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Abstract

The purpose of this study were to empirically examine the effect of dimension of service quality of internet
shopping mall on quality of customer relationship(customer satisfaction) and Relationship of between Future
Intention.

This study first extracted environment, general interaction between customer and internet shopping mall,
personalized interaction between customer and internet shopping mall, interaction between customers and outcome
from service quality of internet shopping mall. Then established study model and hypotheses through the review
of the effect of service quality of internet shopping mall on quality of customer relationship. and the effect of
customer relationship quality on future intention.

The results were as follows: At among of the six hypotheses, four hypotheses were accepted and two hypotheses
were rejected

First, for the relationship between dimensions of service quality of internet shopping mall and Customers
satisfaction, only the environment had not significant influence on Customers satisfaction, other dimensions had
significant positive influence on satisfaction.

second, for the relationship between quality factors of customer relationship and future intention, only Customers
satisfaction had not significant influence on future intention.

Key Words : internet shopping mall, dimension of service quality, customer relationship future Intention
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A2 107Hl-15%h W]t 21 6.0
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209k o] 10 29
2) A= A
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), 89FZC dofA FaKl Ame] EAE HasteldaA 81 FE Fol7] A WHoRE FAE
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ok AABA (AR O] Aol gk el oA 8R1e] +E g 3R AAsk= WS AREE A
, JEY 23EY] AulaFAd) wjgloke gigh Q1R Ifrfkeigen value)S EF 1.09]
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g_]-ﬁx% 3L 7]
e e El 0.235 0.157 0.716 0.005 0.064
E4 0.111 0.243 0.675 -0.016 0.055
G3 0.880 0.150 0.079 0.093 0.087
o)k G2 0.858 0.198 0.138 0.067 0.098
s G4 0.774 0.126 0.181 0.177 0.142
G5 0.653 0318 0.251 0.111 0.127
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o7 7k
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IrEk 8.662 2.333 1.725 1.520 1.385
A4k %) 33314 8.973 6.636 5.845 5.328
FAREAH%) 33314 42.288 48.924 54.769 60.097
Cronbach’s 0.8860 0.7604 0.7778 0.7788 0.7747
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TENE SEES 2011 29012 29213
S3 0.183 0.298 0.853

AN S2 0.255 0.260 0.816
Sl 0.267 0.410 0.641

5%t 5.238 1.522 0.762

A 2K %) 52.383 15.221 7.618
FAREAH %) 52.383 67.604 75.222
Cronbach’s a 0.8506 0.8892 0.8296

TN E 5= 201
F2 0.926

vg) ol F3 0.882
Fl 0.887

F4 0.832

a7k 3.097

A g B2K%) 77.415

FAEAH%) 77415

Cronbach’s a 0.8992
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(Hair, Anderson, Tatham and Grablowaky, 1997).
a8y gs3Ad AAs), 589 2k gk(tolerance)©] 011t A YERS 3, BAFEAIS(VIF)

Hu
el
=5
T
v

gk 1ol Jeek Aoz yehar glo] e foskA fv AL
CHE V-5 AtAYE MH|AZEI UHOEEZO| A
&M | SEHES Beta t Sig. t R F Sig. F | tolerance | VIF
44 F4 | 038 748 434 716 1.398
oA
;iaf% 333 | 6471 | .000-- 648 1.542
o1=
kil = Zli;ix;gt 213 | 4.687 | .000-- 431 50.157 | .000- 834 1.200
m 7
gjj&té_ 118 | 2516 | 012+ 788 1.269
AdA EA | 227 | 4709 | 000 738 1.345

*:p<0.1, * *:p<0.05, * * *:p<0.01,

H6S AZel7] Slal EARAL AND A < 4604 % A%l ANAE FoIF A
o= VERITHF=198.010, p=0.000). SHW4e TATS] folde Avnd, folaA gt Aow

LFERATHt <2, p>0.005).

uebA He> 7] 7 At

3 3|74 Bade streb] S8 veeidd dddst, 88 @ A Fgk(tolerance)©] 0.11H.T
A eRaL RAREEASVIF) S gho] 20 ek Ao® YAl Qlo] o] 9A| tegMe

oVgst o] AT HF ANE QG <E 473} Pk

CH IV-6> DA (40tx)9| 2t 0l 7o ZH

Z&Hy | S8H4 | Beta t Sig. t B2 F Sig. F | tolerance | VIF
ngoJr | A 044 936 350 635 198.010 .000--- 482 2.074

¥ p<0.1, * *:p<0.05, * * *: p<0.01,
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