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Structural Causal Relationships between Store Image Components and
Satisfaction, Trust, Loyalty in Grocery Retailing Stores
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Abstract

This paper is to identify how variety of products, product quality, guarantees, employee
services and physical environment of store which is considered to store image components
influence on satisfaction and loyalty, which in turn effects on loyalty in grocery retailing stores.
A survey was conducted to collect the data with consumers who had the actual purchase
experience within 1 years in grocery retailing stores. Analysis of structural equation modeling
with SPSS 19.0 and AMOS 16.0 were performed to test the research hypothesis. The result of
the study as follows: First, product quality and employee services influence on both satisfaction
and trust, but physical environment of store are effects on satisfaction only. Second, no store
image components influence on loyalty. Finally, satisfaction was effect on both trust and loyalty,
whereas trust was not effect on loyalty. In order to build strong customer loyalty, marketer have
to strengthen the relationship quality such as satisfaction and trust, and formed through store

image components that is much stronger on loyalty.
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