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ABSTRACT

Effect of perceived merchandise and service quality, relative to
competition, on retail store performance are investigated using store traffic
and revenue growth as outcome variables. A model is proposed and
tested using aggregate customer data and store performance outcomes
from a group of stores owned by a national retail organization. Result
Suggest that both service and merchandise quality exert significant
influence on store performance, measured by sales growth and customer
growth, and their impact is mediated by customer satisfaction. Implication
of the result and future research directions are discussed.

Subject Areas : Aggregate Survey Data, Causal Models, Cunsumer

Behavior, Customer Satisfaction, Merchandise and Service Quality, and
Retail Store Performance.
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INTISARI

Efek dari persepsi barang dagangan dan kualitas pelayanan,
berhubungan dengan persaingan, penelitian performa dalam toko eceran
menggunakan lalu lintas perdagangan toko dan pertumbuhan pendapatan
dari variabel pengeluaran. Sebuah model yang diusulkan dan diuji

menggunakan data perbandingan pelanggang.
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