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t}. o]} FA| EFAHIZF A (Logistics Service
Quality: LSQ)°]+ at742] g9 7]rjol] 7-5-
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B o | Al FER AEC] A A FERAMY DX
TE®EE _5_]%_:__ 7&,‘1:_
FdE | 3] FES AlFe £ gl A=
FEEYA| | FEo] TARF FEUAA UFD ofulg B o)
A A 2 AHRE F= Ae
P dEanE Az AR 2o g slelel
HHER
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s34 Recl; Rec2 0.76; 0.72 13.93; 1325
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and Gerbing, 1988; Segars, 1997).
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=
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<Abstract>

Structural Relationships of Logistics Service Quality,
Relationship Orientation, Customer Satisfaction and
Customer Loyalty in Electronic Commerce

Soon-Hoo So - Il Ryu + Geon Cho - Yi-Sook Park

The purpose of this study is to examine the effect of logistics service quality and relationship
orientation factors on customer satisfaction and loyalty in the electronic commerce context. Based on
extensive review of relevant literature, nine components of logistics service quality (i.e. information
quality, ordering procedures, ordering release quantities, timeliness, order accuracy, order quality, order
condition, order discrepancy handling and personnel contact quality) and six components of
relationship orientation (i.e. trust, bonding, communication, shared value, empathy and reciprocity) are
introduced in this study. And a conceptual model is developed and five research hypotheses are
empirically examined using structural equation modeling. The findings indicate that logistics service
quality and relationship orientation are positively and significantly associated with customer
satisfaction, and customer satisfaction is the antecedent variable of customer loyalty in the Internet
Shopping Mall. In addition, a significant impact of logistics service quality on relationship orientation
of the customer is revealed. Implications of these findings are discussed, and limitations of the study

as well as further research directions are addressed.

Keywords: Logistics Service Quality, Relationship Orientation, Customer Satisfaction, Customer
Loyalty, Internet Shopping Mall, Structural Equation Modeling
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