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AAGoz deule] T3 Fake 19949 ¢ 2epe-Ae 5F olF HF A<
A Sl B2 WEtE JhAstew S48 A tEst HolHn AlFd An vt
T A A FE AnAEA] o] oA = AFHA FETFIAA JEHUE Ve R
st MZE Fealdd AaAdAH7E A5 Ak Lee, Kozar, 2006). o] A3 <1H
dlo] g wiAl = A Hojxal FH A2 o] Fg gy vj=yze] geriglo] A
AHEAAHEA A2 7|gke] E-Hl =2y Ak A2 FH o2 H3E ot (Levi,
Powell, 2003; Lin, Lee, 2005). E-H]|Z2Y 2= HZ2Y XA H Z2 A2 A4 E

itk 53 ¥ ¥ dAES P AlEE Skl el vgFd A

HE

AFstn ol Fele] oy FES wohstA o we £ FES u Aok
A dEdle o@ Aol Fasku Agshs Aee u oy gue Fa
F47h HoEA 1 F8F AN F st Stk AREel 48 £7e)
A% ol me A4 @ we Agsel ode Fo sEdAE Fu AL A

Y Alehe] 2H=H8090
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F&e AL Y Airbnbel ¥ dlolEo] m=w "y Adi= 2017d5FH
20199 7bA) Aldzto]l Ajt o8 Z=Iade] d4lel B Aoz eyt 2y
A Aol NEstE e ojdols AlFEI Mzl did e ¥ ZtuEts
As oudnt. ofdl weh of Y {1 Afo]E Fd Fgol= HE AAde 23l 3

To oW o 99 dFS 9@ W, ool st A EAdE T
K

of o] W= eri=th T AE oA dlolEel st 20199 AW FY 713
Z A AA F BFA = 1912008 oz Ad 7] the]109% =71 o
o B3P Y% 4789 9000 ¢jero = 13.7% ZE7teln A A E §A @t o F

A +r

AU Ade] de & AFAAANA 40.7%, 39.7%°] A FAMEE BATh 3
2 o e 20199 29 S| 4785% 3000, A 5977 3000W o Al EY
v 10.8%, 135% <7ttt T 288l o3 §] Ae]EQ] HolHE
AR AEAEe) o WaE d & A, AF TAW BY AE Aol AA
O A4e 23 Atk Blg anA e Skl Fa
H A el g3 of 8 §1 Aol E F4& o]9A ol &R wxE whsrh

webd "y Ao auRke] Aol & o B FHOARE HAFHOR FLd)
7] Sl 2Eldd At AujatEel thEk ols B od ¢ Alo]Ee] 540
gk Mg A7 AT S AA g8 P AlOlEE FIA ofds AAE
Az AvjAEe E-vtSE E-AHl2 A FFS A= Fo 8lsdd gie
A77h dosi.

oJde ATAEE 2L Lokl 2% AW U A= EQ Aol FHAU
FHBATE dS5S SH Y (Wang, Law, Guillet, Hung, Fong, 2015). ¢} Alo]E

FAC Y AOER ASTFORA BEHS Qe F ¢ AoES T Agsels 1
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2
rfo
©
[40

Mol oot} § Alo]E AH| A FH-2 2EFQl E A Parasuraman, Zeithaml,
Berry (1988)7F =943 d&4Qd  Avlx~ #F
Parasuraman, Malhotra, 2002). T =4 =2}l &£ w55 A4 224 &3

4de AAG wf sjAsiof & WA e4hmA 1A B A

oW 58 EoleA #S Aolth(Kim, Stoel, 2004). =, AHAES
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Too 2kl odgge FE 2 wE, 2l Fu, 1T g A
S X, Hd T8 AY d3e b3 Zoi($-54, olF &, 2018).

2017 A T 2kl ofd A A 71954 o fIteRE 265%°] HEE
= Bolow, A% FA= vy kAol 2017 A S 289l o A
A 25 & Wl A dylo] wFEE AA|sta qom, Frb o] v go] A
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=7 80 W) A 90 A
D 80t B A Adss | 1) &Aool FEisit, Aots
olEololER Fwo MEMY | AFIAAE A7) A} A
¥ dAoiste] Wk HoA ek | {FE US &5, e I
Wil Mgl fFaEste A% | I ATl o W x&ES
F& wonm zgith 15L& I | Btk
e s, WAS AFs | 2) PA Fale]l TR A=
i, AHE FAE23, o|Fo] | & AE, AEE Al O
EAa= T8 A= 2 g EQ Aot}
2) 80ddl A A= MY A | ertE A E AN F U=
FE S &g AR | & &, Aol AN oA AR
W EHELS E7 Aozt | o] Fosd, HANE ¢ e
AAEA of AFPk. 1HA At | sEY=E Ak
FE B4 Qe AFLFE 2| 3) woilE d97 itk AAY
5 WEAZE & dn AT S B MEFHow ¢
3) AEdle] HEFHWEA AEY | & AgS B2 e
2 "ol TVE flol= #AFE | 4 Ao Al A o] o
B ¥ gojof e 80dWh | B A3 AEld oFEe] aAY
Aol A "EFoz uiy el | o dXUL HAh A o
=3 A Qe Yl HEeta g
e 'da AgS s
dd JdEdl 7ed AR o
& TAEIY 9918 dE Y
T Ha A Zair}
D AED MHl2Z Agets | 1) 90dge] AHE xd3sie)
NEE EFAY AAUWL okl | vHErt AdE sk
g whgol EAY whgo] b | 5EHE Bt
=}, agA AFoly Myl | 2) 90\t Zuo A =pole
7t FE 553 AEL F4% | Fe4E FxIEA HA¢
=3 ENIR=s 53l NEI=
2) 80dh A &v Forl & | wEAZY gRE 4w
TE apdsh s, vgstE | Ao s HlaA ol X H<l
WA dAS = 715 A UHA | BEES B AR 3s
Hup AL WS FAISEH | Folslr] wiitel] Hgo] AA
= AR HAsEA. EE Ald 2uE T Flet
3) 80ddl A Aule WExY | 3 &AH] AEACNA 2l
2H 5 i, AFAHela, Falg Ag | el HyE dIte AL
HAS AdEsd, 289 A4E | F2F @29 dEs
o Wd FAEE dukd o | Ay AT 2] FHAAE
=X g}, ALl EAY EHE oW
4) 80l A Adle t&E A | Ao2E FHE/E R
Hop BAEE o SAS, A |4 AFY MulaE Ades
7], el g &7 Wil | ]ES EAY #AY}
A= Med o ZdEa 2| ofdEl kg EAY uRgd
He A% vt b Sk A Fo d3F 2,
"Wb FvArelrt, oW Ao
kol 53 zRalo Al ghEA
222 dqus YIRS A7
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A2 A oq § AbolE EAo] e o BH 1

1oola g Abel=e] A

o8 ¢ A)EZ Ei AHAEL ARZ Hu wEA 5T F 7] wEd
A APAtET 2L BF A A4S 0 At AL ) Alo]EE
Abelv] el A vlEEEelAl date o FF L FEE ATIE AolETI
4o EH(Niu et al, 2018). & o1& 4 Alo]E= 2l F3bollA o] &3h= AH| A
oA A&l Hag Fu, o] FEIH Ve W AL 5o AHI2E AFEE
ALl Eojtt, B AToA ofd ] Alo]Ex &

A A8 H o]~ wiEg Ao w & MAsta oo da3 AR, oY FFI 7E <

o ARG el Az ogeta wEd H5U 5 Qi AbelEolth
2. o3 §) AbolE Fdo Ay
9 ApolE EQ G 2R 9 Aol 4% BAHS dvh} 4 FEAATL

e Aor ARgAEo]l HIEEH(o] gl ], 2018). 2719 § AlolE

]_
=7 B3 o Parasuraman et al. (1988)% 9 o =Z &<l AMu|~ Z4S =A 357

(1996) 52 AlF A7z, &3 48, a8 24913 aJES AHY 749

StAl Mg ste]l 7, AFA, WA,

A ARE FAR SHWUSE AAsa gl ki, 10od whell ThA] A A
O~

gl StAl FAE AAE o= AR FE B AJAE FE o]9fd AH|

A& Fkste Al 7HA S5HHFE AFEstal Jth(Delone, et al, 1992).
O’Connor, Murphy (2004)% <& €1 Alo]Ed] tist PFrle= ARIZA Au|A~ZEd A
25 FHo A 7HA FE 89S FFeto] AMEAF dEFHo]s B ) Alo]E YA}
A= AA Hol A ki FEEAT. AdA (2016)2 F AlE FHE
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= A9, 2001). A8 § APl EE LSt A Sl
Gt Al R o ® A= Zlo] ofyel o AES FulstEE tAkdlo] FEH
t} (Greg, 2003). O’Connor, Murphy (2004)= 1 Alo]Ee] st H7l= AFEA <
Ho]~ g 1 Alo]E tApQlE ek qlth Bai et al (2008)2 1 AlolE F4
Brralom gl ade Axddon, Y adss 98 W a3 A
o AEAE 93 fxpelolztar 9t (Lohse, Spiller, 1998). Gregory et al.
(2010)°] w2, 1 AlolEe]l TiAle &R Ay Ao tjsk Ln|zbe] QA
I} ##o] drl Guo, Ling, Liu (2012)+= £2 ] AFo]E t]x}elo] 450 15
o & AP wMFeeA S BUF2YTAd FoF 9E8s vt deth
Sakun Boon-itt (2019)& ¢ AlolE<] YARIES ) AlolE #F4 H7te] 3t 714 &
23 Az Ha v A9 (2016)2 §§ AfelE Fd] Wi gAd a<lo] &
asttpal st B2 AgE AxeAA ) AlolEY Al FH g Atk
8ol vk B Ao G AtelE YAl F4o] Y

oj~7F wiH A o2 & HAH = ot
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g AFIEZE ARl 247 59§ AlolERG ¥ B2 Edde fEdva 4

Z 39 tH(Hasan, 2016; Tsai, 2017). Cyr et al. (2006), Coursaris et al. (2010)2 <}

AtolE Tatqlel AmAdo] 2l Sl A o] Akl A4 845 F&f o] &AtA

X E geFS Felstitl. 3 Loiacono et al. (2002)9] A& AAZA Fujr )

2] ) AfelEel g 7t 59 s AR ow, AvAdd e b H@rt
A

| =2t} John et al. (2011)& i AlolE =4 HIES 98 A

o) Feldoln] mA o EAY e} Arki 54Tk Park et al (007 ¢ Abo]=
gAelo] g solA el AzA mets welo] v g, owA R wde ¥,
%, A4, AUl Ae §f Alole] wed 4EE g8 WS Fasth o4

5 Ed B ATME 9 AlE gde Ede] A4 554 %
At gk Arge Skl ol gt ANAS BET el A4S B

olEteS =/ EA%S A 43t (Karvonen, 2000). 554 &2 ¢ Alo]E9}

S99 gFo] S w A Aolt}l, Szymanski, Hise (20000 ¢ Alo]E t]x}<lo]

E-wr5Eo 23802 FQa3% gas nxvgs AS &gkt Cho, park (2001)+

a7 WEEETE §) AlolE TpQl FH os PUbeEthes AS ST Park,
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3t & AFELS Parasuraman et al. (1988)o] %3k
SERVQUAL X®3 o]% ghits] Resfojgitt, o] 52 AH|2x F2 9 7dS ‘AH]
29l Aoy Uy AHyE uAo] HubAHQl oo} ElE'® A s, of

171 918 =524 SERVQUALS Aleretitt. SERVQUAL =3 Ajuj

ZX
=

i
ol-

#4&  F¥A  (tangible), 374 (empathy), 2124 (reliability), S84
(responsiveness), &4 (assurance)®] T 7FA] 2oz FA = Qlrha Er,
e zh gl 7hA ARl gk JiQle] ZitHE ARl et A zbeE Aujs
ol zol =, Aol 7tz Apolrb MHla FHS AATL Be AME A
Alskar kel A, o1 H |, 2014). o] vhAl 7HA 2] 9ul= <

&4, 2014).

<3} 2> SERVQUAL =& AMu|x~ F4d 54 5 71A] 2}¢
5744 %44 s

o 21 9 27 940 98 A, AA gu] ZAsE
T S 7o

A A
04 Aot JALAE wAo] e FRE o]
R HEE el oFd AH|z AT, OF e
- w2 A
A Z7AQ S, M&e uls AF
5141 4 Ayl zo] g3 Fo] g AS Au E
e Aol g3 Wo

A& &3 Parasuraman, A., V. A. Zeithaml, & L.L. Berry, "SERVQUAL: A multiple-item scale for

measuring consumer perceptions of service quality”, 1988, p23.
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322 E-Au 2~ F49 7y

E-Aul= F49 Mda HeE T A= B ogdo] EAsa v 7]
Ao #HH-ol A, Zeithaml, Parasuraman, Malhotra (2002)= E-AH|2 #4245 ') A}
olEZ} meAola aHAY &¥, T, viES &oldtA st ARE'E Ao Ih
A2z AFe A, E-AH 2 F24E MR Y dubAl gkl Tt Aol A ¢
E-Au]2~ o# g 544y F4d gsh o=z Aot (Santos, p235, 2003).
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<Abstract>

The Effect of Quality of Travel Website, E-Satisfaction and E-Service
Experience on Customer’s Reuse and Recommendation Behavior

- Focused on China’s Millennium Generation’s Consumers -

In recent years, people have become more inclined to prefer travel websites with
their own style while being simple compared to the past. Consumers of the
Millennium generation (born in the 1980s and 1990s) are particularly interested. As a
result, travel agencies are also paying more attention to improving the quality of
travel websites. This study is a test of whether the quality of Chinese
Millennium-generation consumers’ travel Web site, E-satisfaction and E-service
experience affect Chinese Millennium—generation consumers in terms of reuse and
recommendation. Specific empirical analyses of the questionnaire collected to verify the
study model established in this study were validated using the SPSS 22.0 WIN/AMOS
22.0 WIN. First, the reliability test for each question was conducted to measure the
reliability between the questions and to perform predictability and accuracy, and to
verify the hypothesis, the path analysis, which is a structural equation model, was
performed.

These empirical analyses are as follows. First, the hypothesis (H1) that the
aesthetic and uniqueness of the design quality of a website would have a positive
effect on E-satisfaction was rejected. Second, the hypothesis (H2a) that aesthetic will
have a positive effect on the E-service experience was rejected in the web site design
quality determinant. The hypothesis (H2b) that uniqueness would have a positive
effect on the E-service experience was adopted. Third, the hypothesis (H3) that
customer service and usability of E-service quality would have a positive effect on
E-satisfaction was rejected. Fourth, the hypothesis (H4) that the customer service and
usability of E-service quality will have a positive effect on the E-service experience
was rejected. Fifth, the hypothesis (H5) that the stability and processing speed of the
system would have a positive effect on E-satisfaction was rejected. Sixth, the
hypothesis (H6a) that the stability of the system would have a positive effect on the

E-service experience was adopted. The hypothesis (H6b) that the processing speed of
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system quality would have a positive effect on the E-service experience was rejected.
Seventh, the hypothesis (H7) that the E-service experience would have a positive
effect on E-satisfaction was rejected. Eighth, a hypothesis (H8) was adopted that
E-satisfaction would have a positive effect on the intent to reuse and recommend.
Ninth, a hypothesis (H9) was adopted that the E-service experience would have a
positive effect on the intention of reuse and the intent of recommendation.

The results of the empirical analysis of this study showed that the uniqueness of
design quality of the leading variable web site and the stability of system quality had
a significant effect on the E-service experience. The E-satisfaction and E-service
experience have shown significant effects on the intended reuse and recommendation.

Through the analysis results, the travel agency will improve the quality of the
travel website design, E-service quality and system quality overall according to the
needs of the Chinese Millennium generation consumers, and make the reuse and
recommendation high.

The future direction of research is thought to require comparative research with
consumers from China’s Millennium Generation and those from the Millennium
Generation from South Korea or other countries. Such research will be of great help

to the field of travel website quality.
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