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Abstract

Importance of online community has been increased and also online community has been used
as an important marketing tool. The purposes of this study are to construct an instrument to
evaluate service quality of online community service and have a further discussion of the
relationship  between  service quality dimensions, customer —satisfaction, intention to move.
According to our findings, among the determinants of service quality, empathy strongly influences

both of consumer satisfaction and intention to move. The determinants of service quality which
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positively  influences consumer —satisfaction are

online community affects customer retention. Also,

are more important.

» Keyword : 2221 FHFLE|(Online

empathy,
and assurance negatively influence intention to move. This means that the

Community),

tangibles and Empathy

service quality of

responsiveness.

understanding and reflecting customer needs

MH|A ZE(Service  Quaity),  TZHREE(Customer

Satisfaction), ZEH|=(Intention to move), SERVQUAL
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