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Abstract

$�FRQFHSWXDO�PRGHO�LV�SURSRVHG�WKDW�H[DPLQHV�WKH�SRWHQWLDO�LQÀXHQFH�RI�DQ�RQOLQH�
FDVLQR¶V�DWPRVSKHULF�FXHV�DQG�IXQFWLRQDO�TXDOLWLHV�RQ�FRQVXPHU�EHKDYLRUDO�UHVSRQVH��
$�VWLPXOXV�RUJDQLVP�UHVSRQVH��6�2�5��PRGHO��RIWHQ�XVHG�WR�IUDPH�RWKHU�VHUYLFHVFDSH�
UHVHDUFK��LV�DGDSWHG�DV�WKH�EDVLV�RI�WKH�WKHRU\�WKDW�WKH�RQOLQH�FDVLQR�HQYLURQPHQW�ZLOO�
LQÀXHQFH�WKH�RUJDQLVPLF�HIIHFWV�RI�FRJQLWLYH�DQG�DIIHFWLYH�VWDWHV��ZKLFK�LQ�WXUQ�LQÀXHQFH�
JDPEOHUV¶�DSSURDFK�RU�DYRLGDQFH�EHKDYLRUDO�LQWHQWLRQV��7KHRUL]HG�HOHPHQWV�RI�WKH�YLUWXDO�
VWLPXOXV�LQFOXGH�KLJK�DQG�ORZ�WDVN�UHOHYDQW�FXHV��¿QDQFLDO�WUXVW��DQG�JDPEOLQJ�YDOXH��
3HUVRQDO�DQG�VLWXDWLRQDO�IDFWRUV��DV�ZHOO�DV�GHPRJUDSKLF�FKDUDFWHULVWLFV��DUH�SURSRVHG�
WR�PRGHUDWH�WKH�UHODWLRQVKLS�EHWZHHQ�WKH�VHUYLFHVFDSH�DQG�RUJDQLVPLF�UHVSRQVHV��
3URSRVLWLRQV�DQG�UHVHDUFK�LPSOLFDWLRQV�DUH�SUHVHQWHG�

Keywords: RQOLQH�FDVLQR��JDPEOLQJ��L*DPLQJ��DWPRVSKHULFV��VHUYLFHVFDSH��WKHRUHWLFDO�
model

Introduction

6LQFH�RQOLQH�JDPEOLQJ�¿UVW�DUULYHG�LQ�����1��LW�KDV�JURZQ�H[SRQHQWLDOO\�DV�D�OHLVXUH�
DFWLYLW\�DURXQG�WKH�ZRUOG��-XVW�DV�WKH�,QWHUQHW�KDV�SHUPHDWHG�WKH�OLYHV�RI�VR�PDQ\�LQ�
WKH�SDVW�GHFDGH�DQG�D�KDOI��,QWHUQHW�JDPEOLQJ�KDV�OLNHZLVH�JURZQ��)URP�MXVW����RQOLQH�
JDPEOLQJ�VLWHV�LQ�������WKHUH�DUH�QRZ�DSSUR[LPDWHO\�������RQOLQH�JDPEOLQJ�VLWHV�LQ�
H[LVWHQFH��JHQHUDWLQJ�DQ�HVWLPDWHG�����ELOOLRQ�ZRUOGZLGH��D�QXPEHU�WKDW�FRQWLQXHV�WR�
JURZ�H[SRQHQWLDOO\��+��*DPEOLQJ�&DSLWDO�	�2GRER��������6WHZDUW���������2QOLQH�
JDPEOLQJ�LV�QRZ�DYDLODEOH�UHPRWHO\�WKURXJK�WKH�,QWHUQHW��LQWHUDFWLYH�WHOHYLVLRQ��DQG�
,QWHUQHW�FDSDEOH�PRELOH�SKRQHV���LW�LV�TXLWH�OLWHUDOO\�LQ�WKH�SDOP�RI�RQH¶V�KDQG��,W�LV�
QR�VXUSULVH��WKHQ��WKDW�WKH�,QWHUQHW�KDV�EHFRPH�WKH�VXEMHFW�RI�DWWHQWLRQ�DV�WKH�IXWXUH�
RI�JDPEOLQJ�PHGLD��2SHUDWRUV�YLHZ�WKLV�RQOLQH�SODWIRUP�DV�DQ�DGYDQWDJHRXV�ZD\�RI�
FRQGXFWLQJ�EXVLQHVV��ZKLOH�JDPEOHUV��WRR��FRQVLGHU�RQOLQH�FDVLQRV�WR�EH�DQ�DWWUDFWLYH�
RSWLRQ��*DPEOLQJ�RQOLQH�DOORZV�IRU�FRQVXPSWLRQ�IURP�RQH¶V�RZQ�KRPH��D�WHPSRUDO�
DQG�VSDWLDO�FRQYHQLHQFH��7KH�RQOLQH�PHGLXP�DOVR�DOORZV�IRU�ERWK�YDOXH��TXLFN�SULFH�
FRPSDULVRQ�RQ�VSRUWV�EHWWLQJ�RGGV��SRNHU�UDNH��EODFNMDFN�SD\RXWV��HWF���DQG�KHGRQLF�
FRQVXPSWLRQ�SRVVLELOLWLHV��(URJOX��0DFKOHLW��	�'DYLV���������$V�WKH�HFRQRP\�KDV�
VXIIHUHG��FRQVXPHUV¶�LQWHUHVW�LQ�OHLVXUH�VSHQG�KDV�GHFOLQHG��VR�RSHUDWRUV¶�DELOLW\�WR�DWWUDFW�
FRQVXPHUV�ZLWKRXW�WKH�QHHG�IRU�WUDYHO�H[SHQVHV�KDV�EHFRPH�D�GLVWLQFW�DGYDQWDJH�

'HVSLWH�WKLV��WKHUH�LV�D�GLVWLQFW�ODFN�RI�UHVHDUFK�IRFXVLQJ�RQ�WKH�XVHU�H[SHULHQFH�
ZLWKLQ�WKH�H�VHUYLFHVFDSH�RI�RQOLQH�JDPEOLQJ�ZHEVLWHV��,W�LV�ZRUWKZKLOH��WKHUHIRUH��
WR�DVVHVV�WKH�YDOXH�RI�WKH�RQOLQH�JDPEOLQJ�HQYLURQPHQW�LQ�GHWHUPLQLQJ�JDPEOHUV¶�
VDWLVIDFWLRQ��7KLV�FRQFHSWXDO�SDSHU�FRQWULEXWHV�WR�WKH�H[WDQW�OLWHUDWXUH�E\�WKHRUL]LQJ�WKH�
LQÀXHQFHV�RI�RQOLQH�FDVLQR�FRPSRQHQWV�RQ�FXVWRPHU�VDWLVIDFWLRQ�DQG�EHKDYLRUDO�LQWHQWLRQ��
0XFK�UHVHDUFK�KDV�EHHQ�FRQGXFWHG�RQ�WKH�HFRQRPLFV�DQG�SROLF\�PDNLQJ�VXUURXQGLQJ�WKH�

���7KH�¿UVW�LQVWDQFH�RI�D�ZDJHU�EHLQJ�SODFHG�RYHU�WKH�,QWHUQHW�RFFXUUHG�ZLWK�WKH�RQOLQH�
VDOH�RI�ORWWHU\�WLFNHWV�LQ�/LHFKWHQVWHLQ��5RPQH\��������
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RQOLQH�JDPEOLQJ�PDUNHW��H�J���$EDUEDQHO��������)LHGOHU�	�:LOFNH��������3KLODQGHU��������
DQG�RQ�VRFLDO�LPSDFWV�RI�RQOLQH�JDPEOLQJ��H�J���%UDYHUPDQ�	�6FKDIIHU��������'UDJLFHYLF��
7RJDV��	�.XGLF��������*ULI¿WKV��:RRG��	�3DUNH���������7KHVH�VWXGLHV�GR�QRW��KRZHYHU��
H[WHQG�WR�PHDVXUH�WKH�JDPEOHU¶V�VDWLVIDFWLRQ�ZLWK�DQ�RQOLQH�JDPEOLQJ�HQYLURQPHQW��

6HYHUDO�WKHRULHV�KDYH�EHHQ�DGYDQFHG�UHJDUGLQJ�WKH�UROH�RI�D�SK\VLFDO�HQYLURQPHQW��
RU�VHUYLFHVFDSH��LQ�SV\FKRORJLFDO�DQG�EHKDYLRUDO�FRQVXPSWLRQ�RXWFRPHV��%LWQHU��������
0HKUDELDQ�	�5XVVHOO��������:DNH¿HOG�	�%ORGJHWW��������DQG�RWKHUV�KDYH�H[WHQGHG�
WKHVH�WKHRULHV�WR�WKH�SK\VLFDO�VHUYLFHVFDSH�RI�FDVLQRV��/XFDV��������/DP��&KDQ��)RQJ��	�
/R���������7KHUH�DOVR�H[LVW�WKHRULHV�IRU�DWPRVSKHULF�TXDOLWLHV�RI�RQOLQH�UHWDLO�DQG�VHUYLFH�
HQYLURQPHQWV��(URJOX�HW�DO���������+DUULV�	�*RRGH��������:LOOLDPV�	�'DUJHO���������1R�
WKHRU\��KRZHYHU��KDV�\HW�EHHQ�GHYHORSHG�WR�H[SORUH�WKH�RQOLQH�JDPEOLQJ�H�VHUYLFHVFDSH��

$Q�RQOLQH�FDVLQR�LQWHUDFWLRQ�SURYLGHV�D�PRUH�H[WUHPH�H[DPSOH�RI�SV\FKRORJLFDO�
IHHGEDFN�WKDQ�RWKHU�H�VHUYLFHVFDSH�LQWHUDFWLRQV��:KHQ�D�SHUVRQ�RUGHUV�D�IRRWEDOO�RQOLQH��
IRU�H[DPSOH��WKH�VHUYLFHVFDSH�WKH\�HQFRXQWHU�GHDOV�ZLWK�WKH�VWHSV�QHFHVVDU\�WR�SODFH�WKH�
RUGHU��2QFH�WKH�RUGHU�LV�SODFHG��WKH�LQWHUDFWLRQ�ZLWK�WKH�VHUYLFHVFDSH�HQGV�DQG�WKHUH�LV�D�
GHOD\�ZKLOH�WKH�IRRWEDOO�LV�VKLSSHG�WR�WKHLU�GRRU�DW�ZKLFK�SRLQW�WKH�FRQVXPHU�FDQ�DVVHVV�
WKHLU�VDWLVIDFWLRQ�ZLWK�WKH�SURGXFW��:KHQ�SXUFKDVLQJ�D�VRQJ�RQ�L7XQHV��DV�DQ�H[DPSOH�
RI�DQ�HOHFWURQLF�SURGXFW��WKHUH�LV�D�PXFK�VKRUWHU�GHOD\�ZKLOH�WKH�VRQJ�GRZQORDGV�EHIRUH�
FRQVXPSWLRQ�FDQ�RFFXU��:LWK�RQOLQH�JDPEOLQJ��KRZHYHU��WKH�SURFHVV�LV�D�FRQWLQXRXV�
SXUFKDVH�DQG�FRQVXPSWLRQ�DFWLYLW\��$�SOD\HU�PDNHV�WKHLU�GHSRVLW�LQWR�WKHLU�JDPEOLQJ�VLWH�
DFFRXQW��DQG�WKH\�VHOHFW�DQ�DPRXQW�WR�ZLWKGUDZ�IURP�WKDW�DFFRXQW�ZLWK�ZKLFK�WR�³VLW´�
DW�D�JDPH��7KH�SXUFKDVH�SURFHVV�LWVHOI�LV�WKH�FRQVXPSWLRQ�RI�WKH�JDPEOLQJ�³SURGXFW�´�
D�SURFHVV�WKDW�UHSHDWV�LWVHOI�ZLWK�HDFK�ZDJHU��&RQVHTXHQWO\��WKH�VWLPXOL�WKDW�LPSDFW�
RUJDQLVPLF�UHVSRQVHV�DQG�EHKDYLRUDO�LQWHQWLRQV�UHTXLUH�FRQVLGHUDWLRQ�RI�QRW�RQO\�WKH�
LQWHUIDFH�WR�GHSRVLW�IXQGV�DQG�JHW�WR�WKH�JDPEOLQJ�DFWLYLW\��EXW�DOVR�WKH�DFWLYLW\�LWVHOI��

$�VLPLODU�VHWWLQJ�H[LVWV�ZLWK�YLGHR�DQG�VRFLDO�RQOLQH�JDPHV��ZKLFK�FDQ�LQFOXGH�VRPH�
JDPHV�ZLWK�D�SD\�DV�\RX�SOD\�IRUPDW��,Q�YLGHR�JDPLQJ��KRZHYHU��WKH�SOD\HU�H[SHULHQFHV�
VHJPHQWV�RI�WKH�SXUFKDVHG�JDPH�EHIRUH�EX\LQJ�DGGLWLRQDO�VHJPHQWV��ZKLOH�LQ�JDPEOLQJ�
WKH�SXUFKDVH�HIIHFW�LV�LPPHGLDWH��*DPEOLQJ�LV�DOVR�GLIIHUHQWLDWHG�LQ�WKDW�LW�UHTXLUHV�ULVNLQJ�
RQH¶V�PRQH\�RQ�DQ�HYHQW�IRU�ZKLFK�WKH�RXWFRPH�LV�XQFHUWDLQ�±�D�ULVN�WKDW�FRXOG�UHVXOW�LQ�
UHZDUG��,Q�YLGHR�JDPLQJ��WKLV�ULVN�UHZDUG�FRQVWUXFW�GRHV�QRW�H[LVW��WKH�SOD\HU�LV�VLPSO\�
SD\LQJ�IRU�WKH�HQWHUWDLQPHQW�YDOXH�RI�WKH�YLGHR�JDPH��&RQVLGHU�=\QJD¶V�)DUPYLOOH�DQG�
=\QJD�3RNHU�SURGXFWV��)DUPYLOOH�LV�D�YLGHR�JDPH�ZLWK�SD\�DV�\RX�SOD\�DVSHFWV��ZKLOH�
=\QJD�3RNHU�LQYROYHV�JDPEOLQJ�ZLWK�SOD\�PRQH\�FKLSV��:LWK�)DUPYLOOH��SOD\HUV�FDQ�
XVH�UHDO�PRQH\�WR�SXUFKDVH�)DUP�&DVK��ZLWK�ZKLFK�WKH\�FDQ�FRQGXFW�PLFURWUDQVDFWLRQV�
WR�SXUFKDVH�LQ�JDPH�VSHFLDO�LWHPV�WKDW�DSSHDU�LQ�WKHLU�LQWHUIDFH��6LPLODUO\�LQ�=\QJD�
3RNHU��SOD\HUV�FDQ�JDLQ�IUHH�SOD\�FKLSV�DW�UHJXODU�LQWHUYDOV��EXW�LI�WKH\�UXQ�RXW�WKH\�FDQ�
XVH�UHDO�PRQH\�WR�SXUFKDVH�SOD\�FKLSV��,I�WKRVH�FKLSV�DUH�ORVW��WKH�SOD\HU�PXVW�HLWKHU�
SXUFKDVH�PRUH�FKLSV�RU�ZDLW�XQWLO�IUHH�FKLSV�DUH�DYDLODEOH��7KLV�SURYLGHV�D�VLWXDWLRQ�OLNH�
DQ�RQOLQH�JDPEOLQJ�VORW�PDFKLQH��WKLV�JDPH��KRZHYHU��WDNHV�PRQH\�LQ�EXW�QHYHU�SD\V�
DQ\�RXW��,Q�UHDO�PRQH\�RQOLQH�JDPEOLQJ��WKH�GLIIHUHQFH�LV�WKDW�FRQVXPHUV�DUH�SODFLQJ�UHDO�
PRQH\�ZDJHUV��ZLWK�PRQHWDU\�UHZDUGV�WKDW�FDQ�EH�FDVKHG�RXW�IRU�WKHLU�IDFH�YDOXH��7KH�
JDPEOLQJ�VHWWLQJ�LV�D�XQLTXH�FDVH�LQ�ZKLFK�WR�FRQVLGHU�D�FRQVXPHU¶V�LQWHUDFWLRQ�ZLWK�
WKH�H�VHUYLFHVFDSH��DQG�WKH�IRFXV�RI�WKLV�WKHRUHWLFDO�SDSHU�LV�VROHO\�RQ�UHDO�PRQH\�RQOLQH�
FDVLQR�JDPEOLQJ�

,Q�DQ�RQOLQH�HQYLURQPHQW��DWPRVSKHULF�FXHV�DUH�OLPLWHG�WR�DQ\�YLVXDO�DQG�DXGLWRU\�
FXHV�WKDW�DQ�RSHUDWRU�FDQ�SURYLGH�RQ�WKH�XVHU¶V�VFUHHQ��UDWKHU�WKDQ�D�IXOO�VHQVRU\�
HQYLURQPHQW�WKDW�PDNHV�XS�D�SK\VLFDO�VHUYLFHVFDSH��7KH�DXGLR�YLVXDO�RXWOHW�WKURXJK�ZKLFK�
RSHUDWRUV�FDQ�UHDFK�FXVWRPHUV�LV�LQ�PDQ\�ZD\V�OLPLWHG�ZKHQ�FRPSDUHG�WR�D�OLYH�FDVLQR��
7KRXJK�OLYH�DQG�RQOLQH�FDVLQRV�KDYH�FRPSDUDEOH�IXQFWLRQDO�TXDOLWLHV��WKH�OLYH�FDVLQR�LV�
made up of a holistic atmospheric environment while an online casino’s atmospheric cues 



��UNLV Gaming Research & Review Journal � Volume 17 Issue 2

DQG�IXQFWLRQDO�TXDOLWLHV�DUH�UHVWULFWHG�WR�D�YLUWXDO�LQWHUIDFH��-XVW�DV�WKH�SK\VLFDO�HQYLURQPHQW�
ZDV�IRXQG�WR�LPSDFW�FRQVXPSWLRQ�RXWFRPHV��DQG�DV�DVSHFWV�RI�DQ�RQOLQH�HQYLURQPHQW�
LPSDFW�VKRSSLQJ�RXWFRPHV��DWPRVSKHULF�DQG�IXQFWLRQDO�TXDOLWLHV�RI�DQ�RQOLQH�JDPEOLQJ�
VLWH�DUH�KHUHLQ�WKHRUL]HG�WR�LPSDFW�D�JDPEOHU¶V�UHYLVLW�LQWHQWLRQV��GHVLUH�WR�VWD\�DW�WKH�RQOLQH�
FDVLQR��DQG�UHFRPPHQGDWLRQ�WR�RWKHUV�

Article Objectives

7KH�SXUSRVH�RI�WKLV�DUWLFOH�LV�WR�H[SORUH�WKH�DGDSWDWLRQ�RI�DQ�H�VHUYLFHVFDSH�PRGHO�WR�
WKH�RQOLQH�JDPEOLQJ�HQYLURQPHQW��H[DPLQLQJ�WKH�DWPRVSKHULF�DQG�IXQFWLRQDO�TXDOLWLHV�RI�
DQ�RQOLQH�FDVLQR�DV�D�UHDO�PRQH\�JDPEOLQJ�RXWOHW��7KH�DUWLFOH�LV�D�FRQFHSWXDO�ZRUN�DLPHG�
DW�WKHRU\�DGYDQFHPHQW�DQG�PRGHO�GHYHORSPHQW��7KLV�SDSHU�VHHNV�WR�WKHRUHWLFDOO\�DGGUHVV�
the following questions: How does the holistic environment of an online casino affect 
JDPEOHUV¶�FRJQLWLYH�DQG�DIIHFWLYH�VDWLVIDFWLRQ"�+RZ�GRHV�WKLV��LQ�WXUQ��DIIHFW�EHKDYLRUDO�
intentions? The answers to these questions could lead to pragmatic solutions with 
VLJQL¿FDQW�LPSDFW�IRU�WKH�RQOLQH�JDPEOLQJ�LQGXVWU\�

)ROORZLQJ�WKH�6WLPXOXV�2UJDQLVP�5HVSRQVH��6�2�5��SDUDGLJP�¿UVW�SXW�IRUWK�E\�
0HKUDELDQ�DQG�5XVVHOO��������DV�D�WKHRU\�RI�HQYLURQPHQWDO�SV\FKRORJ\��WKH�SURSRVHG�
PRGHO�GUDZV�RQ�H[SDQVLRQV�RI�WKH�RULJLQDO�PRGHO�LQ�SK\VLFDO�DQG�RQOLQH�HQYLURQPHQWV�
WR�GHVFULEH�KRZ�WKH�DWPRVSKHULFV�RI�DQ�RQOLQH�FDVLQR�LQÀXHQFH�JDPEOHUV¶�DIIHFWLYH�DQG�
FRJQLWLYH�VWDWHV���VWDWHV�WKDW�FRQVHTXHQWO\�DIIHFW�WKHLU�UHVSRQVHV�WR�WKH�VLWH��7KH�6�2�5�
model posits that the atmospheric cues and functional qualities of an environment 
�VWLPXOXV���WKURXJK�D�PHGLDWLQJ�HIIHFW�RI�DIIHFWLYH�DQG�FRJQLWLYH�VWDWHV��RUJDQLVP���
LQÀXHQFH�FRQVXPHUV¶�EHKDYLRUV��UHVSRQVH��

)LUVW��D�V\QRSVLV�RI�SK\VLFDO�DQG�YLUWXDO�VHUYLFHVFDSH�OLWHUDWXUH�LV�SURYLGHG��1H[W��DQ�
H[SODQDWLRQ�RI�WKH�WKHRUHWLFDO�PRGHO�LV�SUHVHQWHG�WR�GHVFULEH�WKH�SURSRVHG�UHODWLRQVKLS�
EHWZHHQ�DQ�RQOLQH�FDVLQR�HQYLURQPHQW�DQG�JDPEOHUV¶�EHKDYLRUDO�LQWHQWLRQV��)LQDOO\��
LQGXVWU\�LPSOLFDWLRQV�VWHPPLQJ�IURP�WKLV�PRGHO�DUH�GLVFXVVHG�

Delimitation

7KH�WKHRUHWLFDO�PRGHO�SURSRVHG�KHUH�LV�D�EURDG�RYHUYLHZ�RI�DQ�RQOLQH�JDPEOLQJ�
VHUYLFHVFDSH��'LIIHUHQW�FDVLQR�JDPHV�ZLOO�OLNHO\�GHPDQG�ÀH[LELOLW\�LQ�WKH�PRGHO��$�
EODFNMDFN�SOD\HU��IRU�H[DPSOH��ZLOO�OLNHO\�GLIIHU�LQ�WKHLU�LQWHUSUHWDWLRQ�RI�JDPEOLQJ�YDOXH�
WKDQ�ZLOO�D�ELQJR�SOD\HU��:KLOH�IXWXUH�VWXGLHV�VKRXOG�LQWHQG�WR�UH�DVVLJQ�IRUPV�RI�WKLV�PRGHO�
WR�VSHFL¿F�FDVLQR�JDPH�W\SHV��WKLV�DUWLFOH�GRHV�QRW�

Literature Review

Virtual Environments and Game Space

5HVHDUFK�KDV�EHHQ�FRQGXFWHG�EURDGO\�LQ�WKH�YLUWXDO�HQYLURQPHQW��LQYHVWLJDWLQJ�
RYHUDOO�KXPDQ�FRPSXWHU�LQWHUDFWLRQ��/RPEDUG�DQG�'LWWRQ��������FRQFHSWXDOL]HG�WKH�LGHD�
RI�SUHVHQFH��ZKLFK�GHVFULEHV�D�XVHU¶V�H[SHULHQFH�ZKHQ�WKH\�LQWHUDFW�ZLWK�D�FRPSXWHU�
JHQHUDWHG�HQYLURQPHQW�OLNH�DQ�RQOLQH�JDPEOLQJ�VLWH��$V�D�PHGLXP�SURYLGHV�VWLPXODWLRQ�WR�
PRUH�KXPDQ�VHQVHV��LW�LQFUHDVHV�LWV�DELOLW\�WR�SURGXFH�D�VHQVH�RI�SUHVHQFH����WKH�H[WHQW�WR�
ZKLFK�D�PHGLDWHG�H[SHULHQFH�IHHOV�XQPHGLDWHG��/RPEDUG�	�'LWWRQ��������6WHXHU���������
/RPEDUG�DQG�'LWWRQ��������LGHQWLI\�VL[�GLVWLQFW�FRQFHSWXDOL]DWLRQV�RI�WKH�PDQLIHVWDWLRQ�RI�
SUHVHQFH��DOO�RI�ZKLFK�LQIRUP�WKH�SRWHQWLDO�HIIHFW�RI�DQ�RQOLQH�JDPEOLQJ�VLWH�RQ�D�JDPEOHU�

Ɣ��6RFLDO�ULFKQHVV�±�VWHPPLQJ�IURP�6RFLDO�3UHVHQFH�7KHRU\��6KRUW��:LOOLDPV��	�&KULVWLH��
������DQG�0HGLD�5LFKQHVV�7KHRU\��5LFH���������VRFLDO�ULFKQHVV�GHVFULEHV�WKH�H[WHQW�WR�
ZKLFK�D�PHGLXP�VRFLDOL]HV�ZLWK�WKH�XVHU�LQ�D�VHQVLWLYH��SHUVRQDO�PDQQHU�

Ɣ��5HDOLVP�±�GHVFULEHV�WKH�H[WHQW�WR�ZKLFK�D�PHGLXP�UHDOLVWLFDOO\�UHSUHVHQWV�REMHFWV��

0DSSLQJ�WKH�2QOLQH�*DPEOLQJ�H�6HUYLFHVFDSH
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HYHQWV��DQG�SHRSOH��H�J���FDUGV��ZDJHUV��DQG�GHDOHU�DYDWDUV��

Ɣ��7UDQVSRUWDWLRQ�±�WUDQVSRUWDWLRQ�WDNHV�RQ�WKUHH�IRUPV��WKH�XVHU�LV�WUDQVSRUWHG�WR�WKH�
YLUWXDO�SODFH��WKH�SODFH�LV�WUDQVSRUWHG�WR�WKH�XVHU��RU�WZR�RU�PRUH�XVHUV�DUH�WUDQVSRUWHG�WR�
D�VKDUHG�VSDFH��2QOLQH�EODFNMDFN��IRU�H[DPSOH��LQYROYHV�WKH�¿UVW�IRUP�RI�WUDQVSRUWDWLRQ��
while online poker involves the third form.

Ɣ��,PPHUVLRQ�±�LPPHUVLRQ�GHVFULEHV�WKH�H[WHQW�WR�ZKLFK�WKH�VHQVHV�DUH�HQJDJHG�LQ�WKH�
virtual world.

Ɣ��6RFLDO�DFWRU�ZLWKLQ�PHGLXP�±�WKH�GHJUHH�WR�ZKLFK�XVHUV�ZLOO�LOORJLFDOO\�LJQRUH�WKH�
DUWL¿FLDO�QDWXUH�RI�REMHFWV�LQ�WKH�PHGLXP�GXULQJ�LQWHUDFWLRQ�

Ɣ��0HGLXP�DV�VRFLDO�DFWRU�±�VLPLODU�WR�WKH�FRQFHSWXDOL]DWLRQ�RI�SUHVHQFH�DV�D�VRFLDO�
DFWRU�ZLWKLQ�WKH�PHGLXP��WKLV�¿QDO�QRWLRQ�RI�SUHVHQFH�GHVFULEHV�KRZ�XVHUV�WUHDW�WKH�
PHGLXP�LWVHOI�DV�D�VRFLDO�HQWLW\���

6DOHQ�DQG�=LPPHUPDQ��������IRFXV�VSHFL¿FDOO\�RQ�YLUWXDO�JDPH�VSDFH��DQ�
DSSOLFDWLRQ�LPSRUWDQW�WR�RQOLQH�FDVLQRV��$IWHU�DOO��WKH�RQOLQH�FDVLQR�RIIHUV�JDPHV�RQ�
ZKLFK�FRQVXPHUV�JDPEOH�DQG�VWDQGDUG�FRPSRQHQWV�RI�VXFFHVVIXO�JDPH�GHVLJQ�DUH�WKXV�
LPSRUWDQW�WR�FRQVLGHU�ZKHQ�H[DPLQLQJ�FDVLQR�JDPH�GHVLJQ��6DOHQ�DQG�=LPPHUPDQ¶V�
�������SULPDU\�HPSKDVLV�LV�RQ�WKH�FUHDWLRQ�RI�meaningful play��ZKLFK�HPHUJHV�IURP�
WKH�LQWHUDFWLRQ�EHWZHHQ�WKH�SOD\HU�DQG�JDPH��DV�ZHOO�DV�WKH�FRQWH[W�LQ�ZKLFK�WKH�JDPH�
LV�SOD\HG��7KLV�LV�D�PRUH�GHWDLOHG�GHVFULSWLRQ�RI�SUHVHQFH�IRU�WKH�JDPH�SOD\�DSSOLFDWLRQ��
DV�FKRLFHV�PDGH�GXULQJ�PHDQLQJIXO�SOD\�KDYH�VSHFL¿F�FRQVHTXHQFHV��$W�WKH�EDVLF�OHYHO�
RI�ZDJHULQJ��WKHVH�FRQVHTXHQFHV�FRQVWLWXWH�D�ZLQ�RU�D�ORVV��EXW�WKHUH�DUH�JDPH�VSHFL¿F�
FRQVHTXHQFHV�DV�ZHOO��,Q�EODFNMDFN��IRU�H[DPSOH��WKH�FKRLFH�WR�VWDQG�LQVWHDG�RI�KLW��RU�
YLFH�YHUVD��DIIHFWV�D�GHDOHU¶V�KLW�FDUG��7KHVH�FRQVHTXHQFHV�DUH�QRW�VSHFL¿F�WR�RQOLQH�
JDPEOLQJ��EXW�WKHUH�DUH�LPSDFWV�RI�GLJLWDO�WHFKQRORJ\�WKDW�DIIHFW�JDPEOHU�SHUFHSWLRQ�
RI�WKH�JDPH�LQ�ERWK�QHJDWLYH�DQG�SRVLWLYH�ZD\V��,Q�WKH�RQOLQH�HQYLURQPHQW��WKH�LQQHU�
ZRUNLQJV�RI�WKH�JDPH�DUH�KLGGHQ��EXW�WKH�QHWZRUNLQJ�FDSDELOLWLHV�DUH�JUHDWO\�HQKDQFHG�±�
RI�SDUWLFXODU�LPSRUWDQFH�IRU�RQOLQH�SRNHU��IRU�ZKLFK�LPSURYHG�QHWZRUNLQJ�PHDQV�ODUJHU�
SRROV�RI�SOD\HUV�FDQ�EH�JDWKHUHG��7KHVH�HIIHFWV�RI�RQOLQH�JDPH�GHVLJQ�DQG�YLUWXDO�VSDFH�
GHVFULEH�WKH�IRXQGDWLRQ�RQ�ZKLFK�WKH�RQOLQH�JDPEOLQJ�VHUYLFHVFDSH�VLWV�

The Servicescape

7KH�LQWDQJLELOLW\�RI�D�VHUYLFH�SURGXFW�FUHDWHV�GLI¿FXOW\�LQ�PHDVXULQJ�KRZ�ZHOO�WKH�
SURGXFW�LV�GHOLYHUHG��%LWQHU¶V��������IRXQGDWLRQDO�ZRUN�SRVLWHG�WKDW�WKH�VHUYLFH�¿UP¶V�
SK\VLFDO�HQYLURQPHQW��RU�VHUYLFHVFDSH��KDG�D�VLJQL¿FDQW�LPSDFW�RQ�FRQVXPHU�EHKDYLRU��
A consumer’s holistic evaluation of the servicescape’s environmental dimensions tie to 
WKHLU�FRJQLWLYH��HPRWLRQDO��DQG�SK\VLRORJLFDO�LQWHUQDO�UHVSRQVHV��ZKLFK�LQ�WXUQ�DIIHFW�WKHLU�
DSSURDFK�RU�DYRLGDQFH�EHKDYLRU��VXFK�DV�GHVLUH�WR�VWD\��VSHQG�PRQH\��DQG�UH�SDWURQL]H�
WKH�HVWDEOLVKPHQW���:DNH¿HOG�DQG�%ORGJHWW��������DUJXHG�WKDW�VHUYLFHVFDSH�ZDV�PRUH�
LPSRUWDQW�WR�WKH�FRQVXPHU�DV�WKH\�VSHQW�ORQJHU�SHULRGV�RI�WLPH�LQ�WKH�HQYLURQPHQW��DQG�
WKDW�QR�PDWWHU�WKH�VWUHQJWK�RI�D�VHUYLFH��D�FRPSDQ\�ZRXOG�QRW�EH�PD[LPL]LQJ�SUR¿WV�LI�
WKH\�GLG�QRW�DOVR�SURYLGH�DQ�HQMR\DEOH�SK\VLFDO�HQYLURQPHQW��

7KH�FRQFHSW�RI�VHUYLFHVFDSH�KDV�DOVR�EHHQ�H[SDQGHG�WR�D�FDVLQR�FRQWH[W��ZKHUH�
D�UHODWLRQVKLS�KDV�EHHQ�IRXQG�EHWZHHQ�WKH�HOHPHQWV�RI�DWPRVSKHUH�DQG�D�VORW�SOD\HU¶V�
VDWLVIDFWLRQ�ZLWK�WKHLU�RYHUDOO�JDPEOLQJ�H[SHULHQFH��-RKQVRQ��0D\HU��	�&KDPSDQHU��
������6XK�	�(UGHP���������:LWKLQ�D�SK\VLFDO�FDVLQR�HQYLURQPHQW��DPELHQW�FRQGLWLRQV��
FDVLQR�QDYLJDWLRQ��FOHDQOLQHVV��LQWHULRU�GHFRU��DQG�VHDWLQJ�FRPIRUW�KDYH�DOO�EHHQ�IRXQG�
WR�KDYH�D�VLJQL¿FDQW�HIIHFW�RQ�FXVWRPHU�VDWLVIDFWLRQ��/XFDV��������/DP�HW�DO����������
2WKHU�DWPRVSKHULF�DVSHFWV�IRXQG�WR�DIIHFW�FXVWRPHU�VDWLVIDFWLRQ�LQFOXGH�WKHPH��HPSOR\HH�
XQLIRUPV��DQG�QRLVH�OHYHO��-RKQVRQ�HW�DO����������DV�ZHOO�DV�HPSOR\HH�NQRZOHGJH�
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�&RFNULOO��*RRGH��	�(PEHUVRQ���������

$V�WKH�,QWHUQHW�JUHZ�PRUH�SRSXODU�DV�D�UHWDLO�PHGLXP�WKURXJK�WKH�ODWH�����V�DQG�HDUO\�
����V��UHVHDUFKHUV�EHJDQ�WR�DSSO\�WKH�WUDGLWLRQDO�VHUYLFHVFDSH�PRGHO��(URJOX�HW�DO���������
DGDSWHG�WKH�WKHRUHWLFDO�6�2�5�PRGHO�WR�D�UHWDLO�H�VSDFH��DQG�ODWHU�HPSLULFDOO\�FRQ¿UPHG�
WKHLU�QHZ�WKHRU\��(URJOX��0DFKOHLW��	�'DYLV���������:LOOLDPV�DQG�'DUJHO��������FRQYHUWHG�
WKH�VHUYLFHVFDSH�PRGHO�WR�D�³F\EHUVFDSH�´�XWLOL]LQJ�WKH�ÀRZ�FRQVWUXFW�IURP�PRWLYDWLRQDO�
SV\FKRORJ\��ZKLOH�+RSNLQV��*URYH��5D\PRQG��DQG�/D)RUJH��������FRQ¿UPHG�WKDW�%LWQHU¶V�
�������VWDQGDUG�VHUYLFHVFDSH�GLPHQVLRQV�DUH�SUHVHQW�DQG�LQÀXHQWLDO�ZLWKLQ�D�YLUWXDO�VHWWLQJ��
)XUWKHU�UHVHDUFK�KDV�DOVR�LQYHVWLJDWHG�WUXVW�GLPHQVLRQV��+DUULV�	�*RRGH���������FXOWXUDO�
LQÀXHQFHV�RQ�HPRWLRQDO�UHVSRQVHV�WR�RQOLQH�FXHV��'DYLV��:DQJ��	�/LQGULGJH���������DQG�
VSHFL¿F�VRXQG�SUHIHUHQFHV��)LRUH�	�.HOO\���������'DYLV�HW�DO���������IRXQG�WKDW�DURXVDO�
PHGLDWHV�H[SUHVVLRQ�RI�SOHDVXUH�IRU�WKRVH�LQ�FROOHFWLYLVW�FXOWXUHV��ZKLOH�DURXVDO�DQG�SOHDVXUH�
DUH�GLVWLQFWO\�VHSDUDWH�UHVSRQVHV�IRU�WKRVH�LQ�LQGLYLGXDOLVWLF�FXOWXUHV��)LRUH�DQG�.HOO\�
�������GHWHUPLQHG�WKDW�VRXQG�LV�DQ�HIIHFWLYH�PHDQV�RI�RYHUFRPLQJ�WKH�SK\VLFDO�EDUULHUV�
EHWZHHQ�WKH�FRQVXPHU�DQG�WKH�UHWDLO�HQYLURQPHQW��7KH�RQOLQH�JDPEOLQJ�HQYLURQPHQW��
KRZHYHU��LV�D�XQLTXH�VHWWLQJ��,W�HQFRPSDVVHV�WKH�YLUWXDO�HQYLURQPHQW�UHVHDUFKHG�LQ�UHWDLO�
OLWHUDWXUH��EXW�LWV�SURGXFW�LV�D�VHUYLFH�ZLWK�LQWDQJLEOH�FRPSRQHQWV��7KDW�LV��LW�LV�WKH�RQOLQH�
JDPEOLQJ�H[SHULHQFH�LWVHOI�WKDW�LV�WKH�SURGXFW�VROG��%HFDXVH�RI�WKLV��WKH�WKHRUHWLFDO�PRGHO�
HQFRPSDVVHV�DVSHFWV�RI�SULRU�PRGHOV�RI�WKH�H�VHUYLFHVFDSH�DV�ZHOO�DV�VWLPXOL�VSHFL¿F�WR�WKH�
JDPEOLQJ�SURGXFW��

Description of Theoretical Model

'UDZLQJ�RQ�WKH�H[WDQW�OLWHUDWXUH�DQG�KLVWRU\�RI�RQOLQH�JDPEOLQJ��D�WKHRUHWLFDO�PRGHO�
ZDV�FUHDWHG�WR�GHVFULEH�WKH�XQLTXH�IHDWXUHV�RI�DQ�RQOLQH�JDPEOLQJ�H�VHUYLFHVFDSH��)LJXUH�
1 consists of a visual representation of the proposed model for depicting the relationship 
EHWZHHQ�HQYLURQPHQWDO�FXHV�LQ�DQ�RQOLQH�FDVLQR�FRQWH[W�DQG�FRQVXPHUV¶�UHVSRQVHV��7KH�
PRGHO�GUDZV�RQ�WKH�6�2�5�SDUDGLJP��DQG�VXJJHVWV�WKDW�WKH�HQYLURQPHQWDO�HOHPHQWV�RI�WKH�
RQOLQH�FDVLQR��VWLPXOXV��LQÀXHQFH�FRQVXPHUV¶�DIIHFWLYH�DQG�FRJQLWLYH�VWDWHV��ZKLFK�OHDG�
WR�DQ�LQÀXHQFH�RQ�EHKDYLRUDO�LQWHQWLRQV��3HUVRQDO�DQG�VLWXDWLRQDO�IDFWRUV�DQG�GHPRJUDSKLF�
FKDUDFWHULVWLFV�VHUYH�LQ�D�PRGHUDWLQJ�UROH�IRU�WKH�6�2�UHODWLRQVKLS�

As the Internet grew more popular as a retail medium through the late 1990s and early 
2000s, researchers began to apply the traditional servicescape model. Eroglu et al. (2001) 
adapted the theoretical S-O-R model to a retail e-space, and later empirically confirmed their 
new theory (Eroglu, Machleit, & Davis, 2003). Williams and Dargel (2004) converted the 
servicescape model to a “cyberscape,” utilizing the flow construct from motivational 
psychology, while Hopkins, Grove, Raymond, and LaForge (2009) confirmed that Bitner’s 
(1992) standard servicescape dimensions are present and influential within a virtual setting. 
Further research has also investigated trust dimensions (Harris & Goode, 2010), cultural 
influences on emotional responses to online cues (Davis, Wang, & Lindridge, 2008), and specific 
sound preferences (Fiore & Kelly, 2007). Davis et al. (2008) found that arousal mediates 
expression of pleasure for those in collectivist cultures, while arousal and pleasure are distinctly 
separate responses for those in individualistic cultures. Fiore and Kelly (2007) determined that 
sound is an effective means of overcoming the physical barriers between the consumer and the 
retail environment. The online gambling environment, however, is a unique setting. It 
encompasses the virtual environment researched in retail literature, but its product is a service 
with intangible components. That is, it is the online gambling experience itself that is the product 
sold. Because of this, the theoretical model encompasses aspects of prior models of the e-
servicescape as well as stimuli specific to the gambling product.  

Description of Theoretical Model 
 Drawing on the extant literature and history of online gambling, a theoretical model was 
created to describe the unique features of an online gambling e-servicescape. Figure 1 consists of 
a visual representation of the proposed model for depicting the relationship between 
environmental cues in an online casino context and consumers’ responses. The model draws on 
the S-O-R paradigm, and suggests that the environmental elements of the online casino 
(stimulus) influence consumers’ affective and cognitive states, which lead to an influence on 
behavioral intentions. Personal and situational factors and demographic characteristics serve in a 
moderating role for the S-O relationship. 
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Figure 1. &RQFHSWXDO�PRGHO�RI�FRQVXPHU�UHVSRQVHV�WR�RQOLQH�FDVLQR�DWPRVSKHULFV�

Stimulus: Elements of Online Casino Servicescape

7KH�VWLPXOXV�LQ�WKLV�IUDPHZRUN�LV�GH¿QHG�DV�WKH�LQÀXHQFH�WKDW�DURXVHV�DQ�LQGLYLGXDO��
ZKLFK�DIIHFWV�WKH�RUJDQLVP¶V�LQWHUQDO�UHVSRQVHV��(URJOX��0DFKOHLW��	�'DYLV���������,Q�WKH�
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RQOLQH�FDVLQR�FRQWH[W��WKH�VWLPXOXV�LV�WKH�KROLVWLF�HQYLURQPHQW�FRPSULVLQJ�WKH�UHOHYDQW�
DWPRVSKHULF�FXHV�YLVLEOH�DQG�DXGLEOH�WR�WKH�RQOLQH�JDPEOHU��DQG�WKH�IXQFWLRQDO�TXDOLWLHV�
RI�WKH�VLWH��LQFOXGLQJ�WKH�¿QDQFLDO�VHFXULW\�RI�WKH�FDVLQR�DQG�WKH�FRQVXPHU¶V�SHUFHLYHG�
JDPEOLQJ�YDOXH�

Atmospheric Cues (High/Low Task-Relevant Cues).

7KH�UHOHYDQW�DWPRVSKHULF�FXHV�DQ�RQOLQH�JDPEOHU�H[SHULHQFHV�DUH�TXLWH�GLIIHUHQW�
LQ�WKH�YLUWXDO�HQYLURQPHQW�WKDQ�WKH\�ZRXOG�EH�LQ�D�EULFN�DQG�PRUWDU�FDVLQR��0DQ\�
DPELHQW�FRQGLWLRQV��VXFK�DV�WHPSHUDWXUH��DLU�TXDOLW\��DQG�RGRU��DV�GH¿QHG�E\�%LWQHU��
�������DUH�QRQ�WUDQVIHUUDEOH�WR�WKH�RQOLQH�HQYLURQPHQW��:DOWKHU¶V��������PHGLD�ULFKQHVV�
WKHRU\�RI�OHDQ�DQG�ULFK�PHGLD�W\SHV�GHVFULEHV�OHDQ�PHGLD�DV�FKDUDFWHUL]HG�E\�FOHDU�FXW��
XQDPELJXRXV�LQIRUPDWLRQ��5LFK�PHGLD�IHDWXUHV�PRUH�HPRWLRQDO��YDJXH��RUQDPHQWDO�
TXDOLWLHV��:DOWKHU���������(URJOX�HW�DO���������GUDZV�RQ�WKLV�WKHRU\�WR�FUHDWH�KLJK�DQG�ORZ�
task relevant cues for online retail shops. The conceptual model here adapts these ideas to 
GH¿QH�KLJK�WDVN�UHOHYDQW�FXHV�DV�DQ\�YLVXDO�RU�DXGLWRU\�FXHV�WKDW�DSSHDU�RQ�WKH�FRPSXWHU�
VFUHHQ�ZKLFK�DFWLYHO\�IDFLOLWDWH�DQG�HQDEOH�D�SOD\HU�WR�SDUWLFLSDWH�LQ�WKH�JDPEOLQJ�DFWLYLW\��
/RZ�WDVN�UHOHYDQW�FXHV��RQ�WKH�RWKHU�KDQG��DUH�GH¿QHG�DV�DQ\�LQIRUPDWLRQ��YLVXDO�RU�
DXGLWRU\��WKDW�LV�LQFRQVHTXHQWLDO�WR�WKH�FRQVXPHU¶V�JDPEOLQJ�DFWLRQ��

&RQVLGHU�D�JDPEOHU�ZKR�YLVLWV�DQ�RQOLQH�FDVLQR�DQG�ZLVKHV�WR�SOD\�EODFNMDFN��7KHUH�
DUH�VHYHUDO�LQGLYLGXDO�WDVNV�WKDW�RFFXU�SULRU�WR�D�EODFNMDFN�KDQG�FRPSOHWLRQ��)LUVW��WKH�
SOD\HU�PXVW�VHOHFW�EODFNMDFN�DV�WKHLU�JDPH�RI�FKRLFH�IURP�WKH�JDPH�RSWLRQV�DYDLODEOH��
DQG�RSHQ�D�WDEOH��$�VDPSOH�RQOLQH�FDVLQR�OREE\�ZLWK�QDYLJDWLRQ�WR�EODFNMDFN�LV�VKRZQ�LQ�
)LJXUH����7KH\�PXVW�WKHQ�FKRVH�D�VHDW�DW�WKH�WDEOH�DQG�DGG�PRQH\�WR�WKHLU�EDODQFH�IURP�
WKHLU�RQOLQH�DFFRXQW��7R�SOD\�WKH�KDQG��WKH\�PXVW�¿UVW�SODFH�WKHLU�EHW��$IWHU�WKLV��WKH�FDUGV�
DUH�GHDOW�DQG�EDVHG�RQ�WKRVH�FDUGV��WKH�SOD\HU�PXVW�FKRRVH�LI�WKH\�ZDQW�WR�EX\�LQVXUDQFH��
KLW��VWD\��GRXEOH�GRZQ��VSOLW��RU�VXUUHQGHU��'HSHQGLQJ�RQ�WKH�SOD\HU�DQG�RU�GHDOHU�
GHFLVLRQV��DGGLWLRQDO�FDUGV�PD\�EH�VKRZQ��:KHQ�WKH�KDQG�LV�RYHU��WKH�SOD\HU¶V�ZLQ�LV�
DGGHG�WR��RU�WKHLU�ORVV�LV�GHGXFWHG�IURP��WKHLU�PRQHWDU\�EDODQFH�DW�WKH�WDEOH��$�VFUHHQVKRW�
RI�D�VDPSOH�EODFNMDFN�KDQG�LV�VKRZQ�LQ�)LJXUH���

Figure 2��6DPSOH�RQOLQH�FDVLQR�OREE\�ZLWK�QDYLJDWLRQ�WR�EODFNMDFN��EZLQ�&DVLQR�
�(OHFWUD:RUNV�/LPLWHG������D��
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Figure 3.�6DPSOH�RQOLQH�EODFNMDFN�KDQG��EZLQ�&DVLQR���(OHFWUD:RUNV�/LPLWHG������E��

+LJK�WDVN�UHOHYDQW�FXHV�LQ�WKLV�VLWXDWLRQ�LQFOXGH�DQ\�FRQWHQW�WKDW�LV�VSHFL¿FDOO\�UHOHYDQW�
WR�WKH�JDPEOLQJ�WDVN��WKH�VLJQDJH�LQGLFDWLQJ�D�FOLFN�WKURXJK�WR�EODFNMDFN��WKH�WH[W�RU�LPDJH�
LQGLFDWLQJ�DQ�DYDLODEOH�VHDW�DW�WKH�WDEOH�DQG�WKH�YDOXH�RI�WKH�FDUGV��DQG�WKH�QDYLJDWLRQ�DLGV�
WR�DGG�PRQH\�IURP�RQH¶V�DFFRXQW�WR�WKHLU�WDEOH�EDODQFH��WR�SODFH�D�ZDJHU��DQG�WR�VHOHFW�
GHFLVLRQV�LQ�WKH�KDQG��(DVH�RI�QDYLJDWLRQ�LQ�D�SK\VLFDO�FDVLQR�HQYLURQPHQW�ZDV�IRXQG�WR�
EH�D�VLJQL¿FDQW�GULYHU�RI�VHUYLFHVFDSH�VDWLVIDFWLRQ��/DP��&KDQ��)RQJ��	�/R��������/XFDV��
�������DQG�VLPLODUO\��QDYLJDWLRQ�WKURXJK�WKH�YLUWXDO�ODQGVFDSH�LV�SRVLWHG�WR�EH�VLJQL¿FDQW�WR�
RQOLQH�JDPEOHUV�

/RZ�WDVN�UHOHYDQW�FXHV�LQ�WKLV�VLWXDWLRQ�GHVFULEH�DQ\�FRQWHQW�QRW�GLUHFWO\�UHODWHG�WR�WKH�
JDPEOLQJ�WDVN��7KLV�LQFOXGHV�DQ\�FRORUV��LPDJHV��RU�EDFNJURXQG�SDWWHUQV��GHFRUDWLYH�LPDJHV�
�H�J���DYDWDUV�RI�WKH�GHDOHU�RU�SOD\HUV���IRQW�VW\OHV��PXVLF��VRXQGV��ZKLWH�VSDFH��LFRQV��H�J���
FDVLQR�FKLSV���LQGLFDWRUV�RI�D�VHFXUH�WUDQVDFWLRQ��DQG�SRS�XSV�DOHUWLQJ�WKH�SOD\HU�WR�RWKHU�
DYDLODEOH�JDPHV�

7KRXJK�ORZ�WDVN�UHOHYDQW�FXHV�GR�QRW�GLUHFWO\�DIIHFW�DFFRPSOLVKPHQW�RI�WKH�JDPEOLQJ�
WDVN��WKH\�FDQ�FRQWULEXWH�WRZDUG�PDNLQJ�WKH�RQOLQH�JDPEOLQJ�H[SHULHQFH�PRUH�HQMR\DEOH��
/RZ�WDVN�UHOHYDQW�FXHV�FDQ�WULJJHU�IDPLOLDULW\�ZLWK�JDPEOLQJ�LQ�D�EULFN�DQG�PRUWDU�FDVLQR�
RI�WKH�VDPH�EUDQG�IDPLO\��RU�SURYLGH�H[WUD�FRQ¿GHQFH�ZLWK�DQ�XQNQRZQ�FDVLQR�EUDQG��7KHVH�
W\SHV�RI�FXHV�JHQHUDWH�D�PRRG�DQG�EUDQG�LPDJH��ZLWK�YLVXDO�GHVLJQ�FRQFHSWV�IURP�SULQW�
LPDJHU\�DQG�DXGLWRU\�FRQFHSWV�IURP�OLYH�JDPEOLQJ�VHWWLQJV�EHLQJ�SRWHQWLDOO\�DSSOLFDEOH�WR�
WKH�RQOLQH�HQYLURQPHQW��DV�ZHOO��:LOOLDPV�DQG�'DUJHO��������GLVFXVV�GHVLJQ�FRQFHSWV�XQGHU�
WKH�PHDVXUHPHQW�RI�YLYLGQHVV��WKH�ZD\�LQ�ZKLFK�WKH�HQYLURQPHQW�WUDQVPLWV�LQIRUPDWLRQ�WR�
WKH�VHQVHV��0RUH�YLYLG�GLVSOD\V�RI�LQIRUPDWLRQ��OLNH�KLJK�TXDOLW\�SKRWRJUDSKV��PD\�UHTXLUH�
ORQJHU�XSORDG�WLPHV�IRU�YLHZLQJ��ZKLFK�PD\�GHWUDFW�IURP�WKH�FXVWRPHU¶V�VDWLVIDFWLRQ�ZLWK�
the speed of their navigation through the site. The site designer must weigh the depth 
of information vividness within the constraints of desired upload speeds to ensure the 
RSWLPDO�XVH�RI�ORZ�WDVN�UHOHYDQW�FXHV��6RPH�FXUUHQW�RQOLQH�JDPEOLQJ�VLWHV�RIIHU�SOD\HUV�WKH�
RSWLRQ�WR�SOD\�KLJK��PHGLXP��RU�ORZ�TXDOLW\�JUDSKLFV�GHSHQGLQJ�RQ�ZKDW�WKHLU�FRPSXWHU�
FRQ¿JXUDWLRQ�FDQ�KDQGOH��ZKLFK�PD\�VXJJHVW�WKDW�VSHHG�LV�RI�PRUH�LPSRUWDQFH�WKDQ�LPDJH�
TXDOLW\�

6RPH�ORZ�WDVN�UHOHYDQW�FXHV��OLNH�SRS�XS�DGV�IRU�RWKHU�DYDLODEOH�JDPHV�RQ�WKH�
FDVLQR�QHWZRUN��DUH�LQIRUPDWLYH�DQG�FDWFK�WKH�JDPEOHU¶V�DWWHQWLRQ��EXW�WKH\�FDQ�DOVR�EH�D�
GLVWUDFWLRQ�IRU�WKRVH�GHHS�LQ�WKRXJKW�RU�WKRVH�VHHNLQJ�WR�XVH�JDPEOLQJ�DV�D�OHLVXUHO\�HVFDSH��
:LOOLDPV�DQG�'DUJHO��������FRQVLGHU�LQWHUUXSWLRQV�OLNH�SRS�XS�DGV�WR�EH�D�QXLVDQFH�WKDW�
OHDGV�WR�GLVVDWLVIDFWLRQ�ZLWK�WKH�YLUWXDO�HQYLURQPHQW��2WKHU�ORZ�WDVN�UHOHYDQW�FXHV�PD\�
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VHUYH�DV�D�IRUP�RI�VRFLDO�QHWZRUN��DOORZLQJ�SOD\HUV�WR�¿QG�IULHQGV��LGHQWLI\�WKHPVHOYHV�
WR�RWKHUV��FRPPXQLFDWH�LQ�FKDW�ER[HV��DQG�VR�IRUWK��PXFK�LQ�WKH�VDPH�ZD\�YLGHR�JDPH�
DSSOLFDWLRQV�DUH�DEOH�WR�GR�

3DUDOOHOLQJ�(URJOX�HW�DO�¶V��������SRVWXODWLRQV�RQ�DWPRVSKHULF�FXHV�FRQFHUQLQJ�
H�VHUYLFHVFDSH�LQ�UHWDLO�VHWWLQJV��WKH�DXWKRU�SURSRVHV�WKH�IROORZLQJ�SURSRVLWLRQ�

P1. 7KH�RQOLQH�JDPEOLQJ�VLWH¶V�WDVN�UHOHYDQW�LQIRUPDWLRQ�LV�DVVRFLDWHG�ZLWK�
WKH�FRQVXPHUV¶�LQWHUQDO�UHVSRQVH��OHYHO�RI�VDWLVIDFWLRQ��WR�WKH�JDPEOLQJ�
environment.

Functional Qualities – Financial Trust.

7KH�¿QDQFLDO�WUXVW�RI�DQ�RQOLQH�FDVLQR�UHIHUV�WR�WKH�H[WHQW�WR�ZKLFK�FRQVXPHUV�YLHZ�
WKHLU�¿QDQFLDO�WUDQVDFWLRQV�ZLWK�WKH�VLWH�DV�VHFXUH�RU�VDIH��PXFK�OLNH�WKH�QHFHVVLW\�IRU�
¿QDQFLDO�WUXVW�LQ�D�EULFN�DQG�PRUWDU�FDVLQR��8QOLNH�D�UHWDLO�H�VHUYLFHVFDSH��LQ�ZKLFK�WKH�
FRQVXPHU¶V�¿QDQFLDO�WUDQVDFWLRQ�W\SLFDOO\�HQGV�ZLWK�WKH�SXUFKDVH�RI�D�SURGXFW�DQG�WKHLU�
UHODWLRQVKLS�ZLWK�WKH�FRPSDQ\�GHDOV�ZLWK�WKH�SURGXFW��WKH�JDPEOHU¶V�UHODWLRQVKLS�ZLWK�DQ�
RQOLQH�FDVLQR�LV�DOPRVW�H[FOXVLYHO\�D�¿QDQFLDO�RQH��7KH�VHUYLFH�LWVHOI�WKDW�WKH�JDPEOHU�LV�
H[SHULHQFLQJ�LQYROYHV�WKH�H[FKDQJH�RI�PRQH\��VR�FRQVXPHU�WUXVW�LQ�WKH�VHFXULW\�RI�WKDW�
H[FKDQJH�LV�WDQWDPRXQW��7KH�JDPEOHU�PXVW�DOVR�WUXVW�WKDW�WKHLU�PRQH\�ZLOO�EH�DYDLODEOH�
VKRXOG�WKH\�ZLVK�WR�FDVK�RXW�DQ\�SRUWLRQ�RI�WKHLU�DFFRXQW�EDODQFH��0DQ\�RQOLQH�SRNHU�
SOD\HUV��IRU�H[DPSOH��ZHUH�VWXQQHG�WR�¿QG�WKDW�ZKHQ�WKH�8QLWHG�6WDWHV�'HSDUWPHQW�RI�
-XVWLFH�VKXW�GRZQ�)XOO�7LOW�3RNHU�ZLWKRXW�QRWLFH��WKHUH�ZDV�GRXEW�WKDW�DFFRXQW�EDODQFHV�
ZRXOG�EH�SDLG�EDFN�WR�WKHLU�RZQHUV��5LFKWHO��������

3DUW�RI�WKLV�WUXVW�DOVR�VWHPV�IURP�WKH�UHSXWDELOLW\�DQG�IDLUQHVV�RI�WKH�JDPH��WKH�
consumer must have faith that the odds innate in card and dice games and the odds 
VWDWHG�IRU�VORW�JDPHV�DUH�DFFXUDWHO\�WUDQVPLWWHG�LQ�WKH�RQOLQH�VSDFH��7KDW�LV��WKH�
FRPSXWHU�JHQHUDWHG�JDPH�FRXOG�FKHDW�WKH�FXVWRPHU�E\�XVLQJ�RGGV�PRUH�IDYRUDEOH�WR�
WKH�FDVLQR��EXW�WKH�JDPEOHU�PXVW�WUXVW�WKDW�WKH�EXVLQHVV�RSHUDWLRQ�LV�KRQHVW��6DOHQ�DQG�
=LPPHUPDQ��������UHFRJQL]H�WKH�DXWRPDWLRQ�RI�FRPSOH[�V\VWHPV��DQG�WKH�KLGGHQ�
LQQHU�ZRUNLQJV�RI�WKH�JDPH�ZKHQ�LW�H[LVWV�LQ�D�FRPSXWHU�JHQHUDWHG�HQYLURQPHQW��:KHQ�
D�SOD\HU�GRHV�QRW�KDYH�DFFHVV�WR�WKH�LQWHUQDO�JDPH�PHFKDQLFV��WKHUH�LV�D�SRWHQWLDO�RI�
GLPLQLVKLQJ�D�SOD\HU¶V�H[SHULHQFH�LQ�WKH�JDPH��'XQQLJDQ��������6DOHQ�	�=LPPHUPDQ��
������&RQVXPHU�WUXVW�LQ�D�JDPEOLQJ�JDPH�PD\�EH�DIIHFWHG�E\�WKH�KLGGHQ�DVSHFWV�RI�
WKH�JDPH��H[KLELWHG�GLIIHUHQWO\�IRU�OLYH�DQG�RQOLQH�JDPHV��,Q�D�OLYH�EODFNMDFN�JDPH��
IRU�H[DPSOH��WKH�FRQVXPHU�PXVW�WUXVW�WKDW�WKH�FDVLQR�LV�SURYLGLQJ�D�VWDQGDUG�GHFN�RI�
FDUGV��EXW�WKH\�FDQ�VHH�D�WDQJLEOH�VKRH�¿OOHG�ZLWK�WKH�FDUGV�LQ�XVH��,Q�DQ�RQOLQH�FDVLQR��
FRQVXPHUV�FDQQRW�VHH�WKH�SK\VLFDO�GHFN�RI�FDUGV�DQG�PXVW�WUXVW�WKDW�WKH�LQWHUQDO�
EODFNMDFN�DOJRULWKP�LV�EXLOW�DURXQG�D�VWDQGDUG�GHFN�RI�FDUGV�

&HUWDLQ�DVSHFWV�RI�VHFXUH�H[FKDQJH�IDFLOLWDWLQJ�TXDOLWLHV�RI�WKH�RQOLQH�VHUYLFHVFDSH�
KDYH�FURSSHG�XS�LQ�HPSLULFDO�UHVHDUFK��+DUULV�	�*RRGH���������(DVH�RI�SD\PHQW�
SURFHVVLQJ�KDV�EHHQ�GHPRQVWUDWHG�WR�VHUYH�DV�D�NH\�GLPHQVLRQ�E\�ZKLFK�FRQVXPHUV�
HYDOXDWH�ZHEVLWHV��&KHQ�	�&KDQJ���������6HYHUDO�WKHRULVWV�KDYH�HPSKDVL]HG�WKH�
LPSRUWDQFH�RI�FRQVXPHUV¶�SHUFHLYHG�VHFXULW\�LQ�¿QDQFLDO�WUDQVDFWLRQV�RQOLQH��6FKLIIPDQ��
6KHUPDQ��	�/RQJ��������6]\PDQVNL�	+LVH��������YDQ�,ZDDUGHQ��YDQ�GHU�:LHOH��%DOO��
	�0LOOHQ���������6]\PDQVNL�DQG�+LVH��������IRXQG�WKH�SHUFHLYHG�VHFXULW\�RI�WKH�VLWH�
�IRU�DOO�SULYDWH�LQIRUPDWLRQ��QRW�MXVW�¿QDQFLDO��WR�EH�D�VLJQL¿FDQW�GULYHU�RI�FXVWRPHU�
VDWLVIDFWLRQ��YDQ�,ZDDUGHQ�HW�DO���������H[SDQGHG�3DUDVXUDPDQ��=HLWKDPO��DQG�%HUU\¶V�
�������VHPLQDO�ZRUN�RQ�6(5948$/�±�D�VFDOH�IRU�DVVHVVLQJ�VHUYLFH�TXDOLW\�LQFOXGLQJ�
WKH�FRQFHSW�RI�DVVXUDQFH��RU�DELOLW\�IRU�HPSOR\HHV�LQ�D�VHUYLFH�VHWWLQJ�WR�LQVWLOO�WUXVW�±�WR�
DQ�RQOLQH�HQYLURQPHQW��7KH�DXWKRUV�UHLWHUDWH�FRQVXPHU�FRQFHUQV�ZLWK�WKH�VHFXULW\�RI�
WKHLU�¿QDQFLDO�DQG�RWKHU�SHUVRQDO�LQIRUPDWLRQ��+DUULV�DQG�*RRGH��������VXJJHVW�WKDW�
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FRQVXPHUV�DUH�PRUH�FRQFHUQHG�ZLWK�¿QDQFLDO�VHFXULW\�LVVXHV�LQ�DQ�RQOLQH�FRQWH[W�WKDQ�
WKH\�QRUPDOO\�DUH�LQ�DQ�RIÀLQH�FRQWH[W�

,Q�DGGLWLRQ��WKH�SURIHVVLRQDOLVP�RI�WKH�XVHU�LQWHUIDFH�PD\�KDYH�DQ�LPSDFW�RQ�
FRQVXPHU�WUXVW�LQ�WKH�RQOLQH�JDPEOLQJ�VLWH��7KLV�FRQFHSW�WLHV�WR�WKH�ORZ�WDVN�UHOHYDQW�
DWPRVSKHULF�FXHV�±�D�ZHEVLWH�ZLWK�ORZ�TXDOLW\�JUDSKLFV�DQG�GHVLJQ�PD\�VXJJHVW�DQ�
XQWUXVWZRUWK\�VLWH�WR�D�JDPEOHU��ZKR�ZRXOG�QRW�IHHO�FRPIRUWDEOH�SDWURQL]LQJ�WKH�VLWH��
&RQYHUVHO\��D�KLJK�TXDOLW\�VLWH�GHVLJQ�PD\�LQFUHDVH�D�SOD\HU¶V�FRQ¿GHQFH�LQ�WKH�LQWHJULW\�
RI�WKH�JDPH�DQG�WKH�¿QDQFLDO�H[FKDQJH�

*LYHQ�WKH�HVWDEOLVKHG�LPSRUWDQFH�RI�WUXVW�LQ�ZHEVLWHV¶�¿QDQFLDO�WUDQVDFWLRQV��WKH�
author proposes:

3��� 2QOLQH�JDPEOHUV¶�WUXVW�LQ�¿QDQFLDO�WUDQVDFWLRQV�LV�DVVRFLDWHG�ZLWK�WKHLU�LQWHUQDO�
UHVSRQVH��OHYHO�RI�VDWLVIDFWLRQ��WR�WKH�JDPEOLQJ�HQYLURQPHQW�

Functional Qualities – Gambling Value.

&RQVXPHUV�GHULYH�VDWLVIDFWLRQ�LQ�JDPEOLQJ�IURP�WKHLU�SHUFHLYHG�JDPEOLQJ�YDOXH�
�/XFDV���������/LWHUDWXUH�RQ�VORW�SOD\HUV�GHPRQVWUDWHV�WKDW�WLPH�RQ�GHYLFH�VHUYHV�DV�D�
FULWLFDO�SUR[\�IRU�JDPEOLQJ�YDOXH�DQG�FXVWRPHU�VDWLVIDFWLRQ��.OHEDQRZ��������/XFDV��
������/XFDV�	�6LQJK���������UHLQIRUFLQJ�WKH�LPSRUWDQFH�RI�:DNH¿HOG�DQG�%ORGJHWW¶V�
�������FRQFOXVLRQV�WKDW�VHUYLFHVFDSH�ZDV�PRUH�LPSRUWDQW�WR�WKH�FRQVXPHU�DV�WKH\�
VSHQW�ORQJHU�SHULRGV�RI�WLPH�LQ�WKH�HQYLURQPHQW��7KH�YDOXH�RI�WLPH�RQ�GHYLFH��RU�JDPH�
OHYHO�SOD\WLPH�DIIRUGHG�SHU�EX\�LQ��LV�RQH�RI�VHYHUDO�FRPSRQHQWV�RI�VDWLVIDFWLRQ�ZLWK�D�
JDPEOLQJ�VHUYLFHVFDSH�

0D\HU��-RKQVRQ��+X��DQG�&KHQ��������WKHRUL]HG�WKDW�JDPEOLQJ�FXVWRPHUV�EULQJ�D�
XQLTXH�SUHIHUHQFH�WR�WKHLU�VHUYLFHVFDSH��WKH�SHUFHLYHG�RSSRUWXQLW\�IRU�D�JDPEOLQJ�ZLQ��
ZKLFK�SOD\V�D�NH\�UROH�LQ�WKHLU�VDWLVIDFWLRQ�ZLWK�WKHLU�VHUYLFH�HQFRXQWHU��8OWLPDWHO\��
PDQ\�PRUH�SOD\HUV�ZLOO�ORVH�WKDQ�ZLOO�ZLQ��GXH�WR�WKH�LQKHUHQW�REMHFWLYH�SUREDELOLW\�
LQ�JDPEOLQJ�DFWLYLWLHV��*DPEOHUV¶�SHUFHSWLRQ�RI�WKLV�SUREDELOLW\�YDULHV�JUHDWO\��DQG�
JDPEOHUV�WHQG�WR�RYHUHVWLPDWH�WKHLU�DELOLW\�WR�FRQWURO�WKH�RXWFRPH�RI�JDPHV�WKURXJK�QRQ�
UDWLRQDO�IDFXOWLHV��.HUHQ�	�:DJHQDDU��������:DJHQDDU���������$�FXVWRPHU¶V�SHUFHLYHG�
FRQWURO�DQG�SRVVLELOLW\�IRU�D�ZLQ�GULYHV�LQYROYHPHQW��RU�RQJRLQJ�LQWHUHVW��LQ�WKH�FDVLQR¶V�
VHUYLFH�HQYLURQPHQW��,W�LV�WKLV�LQYROYHPHQW�WKDW�PD\�DOVR�DIIHFW�D�FXVWRPHU¶V�H[FLWHPHQW�
ZLWK�WKH�H[SHULHQFH�DQG�WKHUHIRUH�DIIHFW�WKHLU�RYHUDOO�VDWLVIDFWLRQ��:DNH¿HOG�	�%ORGJHWW��
�������,Q�JHQHUDO��RQOLQH�UHWDLO�OLWHUDWXUH�VXSSRUWV�WKH�SRVLWLYH�UHODWLRQVKLS�EHWZHHQ�
FRQVXPHUV¶�SHUFHSWLRQ�RI�YDOXH�DQG�VDWLVIDFWLRQ��*XSWD�	�.LP��������

*DPEOLQJ�YDOXH�DOVR�HQFRPSDVVHV�PRUH�WDQJLEOH�DVSHFWV�RI�WKH�JDPEOLQJ�SURGXFW��
VXFK�DV�YDULHW\�RI�JDPHV�EHLQJ�RIIHUHG��UDQJH�RI�VWDNHV��DQG�KRXVH�DGYDQWDJHV��,Q�SRNHU��
IRU�H[DPSOH��WKHUH�DUH�D�QXPEHU�RI�YDULDQWV�JDPEOHUV�HQMR\�SOD\LQJ��VXFK�DV�7H[DV�+ROG�
µ(P��2PDKD��6HYHQ�&DUG�6WXG��DQG�PDQ\�PRUH��)XUWKHU��SOD\HUV�SOD\�D�ZLGH�UDQJH�RI�
VWDNHV��IURP�SHQQ\�DQWH�JDPHV�WR�KLJK�VWDNHV�RI�WKRXVDQGV�RI�GROODUV�RU�PRUH��,I�WKH�
JDPEOHU�VHHNV�WR�SOD\�D�VSHFL¿F�JDPH�IRU�VRPH�JLYHQ�DPRXQW�RI�PRQH\��EXW�WKDW�JDPH�
LV�QRW�RIIHUHG�DW�WKH�VLWH�RU�DOO�WKH�VHDWV�DUH�¿OOHG�ZLWK�QR�QHZ�WDEOHV�RSHQLQJ��WKHLU�
satisfaction will decrease (consumers’ plans and purposes are discussed more in the 
PRGHUDWRUV�VHFWLRQ���7KH�KRXVH�DGYDQWDJH�LQ�SRNHU�LV�D�XQLTXH�RQH��LQ�WKDW�SOD\HUV�DUH�
SOD\LQJ�DJDLQVW�RQH�DQRWKHU��UDWKHU�WKDQ�DJDLQVW�WKH�KRXVH��WKH�FDVLQR�HDUQV�WKHLU�PRQH\�
WKURXJK�UDNH��D�IHH�FKDUJHG�WR�SOD\HUV�EDVHG�RQ�HLWKHU�WKH�SRW�RU�RQ�WLPH�SOD\HG��7KH�
UDNH�VFKHGXOH�YDULHV�E\�FDVLQR�RSHUDWRU��DQG�WKRVH�RSHUDWRUV�RIIHULQJ�WKH�PRVW�YDOXH�
offer the most potential customer satisfaction.

)URP�WKLV�GLVFXVVLRQ�DQG�OLWHUDWXUH�UHYLHZ��WKH�IROORZLQJ�SURSRVLWLRQ�LV�GHULYHG�

0DSSLQJ�WKH�2QOLQH�*DPEOLQJ�H�6HUYLFHVFDSH
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3��� *DPEOLQJ�YDOXH�LV�DVVRFLDWHG�ZLWK�WKH�FRQVXPHUV¶�LQWHUQDO�UHVSRQVH��OHYHO�RI�
VDWLVIDFWLRQ��WR�WKH�JDPEOLQJ�HQYLURQPHQW�

Internal Responses: The Organism

:KLOH�WKH�VHUYLFHVFDSH�GRHV�QRW�GLUHFWO\�FDXVH�FRQVXPHUV�WR�EHKDYH�LQ�VSHFL¿F�
ZD\V��SUHVHQFH�LQ�WKH�VHUYLFHVFDSH�FDQ�HOLFLW�HPRWLRQV�DQG�EHOLHIV��ZKLFK�LQ�WXUQ�FDQ�
LQÀXHQFH�EHKDYLRU��7KH�LQWHUQDO�UHVSRQVHV�DUH�WKXV�LQWHUGHSHQGHQW�PHGLDWRUV�RI�DQ�
RUJDQLVP¶V�UHVSRQVH�WR�WKH�VHUYLFHVFDSH��%LWQHU���������,Q�WKH�WKHRUHWLFDO�PRGHO��WKH�
PHGLDWRUV�DUH�WUHDWHG�DV�LQWHUGHSHQGHQW�EXW�QRW�FRQVLGHUHG�DV�D�VLQJOH�IDFWRU�ZLWK�
multiple dimensions.

Cognitive Responses.

$Q�RUJDQLVP¶V�FRJQLWLYH�VWDWH�GHVFULEHV�DFWLYLW\�WKDW�JRHV�RQ�LQ�WKHLU�PLQG�
FRQFHUQLQJ�DFTXLVLWLRQ��SURFHVVLQJ��UHWHQWLRQ��DQG�UHWULHYDO�RI�LQIRUPDWLRQ��(URJOX�HW�DO���
�������$V�%LWQHU��������GHVFULEHV��WKH�HQYLURQPHQW�FDQ�VHUYH�DV�D�IRUP�RI�QRQYHUEDO�
FRPPXQLFDWLRQ��DQG�FRQVHTXHQWO\�FRQWULEXWHV�WR�WKH�PLQG¶V�DFTXLVLWLRQ�RI�LQIRUPDWLRQ��
)RU�DQ�RQOLQH�FDVLQR�VHWWLQJ��WKH�FRJQLWLYH�VWDWH�LQYROYHV�WKH�PDQQHU�LQ�ZKLFK�WKH�
FRQVXPHU�LQWHUSUHWV�LQIRUPDWLRQ�SUHVHQWHG�WR�WKHP�RQ�WKHLU�FRPSXWHU�VFUHHQ��LQFOXGLQJ�
WKHLU�FRPSUHKHQVLRQ�RI��DQG�DWWLWXGHV�DQG�EHOLHIV�DERXW��WKH�LQIRUPDWLRQ��

The cognitive state also concerns the consumers’ internal mental processes in using 
HQYLURQPHQWDO�FXHV�WR�FDWHJRUL]H�WKH�EUDQG��:LWK�RQOLQH�FDVLQRV��FRQVXPHUV�JDPEOH�
LQ�D�ORFDWLRQ�WKDW�PD\�JHRJUDSKLFDOO\�EH�IDU�IURP�WKH�DVVRFLDWHG�EULFN�DQG�PRUWDU�
FDVLQR��RU�LQ�D�ZKROO\�YLUWXDO�FDVLQR�HQYLURQPHQW��,Q�WKHVH�FDVHV��FXHV�WKDW�GHQRWH�
WUXVWZRUWKLQHVV�DUH�OLNHO\�WR�EH�VRXJKW�DIWHU��:LOOLDPV�	�'DUJHO���������,Q�JDPEOLQJ��
VRFLDO�UHVSRQVLELOLW\�LV�D�KRW�EXWWRQ�LVVXH��,W�LV�SRVVLEOH�WKDW�VLWHV�WKDW�GLVSOD\�DSSURYDO�
UDWLQJV�IURP�JURXSV�OLNH�H&2*5$��D�QRQ�SUR¿W�SOD\HU�SURWHFWLRQ�RUJDQL]DWLRQ���RU�KROG�
OLFHQVHV�IURP�WKH�JDPEOHUV�FRXQWU\�RI�UHVLGHQFH��FRXOG�JHQHUDWH�KLJKHU�FRQVXPHU�WUXVW��
:HE�IRUXPV�OLNH�WZRSOXVWZR�FRP�DQG�SRNHW¿YHV�FRP��ERWK�ODUJH�RQOLQH�SRNHU�IRUXPV��
DOORZ�SOD\HUV�WR�JDWKHU�DQG�FURZG�VRXUFH�LQIRUPDWLRQ�WR�GLVFXVV�YDOXH�VSRWV�DQG�VLWH�
trustworthiness.

Affective Responses.

7KH�H�VHUYLFHVFDSH�PD\�HOLFLW�DIIHFWLYH�UHVSRQVHV�LQ�DGGLWLRQ�WR�WKH�RUJDQLVP¶V�
FRJQLWLYH�UHVSRQVHV��%LWQHU��������XVHV�WKH�3OHDVXUH��$URXVDO��'RPLQDQFH�HPRWLRQDO�
VWDWH�PRGHO��0HKUDELDQ�	�5XVVHOO��������WR�GHVFULEH�WKH�RUJDQLVP¶V�DIIHFWLYH�VWDWH��
SULPDULO\�IRFXVLQJ�RQ�WKH�SOHDVXUH�DQG�DURXVDO�GLPHQVLRQV��(QYLURQPHQWV�WKDW�
FRQVXPHUV�¿QG�WR�EH�SOHDVXUDEOH�DUH�PRUH�OLNHO\�WR�EH�WKRVH�ZKHUH�WKH\�VSHQG�PRUH�
WLPH�DQG�PRUH�PRQH\��$ORQJ�WKH�VDPH�OLQHV��HQYLURQPHQWV�WKDW�FRQVXPHUV�¿QG�WR�EH�
DURXVLQJ�DUH�PRUH�OLNHO\�WR�EH�WKRVH�ZKLFK�JHQHUDWH�PRUH�FXVWRPHU�VDWLVIDFWLRQ��XQOHVV�
WKH�DURXVLQJ�HQYLURQPHQW�LV�DOVR�IRXQG�WR�EH�XQSOHDVDQW��%LWQHU��������DOVR�UHIHUV�
SHULSKHUDOO\�WR�WKH�GRPLQDQFH�GLPHQVLRQ�RI�0HKUDELDQ�DQG�5XVVHOO¶V��������PRGHO��
QRWLQJ�WKDW�VRPH�HQYLURQPHQWDO�TXDOLWLHV�FDQ�FRQWULEXWH�WR�FRQVXPHUV¶�SHUFHSWLRQ�
RI�SHUVRQDO�FRQWURO��$�VHQVH�RI�FRQWURO��DV�SUHYLRXVO\�GHVFULEHG��FRQWULEXWHV�WRZDUG�
VDWLVIDFWLRQ�ZLWK�WKH�JDPEOLQJ�DFWLYLW\��1HZ�JDPEOHUV��LQ�SDUWLFXODU��PD\�IHHO�PRUH�
FRQWURO�RYHU�WKHLU�RXWFRPHV�ZKHQ�WKH\�FKRRVH�DQ�RQOLQH�HQYLURQPHQW�RYHU�D�OLYH�
JDPEOLQJ�HQYLURQPHQW��ZKHUH�RWKHUV�DUH�SUHVHQW�WR�ZDWFK�WKHP�OHDUQ�DQG�SRWHQWLDOO\�
PDNH�PLVWDNHV��(URJOX�HW�DO���������DUH�TXLFN�WR�SRLQW�RXW��KRZHYHU��WKDW�WKH�VHQVH�RI�
FRQWURO�TXLFNO\�GLPLQLVKHV�DV�WHFKQLFDO�LVVXHV�SUHVHQW��OLNH�VORZ�GRZQORDG�WLPHV��DQ�
LQDELOLW\�WR�UHDFK�FXVWRPHU�VHUYLFH��GLI¿FXOW�VLWH�QDYLJDWLRQ��RU�PLVVLQJ�LQDFWLYH�OLQNV��

7KH�6�2�5�SDUDGLJP�GHVFULEHV�WKH�RUJDQLVP¶V�FRPELQDWLRQ�RI�FRJQLWLYH�DQG�
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DIIHFWLYH�DWWLWXGLQDO�VWDWHV�DV�LQWHUYHQLQJ�LQ�WKH�UHODWLRQVKLS�EHWZHHQ�WKH�VLWH¶V�VWLPXOL�
DQG�EHKDYLRUDO�UHVSRQVHV��7KH�RUJDQLVPLF�VWDWHV�DUH�DIIHFWHG�E\�WKH�RQOLQH�FDVLQR¶V�
HQYLURQPHQW��DQG�WKHQ�LQ�WXUQ�FRQWULEXWH�WRZDUG�WKH�IRUPXODWLRQ�RI�DWWLWXGHV�DERXW�WKH�
H�VHUYLFHVFDSH��DQG�KRZ�VDWLVIDFWRU\�RU�XQVDWLVIDFWRU\�WKH\�IRXQG�WKH�RQOLQH�JDPEOLQJ�
H[SHULHQFH�WR�EH��+HQFH��WKH�IROORZLQJ�SURSRVLWLRQV�

3��� 7KH�JDPEOHU¶V�LQWHUQDO�UHVSRQVHV�PHGLDWH�WKH�UHODWLRQVKLS�EHWZHHQ�WKH�
SHUFHLYHG�KROLVWLF�RQOLQH�JDPEOLQJ�HQYLURQPHQW�DQG�WKHLU�EHKDYLRUDO�LQWHQWLRQV�

� 3�D�� 7KH�JDPEOHU¶V�LQWHUQDO�UHVSRQVHV�PHGLDWH�WKH�UHODWLRQVKLS�EHWZHHQ�WKH��
� SHUFHLYHG�DWPRVSKHULF�FXHV�DQG�WKHLU�EHKDYLRUDO�LQWHQWLRQV�

� 3�E�� 7KH�JDPEOHU¶V�LQWHUQDO�UHVSRQVHV�PHGLDWH�WKH�UHODWLRQVKLS�EHWZHHQ�WKH��
� SHUFHLYHG�¿QDQFLDO�WUXVW�DQG�WKHLU�EHKDYLRUDO�LQWHQWLRQV�

� 3�F�� 7KH�JDPEOHU¶V�LQWHUQDO�UHVSRQVHV�PHGLDWH�WKH�UHODWLRQVKLS�EHWZHHQ�WKH��
� SHUFHLYHG�JDPEOLQJ�YDOXH�DQG�WKHLU�EHKDYLRUDO�LQWHQWLRQV�

Moderators: Personal & Situational and Demographic

:KLOH�WKH�HQYLURQPHQWDO�VWLPXOL�SOD\�D�ODUJH�UROH�LQ�FRQVXPHUV¶�LQWHUQDO�UHVSRQVHV�
WR�WKH�H�VHUYLFHVFDSH��WKHUH�DUH�FHUWDLQ�LQGLYLGXDO�FKDUDFWHULVWLFV�WKDW�VHUYH�DV�PRGHUDWRUV�
LQ�WKH�6�2�UHODWLRQVKLS��

Personal & Situational Moderators.

$�QXPEHU�RI�SHUVRQDO�DQG�VLWXDWLRQDO�IDFWRUV�FDQ�KDYH�DQ�LPSDFW�RQ�WKH�ZD\�
FRQVXPHUV�UHDFW�WR�WKH�H�VHUYLFHVFDSH�WKH\�H[SHULHQFH��PXFK�LQ�WKH�VDPH�ZD\�WKH\�
GR�IRU�D�EULFN�DQG�PRUWDU�FDVLQR�VHUYLFHVFDSH��$V�DSSOLHV�WR�WKLV�WKHRU\��SHUVRQDO�DQG�
situational moderators are each treated as single factors with multiple dimensions. 
0HKUDELDQ�DQG�5XVVHOO���������IRU�H[DPSOH��QRWHG�WKDW�SHUVRQDOLW\�WUDLWV�FRXOG�LQÀXHQFH�
KRZ�D�SHUVRQ�ZLOO�UHDFW�LQ�D�JLYHQ�HQYLURQPHQW��2QH�VXFK�SHUVRQDOLW\�WUDLW�LV�DURXVDO�
VHHNLQJ�±�WKRVH�ZLWK�WKH�WUDLW�HQMR\�DQG�VHHN�RXW�KLJK�OHYHOV�RI�VWLPXODWLRQ��&RQYHUVHO\��
QRQ�DURXVDO�VHHNLQJ�SHUVRQDOLWLHV�ZRXOG�VKRZ�D�VWURQJ�GLVOLNH�IRU�D�KLJKO\�VWLPXODWLQJ�
HQYLURQPHQW��6LPLODUO\��VRPH�FRQVXPHUV�DUH�EHWWHU�DW�VFUHHQLQJ�HQYLURQPHQWDO�VWLPXOL�
WKDQ�RWKHUV��7KDW�LV��KLJK�OHYHOV�RI�VWLPXODWLRQ�DIIHFW�WKHP�OHVV�WKDQ�WKRVH�FRQVXPHUV�
ZKR�FDQQRW�VFUHHQ�VWLPXOL�DV�ZHOO��,Q�DQ�H�VHUYLFHVFDSH��FRQVXPHUV�ZLWK�KLJK�
WHFKQRORJ\�DQ[LHW\�PD\�GLVOLNH�D�YLUWXDO�HQYLURQPHQW�ZLWK�PDQ\�V\VWHP�UHTXLUHPHQWV�
DQG�SOXJ�LQ�QHHGV��*DPEOLQJ��E\�QDWXUH��SODFHV�ULVN�DW�WKH�IRUHIURQW�RI�DFWLYLW\��VR�ULVN�
WDNLQJ�SHUVRQDOLWLHV�PD\�GHPRQVWUDWH�GLIIHUHQW�DWWLWXGHV�WRZDUG�WKHLU�VDWLVIDFWLRQ�ZLWK�
RQOLQH�JDPEOLQJ�WKDQ�ZRXOG�ULVN�DYHUVH�SHUVRQDOLWLHV�

Situational moderators for a virtual environment include mirrors of those known 
WR�D�SK\VLFDO�HQYLURQPHQW��DV�ZHOO�DV�WKRVH�GLVWLQFW�LQ�D�YLUWXDO�VHWWLQJ��%LWQHU��������
SRVWXODWHG�WKDW�FRQVXPHUV�HQWHU�WKHLU�HQYLURQPHQW�LQ�D�VSHFL¿F�PRRG�VWDWH��ZKLFK�FDQ�
DIIHFW�KRZ�WKH\�PLJKW�QRUPDOO\�UHDFW�WR�D�JLYHQ�YLUWXDO�HQYLURQPHQW��,Q�DGGLWLRQ��DQ�
LQGLYLGXDO¶V�SXUSRVH�IRU�EHLQJ�LQ�WKDW�HQYLURQPHQW��DQG�WKXV�WKH�SHUVRQDO�UHOHYDQFH�
WKDW�VLWH�KDV��PD\�DIIHFW�KRZ�WKH\�YLHZ�WKHLU�YLUWXDO�VXUURXQGLQJV��7KHVH�PRRGV�DQG�
SXUSRVHV�PD\�YDU\�GD\�WR�GD\��RU�HYHQ�KRXU�WR�KRXU��%LWQHU���������,QGLYLGXDOV�DOVR�
UHVSRQG�GLIIHUHQWO\�EDVHG�RQ�WKHLU�H[SHFWDWLRQV�RI�WKH�RQOLQH�VLWH��&RQVXPHUV�DUH�
OLNHO\�WR�QHJDWLYHO\�UHVSRQG�WR�WKH�YLUWXDO�HQYLURQPHQW�LI�WKHLU�H[SHULHQFH�GRHV�QRW�
PDWFK�XS�WR�WKHLU�H[SHFWDWLRQV��,Q�DQ�RQOLQH�FDVLQR�VHWWLQJ��RSHUDWRUV�FDQ�DWWHPSW�
WR�HQVXUH�H[SHFWDWLRQV�DUH�PHW�E\�SURYLGLQJ�FHUWDLQ�FXHV��8VHIXO�QDYLJDWLRQDO�DLGV��
IRU�H[DPSOH��DOORZ�JDPEOHUV�WR�HDVLO\�DFKLHYH�WKHLU�VHDUFK�JRDOV��2SHUDWRUV�FDQQRW�
DOZD\V�HQVXUH�H[SHFWDWLRQV�DUH�PHW�±�GXH�WR�WKH�LQKHUHQW�SUREDELOLWLHV�RI�JDPEOLQJ��D�
FXVWRPHU¶V�H[SHFWDWLRQ�RI�D�PRQHWDU\�ZLQ�FDQQRW�EH�JXDUDQWHHG��7KHUH�DUH�DOVR�FHUWDLQ�
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WHFKQRORJLFDO�VLWXDWLRQDO�IDFWRUV�WKDW�WKH�RSHUDWRU�FDQQRW�FRQWURO��VXFK�DV�WKH�UHOLDELOLW\�
RI�WKH�JDPEOHU¶V�,QWHUQHW�SURYLGHU�RU�WKHLU�FRPSXWHU��2SHUDWRUV�FDQ��KRZHYHU��PDNH�
DWWHPSWV�WR�OLPLW�FHUWDLQ�WHFKQRORJLFDO�IDFWRUV�IURP�WKHLU�HQG��)RU�H[DPSOH��E\�XVLQJ�
VHUYHUV�WKDW�SHUPLW�UHOLDELOLW\�DQG�VXLWDEOH�EDQGZLGWK�WR�DYRLG�VORZ�GRZQORDG�WLPHV��DQG�
FUHDWLQJ�VLWHV�WKDW�OLPLW�WKH�XVH�RI�SOXJ�LQV��ZKLFK�FDQ�LQWHUUXSW�IHHOLQJV�RI�FRQVXPHU�
control and lead to dissatisfaction.

Demographic Moderators.

:LOOLDPV�DQG�'DUJHO��������QRWH�WKDW�VRPH�GHPRJUDSKLF�IDFWRUV��OLNH�JHQGHU��
DJH��DQG�VRFLDO�FODVV��DIIHFW�WKH�YDOHQFH�RI�YDULRXV�VHUYLFHVFDSH�FXHV��,W�LV�GLIIHUHQFHV�
EHWZHHQ�GHPRJUDSKLF�JURXSV�WKDW�GH¿QH�WKHVH�JURXSV�DV�PRGHUDWRUV�LQ�WKH�6�2�
UHODWLRQVKLS��'LIIHUHQW�GHPRJUDSKLF�VHJPHQWV��IRU�H[DPSOH��DSSURDFK�DYDWDU�FUHDWLRQ�±�
GHVLJQLQJ�D�JUDSKLFDO�UHSUHVHQWDWLRQ�RI�WKH�XVHU¶V�RQOLQH�LPDJH�±�LQ�GLIIHUHQW�PDQQHUV�
�'XFKHQHDXW��:HQ��<HH��	�:DGOH\���������7R�DFFRPPRGDWH�LQGLYLGXDO�SUHIHUHQFHV��
RQOLQH�JDPEOLQJ�VLWHV�FDQ�DOORZ�FRQVXPHUV�WR�FXVWRPL]H�DVSHFWV�RI�WKHLU�HQYLURQPHQW�
WR�FUHDWH�XVHU�SUR¿OHV�WKDW�DUH�WR�WKHLU�OLNLQJ��&RQVXPHUV�FDQ�VHOHFW�IURP�GLIIHUHQW�VNLQV�
IRU�WKHLU�FDVLQR��VXFK�DV�FHUWDLQ�WDEOH�FRORUV��LPDJHV�LQ�WKH�RQOLQH�FDVLQR�OREE\��DQG�
FDUG�GHVLJQ��6RPH�VLWHV�DUH�DOUHDG\�HPEUDFLQJ�WKLV�W\SH�RI�SHUVRQDOL]DWLRQ��3RNHU6WDUV��
WKH�ZRUOG¶V�ODUJHVW�RQOLQH�SRNHU�VLWH��IRU�H[DPSOH��KDV�D�VHOHFWLRQ�RI�WDEOH�GHVLJQV�
IURP�ZKLFK�SOD\HUV�FDQ�FKRRVH��DQG�WKH\�DOVR�SHUPLW�SOD\HUV�WR�XSORDG�DQ�LPDJH�DV�
WKHLU�DYDWDU�DW�WKH�WDEOH��2QFH�D�VXEVWDQWLDO�QXPEHU�RI�SUR¿OHV�KDYH�EHHQ�FUHDWHG��WKH�
FDVLQR�FDQ�ORRN�WR�LGHQWLI\�SUR¿OH�VSHFL¿FDWLRQV�W\SLFDOO\�DVVRFLDWHG�ZLWK�GLIIHUHQW�
GHPRJUDSKLF�IDFWRUV��WUHDWHG�DV�LQGLYLGXDO�IDFWRUV���DQG�FDQ�RIIHU�SHUVRQDOL]DWLRQ�
VXJJHVWLRQV�WR�QHZ�SOD\HUV�H[KLELWLQJ�WKRVH�FKDUDFWHULVWLFV��6XFK�D�FXVWRPL]DWLRQ�V\VWHP�
LV�LPSRUWDQW�IRU�WKH�YLUWXDO�JDPEOLQJ�HQYLURQPHQW��DV�D�FRQVXPHU¶V�VDWLVIDFWLRQ�ZLWK�
WKHLU�RQOLQH�DSSHDUDQFH�LV�RQH�RI�WKH�NH\V�WR�WKHLU�RYHUDOO�VDWLVIDFWLRQ�ZLWK�WKH�H[SHULHQFH�
�'XFKHQHDXW�HW�DO���������

The propositions on demographic moderators are as follows:

3��� 3HUVRQDOLW\�WUDLWV��H�J���DURXVDO�VHHNLQJ��VWLPXOL�VFUHHQLQJ��DQG�ULVN�DYHUVLRQ��
PRGHUDWH�WKH�UHODWLRQVKLS�EHWZHHQ�WKH�SHUFHLYHG�RQOLQH�FDVLQR�VHUYLFHVFDSH�
and internal responses.

� 3�D�� 3HUVRQDOLW\�WUDLWV��H�J���DURXVDO�VHHNLQJ��VWLPXOL�VFUHHQLQJ��DQG��
� ULVN�DYHUVLRQ��PRGHUDWH�WKH�UHODWLRQVKLS�EHWZHHQ�WKH�SHUFHLYHG��
 atmospheric cues and internal responses.

� 3�E�� 3HUVRQDOLW\�WUDLWV��H�J���DURXVDO�VHHNLQJ��VWLPXOL�VFUHHQLQJ��DQG�ULVN��
� DYHUVLRQ��PRGHUDWH�WKH�UHODWLRQVKLS�EHWZHHQ�WKH�SHUFHLYHG�¿QDQFLDO�W�
 rust and internal responses.

� 3�F�� 3HUVRQDOLW\�WUDLWV��H�J���DURXVDO�VHHNLQJ��VWLPXOL�VFUHHQLQJ��DQG�ULVN��
� DYHUVLRQ��PRGHUDWH�WKH�UHODWLRQVKLS�EHWZHHQ�WKH�SHUFHLYHG�JDPEOLQJ��
 value and internal responses.

3��� 6LWXDWLRQDO�IDFWRUV��H�J��PRRG�VWDWH��SXUSRVHV��H[SHFWDWLRQV��PRGHUDWH�WKH�
UHODWLRQVKLS�EHWZHHQ�WKH�SHUFHLYHG�RQOLQH�FDVLQR�VHUYLFHVFDSH�DQG�LQWHUQDO�
responses.

� 3�D�� 6LWXDWLRQDO�IDFWRUV��H�J��PRRG�VWDWH��SXUSRVHV��H[SHFWDWLRQV��PRGHUDWH��
� WKH�UHODWLRQVKLS�EHWZHHQ�WKH�SHUFHLYHG�DWPRVSKHULF�FXHV�DQG�LQWHUQDO��
 responses.
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3�E�� 6LWXDWLRQDO�IDFWRUV��H�J��PRRG�VWDWH��SXUSRVHV��H[SHFWDWLRQV��PRGHUDWH�WKH�
UHODWLRQVKLS�EHWZHHQ�WKH�SHUFHLYHG�¿QDQFLDO�WUXVW�DQG�LQWHUQDO�UHVSRQVHV�

� 3�F�� 6LWXDWLRQDO�IDFWRUV��H�J��PRRG�VWDWH��SXUSRVHV��H[SHFWDWLRQV��PRGHUDWH��
� WKH�UHODWLRQVKLS�EHWZHHQ�WKH�SHUFHLYHG�JDPEOLQJ�YDOXHV�DQG�LQWHUQDO��
 responses.

3��� 'HPRJUDSKLF�FKDUDFWHULVWLFV�PRGHUDWH�WKH�UHODWLRQVKLS�EHWZHHQ�WKH�SHUFHLYHG�
online casino servicescape and internal responses.

� 3�D�� 'HPRJUDSKLF�FKDUDFWHULVWLFV�PRGHUDWH�WKH�UHODWLRQVKLS�EHWZHHQ�WKH��
 perceived atmospheric cues and internal responses.

� 3�E�� 'HPRJUDSKLF�FKDUDFWHULVWLFV�PRGHUDWH�WKH�UHODWLRQVKLS�EHWZHHQ�WKH��
� SHUFHLYHG�¿QDQFLDO�WUXVW�DQG�LQWHUQDO�UHVSRQVHV�

� 3�F�� 'HPRJUDSKLF�FKDUDFWHULVWLFV�PRGHUDWH�WKH�UHODWLRQVKLS�EHWZHHQ�WKH��
� SHUFHLYHG�JDPEOLQJ�YDOXH�DQG�LQWHUQDO�UHVSRQVHV�

Behavioral Intentions

5HDGLQHVV�WR�SHUIRUP�D�JLYHQ�EHKDYLRU�KDV�ORQJ�EHHQ�D�IRFXV�RI�LQWHUHVW�LQ�FRQVXPHU�
EHKDYLRU�DQG�PDUNHWLQJ�UHVHDUFK��%DVHG�RQ�WKH�OHYHO�RI�VDWLVIDFWLRQ�ZLWK�WKH�VHUYLFH�
H[SHULHQFH��FRQVXPHUV�IRUP�D�MXGJPHQW�IRU�H[WHQGLQJ�WKHLU�VWD\�DW�WKH�HVWDEOLVKPHQW�
DV�ZHOO�DV�UHYLVLWLQJ�WKH�HVWDEOLVKPHQW�LQ�WKH�IXWXUH��6WLPXOXV�DWWULEXWHV�DQG�VXEVHTXHQW�
JDPEOHU�UHVSRQVHV�ZLWKLQ�WKH�RQOLQH�FDVLQR�HQYLURQPHQW�DUH�H[SHFWHG�WR�LQGLFDWH�
EHKDYLRU�LQWHQWLRQV�ZLWK�WKUHH�PDMRU�FRPSRQHQWV��VLWH�UHYLVLWDWLRQ��GHVLUH�WR�VWD\�DW�
WKH�VLWH��DQG�WKH�OLNHOLKRRG�RI�UHFRPPHQGLQJ�WKH�VLWH�WR�RWKHUV��%HFDXVH�WKHUH�DOUHDG\�
H[LVW�H[WHQVLYH�OLWHUDWXUH�UHYLHZV�LQ�KRVSLWDOLW\�UHVHDUFK�VXSSRUWLQJ�WKHVH�WKHRUHWLFDO�
EHKDYLRUDO�LQWHQWLRQ�FRPSRQHQWV��WKH�GHVFULSWLRQ�KHUH�LV�DEEUHYLDWHG�ZLWK�WKH�LQWHQWLRQ�
RI�SDUVLPRQ\�

Revisit Intentions.

3UHYLRXV�VWXGLHV�KDYH�VKRZQ�WKDW�VHUYLFHVFDSH�VDWLVIDFWLRQ�LPSDFWV�D�FDVLQR�
SDWURQ¶V�LQWHQWLRQ�WR�UHYLVLW��.LP�	�0RRQ��������/DP�HW�DO���������/XFDV���������2WKHU�
VWXGLHV�LQ�WKH�KRVSLWDOLW\�¿HOG��SDUWLFXODUO\�WKRVH�IRFXVLQJ�RQ�WUDYHO�DQG�WRXULVP��KDYH�
H[WHQVLYHO\�VWXGLHG�EHKDYLRUDO�LQWHQWLRQV�DQG�HPSLULFDOO\�HVWDEOLVKHG�D�FRUUHODWLRQ�
EHWZHHQ�VDWLVIDFWLRQ�UHODWHG�DWWULEXWHV�DQG�LQWHQWLRQ�WR�UHYLVLW�WKH�GHVWLQDWLRQ��%DORJOX��
������%DORJOX��3HNFDQ��&KHQ��	�6DQWRV���������5HYLVLW�LQWHQWLRQV�WKDW�PD\�DOVR�EH�WLHG�
WR�LUUDWLRQDO�EHOLHIV�DERXW�JDPEOLQJ�DQG�WKH�JDPEOHU¶V�ORFXV�RI�FRQWURO�ZLWK�WKH�DFWLYLW\��
,I�D�JDPEOHU�ZKR�UHSHDWHGO\�UHYLVLWV�RQH�VSHFL¿F�RQOLQH�FDVLQR�EHFDXVH�WKH\�FRQVLGHU�LW�
WR�EH�OXFN\�RU�WKDW�LW�SD\V�RXW�PRUH�IDYRUDEO\��JDPEOLQJ�YDOXH���WKLV�LV�FDSWXUHG�E\�WKH�
FRUUHVSRQGLQJ�IXQFWLRQDO�TXDOLW\�LQ�WKH�WKHRUHWLFDO�PRGHO�

Desire to Stay.

:KHQ�UHIHUULQJ�WR�VHUYLFH�DV�DQ�H[SHULHQFH�EDVHG�µSURGXFW�¶�WKH�OHYHO�RI�VDWLVIDFWLRQ�
±�LQFOXGLQJ�VHUYLFHVFDSH�DWWULEXWHV�DV�ZHOO�DV�DWPRVSKHULFV�±�FRXOG�LQÀXHQFH�WKH�VWD\�
RI�WKH�YLVLWRU�DW�D�VHUYLFH�RULHQWHG�GHVWLQDWLRQ��%DORJOX���������)RU�WKH�SXUSRVHV�RI�
WKLV�DUWLFOH��WKH�YLVLW�LV�DWWULEXWHG�WR�WKH�YLUWXDO�VLWH�YLVLW�DQG�LW�LV�DQWLFLSDWHG�WKDW�WKH�
DERYHPHQWLRQHG�IDFWRUV�GHVFULEHG�LQ�WKH�SURSRVHG�PRGHO�DUH�OLNHO\�WR�LQÀXHQFH�WKH�
GHVLUH�WR�VWD\��3DVW�VWXGLHV�KDYH�UHYHDOHG�D�FRQQHFWLRQ�EHWZHHQ�VDWLVIDFWLRQ�DQG�GHVLUH�WR�
VWD\��DQG�KDYH�LQGLFDWHG�WKH�QHHG�WR�IXUWKHU�H[SORUH�WKH�UHVSRQVH��:DNH¿HOG�	�%ORGJHWW��
�������/LNH�UHYLVLW�LQWHQWLRQV��D�JDPEOHU�PD\�GHVLUH�WR�VWD\�DW�D�VLWH�QRW�EHFDXVH�LWV�KLJK�
DQG�ORZ�WDVN�UHOHYDQW�DWPRVSKHULF�FXHV�DUH�DWWUDFWLYH��EXW�EHFDXVH�WKH\�SHUFHLYH�WKHLU�
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RGGV�RI�ZLQQLQJ�WR�EH�KLJKHU�DW�D�JLYHQ�VLWH��$JDLQ��WKLV�VWLPXOXV�LV�FDSWXUHG�E\�WKH�
theoretical model’s other components.

Recommendation to Others.

:RUG�RI�PRXWK�UHFRPPHQGDWLRQ�WR�RWKHUV�VHUYHV�DV�D�VWURQJ�UHSUHVHQWDWLRQ�RI�
FXVWRPHU�VDWLVIDFWLRQ��)RUQHOO���������7KH�UHODWLRQVKLS�EHWZHHQ�WKH�WZR�KDV�EHHQ�
GHPRQVWUDWHG�HPSLULFDOO\�LQ�VHYHUDO�ZRUNV�LQ�WKH�KRVSLWDOLW\�LQGXVWU\�DQG�LV�FRQVLGHUHG�
DQ�LPSRUWDQW�RXWFRPH�RI�H�PDUNHWLQJ��/XFDV���������3RVLWLYH�ZRUG�RI�PRXWK�
UHFRPPHQGDWLRQV�QRW�RQO\�LPSURYH�WKH�EUDQG�LPDJH��EXW�DOVR�WR�HQKDQFH�UHSXWDWLRQ�
FRPSDUHG�WR�RWKHU�RQOLQH�FDVLQRV��D�YHU\�VWURQJ�FKDUDFWHULVWLF�LQ�DQ�LQGXVWU\�UHTXLULQJ�
trust.

%DVHG�RQ�WKH�VXSSRUW�IRU�WKHVH�PHDVXUHV�RI�EHKDYLRUDO�LQWHQWLRQ��WKH�DXWKRU�
proposes:

3��� 2YHUDOO�VDWLVIDFWLRQ�ZLWK�WKH�RQOLQH�JDPEOLQJ�H[SHULHQFH�ZLOO�KDYH�D�SRVLWLYH�
relationship with revisit intentions.

3��� 2YHUDOO�VDWLVIDFWLRQ�ZLWK�WKH�RQOLQH�JDPEOLQJ�H[SHULHQFH�ZLOO�KDYH�D�SRVLWLYH�
relationship with desire to stay in the online casino environment.

3���� 2YHUDOO�VDWLVIDFWLRQ�ZLWK�WKH�RQOLQH�JDPEOLQJ�H[SHULHQFH�ZLOO�KDYH�D�SRVLWLYH�
UHODWLRQVKLS�ZLWK�FRQVXPHUV¶�LQWHQW�WR�UHFRPPHQG�WKH�VLWH�WR�RWKHUV�

Discussion

7KH�FRQFHSWXDO�PRGHO�GHVFULEHG�KHUH�LV�D�QHWZRUN�RI�WKH�VWLPXOXV��RUJDQLVP��DQG�
UHVSRQVH��%\�GH¿QLWLRQ��WKH�YDULRXV�FKDUDFWHULVWLFV�DUH�OLQNHG��7KH�RQOLQH�VHUYLFHVFDSH�
PD\�EH�HDVLO\�QDYLJDEOH��EXW�LI�WKH�QDYLJDWLRQ�OHDGV�WR�WKH�ZURQJ�LQIRUPDWLRQ��WKH�
FXVWRPHU�LV�XQOLNHO\�KDYH�D�SRVLWLYH�UHVSRQVH��7KH�TXDOLW\�RI�WKH�LQIRUPDWLRQ�SURYLGHG�LV�
LQH[WULFDEO\�OLQNHG�WR�WKH�FODULW\�RI�WH[W�DQG�JUDSKLF�FRQWHQW��5HWXUQLQJ�WR�WKH�EODFNMDFN�
H[DPSOH��DHVWKHWLF�DFWLRQ�EXWWRQ�GHVLJQ�IRU�D�³VWDQG´�DFWLRQ�ZRXOG�QRW�EH�DWWUDFWLYH�WR�D�
JDPEOHU�LI�FOLFNLQJ�RQ�WKH�EXWWRQ�WKHQ�WULJJHUV�D�³KLW´�DFWLRQ�LQVWHDG�

7KH�SURSRVHG�PRGHO�SHUPLWV�IRU�H[WHQGHG�WKHRU\�EXLOGLQJ��DV�ZHOO�DV�HPSLULFDO�
WHVWLQJ�RI�WKH�PRGHO�XVLQJ�WKHRULHV�DQG�SDUDGLJPV�IURP�RWKHU�GLVFLSOLQHV��ZLWK�
DSSOLFDWLRQV�LQ�JDPEOLQJ��5HVHDUFK�LQ�FRQVXPHU�EHKDYLRU�LQ�RQOLQH�JDPEOLQJ�LV�VSDUVH��
DQG�WKLV�UHVHDUFK�RQO\�EHJLQV�WR�¿OO�WKH�VLJQL¿FDQW�JDS��([WHQVLYH�UHVHDUFK�KDV�EHHQ�
FRQGXFWHG�LQ�WKH�SV\FKRORJ\�RI�FRQVXPSWLRQ�DQG�RI�JDPEOLQJ��ZKLFK�FDQ�EH�XVHG�WR�
HQKDQFH�WKH�XQGHUVWDQGLQJ�RI�FRQVXPHUV¶�UHDFWLRQV�DQG�UHVSRQVHV�WR�RQOLQH�JDPEOLQJ��
$�FRPSDULVRQ�RI�WKRVH�RQOLQH�SOD\HUV�ZKR�KDYH�H[SHULHQFHG�WKH�SK\VLFDO�FDVLQR�
environment and those who have never visited a live casino also presents an interesting 
LQTXLU\�

7KLV�LV�D�EURDG�ORRN�DW�WKH�RQOLQH�JDPEOLQJ�VHUYLFHVFDSH��ZKLFK�SHUPLWV�IRU�PRUH�
GHWDLOHG�LQTXLU\�LQWR�VSHFL¿F�FKDQQHOV�RI�WKH�HQYLURQPHQW�DQG�WKHLU�UHODWLRQVKLS�ZLWK�
FRQVXPHU�VDWLVIDFWLRQ�DQG�UHVSRQVH��VXFK�DV�WKH�HIIHFW�RI�VRXQGV�RI�VORW�PDFKLQHV�DQG�
FDVLQR�FKLSV�RU�RI�VSHFL¿F�FRORUV��,QIRUPDWLRQ�SHUWDLQLQJ�WR�VSHFL¿F�FKDUDFWHULVWLFV�RI�D�
SK\VLFDO�FDVLQR�VHUYLFHVFDSH�PD\�DOVR�DSSO\�WR�WKH�RQOLQH�FDVLQR�VHUYLFHVFDSH�PRGHO��
LQFOXGLQJ�RSHUDWLRQDO�HI¿FLHQF\��LQWHULRU�GpFRU��DQG�FURZGLQJ��/DP�HW�DO����������DV�DQ�
H[DPSOH��DUJXHG�WKDW�FOHDQOLQHVV�DQG�DPELHQFH�DUH�LPSRUWDQW�FRQWULEXWRUV�WR�WKH�SK\VLFDO�
FDVLQR�VHUYLFHVFDSH�LQ�WKDW�WKH\�KHOS�WR�LPSURYH�JDPEOLQJ¶V�VRPHZKDW�FRQWURYHUVLDO�
VRFLDO�LPDJH�DV�D�VLQIXO�EXVLQHVV��7KLV�DUJXPHQW�PD\�DOVR�DSSO\�LQ�DQ�RQOLQH�VHWWLQJ��
LQ�WKDW�D�FOHDQ�GHVLJQ�PD\�HQFRXUDJH�D�PRUH�SRVLWLYH�YLHZ�RI�WKH�RQOLQH�FDVLQR�
HQYLURQPHQW��,Q�DGGLWLRQ��NQRZOHGJH�RI�VHUYLFHVFDSH�SUHIHUHQFHV�FDQ�EH�LQFRUSRUDWHG�
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LQWR�SUREOHP�JDPEOHU�LGHQWL¿FDWLRQ�DOJRULWKPV��LPSURYHPHQW�RI�ZKLFK�EHQH¿WV�D�
FRPSDQ\¶V�&65�PLVVLRQ�E\�GHPRQVWUDWLQJ�DFWLYH�LQWHUHVW�LQ�DGYDQFHV�LQ�UHVSRQVLEOH�
JDPEOLQJ�SUDFWLFHV�

:KHWKHU�D�FDVLQR�EXVLQHVV�RSHUDWHV�ERWK�RQOLQH�DQG�EULFN�DQG�PRUWDU�HVWDEOLVKPHQWV�
RU�LI�WKH�RQOLQH�FDVLQR�LV�D�VWDQG�DORQH�JDPEOLQJ�SRUWDO��NQRZOHGJH�RI�VHUYLFHVFDSH�
GLPHQVLRQV�LV�FUXFLDO��)RU�WKRVH�FDVLQR�RSHUDWRUV�ZLWK�ERWK�D�WUDGLWLRQDO�DQG�RQOLQH�
SUHVHQFH��IXUWKHU�UHVHDUFK�FRXOG�UHYHDO�LI�PHPRULHV�RI�WKH�SK\VLFDO�VHUYLFHVFDSH�
H[SHULHQFH�LQÀXHQFHV�UHVSRQVHV�WR�DQ�RQOLQH�VHUYLFHVFDSH��DQG�YLFH�YHUVD��

2SSRUWXQLWLHV�DERXQG�IRU�LQYHVWLJDWLQJ�IXUWKHU�VSHFL¿F�DVSHFWV�RI�WKH�RQOLQH�
JDPEOLQJ�HQYLURQPHQW��7KH�QXPEHU�RI�MXULVGLFWLRQV�UHJXODWLQJ�RQOLQH�JDPEOLQJ�LV�TXLFNO\�
LQFUHDVLQJ��DQG�WKXV�WKH�ZRUOG�PDUNHW�IRU�WKH�DFWLYLW\�LV�UDSLGO\�JURZLQJ��7KH�HFRQRPLF�
LPSOLFDWLRQV�RI�WKHVH�YDULDEOHV�VKRXOG�DOVR�EH�H[SORUHG��DV�WKH�FRVW�RI�LPSOHPHQWLQJ�
FHUWDLQ�VHUYLFHVFDSH�IDFWRUV�PD\�RXWZHLJK�WKH�¿QDQFLDO�JDLQV�IURP�DSSURDFK�EHKDYLRUDO�
responses.

([WHQGLQJ�WKHRU\�LQWR�WKH�RQOLQH�JDPEOLQJ�VSDFH�WLHV�LQ�WR�JUHDWHU�DSSOLFDWLRQV��
WRR��.QRZOHGJH�JDLQHG�DERXW�WKH�RQOLQH�JDPEOLQJ�HQYLURQPHQW�FDQ�EH�DSSOLHG�WR�VRFLDO�
JDPLQJ��DV�LQ�WKH�=\QJD�3RNHU�H[DPSOH�SURYLGHG�LQ�WKH�LQWURGXFWLRQ��2WKHU�VHUYLFH�
SURGXFWV�WKDW�EOHQG�LQ�SHUVRQ�VHUYLFHV�ZLWK�UHDO�WLPH�VHUYLFH�H[SHULHQFH�WHFKQRORJ\�
RIIHULQJV��VXFK�DV�VSRUWV�WHDP�IDQ�VLWHV�DQG�IDQWDV\�VSRUWV�OHDJXHV��PD\�DOVR�¿QG�DVSHFWV�
RI�WKH�RQOLQH�JDPEOLQJ�H�VHUYLFHVFDSH�PRGHO�WR�EH�XVHIXO��7KLV�NQRZOHGJH�FDQ�DOVR�EH�
FRPELQHG�ZLWK�WKH�WHFKQRORJ\�LQWHUIDFH�H[SHULHQFH�LQ�RWKHU�VHUYLFH�LQGXVWULHV��VXFK�DV�
LQ�URRP�KRWHO�WHFKQRORJLHV�RU�VHOI�VHUYH�NLRVNV�DW�UHVWDXUDQWV�

$SSOLFDWLRQV�RI�VHUYLFHVFDSH�UHVHDUFK�LQ�DQ�RQOLQH�JDPEOLQJ�HQYLURQPHQW�SURYLGHV�
D�QRWDEOH�QHZ�UHDOP�LQWR�ZKLFK�UHVHDUFKHUV�FDQ�H[WHQG�FXUUHQW�SDUDGLJPV��DV�ZHOO�DV�
LQIRUP�RQOLQH�FDVLQR�RSHUDWRUV�RI�DYHQXHV�IRU�LPSURYLQJ�JDPEOHU�VDWLVIDFWLRQ��)XWXUH�
studies could focus on compiling empirical evidence to document the impact of the 
application of such theorized models.
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