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Abstract

This research tried to clarify the impact of service quality on the customer
satisfaction, customer retention and switching barriers in the competitive structure
between department store and discount store. We measured the level of service quality
by using the methodology which had been adopted in the service quality research area.
Using the internet survey method, we gathered data from 750 consumers of each
industry. We used various analysis methods such as the regression analysis, t-test,
and hierarchical regression analysis.

The results reveal different patterns in the two sectors in the retail industry with
respect to switching barriers. We conclude that switching barriers play an important
role in consumer satisfaction and retention.
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1A

a9 | 0.023 | 0.749 | 30.939| 0.001 |957.249(957.249| 0.561 | 0.561

(TA/=H)

FAvHE | 0.024 | 0.704 |27.471(0.001 203.992| 7.438 |0.578 | 0.017
ogz | A#YE [0.030 0021 ] 06210535

217H4 #7| 0.033 | 0.105 | 2.600 | 0.010

3l
dqte] vf & | 0.027 | -0.080 | -2.251 | 0.025
AHl 2 35| 0.034 | 0.076 | 1.836 | 0.067

<E 10> AEH JAEAHA2 (W)

957.249 957.249 0.561

0.024 | 0.721 | 28.271 | 0.000 | 490.199 | 10.715 | 0.568 | 0.006
0.022 | 0.084 | 3.273 0.001

0.024 | 0.708 | 27665 | 0001 | 336.017 | 12526 | 0.575 | 0.007
0028 | 0014 0.445 0.657

0.026 | 0.113 3.539 0.001

0.024 | 0705 | 27483 | 0.001 | 253.341 | 2.834 | 0576 | 0.002
0.029 | 0.031 0.933 0.351

0.029 | 0.139 3.922 0.001

0.025 | -0.056 | -1.684 | 0.093

0.024 | 0704 | 27471 | 0001 | 203992 | 3370 | 0578 | 0.002
0.030 | 0.021 0.621 0.535

0.033 | 0.105 2.600 0.010

0.027 | -0.080 | -2.251 | 0.025

0.034 | 0.076 1.836 0.067
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TAYE | 0.026 | 0.729 [29.152 | 0.001 |849.816(849.816/0.532| 0.532
)
oATE | 0.027 | 0.681 [25.517 | 0.001 |179.474| 6.097 |0.547| 0.015
A3e] % | 0.032 |-0.015|-0.452 | 0.652
297
Q17HA A | 0.038 | 0.095 | 2.240 | 0.025
(= %)
tigre] wie | 0.028 |-0.057 | -1.723 | 0.085
e 2 3] E-| 0.037 | 0.082 | 1.979 | 0.048

<E 12> AEFH JAEA 232 (Y FJAH)

% 1 0.026 | 0.729 | 29.152 | 0.001 |849.816|849.816 0.532 0.5632

Z 10.026 | 0.717 | 27.798 | 0.001 |427.968| 3.397 | 0.534 | 0.002
gnlg | 0.026 | 0.048 | 1.843 | 0.066

% | 0.027 | 0.689 | 25.965 | 0.001 |296.178| 15.725 | 0.544 | 0.010
H| £ | 0.031 |-0.024 | -0.781 | 0.435
A A | 0.029 | 0.129 | 3.965 | 0.001

Z | 0.027 | 0.688 | 25.921 | 0.001 [222.492| 1.199 | 0.544 | 0.001
£ |0.032 |-0.015| -0.455 | 0.650

#7 | 0.031 | 0.142 | 4.099 | 0.001
uj 2 | 0.026 |-0.034 | -1.095 | 0.274

£ | 0.027 | 0.681 | 25.517 | 0.000 {179.474| 3.916 | 0.547 | 0.002
£ | 0.032 |-0.015| -0.452 | 0.652

A | 0.038 | 0.095 | 2.240 |0.025
2 | 0.028 | -0.057 | -1.723 | 0.085
#10.037 | 0.082 | 1.979 |0.048




HRAM2E/125

Sl
o
Mr ol
oA
&)
=M
o]
G
3
e
Y
e
~
o ™
WM el
" do
o W
o o]
G
TN
R
dp 2
N
oo ™
e
o il
ofF 4
C:2)
o
o aH
o X
I oar
g
Mo R0
B B
=)
o
Mo

P},

LHER a2t

T

=
=

beb.

3

DRSS

F A

X
9. <19y 3>

b3
=

w st
et

KR
=3

S
T

£

o

1Mo

Ao 7}

ol

O

[e;

A=

k3
x
of
=
B
_
N
S

)

0
Nk

NI

ol
™

1

el

o}
=

|

AA

°
A&

T
.

Q5% 1 Aozt AA

S
3L

AT}
<AE 4>, <

A
un

5>&

B

M ¥
=
TR
M A
&
T ol
o
&
e
o
B S
o o
™o

Irﬂ
"
= bl
TR0
iy

364

Wa

L ESE R R K

BN

—

it
s

o}
3K

<29 2> Hetel Wt uA

Aol

o)
A g

Atgo] a1

3

}8.

Aol7k A Aol

=
=

&

rul

o
Bl

}.

b
&

o
M

T o™ T M/ﬂ,ovﬂulwﬂloMM
= T4 R
‘WﬂdﬂZAT __H)_.DIA”AWOAX
5%%4% T o
w AT e W
Mooy = o B o =
Vi o ﬂooﬁaﬂo
By A m S T oA
e _wm = w
Mooy W =
o N 1 OHE]NMH‘II
.ﬂuﬂq ] 0 S
gy A )
% ol J \/,.m-rl_ﬂﬂlr 1 T
AT%MﬂZﬂﬁ@{ﬂomﬂ
e Mo<0 W
o g wm o Hi
Mroor Moo A 00 NI
oy R A VAR W g
WE W, CF o T
™ [ O v
‘_:,*@,E N T f
KMVl TV®FEE
-
1 i 4
EE by
™
by s H
%, .
A *
Y
/ OOQ
A
1// oo... &:_‘
N ER
fl/ u’c —JL
yﬁy/ o'lua
s, .
Y
. SR N S
8 8 & 5 5 & &4

MHET0RR

i

o)
e
s

—rt

<k

Foleta B & gler, 7)g)

o
T

1o 287k 7}

s

o) %

&

v

=]!]
=L

2> <ad 3>&

<ILY




Faitdel M|

G ok PTG T o
g2y ﬁﬂ.ﬂ]@.ﬂr
BS Ao Xow
TwE ZHwxTRR
T
,m_vﬂ_ﬂ_o o OgorL_r‘A
%;3 wmME Ry
3 —_ T
o e vl
BaWw Tad B
Z_Eﬂl o %o ﬂuM
B pRFgT T
R . - HC I
o7 o T oo WOk T
Wﬂa. wfuﬂ%o:_.%
sEgw BRK N g
L Ll N S
E\m_l,muﬂrﬂyztmqwﬁvﬁl
~ . =r
%mﬂut 7E_ﬁ¢|xﬂiu
Wi T OREWT M
s
w_,w_m
“&U n‘
-
Hr
ol
O
]
" v - u
S8 8534888 89¥

HEF0RR

o]

o] A vebsto.

il

<2Y 4> Auls Z53 o

iy

0

AL

aAfA WA Y

oo ai:&ﬂﬂmﬂao
. o aoa.u.%ﬂuﬂdo
B o0m NS T
T < o T -
_ 7 s N o o9 H
T = T Fo . W X0 o
z_u_‘_wl ‘_&ﬂ]q ﬁo;odﬁﬁ
ATJ.H w_.QMMmﬂo_u ~
u K&

AT ook W ogoo WP
Zo ZEuUT2EC
:AZT_qUWLoEFLﬂ_.:TE
MﬂATﬂMio.._n_\,I%.ﬂlvaEq
T ] —
XA Tmué..ﬂlﬁax K
ﬂo,lim_, = W oo ok
@.ﬂ%%u@é%ﬁ%ﬂﬁ
._tﬂlo#aioinﬁ7wﬂlﬂ

J‘..Av
Ta N ww A S E
o "N U RR T T OB oo of
X o) T PETRNET T
®

%Fu

&t e -

»

Mr

o

ar

_ln_

OOOII ’

] £ 8F

[BERIN=4

0
N

oS

M
K

2elh
To°
‘mﬂQ
o
o)
oF

=~
™

g = A
SRS RIERE

Ao = e
7_H|U

u A =
of

a8

=]
=X

6. 89

oW
GO

—y

o

o},
3
ez Al gEA e

"X

2A vE
Z

o

H A A4
/\}\6]

] o]
(]
o

=

T
Tl

A

o]

= A H|27F ol -

T

Aol A o FolA

o)
w5




et

4

AT

1

k)
il

SHA|

9]

24

MUl A~ 25
& H A

A

L.

H of] A

==

o =
/m_#oa o
™
rl.maﬂ. In ,Murww‘wiPL
maﬂ_uu 3 ,,.W.?_Mlm]mw‘oﬂ]
J.HrL H._ Lfﬂnu.luu,l.ArO,IO =z T
ﬂﬂlo o oga,lMZ%.uAl‘lrMLvﬁ = X B
B 5w 7 TRE oz v
T [iTeTil ST
Jlo . — ]71,,'..1 i 7
N EwﬁﬂMﬁa%UMw %15 %@@_w@
T o mﬂoﬂfrvmwmol o _.so%anm
S e %o ﬁoﬂ:.cux_z & o T
™ AN M@:c%mﬂ% - L
" o X Ly ﬂw_x‘w P o &
~ i = Mo T o o)) ° i B) o Wy T =
I e T 5 < b B BT
ooﬁ = zL.W]ILAﬂ ) — ar o ﬁ_m)i
‘o UWT_uq = H\FLJIE — Jwﬂnxﬂl
w L ATLl_JAa 413%@ = 2 x,‘”aﬁ 3
. ™o m _éﬂs # ﬂoxmo@LQ - ~ -
T X .1aojuwmakm%ﬂ_ma TR o2 it El
HHMadIAXAA,_]_ ﬂnoﬂnmlmu ﬂJ.m.txx.uMwMJ B
L..hm.Mﬂa n_uylaﬂwmu % .,_La%noi = % &
EIE Mo%&@oﬂlﬂeﬂoﬂ__oﬁ ﬂomomlﬂuma:._.ﬁuﬂﬁ M_W_
g0 CS! Lo . R I - 5
o o MﬂﬁFZ_ iy UEH«AL.L R _ z
o T R T o,alti_i Mo T !
~ <= Xa.UF.MH o .u.uv]fwco < ﬂ%,.r_. ¥ &
= T ﬁ%]_aonjﬂﬁiﬁoqﬂ, uLﬂow_. 5 K
RN C ﬂuowuwdl.ﬂﬁ@wm "2
Fzh TRy L TR T
L %0 N = o T R N B o
(- oF Ho° e oy T o T AR R R ]
m_.mo% o ﬂooﬂuLeWL_sﬁﬂ o
mw H o= % o B B ﬁ._mﬂmﬂaﬂ&o%q.onot%ﬂ
J.M.x Mﬂe w7 I xﬁg.&w_.‘ﬁl}o_w%é
T AT xzom.,. ~ ] z_.oxou._aﬂxﬁ]_
M o i\r‘m.ﬂti}..rﬁ &R ~
of M T X o 7 ¥ ) __oiﬂow:aﬂmﬁw_g =
7Awmovﬂ. ﬂﬂJﬂ muo_.égo,.mwoiﬁﬂés%x
— 2 2 > o
V_ﬂE‘AﬂrL4@Ur1mﬂcﬁo@@ﬁono%oﬂtmeﬂmwrw
=1 E,W-‘O.Mﬂyiﬂaﬂ.._mﬂﬁoqj;&mﬂﬂuﬂo‘wﬂﬂtl‘mnmqﬁ.m_-ﬂ&
ooy T =% el @ T ch w T
%ﬂ%A?E7ﬂﬁmnﬂ?%% Mgozaoﬂ T
o of = e X ) P X
e w%ﬁ:%gwgéwﬂam14WMﬁﬁq
- M7o_eiwr.u7ﬁ %ﬁ&uﬂ.ﬂ%ﬂ%%uxmg
ClCCTI ﬂgar M .moiﬁﬂn N o|
Q@Aﬂ7wm g it m_ﬁqugaa
ey o_Lﬂ_sﬂ@,ﬂsﬂ?&m ai%g_ﬁy
® M Sl n%»]r]} 3 oA Ko
i E.@._]@ﬂ;ouxo@ ,muéoguaUro L
anELzaaomu ,m%o__n,WJﬂE)qu
—~ i = X
4 o qﬂon_m\ ]Mumﬂ
T R T & X
<A




Folm olE Mty 3 HdAgHHd

& A= A9 olFAA ¢ Ut o

e gh Aol A Avf FEAIE Y A A

Ae Wz iy A ATFYHES

2% RS B A7 FFAQ 7o

g & ¢ gden, ol Tl 71ge An|

2 wAY Mg B FHQ FHA 74

g AE AHolth

o oA B dAFE T AT

A o] &Ae B4 FoidRst A%gdE A

g4 s At AFHYA FRE 7Igd

Ag stz ot

43 Ed

[1] 2/4%7] 29§59 3714 %2004), o
LIS EES

2] = Aulz arddel AFIF AAE A
T(2003. 11), tigh 334

[3] A7 E(2001), “thEAtol o] Ao
A G FaIge A WY %
Hdaz”, AT, , 307, A3
%, pp. 797-828.

[4] A&, =93, Azd, 9-FH(2003)
‘ol FFAIA N 2l dEgElo] 1

(5]

(6]

[7]

7
TR0l vA= 2dEd B HFA

70, TAGARAT, , A13dE, 3%,
pp. 107-130.

Blm 5 2 ¥ ] (2000), ‘AL
AP HE e B AR,
oAl A, A15d, A3E, pp.
93-122.

A4 8(2001), "AMulA FHEAG,, ¥
A& HAL

frakE 9] 529(2004), '"EAAAE, .

ko3 AL

[8] AA4(1992), “Hgdy mubzd o 11
A AR, TAAAT, , Al6H,
Juistw AddT4, pp. 135-152.

(91 AZF, Hol7+(1996), TSPSSWINS
o] & FAEA, .

[10] AAXL2001), TAIFZAPEHE, | 8
AL,

[11] Allen, D.R. and T.R. Rao(2000),
"Analysis of Customer Satisfaction
Data: A comprehensive guide to
multivariate statistical analysis in
customer satisfaction, Loyalty and

service quality research”, Milwaukee,
Wisconsin: ASQC Quality Press.

[12] Anderson, EW. and Sullivan{1993),
"The Antecedents and Consequences
of Customer Satisfaction for Firms,”
Marketing Science, 12(Spring),
pp.125-143.

[13] Anderson, J.C. and J.A. Narus(1990),
"A Model of Distributor Firm and
Manufacturer Firm Working

Partnerships,” Journal of Marketing,

54(1), pp. 42-58.

[14] Bendapudi, N. and L.L. Berry(1997),

"Customers’ Motivations for
Maintaining Relationships with
Service Providers,” Journal of

Retailing, 73(1), pp. 15-37.

[15] Berne, C., JM. Mugica and M.J.
Yague(2001), "The Effect of
Variety —Seeking on Customer
Retention 1in Services”, Journal of

Retailing and Consumer Services, 8,
pp. 335-345.




HREM2E/129

[16] Berry, L.L.
(1991), Marketing Services: Competing
through Quality, New York: Free
Press.

{171 Berry, L.L.(1995),
Marketing of

and A. Parasuraman

"Relationship

Services-Growing

Interest, Emerging Perspectives,”
Journal of the Academy of Marketing
Science, 23(Fall), pp. 236-245.

[18] Bitner, M. J(1990), “"Evaluating
Service Encounters : The Effects of
Physical Surrounding and Employee
Responses”, Journal of Marketing,
54(April), pp. 69-82.

[19] Bolton, R. N, Drew, J. H.(1992),
"Mitigating the effect of

encounters”, Marketing Letters, Vol.3,

service

pp. 57-70
[20] Cadotte, Ernest R., Robert B.
Woodruff and Roger L. Jenkins

(1987), "Expectations and Norms in
Models
Journal of Marketing Research,
24(August), pp. 305-314.
[21] Carman, James M(1990), “Consumer
Perceptions of Service Quality @ An
SERVQUAL
of Retailing,

of Consumer Satisfaction.”,

Assessment of the
Dimensions”, Journal
Vol. 66(1), pp. 33-5b.

(221 Colgate, M. and B. Lang(2001),
"Switching Consumer
Markets:
Financial Services Industry,” Journal
of Consumer Marketing, 18(4), pp.
323-347.

[23] Cronin and Taylor,

Barriers in
An Investigation of the

S, A.(1992),

"Measuring service quality @ A
reexamination extension”, Journal of
Marketing, Vol.b6, pp. b5-68.

[24] Dick, AS. and K. Basu(1994),
"Customer Loyalty: Toward an

Integrated Conceptual Framework”,
Journal of the Academy of Marketing
Science, 22, Spring, pp. 99-113.

[25] Fornell, C.(1992), "A National
Customer Satisfaction Barometer: The
Swedish
Marketing, 56, January, pp. 6-21.

[26] Geva, A. and Goldman, A(1990),
"Duality in Consumer Post-Purchase
Attitude”,  Journal of Economic
Psychology, Vol. 12, pp. 141-164.

[27] Gronroos, C.(1984) ;
Quality Model and Its
Implications”, FEuropean Journal of
Marketing, vol.18, pp. 30-44.

[28] Grénroos, C.(1988), "Service Quality:
The Six Criteria of Good Perceived
Service Quality,” Review of Business,
9(Winter), pp. 10-13.

[29] Guiltinan, J.P.(1989), "A Classification
of Switching Costs with Implications
for  Relationship  Marketing”, in
Childers, T.L., Bagozzi, R.P. Peter,
JP. (Ed), AMA Winter Educator’s
Conference: Marketing Theory and
Practice, American Marketing
Association, Chicago, IL, pp. 216-220.

[30] Gwinner, K.P., D.D. Gremler and M.].
Bitner(1998), “Relational Benefits in
Services Industries: The Customer’s

Experience”, Journal of

"A  Service
Marketing

Perceptive,” Journal of the Academy




of Marketing Science, 26(Spring), pp.
101-114.

[31] Jones, M.A.(1998), Satisfaction and
Repurchase Intentions in the Service
Industry: The Moderating Influence

Unpublished
dissertation University of Alabama.

[32] Jones, M.A., D.L. Mothersbaugh and
S.E. Beatty(2002), "Why Customers
Stay: Measuring the
Dimensions

of Switching Barriers,

Underlying
Switching
Costs and Managing their Differential

of Services

Strategic  Outcomes,” Journal of
Business Research, 55, pp. 441-450.
[33] Jones, M.A., D.L. Mothersbaugh and
SE. Beatty, S.E.(2000),
Barriers and Repurchase Intentions in
Services.” Journal of Retailing, 76(2),
pp. 259-272.

[34] Jones, M.A.(1998), "Satisfaction and
Repurchase Intentions in the Service

"Switching

Industry: The Moderating Influence of
Unpublished
dissertation Urniversity of Alabama.
[35] Lee, M. and L. Cunningham,

F.(2001), "A Cost/Benefit Approach to
Loyalty,”

Switching  Barriers”,

Understanding Service
Journal of Services Marketing, 15(2),
pp. 113-130.

[36] Morgan, RM. and S.D. Hunt(1994),
"The Commitment-Trust Theory of
Relationship Marketing,” Journal of
Marketing, 58(July), pp. 20-38.

[37] Oliver, R. L.(1980),
Model of the

Consequence of

"A  Cognitive
Antecedents  and
Satisfaction

Decisions,” Journal of Marketing
Research, Vol.17, pp.460~469.

[38] Parasuraman, A., Valarie Zeithaml, and
Leonard berry(1988), "SERVQUAL: A
Multiple-Item Scale FOR Measuring
Consumer Perception a of service
quality”, Journal of Retailing, Vol
64(Spring), pp. 12-40

[39] Parasurman, A. Zeithaml, V.A. and
Berry L.1.(1984),
Expectation as a
Standard in  Measuring service
Quality”, Journal of Marketing,
58(January), pp. 111-124.

[40] Patterson P.G. and T.

Benefits  in

"Reassessment of
Comparison

Smith,

"Relationship Service

Industries: A Replication in a
Southeast Asian Context”, Journal of
Service Marketing, 15(6), 2001, pp.
425-443.

[41] Ping, R.A. ]Jr(1993), "The effects of
satisfaction and structural constraints
on retailer exiting, voice, loyalty,
opportunism, and neglect”, Journal of
Retailing, Vol. 69 No. 3, pp. 320-52.

[42] Porter. M.

techniques for

"Competitive strategy:

analyzing industries

and competitors”, New York: The
Free Press, 1980.

[43] Ruyter, KD., M. Wetzels and J.
Bloemer(1998), “On the Relationship
Between Perceived Service Quality,
Service  Loyalty and  Switching

Costs,”

Service Industry Management, 19(5),

pp. 436-453.

International  Journal of




HIRAHM25/131

[44] Sengupta, S., Krapfel, R. E. and
Pusateri, M. A. (1997), "Switching
cost in key account relationships”,
Journal of Personal Selling & Sales
Management, Vol. 17 No. 4, pp. 9-16.

[45] Smith, A. and Bolton, R.(1998), "An
Experimental Investigation of
Customer Reactions to Service Failure
and Recovery Encounters: Paradox or
Peril?,” Journal of Service Research,
1(1), pp. 65-81.

[46] Tax, S. S, Brown, S. W. and
Chandrashekaran, M. (1998), "Customer
evaluations of service complaint
experiences: implications for
relationship marketing”, Journal of
Marketing, Vol. 62, April, pp. 60-76.

[47} Mckinseyquarterly.com “What's right
with the U.S. economy”, 2002, 1

[48] Zemke R(1993), "The Art of Service
Recovery: Fixing Broken Customers
and Keeping Them on Your Side”,
Ing Scheuing, E. and Christopher, W.
(Ed.), The Service Quality Handbook,
Amacom, pp. 463-479.




