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Abstract

Seller marketing capability and brand reputation are central to firm performance and customer behaviors.
However, little is known about how these two dimensions matter in the increasingly important domain of
e-commerce platforms, where sellers are diverse and brand reputations are challenged. This research
examines the effects of marketing capability and brand reputation on key customer purchase journey
outcomes on e-commerce platforms, from click to browsing time, purchase, and post-purchase frustration.
Using smartphone category data from a leading e-commerce platform, the authors demonstrate the positive
and increasing effect of marketing capability on consumer journey outcomes. This research also paints a
more nuanced view of brand reputation in e-commerce platform environments and illustrates nuanced U-
shaped effects of brand reputation on consumer journey outcomes. These findings provide implications for
brands and sellers on e-commerce platforms.
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