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The Causal Relationship of Electronic Service Quality and Customer Experience to

the Customer Satisfaction and Loyalty of Online Fashion Retailers Business
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Abstract

The purpose of this research was to investigate the relationship model between the electronic service
quality and customer experience about the customer satisfaction and loyalty of online fashion retailing business.
The sample group consisted of 370 customers who used electronic service in online fashion distribution
business. Data were collected by questionnaires and analyzed by using descriptive statistics, confirmatory
factor, and structural equation model. The results found that the relationship model was consistent with the
empirical data (CMIN/DF = 1.101, p-value = 0.289, GFI = 0.982, NFI = 0.991, CFl = 0.999, RMR = 0.004 and
RMSEA = 0.017). The structural equation model result found that electronic service quality positively influences
customer satisfaction, electronic service quality positively influences customer loyalty, customer experience
positively influences customer satisfaction, customer experience positively influences customer loyalty, and
customer satisfaction positively influences customer loyalty. The results can be concluded that online fashion
retailing business should prioritize innovations, products, and services with electronic service quality

characteristics, leading to improve customer satisfaction and loyalty while providing long-term success.

Keywords: Electronic Service Quality, Customer Experience, Customer Satisfaction, Customer Loyalty
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