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Abstract

This study aims to investigate how the service quality of the Shopee
shopping platform affects customer behavior, including people’s willingness to
use and customer loyalty. With the popularity of the Internet, online shopping
1s becoming more and more popular, service providers are increasing year by
year, and competition is fierce. Hence, it motivates the topic of this study, which
1s to maintain the purchase intention of customers to maintain their market
share. The empirical data were collected by distributing questionnaires online,
and a total of 316 valid questionnaires were recovered.

By using the software of SPSS to conduct the empirical work, fives
findings are obtained as follows: (1) Service quality has a significant positive
impact on the people’s willingness to use; (2) Service quality has a significant
positive impact on customers’ loyalty; (3) Willingness to use has a significant
positive impact on customer loyalty; (4) the customers’ perceptions about the
service quality of shopping platform as well as the customer loyalty vary by
age; (5) There are no significant differences in usage intentions and customer
loyalty among consumers of different age groups.

Keywords: Service Quality, Willingness to Use, Customer Loyalty, Online
Shopping
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| 3572 | 0.804
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