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A Study on The Consumer Expectation — Performance

according to the Types of Internet Shopping Malls

In-Ku Lee, Hak-Soo Ryoo

Abstract

To create and maintain comparative supremacy as a strategic tool of business, many
organizations have introduced informational technology and system. By using this
system, Some companies got a beneficial value for achieving organizational goals but
others could not obtain their effectiveness and efficiency. In particular, a lot of
organizations that tried to make strategic supremacy with e-commercial trade are under
hard condition because of poor profit. It implies that it is essential to identify and
analyse the consumer who uses e-commercial trade. This paper, therefore, focusing on
internet shopping malls between business and consumer as one of areas of
e-commercial trades, shows the difference between consumer expectation and
performance. The results of this study are as follows:

First, as for the significant difference of influencing factors to consumer satisfactions
according to the types of internet shopping malls, there is a meaningful difference in
consumer anxiety and internet usefulness, but not in consumer service. Prior to verify
the differences in detail on consumer’'s anxiety and internet usefulness, we examined
that there is any difference between expectation and performance. T-test was used for
the variants of consumer anxiety and internet usefulness, and its meaningful probability
was 0.000, which means that both showed statistically significant difference.

Based on the results, we also found that regardless of the types of internet shopping
malls, consumer expectation was greater than performance. although the difference
between expectation and performance was not equal according to the internet shopping
malls.

Second, a regression analysis was performed to understand the relation between
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consumer service, internet usefulness, consumer anxiety, and consumer satisfaction, it
was found that consumer service, internet usefulness, consumer anxiety had
significantly effected on consumer satisfaction.

Third, To verify the relation between consumer satisfaction and repurchase-intentions,
intentions to spread out, Pearson correlation analysis was used. it was found that
consumer satisfaction had positive effect on both intentions.

This study has some limitations because of the shorts of money and time. since the
sample of this study was consumers who have ever bought one or more products via
internet shopping mall, this sample was appropriate. but the major parts of sample were
college students, and the sample size was so small. therefore this results should
carefully be generalized. For further study, it is required to select more precise samples

and to include more variables.

<Key Words> internet shopping mall, consumer expectation-performance, customer

satisfaction, customer services, internet usefulness, consumer anxiety
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