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ok JS mFItka A Aal it 7194 el MR = Gl A A7 A
IS P Fzre] dAS A7) 9 Eolt). ool & A7 LTS vAnS
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(Fornell et al, 1996, Liljander and Strandvik,
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The Study of the Effect of Shopping Value on Customer
Satisfaction, and Actual Purchase Behavior

Ahn, Kwangho*
Lim, Byunghoon™*
Jung, Suntae™™*

Abstract

Consumer satisfaction/dissatisfaction is key determinant of brand loyalty and store patronage
behavior, But the results of many customer satisfaction surveys implemented by department stores
show that consumer satisfactions do not predict the actual patronage behaviors well. The main
reason of these surprising results would be that the consumer satisfaction indexes do not include
some important determinants of consumer satisfaction. Many customer satisfaction surveys mainly
focus on the evaluation of functional benefits including product assortments, merchandise prices and
locational convenience.

Recent studies indicate that emotional/hedonic benefits strongly influence the consumer satisfaction,
intention to repurchase and intention to revisit. Our study suggests that both functional values and
hedonic values should be included in developing the index of consumer satisfactions.

The purpose of our study is to investigate the relationship between shopping value and consumer
satisfaction, and actual patronage behavior. Shopping values is defined as the difference between total
benefits and total shopping costs. Total benefits include the dimensions of product quality, service
quality, and hedonic benefits. Total costs are classified as the monetary costs and non-monetary cost.

The conceptual framework developed for this empirical study is as follows.

Key words: consumer satisfaction/dissatisfaction, store patronage behavior, shopping value, functional
value(benefit), hedonic value(benefit), product quality, service quality, monetary

cost, non-monetary cost.
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(Figure 1) suggests that customer satisfaction
is influenced by shopping value, and then
actual store patronage behavior measured by
the frequency of purchase and the amount of
purchase is influenced by the customer
satisfaction.

(Figure 2) shows that shopping value
consists of three dimensions of benefits and
two dimensions of costs.

This study uses these five dimensions of
shopping value to measure the shopping value
and develop the shopping value index.

The sample consists of female customers who
live in Grangnam, Seoul, Korea and have
visited major department stores located in

Gangnam in recent times.

Structural equation model developed from the
conceptual framework (¢Figure 1)) is estimated
by AMOS 5.0 statistical package.

{Figure 3) shows the empirical results of the
causal relationship between shopping value
dimensions, customer satisfaction, and purchase
behavior. Hedonic benefit among dimensions of
benefit and non-monetary cost among cost
dimensions are especially strong driving factors
to determine the level of customer satisfaction.

And we developed shopping value index
based on the five shopping value dimensions.
(Figure 4) shows the empirical results of the
relationship between shopping value index,
customer satisfaction, and purchase behavior.

Along with the estimation of structural equa-
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{Figure 3> The empirical results of the causal relationship between shopping value, customer

satisfaction, and purchase behavior
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chi-square=2283.66 p=0.000
RMR=.09697 RMSEA = .0679
GFI=0.8714 AGFI=.8500

tion, we implement the regression analysis to
investigate the causal relationship between the
dimensions of shopping value and the customer
satisfaction and (Table 1) shows the results of
regression analysis.

Again the empirical results support hypo-

thesis 1 and hypothesis 2. The results of em-
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means being significant at p=.01, and at p=.05 respectively)

pirical analysis indicate that product quality,
service quality, hedonic benefits are major
determinants of consumer satisfaction/dissatis-
faction. Interestingly the monetary cost does
not explain the consumer satisfaction signi-
ficantly. This result implies that items that are

included in calculating the satisfaction index



<Figure 4)

customer
satisfaction

The frequency of
purchase

The amount of
purchase

chi-square=241. 686,
df=3. p=0.000.
figures are estimated path coefficients GIF=0,896, AGFI=0.352
+ means coeflicient is significant at p=0.01, + means coeflicient is CFI=0. 838

significant at p=0.001

(Table 1) The effect of dimensions of shopping value on customer satisfaction

non—stan.d.a rdized standardized coefficient N
) _ coefficient probability of
dimensions t L
standard significance
B B
error
(constant) 287 139 2.067 039
monetary cost -.010 -011 -.024 -.949 343
non-monetary cost -.020 -.005 -121 -4.123 .000
product quality 048 007 208 6.768 .000
service quality 035 005 219 6.789 .000
hedonic benefit 050 007 211 7528 .000
should be selected carefully and the direction be changed toward strengthening the hedonic
of consumer satisfaction management should benefits.

4
1
1=
fol
X
F>
0kl
09
o
ijo
o
jikel
[0
Hu
1
~
wW

STIKIE DT PHYE0) 071 Hao Bt o



	쇼핑가치가 고객만족과 구매행동에 미치는 영향에 관한 연구
	Recommended Citation

	untitled

