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Abstract

This study attempts to find out what kind of service quality is considered important by customers in
using the Internet shopping mall and suggests the way to activate the customer relationship. The findings
based on empirical analysis are shown here.

First, empirical analysis of the contextual factors such as gender, education, and experience levels, shows
that what customers perceive as most important in the product purchase is security in terms of the payment
and personal information service. The second important service quality factor perceived by customers is
responsiveness, particularly the rapidity and accuracy of response to their needs and wants. The customers
also considered price, quality and diversity of the product as being important. Furthermore, there is no big
difference among other service quality factors.

Second, in the different gender context, there is no significant difference between the genders. However,
the male group shows an even distribution of factors valued in the service quality, whereas female
respondents placed stronger emphases on particular aspects of service, such as security, response, reliability
and product quality.
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Third, in the context of different education level, the payment method between graduates and non-
graduates has a significant difference. That is, the non-graduates prefer the credit card and saving through

ATM, while the graduates use dual payment method using credit card and another payment method
together. Therefore, the various payment methods should be considered according to the customer type,
namely graduates or non-graduates.

Fourth, in the context of different experience level, the result of the empirical analysis of the factors of
the service quality shows no great difference between experienced and inexperienced customers. Both types
of customer perceive security as the most important.

To sum up, the service quality perceived by the customers of Internet shopping malls is empirically
analyzed in different contexts such as gender, education, and experience. Then, the device for the customer
relationship activation is suggested. It can be utilized as a guideline for the continuing diffusion of the
Internet shopping mall, giving it a competitive advantage against other companies.

Key Words: Internet Shopping Mall, Service Quality, Customer Relationship
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€, 107 )%

o=

Ho
JATL S

R

Atk 2 AAAS, 2o A ghol 5.88, ol BHEOl(p-value) 0212 FolE

0.05914 A Fuju] Lol = HEUE 9491 Zol7} gles & 4 Utk
CE 7> 9% F0{H|E H|w
= E
+ = = oy »? p—value
I BHES HE HES
19k o] 3} 3 3.9% 1 1.3%
) 19H 739k 20 26.3% 19 25.3%
e 3ukgl T sukg) 28 36.8% 40 53.3% 5.88 021
© ek T 0wk 17 22.4% 9 12.0% df=4 '
107+ o]/ 8 10.6% 6 8.1%
A A 76 100.0% 75 100.0%
*p < 0.05

H4(39.5%) 7 914(46.7) EF

=

A8ItEE AFE

o)

AAgdoz 7}

5
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wo| o &3l o <3 8>ollA YERaL vk 1 HE olo] WA FE UF(36.8%), AFelA
(13.2%), 27F4 ©)d(10.5%) o2 UERGaL, o2 T84 AF(25.3%), 274 ©17(20.0%), AIZolA]
(8.0%) wOo= UElRth 7|4 AdE A2 W 27FA] o]de] 10.5%= 7HE W &9 YERd
Hha oL 20.0%2A FARGE O gUd dAFes AEEe A4S & ¢ YA Akl A
Z=E AA ARAAE G o4 B 9 A4 oo ASEA by, £5Y A5y A
oA, A&Tt=S} FA 2714 o AAA A AREERE o JERETh o]l A=E AAS
AAAAZY 757 da¥) Algt=e] vla] | waste AAlgde]r] Wil Ao® F53) 2 4
A, w29l HAZko] 5.23, o] EHE0(p-value) 0.16 2E o5

FeIH Aot G182 % 5 9k

<# 8 d¥ 2+ Hli

A =E|
o =
T o= e o o n? p—value
gl HES S HES
T de 28 36.8% 19 25.3%
A= 10 13.2% 6 8.0%
AA Ag7l= 30 39.5% 35 46.7% 523
o= ] S .
Tt Y= E AA 0 0.0% 0 0.0% ies 0.16
213} 0 0.0% 0 0.0%
2714 o) 8 10.5% 15 20.0%
A 76 100.0% 75 100.0%
*p < 0.05

(4) T-ulol+ Ml

Aol w2 Fujolfroll A 7P e E UERd A P 36.8%, oA 31.9%E BT 7]E X
2kl AR 7hA o] Aay] wite] AEY aBEdA AES Flste A & F A%tk 1o
So8 ARE M) A3 342%, ©1: 29.8%), TR AIFC] HlaL (e 204%, ©F: 22.9%), 3]+ Al
F U 53%, o 63%) 2 FAET o4 E o v £HE BT 1 HAE olo] WS
231 oA wjEa ZEPE 13% 2 S3e SR, v e ALSE 2 oHE A8(0.7%) 07 e
th oS Ao w90l ALSE W oWlE AlFo] 49%E VAN txHE AWE B
olojA A& gk wiE(3.5%), 7B 14%E UERATE 9710l ZlElE IEY &= Aed
3} Qg tigk 5714 COl‘ziE} w2 AAAT w29 AARe] 7.74, F-2FE0(p-value) 02622
o4 0.05014 A ol frol = EUhE 24l Aot gled & 4 gtk
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<E 9> 49¥ S0jo|F H[W
AE|
SO = A oy »? | p—value
HIE HES HIE HES
A 7H4 56 36.8% 46 31.9%
3|9 AE v 8 5.3% 9 6.3%
ol RS AlEe] vlal Fuf 31 20.4% 33 22.9%
ol0 ARFER 7 52 34.2% 42 29.8% | df=5 026
[Ria W= eFA e WA 2 1.3% 5 35% | 774 '
AR 9 oHIE AlE 1 0.7% 7 4.9%
7| e} 2 1.3% 2 1.4%
A A 152 | 100.0% 144 | 100.0%
*p < 0.05
(5) oAl v
Aol w2 Fslan A2 AEe FAY o4 BT L 2¢9E 4 adc: 162%, o:

22.9%), A 14.9%, ©]: 13.8%) 0% <F 10>0l|4 Uehfa

Ark 1 ohyo R W2 AFH(13.4%),

7HPAAIE9.0%) T AL o HWBEE(11.9%), AFER.7%)2 Ukt w2 HAAT, 29

=
A7 Fhol 19.89, F-2l 850 (p-value) 0.40Z 24 0.059A AE FuA|Eol = HokE Fo49l A}
o7 gles & g Stk
CE 10> g% F0iME H|w
=E
= = A o N n? p—value
HIE HEg HIE HEg
) 30 14.9% 3 13.8%
294 34 16.2% 50 22.9%
A2 1 0.5% 4 1.8%
ZFFE(SW/HW) 28 13.4% 19 8.7%
= 2 1.0% 0 0.0%
A73e]oF 5 2.5% 4 1.8%
AR 7 3.5% 4 1.8%
Fg/ols8% 1 0.5% 2 0.9%
2 2 1.0% 2 0.9%
ol A E/EA 10 5.0% 16 7.3% 19.89
A E THAAE 18 9.0% 15 6.9% ' 0.40
S]] S./DVD 3 6.5% 3 6.0% df=5
3y 2 1.0% 1 0.5%
VR)E &E 11 5.5% 11 5.1%
A8+ 1 0.5% 0 0.0%
s 2 A8 6 3.0% 5 2.3%
AN 4 2.0% 2 0.9%
L=/ A 6 3.0% 8 3.7%
R 11 5.5% 26 11.9%
71Et 9 4.5% 6 2.8%
A A 201 100.0% 218 100.0%

*p < 0.05



OAE FFelA n2uA 2gsE AR Ae L2 Aulxs Fdo #E A 39

%
11> ZFo] vepst E} O ggoR Wde WA .6), AF44.6), Juﬂ(zt 4), BAA@4 o7 Y
B, 19 734, A 7FeA, A8, ARAS B FAE YEIAIE W%E} uhy o] Ll
4@, AFAR@GT7), BE@5), AR5, AESHA5)T A5S FoaHA <8t o ¢
02 Au|2FAe H)52sh Fts UERITh ttest A3 -7702 F-94F 0.0590A4 Fd 7 ool uhet
AFM &g Eo] Au|aFAoel= Apol7h §leS & Utk AA7]elA e Mu|aEd Hato] HA

Beh A vepded], ol A2 ool EAdRT Mulade o Rigteite AS dEkd Aolet &

o
k

T A
CE 11> Y MH[AFE H
EE
T+ = R o 4 T "OIEE
i EEHEAL s EEHEAL
34 4.0 0.7 4.0 0.6
ohd A 4.8 0.5 49 0.3
HA 4.4 0.6 4.4 0.7
AR A 3.6 0.5 4.1 0.5
AJH] 2= A 7HsA 4.0 0.6 4.0 0.6
= A7 4.6 04 47 0.4 -770 450
e RERY 42 0.5 45 0.5
Ll 4.6 0.4 4.7 0.4
T4 3.8 0.6 3.8 0.6
A4 4.4 0.6 4.5 0.5
Al EZH 4.4 0.5 45 0.5
*p < 0.05

shefdol] whe Qe &age Al Pl tiAlE 28] 7 537F 47.6% = kel Tk 7MY
2 HEE AP, oA 103] ©]/4(21.0%), 63] T 93](19.4%), 13](12.0%) o2 YERRTE &2
103] o]4to] 37.1%= 7} & vl&S vehila, 1 thSo® 23] T 53](33.3%), 63] T 93](25.9%), 13]
(BI%) =U= & F AU w2 ARAH, w20 AR ghol 534, FEEC(p-value) 0.15E folFE

005914 S Fujgsoliz MOE folH9l Aol7t §ge & 4 ek
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CE 12> of5E sl v
=]
—

= E
T = of  xy oy = n? p—value
Hl £ HHES Hl = RS
13] 15 12.0% 1 3.7%
Tl 23] 753 59 47.6% 9 33.3% i
sl 63] 793 24 19.4% 7 25.9% 534 0.15
103] o] 26 21.0% 10 37.1% :
A A 124 100.0% 27 100.0%

*p < 0.05

(2) T-uiH]-E Ml

gteio] mE Qe &= 13] AlF FuiRES diAleh diE B H2E £95 dERTh oA
T A7%E 30T J%-% Vo e FongoR thEL 5.6% 2 AR £ U B HES
wolu 7247} 15:9)& yehgth 1 ggo® 19 T3V A: 26.6%, 3 222%), 59T
(A 17.8%, = 14.8%), 107-) o] (A 9.7%, thZ: 7.4%), vpAl2 19k o]sHiAl: 3.2%, th:
0%) olA). w2 AA4A3, w2 AA Fhol 2.08, T2 &Eo|(p-value) 0.722 95~ 0.05914 &=

Fohul gl e o4 Aol Yee & 5 9

=

T = o & oy = »? p—value
T HES S HES
19Hd o35} 4 3.2% 0 0.0%
o) 19h 739k 33 26.6% 6 22.2%

o 3Rk T 5wkl 53 42.7% 15 55.6% df=4 07
© su- T 10wy 22 17.8% 4 14.8% 2.08 :
109 o]/ 12 9.7% 2 7.4%
A A 124 100.0% 27 100.0%
*p < 0.05

(3) AAlFE v

sl we ZAFgAA AEI=E AFTH Al tiAlE 403%, HES 55.6%2] dule] de
FAZ 7 wo] o g8he FOE <E 14>ollA dERIL Qlth 1 HE ole] tiAle FEE 9
(35.5%)3 AFolA7t 7M1 12.1%) o0& e, tES 27HH 04K 29.6%), FEE Y
(11.1%), AR)A3.7%) o2 et o7]A AwE AL A= 2714 o)do] 12.1%=2 tha b
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& HES e 9, i E2 29.6% 2R A8TIE thEo R Tkt AAlFdS ARgete Jow U
ERlT w2 A8 A, w2o] A kel 1138, ol ghEol(p-value) 0.012 1215 0.0504 gte'E A4
Mg, g2 287t

A
Gl Aok Qe o 4 ddek Z, Ol AgAEst $EY 43S
Be ARG S o2 et 1eBE ey &%) Bxadel

ol w449 thEad S Agalof & Aol

CH 14> o&8Y X4t
=
+ & o A of = v p—value
HIE HES HlE HES
53 9= 44 35.5% 3 11.1%
BN 15 12.1% 1 3.7%
27 287t 50 40.3% 15 55.6% di=s
Tt M=FE A 0 0.0% 0 0.0% 1138 0.01
12155 0 0.0% 0 0.0% ‘
27FA o]/ 15 12.1% 8 29.6%
A 124 100.0% 27 100.0%

*p < 0.05

(4) Tilol s Hla

spepo] wWe pololfiel ulaolA Al 34.0%, thE 328%7F 4 74 el SIE & elA
AES 1 Bol Tk Ao® vedth 1 B0 tAlE AR A BEGL8%), B A
Feol vl Ful(19.6%), 8191 AF Tol6.6%) 0= ololAth e ARE FH] Agt ke AF
of wlw i} 284%e] FAE ARG M DO vekdth 1 9 A% AR uhE, ARE 2
oMIE A, JEE 2 HEe AeA R w2 ARAT, o) A4 gho] 465, 13 (palue)

0.59% FoJF 0.0501A4 e ol Mo FoAQl A7t flES & Utk

u

CE 15> =5E 00|/ Hlw

sl
+ = o i o = n? p—value
Bl | WEg | W | wEg
A= 714 80 34.9% 22 32.8%
3|7 AE ) 15 6.6% 2 3.0%
2o TSR AES i ) 45 9.6% 19 28.4%
o] g [Nk vl Ay 75 32.8% 19 28.4% df=6 0.59
T [Tw=a oFA3F wjd 6 2.6% 1 1.5% 4.65 '
APeE W oMIE Al F 5 2.2% 3 4.4%,
71 e} 3 1.3% 1 1.5%
A A 229 100.0% 67 100.0%

*p < 0.05



42 BHARAT Ao Al (20043 4€ 25%)

(5) TfAlE

<E 16> =5HE FAE B2

st

7+ = CH xH o = n? p—value
G HES e MES
El 43 12.7% 17 30.0%
S/ 70 20.7% 14 17.3%
A2 4 1.2% 1 1.2%
HATFE (SW/HW) 37 11.0% 10 12.4%
ES 2 0.6% 0 0.0%
732 oF 9 2.7% 0 0.0%
A8 11 3.3% 0 0.0%
dgdobe 83 3 0.9% 0 0.0%
=4 3 0.9% 1 1.2%
T v A5 /E]7) 19 5.6% 7 8.6%

= = df=19
Al F ZHA A F 28 8.3% 5 6.2% 2169 0.30
£-°l/H]t] 2/DVD 21 6.3% 5 6.2% ‘
o] 3 3 0.9% 0 0.0%
7V 1& % 19 5.6% 3 3.7%
Aol 1 0.3% 0 0.0%
AsAt 3 JJrﬂi 8% 9 2.7% 2 2.4%
K 6 1.8% 0 0.0%
AE =[P A 14 4.1% 0 0.0%
HeEsE 26 7.7% 11 13.6%
7]} 10 3.0% 5 6.2%
Al 338 100.0% 81 100.0%
*p < 0.05

N

<HE 16>°l oshd o] W Fujata Ae AES dAE Kol 207%2 7P Bk, #
o] 127%%= 1L HE ok LEal HFE(SWHW)Z} 11.0%E Al A2 Fujsar Ae AFEoz A
Bl &L gl whoE Aol 30.0% =2 7P st A AFEoR /M-S 173%2 A
k. olojA HshEEol 13.6%, HFE(SWHW) o= Yepdt) w2 A8243}, w20 A 3ol 21.69,
fro] 8- o(p-value) 030 o7 0.05914 S FufjAlEel= HoE Fo49 Aol7t §les ¢

sl

“

4>

(6) AMH|2=F4 H
<E 170014 Bz npep o] sheo] wmE MulAFEE diAl, tiE 47 488 HAEE M+
Q3 AZteRE Ao yelgth ggo® diAlE vHA@T), AFA@.T), AESUES), HXd4),
B @44) cow e, 109 34, A2 7, A8A, BEAdANE 2 Hds HERiA &
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o} B S wheA4.8), A A @4.6), AFESH4.5), HAA@S) oItk 1 9] tE AR AEA
S =8 S HolX Uodth ttest ARAT, to] AA Fho] 174E oG 0.05904 A9 v
E 7

HQIEY gl Auaddel= A7) §les & 5 USIEh

CE 17> of=E MH|AFE Hl

2 5 =
2 o= of Ay o = T | |oEE
EE HEZHEX} Bd EEEA
34 4.0 0.6 3.7 0.6
QhA A 4.8 0.5 4.8 0.4
HA 4.4 0.6 43 0.7
A A 3.9 0.5 4.1 0.6
A2 Az 7154 4.0 0.6 3.9 0.6
. REE 4.7 0.4 4.6 0.4 174 864
oo g4 43 0.5 42 0.5
54 4.7 0.5 4.8 0.4
R 3.8 0.6 3.8 0.6
A4 4.4 0.6 4.5 0.5
A E5H 45 0.5 4.5 0.4
*p < 0.05

oA A, st %%131 Q1o ot FAeIM Felsia, Fuinlg, A, ol Al
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