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1
F: 9.756, Sig F=.000
R Square=.229, Adjusted R Square=.210

__39_



3. 7td 39 A%

a3 mAREE A4 29

rlo

FALE FHAA 9 vA Rolh
nAREE 24 80 FAYE A JFPL wetar] ga ©F

AAEY @& e <& 4-7>3% 2ok gANo Ay o] 289% Yepto
B RAHLE fAF ARE Bo Fa gt 7R Auzadel &

<k 4-7> AAVZE 44 Qo] FHA% uAE FF

SHES vy Es A EEAT t 88
B BEE9x Beta
(Constant) 1.550 362 4.280 .000
A -4.852E-02 059 -.055) -.822 412
& E 119 115 092 1.040 .300
Ml -462 107, -376| -4.328 .000
F: 15.609, Sig F=.000
R Square=.289, Adjusted R Square=.277

DAREFES AT owe] wAL dFAL sotsty] Ju AARNG




rir
poA
o

E UEgg, ety aARSEr xo8 255 A grT &

ga & & A

<H 4-8> AADELT7 AFv)el o ux= o FF

SRS NEES AT | EEUAL] ¢t | AogE
B |[¥zeX Beta
(Constant) 3.020 186 16.227 .000
I AnE 202 .059 .233] 3.409 .001
F: 11.619, Sig F=.001
R Square=.154, Adjusted R Square=.149

5 7H4d 59 A%

“

o] 16.2%2 el 7Hd4st 2ol 3

Hogel Folg asht RAVEEE FHARA F% 9L WAL Aoz
e
3X

DAREEL FAGE NAE GFAL ety g FALY @ 2
e

$4% FAYES} ¥uhn ¥ 5 Qo

<3 4-9> nAAREFLI} FAT v = T
W

=gy NiFEst A5 | ¥FIAAF ]| t o gE
B |E&ex Beta
(Constant) 2.922 175 .248| 16.683 .000
A 204 .056) 3.654 .000]

F: 13.348, Sig F=.000
R Square=.162, Adjusted R Square=.157

_41_



A5 A AFFALA S0 G4E 2 Ho]
L A7EALA 540 hE TADE 29 209 Fo|
ATEANH BH(HH, 9%, 44, 4, 459, BEAR, AFA)A WA

nARE A4 add 9@ w3 Aol Y=AT AFHI A T-test,

ANOVAEAE A

ot

D ATEARA 54 gy 423 ol

VFEAGH EA nEg dALAd tfd BEZERo]g £4F AFde <F
4-10>3 Zow, 4t 89, AFAd ggdA YA wErd Zol7t Ue
AoE el

Ao e ARG E &7 F7 378 4AL9L A HAden #9
FEP<0DAN FoAd Hol7t de Aoz eyt

g o Me E o) 497 HH 40692 71 A UEston nZEols
4 ZF7t BHE 372 M FA dERT /RASEE<BAA FAH o &
g Aozt AdE Aoz Yehgt

AFA A WM e Yo AFF A7 B 4122 dA QA d@ wEw
7t v = A vgsen, A ZEQ] A9t Wd 3542 b 9A JERg

FAFEPDNA FAE FAF Ao/t d& RAow du

_42__



<E 4-10> AT FTAFH 54 B dA2d g #EE o

ol
W A g N M S. D |Tg/Fg| .
s
A o 74 4.11 695 5,858 0.005
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ABSTRACT

A Study on the Factors Affecting Customer

Satisfaction

- Focused on Large—Scale Discount Stores in Korea -

Seol, Hee Yun
Department of management
Graduate School of Business

Administration Dongguk University

As consumers’ needs for shopping stores are more and more diversified
in the rapidly changing distribution environment, it is deemed important to
research into the factors affecting consumer satisfaction and thereby,
provide for some data useful to marketing activities of large-scale
discount stores to keep and increase their customers.

The purpose of this study was to identify the factors affecting
consumer satisfaction and analyze the effects of consumer satisfaction on
their re-purchasing.

For this purpose, the researcher reviewed preceding studies as well as
the theories about customer satisfaction factors, their re-purchasing
intention and conditions of large-scale discount stores and thereupon,
designed a questionnaire to survey discount store customers and then,

analyzed the results of the survey empirically.
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As a result of the analysis, it was found that the store factors were
more influential over customer satisfaction and their re-purchasing
intention than other factors, namely, commodity, service and annex
factors, that the overall services were affecting much customer
satisfaction and their re-purchasing intention, and that the customers
satisfied with the overall services of large-scale discount stores tended to
repeat their purchases and inform others of the services orally.
Specifically, satisfied consumers were transmitting the satisfactory
services by word of mouth to their relevant groups, and such a halo
effect conduced to re-purchasing.

Based on the above findings, the following customer satisfaction
strategies were put forwards for large-scale discount stores;

First, since customers of large-scale discount stores are affected
significantly by the above three factors despite individual differences,
large-scale discount stores are obliged to continue improve quality of
their commodities, diversify them and train employees to be kinder for
higher customer satisfaction.

Second, since customers’ overall satisfaction was found to affect their
intention of recommending their discount stores to others, large-scale
discount stores are requested to enhance customer satisfaction and
encourage them to recommend the discount stores to the potential
purchasers and thereby, increase the base of their customers. Namely,
they should pay more attention to their existing customers in order to

induce new customers.
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