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1
Al (1) 86  40.60% 83  40.10% 80  39.20% 249 39.97%
(2) 126 59.40% 124 59.90% 124  60.80% 374 60.03%
A2. (1)18 0 0% 0 0% 0 0% 0 0.00%
(2) 19-25 29 13.70% 34 16.40% 0 0% 63 10.11%
(3) 26-30 93 43.90% 78  37.70% 111 54.40% = 282 45.26%
(4) 30-50 86 40.60% 92 44.40% 93  45.60% 271 43.50%
(5)50 4 1.90% 3 1.40% 0 0% 7 1.12%
A3. (1) 4000 13 6.10% 13 6.30% 18 8.80% 44 7.06%
( 2) 4000-6000 32 1510% 28 13.50% 38 18.60% 98 15.73%
(3) 6000-8000 70 33% 70 33.80% 58  28.40% 198 31.78%
(4) 8000-1 53 25% 45 21.70% 36 17.60% 134 21.51%
(5)1-1.2 28 13.20% 37 17.90% 25 12.30% 90 14.45%
(6)1.2 16 7.50% 14 6.80% 29 14.20% 59 9.47%
JVR—— (n 0 0% 0 0% 0 0% 0 0.00%
(2) 4 19.80% 38 18.40% 50  24.50% 130 20.87%
(3) 63 29.70% 68  32.90% 58  28.40% 189 30.34%
(4) 107 5050% 99  47.80% 92 45.10% 298 47.83%
(5) 0 0% 2 1% 2% 6 0.96%
A5, K% (1 0 0% 0 0% 5 2.50% 5 0.80%
(2) 83  3920% 76  36.70% 91  44.60% 250 40.13%
(3) 87 41% 67 32.40% 61 29.90% 215 34.51%
(4) 40 18.90% 61 29.50% 42 20.60% 143 22.95%
(5) 2 0.90% 3 1.40% 5 2.50% 10 1.61%
A6. (1) 300 18 8.50% 23 11.10% 14 6.90% 55 8.83%
( 2) 300-600 62 2920% 50  2420% 49 24% 161 25.84%
( 3) 600-900 52 2450% 52 25.10% 47 23% 151 24.24%
(4) 900-1200 45 21.20% 48 23.20% 47 23% 140 22.47%
(5) 1200 35 16.50% 34 16.40% 47 23% 116 18.62%
A7. (1)300 24 11.30% 25 12.10% 24 11.80% 73 11.72%
( 2) 300-600 57 2690% 73 3530% 51 25% 181 29.05%
( 3) 600-900 55 25.90% 65  31.40% 50 24.50% 170 27.29%
(4) 900-1200 47 2220% 28 13.50% 50  24.50% 125 20.06%
(5) 1200 29 13.70% 16 7.70% 29 1420% 74 11.88%
* % / ( ) o
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Bl % % 0788 0.190 DC-5Q-IM 40
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E8. * % o 0.277 0.659 0.310
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F3. % % B 0.363 0.206 0.709
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OSAF ( Online Shop Access Frequency)

( 0
A4) ( AS) CVP =qa, + B, X FSQ + B, X LSQ + B, X CSQ
FSVF ( Offline Store Visit Frequency) . (1)
6
95%
N
212 5.207 0.701 0.048 5.202 5.392 2.500 7.000
207 5.384 0.780 0.054 5.277 5.491 3.000 7.000
204 5.335 1.003 0.070 5.197 5.474 1.000 7.000
623 5.338 0.835 0.033 5.273 5.404 1.000 7.000
212 5.145 0.739 0.051 5.045 5.245 3.075 6.875
207 5.280 0.782 0.054 5.172 5.387 3.300 7.000
204 5.247 1.019 0.071 5.106 5.388 1.000 7.000
623 5.223 0.855 0.034 5.156 5.290 1.000 7.000
212 5509 0774 0053 5.405 5.614 3.250 7.000
207 5.603 0.826 0.057 5.490 5.716 3.125 7.000
204 5.461 1.090 0.076 5.311 5.612 1.125 7.000
623 5525 0906  0.036 5.453 5.596 1.125 7.000
212 5.353 0.764 0.052 5.250 5.457 3.000 7.000
207 5.411 0.757 0.053 5.308 5.515 3.125 7.000
204 5.406 0.974 0.068 5272 5.541 1.125 7.000
623 5.390 0.835 0.033 5.324 5.456 1.125 7.000
212 5.046 1.007 0.069 4.910 5.182 2.250 7.000
207 5.258 1.122 0.078 5.105 5.412 1.500 7.000
204 5.048 1.295 0.091 5.069 5.426 1.000 7.000
623 5.183 1.148 0.046 5.092 5.273 1.000 7.000
7
B Sig. B Sig. B Sig. B Sig.
(FSQ) 0.269 0.000 0.244 0.000 0.301 0.000 0.265 0.000
(CvVP) (NSQ) 0.351 0.000 0.378 0.000 0.317 0.000 0.346 0.000
(€CSQ) 0.322 0.000 0.298 0.000 0.326 0.000 0.345 0.000
R? 0.759 0.687 0.746 0.812
(FSQ) 0.194 0.000 0.217 0.013 0.296 0.001 0.060 0.548
(CT™) (NSQ)  0.398 0.000 0.305 0.002 0.321 0.000 0.578 0.000
(€CSQ) 0.095 0.081 0.112 0.206 0.091 0.324 0.064 0.541
R? 0.416 0.323 0.418 0.462
(FSQ) 0.185 0.006 0.211 0.211 0.239 0.036 0.101 0.450
( OSAF) (NSQ) -0.016 0.832 -0.031 -0.031 0.001 0.990 0.024 0.883
(€CSQ) 0.056 0.423 0.008 0.008 0.039 0.742 0.090 0.520
R? 0.042 0.024 0.060 0.027
(FSQ) -0.689 0.491 -0.167 0.110 -0.058 0.598 0.056 0.666
(FSVF) (NSQ) 4.429 0.000 0.343 0.003 0.340 0.002 0.307 0.055
(€CSQ) 0.015 0.988 -0.084 0.428 0.103 0.360 -0.049 0.719
R? 0.085 0.031 0.133 0.085
7 3
R* .
( CVP) (CTM™M)
R*  0.759 R? 0.416
3 N
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95%

N
107 5.622 0.787 0.076 5.472 5.773 2.200 7.000
111 5.861 0.726 0.069 5.725 5.998 3.600 7.000
101 5.642 1.139 0.113 5.417 5.866 1.000 7.000
319 5.712 0.900 0.050 5.613 5.811 1.000 7.000
107 4.994 0.915 0.088 4.819 5.170 2.800 7.000
111 5.357 0.938 0.089 5.180 5.533 2.000 7.000
101 5.402 1.197 0.119 5.166 5.638 1.000 7.000
319 5.250 1.033 0.058 5.136 5.363 1.000 7.000
107 5.486 0.851 0.082 5.323 5.649 3.500 7.000
111 5.833 0.711 0.068 5.700 5.967 3.700 7.000
101 5.650 1.122 0.112 5.429 5.872 1.000 7.000
319 5.659 0.913 0.051 5.558 5.759 1.000 7.000
107 5.171 0.859 0.083 5.006 5.335 3.125 6.875
111 5.541 0.839 0.080 5.383 5.698 3.000 7.000
101 5.483 1.144 0.114 5.257 5.709 1.000 7.000
319 5.398 0.964 0.054 5.292 5.504 1.000 7.000
107 4.993 1.015 0.098 4.798 5.188 2.500 6.750
111 5.255 0.944 0.090 5.077 5.432 2.750 7.000
101 5.277 1.141 0.114 5.052 5.503 1.000 7.000
319 5.174 1.038 0.058 5.060 5.288 1.000 7.000
107 5.533 0.829 0.080 5.374 5.692 3.375 7.000
111 5.856 0.767 0.073 5.712 6.000 3.250 7.000
101 5.655 1.042 0.104 5.449 5.860 1.125 7.000
319 5.684 0.890 0.050 5.586 5.782 1.125 7.000
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) o
9 (3* 3) o
DC- SQ-IM 6 ( N
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6
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(5.712) (5.659) .
(5.684)
(5.250) . (5.398)
(5.174)
o 9
DC-SQ-IM 6
0. 10
9 DC-SQ-IM
df F
3.832 2 1916 2.389 0.093
253.475 316  .802
257.307 318
10.589 2 5.294 5.088 0.007
328.829 316 1.041
339.417 318
6.584 2 3.292 4.028 0.019
258.268 316 0.817
264.852 318
8.514 2 4.257 4.692 0.010
286.737 316 0.907
295.251 318
5.301 2 2.651 2.482 0.085
337.543 316 1.068
342.844 318
5.814 22907 3.732 0.025
246.115 316 0.779
251.929 318
10
(I-J=-0.362. -
0.347. - 0.370. - 0.323; Sig. = 0.025. 0.013.
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2. N o
10 DC-SQ-IM
. 95%
I J Sig.

(=)

Tukey HSD -0.239 0.121 0.122 -0.525 0.047
-0.019 0.124 0.987 -0.312 0.273
0.239 0.121 0.122 -0.047 0.525
0.220 0.123 0.177 -0.070 0.510
0.019 0.124 0.987 -0.273 0.312
-0.220 0.123 0.177 -0.510 0.070

Tukey HSD -0.362 0.138 0.025 -0.688 -0.037
-0.408 0.142 0.012 -0.741 -0.074
0.362" 0.138 0.025 0.037 0.688
-0.045 0.140 0.944 -0.376 0.285
0.408" 0.142 0.012 0.074 0.741
0.045 0.140 0.944 -0.285 0.376

Tukey HSD -0.347 0.122 0.013 -0.636 -0.059
-0.165 0.125 0.390 -0.460 0.131
0.347" 0.122 0.013 0.059 0.636
0.183 0.124 0.306 -0.110 0.476
0.165 0.125 0.390 -0.131 0.460
-0.183 0.124 0.306 -0.476 0.110

Tukey HSD -0.370 0.129 0.012 -0.674 -0.066
-0.312 0.132 0.049 -0.623 -0.001
0.370" 0.129 0.012 0.066 0.674
0.058 0.131 0.898 -0.251 0.366
0.312" 0.132 0.049 0.001 0.623
-0.058 0.131 0.898 -0.366 0.251

Tukey HSD -0.262 0.140 0.150 -0.591 0.068
-0.284 0.143 0.118 -0.622 0.053
0.262 0.140 0.150 -0.068 0.591
-0.023 0.142 0.986 -0.357 0.312
0.284 0.143 0.118 -0.053 0.622
0.023 0.142 0.986 -0.312 0.357

Tukey HSD -0.323" 0.120 0.020 -0.604 -0.042
-0.122 0.122 0.580 -0.410 0.166
0.323" 0.120 0.020 0.042 0.605
0.201 0.121 0.223 -0.085 0.487
0.122 0.122 0.580 -0.166 0.410
-0.201 0.121 0.223 -0.487 0.085

0.05.
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Research on Customer Retention Effect of Large Supermarket: An Analysis based on

Dual Channel Service Quality Integration Model ( DC-SQ-IM)

GUO Jun—hui' XU Cui-wei’

( 1.School of Economics and Management Zhejiang University of Science and Technology Hangzhou 310023
China; 2. School of Asian Languages and Cultures Zhejiang International Studies Hangzhou 310023 China)
Abstract: With the booming e —commerce and online merchant alliances the traditional retail industry is reemerging
with a new model. In order to analyze the customer retention effect of domestic large supermarkets in the new retail back—
ground this paper proposes a dual channel service quality integration model ( DC—SQ-IM) consisted of offline service
quality online service quality and channel collaborative quality. Through the questionnaire of three large domestic super—
markets the DC=SQ-IM was tested empirically. It is found that DC-SQ—-IM has a high predictive power for customer
value perception and has a certain predictive power for the primary recall of customer consumption experience; loyal
customers have praise difference between supermarkets especially in the two indicators of store customer service and on—
line store responsiveness are relatively prominent. Therefore supermarkets need to provide better customer response serv—
ices to ensure the retention of loyal customers rather than switching or even losing.

Key words: channel integration; top mind; customer response; customer retention



