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A Study of Factors for Customer’s Visiting and Word
of Mouth Toward Others in Discount Store

Han - Beck Kim

Department of Advertisement public information subject

The Graduate School Gyeongju University

(Supervised by Professor Byeong - Hwa Yang)

This study aimed to investigate factors which influence the
customer’s visiting in discount store and the word of mouth toward
others. To identify these factors, this study administered a survey
using face—to—face interview in several discount stores.

It intended to search variables which give affects to select the
discounters and to word of mouth and also intended to utilize the
outcome for marketing, and it was found that, from the reviewed
theoretical aspect, re-visit of customers or recommendation (word of
mouth) is influenced by many factors mainly like expectation prior to

visit, perception of results after visit, perceived price value, satisfaction
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of results and complaints. There exist several restrictions even though
various strategic search is available according to the result of this
research.

First, this research made a sampling for the areas of Daegu, Busan
and some Gyeongang parts but could not reflect territorial features
throughout the country, and therefore there is a limit for generalization
of the result.

Second, through diversified factors this research analyzed the effect
which influences customers’ selection of discounters and their words
of mouth, and in order to suggest marketing strategy on the basis of
the effect, the research classified it into 5 factors (expectation factor
prior to visit, factor of results after visit, factor of perceived price
value, factor of satisfaction of results, factor of complaints and
discounter’s countermeasures) including a preceding factor of existing
customer satisfaction model (Fornell et.al, 1996). Preceding factors
influencing in using discounters might be diversified in spite of
conceptional adequacy of each factor so that it is desirable that
interpretation of the result of this research would bhe limited to a
conceptional category of customer satisfaction as far as effect factors
of selecting discounters and word of mouth are concerned.

This research collected data from customers who visited 3 large
discounters (Mega Mart, Homeplus, Wall Mart) but their differentiated

features were not included in the analysis. This might be a different
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subject from search for effect factors dealt with in this research,
however, comparison per discount store would have an important
meaning in the practical respect of spot. Hence, it would be necessary
for future researches to take a direction to clarify how factors
influencing store selection and word of mouth differ from respective
feature of large discounters and what their strategic measures are.
Additionally, it is expected that more accurate forecast of customers’
selection and effect of word of mouth, would be achieved in case an
analysis (e.g. analysis of channel or structural model), which helps us
understand individual effect factor and relation between store selection

and channel of word of mouth as a referring variable, is conducted.
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