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Dimension-by-Dimension Effects of Service Quality on
the Customer Relationship Quality of Internet Shopping
Malls and the Moderating Role of the Length of Use

Quan Dong Mei

Abstract

First, based on extant studies in the field, the author extracts environments, gensral
and personalized interactions betwssn an internet shopping mall and its customsrs,
interactions amongd customers, and outcomes as 5 relevant ditmensions of the service
quality of an internet shopping mall She derives hypotheses on the relationships
between sach of the service quality dimansions and each of the threa components of the
reladenship quality, satisfaction, trust, and commitment She also investigates the
moderating role of the rmslationship duration defined by the length of use in the
relationships, She studies the relationships among the thres relationship quality
components and their effects on the future intsntions of relationship maintenance, too,

Through a survey on collade students and adult consumers, she gathers 349 qualified
quastionnaires, Applying redression methods on the data, she finds out that most of the
reladonships betwesn sach of the service quality dimensions and each of the relationship
quality dimensions are statistically significant but that the strengths of relationship ame
quite different dimension by dimension, The moederating effect of the relationship
duration is not found except ons case, tha relationship between general interactions and
trust, The author alse finds out positive mlationships betwesn satisfaction and trusg
between satisfaction and commitment, and betwesn trust and commitmeant Positive
relationships between trust and the future intantion of relationship maintenance and
between commitment and the future intention are found, But the data doss not reveal
any statistically significant relatonship betwsen satisfaction and ths futurs intention,
The author provides a few implications of the research results and futurs research
agenda,

Koy woards: dimensions of service quality, relationship quality, satisfaction, trust,
commitment, fumrs intention,
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