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The Effects of Electronic Service Golden
Triangle Model on Consumer Satisfaction and
Consumer Loyalty for Internet-based

Bookstore

Chung, Yen-Yi Chen, Ching—Yuan**

Abstract

This study presented the effects of customer satisfaction and loyalty through
the e-service triangle marketing (including external marketing, interactive
marketing and internal marketing). On the basis of the study finding are as follows:
(1) Interactive marketing has significate differences on customer satisfaction, but
no effect on customer loyalty; (2) Internal marketing has no effect on customer
satisfaction and loyalty; (3) External marketing has significate differences both on
customer satisfaction and customer loyalty; (4) Customer satisfaction effect
customer loyalty positively.

As the results indicate, convenient service, promotion, full information and the
function of on-line bookstore can effect customer satisfaction significantly. Since
customers and on-line bookstore were separated to contact by internet, customers
will not be affected by employees’ attitude or behavior. According to this study,
there are some suggestions to the internet-based bookstores.

Keywords: Internet-based Bookstore, Service Golden Triangle Model, Customer

Satisfaction, Customer Loyalty.

" Professor, Central Taiwan University of Science and Technology
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