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ABSTRACT

Under impacts of the maturity of Internet infrastructure and the increasing knowledge
and understanding, the residents in Taiwan have largely changed the frequency and the
ways of utilizing Internet. Moreover, online auctions have become widely accepted, and
many of sellers on Internet auction begin to create considerable profits as well. Yet, to
precisely assess customer loyalty online is much more difficult because of the anonymous
nature on the Internet. Hence, we first discuss the dimensions which will influence
customer’s loyalty over the physical distribution channels, and testify the suitability of
these dimensions in the virtual distribution channels. Subsequently, Backpropagation
Neural Network ( BPN ) will be applied to forecast customer’s loyalty and to provide useful
information to the sellers. We expect the results can help the sellers better segment their
customers and allocate the capital more efficiently. In this study, we conclude that BPN
forecasting provides a tool with great precision in helping CRM and forming marketing

strategy in customer’s loyalty forecasting through applying BPN.

Keywords: Backpropagation Neural Network, relationship marketing, prediction, loyalty
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