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The Relation Between Consumer Satisfaction and
Loyalty of Warehouse Supermarkets in Taichung

Tsan-Ming Chang

Abstract

Customer satisfaction and loyalty in different business and service industries have been
widely studied by scholars both domestically and abroad. However, there seems to be no
specific study done on domestic Warehouse supermarkets. Therefore, we took the consumers of
Warehouse supermarkets in the metropolitan Taichung area as our object to study the relation
between customer satisfaction and customer loyalty as well as the interacting dynamics between
the two.

The range of our study covers three largest Warehouse supermarkets in the metropolitan
Taichung area, namely: Save & Save, Far Eastern Geant, and Carrefour. We picked 200 random
samples from each one and used the SPSS statistical software for Single Factor Covariance
Analysis, t-Test, Confidence Level Test, and Pearson Correlation Analysis. This paper used the
stepwise regression to develop a suitable multiple regression model for Warehouse
supermarkets.

In our study we divided the satisfaction dimension into five different aspects, i.e.,
“Marking and Direction of Services Provided” , “Environment and Infrastructure” ,
“Professionalism” , “Service Attitude” , and “Service Approach” . On the other hand, we
divided loyalty into “intention loyalty” and “behavior loyalty” in our study. Our study
showed that there is a positive correlation between customer satisfaction and customer loyalty.

In addition, from the structure of our sample we found that the customers are evenly
distributed in different age as well as occupation groups. Therefore, it is not a viable strategy for
the hypermarket management to focus on any particular social group in their operational or
promotional approach.

Key Words : Warehouse Supermarkets, Customer Satisfaction, Customer Loyalty
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