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Appendix A

Measurement Items for the Constructs I

Item

No. Construct Items CM S H SH Mean SD

Instructions: Questions 1 to 18 ask about the informational aspects of the website. “Information” refers to information regarding

company, product, and/or advice, if any.

1 Currency The website provided me with the most recent information -0.06 0.41 1.06 0.81 0.55 1.27
for the laptop selection task.

2 The website produced the most current information for the 0.16 0.41 1.06 0.97 0.65 1.23
laptop selection task.

3 The information from the website was always up to date for 0.03 0.41 0.88 1.06 0.59 1.23
the laptop selection task.

4 Completeness | The website provided me with a complete set of information 0.03 0.75 1.38 1.22 0.82 1.54
for the laptop selection task.

5 The website produced comprehensive information for the -0.03 1.47 1.78 1.84 1.27 1.72
laptop selection task.

6 The website provided me with all the information | needed 0.00 1.19 1.63 2.31 1.28 1.70
for the laptop selection task.

7 Format The information provided by the website was well formatted 0.16 1.69 0.97 1.69 1.13 1.62
for the laptop selection task.

8 The information provided by the website was well laid out for | 0.19 1.38 0.63 1.13 0.83 1.40
the laptop selection task.

9 The information provided by the website was clearly 0.13 1.00 0.66 1.13 0.73 1.53
presented on the screen for the laptop selection task.
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Item
No. Construct Iltems CM S H SH Mean SD
10 Accuracy The website produced correct information for the laptop 0.22 0.84 0.75 0.19 0.50 1.09
selection task.
11 The information | obtained from the website for the laptop 0.06 0.31 0.34 0.25 0.24 1.14
selection task was error-free.
12 The information provided by the website was accurate for 0.09 0.41 0.88 0.88 0.56 1.21
the laptop selection task.
13 Information Overall, | would give the information from the website high 0.16 1.41 1.84 2.22 1.41 1.55
quality marks for the laptop selection task.
14 Overall, | would give the information provided by the website 0.19 1.69 2.03 2.31 1.55 1.60
a high rating in terms of quality for the laptop selection task.
15 In general, the website provided me with high-quality 0.13 1.41 1.72 1.94 1.30 1.60
information for the laptop selection task.
16 Information Overall, the information | got from the website was very 0.13 1.47 1.72 1.81 1.28 1.61
satisfaction satisfying to select a laptop.
17 | am very satisfied with the information | received from the 0.13 1.81 1.81 2.28 1.51 1.66
website to select a laptop.
18 The website provided very satisfactory information for me to 0.22 1.47 1.81 2.09 1.40 1.51
select a laptop.
Instructions: Questions 19 to 36 ask about the system aspects of the website. “System” refers to the website system and is
independent of the information that the website presented and generated.
19 Reliability The website system operated reliably for the laptop 0.03 1.16 0.47 0.91 0.64 1.28
selection task.
20 The website system performed reliably for the laptop 0.09 1.41 0.56 0.94 0.75 1.37
selection task.
21 The operation of the website system was dependable for the 0.00 0.88 0.69 0.97 0.63 1.36
laptop selection task.
22 Accessibility The website system was readily accessible to me in the 0.09 1.41 1.00 1.38 0.97 1.41
laptop selection task.
23 The website system was very accessible during the laptop 0.00 1.44 1.31 1.47 1.05 1.55
selection task.
24 The website system was easy to access during the laptop 0.06 1.75 1.53 0.91 1.06 1.61
selection task.
25 Flexibility The website system was able to be adapted to meet a 0.06 2.50 2.44 2.88 1.97 1.77
variety of needs during the laptop selection task.
26 The website system was able to flexibly adjust to new 0.06 2.16 2.44 2.53 1.80 1.83
demands or conditions during the laptop selection task.
27 The website system was flexible in addressing needs as 0.06 2.31 2.84 3.00 2.05 1.84
they arise during the laptop selection task.
28 Timeliness It took too long for the website system to respond to my -0.13 | -1.06 | -0.16 | -0.28 | -0.41 1.58
requests during the laptop selection task. (dropped)
29 The website system responded in a timely fashion during 0.09 1.06 1.44 1.00 0.90 1.68
the laptop selection task.
30 The website system answered my requests quickly during 0.09 1.72 2.09 1.41 1.33 1.78
the laptop selection task.
31 System In terms of system quality, | would rate the website highly for | 0.16 2.16 2.25 2.00 1.64 1.58
quality the laptop selection task.
32 Overall, the website system that | used was of high quality 0.06 2.22 213 219 1.65 1.53
for the laptop selection task.
33 Overall, | would give the quality of the website system a high 0.09 2.25 2.22 2.41 1.74 1.53
rating for the laptop selection task.
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Item
No. Construct Iltems CM S H SH Mean SD
34 System All things considered, | am very satisfied with the website 0.06 2.25 2.06 2.03 1.60 1.58
satisfaction system to select a laptop.
35 Overall, my interaction with the website system to select a 0.00 2.16 2.16 2.41 1.68 1.61
laptop was very satisfying.
36 The website system was very satisfying for me to select a -0.03 2.34 1.91 2.16 1.59 1.57
laptop.
Instructions: Questions 37 to 60 ask about the service aspects of the website. “Service” refers to the process where the website
provided support for your laptop selection task.
37 Empathy The website gave me individual attention during the laptop 0.00 2.66 3.47 3.94 2.52 1.99
selection task.
38 The website had my best interests in mind during the laptop 0.06 2.69 2.75 3.22 2.18 1.83
selection task.
39 The website had mechanisms that gave me personal 0.03 3.03 3.41 3.72 2.55 1.89
attention during the laptop selection task.
40 The website understood my specific needs during the laptop 0.09 3.06 3.38 3.72 2.56 1.83
selection task.
41 Service When the website promised to do something by a certain 0.03 1.97 2.09 2.56 1.66 1.71
reliability time, it did so during the laptop selection task (dropped).
42 | believe that what | asked for was what | got during the -0.03 2.25 1.84 2.22 1.57 1.75
laptop selection task in the website.
43 The website performed the service right during the laptop 0.00 2.09 2.38 2.63 1.77 1.74
selection task.
44 The website provided its service at the time it promised to 0.00 1.84 2.16 2.38 1.59 1.72
do so during the laptop selection task.
45 Tangible The website was up to date. -0.03 0.28 1.03 0.78 0.52 1.20
46 The website was visually appealing. 0.13 0.47 0.84 0.59 0.45 0.99
47 The website was neat in appearance. -0.09 0.44 0.53 0.50 0.34 1.18
48 The appearance of the website was in keeping with the 0.00 0.53 0.97 0.69 0.55 1.10
services it provides.
49 Assurance | felt confident about the online laptop selection decision in 0.06 1.50 1.44 1.53 1.13 1.55
the website.
50 | felt safe in my interaction with the website during the laptop 0.13 0.97 0.72 1.72 0.88 1.62
selection task.
51 The website had answers to all my questions about the 0.06 1.47 2.72 3.25 1.88 1.80
laptop during the laptop selection task (dropped).
52 Responsive- | believe the website was responsive to my needs during the | -0.03 2.09 2.84 3.34 2.06 1.80
ness laptop selection task.
53 In the case of any problem, | think the website would give 0.06 1.69 2.91 3.41 1.98 1.78
me prompt service during the laptop selection task.
54 The website addressed any concerns that | had during the -0.03 1.72 2.91 3.53 2.03 1.85
laptop selection task.
55 Service Overall, the level of service quality | received from the 0.06 2.00 2.63 2.84 1.88 1.58
quality website during the laptop selection task was good.
56 Overall, the level of service quality | received from the 0.09 1.69 2.47 2.66 1.73 1.52
website during the laptop selection task was excellent.
57 Overall, the level of service quality | received from the 0.06 2.00 2.47 2.78 1.83 1.52
website during the laptop selection task was high.
58 Service Overall, the service | received from the website was very -0.06 2.28 2.28 3.06 1.89 1.64
satisfaction satisfying to select a laptop.
59 | am very satisfied with the service | received from the 0.03 219 2.22 3.03 1.87 1.60
website to select a laptop.
60 In terms of selecting a laptop, the service provided by the 0.06 2.16 2.56 3.22 2.00 1.64
website was very satisfying.
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Item

No. Construct Iltems CM S H SH Mean SD

61 Perceived Using the website to select a laptop was enjoyable. 0.06 1.94 1.72 213 1.46 1.47

62 enjoyment Using the website to select a laptop was exciting. 0.06 1.25 1.38 1.88 1.14 1.33

63 Using the website to select a laptop was interesting. 0.00 1.72 1.69 2.03 1.36 1.47

64 Using the website to select a laptop was fun. -0.03 1.97 1.94 2.25 1.53 1.57

65 Using the website to select a laptop was pleasant. 0.00 1.66 1.78 213 1.39 1.63

66 Perceived It was easy to get the website to do what | wanted it to do. 0.00 1.53 2.03 2.00 1.39 1.78

67 ease of use Overall, | found that the website was easy to use to select a 0.16 | 2.41 209 | 209 | 169 | 1.72
laptop.

68 It was easy for me to select a laptop using the website. -0.06 2.41 1.69 1.63 1.41 1.82

69 Learning to use the website to select a laptop was easy. -0.09 1.84 1.47 1.44 1.16 1.76

70 My interaction with the website to select a laptop was clear 0.09 1.91 1.66 1.69 1.34 1.74
and understandable.

71 Perceived Using the website to choose a laptop increased my 0.00 1.16 1.38 1.91 1.1 1.58

usefulness productivity in choosing a laptop.

72 | found the website useful in choosing a laptop. 0.00 2.03 1.75 2.41 1.55 1.58

73 Using the website enhanced the effectiveness in choosing a 0.09 1.97 1.69 2.44 1.55 1.53
laptop.

74 Using the website improved the performance in choosing a 0.16 1.69 1.72 2.38 1.48 1.48
laptop.

75 Attitude All things considered, using the website to select a laptop 0.13 213 2.03 2.91 1.80 1.65
will be a good idea.

76 All things considered, using the website to select a laptop 0.03 2.09 213 2.47 1.68 1.69
will be a wise move.

77 All things considered, using the website to select a laptop 0.13 213 2.25 2.53 1.76 1.66
will be a positive step.

78 All things considered, using the website to select a laptop 0.03 2.34 219 2.75 1.83 1.77
will be an effective idea.

79 Intention Next time | need to shop for a laptop, | would like to use this 0.16 2.00 2.09 2.63 1.72 1.93
kind of website.

80 Assuming | had access to the website, | intend to use it to 0.09 1.81 219 2.16 1.56 1.76
select a laptop in the future.

81 Given that | had access to the website, | predict that | would 0.19 2.09 2.34 2.50 1.78 1.77
use it to select a laptop in the future.

Notation: CM = Comparison Matrix; S = Software; H = Human; SH = Software and Human service; M = Mean; SD = Standard Deviation.

Note: As mentioned in the subsection “Measurement Scales” in the paper, subjects were asked to evaluate the respective website (matrix,
software, human, or hybrid) as compared to the website with matrix only. Thus, the mean values are comparative values. If the evaluated shopping
website was not perceived to differ from the baseline condition-matrix, the mean will be close to 0, as shown in the case of the matrix column.’
For another example, the software condition was perceived to have 1.9 points (out of 5 possible points) higher than matrix in terms of perceived
SQ, while the human website was perceived to have 2.52 points higher than the matrix in terms of perceived SQ.

'Due to possible learning effects, it is important to include the matrix condition as a control to evaluate the true impact of the other conditions (e.g., software,
and human).
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Appendix D

Screen Shots for the Various Treatments

=

L q{p.t.op Computers.com |

Home Products Shopping Cart AboutUs Temms & Conditions  Privacy Policy

Our store sells over 30 laptops. Scrofl to the right to see more
(Running your mouse pointer over each component brings up an explanation of the item)

[Modet [e150 150 [e100 P00 [6200 [przoo [e4s0 [pa3so 300

[Price [s1620 [s1680 [s1630 [s1630 [s1530 [s1430 [s1300 [s1302 [s1360
fotelDuo  [mtelDua [telDue  |[fntel Duo

Processor Intel 2.8GHz |[Intel 32GHz ||Processor [Processor Processor [Processor (2.8 ||Intel 1.8 GHz |[Intel 3.1 GHz |[Intel 2.7 GHz
(288GHz)  [(333GHZ)  |(32GHz) GE)

[Memory i 05

i 2568 3568 4GB 1B 1.8GB 3268 18268 3.1GB L5GB

®RAM)

[Disptay iy 1" 141" 19" 13" i 18" 1" 154"

[USB 3 USB slots 3 USB slots 6 USE slots 6 USBslots |4 USE slots 3 USE slots 3USBEslots |3 USE slots JUSB slots

Select Now | R

| Addtocar |

<[ il

Figure D1. Web Site with Comparison Matrix

LaptopComputers.com ¥

Hello,

Having difficulty in selecting a laptop
Home Products Shopping Cart AboutUs  Temms & Conditions  Privacy Policy computer? 1 can help you find an
appropriate ome by asking you a few
qquestions about your preference for
Qur store sells over 30 laptops. Scroll to the right to see more. [product attributes.

(Runming your mouse pointer over each component brings up an explanation of the item} Pl lick |
N ease click here.

LS : .
Model G150 M50 G100 M100 G200 200 G450 M350 hazoi
Price 51699 51680 51650 51639 $1530 $1430 51399 51392 s136¢
|Intel Duo Intel Duo Intel Duo Intel Duo
Processor  (Intel 23GHz  |Tntel 32GHz |Pr r [P r [P ¢ |[Processor(13 |[ntel 15GHz |ntel31GHz |[Intel
(088CH)  |(333GHz)  |(32GHz) [gze3]
E’ROTT 2568 3.5GB e 4GB 15GB 32GB 18268 3168
Display 17 nr 141" 19" 13" 1" 19" 1"
uss [fUSBslots [5USBslots |[§USBslots [6USBslots [4USBslets |[SUSBslots |[5USBslots [3USBslots |[5USI
SaectNow | | | | | | | | [
[ Addtocant |

¢ m

Figure D2. Web Site with Software Recommendation Service
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Home

(Running your mouse pointer over each component brings up an explanation of the item)

LaptopComputers.com ¥
k.

Products Shopping Cart  AboutUs Temns & Conditions  Privacy Policy

Qur store sells over 30 laptops. Scroll to the right to see more

Model [c150 praso [c100 100 [c200 [pr200 [cas0 M350 [p3or

Price [s1699 [s1680 [s1650 [s1639 [s1s30 [s1430 [s1399 [s1302 [s1368
Intel Duo IntelDuo  |[Intel Duo [intel Duo

Processor  |Intel 28GHz  |[Intel 32GHz  |[Pr r [Br r [P r  [Processor(28 |Intel 18GHz ||Intel31GH: [Intel
2886H7)  |(333GHD  |(3.26HD Gz

(Memory I B 3

e 2568 3568 lon 4GB 18GB 3268 18268 3168 186K

Display T [tz 141" 19" 13" i 19" 1" 154"

UsE SUSBslots |SUSBsiets |[6USBslots |6USBslets |¢USBslots |[SUSBslets |[SUSBslets |3USBslots |5USI

SelectNow ||

Add to cart |

I

Figure D3. Web Site with Human Service

LaptopComputers.com @

@

Customer 1]

43 getmeebg

LaptopComputers.com (%4

Home Products ShoppingCat AboutUs Temns & Conditions  Privacy Policy

Our store sells over 30 laptops. Scroll to the right to see more.
(Running your mouse pointer aver each component brings up an explanation of the item)

[ Addiocart |

= & 4 <
[Model G150 150 [c100 M100 G200 przoo [G4s0 hso pzoi
Price 51699 51680 51650 51639 sis30 s1430 1399 s1302 s1360
otelDuc  |ftslDuo  [IntelDuo |[lntel Duo
Processor  |[lntel 28GHz  |Intel 3 2GHz @8 [imtel 13GH: [ntel31GHz [intet
2sscE)  |G330H)  |G20Hn l6E)
};&T 2 568 3568 o8 4GB 1368 5268 15268 3168 15GE
Display e [P X 11" 19" 13" " 1o TRy 54
Uss SUSBslots |[fUSBslots |[sUSBslots |6USBslats |USBslots |[sUSBslots |5 USBslots |3USBslots |[5USI
Select Now || s

i i

Copyright () 2011 ComputerLaptops.ca, All rights reserved

ftware Recommendatio:

Hello,

Have difficulty in selecting a laptop
computer? I can help you find an
appropriate one by asking you a few
questions about your preference for
product attributes.

Please click here.
LaptopComputers.com @

Q

Customer 1]

43) getmeebo

Figure D4. Web Site with Both Software Recommendation and Human Service
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