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Service Quality Scale) =85 wlgo =z = = 17 5004E o HE FAE
W HEE 9=y @1 AuaFd 574 o FEATREAS Fete] AAE AT
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v el wAREe AgFde © wael #se w—g— sEEroz
9 AE L Ause] & ek muAE] A A8a.
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on 24990 AEFAEE Hud %
Qe 249 %ol ATuaEs ow B mRe d7EAA Sde o p
QoA #A% oww ZAaAT A W A S 508 F b 2007402, o
G 7R AAE AE(-A8 294 9t 2 300860000 e, AEGRE 7ol
4-BEolt} 7T-ufg aEhE A5} 2987 (59.6%), T &o] 2027 (40.4%)°] AT}
A=2 200 1679(40.4%), 300 1679H(33.4%),
(E 1) 280 jgnied o2 s
gaets| W | 548 | F 108 | To | FEOLTED e
= 343 | 123 | 123
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SZF 2 | 2004%) | 12(2.4%) | 54(10.8%) | 15(3.0%) | 40(8.0%) | 8(1.6%) | 131(26.2%)
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GSTIE 00(0.0%) | 3(0.6%) 3(0.6%) 1(0.2%) 3(0.6%) 1(0.2%) 11(2.2%)
Y=g | 000.0%) | 0(0.0%) 6(1.2%) 5(1.0%) 6(1.2%) 1(0.2%6) 18(3.6%)
FA2EF | 000.0%) | 000.0%) 1(0.2%) 1(0.2%) 2(0.4%) 2(0.4%) 6(1.2%)
71€} 00(0.0%) | 3(0.6%) 2(0.4%) 1(0.2%) | 5(1.0%) | 000.0%) 11(2.2%)
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A B Axp A 2E2(0946), DEMNA
(0.901), ANEL(0.909), H3x5AUA1(0.933),

AEZAHZE0872)E EF 082 3se 4l
#4488 H % tHNunnally and Bernstein,

2= ATdAE BHEAd A5 A-Eky
AR g lEA S AAIEE ) &4 a<l
VA8 AA A WA, A Jid EFgA
FoA v eI gHE 9 R
o2 &gHeE 7Hd FAE 89BN s
Akt agla, 89l 3 wHeRs
[R1E Y HEEyHAAs AIste] 3]st
= WHQl 2 7}8] A (varimax rotation) )
S Adstdnh a0 A FE 5o, HAat

‘/‘rE}k}‘jr(Kalser—Meyer—Olkm A A3
927, Bartlett 7374 % 1020512, df=378,
p<.00). 82JNFA Ay}, 82012 A Fs 2
L8 0.70-0.80, ofolAzk: 4.41),
8R12% &84 SH(LLJAAAR 059-0.78,
ofolzllgk: 3.58), 8.1 3 AAM(LJAAA =
0.71-0.76, oFolzllgh: 3.49), 8.14+= 3494(0
A& A 0.74-0.86, oFolA gk 3.28), 8%
= 2da(add A= 0.70-0.80, 0}017*
o 3.20), 18] 22162 HE(L 1A Ak
0.72-0.81, ofolZlgk: 2.32) 0.2 YERGEal, oAl
i W] A 7249%5 43|

Sx) ARG QolRA Ay Hz A
Al ol skl A S 7kl WER o
B}y thH(Kaiser-Meyer-Olkin_ A &4 35
902, Bartlett 7384 A5 7730.77, df=190,

p<00). T3t 998X Ay QA8A 7
7, 2dlle AA@dA A 075-085, of

o] gk: 324) 8212+ Al A
0.74-0.87, otelZlgk: 3.22), 8913 &3



QA A 0.80-091, okel Ak 315), 2914
AR(AAALE 075-079, oFol gk
Aol (@A A 070-080,

ofo] Azl 298)= vtERwka, oAl ) WS
o] A 7816%= A3ttt

3 : 852, Bartlett T34
AZ: 3412.38(df=190), p<.00).

[o

8024 4
I, 2l HEFAA (A A= 0.89-0.90,
olo]AZk: 268), £912% WATE(LAH
Ak 0.70-0.90, oleolAgk: 247), L8913
HEFAZ(LAAAZ 0.78-0.89, ofolAl
7k 1852 UERga, A wWgee] Amye

8751%= 4+3] &S]

T 9
lo
=
lo,
o
o
o
N

o — 2
o Hu e

S8 294 =0, 2 38 BE), A
59 )] 291H Al ge] o}, o 5E Al
A% F 2P thal AAstdr #%

APASE Fsd Ao e

sh7]el Agstx] e7] wiitoll (Baumgartner
and Homburg, 1996), ¥ Aol E= =d

o AYEE Hrsd felvlsA nels

A QXA G FF LA
AESE S8l olFoxit. F sRAAAFE
o] TAIHOE 95%ANF T oA fre] A o]
A(t=CR>1.96), HTEIZAHc] FERFAJH
a8 4 <t Anderson and Gerbing,

H
Hs3st7 1988). &A1 4, SAHYTERSI AT EN
3l AMOS 6.0 ©]-&3te] 2xF 213 a<l HES ddss #5290 AA4% F(HAA
¥ (second order confirmatory factor CR>16)°] ¥ Fo3trz FFTedAS
analysis)S AAISFIATH<E 2>). grHEATL 5 vk =3 K1 Ze
Hzx A2, AgA s B, & HASEHIEAES sty fsted 1A
(F 2) MU|AZEe| 24 &olXd 290124 3 CR, AVE &t
fﬂ H]—":%Q - 24 a9l Corflpc?s'i‘w AVE | EIasR] A4 CR.
(HF Id5) A8 AA A Reliability EFol A
=43 =(3) .80 87 .63 75~.87 18.46
=(4) .60 34 64 73~.89 16.09
o1 X A% 2-8-(6) 7 91 .64 71~.86 16.38
=24 SHE) .80 90 .76 82~.95 22.63
4 (3) 79 .89 73 80~.91 21.43
F-71A oA (4) 58 90 70 76~.94 18.07

NN

1) CR: Critical Ratio, AVE: v ¥4t F&4k
2) AgHA 4 x*=590.69(df=216, p=.00), RMR=.07, GFI=91, AGFI=88, NFI=.93, CFI=96.
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70s FEdal, FeEtaE 50&
F3ekel7] Wikl HTEREAAE AT

A A (Bagozzi and Yi, 1988).

HELG A2 g E 1ol sdsith= 7t
A(Phi=1.0)& 71Zsl= 2|9 o3z H7}sk
th &, 95% A1E] T3kl A (Phit2x SE)7}

oz g%
ek,

1981; Bagozzi and Yi, 198%). T EIIA =
95% AlF 7k A (Phit2x S.E.)7F 19] o}
U e Aol var Eoh 24 A

1o] oluz gaegAe su

At o

A Y rtE HEAAH LS HEx oAl
lo] ofy™ et o] drkar Erh N skl Ak WMol A M™, A, d9, A
(Anderson and Gerbing, 1988). #4143} Aol u A Wl Ao® YEhyt
lo] oy ® JHHEIGA S S H AT
Tk A= oAl e shelAb S 2. 7|5EH L AnfaiEA
A F9le]l FANdeR By wiel
Aeetd gy EerdA S HAFs7] A8l AA A WMo digte] 7S AR
AMOS 6.0& o]&3ato] 22k =14 Qa]lid I AHHAEA S AASE T A A
Mg AASFATH<EE 3>). ZF WEE BE oot Hds Bo
Hzx #HZI, AdATE BRI, u, SR o] AT e A=
53] B80S w22 23 a1H A UEPHTH<IE 4>). HEFTAHES} AR
(-012)& EAt EHL8AS AAT & o AAEHEE 45 d olskel 3FUE HE
TS A AAjg A%, AfAFe & olgtet= HellAl 7hde] ofx7F Helt &
53 Ao Yebdth(/df=437, RMR=.05, 3], A9 Witz 28302 w9 ol o
GFI=90, AGFI=.86, NFI=93, CFI=.95.). PutE JARE] o] AE st of &
ATedd #4243, AT AT Ao E WAl
TANIES ddsts 2729 AAF 3
(F 3) M=IiMe 24 =elx 20174 9 CR, AVE &1t
*1_“%%@ - 22} K91 Con'lpc?s‘ite AVE B B 44 CR.
HATIE) | ZT8AAAZ | Reliability HFQ A A
M A (4) 67 93 76 83~.90 21.73
A%2(4) 87 87 63 71~.85 14.73
A o] (4) 5 85 59 75~.80 15.39
32 (4) 34 92 73 81~.90 21.47

1) AgAS: ¥¥=419.90(df=96, p=.00), RMR=.05, GFI=.90, AGFI=.86, NFI=.93, CFI=.95.
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(B 4) 7|28A & JEailEy

i M SD 1 2 3 4 5 6 7 8 9 10 | 11 | 12 | 13
1LAZZAHE | 300 0.98 1
2. AR 3.27 087 |68 1
3. AEFLA | 381 095 |[525°513°| 1
4. 239 4.67 0.84 |.556"|.568"|.420" | 1
5 %= 3.69 094 |.4117|.485"|.399" | 448" | 1
6. A 44s 345 | 090 |.532°|.5567|.3727| 4717 | 4427 | 1
7. =8 5H 3.08 096 |.530"|.594" | 361" | .485" | 419" | 537" | 1
8. 44 2.83 094 | 542" | 5717 | 347" | 457" | 333" | 543" | 621" | 1
9. #7149 3.67 114 | 452" | 569" | 449" | 310" | 462" | 402" | 476" | 4557 | 1
10. €9 3.51 0.82 | 507" | 529" | 417" | 466" | 397" | 434" | 459" | 4457 | 404" | 1
1. A=A 407 | 097 |.385"|.392" | 482" | 309" | 365" | 409" | 375" | 272" | 447" | 557" | 1
12. 44 348 | 082 |.550"|.524" | 4727 | 496" | 249" | 495" | 466" | 472" | 3327 | 5277 | 5027 | 1
13. A4 3.67 0.80 | .467" | 440" | 485" | 401" | .383" | 434" | 430" | 4017 | 403" | 514" | 514" | 645" | 1
* p<0.01
3. 7td AS T+ Zgste] EAstt
7MdE HAE37] 918l Amos HA 6.0+
Ao r pFrYAAe] FAWMFe A FET FEbTEEAE HUeEY
A7 AR E AFNEE Ays= A (Maximum Likelihood Estimation)& ©]-&-
SA4AE REF ZE&ste dAlEal(total shlom Ages AR gt E S o
disaggregation) 5o AyQAddE 4 = L3t SA4RY BAoA AHerGAd
HAAE st SAHAZE F3ste] &5t ATEPEel 59 74 AT ES i
A A% 3Htotal aggregation)o] &5 =d, 7S Tl rxREESs Ase A,
FEE3)] 7] W (partial  disaggregation)> 9] x*=411. 98, df=125, p<.0l, xz/df:3.296,
A 7Me AAs £ds Aow =  RMR-04 GFI=92 AGFI=88, NFI=94,
ores FHrstaua TEUAAA o  CFI=%® 453 From veht w2
T s AR S FAE 5 A E H rxEgel wE Ayl AsddE
= WWeltHA 7], 2005). ol FE A ASHHE <3 5>9F 2k
ML Bagozzi®t Heatherton(1994)2] 7 1E ATk flE s EAATEEY

ol MEoop Al

m to Mror
ol

il

1%
Q‘L
M
v
oy
By

N

7Nd &

HEM;:-{EJarRHE—{NmLOOﬁ—{n-{Er
N )
N

471 9]

, Dabholkar et al.(1996)2] <ol A
v vk FAA o ®
712 Folzl AR~
tzhe] sh9l 67) EE R

=
2 AgelA

29 74

539

Mdd= Fgshel
WrE AUEPAE w

A
S AN A, MuxEde] ARAFE
92(CR=15.03, p<.O0l)ZA AvH=o] 3
IS A= Aom yetuith w7t
A 12 BAAR wet A EA 7 2
o] A% AEMAL HEAGFE 68(CR=13.13,
p<ODEA HEFAA ] Ao Jge v
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! FFEsHE 2AT SE CR A A] o F-
7Hd 1 (A AF AR 92 08 15.03" A A
7 2 |HENE>HEFLA 68 08 13.13° A A
7 3 | AANESHEITAAE 72 .06 13.65° A A
7V 4 (RE TN ET 19 04 477 A A]
1) * p<.01, C.R=Critical Ratio

<01, C.
F 2) AATE R=0.85, AEEUA R=046, HEXZAH % R*=0.70

= Aoz yEsr] wiel Ax=dn 7t B JFS AT dAFEINES
A 3& AT A, AN AEAS &oto] FEATEEAS HER HAE
© 72(CR=13.65, p<O0DEHX HiEFAEe TH<E 6>). BAZ43, FEE7IHE
e &S A Ao YEuA AA 3 A5 A= 719 dis4elE i
otk 7 45 AT Ay, HEFAA ool HAINE ager AAEH <
o] AEAFE 19(CR=4.77, p<ODEX A g 2>9} 2
ESE Ao FFE A= AR
12 S I R s A

w3 P A e F7hete] diEviE A
Al At HEARG 0 obe] Abwae] )

(O 2) A7En FEA|

HI(+)
<
0.92(15.08)

‘ 0.72(13.65)
(+)
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2%
0.00
0.03
0.00
0.00
0.00
0.00
0.07
0.00
0.00
0.00
0.00
0.00

701

3

CR
6.79
2.21
3.60
3.73
3.50
7.31
1.79
5.16
3.40
4.04
7.21
1725

HBOIE T8 o]

SE
0.04
0.03
0.04
0.04
0.04
0.03
0.06
0.05
0.06
0.06
0.03
0.04

R’>=0.48

0.25
0.08
0.14
0.15
0.14
0.26
0.09
0.24
0.17
0.21
0.24
0.58

169.46(p=.00), RMR=.05, GFI=.95, NFI=.95, CFI=.96.
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Dual Path Model in Store Loyalty of Discount Store

Seong Goo Ji
lhn Goo Lee™

Abstract

I . Introduction

The industry of domestic discount store was reorganized with 2 bigs and 1 middle,
and then Home Plus took over Home Ever in 2008. In present, Oct, 2008, E-Mart has
118 outlets, Home Plus 112 outlets, and Lotte Mart 60 stores. With total number of 403
outlets, they are getting closer to a saturation point. We know that the industry of
discount store has been getting through the mature stage in retail life cycle. There are
many efforts to maintain existing customers rather than to get new customers. These
competitions in this industry lead firms to acknowledge ‘store loyalty’ to be the first
strategic tool for their sustainable competitiveness. In other words, the strategic goal of
discount store is to boost up the repurchase rate of customers throughout increasing
store loyalty. If owners of retail shops can figure out main factors for store loyalty,
they can easily make more efficient and effective retail strategies which bring about
more sales and profits.

In this practical sense, there are many papers which are focusing on the antecedents
of store loyalty. Many researchers have been inspecting causal relationships between
antecedents and store loyalty; store characteristics, store image, atmosphere in store,
sales promotion in store, service quality, customer characteristics, crowding, switching
cost, trust, satisfaction, commitment, etc., In recent times, many academic researchers
and practitioners have been interested in ‘dual path model for service loyalty’. There are
two paths in store loyalty. First path has an emphasis on symbolic and emotional
dimension of service brand, and second path focuses on quality of product and service.
We will call the former an extrinsic path and call the latter an intrinsic path. This

means that consumers’ cognitive path for store loyalty is not single but dual. Existing
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studies for dual path model are as follows;

First, in extrinsic path, some papers in domestic settings show that there is ‘store
personality-identification-loyalty’ path. Second, service quality has an effect on loyalty,
which is a behavioral variable, in the mediation of customer satisfaction. But, it's very
difficult to find out an empirical paper applied to domestic discount store based on this
mediating model. The domestic research for store loyalty concentrates on not only
intrinsic path but also extrinsic path. Relatively, an attention for intrinsic path is scarce.
And then, we acknowledge that there should be a need for integrating extrinsic and
intrinsic path. Also, in terms of retail industry, this study is meaningful because
retailers want to achieve their competitiveness by using store loyalty. And so, the
purpose of this paper is to integrate and complement two existing paths into one
specific model, dual path model. This model includes both intrinsic and extrinsic path
for store loyalty.

With this research, we would expect to understand the full process of forming
customers’ store loyalty which had not been clearly explained. In other words, we
propose the dual path model for discount store loyalty which has been originated from
store personality and service quality. This model is composed of extrinsic path, discount
store personality—store identification—store loyalty, and intrinsic path, service quality of

discount store—customer satisfaction—store loyalty.

II. Research Model

Dual path model integrates intrinsic path and extrinsic path into one specific model.
Intrinsic path put an emphasis on quality characteristics and extrinsic path focuses on
brand characteristics. Intrinsic path is based on information processing perspective, and
extrinsic path emphasizes symbolic and emotional dimension of brand. This model is
composed of extrinsic path, discount store personality—store identification—store loyalty,

and intrinsic path, service quality of discount store—customer satisfaction—store loyalty.

Hypotheses are as follows;
Hypothesis 1: Service quality perceived by customers in discount store has an positive
effect on customer satisfaction

Hypothesis 2: Store personality perceived by customers in discount store has an
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(Figure 1) Research Model

HI(+)

Service Customer
Quality Satisfactior

H2(+)

Store Store
Personality Identification

positive effect on store identification
Hypothesis 3: Customer satisfaction in discount store has an positive effect on store
loyalty.

Hypothesis 4: Store identification has an positive effect on store loyalty.

[II. Results and Implications

We examined consumers who patronize discount stores for samples of this study.
With the structural equation model(SEM) analysis, we empirically tested the validity and
fitness of the dual path model for store loyalty in discount stores. As results, the
fitness indices of this model were well fitted to data obtained. In an intrinsic path,

service quality(SQ) 1is positively related to customer satisfaction(CS), customer

(Table 1) Hypothesis Test

. Standardized
Hypothesis . SE CR Results
Coefficient
H 1 |[Service Quality—Customer Satisfaction 92 .08 15.03° | supported
H 2 |Store Personality—Store Identification .68 .08 13.13" | supported
H 3 |Customer Satisfaction—Store Loyalty 72 .06 13.65" | supported
H 4 |Store Identification—Store Loyalty 19 .04 477" | supported

Note 1) * p<.01, C.R=Critical Ratio
Note 2) Customer Satisfaction R220.85, Store Identification R220‘46, Store Loyalty R%=0.70
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satisfaction(CS) has very significantly positive effect on store loyalty(SL). Also, in an
extrinsic path, the store personality(SP) is positively related to store identification(SD), it
shows significant effect on store loyalty. Table 1 shows the results as follows;

There are some theoretical and practical implications. First, Many studies on discount
store loyalty have been executed from various perspectives. But there has been no
integrative view on this issue. And so, this research was theoretically designed to
integrate various and controversial arguments into one systematic model. We empirically
tested dual path model forming store loyalty, and brought up a systematic and
integrative framework for future studies. We want to expect creative and aggressive
research activities.

Second, a few established papers are focused on the relationship between antecedents
and store loyalty; store characteristics, atmosphere, sales promotion in store, service
quality, trust, commitment, etc., There has been some limits in understanding thoroughly
the formation process of store loyalty with a singular path, intrinsic or extrinsic. Beyond
these limits in single path, we could propose the new path for store loyalty. This is
meaningful.

Third, discount store firms make and execute marketing strategies for increasing store
loyalty. This research provides real practitioners with reference framework needed for
actual strategy formation. Because this paper shows integrated and systematic path for
store loyalty. A special feature of this study is to represent 6 sub dimensions of service
quality in intrinsic path and 4 sub dimensions of store personality in extrinsic path.
Marketers can make more analytic marketing planning with concrete sub dimensions of
service quality and store personality. When marketers of discount stores make strategic
planning like MPR, Ads, campaign, sales promotion, they can use many items which are

more competitive than competitors.

Key Words: discount store, store loyalty. service quality, store personality.



