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The Empirical Research on the User Satisfaction of
Mobile Grocery Shopping Customer Journey

*kk

Hanjin Lee* - Soyeon Kwon™ - Daihwan Min

Abstract

Mobile Grocery Shopping (MGS) has become the New Normal as the COVID-19 pandemic has
changed the way consumers shop. Drawing on the framework of Customer Journey Map (CJM), this
study explores consumers’ MGS by identifying specific stages of Customer Journey and comparing
consumers’ satisfaction between PC-based online and mobile shopping experiences at each stage
throughout the journey. This study collected 562 responses from subjects who have mobile and
PC-based grocery shopping experiences at the major domestic e-Commerce platforms. Independent
t-test analysis showed that differences in satisfaction between mobile and online shopping experiences
exist in 5 main stages and 16 sub-stages of CJIM. The results of service and technological innovation
mentioned in the actual industry report were seen as empirical results leading to continued use of
MGS as well as customer satisfaction. The findings of this study contribute to the research stream on
Customer Journey by adopting the structure of CJM and analyzing specific stages of the journey in the
context of MGS. Managerial implications for mobile-based business practitioners are also discussed.
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rfl

Shopping Process in Integrated Scenarios

Pre-shopping

Product Product Adding to the

viewing searching shopping chart
PC 81.1% 74.9% 72.5%
Mobile  71.1% 60.3% 72.4%

phone

During Shopping

After Shopping

Adding Conducting = Checking the  After-sale

the collection

product to  the payment delivery service
66.3% 65.1% 60.9% 50.1%
61.1% 81.3% 72.2% 48.7%

Source: Number of samples is 1,500. The data are from the iClick survey conducted by iResearch Consulting Group in Dec 2017. And the chart is made by

Research Consulting Group

© Jan 2018 iResearch Global Group

www.iresearchchina.com

<Figure 1 Shopping Process Comparison
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# 9 AR (Order & Pay), F9%7} 9 F7]44 Yz BAAE 84%F Afeta e AdzEs
(Evaluation & Review), A"l (Re-Purchase) (Salesforce, 2021)9} T2 olde]gzollA] AlF 54l
o A Al Ax HAL £4% Feo|t(DMC, BRA ] AFAAE At AFA A EAE 2T
2021: Lemon and Verhoef, 2016). o17]¢l A A|A 7o},
Customer First: Personalizing the Customer-Care Journey Number 2, January 2019
An e-commerce journey can span many channels.
@ Escatation to live channels
Discovery Evaluation Transaction Fulfillment After sales
Online
Mobile app/web Product Compare Buy Exchange/ Follow
search products product return up
P D [
O )
B EHEH 86
o
a product
(1)
Aicerated o 0 oo 1) 1)
Customercalls  Gustomer calls ' 2% oM Gustomer calls Gustomer calls
B e sbout 1o Incriraabout. PO = toaskabout  to exchange/
product stock availability order status  return
Live
ol & & @ @
(5
Inbound Inbound Inbound Inbound
for product to inquire ta inquire for exchange/
information about stock about order return
availability status
Physical
layer
\c/
Shop from Fulfill order
point of sale
<Figure 3) Salesforce Platform Customer Journey Case Study
(Table 3) Literature Review of Purchasing Stage
Stage Detail Literature Review
Filtering Option, Scanning Salesforce, 2021: OpenSurvey, 2021;
Searching Thumbnail/Title/Main InfoChecking Wagner et al., 2020; Grewal et al.,
Pre-Perchase ShippingCondition 2018: Song and Kang, 2015: Wolny &
Decision-Maki Comparing Price/Item Charoensuksai, 2014; Mangiaracina
CCISIOn™VARINE | Detail/Review/Adding to Cart et al., 2009 Puccinelli et al., 2009
Applying Coupon/Point/eMoney, Salesforce, 2021: Google, 2021:
Ordering Checking Account/List(Option,Amount)/ | Wagner et al.. 2020: DMC. 2021:
Shipping Address OpenSurvey, 2021: Mckinsey, 2019:
Perchase Pavin Authenificating, Payment/Settlement KREI, 2020: Barwitz and Maas, 2018:
ying Password/Checking-out/Confirm Facebook, 2018; KPMG, 2018;
Shiood Checking ShippingStatus, Puccinelli et al., 2009: Mangiaracina
1PpIng Tracking, Getting Notification et al., 2009
Arrive/Receive, Un-packaging, Salesforce, 2021: Grewal et al., 2018:
Evaluating Evaluating/Rating, Rosenbaum et al., 2017:
Reviewing(Text/Photo), CS, eWoM Mangiaracina et al., 2009
Post-Perchase Google, 2021: DMC, 2021
Using Re-Visit, Re-Order, Re-Purchase, 0o8ie. ' T
Continuously Add to Favorite OpenSurvey. 2021: Barwitz and
’ Maas, 2018; Kotler et al., 2017
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(Table 4> MGS Customer Journey Hypothesis
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2l 7id (Reach) & &

Stage

Survey Item and Reference Review

and Mobile-based Grocery Shopping experiences.

H1: There is a significant difference in Satisfaction in the Search stage of CJM between PC-based

Reference(R.): Salesforce, 2021: Grewal et al., 2018: Song & Kang, 2015 etc.

Searching H1-1 | A difference in Thumbnail Images

Stage 5179 1A difference in the Main Title of items
H1-3 | A difference in Brief Descriptions of Items
H1-4 | A difference in Shipping Options
H2: There is a significant difference in Satisfaction in the Decision-making stage of CJM between
PC-based and Mobile-based Grocery Shopping experiences.
Decision R.: Salesforce, 2021; OpenSurvey, 2021: Wagner et al., 2020: Mangiaracina et al., 2009

-Making H2-1 | A difference in Price Comparisons

Stage H2-2 | A difference in Checking Details

H2-3 | A difference in Checking Reviews

H2-4 | A difference in Managing Shopping Carts

iences.

H3: There is a significant difference in satisfaction in the ordering and paying stage of CJM between
PC-based and Mobile-based Grocery Shopping exper

R.: Salesforce, 2021: Google, 2021: DMC, 2021: Barwitz & Maas, 2018: Puccinelli et al.,

2009

H3-1 | A difference in Log-in Activities (Authentication)

Ordering - - - -
& Paying H3-2 | A difference in Choosing Options
Stage H3-3 | A difference in Selecting Shipping Options
H3-4 | A difference in Applying Promotions (Coupons/Points)

H3-5 | A difference in Processing Payments

H3-6 | A difference in Order Confirmation

PC and Mobile-based Grocery Shopping experiences.

H4: There is a significant difference in satisfaction in the evaluation and review stage of CJM between

R.: Salesforce, 2021; Berman, 2020; OpenSurvey, 2020; Grewal et al., 2019; Rosenbaum et al.
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& Reviewing HA-2
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Stage

H4-3 | A difference in Posting Reviews

H4-4 | Difference in Attaching Photos

H4-5 | Difference in CS(Refund/Q&A)

Re-Purchasing

and Mobile-based Grocery Shopping experiences.

H5: There is a significant difference in Satisfaction in the repurchase stage of CJM between PC-based

Stage

R.: Salesforce, 2021: Google, 2021: DMC, 2021: OpenSurvey, 2021: Kotler et al.,

2017 etc.
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H1 5.13 5.64 -5.61 | 0.01 |[Supported
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H4 5.24 4.91 3.45 | 0.00 |Supported
Hb5 5.45 4.70 6.59 | 0.00 [Supported
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