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Abstract

Comparison on Factors Affecting Customer
Loyalty in Online Shopping

-Focused on Koreans and Chinese-

Pan Qun Jie
Department of Management Information Systems
Graduate School of Business Administration

Jeju National University

The number of chinese tourists to Korea increases owing to economic revival in
China. Chinese tourists in Korea go on a tour with the high shopping activity in
which they might prefer online shopping based on Internet because the online
shopping enable them to manage the purchased products. In this paper, factors
affecting customer loyalty for online shopping mall were compared between Korean
and Chinese. The factors were divided into service quality and system quality. The
service quality include Reliability, Responsiveness, Assurance and Empathy. The
system quality includes design, system speed and customer reviews which
might be tangible. Structured questionnaire was designed to measure the
factors. Data was collected through the questionnaire. Data was analyzed by
using multiple regression and moderating effect analysis. The results of the
analysis are followings. The service quality affected the customer loyalty
significantly. The design in the system quality affected the customer loyalty
significantly. The customer reviews in the system quality affected the
customer loyalty significantly. The speed of online shopping mall had a
significant effect on the customer loyalty more sensitively in case of Korean.
This research would contribute to establish the strategies for operating the

online shopping site as well as marketing to Chinese tourists.
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