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Causal Relationship among Perceived Quality, Perceived Risk,

Customer Satisfaction, Company’s Trust and Repurchase

Intention about Fast Food in Convenience Store

-A Comparative Study between Korea and Japan-—

Eishin Matsubara

Department of Business Administration

Graduate School of Pukyong National University

Abstract

The purpose of this research is to investigate which factors influence to
repurchase intention about fast food of convenience store in Korea. And this
research also attempt to compare the process in determination of repurchase
intention about fast food of convenience store between Korea and Japan. In
the perceived quality, this research drew the four factors as aesthetics of

food, variety of menu, trustworthiness of food, convenience of food. Present

- Vi -



research focused on the effect of perceived qualities that were selected as
antecedents among perceived risk, customer satisfaction, company's trust,
and repurchase intention.

The data for analysis obtained from 558 customers(409 Korean and 149
Japanese) who have bought the fast food in convenience store.

The results through AMOS 4.0, structural equation program show as
following: first, trustworthiness of food and variety of menu has a positive
influence on customer's satisfaction. Especially, trustworthiness of food is
not only effective to customer satisfaction but also having positive influence
to company's trust. And also trustworthiness of food has negative influence to
perceived risk. Second, perceived risk has negative influence to customer
satisfaction. Third, customer satisfaction and convenience of food have a
positive influence to repurchase intention. Especially, customer satisfaction
significantly effect to repurchase intention for Korean customers. Fourth,
there is no big difference in determination of repurchase intention about fast

food of convenience store between Korea and Japan.

Key Word: Convenience Store, Fast Food,

Perceived Quality, Customer satisfaction,

Repurchase Intention
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AR SR
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e
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T EE
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X =126.33, df =34, P =0.000, GFL =0.959, AGFI =0.921, RMR = 0.040, CFI =0.955, (Maximum Likelihood Estimation}
()2 SE.
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