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The Role of Consumer Cognitive Costs and Service
Quality in Store Lovalty: A Comparison of Models
between Customers and Prospects in the Context of
Consumer FElectronics Retailing

Jayoung Choi®
Jieun Lee™"

Abstract

The purpose of the study was to examine the role of codnitive costs in the
relationship bstwssn service quality and stors loyalty using structural equation modsling,
The findinds showed that codnitive costs play a mediating role betwseen service quality
and stors Ioyalty, The findinds alse showed that physical snvironment indirecty affected
stora loyalty through cognitive cost However, personal service had both direct effect
and indirect effect on stors lovalty, It was also appeared that thers werms differsnces in
the models betwesn customers and prospscts,

Keywords: Store Lovalty, Cognitive Cost, Service Quality, Consumer Electronics Retailing
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