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Abstract

As the internet environment mature, the Online auction, a C2C
e-commerce model, grows rapidly and becomes more and more popular.
Recently, the viewpoint that service quality is very important for information
system service and e-commerce is emphasized by research people. Besides,
most researchers also supposed that service quality influences customer’s
satisfaction, and further influence customer purchase behaviors. Based above,
this research constructed a new measurement model of the service quality
model for on-line auction based on SERVQUAL model (Parasuraman et al.,
1988 ), named OLA-SERVQUAL. The study also utilized SEM to validate the
new model and compare with IS-SERVQUAL (Kettinger et al., 1994) and
EC-SERVQUAL (Wang et al., 2003). The result revealed that the new model
developed by the study is superior to IS-SERVQUAL (Kettinger et al., 1994 )
and EC-SERVQUAL (Wang et al., 2003). In addition, the “tangibles”
dimension from IS-SERVQUAL or EC-SERVQUAL in measuring service
quality about information system or e-commerce, is always considered to
ignore because of less contribution. However, the study find that the
“tangibles” dimension still offers great contribution and should be reserved in
measurements. Finally, the managers can use this new model to improve
service quality in order to enforce the firm’s competitiveness.

Keywords: Online Auction, Service Quality, Measurement Model
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