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~ Abstract

The purpose of this paper is to demonstrate the relationships between brand satisfaction and store
loyalty by examining the role of brand trust, store satisfaction and store trust in determining store
loyalty in retail service firms. The results of the study are as follows: First, in case of relation
exchange consumers, which are characterized by cooperative actions and mutual adjustment of both
buyer and seller, brand satisfaction has a positive influence on brand trust, brand trust has a positive
influence on store trust, and then store trust a strong positive influence on store loyalty. That is, store
loyalty can be build up by combined benefits both brand trust and store trust in relation exchange
consumers. Second, in another case of transaction exchange consumer, which are discrete buyer—seller
exchange of commodity or performance with minimal personal relationships and no anticipation or
obligation of future exchange, brand satisfaction has a positive influence on store satisfaction, and then
store satisfaction has a direct influence on store loyalty. So, retailers have to developing strong brands

which could help ensure both satisfaction and loyalty.
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