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Abstract

Recent studies show that effective service recovery
has a positive influence on customer satisfaction
and loyalty. We also see the positive relationships
among logistics service quality, customer satisfaction
and repurchase intentions. Most logistics service
suppliers have strategy regarding service recovery
- and logistics service quality. Therefore, we try to
find simultaneous influence of service recovery and
logistics service quality on customer satisfaction in
the online shopping mall case. We, furthermore,
examine the relationship afnong satisfaction and
relationship quality.
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