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Effects of Service Quality Attributes on Customers' Satisfaction in the Door—to—Door
Delivery Service and On~line Shopping Mall Context

etop”
APt sEdEdeh, FhHanaa Aqaga”

Hyun—Young Chung(rebels88@dreamwiz.com)’, Ah—Rahm Ahn(arammi@cbtp.or.kr)™

20F

2 A7 &9 £923 A8 AAel A Ak akabks ol A ekl aB B FEWLS
st Hulslabe] wide] gt Au|agd Sagdo] ae) kel W B et PupiEr 4
oA Aolghe ZFRA AW AT AT Al ldo] oigt Mu|AZE &xjo] Hul)s]A} Mok
ofet 2elql 432 T FFL vXE A ¢ F AUk kA el 2B 2L AEY 31
el gk 7 3 Enjajatel dhst

12T 2 o)y] 9ldte o Eajels Eata] AZL A yMd A wigst

B SA0] C | MHAZE | EHHSA} | RajOIATIE |

o

The purpose of the study is to find out how the quality attributes of door-to-door delivery
service affects on the on-line shopping mall customers’ satisfaction. For the study service quality
and customer satisfaction theories were reviewed and the relation between service attributes and
satisfaction was proposed. With empirical study the research found that customers’ satisfaction
of on-line shopping mall would be influenced by door-to-door delivery service quality attributes
even though the door-to-door delivery firm is not the direct partner of the contract.
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