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Abstract

Expectation Confirmation Model (ECM) is proposed in 2001 by Bhattacherjee, found out
the importance of user adoption continued use of the information system. In the past, few
scholars further discussed and studied for the confirmation construct of ECM. From the
literature review, this study found that the definition of the confirmation is similar with service
quality. This study properly use SERVQUAL which is proposed by Parasuraman et al. and
Brady and Cronin propose hierarchical and multi-dimensional model to measure service quality
infrastructure in two different methods. Therefore, this study will further investigate, compare
and integrate the confirmation and service quality based on ECM architecture.
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Expectation
(ty)

Repurchase
intention (t,)

Satisfaction

(t))

Confirmation

(t,)

Perceived
performance

(t)

Note: t, = pre-consumption variable; t, = post-consumption variable

7k % & : Anderson and Sullivan (1993)
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Confirmation Items

C1 My experience with using OBD was better than what | expected




C2 The service level provided by OBD was better than what | expected.

C3 Overall, most of my expectations from using OBD were confirmed.

7ok kiR - Bhattacherjee (2001b)
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