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ABSTRACT

The online word-of-mouth marketing strategy, which is also known as viral marketing
strategy, is denoted as an efficient method to conduct online marketing. It orients consumer
to freely address positive or negative statements in the post-purchase process with regard
to certain products or services. By reviewing these statements, new customers will be
attracted on one hand; while dissatisfied customers’ complaints can be heard and improved
by the companies on the other hand. Therefore, it is important to motivate customers to
actively participate in disseminating post-purchase opinions through the Internet. In view
of this, the research objective of this paper is to explore consumers’ intentions to adopt
Internet for disseminating post-purchase opinions and to examine the influential factors
that affect customer behavior from the perspectives of customer satisfaction and brand trust.
The case study of biotechnological cosmetic industry in Taiwan is taken as the example.
Theory of planned behavior is also employed to investigate consumers’ intentions to adopt
Internet for disseminating post-purchase opinions. There are 535 valid questionnaires (82%)
been collected. Results reveal three points: (1) Brand trust influences customers to actively
express post-purchase opinions online. (2) Customers’ motivations with regard to
disseminate post-purchase opinions online are statistically significant with relation to their
attitude toward this behavior. (3) Customers’ intentions with regard to disseminate
post-purchase opinions online are statistically significant with regard to their behavior.

Future research opportunities and managerial implications are discussed and given in this

paper.
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