
5 
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#�$���#%
���$�&�����'����$(��� 

  

>���(3<�=�1(�"��!" /'-�����+,-5?���(1-�1�-�D-%$'B@��1�, 5y=x!@B#5 5���(()�(($C0��J5!8

9�!8��D-%��� �������� 9FK8%�?�$�>A->���(�?�.�,�(% @��1�,>���(����� D-%&$$C�V��@B#@��5��

,?�9������>���(����� E<8�:(#�% ,-��9�K"%.�,��C0%+:�!" 

I,�5�8�+:>�62(�����( (���( .��>�&?�1�QD%���( (���( 1K% 1��$F<�F%>�D%�B'�1-�.(K%

/'-(�  (���( /'->.- (���(C-%�>.-1��$&?�1�Q�� ��(1-�.�1��$C-%���(D%�/'-(�  (���(9FK8%C% &�%�@B#

9FK8%>.-/'-(�  (���(9��,1��$F<�F%>�@B#C�,>��B� $�>A- (���(%!�>�1(�"�C0%J+: 9A0�9,!������� ��(

>.- (���( e-Revenue �PC-%�>.-1��$&?�1�Q�� 1��$F<�F%>�D%�/'->A- (���( 9FK8%>.- ((B29:z�.$��@B#

9FK8%>.-9��,/B&?�9(P�>���(>.- (���( E<8� Stuart (1984) +,->.-1��$.$��D%�1��$F<�F%>�%%�9:;� 3 ���

,-����� I,�1��$F<�F%>� .$��O<� 

• &R�F��()*5!8/B��(:r� �C��(��9:;�+:C�$5!8 211B+,-1�,.���+�-  

• ��(5!8���+,-9:;�+:C�$.(K%C% &�%�C0%12)10�D%� 211B 

• (#,� 1��$&?�9(P�5!89:;�+:C�$5!8C-%���( 

1��$F<�F%>�D%�/'-(�  (���(@C0B#1��0%$@C�C0����� %!�5�"�&�$�(O9:B!8��@:B�+,-.B��(#,� 

C�$:S����@�,B-%$@B#C�$9�K8%�+DD%���(>.- (���(>�@C0B#1(�"� (�2B�(� &2�(()F�$B@B#1)#, 2547) 

�����(5 5���(()�(($@B#3<�=���������>�%,!CF �0� :S����5!8$!/BC0%1��$F<�F%>�D%�/'-(�  (���($!

,���!"   

 

�021�A��
>���
���
(��

���3��#��B #%
4!�

1�5�,������'	�
-'�;	 

1��$F<�F%>�D%�B'�1-�.(K%/'-(�  (���( &0��.�<8�9��,�����(+,-(�  (���(5!8,! $!12)R�FC(��� 

1��$C-%���(D%�B'�1-� 9A0�9,!������� �($&((F��(5!8C-%�>.-1��$&?�1�Q>���� (���(/'-9&!�R�=! E<8�OK%

9:;�.��>�&?�1�Q5!89F�8$(#,� 1��$&$�1(>�>���(9&!�R�=! (Voluntary Compliance) D%�/'-9&!�R�=!+,-9:;�

%�0��,! &0�/B>.-/'-9&!�R�=!9��,1��$9CP$>�>���(9&!�R�=!@B#$!1��$F<�F%>�>���(>A- (���( I,�9�F�#

%�0����8�.���($&((F��(&�$�(O5?�>.-/'-9&!�R�=!('-&<�+,-�0�9:;���(�0��@B#&#,��C0%��(A?�(#R�=!D%�C� 
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E<8��?�9:;�C-%�>A-951I�IB�!(#  &�(&�953 (Information system) .(K%�P1K%(#  ��(�K8�@  @&,�

(����(@B#A?�(#R�=!/0��%��9C%(*9�PC9D-�$�>A- 9FK8%9F�8$:(#&�56�R�F>���(>.- (���(@�0/'-9&!�R�=! (F��C 

6!(R�F��3*, 2546) ,����"�12)R�F��(>.- (���(D%�(#  �K8�@  @&,�(����(@B#A?�(#R�=!/0��

%��9C%(*9�PC �<�9:;�:S����&?�1�Q5!8$!%�56�FBC0%1��$&?�9(P�>���(�K8�@  @&,�(����(@B#A?�(#R�=!/0��

%��9C%(*9�PCD%�/'-9&!�R�=! (��B���B�* %�A��2B95F@B#1)#, 2547; 3�(�B��=)* I(�����%?����, 2549) I,���(

>.- (���(5!8$!12)R�F �#$!B��=)#,���!"  

• 1��$�0��C0%��(>A-��� (Ease of Use) ��(%%�@  B��=)#D%� (���( C-%�$!��(%%�@  >.-$!

D�"�C%�5!8>A-���+,-�0�� +$0�20����E� E-%� (3�(�B��=)* I(�����%?����, 2549; Yoo and Donthu, 

2001) %!�5�"���(�?�%��9C%(*9�PC$�>A-9:;�A0%�5����(�K8�@  @&,�(����(@B#A?�(#R�=! E<8�OK%9:;�

951I�IB�!%�0��.�<8�5!8�?�$�A0��>.-��(�K8�@  W @B#A?�(#R�=!D%�/'-9&!�R�=!&�$�(O5?�+,-�0��D<"� 

/'-9&!�R�=!>A- (���(@B-�('-&<��0�+$0C-%�>A-1��$&�$�(O.(K%F����$$����� (Davis, 1989) &2((�C�* 

A'+F�'(�*@B#1)# (2542) +,-�B0��&�� &�2�+�-�0� ��(>.- (���(/0��5��%��9C%(*9�PC$!:(#I�A�*

5��,-��1��$�0��C0%��(>A-��� 5�"�C0%/'->.- (���(@B#C0%/'->A- (���(  

• 1��$&#,�� (Convenience)  (���(5!8��,>.-@�0/'-(�  (���( C-%�$!B��=)#5!8&�$�(O:r� �C�+,-%�0��

&#,��& �� &�"�9:BK%�5(�F���(+$0$��@B#+$0&(-��R�(#�20����>.-@�05�"�/'->.- (���(@B#

/'-(�  (���($����9���+: (�2B6� 6��F�36(, 2528) E<8���(>.- (���(�K8�@  W/0��%��9C%(*9�PC /'-

9&!�R�=!&�$�(O>A- (���(�K8�@  @B#A?�(#R�=!+,-���52�J&O��5!85!8C�C-%���( (F��C 6!(R�F��3*

, 2546) 5?�>.-/'-9&!�R�=!+,-(� 1��$&#,��$����0���(9,��5��+:�K8�@  5!8&((F��(&�D� %!�5�"�

&2((�C�* A'+F�'(�*@B#1)# (2542) +,-�B0��&�� &�2�+�-�0� ��(>.- (���(/0��5��%��9C%(*9�PC$!

:(#I�A�*5��,-��1��$&#,�� 5�"�C0%/'->.- (���(@B#C0%/'->A- (���(  

• 1��$(�,9(P�D%�(#  ��(>.- (���( (Speed) .$��O<� ��(>.- (���(5!8(�,9(P� C% &�%�1��$

C-%���(D%�B'�1-�+,-%�0��5��50��5! (Yoo and Donthu, 2001) &%,1B-%���  ��������D%� 

Parasuraman  et al. (1985) @B# Lee and Lin (2005) 5!8�?�.�,>.-C��@:(��(C% &�%�B'�1-� 

(Responsiveness) E<8��P1K% 1��$(�,9(P�D%�(#  >���(>.- (���(B'�1-� 9:;�:S����5!8$!/BC0%

5�3�1C�D%�/'->A- (���( 9.$K%�,��9A0�:S����5!8$!/BC0%��(�%$(� @B#��(C�,&��>�>A- (���(

6��1�(5��%��9C%(*9�PCD%�/'->A- (���( E<8�$!:S����1��$(�,9(P�9:;�:S����&?�1�Q (&�(�F�T�* %((��*

32R�2B, 2546) .��(#   e-Revenue $!:(#&�56�R�F &�$�(O5?����>�52�D�"�C%�+,-%�0��(�,9(P� 
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�0%$$!/B5?�>.-/'-9&!�R�=!9��,1��$F<�F%>�>���(>A- (���(+,-9A0���� (F��,� 6!(#A�C, 2548; :w��$)! 

&�56�A��, 2548) 

• ��(>.- (���(+,-%�0��O'�C-%� (Reliability) 9:;�1��$&�$�(O>���(>.- (���(C�$5!8&�QQ�+�-%�0��

1( O-��@B#O'�C-%� (Parasuraman  et al., 1985; Lee and Lin, 2005) OK%9:;���(&(-��1��$9AK8%$�8�

>.-@�0/'-9&!�R�=! 9F(�#��(�K8�@  W@B#A?�(#R�=!&�8�5!8&?�1�Q 1K%D-%$'B52�%�0��C-%�O'�C-%� 

9�K8%����.��9��,��(/�,FB�,D%�D-%$'B.(K%C��9BD��(9&!�R�=! �0%$5?�>.-9��,:SQ.��� /'-9&!�R�=!5!8

�($&((F��(%���#9(!��10�:(� .(K%:(#9$��R�=!�-%�.B��+,- E<8�>�(#   e-Revenue $!(#  ��(

C(��&% 1��$O'�C-%�>���(�(%�D-%$'BC��9BD>�@  @&,�(����( (F��C 6!(R�F��3*, 2546) 5!8

&�$�(OC(��&% 1��$O'�C-%�+,->�(#,� .�<8� ,����"� 1��$O'�C-%��<�OK%9:;�C��@:(5!8&?�1�Q>�

��(��,12)R�F��(>.- (���(D%� e-Revenue 

 

�$���%��1��  

1��$$!:(#&�56�R�FD%�(#  ��(>.- (���( &�$�(O&(-��1��$9AK8%$�8�@B#1��$:B%,R��>.-�� 

B'�1-�+,- (Parasuraman  et al., 1985; Yoo and Donthu, 2001) E<8���(>.- (���(%�9BP�5(%���&*5!8,! 1�($!

951I�IB�!(#  (��=�1��$:B%,R��D%�D-%$'B5!8$!:(#&�56�R�F5�"�5��,-��12)R�FD%�D-%$'B@B#,-��

:(�$�)D%�D-%$'B 9FK8%>.-(#  ��(>.- (���(%�9BP�5(%���&*&�$�(O&(-��1��$9AK8%$�8�>.-@�0/'->A- (���(+,-

>�9(K8%�1��$:B%,R��D%�D-%$'B &?�.(� ��(�����9(K8%��!" D-%$'B��(9&!�R�=! (D-%$'B��(�K8�@  @&,�(����(

@B#D-%$'B��(A?�(#R�=!/0��%��9C%(*9�PC) 9:;�D-%$'B5!8&?�1�Q$�� �<��?�9:;�C-%�$!��(��,9�P @B#&?�(%�

D-%$'B+�-9:;�%�0��,! 9FK8%1��$:B%,R��@B#9/K8%+�->��()!5!8%��9��,1��$9&!�.���� (#  >�R��.B��        

(3�(�B��=)* I(�����%?����, 2549) �%�����!"1��$:B%,R��D%�(#  A?�(#9���.(K%1��$+$09AK8%$�8�>�

��6!��(A?�(#9���D%�/'->A- (���(/0��%��9C%(*9�PC OK%9:;�:S����&?�1�Q5!85?�>.-1�+$0>A- (���(/0��%��9C%(*9�PC 

(3'��*951I�IB�!%�9BP�5(%���&*@B#1%$F��9C%(*@.0�A�C�, 2551; &2((�C�* A'+F�'(�*@B#1)#, 2542; �(��� 

�2��6(($�2B@B#1)#, 2541) 

 

�021�A��
���#��'$;�6C	- 

9�K8%����B'�1-�>A-A0%�5����(>.- (���(%�9BP�5(%���&* (Electronic Service Channel) I,�/0��5��

9�P +EC* ,����"�12)R�F��(%%�@  9�P +EC*9:;�&�8�5!8�?�9:;�$�� $!��(%%�@  >.-9�P +EC*,'&����$ �0�>A- 
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R��>�9�P +EC*C-%�%%�@  >.-$!D-%$'B5!8$!12)R�F 9�!8��D-%��� ��(>A-��� 5��&$�� $!��(:(� :(2�%�'09&$% 

$!��(@&,�D-%$'B>.$05!89.P�9,0�A�, 9D!��>.-/'->A- (���(%0��@B-�9D-�>��0�� %!�5�"�&�$�(O1-�.�D-%$'B@B#

9AK8%$I��+:���.�-�9�P 9F�+,-�0�� (3�(�B��=)* I(�����%?����, 2549) E<8�&%,1B-%��� ��������D%� �(��� �2��

6(($�2B@B#1)# (2541) 5!8F �0�>�9(K8%���(F�)�A�*%�9BP�5(%���&*�#:(#& 1��$&?�9(P�+,-��"� C-%�

:(#�% +:,-��:S����C0��J ,���!" 1��$&����$@B#1��$�0�9AK8%OK%D%�I�$9F� ��(:(� :(2�9�K"%.�>.-$!

1��$5��&$��%�'09&$% ��(��,9�K"%.�>.-9:;�.$�,.$'0A�,9�� 1-�.��0�� ��(:(#A�&�$F��6*I�$9F�>�&K8%

%K8�J 

 

�021�A��
>���
���
%.����   

12)R�F��(>.- (���(�#C-%�>.-1��$&?�1�QCB%,A0����(>.- (���(B'�1-� �B0��1K% C�"�@C0A0���0%�

��(>A- (���( A0��(#.�0����(>A- (���( ��O<�A0��.B����(>A- (���( 12)R�F��(>.- (���(B'�1-�1�(�#$!

5�"�(#  ��(>.- (���(&�� &�2�B'�1-�/0��A0%�5��9�P  @B#��,>.-$!F������.(K%(#  5!8&�$�(O>.-B'�1-�

C�,C0%+,-9$K8%9��,:SQ.�D�,D-%�.(K%9$K8%B'�1-�9��,D-%&�&�� (3�(�B��=)*      I(�����%?����, 2549)  21B��(

1�($!1��$F(-%$>���(>.- (���(5��,-��9&�%@�# >.-1?�:(<�=� %?����1��$&#,��>���( (���(

5��,-��C0��J I,�1?��<�O<�1��$&?�1�QD%�B'�1-�9:;�.B�� 9FK8%C% &�%�1��$C-%���(D%�/'-(�  (���(@B#

�0%>.-9��,1��$F<�F%>� (�2B�(� &2�(()F�$B@B#1)#, 2547:25-28) 

 

�$��
.�(��,.�'���1�5�>���
�3��#��#���
����
#%
4!�

1�5��0��%*

���,������'	�
-'�;	 

I,�5�8�+: ��(5!8 211B.�<8��#�(#5?�&�8�>,>.-B2B0��+,-��"� �?�9:;�C-%�$!1��$('-9�!8���� &�8���"�

9&!��0%� E<8�%���B0��+,-�0�1�5!8$!1��$('-1��$9D-�>�>�9(K8%�5!85?�%�'0��"� �0%$:(#& /B&?�9(P�,!��0�1�5!8+$0$!

1��$('-.(K%$!1��$('-�-%���0� @B#&0�/B>.-9��,1��$F<�F%>�>�(#,� 5!8$����0� &%,1B-%��� @��1�,D%� 

Roger (1971) 5!8�B0���0���(5!8 211B�#�%$(� ���C�(($>.$0+,-��"�C-%�$!1��$('->����C�(($��"�9&!��0%� 

I,���(@&��.�1��$('- 1��$9D-�>�9�!8���� ���C�(($��"� E<8���(5!8 211B�#$!1��$('-$��.(K%�-%�D<"�%�'0�� 

:(�$�)D-%$'B5!8O'�O0��5%, B��=)#D%�@C0B# 211B@B#&R�F&��1$5!8,?�(�%�'0 5�"��!"&�$�(O@ 0�1��$('-D%�

���C�(($9:;� 3 :(#9R5,-����� 1K% 

• 1��$('-9�!8���� ���C�(($�0�$!%�'0�(�� 

• 1��$('-�0����C�(($��"�1K%%#+( $!:(#I�A�*%�0��+( 
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• 1��$('-9�!8���� ��(>A-���C�(($ E<8��#C-%�('-�0��#&�$�(O>A-���C�(($��"�>.-9.$�#&$

@B#$!12)10�%�0��+( 1��$('-,-���!"&0��>.Q0+,-$����A0%�5��&K8%&�($�BA� 

�%�����!"9%$%( FB��T��2B@B#&$@�-� (20�9B�39�(!��+�( (2550) +,-3<�=�O<� &�9.C2D%���(+$0�K8�

@  @B#A?�(#R�=!/0��%��9C%(*9�PC (�()!3<�=����.��,R'9�PC) ���/B��(�����F �0� ��(D�,1��$('-1��$

9D-�>�>���(�K8�@  @B#A?�(#R�=!/0��%��9C%(*9�PC 9:;�&�9.C2%�0��.�<8�D%���(+$09BK%��K8�@  @B#A?�(#

R�=!/0��%��9C%(*9�PC E<8�&%,1B-%��� �y=)� �26F�3�F�5��=* (2548) @B#)�V��� @:z�$�8� (2547) 5!8F �0�

��(D�,1��$('-9�!8���� (#9 !� ��(�K8�@  W@B#A?�(#R�=!/0��%��9C%(*9�PC 9:;�:SQ.�&?�1�QD%�/'-9&!�R�=!

>���(�K8�@  W@B#A?�(#R�=!/0��%��9C%(*9�PC ,����"�1��$('->���(�K8�@  W@B#A?�(#R�=!/0��%��9C%(*9�PC

�<�9:;�:S����&?�1�Q5!8$!/BC0%1��$F<�F%>�D%�/'-�K8�@  W/0��%��9C%(*9�PC  

 

%��52
��$��0��%(��,.�'���1�5� 

>�&��1$�21:S��2 �� 951I�IB�!9:;�&�8�5!8&?�1�Q>���(5?����@B#5?�����(($C0��J E<8�.�<8�

951I�IB�!��"��P1K% %��9C%(*9�PC ��(>A-%��9C%(*9�PCD%�@C0B# 211B�0%$@C�C0����� &�$�(O9.P�+,-���

(����������D%�3'��*951I�IB�!%�9BP�5(%���&*@B#1%$F��9C%(*@.0�A�C� (2551) E<8�+,-3<�=�@B#(�����/B

��(&?�(���B20$/'->A-%��9C%(*9�PC>�:(#953+5� :U 2551 /B��(&?�(��&(2:�0� /'->A-%��9C%(*9�PC9:;�9F3.Q��

$����0�9F3A�� 1K%9:;�9F3.Q��(-%�B# 57.6 @B#9:;�9F3A��(-%�B# 42.4 �B20$/'->A-%��9C%(*9�PC&0��>.Q0 $!

%��2%�'0>�A0�� 20 - 29 :U 1K%9:;��B20$1�5!8%�'0>������&�C���3<�=�.(K%���5?����C%�C-� /'->A-%��9C%(*9�PC&0��

>.Q0 � ��(3<�=�(#,� :(�QQ�C(! %�3��%�'0>�9DC�(2�95FW@B#:(�$)�B ��(EK"%&��1-�.(K% (���(/0��

%��9C%(*9�PC >�:U 2551 $!1��$���$EK"%&��1-�@B# (���(/0��%��9C%(*9�PC9F�8$$��D<"�9�K% 950�C�����:U5!8@B-� 

5�"��!"/'-5!8%�'0>�9DC9$K%�@B#$!(��+,-1(��9(K%�&'� $!@��I�-$EK"%$����0�/'-5!8%�'0�%�9DC9$K%�@B#$!(��+,-

1(��9(K%�C8?�  

&2����� F�=*&2�(() (2547 : 26-27) +,-�B0��O<�:S����5!8$!/BC0%��(�%$(� ���C�(($9(P�.(K%A-�D%�

@C0B# 211B E<8�>�5!8�!"�P1K% ��(�%$(� >���(�K8�@  W@B#A?�(#R�=!/0��%��9C%(*9�PC+,-9(P�.(K%A-�D%�/'-

9&!�R�=!@C0B#1���"� &0��.�<8�D<"�%�'0�� :S����C0��J ,���!" :S����,-��93(=V��� :(#�% ,-�� (��+,- D��,

5(�F�*&��5!8OK%1(%�%�'0 :S����,-�� 21B��R�F  :(#�% ,-�� %��2 9F3 &O��R�F @B#:S����,-��&��1$@B#

��T�6(($ :(#�% ,-�� &R�F5��&��1$ 10����$ �#��"�B��=)#&0�� 211BD%�/'-9&!�R�=! 5?�>.-��(�%$(� 

���C�(($9(P�.(K%A-�D%�/'-9&!�R�=!@C0B#1��0%$@C�C0����� &0�/B>.-$!1��$F<�F%>�5!8@C�C0�����  
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