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48 s vigow FFAS el AE

o) vy AAE AANAE] FreEla

z=
o T i

g tefg Bl B FEAE R
=NteN

[ =1
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W e v Ay v & 57 dAdS el o] &3 H(Nunnally, 1978).
HEZ FHAT ol f3 44 8QEA QdojAe
2oz AFmeEi= Lee et al,(2007), A AR EHAE HaslstdA 8919
olf-Alet A ok2003), Wudy I TFE AHE3 Y 7 UE 8AEH T F
(2007)5 o AH8¥ HEE vgos F34 AR X (principle component analysis) 2
Aato] ‘HEe] Aol grtsA s e 5 A% WAlE mgkom QRIS 0 2= VARI
2 4% MAX3| d2ls Aok =3 7/ideql
o] A FaEE YERE afrate]l 1.0
S xYsle 29ETHS FEEY. B4
V. o221} 2 2Q%A Ay <HE I>olA] 2 wel
2ol Zt MeEs FAs L e FFE0]
BE ddaclor AAEE e AT
1. 82 AM=lM 9 Btetd &4 = 9}
o] fAHoAN FHHYE FAs= F5 T
oy FEor ZAHE WHFE Ho AF (&g gzte] YYsitl), THdEe] 1L
e HAAstE o oA BFEe UF
(F 1) BMA Q0IZAM D}
485 1 2 3 4 5 6 7 8
satisfac4 0.821 0.073 0.018 0.225 0.095 0.033 0.190 0.223
satisfacl 0.802 0.061 0.168 0.349 0.140 0.162 0.071 0.048
satisfac2 0.788 0.119 0.055 0.253 0.017 0.136 0.143 0.176
satisfac3 0.770 0.144 0.084 0.374 0.048 0.095 0.179 0.072
satisfach 0.764 0.070 0.126 0.196 0.134 0.012 0.255 0.178
goods2 0.083 0.781 0.071 0.196 0.121 0.024 0.133 0.067
goods1 -0.053 0.731 0.114 0.176 0.101 -0.095 0.300 0.105
goods3 -0.019 0.675 0.234 0.210 0.300 -0.017 -0.226 0.134
goods6 0.148 0.602 0.456 0.004 0.171 -0.149 0.008 0.055
goodsb 0.294 0.598 0.240 -0.004 0.218 -0.044 0.044 0.114
goods7 0.211 0.532 -0.008 0.073 0.141 -0.079 0.433 0.170
goods4 0.289 0.504 0.375 0.135 0.156 0.137 -0.254 0.157
empathy4 -0.086 0.123 0.784 0.143 0.173 0.122 0.053 0.308
empathy3 0.232 0.286 0.782 -0.016 0.074 -0.012 0.139 0.106
empathy?2 0.273 0.202 0.749 0.001 -0.139 0.024 -0.031 -0.029
empathy6 0.041 0.204 0.674 0.030 0.264 0177 0.137 0.044
empathyl -0.080 | -0.071 0.645 0.254 0.347 0.238 0.172 -0.037




SSM(Super Supermarket)?] X|ZE S&, 12401F 5! X{A0{C Tt &A|
TS 2 4 5 6 8
pricel 0.057 0.796 0.119 0.025 . 0.141
price4 0.163 0.774 0.093 -0.009 0.070 0.170
price3 0.188 0.753 0.034 -0.075 0.166 -0.042
price2 0.149 0.726 -0.100 -0.053 0.150 0.049
tangible4 0.132 -0.002 0.799 -0.040 . 0.141
tangible6 0.431 0.167 0.695 0.049 -0.014 -0.124
tangible3 0.079 -0.159 0.669 -0.112 0.120 0.147
tangible2 0.240 0.212 0.583 -0.251 -0.068 0.205
tangibleb 0.445 -0.001 0.556 -0.004 0.072 -0.183
nearl -0.182 -0.063 | -0.018 0.877 0.066 0.009
near?2 -0.145 -0.052 | -0.169 0.822 -0.128 0.083
near3 0.182 0.037 -0.008 0.783 -0.017 0.174
quality?2 0.163 0.274 0.053 -0.027 0.710 0.080
qualityl 0.164 0.262 0.068 -0.033 0.689 0.079
quality3 0.007 0.273 0.173 -0.010 0.627 0.115
repurcha3 0.101 0.127 0.066 0.096 . 0.810
repurchal 0.199 0.066 0.079 0.256 -0.025 0.660
repurcha? 0.262 0.221 0.115 0.095 0.045 0.620
A A 43.87 57.49 62.34 66.39 69.76 72.87
Ao e A g2 FECAGN AN Ak, Aol 9]
(el Al 7E A AT AT AHAATE g = He=w
)7k AA=ESA AR ElLt AAE ST o] 559 WA
SHS Aol dd H #AdS 2AS7] 918k Cronbach’ adl 2

(2 2) 2=2ld &
== Hz3pES HZE3E 4 Cronbach a
v o} 7 7 0.857
7} A7 4 4 0.882
R 6 5 0.813
=7F 6 5 0.849
SSMe] = 3 3 0.913
A2 5 3 0.832
T 5 5 0.940
Al o) = 3 3 0.845
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A3} Nunnally(1978)7F A A]
075 F3)skeE Aow vE
AT AT

[RlEAol: FrHHow FHE

validity) 2} HEEFA

o<

zsl—_,_

=

A (convergent

s
a-

A 4=(absolute fit indices), =% &

il
A 8t = A 5= (parsimony  fit indices)S 7
17 o] Hasfol soiir F43k%

o] FolA E AT Ad HAY¥w AFE X

A 4*(incremental fit indices),

(discriminant validity)2 #5371 <&l EA =(df, p-value), RMSEA, RMR<,
AMOS 70% olgstel sl qliae  wAdn A% CRIE AEHIHIAS,
ANt $4 Zzkel pAAGER & B8, 29, 2000, #W F 2P
AT ANE T, 0E 34 WL wE APAE a9 BA 2R AGEA
E3tE = SR digh 1% a9l 5 B 97t gled], ool AT
2 AN olsh Bastel olstan o & RS wash: o] ohuw A%
AF(2009) XA E groz Ao A3t =A== BaskA] &k
(E 3) =Holx 20124 Z1}
LIk S5 AT 8R15eE | BEeA t&k AVE CR
goodsb 0.781 0.136 7.3 0.506 0.818
WX tho] A goods5 0.739 0.154 7.044
goods?2 0.602
price4 0.845 0.085 12.114 0.652 0.894
AARAA pn_ceS 0.814 0.083 11.561
price2 0.754 0.075 10.456
pricel 0.814
tangible5 0.707 0.154 6.165 0.528 0.764
a4 tangible4 0.678 0.143 5.956
tangible2 0.791
empathy3 0.929 0.31 6.367 0.518 0.736
T4 empathy?2 0.680 0.252 6.067
empathy1 0477
qa near? 0.885 0.152 8.223 0.752 0.837
nearl 0.849
SSMe] quality3 0.856 0.068 14.527 0.783 0.915
o quality?2 0.927 0.067 16.586
A7td =3 :
qualityl 0.870
satisfac4 0.853 0.067 14.63 0.756 0.916
— satisfac3 0.915 0.066 16.699
LA -
satisfac? 0.84 0.05 18.33
satisfacl 0.868
repurcha3 0.742 0.116 9.538 0.643 0.826
A ol o] &= repurcha? 0.896 0.128 11.744
repurchal 0.759
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df=253,  CFI=0.955,
RMR=0.044 , RMSEA=0.053%1 A% & &l
Wk 0]% Hair et al.(2006)°] A3+
FE AA7ES QAR FFATL

2.1 SSMe| x|zt Z&nt 2t Qeolute|

ZHA|

2= AARAA] SSMel |7t
F4o A(+)e] dFS A A =
T oWzt xEs AZATTE
0.509(’5:6 783, p=0.000)= YEY 7} o]
A=At 7 33 7Hd 5= FEAA A
= g SSMo| A zkdE FHo] A(+)9]
Zow AAsg=d, +E4

des v
v SSMe| A ztel EZApole] AHRAF7}
0.377(t=2.358, p=0.018)& 7} 30] A A4
Aom, HZAT SSMe A ZH FATY
ARZAS7F 0.142(t=2.934, p=0.003)= v}E}
U 7 5 GAl AR = S

SHAITE 7 12 wHThel o] SSME]
;(]71—% =3 ] 24(+),4 0161:0 H]zl o7
Akl o, "Cr W=7e] A 2AG7F -0.088
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Relationships between Perceived Quality, Customer
Satisfaction and Re—-purchase Intention of SSM

(Super Supermarket)”

Chae, I\/Iyung—Su**
Seo, Ock-Soon

Abstract

Given the current situation that there are a lot of rapid change in retail environment
and have to offer more customized services to consumers, it is possible for Super
Supermarket(SSM hereinafter) to get those. Thus it is explored whether perceived
quality affected the customer satisfaction and in turn, the customer satisfaction affected
the repurchase intention in SSMs. Especially we investigated the moderate effect of
income, age, the number of family members on the relationship between customer
satisfaction and repurchase intention.

We used the method of structural equation modeling to test hypotheses. As a result,
5 out of 7 hypotheses are statistically significant and partially supported in moderate effects.

The results of this study imply that mangers in SSMs have to improve those positive
factors that were revealed significant. And given the fact that main customers in SSMs
are those who live near and is a nuclear family, they should offer high quality goods

and services relevant to them.

Key Word : SSM(Super Supermarket), Perceived quality of SSMs, customer satisfaction,

repurchase intention
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Introduction

Recently, academic interest in retail has increased, and lots of studies have been
conducted accordingly. Despite much attention paid to studies on retail, systematic
studies on SSMs have hardly been found. Practically, the concept of SSMs is rather
unfamiliar in America or Europe as it was born based on geographical attributes in
Japan and Korea and as its definition and scope differ among scholars.

Previous studies on retail reported that improved service quality leads to higher
customer satisfaction, which in turn provokes re-purchase intention and word of mouth,
resulting in better business performance. This study is concerned with whether the
aforementioned finding in previous studies would be applicable to SSMs.

To be specific, the present study is to identify factors affecting the perceived quality
of SSMs, and to empirically analyze the influence of higher perceived quality of SSMs
on customer satisfaction and re—purchase intention. Ultimately, through the analysis,
marketing strategies and managerial implications are suggested here that retailers may

adopt in ever tougher competitive environment.

Literature Review

Today, most of performance in a service organization is measured in terms of perceived
quality. Here, the perceived quality is an important factor determining purchase decision
and it refers to consumers’ subjective awareness that a certain product or service
attribute will differ significantly.

Customer satisfaction and perceived quality may be subject to confusion. Service
quality is associated with general impression of service providers or superiority(or
inferiority) of service, while customer satisfaction is a general outcome accumulated in
an overall course of transaction.

Pan and Zinkhan(2006) performed a meta analysis of previous literature on retail to
find out frequently mentioned 26 antecedents, which are largely divided into three
categories. First, product-related factors are relevant to product attributes or properties
including product quality or price. Second, market-related factors are associated with

retailers and their service. Third, individual customer factors include customer-specific
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factors such as demographic characteristics like age and income.

Their ANOVA test results found product assortment, low price, trading hours,
sales—people’s kindness and parking facilities were significant factors. For a further
understanding, they carried out a multi-—variate analysis, which found low price, product
assortment, store environment and salespeople’s kindness were significant factors.

In this context, the present study chose the factors most frequently mentioned in
previous findings: merchandising and economic efficiency of price as product-related
factors; tangibility and employees’ empathy as market-related factors; and accessibility
as a factor reflecting SSMs’ attributes. Namely, given the fact that one of SSMs’
competitive edge is to supply products at lower price ranges based on the purchasing
power of their parent companies, economic efficiency of price is included here.
Considering that SSMs can provide more individualized service than large wholesale
marts, employees’ empathy is selected in addition to employees’ personal service and
store policies as service factors. Besides, it is also considered that SSMs can pursue
differentiation in respect of tangible aspects and product assortment provided for
customers in comparison to existing small- and medium-sized supermarkets. Particularly,
one of the most substantial characteristics of SSMs is the proximity to residential areas,
which aspect is taken into account to choose accessibility as a factor.

Dabholkar, Shepherd, and Thorpe(2000) had made clear that each dimension of the
service quality has a significant effect on overall service quality. Additionally, the
authors analyzed empirically that each dimension of the quality had positive effects on
customer satisfaction.

And most of the literature on service says that the perceived quality goes to
behavioral intention and loyalty through customer satisfaction(Lee and Ra, 2006). That is
to say, the higher the service quality is, the higher the customer satisfaction is.
Consequently, it is linked with repurchase intention or word of mouth to improve firm

performance.

Research Model and Hypothesis

Based on the theoretical grounds mentioned above, a model is built as in <Figure 1>
here. That is, as for the antecedents affecting SSMs’ perceived quality, merchandising,

economic efficiency of price, tangibility, empathy and accessibility are considered.
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Further, a relation is established that the perceived quality of SSMs will give birth to
re-purchase intention through customer satisfaction. In addition, in light of the influence
of customer satisfaction on the re—purchase intention, a hypothesis is set that things
would differ depending on household income, customer age and the number of family

members.

tangibility

We established 8 hypotheses to test as follows;

Perceived
quality of
SSM

Customer
satisfaction

house
income

age

The size of
family

Repurchase
intension
(Figure 1) Research Model

Relationship between the antecedents and perceived quality of SSMs

We consider merchandising, price, tangibility, empathy, accessibility as antecedent to
influence on the perceived quality of SSMs as a basis on the previous studies.

SSMs have existing large wholesalers as parent companies, so SSMs can be provided
with diverse products, and learn parent companies’ product planning system and

systematic management of products. So we advanced the hypothesis as follows.

e H1. Merchandising would be positively associated with the quality of SSMs.
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Products SSMs deal in are mostly groceries, purchasing activities of which are close
to functional activities, where consumer’s price sensitivity is expected to be high. In
this vein, SSMs can be provided with quality products at lower price by their parent
companies’ effects of scale, which is likely to have favorable influence on perceived

quality. So we advanced the hypothesis as follows.

* H2. Price would be positively associated with the quality of SSMs.

Large wholesalers operate SSMs as part of a nationwide network of branches, so
they can maximize the advantage using accumulated know-how in regard of store

layout or design. So we advanced the hypothesis as follows.

» H3. Tangibility would be positively associated with the quality of SSMs.

SSMs usually hire housewives living around the stores as salespeople and train them
thoroughly on Kkindness. Also, customers using SSMs are local residents that they can
find salespeople in SSMs more customer-oriented and kinder than those in existing

small- and medium-sized retailers. So we advanced the hypothesis as follows.

* H4. Empathy would be positively associated with the quality of SSMs.

Many of customers are likely to choose the store that is quite near their home and
also can give a transportation convenience to them. One of the most advantages of
SSMs is so highly available that people can go and get easily goods in a various as
well as at a moderately price near their houses without the need to use cars. So we

advanced the hypothesis as follows.

* H5. Accessibility would be positively associated with the quality of SSMs.
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Relationship between the perceived quality of SSMs, customer satisfaction and

repurchase intention

There is a little bit confounded relationship on the perceived quality and customer
satisfaction, but most of the studies say that the customer satisfaction mediate the

quality and repurchase intention. So, the following hypotheses are proposed.
* H6. The quality of SSMs would be positively associated with customer satisfaction.

* H7. Customer satisfaction would be positively associated with repurchase intention.

A moderation effect between satisfaction and repurchase intention

Customers in high income class go to shop only when they have to, but those in low
income class tend to shop just for enjoying or Kkill time. Meanwhile, the older people
are, the more they like to communicate or get social relations during the shopping time.
Lastly, these days there are increasingly nuclear families and single persons who don’t
like to marry.

As a result, the following hypothesis is proposed.

* H8. The characteristics of customers may moderate the relationship between
satisfaction and repurchase intention.
H8-1. The lower the people among those who are satisfied with SSMs earn, the
higher repurchase intention is.
H8-2. The older the people among those who are satisfied with SSMs are, the
higher repurchase intention is.
H8-3. The smaller size of the family the person among those who are satisfied

with SSMs has, the higher repurchase intention is.
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Methodology

All variables used in this study were measured by using 5-point Likert-type scales
ranging from 'absolutely disagree’(1) to 'absolutely agree’ (5).

The merchandise was measured by seven items such as the variety of product, the
number of new products, various product category, and the number of fashionable
products developed by Theodoridis and Chatzipanagiotou(2009), Solgaard and
Hansen(2003), Rinees and Swinyard(1995).

Price was measured by four items such as low price compared to neighboring
retailers, lower price comparison with quality, and overall lower price developed by
Theodoridis and Chatzipanagiotou(2009), Solgaard and Hansen(2003), Jun and Kim(1999).

Tangibility was measured by six items such as big enough to shop in the store,
up-to—date utilities, comfortableness of shopping, and visual appeal for shopping
environment developed by Theodoridis and Chatzipanagiotou(2009), Lee and Ra(2003),
Beak and Han(2007).

Empathy was measured by six items such as employees’ listening carefully to
customers, catching promptly what customers want, attention individually, immediately
reaction after request, and polite attitude developed by Theodoridis and Chatzipanagiotou
(2009), Lee and Ra(2003), Nam and Kwak(2009).

Accessibility was measured by five items such as nearness, easiness to get public
transportation, and location in basement or above developed by Solgaard and
Hansen(2003).

And the quality of SSMs as a mediator was measured by three items such as the
superiority in product quality, service, and overall level developed by Kim and Jun(2001),
Lee, Lee, and Yoo(2000).

Customer satisfaction was measured by five items such as satisfaction with choice of
the store, shopping, and dealing developed by Beak and Han(2007), Lee and Ra(2003),
Lee et al.,(2000).

Finally, repurchase intention was measured by three items such as the possibility of
visiting the store developed by Beak and Han(2007), Lee and Ra(2003), Lee et al.,(2007).
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Measure validations and hypotheses test

This study investigated the internal consistency analysis to measure reliability, and
then used the Cronbach’ a to assess this. As a result of reliability test, the Cronbach’ a
value of every component shows more than 0.6, it is found that the reliability of the
measured variables are ensured.

After reliability test, the exploratory factor analysis was performed. By the result of
the initial factor analysis, items blocking construct validity were removed, and the result
of the final factor analysis performed for verifying construct validity was followed.

In order to examine the discriminant validity of the measures, a confirmative factor
analysis using Amos 7.0 was run. Considering the fit indices of the structural model,
overall fit indices were at satisfactory levels(x2=473.878, df=253, CFI=0.955, RMR=0.044,
RMSEA=0.053). Therefore, the proposed structural model was accepted. <Table 1>
shows the path coefficients of the structural model, t-values, and the results of

hypotheses test.

(Table 1) the result of the model

Paths path standard t- test
estimates error values b results
handisi
p | merchandising . ¥13 | -0088 | 0143 | -0618 | 0537 | rejected
— the perceived quality
Ho | PCC _ _ ¥4 | 0509 0.074 6883 | x| accepted
— the perceived quality
hili
pg | taneibility . y11 | 0377 0.160 9358 | 0018 | accepted
— the perceived quality
th
Hq | STREEW , ¥15 | 0.186 0.162 1146 | 0252 | rejected
— the perceived quality
hili
pp | Accessibility . y12 | 0142 0.048 2934 | 0003 | accepted
— the perceived quality
the perceived quality
H6 . . B21 0.428 0.143 8.928 otk accepted
— customer satisfaction
h ] li
p7 | the perceived quality B32 | 0501 0.071 8368 | s+ | accepted
— repurchase intention

In case of moderating effects, H8-1, H8-3 were selected but H8-2 which insisted that

the older those who are satisfied, the more they repurchase was rejected.
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(Table 2) the result of the moderating effect

path level estimate t-value P
. high 0.385 4913 ok
H8-1. income
low 0.828 7.480 gk
high 0.427 3.700 otk
H8-2. age
low 0.648 7.687 ok
. . high 0.583 6.982 o
H8-3. family size
low 0.627 4.621 Kok

Conclusion

The results of this research are as follows:

First, tangibility, accessibility and economic efficiency of price are found to give
positive influence on the perceived quality of SSMs, leading to customer satisfaction and
re-purchase intention. Therefore, managers or business administrators of SSMs should
enhance the aforementioned positive factors so that consumers visiting stores can
experience such factors in person. Primarily, it is important to make them feel some
higher quality of store atmosphere through amenity, visual attractiveness and systematic
display as key customers of SSMs are young people.

Second, unlike the hypothesis, merchandising and employees’ empathy are found not
to give any significant influence on the perceived quality of SSMs. As the present
study is an exploratory research on SSMs, the items applied to the questionnaire survey
are the scales used in other studies on retail, thereby the characteristics of SSMs not
being reflected sufficiently. The employees’ empathy needs improving by holding regular
occasions for communication with customers so that more active and individualized
service may be provided.

Regarding moderating effects, it is empirically found that the lower the household
income and the fewer the family members, the higher the re—purchase intention of
satisfied customers. The finding that the lower the household income, the higher the
re—purchase intention of satisfied customers, as reported by Jeon(2007), is attributable to
the tendency of consumers with higher income to prefer large wholesalers than SSMs
and department stores to large wholesalers.

Satisfied customers with fewer family members show higher re—purchase intention.
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This indicates that large families are likely to prefer bulk buy at large wholesalers,

whereas nuclear families are to prefer frequent small-quantity buy at SSMs.

Future research directions

First, we suggest the real area of SSM to consider as a moderate variables. Because
it is related to the variety of goods SSMs have as well as the perception how
comfortable consumers think.

Second, as the e-commerce is much more brisking it is better consider SSMs
activities in the online.

Finally, we adopted various scales used in the previous studies related to discount
store because there was no sufficient studies conducted in SSM area. So in the future,

researchers need to try to develop and improve the scales for the SSMs.
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