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0DUDNQ\D� EHODQMD� RQOLQH PHODOXL� H�FRPPHUFH PHPEXDW� DGDQ\D� SHUVDLQJDQ� SDVDU� EDUX� SDGD�
LQGXVWUL�H�FRPPHUFH��EDQ\DN�SHUXVDKDDQ�GL� LQGXVWUL�H�FRPPHUFH EHUXSD\D�PHPEHULNDQ� WHUEDLN�
NHSDGD�NRQVXPHQQ\D�XQWXN�PHPHQXKL�NHEXWXKDQ�NRQVXPHQ�\DQJ�EHUDQHND�UDJDP�GHQJDQ�FDUD�
PHQDZDUNDQ� EHUEDJDL� PDFDP� SURPRVL� SHQMXDODQ� GDQ�PHQLQJNDWNDQ� NXDOLWDV� ZHEVLWH� 'HQJDQ�
PHPHQXKL�NHEXWXKDQ�NRQVXPHQ�KLQJJD�PHQLPEXONDQ�UDVD�SXDV�NRQVXPHQ�\DQJ�GLSHUROHK�GDUL�
KDVLO� SHQJDODPDQ� EHUEHODQMD� GL� H�FRPPHUFH WHUWHQWX� GDSDW� PHPEHULNDQ� NHXQWXQJDQ� EDJL�
SHUXVDKDDQ�H�FRPPHUFH WHUVHEXW�GDODP�PHQLQJNDWNDQ�SDQJVD�SDVDU�GDQ�SURILWDELOLWDV��3HQHOLWLDQ�
LQL� PHPEDKDV� PHQJHQDL� SHQJDUXK SURPRVL� SHQMXDODQ�� NXDOLWDV� VLVWHP�� NXDOLWDV� LQIRUPDVL� GDQ�
NXDOLWDV� OD\DQDQ� WHUKDGDS�NHSXDVDQ�NRQVXPHQ�GDODP� LQWHQVL� SHPEHOLDQ�NHPEDOL��3HQHOLWLDQ� LQL�
PHQJJXQDNDQ�PHWRGH�NXDQWLWDWLI�GHQJDQ�WLSH�SHQHOLWLDQ�NDXVDO�GDQ�EHUGDVDUNDQ�ZDNWX�SHQHOLWLDQ�
PHQJJXQDNDQ� FURVV� VHFWLRQDO�� 5HVSRQGHQ� \DQJ� WHUNXPSXO� GDODP� SHQHOLWLDQ� LQL� EHUMXPODK� ����
RUDQJ�GHQJDQ�PHQJJXQDNDQ� WHNQLN�SXUSRVLYH� VDPSOLQJ�� GLPDQD� VDPSOH� VXGDK�GLWHQWXNDQ�ROHK�
SHQHOLWL��\DLWX�NRQVXPHQ�H�FRPPHUFH�\DQJ�VXGDK�SHUQDK�PHODNXNDQ�SHPEHOLDQ�PLQLPDO�VDWX�NDOL�
GDODP� NXUXQ�ZDNWX� WLJD� EXODQ� WHUDNKLU� �$SULO� ± -XQL� ������ \DQJ�PHUXSDNDQ� JHQHUDVL�PLOHQLDO
GHQJDQ�NLVDUDQ�XVLD�������WDKXQ�GDQ�EHUGRPLVLOL�GL�-$%2'(7$%(.��-DNDUWD��%RJRU��7DQJHUDQJ��
%HNDVL��� 'DWD� GLDQDOLVLV� PHQJJXQDNDQ� UHJUHVL� OLQLHU� EHUJDQGD� GDQ� UHJUHVL� OLQLHU� VHGHUKDQD��
GLNHWDKXL�SHUVDPDDQ�UHJUHVL�OLQLHU�EHUJDQGD�DGDODK�<� �������������������������������������� GDQ�
SHUVDPDDQ�UHJUHVL�OLQLHU�VHGHUKDQD�DGDODK <� ��������������� +DVLO�GDUL�SHQHOLWLDQ�LQL��GLNHWDKXL�
EDKZD� PDVLQJ� PDVLQJ� YDULDEHO� NXDOLWDV� VLVWHP�� NXDOLWDV� LQIRUPDVL� GDQ� NXDOLWDV� OD\DQDQ�
EHUSHQJDUXK� VLJQLILNDQ� WHUKDGDS� YDULDEHO� NHSXDVDQ� NRQVXPHQ�� $GDSXQ� YDULDEHO� \DQJ� SDOLQJ�
PHQGRPLQDVL�SHQJDUXK�VLJQLILNDQ�WHUKDGDS�YDULDEHO�NHSXDVDQ�NRQVXPHQ�DGDODK�YDULDEHO�NXDOLWDV�
OD\DQDQ�� VHGDQJNDQ�SURPRVL�SHQMXDODQ�PHPLOLNL�SHQJDUXK� VLJQLILNDQ�SDOLQJ� UHQGDK��.HPXGLDQ�
NHSXDVDQ� NRQVXPHQ�� VHEDJDL� YDULDEHO� WHUKDGDS� YDULDEHO� LQWHQVL� SHPEHOLDQ� NHPEDOL� PHPLOLNL�
SHQJDUXK�VLJQLILNDQ�FXNXS�EHVDU�VHEHVDU�������MLND�GLEDQGLQJNDQ�GHQJDQ�YDULDEHO�ODLQ�\DQJ�WLGDN�
GLWHOLWL�

.DWD� NXQFL� �� H�FRPPHUFH�� SURPRVL� SHQMXDODQ�� NXDOLWDV� ZHEVLWH�� NHSXDVDQ� NRQVXPHQ�� LQWHQVL�
SHPEHOLDQ�NHPEDOL�
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7KH� JURZWK� RI� VKRSSLQJ� YLD� H�FRPPHUFH KDV� EHFRPH� WKH� QHZ� PDUNHW� FRPSHWLWLRQ� LQ� RQOLQH�
LQGXVWU\�� � � 0DQ\� H�FRPPHUFH SODWIRUPV� HQGHDYRXU� WR� GHOLYHU� WKH� EHVW� H[SHULHQFHV� IRU� WKHLU�
FXVWRPHUV��IRU�H[DPSOH�E\�RIIHULQJ�SURPRWLRQ�DQG�LPSURYLQJ�WKH�TXDOLW\�RI�WKHLU�ZHEVLWH�DQG�DV�
PXFK�DLPLQJ� WR� IXOILO�D�YDULHW\�RI�FRQVXPHUV¶�SUHIHUHQFFV� WKDW�FDQ�DFKLYH�VHQVH�RI�VDWLVIDFWLRQ�
REWDLQHG�IURP�FHUWDLQ�H�FRPPHUFH�SXUFKDVHV�JLYH�EHQHILW�H�FRPPHUFH�FRPSDQLHV�WR�LQFUHDVH�WKH�
PDUNHW� VKDUH� DQG SURILWDELOLW\�� 7KH� SXUSRVH� RI� WKLV� VWXG\� ZDV� GHWHWHUPLQH� WKH� HIIHFW� RI� VDOHV�
SURPRWLRQ�� V\VWHP� TXDOLW\�� LQIRUPDWLRQ� TXDOLW\� DQG� VHUYLFH� TXDOLW\� RQ� FXVWRPHU� VDWLVIDFWLRQ�
VXEVHTXHQWO\�UH�SXUFKDVH�LQWHQWLRQ�LQ�&�&�H�FRPPHUFH��7KLV�UHVHDUFK�XVHV NKDXVDO�TXDQWLW\�DQG�
FURVV�VHFWLRQDO�EDVHG�RQ�UHVHDUFK�WLPH������UHVSRQGHQWV�FROOHFWHG�E\�SXUSRVLYH�WHKQLF�VDPSOLQJ��
ZKLFK�WKH�VDPSOH�KDV�EHHQ�GHWHUPLQGHG�E\�UHVHDUFKHU��L�H��H�FRPPHUFH�FRQVXPHUV�ZKR�SXUFKDVHG�
DW�OHDVW�RQFH�LQ�WKH�SDVW�WKUHH�PRQWKV��$SULO�-XQH��������PLOOHQLDOV�JHQHUDWLRQ�LQ�WKH�UDQJH�������
\HDUV� ROG� DQG� GRPLFLOHG� LQ� -$%2'(7$%(.� �-DNDUWD� %RJRU�� 'HSRN�� %HNDVL��� 7KH� GDWD� ZDV�
DQLOLVHG� PXOWLSOH� OLQHDU� UHJUHVVLRQ� DQG� VLPSOH� OLQHDU� UHJUHVVLRQ�� 7KH� UHVXOW� RI� PLOLWSOH� OLQHDU�
UHJUHVVLRQ�HTXDWLRQ�LV�<� ���������������������������������������DQG�WKH�UHVXOW�RI�VLPSOH�OLQHDU�
UHJUHVVLRQ�HTXDWLRQ�LV�<� ��������������� 7KHU�UHVXOWV�RI�WKLV�VWXG\�DUH�HDFK�YDULDEOH��L�H��VDOHV�
SURPRWLRQ��TXDOLW\�V\VWHP��TXDOLW\�LQIRUPDWLRQ�DQG�TXDOLW\�VHUYLFH�WKDW�KDYH�VLJQLILFDQW\�LQIOXHQFH�
RQ�WKH�YDULDEOH�FXVWRPHU�VDWLVIDFWLRQ��%DVHG�RQ�FRHIILFLHQW�RI�GHWHUPLQDWLRQ��WKH�UHVXOW�VKRZV�WKDW�
RYHUDO� LQGHSHQGHQW� YDULDEHOV� WKDW� KDYH� VLJQLILFDQWO\� LQIOXHQFH� WR� WKH� FXVWRPHU� VDWLVIDFWLRQ� E\�
�������7KH�KLJHVW�VLJQLILFDQW�LQIOXHQFH�LV�TXDOLW\�VHUYLFH�DQG�WKH�ORZHVW�VLJQLILFDQW�LQIOXHQFH�LV�
VDOHV�SURPRWLRQ��7KHQ�FRQVXPHU�VDWLVIDFWLRQ��DV�DQ�LQGHSHQGHQW�YDULDEOH�RQ�WKH�GHSHQGHQW�YDULDEOH�
UHSXUFKDVH�LQWHQWLRQ�KDV� D�VLJQLILFDQW�LQIOXHQFH�RI�������ZKHQ�FRPSDUHG�ZLWK�RWKHU�YDULDEOHV�QRW�
H[DPLQHG�

.H\ZRUGV�� H�FRPPHUFH�� VDOHV� SURPRWLRQ�� ZHEVLWH� TXDOLW\�� FXVWRPHU� VDWLVIDFWLRQ�� UH�SXUFKDVH�
LQWHQWLRQ�


