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ABSTRACT

Because mobile shopping excluding the restrictions on geography and time, mobile shopping practitioners
can trade activity with consumers everywhere. This study aims at users of mobile shopping apps as research
objects and explores the relationships among technology adoption and service quality, customer satisfaction,
customer loyalty; how customer complaints and service recovery interfere the relationship between technology
adoption and service quality.

In this study, physical questionnaire and online questionnaire were used as the samples, and questionnaires
were distributed to the customers using the mobile shopping APP as the main research object. 215 valid ques-
tionnaires were collected, with the effective recovery rate of 90%.

The results show that : (1) technology adoption has a positive correlation with service quality; (2) service
recovery positively strengthens the relationship between technology adoption and service quality; (3) service
quality has a positive correlation with customer satisfaction; (4) service quality has a positive correlation with
customer loyalty; (5) customer satisfaction has a positive correlation with customer loyalty. The results of this
study will provide references for future research and practical application.

Keywords: technology adoption, service quality, customer complaints, service recovery, customer satisfac-
tion, customer loyalty
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