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A Study of the Relationships between the Physical Features,
Choice Attributes, the Satisfaction, and Consumer Behaviors of
Duty-free shops

- centered to the Duty free shops of Busan Areas -

Gha Ryong Kim

Major in Tourism Management
Graduate School of Business Administration
Pukyong National University
(Supervised by Professor Wii Joo YHANG, Ph.D.)

Abstract

Tourism trade, a future growth industry that will lead 21st century, is rapidly
growing as economic leeway due to increase of personal income and leisure time,
and development of transportation and telecommunication technology. As tourists
using duty-free shops take very important position in growth and change of
duty-free shops, it is very important to grasp main customers, tourists. At this
point that native going abroad is rapidly increasing, for duty-free shop industry
grasping elements affecting on native overseas travelers' choosing of duty-free
shops will be important subject of research in duty-free business that becomes

fierce in competition day by day.
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For the purpose of the research, this research operated substantiated analysis and
survey by composing questionnaires with basis of derived measuring items for
choosing duty-free shops through interviews from staffs in charge of duty-free
shops, studying documents and previous researches for study of relation about
duty-free shops physical character, attributes of choosing and satisfaction and
customers' intention(revisiting, recommendation). And the results through
substantiated analysis is like following.

First, after operating multi-question & answer to find out shopping articles in each
duty-free shop, it showed that Perry duty-free shops showed different consumption
practice with ones in airport and downtown(Paradise, Lotte). Unlike downtown
duty-free shops, the ones in airport and Perry, there's limitation in shopping as
they are located in departure place. Therefore, duty-free shops in airport and Perry
will have to establish distinguished marketing strategy from downtown duty-free
shops.

Secondly, as shown in analysis results for physical character upon each duty-free
shop(Paradise, Lotte, airport, Perry), meaningful difference appeared for the
brightness of lighting, indoor air, cleanness inside store, rest space, moving line in
store, display of clean products, size of store on 5% level of attention.

Thirdly, in dispersion analysis for choosing attribute upon each duty-free shop,
attentive  difference was shownin quality, VIP discount, discount coupon,
compliments gifts, recommendation from acquaintances, level of customers and
events.

Fourth, in dispersion analysis upon revisiting, recommendation and satisfaction,

each duty-free shop showed attentive difference in 'will use again', 'will

- IX -



recommend to other people', 'generally satisfied with shopping', 'satisfied with
purchased products', 'satisfied with physical character of duty-free shop' except in
'satisfied with service of duty-free shop', 'satisfied with service of salesperson'.
Fifth, it showed attentive difference in expense and time of shopping upon each
duty-free shop.

Sixth, it showed that physical character of duty-free shop affects on satisfaction
degree.

Seventh, it showed that choosing attribute ofduty-free shop affect on satisfaction
degree for products, price except part of sales person and others. It can be said
that duty-free shop represent these results because, unlike other distribution
companies, products are sold at price free from taxation in duty-free shops.
Eighth, it showed that physical character of duty-free shop doesn't affect on
customers' intention of acting though it affects on satisfaction. This seems to be
as it is possible to use duty-free shops only when going abroad.

Ninth, itshowed that only part of product affects on customer's intention of acting
among choosing attributes of duty-free shops. So for superiority in competitiveness
among companies, we know that being furnished with various products is
important.

Lastly, satisfaction degree of using duty-free shops was shown affecting on
customers' intention of acting (revisiting, recommendation). Therefore, operators of
duty-free shops will have to increase sales by securing customers with practicing

customer-satisfaction management, and contribute to improving revenue and



expenditures of tourism making effort in creating continuous profit through

increasing revisiting and recommendation.
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