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Abstract

eGovernment, as a popular government activity, has adopted by many countries
in order to maximize the competitive advantage of nations. As eGovernment activity
grows over time, the main issues of e-government change from e-infrastructure to
e-service and to e-participation, and this change brings the concern about the impact
of eGovernment. Therefore, the latest development of eGovernment is

“eGovernance”.

Under the concepts of eGovernance, the focus of eGovernment evaluation should
change form program evaluation to impact assessment. However, most of literature
concerning eGovernance has focused on the supply side, which is the perspective of
the government. Little has focused on the evaluation of actual use and its impact in

e-government service.

This research reviews literatures and related reports, based on Heeks’
eGovernment Value Chain Model and DelLone and McLean’s Information System
Success Model, proposes a causal model for the empirical examination of impacts of
the e-Procurement System in Taiwan, this model is strongly supported by the
empirical data. This research also makes some suggestions for the improvement of

e-Procurement policy in Taiwan, and for futher researches.

Keywords: eGovernance, e-Procurement, impact assessment, DeLone & McLean IS

Success Model
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(enhanced) ~ = & ¥ £~ (interactive) ~ = % F# B (transactional) ~ & & r# £ (seamless) >
Mol F CRFEPA N ER o U m A T AR S AR B E W p 2003 42 3
£ (2010) = diax 1 - ks eE & WE S 1 Fofed A (United Nations e-Government
Survey)dF & > AT L P A B £ W12 § A WA TR Rt R o B R
<+ i Fe iy % % 4p #kc(e-Government Readiness Index) & & + i sz Fr %8 in #c
(e-Participation Index) % =& ¥ - & 2 ¢ B BT + i scfreog By B (UN,
2003) - ZA AT LRI ER PP T EHELIERALPR 2 7T B
IMEenfest DT SR~ F 1 s AL €487 ~ P4 sz(UN, 2008) -

TR e AR A AR M ICTs kR &F T HFng s
P PR IR AT R BLeng 4 M e o 3% ip B Ao e o T E dp ic(Web Measure
Index) ~ & 13 &&ﬁ:;uﬁ #(Telecommunication Infrastructure Index) ~ 4 4 3 #4p
#(Human Capital Index) = 5 35 e #7 e =
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1 b grd 4 #c(Web Measure Index) @ vt $i & Fofph o & 8t PRAR 34
Favd o RfgBR et A AR F B fpI M o SR gL
WwE S JT(/’:I—,_ FEEE BB s 350 A E o

2. w5 AAHE & 3p #<(Telecommunication Infrastructure Index) : gIRERF A
B¢ * 5 (internet users /100 persons) ~ & F A i A 7 "5#c(PCs /100
individuals) ~ & B A ¢ # & B & 2 & (main telephones lines /100
persons)~ & F A (7% T 3 2 I (cellular telephones /100 persons) ) 2 =
B A B * 5 (broad bandings /100 persons) > B~ 1E L d B & W)
% 2 %R (United Nations International Telecommunication Union,
ITU)#73% i -
3. 44 F ~dpdk(Human Capital Index): d = 4 33 5 (the adult literacy rate)
e & ¢ Bic3 & %5 » & F(the combined primary, secondary and
tertiary gross enrolment ratio) 7 = » Fil 2 & L0 & B2 w sk

(United Nations Educational, Scientific and Culture Organization,
UNESCO)#73E B~ -

AR IR A R A kR r Atk e R MR A R i £
T P g~

B rHF e A RERDLRE > ¢ T+ F A (e-information) ~ T F % 3
(e-consultation) ~ & <+ ;4 (e-decision making) = 7 45 #(UN, 2008) :
1. &+ Fit(e-information) : & Fef-AE F F bt H B 3 E -

ﬁﬁ‘%%%ﬂiw&?a’éﬁ‘_mg~%@wg HHEE o

|4
pof
e

2. T FFa(e-consultation) @ dp FoiR- o £ FOGRALE P ALY o X
TR e R AR B O K SRR AR AT & R R B
B tem o

\\\
-#t-
)

% = & (e-decision making) : 4p FO AR R R #-R R o0 K
Y X AR GRHE I REREOFEGER R

WR¥p 2 FH B ERp2003F42 g #F T APMA AL TEF
PR BRI S AR o 2008 A AR Y BT T T Rl B Y
TR S AL ek ’J’U,‘T},@ﬂ’} ICTscig g kit {7 JU‘TE R end-g B oRT 2
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FE > M RRIANgIATE 2 A 4 ik B 0 Y RT S iR S g ehin I
(connected governance) » 7% ?P%g d {5 =4 Fcfr i st(back-end government systems) <
e REIRE LR 1 N R 5 AT B A HIORT R ke - 3
5% PRA B ¥R e ~ i N PRARAIAT B LAWK e TR A fr 50 P R (UN,
2008) °

22009 T T AR A Y O BEARBREE LR ORETF 0 PR [
(4- : OECD, 2008; Waseda University, 2007; WEF, 2005; Accenture, 2007 % ) >

R IR R tﬁﬁiﬁﬁiﬁﬁéﬁﬁjﬁéﬁﬁﬁ
B~ 3B % F £ R F(impact) £2 = & (outcome) ~ 4 E GE{ ZERE R 3 TR

REfead s o 70 0 UN (2009)# 1 7 4 &3% i & i Fefrendtitd - ¢ 42
(V)i * % chd R 2 4F 3 sohp o e npRAMR & * D) S (3§ oS i
2T L E I (3)H Ao FT fPRIRE (7 B0 K B (mobile device) i 5 5 (4)#% B PRIRD
BAR BT &S B frehie ® 53 5 B) R BATOHE f KB N der o 5t
Frgr SRR R N R B e o e PR AR T SO FORE B IR T S 1
FCRE R U 0T E B R 7 B & ATE IE B (emerging) ~ 5 1t FEE
(enhanced) ~ = % ¢ E (transactional) ~ :& % F¢ B (connected) ~ #2 {8 F X
(empowering) » £22002# 3% T FEE et 3 2 a0 BB ITIREH AT
ALES PSR £ R I BRI NS T PR LS 0 b 2 TR i R R R
R R N RHHE TR iR B TS BRI ERBES &
AEETF M FEHA LI R & RS RN N P e

Fdk i A TV PRGRE T B i  E p (A 0 18 ﬁ @ 37+ 2% (UN, 2009) -
2.1.2 World Economic Forum

£ B A% 3 (World Economic Forum, WEF) £ ¢4 & + 5 R E ¢ <
(Center for International Development at Harvard University)£2001# B 4577 7 2
TRE A B B F ML ATICTs v B 1 0 f2ICTS gl B 7 #rd i
ek & 5 20084 cdf & Ty 4 S B (WLAN) s B - & 5 5 58 e B il 3 e
BE4ER £ - 2009 Pt ez J ens e 42 | (Mobility in a Networked World) %
og4 0 2R FTAPRESL 3(3“;4]#;1 41 17 6 1@ 2 Hj(mobile telephony) 736 2
L EHAEHERG FEEDORE REFEY PR FMBME G TR



oo 2aR A R RSE T F o fodl A hi 4 0 e B K 4, #ic(Networked
Readiness Index, NRI) % 3=+t 134 1% B 3o & 3 > NRI=h= B &€ & & P 5 (WEF,
2009) :

L BBZERFARDEL R E I FLEEH- B ¢ICTsH B ki
Aap R d FURRN S AR T 6 - A R g0 @ 353 £ LB ICTS
T P F ] EARE

2. RFEBIATITHGA “f TICRP s fEBA € X B £ EEICTS
FREOE B FEER S M F A AT EAICTS 5 5 £ LFER
FNGk S ko F B LA S 4 chg E 2 B Lt BICTsEL
¥4 flen-

3. ICTsk # B BeICTseni * @ — Bt e @ » FH 1T B % A HICTsen

B, LG FARNEAE B [ F2r (A Leni® Hiphl# i o

ypiEZ BRRPDONRIZZ - B e 422 A6 w0 £68F B0 E %4 NRI
¢h12 H4e ™ (WEF, 2009)

1. &% =+ 4~ 4pi&(Environment Component Index) : j<30 i % #c % = B Fo
2 BLHICTS 3 B chx L A2 & > @ 357 37k 8 (market environment) ~ 5cip
Fe ¥ #1 3k & (political and regulatory environment) 2 A # i X Tk 35

(infrastructure environment) -

2. &% =+ 4 45 (Readiness Component Index): i& * 23 i % #icip| £ ICTs e p
¥4 EARE Y Rk 0 ¢ 5B A B4 & (individual readiness) ~ & ¥ & #

J& (business readiness) * Fc /%5 i /& (government readiness) ©

3. &% = 4 dpik(Usage Component Index) : 12 151 5 #chf jLICTs# 74 2 b

et et A4 WME S e R 2 35 B A * R (individual usage) ~

% i * & (business usage) % Fxf-i¢ * & (government usage)

%2010 a2 ¢ > WEF 12 % 4 (sustainability) sr#e 4 5 38 > 32 5 ;‘gs‘ ICTs
0 PR T R ARG B2 R FALE Y ] SN F i
f8 3] 5 pR AR 0 @ ;ﬁfd Web 2.0spe 4 27 7 de i s kpieeriesh > 2 g E I L 5
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BOEPRIFNEE o F] o ICTST M IRGE R RAFs ~ EA A€ ~ BB EL 2 5
AR EY i 4 o T R A R d iR 4 o

2.1.3 Waseda University

pASfee 2 3 7 r(Waseda University Institute of e-Government)
A 2005 B 4eit (7% F L BRI o B 450 X BT S R e R B W
FEUCTS A #k % kg T+ P s B o» AL PIrcie 2 ~ 13 M ik
A R enfg % (Obi, 2007) - 2008 %7 1 3F 4 % 3 7 & + it & 4 (e-democracy) i iE
3 4E Gy ¢ BB LD I e E R 3RAE © 5 44 (e-participation) & 3 T
+ i FT e A dE &Rk T s 3T S FT e i (customer to
government, C2G; business to government, B2G) { &g i@ 4p 5 £ & - FpF > g2 ¢ &
FRITF R Web 2004 ke B 2% S b hfe 0 RO A0 G
2R R i 020094 R B L - Hdn T RIS E B
EluEs T F ke AT ECHEPBMEI A XD URBETARRLL R
PR ARG 6 2Rl A R R R RenT 0 N0 E R
BHREES IR ELRFBORRFE 0 RS A M T L ¥ (Chief
Information Officer, CIO)¢h & & » i3 chF AL F RS & A § 13~ 22
g frfTrc> m h1 iF o Obi (2009)3% 5 » g &y & FHL F LR TS

EIEE & RE o B fEn < F RIS T 6 4 4 % 5 (Obi, 2009) ¢
1 g & (network preparedness) : i & i & (network readiness)ss 34
A AHEU A PRFRRAA N &Y FATF A Y F ok AR

Yoo & JEERLE Y ﬂ % (internet users) ~ & 4f i * Jﬁ" (broadband users) ~

-3:%

A S L @ * 5 (digital mobile users) 2 i 4 T *wié * ¥ (PC users) °

2. 4w s & (required interface-functioning applications) @ £1]:¢ - i
@A R IR T SRR D R T 4p R
& 35 42 e g 2 (cyber laws) ~ 7+ FAE % si(e-tender system) ~ T+ fic
S ki(e-tax system) ~ & F T f & Si(e-payment system) ~ T F K E kS
(e-voting system) ~ 4+ ¢ % 2 FR7%(social security services) ~ % F i PR7x
(civil registration services) ~ Af % FRF%(consular services) % £2 % 1 4p M e
FR7%(labor related services) o
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3. g (management optimization): 3¥  Fe/ygt 7 j# PIICTS™ r2 §es i
PR o AR { R enA d) BRa 32T FORR G F B A D
PEL Y4 o A ApiRp ¢ 455 & 1 3ufr(optimization awareness) ~ %
& & ¥ % 1 (integrated enterprise architecture) 2 {7 s fr 3g & & %

(administrative and budgetary systems) -

4. R o ¢ (national portal) © B For v g E i e fIF B R A R 2 s R
TFMINELORARNG > AT RE FEAT A E R IR
Web 20z & ke B R o0 v % o A p ¢ & F i

(navigation) ~ @ # (interactivity) ~ 4 & (interface) %2 H j(technical) -

5. Ffrs bt A F (ClO in government) : CIOE - i B 7T + * sy
*HEETOMETE  peBptEpr TR E 53 (CIO
presence) ~ F 3t A ¥ & & 3+ 3I(CIO development programs) ~ 33l 3 ¢ e

%(CIO organizations) # § 3t i ¢ #1#(CIO mandate) -

6. T i Ffy{7 448 R (e-government promotion) : F A% kA% 5 HR] T 4
AR AR MERAHIEAR Y o R R R
(legal mechanism) ~ &t # #% #](enabling mechanism) ~ & 4* % 4] (support

mechanism) 2 =iz 5 41 (assessment mechanism) -

-~

22010 T AR Y > 5 FERT G M SR E P R DE R R L aE
= % dp ikt o BATH O R+ %22 (e-participation):® % 4p 1 - Obi (2010):% 5 Fe /it
F28-Web 2.0 4 e * R 1 FofpehpRas b o v e s Government 2.0 P2 4 &
REXNRLHORMD > TF FH TG4 e 71 7 3 (information) ~ % 41

(mechanisms) ~ 3534 (consultation) & = 7 4p % -

2.1.4 OECD e-Government Studies

T Tt Fcfpehi 2 £ & 14 (The e-Governemnt Imperative)# 3 48 & @ >
OECD (2003)z% 5 f¢ 4 tnk B @ dh » & 5  SuRrenB 3% ¢ 36 4 I 1 4 dhic
REE N BETAIRB L i b2 R aE R XA NS> 7
F I FE T e Bt eie B BSOSOl @ ST RHE T § n S e s
e e PRGE LR 2 BN 2 e 1k o g5yt - OECD (2003)r2 #
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ERMAFTFREE KT F L F kb (R F I F et a f 5 (3)
TH IR E IR ()R F A KPR B f# R
RERAY R R IR R Y ek R AR B IRAE > T dEd 2413
MEAFOTRARE RESF AP o FPFRD  E P R R 5T
ROfFa) > @ S i TS R EUGEEP hiF L 0 e i JI SRR R T
BT REFFUEREE o i3 2 SRS BICTs SR > J5d 8 =9
S8 TSR FRRT RE LR P 0 X0 R/ A A R e iE o

Fid i 3m % % ff  OECDf 20044 Ax 4443 ¢ f Bl 7 85 i refipeies
5L 12008 b ¢ % N8B B R GHL o mE T A N TR
2006 ru7h efdf £ femi i w AL ER AT 0 R F N EREhA RPN ML
BB JEFRRNP hoin (3 £ T 7 ¥ B e 3 FORRA R E SR
%% o OECD* 2007 4= & 5 % 4 H o 2503 » & AT F 1+ Fefy
PR G (40G2B ~ G2C ~ G2G ) ~ &g * &E‘.*Ef";\? FEg g Fitanaigg
3 v 4 € AL % (OECD, 2006, 20074, 2007b, 2007c) -

ANAX R FHEFTE ACBERET TMANLE RS AT M %A

hipf e 2T » OECD (2009)4; &1 » B # & Rsc/ys 3 £ #-T 5 1 sofy
mpﬁﬂz?mlpﬁb’m{%ﬂ«@lﬁéwj%mﬂwﬁ SR O
P AT RAIFTEIRAF GRS o B PO B G R e A A E e 0 X

4

EART TR AR RS o T2 SRR G RS g T ERTR

\

ORISR BRI R PRAR B N iR f R g e B SRR R

T

WL e O 2R R R (e oS kit ) 2 IRp P R PR R (e

?ﬁﬁﬁa\mﬁ%?‘émﬁ2%$)°
2.1.5 R LIERELE EAAT

12138 ERAEERAY  THFRRE TR LT B8 Ade R (ICTs
AAZE B EL CFIEE) SICTsR * ~ M JRIFE B & 0 Hl4cUNh
WA BT T F R W 4 B - WEF e e 2 ) 4y Bic ~ Wasedashipe i 38 3 & &1 4
B G T % e A RARTERET T RO R E kg B
MF AT EARDE B T B BING

“}Eﬂ “
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FORTA 06 9T e JRIF T £ 96 | L RS ITR L ohe
B 39S B DICTS A AL 530 (dr TR AR Rdp il BEK G
BE) Bl i ot AA#H KT R GPRIAF AR s

THIE T Kk B RER S R AL § i S el

TARE S AT R %A F oI B 0 OECDedR 4 j8 2007 # 42 B 44 %) £

MFHE D AT MG T f SRR LRI SO e

oW

e s TR AT M RA dRLTE R %.éﬂ’ri"%r’w’-mﬁi,bjpz"r ’

AR E T R R D o dEd AR A BT & e PR
e

1S I G R4 1 UN (2008) 5dR 2 4 0 0 Al s
(connected governance) st & T 0 FORRR B S EICTsE 72 87K
TR L 00 e BOPRFR s S B sy o @ Waseda (2010) R Bl 7+ 1t 5k
Fd R A it ¢ ok B S oz B g R B 8T G R Fre PR AR
& ¥ 4% - = 3% PR A% (one stop service) % & . - OECD (2003)~ 4; ! 5z
Rt AR ICTSShfls * % MEEFTAA 22 p 30Ed > 10 % 3 g g i
EF% o

TFFEOE L P RET RPN G o KBS 0 -

BPERFTHRAEDTF FEDEL - UN (2009)505 5 582 ¢ &

“‘1%

1~ R F % & (e-deliberation)~ & + 3% L (e-voting) ~ & &+ /4 i+ @ (e-policy
making) % o $T 3 $& AR AT F F A BB 2 A HRr K g
Bk REDRE{HFIPRBE Pl Fape ~ 02 E S 2L
PR

AT BHE T 0 R ke 0 Web 2.0 ~ {7 §4 3 3 L ke(mobile
telephony) ~ j& &2 4 B (WLAN) A=+ i %2 =G 4R L 305 R L g F
PR3 p Ut RV ke B 0 T S Government 2.0501E 4 0 B 1t R
BB Fer2 B i3 doeng g o ac 5 L 5 DFI 2 poipd S drdk i g

"F’i‘ W FPRFF~ BB T F 2B T F 0L FCREhE & Z 5% o
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‘?gﬂl’7ﬁ%ﬂﬁ*W%?iﬂvﬂﬁﬁ%ﬁ%%v%{@%¥%?ﬁﬁv
BEL T HEE N R € ) 5 ICTSA AL W T i 2l i » & B 4niagt A
M*@iﬁ:%ﬁ@f“—%‘@%ﬁmﬁ ArEETER oS AT G DR TR
)ﬁ'«uﬁﬁ FJijZ»m:}%s?Jﬁ’rﬁ%;;m

A H S 50 %ﬁf#uw;gé%réﬁv
JRA% > TF FE MR LRy ¥ LF N[ 5D

\\\?{y

2 FTReE B 0 3 AT
PR AT ORI 4 R T R S g L R e Y o
ZRom Kﬁ 7 bt ik4E b o WEF (2010)2 Waseda (2010)» 7 @ e 37 2 28

¥ (cloud computing) § £ 85T - FF R F iC BRI ATH N 0 @ R F it

Fpei@ 4 s & BT Rk ek ¢ f 4k (Green ICTs)ik 4840 5% & o

£2-1: 23t RFRREL TR

R Ry P ip v AEL 3R
# 7

UN 192 R g RRE R frd . T3t EgEE NA

(2008, el IR S W

2009) PRFR g 4 225 o 2 (e-Government

TORIF Rl (R S Readiness Index)£2

FOfIRARE B e g1 2009 £ T 5F AT 4

LA %
OECD 30 [ E R R A 9/ Ly T i 2 f,‘r]‘éﬁ‘;% N/A
(2009) WG TP R Ak B e AR H
g o AR S A KPR
WEF 133 TR R L RICTsH B i f 4 4 17 (2008)
(2010) K Z Ja A R (NRI) 13 (2009)
T TN 11 (2010)
Waseda 40 R BREREET 64 £28R 41 9(2008)
(2010) F i F R B oo 3B 8 (2009)
E WER T NS 10 (2010)
EEBFR RT3 Lk
e 3B o
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22 %F RRRER R

% OREE(009):n 5 RF P RAEETFRERET A SV ATRYE L RER
AL TR ASEERI LA B D) B TR DB (S A
Mo EAR- AR LE ARG > R PO E R AR F Y O Aol
+ 1 i B 42107 (Heeks, 2006) o & sue® i jiig * dﬁ &k rLiE R dﬂz LA ==
RIS R AR BT T ST AR T R T AR
e F % S ¥ {04 (DeLlone & Mclean, 1992, 2003) o 2 T -4 ] £/ e fARE

xN—

AT F LR RS E Y o
221 RFEFRE

i E4a(value chain)siie s 5t & 5 4 e gk s AR 0 7 kR
R E EEE Y g A Sy @Rk E E Y &7 & (Holden & Fletcher,
2005) - Porter & Millar (1985)z% & % B4R~ i o PRl L F F BN 7h3n— 2
AR e EA e‘wmﬁ;& BB R OB HE N e 0 B - W

%‘%%ﬁuiﬁzio FRBLOPAL R AT AL L A %a@ﬁ#ﬁ@
'ﬁ 4\1'_@‘_-@ » A fii% %EI' k ] i {—1 "’h‘a Iﬂb m_’ ’\‘ ”g ‘ ’ ]? %’ m ’}'3_
7% » Rayport & Sviokla (1994) F] @ # 1 g % & 4&(Virtual Value Chain):fe i+ >

B B B (marketspace) spe & R BN 18 20 £20 H-(marketplace) et A 0 s

Bl e e e B RTREL P 0 TR T e kPR B R0 L e i

oo B EARKGER BRI N H AN 0 S X B AR T SR
7l *“vf‘ E g E i A SRR P BB AP R T NN PRI Y 4
Aq @iy i o Hvinged 2 LA MG DI B G REEP R T

(Holden & Fletcher, 2005) -

1395 Heeks (2006)irg i3 » — BEIT R F 1 IR R IE R G 0 A R
BAAOREL 0 AWM DR R EEFRE T F I FEARS R K (inputs) B & %
(outcomes) - ik FIFF B AR (5L BI21) o A & I HT F 0 F i EARKC
3] (eGovernment Value Chain Model) ® » % &+ it sefst &7 &~ 2 FiF &R
(readiness) ~ ¥ ¥ |+ (availability) ~ i& * (uptake) s 2 £ 5 (impact)z ~ 3 & FF L o

BEEFFFEY 0 L GRS IRAE > FoRpe AR T W R 17 ¥ (precursors) 0 4
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TRl st B AP B2 IR IR BN emE R g ¢ JAICTS A e
HEESZRBQEEFA (a8~ ¥4 ) 2 87 (i 1 3F) FTihadr »
(inputs) » &3 > FE G #;] B s BF >  BRFEFTEIIENY 4TS
(intermediates) » 4ok ~ kLR F FR ET F 1 IRIBIUEA 0 @ B30 aRER 4y
o P - # R B RTE G FRESd A RJIT MR R
BT R JE R BB AR S R P L RIS A 2 (outputs);= R ¢ 42
i@ EBAR-FLE S BF AL DT F M FRIFOT TR F(impacts) ] ¢ 35

PRRF 2 AP dR A Aapt b E S Bofs Pl A2 £ P & (outcomes) g8 IR o

mR i F R B4t ¢ 0 Heeks (2006) 3% 34 ch A Sk » T A I iR AR
A AT AR F) R M Gt o § BRI F T T L RARTER LT
TAREI()TEMFER IR RERY R R FROELYE S QF T F
FREFEY 2 R FaTLEKBAR Q)P & - ¥ o xgr g 2
RAGARIILRE 4T R SR S NN F LB P LR f iR
#iFEE (R LEFE 2009) o

LAARE

(aeas ) [&a ] (2 ) [ 2m ) [ 2% )| &2
THAK 48 9% T M

x4 | R| #n |#]| FE % H R 2%

#E | % Au | K] geg BB s || =

AAER [ w4 LEE Fip AR

i ¥ MAE 1 skt B

% Bw X h B #HE
. S \ y \ et J \ % 5 7\ ¥ J \ y
| 1 1 1 1
I LY I T/ 1 KAH | E¥ I

=5
N
—
=
44

R A

Tk %R “Benchmarking e-government: Improving the national and international measurement,
evaluation and comparison of egovernment.” by Heeks, R., 2006, IDPM i-Government Working Paper,
18,14,

J&* Heeks (2006) % + it Fe i h 4B e &35 6 T F 1 s dp B AT 3
¢ 35 * Heintzman & Marson (2005):#-pR 3% /& 4&(Service Profit Chain, SPC) & *
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NFRFEIER F oo Fe IR PRIE @ 4d 0 12 2 pE(timeliness) ~ it 4 (competence)
A p(courtesy) ~ =T Fig (fair treatment){r 5% % (outcome) 7 & +v £ ~ 2 A $HFc iy
PRARSR &R 0 53 O N FORReh T i (trust) fe 17 < (confidence) £ 38 P PR AR
¥ Eand &AL o Klischewski & Ukena (2009)4% o) v i & 4 % 4 17 (value
network analysis) =2 4 » & % ~ § —éndﬁz 4 R RFFRE R F 0 ORI B PR
AT T CFFRARY A dﬂz @ 5 JRARF I ehdmiE(service information
editor) ~ 4 # T + 1t FCRPRIR ik (egov directory provider) ~ & & * FTRPRI%
L I® 4 (egov service broker) ~ f = {7 F H i (responsible pa)r+ 2 = = (citizen)
ST A FE el Y o R LR A -

CEMRGE A AR EHE FEAERE AL BB X HT F I FRA R

Wauters (2006) 1% 7 =+ - g+ 3+ 2 (e-Europe programme) 5 72 3 ¥ % » 25 &
BOp ni20103- % ¢ o S F R L AR MR H SHe oo U LB AA G
FoFd - BT PAEBEA KRG T F 1 rc i3I < L B2.2): i # F (setting)
FEEO 30 £ B AT Rl B R bldernis AR B PR £ B A B vi(delivery)
Fef > 3 enE BE AT R F (L RGR e (B {28 2 5 At (change)fd £ 0 37
& 8 +"‘JTJ:FT§‘£§E‘ 4o e %ﬁ@ . ff';é‘k? BE; AR (USe)Fi TR ERA
WHT B R Gl S E SR MAE IR PR AAE G RE A
o FF(impact) g B> RIETTRS R AL g SR T bl 2 X e
AL P e B - BRI R IR G v YRS AL FTL AL ST T

Ef% /’?5‘%3?:'?]%&"

K% ' X ™ PT
TFioE THER H#HR g1
[ﬂﬁs_] [ % [’““] [ #H ] [ uE ]

F2.2: &3 FR R %

<k 1 “Benchmarking e-government policy within the e-Europe programme. ” by Wauters, P.,

o
06, Asilib Proceeding, 58(5), 402.
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Janssen, Rotthier, & Snijkers (2004)z% & & + 1 Fof e KRG AR DfF EAL e X5
Hr LT AR Rt R AL TAPATR ? a2t
PREZRE AT 50 R E R B PRD T AL DT R
iptk © 45~ dpk(input indicators) * &k P8 B FILF T F 1 IO R blAcfE
B3 50 F A ehGDPH r R S I E 5 A Jidg HR(output indicators) * 3k

RS SR I Ap B o bldeG § O S PRI R A R
EF 3 P p el g B RRE R Y5 & 4p R (usage/intensity
indicators) * kg X B F EPFERF T 0 Gl B FEFER Y PRIE
i £ f,!ifgﬁ/ﬁ;:%:}; #(impact/effect indicators) * * =& T &+ f* Fefiyig = <0
LGB Baop b AR L AR KE S R EGARLE
(environmental/readiness indicators) * * #7& B A TF EH 45 o FHF AL E 1Y
AR RenZ % GlACICTSA#HZ R KT ~ T HOEF AR TR - R
BB iz TA2R & o

Schellong (2009) 2 #x g & + 1 Fe iR % 3+ %1 (EU eGovernment benchmark,
EUeGovBe) % # 4 » fFsp i & F @ * ch- #8355 4p 4k ¢ & & 45 #R(cost measures) ~
P& Y 3 #5-(time measures) ~ 1 ¥ £ % = & (wordload-accomplished) ~ <5t S & ¥in
1% (effectiveness/quality measyres) ~ »= & 4 & 4 45 4% (efficiency/productivity
measures) ~ P i~ E (target measures) o @ 3 * gt g kE R e B # 45 (%
L B23) & 748% (goal/trend) - & » (input) ~ i 42 (process) ~ # ! (output) ~
2 % (outcome) ~ »x ¥ (efficiency) ~ »x it (effectiveness) ~ % f<(demand) ~ i * /#x
* (usage/adoption) - Shellongza & » 4e% Fe R e p 27 £ it s imj ok
CO. N Ul (K R e & /T* g7 - @ A RPN B L f T
LRFEE Y 0 - P R R AR
A2 BB o Xk FrE At A Do & 7

g

AN R e E I o

¥y

B A R T % B o blde

@ * ICTsV i s cnPEFRF R > AAd = % it },@?‘;Z{ia‘ s 2 ;:nba‘ﬁ,ﬁ-m#ﬁi

A A g p AR BNl T e FURSE R hfiRE g B U Flro R P R R Y
Bt G T A AR R o
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W23 £ 5 RS 26 5

TR kR “EU eGovernment Benchmarking 2010+: General remarks on the future of benchmarking
digital government in the EU,” by Schellong, A., 2009, 10.

RPN &2 0722 7 (2009) 5 2= fe Bt d R B EATE P d o0 i * Heeks
(2006) 7% + i FoRr i EARNCA i SR A T EORTR S CRFAB AR E
W2 PR LN S D A SR RI0B T T AT
KPR 0 L R A E PEFR PN ET £ R R T A
TEAER LG BT R M REFH% o % X5 3(2009) 5 FF T+ oy
AR EEA A A PP 5 R B F @ (8RS ) 2R 0 #4-Delone &
McLean (2003): 3 & st= 3 #0427 Heeks (2006):0 7 + 1t re/irip E4a B3] 4p

* L
F e

-

E2- ERERAR RS AR B T E R R B
EE 0 o BT APHG2B (4R ) 221620 (e RidR ) i ﬁ:@

FREER PR FEERT EARPRESEERE BT A S

P A
?I'P

z !

Nk

(w

B eF] & B e AR o

FER AT AW BT 7 TR hdp iR Rl LB ARA AT AR
HrHeeks (2006) 4 &) w7 B FFEL 0 8 P rsE g R R ~ A D ek
PR IS B P K G B EARNCII R > T 2 H B L RAED BT ko

TR 8B FEhte k-

222 FR AR HET

TEPAOFEERS VT w1 19708 R eh g 3 F £ # 4 (Electronic Funds
Transfer, EFT) (% » B (SR F T A S * ch? 478 B » b PFy DRF S W T
ks # BT F w7 7 > DeLone & McLean (1992)#72 7 180%, ™ F 3 ik st
F R RREDT F o KR DR T R s # #0A) (Information System
Success Model) s < H& 12 & fir8 H03] @ 45 ¢k Su & FT(system quality) ~ 7S
¥ (information quality) ~ 7 3t i * (information use) ~ & * & /& & & (user
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satisfaction) ~ i + %2 & (individual impact) ~ ‘= % %’ 5% (organizational impact) - & 4y

o
2
-

RS A I NG EAER

—*F]’ ¥R s 2= > DeLone & McLean*t2003£22008% & #%& 1) §
A) o #2003 ATHCA] P ATH O OPRARFF 0 PRIF ST 2R
sk LR MR o B AR SR BRI DR L AR o DACIRIAR B v
VS PRAAACH R 2 B EIRA KT % o AL ER R REtrE Y £ &
BT ARLEHFRTUEY ARATA SR TELBEA PSS e AP IR
Bl feis > U E F BAFZ Bl w82 f e 2 M B A B R
B & FEAE (net benefits) » iLdp i * ki rA 2 P FEAIE o @t B
‘bgﬁ%*@”j“@%”zﬁﬁlfhﬁg& Fﬁﬁ’+ﬂﬂﬁ%2¢
WARE F % Ol Tk 2R TR M fRen?t > 0 Delone & McLeanx i § P! FEdp 41

EM RO feom ARNE P RBFEYT O EREFTERRK S X Tﬁﬁt FHiodeT

1L kg (system quality) @ 4p 3L S ek A B ehR B 0 48 K 5
AR TR RN R T RN A sl e L

#»aTE e
2. F&EF(information quality) @ &7 30 & S e rbeng By 5 R W E R

=

N F RS AGER BT RN TR 1R 2

12 VLM E o & §FE h83E & (semantic)  sh H2E o

3. JRIx&-J(service quality) @ frE i@ *  rfk ¥ ena E L EIRGEZ ST
AT BAEM - B RS > EY 1 RS PRIEBSTE A
(4r : SERVQUAL ) ez 4 -

4. @& * i FRg(uselintention to use) : HTE B 1 SV REE & * F Ik D
AR eRETIE CRYPIFEZ T LI FERY RIENFE Y L
TR FlATEFRT R RRRATA

5. ®* % { A& (user satisfaction) : dpi¢ ¥ F 4Tk S BT

& A5

WL EIRF TR LALRE o

6. EFIF (netbenefit) : = & F K AH B A B B FF ALE D
—E-f;)? Cbldrrtig A R B AN EH L S F S A KB TUE S GRS
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%2008 #7#-4] ¢ Petter, DeLone, & McLean (2008) £ >+ ¥ 1S4z 38 ¢ *

E S P AR R e Iﬁ"%‘?"éﬁf CATHET SRR RAL T ikdpH B A KA
TEiE LR ﬁﬁﬁ%&)@l FARTG T AR o B A K e [];Jeﬁ ) uﬁg_:_ 38 &
H

BRI R R HBALA PR SR PR LM LT R TR 2

LR FEEY R AR THIENFORE mRE PR E o R
PR e8P ERESENE > VR ER AL ERA P haT = o &

Moo iR AR R EHAIL AN AR PRI R ROTE P ART ARG T

EoOREPIE g AR 012 ATk S LR A S e

A Y \UE R e

FH A

1
1
I
I
I
| I, Th SRR A i ——
T — 52003 i3 & HEA] - - - 5 2008F ATH] b TR AR

2.4 : DeLone & McLean (2003) 3 3t , 3t = 7 03]

Rk Rt “Measuring information systems success: Models, dimensions, measures, and
interrelationships,” by Petter, S., DeLone, W., & McLean, E., 2008, European Journal of Information
Systems, 77(3), 255.

I A RBRT A RSP FHER N EERY SR
1 » ¢ #McGill, Hobbs, & Klobas (2003)% & & * &% & A & i€ * LRE2 B el
% » Almutairi & Subramanian (2005) ~ livarij (2005) & 3274 3530 S5 &8 % SL & 5
MFRFR® Fim LA - Molla & Licker (2001)4 & + F 7% 5 i# R ¥ %2 1 T
GRS AR AL RAR S R 0 4 AR
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E(HiRE 2P EEFEREDTE) S A BEIRBER LRI AR DM G

REALERRFT -

"

B 40 B AT 3 B @ 32Hsu, Chen, & Wang (2009)F] * 731 % so= 54 ¢ #73% 7
R R EF S TR RIS FAR G ks i Tk e % A 47(Data
Envelope Analysis, DEA)¥ - R #dh % § LA E 7 L B RE R LR 2 445 >
FLERgming iRy FRi R LS4 H - Wang & Liao (2008)/¢ *
FeAR R AOBRCC LA (S R 2R FeR R AR E
Bk B~ Fofr U ) BESGER X R Y B TR KA
PR TAHBEJNEER YR R LR AF DY G2 R R R
B AR o AT B AT A AN S LR i e M o
Pk T % GRERTHR Y G e BROER AR F L HARERISE
18 % o WU & Wang (2006) 17 4500+ & &£ i * srah ¥ 7L % Bie (7 503 %

ERLF (FLB25) B PREZTBEEZLANTASTE FASTEL#
s

ke
g

[
-
.
I

Y

AR EERAR AR DR GAELRT F P L BT AW
FEAE A AENEGEr PR FRLA kTR IR AR 7“

gALEE  FREEfIZDEL S gRRREY FI) o

Seddon (1997)4*¥tDelLone & McLean (1992)# &} e 3 & b= # 3]38 7

Br o BRNABLEAB IS I F - TRY | R L - BHEBMEFE &

S A el i Aﬁz R FM G AGTE D R TE S BT
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A H R T o Fpt o wSeddone oAl ¢ A A BIRG 0 B]2.6:0F IR

@%?agﬁm%Aﬁéﬁ@’%wﬁﬁ¢g$z@w;%z§aﬁa?ﬁg%

Kenf 5 > i8m 2 &% 2 k5o B2.607T X305 Seddondt I enF Ik S #
Wl Rk FFEFRRY SR WA ‘Bﬁa‘« A€ i =T
FopeflEafu e i AR TR FRET R gk ng
FHRT FRBRARAIPE SH R FRLARMErEFRI R Y F Y
254 - i E

M EHEMIST

PRAFE A~ sk - ik MISH g 85 K

|
: NE-HARS - AERE

-
N
\
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"

o - -

e

2.6 : Seddon (1997) 73t & 3% # 3]

ok kR ¢ “A respecfication and extension of the DeLone and McLean model of IS success,” by
eddon, P. B., 1997, Information Systems Research, 8(3), 245.

8 k3 > DeLone & Mclean (1992):%.5 ¢/ T d sLensi # 2 F o it 4
Ko BHER EFER 0@ ?Uﬁ:ifoﬁ - e (wETRRY FRALAR) BFFR
v,értﬁ ‘DG eimRhBiz2 o @ PRI LR ZFLFPIMG S

ERE o B ARCAY o ik AR o 0 2 Rz B AhF R B e
WAEM A R RETEFTRETAEN hARY 2R SRR A R Y F ik
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BERTEHR FHIARTIBL TR RIFCLEY LR EHBA AT
Toigd Fles g P TR M BRI A p R R TR
P Blhe R B 0k AL € R G g —Jﬁ;gig T HHE A B RN

[

- 87
¥

14

B

[ 3; %;

|

F88 o {7 2 > DeLone & McLean=h 2 % so= 4 H7 8 = A0 T3k
B s FMW A AR R R rF kB Riez BEAST R > T

b PFIEties Bipfp2 B enF) % B % o

23 RRIRBEFTFEFAZ

THFRAEFES DT g B P S R LT A
EES N JHER AR R R FFIORERAY F X R s
JRAr S adp B £ 4 51 X DR K S P —’!P%r} g " et
TR B PR AR PR Fro kG 2 b PRAR & o Davis (1989) & * 1T {2 {7 - 12 345 (the
theory of reasoned action, TRA)# 7 # 3% < -3 (technology acceptance model,
TAM) > &35 i * TPt » 58 BELIHRF * RIFRIR Y Fei75 e
w3 % * {4 (perceived ease of use)£? =4 5 * {4 (perceived usefulness) - TAMEZ %
TFHRRRBSET RS SR S SECH R F
Bt AT AR R Y oA A BApM e 1 & 0 ¢ 35 1e-SERVQUAL ~
WebQual ~ e-Qual ~ eTailQ ~ SITEQUAL -~ EGOVAST % -

Parasuramen, Zeithamel, & Berry (1985, 1988)4% o) PRA% & erfe & 1t Hio5¢ 2
SERVQUALE % » 35 t+_~'g X iﬂﬁiz&‘_—r%‘*mfr%f RIS K i A
¢ - kFlguio(gap) TR L R 2 ek E MRS e F g
FLend s * > Zeithaml, Parasuraman, & Malhotra :2002# #& 1 % — & 3 $43te
RIS T A L Telt JRAFEIP [ & F skt iU on S ~ pER U2 R S RT3
g% | o {35+ w = &K o Parasuraman, Zeithaml, & Malhotra (2005)% &
e-SERVQUAL & 78 B JRA% & F » 22 = $%.3 PRI+ £ % (core service scale) 4 2 4
% JR 3% & 4 (recovery service scale) » 2w PRI+ £ ¢ 7w B 45 % ¢ 2 F

(efficiency) ~ & 3L+ {8 4 (system availability) ~ /& {7 (fulfillment) 2 2 *& 4 &
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(privacy) - 4 @ PR3+ & £ ¢ 7 = B 4p ¥k * ® J& | (responsiveness) ~ A ¥

(compensation) £ g5 #(contact) -

Moy~ Tv 3, ~ Thin, ~ TEF ) IR RBE £ e o d B E
% B RER P Y MU JRF R EHARY F B EF QR RB R
A e, ~ TAG, - TEE B e R F AL RS L8
DIFIEEPE A §REI o d TR *f#\i £ 33F AL P = P 12e-SERVQUALE &
R AR AAERE T AR R L -

A X BELF L (FHELRY F5) PR R
2 - B bldaesk B F 72 1 B ek £ 0 Loiacono, Watson, & Goodhue (2000,
2002, 2007) r23@ 447 5 IRm 0 A PP HAEL RN L AH Kl 2 ]?c‘?ﬂ&p.l—i’ >3k e
BREFARZR Y Fenfe A o 00 WebQual £ £ 0 F ARG DG
(usefulness)~ % * 4 (ease of use)~+4x # |4 (entertainment) # #" &4 B % (complementary
relationship) & 12 45 #5363 §F & K 38> & & b pide e obenf A7 7 ¢ 5 24

AOBNMPRR LR FHET BT A LB RDHETE
Wolfinbarger & Gilly (2003) 248 + F & 3=k 2 4 & ¥ % > 2 2 JRG: & Fe-TaillQE
40 & 7 f 7 /¥ F(fulfillment/reliability) ~ % =k 2% 3+ (website design) ~ % = PR 7%
(customer service) = % 2 /*& 4 (security/privacy)4 ~ t & 131 45 1% 277 7 3 4y
DT R sk i AR Y F R OM AT E

Yoo & Donthu (2001) & & ** p-4e e sk e & A A7 7 0 4% JISITEQUAL R
BR*FwPRARNT L B PRG S ANT RIS RET R
PR o e T REE S R B R TG B A RIIR T F Rkl
EER R EEINP RS T OEREG e 0 LH S PRI L
o F1t o BSITEQUALAZ » & el @ * f p {7 & 3 B} pigr e b il &2 F on
&ﬂ’i%déﬁ@ﬁﬁi?1@’ﬁmﬁu%¥*%§%é%%§%%$$§
Fene < fia o @ 450 5 % f2(ease of use) ~ % H 3% 3+ (aesthetic design) ~ a2 i K&

(processing speed) 2 3 % 4 (security) > £ Qi AL P o
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Horan, Abhichandani, & Rayalu (2006):% 5 % & & gl & 2.5 »ce2 1Rl £
hif i @ S ARl E et @ % Fe chig LB 70 1T T FORRAR R
AIEHFE & % F Hotfrorf T+ MIRIFDE R o B PR DR T A FE
EGOVSAT » EGOVSAT &1 & i& %z {7 4 3 4 si(advanced traveler information
system, ATIS) = #r2 $t % » B>+ G2Ch = cfs™ » & 457 BHEs : »c™ (utility) »
+ 1 (reliability) ~ »< 2 (efficiency) ~ &4 (flexibility) ~ % %l i* (customization) % 13
I#4p 1351 72 B 4L

Barnes & Vidgen (2007) 2 E-Qual ( 2 # 4 4 5 WebQual ) #F3# B éfiis (7 5<
SRR FEE > BG2CH R o 21— SR KA B B AYTE b
&H 3 o E-Qual€_r g & ¢hve B(the voice of customer) 3 7w 73 & 0 B %
TP R AHT I POREAELAR o RSP AFR e
BRAT %6 » - E-Quals = < ﬁé\i ;7 % (usability) ~ 7 3 5 (information

quality) ~ ¥ # £2 pPR4% 55 (interaction and service quality) & 233§ %7€ 38 7 o

FIp RRRIRESTAEL e 4pd 50 md ¢ %L F uParasuraman et al.
(2005)#73F B chfis g 1 & S AHEFTF Y o AT F M IESHRIAET 2 G 0 AP
T @45 1 Ak (2002) ~ B3 = (2002) ~ P2 § (2002) ~ 17 % F (2004) ~ F R %
(2004) ~ ¥ 2= ®(2006) ~ ¥1:4457(2007) ~ 452 #(2007) % » A W] 3 2 et Y
PHRIF R DER SR KB L REFTR o

Fe PR MY o VAR R R RIS TRy ¢ o 22 A
€ % F g % 3 & (perceived quality) i& {7 = £ - Halaris, Magoutas,
Papadomichelaki, & Mentzas (2007) &4 477 ¢ 7 38 JRA: & F ~ R PRI &
oo PR TR 28536k ¥ R0 IR 2 pATR T dp R )
G- @A AEEH  KUTRER T E A 5 1 AR 8 »x(back office process
performance) ~ e =k 3 jis 3 »x(site technical performance) ~ % =& & % (site quality)
RE Z BERE % £ & (customer overall satisfaction)w + #f » & ¢7 Heeksh @ + 1t s i
BB Fe o P IRTEARS SR EE 0T I B e b BN pR B e b BT
b AR E B LR B BENE ¥R R RS ThiEs oLl £

& e
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A RIS R A B A AR R s L

R
B4 R 3P FE QAT SR T CRBARLAFE P
EFLF R F R L S BN IS AR FERY AT R
Frerd e cPIRFES KA T o X N E R DA A BRI TL R R W
PREFHNTT CREFTHG SR A AR LR chAFap AR L

LT (FEF 0 2004) o AR R AR M IRTE S-S rac £ 2:2 ¢

422 49 M e-SQ< fifs gL

RS S FIEig LR
Parasuramanet  E-SERVQUAL @ % = B ir® »cdk ~ s Av B 7~ 'E
al. (2005) Hm odt [TALY PR b fl o W A S
£(B2C) -
Loiaconoetal.  WebQual » % 7 BHE g o F * 425 *fEFEp g
(2007) EEFR B R PG
(B2C) «
Wolfinbarger & = e-TailQ» = B & o <& B F /7 L~ pxbrF 22
Gilly (2003) F@m R e g R R F R E
(B2C) -
Yoo & Donthu  SITEQUAL » # m i =8 £ 5 * &~ £ %3+~ gl
(2001) BooREFRFE R B 2
(B2C) -
Horan et al. EGOVSAT » £ 7 B #r & 4 »c® 7 i~ oeg ~ sl
(2006) BooiE{TE R rhingr® L
(G2C) -
Barnes & E-Qual> % = BHEHH c& F* P FTAFF 3 HEIR
Vidgen (2007) 7 & R L ar g 2 F £ BEF
(G2C) -

32



222 4P Me-SQ Jrifd £ ()

10 B < gk FiLie LL
Bk (2002) R s A P Fcfrgeshz AR AL cF R4 TR CE
% % A& (G2C) AN N A LA
FoFREF 2T
#3pi2(2002) HER R F T v bz REM S TRERE g T
% ¥% & A (G2C) SR S EA S TER
T

#3 ¥ (2002)

7l b R R e R &
(G2C)

GERF G S R ST B %k

i__?: ~ \'.'15] 4

BRF(004) B LD ETT G mF TR EE RF R
JRIFZHFEAIELAZH ¥ FR
(G2C)
OB %(2004)  GER AR LWL 2 PRA F UM T R R B &
% (G20) AL B
F2F(2006) GRS A7 AeBLZ RIS T AR ¥ I 5B
#(G2C) FRET o oRF s mman

oy

PEOEF CBRT
Mo~ b E R LA

% =57 (2007)

PR GRS AR R S I R

ferbig ® F B I K2 AT

R TR T
A SFRET RS T

4 3. 4(2007)

Z2 LTS SRR
P

/‘ﬁi\f{’fl]\'??’ \ré_'?

FE bt RRIRIEET M ERRRS > R F G - BAEWMA- %
Hw b R0 R FAIRBE T L - B kB4 g % (Brown &

Swartz, 1989; Rathmell, 1966) - &_i¢ * + & ¥ ¥f % 5% PRI%#7 & I A& (Cronin &

i

Taylor, 1992) - #k @ Buckley (2003) 44+ % + it PRA% & cdp B 2 FrEF R 4y
R E NS 3
& (user satisfaction)s:®iz 12 2 %2 % (outcome): =iz » @ i&
i

consumer groups) ~ ¥ ‘¥_#& #1ix 73 (definable tasks) £ ¥

# 17w (user-focused) =5 ~ # ¥ K4 &
Z BREGRTER R
T ow B E L 1 % e (profit orientation) - g 7] eh4E % (homogeneous
=& %% % (measurable
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outcomes) » f i | L FokHT F L RIE ALY o f T FIBES & 2NP e
CRE T SPE L ER LT S BRI RN

Feirh s BRt M RIR - T Fl AR AR Y 1 4 B R Lo

DelLone & McLean (1992)#7% » &# A& & £ hig * F & w2 G ¥ i T’

* ﬁj,:‘( ?‘2 % ff:_’ o

BT A e R EIRBETE 2 EREe R EA T & F
R RS R AR AN AULEE L E A EPHFE BT RA G
R EBLRENZ oL (o R GER) 0 2 R URT L R
Fend BT+ AL (e R R ?B?] CEPRS#) o

R LRE RN S AL e 0 FRTF SO R L R AR
(egov-ACSI) A % B 1 suif £ % & & 4 #(American Customer Satisfaction Index,
ACSI)s B @ & » 1999# B4 K GFd sepipsb B L R > 5 b o 45 0 7
FREIERE BT T IR A R b A E S f B A 8] o
$ AZiB100 B % W 2R Al M ¢ % egov-ACSIiT 4 gr@ AF £ L B ha1 & o
egov-ASCli¢ * ¥ 2 a@ EHAA B N HBELRIRAEFAT > B E &3
4 =k 97 (navigation) ~ #0% (search) ~ # * 7 it (functionality) ¥ “ L7 g < (look &
feel) 45 - PP ACSIs # B I - BUERTF R E AL R HRS P
HF B G Y MR ERT S PR ER LAY RO (L LE
27) > Al e KT R TEREDIEEHBARAL B ENTE >
ARt R REB AR KPR ST EEAAL AR B S BT
%
* Jﬁ $E s M AL 7w 25 B 4p fR(Halaris et al., 2007; Freed, 2009) -

-

BA AR EARD s FRI R R ¥ LT GHE TR R @

34



iy [ e=
BPEiE (process)
Ha | #Ha Y X
T (information) (perceived (customer
: complaints)
/ p quality)
aee ( mEms )},
5 (customer service) ] BEXREER
/! (ACSD
*_ﬁ B 4935 r’
m# bsi
(website) (ﬁl ﬁffn i ARAEH:
exp ions) {citizen trust)
NES ]
# K

W27 # RMTF * ApAE % R B

TR kR ¢ http://www.theacsi.org/index.php?option=com_content&task=view&id=30&Itemid=150

Van Ryzin, Muzzio, Immerwagr, Gulik, & Martinez (2004) 2 ACSI 4+ ¥t /a ¥ 7
RS D FERBOR L RE TGS O R HE R EE TR LB
WA R 97 B EGIRIE (W& f ) DR X EP SRR R DT
F o F G LR IR SRS R R i % 0 ¥ ACSIHA] e 7
Bee o Mmoo WA P Wl Bendn BERE Tk o X A KR TR M i 8-
# et o Freed (2009)#% o 7egov-ACSIdE £ ¢ 3 1] $+ 3 F 1 FoA%% F 03
Bo AR g R 3 PR S BRRF LR L G UMAHE LR L RY R
PRAGE 2 Bl =@ % JRAR AL AR S 0 Tt A B RRE a1 ook et
U F o

Kim, Im, & Park (2005)3% % egov-ACSI#2 X £ 4+ T + i Fefp KK AR 2 0%
RAHE RA4rav 7 2R EIREREORE T LG RR IR
#% & A& 4p tk(National Customer Satisfaction Index in Korea, NCSI) £ egov-ACSI - #
N EER R RS R 4pt(Korean g-CSI) - 3Z4p iR 2 MR+ 1 reiphE
M RAp Ay A0 (S AR28) LA IFREM S R EFFER 0 LT
PRV RESRSM A Y L e S MU T Ty B % o 7 % Eegov-ACSI s F_

Korean g-CSI > $R A& A 5% {0 L AT il e m % > & B H3)

35



@
R

W SF 2P ST RFERLELA A R i R
BRBREHEL L AE AR R PR (e E IR 2T E) > R

BACIIH PR M R L e it

H

L F1.3 H BE
ik {process) EBTA

BmERE

{customer
expectations)

AEBR/ AT EE

P >{ REBAT
(budget
e P Y

execution)

A
& {management :
innovation) T8 < B A4N 2T ¥

=
N
W
&3
4y

“ FORAAE F A R 1R

A kR o “Intelligent measuring and improving model forcustomer satisfaction level in
e-government, ” by Kim, T. H., Im, K. H. & Park, S. C., 2005, paper presented at the Electronic
Government: 4th International Conference, EGOV 2005, Copenhagen, August 22-26, 42.

W EJRAR G TR N RT F CRFL R 0 &R0 > European
Commission (2004) /4% F5 #FE T+ M sefp * N E R ¥ KR LA A AH L
Ae AR (drsg) 2 E R (Ao SR 0 HR Y FIR L BTk RIS T
SR £ e 57 * 4 (usability) ~ »x & (benefit) & & %gg‘ﬂ‘—f;; (overall evaluation) -

L b 22010 5 4w Y R+ Fo iR ¥ 7 3 (EU eGovernment  benchmark,
HmwmwmuﬁﬁgﬁWﬁ%ﬁ?iﬂﬁﬁﬁﬂéﬁﬁﬁ’ﬁ%ﬁﬁgﬁ%é
31T FFEA G PRGE = 3R (B-stage online sophistication) ~ 2 _F PRF%¥ {8 4 (online

availability) ~ & * J‘Ff +% . (user centricity) ~ B %o~ v (national portals) % » 78 -

Jansen & @lInes (2004)*>20015]2003# B & * 251 451533 & 7 #2600 i 12

Y

b IR ek o B PR s TR AR G DS R R TR TR R

FREIPIFALRORE S B RRY F o A AR T ARTERE L TR
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(accessibility) ~ i * % % - (user orientation)£2 § * R 74 (useful services) « 2 @ -
IR AEAREH R IR ORGSR R Y A AP 8 Y - FR YRR

HrZ A FHE R LR (TIEA o

%MwMQWQM%Wﬁ&»rwéw’px PR RET I RBR i
MAETE A - Be 7T BMAETIEHRA D N % (content) ~ i % (linkage)
T Ji2 (reliability) ~ % * |4 (ease of use)&r i ' PR (self-service) » 7% 3 5 % 45 d1 iz

THEZEERPENIET I IRBOL v o

& Ahmedabad (2007) 8 & % =+ i Fo il B8 & ¢ 0 444480 B e0G2B ~ G2C ~
G2G= AR+ I PRI (T & 233 A% % R R L PRI B0 d M

e

|

BAZTR A 2 S BARG ~EEEG ARG G = BN L L AEZGRE D
?333‘?‘-%%1@ o i A é] ] m?’,ﬁz ;’}#(ﬁ g L __ﬁ_#ﬁ.g\« F,g*#{{,rﬁﬁi/’g‘,f\g\ A ~ P L)
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¥ (wz) His 642 24.4
e 379 14.4
Fodsxzife i E 1# 7]10# 1,031 39.1
& 120# 889 33.7
21# 3]30# 385 14.6
31& 11 ¢ 330 12.5
«g— NP AR L A 2R 1,381 52.4
v 2R 576 21.9
& 2N 579 22.0
P 99 3.8

3 N=2,635

2. 2P TEHEBEA
i T 28100 § 2 fR & o detk A 2§ 26350 f Ak (T A

S 456%m;;¢%ﬂ4 GO AREA P hp R R R EUS B e R B
#oo@ §527%NR 3 Fdp N2 2 AT A A iR R LSRR AR 0
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FrR 3 165%:%E K A T3 2 P S B R EE I GIAGE S F o FH AL A
ARt A e Fieag o d 1T - Tt B E AT BT HFAE RS
BhkB 297 A0 P ERB AT B ETR LA GIEARE T 2> £ 7

TEEE AN IR EN K A0 P mEE

s
&y

AT R o Flmldpic£5-2 0

152: 23R ETIHAFAH

ik HE B Ak A (%)

FadAmy bt X 974 36.9
bl P e R R RS B R L] =Y 461 17.5
B kB8 ot 1,200 45.6
TP Ay b T LE 890 33.8
bl e EC iR R A% GE R Pl 357 13.5
AR 2ot 1,388 52.7
% PR A NS oo 1T 1,976 75.0
bl ehrc iRk S B R R T 3 A 225 8.5
kA - BV, 434 16.5
BELTFREEETE DR T X 1,517 57.6
E R A i R Pl 503 19.1
1 - B 615 23.3
BT HEAFTEORR TR 1,430 54.3
WA BT o PR E Pl R 456 17.3
BEIEY b -Vl 749 28.4
X 1 N=2,635

FBFR2Z G R A 528100 d N FARSFE TS S BINGR LS
B R RBT I HRMZ B RS NRARE P EI T - LERFLG 2

B SN Gk miEA MM AN SR TRRY Q% PiERER Y

ok

JELEEAPMALD o Py FIL DR B R HACE R Yk IR B AR IR
o B ARSI R F R Rk o d 2 B kY > o TR

4
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R A AL I ARG BRI Tl AT 0 S A AR P i (FSEM
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,%Emfé'* ﬂ‘/ ’:rT?* 4_@%71{19;77*’?%,—.»2014@’ﬁ‘fjmuﬁ‘%’%f%

Bdo 1 AR FEAET AT T ik AR 6455 -

A G RFo FRER F PP RGP F TR ERE ST ARELR
R P R e LLIDIONT SR P AR R 2
1 REFETAETRT ¥ T EP L S ,:'g%.dzg&:j} %%;H%\;jkf,} ,
o ATHARE R A4k B G ke b (FE PEY S pR B A A o £ B B B
T AZE e TR Y T AR K L R B HIRENG R L 6 oh
LRe A bt F ARG R S R L LR RS
TTA%chE 3 H £ E T R R DLFF - BB RT TE20 0 i - ELPH i

P

—=\

*OR AR AR PRI e T I9 S 1405 > B S - R Rk Mt
B h PRI 2. A BT 355534 0 % F’?—*‘% LG R LR LR Rl T
ol R L hr£5-3 .

2531 L5 FARRA 4

i i fred FH() 2wid  Tio#k HFEi
(%) 2 (%)

gsRmEE we FHAMBIS) 76 39.5 52.9 3.495 0.783
o 5 [2(B15) 6.8 44.7 48.5 3.448 0.735
wo hFE(Bl4) 77 45.3 47.0 3.410 0.755

FREF 5 i34 (B16) 10.6 45.4 46.0 3.341 0.778
% 1 B (B17) 8.5 49.8 41.7 3.335 0.725

PRAREF T 42 (B21) 4.4 29.6 66.0 3.737  0.761
¥ & 12(B22) 8.1 39.8 52.1 3.470 0.808
£ i3 (B23) 7.3 35.8 56.9 3.483 0.763
& 5% > (B23a) 7.1 29.6 63.3 3.585 0.782

PERF RS A 1 & 4§ (D35) 6.7 32.2 61.1 3.642 0.799
JE 18 1& & (D36) 5.6 28.4 66.0 3.722 0.785
i * = g (D37) 1.6 16.7 71.7 3.970 0.667

:x N =645
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4531 440 SRR E ()

H o L3S fred FE (%) i To&k HREL
2 (%) 2(%)
~ AT 445 A (D39) 10.1 36.3 536 3509  0.844
# 11 = 4 (D40) 24.0 33.8 412 3183 1.021
i 3 = & (D41) 8.5 31.8 59.7  3.587  0.845
i =+ (D42) 4.4 19.5 761 3934 0816
2% =~ (D43) 16.5 26.0 57.5 3.465  1.080
R 739 #41(C25) 6.0 44.5 495 3480  0.742
s £(C29) 3.8 37.8 584 3618  0.702
£ i€ * (C32) 8.8 14.1 771 4169  1.059
Bz #1 & % 2 (D51) 6.7 34.4 589 3583  0.785
B i = (D52) 8.1 38.1 53.9 3500  0.805
o i =% =% =¥
3BT 4~6 13 /| FF TR pEL Y
& * 45 & (A4) 36.4 36.3 27.3
. o TEAL
@ % Ferd FRIH(AD) 1.40 2.98
(3 - # 7% #k)
& PRI%(AB) 5.34 5.16

(B4 - ki * i)

53 1 4 4
53.1 R A

AT AL Bt o] R S G IR R AL R i F
Fehr ol R R R G 2 R R A A i 55 > fEA iR A 4 B R
T AR AR a4 BT G R ep R E 0 I SmartPLSHY (7 4%

% (bootstrapping) & #78~: 1,000k #7 {7 et i k 2| $7hF F 4 o B biw 27 A
SRS R E @ F PG ) RIS L A &R iR
T~ f R E 545555 o
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54 3 e 2

W& B BEE tiE
SRR THR 0.214%** 2.40
T 0.527*** 7.05
T 0.359%*** 3.80
Fasw PN e 0.497*** 5.59
iR 0.572%** 6.56
PRS- R 0.409*** 10.00
W 0.405*** 7.15
P 1 (R 0.193*** 3.50
R E > 0.262%** 478
PR R0 Y | 0.306*** 5.36
EEER 0.577*** 8.66
| 0.279*** 4.43
& AT L4 oAk 0.473%** 7.04
it = A 0.132* 1.89
oA A 0.153*** 2.11
i & A 0.161*** 2.46
A A 0.351*** 5.59
Ix : *p<.05, ***p<.001
255 Fpbfe 2 f FEEUER
W& P = tiE
®*F A i 0.804*** 3.50
R PRI 0.533* 1.73
HOF PRI% 0.694%*** 2.78
mR R ENTRE R 0.821*** 42.28
BRI R 0.868*** 70.15
FR 0.485%** 9.88
i FIR 0.956*** 161.10
R 0.957*** 161.79

=% @ *p<.05, ***p<.001
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AR BAERS G 0 AT s R (CR)EFERKR > RAATT %
CRIEJ& £.0.72 + 4 2.7 425 4 Fl(Nunnally, 1978) - #5-65 7 &CRE > & >

£,
N

&g 2 CRIE R 38 < 3323522 ROV BLFF O R AF LR O LR

—=

S IE

AR EGBIR G G AT LT3R E 3P F (AVE) ¥ W] s & (discriminant
validity)i& {7 »c & ¥ | > 19453 Bagozzi & Yi (1998)#1:& i ik % » AVEE & %0.5
A EFT RS DER R BRRMAAVEE ST S I F A0 G 2 H W
G B iR it 4p B % dic(Fornell & Larcker, 1981) « f€25-67 § ditk & * {7 5 e
AVE® 5047 » H 42 AVEEIZA05 F o A5-74 & 4+ vndici® 2 AVEE a0
TR, T A A dndcld SR AR Gl KA T R E R 2 AVE
T AEIE G S B e BRI AR Gl B ETEHE R FH A
FORMFLTLEREMAEARPG EILPER KRG MR 7LAVEE MR

REPNET) T R R R

%5-6: Fpr s 2 CREZAVEE 4

o HREER CRi& AVE &
TR A4 ~ A5~ A6 0.72 0.47
wE R C25 -~ C29 ~ C32 0.78 0.55
i D51 ~ D52 0.96 0.91

4570 F piEe 2 BB M ik

T i AR
R 0.69
P 0.05 0.95
BAR 0.08 0.56 0.74

532 #AIREFEA T

AT AT FEE AR P PETR D PR G
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Bekla: i % RS AR ST SRR AR S 0 R Y Bl TR o
kb s i R ARG SO B AR S 0 Y F RO AR
Bkl # % FHTFHME AR LRAEF o R F HIOURG EAEF o
E2 B AR AT

ZiE =0135*FF B +0.364% % AT % +0276% %3 A

(2.48) (7.36) (5.53) R®=0.451

d P EEET o AR RNV RS 1% NREE O BLAE S
AR S PR R D G [T oA %) 5 0,135 (1=2.48, p<0.01) ~ 0.364 (1=7.36,p <
0.001) ~ 0.276 (t=5.53, p < 0.001) » 32 F| a3+ V¥ R & > A7 Bkla~1b~ 1c
B

AR AT M R SR R R R R S

Bak2a T AR AR D AR S o R AL RARE o
Bak2b t R T TR S R AR S 0 R KL RARE -
BAK20 T T AR K S R AR 0 R KR RART -

Bik2d t T HEE L ROT RS FAxg > ﬂﬂ% RAEARR o

o

Bik2e T IR GRS TARE o R F BT RARR
Bak2f i @ T3 M AR Y T AR Hid L AT B
BRI RN T
BAR S0.142%FF RS +0.076%% AT % +0.117% % H g

(2.64) (1.81) (2.07)

+0.165%F 2 5[ +0.427* PR3 5 +0.025%i * 7 5

(3.20) (9.35) (0.91) R?=0.614

REBT o AETHE NS BN EE61A% DR EE O FFRS A AT

sk SRR I PR R AT A B 4 0.142 (1 = 2.64, p < 0.01)
0.076 (¢ =1.81, p < 0.05) ~ 0.117 (+ =2.07, p < 0.05) ~ 0.165 (¢ =3.20, p < 0.001) ~ 0.427
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(1=9.35,p <0.001) ~ 0.025(r=0.91) > i& * {7 5 $+i¢ * ¥ i & B b [T 4 fich LA

E o % Bk 2fet > Heprm y BRIDETHRE

AEFTAHET I EMEARED PR NG BKG

-
)

Bkda: R A EHE AR AR TARE o @ T3 BRSPS

o

Bk3b D RIS T RS FARE o R T IR AR S

)

Bak3c: TF M AR TARE o @ T AR P F AR S

o

BR3d: R EFRE AN AR TARE o T T ERATE M A A S

o

Bakde: TFHEAAOTASTARG » # Y T FHEE S AR S
Bk 3f 0 T ERE K TR AR o P T RS Mehd AR S o
PR S e AR e

PRRFR S =0.110% % S5 + 0.068* F 3t & i + 0.540% R A% &

(1.90) (1.38) (13.26) R*=0.436

FEH IR 5T PR T A 5] 50.110 (£= 1.90, p < 0.05) ~ 0.068 (1 = 1.38) ~
0.540 (1 =13.26, p < 0.001) » 7530 & JF$HPFRE > e /T i lic R B F < A7 7 B
a1 3cHE B %% -

d P27 27RO ENV ER436% 0% R £ % fu\-fr'?"r A

H RT3 R N 4T
* AT =0.131% ks E U + 0127 F S+ 0.390% RA 5

(2.44) (2.18) (8.61) R?*=0.331
P RE T AFTHR NS AT EE331% %R R 0 FRET

TS PRAR & AR T (e ) 5 0.131 (= 2.44, p < 0.01) ~ 0.127 (t=2.18, p
<0.05) ~ 0.390 (t=8.61, p <0.001) » 7 7 B34 3d ~ 3e ~ 3fE T % -

AT AT TSR (75 AT T Bk

BRda: RHHFER AP IASTHT IR IR T3 1
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BRAC: THFM ARSI HI I FEE ARy Fi3 e B

#* 75> 2N 4T

g% 75 =0.063% % L& E - 0.009%F 3 =B+ 0.0217% PRG35 8

(0.80) (0.12) (0.36)  R?=0.005

BEKT O VAT S FTAET RIS T R G #kcA W 50063 (t =
0.80) ~ -0.010 (t = 0.12) ~ 0.022 (1 = 0.36) » & &% 5 4% 1 e f2.5% ¥4y f2 8 0.5% %
PR IPREGHESAZINGEFL A AT BEXKda4b 4o A EE i
o FERREL S (B $7 40§51 o

S0 3 HAETFEEREE

11 *p<0.05, **p <0.01, ***p <0.001
D ! e— N A BER BTG - - LR BERAETHRE
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AR A 4T > A ] iR K KR E R F 4o £ 58477 o

%583 %%

B r % FrEE
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HmRLRARR o
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RAXF o

2d IR SRATRETARR Y K BL H 2
RAXF o

2e U 4 SEPPRAE AR E o ﬁ‘}%r‘é o~
RAZ® o
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B D B

3a T Bk kuen i ffur‘%ﬁﬁ“riﬁr“g T A S S M
PR D enpr 4% 5 o

30 N A AR S T
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2583 %% (¥)

B PP Fris

3d e >3 S e I .&ir%’}frflﬁr"s v TR M
& AAR S o

3e ?;g‘gg—,?@im?;ﬂ.%?f}ﬁ;g R AP L e T I
X AAx S o

3f TFHME TR TARE 6 T 3 R K a2
& A4S o

4a E;ﬁégi,?‘» _f‘;‘béﬁ/’l‘( “%?ifﬁ,"’#ﬂ‘?i—,; «bf% # f—? ;; 3 é}i
LA K

4b THHBAAOTAETHT I HFE R 75 24z
FLen R

4c TABBIRPRBETHIIEE R 75 32
IEEE 2K

iz Pt Grimsley & Meehan (2007)=iiz » & + * Feffr® + Fiss * 7 F
2 BT RARRE S DD R R g Bl B e Eainfoak g )
P o GlAe RO RN T P PR P4 4 0 EEE AT AR 5 3 % (outcome)
- fpo e d AERLAINESTEE 5 LG RF FR* hngRE
% - Welch etal., (2005) 45 21 » & B it * § 3 1+ FeRpRAR 12 géi%%iﬂ
OB A RAEEFMOBRIARAI A SRR AAEHLTEIAZ I PR Y ¢
(2007a) £ 1 42 ¢ (2008a) #8325 & 50 sofdide T+ R G AL M A kAo B
LGPt s AT s AT e 5 142 €(2010)% 45t 0 TR 24 pEISE
‘d%gﬂ&%%@%ﬂim*ﬂﬁﬂmky@ﬂ’%ﬁ SR A 1 TTE S RE
ﬁmﬂi‘*iﬁﬁéﬁﬁﬁ$ V248 (L VEARERSESFL > B
*K{;{f«}-lﬁ EEARKTEZN AV DERT)Z c AT d gy 5% 73
ﬁnﬁ&ﬁ?éﬁ%%?ﬁﬁﬁkﬁ??4ﬁ%}ﬁ?uﬁwaﬁwﬁ%%§
ﬁ%@ﬁﬁ$$’a%%ﬁ%ﬁmﬁﬁgggﬁ?g£§WWﬁﬁ*\$$1%~%

ﬂ,ﬁ,&}imﬁ fgg"

% Petter et al. (2008) F’ﬂlﬂ SRRt i j&-}{%’}r "\—‘% /ﬁ A 4 ﬁ;_‘znl m;}g B )?J(_‘E\‘

“ﬁiﬂt

ST R G BT R R AT RS S RRRRAE RS
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(strong support) ~ # & & #F(moderate support) ~ 2 & & #F(mixed support) ~ 4 2 4p
B #7 7 (insufficient data) % w 3 » H ¢ Bl F ¢ 0 o PR ‘ﬁ‘}%,’%]ﬁﬁﬂ?},
WHEWRRLEF PR DI4E 4 B A A DEPET O A o o

Mg 0% LR B M % (Seddon & Kiew, 1996; Devaraj et al., 2002; Rai et al.,
2002; Kulkarni et al., 2006; Hsieh & Wang, 2007) ~ =4if 2 2 4 & A &2 * & L
B B chif Uk (Abdul-Gader, 1997) ~ A-{is & A & FH R * ¥R L AR DM &
(Bharati & Chaudhury, 2006) % 4p i 2y »T 5 27 3 * ﬁ A N ol el K«ﬂf;lz EE

o

VbR e R Hin LR R (i Petter et al. (2008)4p 21k SR
FRs i Ribs e FaL AR DM e w5 R 44 (217 » g2t
#F)IFRL #*(16}7,@)’;&:‘ 15% + ¥ ) m & 4 4% (128 @;I;Jea 468 L45) o
BARETHRYERIA G ERABFR LA ARTERY FELA
R enfd % (Kuljarni et al., 2006; Wu & Wang, 2006; Halawi et al., 2007) ~ 4=+ 3
fhs TR R Jﬁ & & AR enhd 2 (Kimet al., 2002; Palmer, 2002) ~ =4 % #
thgr % H s R AR B ehhd £k (Devarajet al., 2002; Hsieh & Wang, 2007)3% & 17 7 %
HoATASTERY FRARD 6 FRTRETRONF A5 ERT 55
R B enpd 2 (Kim et al., 2002; Palmer, 2002)~ &8 7 S & o 3 *YIRAE 5 F hdn
oo R (SR FREYR) 2R FRLARF DN G
(Leonard-Barton & Sinha, 1993) ~ w Ji 422 @ * —‘F% &% R Rl tx(Yoon et al.,
1995) ~ E PR 4 R ehke 3. (Palmer, 2002) ¥R 5& ¥ 0 S o

Petter et al. (2008)4p ) & o5 ~ TA ST ~ IRir S T iE {15 B ool (3o
LRV RAF (225 é}Fﬁev‘ 315K A4 2115 éjl?et‘ 795 L4 7/‘;;;¢/I§Jeﬂ 3 4
BAFE) c B iART 26 0 i AR T E Y * 12(Seddon & Kiew, 1996;
Shih, 2004) ~ &% 7 * ¢ % »x(Kositanurit et al., 2007) ~ & St &5 (7 342 -
Mo B g ) 2508 &R B enBd 3 (Chaudhury, 2006) % fk i 5 3% -
AR RN > ¢ 3T E 2 s 5 (Gatian, 1994) ~ T g H 8 1 TR
B~ PR S (D’Ambra & Rice, 2001; Shih, 2004) ~ ;&K £ #7% & A& (Bharati &
Chaudhury, 2006) & 8 & ~ 5off Tt &5 & 50 5 * 2 (Kraemer et al., 1993;
Seddon & Kiew, 1996; Rai et al., 2002; Shih, 2004; Wu & Wang, 2006) ~ 7 31 5 5 &
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& »z(Kositanurit et al., 2006) ' b 3% 8 ] 7 g o 33T IRAEF&E T AR 0 v

Mg ks 1 (Gefen & Keil, 1998) ~ i * HR g kigr sy % M (Igbaria et
al., 1997; Agarwal & Prasad, 1999) ~ w & 4 £7 »x % (Leonard-Barton & Sinha, 1993)
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EAFFE CJREMRARER ~ 2 Q) Bl A A (A4 A A oS

A~ A A AA S IBAR) fi.%d,ﬁi » By Bk 3a~3c~3d- 3e- 3fE
E R o MU TR B kg o SRR D B T TR B PRAR ST 0,540 8 < ot
SR F 0110 0 @ e AT R ke A PRAR S 600.390 1 4tk SRR
90,1312 T3 & 500127 > A7 ek B 3 et o BEOY 4 o %
HEE RGBTSR R Ear e

105



4, @#* 75 i 2 2l

AL AR FLEHRT FRARAL D 0 BPF ] RKA T AER

o FRELRY FhR Y 7§ LT EARF  FREN RIS TR
o A

R G B B ERE

B
d
=1

35
1ig
et

w

[E5
Hen ¥ FEE §FE ARNZ A RFTE KA G R R A

oo AR TR R T A EE Fi‘ﬁft#ﬁmxﬁ’% KR
SR T E PR Y BRI R R B G chAp BB X
S%E AR LG F"’mlF)»PUﬂ”ﬁ N B AT AT e E G R

6.13 % (TLEEL % RE S

BRI R ERRAE L ERM R (75 PAVER E $ 047 (R
#*>05)

TRt E ARRRRY L AR08 TR Y, R (FH1g
SRR A 45 0 AVER = 0.76% > p % ¢10.55) » H R F]A WP 40T o

» RP% § 0.005.2 4p B B fo ey # B, e A ] (0 % (7 S 4Ea iR

-—\\

1. #* 335

B FLaRR W TR BRI AR FE DR H - F
£ > %1992+ DeLone & McLeaniiz & © #7ik 1 enF it ks # )4 > T g *
fjfw EARD R TR AN A A < FE Rl - R A TR *
HEM G e | > R s fEH B 2R L L3 kR
P AHMEFE T c 2 S TR AL HER T  FAL DEAREPR
Seddon*+1997 & v 3 ¢ iﬁﬁ?] o TR - BHEERE VLG T2
BELE:(Ds e * 7 kahfl g chdic ;s (2) & 7% HAl ¢ & iE T iE
Bape i F o ptpER Y TR AL TR R | Ria s (3) A ARRCE
L Y G BARGHEL R FIRA R B A FIE  mRAIE A AR 2 (5T
AAEEE TR RY A5 EJF AL o Ra Seddon’giE A TdEH 1 0 3
7 % - BRI &1 4 DelLone & McLean#73% #1 enffr& T ks # e [ 1@

Py tw A BRARE AT 7L (behavior)shds i g A TR G

106



_ ;53‘35@;§ = % mz;é«;g j’i?‘;ﬂif—é— TB'??L,& Yo w4 ¥ A F L A /\fgi; oy F

B ApM e A (% - R4 8R)
2. R E%Ke R LR

DeLone & McLean (2003)# 1 i it #4) » & W AR 27 T 3@,
(intention to use) % 5 i * | - 12 f2;4-Seddon (1997)#74% 41 enF 30 & Si=k # 2
Bl A AR S FIR AR Y PP g S R e e R PSR R Y T3 ORI
ERATA ARAAEA A FEAHITAMA LTI EMA 2 BB R
Ts’lﬁi? hi3 & DeLone & MclLean+ 45 ) » fiifeepe g b o w gy T
1€ 3 FEBLAR ) Ak EF S A o e TR S Bl g/ R
PEABLAR AR FRARGRA S GRAHERY FOTRY LH o

*ﬁipf@*ﬁr@“Jé%ﬁﬁ’{?%ﬁiﬁﬁiiﬁ%,“*rﬁ
Fooe TEs | iR chfrd %384 B2 @& % 45 - 53 ~E R
2B TEL e a2 AT B YHRY | PAVERT A £ %hER
AR CREFIILE - AL RGBT AL B R R L KB TR

TRFEZ e e R F RSB Re RS AR AP B &N
F TR PEA o dod e #rik > 12 Delone & MclLean (2003) 53 E 0 gnAe b BT
FESANRT FRAA O FIRIRALTRT R RART FRAAR T E

AR A AT AN AR EE R
Fag~Trgse, ~ Ti* LR, > &FSRHAPN PG & AP R T
ZEOM oS F A AR FRCAY o & TR S ERA EY OR
Flo R TR T @ % FR* 7 NEEEE o AR Gk
LB N T2 EHRET FRALARALFERFNREL TR g
By omb TR 75 > RAaXANIETHEIL AL HRE Y GHRiEFHFEE T
TRRY ARERT FRLREEEE g 5 AT U

Petter et al. (2008)c7#= 7 55 % &7n » & kS B R LR * b A R4
AF S FTAET RBSTR @Y b RPN I e (R éjg%b'%%sﬁ
AR gL FELRfeA ) AR PR KR LR DM R 2 Lk L

LI

WA (G e prorhpn d el SPORAE) AT AT R

107



w@*i’%a%byéﬁé%ﬁaﬁﬁﬁﬁmﬁ%i”miﬁ;%ﬁipfﬁﬁrf
BB TR kL B AR E AR hE R T A SR R G T

S e T B R TRy S p SEE e JP R (I S e

3. ORI T Bl R

fon
A
<
=
Pt
w3
s
3
A
=K
F_&
wht
P

F #(2009) 7 ¢ i LBIHES T en
FRTLRE R FRL ARG R AT FREOERRET » ARG
&Ew IR BB ORiETER o fFishbein & Ajzen (1975)# &1 ena@ |4 (7 5 124
(TRA)Y > iRE A P EFHIRMAEHOE L LB LD p 20 Baoin ATRA

2

AR R A PEBA DR LA ERELRE > B PEFLART AL FHEDE
% o HisDavis (1989)i2 * TRA® 4 11 1 45X #79(TAM) » 3u iz @R *+ &
Bletes ¢ 23 v G b % A BA s )T,};,%Lié R e Ry B e
B AR BER Y S R LR kA PR 75
#% @ Venkatesh & Davis (2000)% 3. » 2 TAM® 4 & v ini gL §= (subjective
norm)¥>t i@ * F el + &5 - TARR DR 4 > Flt b e » TALE R
2 i 4% (social influence processes) & % 4= 1 £ i 4% (cognitive instrumental
processes) it s Hr® AL 7 * Mk L FF o AL Z TAM 20 2 TAM 29 A ¢ 2 5@
2@ 450 2 BARE - A R (voluntariness) ~ £ % (image) = i % #ic o 1 LR &
BATTRASZ EAp R > B4 7 % HorE A gn s & L7 B2 f (7 76
TAM 253K 4 thﬁv:ﬁkg PTG P ER ARIAL RS PR AL BEAR
FERLRT LROBEK 20 PR RG T HRRE PRI AL R
® A EE L PR Y o Hartwick & Barki (1994)s#7 5 #-i¢ * {354 5
BB fla o 5 Rhs wdllhR r hiR o PIABRRFEEHRE Y LR R
%%@ﬁ%’%m?;%;aﬁﬁ%%ng¢@¥ﬁﬁ%e

F_*

Tl TAM 27 i Bk & ke e dlii@ * RIA AP ek * L WG o
wRE AR PR RIABEREER Y LR AL BT b T IR
PR SeeR e o Rt R E SRR Y chiF i R SRR f MehR Y F T
A F - LFR Y TR RS ERAT R OvE- EE KA PR F iR

108



FRAR AR o SRR e PR R AR TR B R S U B 4 o
T ARt G PR
FER G R R RSB L sl o FETT.0%: Ky !

T AT FES A TP R ?{é’ﬁi% TR KT D ARX T kAT

-

ERNKNDEFARE A AL ARAFENPE oy APz A R
3 7

Ak
o FLREAREFORT PR GF TR FE R L RE

KW
il
=
[e=2
3
“TH
CH
%
T+
o
ES
4
o
o3
[Gald
=
ﬁ
i
balk
=g
S
=
S
it
o+
.
X
3
4
o

PRAMEHT TR A ARRL B LR G > HU LTS SRR

B - TR FRRIEE A B A Reend Bl IR Y S

1a
\:BC
I
-
s
N
:

A
S
ik

2R R AL P B4 LAY E A RRAT RS PBL ® Y LR
CRRER: Rl pF

FEN Y AP LRI A SAETERP L RRY h PP K

BB ER 2T MER T b AT R R R iR s TR
@GR R b TR AR TR sk o TR AR om0 R
]
ek gy ] @ # m#ﬁ’%‘r’ Faks —"zslfj— LR ST I BT i jbr%%frnrﬁ;% ;1B
§RIAEARFPPE T ETOREG THRL Fof 4 i 8 B Bk
LT A S - T A AR AFERAED o &5 KSEMA {7 hE fo §
MR RBSG AFLRI AR EAL IR FR A BB SR H B

SR A A2 R FI AT kAL sl BPL T AR Y A iR

o S HEEE R NGB D SR

ETIS

A
7@3 [

ey

2—?3,;"‘ K r g2 3 B A {F'—*g IR 'Pd]“f]:‘ EE BRI S0 S I 4 - S

6.2 P73k
6.2.1 prRiER

1. 5«1:’:'?&‘:"’/7#% 2l

R BHE TP R A b AF LB RS B0 ST LPE
RELECE - L . zﬁ,e,)imfa@&ir?% FuEREST AR FT TR

109



&mﬁ@p/\¢ﬁ1%~@?ﬁﬁ@&ﬁa@w,y&£%%?4¢wﬁn<;W
FaFMET s Fpt Ak &k LB PRI A7 B E AR AR 5 D
ﬁﬂ’*—mpﬁﬁw?WmWﬁFiﬂﬁw@ﬂ’&@aiﬁm%ﬁﬁﬁ’ﬁ
AFAE A PR RAE T F L L PR T F ARG R R RE T P
W 2 BEAR AR TR R F R SRS R Y
PRI B Bther & % KR P8R F £ B R A BIRE 0k
FoRWpEmed o RERBEF - IFFFERAAERS > 320
A e L 2 PR L A i —*‘Ffﬁﬂﬂﬁﬁg’ A2t Tgp 7 2B R 530
PR FEFE R E R R T PR ER L FAQIE TR o R
Bt fhw e R G e od b MRS G R AR FELLRF
PR F i LR hnd v R AR S T AT PR AR e ]
E*FL ARG B e AR kST G e B R et
v TS o 5 2 E o & i i

BN R éﬂiﬁmﬁmﬂﬁﬁ%ﬂ TN = N B 3 R [ g
R SRR REAE MEF AW AWHIEEIR R TE S FREE

%#@gﬁm@\@ﬁ%{)%g\$ﬁggo

s
R
=
et
i
=
&
imi
Ly
w
\3\
i
‘Q 2
i
133
i

TR ks B Mawt K PR 74§ (2007) 7 412+ #R Y ken
S amﬂﬁ“ﬁﬁxﬁfvﬁéﬁﬁinwiiﬂ\%*AJﬁ%£%
EaRIEU AR Sl A9 ol 70 Rt R AN Rl S R IR A L SR SR
3% 1426 (2010)x I R ESHE R RACDT RE > 20007 SRR 0 R
piFR* Rl EIRFWHAARTERZ - F PRPEREIERE R NE
13,1202 > TP T 3 FRHnT F henl 6 B BERERT I L FRERA
5638 ek d pLi2 R ATARY o
EAETYERTFHE AR A ko
Forra gHRY HRLAEHIUR 242 R
LA B S LA P A s g i K

EPRE  SLL B 2 SRR I

14-

e R AR B E R
HIEEBR A A
BB H ARG E s 6 ORI F REE Y TR T E K M
Ko bR FERBRATE S L e dR 0 A1 EAF PR R B R KB T PR

pw)

=

110



B~ SEPERER R Y KRR W TSR ST snnie BATR 1R B
s AR TR T RE R R R R24 P RRTE > 2 B WL A A it
Ao A RTHGDD G 0 A4 CHEP AV REIRBELAER L]
R ¥ e %ﬁd TR A RBRRENAREE  F RE M L SRS SNy
ORFEF R ARG A R U AR kR MR 2 B
Ak LR JEd A AP ST S AR 0 2 B SRR SR
R ko IR R R FRL AN E IO E oA BT WL
MR T g A A U E R A AR Z Xk R AT 8
TREARTFIAEPRF UAARE T PHRFCEF AT REY B3 F

Pk BLETIB R FARPARINATR I o EFE e m MR AR R

ke oM
E)
oas)
el
B
N
e
o
>\_
=
s
-1
m
(=
|
F
4
Py .
A
W
)
Bt
Ern
B
T
peits
Lon
H
‘5‘
3
I
S
i
B
E
gy

PR E g ¢ fRA 2 AR R R RS

B FIRILPEE T A s STRAD AR S I SRR AT A AR

=
s

Ak
1y
=3

FORpGTRATiE R R PR AAFTFRME ERE 28 P RDiEE 4
7

P BRSO E PR IR SR Ao o F LR

3

Tk
k)
St
=1

ook

EHRY EFBL AR TR RBRRR Y F RO B o A Y
ﬁ%&%a%wgaﬁt1¢1ﬁ£§%@%ﬁ%&ﬁf4’£w* u &

ﬁ@%ﬁﬁ&ﬁPmii’%?%?&%@ﬁﬂ JIRFE B B hE B Mob s g8

m

AR

?ﬂﬁiﬁﬁpi#%m&%%;ﬁ%ﬁ’%g@mﬁ%i&ﬁﬁgﬁigwg

P ¢ FEIRAR T E AR K S JRARA F i R B AVET L st S 0 20 R
ﬁﬂﬁﬁ&mtiFWu&ﬁﬂé?ﬁ*‘ﬁ%%m'ﬁﬁﬁﬁ%?4ﬁ%ﬂ
BARAT 0 ¢ 32T R P AR SRR S TR R S T MR G 4L % oh
AEBRTEFHIFIHAIROBRLR AR R AR T FHIR E0E
% 7% o

111



pbos 2 RHTFHA AT RADAGEARAE NP F o E 0 g &
drig kLA B AR BT R B B oG i B R ﬂﬁ&ﬁ;"k ) BB
Bt Pt st @ Fpr P REEMEE SERERE QRS
WHRBLRFE IR FAEFT > U2 SR G AR Z R PRI
FIZR2 EB ARG ET AT AFRZR (T F MR A2 20) 3=
B RAE R PR BRI R (P4 €2007a) » B37# 35 T E AR |~ T A
FARTE SRR THETE LR € m SR THEREL R € BRI
TSR B R R T ) B2 R0E> (14262008c) M= { 5 an
B s Rk PRI B U E N DR BB R o RO B T AR

622 HHEFTER

rEF Y ?rﬁJe » BN E % i F AR AT R é;gJe s - B

& Eil
* —‘ﬁmi)‘; T F SRR 7 N R AT S SR R A BT
FHME A ERRE RLEFTEREOFT L AFT EERICEF

TERACT 0 LB RALF E A R ]

o+
ke
w
e

1. F1% 4033 a3k

WA 7 WA ehig o b ’Mﬂz"%wjfﬁﬁw B RER S - BaEk e

EF T RSB hE S AR R R s R TR FL TR
N W%*%@Jiﬁ’”v+ FAIEL o H SN R TSR T blde

%%W$\%¥i&§’ipfﬁ%wmﬂwﬂﬁﬁéﬁu’hﬁﬂ@@ﬁgﬂ

RHCAlZ Y TG LR OEEE Rh PR AR A TR S T R R

A S @ MAS R 3 1 FTRIRAE Sk St Jf‘f FTEReEY ~TIERRY
xR

TR A AT 0 A0 D F R A TR B

#

%1

o

Bl r gk B2l LW, 26 0 AMELREBEER > TR e
g BFR SRR AEANY AR LSS e iR E ] R R
£ 0 F) am?ﬁ;‘.m g g 'fqz TR X mr-r’? » g 2 'q_ﬁ,, KLemig T
A2 ApM S5k )ij»iﬂ-/z‘: AR FTART RS FTOF M (bl T
e AR BB RIS AT F R ‘?Jﬁ*' FOORF GERAOPEL) 0 T
TR GG Z SR 2T g o AR AL A B L ST

112



PAETHTR o 23 LB R A o xpeGilbertetal. (2004) 5 E 0 # F LB @
i TTEFERY e T AFHER AR A BIE - BT R D
24+ > 134xDelone & McLean (2003) 73 iz » A4 chig * Gk kS R Y
BLR DG w B AR R Fhg # Y L

|

K B BT p R P Ea R Rt AT ARG i
T FORRTS Sk e R 2 A K R R R R P L
RO A g o F A AT SRR SR G p R R

gk (e R FARL) PFo R * H enig * g Rl R~ FIR A e 47 Y (Ao

6.1)

Wo6.1: pRE ™ T2 T3 BB FTEE FE KA

R PRTAM 23572 » 3 BUARE &k Suehig % Ear g leniiin T 1R LB §
3R F vk o Ftdek AR TRl (A LRI o T HRE)
PGB 37 R A B Y F i LW (doW62) -

113



W6.2: sl * T2 FIFIsEEETR TS A

AFIRBNIBETEA ORGP F L LAV ROBES R 2 - o

TS g#“%@ﬁ.mﬂéﬁmiﬁﬂﬁiﬂ%a%#W$’Fzﬁ%%%

»

B et g R AL Flt A g R P s TR ] 0 @2 { A R R
f# ESEMF) R A A 470k 38D o - BEF T 22 P paER o M ik

FAARERH I PAIETEFEEHG " FEH PP T - £
F%@ﬁﬁ‘ﬁiﬁﬂi%%@’i%?ﬁiﬁa’ipf%%?ﬁiﬁﬁﬂﬁ
AL PR R LA AP R FIEF I AT TS
?~Wﬁ%?ﬁiiﬁﬁ’ L S

RETR L cZREFFLIVRBEEFE I LY AT G M RERIRBST T

%P{mﬁé’u%mimgmpmﬁé

LR ERG AR A TRLARRY TR %R
LR HAEAS NP EAZEFTRBEAAMER DL v FE N DB

VERA AT BETAM2E M v o R AR R Y GRER Y LW
FREDRPIEALD CFPFARY HRT R G 0 BRI UNED M e A
FRMABLRDFZ L TR R I BB L A F A EN %

it
o+
F_‘~

114



R PP &Ry LR 2 RT3 RIS i 7 R iR
P EELAGE -

BB R FEEPPE 6o FI BT L LB AT S 1 R

B Pl AN el SRR ER L MR S RSP PR LB T
ERBHEG A RARLT OIS0 BAEE K LR R F S iRl R
F3 - PR M ERARTERAFTTRNDEL FHc2Z PIEAP &7
oo N0 B OERMEA iR o
3. B3 Rk
3 ¢ (2009)# 1 d G2AT|G2GH# & » > iR F R B ARG Ry o H T
F R 0 BT A T FRAIE MG AR G RO e E e S (G2A) PR
FOR & % (G2B)IRAR ~ FOrt 8 W (G2C)IRAS ~ Fosir¥t #ic 2 35 %1 (G2D)IRAE ~ 7k
F¥t 2 733 5 (G2E) ~ Fofi ¥t BE & 5L (G2F) ~ sz #2238 (G2G) -~ # - &R/ ™
PR R N DT SRR 5 AR R ACAT AR S 1 FURIR
FRORTE 0 A PIRBAFEE - HRFEAPA DT P Lo BRI - KT S

*;FE&- s ke ‘r’,\2010-&_]1 ;T\‘,_I' %@\ ’ %fr l«u”"r% lmé‘_ﬂﬁ ,gs B f—;’L,- o

%R TR R o e S T HE - L e R R ]
VB R N A BRGNS R R PR ABE RS F Y
SCFREFRY FE R FEEG S A HIRGE T o dod K ) R o
DRSS B AT S 22 U2 O LRI A E R T 56 A
EH;Z g d mlj - B o T ;ﬁd ke ;f% 5 -&fim’fu;""g‘ s, )y ﬁpéé #"Tfr__ &

+ 1 PO PRAR 5 S e

115



116



54 %

Frctam {8 B YA R §(1997) o 3 1 /B i Fefpd 42 (M4 224
ER)HBFF o1 L FRRFIFEIPLIEE -

Frfamy # B L4 R € (2004) - 2003% + fz}%}-#ﬁ% S N S 4 e =
THETLER§ -

Frmy # B L4 R ¢ (2007a) - &+ i ﬂ’z}ﬂ—iﬁﬁé FTOO6ER) ST LTI
RFTHEBRIPEARE o Bop
http://www.rdec.gov.tw/ct.asp?xltem=4087193&ctNode=12862&mp=100

FrRFALFRE YL R 6 (20070) - fi.?.%*ﬁ%n’z}%y#i(%& -100# - 7 pclats
THEBRFRBAETETT) 540 L TRBRELFES AR -
Ao
http://www.rdec.gov.tw/public/data/94201283671.pdf

FrRFETEE YL R €(2007cC) - et FRAF10:F & B * R &0 ¢ e
ko fp  ARBETHERES LR E o

FRE L FE Y PR €(2008) ARRS2TIXAEY LB g ST
APy EL LR € o Pp

http://www.rdec.gov.tw/DO/DownloadControllerNDOQO.asp?CuAttachID=16866
FRRALFRE Y LR €(2009) cpe b arE oL ad TR AN
PR BTRRAR B RME RGP ER S AR B P
LHE-
Frcfra L1424 F € (2002) - fz}ﬁ-ﬁéﬁi‘-%’:—l L3S @FE S D FRRSR
1L R € o

A2 1424 | €(2008a) - AL 1L R § (9497 ) ¥ gt
d (7TEF-FBRR) o S4F I FEFRR 1L R € o Bp

http://210.241.21.133/DOC/2427/PLAN_10_20080603160516835.htm

Frlea s 1424 B €(2008b) ik X 12 R € ¥ 4% (98-101# ) *5 g3t
F oot I FRIRAEIRER E o Bp
http://www.rdec.gov.tw/Ip.asp?ctNode=12969&CtUnit=1672&BaseDSD=46&m
p=100

ke £ 1424 B €(2008C) - 2008& X £ 1A E T o S F L Frfa o X o 4R
LR¢ -

117



Frche ¥ 1424 B €(20092) c 2R R I KB A S ST 0 AR E 1l
A& -Bp

http://edu.gp.gov.tw/gmstudent/class2/class main.asp?ct=6

Frcte £ 1424 | 4 (2000D) o 97# & Fofipdk B2 ¥4 d i) 2 L1 o
SN L F cd 2SN N B = A I -

http://www.pcc.gov.tw/pccap2/TMPLfronted/Chtindex.do?site=002

Fretes k1424 | §(2010) - 98 & pofdr Bz F AR )2 g o
AP AR IRELR PP

http://www.pcc.gov.tw/pccap2/FMGRfrontend/DownloadQuoteFile.do?fileCode
=F2010050243

B EYCUOBEEE S S8 C R EARE A=
845 70(2008) o BH A2H05 | LISRELSTE# s B% o 547 0 BEE Ao

KRB~ 272 4(2000) 0 B pTLAE B PR o Y %I Y T 0 1070 113 ¢

3 BH(2007) - B R FAARFEFEIFAE W P L %2#152"%55—7_?2‘5%5{1
352 50 A AR BT o

T4 (2007) o F AT AR A AMES S FF o W2 S F oK TR ERR
FAPRL ST Lm Y o AR ot o

oMY LABXLEBFRAT LAY 0 2K R &

& A TH(2010) « FORHERER 3 1 R 0GER BB 2 o W Fs A F 0 (3 ReRy
SARL e 0 R AR S A e

B

R Ifgb‘] (2004)- & + i B8R TR RRBETHFE 3 - 12 FLAE R ERET:- 3T A
Be WP A FFAFRE MAFLm o AR £&F o

F(2008) o TF MG AGE o FRMRAT ELAFEFTHL o L1 A
T HEL LR §

FHR 208§ LE(2008) « TFiAmA %P AR A2 | G2GHGIE
(% 1 09640D002503) © Frefafid § A/ T 4R 4 o S 47 @ Frcha
FIiPER g e

FAE A H 2 07(2009) 0 R F s A 2kd R 236 G2CE G2B (L
0972461343) - (Frctaf Y 6 AL TR L o S AT LA R

g 0

118



* £ M (2006) - s RPRIFFEY PELANGIRBEF 0 T oA el
AU RATIFEREEEFE TR LHT 0 ADE S ST

P (2001) o TFERHREET 0, 2B o (FEEY ) > 25(1) > 30-34 -

155 ¥ (2004) o & IRABE T WAEHI 2P LTI G RRBETE AR
LAWY LB L EBE AL LG A IR F AT

é%éQ%Doﬁﬂ?éﬂﬁ&%%%%&ipi—u;#ﬁﬁﬁ$$§%oW
:_ ‘”"i%? ?Iwg Eﬁ—l'/)‘s? ’%\5:’::};:’ L:ﬁ["r‘ic

s (2003) © PR B s ¢ b N EFRAMESH FIR LAY o B2 rus
FEAERE Mpdchz > AdR o7 o

M % 4 (2006) - leﬁ—’?,-‘ﬁ&iﬂ’(""i&f—?f TERAY L URTRET QAT f’?rr’(}f?l—:}‘;é?i

TIFEFEO B2 S A R G ERRE CAL ARE AL
v AR St
S (2007) © HIRFBEFRBHEHTS C R AR FHFRE L RTT

LoV RABFAFLE] AL H? > AR *@%°

ﬁthmao?4ﬂﬁ&ﬁ%%ﬂmﬁ%m%iﬁfF?n”ﬁiﬂﬁﬁ”f
PRI R oM A FERXRRE MHLHY 0 ANERS ST

B3 § (2002) © B IRFAFEPRIS ST o W2 ¢ LA B 0 F i ] A
12 s AR, BT o

3 §1(2007) ¢ H T F AR F B2 FIEHGS o P B F R mery AT
BLHm= o AdE S TR E o

B2 07 BF(2009) 0 TF AR RFTERFELE 2 LET K=o LA
HE 5002009 S H S E T X F AR TR E g (TASPAA) >3
LT o 2 ?Imé\%%y}a;}yh M /‘p}%-’ﬁ J,(,:r;‘}g Wi“‘iv”‘g"

Ahmedabad. (2007). Impact assessment study of e-government project in India.

Ahmedabad: Center for e-Governance, Indian Institute of Management.

Almutairi, H., & Subramanian, G. H. (2005). An empirical application of the DeLone
and Mclean model in the Kuwaiti Private Sector. Journal of Computer
Information Systems, 45(3), 113-122.

Barnes, S. J., & Vidgen, R. (2007). Interactive e-government: Evaluating the web site
of the UK inland revenue. International Journal of Electronic Government
Research, 3(1), 19-37.

Brown, S. W., & Swartz, T. A. (1989). A gap analysis of professional service quality,
Journal of Marketing, 53(April), 92-98.

119



Buckley, J. (2003). E-service quality and the public sector. Managing Service
Quality, 73(6), 453-462.

Caldow, J. (2004). E-democracy: Putting down global roots. Washington DC:
Institute for Electronic Government, IBM. Retrieved from:

http://www-1.ibm.com/industries/government/ieq/pdf/e-democracy%20putting%
20down%20roots.pdf.

CAPS Research(2003). Benchmarking in an eprocurement environment. Tempe,
Arizona: CAPS Research. Retrieved from:

http://www.capsresearch.org

Chin, W. (1998). The partial least squares approach to structural equation modeling,
in Modern Methods for Business Research, George A. Marcoulides, Ed.
Mahwah, New Jersey: Lawrence Erlbaum Associates, 295-336.

Ciborra, C., & Navarra, D. D. (2005). Good governance, development theory, and
aid policy: Risks and challenges of e-government in Jordan. Information
Technology for Development, 11(2), 141-159.

Collier, J. E., & Bienstock, C. C. (2006). Measuring service quality in e-retailing.
Journalof Service Research, 8(3), 260-75.

Cronin, J. J., & Taylor, S. A. (1992). Measuring service quality: A reexamination and
extension. Journal of Marketing, 56(July), 55-68.

Davis, F. D. (1989). Perceived usefulness, perceived ease of use, and user acceptance
of information technology. MIS Quarterly, 74, 319-340.

DeLone, W. H., & McLean, E. R. (1992). Information system success: The quest for
the dependent variable. Information Systems Research, 3(1), 60-95.

DeLone, W. H., & McLean, E. R. (2003). The DeLone and McLean model of
information system success: A ten-year update. Journal of Management
Information Systems, 79(4), 9-30.

EU DG Information Society. (2004). Top of the web: User satisfaction and usage
survey of e-government Services. Copenhagen,Denmark: European Commission.
Retrieved from:

http://europa.eu.int/information society/activities/egovernment research/doc/top
of the web report 2004.pdf

Esteves, J., & Joseph, R. C. (2007). A comprehensive framework for the assessment
of egovernment projects. Government Information Quarterly, 25(1), 118-132.

120



Fishbein, M., & Ajzen, |. (1975). Belief, attitude, intention, and behavior: An
introduction to theory and research. Massachusetts: Addison-Wesley.

Fornell, C. (1992). A national customer satisfaction barometer: The Swedish
experience. Journal of Marketing, 55, 1-21.

Fornell, C., & Bookstein, F. L. (1982). Two structural equation models: LISREL and
PLS applied to consumer exit-voice theory. Journal of Marketing Research,
19(4), 440-452,

Fornell, C., & Larcker, F. D. (1981). Evaluating structural equation models with
unobservable variables and measurement errors. Journal of Marketing
Research, 18(2), 39-50.

Freed, L. (2009). American customer satisfaction index: E-government satisfaction
index. Ann Arbor, MI: ForeSee Results. Retrieved from:

http://www.theacsi.org/index.php?option=com content&task=view&id=27&Ilte
mid=62

Gilbert, D., Balestrini, P., & Littleboy, D. (2004). Barriers and benefits in the
adoption of E-government. The International Journal of Public Sector
Management, 77(4), 286-301.

Grimsley, M., & Meehan, A. (2007). E-government information systems:
Evaluation-led design for public value and client trust. European Journal of
Information System, /6, 134-148.

Gronholdt, L., Martensen, A., & Kiristensen, K. (2000). The relationship between
customer satisfaction and loyalty: Cross-industry differences. Total Quality
Management, 11(4/5&6), 509-514.

Gronlund, A. (2002). Electronic government: Design, applications and management.
(Ed.). Pennsylvania: IGI Global.

Halaris, C., Magoutas, B., Papadomichelaki, X., & Mentzas, G. (2007). Classification
and synthesis of quality approaches in e-government services. Internet
Research, 17(4), 378-401.

Heeks, R. (2001). Building eGovernance for Development: A Framework for National
Donor Action. EGovernment Working Paper Series, U.K: University of
Manchester Press.

Heeks, R. (2006). Benchmarking e-government: Improving the national and
international measurement, evaluation and comparison of e-government. IDPM
i-Government Working Paper, 18, 1-33.

121



Heintzman, R., & Marson, B. (2005). People, service and trust: Is there a public sector
service value chain. International Review of Administrative Science, 71(4),
549-575.

Heskett, J. L., Sasser, W. E. Jr., & Schlesinger, L. A. (1997). The service profit chain:
How leading compenies link profit and growth to loyalty, satisfaction and value.
New York: Free Press.

Holden, S. H., & Fletcher, P. D. (2005). The virtual value chain and e-government
partnership: Non-monetary agreements in the IRS e-file program. International
Journal of Public Administration, 28(7&8), 643-664.

Horan, T. A., Abhichandani, T., & Rayalu, R. (2006). Assessing user satisfaction of
e-government services: Development and testing of quality-in-use satisfaction
with advanced traveler information system (ATIS). Proceedings of the 39th
Hawaii International Conference on System Science, Hawaii.

Hsu, F. M., Chen, T. Y., & Wang, S. (2009). Efficiency and satisfaction of electronic
records management systems in e-government in Taiwan. The Electronic
Library, 27(3), 461-473.

livarij, J. (2005). An empirical test of DeLone-McLean model of information systems
success. The DATA BASE for Advances in Information Systems, 36(2), 8-27.

Islam, N. (2001). Democracy and governance in Pakistan’s fragmented society.
International Journal of Public Administration, 24(12), 1335-1355.

Jansen, A., & @lnes, S. (2004). Quality assessment and benchmarking of norwegian
public websites. Proceedings of the European Conference on e-government,
16-18 June 2004, Dublin.

Janssen, D., Rotthier S., & Snijkers, K. (2004). If you measure it they will score: An
assessment of international e-government benchmarking. Information Polity,
9(3-4), 121-130.

Jarvis, C. B., MacKenzie, S. B., & Podsakoff, P. M. (2003). A critical review of
construct indicators and measurement model misspecification in marketing and
consumer research. Journal of Consumer Research, 30(2), 199-218.

Wu., J. H., & Wang, Y. M. (2006). Measuring KMS success: A respecification of the
DeLone and Mclean’s model. Information & Management, 43, 728-7309.

Jho, W. (2005). Challenges for e-governance: Protests from the civil society on the
protection of privacy in e-government in Korea. International Review of
Administrative Sciences, 71(1), 151-166.

122



Kim, T. H., Im, K. H., & Park, S. C. (2005). Intelligent measuring and improving
model for customer satisfaction level in e-government. Paper presented at the
Electronic Government: 4th International Conference, EGOV 2005,
Copenhagen. Retrived from:

http://Orz.tw/RQvLM

Klischewski, R., & Ukena, S. (2009). A4 value network analysis of automated access
to e-government services. In: Hansen, H.R., Karagiannis, D., Fill, H.-G. (eds.):
oth International Conference on Business Informatics (Part 2). Osterreichische
Computer Gesellschaft, Wien, 2009, 585-594.

Ladhari, R. (2008). Perceived service quality, perceived value and recommendation:
A study among Canadian public library users. Library Management, 29(4/5),
352-366.

Ladhari, R. (2009). A review of twenty years of SERVQUAL research. International
Journal of Quality and Service Sciences, 1(2), 172-198.

Liao, T. S., Wang, M. T., & Tserng, H. P. (2002). A framework of electronic
tendering for government procurement: A lesson learned in Taiwan. Automation
in Construction, 71, 731-742.

Loiacono, E. T., Watson, R. T., & Goodhue, D. L. (2000). WebQual: A Web Site
Quality Instrument. Massachusetts: Worcester Polytechnic Institute.

Loiacono, E. T., Watson, R. T., & Goodhue, D. L. (2002). WebQual: A measure of
website quality. 2002 Marketing educators’ conference: Marketing theory and
applications, Chicago, American.

Loiacono, E. T., Watson, R. T., & Goodhue, D. L. (2007). WebQual: An instrument
for consumer evaluation of web sites. International Journal of Electronic
Commerce, /1, 51-87.

Lyon, P. (2000). Partnership for good eGovernance in the 21st century. Australian
Journal of Public Administration, 59(3), 87-92.

McGill, T., Hobbs, V., & Klobas, J. (2003). User-developed applications and
information systems success: A test of DeLone and MclLean's model.
Information Resources Management Journal, 16(1), 24-45.

Millard, J. (2008). E-government measurement for policy makers. European Journal
of ePractice, 4, 1-14.

123



Molla, A., & Licker, P. S. (2001). E-commerce systems success: An attempt to extend
and respecify the Delong and Mclean model of IS success. Journal of Electronic
Commerce Research, 2(4), 131-141.

Montagna, J. M. (2005). A framework for the assessment and analysis of electronic
government proposals. Electronic Commerce Research and Application, 4(3),
204-2109.

Moon, M. J.,, & Norris, D. F. (2005). Does managerial orientation matter? The
adoption of reinventing government and e-government at the municipal level.
Information Systems Journal, 75(1), 43-60.

Norris, P. (1999). Critical Citizens: Global Support for Democratic Governance.
Oxford: Oxford University Press.

Nunnally, J. (1978). Psychometric methods (2nd ed.). New York: McGraw-Hill Book
Co.

Obi, T. (2007). 2007 Waseda University e-government ranking. Tokyo: The Waseda
University Institute of e-Government.

Obi, T. (2008). 2008 Waseda University e-government ranking. Tokyo: The Waseda
University Institute of e-Government.

Obi, T. (2009). 2009 Waseda University e-government ranking. Tokyo: The Waseda
University Institute of e-Government.

Obi, T. (2010). 2010 Waseda University e-government ranking. Tokyo: The Waseda
University Institute of e-Government.

OECD (2003). OECD e-Government studies: The e-government imperative. Paris:
Organisation for Economic Co-operation and Development.

OECD (2006). OECD e-Government studies: Denmark. Paris: Organisation for
Economic Co-operation and Development.

OECD (2007a). OECD e-Government studies: Hungary. Paris: Organisation for
Economic Co-operation and Development.

OECD (2007b). OECD e-Government studies: Netherlands. Paris. Organisation for
Economic Co-operation and Development.

OECD (2007c). OECD e-Government studies: Turkey. Paris: Organisation for
Economic Co-operation and Development.

OECD (2009). OECD e-Government studies: Rethinking e-Government Services.
Paris: Organisation for Economic Co-operation and Development.

124



Parasuramen, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model of
service quality and its implication for future. Journal of Marketing, 49, 41-50.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A
multiple-item scale for measuring consumer perceptions of service quality.
Journal of Retailing, 64(1), 29-40.

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

Petter, S., DeLone, W., & Mclean, E. (2008). Measuring information systems success:
Models, dimensions, measures, and interrelationships. European Journal of
Information Systems, 17(3), 236-263.

Porter, M. E., & Millar, V. E. (1985). How information gives you competitive
advantage. Harvard Business Review, 63(4), 149-161.

Rathmell, J. M. (1966). What is meant by services? Journal of Marketing,
30(October), 32-36.

Rayport, J. F., & Sviokla, J. J. (1994). Managing in the marketspace. Harvard
Business Review, 72(6), 141-150.

Rossiter, J. R. (2002). The C-OAR-SE procedure for scale development in marketing.
International Journal of Research in Marketing, 79, 305-335.

Seddon, P. B. (1997). A respecfication and extension of the DelLone and McLean
model of IS success. Information Systems Research, 8(3), 240-253.

Schellong, A. (2009). EU eGovernment Benchmarking 2010+: General remarks on
the future of benchmarking digital eovernment in the EU. Retrived from:

http://www.ig.harvard.edu/blog/netgov/papers/schellong 2009 wp eu egovern
ment benchmarking future methodology.pdf

Singla, M. L. (2002). The governance: Transforming the mational bone marrow.
Journal of Management Research, 2(3), 165-175.

Slaton, C. D., & Arthur, J. L. (2004). Public administration for a democratic society:
Instilling public trust through greater collaboration with citizens. In Matti
Malkia, Ari-Veikko Anttiroiko & Reijo Savolainen (eds.), eTransformation in
Governance: New Directions in Government and Politics (pp. 110-130).
Hershey, PA: Idea Group Publishing.

125



Sukasame, N. (2004), The development of e-service in Thai government. BU
Academic Review, 3, 8 pages. Retrieved from:

http://www.bu.ac.th/knowledgecenter/epaper/jan june2004/nittana.pdf

Tapscott, D., & Agnew, D. (1999), Governance in the digital economy. Finance &
Development, 36(4), 34-37.

Thompson, D. (1999). James Madison on Cyberdemocracy. In Elaine Kamarck &
Joseph Nye (eds), Democracy.com? Governance in a Networked World (pp.
35-42). Hollis, NH: Hollis Publishing Company.

Torres, L., Pina, V., & Acerete, B. (2006). E-governance developments in European
Union Cities: Reshaping government’s relationship with citizens. Governance,
19(2), 277-302.

United Nations. (2002). Benchmarking E-government: A Global Perspective. New
York: United Nations.

United Nations. (2003). United Nations e-Government Survey 2003. New York:
United Nations.

United Nations. (2008). United Nations e-Government Survey 2008: From
e-Government to Connected Governance. New York: United Nations.

United Nations. (2009). United Nations e-Government Survey 2009: Getting to the
Next Level. New York: United Nations.

UNESCAP (2004) . What is good governance? Retrieved from:

http://www.unescap.org/huset/gg/governance

Vaidya, K. (2007). Applying the DeLone and McLean information success model to
measure public e-procurement success. Paper presented at the CollECTeR 2007:
Melbourne Australia.

Van Ryzin, G. G., Muzzio, D., Immerwahr, S., Gulick, L., & Martinez, E. (2004).
Drivers and consequences of citizen satisfaction: An application of the American
customer satisfactionindex model to New York City. Public Administration
Review, 64(3), 331-341.

Venkatesh, V., & Davis, F. D. (2000). A theoretical extension of the thenology
acceptance model: Four longitudinal field studies. Management Science, 46(2),
186-204.

126



Wang, Y. S., & Liao, Y. W. (2008). Assessing e-government systems success: A
validation of the DeLone and McLean model of information systems success.
Government Information Quarterly, 25, 717-733.

Wassenaar, A. (2000). E-government value chain models: E-government from a
business (modeling) perspective. In Tjoa, A. M., Wagner, R.R., & Al-Zobaidie,
A. (Eds.), Proceedings of the 11th International Workshop on Database and
Expert Systems Applications. (pp.289-293). Washington: IEEE Computer
Society.

Wauters, P. (2006). Benchmarking e-government policy within the e-Europe
programme. Asilib Proceeding, 58(5), 389-403.

Welch, E. W., & Moon, M. J. (2005). Linking citizen satisfaction with e-government
and trust in government. Journal of Public Administration Research and
Theory, 15(3), 371-391.

West, D. M. (2008). Improving technology utilization in electronic government
around the world. Brookings: Governance Studies.

World Bank (1992). Governance and development. Washington, D.C.: The World
Bank.

World Bank (2007). Worldwide governance indicator. Retrieved from:

http://info.worldbank.org/governance/wqi2007/

World Economic Forum (2008). The global gnformation technology report
2007-2008. Geneva: World Economic Forum and INSEAD.

World Economic Forum (2009). The global gnformation technology report
2008-2009. Geneva: World Economic Forum and INSEAD.

World Economic Forum (2010). The global gnformation technology report
2009-2010. Geneva: World Economic Forum and INSEAD.

Wolfinbarger, M. & Gilly, M. C. (2003). eTailQ: Dimensionalizing, measuring and
predicting e-tail quality. Journal of Retailing, 79(3), 183-198.

Yoo, B., & Donthu, N. (2001). Developing a scale to measure the perceived quality of
an internet shopping site (SITEQUAL). Quarterly Journal of Electronic
Commerce, 2(1), 31-47.

Zeithaml, V. A., Parasuraman, A., & Malhotra, A. (2002). Service quality delivery
through web sites: A critical review of extant knowledge. Academy of
Marketing Science, 30(4), 362-375.

127



Zmud, R. W. (1979). Individual differences and MIS success: A review of the
empirical literature. Management Science, 25(10), 966-979

128



129



'ﬁ'ﬁ'ﬁ’?""

TR LANG

& 4%

APIRge B T3 0m2Eyd e  Fy B Pod FRBRFAETFES
AR Lo iR R P A -B M TR IR BEER
SR AREFYL TR AP DR GRET L 0T LA REGERIE DS o

BRA2F 27 EBNTF ALY TLHEMA2ZY > 2 7 BAR LS TR
iR FOTC L | Aot TR RAL 0 4 e A PR o

RBEAIEZFE - 2T T3 R PELF > LEEF 2255 8P > T
FAL 'miﬁ’"*’emallxpfn\,y (FPEEFFEN) AR L LAEABREENTT
_'r!’ll’?tp.ﬁ*’"ﬁ‘%}i‘"—.ﬁ}?‘?\#dv;% gER S FRAETHFREL2ZE 3 2 pRAz e

%38 % F (fEIE ¢ 45Eeepc< # F %% ~ iPod nano ~ > 74T 17 £ 2007~ 4% ) ¢ & 7
Ha-o# g 3052y ¢ e F Chttp://www.tegq.org.tw ) e pF € 11 3 3 212 3 fr

P
K o
N

Bofd o FRAR S MR 3 T AR
Mapop~ BT 3 el F4LE Bk
gt ERE LS
DR (S

WEA 2 AR S
IR 3 1 0939-706170
(02)29393091# 51141

45 : 96256030@nccu.edu.tw
PER R, L ANE AN

130



A APRRFRERT AP TIEM (TR AR gk

P

1. 3R EISETIMB ARSI AEE?
Ll g a g ks
[ AE A2 R 218 5 5
IENERY/ R R« S

2. LESEEA f kL - A AR -
(2 rd O2rd OFE Ord 4L Led

Ioacd
@

3. HREEE ) eFEAAEEAAMTR?
O3 Oz ;RS we?

4 G E- BEWANG S OERRY AR
(13 i | pe™ [J4~6 @] p5  [I7 @] pFre

5. [E*if- & T EE A GASTREIEAE T (BHUcEIRTE S T A
390 AR B R A 2
O, % 0O%

6. [Eif- BEYP > LI ERIABETR(GI-EAEFMM TR 2)?
O = (Fg74) [JF (s 840)

‘P» f‘ﬂ

7. K 6L GLRALPVEEFTA?

o

8. LT: AT - B 2 P\ ’ K?‘ F#‘;ﬂ-l }?;1"%? -ﬂl]@z-ﬂ % :@FRZYZ‘(IJI 'QFAF]’%’"EF‘
& __ = [J%

9. Bif- BAEHP > AT Lk BT O LR Y G ?
&, = [O%

10. F1 5 pcfp 4 dai7 > @
2¥2kE 2R ¥ OrF [2%F HEIZL

131



B. AP ERFHEHTT I HRERT g -

AP

~¢%%{,D%@ C#a [l & [Ot#

]
=
P
]
a

e

4
v
Yiis

~:.

12 \',,uﬁrﬂ/’t}ﬂ‘ '+=}‘7|=?-§-3F‘-m§£m ;7‘5%% ‘?
(224235 [razs ¥ [Jzs [122% 3% [&

s
e

13. f, = ‘F:ﬁ(ﬂ—l Ei'ﬁﬁ ""]433‘,, R L ;—?;7 ‘,—;- *{9
ClA% 258 258 UgE i 45 e
(e * 5% (% % 184%)

&
@

14. (53053 AR HRE B 2804 S 57 5 3 R 2
2f253 0233 OFa O O2432 D
i * o5

M
@

15. C.F.\.L%-\‘F#i‘fg—i E’if\?ﬂtl & 4_3;3571;}:51 ?Z 2; @9
ke (e Oa Ok D24%3 Dad
(i * 55

IoacY
@

16. G EARPEZ BF SRR BanF (do 2 5P ) 374 % 5 7 f2 ¢
¥ 2% E [O2 %4 [OFE [k ¥ 5 : [Jail
(i * &%

1Tgﬁbﬁ&ﬁlﬁ*ﬂﬁﬂhﬁﬁm\%(%é*@ﬁ)&%Lm?
& @ * 5%

18. B i P HRZGHFEIRT I LR ?
e A A I D%W L% % ¥ F e Ori
[l * o5 (%% 2148)

19 GREE R ERBTHAFE IR TR EDT N (I P 1P ) 3355027
¥ r s [ s [O%E s 2% 7F [Dai
R -~

20 BiRAERPERTHFBIRBEDOT R (4o * 0P ) 357 35Em 9
Y A (73w [(JEH [#Fw 2¥FEm [JEIL L
IE-R -~

21, & j it FER B TR 2 PR FEREOL o

A¥2ki [(I2kE [JFd [IFE L
ﬂ-ﬁiéwfﬂJﬁﬂgFﬁ@ﬁw%’ﬁﬁéﬁﬁﬁar<ﬁd BT TS

) P EERE

A¥ird [(Ard Ofd (Ord OA4FL O&LE

L]
j\/, «u\f '»Z'%i% llpéé\ ’jng‘ F[ ‘f__m_{t ;?:
A¥2rd O2ki OfFd O O2F R DR 2

23.

132




23a i@ * T AT 4 S N AR ARRIFEL o

2423 rki OFua Ok i E R S SE -
23b R E R ERET AT XA HHIRIAE ST 2o
22 d 2 FRE O¥FE el E R S SE -

24, B3GR T ARMER LR L LT B H 4 B3 AR A D

C. BT % APERHFHEHTT HEAALR -

P

25 #3t A s etk ok g (Dldc RF B RBEAX Q&A) EE 2
PSR R IRAR R 0 BT AR ?
2y 2md [72aid O¥FE [Osi 2yail ain
i ¢ * 5%
26§@ﬁ€’E{E%iﬁ&%ﬁ%ﬁﬁﬁﬁﬁgﬂﬁéﬁ%?
¥ rmE [ we FE [Osi [Lt¥s - 2
(i * 55k
27. XA 3 0 S F A LI AR AR R R R Ale ke ?
2¥2rmE [12Aay LFE sk AEmEL el
& & * 5%
28. FREA T 0 BEAZEBRAF TR DR bR HHEA AT
2y 2md 2aeid OFE sk AEREL [JEZ A
(@ * 5%
20. BRI 2 0 BEATARIL A LAATRIETIRIE?
A¥rmE [rad D¥FE e %8 [Jeii

30.

WAF R F AR RE
¥ 2mL 2 ai

\.K?’/%&(P

(¥ IR E

IES A

3L F o PR TR AE T ity B2 7

Dﬁ = Il Dﬁ 1:,\}%\1,:,\, \:I‘l é}’*! oo ‘:‘ g\;":l/ = ‘:"\‘:J\;E'J’J‘:a\;
32. F P Mg AR R B kAT é%“ ?

(@™ [ 5w [Jead2 [ N [
3. F PR KT R RT R Hjéﬁs\« ?

Dw‘bs\,u“r (3 2 Fe s [Jesadas ]2~ a5+
4. FRa 3 0 BHIFT FHREE AT TRt 22K 7

133




D. 7Tk APERFRET S HAH L F AL DB -

AP

35, A HMEF P T RS AL EAFIFE AL B o

2420 d [2rd O¥E ORI ¥ FL LRI
36. & % ,ui;% SPFLRREE ﬁ}ﬁ-mpgz; o
2¥2kL 2k EL UFE R I ¥R EL a2

37. F 2 PALEREAER % A K AUTHR B SURAE o
A¥2kd [2RE ¥ Ord [¥RL el

Afird Okt Of2 Ord O2FRL

Fal
[]
g
i
o

30, A AT MO FTAA AR
akrrd rkid OF2 Ot D2 rd Jadn

40. A A AT E AR A S A (BlarE 24 Bk E )
2¥ 2 ke [P FE OFE I [22%FI Jai it

41, & kT E MR A o
2¥ird Dard Ofe Ord O24rd Orin

42. A AT HE AR 2 A o

46.

|5

Ay O2kd OfE Ori O2FFL O

43 4 i T vE SETCAE R BB A -

(%2 kd O2RE OFE R [¥FL Oail
A F 27 50 R T K AR AR A B AE R KD

Clee# s [ (g

L ’?%"éuﬂq_ HE K I
%.$\~a Y I,

HESS: SEN S Dgﬁ

[1% > seem L1224 & 0 snp

T2

Pﬁllé?*j‘\ ‘(/u“rgp}‘ﬁ:}]% ?;%iikgﬁmr—si
Clzed s O [
0% o iwp_ Ak B o Em

(defFatebis) ?

A S R HEE - ey
223 2k O O O2¥rIL HEaiR

48. & 5 G BT R o 7 EaRnARE L o

Fals
[]
g
o
o

Aard O2rd DL Ord D24k
49, = H?"#‘)%i” ‘(’]#ﬁeﬁi K3 &pl—h‘g‘ \‘; 7 E ,;"E AR ’ﬁ %
2¥2rpd 2k E O¥FE i [O¥FRi

=
[]

N
=
=

134




AP

50_ LL%&JJ'&T’J ) ‘% \' _ﬁ_@ﬂ\ 3% _,L,\'—‘ ivi i 5 % /ﬁ , J{};‘—]—ﬂfg—‘ o
2¥2rpd [2FEL OFE ki 2 REL ei
51. A kA B § 2 P {HW R MAIR G TR -
22 rpd [2rk& O¥%E Ord [4rid Hai
52. A} B F O P HA M aoENL TR -
A¥2RE 2RI OFE FI %R Hai
E. 28 BHFREFTOFFTRMCEBRZE % il FHAR AT AR UM P -
AZ P
53. i F &7 BT AR ¥
T Opr OfFw DEkas Oes O D
O s D Ok OuE  Ofp Ded Oedc
Oades g2 Ofe GFE®)
b GFRFIPXEI S 508

[]1#3510& [] 11# 3]20& [ ] 21#3|30& [ ] 31#& 1w}

& ¥ 7 %! (Enterprise resource planning) -
T @Ak (E- commerce) s Bl e

55. f 2 7 “t bR 5
v (0% 28 e 28 k38 [J# & o gham
56. % 2 7 7 ~4F =
57. F 2@ p it Rt e <
B8. F 27 mF NI ?
(I3 - Az SEINE
59.‘%\ ﬁ'l,é?*—i{"m'l Tl o] ?
EEE Dﬁ&“mdv[}l$“ S I T PR PN TR
60. F 2 7 £ 7 @& * T AATnl iR R

L5 24140 B % si(Resource Planning) » i]4e :

7 7395 £ (Business Intelligence)

#c l:ﬂ(%(dlglt recelpts) "PEE? 2 (Instant Messaging)
[JH & > e 3pivd i ‘.,U(Llnux) . KR E-279 %
i :
6L F 2 ¢ PN FREERELT B 0
¥ aap® DR DFE [WF DAvH
62. § P RBRREPELAE L 27 I F?
A¥ R DR DOgaE DR D8R

135



63. F 27 SR 50 ot bowc R RS ES B RE kB ?

O an™ Oassesd Jeddxs Oxdpsrd Jrdpts
64. F 27 < PEF 50 o bl ehrT Ak BE  eRs R AR R

s & 6 &5z & Dm:,w A [Jr # ] ~a [JrF-La
65. F 2@ A G § 0 ot blehrc iRk S B R R KRR 7

(@ s T™ []& *23e & Dm:&t' & [ aF A [(JaapL R
66. HiE T F HEE R > bF 7 FBRR AT 4

s 2T [Oadfed Jeaisd [Jr 33 ~3 [Jr35L
67. BET F HFHEEHRAERETREF > B D ”Ez}‘-ﬁ%—,ﬁ f_gg;b )

(s s~ [Oassed [Jesi [ SN PN e

SR TS AR AR BT c B Rt TR
B2t %01 150 5 N3 2 F Ao 2 F N I ALBET P R

T REE G and ‘,Er(é’:}iEeepc—‘—i&ﬁFe%\iPodnano\’i?g{

fode B GIGE T L0 2 e-mail > ] AE P LS

( http://www.teg.org.tw ) »
FIT 200~ 48 5 ) o F IR 5
AT BT EFHE B P

Li_l-
-2

© *#PRIFSd  EHEHZER ¥

136



