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A Study on the Effects of O20 Commerce
Characteristics and Consumer Characteristics on

Trust, Desire and Intention to Use in China

Ping Zhang
Hee—Cheol Moon

{ Abstract

The purpose of this study to analyze the relationship among three characteristics of O20
commerce and extended goal-directed behavior(EGB) model(trust, desire and intention to use).
From June to July in 2015, the questionnaires were sent to Chinese customers using O20
commerce, Among 494 questionnaires gathered, 433 valid ones are analyzed using SPSS and
AMOCS.

Among ten research hypotheses derived from prior research and the research model,
eight hypotheses are tenable, while the rest hypotheses are untenable, Online features
of mobility and Offline features of service quality, The Online features of mobility
bring consumers convenience but also has some latent customer privacy issue. On
other hand, because of the untenable hypothesis, there is inconformity between online
service and offline service, and customer have distrust on the O20 commerce, To
achieve continuous online consumption, offline businesses need to improve their service,

The perceived quality of selling company exerts a significant effect on the customers
reliability for the brand equity of open market company and selling company, such as the brand
awareness of the open market, open market image, brand awareness of selling company, and
the perceived quality of selling company. Thus, selling company should improve self-brand
service and quality in order to improve customers’ reliability.

In addition, the consumer characteristics of attitude, subjective norm, and perceived
behavioral control are all tenable. These results mean that O20 commerce is a favorite

way of consumption by Chinese consumers.

{Key wordsy 020 commerce, Customer Characteristics, Trust, Desire to use,Intention to use



