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Influences of Customers' Information Level and Risk Recognition to the Information
Channel Selection and Loyalty
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The study begins with the proposition that customers’ recognition of risk and their information

level for a service firm and its product influence to the selection of information channel and
loyalty of customers. Experimental study found that the likelihood of personal information
channel selection would be increased as customers felt higher level of risk and as they had lower
level of information when they purchased service products. The study also found that customer
loyalty would be influenced by the risk recognition level, but the relationship between loyalty and
information level was not significant.
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