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Abstract



Recently many service industries adopt “experiential marketing” to win customer’s experience
and loyalty. This study intends to find the relationship between web user’s experience and their loyalty.
And to find the influencing factors with web user’s experience. This study develops a research model
based on the “Experience Model” addressed by Pine and Gilmore (1999). Through structural equation
model for statistic analysis, the summary and the results are listed briefly as follows: (1) The web
user’s experience has a positive effect on loyalty; (2) The perceived educational, entertainment,
esthetic and escapist aspect of the web all have significantly positive effect on online experience; (3)
The relationship between customer’s online experience and community-membership is not supported;

(4) The “Experience Model” can be used to explain the “web user’s loyalty™.
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