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5. Conclusion and suggestion
5.1 Conclusion
This study contributes to theoretical and practical benefits. Theoretically, this study
finds that system quality satisfaction is more important for transactional customers,
but information quality and service quality satisfactions are more important for
relational customers. This finding can explain why online stores often provide an

appealing and speedy system to handle thousands of deals for transactional customers 
(Lin, 2007) and also offer customized information and strong support services to satisfy 
relational customers’ personal demands (DeLone and McLean, 2004). Moreover, 
perceived control may impact quality satisfaction differently. Although information 
quality and service quality are more important to relational customers than to 
transactional customers, relational customers who have a high degree of perceived 
control are also more influenced by system quality. 
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