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Abstract

In recent years, the quantity of consumer online surges in China because of
the fast development of B2C electronic commerce. But the e-company cannot create a
good customer experience so that it becomes the '"bottleneck" of its rapid
development. Customer experience is an important factor influencing consumer
shopping behavior. Good customer experience can promote consumer purchase
behavior and online customer experience has become an important concept in
e-commerce marketing. The study has the theoretical and practical significance.

There are several differences between the online customer experience and the
offline one, including the shopping environment, the safety of personal information
and so on. However, although customer experience has been recognized as an
important factor in facilitating purchase behavior in offline stores, it has yet to be
fully investigated in an online environment. So it is very important to study more
about the factors which influence the customer experience online.This innovation of
the paper is to do research on the base of the existing research and established the
B2C model based on TAM customer experience model considering the factor of site
characters, transaction cost, customer characters and participation.

This study take 228 consumers who have tried shopping online as a sample,
using AMOS7.0 software based on structural equation model to test hypotheses.
According to the results, website usability has a significant positive effect on
customer experience, transaction cost has a significant negative effect on the
customer experience. Website usability influence on customer participation actively
and influence transaction cost negatively. Website easiness and website usability has a
significant positive effect on trust. Perceived risk affect the trust. At the end of the
paper, we provide some management advices about how to promote customer

experience in the B2C website.

Keywords: E-commerce; Customer Experience; Website Character
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