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% Webster FBUE R » {3 F(Trust)i2(1)EXE Y15 &(Belief)
{5 [ (Confidence)E A S FEYAYF4 E (Honesty) ~ IEE (Integrity) ~ 7]
{E%8(Reliability) ~ 23 [E(Justice)E + )E [LHIEAZ (Expectation) ~ FEHH
(Anticipation) ~ 8.7 % (Hope \EAR KA EE  Q)EE LEHFFERBLMAE
A E{T(Responsibility ) B 7 75(Obligation) 75 ¥ A B ) - -

RSB EAHRARE £ TEB(SE ) (Trustworthiness)d & £ 7
Doy i srBReST - IEE - BEE - G2 0ELIE 7P 6E - et -~ (T -
TR - BEPaE ) - PRRUSRERIEZERE Sy - AR ENRERIHERERE S -
EALREE ~ HRE - vI{E - AIEHE - A8 BIEEE TG {5
T EE [0 - 0K Ao

1 EREEHBN
) L2 80) AR R A
e h #E 11 (Ability)(Cook and Wall, 1980; Deutsch, 1960; Sitkin and
Roth, 1993; Butler, 1991; Butler and Cantrell, 1984; Kee and
Knox, 1970; Mayer et al.,1995; Singh and Sirdeshmukh,
2000) - #FHfEJI(Competence) (Aderson and Narus, 1990;
Baier, 1986; Garbarro, 1978; Kasperson et al., 1992; Kee and
Knox, 1970; Mishra, 1996) + ELZHE JJ(Expertness )(Barber,
1983; Blakeney, 1986; Heimovics, 1984; Koller, 1988) - &fjfig
Dynamics) (Blakeney, 1986; Giffin, 1967; Heimovics, 1984)
nay-% TEE (Integrity)(Shaw, 1998; Butler, 1991; Gabarro, 1978;
McFall, 1987) - 5% E (Honesty)(Blakeney, 1986; Garbarro,
1978; Johnson-George and Swap, 1982) ~ TJ{5(Credibility)
(Bonoma, 1976; Koller, 1988) + AJ{5#&(Reliability)(Bonoma,
1976; Heimovics, 1984; Johnson-George and Swap, 1982) ~ 1,
BH(Openness)(Blakeney, 1986; Garbarro, 1978; Giffin, 1967)

ike:4 %81%(Benevolence) (Bonoma, 1976; Giffin, 1967; Heimovics,

1984; Holmes, 1991; Johnson-George and Swap, 1982;
E(aspcrson etal., 1992; Kee and Knox, 1970) « 3EE

Goodwill)(Baier,1986; Barber, 1983; Blakeney,1986; Dunn,
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1988; Garbarro, 1978; Husted, 1990) - [O]fE
(Responsiveness)(Gaines, 1980; Heimovics, 1984;
Johnson-George and Swap, 1982; Koller, 1988)
AHARR C SRERE 45 F A1(2003)

TERHEE ) BB T ANE N EEES - ) Fr
FEERFIRIE D BR T A — ERTE — B ) RS TR 1Y
AEJ) ~ IR ~ FIEEHAURIIR.C Ah - ik 5 — HEIREE A NSRS
SR ES L A S IR B SEB (ARG R L) 2 4G B
{5{T = G141 > Doney and Cannon (1997)7 F{ F BARAY (G EAH L #H5T
B FHUINEL BRGSO 3RS BRY S (G BB RIS e
WA ELE ©

A% —HEES T BT W R Bl 5 — T EE (AR
H > P R AR GAEER] - Mayer et al.(1995)a8 S5 (S (LH WIS TR
[&](Trustor's Propensity to Trust)glks] - BEANMETREEE  MEE
EMAGEHFRAERIRES - BE - IEE - DU EE(GEEERAT
FERCEYENEL - 7 McKnight and Chervany (200 ) SRS (£35S (S(L1A
[&](Disposition to Trust) + ¥4 (5T (Institution-Bascd Trust $51E—
(B A GHEMAE IR ERURERE. (/a8 - 8255 - T - K6 - AR
AR BRER S  BENEE ERIIAEEE) - BIEES
(Trusting Beliefs) + {Z {T & [& (Trusting Intentions) * {5 (T 71 &
(Trust-Related Behavior) -

= ~ 493514 43 1% £ (Website Trustworthiness)
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UL R AR E LB AT T o RS
AEE -HREIIER] - L Sk E ERR T BT RIS 2R
FEGZ MRS ERES ) ~ T~ MIARREARIELZ AL - 7ERMIT A - B
UOREIGE AAURE - L R AA S AL (R S R I A%
& < AT T ERIFT TR A A B AT S A #5750 HE R
AR - B SEEEHREAI RS e R IR s RE IR
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BRECIEITHEIR RS - 28 FEIE SIS E T - It
Sh o BRIFEER AERTH LR A PRl - MR- - AR RS
WEAEHEYE AR BR R TR A RIS A S BT BBV EACE I 80
-~ R AR B = AR BAHR A LA ZREts 15 DA
BT R HHUER{E T

AL EHEHE L RAFRA N DEET - B A SRR
BB WER2FIT -

A2 ARG EZR |
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&% | mWx#k !
BRREN ISR I§~k%’hMﬁL%%ﬁﬁ§
1 SEOKHE RSB AE T o 0 ¢ B AR D B M B R
| (Bhattacherjee, 2002; Eggar, 2002) - B TS Bl (1
MR F5(Gefen, 2002) ~ FEAL B FE & (Sultan et al., 2002) -
AR 75 9 7T 46 48 7 (Jones et al., 2000) ~ &% KT #5152
(Jarvenpaa, et al., 1999, 2000)~ 3E & E1%¢ 7 s Z (Jarvenpaa,
ct al., 1999, 2000) * #Eu5R9ZE e (Smith et al., 2000) ~ B35
{2AYIE H (Smith ct al., 2000) - ﬁS%Aigﬂﬁﬁgf*E@EﬂP““*ﬁﬁ
~ {(Duffetal,2001) -
'ﬁm%%é%ﬁ&%ﬂﬁ%ﬁvmﬁﬁ§te%@H jﬁ%ﬁJ
‘W%%ﬁ EHEAN I HEBL e R - 41 - ?ﬁ%ﬂ&%ﬁmmwv
‘ Ph%%%%ﬁ%T%%@mwml%%Ega%&)
| PRI SEAE(Smith et al., 2000) ~ 5 EENETIAE
(Navigation) (Cheskins/Sapient Report, 1999; Sultan et al.,
12002) N4 215 (Presentation) (Cheskins/Sapient Report
1999; Sultan ct al., 2002)  FHERYIE LIS S (Dayal et al.,
1999) ~ 4 VBE f1(Bhattacherjee, 2002) -~ BB EE AN 2B
‘ ‘f”(Urbanetal 2000) ~ #£25(Sultan et al., 2002)  $EERIEY)
i - ZZE; “(Lee and Turban, 2001) > o o _
#%&i%%ﬁ@fﬁ%mx%@, Ve - TR A
Seh wEE AGHEE 0 A (Dayal etal, 1999;
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Hoffman et al., 1999; Shaw, 2001) Eﬁ{%éﬁ?{tﬁﬁﬁﬁﬁ!
$H Y B Bl %2 % (Jones et al, 2000) - (% 14
(Confidentiality) (Ratnastingam and Pavlou, 2003) - §5Z{f/j§
A PR3 Jones et al, 2000) -

FRER - BISEIFTH AR « VAR « BRI
BER R S T I - 4 AR R (DU et

MRS al, 2001)  FRELEShaw, 2001)

s e & S BT E FTORGY - 10 R F(Sultan etal,,

138, 2002) ~ ETHIAYET (Dayal et al., 1999 - Cheskins/Sapient
Report, 1999) 7K E# 11 /& 17 (Papadopoulou et al., 2001;
| Gefen, 2002) - - -
g%‘iié‘]’z}ﬁﬁ HEULIE | B ER P s S B B L GRMHgnL 18 75 T

kR AT BRI BAMECEE R 2

it

R A R R R B G RO AR

) - 41 © $8 755 FRIFAIMEE(Shneiderman, 2000) - F%‘*Aj
FERI(Palmer et al., 2000) - FRFBRMERIL 2 HHEECRE
5 #% %) R (Shneiderman, 2000) £ A T AL R
(A0 G B R E(E B - RS RS SR - 5 {4)(Eggar,
2002) -

BEA A IS T o ks R R R L 5 - BB,

#

R 0 DURIBEEHE A - 0 0 BBALME
(Hoffman et al., 1999; Smith et al., 2000; Shaw, 2001)~ &¥}
{2 IE (Bhattacherjee, 2002) » S2A TR FRER k15
Ti(Eggar, 2002) -

BT RALEE FASL S AR A TR ST B B -
BREBAT B W] AR Ei FEAYECE (Smith et al., 2000; Sultan ct al.,
B

2002) =

SLARE 0 W AR TR A RS RS T EOE » LR AR

’

225 LY AIE = 200 ¢ SRR (Mishra, 1996) - £82
FL5ELR. 1 - #A9 B %(Sheehan and Hoy 2000) - /%

_(Bhattacherjee, 2002; Gefen, 2002) -
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_ (Killingsworth, 1999) -

EB g

CEVAR

TR o

Eﬁ%ﬂlﬁéﬁi@ﬁgzr’aﬂ TQW{JRJDDQEJTEE%{@)\%*;;B@‘
SEM . —EAE AR RS - 4 T
= #H{E(Sheehan and Hoy 2000; Gefen, 2002) ~ 72 5501
(Bhattacherjee, 2002) ° |
SESERT T R BT S i SR - A 3‘
BFE NS F M (Dayal et al., 1999) ~ f4#(Cheskins/Sapient
Report, 1999; Sultan et al., 2002; Egger, 2002) + B i
((Jarvenpaa, et al., 1999, 2000) - - '
RS FRI 2B =H (0 ST - %)\i‘ﬁ%ﬁ”ﬁ)‘
TIRGFAYETE - 40 ¢ FF 0] 09 5 &2 (Cheskins/Sapient
Report, 1999)y1§{£$$$(smtan etal., 2002) « LHFTE
P AE 25 B 3 A 2 B A #E 7B (Kimery and  McCord,
2002) ~ #4438 2 A A 6 1 % 69 3t 7 (Shneiderman,
2000) ~ 45 = 143580 (Shneiderman, 2000) ~ 55 = # Yy 2:6d
(Palmer et al., 2000) -
Wlﬁ?i’fﬁff/\ﬁégﬁE,H%AI:@HWHfl)\ﬁuﬂ ?{%E‘é < LA
BAG T AEIUE AN B ARLEHHE AGTEBROHER] « 2 © 1E
S EHE A E A7 I H (Dayal et al., 1999; Shapiro,
1999) ~ HEUE5{s FH 4 22 B F LA P frn PO (A& JLE’JH%‘

55 MI(2003 ) R B IE 15 TE 8 (5 (HY —JEDAE -
< B - M5 B ZAERIEERD S3 EEE o 408 1 AR e

AT f‘“’B’JL%ﬁ«ﬁ%éB’ﬁ%%‘?ﬂl&ﬁ% HEPT ZRERIZR AT - KEHH
ERRa MERIZ AT B0 GET ~ B - BRR = A AHRRTE A, > i

RIS %A

B S HIE0} £ EVNESE R o 31 - SVNZS E SN R b (A R R

MIES) ~ B~ BREDE LT - SRR - PEE RS - B2 ai=CR

EEHAT

IR 0.9 MM B EIIBUE T T 0.9« BRLAHEH

JEH/ N 3(i.e..139.9/58<3) » [AILARE AT FIPEE -
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bt T HERMERSE I (REF R ZEERYS b RTLAS RIS
TBEHE G THET - ARITA LR F v Re g 2 S IR IR R
BUEE Ry & TEES 112 B 140+ AH ARy ZE 8 B 524k (Shaw,
1997) AL R (Afuah and Tucci, 2002) + (R ZEFTHEATYTE RIS
Fi(Amit and Schoemaker, 1993; Ratnastingam and Pavlou, 2003) = [,
Gb o FEFVHETTISRRE A PTIRAE - CHEEE Rl b
& BOHE I A S ] (Kimery and McCord, 2002) ~ {# F ¥} IT
TR RS Y B (EAL A B T i A5HY B (Eggar, 2002) ~ iHEE ¥
SR EHE JJ(Sultan et al., 2002) - B E HEHE IR 52 (Sultan et al,,
2002) - DU AE B & S g L Agus iR iR B gAY A2 E (Eggar, 2002;
Gefen, 2000; Bhattacherjee, 200255 (K 2542

5~ BMEF &

AT B 8 H R NS (SRR ERYwE 2= -
PR RRvE AR I - fEBT R R T ERE RS GBRadan e
SRS AT LB S A AR DU 5 BT Ry B 22 - SR AR S
ERHEHAE B A IO B IR IR A RIS 0 MET
AT B ARRA R R AT IP - B s A
- RS AR B RAG R DR R E L7 20 RIA
F o MBI Bt m AR R E BRIy 1 251

—¥ERFRAREMAEEE
(m)ERAHRGR

fr2EH BB BRI S ERPE 2 0 - AR T TR
FEEHE > 1997) » B LS AT LM i 407 DIEUR R B E & (S
- AHERR AR - W EE R BRI - T DAE 1
) PRI R AR - AR T AR R A R S TR
RO« At — 2 - AT REE IS F TR JEA IR
B0 e HESBC FURBIEEy  iH E AR ] - A
T B 5 o FRIRE RN 7
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Parasuraman, Zeithaml and Berry (1985)(F EFEH ARSI E &
0 BlFEHTEE A BAEE & 2 MR A2 BN e IRy £ (P TEEA
HIRRTS < M ENE EaaE - fEH AT E N E 2 A 88T & 2]
WA BRI SEREHAMREEAMERIEN  Fa - BTz
(Davis, 19895 - A FIMEAIREETRIE %) (3 VB AN TH & 52 2
HIRERE - ifi Gefen(2003)E AR A B HELAI T L EEIET
(HFR FERFRGER B I LEEE (LB SRS R MIIIRE R 5
([ HBIGRRRSZ - B S A & REAYIE TR - RS RaL (5
TERRFE - AR B R IMEROEEE - SRR - 755
DA REENRERE - PEERTEESEE C S A s E
M AHBAR A IRALAE 1 SOk AE » T T P& -

AR B ERR RIS o SR B A
LIRSS T ST PR G e B (S B - I e AR
LG EGZMINE AR ST - A i EEHIR LR eENg
EHFTRE SO B RIS I E (L FURTP M E e E T
RO © INECAH e R DU T e ey sl did 10 3% H A
IH{E R RSB & H S AU E (PR B AR E R - R
1M > a2 © (B8 SEF H HUREUN S (EAL FE R R (P )it e 5
Rk S {2 REAREAN . A HREERTTE 72 -
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IR | (MBS BRI R AP SEEY - T
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PAIERET « L3 LI~ TR SR A T IROOERT « PRI -
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DREEET ~ £ F FQ003) AR Y 1 =X ih G T (RIS -
BFRALAMTCE R R - 5)9h 52 (E B fEt R 2 BUF R #) 1 5
AFESR - DL EERERAZ R B RS & - ZE A
FLECRFFERYL RS E R R RITS R S B T LG 73 IR
IR - e TIRERE BT "7, R HIEEA
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AWHFAL i B S E BB E RIS (ER0AN T > SR Wil -
PSRRI EE ST H CA R EIHEL - FT RS B H BT
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b T AL com.tw) o [ERERR ARG B 0B o BB AR I
B A (A S R S R R,  ARR S I B TP RIS
T S ity B i e AR - e DB SRR
[l > (RfiE T AU e-Oscar HEU5AYRASE IS ANAT B MERIIS
PR - SUSIEREIER R R AL - SRR ST ENE LML T B
B ESETIH AL - Hr AR A AAERIHEUS - MR
ARG, ~ JEL RIRE TIAYRENS - DU SE comatw B E R SERE S -
DR R HEARENE « & A SRR A L 4760 520 2E LN E -
ARIENE MRRE A AR 50 (BRI A EEEE - S
W SETTRERAE HENL - S ERIEEE 476 {7 0 [l 110 473 > 411
PRIERY 10 (3(EASEARAS# 2 00 > O B2B # 3 {p SRR A2 #4 S
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Wfla TR R B AP RS RGE S -

TPEER A DLZATE -RER 3 HET HREUHMER S AR+
=R SRS E R B RN R 100 SCHUNHET T
dFr 0 HHRMT S REEENEA TR A - EIEATHIBARR 95 % - T
PEEGETTVERAN T - (DARBAAARS - FREREE NG Q)7
N2 > TSR R GE gty S R &
(56 =gy S2HIE SR ANEBUFRR) B T 8% - IR g
FAHIEIERISE R H B ARAY ETER (R ) LARE TR R A A 2L
AR ESE — AR G BRSO 8 (DFFERS © () R[22 5EE
AR AR EETE - DU R AERLEFIER RS OFE T 1550
ORERIES » DUBHERENS 20 53 fa S5 IRTHI » (B #1558 fEUIIRINE 52 A -
LIGLE A - (o) PEHEBA Y- HE RIS AET A5 R AT LA
(B HE5e R AR R ORI - FERBETE - S HEL
ATELE OB IR RAREST  DURET ST PIFOSE & HETH o)
B R A M B R AL -

ThER: BATHAY » B 7T IEEY A (RS R AL AR
RWFFEREREATSATE R, - R HARRERE L 2R R E A
THE BEAIUA SRRV RIL BRI 2 LR AR, - SRR
R R LUERE M (Clustering) & 7353 Z5(H) ~ t(M) ~ (L) ZFF -
Hehze i (HE I — B8 rh s A @R 2 A -
e B LIS R G — Dy fliter & - IERER 2T Bt t Ay
33 % - HNIE T REERFIE IR S - BB AR - 1 83 (i
EESERL T PR - MMETT R AGHAARI R Z84% - TR 33 %
chOEEEEL BLICFERURENG - SEREY RIS © (DRFTHENSE 33 (Efdah
W = RER T HIETL - QA B SR EFRIFE R 2H9EE - 3)
fa PTRE R NI RS - (OFS B IRFRRE N B Z B B R AGH
RN o R ILERUNGES - DUEM S E L -
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()EE 4L~ BH - MAZEMHZIER

SRS RE ) ~ IEE -~ BIR =S 7 RlaFE FREERA - B
7 Cronbach . #1734 » H.Cronbach . ##8:#0.9 » B S M (S ERE(E -
FILECE H OB ERF LS - BASA R
L G e E OSB3 MM, » — Ml ehe & Eha SR REETLE - A
=HEfH . HLGE S
2. GROSTEMERET S » —HVH T B O H AT s WA PR LAGE TT e
o BRRBRFR > Rk b IEEE > F0.05HYZ I KT » 5
# o MLASMEMSKE - —Mnate & REEET IR R H
M?i‘;mlv

3. AGEmEHEOSIEE3 (AN, - B B ET R Il
f’Ju LETHBYFR AR AR - HORERRHGR - K1 ?E’_‘ﬁéﬁo

po B PR

T _Eultbdm T TR EARG o apRL S P T2
Rl ar -

4 —RHEEHE AR EE - WA ZHESRAPEEM

sz fE(13%) FRERA 95 sE|FREAB  33Ma 4035
' 128 834k %%
F- |42 # | Cronbach | - |42 # | Cronbach
| # : m E :
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] 150 504512 2)4.401046 | 098 14.08/044] 99 |
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ABSTRACT

Through sample surveys and further case interviews, this study
conducted a gap analysis of the website-trustworthiness perceptions

between online-shopping managers and consumers.

The  results indicated that, averagely  speaking, the
website-trustworthiness perceptions between managers and consumers
were significantly correlated; however, their differences are significant,

and the latter were lower than the former.

The case study found that their diffcrences were caused by several
factors, including the website’s operational and cost considerations, both
sides’ different standpoints, etc. Finally, this paper gives some managerial

implications.

Keywords: Website Trustworthiness, Online Shopping, Gap Analysis,

E-Commerce





