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Customer Loyalty Influential Mechanism during Online Shopping

Service Failure: From the Perspective of Expectancy Theory

YIN Shaoming, YANG Ning

(School of Business Administration, Xinjiang University of Finance and Economics, Urumgi 830012, China)

Abstract; E—commerce has shaped new business modes and innovated the marketing channel and the way of
consumption, but in the case of service failure the dissemination of customer negative evaluation will have a stronger
negative impact on the enterprise if the e—commerce enterprises fail to carry out high—quality salvage actions quickly.
From the perspective of expectation theory, this study divides service salvage quality into three dimensions:
interactive quality, process quality and result quality, and explores the path of service salvage action affecting
customer loyalty in the context of service failure by adopting SPSS24.0. The results show that the interactive quality,
process quality and result quality of service salvation have positive effects on customer satisfaction and customer
trust; customer satisfaction and customer trust have positive effects on customer loyalty while customer trust plays a
part of intermediary role in the impact of customer satisfaction on customer loyalty. The conclusion provides a
theoretical guidance for the electric business enterprises to carry out salvage actions in the context of service failure.

Key words:service salvage quality; customer satisfaction; customer trust; customer loyalty; expectation theory
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