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Abstract

A Study on the Effect of Web Site Characteristics in to
Customer Performance
- with the focus on the modulating effect of promotion -

Hong, Sang-Jin" - Rha, Dong-Kyun™ - Jang, Hyung-Sub™

In the recent years the society has entered the stage of informatization,
the base of informatization has expanded, and the internet users have
exploded, which has led to revolutionary changes to all across business
management of the world. The influences of customer value and satisfaction
were reviewed on a web site, and their subsequent impacts on customer
loyalty were suggested. It was also analyzed how the concept of sales
promotion that was set as a moderating variable affected the characteristics
of a web site, customer value and satisfaction, and correlations between
customer value and satisfaction. Finally based on the analysis results,
practical strategic alternatives were suggested.

Accordingly a web site provider can’t afford to ignore sales promotion
just because it doesn’t have modulating effect because the customers will
turn to his or her competitors. It’s important to make ongoing efforts into

techniques of sales promotion to meet the expectations of clients.

Key Words : web-site characteristics, customer value,

customer satisfaction, customer loyalty, sales promotion
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