 0754299299| 0.613679005| 0.771562621 1

Waiting Time

el A 075265586| 0.618786015| 0747619871 0.682543917| 0704256832 (071917998 0538654216 0.677045208 0767295374 1

SST Satisfaction

e 0837153648 0.781386855|  0.77852118| 0.751285697| 0.781034947) 0773869142 0.675975135 0773556629 0.829840484| 0758233487 1

|(Eurs A SHEE)

SST Intent to Use

(osTRie agojey | 070Baseass| ossmoesast| 0saesleios| 060727965| 0592917374| 0670263626 0571317131 06606576ET|  069357695| 0679581209| 0780520846 1

2. T3 3] A4
1) SST Service Quality vs. Customer Satisfaction

Rhgx] W7 E-SST 4 SHWs 7HACIA, 71+, ohd - ek, fA
A, BIA, HAA, nAs F84)7F H5HST E-SST Satisfaction( ¥4 A 4]
2 HER)o] FI¥de WASAE Hotetr] fete] v 3 FE A (Multiple
Linear Regression Analysis)s A d|olH #4 Regression =7& o|&3sto] 14
AAET A AR, "Rl B, HoA, 8 g EP)e] 0058
A ek FAA SR FofshA Gobd AA F v 22 v AP AEH S
AAEGT. 1 AT F=111.825(p<.00D o2 £ 3ARgo] Agsn & 4 gl

t}. adj.R Square=0.834°0.% 83.4%¢] A% d& vepyc).

iy
N
=
i
FH
M
bt
X
ol

=YW Technology Readiness(”] eta=0.275(p<.001)

B
2 FAF7Hde] 74E . dyspde]l AfEE o, FEM whgx WA E-SST
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Satisfaction(Z1RFA Q1 A H] &~ whEk)ol Fojgh Jaks m A USlth Betaf-3 7}t
F(+)HolmZ Technology(7l1& +HI%E)7F 1578t E-SST Satisfaction(# /F4

ol M| wEEE)e] 0.260 Eobdltial & 4= 3l

S YW Functionality(7]1'54) #£+3 A5 Beta=0.255(p<.001)= 7714 o]
717E W7ol Adse] 5 whgx] w7 E-SST Satisfaction(H W4 <1

Aulzs k)l Fo3k g AL AT BetaFE7b F(H)HolEE

=)

E-SST Satisfaction(ddF8 Q1 Au]2x~ %

\_/

Functionality(7]543)7} 15 7}38}
o] 0229 Fopxltta & + Stk

SY S Enjoyment(EA %) X538 AT Beta=0.224(p<.001)Z FF7Fd o] 7]

7P o] AelEo] £E&MS Whdx] W E-SST Satisfaction(A A Sl A H]

)
=
o

2 W) Fo3 9SS v A AT BetaF 27t Y(+)FH o] E Enjoyment

(EA%)7F 15718k E-SST Satisfaction(F¥FA] Q1 AH| 2~ whhIz)o] 0169 w=obxl

Y4 Security - Privacy(QFH4d - Hekd) X3t A4 Beta=0.166(p<.01) 22
F 7ol 717, tig o] AE o] FHWMS dhdx] W7 E-SST Satisfaction

HAREA QL MuEls wESE)ol o3k G5 mA L AU BetaF27h F(+) 4 o]

—~
o
19

2 Security * Privacy (9t - B M) 7 15 7FskH E-SST Satisfaction(Z /4 Q1 A
2

}
Wiz)e] 0152 wokdtha & 4 ol

H]
=W Customization(Z A 3}) 53} Al Beta=0.119(p<.001) & 7 F 714 o]
717y, tig7Pd o]l Aol FE5Ha vbgx] W E-SST Satisfaction(# ¥H4 Q1

Aulzs k)l Fo3t G AL AT BetaFa7b F(H)HolEE

\_/

Customization(aL 2§ 3})o] 1% 7}sH E-SST Satisfaction(A¥FA ¢l Aqu] A~ W=

°] 0102 FEobvta & 4 gt

_65_
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—

-

%YW Functionality (7] 54

A), Customization(i273}), Technology Readiness(7]% #+H] %)

/¥ eHd) Beta=0.166, Customization(32793}) Beta=0.119, Technology Readiness(7]%

FH] ) Beta=0.275% Technology Readiness(7]% H]%) Beta=0.255, Functionality

, Enjoyment(Z74+), Security/Privacy(¢H/H ¢k

E-SST Satisfaction(A {4 Q1 Au] 2 vl
4 dd=ES ghetstr] flste] iE

Functionality(7]%54]) Beta=0.255, Enjoyment(Z71%) Beta=0.224, Security/Privacy (2}

3t A4 Betad #& &

ol

==

K3

ANRE
=)l 9P 7t o wol vMAEA 3

asko] W okt

(71'54) Beta=0.2557} iAoz =& JFS vhd A W74 E-SST Satisfaction(#

WAl Au s pER)EGD & 5 9l

<% 55> SST #2437 1A% 13 td5 433724

A H| 2 E8} A+ BES AT t(p) VIF
B SE B

() 0.298 0121 2470

Functionality(7| &) 0.206 0.055 0.230 3.721%+* 4558

Enjoyment(Z72) 0152 0036 0201 4,213+ 2713

Security/Privacy(2HH /= 0Hd) 0.139 0.052 0.152 2657+ 3.909

Design(EI Q) 0071 0.044 0.083 1637 3077

Assurance( 25 4) 0018 0.058 0019 0313 4,445

Convenience(E P_I*) -0032 0.052 -0.038 -0608 4,553

Customization(1 243} 0.098 0027 0.143 3.663*** 1826

Usefulness(3-24) 0031 0.050 0.036 0613 4119

Technology Readiness(?|& ZH| ) 0239 0058 0243 41419 4113

F(p) 111.825**

adjR2 0.834

*p<.05, **p<.01, ***p<.001

lection @ Kmou
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<} 56> SST #4243 A% 22 a3 37 &4

wa HlZFo} A+ BEES AT | tp) VIF
B SE B

(49) 0333 0.119 279

Functionality(7| 54) 0.229 0.051 0.255 4466+ 3909

Enjoyment(EA &) 0.169 0.034 0224 5,004*+* 2386

Security/Privacy( /12 OHY) 0.152 0.046 0.166 3.085% 3043

Customization(2 243}) 0.102 0.026 0119 38734 1126

Technology Readiness(?|& £H| ) 0.260 0.051 0275 5.154*+* 3393

F(p) 200.597***

adjR2 0.834

#p<.05, *p<.01, **p<.001

2) SST Service Quality vs. Waiting Time Satisfaction

Rbgx] W7 E-SST 4 SH¥sT 7HACIsA, 7%, ohd - Bk, f#
BEA, HA, uAs} F84)7F F4£H4 Waiting Time Satisfaction(] €]
7z REER) G S WA EAE Fdotstr] fstd s A3 AEA
(Multiple Linear Regression Analysis)= A d|olE &4 Regression =75 ©|&
ato] 124 AAlstath 4 A 7164, A%, Bed, HoA, 1A%, f&
T gE[P)o] 0.00KT A Hebd FAA SR FofstA gobA AHAl F v 2
A2 gsAgIAEAS AAEAT 2 Ay F=138872(p<.00)Z ¥ 3] A 5o
Agtsictal & 4 9tk adjR Square=06762. % 67.6%< AW eS e

oX,
rlo

=YW S Security/Privacy (QFA/H ) B3} A4 Beta=0.335(p<.001) %2 # %
7Fd ol 712t o] g s o] F4 M4 Waiting Time Satisfaction(A 2] tf 7]
AZE bSOl Folgk dFEFE vAAL AT Betatw7b F(H)HolmE
Security/Privacy (FA/H.QHd)7F 15718t Waiting Time Satisfaction(* 2] t 7]

AJZE RER )] 0371 FobxitkaL & 4= gl
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=W Design(t #4¢1l) FF3F A5 Beta=0.182(p<01)E AF7Hdo] 717 ¥
7hdo] AJeE o] &M Waiting Time Satisfaction(H 2] 7] A1 7F wFE5)o]
o)t S AL UATE BetaFE7F F(+)H o] B2 Design(tI 217} 15 7FskA

Waiting Time Satisfaction(x 2] th7]A]7F gk%)o] 0190 Foltta 3 4 ).

Y4 Technology Readiness(7]% +H]%) ¥3F A4 Beta=0.399(p<.001)
2 ATl 717, i e] A E s o] F45¥ G Waiting Time Satisfaction(*]
gl 7] AR )] ol G WAL UATh BetaF w7t F(H)AolBRE
Technology Readiness(7]% 4| %)7} 15 7F6bH Waiting Time Satisfaction(] 2]

7IA 7 R E)o] 0475 Fopxitta & 4 Stk

il

=YW S Security ¢ Privacy(QH4d - HeHA) Design(t]AFe]), Technology Readiness
(71% #H|%) F Waiting Time Satisfaction(3 2] th7|A17F 2Ex)o] 38kS F71 ¢
Bol MA=A Ad dFHS HAotstr] flete] B3 A Betad %= Fobo]
HlaLste] Htrh Security « Privacy(SF3 - H9Hd) Beta=0.335, Design(Tl A1) Beta=0.182,
Technology Readiness(7]% H|%) Beta=0.399% Technology Readiness(7]%& H]%)
Beta=0.3997} A o2 52 g&FS Waiting Time Satisfaction(g] t7] A7t ¥HEE)
Fral & 5 Qv

_68_
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<HE 57> SST ZAI Y 7|A 7 wE 13} A3 38 7584

WA H ®2 &2 Al BES AIE t(p) VIF
B SE B
(=) -0.100 0.204 -0490
Functionality(Z| %) 0.163 0.093 0.150 1.744 4.558
Enjoyment(EH=2) -0.035 0.061 -0.038 -0.578 2713
Security/Privacy(2tE/22H) 0334 0.088 0301 3.783**+ 3.909
Design(CI X2l 0.157 0.074 0151 2136* 3.077
Assurance(2354) -0.122 0.098 -0.106 -1.246 4445
Convenience(® 2| M 0.106 0.089 0.103 1.202 4553
Customization(22 24 I-) 0.039 0.045 0.047 0.863 1.826
Usefulness(F-84) -0.060 0.085 -0.058 -0.710 4119
Technology Readiness(7|& FH|E) 0451 0.097 0379 4,635%** 4113
F(p) 47.525%*
adj.R2 0.679

*p<.05, **p<.01, ***p<.001

£ 58> SST FA% U714z w5 23 BEAF 8 AR

s HEE3 Al |EEstAS| tp) | VIF
B SE B

(= -0.119 | 0.201 -0.593

Security/Privacy(2t7/ 5 QH) 0371 |0.070 0.335 5.339** | 2.508

Design(C| XtQl) 0.190 | 0.062 0.182 3.062** | 2.799

Technology Readiness(”|& &H| &) 0475 |0.076 0.399 6.264*** | 2.866

F(p) 138.872***

adj.R2 0.676

*p<.05, **p<.01, ***p<.001
3) Waiting Time and SST Satisfaction vs. SST Intent to use

v %] W7 E-SST Waiting Time Satisfaction(H @ th7]A17F whE5x)3
E-SST Satisfaction(11F4Ql A u] 2 whEm)o] Whdz] W74 E-SST Intent to
use(A & ARR O m)el FIA}S WA=AE Hotsty] fldte] A 3 AAEA
(Multiple Linear Regression Analysis)s A dolE 4 Regression E7& ©]
&atel 12 AAskglch £4 Az F=165.322(p<.00D)& ¥ A RFe] Agsir)
a8 4 9lt} adj.R Square=0.624= 62.4%9] AW &S e
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Waiting Time Satisfaction(*2] 7] A1t 9FE%) F3} A4 Beta=0.206(p<.01)
o2 FAF7HAde] 717F digrtA o]l Alglx o] E-SST Intent to use(A & ARE-9]%)
o 9% 9IS mx YATt. BetaE7F %(+)Zo]EE  Waiting Time
Satisfaction(x @] th7]A| 7+ wE£E)o] 157F6H Waiting Time Satisfaction(*] €]

W7 AR o] 0171 Fobdtha & = 9

E-SST Satisfaction( §F2] ¢l ) £73} A4 Beta=0.625(p<.001) %
A7 el 717, g7 o] el Elo] E-SST Intent to use(A & AF&-9%)o]
St ¢S mA AT Betaf-E7F F(+)Ho]m=2 Design(H A7 15 7}3)

H E-SST Intent to use(X| & AFE-2%)7F 0630 Fobxtha & 4 Qi)

_>.:

]/\ ju] =
—_— T 1

e
ke

o

v %] W7 E-SST Waiting Time Satisfaction(X @ th7]A17F whEx)3
E-SST Satisfaction(Z 522l Au]A~ w=%) 5 E-SST Intent to use(X| & A&
)l d&FE F7F 9 gol mAeA FdA FFHES geotetr] st BE3D
AT Betad S Foke] vlulste] Bkt wbgd A WA E-SST Waiting Time

E
Satisfaction(* 2] t7]A17F WFE%) Beta=0.206, ¥Hd A W7 E-SST Satisfaction

F1

(AurAel Mul~ wrE%) Beta=0.625%, ¥ A 7% E-SST Satisfaction(dHH4
o] AH] A WFEL) Beta=06257F Atjd o2 =2 &S E-SST Intent to use(H

& g R Frhn @ 5 Yok

< 5-9> 7/ A H A kI X EALG O thad | 8] 74

e H 2Z3} Al EE} AT | tp VIF
B SE B
(&) 0858 0169 5062
Waiting Time(X{2| 7| A|Zh 0171 0.056 0.206 30785** 2352
SST Satisfaction(MEHH AH|A THEL) 0630 0.067 0625 | 93501*| 2352
F(p) 165.322%+
adj.R2 0.624
*p<.05, **p<.01, ***p<.001
—_ 70 —_
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4) SST Service Quality vs. SST Intent to use

b x] WA E-SST #4 S8¥s A (Ue4, &7, SH/EQHd, "Ael,
BEA, AYA, a3} §-84)7F 454 E-SST Intent to use(X & AR& 9] =)
Fes HA=AE Foetr] flste] thEdE 374 (Multiple Linear Regression
Analysis)S 9 Add o8 24 Regression =12 o|-&3lo] 1x AAatgict £4 4

I EAE, bH/ERMY, TARRL, BEA, AY, 784S o gEP)o] 0.05H T

A ek SAA SR FofshAl ok AAl & v 222 de AP FAEH S
AASEA Y. 1 A F=86.674(p<.001)= ¥ FFARZYHo] AH3tsirpar T 4 Q.
adj.R Square=0565% 565%¢] AW =S et

YW Functionality(7]54) %+3 A5 Beta=0.384(p<.001)= 7714 o]
7hd o] AeE o] FE5MS E-SST Intent to use(A 4 ALg-9]%)ol F 9
3t kS v AU Betaf-37F F(+)F o] =2 Functionality(7]54)7F 15

7Feld E-SST Intent to use(A & ARG =)7F 0347 =opivta & < Sl

~
s
=
o

Sy M4 Customization(ZL 4 3}) %738 A5 Beta=0.170(p<.01) 2.2 75714 o]
7o) AelEo] FEWS4 E-SST Intent to use(A & AFE9 E)o] 9
3l gaS m 1 At BetaFE 7} %(+)F o] E Customization(L A 3})o] 1=

7}abd E-SST Intent to use(X < AR %)7F 0134 Eoldvha g 4= gl

~
&
=
o

5 YW Technology Readiness(7]& +H| %) %3 A5 Beta=0.292(p<.001)
= F57Ee] 717F, ez o] AjE o] F&W e E-SST Intent to use(A < AL
go)m)o] Foet g v JYSth Betai-s 7t %(+)F o2 ZE Technology
Readiness(7]& W) %)7}F 15718t E-SST Intent to use(A& A& %)7}
0.289 sopxithal & 4 Qlth

_71_

Collection @ kmou



=2 W4 Functionality (7] 54),

(V&= #¥ %

7 ol A=A A dFde st

Eoto] vl

) T HbgA w7

w&te] Hkrl Functionality(7] A

Customization( L

E-SST Intent to use(X % A}&9]%)
3l7] ¢35t 53 A4 Betad
) Beta=0.384, Customization(iL7}3})

138}), Technology Readiness
o <

=} O
B1Ess

Beta=0.170, Technology Readiness(7]%< H]%) Beta=0.292% Functionality (7]
/d) Beta=0.3847} il A o2 =& Jgs whd A W7 E-SST Intent to use(A] &
Agelmyel Foha @ 5 gln,
<X 5-10> SST Au| & FA3I} AEALE % 12 v A8 3734
A H| EE3} A+ BES AT | tp) VIF
=T

B SE B
(&) 0858 0.169 5062
Waiting Time(%2| Ci7|A[Zh 0171 0.056 0206 | 30785 | 2352
SST Satisfaction(H BHE AH|A BHEL) 0.630 0.067 0.625 9.3501*** 2352
F(p) 165.322+**
adjR2 0.624
*p<.05, **p<.01, ***p<.001
<HE 511> SST Avl2 A3 A58 % 27 FAYEARA
1 H B2 E} A+ B2ES} A t(p) VIF
=T

B SE B

(M) 1035 0.189 5469
Functionality(?|5d) 0347 0.069 0.384 5.064*+* 2616
Customization( 2t 3h 0117 0.042 0.170 2.799* 1.676
Technology Readiness(7|& £H| ) 0.289 0.078 0.292 3727+ 2.789
F(p) 86.674***
adjR2 0.565

*p<.05, **p<.01, ***p<.001
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Al4d A7k e A
L A7=ge] 37t

B AL Microsoft Excel Add-in Data Analysis tool for statistical and

engineering analysisZ ©o]-&3to] w4 B3 A3 7 A4S AAES

A, s3] 71E4 9 Adjusted R Square g2 2] AF=(dHH)E o
El=d, ¥ Ao A= <SST Service Quality vs. Customer Satisfaction>,
<SST Service Quality vs. Waiting Time Satisfaction>, <Waiting Time and
SST Satisfaction vs. SST Intent to use>, <SST Service Quality vs. SST
intent to us> Adjusted R Square %ol ZH7 0.834(83.4%), 0.676(67.6%),
0.624(62.4%), 0.565(56.5%)= = A YEFRETE

T Ay ATdda e desddel gl As Eelsr] st ds¥
214 (Multicollinearity) TestE b=, 2 A4 AA S FAAA R opaA

2. AF7HE e HA
1) E-SST ¥4 3 E-SST vz Mu]2x vk ko] 317

E-SST ##o] E-SST #ubd AMujx whFo] nxe 93 @A HI-194

HI-9% o] E-SST #4 & 7154, €71+, ¢4 - HeHd, A, nad, o

o7, aAg, 784, 71e THI=7F E-SST Anba Mu|x vhso] v JF=
=4kl
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v %] WA E-SST #2 5 7]%A (Functionality) W8 vhd=] W7 E-SST

)

AuAQ) A BEo] Aoel feld FFL mA Rolde HI-1E AZH 2
3 %3 A5 Beta9k t(p)akel 0.2559F 4.466(<0.001)02 {23t A(+)o] J&FS
A AR et A H g,

vhd 2] WM E-SST #4 & &7+ (Enjoyment) W2 Wb 2] W7 E-SS

Whdx] W7 E-SST #4 5 obzl/H ek (Security/Privacy) W& WHg A ¥ 74

E-SST AW Al wae 49 o8 932 v2 Aolehe HI-3E 4
=g A3 2738 Al Betadt t(p)#kel 0.1663 3.285(<0.01)= Folg A(+)] 9
G& WAL Ao et AegH

WA WA E-SST #4 % YAl (Desgin)Wh<& WA §17% E-SST HyH4]
o M2 wE) A9 o JGE A Aolgh HI-4Z 4FH A%,
=3t AT Beta®t t(p)#kel 0.083% 1.637(>0.05)% rolgt A(+)e] &S v A|A

5

e Aoz vent 714,

e
o

Ay

A W7 E-SST #3 % HZA(Assurance)WHE<& whylz] W7 E-SS

=3
iy

T
19 A2 wEd A+ Fo8 AP vA Aol HI-5E A5 A7,
sl A4 Beta®t t(p)atel 0.019¢F 0.313(>0.05) 0.2 foldt A (+)9 d&FS v
A7) g Ao Yeht 712tE gl

Y

=5
AN

gz M7 E-SST #+2 5 #HoA(Convenience) T+ wkybx] W7 E-SST

ARk Rl Mul & whsol A (+)e] o3 g&F= v A Aol HI-65 AT 2
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3}, F73 Al Beta®t t(p)gkel -0.0383 -0.608(>0.05)2 F2lg A (+)o] JFe
2 x] FE= Aor yehg 7)1 Z4E Qi

By
rlo
rE
ol
N
g
o
&
wm
wm
—

mtx] W7 E-SST £4 5 1743k Customization) Wt

2 W] A(+)e] fo%k 9 v Aolgts HI-7S ASs 2
3} %3} Al Beta®} t(p)gkel 0.143%F 3.663(<0.001) S 2 9k A (+)o] das
n A& Aoz Yeh A el

Hhd 2] W7 E-SST 42 % 84 (Usefulness)9HE2 Wb W74 E-SST
R QL AH A kel A(ne] fold 9FE WA Aolste HI-8E ASd A,
¥+3 Al Beta®t t(p)ake]l 0.0363 0.613>0.05)0.=2 23 A(+)9 dgS 1
AR e Ao YEhY 7175 A

rr

T
b
2L
B

Hhd 2] W7 E-SST %4 % 7|& $H % (Technology Readiness)
7 E-SST AwkA Q] Aqulz wkEe] A (+)9 fod dF&FS n 3 Aolgkes HI-9E
Ase 247, 2F3E AT Betast t(p)wkel 02759 5.154(<0.001)= ]

IS A Aog Y AYEHA

2) E-SST #2 3 E-SST A& di7]A3F v 3heo] #A

E-SST ##o] E-SST A& u)7]A]7HWaiting Time Satisfaction)®FZol v ]
= 9% #A= HI-1009A4 HI-192 Yo E-SST #2 + 75X, A%, ¢t
A HoM YAl BEA, HA, uAs §84, 7l FHET)

o) 7] A ZH(Waiting Time Satisfaction) WFol] v x]= o gko] H-24 59t}

v %] W4 E-SST #2 % 7]%A (Functionality) W8 vhd=] W7 E-SST

2] 7] A 7HWaiting Time Satisfaction)%FZoll A (+)e] F93t d¢FS vz A
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olgt= HI-10& #H53g A3, x+3t A Betadt tp)gtel 0.159F 1.744(>0.05)=

FOI% (D9 TS VA @ Ao vheht 7Ee

vzl W7 E-SST %2 5 &A% (Enjoyment) W2 Hhygd 2] ®

o
e
wm
wm
=
2

2] 7] N 7H(Waiting Time Satisfaction)+<ol A (+)e] 93t <3S w
g HI-11& A5 23, %53 A4 Beta®t t(p)gkeol -0.038% -0.578(>0.05)

2 Ro% A G2 MAA Rehe Ao teht /]2H Ak

i1
o)

vt x] WA E-SST #32 F <bd/H oA (Security/Privacy) W2 Whd =] W7
E-SST & 7] A 7H(Waiting Time Satisfaction)®=o] A (+)9] 93 ¢S
nE Folgke HI-128 #HE5d 23, ZF3E AT Betast t(p)tel 03358
5339(<0.0DE FeJgk A(+)e] F&FES A= AoE YERt A E T

gzl W7 E-SST %2 % tAA(Desgin)itES vy #] W7 E-SST g
o) 7] Al ZH(Waiting Time Satisfaction)9troll A (+)9] <8k JaS n&H AHolel=
H1-13& A5 23 %53} A4 Betat t(p)dre] 01829 3.062(<0.001) = 9

g J(+)e] dFS vAE Ao Ve A AT

vt x] W7 E-SST #4 $ ®Z4 (Assurance)#H58 whdx] W7 E-SST #
2] 7] A 7H(Waiting Time Satisfaction)®Zell A (+)9] F2olgt &S nj 2 7o
g HI-145 A5 23, %53 A4 Beta®t t(p)gkol -0.1063 -1.246(>0.05)

0% Fo8 H(+)o] P AR G Ao VE} 7174 E T

g x] W7 E-SST =2 5 #H 9 X (Convenience) i+ Wb =] M7 E-SSTA]
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Ei
23
o
&
wm
wm
=

b z] M E-SST ¥4 & 3127213 (Customization) -2 Ht
A2 7] A 7HWaiting Time Satisfaction)?Fol] A (+)e] F9d da&e vz A
olgl= HI-16& #H53 23, x+3t 7Al5 Beta9t t(p)akol 0.0473 0.863(>0.05)2
2 fFod A+ dFS MAA ¥ Ao® UEy 71 7HE el

vt x] M7 E-SST %42 5 84 (Usefulness) W& wbdx] W72 E-SSTA

rot

e wH A

[e] = )\o]

2 7] N 7H(Waiting Time Satisfaction)?+<e] A (+)9] £9]3
g HI-178 A5 23, %53 A4 Beta®t t(p)gkel -0.058% -0.710(>0.05)

2 Fo3 A9 FFE vAA dE Aoz yEy 74H 30

=

vt ] W7 E-SST #42 % 7]% FH] %= (Technology Readiness)i= WA
7 E-SST #8 t7]A 7H(Waiting Time Satisfaction)?F=ol] A (+)9] #93t &k
S v Zlolgte HI-18S AT A%, xFst AT Beta®t tp)zte]l 0.399¢F
6.264(<0.00D & ol gt B(+)9] &S MA= Aoz e} A AT

3) E-SST #4d3} E-SST A£AME 9k 7Ho] #7)

E-SST Z#4o] E-SST A& A2 9% (SST Intent to Use)dl m] &= 3k 77
= H1-19914 HI1-272 yo] E-SST =2 = 7|54, 7%, otd - 5ok, ¢
A1, B3, AA, aAs F84, 71E THIE7F E-SST A& AR89 =(SST

=5
Intent to Use)dl "] X]&= ko] A=A}

=

7 E-

w2
—

Hhdx] ¥ E-SST #4 5 7]%54 (Functionality) 9H<-2 8] S
A4 AFE Y= (SST Intent to Use)ol AH(+)el #9d d&FS vz Aol
H1-195 #A53s 23 %53} A4 Betat tp)dkel 03849 5.064(<0.001) = 9

g A9 e A= Aoz vEh AEE 0o

=

=
e

7

_77_

Collection @ kmou



Hhdx] M7 E-SST %2 5 272 (Enjoyment) W2 whdx] WA E-SST A

AFE O = (SST Intent to Use)oll A (+)e] F9gt d3S vz Aolgb= HI-20

oY

(e AL WA o= Ao Ve Z124H,

Hhgd 2] W7 E-SST #4 5 <H3/H M (Security/Privacy) 5
E-SST A& AF8-9 % (SST Intent to Use)oll A(+)2] 23k Jag njz Aolz}
= HI-21& A5 A3, 13t A Beta®t t(p)zatel -0.0373 -0.400(>0.05)2.

2 fAF A1) L MAA FE A0R ekt 72k

Ipy
rlo

vt x] W E-SST #4 5 tx2A(Desgin) @58 vy =] W7 E-SST A%

AR89 =(SST Intent to Use)oll A (+)e] st s vz Aolgt= HI-22&

HEek A3 X573 Al Beta?t t(p)gkel 0.029¢F 0.352(>0.05) = 2 4 (+)9
qeS v AR ge= Aow Yey 714 E A

Utz M7 E-SST #2 £ HZA(Assurance) W= dhydx] H7 E-SST A
% AR %(SST Intent to Use)dl A (+)e] folgt J&S w2 Aolegl= HI1-23

o
ml
o|\

& A3, 2+3E Al Beta®t t(p)gtel -0.1263 -1.285(>0.05)= <)t A
(e FHL MAA e Ao et 7,

gz M7 E-SST #+2 5 #H9A(Convenience) T+ wkybx] W7 E-SST

H1-245 A<S3 A3, %31 Al Betas} t(p)ate]l 01173 1.182(>0.05)% #2]
()9 GEs vAA ge Aoz et 71 ZbE AT
Utz W7 E-SST #32 & 1 73HCustomization)WHS vy %] W7 E-SST

A& AFEOE(SST Intent to Use)oll A(+)e] 93 e mz Aolge
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T
—_
Lo
Ol
il
Y
N
ot
i)
&
=5

=3} A Betadt t(p)zkol 0.1703 2.799(<0.001) & F

WA B E-SST +=2 % 84 (Usefulness) W2 ubydx] W7 E-SST A

& AR E(SST Intent to Use)dll A (+)e] Fod @3S WA Foleh= HI-26

< A5 243, 173 AT Beta®t t(p)gtel 0.0337 0.348(>0.05)% st A(+)
of Qe MAA gt Ao vt 7ZH

Hhd 2] W7 E-SST ¥4 % 7|% TH %(Technology Readiness)
74 E-SST A& AF&9%(SST Intent to Use)oll H(+)e #<3 F&FS nd A
ojgl= HI-27& A3 A¥, 1Fst A5 Beta®t t(p)gkel 0.292¢F 3.727(<0.001)
2 Fo% A+ 43S mAE Ao e A

rir
T
Ay
N
g

4) E-SST ti71 A7k @5, Aul2 @53} %408 ol wete] #)

E-SST #¢ th7]A7F 9=(E-SST Waiting Time Satisfaction)® E-SST #ut
A My RFES(E-SST Satisfaction)©] E-SST A &AM 9 E(E-SST Intent to
Use)ol WA 98 A H21-H2-22 o] E-SST Agl t7]A wE3
E-SST WA Au]x ko] E-SST A&ARE oo WA= gafo] A4 H At

v A WA A d7)AIZE 9E(E-SST Waiting Time Satisfaction)2 HHg A
W7 E-SST A4 9 =(E-SST Intent to Use)oll A (+)9] §<J3k gake vz
Aolet= H2-1& A58 23, 73t Al Beta®t t(p)#kel 0.2063 3.078(<0.001)
2 798 A ¥ A= Adow ey AU

Wik W7 E-SST AN Aulz wEe Wit W7 E-SST A%AE 9%

R

(E-SAT Intent to Use)ol A(+)e] ot & vz Aolgl= H2-2& HS3
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A%, F73F Al Beta®t t(p)gkel 0.6259F 9.350(<0.001) .= ol g A (+)e] 3
< A= AeZ YERZldl, AEE 0T

=4 % 715 (Functionality) ¥} 7]% 4] % (Technology

%
| Beta7} <A t& 0384, 0.292& E-SST A& Al&9%

=
)
Q
.
5
)
%
o
=5
M
ot

of 7} & 9IS v A Jd3, B3I (Customization)= ¥ 3t A5 Beta’t
017002 AojHoz 7bg oFet JFS E-SST A& Ao ke nXi 3= A
S 2 et

(2) E-SST #4 vs. E-SST Satisfaction

whd] WA E-SST 4 S 7]¥ TH =(Technology Readiness)®t 7154
(Functionality)] %3} A4 Beta’t 27} 0.275, 02552 E-SST AlH] 2~ whEo]
Ao T oz M F 4FE mA L da, 1L Y8(Customization)= EF
3t A Beta7} 014302 AjHow 7pg ok &S E-SST Huba Aujx

ghsoll mA 3 e Ao e
(3) E-SST =k, A 7| A vES vs, A& Ao &=

Hhe A W7 E-SST AAnka) Mul 2~ gbfap E-SST A2 7] A7 w5 28
3k A4 BetaZb £AIUE 0625, 020622 E-SST A& Abgomo] & 4FS v

A 9= ALR YERT
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(4) E-SST #4 vs. E-SST A& tj7] A7 w=

)19

dbkz] M7 E-SST %32 3 7]+ W %(Technology Readiness)9l ¢Fd/H ok
) (Security/Privacy) ¥3} A4 Beta’} A= 0399, 0.335= E-SST #g] of

ZIAZE mEEROl Ao 2 d¥s mAL e AR dEbgal, fadd
E

(Design)©] %%3} A5 BetaZl 0.1828 Atid oz 714 oFst 93-S E-SST A

2] 7] AIZE jERo] WAL e Ao ® UEwt

<3 5-12> SST ¥4 vs. SST Satisfaction
7t CHs Ml EY 42 BES AT Beta| t(p) VIF | Z35Z4
H1-1 [Functionality > |E-SST Satisfaction 0255 4466 | 3909 | MH
H1-2 |Enjoyment > |E-SST Satisfaction 0224 5004+ | 238 | M
H1-3 |Security/Privacy > |E-SST Satisfaction 0.166 32857 | 3043 | M
H1-4 |Design > |E-SST Satisfaction 0083 1637 | 3077 | 71Z
H1-5 |Assurance > |E-SST Satisfaction 0019 0313 | 4445 7%
H1-6 |Convenience >  |E-SST Satisfaction -0.038 -0608 | 4553 7\1Z
H1-7 |Customization > |E-SST Satisfaction 0143 3663 | 1826 | M
H1-8 |Usefulness > |E-SST Satisfaction 0036 0613 | 4119 | 714
H1-9 [Technology Readiness > |E-SST Satisfaction 0275 5154+ | 3393 | KA
H1-10 |Functionality > |Waiting Time Satisfaction 015 1744 | 4558 | 7|Z
H1-11 |Enjoyment > |Waiting Time Satisfaction -0.038 0578 | 2713 7|z
H1-12 |Security/Privacy > |Waiting Time Satisfaction 0335 5339+ | 2508 | WA
H1-13 |Design > |Waiting Time Satisfaction 0182 30624 | 2799 | MH
H1-14 |Assurance > |Waiting Time Satisfaction -0.106 -1246 | 4445 7|1z
H1-15 |Convenience > |Waiting Time Satisfaction 0103 1202 | 4553 7|1z
H1-16 |Customization > |Waiting Time Satisfaction 0047 083 | 1826 | 7|14
H1-17 |Usefulness > |Waiting Time Satisfaction -0.058 0710 | 4119 | 7|4
H1-18 |Technology Readiness > |Waiting Time Satisfaction 0399 6264 | 2866 | MH
H1-19 |Functionality > |E-SST Intent to use 0384 50644 | 2616 | A
H1-20 |Enjoyment > |E-SST Intent to use 0124 1623 | 2713 7|1z
H1-21 |Security/Privacy > |E-SST Intent to use -0.037 0400 | 3909 | 7|4
H1-22 |Design > |E-SST Intent to use 0029 0352 | 3077 | 71%
H1-23 [Assurance > |E-SST Intent to use -0.126 -1285 | 4445 7%
H1-24 [Convenience >  |E-SST Intent to use 0117 1182 | 4553 7%
H1-25 [Customization > |E-SST Intent to use 0170 2799+ | 1676 | AH
H1-26 [Usefulness > |E-SST Intent to use 0033 0348 | 4119 | 714
H1-27 [Technology Readiness > |E-SST Intent to use 0.292 3727 | 2789 WES
H2-1 |Waiting Time Satisfaction > |E-SST Intent to use 0.206 3078 | 2352 | MH
H2-2 [SST Satisfaction > E-SST Intent to use 0625 9.350%* | 2.352 A =
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ko HF 19955 FAEAM &t FAEA =% Excel Options
Add-insoll Al F7F=2 A3 Analysis ToolPak(Data analysis tools for statistical
and engineering analysis)< ©| &3t 11, A X%l Statistical Analysis Tools %l
A, Descriptive Statistics, Correlation, Regressiong AF&&ith S350 Aty
A 27 vus 93 #+3 A4 Betagtd tedAA FFE Hotstr] 9
VIF(Variance Inflation Factor)#t& & 25 ©]&3sto] ¥Wx AAbste] FAEA 2 3

o F7Fsksict.

AT 7Hd B F gl AALe] A W7 SST F43 uukse]
JFA EAEAE 935te] Shahid Igbal et al.(2018)¢] AA3F 7FAd RdlS x| ¢l

& 5 of7le 7]
(Technology Readiness)¥ & F7tsto] A4 7Hd-& AAsHS

>
N
N
o)

< (Waiting Time Satisfaction)® 59} 74 FH] %

olo] we} & HHelY A wbgA WA SST FHS 714
(Functionality), & 7]-%(Enjoyment), ¢F4d - B (Security *+ Privacy), tAF21(Design),
HZ 73 (Assurance), 2]/ (Convenience), 178} (Customization), &3 (Usefulness),
71% W% (Technology Readiness) & 9714 Sd®¥ 4= AAsTh 28] &

& Aoy XA ¥zl W7 SSTeo A w7|A 7 v (Waiting Time

Ht

Satisfaction), 27}l HWkd WS (Customer Satisfaction), A% AFE9%

(E-SST Intent to Use) & 37IA W& FHHTZE A9

uebA 2 de] AaE ackstd tgt 2o
A, WAl WA SST Fdell e mAe HubHel wEmrt wbgA dA
SSTell tjgh uAe] A& Alg oo 714 & H(+)9 FF& v Ao e

Stk ook 22 At whdA WA SST 4 T SAASRE o3 574 #4
=

, =71+ (Enjoyment),

=
H
3
@
S
=
5
o,
)
5]
<
=
@
Q
=3
5
o
wn
@
)
|
2,
=]
=
5
2
=
S}
5
=N
=
=
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- B oFA(Security - Privacy), 1172 3}(Customization) =5

A(Z 3 A
3} A4+ Beta=0.166),

Beta=0.255),

T L BH(E 3

- A

P
T

2 e

Ao IotE A7k
Beta=0.083, ®.%4](Assurance) %3} 74 Beta=0.019,

]
R |

=<

o} A}

1 o

Beta=0.399), ¢FAd/®.
of ¢jste] 4
aAMe] 7

(23} A4 Beta=0.335), tJA}Sl(FF3

2 vEhdeh o whgA
o) Zul el w4 o
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