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The Role of Cognitive Satisfaction and Emotionally Based Satisfaction in Explaining
Relationships between Store Image and Loyalty

220
WA gy

Chul-Jae Choi(cjchoi@bcc.ac kr)

2 Ao Whee thdoz AFolulx, YEBAITA), Do) 2olulA), £ BFo|n|A, B
A Holul A, AEAE 2ol0)A] 5 HEolo)x] FHRAT AU, HHUE @ FYE 0o A2
ol BAE AT BE) GUL Felshgch 242D, AYATFIA BLoIPA} FHEA APHL
2 JFS UAAL 5L U T BPHoR 9L MU SgAT & A PEIv)A
AR Bebd ANHUE, FYADE, 3420 A7) D2 S vES Btk F Fol
sk Bl Holollis QAR R, oAbl 2ol o% ALFAI Lol A A US 28
£285o|0)AE F W5 DR JPe FRlow, AEBHIAE AP0 FYE FBE Fr
A2 Uesich, £ ARSI, 2RI L AFAN LA 5 A5t e HE
oNRIAE BAHVEE v Nse] FHEE PHIE Ao FARYUT weky DAl HEIPIAE 3
Qo) FHES HH97) ANE WEolu)x] THALE /5 A%yn Ael9sy oz Belsel v
& fEslolol sv] 33902 FYES YYHE WEEL FHOE XolUAE Y4} ¢ Aol

B SO | HEOIDIK] | QIXIHUS | ZAFHCUE | FHE |

This paper is to identify how merchandise quality, store environment, personnel service, sales

promotion, store amenities and supporting service which is considered to store image components
influence on satisfaction and loyalty and examine the role of satisfaction in explaining
relationships between store image and loyalty. The results of the study are as follows: (1) each
components of store image influence on cognitive satisfaction or emotionally based satisfaction
or loyalty. (2) merchandise quality and store amenities have influence on cognitive satisfaction
and emotionally based satisfaction is affected by personnel service and supporting service, but
store environment has directly influence on loyalty. (3) store image components that is concerned
with service in the store e. g. personnel service, supporting service build customer loyalty by
mediating emotionally based satisfaction. In order to build strong customer loyalty, marketer have
to formed through store image components that is much stronger on loyalty.
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