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Building Customer Loyalty with Trust and Familarity in the
Internet-based Shopping-mall

llsang Ko, Sujeong Choi

In the Infemet-based B2C e-commerce, trust has been recognized as a critical factor to reduce un-
certainfies, through interacting with a well-known specific shopping mall, In this study, we view cusfomer
trust as not @ unitary concept but multidimensional one consisted of the trustworthiness of trustee, familiarity
with the specific shopping-mall, disposition to trust, and institution-based  trust,

In this study. first, we considered the trustworthiness of trustee consisted of capability, benevolence, and
infegrity as one of the major factors to build customer trust on the specific Interet shopping-mall. In the
context of the Infernet e-commerce, the role of Institutional structures is very important to assure the customer
trust from the various opportunistic behaviors because of the characteristics of infemet-based commerce
such as impersondiity, the lack of information on the other party, and the fransactions with a number of
anonymous people. Second, we examined the effect of the institution-based trust built by institutional struc-
tures on customer frust, Third, we examined the effect of customer trust and familicrity on retaining customer
loyalty, Qur findings showed that cusfomer trust and familarity played a major role in retaining customer
loyalty with the specific shopping-mall. In conclusions, we discussed the strategies to builld the customer
loyalty for maintaining the cusfomer. We suggest customer trust and familiarity for the factors to bind the
cusforner with the specific shopping-mall based on these resulfs.

Keywords : Customer Trust, Customer Loyalty, Trustworthiness, Familiarity, Institution-based Trust
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M AFAARAA ASstE EQfE tE A
FE LAY A g 4F%e st 4,
2] 7184 #] (cognition-based trust)E 7} A <
BB B3 FAHY) Boe Addely
Aol g 2 7kA dA ol oste] A
o AA, A4 7] 94 8] (knowledge-based trust)
€ AR 45248S TF ARE il
LZ YAEH ALFe] o] FF &3 Y
A, A7) ¥ 2] (calculative-based trust)= &
Wl A Ate] £9] =& Yo g2+& Hl§
3ol o FYAU HrHE T3t AED v}
Aeto g A =7]ukA 2 (institution-based  trust)
T 5ARZAA EAsts W, BE, FAYS 2
< dRY 5 EUE F49€.

Rousseau (1998 A1=]9 F3& AR
ERSGAch. HA, AAH 42 (deterrence-based
trust)y= A2 H| &4 A Gl ZAT A 2A 73
FoF Yo B o] &4 HAE F3}
o 480k 4, AXA A F(calculative trust)
© il g 22 wg FE FH gid
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(relational trust)e FHA9 WEAHQ ALY
FAEE T FuiEe #4E Ed=
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E 9} (commitment) ©. 2 A3 Ath. 1HEE 1
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% %[2003]91 A7l A Ade 2
o] ATGHE TAFHEE FHAY A
oefo] gt AWE Hegoz A&
AHA 4G &} AdAE 35 4%

B X2

A oo AGHA F5Ego] gle
AL JEULDE B NA AHAEL
TRl Aol Hlste] Ao 713 F A
P Bt o A4 St givh ESAHH
AY Agol B2 YA AHANA AHAEE T
W olne F8 W7t 1AL B F 9
THGefen, 2000; Gefen ef al., 2002; McKnight et
al., 2002a, b].

B A4 & Mayer 5199514 Aejo) &4
gto] UL E tid I E “av| A7}
4P EY PHE ZF3IAY FAY 7 e T
go] HfoRel FHglel, EH 4PEC] A4l

194 ZIE

Hshod
_l

H153 3=



e LT E0|AM Aot FUZo

o UBE B4 Y2 ATY Aole /)
o AENxFE o) )% 3 oky
= dA g Bt n v &, A
A9 A¥o] EAYAE Byetn =
4922 WY s 9AE Tt

o4

3.3 QIHUATES M2|7FR|N

Mayer &[1995]2 AlZdde] E4& 3A9)
AHAE ATEY ERE 53 53 (ability),
2 94 (benevolence), A4 (integrity) .2 47
At B ATeME Mayer 5o] Addoz
BT VAN EE AR T3 o] A
ostazl ot WA, F8e EH RN FF
g4& 23 7 dE JHUaT o B4 JE,
A%, ENEY 2FOE Fgdth F HAE, 3
A4 E AdEULBE] ANFAHY o)eF
3HA @3, 2 AAA o]eje] HER YT
JEolth 3L AR 4
P AB U4 E9| A4 (orientation) & 2 W] 3}
ARG Zo] &N tiste 7Hx 3 )
9] & (intentions)®} &7 }(motives)e] NdL =
. mpAgte g RAMLE AwAsl £4%
49 AHEE dHYULBFEC] A Role
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50
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3.4 H7[8HAZ|(Institution-based
trust)

McKnight 5[1998]1 ¢jstd, A=7|ut 415
HAASARANA BFHA BFHE dojd 7}

54 FPAA7) Asted Ba® T2 2
So A EASHEI A BT e
Mat AYFORRE e AR R
AULFE B30 hate] LuAS0) 138
5% = ¥E RIANE LPAE T2

3 #FAFHY it} [Paviou, 2002; Pavlou et al.,
2003; Zucker, 1986].

AE7IR A e 724 BAZstructural as-
surance) ¥ 34 47k (situational normality)
57 BF %EHMCnght et al., 1998; McKnight
et al, 2002]. RA, +Z& BRALL BE 4,
°f&, WA AT, Jg HAAY e FRE
(structures)o] SIEIYl A A F& FX3d&
-5 9n &} Shapiro, 1987, Zucker, 1986].
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