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The Relationships between Service Quality, Satisfaction, Service Value and
Behavioural Intention of On-line Bookstores

Huang —Yu, Kai Chen-Yi, Zu

Abstract

Abstract: Ordering books on the Internet is obviously becoming a significant market.
Retailing delivery (RD) service provides consumers with a self pick-up approach, so it is
popular for those who cannot conveniently use home delivery service. Therefore, shopping on
the Internet and picking-up at convenience stores is the major logistics model for on-line
bookstores in Taiwan. This study used SEM to investigate the relationships among e-service
quality; logistics service quality, service value, customer satisfaction and customer behavioural
intention of the major on-line bookstores in Taiwan. The empirical results demonstrated that the
effects of e-service quality and logistics service quality to customer behavioural intention of
books.com. Finally, provide some suggestions to the managers of on-line bookstores to increase

the market share.

Keywords: On-line bookstores, retailing delivery, service quality, SEM
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