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How Good Should the Free Version Be? The Effects of Freemium
Strategy on Continuance and Upgrading Intention: Using Freemium
OTT Streaming Service as an Example
Tungching Chen
Dungchun Tsai
Institute of Telecommunications Management
National Cheng Kung University

SUMMARY
In Taiwan, video streaming services usually adopts the freemium model, the video services
are divided into free and upgrade versions because of the freemium strategy’s
characteristic, and therefore, this study aims to investigate that after users use the free
platform service, how the perceived quality (system, content), intrusiveness of advertising,
satisfaction, expected quality, perceived risk, and perceived price causing their

continuance and upgrading intention.

Online questionnaire is implemented for this study. The questionnaire collection is
completed in early April 2022. The total valid questionnaires are 272, and SEM is adopted
as the research and analysis method. The results show that the system quality of the free
version is the main factor affecting user’s satisfaction, it is also the key to improve the
intention of continuous usage; but the content quality of the free version is the main reason
for improving users' expectations of the upgraded version, which becomes the driving
force for the upgrading intention. Advertising, as the second revenue for free service
providers, does not have an obvious negative impact on satisfaction. In addition, this
research also adopts group analysis. The result shows that users with trial experience, the
impact of the free version experience on the upgraded version is greatly reduced, which is
a point that needs attention. According to the research results, relevant suggestions for

resource allocation also be given to the enterprises.

Keywords: freemium streaming, perceived quality, satisfaction, continuance

intention, upgrading intention




INTRODUCTION
People always feel irresistible to free products or services. At present, 75% of SaaS
companies provide free services to attract users to try their products through "free". In this
service model, many customers who are interested in them are obtained. The paradox is that
using the free version and encouraging upgrades are conflict with each other. The relevant
theories on consumer acceptance behavior did not clearly explain this problem, between
continuous usage and upgrading, Whether the promotion of one aspect will adversely affect
the other or not? According to this question, this study explores the impact of various aspects
on consumer behavioral intentions through system quality, content quality, and intrusiveness
of advertising, and then provides suggestions on how to allocate resources for the free

version to the enterprises.

MATERIALS AND METHOD
This study refers to past research on freemium business model, identify users’ evaluations
of continuance and upgrading intention. System quality, content quality and intrusiveness of
advertising are the perceptions of consumers have experienced the free version, and the
overall evaluation of consumers for the free version is integrated with satisfaction. Expected
quality is to observe the effect of the free version on promoting the upgraded version. In
addition, there are also factors that the upgrade version will cause, perceived risk and
perceived price. These two dimensions are used to simply evaluate the antecedents of the
upgrade version, to compare whether the free version is significantly helpful in encouraging
upgrades or not. In this study, 272 valid online questionnaires are collected. Narrative
statistical analysis, confirmatory factor analysis, structural equation model analysis, and

multi-group analysis are carried out by SPSS and AMOS.

RESULT AND DISCUSSION
The results of SEM model are shown in Figure 1 below. The results show that system quality
and content quality can increase satisfaction, but intrusiveness of advertising can reduce
satisfaction. Only content quality can have a positive influence on expected quality, which
is the core service in the streaming service. In the aspect of consumer behavior, continuance
intention will be positively affected by satisfaction, expected quality has no significant effect.
On the contrary, upgrading intention is increased by expected quality and reduced by
satisfaction, and then perceived risk and perceived price also have Significant impact, too.

Of all the dimensions, perceived price has the largest negative impact on upgrading intention



in freemium streaming service. In the end, this research uses cluster analysis to discuss

effects on the research structure in terms of trial experience and difference platform. Both

are significant differences between groups.

(Free)
Continvance

(Free)
Content Quality

(Upgradc) 0,059 - Intention
Expected ezl
Quality

(Upgrade) -
Perecived Risk
-0.244 %
(Upgrade)
Perceived Price

Note: *** p<0.001 ; ** p<0.01 ; * p<0.05
Figure 1. Results of SEM

0.254%*

-0.168%*

{Upgrade)
Upgrading
Intention

(Free)
Intrusivencss of
Advertising

0.107

CONCLUSION

According to the above statistical analysis results, the following conclusions are listed

1. Among the perceived quality of the free version, the system quality has a high impact on
satisfaction, which is the main reason for improving users’ continuous use, while the help
of content quality is relatively limited

2. Among the perceived quality of the free version, only the content quality has an impact
on the expected quality of the upgrade version, and the expected quality of the upgrade
version is the main factor affecting the upgrading intention

3. Intrusiveness of advertising can promote upgrading intention but only has little impact,
and the impact on satisfaction is not as great as perceived quality

4. Satisfaction is beneficial to the continuance intention, but it also has a negative impact on
the upgrading intention.

5. Among the antecedents affecting upgrading intention, only expected quality has a positive
and significant impact, while advertising intrusion is not significant. In addition,

satisfaction, perceived price, and perceived risk are all negative impacts.



6. The trial experience can reduce the influence of the free version on the upgrade and can

alleviate the conflict between the free and the upgrade version.

Based on the above conclusion, the following practical suggestions are proposed for the

freemium streaming platform.

1. Compared with system quality or advertising intrusion, content quality is beneficial to
users' continuance and upgrading intention, it is suitable for enterprises to focus on
improving.

2. For platforms that are less popular or want to focus on advertising, in addition to
developing content quality, they can also focus on improving system quality, aiming to
develop users with a good free version experience.

3. Try to promote the trial opportunity more, which will help increase the user's upgrading
intention, and can reduce the conflict between continuous usage and upgrade.

Finally, this study poses the following limitations as well as some suggestions for future

researchers.

1. Different motivations for using the platform affect behavior.

2. The existence of AD block affects the willingness to upgrade.

3. Youtube has no competitor in Taiwan.
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% B & #05 (Freemium) & & 7 (free)fo%f ¢t 3 * (premium) =7t = R &

A 23 L AAE ER S A 80 & Lpﬁbﬁp,i} EAILT L Pi‘%ﬁfﬁ_Pii@ﬁ”#ﬁ
Ao ¥ AR AW BEEL KO 3 ERS =Kl S VIENEE L o

AL
BB BLIE4 23N B o A14K R Fred Wilson(2008) 4% /¢ 1 & fEPRAFAEA (T AL 7 &

LRHERS T UREERG - AASOTR S P RBLL Y R
i

BREE PN F AT & H s (FAIRIEE R o LR BRI

amy

C e AAEABEE AL - AR ARRRAL PR A > - el

WL P RE R PR > T R A R R s d
G- ] 3R 2 LR PRSI oo K B 32 50 ¥ Anderson (2009)
fis nFIEY RF AT HER G FAR(R k)R s £ 5 95%n* = § i
BF LR PRI T S%en* 2 REEAER B F o AW GG EEA
i o RAeE AR AR FRALT Y SR 2k

LR RS P bt v R R A B R 2T R AP HE
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WY R AR PRI R Y s R A 2 B enfp T e
Ko A &t B E o & A A)E L F & (Wagner & Hess., 2014 5 Wu, Chen, &
Cho, 2013) c %4 » & & frfRIFPH 0 AR5 A 2 & 7 ha & A2 7
F2 - oHWLPHEIRI T EA PR FLFIRBAL DR EAF LR
Ly - R R | ?éffﬁ—i WiZAFEFHE IR« Y A SR E
FE 0L EAT R A 0 B b R RB I B
ﬁfgkc‘?} {zqu%—'-n[a: DLC % ’4;1\73‘??1};13“; NS

¥ i
A A ESB - LFEAFPLIETRI S AP RTRE AR T

I

v LR EAR MR
Anderson(2009)#?‘e—§u o Rl R E A G 4 B BRI S oy

)‘)

S THIBAT R A G R R iR S BRG] W e

'L de i 5 &9 OS -~ Microsoft Office JRF% » 398 — B 7 g * fp » HFpF

-

IR RMY SR FEEER Y O BT LINE I e BERER T 2 &
B 3% - B " ~ Youtube premium & § 3# % 3 B ? » HZZ NG DR B oA o
S B AFEY g FEF e ARG AP RA T RGP RG> WiE L
PR AR FIEFTOLEPN FEY SR LI IR LE R DA
i 3 s F R AP R A A H B H R AP T B
(Zagal & Lewis., 2013 ) © 4= Google Meets sc 59 3% 5% 7 B T BB HE € ~
S fe Az = Aﬂ} P PEETG] > U R R A PRGE P R B AR
Rk BT - um)r%g B e Ut e 0 & PR {504 cni B i B kg
A SRS S A Y PR AR L
PGP ER L VUFELF] PR ERLREFHENE RBEMEINEF LT D
g 2 i

€% e K LR 0 MORTE R 2

\Z" /?“{P’ LITV ;t'fE I"pa ,;; E’i’]gu EF%

@\

PRF% o b it b+ 359 F @@ PRIEL #
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RF T P RBEE DER T2 T R BE L IRIBERE T

=
[aad
[t

re g3 7 r;{%’ﬁ ? @ A4 g & (Wagner & Hess., 2014 ) »

P ey ¥ IS Be v ¥ L5434 Lin, Au &
Choi(2012)#_142% g & L2787 7 > -4 Google play 7 /& 7 500 i APP > 4%
W RELFEAD APP H R ey 2 2 LR e By gy
FE ST AR Wﬁwwzwm’Hm&ummmﬁﬁféﬁ“u%%ﬁﬁa
Fe s FRIRA T F R I FH A DA EL B I P F
FLFHERS AR 75 5 R R LR R AR R
e e L AR R R R RNy SRR S EA S
- BT AR AEFY AR E AP BT AR F P T S

£5 7 0 L7 Regd RenFled s B 2 1 2 K o
¥ - 8% 4§ ®4 ¢ nRi(Freemium streaming service)

- ~ OTT #: 3 ® inJRF3

OTT Jii% > J &4 " over-the-top ;> 51 % p [ P AR HHRLA] P B F L300
GhREREREP > X 37 REDERY Xy B SRTREE 2,
2017) » 3]7 p > OTT FRzZ*zLa‘F] PR P TR R PRI > d YR R

SVEE SR O PRIAFR BT ARG R 0 7 % R BRI LR RIRIAR
7 (ISP)s % 3 » %ﬁﬁmﬁé@%&ﬁ%%ﬁﬁﬁ’$m®ﬁ%ﬁ‘%%ig
FATAIRIEEE § o OTT JRIEP o B0 ™ 3 ¢ 5 i 3 PRFE o i LINE »
Skype ~ WhatsApp * id 3 # %8 ; & * PR4% > if&_Facebook ~ Twitter & A+ 3 T 5
LA ARIURAE > R Netflix ~ 8 # 45 2 %= ~LINETV..... %5 % » 2 # 8
%%_Youtube ¥ p #4882 F| T ZIRIF S R B JRIRFA N S ¥ k2 PR
RErs MM T DTG AEF KApy < PEE o

23 OTT 8 /2§ e 2@ fice 22 2018 £ & N Ag4% 5 T AR = #ic 145
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Kantar 593 & » 2% 15 3] 49 kenx T3 @ B0 4 & e > d 3 OTT "g:E£ %%
FEEE . gl e T o FRER oA A ARES AT DB THE AR
32 @BREF T L $é78%ﬁ”4}5‘~""%:&1§("§’iﬂﬁ’\if—JZ.SfJ‘B?’?Fi
PH{Sc D 47 ] PF e B 2020 # FIR L FEY R R jTg hr S RA
4 0  beit 7 OTT JRARcHY 2 (87637, 2020) «
S L AEE L ¢

OTT JRAxFl & T S eh T it ~#3 T &~ F RS Feh2 b A g E I
LR FH05Y 0 Teece(2010)30 5 F ¥ #5827 g lane & j o H

BRI R HEE LR F A R H L AF L WD LA T AR

,tm.\

<.

BAIR 2 P bR RS R Y LB SR AT Rk P B

BOERNEY Z R BT BT

Rlid 0 BRI B B R 0 A2 B EE- 22 ;%—I\m#\gg . ﬁ%ﬁ,
il

bl

FATE AR RS EA SR R E Ko

BF ¥ L OTT JRIFGFH AN 2 ¢
#2577
AT L eGSR LA PREEIRHF A Rafer e ugp T
o * ¥V H% — = Youtube i\ s Frrken B RS VEA 24 = 5 Youtube
AR F e kiR B Ao 2021 & kD] 68 i 2 27 Google F it
110 =+ wFREAAPF ER - Lo r > A soRiTHhEES K IFRE T
g0 L ERED kR EERE R 2 o (P AERTIR, 2022) 5 H 4L & 2021
FTEOFILARL TOR M e L 43 RanTRE R 1 E 17 R £
(yahoo #7H,2021) > B 2 e » b1 & » A- g nT S5 F4pd 50 > ®

22018 EPFE H DR L r B AZARE TR M F (BPF i, 2018) 0 T U R

BELF T S FRASE L TR A BRA S LR R ReicE 4r
Ao AR s I AgARH R {2 T AT R P T Spotify o #5 4
bR
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7\2 1 ,\3’/ g/n PRZZ‘ E'_ ]

%3l PRAE 3 % 6
3R E RAE A BERKET ETE Y ~ 3 Netflix ~ Amazon Prime
subscription video PRowT R WS PRIFER > Video ~ disney+ ~ B
on demand FrgRdl (GTR)- 1 myVideo ~ F 1T 773
(SVOD) s S A e
H =t g Mg d g R R SR kB g & *  Apple e iTunes ~ Sky
transactional video = eELF N F 2 HEHH o L ¥ F  Box Office 2 HBO
on demand Z faspdl PPV -
(TVOD) R 3§ (PPV)~ T 42 F(DTR) -
% (EST)
R 3 X HHE %A %"EL'FT B JnJRF% > 23t Youtube ~ Hulu -
advertising-based By ERY FRELR IR L Crackle » = R4 4,
video on demand %%g@t’!ﬂmﬁﬁ?@%&&/}éﬂ FHA T LGB
(AVOD) AN P -3 ol e
R & H LERBRT R -AE AR R e L
hybrid model F3fFs#a¢s»d7&24 LITV-LINETV..... £
BB P Yoo % o

PR EHGS T OTT 23 T 23 ¥ $8807 AVOD 3 2 #iefFigy » &
P e SVOD & % & { B eauEE o o P A BT S e B4
PRS- Z B & AVOD 4c b SVOD iR £ 4050 e f § g RS & OTT
AFT ARG i A B2 BEN R AL R i
Teece(2010)z = & ¥ 1145 % f— BAESE BRI P 50 0 b4 AVOD 5 £
¥
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=~ Apmr
Paf s OTT T Sp =&3%g ¢ > & 2020 & > YouTube 14 94%: i *

FARFER > F OTT HFIRir2 % B 5 € # 8 S 8- LINETV > >

BSAARE * 8 A0%nA 0 ERE R E S ITE Netflix p o Rl $
Lo HEF 2% RAMARFEETRGEF - LMo A S H AL IR

FEFE LITVRAE L% T > 5 15%0EF(FNATH,2020) B 2-1 5 5@
OTT % & & died v A ji3 T Lended vt bk g % 7 Netflix 14 % s Fo
FEFASYARHERG DT o FHAFTYUFRAG T SR R T
VR FeF e

D YourTube EffAETREERTES?
24
o p
mon  LINETV FERE
- :
nfrmv
ﬁf‘mu““
l :
- - - m =

Bl 2-12020 # 28 * OTT T & A #icd vt
FFEE OTT TRy e A ¥ fh > L SH,A PRI LT RS S

7 Netflix(41% ) 2. ¢t

3

)
b
>
£
e
ek

Ao @26%PNKARF HE o TIHF R LT BT Lo A DR LY S
T HB AR T SR S A L FE(G1%)
YouTube Premium(28%) 4 % LINE TV(17%)% % > % i t ¥t B iLehd 3 JR%
TR S PE B 1~10% 0 T35 & 2~4%(K. Poyar, 2021) » 5 e
OTT FAR A ¥ 0 §F 3 F H 224 3 > 0 RITL0 G A28 10%01 1 > 2 i~ 4
FAPGRR Y s PR S

FREAENHFALHMIOY A7 2021 R4 mAPF P nEd g

BG5S MBPNSEE s kG T6%L A B R YA T AL
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Foeoem 7 T 5 % YouTube (68% )~ Netflix (38% )~ LINETV (21%)~ € +
£EHE (19%) 2B 4R (10%) 2B 2-1 chlicdpaprt > 5P A an
LU e e R AT $T 0 AT RE T R 242

L gw F et RETRAZE | B T 5 (GNN TR, 2022) -
¥ = & &% & F (Perceived Quality)

o & Bt Garvin (1984)3 N FE A Fen s 2 Rk § ¢ B- B2y A
t’g‘ﬂ‘ﬁmg\glu lu#ﬁ?ﬁg °

Zeithaml (1988)% k #-4vff & F 2 & 5 i) F F HA B iRAR M 87> £

ln:!

B e LA E R AER L 0 £ fBR TS

%iﬁﬁﬁW%w@*?%ﬁ%?gi%iﬁ’{“@ﬁ@ﬁﬂﬁm%mNW%)

EFE YL FRID EEETEIESFOLE A (D P F LD o
FHHRRRF O QRBREF R FEHE G L- P o

RN A RPEE ARSI R ST AFE s g A R o
FEHGE LB R E S E SR TR h RS 0 & A
Aur P LI HT oA SST A FRAFE LS F AR ORE R
Tk SPRIEeOIRIE D 5 F BB ARGE > FHRGEA L LA FA R B
BAEHF PR FIF R D E R ERTEAFEF AME

DeLone & McLean (2003)13 g4 e H|#TF 3 4 SLE F 2 #3 0 =Z < o v !

=

WEH ~ G AEH R RIS - f]-.%—ELLISS e H A o A TR
BHRELETR JAAPMAY 5 FE & T hizdg o 84 Nelson, Todd, &
Wixom (2005)7-* 7 DeLone & McLean (2003) s & »  i&— 3% 217 PRIF 5
Fa RS THY TR AR R T P UEERR  wFEF T

ﬁé’Qwiﬂﬁﬁéiﬁﬁﬁég,Haumﬁﬁﬁéiﬁ?ﬂ§?‘é{

HARFETRBT AT LB AFL DR RIBF T Lo
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B p - i REHTRGEF P F 0 RYPFETE LR FD

*F 7 % Nelson & A (2005)3# d1ehs + 6 v g A o SFForik > A7 4

L\\

WA SR TR RS (T S B R T S A Z RIEPN F B
S SR TN R
-~ ARER

Nelson % 4 (2005)# 5] 4 g st dochFB P ¥ 884 A2 7 E 2 8

I

S
NN

(H}
'3;

PR F T ik FIM AHTE,

~

B Y R b ot kAP e
P

27 ko fjﬁ—@&ﬁi AW S Ahp s TR FERAL 2R
-+
7E

~mi
‘,\E‘v
~

B AR @n R T LR TR 2

B oehgt £ M A5 A o Nelson % £ (2005)13 951 * F A sheht Bd v 5
HEFEAER > A AT P AR LR BT Stk s

(=)~ ¥ Ef¥ 1 (Accessibility)

FEMAEOTEL FRT U G F Y S J’I.‘LE‘E 5 I E R T
BT R B oo BB A RT M E - B R AG hak L P 23 F
PP ap 2R SESEDS FREY A RELE T E o AR B
(=)~ 7 %A (Reliability)

FRBOETR G ANAES AR LV g A g aT ft-#ﬁ PRy
B EEE M T F R PTG Y AT F E ATk SLe4 iE o Nelson &
A(2005)7 FB|F DRIV REBROEER D 0 2 EF B A I
FLRETF AR DEMRAIEF I A R GRS FORIRES BF
EF AR FINHVREAS AF 2 EFPAELE A o ARFE T S

TRAES IR T ORGEYE A FF BT SF L HES ke
(2) > ¥ & PF R (Response time)

4

T RPFR I A ok SLEAY R 2 ndk o F#FI AETRE ":H[‘t:l—i-'{:% e



Boeo A plampg I8 % Ao a* AR LR oL ERE L+
A SR L TR EEFFAFTLRS £ o i P T

sVt EgE B AL R P AR £T$\T€sb 39 B

‘

R
Kl
~E
=

Feh- G REREBT LA AF AL LR .
(z )~ & (Flexibility)

SRR S ETEEY 1Y LIEES ST T LRV
WA H SR RGN GG E PG R AR T 50 0 3 ki
AT NHNEE TR G ARE RGeS N B ko
ALY BT oA S F R i
SN RESEF

Nelson * 4 (2005)%532 7 i3 7 3

—=

ﬂ-%’.‘

2 F A TP F o Fiehh Tl ¥ - %

T

sy

R
-k

Pt
3

TR AR AT AT
AR BT AR

FEOFTHAOAMTERFTARASFTRRBREL - BELLDOERARE > T E

|

—\

R

=k

f{%ﬁ ’ 121:}751 KA RO MPEFRT LR X Boow g WL PR o s i}u

EFMep F oo TP FacfgF e 2 @ izl L faae g ko

WE AR 7 e B0 §EmT o SO R R T SR T L
MEE R E RS Fr TERON F ) KGR O RRLTE R T
FENUPFEFTFRRITZ e DLl  AFTRFY P BEFF P AT 59 F

Fleng 0 & Nelson % 4 (2005)#7 5 ¢ e 1y 4p B cfir B 78 o
(- )~ =%+ (Completeness)
= BEIA Nelson 4 2005)FF 2T Pp 2 6 o L& % P HM AW P 5
FET LY TR AR F T S R 4 AR R EPT R g R
P

FUE B AN T o IR BEHFEL §F A o R AR

WA

e FARREDOTIIRIBFLBTED T LR ST Lok R

ETI
gy

§pEF RESFE
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(=)~ TP (Currency)

RPN K L FTNNERITRAE & T WA AL P T R F W R
A BN R G oo TR AREEBOASYF 2 H W P ehE R E E5r 0 B
¥R BT A8 G RARENPE ) RlR T R g e
Fog T ook WERRL T D R 8 LY 4 BATen

()~ # 3% (format)

1‘%3“{%‘%?3%."1‘% r PR AR RER CHIN Y P g kg B
Beenfes o #0F BT S ORE O BEOTRIHE P  FRFE NG

ToAZFRERFDTFTIESE > L fgFer SR LRFET L D% -
ERRIE N R =i A% R Ry S TR Y ol AP

Ptk s w RS LFEHDIRIR > AP TREEN A R ST
P e S R A R AT St BARE Y S - R G RUE
Foodasgfags A xehr e AL PP ER AR LA T T

<,

?%ﬁ%?ii’ﬂﬁﬁﬁ%f&@gﬁmﬁﬁ%Wﬁﬁamaim

-

@

i

g e P8 L A S AR 0 5 Nelson % £ (2005)12 # ISS #5318 <0
SRR FTEPN SR ALRRTESETY TR PR BRESR X 0 U E
[ER N o AL UL S T AR ) m—ﬁ 0
Wagner& Hess (2014)s7#7 7 P 2P| L R 3 B8NP ¢ 2R EL P R * {o i
B WA AT E AR AL B R AFR LM G B D B Bh
Z 2R AR S R R BIR B PRER A S o LR R IRIET 1 F] T g {2
BARFTR A LR LR ol R PRI B IRAE T K RIR Y ¢
B AT A R A ST PR A S SRRER T R F RIE
AAF R I TL 6 P EFE BRERF D2 %7 i (Anderson, 2009) » 7] Wagner&
Hess (2014)3n 5 * # A Franh g X ¢ B8 PH A R A dif ) o 257§
< e Rie BRI Flet s
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Hla: * 34 §Rmch i AT § Lo PFE L soRDiFH S F -

7
Hlb : #* = £+ 4 ‘%."h)imp\ Fee B et e HH g BOR IR BT o
%z & R 4 &) (Intrusiveness of Advertising)

Mintymiki, Islam, & Benbasat (2019):% 5 & £ & » £4p & 2 $30% » H 5%
F 3@z B o & NMCs (Nonmonetary Costs)=fRi%% ¢ » B 2 & - fa ¥ 4 F
ho &7 R B i) A NMCs T A p F A A R pR ket stk
® PRI L ARG A RERFE L TR PN RARFR A NMCs ¢ e
RAECHALORY LA FHE R > ST i8R Y iz #* ~ i
€ A2 pow R & Mintymaki £ X (2019)3 5 L H EHE & Fﬁ@ﬁé,ﬁ&
AEGEALF RN E ARG o LEH a0 E R EaRA R R AR

L 52 s o n‘%%%j}‘}u_‘,_ﬁ‘ﬁw A B BRSR Y PR G

e

SAMMALI R T oY X R AFRATREAR L DU G

G IR RER RY R EGE DB A H o - ARFHCELF T 7R
B Ao G- A BT FRE AL b p g R
AR E VLA R e S # j\,;r/ﬁvﬁu'}% LRSI CE Y
5 dole Zagal& Lewis (2013) %74k F| i £ Wk o 3 iF 17 < JRIF ek pe b
M4 R B > Wagner& Hess (2014)+ 7 Apfp cpLBh » W iE L 7 PR
PHihd f kAL B g R AT HNR L B gk TR LT

SEPTR Y B BT SR 2 T A .
¥ I & % R A (Satisfaction)

-~ TRELRPE
B Berry(1983)F st M1 i A4l e i X 2 % 2 kg enE Lk
B2t % 2 R p M RIER L I E AL e P PRIFE R BRI E Y T 3
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SBAETFIE o AR RS TAREY AP R 1 ha (AL 0 2 % Oliver(1980)
BAKEREHAER > P RBAR TR TR R B R
Wz Tk p I RN AR - AP FELAK 2 Fald G
FPRBL Ay EFPFFEE G F MR ) S Dt 4 SRR FE M
(Fornell, 1992) = % & B &2 i B 2§78 + (%% 5 #4482 > & Oliver (1980)32 % i
BRA-BpEH{HFADERL > 2Rl ARNI- el #H0PF gkaolg o
WEFATAETBRAARETY P EFLIFOMG FRERZIAY © LB
K7 B (Voss & Seiders,2010) > & @ Sehif 3§ #3885 ¢ WAL A RiL i
BmA 2 ERE {5 R SR SRR EF @ 2Pl
KBRS NEFRFY P RALAR AL ELEY Y ¢ KE (Anderson &
Sullivan 1993) « 7 i F ¥ & A el 7 W BIRIFPHE 8505 ¢ 7o &2 7
FlAp I e o Kim % A (2018) e i 3 3 @5 ek b ® F B LA HEE &
AR ERMG HIRF i BB e Hik AFTHEHERR
Behffe (vl e 1T % 2 A A P B inT S anipdp i Foanis > #
T LR %
S AR ETHALFEBRALRZIEE
&%?%%&ﬁﬁﬂwwpiﬂ’é%%ﬁ%ﬁiﬁﬁﬁ%mﬁﬁé&g
WIE A L2 80 4ok ) § F$R P IRIBE LY A1 T A BRI

B nEE o H ) oS fof g s KARR B ’*/T}ug #* B (Zeithaml, 1988) - Hiittel,

Schumann, Mende, Scott, & Wagner(2018)~ & 3 * #& 3| % —‘k & * NMCs
(Nonmonetary Costs)eg &P ¢ { % 5 i &> L F i€ * 4 & £ 2L p %
Ao B G | KRR H §L,’ﬁfg B o FR?Z‘%% < Eﬁ’?}‘%%i\‘ﬂ;ﬁ#q R

FERAFTHEEL R Hittel % 4 (2018)33 5 ffé * BRIk < 4’3}::‘;}]‘1{,{

5
LL‘@L&; \.hz, r’gmﬂ;&, 6;1,?«}“ rr'é'},i,\‘ IJ/%"%O
TR S THN R LA NRRES b LA A X0 M oo
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Cronin, Brady, & Hult (2000)13 43 &7 79 SERVQUAL & # £ {7 3 ez ¥ B3 > 7 )
PRA® OB AR 0% &R o0 Flz — 5 7 Zeithaml(1988)chdasmdp e > @ J&_
Hiittel % 4 (2018)ch 6 4 i 5 1 A % 8 G H5S 4 4 Apf i » 4 2 2 eh
W FAFETRY RSP ERTRAFR R ST 0 &dith
H%i?ﬁ%i%%ﬁﬁﬁ&?gﬁé VR
H2b @ #* = $ 4 3R} 3 &7 ¢ &
ZCAPREREABCHATRALR LR

TEFREBILAAMBED Y NZFHE R TR % 08 AR E B

REVR R R o

én\m

7
EEE TR TN

d
w2 a4 ? A 4+ 3 Koch & Benlian(2017)+ 2477 ¢ ¥ R 2452
FEH P E A ERE S 4o Wagner& Hess (2014)3#% 3] & F K vi e F B >
Er ARG A ORALFIRIREF 50 R E R R ens
o T RARENARY A TS F BN AT e L soRANLE > kB
A F SR A seng f(Mantymiki et al., 2019) ¢ Flpt A F i

H3: % »HEFwRmR 2 Er ¢ e R BEHLPRTBLA -
¥~ & & b ‘& (Perceived Risk)

o R G PEA A 1960 £ 5 R d Bauer £ 0 ¥R G B AT
H 5% o Bauer 3R R & EAp i B E Rk f
ﬁ%ﬁ?ﬁﬁéﬁﬁﬁﬂiﬁ%’aﬁﬁé%%{%ﬁﬁfm%ﬁii&&ﬂ°
BHFIRTER G oL (DAL DF T QB AL
4§ Dowling & Staelin(1994)#-5% b & €& K2 L T % —-]54 W A S (PRAE)
R R AR e IS Eamv it ) b thys - A0 BaOTFHF A
(Sweeney & Soutar, 1999) - =7 =¥ h 'GP F F:R3 RIp L A7 ki8S
Bl E AR EF RN AR RARER S Sk oL ¥
353 THIER > MY R4 Stone & Gronhaung (1993)#73% ) e & & %F
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A AEE IR G MR A E R DR G S STER G R P
R E o (DFsh s F FHEe G remBEIFFLAD Y o QMR !
P HAE R CTRFRCR S A RAB QYL ERG T FHRY A

~

EAnIE A B AR (P MR G FF R T IRIEE G P

-
PFoG)empte i EBEeRT ARESF L DR T O)PFFR G D

Mitchell(1999) &7 3 @ § # 3 § ¥ § RHME A KD ko 7 - &
b GRE AR AT LY R BT & A TR - B0 AP
By ? ¥FREY BRI BETAB TR AR R 82 FZ T oK
PO FRAY (AT A FREEIA T EMBRGITEA AT 2 £ 3
TR MUAFET AR GAABER Y RFL AT LR R BDREY o

eae
HAFAL TR Rk T EE S ,ﬁ —‘F]’z é’u%’jgé—% S e
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¥ = & &% | #(Perceived Price)

Zeithaml (1988):a 5 w it s 7w P B R B RAL R UK > 5 4
Rl A g I R R R R A R S Il R
PR BRI R E S EPASSRBTLE & - R F

F R d et R ERR A L A TR EE LT R

‘1

% 'z

Cm\it

o
% 1% (Dickson & Sawyer, 1990) » % EZ 325 PR 08 P HrF A AT E 0 L AR
FrReg A Ean oo oa B R R A R AT R
LEHN R ROLEFY G R o R H R EAAR L@ * LA § ik
5 Gupta& Kim(2010) 7 i A 2 23 FE i f > /R R 7 5

WA BRG pE ] WRRBRDT AR REFEEE P ET URE R
BELAEEREE PRI LS(RIN) SN TR R RGBT
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{FPHIPERAL ST HREFHTPRDPRES L& MY w3
A WAL R iER S BN UG RS e PRI R e
#* (Voss Parasuraman, & Grewal, 1998) » ij" % JF]‘ PFF It pier BE
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BoFIEEp e P m g nT S H T SmEIR iR Y- 3G 0 d N
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R S TR G Bl RAeRRIRELY ¢ A R L AR o AT H A
ER g TR R: T 2P T S22 2 B DR &

vl E :F% /24: °
F ¥ # * { W (Continuance Intention)
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