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Abstract

This study attempts to understand how the perception of service quality as well as shopping motives
influence on the emotional responses in store shopping, and to examine how these relevant variables
influence on the store satisfaction. The 463 questionnaires were collected from the purchasers in
department stores, fashion specialty stores, and national brand franchise stores.

The results of this study are as follows:

1. In regard to shopping motives, two dimensions of product motive and experiential motive were
identified, explaining 47.39% of shopping motives.

2. In regard to emotional response, two dimensions of pleasure emotion and displeasure emotion were
identified, explaining 65.95% of emotional responses.

3. Shopping motives led to the store satisfaction after the perception of service quality and then the
experience of pleasure emotion. These related variables explained 60% of the store satisfaction.

4. The consumers of fashion specialty store showed the highest product motive, whereas the consumers
of department stores showed the highest displeasure emotion in the store.

As the results showed, customers’ shopping motives influence their perception of service quality and
pleasure emotion. Therefore, in order to stimulate shopping motives, the store environment that can give
customers pleasure and opportunity to pursue various experiences should be provided. As the service
quality is a very important variable that leads pleasure emotion in the store, sales persons should be
trained to satisfy customers.
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