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A Study on the Formation Mechanism of Online-shopping

Customer Citizenship Behavior Driven by Experiential Value

SUN Nai-juan', LU Qiang *, LI Hui’
(1. School of Economics and Business Administration, Heilongjiang University, Harbin 150080, China;
2. School of Business, Renmin University of China, Beijing 100872, China;
3. School of public security management, People’s Public Security University of China, Beijing 100038, China)

Abstract: Based on the Social Exchange Theory and the “Appraisal-Emotional Response-Coping” Mode, this study ex-

plores customer citizenship behavior from the perspective of customers’ subject value, Findings of the data analysis of 727 ef-

fective sample cases are as follows: The efficiency value has positive effect on calculative commitment and affective commit-

ment; Service excellence value, aesthetic value and playfulness value have significant positive effect on affective commitment;

Compared with the impact of calculative commitment on customer citizenship behavior, the impact of affective commitment on

customer citizenship behavior is greater; Calculative commitment and affective commitment have partial mediating effect on the

relationship between experiential value and customer citizenship behavior. The research results provide new theoretical basis

for exploring the mechanism of customer citizenship behavior from the pespective of customer subject value.

Key words: experiential value; calculative commitment; affective commitment; customer citizenship behavior
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