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The Effects of Evaluations of Web Service
on the Brand Trust and Brand Loyalty

Jae-Hwi Kim Mi-Young Han Hyun-ju Kim

Dept. of Psychology, University of Chung-Ang

This study is on the based of the internet bookstore brands 1) to explore what the
evaluations of web service are with purchase customers having bought books once at the
internet bookstore, 2) to examine the individual effects of the evaluation components of web
service on brand trust and brand loyalty respectively. In addition, we find the relationship
among the evaluations of web service, brand trust, and brand loyalty with the segmentation
of purchase customers relationship. According to the results of this study, brand trust is the
mediators between the evaluations of web service and brand loyalty for light purchase
customers as well as heavy purchase customers. It is important to e-brand trust, especially
e-brand trust on the formed of the experiences in internet commerce. To build and maintain
strong e-brand has to develop brand loyalty on the formed of the satisfaction experience and

trust of purchase customers.

keywords : internet bookstore, website evaluation, brand loyalty, e-brand
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