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The Impact of Website Quality and Relationship Quality
on Social Networking Website Loyalty
— A Case Study of lhergo
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Abstract

In recent years, since the popularity of the internet, online shopping becomes a wave of new trends.

The consumers who pursuit the lowest price of goods, derived to the "lhergo", saving the speed of
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purchasing goods and delivery of goods. They can pick up a variety of services provided by the seller,
so the buyers can take the most convenient way to get the goods. Group buying communities buy today
has become a big hot topic of home economy. Since group buying communities are so much today,
what are the most important things that consumers think about? This study used the questionnaires
method to explore the website quality and relationship quality with the members of the impact on
consumer loyalty. This study collected 150 valid questionnaires, statistical analysis showed that website
quality and relationship quality impact on consumer loyalty are significantly positive. So if group
buying website operators want to get the loyal customers, they should enhance the quality of websites

and promoting the quality of the relationship between members of the site.

Keywords : Website Quality, Relationship Quality, Group Buying Communities, Loyalty

FE KRR BT EHN A 2T i BRED B A L T3 AT F

A2 P e S R F WA R AR UER R e

e R0 A e sk R ASERES R B 2RR FapT T84
P ko ¥ AR - BERET LR Jﬁ AR TE S AMAZ R B

oo B RN o € AR EE R AR R RS LA > AdpBEgAe L £
HEFSas EHL Bt AR BEFIPEL SR P ATH(E &
M2 EE) AL TREL 7R AH B B EEIBAOEE J A RS
HEpnE T g g - B L 1T 0 A FE B RTRATE 3 0 2010) -
ERBMD F e 2 BRI L O HATLE S AR RpEEEp R

§ eIl fldE s e Ap MR~ DBIREE F > 4 R B B HeniRd p AR o P

"

B BRE R B G e R BIEE f R e s B RS iR

v Sy tE

-J-.i
xm—;m’ MR R g AT A PR LA

—\\
.,..

) P
HAL e AT AN ERLIF IR R A RF AR TS
B2 B ST HBREAYE S LBFEADR L ATy 2 5587 N EE

C5-2

uli



BEEHF S8 AR 102 £ 5 7
il Journal of Nan Jeon, Vol. 16, 2013 .

. " A e T

MEF R B LT E R 2 2

CLBR

Oliver(1999):% 5 AR # L AR Edp g 7 BB e R v W 74 1 oy
B FFomksEs 2 Bl F PR FRL N F RARE Tk kLA
BESLARAYPREHER O SARB A SR SR OEAFMHY
Oliver(1999)i * Tinae-f-R & 4 %4 faflif § § 2 MEF 75 - e Lo
iﬁﬂﬁ#ﬁjzkz@gﬁﬁﬁ»ﬁéaiﬂ%ﬂ’jféﬂai—w&ﬁﬁ
TR g o RS BIRE

(- Bl R AR ALE A HER T L 4 e e
2,
P

Wi R R ER R e SRR R AT
WA FnATE s TR EGR AR > @ R AR IR Kl an
BTILE b i;n]ﬁi%mg/,@ 0

P

(COFR LT i g e e
Sl

()R AL T NATHNEWL T oL ABE > A HR PSR LE

WHT LWAIGE o L S EHN RSB ALARE T A §

(B)EBLF R FORAL PSR ERS R R 5 D REf
FAMARERE A ALPRR J R FE A EER] S

AR SRR RS L LY PR E R RS IE R

ey
et
=
R
=%

Prus and Brandt(1995)#% M AE 2 & 3B R & A EHP LEME 27 2 £ A M

GAafFakE AR Id GARE Fimetim ik Hig ke 7 £ T -

C5-3

uli



e

Parasuraman, Zeithaml, and Berry (1994) 325 L3R 5§ # L5 5 £ ] o

LRZE e BB A BE e ML ehE B o Zeithaml, Berry, and Parasuraman (1996)

Pl R EZLPRE? 7  HEEND G757 - HEBLL P EZLEE X
BMABEEIL SN EELIHIEOS - BAER > UE R Ak ENR

% o DeLone and McLean (2003)3% 5 & * Jﬁ" BRAEDL R A E & ﬁ LRt e
shz (s B FE A v glig # 'f;,z)f?'?ﬁ-ﬂ Tig o Perhiri R % #&gﬁ b5l

o EE L BR o

e X BYRHIBNER G BLFETHFRETIF Y > Ry

ARy Jﬂ" # % LEE o R B enE & % %] > DeLone and McLean(2004)#

D&M H3% > 2 i B s TS T e S 3 BiEs 78 T F iy
Fo i m ol § X303 P arsst b e i ap £ R
T P AR TR F AR RS TR A TS AR

EHPIRBESFTaay c L3P RELOTREFT X ,@‘ur%:'ffrﬁmzur%;ﬁgzzg«fé
AR L R TE- HREER Y 7L ok F (DeLone & McLean, 2004;
Parasuraman, Zeithaml, & Malhora , 2005) -

Gustafsson and Johnson(2003)3% & PRAF A5 4 A 2 SRR 45 B 7 &
TR kA2 T deen- KFER 0 P AR EAEE - BRAERALS %
M- FEEAG S S BRI R RS AR L AFEL > 2T

FRAREE R AL eh— kP b o

,t_ o l'ﬂLLb j\/pﬂ ig& f&gﬁ&rT :

C5-4

uli



BEEHF S8 AR 102 £ 5 7
il Journal of Nan Jeon, Vol. 16, 2013 .

Hl: Jﬁ]ﬂ?‘_ﬁi%}ﬁ}k—“}.w’%ﬁi\ﬁ y B W :Jz Jf*"ﬁ}&v‘_hm Eﬁ@iiﬁ%

= MBREER

VHEOM BT HBL R EERFEZ BLILEG T UE KA L
T € B BH A KIF I & g 2P (Crosby, Evans & Cowles, 1990 ) % & 288 £ 4
WA SRR RIS A R R LR RNy - g
T P 3 WGk ATA 4 - ARk i (Westbrook, 1981) - Hallowell(1996)
FI7PREIBALLLFOTE TR - L ERRS F# M GO & FF
(Berry,1995; Moorman, Zaltman & Deshpande, 1992) o &+ % #cenff (8 @
BEE- AN AR ORT  BEMBFTY RS ZZRAM D
4 7 # (Garbarino & Johnson,1999) » 3 B4 > 2 gE @ b > F]t § 2 FE T |22 B
MR R ARG PF o RE R R T %,T*ui HER o KEAISPETHM G
Hegom &P e F X (Dwyer, Schur & Oh, 1987) - Moorman et al. (1992)3% 5 K% 2
ILREFFasFs § @ k- kY o Hennig-Thurau and Klee(1997) %_s& &
HABEHEHYHGE DA oEs > FI L RKFELAF LD 2L E A F
(Dwyer et al.,1987; Morgan & Hunt, 1994) o 24 chibf 03 &5 7 B8 H > $H A k¥
FIF TR T E WA R o

ARG FRY FRATIRS 2 FOM R TS 2 WG RS
ﬂ%%ﬁﬁ’i?%éWﬁ%E%ﬁ%ﬁiﬁ’iﬁ@ﬂiiﬁﬁjﬁﬁaﬁ’
M bR S e R > ER R FEHREDL AR c FIPLAFT R
MY BT

HRBIBALH b8 ? F 2 MM A5 JA8F 0 & 7 F 30 L PR RS

-~ BpEe
Anand & Aron (2003 ) £ Kauffman & Wang (2001 ) -3 5 BpE< & 5 ) ¥
FARD EFRED AT Lo p SRR R - R A B F i §

C5-5

uli



% PREF -CMAESTHBEAF LR A PRZ PR EEL N @

"

i

AR B F AR 0 AL RKME RS G (BT
B R e o EFRRATE YR R DRSS R £
AR S H - B KA AR 2 o 8419 b F 3t B2B v B2C 0 3

PR ARG T g d MR EE L Bl E c MG S EW 2
BRFAED CRREP W CHOLGAL - B FLAARAELH V- 26

Gk EHR

¥

Yuan and Lin (2004)3g 21 ¥R @ 5 0 F ST FH G H - A
BAETTREE 2. A 5 K TP ;ﬂ'ﬂ?‘gdﬂzﬁz;& PEEFA PR EFASH L

'E_l;’ﬁi\a 4r }%’;\'ﬁﬁ g@‘iu ﬁif'ﬁ_f%’ ﬁ.s'?; yx pLEF /}J o

=
=

Kalakota and Whinston (1997)# 335 » 4ok &7 b & & 7 7 F i
(FH)d AP ER R FIPFHA T FETRPERIENGES  BEELRAT

(C)d GEMRER T IPAEF EIL BT H - R o
B ER MR A e E S e JRAR B AE 1 B
(E)d PRIFeNE R DT I FAKREL FELRERELY AL FR

A G PRGRRT Lo

(SR RIFHER T I PF AR E AR SRR ol 8 R RIBPET 24

8 & SfoF g 4 o

- Sy % -f#_
AFLGRE o MRk Sk SR MEALE S | 2 BN R L
ferb A §H BRI L BRSERT T o L E AL AR -

C5-6

uli



BEEHF S8 AR 102 £ 5 7
il Journal of Nan Jeon, Vol. 16, 2013 .

ol 7%

W- 3 %W

REFPF AR o BB AT B AR YRR 2 > FapHE A4

W
e
W
ol
s«g/
‘-\w

L (A R EL S S E 5 AR e BB R A e S

éB%W%ﬁﬁﬁﬂ%iﬁ—ﬁﬁ%*ﬁo%%ﬁﬁ%%iifﬁﬁﬁﬁi%’

AR AT 4 A H kG 5o Al p AT B o
WptpeE5 50 R 2 PR E R 2 PRI R S E 2 R

AP & R r ERETEA G > F YV RS HE L PR R R RS R
Vo UREMERL L FH D o IR R R R R S~ BIRE
(7 7] o § & pi(ihergo)i{ £ R F F + e A% B N pHa TiaEpys T 5 >
BEFIFEARGZIPAIFAN > BEIFT AL FH- MK
%%%ﬁ@’mu%é@ﬁ@myﬁﬁ%@%ﬁ%&%%@’ﬁiﬁﬁﬁiﬁ
GRS SRS Y S EST AR S ANV REESE JCRY- 3B

5 2012)

S FIRETARAFEE
(- )b s

Ay T FRnG ek AL s TRAeIRI ST iR KGR e sk
S 78 K9 2 & E 4945 DeLone and McLean(2004)f- Parasuraman, et al.(2005)
RN ST IEREFEAD 0 X R AT RSB RGHRA
) AR EL AL EA PRI LB TRCR (1AL EIRL T

é’fﬁppf’,&)j\fgf °

uli



i

HET M GSTHBEMAAES AL BRLPE--E LI

Lo R AT

e | L& 4 k| 4E0E
} % H335 | DeLone & | lihergo $e2p¥ i3t cng R B A it chr i
“i FALFE R | McLean 2.7 4 17 ihergo 4 =hH% B K 5% 2441 EE B A T
? A E G~ | (2004); 3.ihergo e xh 3% i N F A i;mfi*ﬁ 3
rr' ; : 1 it b > v g
(3 Jo L fepRir | Parasuraman, | 4ihergo b3k § SEHEE R (QRA)RT e ¥ K £33

(M G55

Ay g F]F,o]:»ﬁ_*-ia\lﬁg’ﬁj A REVE R

BM BB | AFEM AT o FER A

o R

£ ¥ 1395 Crosby et al.(1990)fr

Garbarino and Johnson (1999)#73& 1! R frifmg 8 P > R Y A KA

Hibe B ix(Grgik D)o

oM GETEEAER
Wa | Uk T
P % WS ALFE S || Crosby et al. | Lihergo fexb¥ chid# = i i@ (724§ df
% 3 BB R RF G| (1990); 2.3V i3 iz ihergo fexb ¢ Ak E AR
Bl ER M2 L5 ¥ | Garbarino & | 3.3V v ihergo e xbArF A | A Kk
H AR Thoengk 2 Johnson (1999) | ## &
CGHLFR
A TR A FRAA G R R e AR LR -

€ 3% 3 & ¥ 1345 DeLone and McLean (2003 ) ; Zeithaml, et al. (1996) #7#%

LPRTEEFEAD > AL A PRBEAAE R G SRR D)

#zZ LPERFEHA

LT 54 0k T
DeLone & 1.3V € 132 38 % 42 & ihergo

o 7 * B =2 1

S RTFAERLRE | Molean (2003); |24 g gk oA L% & * ihergo
i fy s iR R Zeithaml, et al

}i a‘i“‘»ﬁ"“"& ’ ) 3 i\‘t‘t s 7r—— Pffnhfﬁ’:’lhergo ﬂ—\f\‘

s (1996)
R

C5-8

uli



BEEHF S8 AR 102 £ 5 7
il Journal of Nan Jeon, Vol. 16, 2013 .

AT RE2S RAREFRR o UARRF LRI RE R o AT A

s R ERR AN

AATIRA > AFFF U SPSS IS Rt B s B MG ST irhBF RSB A
W 093208710094 3 FEGTEAIA DBy <3 0.7 BrimEFp
M- KM TEF A4 }i(;ﬁ Few)o

o BREA

&R AT TR AT
o B Bartlett #& %_ KMO &
e rb SH .93 .00** .82
B % 5 87 00%* 81
bR .94 00** .85
BRR A TI0A > AFTE 1 SPSS 115 4R (7 sk 5~ B GBS T e L B R

¢ Bartlett # T_¥ 3% KMO & - Bartlett 4 T % % v E P8 ¥ k& > 47 &

&

43D Fadpl A28 " AE

FEFEF2ZFHE @ KMO &4 % 5 082081 = 0.85 > %

#if & WF & /’7\*’?(’3‘

=

1

3 0.6 %7

) e

£ % 7]

FLAWEFELS L LAIE 0 S8R E b (VariMax) 3 P~ e (eigenvalue)

AL EFE o R EFPN3 B REREEE S 60.63%GESET) -
%31 FlE A
AL R MBS | ABR
ihergo e xb ¥ (R A g R/ E R A I g iy .84
FF 18 thergo P xb & i X 9% 24 FE B A T .86
ihergo e = 3% e A K fig .80
ihergo # 3k § A ILH 13 (QRA)FF R * % 434 81
¥ LR LR
ithergo =k ¢ ek 3 = | (B (734 5 i3 85
A2 iE ihergo b ¥ b E A R 79
AR dhergo bt A B A kenk P E 67
& PN L5 4 & ihergo 71
EAN - ii:@v AR = i * ihergo .68
AR AL RSP > jhergo F A HFER 77
Eigenvalue 1.60 2.30 1.10

C5-9

uli



% Perb SF S MRS TR SR AR 2 - AL B @

i

BBEAHEE
AT ERE E AR R g | 0201284 RERER G 0 FR
2207 B % > wAT150 § 2R E o w5 7 1E40.0% e 12 1860.0% ;& &K
A 11-208 168.0% ~ 21-30# 1£62.0% ~ 31-40# 1£28.7% ~ 41-50# 1£1.3% ; % 7 42
BwBLA T RE07% s BIP $33% ~ F ¢ 1:24.7% ~ * H 1$69.3% ~ 7§ A2

M R2.0% BE 5 F IR E3RTY N B 4 1h58.7%  F 2 3 1:5.7% g 1£2.0%

LR R 2 At S A 2 R BT 085465 L 5056
FLiofsd94 8 Z 5060 LHFRTOHKIAT9 HEZL 50554

Cipz BT RED

‘m\H

Jeiias

L E 2 B R NI Y R4S T
&
il

eI v ?K{*ﬁiﬁ £ o

A Py RET RS

T o kL
b o 4.65 0.56
M 4.94 0.60
bR 4.79 0.55

(=) B HE

AFT 7 MASPSS1LS R chfic B s JF st & 47 $HA7 § FHEE (TR > M et

SFfMAST 8 SE T LER S kR FRE FIS Rk 53

E‘

wmgﬂ@ﬂnﬁo43,ifw«&m«R)pow’Fzﬁ'fﬂR9018’ﬁﬁﬁf*”%¥
£ 357 {v (mean sauqre of error, MSE)2_ fp 3 #F- 2255 0.50 &7 fig jFfest @ o
For R0 REE T EREREI% DGR E o T Pt FHGS R D

Ttk ot S % B A 17 A FE 5 16.76 (p=0.00<0.05) » & FIHF k3§

C5-10 @

uli



BEEHF S8 AR 102 £ 5 7
il Journal of Nan Jeon, Vol. 16, 2013 .

Eom PR 2R EI% N FRRE L LT AP R R LA RS {oM &

FH B REHERELBRADERF A F T AT R ET H R ) 8
B EHLPFRTBE

RS 2= X

R R? AKE R | By

oy
i

piE

0.43 0.19 0.18 0.50

[a—
N
9
(o)}

0.00

b AT fF D E LR 2 %R OV BA(VIF) 0 1k R
EFMAET2REETREEL > FF LA )01 2R Gt 310
AARME LA IEEL SR TEEF R ST IrH AR TN LR EAL
W] 5 0.57400.65 » Wk il W] 5 17340154 B sk oM G T E T K G
ML LR A

AP EHBYp RO FREREFEFER ) A AT o ERET
HEPR IR i fF RcE 026 (tE=3.14 5 piE=0.00<0.05) » LB F k& > &
AR ] T B e AR R TR B RARE KW
LAE M AR LR R e fF g5 0.23 (12=2.98 5 ;p £=0.00<0.05) »
R EORE R AP B2 TR R R H 2 TH SRR R

PR LSRRG ) R

N BB FAERtE BERR T

AR e e | AR am GF Rk tiE pE

B Baaias Beta
LS 2.46 0.41 6.07 0.00
KL )Frr 0.26 0.08 0.26 3.14 0.00
[ ’Fr 0.23 0.08 0.25 2.98 0.00

d PR g EFATEET v AR 298 B T B A e
ARF o R F IR DL BERAER e CEpEALFE e K 2 VRO R AR
B HEOT R ERARF PRERFEGEFEL)

C5-11 @

uli



% PREF -CMAESTHBEAF LR A PRZ PR EEL N @

N e A e 21
34 Py BR%RRS
Wi Py
1 AL s AR 0 P F TRl SRR e

H2 @ B pAd 35 e b ig * '*Ffiﬁ?l’&? AR ARE o Y —*Z it A RARE | A 4F

R

AL G AR AR R RN R R TR R Y F 2 B Ol
G ERPRER L BRNER TR X R A HREFE
Bick B4R ER AP H2ABERTRERE - * F R L P
%%W?{%s%w@*%fi%“’%sﬂmﬂémﬁi,éﬁﬂi@%%ﬁ
BT MR R P A R S St o a8 ) S A
ORGP PP LR EFRIAFRLLY AR R R F A
RDGS  AFRLGFH 7 i) BB bR AL F o 0 E Wig b f

IR E EE o REFAEES [ PR PR -

_‘gﬁfﬁ

AR AR L R R AL S E RS E Y KT S
GET BB RRLBRNEL T T $iEL RS M AT LSRN
ER e )F*Je 1 ¥ & (DeLone & McLean, 2004; Crosby, et al., 1990; Garbarino &
Johnson, 1999) -

ﬁé?ﬁgfﬁﬁé}?égh‘ REESH LA R Bl AR TR AR By
& 323 (Crosbyetal., 1990) » A7 7 & i3 Q‘)%Je?u,?;‘!ﬂ B2 B>t o i3 M
ERYRAR IR RS AR (R 2F) 2Fam o s AP 3

=E

HE BRI FE AR Y KL WM o IR A S | L B 3 e

Cs-12

uli



BEEHF S8 AR 102 £ 5 7
il Journal of Nan Jeon, Vol. 16, 2013 .

" A e T

.

Ifa AL EHBERRICRER BB AT B ERT LA L Il 5

~m)

(S

BERA G E BT BB 2 2 I oRGER 0 A B tRahi 6 e
frr I deniT L oAl H R R Y oY AL AP
PH NI GM R R FL WY VT B R e 2 ET
PURER T F MR 1 T R A R Y 2 E @ s 1 (T
IEGE SR A B EEE A A R EE LR F N RE O
2 pALM kT & R o
AL RFEFR AT RE DR ETHREL > AAF SR LB DM BT
B L BR AT F o AR F 7 R R A ek f M T
forRar e 7o @ i it R % 2 B eh A SRR T d il g R Y

RerbefbEF R o

BEMNL AT UARBRRELE IR, BEF LT ERREREE S
FoM s d e igilaiddet (wp SHE A - FF..8) LHEA
P ATV ERE R RS ERELL SR OE BV N FE o

FAcM & o B p REHERELFRAOERF 2 F > F
Bk

ﬁi%@ﬁ%ﬁ?%%’%uﬁsﬁ%ﬁ%*ﬁﬁ$$ﬁ&$§

Cs-13

uli



- N E2 WA

Anand, K.S. & Aron, R.(2003). Group buying on the web: A comparison of
price-discovery mechanisms. Management Science, 49(11), 1546-1562.

Berry Leonard L.(1995). Relationship marketing of services-growing interest,
emerging perspectives. Journal of the Academy of Marketing Science, 23(4),
236-245.

Crosby, L. A., K. R. Evans & D. Cowles (1990). Relationship quality in services
selling: An interpersonal influence perspective. Journal of Marketing, 54
(July), 68-81.

DeLone, W. H. & E. R. McLean (2004). Measuring e-commerce success: applying the
DeLone & McLean information systems success model. International Journal
of Electronic Commerce, 9 (1), 31-47

DeLone, W. H. & E. R. McLean(2003). The DeLone and McLean of information
systems success: A ten-year update. Journal of Management Information
Systems, 19(4), 9-30.

Dwyer F.R., P. H. Schurr & S. Oh (1987). Developing buyer-seller relationships.
Journal of Marketing, 51, April, 11-27.

Garbarino, E., & Johnson, M. (1999 ) . The different roles of satisfaction, trust, and
commitment in customer relationship. Journal of Marketing, 63, 70-87.
Gustafsson, A. & M. D. Johnson (2003). Competing in a Service Economy, CA :

Jossey-Bass.

Hallowell, R.(1996). The relationships of customer satisfaction, customer loyalty and
profitability: An empirical study. International Journal of Service Industry
Management, 7, 27-42.

Hennig-Thuran, T. & A. Klee (1997). The impact of customer satisfaction and
relationship quality on customer retention: A critical reassessment and model
development. Psychology and Marketing, 14(8),764-797.

Kalakota, R. & Whinston, A. B.(1997). Electronic commerce: a manager’s guide,
New York, U.S.A., Addison-Wesley Publishing Company.

Kauffman, R. J. & Wang, B. (2001). New buyers’ arrival under pricing market
microstructure: The case of group buying discounts on the Internet. Journal of
Management Information Systems,18 (2), 157-188.

Moorman, C., Zaltman, G. & Deshpande, R. (1992). Relationships between providers

Cs-14 @

uli



BEEHF S8 AR 102 £ 5 7
il Journal of Nan Jeon, Vol. 16, 2013 .

and users of market research: The dynamics of trust within and between
organizations. Journal of Marketing Research, 29 (3), 314-328.

Morgan R. M. & S. D. Hunt(1994). The commitment-trust theory of relationship
marketing. Journal of Marketing, July, pp.20-38.

Oliver. R. L.(1999). Whence consumer loyalty? Journal of Marketing, 63,33-44.

Parasuraman, A., V. A. Zeithaml, & A. Malhora (2005). E-S-QUAL — A multiple-item
scale for assessing electronic service quality. Journal of Service Research, 7
(3),213-233.

Prus, A. & Brandt, D. R.(1995). Understanding your customer. Marketing Tool,
2(5).10-14.

Westbrook, Robert A.(1981). Sources of consumer satisfaction with retail outlets.
Journal of Retailing, 57(Fall), 68-85.

Yuan, S., & Lin, Y. (2004). Credit based group negotiation for aggregate sell/buy in
e-markets. Electronic Commerce Research and Applications, 3, 1, 74-94.

Zeithaml, V. A., L. L. Berry & A. Parasuraman(1996). The behavioral consequences
of service quality. Journal of Marketing, 60(2), 31-46.

S REbIR

T LM% 3 s 518 (2012)22012 # 6 * 5 p » B~ p http://www.facebook.com/ihergo

ERMLF R #(2012) 2012 # 6 % 5p 5 Bp
http://www.ithergo.com/stores/popular/pagel

ATIRATHE $(2010) o 4+ % x L5 > SRR AF T 0 ES T LA R 2012 F 6

" 5 p »Pp http://magazines.sina.com.tw/magazine/article/4329.html

(Y

C5-15 @

uli



