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ABSTRACT

This study aimed to study factors influencing customer loyalty in
e-Commerce. The sampling group was 400 online customers. To collect data,
an online questionnaire was created with Google App and distributed to those
customers. Findings demonstrated that following factors had a high impact on
the customer loyalty in e-Commerce; product, price, place, promotion,
services and website credibility. Considering each factor, the study found that
price was rated as the first influential factor on the customer loyalty, followed
by the website credibility. Overall, the level of the customer loyalty was high.
In addition, the study found that there were no differences in the level of the
customer loyalty between genders. However, differences in ages, education,
jobs and salaries resulted in the distinct levels of the customer loyalty.
Correlation analysis revealed that as a whole, all the factors influencing the
customer loyalty related to the high level of the customer loyalty at a 0.01

level of significance

Keywords: e-Commerce, Customer Loyalty, Web Site Credibility
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Anmvasanan - Lo a 4 o .
. HAR 1M1 MaMe duEsN Uns  ddae Tuwndles
ANouad dwaL  MSRATA faras Adnnsaiind
a 3 [
Fum Wule
X 401 409 404 391 400 404 433 383
FupaninaT 401 4
fugimn 409 718" 1
frudasnnnisdaendudn 404 7157 679" 1
FunnIgadsnNIINAIA 391 6197 639" 504" 1
fnfsms 400 84" 650" 660 659 1
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