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The Effects of Service Quality of Internet Shopping Mallson Consumer Satisfaction
and Word of Mouth Intention
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Abstract : This study aimed to identify the effects of service quality of internet shopping malls on consumer satisfaction
and word of mouth intention. The data were obtained from questionnaires completed by 345 people aged between 20 and
39 living in Busan. The SPSS package was used for data analysis whose methods included factor analysis, ANOVA, cluster
analysis and regression analysis. The results of this study were as follows: First, the service quality factors were deter-
mined to be reliability, diversity, convenience, accuracy & communicability. Differences among the groups divided by ser-
vice quality factors were found to be meaningful in consumer satisfaction and word of mouth intention. Second, reliability,
diversity, convenience & accuracy significantly affected consumer satisfaction, however all the service quality factors sig-
nificantly effected word of mouth intention. Finally, consumer satisfaction, reliability, diversity, accuracy & communicability
had an significant effect on word of mouth intention. It would be helpful for the managers of internet shopping malls that
consumers can be satisfied with right fashion products and efficient inter-communication based on trustfulness in the

long-term relationship.
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