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The Effect of Web Interactivity of e-Brand on Relationship
Quality and Customer Loyalty

Jung-Ran Lee” - Dongkeun Yoo* - Yong-Ki Lee®*

a Abstract o

This study was to identify the determinants of web interactivity and investigate the structural relationships between
web interactivity, e-brand relationship quality, and customer loyalty. For these purposes, the authors developed several
hypotheses and collected the data from 268 users of Internet site. The data was analyzed with LISREL 8.5. The findings
and summary are as follows. First, control had a significantly positive effect on satisfaction. Second, two-way communi-
cations had not an effect on satisfaction and trust. Third, responsiveness had a significantly positive effect on sat-
isfaction and customer loyalty. Fourth, satisfaction had a significantly positive effect on trust and customer loyalty.
Finally, trust had a significantly positive effect on customer foyalty. At the end of this paper, the managerial and theo-
retical implications, limitations and further research directions were suggested.

Keyword : Interactivity, Control, Two-way Communication, Responsiveness, Relationship
Quality, Satisfaction, Trust, Customer Loyalty
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o] g AukA s9H Hriz Ao n[78], A
T 3SR I 23 F, Azl o
2 2| "] A ¢ o8 ZAT AL ]

k.o
T 7T



82 o| A7 - 52 - 0|47

Ao} A=A ARl g Ao g A7), Z 5AA e F5E IAE 548 AR(1W = A3 1
24829 Morgan and Hunt[56], Ruyter and P2 ¥ ~54 = ujs I¥)E ARt FA

Wetzels[66], Szymansky and Hise[74], Yin[81]¢] SFHTH<E 3 #A2>). W& AF 9 7 24de) o)

dTAX AR SHYEES 74, A8 4 3 AT e 27 0.8429)F 085001k

(E 3) Mx AFCHe(S0l Lish Eeleel2N Hat

a7y 2 35 ¥F2d 8%  tg%  CCR®  AVEY
A 0.80 0.48
o7] 4o ) 0.76 1378
e A92Ya, 4% sMesict 083 1550
H7] Y3t Bee AREA AH 0.72 12.70
A9 3 ok vy %5 Ut d& Ades 24 051 827
Aujzl ZolA ge 2AE & £ ot 055 905
A A Aol 087 0.70
Ak AR A o) e 73l 0.69 1244
2|z oA Age] df - -
szt shssict 091 1795
W7t g3 g FaEvtelA AARE £ 5 o 089 17.40
ERESEI=N - -
Hg-A 0.81 059
& 2u) wac 065 11.00
W 4g8e w$ gy Agacy - -
Y3 FY3e o, AEE FA 9& 5 I 0.81 14.49
o] PAlolERE FHE dx AL v vz} 0.83 1497
o] AolEE W a7 &4 wed Enj7t Hol Yok - -
Lies 0.82 049
o] A 71440} whgo] £ 07 1251
o] Bl 7lde] AFdHe Aujz wEIrt 084 16.10
o] AAEYl 7|Pdo2RE A& AR ST} 0.78 14.44
o] SIEYl 7|y e] Aaag W Bk 055 919
o] AU 7|9 FE4E Yo AP dE Yy - -
A 0.82 060
of eyl 7[dol WLt AL ot} 0.74 1311
o] el ride At AFdwtsirt 0.78 1395
o] ¢lgyl 7)]gd-& <Azt 081 1475
o] AEYl 7]¢jo] &HlE d& I AL wedf - -
o] QIR 7|9 1Y RFE FasH wolEU - -
AAFHE 069 053
o] el 719-& T AldellAl FHT Rolg 0.76 1115
gogx of eyl 9L AS ol &std 0.69 1032

) ¥* = 34073, d.f = 155, p = 0.000, CFI = 092
* Fol g i Ao AP WLEQ.
a) CCR : Composite Construct Reliability
b) AVE : Average Variance Extracted.
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423 AAFAE

IAEFHEE SHED HTE olgde] e 2
=o B3 nASe 5H HES} HPE E=
AFietae B%5e 2Fow HojHn 4L
& Zeithaml, Berry and Parasuraman(83]¢} <o
A Y ZAFEE Z )0 FEL YHAE 57
AE(19 = A8 184 9 ~5H = v|$ 13
E 44, AHgsle] ZAHNAH<E 3 FE>).
AAZAHE o] ta VA= e 06810190k

5. 4% 4

M
al

51 £32Y

A

g9 FFebdA(convergent validity)® &
W el A (discriminant validity) & A%317] 93t
B 2y 33y ZE ATFHHE AAY FAHE
¥ (measurement model)S #43HAtF (171,

A4 23 <F 3> YEhd vk o] ATEG
A eI S AA7IE ¥ A AR
Aol oA 271, W&l 270, BEolA 1] Al
oA 2707} 24zt A=Ak FRlaliEA o] 3
#m= A5E ¥ = 073, AFEAD = 15, p =
0000, GFI = 092, AGFI = 085, PNFI = 0.71,
RMSEA = 0067, NFI = 092, CFI = 0972 byt
g, 233 ¥¥/AFEDE 340.73/15 = 220013
t} 2HRYY olgd A= FREFEE B4
= de 27 9 Aoz Ugst d7E9E
o th3t EF 29048t (standardized loadings)<

ta
4n
of
X
N

0.2 FoHoloA(t > 82) MFEIA
o] UFHUZ, TEH ATTEY FHE
(CCR), BT#4t32(AVE)2 Bagozzi and Yil20]
7b AAE 7]1E(CCR 0.7 °]%4, AVE 05 ol’d)& %
EA7AE 28 ATEH7 oy E4ske e
FE7t gle Aoz Yeikt.

ABBA B A7 <E 99} Zo] BHEHR A3
AtolellE AABAG = 56, ¢° = 317t JoH F
FRAFEFRE 0499 06022 vehd 2de @
Het A & VepdoH36) £ &4 w5 &

9% 0492 $UE NS ReIZU]. 5 5
o ¥4 2% T aTaNne) PEenE
ABBAY A% g e Ao

S& $8UTE FE7 Bl

EbstT.
52 AT 2o MEdy 7Hd HE

52.1 FZEFHE-4

7Hd3tel 28& LISREL 85 T2 o]43}
of BMEHh 24 o]&€ A&+ PRELIS 2&
o] g3t} T3 FRANIEZ AT} o] £

(29 2lol Mo} Zo] AFEE X2y = 347.03 (p
= 0.000 ; GFI = 0.88 ; AGFI = 0.85; RMSEA =
0.067 ; NFI = 0.86 ; NNFI = 090 ; CFI = 092) .2
vehd Hdsle 288 A8 E & Adde Ao
2 Jepgoh &8 e JARSEd o
Ay E s AvE A, 5 e 45384

(E 4) 2t ARCIQIE 7He| A
Mean SD 2 3 4 5 6
L ZAFHE 362 061 00 046 044 032 o1l 035"
2. A 359 055 1.00 056° 040 015 0.36°
3 363 050 1.00 051* 035" 050°
4 WgA 362 061 1.00 032 049°
5. Aue ARYACIAR 342 091 1.00 0.40°
6. BAl 37 056 1.00

F)ap<.0 b)p<.05



(0.
ATF
AsLol4
(&) A

~0.12 >
(-1.83)
035
(4.29)

* EF38 A2AT (-8 ; FFHA 71E  toiws = 1960 ; taie-or = 2.576
X2 25=347.08(p=0.000 ; GFI=0.88 ; AGFI=0.85 ; RMSEA=0.067 ; NFI=0.86 ; NNFI=0.90 ; CFI=0.92)

Ad 2 =29 24 E

o JaiM 2zt 046(46.0%)3 0.50(50.0%)°] HH =
I JeH, AIAFHEE B84, 5 A

oA 043(430%)°] A== Aoz Yyt

5.22 7VAA%

MdA mgel bt WA, dzEgde] A
F4, 2231 #AFHC] aAFHE wAE F
4 9%E AFY F HHadE AFeh
<E 5> 7 A7RAENY dHBAE Yehhe
EE}E A25PAEY fe HEhdoh

5221 433847 BAEFZY] BA

dT77Hd HI-1~H1-6& 5A|, 243 AFUA
old, ¥HgAe A3AE&AFH & A A
FAY #AE AW FAY wE09] Ay
d #A9 HI-12 B8 F2AF @ = 037,
t-# = 420)& YEtleH, FFE p = 00114
FARCE {FYAQA AoER Jeiwrh uhebA
Hi-1& AA =Pt z2et SA= A 794
 GFS FA G AR YERH(vy = -004, t-
gt = -048 ns) H-4& AR A gt

Hi-2¢ HI-5¢ 448 AFYAIAR AAF
A9 #AE Jehdrt Jdee 24 AFEA
Az Aek FAFUA el o] TEo F93l 9

&5 XA Ee Aoz Yehdthve = 006, t-3t
= 094, ns.). Wt Hi-2& AAHA] gk =3
A ARUAAL AIdE oA FFS
uRA] ¥e AeE e (v = -012, t-3 =
-1.83, ns) HI-5% AAHA FUdc}.

H1-37 H1-6& ¥4 7 fAEd #AE
ebdc}, Whg-Ado] viSel| mXe AZAFE AH(+)
o} wheko|m(v;3 = 0.35, t-#k = 4.29), p = 001914
FAReE F9H8Q AR Yehdth ag]a A
ol tig w4 AZATE Z(H)Y WFdo2
oA Ao YeERGTHYs = 018 t-g = 1.98,
p < 005). Wty H1-33 HI-6& AR =AYt}

5222 BAFA 7re] BAEHY A9 #HA)

Af7Hd W2 BAER e A &, W52
Ao PAE AP o|23E RAAY
Ao A+ HFoz {FAHA 4TS |
Aoz YePdtHBy = 065, t-3 = 665, p < 0.01).
webx H2E AAH A

.

g
Moo 4
rir rlo

5223 BAFAF aAF xS B

A7 H3-1~H3-2& #AEFAN uA4Z4=
7ol BAE At BHE aAFA R F(+)
o WPOE FFL WAH Py = 065, t-7 = 6.65),
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S ~
{E 5 LISREL 24 &#I}

A= ¥&=3 AzAS -3
AR A
A — s 037 427
EA — A3 -004 -0.48
A ARUAeld — B 0.06 094
AL ARUA A — A3 -0.12 -1.83
WA — wE 0.35 429
e — AF 0.18 198
gz — AF 065 665
nE S ANEHE 030 275
AF > BAZHE 041 367
b 2 B/
B4 — 43 0.24 361
gk ARUAH — A7 0.04 093
WA — Ag 023 374
EA — aAZHE 0.19 310
ek A RUAE — AAFAE -0.01 -0.02
e - 2 AFAHE 027 442
Agy (RY)
kis3 0.46 (46.0%)
A3 050 (50.0%)
INEAE 0.43 (43.0%)
AYRs
e 347.03
df 158
p 0.000

) * Completely standardized estimates

wx YEZAA T towens = 1960 ; toieor = 2576
oFE p = 00194 AAHAJ npgoz 4
B4 A%e A7) 2AFHE] A9 WY
o2 4949 9% HAE A

(Bx = 041, t-3 = 367, p < 0.01).

o oN o

AL ATk

5224 BAFEAY HHEH

d3AgAe] A= nAFAEY nXe A
2H4E AHEYY FAe 99 WilE Fate
ANABAST = 024, t-3t = 361, p < 00D =
AERE(A2AS = 019, t-7 = 3.10, p < 0.01)°]
A1) wFor FoHd HHIEE nAs A
o2 vehytth a2y A(AZAST = 004, -3
= 093, ns)8 LAFHE(FZAT = 001, -8

= =035, ns)oll o e AFUAlAe H4
AFE FFolx @ghr), b, WAL AE
(BEASF = 023, t-3t = 374, p < 0D 2454
S(AZAS = 027, -3k = 442, p < 0D &)
9] F9AQl THHPYIFE YA ALE YElyth

6. 3 =

= a
6.1 Ao Qotnt AIALY
2 d7e AYATET 2 A58 e

AYAT] AENA 59 FA, A4 AFUA
o, RHgA4 9 2zt Aol BAFAH LAFEE
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.
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449 s e s 53 ATlA
AEH 299 FEEL F3A8AF bE Hss
o BAE A= F&5HA 2844 it ©]
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