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Remark on the Problems of Survey Methods Applied to
Customer Satisfaction for Discount Stores

So-Young Sohn - Jong-Sang Jang
Dept. of Industrial Systems Engineering, Yonsei University

Abstract

Many large scale discount stores try to enter the market in newly developed
city areas. In order to successfully increase the market share, it 1s essential for
them to understand customers’ needs. In doing so, various forms of survey
methods are often used and survey forms can influence respondents’ decision. The
main objective of this paper is to check consistency of different survey methods in
terms of deriving the expected market share. In this paper, we apply two survey
forms for both AHP and conjoint analyses using a randomized complete block
design. Using AHP, we compare Kim's club, Carf, E-mart and Macro in terms of
the following four customer attributes: parking facility, size of store, business
hours, and special pricing policy. In conjoint analysis, we estimate the part-worth
of each level of the customer’s attribute so that one can design the best store
which would optimize the customer’s utility. Empirical comparison results indicate
very low consistency between the two methods. It implies the importance of
verification methods of survey. We also analyze the impact of special pricing
policy using a meta analysis. It turns out that older customers are apparently
more sensitive to pricing policy.
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2. LAEIES 23 AHPS AFXRJEREA]

A2 tiet AAHE 9% AHP=([Satty, 19811 ©hE <l oAk 24 713 (Multiple
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< & 5 >EYItAY o dufEel FEItX|of thE o EtslHEM At

variable 2= Parameter Standard Error P value
Estimation

intercept 1 (dor +%) 19.345102 12.44770325 0.1344

4 d 1 (o) 2.492158 3.16886587 0.4444

L o] 1 -0.704477 0.33703881 0.0484

s A 1 -8.940498 6.27605540 0.1683

Al 1 0.596433 3.09316159 0.8489

6. 48

Ao A st 0 AREAle LuAE TS vofste] A Ro] AR
XJ%% ZAagte e i gdmgol 7tol=& ATH & Ae A" E471HE A&
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