http://dx.doi.org/10.5392/JKCA.2015.15.11.486

221 AT A=A DS P AP
OlE{l AT} BHY Aol Hjm BN
Determinants of Customer Loyalty in the Context of Online Shopping:
A Comparative Analysis of Internet Shopping and Mobile Shopping
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Abstract

This study focuses on customer loyalty that explains how firms can maintain long-term
relationship with customers, in the internet shopping and mobile shopping contexts. Specifically,
this study examines the key determinants of customer loyalty from two perspectives: service
quality and shopping value. Concerning service quality, previous studies have long argued that
it is a starting point of building customer loyalty. Shopping value is a key variable in capturing
consumers’ shopping motives. In this study, we consider two types of shopping value: usefulness
as utilitarian value and enjoyment as hedonic value. Moreover, this study examines whether the
effects of service quality and shopping value on customer loyalty differ depending on internet and
mobile shopping groups. To test the proposed hypotheses, we conducted multiple linear
regression analysis and chow test with a total of 199 data collected on users who have experience
in internet shopping and mobile shopping. The key findings are as follows: First, in the internet
shopping group, customer loyalty depends on service quality (responsiveness and empathy) and
usefulness, whereas in the mobile shopping, it only depends on enjoyment. Second, the impacts
of service quality and shopping value on customer loyalty are different depending on internet
shopping and mobile shopping. The results imply that e-tailors should develop differential
methods suitable for internet shopping or mobile shopping to enhance customer loyalty.
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