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A Study on the Effect of Product and Service Quality on
Customer Satisfaction in the Seafood Market

Chun—Feng Zhang and Young—Soo Jang

Abstract

In this paper we aim to find out consumer behavior based on fish shares in their buying

ingredients, path segmentation, product and service quality, customer satisfaction and then we

try to analyze the impact of them on each consumer buying behavior.

In this study, first, consumers, divided by general merchandise retail store and traditional fish

retail store, these also divided by two groups that are with high spending group and low spending

group, so totally we have four parts of consumer behavior segmentation market profiles.

Second, we analysis the affect of each factor on consumer behavior. That is, we try to

analysis the effect of product and service quality on customer satisfaction in four seafood

market group.

The results of this study are summarized as follows ;

(Table 1) The test result hypothesis of Segmentation Market(General merchandise retail store)

M
Hypothesis Relation High Expending Group = Low Expending Group

' Coefficient| P—Value | Accept |Coefficient| P—Value | Accept
uctional Quality—> | 0129 | 0001 | Accept | 0.104 | 0008 | Accept
Product Cymbolic Quality_» | ¢.179 0006 | Accept | —0.03 | 0.162 ﬂgg;)t
Quality Cmotional Quality» | _o401 | 0204 I{ffc’gﬁt 0.108 | 0002 | Accept
Censorial Quality—> | 0282 | 0049 | Accept | 0119 | 0.088 f{‘é‘c’g;)t
Tangible—Satisfaction 0.177 0.018 Accept 0.058 0.068 g‘g‘e‘;’t
Responsiveness— 0.482 0.270 ,ﬁggﬁt 0.235 0.538 jg‘c"e‘];t
%?gllii(t:; Assurance—Satisfaction —0.405 0.674 ﬂgg;_)t 0.137 0.012 Accept
Reliability—Satisfaction | 0.062 0.017 Accept 0.223 0.118 ﬂ‘c’gl',t
Assortment—Satisfaction 0.185 0.008 Accept 0.360 0.006 Accept

note : P<0.05
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{(Table 2) The test result hypothesis of Segmentation Market(traditional fish retail store)

GMS
Hypothesis Relation High Expending Group Low Expending Group
Coefficient| P—Value | Accept |Coefficient| P—Value | Accept
Fuctional Quality— Non- _ Non-
Consumer Satisfaction 0.029 0.416 Accept 0.136 0.397 Accept
Symbolic Quality— Non- Non-
Product Consumer Satisfaction 0.001 0.383 Accept 0.171 0.108 Accept
Quality Emotional Quality—
Consumer Satisfaction 0.718 0.002 Accept 0.591 0.015 Accept
Sensorial Quality— Non-
Consumer Satisfaction 0.522 0.007 Accept 0.589 0.565 Accept
Tangible—Satisfaction | —0310 | 0150 | MO | —00s5 | 0.128 Aot
Responsiveness—
Satisfaction 0.012 0.018 Accept 0.197 0.008 Accept
Service . . Non- Non-
Quality Assurance—Satisfaction 0.431 0.113 Accept 0.594 0.322 Accept
s . . Non- Non-
Reliability—Satisfaction 0.458 0.790 Accept 0.167 0.437 Accept
Assortment—Satisfaction | 0.295 0.004 | Accept | 0227 | 0204 Ig‘c"e‘;)t
note : P<0.05

Key words : Service Quality, Product Quality, Customer Satista—
ction, Market Segmentation

-171 -




(2 )
AEARY EAE wtelstr] Yto] AEEF Y R=EA S AASG b2 F
A A B datoltt.
CE 1) Fojol| 3t LHtAbE Hiz 2 2o
2% T & LR H] &(%)
ol 5 3
=13 49 25
—
B 223 74 38
33 57 29
=43 10 5
A 195 100
Z13] 109 56
23] 67 34
FATE T 25 733 16 s
743 3 2
3HA| 195 100
109+ wjut 10 5
10~205+H ujgt 33 17
AR T A 20~309F$3 o)t 37 19
B ] x| &u
30~407¢d vjgt 55 28
e EeR) oud
40~50+9) gk 48 25
509k o] A} 12 6
A 195 100
(E2) Mg o & SM20] XX|5H= 8|S
T & V= ] 2(%)
5%m] gt 16 8
5~10% w]gt 67 34
10~15% o}t 64 33
15~20% ] Tt 32 16
20~25% w| %k 1 6
25% o)Ak 5
%A 195 100

-172-



PAHE Aol A ETS el FHol ATE S w A Gakel W AT+

(E3) HESH st Hl=2 M Zn}

iy *E ¥l = H] 8(%)

A8 2gA gt - -

a9 otk 18 9

HALA & F]lstn Hgo|r} 33 17

ol a2 113 58

vi-$- gt 31 16

A 195 100

e 29 A gt 18 9

agz gt 86 44

FHdF2E BEEolth 58 30

SolstaL of gt 33 17

o9 23k - -

A 195 100

A8 1¢ A gt 12 6

ag7 ¢t 21 1

SRS B sl HFolth 78 40

FAE AE S} 74 38

e 23t 10 5

A 195 100

e 187 g 3 2

R agA ekt 16 8

S aruga x5aic z T

B8zt ot caa 80 4

o2 2k 10 5

A 195 100

A8 237 oo 10 5

EeE e 2y gt 23 12

ey 2o 2 ol

A7l $ot ok 67 34

o 1k 3 2

A 195 100

A& 2187 gt - -

a3 gt 12 6

FHAF SAEL HEolth 43 22

d-&yhsit gt 128 66

o ¢ 28 ot 12 6

A 195 100

-173 -



(E4) MU|ASHO| it Hi=2MZa}

K

M

78

NE

8] &(%)

2 AR g
B % 430
AN A

Ay 237 4o

294 g

78

40

EFojt

67

34

%

39

20

Wje 19t

11

6

A

195

100

ETH o) thopsict

¥ 2337 gt

137 ot

32

16

Hgoltt

77

39

gt

78

40

- 2g ot

A

195

100

EEEEEE
e 4 U 3R
£424¢ 74432 9o

A8 254 gt

g7 gt

38

19

Bgolct

92

47

291

59

30

¢ 29t

A

195

100

HACCP, FE A5,
U BALA, o] A &
A2 4F AFAEE

ko] 2ojsta Utk

A8 297 4ot

12

187 gt

74

38

BZojtt

78

40

2394

26

13

¢ 19Tt

A

195

100

wofd-g A=t

Ae g7 ¥

29 gt

49

25

RFolt

109

56

gt

34

17

o 2

A

195

100

ofte) ujup
179 2R $oh
AH 7k B eIt

e 28R 4ot

1¥7) gt

38

19

Bgoltt

100

51

a9t

49

25

¢ 29

A

195

100

-174 -



