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Abstract

This independent study aimed to examine customer satisfaction toward e-service
quality of Karen Cottage in online marketplace eBay.com, and customer loyalty toward Karen
Cottage, including relationship between customer satisfaction toward e-service quality and
customer loyalty. The data was collected from 415 customers of Karen Cottage. The instrument
used in the study was questionnaire. Then the data were analyzed by descriptive statistical
methods including frequency, percentage, and means, also correlation analysis by Pearson
Correlation

The finding indicated that all of respondents were female, most of them aged
between 41 — 50 years old and lived in United States. They visited eBay 6 — 10 times per month
on average, spend times on eBay about 3 — 4 hours per visit, and spend money on eBay $301 —
$400 per month on average. They had 3 — 5 years’ experience in online shopping and purpose of
purchasing from Karen Cottage was for beading their jewelry.

The customers satisfied with all dimensions of e-service quality of eBay.com,
including efficiency, system availability and privacy at high level. The most satisfaction
dimension was privacy. They also were satisfied at high level with e-service quality of seller, who
was Karen Cottage, in two dimensions that were fulfillment and responsiveness, which the
fulfillment was the most satisfied, but they felt neutral with e-service quality dimension of

contact. Additional, they had high level of loyalty.



The relationships between customer satisfaction toward e-service quality and
customer loyalty, the finding revealed that satisfaction toward e-service quality in all dimensional
had positive relation to customer loyalty, except satisfaction toward system availability.
Customers’ satisfaction with Karen Cottage had more influence on customer loyalty than

customers’ satisfaction with eBay.com.



