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Abstract

The main purpose of this study is to conceptualize and investigate the relationship between custom-
er satisfaction and the linking variables of customer loyalty in internet shopping mall including general
merchandise and specialized online mall. To achieve this objective, the study tries to validate the
structural equation model and causal relationships among the model’s elements involving customer sat-
isfaction, customer trust, customer attitude, relationship involvement, and customer loyalty. The same
research model was used in analysing general merchandise and specialized internet shopping mall to
reveal and compare the casual path constructs. Empirical findings are as follows:

First, all the hypothesis concerned with internet merchandise shopping mall were accepted but the
direct effects between satisfaction => loyalty and satisfaction => attitude rejected in case of specialized
internet shopping mall. Second, I found out that there were direct or indirect relationships between the
mediating variables(satisfaction, attitude, involvement) and site trust and customer loyalty irrespective
of internet shopping site patterns. In Particular, the direct effects of on customer loyalty showed the
difference each other, but the indirect effects through satisfaction, attitude, or relationship involvement
were all accepted. This means that the proper management concerned with indirect path is probably
more important for the success of all kinds of internet shopping mall.

The implications of this research may be summarized as follows. First, click and mortar companies
should clearly understand and articulate the key requirements of shopping mall trust and satisfaction.
Second, online companies are encouraged to establish linkage including trust, positive attitude, rela-
tionship involvement in order to foster customer loyalty. Third, companies are not only required to dif-
ferentiate the internet marketing strategy adapting to the patterns of internet shopping mall but also to
customize the interaction strategy in the formation process of customer loyalty.

Keywords: Trust, Satisfaction, Attitude, Involvement, Loyalty, Specialized Internet Shopping Mall,
General Merchandise Internet Shopping Mall
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