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Abstract

A Study on the Customer Satisfaction and Repurchase Intention

by Involvement Levels in Electronic Commerce

Kim, Eung-cheol

As an electronic commerce grows in a rapid speed today, it has a great
effect on not only our consuming lives but also the marketing activities.

The study on involvement levels and consumer satisfaction in physical
market in the existing studying papers in home was made progress rapidly.
But, the study on involvement levels and consumer satisfaction in virtual
market leaves much to be desired.

This paper aims at considering the relationship between the involvement
levels and the consumer satisfaction factors in the electronic commerce
through the internet shopping mall whose importance is emphasized day by
day.

In this paper, three following questions were studied: (1) what is the
difference among the factors(product/service/image) of consumer’s satis-
faction in accordance with consumers’ involvement levels, (2) what is the
difference in an intention of repurchase in accordance with the consumers’
satisfaction factors, and (3) what is the difference in an intention of
repurchase in accordance with the involvement levels and the consumers’
satisfaction factors.

As a result of analysis, only the service one of the factors of consumer’s
satisfaction has a difference in accordance with high/low involvement, and
also, the factors which have an effect on the intention of repurchase were

product, service and image.



