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<Abstract>

A Study on the Logistics Service Quality, Customer
Satisfaction and Post—purchasing Behaviors in the
Internet Shopping Mall.

Jong-Hoon Yoon - Kwang-Suk Kim

Recently the development of information technology and the emergence of electronic
commerce have changed the model of purchase behavior in customers. This research aims to
enhance the reliability of the result compared to the existing studies in internet shopping mall,
and to find out the influence that logistics service quality elements has on customer
satisfaction and that customers satisfaction has on the repurchase intention and word of
mouth intention.

To do so, prior researchs on the logistics service quality, customer satisfaction, repurchase
intention and word of mouth intention was widely reviewed and the relationship between
logistics service quality elements and customer satisfaction, and between customer
satisfaction and repurchase intention and word of mouth intention were empirically tested. A
total of 296 responses were received and analyzed from internet shopping mall.

The analyses showed partial support for the affirmative effect of logistics service quality,

customer satisfaction and post-purchasing behaviors in the internet shopping mall.

Keywords : Internet Shopping Mall, Logistics Service Quality, Customer Satisfaction,

Post-purchasing Behaviors.
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