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Abstract

The customer retention of internet shopping mall become important nowadays as internet
shopping mall is expanding quickly. In this situation, the present study aims to analyze the
components of internet shopping mall service quality and it’s relationship with satisfaction, and
retention. The CRM is a very important point for company marketing, it is also necessary to
construct trust and commitment. Especially it has been recognized that when we deal with online
shopping, the correlation with customers is very important.

At this point one purpose of this study is to find out those effects on satisfaction of the service
quality. Another purpose is to find the factors which effect retention. Structural equation
modeling is used to test the model building in this paper based on the data from survey of 223
online shopping mall customers.

The results in the study provide our supports to the model and indicate that: first, service
quality has a positive effect on satisfaction. Second, satisfaction, trust and commitment have
strong relations and they affect customer retention in the internet shopping mall service.
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