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Exploring customer delight experiences in online shopping malls
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Dept of Clothing & Fashion, Yeungnam University

Abstract

Though customer delight is becoming one of the most important marketing key words, research in a retail setting
is limited. With the dramatic growth of online retail shopping, this study explored customer delight experiences in
online shopping malls by identifying the delight elements and analyzing the elements by online purchase steps. A
total of 124 delight experiences collected from an unstructured questionnaire were content-analyzed. Delight elements
in online shopping were categorized into service, product, price, delivery, package, and shopping mall operation in
that order. Service related elements including free gifts and letters, recovery efforts for service failure, kind employees,
and easy return were most frequently observed. Delights were experienced at the product receiving point, the prior-
to-purchase point, the order-to-delivery point, and the post-purchase point in that order. The results revealed that customer
delights in online shopping were experienced in various purchase steps by various marketing elements. Based on the
results the study provided research propositions exploring the effects of expectation vs surprise, monetary vs
non-monetary/emotional benefits/rewards, and core marketing elements vs augmented services on delight experiences.
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(Table 2) Delight elements by purchase decision process

T A HEAE 942 By, £ T AE gl
AR ] DAl 71 o] BEEJATH37.10%). ©]
SAA AMH|2(ARSE, AANQL 7| ool AlE, X
o] IFES Fv T8 840tk thoE Tuid w
(20.97%)0llA o] F&= =, A3 714(8.06%),
At MH2(5.65%), vhroll B AE4.84%), B E
B J7K3.23%) T HlnA okt 94 e
© AoE HRlth thad T F v EAd7IA Y] o
A(19.35%)2A, F47 wiEAA 5 A8 Aofo] digh
3| 5=2(8.87%) 7} whe vi(8.87%)0] 7HE 840 T
2o Helth olo] FujgksE I thA|(11.29%)= vhEw}
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Decision process Delight element Frequency(%) Frequency(%)

Price (low) 10 ( 8.06)
. Service (kind) 7 ( 5.65)

Prlor-to-purchase (order) 26 (20.97)
point Product (finding the product wanted) 6 ( 4.84)
Shopping mall operation 4 (3.23)
Service (recovery efforts for service failure) 11 ( 8.87)

Order-to-delivery point Delivery (fast) 11 ( 8.87) 24 (19.35)
Service (kind) 2 ( 1.61)
Service (free gifts, letters) 32 (25.81)

Product receiving point Product (better than expected) 12 ( 9.68) 46 (37.10)
Package (careful) 2 ( 1.61)
Service (easy return) 9 (7.26)

Post-purchase point 14 (11.29)
Service (recovery efforts for service failure) 5 ( 4.03)
Combined experiences 11 ( 8.87)

Multi-experiences 13 (10.48)
Service (kind) 2 ( 1.61)

Total 124 (100.0) 124 (100.0)
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