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The Moderating Effects of Involvement on the Relationships

Between Satisfaction, Trust and Commitment in e-Banking
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Defenders of the brand

Enhanced involvement increases the chance of cognitive
activity, familiarity, and expertise, such that commitment will
highly be influenced by non-economic satisfaction (H1). Loyal
customers will consequently be (a) less susceptible to negative
information about a service than are disloyal customers (Lam et
al. 2004); and (b) relatively immune from competitive overtures
(Oliver 1999). Familiarized/satisfied customers will probably
recommend the brand to others. Satisfaction will not only
increase customers’ tendency to recommend a service provider
to other customers but also repeat patronizing the service
provider (Lam et al. 2004).

Brand strength would, therefore, not only be an effective
driver of online trust for financial services (Bart et al. 2005;
Johnson 2007; c¢f. Discussion, section b, below), but also an
effective driver of online satisfaction. Brands should, then, be
positively/intrinsically differentiated — in the customers’ point
of view — for high involvement categories, such as financial
services sites.
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