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Factors Influencing the Repurchase Intention of Gas Boiler Users
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Abstract

Decision making for gas boiler consumers depends on the characteristics of products such as the price and quality
as well as the brand image. Although a gas boiler is a high involvement product in terms of price, in fact, it is a
low involvement product which is greatly affected by installers. This study examined variables which affect the level
of satisfaction and repurchase intention by surveying about 1,000 housewives through an on-line questionnaire. The
results were as follows: first, gas boiler users' general knowledge of gas boilers showed a correct-answer rate of 54.5%.
The average satisfaction score of product quality (mean=5.61 out of 7) was higher than that of the satisfactionscore
of the company’s service (mean=>5.46). Second, the level of repurchase intention was above the mid-point (mean=4.72).
Multivariate regression found that product satisfaction, service satisfaction, household size, and information sources
explained repurchase intentions for gas boilers to be about 50.7%. Gas boiler marketers should pay attention to the
survey result in that the level of repurchase intention depends mainly on both consumer satisfaction and information
sources.

Keywords: repurchase intention, quality satisfaction, service satisfaction, product knowledge.
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(Table 1) Gas Boiler Installation Status(2009)
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X F938 AR 29)(Park & Bae, 2010)0]2} 3 & Jrt.
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TedAete] A7141 WA FEo= wHEnh AlFol
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N

Category The Amount of Installation
Gas 10,738,789
LPG 312,527
Total 11,061,316

Source: “7}2H AP AA7] of7|A E<171?”, 2010

(Table 2) Gas Boiler Installation Status(Year)

Category

The Amount of Installation

under 5 year
5-10 year
10-15year
over l5year
undefined

Total

2,996,519
4,326,474
2,047,580
267,931
1,101,285
10,738,789

Source: ‘72X Ay HAA7] 7|4 E<171?”, 2010
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(Table 3) General Characteristics of Respondents

%
25.0
30.0
30.0
15.0

252
14.2
60.6

243
45.8
29.9

324
46.0
21.6

70.0
20.0
10.0

58.6
12.4
29.0

19.8
38.5
32.1
9.6

66.8
25.1
8.1

53.1
46.9

100.0

Variables Category
20s
30s
40s

over 50s
High School
College
University

Frequency

250
300
300
150

252
142
606

243
458
299

324
460
216

700
200
100

586
124
290

198
385
321
96

668
251
81
531
469

1,000

Age

Education

Below 3 million won
3-5 million won
Over 5 million won

Monthly Income

Housewives
Professional
Non-professional

Occupation

Seoul, Incheon, Kyunggi
Taegu, Busan, Ulsan, Kyunsangdo
Taejeon, Jeju, Kwangju, Jeollado

Residential District

Apartment
House
Multiplex house

Type of Living

Below 20 pyong
21-30 pyong
31-40 pyong
Over 41 pyong

Size of Heating

Ownership
Lease
Monthly rent

Home Ownership

Condensing Boiler
General Boiler

Total

Type of Boiler
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1. JtAE (ol et MEXA % 2R

7}*_%0@101] ek ARl AFAAEE F 93
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%E%EV‘ nlA(74.3%) 01 AR b
(72.8%), Zdlrzjel dwtwolz]e] HAH] HW
(71.2%)0l] B8+ 23le 1 AGEo] 70%0)1 3o =7
YEREAL, I o ol|A] EE55(64.6%), B TF
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AFRES] T T MR ARG oJgt S Hol
Hl= 7o 2 JeRJrti<Table 4 33>,
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(Table 4) Information Sources of Gas Boiler Purchase

7R ARl g
,ﬂ—gﬂ FJ—ANX-] _g_o %

O]}Gzﬂ il 61-‘:‘) Xﬂ% :rlt}gl A, AFe TAER
2 ALgAEA, I8 E AF 5 22 ARkl 50&
Uz ke 571 Bare xﬂgm 713 197) &3}el] thate]
Z 2 /)9 29le] F&Eon, olge] & AyY

o
64.89%=2 UERJTI<Table 5 7> A W& Qole =
97lle] 8o 36.66%2)] *éﬂéé’%é 7}AH, Cronbach's
wt 9008 Ee AP F£F& B o] 290 7F

9 s, Al 5 Fo) e WEEE 4w glof

‘FANEEecloRw %‘%‘}% T A 291e F 10
o g 2823%2 AWES 7}A|W, Cronbach's a7}

96F =2 AHTFES Mu}. o] 8912 A/SMH|~, F
AE B Au|A Z)Ake] AR 22t Foll By s
Ardalar glo] Au|avEEaglo 7 Hsholch
T 74 S PG 5.61- 0, Ajv| Ak
B P 546H0" F 99 BF iﬂ]x}
HNEE FEo] 22 A0 UEhth F ki&iﬂ
T, Al hdAdH Bal=
WMHIXH A74A] ol m S ey
2 EALA AR o] A9 AH| 2 7]
FE S, AEA ZokilM o] anAmtEETL FiE o s
=7 UERtaL, A/S F2d Aol thigh RES(5.377)

7 AtiHes e Ree de,

o

—|—‘

ﬁ&
rJ
i [o 1o Jo

=
o o on

o

2) ATl duba 3

7R de] ARgALe] AlTruele] vk P B
e AL, FHE, AFH 7198 tisk AR,
AFE AEER Uro] AuEE <Table 6>3} 2t} A7
o] ol% FoA] Z=Hewr)l FH 5.02%0 7 7P =9k

Category Mean(SD)
1. Experience of Use 5.30(1.30)
2. Internet Information 4.89(1.30)
3. Advertisement(TV, newspaper, etc) 5.01(1.18)
4. Boiler Experts 5.18(1.25)
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(Table 5) Factor Analysis According to Consumer Satisfaction of Gas Boiler Use

Factors li i
Variables Sa?iz;ctt}ilon Safieserc(;ieon /s EID)
1. Heating Bills 2 29 5.55(1.22)
2. Noise of Boiler .64 34 5.61(1.29)
3. Durability of Boiler .70 .36 5.83(1.08)
4. Heating Effect .78 23 5.90(1.13)
5. Hot-Water Supply .68 .19 5.88(1.21)
6. Separate Control System .67 .30 5.60(1.33)
7. Design .63 34 5.57(1.03)
8. Safety .70 34 5.88(1.01)
9. Brand .69 24 5.87(1.08)
10. Speed of A/S Receipt .30 82 5.65(1.25)
11. Time of A/S Processing 33 79 5.65(1.26)
12. Free of Charge A/S 33 J5 5.46(1.35)
13. Cost of A/S 37 72 5.37(1.31)
14. Response of Headset Counselor 27 81 5.55(1.27)
15. Kindness of Headset Counselor 32 .80 5.56(1.23)
16. Attitude of Headset Counselor 25 86 5.61(1.25)
17. Response of Service Engineer 37 5 5.64(1.21)
18. Kindness of Service Engineer .33 80 5.65(1.24)
19. Professionality of Service Engineer .38 76 5.73(1.22)
Eigen Value 6.97 5.37
Variance(%) 36.66 28.23
Cumulative Variance(%o) 36.66 64.89
Cronbach's a .90 .96
7 Point Scale Mean(SD) 5.61(.84) 5.46(1.07)
(Table 6) General Tendencies of Repurchase Intention of Gas Boiler Users
Variables Mean SD
1. Customer loyalty 4.84 1.29
2. Intention of recommendation 5.02 1.16
3. Customer supports 4.63 1.26
4. Customer preferences 4.64 1.35
7 point Scale Mean 4.72 1.21

AL, FAETL A 4844, A E Hadav 4647, 2 TS v O R g thiA QARG O R AE Y AfH| 20
2l AR = Hito] 4.6350] o8 A 74 whel W gk Anjte] ojwol BleE F/dsh=t] QloA Tadh
T 472802 F3F 77 ods vERth 74 AwY ZA821(Kong, 2010002 £ AFollx Hito] 7HE =
7l | FAARRE Aol Aulze] oigk Mg Al 2 Zo = JERdTh
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rr

7h2r A ARgARe] AlFEjeleel] gk Al WFEL
AiE dFES AuEua tS3]FEA (Multiple
Regression Analysis)2 AA18}it<Table 7 32> &
ABAA(VIF) QR EZ=  1.0~2.54 )0l F23H
(tolerance) Fte] 0.10J8t=2 Thag4l/dol o)/de] glrkar
weketaint. 7k Ay ARgAte] ATruf ool el <
TS vAE HRloR AHESE, ARS|RITEHE BiRl
FAE HRl, A gl AR A 9FHS A

=) =

Q.

(B=.54), Au|21Z25(B=24), A&7} st AR A
(B=-11), FFF(B=10)2] =02 Fofgt JFE v|A|
= Aoz Jepigtow, o5 AwEe 50.7%Act
<Table 7 F=>. &, 7f2R A o] F23} Mu|2d] tft
NELT) 2855, ARV 23t anjabgre] oS
A s, WS S48 AT =Tt FolX
Cdubd o2 7dg WAl A TiEA Al g
e W7l 4 9 el HoAd 82, e
A, A AE =221, ol7IF, 1992) o=
BHe 4 Qo 78T em A ] e o At

OOl‘ﬂV_(‘

I

= g oA o AV AlFo] ol datsiebAi
Aoz A HQ] A [) ol 5 B _
Paes imnde Al ATHAE W 2eim go) wag & g A9 ORA) e T
A HFE] HUE JFEs B3 Ay FAUEE
(Table 7) The Results of the Regression Analysis
Repurchase Loyalty Recommendation Support Preference
Variables intention
b 8 b Vi b ¥Vei b ¥ei b Vi
Consumer | Quality Satisfaction 31 547 09 A7 08 517 .06 4277 08 AT
Satisfaction | Gervice Satisfaction 11 247 02 597 .03 2570 03| 277 | a9
Age 02 | -04 03| -02 05| -04 S04 | 03 | -06]| -05
SocioDemogl 1E0ME 12| -05 05| -06 03| -03 02| 03 | -02| -03
e & Education]® -.00 .00 01| -00 05 | -02 -01 [ -.00 .09 03
V;’riables Education2” -10 | -01 -01 | -00 -06 | -.03 202 -01 | -00]| -00
Occupationl® 57 07 11 04 18| 07 13 .06 18 07
Occupation2™® 66 .06 17 .06 23 08 14 .05 10 04
House/Apt. Al 03 03| -0l 08 02 17 05 20 05
Housing Multiplex/Apt. y) .04 12 05 11 04 11 05 08 03
Related Ownership/Rent A1 .01 -.02 -.01 .06 02 .02 01 .04 .02
Variables | Size of Heating 471 107 120 097 12 097 13 a0 10| .08
Type of Boiler" 20 02 -03 | -01 11 05 07 03 05 02
Koowledse | nowledge of Boiler | g3 1.0 00| -00 | -01| -01 00| o1 | 02| -05
o dW £¢ | Boiler Experts A - <07 <07 | -13 | -137 | -08 | 08| 04| -137
Information Advertisement 07 02 01 01 01 01 .00 .00 05 03
Sources Internet -0l | -.00 04 | -04 01 01 02 02 04| -00
Experience of Use 14 04 04 04 01 01 02 02 .04 07
Constant -3.24 -1.17 - .96 - .61 - .69
F Value 3720 33.68 33617 2332 24,82
Revised R2 507 482 481 388 404

p<05, " p<01, 7" p<001

a: educationl(college/high school) b: education2 (university/high school) c¢: occupationl(professional/non-professional)

d: occupation2(housewife/non-professional) e: type of boiler(condensing boiler/general boiler)
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