HE AR HEAY S Fo
aARES FHE WAE P

The Effect of Store Choice Criteria

on Customer Satisfaction and Loyalty in Large Discount Stores



ARSI FAHE VA= IF

The Effect of Store Choice Criteria

on Customer Satisfaction and Loyalty in Large Discount Stores

o] EEE MAIY EEOZ AFY

2006 12€ d



nR

A} 8H9) =

0
NB

-

~x
o
KH

o)
KR

o
~

o

The Effect of Store Choice Criteria

on Customer Satisfaction and Loyalty in Large Discount Stores

54

o

3
5}

A E o

K

=



o
ﬂ_Mﬂ
T
=

ol
yie!

)

2

o}z AMAA ARTF AP} T Aol WL AA X

< 2EA FA=EHYH.

1}
-

=3}

—

</
Nk

=gy, 18

141 &

o
L84

2 A

o

T AguU,

W
ofn

Tor

!

ol
5
.y

~
._00

‘.H.Vl
n

%!

X

o
4
-
!
A+

A YU,

d79 1Y HHAA

i
A
4

=

T4
OO

o, 94 kst A E EAbe)

AREUL.

o o]27]7hA A& o vir o)

ol E, 20061 7t

ol

o))

&} A]

7l 2%¢ AYE B

239 see AU AR



S

A1 A

Al AT Basy

A2 A7 B

A3d A9 B 74

A2 o€ 1
A1E AEAY

2. AEAES B HPAF

w

e

4, TR B AFAT

5. 749 &

42 AEAY7)E nADE 181

b

=

¢

|

i

<t

"
e

o1 o1 o1 ol

11
11
11
13
17
17
18
20
21
24
26



26

e

Q

of
W
M
[nl

=
£
]

T
N

™
)A

H

X2

29

Nir

31
31
32

32

A2d A77rd e 23

A3F aT4A

LY
¥
o}

ﬂy|
M

ne -

=)
|

ﬂ-
.%

W

%l

B

e

33

&
of

0

Ko

=
z]I

w
!

X

2

X2

34

N
oY
of

o

Ko

,_uy|
M-
=]

~

|

35
36
36

37

A3 ZAAEA

rueed
_Z_.l
oy

4
g

38
40
41
41
43

43

B9 T4
A1R TR ATEA

<!
£}

i

e}

o

—

T
N

o
~

%A

46
46

48

g

W
W

.AO



A3d AFAAY AE

1. AEAY7E 2R 9

2 RENA/NETH FHESY B
T

A5d A&
AlE AFAHRY 2o B AAA

A2d A7) BAY L FFAT

a0
i
i
£

>
B!
2

ABSTRACT

49
49
50
53
o4
57

59
59
60

62
71
76



Hr
22!

10

<HE 2-1> FELAHY] &

12

22

<E 2-3> FA ARUANAY

23

<E 2-4> FA AFUA0

25

<E 2-5> "z ARFUANAFH FA AFUAA ¥

—

0o

fzel
el
Nir

B}

~

—

o

uiel

<E 2-7> Fisk®) nAWE 2

<E 3-1> REE9 N8

~

[+]

<E¥ 3-2> A&A &

i

=0
<
g

<& 3-3>

<E 4-1> BEE AFFAH EA

3

3
NB

}\‘-:_11'7

d

<% 4-2> FX

<E 4-3>

890 ALFEL ol 1A

A E

]
"

<E 4-7>

FdEs)E 20 FAo vl

]
s

<F 4-8>

53

<i# 4-9>

o4




<E 4-11> AZXAY7E 2A093% 1

55
56

Np

T
itz =
‘_ﬂmo

g
00

ra
pild

<¥ 4-12> HX

o7

<E 4-13> ATF7HA 9



<729Y 2-1> Engel, Blackwell & Kollat(1978) ¥ XA g 1.3

<219 2-2> Darden(1980) &M A ojusis 24

<719 2-3> Spiggle & Sewall(1987) H XX 8 &g

-

s
LIRS Y

<29 2-4> 7|Q-E4AE TH2E T

<ag 2-5> Fu & PFHAA

<1y 2-6> ANEY 940
o

<ag 3-1>



1996'd ©]
boolug o2 FEQANA FU AR AE

L5

A1 ME

¥ o

R

ol wak =W FEFHA

A1d @49 H8 4

A= As}o

A ]

FEHEH FoAME 199349 =

ﬁo

—_—

1—7]

_AO

ok

ﬁo

stel Az
ESNRERE

tﬂ‘

%

e o

T‘y_]_.

1%

o)z

Aol AM3EAx, IMF o]

= At

=
_..I.T

o

o
"

dr

006 @A EAAo] AAl

Ax tFoez WIFH 265%,

3z 2

al

o] BAA 4% 61, M3l 4% 4

By WEE FEY o

=

Jepy

3% 201%, AYH 75%, TVELSE 6.7%

(A, ksl g, 2006).

7} o

=
=

KU

B

FA 3o} 19

R

Bl

e
=

=

2 g9Ho)
FEANFY 392%

< Holi 3. 2003 1/4
o

2]
e

o}

T

3

o

A

i

1=

]

il

£ %A%
317 gatel AFE Aw A

) =y
=2

=

3} ol

& e &N
A

FozA

=
=

A Fulg

97

ol e g ek

#3l= F
243 1999). AHAE A Fup £7E &

o

B

N
—t—

“d

N

ol
o

%

)A
i

2 HEHFYHE st

ol

it

ol
on

o

GoH(E A A,

3]

37}

ol
nMO
r
B

%A

ble

2917

Ax

AFTA,

Bl g,
2004). 1=y 71E€4

A,



244

}oll A

5

NEE FEBT

HALY 7B Ao

FE 9], 1999).

g

1

A
il

B, 1999;
mEtA B AFoA

1513
=

7o M R b % ®w N go o N O T

Ao I I T S N TR

e B g w i R’ o o X

F e I ) -

N " o Bl G- SO Y
UL ‘m./l X \Jr —_— ﬂ‘_ ._0.._ - ;00

= m m o e Do T 3 N = ol

m mo R N R 2 X F e

T o 3P TS w_m ) ® ﬁm_ Hom "

oo T PG L N

> =z X o5 BT wx SO

o : T L o o W —

o Wr_ N m_nﬂ w oS! B o £3 mﬁ ML Ty

£l Iy Mﬁ u,_ 3 m TR M. W N 7w Mo

. X . I

) ™ i = B8 o o ° A~

oo W R 9 < @ur_ W R R

T = HOE e @ R i ST

%o X oy N > Bl R o Mo o Njo o

) ™ ~n R 2o W T of oo L X

S ™~ - T = — X ™

oy % M Hoe 2 om o ow e p._v L
Ao AN ° (LN

= o o P M = F M= ) el

i) _w.ﬂAa_ ﬁTv O_E ‘_0._ &P <° MM ﬂ_tw b ) M_”c.u . ‘ﬂ °

T = F R oo W " T z © & 7 H

. — — T )

® = ¥ TEaxdLEr TEiice
= < ‘ Io

g Py o O E g T T W g P

% oF ° Tomoe W5

R o - gﬂ%%d@ﬂ %ﬂ%@%
= v ok K w X m

o ;2 R oo & W oW o W oy g O

Wz R S S (X B w C
X — —

e R N — WO o, o g b I

= S ° = S oo PR
WM 3 Foee o T H o ] F T OB T

29 ATdge Bg3 2n.

h--1
1_

=



N

_,
R
G

!

~

H

XR

"L

Eidey

Aol sl dolr Lzt

)

b,

T
pod

boi

0
il

A A 8} &}

AEete]l A s} Lolr At

=
5

1}

=
il

g

A, X971 E9
al

A,

A3d A7) PRt 74

W)

)

Ge

NR

o

A5 mxE

=

EREE

al

]

o
N
w

e

X

2

KR

71A4h, FAAE, AW

A=
1o L

Al

of B A%

3

%
=i

1

%E}o

3

o

o
nu!
ol
T

o] g3tof 7}

ol

s

5¢02 FAH0 Yt

Foln Aot

]
)
B
mk

=
W

Agdel dig 222 FAHASG

=i
ES

o #F A9

o

Ko

o
Nir



B/
o

iy

b MRS 4 R 2P

Mol tisto] A Al s

AEA Y

o

3

2 A7ATY ao}, A7 HFH AAH, A7

ki3

)

Est MAFE F

A
A

|, d7Ed

iy

T

Adez T gt

g 9

$F A7

=1
=

Al



A 27

o
r
X
ki
]

Ald A7 & B 2

&

avAE ol AEL A

WEE WA AL Do ATAY A WYt BARAE 2o A
Foly} 4Ee @ FoilAh ARARF FASTHFAS, 1998). 2¥]}e)
HEAEe PE) £43% 2uAY AUt o= FE YA HoJok o] Fo)R
£ Aoz 29 Ao FANES AT FEEYL A¥A Ads=
ol ma FEAY ogRsh aReu el dA, Fe9, 1902), ¥ dEe
AEY AEY ARt AAAN FAABE L] HENAYEE o)
s AL oAE AR 4 Fasnn @ & g

AHASE GRP FFY AED AWLE Adsd dold A9 A
971Fe HEA g 49wt on d

X
F8 450 AnAY ARAA WM dAHAY A

< FAA Hed olRe] AEY AdE ZAAAE FE HT HE E=



X ojuX7F
Engel, Blackwell & Kollat(1978) An| Aty HXAHHAAES <29 2-1>

3} ol At

REFANE A7ty AESA
(X o) A)
A (A 2) BE
Fale) 3} ol 74
= A2
3329 BopE B3 Bz
BEe) Bojg SELIEE
Al 2 Au) A
71 &

N ~
ék/////, \\\\\\xg

& 7t AR T4 B/l d %

<19¥ 2-1> Engel, Blackwell & Kollat(1978) A XX g2 3
% %] : Engel, Blackwell, Kollat(1978), p.506.
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ov, I YolxE AY ol &, A ol&, A olE, 78 °]¥ Fo] 3

1) 71-E YA o] & (expectation-disconfirmation theory)
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T Mul2e A, F2 Z 7l el dig 2¥AY AL &2 @t
F#9 "a AN FATRYE dole FAE o A dXTd. 2
Ay 287 HE QRE #dd W U By FES ALt o
AMe SAEY FAel " Ay JAF ool YEIRTHA YA, 2005). °]
% Oliver(1980)7F A A g Z]tl-EYX] o] Z(expectation disconfirmation
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A Hx v#e FodxE 73HA 7 tH(Danaher & Mattsson, 1994). &
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71 E o x) -1 A - o
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23 : Kurtz & Clow(1988), p.34.
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- % A5 & (controllability)
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Latour & Peat(1979)& w+Z Aol Thibaut & Kelly(1959)8] ®]aLFFEo] &
& AE3ad. 252 AuRE] A vz B2RAE AFHLY 7]Fo]
59 9EAGDY F83 %S doan FAFA. F, 42 AY HERG

< el W AFY A A/2EA A 2T

A3A 2HEd B 2T

AT E 20A0A JHgd Muj27 A HARQS 9 2T Aux
2 A% o] &3 st Aol 2 7 doH, AAH HES
PFoZ FAF F e A I=F Yujgo(o] v}, 2006).

At oz AuAE AFolv AuAE ¥ - JrHE F AMo] spg A
T3t AFolv AMul2E FuEt, AR F O FAHE A8 AR
(perceived performance)®t Fm) & 7]t (prepurchase exp“’ectation)% Hl -
7bstel Feld AEe dig wE - ENESES AU 2y FuiALEA
AL FHERE Fo2A Bys Aol ofd, Aol Fuid AEFS A
S7tEA S EE—E EUNSE ASA Ha ANY FoAA HEg 2R
< BrskA Hw dolrt a2 AFol g T, A7 A58E ZASA
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A9 <29 26>% oP@ AAL B AW Fu AP F AMAEY
Fo) F BFE EHom AFY Ay g Ex au 2YH B
Ao YA e BRoEE AL AR & o) A e FHSE o
$ BRsA A@Hel vk

Do
2
oE
o
fo
b1
=2
r
ot

AT

Engel, Blackwell & Mininard(1995)+ “#4] sld9 ERZAL 7|Fo2 3
it FFNM 2717 AFeA F3Y TANZE DA
Z ZFs7] A A EAe) dAsA APH EANZ BA2Z AgsrHA
¢ g 2 FHe] AL T Yok F, 7] 7 Alele B

e ARE £Ps%e] AFTOEA AF L A Ho) ATHA 27)TF
%
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Assael(1992) ATFoA n@d AFY A5 FAEFA=A AT Fst
ANE—-H 735 ol g3 o]FoAH AHH AFY AF, B T
Fui7t AP-PF->Frty o2 oFojAvtn B Yok 4¥jAe Fhoj
AAAAHA L AHRE, 2uAe TP AFod A
9 7o XNZE AFY AHE vusd VF e EUSHE
T ALHAFE AA AFolu Aulzel dE AFv AFE BAHIH. 4w
o)l £ yBe LAos AEY A EE 279 BAN 3
A g FHo2E AHAZ AX & FuidY AHH g 2HEA
AZ o] drh(o] N, 2004). =T AT vl 2 & (repurchase intention)i= A}3)
Adegsta wA"E BREAA o3 B AA EBHT UT. AHE A2 g
A3l A g o] Z(Thibaut & Kelly, 1959)01y HZ &N o] E(Kelly &
Thibaut, 1978) @ %=} o] &(Rusbult, 1980a; 1980b)o] wWa® AFvjd k=
A A (relationship maintenance)?] Ndo 2 olaidkx ity v}AE o]}
z2A8 % EHAE BA =9 (relationship commitment)d] ZSHolA FAAES
A&EA717] 98 J9r 2 AT =g ols)stz Y vH(Kumer, Schher and
Steenkamp, 1995, Dwyer, Schurr and Oh, 1987).

Fishbein(1985)¢] ©] A & 3§ 9] o] (theory of reasoned action)e] W= 3
TYxe HAAYFS THE FHAAE /MR Y3, FFAEE AdAPFH
APHoZ & ABAE 7HvdE RS AAFAH

Engel & Blackwell(1982)8] YAlZA RHoA] PFHYEE FoulsiHE 3
Aoz AAse 8oz AANFHY, ol AAYHY o2 AEH7
T g olgd FHIEE FAHAAL FHG BHEE ASE HEe g2 =2
o] gloy tFEY AToAME AL AFHoRE FAY 2 A4
AZE vt QAT e AAold. qrldA =g JAdY G7FgAY
AGd vdPFol g Y& £33t A2 A A4 Ad 2 HE P9
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oA AT Ee] 2 aAS Reichheld & Sasser(1990)8] AT E =3 Al
d, 284, 99, 2y F 1270 4 S Y

<t

PN

>

>

=
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e

=

)

U

& (customer defection rate)& 5% E°0]%H AjH]

=2
29L TFF o5 gFol £ /UYE EF7F 25%~85%9] °1dE& FIHA

F71H BHAN 7199 ool AAE AHHoR FEAIE FLY &

golgtz BE £ Aok aEBR Az AN ANTAEY 54 A

Zol A ATHYEE FFY FHe HPHA dHEe R Y
7

JAEE 1A VEEE PHNA ATFNYEE EIES =

7 A (word-of-mouth : WOM)el & Al dx g-& T3 vsAHd W
o7 a7t AegE TET(o] %4, B7E, 1993).

“arEg mASe HAY B do]t}(A satisfied customer is your best
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FAol@d @& 19549 Fortune Ao 27lE Whyted] AFolA AHE-H7]
A A3t Whyte(1954)= 2HA AFe] 218 A det 52 ¥ o7
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AN ATE B4 BAFAT. B4 FHUEY oojn HAS T
Hoz oFoiAA g: B

)% @ AN ATEE AZ & WHY dofRAL AT P& W] R
of 9AF A FE 0110121% AAD QA ergkeh ol @ BEANA Whyte
= o] AFY Fust o2 AR ARUALY AE WY Aoz
gsgom, AEA W GA oloprl @ AgEel AN HY AFL T
@ohn 28 S WHRTHA L, 2005).

TR B ATES AW ATA w2 $34 9 ey 3
A YolN Yom AAAE BRY BFolPE FHIME AY RE AT

AEo] AL Zojsta Urk(o]A =, 2005).

Borgida & Nisbett(1977)0ll 2o}l FHo)ld “JIAEY APl 72T o
W (face to face) AFYA A ot st} 2™, Aaker & Mayer(1982)= T
AAFUANAE “Fue FAA7 AFY FRAA oo/ |Fezn Hujz
AR dHe] e geH AFUAA el A st Ut

Dichter(1966)= TH 2 #AE #F I A (advertiser)?t = A (reader)® VA=
N 83lo] FuE DA, EAE FAAR At FHY ide 2
s ok = F9E(1990)2 MR Eo] olHBAE WA AN FH - T
H BES TR uBddE G5 £ g2 2o doh

Bayus(1995) TH 9 ZAEES ©A Ao AFUAolded Agd Ao
ojuzl g EA47 #HE MNA T JE0Y MNAFH 3% (personal

influence)ol gt &tk 2y o] £ T dFd A FHY TAHH

P

J E2HE AFE AIFE Aold, FAXHY FAL AstA I
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RA FAL dFseE FAELS 2 AHAE 47 gystan e,
Richins(1983)E ¥4 3 T A “0& AlFolA EUFT AFoy AFL
Fuj g AwjAre] ois) o]ofr)dtE RATolEti R 2, Weinberg, Allen &
AA FAL “AE T AR ZHo #FFHA AFuAo
of doju= W ARFYAIA" et A

Dillon(1981)& ¥
Ao BEXE J&ste avAE
oA

Richins(1984)2 HA 3 FHo|& “AFolv wA® =33} #Hsto] Aw
YAol A tAE Hriste v A5y ARFUAcld elztn AR

=

¥ g BAEe ANE T
Mg 29 AAH H

S GALE B Ex A7 n 34T + 3

2
o
¢
=2

BE v FHHoz Il

tH(o] & &, 1998).

<E 23> 7R ARYA|AY AH A

AFA(DF A7) T4 AnuAcld A A
5

AR FHo|& A 2 vAY = #F 54
Weinberg, Allen & ° ] I ’ ! bl AT

Ao 23L& £3l= Ad = 7} ° = o)
Dillon (1981) el 3 &8 12HE bl dojuvie ol
AR A4
RAH FAoY B APl BUET AFolY Ly

Richins (1983) | o o0 s g 2

AR THF AFolt WY 27
Aoldel e Hrhshe LR 4

1% BAsy ARY
7

Richins (1984) _
579 AFUA A

ZH ¢ =4 A0(2006).
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<E 2-4> 7 AFYAlRY FAA N

AT AT A7) FH ARUAelde] FAH A
Borgida &
Nisbett (1977)

MAESY FYo] 7123 W (face to face) AF YAl A

FA ARUANMEG #319 £AA4Y A7 R

Aaker & i
ojepZlge 2 iz R Ao HE FHHY ARY
Mayer(1982)
Aol A
g oMY ARE Y dAHYA AFUAcIHeld A
alman & | gax oge sme 44 @n FdsE T
Wallendorf (1982) - h
T AFUA A
AuR S, o] %, gAY 2495 AfololA &4
Z AR = =
AAE (1983) H]o’-%xﬂ AxrUAlL 25 T3 71dol JxHo=
A ge ARzt F2 AW 4EE AN #F

fr

)

Bayus (1985)

A A
2
2

_ RS0 oHBAS WU A F . A B
g8 (1990 | | clswAg e A ! au
g uEAHes RBE P9 £x B
Bone (1995) | s}AW Augde] BoiHA ¥ ADE 7 AFYAY
goz gap |53 FAG geel auds ta AQAY A2H 39
’ o A3 FHA a:e-

i:
)
it
o
o
%
rL
mlm
L

Al B FAARog ZAA)AY

A
=7 (1998
e m&s}e GAAEE Bt 37

Oo}:

, BT AR EC] AN YA olgd FHEHA dFE T
(2000) AE, Az e ABE dLdte G

Ho

2 g Eol x}m 44H olgn FaAsA g5z
8}

259
TEE00 | e goz Ans aus

mSL

o34, %
ko3 9 (2000)
3 @ =4 A(2006).
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5. 7+d9 &%

TR FAL BEEAR dFdA FHARZ AEY FoE F43E UF
A 2ke] ol el A JHF At B F Urk(o] A4 &, 2005).

Katz & Lazarsfeld(1955)%] A7+ 2xthde] & £4d 5 FAF Y FE
daS ez, A4F3% M4 8F AddA FHEA7 Bedarn 2w,
A {49, 283 AEFH e 7 o ZHAHY
Td AFUAIdel e ARIAMETG H & JFEL vige ALE

0
o
(=3
)
_?{_t‘

4:)
>

Voss(1984)¢] 93l 8L &f3 FaAFYAH ZFodx &3
IogRk AuR 80% ool EAUY AHAHA Ai(someone’s direct
recommendation)o] A o)FojAtm Fr} o)RAL FAH g FTFHI}
W AAFYA A g3 g} RY ¢ A & 4 ) Day(1971)= o] g
T Aol dafH FHLE AEHoR dojue A 1H B5H o=

K

BAFA L 2L ¥ zto]l7] wWEe AFYACNR A I =9 (feed-back)H
F7HAQ A% 7187t fxn, By fdsn 494 e 2dE AT,
AAAA AL Foto] AsA X9} AP 1dE 9L 5 7] Y&
B sin Ao, FHo =9 B a2FEF FuAFYANA
o =% 943 ARG AgEs AL Furt AYE @A Jddgn @
T A

oyl FHe FaA BY ATE 3 RS 95 FHmHo g
ooOREY AFARE FARRY F248 Asjets Aolw, oy A
ARYANAL 2ua BF AFol o} BsA AFH A} BT F
A5n QATHCLE A, 2004).



<E 2-5> Wiz AFYA A A AFYAA v

=7 73 ARUAA M= ARUACA
WAA e 58 R Q7
ARUAND HE R F YA
NHAY A= =X e
48 4% 39 = qe
D Be =
Hed BHe FEHE 59 Y &
BEelA d2HE &5 DEE I DEEREE
N 2HH @A =Y P47 W SEERCE]

-
2
flo
[

e ARG5S Foje] L PAT Yot E Foj ¥ 3
B3 Aol Q7] MR 2 YL HF494E £ Qo FASF P 4%
29 BAE o4 FWAM AZ T & AAT GLH 2L A sH 2w
N A% FoREe) #AE 49T + Ut

AR, F4 ARE ARIAY ME]HO] uj-%- ¥ (Engel, Blackwell &

X2

o

2ont FHo AAE MARHA E4L Tahn

flo

Kegerreis, 1969). ©o] AR

AT FaS 2L ARFYANE FFEL 7YY JER o]FgXE Holm

2 oln FgAel HEEH At AAEE ol %}’é% Z AdA s A7

Waell, @ed] G e Tolud EHES Az Wy ogd. §x

T TR dEexE 1Ay AAA JE Yol glm, =G oln xaly
3=

= AR tAAM uE fgA =2

¢

A, 08 WAEL 53 AFUA) Aol Al d wE), FAL A
4<% 7FA 2 3k (Myers & Robertson, 1972). $a 7t £3] B A
HH FuAY ¥ AFYAo|Ae] olye Mz Aziol AL F1

A
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HBAT AulA
g8 ~228% A4,
AHFALE qgzee) me Al
719} o] 1] %] BEA8%F
FAHL L)
BABEBE 2ABEAA

b

<19 2-6> AANF] g
A4 0 FEBEA(1992).

AgHez 4H% o, TEAFAUdE TARSY Fa9 REE HE
o Ax8 FAo] HoUAY 74Ho] AYsd A, et 1

AL HEP
Ao &£77F Bod g3, d¥sHe NER AFY Adids 4FY o
A, A, B o} AHIAZE FAHA HAHSwan, 1985).
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T8 A58
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BEFN 2 0.186 4.154 0.000
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AXH HFEolux & 0.112 2.477 0.014
AAA HEojn A 29 0.087 1.835 0.067
Aoz 29 -0.005 -0.105 0.916
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AR 0.374 9.038 0.000
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FETA 8 0.093 2.257 0.024
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HAA AEojur 8 0.032 0.710 0.478
AAA Hxojmx 8¢ 0.012 0.271 0.786
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ABSTRACT

The Effect of Store Choice Criteria

on Customer Satisfaction and Loyalty in Large Discount Stores

Choi, Beet Na
Dept. of Business Administration
Graduate School of

Sejong University

This study is to examine the effect of store choice criteria on customer satisfaction
and loyalty (word-of-mouth and revisit intentions) and the mediating role of customer
satisfaction in the relationships between store choice criteri_a and customer satisfaction
and loyalty in large discount stores. For these purpose, the author developed several
hypotheses. The daté were collected 552 shoppers whé visited large discount stores and
analyzed using factor analysis, reliability test, and regression analysis with SPSS/PC* 12 W.

The store choice criteria were divided into six factors such as cognitive store image,
emotional store image, service, merchandise assortment, sales promotion, and
transportation and/or location factors.

The results are as follows:

First, cognitive store image, emotional store image, merchandise assortment, and

transportation and/or location factors had a positive effect on customer satisfaction.
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Second, merchandise assortment, transportation and/or location, service, and
cognitive store image factors had a positive effect on revisit intentions. And,
merchandise assortment, emotional store image, cognitive- store image, and service
factors had a positive effect on word-of-mouth.

Third, customer satisfaction had a positive effect on revisit intentions and
word-of-mouth.

Finally, revisit intentions were influenced by customer satisfaction, service,
transportation and/or location . factors, and merchandise assortment factors. And,
word-of-mouth was influenced by customer satisfaction, service, and merchandise

assortment factors.
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