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Abstract

The purpose of this study was to identify dynamic relationship structure in fashion Internet shopping
mall and to present marketers to perform marketing strategy in e—CRM, focusing on trust and
commitment. 473 customers who had purchased fashion products in fashion internet shopping mall had
participated in the survey. Finally, 470 were used into data analysis. The data was analyzed by factor
analysis, t—test, ANOVA, correlation analysis and Structural Equation Model(SEM) using AMOS program.
As the results, ‘economic benefits” and ‘service’ variables had the positive effects on “trust’. Especially,
‘service’ had the major effect on ‘trust’. “Trust’ and ‘product information quality’ had the positive effects
on ‘emotional commitment’. ‘Trust’, ‘economic benefits’ and ‘reputation’ had the positive effects on
calculus commitment, while contents had the negative effect. Also, ‘emotional’ and ‘calculus’ commitment
had positive effects on ‘relationship maintenance intention’. ‘Emotional commitment’ had higher effect on
‘relationship maintenance intention’ than ‘calculus commitment’. ‘Calculus commitment’ had the positive
effect on discontinue relationship intention when shopping mall made mistakes. The results of this study
provide e—CRM marketing strategy for marketers of fashion internet shopping mall.
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