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Impacts of Service Fairness on Relationship Quality in Online to
Offline Business Model: The Moderating Effect of Technology
Readiness Index
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Abstract

Online to Offline (020) is a new emerging e-commerce model in recent years in Taiwan.
It has become a consumption pattern for consumers to make O20 purchases via smart mobile
devices. The research mainly concludes that how consumers recognize about the service
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fairness of the 020 model will positively influence the relationship quality between consumers
and online stores. Furthermore, consumers’ technology readiness index can also moderate with
the relationship between service fairness and relationship quality.

Keywords: Online to Offline, Technology Readiness index, Service Fairness, Relationship
Quality.
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