	論文中文摘要：
	在現今社會上，網路購物已經成為人們其中一種主要的消費方式，研究網路購物的消費者行為有助於提高企業的競爭力，在過去很多研究主要探討顧客正面的行為，比較少去探討顧客負面行為；本研究以淘寶網為例，以服務公平作為先行因子，透過服務不滿和負面情緒來探討對顧客負面行為的影響效果；本研究對象為台灣淘寶網使用者，主要從Facebook和PTT論壇上收集問卷，共收回501份問卷，使用SPSS和AMOS對數據進行統計分析，結果顯示服務公平對服務不滿和負面情緒有負面的顯著相關，而服務不滿和負面情緒對顧客負面行為有顯著的正面影響，在此希望可以提供企業一些建議作為參考。

	論文外文摘要：
	Nowadays, online shopping has become one of the major consumption patterns. Carrying out research on consumer online shopping behavior helps to enhance the competitiveness of enterprises. Most of previous researches focus on internet customer’s positive behavior and relatively few scholars study the internet dysfunctional customer behavior. This study uses Taobao as empirical study, service justice as the leading factor, by means of disaffection with service and negative emotions to investigate the influence of the dysfunctional customer behavior. There are 501 questionnaires were collected from Facebook and PTT forum, only Taiwan users are involved in the study, SPSS and AMOS are used for statistical data analysis. The results shows service justice is negative significant correlated with disaffection with service and negative emotion, as well as disaffection with service and negative emotion are positive significant correlated to dysfunctional customer behavior. Hope that this study can provide enterprise some suggestions as references.


