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ABSTRACT

Internet shopping can be viewed as a new way of value creation and provision. It
can offer new and different value to customers compared to conventional methods. Thus,
customer value plays an important role in the success of the Internet business. The
purpose of this study is to investigate the customer value of the Internet business.

A model for online customer value is proposed. This study suggests that four broad
customer values—functional value, emotional value, socia value, and Internet
value—affect relationship quality between customer and seller. The survey instrument
was distributed to the Internet shoppers from three kinds of sources. Three hundred
forty-nine questionnaires were distributed and two hundred thirty-two questionnaires were
responded. Thevalid responserateis 66.5%.

Resultsindicate that all four broad customer values are significant predictors in terms
of improving customer relationship quality. The functional value is the fundamental
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customer value while the emotional and Internet values have the most powerful impact on
relationship quality. Customer perceived security and privacy vaue as the most
significant but the least provided value. Results also show that while the new customers
focus on the emotional and social values, the experienced customers consider all the
customer values are essentia for relationship maintenance. The male customers highly
regard functional values and the female customers view emotional values as the key.
The study suggests that organization should take account of differences among customers
when managing customer value. The results of the study enable an organization to
understand the roles of customer value on Internet relationship maintenance and to
develop Internet strategy effectively.  The study will definitely serve as abasis for further
research on related topics.

Keywords: Internet Shopping, Customer Value, Relationship Quality, Online Customer
Relationship
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Fergediel | 0.867 | 0.102 | 0.127 | 0.009 | 0.094 | 0.077 | 0.006 | 0.067 | 0.123 | 0.091 | 0022

% 2ergie2 | 0.856 | -0.018 | 0.109 | 0.048 | 0.033 | 0.071 | 0.114 | 0.034 | 0.055 | 0.124 | 0069

% 2erE4ie3 | 0.843 | 0.038 | 0.095 | 0.127 | -0.023 | 0.030 | 0.069 |-0.000 | -0.021 | 0.165 | 0081

% 2evgied | 0.837 | 0.133 | 0.063 | 0.031 | 0.155 | 0.153 | -0.043 | 0.080 | 0.163 | 0.125 | 0083

% 2evEie5 | 0.821 | -0.055 | -0.043 | 0.092 | 0.185 | 0.089 | 0.069 | 0.028 | 0.080 | 0.041 | 0071

%2266 | 0.803 | 0.108 | 0.053 | 0.056 | 0.176 | 0.173 | 0.006 | 0.073 | 0.180 | 0.105 | 0100

Agiprkiel | 0.061 | 0.856 | 0.042 | 0.051 | 0.033 | 0.056 | -0.003 | 0.179 | 0.139 | 0.083 | 0039

Agiprke2 | 0.076 | 0.814 | 0.199 | -0.003 | 0.068 | 0.132 | 0.132 | 0.145 | 0.164 | 0.006 | 0051

Agiprke3 | 0.045 | 0.804 | 0.080 | 0.023 | 0.225 | 0.094 | 0.011 | 0.119 | 0.123 | -0.048 | 0081

Agiprkie4 | 0.035 | 0.765 | 0.180 | 0.122 | 0.087 | -0.009 | -0.026 | 0.073 | 0.093 | 0.084 | 0042

gL 0.033 | 0.241 | 0.841 | 0.072 | 0.051 | 0.116 | 0.069 | 0.109 | 0.113 | 0.074 | 0042

82 0.057 | 0.207 | 0.816 | 0.083 | 0.043 | 0.092 | 0.115 | 0.124 | 0.139 | 0.076 | 0017

FARE3 0.156 | 0.077 | 0.796 | 0.087 | 0.110 | 0.159 | 0.038 | 0.168 | -0.019 | 0.093 | 0098

TR E4 0.116 | 0.013 | 0.780 | 0.191 | 0.221 | 0.022 | 0.075 | 0.104 | -0.025 | 0.113 | 0143

SypTigEl | 0.072 | 0.022 | 0.043 | 0.887 | 0.103 | 0.155 | 0.056 | 0.055 | 0.076 | 0.153 | 0062

sypTigiE2 | 0.034 | 0.086 | 0.008 | 0.882 | 0.129 | 0.100 | 0.050 | 0.071 | 0.009 | 0.160 | 0005

sypTi§E3 | 0.160 | 0.087 | 0.218 | 0.778 | 0.074 | 0.071 | 0.095 | 0.035 | 0.158 | 0.079 | 0032

T4 | 0.062 | 0.017 | 0.197 | 0.684 | 0.020 | 0.105 | 0.215 | -0.085 | 0.057 | -0.049 | 0285

Ifpiiel | 0.161 | 0.128 | 0.154 | 0.140 [ 0.818 | 0.154 | 0.073 | 0.006 | 0.209 | 0.046 | 0192

3 0.211 | 0.082 | 0.082 | 0.127 | 0.776 | 0.119 | 0.051 | 0.066 | 0.235 | 0.241 | 0073

Jdp 0.133 | 0.172 | 0.172 | 0.129 | 0.764 | 0.122 | 0.085 | -0.033 | 0.304 | 0.114 | 0071

Ifpiie4 | 0.233 | 0.301 | 0.132 | -0.001 [ 0.558 | 0.195 | 0.059 | 0.112 | -0.034 | 0.387 |-002%6

BBREREL | 0161 | 0.113 | 0.097 | 0.146 | 0.194 | 0.880 | 0.062 | 0.090 | 0.100 | 0.081 | 0080
2

0.131 | 0.073 | 0.111 | 0.181 | 0.175 [ 0.850 | 0.147 | 0.026 | 0.081 | 0.131 | 0163

0.250 | 0.097 | 0.190 | 0.121 | 0.057 | 0.810 | 0.132 | 0.114 | 0.102 | 0.055 |-0005

S¢4s%El | 0.062 | 0.025 | 0.088 | 0.102 | 0.070 | 0.119 | 0.876 | 0.021 | 0.069 | 0.139 |-0032

S¢es§E2 | 0.037 | 0.074 | 0.100 | 0.047 | 0.071 | 0.018 [ 0.873 | 0.062 | -0.004 | 0.027 | 0097

¢ 44§E3 | 0.080 | -0.021 | 0.059 | 0.202 | 0.032 | 0.163 | 0.794 | 0.130 | 0.132 | 0.182 | 0042

A¢it#iEl | 0.031 | 0.159 | 0.099 | 0.032 | 0.047 | 0.090 | 0.046 | 0.894 | 0.122 | -0.011 | 0026

AgitgiE2 | 0.082 | 0.177 | 0.139 | 0.011 | 0.024 | 0.003 | 0.007 [ 0.826 | -0.080 | 0.126 |-0079

A¢it#iE3 | 0.106 | 0.158 | 0.229 | 0.047 | 0.001 | 0.116 | 0.174 | 0.798 | 0.113 | -0.021 | 0077

el 0.206 | 0.274 | 0.115 | 0.132 | 0.222 | 0.140 | 0.045 | 0.066 [ 0.798 | 0.082 | 00N
g E2 0.199 | 0.274 | 0.060 | 0.112 | 0.291 | 0.114 | 0.070 | 0.117 [ 0.751 | 0.160 |-0008

3 0.228 | 0.172 | 0.060 | 0.112 | 0.273 | 0.082 | 0.153 | 0.019 [ 0.716 | 0.227 | 0148

PEEFEL | 0.189 | 0.111 | 0.057 | 0.064 | 0.125 | 0.097 | 0.163 | -0.006 | 0.113 [ 0.738 | 009

PiREFE2 | 0.252 | 0.046 | 0.140 | 0.150 | 0.147 | 0.166 | 0.137 | 0.009 | 0.139 [ 0.719 | 0205

PSR E3 | 0.193 | 0.027 | 0.187 | 0.231 | 0.191 |-0.008 | 0.099 | 0.115 | 0.158 | 0.710 | 0148

Tfi+4@El | 0.215 | 0.069 | 0.110 | 0.132 | 0.076 | 0.140 | -0.002 | 0.047 | 0.072 | 0.190 | 0840

Tfi$@E2 | 0.176 | 0.179 | 0.191 | 0.190 | 0.239 | 0.077 | 0.031 | -0.041 | 0.125 | 0.237 | 0762

Egenvale 4.934 | 3.285 | 3.193 | 3.095 | 2.822 | 2.607 | 2.468 | 2.387 | 2.279 | 2.246 | 1662

Cotedsa [0.9381]0.8790[0.8924 | 0.8778]0.8694 [ 0.9218 | 0.8631 ] 0.8599 | 0.8968 | 0.8084 | 08411
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LB/ Cronbach'sa {554 0.8 DL | »

K2 FARREGEREZERIN

%R Bk | TR iz i K

mal 0.793 0.154 0.192 0.215 0.329
w2 0.784 0.065 0.244 0.245 0.289
A3 0.779 0.104 0.201 0.326 0.247
AR 4 0.774 0.150 0.174 0.237 0.124
Fixl 0.111 0.898 0.146 0.126 0.074
P2 0.142 0.885 0.180 0.119 0.137
P £ 3 0.084 0.860 0.146 0.118 0.074
Faix4 0.066 0.806 0.052 0.083 0.049
BEEER 1 0.204 0.111 0.841 0.182 0.160
BEE R 2 0.223 0.139 0.838 0.131 0.172
BRE¥® 3 0.238 0.174 0.779 0.227 0.132
REEL ¥ 4 0.080 0.173 0.772 0.125 0.319
gl 0.340 0.131 0.247 0.811 0.232
Zig 2 0.331 0.212 0.168 0.805 0.251

i #F 3 0.329 0.193 0.268 0.733 0.211
K1 0.237 0.040 0.241 0.128 0.773
RE 2 0.333 0.140 0.250 0.302 0.723
K# 3 0.323 0.195 0.278 0.286 0.656
K4 0.429 0.161 0.249 0.445 0.506
Eigenvalue 3.437 3.315 3.278 2.668 2.444
Cronbach’s « 0.9000 0.9004 0.8691 0.9147 0.9249
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iG] BEEE RS
i <R EE 4.82
. FiA R E 5.36

B9 1=

(B AR 5.17
STy 4.65
EEVEIE 5.43
T IREE(EIE 4.56
{E{EL e B I 4.69
it e ik LAEE 4.50
{2 L it R (] 414
iEhied LA BRERAE 3.92
{2 L e BRI 4.77

* 4 BEEEHEGRREZRES T

B B EIE FHEAL LRI frAHER R E
EiE S EE 0.134 0.190
R HiE IR (E(E 0.138 0.196
i R 0.201 0.280
(e — : :
Y B EE 0.186 0.261
EAEE 0.109 0.156
TE#E IREEIEIE 0.272 0.367
{EAELE A EH FEE 0.254 0.345
ik & it e LEE 0.104 0.150
BB A ik & R E 0.128 0.182
Gl 2 S RAEE 0.438 0.536
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PR R? 0.500
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ik & it e LIEE 0.195 0.265
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g A R B E 0.200 0.266
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