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Abstract

The purpose of this study is to examine how customers' active behavior in online services affects their perceived
service quality. To this end, we focus on online learning, which has been popularized by COVID-19, to examine
the effects of customers' active learning behavior. In this study, we use self-regulated learning theory as the
theoretical basis for customers' active behavior in learning contexts and conduct two studies. Studyl, we
conduct an online experiment of a short one-on-one online lesson between the instructor as a service provider
and the student as a customer. Study2, we conduct a survey of collaborative learning in groups over several
days. The results show that customers' active learning behavior improves their perceived service quality and
that customers' efficacy beliefs are related to the effects. In other words, the results show that customers' active
learning behavior improves their service evaluations in online services with unstructured service processes that
are difficult to organizational socialization. Finally, we discuss the contributions and limitations of this study.
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Stajkovic et al. 2009; Wang and Lin 2007) . Xk -7T, 4
BNV S £, WETE 21T O FAOTFEER A &
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20222 H10H B 15H OfEIZ, A 74 Y HOY—
A Y —)LTH HQualtrics = IV TIT o 7. k5134
ElCFELTAE (@K - K5 - REPE - H7PRE) &
L, BB FELITOFERIEL BT E 2170
pnay ha— VBRI T U NTIR Y 3i T.

FERBEITIE, BhEZE OGEZIC, B O EE
NHWDEEFEOOE D THDENEZ T KIELELT
S7=. BARRICIE, BIEONEEZIRVIRS eV M &L
%% Z & (Prompting) T, “FAENEEHINIZEH DO
Bex= Yo 7cxsL )T RLE. &6, #hm
OHBEFTZ, H OB EEOITWH O 242t L7z
(Informing) . BEARAJICIX, F2EREZBHT L2
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3.972 (1.016) 5.217 (0.824)
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a3 k-
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i 'E O - fiE
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B A FlE HEEE

EISEpIl=s 1 219.745 259.623  0.000 ***

BCREFEHY (ERE) 1 133.781 158.059  0.000 ***

BEAEFBELL (3~ FA—LE) 1 86.561  102.270  0.000 ***
BERBEYE 1 1.434 1.694 0.194 n.s.

Self-efficacy : & 1 6.231 7.361 0.007  **

Self-efficacy : £ 1 0.790 0.934 0.334 ns.
e x BEAEYE 1 5.866 6.930 0.009 **
= 776 656.806

+p < .10, *p < .05, **p < .01, ***p <.001
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0.703%#+
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44  PLS-SEM 43#7(D

%3 PLS-SEM 453#7®@

Path Beta 1Z#{RE 1 HAEHEX
HRESE - KADHHE 0.601 0.085  7.042  0.000
HAREED H—ERRE 0.169 0128 1.325  0.189 frite-1 =55
JNAAIETF s . 5 . . %%ﬁ%ﬁ\
EAMHE - H-—E2RE 0.413 0.210  1.962  0.050
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HEMhE — Y—ExRHE 0.202 0.202  1.019  0.308 RXFF
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