
摘要 

隨著科技的進步，行動生活已是年輕世代的生活型態，為了要提供一

個良好的發展環境，近年來台灣積極地在推動行動支付，讓民眾享受行動

支付所帶來的便利性，也是讓台灣可以邁向數位經濟及無現金社會的重要

里程。 

新型冠狀病毒於 2020年迅速擴散至全球，導致我們的食衣住行等生活

型態逐漸轉向線上化及遠距化，卻也將帶動了零接觸經濟及宅經濟的發展。 

根據資策會產業情報研究所（MIC）調查，於 2020年上半年，在新型

冠狀病毒疫情嚴峻的期間，消費者使用行動支付的頻率增加了 42.2%。2020

年下半年，行動支付的使用頻率第一次超越了電子票證。且根據 LINE 官

方網站(2021)指出，LINE Pay 的用戶數達 1000 萬人，累計全台已有超過

34萬處的支付據點。 

因此，本研究以 LINE Pay為例，結合 Oliver (1980)提出的期望確認理

論，以及 Bhattacherjee (2001b)修正後的接受後持續使用模式，並加上信任

之變數，來探討影響消費者在疫情爆發期間，是否對使用 LINE Pay 的期

望產生影響，以及消費者使用後感到滿意之因素，進而影響持續使用意圖，

並對 LINE Pay平台提出改善建議。 

本研究採用便利抽樣法進行問卷調查，以發放網路問卷，研究對象為

有在使用 LINE Pay的消費者。採用 SPSS 22及 AMOS 22統計軟體做為資

料分析工具，並利用結構方程模式進行假設驗證。研究結果發現性別、年

齡、職業、每月收入、教育程度、使用金額及使用頻率對模型的部分構面

均具有正向影響；期望及信任對確認程度、確認程度及知覺有用性對滿意

度、滿意度及知覺有用性對持續使用意圖之間皆具有正向影響；「確認程

度」、「知覺有用性」及「滿意度」部分具有多重中介效果。 
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Abstract 

With the advancement of technology, mobile living has become the lifestyle 

of the young generation. In order to provide a good development environment, 

Taiwan has been actively promoting mobile payment in recent years, so that 

people can enjoy the convenience brought by mobile payment. It is also an 

important milestone for Taiwan to move towards a digital economy and a 

cashless society. 

The rapid spread of the COVID-19 to the world in 2020 had caused our 

lifestyle to become online and remote, but it will also drive the development of 

the zero-touch economy and the stay-at-home economy. 

According to the MIC survey, in the first half of 2020, during the severe 

epidemic period, the frequency of consumers using mobile payment increased 

by 42.2%. In the second half of 2020, the frequency of mobile payments for the 

first time had surpassed e-tickets. According to the LINE official website (2021), 

the number of LINE Pay users has reached 10 million, and there are more than 

340,000 payment locations in Taiwan. 

Therefore, our research would use a case study of LINE Pay that combines 

the ECT proposed by Oliver (1980), and Bhattacherjee (2001b)'s A-Post 

Acceptance Model of IS Continuance. The variable of trust will be considered to 

explore the impact of consumers of the epidemic during the period, whether it 

has an impact on the expectation of using LINE Pay, and the factors that 

consumers are satisfied with after using it, which will affect the continued use 

intention, and put forward suggestions for improvement of the LINE Pay 

platform. 

This study uses the convenience sampling method to conduct a 

questionnaire survey to distribute online questionnaires, and the research objects 

are consumers who are using LINE Pay. The statistical softwares of SPSS 22 and 

AMOS 22 were used as data analysis tools, and the structural equation modeling 

was used for hypothesis verification. The results of the study found that gender, 

age, occupation, monthly income, education level, usage amount and usage 

frequency all had significantly positive effects on some aspects of the model. 

Expectation and Trust had also a positive impact on the degree of confirmation. 

The degree of Confirmation and Perceived Usefulness had significantly positive 

effects on Satisfaction, Satisfaction and Perceived Usefulness both have 

significantly positive effects on Continuance Intention. Finally, the components 

of “Confirmation”, “Perceived Usefulness” and “Satisfaction” have multiple 

mediating effects.  
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