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Influence Mechanisms of Store Image on Customer Satisfaction :
A Study of General Merchandise Stores
Wang Xuhui,Lu Qibin
(School of Business Administration,Dongbei University of Finance and Economics;
University of International Business and Economics)
Abstract With the increasingly intense competition in retail industry, retailers pay more and more attention to store

image. This study develops a scale of store image, which captures the particular characteristics of the Chinese
consumers. It then investigates the mechanisms in which general merchandise stores’ image affects customer
satisfaction. Results reveal that store facility image has no influence on customer satisfaction but the influence by price
image,merchandise image, environment image and personnel service image is strong. We also find that the effects of
store image on re-patronizing intention is indirect with customer satisfaction being an important mediation. This study
might help retail enterprises to upgrade competitiveness by optimizing their store image.

Key Words Store Image, Dimension,General Merchandise Stores,Customer Satisfaction,Re-patronizing Intentions



