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An Empirical Study of Customer Satisfaction in B2C E-Businesses’
Handling of Incidents like ‘ Mislabeling price Scandal’

LIU Hong-liang
(Jiangsu Open University , Nanjing 210036, China )

Abstract; Mislabeling price appeared repeatedly in recent years, and the handling of which would affect the businesses* reputa-
tion, operation and profit. Based on American Customer Satisfaction Index model and Online Marketing Services Remedial model, the
paper proposes a conceptual model and hypothesis of customer satisfaction in the handling of accident blunders by B2C businesses. Af-
ter analyzing the survey data from 211 online buyers and confirming through Structure Equation Model, we find that businesses’ image
influences the external factors, businesses ‘ system influences internal factors, and customer service influences significantly both cus-
tomers satisfaction and the implementation of incidents handling measures. Customer’ s shopping experience will affect their perception
of complaints and incidents resolution, which will directly or indirectly affect customer satisfaction. B2C e-businesses can apply these
findings and handle unexpected incidents stably and reasonably.

Key words: E-Commerce; customer satisfaction;  Structural Equation Model (SEM )
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