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Abstract

Persuading users to apply new financial technology of Web-ATM continuously is
an important issue. This study uses Expectation Confirmation Theory (ECT) as a
framework of discussion. With the viewpoints of behavioral intention of ECT and
Information Systems Success model, this study attempts to build a model which can
better explain and predict the continuance intention of Web-ATM by consumers.
The proposed model was empirically tested using data collected from a survey of
Web-ATM consumers. The response rate is 85% with 382 usable responses received.
Subsequently, evidence of reliability and validity on the basis of analyzing data is
presented. Our findings indicated that confirmation of system, confirmation of
information, and service quality positively affect satisfaction. Furthermore, quality
confirmation mediated by satisfaction could positively affect continuance intention.

Keywords: Web-ATM, Expectation Confirmation Theory (ECT), Continuance

—18—



BER ARSI 1)

=~ A

Web-ATM ZE5 HIEE £ /A 2005 FEBHIE R IHERS T2 S B ritrE
WHRIIRS | RILER AR R YRE B R E A Web-ATM HYTTES » A T HRTERISE
H B ORERE - BETetE Web-ATM ARSI T2 » BR T aem Web-ATM
P B A H 7 2 R MR IBUE - 2006) @ 1% Web-ATM & 1TRS
Fr A GEHUE » 2006 5 Z3CE 2009/ -

B E NS REETEMRHERE Web-ATM > {HEATEHE Web-ATM HEEETTE
HEITONTRIFSEAIE PRS- (RIE - AW EHE R Web-ATM 17
BHEITONT - DU P35 ) Web-ATM B2 ER R - IsEERENE S
AIHEREHEEE Web-ATM BB RIAMEEERD -

g LiliEReE > AWSREBNERBNT » L5 E% G Bhattacherjee (2001)RY

M AR ER B A, 82 DeLone & McLean (2003)fy " EIFARAR IR
(Information Systems Success Model) » HIEFHHERHE LB Web-ATM BYRFHERE
FHEJEE -

R - HamblRas
— ~ Web-ATM :

Web-ATM 2RSS TSFamE, & "RAERE - e EES
BIES IR (R © R8EEN - BITHEIR - BBTTHEIR - £9E B3I ER P ER
) » F{EHETTHRERIEY) - IR - BERRIEESER LERaly - BRI gEL:#4)
ThA FEERE ATM fEF - Web-ATM RESJZHF ATM RYRRISIREME A B L - 5
FEERFAERAERE  EEES B RREREE TS ATM /M - #17
ATM {EZ -

s e EMRF R A G 2ER - R E®EME - KEERETIURER S
THERY > L2 B RS SRBERITIRE - R SEBT B R T A SR &
Fr&m£2 Web-ATM HEEEMUS AR _EATERESH] - IREARGE - 2% - AT
IR T H -

BUFEAE 2006 4E 3 A 1 HEE » (ZILHGEER-RHBTRBRG - Blis
A E S RS A ERE - WYL RS EENR A SRRETTE SIEERE
2 T5%LAE - SRRk 2N BEIMEE LA SRl RTER A 5 /R
Web-ATM 2 2 5y B ARG
Z - S

HASEHERR R 2 Oliver 2 1980 fEFTEEH - HIl B RER (RUSERTTEI
B E BRI LG R BT AME@E 1) - TEREETRASS

T HASEMERT I R | B SR R E E HE AR E R - DURISEERIE
%175 (Oliver 1980; Anderson & Sullivan, 1993) - #4018 &1 =[5 — SLAHE i
(Dabholkar et al., 2000)5#F 48 {5 F #9EE% #R{T(Bhattacherjee, 2001) °

- ;

B %

B
TORRERL g

1 HEHERS B M (Oliver, 1980)

— 19—



BER AR ZE TSR3

= - EIARKERIE

DeLone & McLean (1992)f2 H& kI = (Information Systems Success
Model) » HEZBEEEHRFBIEHTFLRAEPTHER - B - Rl - &
e FAE - FRE - WEE - EAEE - HAERSE > RREERnEH
BEARESEFAEEEIHEREE -

Pitt et al. (1995)F2 5 - EAABNIRESHE g EERRRAVRINET -
DeLone & McLean (2003)#5 FHZE ABETE T 3RAVIHSE - I 2257 HAM B E ¥R 1A
EARKIDAT R > & T IR SYE ) A IR M0 T EA L B TAHRR
MEERAHE T35, - DeLone & McLean (2003)385% @ fEEARMEINIR
A RFAE - EAGE C RS ESEEEg B AENWMEEURERAE
FE > M TSRS, -

M -~ R E

AW 5E LA Bhattacherjee QOO EARMIFHEEHRABERE 2%
McKinney et al. (2002)FHEEINILUE N - £ McKinney et al. (2003)F8EE 0 i85 FE
o0 R R AR ERIHERY T BB RIIERY | - 7€ DeLone & McLean (2002,
2003)EARMRIIVIAERTE - FIREfRA T T IR ERIHERY ) SRS -

AR AT FRE Web-ATM E—F T EaAFRAR ) » KI5 DeLone &
McLean (2002, 2003)JEARK R IVEE IR AEERE " RwE , - T&
FURE L - TIRESYE ) HEERIIESL(Confirmation) © (Kt - AHSTKFE AR
Frig(d Fearhny THESE ) RBIE > R T RSB, - T EIASERIE
P THRESYENIHERD ) o RERETRAEE A Web-ATM HUFES -

RiE
HIRER
o
wHSE @ H | &
(R & g
B
AR S
HIRESR

B2 Higests
Hi. TREREE ) N TR ST -
H, " REVENORER N TERNEE, GBS TaRE -
Hy TEARENRER, O TERWEE SAEEEARE -
H. CIRESECRER ) B e eRESTaYE -

- 5T
- BRI E

AW EEEWE - BEEAEEEHEN G U TR - e
ENHRSREC I - AHRIREREEER TLEGTRE - AR ERWREHE
i T RMWHEEIHERS ) - TEAGENNED ) - TIRBRERRERE, - T

| %



BRERAZCRHZE TS

WEE  HTRRETHER ) - JBSBEREE E SEE S KRR
g 1 Fiw -
=1 BEEMEHEER

e BEMER SRR
RS Web-ATM FRigft 2 RATIRIE - THREEENMESREESS (D ©  Bailey & Pearson (1983) -
BhgsR BERABFERERTE i%%‘%%fﬁuugé’]ﬁ;ﬁéttﬁ McKinney et al. (2002)
EAfh  Web-ATM Pt ERAANEI D - SEABH AR Baley & Pearson (1983) -
Bl Mk ABHERASEIIZEIER McKinney et al. (2002)
fR¥Eh  Web-ATM FRiRtit 2 IRESER (D - B B MR Kettinger & Lee (1994, 1997) -
BrER & ASHIRGLENHEIER McKinney et al. (2002)
WEE  (EFEEE Web-ATM BRI EHEERR E Bhattacherjee (2001)
gg% VBB BT S BA Web-ATM RYE Bhattacherjee (2001)

B

RHERNBRE > ARSI E 2K E PR SRR FEORK - B E

@’é‘fdﬁ‘zﬁb} TAIEEAER - RRSEWERY - EALERESD - IR ETE
e WERE - RIS -

R FEBIERRE A 5T - RIS IR Likert GRANEAGETHTE - 1

For IEHARE L 7R TIERERE ) - AR R EERIRAE 2 FR -
&2 EXARME
i HHEAZE

Web-ATM F R HGEFIERS - [LR BN B R ElT
Web-ATM HIRKELUEETE R + FLR T BI R ET
Web-ATM HIRSEEREN BRI SN © LRI BT
Web-ATM HERMEATREGZIT, - LLRTRINIS B ELT
Web-ATM FHEHHORAPIAIEREN: - LRI R ST
Web-ATM R (LHTREAMAR AR (L - LERFEOIST RS
Web-ATM HERULSATREOIRES - RTINS EELT
Web-ATM BESBE %20, {55 A 5 TEDNAEEEARTS - LERTABIN BT RS
Web-ATM EV ¥R + FERRIREAIRIEE - LR TN RS
Web-ATM ERRREEMIRISTER » LR T R BT
ERR{E P Web-ATM % » B HE RS -
ZEB {5 PR Web-ATM 7 - B4 SRR -
ETfHE AR Web-ATM 74 + & HEREIE -
TERSHEFAE Web-ATM 7 RIS HEREISH -
HEB R Web-ATM
BEEEE B DECOREREER Web-ATM

BFRBIE A E AR5E F Web-ATM

KRB NRRER L TBMY  BHEF AU Web-ATM EF=4LL E
RERHRE R ETHEARTRE - WKIREFGETHELEERETHEZE
] o AHFEAE SR A M ESGETRIE] - DU S IR B REM S E
IERE B P TR B R P HEY 30 EARAEITEAH] AT 2009 523 A 1~10
HIR S ERERE TR 30 B2 PRS- W AENERETHE
e - LISIBRREEIEN - RSN ENE -
= BRI

AuseEHARE 2009 4 3 H 15 H~3 A 29 HEHE - SROCERRN S
A BIE TR R B E — i b ETREHRE - LUER | £L0LE
Web-ATM i FACERE AR - BB AANET  SIHRABLIT

Rt B HERT

AR

B i B hERT

R




BB ASCPHR ST+

GBI R A BRT 1/10 SRR - AWFEISE 450 (3R » HOBREH 68 {54H
B TEENRS - BREIL 382 5 FHRIEIBEEE 85% -

B ERTEEER
— - RolAEt aH,

TERRIEAS  BUREHEERIZHEN 49% (187 A) » HEfh 51%(195
N EHE Web-ATM BIRREFER > 4SBT E—FRIH 22 A(5.8%) - —FF| 4
B 25 A(6.5%) —4FEE|—FHA 61 A(15.9%): =4EFIPULERA 98 A(25.7%) ;
PYAELL A9 176 A(46.1%) »
— - EERX

ARHFELL LISREL 8.3 K8t ® - T B H R S IH B R EnE
R - TEETTER M LR - IAE Z S RBMEE AR 280 FIR SRR
LR ERLNVERFF S B B HRBOTCHRE - AR RER/N D FEEK
£ 100 £ 150 ZfF @& A (Dingetal, 1995) - ZAWFFEAIRABIMER 2 #8534
Bt  ARRARS 382 -

AHFFEAR % Bagozzi and Yi (1988) K Nunnally (1978) BYZEEE » HREIUIE
R EEEEREE RS S B ZERRANT ¢

1. ERIRERMERE « iSRRI B BB RN R AN R -
Hifg— (A2 E R ENHETEET - FRFEFRESTS  EEETBEL
TEARAETT 0 HEBRFR IR EEGE - ¢ {EREMESEE 1.96 > BIniREEEE - &3
hE R ERNEETWRRERESE 0.5 DL > mH tEEAR 1.96 > B8R
BEHEMSEESE R - SEENEVIEES - AHERZEERENR
0.70~0.92 2[5 » 744 Hair etal. (2005) HYEHE(E -

£3 HERAS

|z | BE® e | tfH | CR | AVE

BEH | g | sl
SQI 0.86 | 026 1032 | 90 | .76
FHonEER | SQ2 0.85 | 028 10.34
SQ3 090 |0.18 11.54
1Q1 0.87 | 024 1090 | .87 | .70
HIASLEREE | 1Q2 0.79 | 033 10.57
1Q3 0.81 {031 10.64
svQl1| 0.71 {041 8.15 | .83 | .56
svQ2 | 072 |040 8.19
svQ3 | 073 ]0.39 8.23
SvQ4 | 070 | 042 7.97
Satl 075 |038 907 | 88| .64
Sat2 0.77 |0.35 9.58
Sat3 0.79 |033 10.18
Sat4 0.81 |0.31 10.72
Cll 092 [o.16 11.85| 94 [ .83
HEEREE | cR 091 |[o0.18 11.73
CI3 089 |o0.17 11.36
(& 1) CR=C EAERERATR [ HECREAFTR+C S HRATHNRSRS))
(i 2] AVE=S(iE#LRZ AR & Yy [ EEREATE H+C IREBEHRRS))

2. VEAESTEAIM R S L TR E SRR RS E(CRYER A I B BIR(E
WAL - FoE TR RE 2t - EREESERGE SRR A — St &

AR5 B T

—22



BERASCRHE T

& - Fornell and Larcker (1981) ZFH{EE 0.6 LLE - 38 3 HEER - #EEXPF
BIENHH RS E(CREERTE 0.6 DIE » AFRFCHEEEENT 0.83~0.94 2R -
REFFREANE— B RLF -

3. EAERIERY e BAEE | IR R EAVE) RS BB &
HIESIEN R BARENS R PR T] SRR EMINERS  FRE
A RIS BB - Fornell and Larcker (1981) ZEREARAE(HZA AR
0.5 - %% 3 EER » i EHEN T SBIENTY# EMEE (AVE) [E9RR 0.5 1Y
TEHEME (0.56~0.83) » RFEAFL B BIEG T 513 B BN aE -

4. BRISE  ERISERIEEE N E - 45 HIEE B IR E R R
77 o iR Fornell and Larcker (1981)89%E:% » IR & HIRER 52 EEE
R EL RN B A A S S I S EL A RS T 2 AERR R R 5 ME - |k 4 REFh B 1EiE
WA E EREFERAEHE » BRI AR RIFV &I -

7 4 B SERREA S EE S RE

B Ry BARERT RELEH WEE FEERERE
R B RERD 0.83
B S EHER 0.54 0.87
AR S B ERY 0.48 0.53 0.72
WEE 0.64 0.60 0.55 0.84
FHEEHER 0.62 0.56 0.45 0.68 0.91
i HARBEIBRY AVE | » EHARRSESHERFRET HE
= - s

FERE RO AT R FE I SRR A AR R A M B B R SRR I R 17 - AN
208 Bagozzi and Yi (1988 ) - Joreskog and Sorbom ( 1996 ) &2 Bentler (1990, 1992)
MR R, PR CIEEETRISR AN EEFE - G-~ EEH R TERE

(dt) ~ FARBAECEETEE (AGFI) ~ NFI - NNFI - LB TERE (CFI) ~
RFI B ER=S AR (RMSEA) » HSREBMIINE 5 iR -
%= 5 BRI EIEELERCE

BECEE B3 SRR mE B
= fis B
<
x/d.f. 3.00 Bagozzi and Yi (1988) ; Hairetal. (2005) 287 3.17
>
AGFI 0=80 Hair et al. (2005) 0.87 0388
= .
NFI 0.90 Hair et al. (2005) 091 092
NNFI 62‘ 90 Bentler and Bonnett( 1980 ); Bentler( 1990 ); Hair et al.(2005) 0.92  0.91]
: = .
CFI 0= 90 Bentler and Bonnett( 1980 ); Bentler( 1990 ); Hair et al.(2005) 0.92  0.93
>
RFI 0= 90 Bentler and Bonnett( 1980 ); Bentler( 1990 ); Hair et al.(2005) 092 0.93
<
RMSEA O=O8 Hair et al. (2005 ) 0.062 0.054

IR 5 B » Bagozzi and Yi (1988) FRE-RAHEBEHEILRE (hdf)
BEZELITEE 3 BAE%E - Afsec R HHEEEHEERE (daf) BN 3
(3.17) - Hairetal. (2005) $§H » EBABCAR 200 LU L » R AHEEEHELE

23—



BRER AR

RH (uf) ERERBUE > RIREE AR 3 DL > WASZ HEMEIEEISE - (835
Z BRI 382 A4 At he— ] IS EZHER ) BERHEAMEEES
TSR SEHFeR S E » AGFI= 0.80 (0.88) ~NFI = 0.90 (0.92) - NNFI =
0.90(0.91) ~CFI = 0.90(0.93) ~RFI = 0.90(0.93) - RMSEA < 0.08 (0.054) -
B S - AT U R SR A RIFAYACEE -

5% 6 A » ARH SEM {2 RIS RER - HARERIR AL
RE > BiEHlooE U ERESL » B2 E] 0=0.05 HIREEKIE - FEFERNIRER S
MRS - DRI R E Rl FHERA0.551) © RIS ERETR— R (0.336) ;
BB~ WEE(0.191) 5 RIS BERE— RS (0.207) -

% 6 HseEt s
R RRAE
H, WEE-REEAEE 069 9.89
H, R#BEI-WEE 048 455
H; FAMBHEZWEE 044 489
H, RELEWEI-WEE 024 285

AHREE | 048  R=T2 R*=.62
R
i
AHTGE | 044 W T [ 069 | 45
i 1A
HREERR. 54 =
7
WESE |,

3 RHFE L FEERRRR

{h ~ FARETEER
— ~ HFERER

AW FELSHEHERDE R ELAYE - 5 Bhattacherjee (2001)BYEFAARMFFRHE A
R0 A TERARMEIIES ) PR=EERGRRSE - EE RS
'H) - FFH SEM R - BEIDITRER

FHSIM S - AWAFuEERE T Bhattacherjee (200 )FYEARMFFARE AR » 7£
OEHHE Web-ATM SR (IR AR - FREIVAEEH Web-ATM B "iEE  §1E
B HFHAM A Web-ATM BUERE © T HIREHEWMERLEZE "2 KR
IR - HEMIERPZE LM A Web-ATM RYER -

LAY - ARRZERER " EARMBIIHRE ) PRI ZEERGRRSE - B
BHRSRE) LGRS TR, BE > S =ERER T
HE—SEEREA TR (1) RRSENERGEAZEREEMEE ()
EAMBEVHERI T LA BEREENIRER: Q) kL ENMELGErTZE
HEERREE -



R ASCRHER TSR+

Z BB LEREEAR

A FRAERECT » BB E T Web-ATM FEFTRSZ BIRTEIRARSR » anSREL,
FRFHIARSEIRY T HERE M350 RIS EEE Er 2 (A Web-ATM HOERS -
4GSR E2 McKinney et al. (2002)13/3@?%‘?*%1@*:&(

=R ERZEGEH S :é‘uﬂnu’giﬁiﬂﬁ?%un’g)ﬁﬁ "HERD  HABEREE
EHREWEESN £ Web ATM NZMRWE ~ BB ERERE =% > H
BEE H’J(ﬁﬁﬁ; MmE#eifeEENEE - Fit  BXFLFERFEZIFET Web-ATM
NRME ~ EAMBE RS - AIREE SR &Y Web-ATM AUREE - 1L
FEELE Liu and Arnett (2000) - Pitt et al. (1995) ~ Myers et al. (1997)E A HIHFZEF5E R
=—HHY -

=~ HEER
K52 2L Bhattacherjee (2001)H’J SRR A R BEARM
BRI P = S E GRAE - o IR SRS E JE’EZIKEH fﬁ‘ﬁ

2% McKinney et al. (2002) ~ Pltt et al (1995 RHZCEREL » B HIEESI Em Ty
THERE ) K R T R ERERY - TEASYERERY BT Hlﬁ%nn’gﬁﬁm ]

—EFEF - HICHERER > T RSB ERY, - T BB ) B IR
B ) —EF R FEEEEEH Web-ATM B R EMIZE > mEEH
WEEEE D REREEIREN A Web-ATM EFH - LIRS B2 R eass
REEAIEENSEEE -
P9 ~ BRI R SRR FE 5 M e

Ham b FEARHTER RS H AR - R SR i R R R
HI > (EARER SR R B EAE A Web-ATM KREEHISEE » B LF BEUSEY)
AUHIREERE - SR REEEMLIYE -

AW RIS R TIE B LN SRR BRI EBRICES RIS EAEE )
HAthr S P AR E Vs -

AAFTE AR () AR S EBEAIHE R - RERE
it - S S EHE mYIRE IR I AREE -

B3R

éeifﬁlfﬁ_ (2006) r,’fﬁl% ATM IFEHIZ 2T ) BN LEERHRAEE

??xﬂﬁ%’ (2006) - ré‘iﬂ% ATM B2 SE | BITL EERHI KR D3 IS
FrhE L5

B3R (2009) - T RITEERA Web-ATM RYMRBEELES | » BRERBHRAAEET] > A
gﬂ °

Anderson, E. W. and Sullivan, M. W. (1993), “The Antecedents and Consequences
of Customer Satisfaction for Firms,” Marketing Sciences, 12(2), 125-143.

Bagozzi, R. P. and Yi, Y. (1988), “On the Evaluation of Structural Equation Models,”
Journal of the Academy of Marketing Science, 16, 74-94.

Bailey, J. E. and Pearson, S. W., (1983), “Development of A Tool for Measuring and
Analyzing Computer User Satisfaction,” Management Science, 29, 530-545.

gllll

25—



BRERABIH BT

Bentler, P. M. (1990), “Comparative Fit Indexes in Structural Models,”
Psychological Bulletin, 107(2), 238-246.

Bentler, P. M. (1992), “On the Fit of Models to Covariance and Methodology to the
Bulletin,” Psychological Bulletin, 112(3), 400-404.

Bhattacherjee, A., (2001), “Understanding Information Systems Continuance: An
Expectation Confirmation Model,” MIS Quarterly, 2(3), 351-370.

Dabholkar, P. A., Shepherd, C. D. and Thorpe, D. 1., (2000) “A Comprehensive
Framework for Service Qualit8: An Investigation of Critical Conceptual
Measurement Issus through a Longitudinal Study,” Journal of Retailing, 76(2),
139-173.

DeLone, W. H., and McLean, E. R., (1992), “Information System Success: The
Quest for the Dependent Variable,” Information Systems Research, 3(1), 60-95.

DeLone, W. H. and McLean, E. R., (2002), “Information Systems Success
Revisited”, In Proceedings of the 35th Hawaii International Conference on
System Sciences, Big Island, Hawaii, 238-249.

DeLone, W. H., and McLean, E. R., (2003), “The DeLone and McLean Model of
Information System Success: A Ten-Year Update,” Journal of Management
Information Systems, 19(4), 9-30.

Ding, L., Velicer, W. and Harlow, L. (1995), “Effect of Estimation Methods, Number
of Indicators per Factor and Improper Solutions on Structural Equation
Modeling Fit Indices,” Structural Equation Modeling, 2(2), 119-143.

Fornell, C. and Larcker, D. F. (1981), “Evaluating Structural Equation Models with
Unobservable and Measurement Error: A Comment,” Journal of Marketing
Research, 18(3), 39-50.

Hair, J. F., Black, W. C., Babin, B. J., Anderson, R. E. and Tatham, R. L. (2005),
Multivariate data Analysis (6™ ed.), Upper Saddle River, NJ: Prentice Hall.

Joreskog, K. G. and Sorbom, D. (1996), LISREL: A Guide to the Program and
Applications, 3™ Ed., Scientific Software International Inc, Chicago.

Kettinger, W. J. and Lee, C. C., (1994), “Perceived Service Quality and User
Satisfaction with Information Services Function,” Decision Sciences, 25(5),
737-766.

Kettinger, W. J. and Lee, C. C., (1997), “Pragmatic Perspectives on the
Measurement of Information Systems Service Quality,” MIS Quarterly, June,
223-240.

Liu, C. and Amett, K., (2000), “Towards an Understanding of the Behavioral
Intention to Use a Web Site,” International Journal of Information Management,
20(3), 197-208.



BRERASCRHE IS+

McKinney, V., Yoon, K., and Zahedi, F. M. (2002), “The measurement of
Web-customer Satisfaction: an Expectation and disconfirmation approach,”
Information Systems Research, 13(3), 296-315.

Myers, B., Kappelman, L., Prybutok, V., (1997), “A Comprehensive Model for
Assessing the Quality and Productivity of the Information Systems Function:
Toward a Theory for Information Systems Assessment”, in Garrity, E., and
Sanders, L., Editors, Information System Success Measurement, Idea Group,
Harrisburg, PA, 94-121. |

Nunnally, J. C. (1978), Psychometric theory (2™ ed.), New York: McGraw-Hill.

Oliver (1980), “A Cognitive Model of the Antecedents and Consequences of
Satisfaction Decisions,” Journal of Marketing Research, 17(November), 460-
469.

Pitt, L. F., Watson, R. T., and Kavan, C. B., (1995), “Service Quality: a Measure of
Information System Effectiveness,” MIS Quarterly, 19, 173-188.



