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Click and Mortar Internet Shopping Mall
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Abstract

The literature reveals that service quality is critical determinants affecting customer satisfaction in the retail
industry. Recent online B2C studies also show that service quality significantly influences online customer
satisfaction. However, research on analyzing antecedents to determine the service quality level of oniine
shopping has not been sufficiently reported. Moreover, the offline synergy effect on the Internet shopping
mall has been presented mostly at a conceptual level. The purpose of this study is to investigate key
managerial variables exploiting offiine synergy, including pure online attributes, that impact on service quality
of the click and mortar Internet shopping mall. A survey was conducted for empirical validation of the
hypotheses. The results indicate that core offline synergy factors significantly enhance the perceived service
quality level of the internet shopping mall. Implications, limitations, and future research directions are also
discussed.
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A oz} 151 87

27 173 100

20~29 59 3

30~39 89 52

a9 40~49 21 12

504 ol 4 2

2A 173 100

158 a &9 26 15

eta 2t 10 6

Y hgE &9 120 69 -

h3he Agt 3

e £ o4 14 8

27 73 100

10079 w) gk 10 6

100~200 7 4

417 59 200~ 300 45 2%
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dekdch 1

2
HFormell and Larcker, 1981] Chin¥} 19} %

2 drdMe ALY A EE g
23K Cronbach's @) 2.ttt A&e FHAHE A
etk &z PA7IE A 24 (composite relia-
hility) 2.2 #7718}t Fomell and Larcker, 1981].
Chin¥} 19| 8E-[2003] #4704 414
AR E7F AT 07018d o AT A

FAFAT. < >N BE upe o] B
FAME AN AFE el 08°14E& A

Q
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ﬁE R R JN

@E. g]’»o] g 4 9l 1;}
BE02003) o A= PLS7 & Ry & AZ 34 (convergent validity) S Fornell and
A3 Ao 2N $dahde g B Larcker[1981]0] 7123 F&d HT 4
(B 3 4 ¢ 85 Elg

Measure Composite Reliability AVE
- Delivery 0.902 0.755

Il 5 o
A(;iitf;;rclz Reverse Logistics 0.960 0.856
Claim Resolving 0970 0.889
Product Information Comparison 0.938 0.792
Personalization Recommendation 0.929 0.767
Customization 0.928 0.764
Interactivity Contact 049 0.860
) Interactivity 0.929 0.767
Physical Inspection 0.937 0.788
, > Offline Claim Resolving 0,970 0.891
Click and Mortar Delivery Privacy 0955 0915
Offline Consultation 0957 0.881
Reliability 0.960 0.856
L , Assurance 0.954 0.873
Service Quality Ermpathy 0.963 0,868
Responsiveness 0.960 0.857
Trust 0922 0.748
Re-purchasing Intention 0.950 0.879

Z : Threshold for Acceptable level (Composite Reliability > 0.7, AVE > 0.5).
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(B &) dAs

% HEElEY

1 2 3 4 S ] 7 8 9 10 11 12 13 14 15 16 17 i8
1 Delivery 0.869
2 Reverse 0548 0,925
3 Comparis 0,367 0374 0,943
4 Claim re 0527 0802 0,346 0.890
5 Recomm 0.350 0,329 0560 0,342 0.876
& Physical 0,300 0,333 0260 0428 0.232 0.874
7 Off claim 0378 0495 0290 0,551 0,348 0553 0.927
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