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Abstract

Purpose: The purpose of this paper is to investigate the effect of interaction between product category (fresh vs. indulgent product) and
shopping options (shipping charge and delivery time) on customer satisfaction and purchase intent in an e-commerce context. When
ordering groceries online, consumers begin to allocate a larger share of their grocery budget toward product categories that generally
contain healthier items at the expense of product categories that generally contain more indulgent products. Moreover, customers are
extremely sensitive to shipping options such as shipping charges and delivery time. Therefore, this research investigates the issue at a
more segmented level to focus on the impact that one dimension of logistics service quality - product category, shipping charge, and
delivery time have on customer satisfaction and purchase intent. Research design, data, and methodology: To test the theoretically
derived priori hypotheses concerning product category, shipping charges, delivery time, satisfaction, and purchase intent, this research
presented a scenario-based experiment. Eight treatment groups were assigned by the method of product category (fresh produce vs.
indulgent product), shipping charge (free vs. paid), and delivery time (one-day vs. two to three days). A total of 240 subjects were
divided into groups and exposed to one of the eight scenarios. Participant’s purchase intention was the dependent variable, and ANOVA
and L-matrix were used to analyze for main and interactive effects between factors. Conclusions: Results indicated that in tests 1 and 2,
free shipping and fast delivery time increased consumer satisfaction as well as purchase intent, and fast delivery moderated the impact
of free shipping on consumer satisfaction and purchase intent. Test 3 showed that the effect of free shipping on consumer satisfaction
and purchase intent moderated by fast delivery for indulgent products. In contrast, fast delivery for fresh products moderated the effect
of paid shipping on consumer satisfaction and purchase intent. Consistent with this proposed mechanism, the relative importance of
fresh produce versus indulgent products highlights the effect of shipping options on consumer satisfaction and purchase intent when
ordering the target product in an e-commerce context. We conclude with a discussion of the theoretical and practical implications of our
findings.
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2. Literature Review
2.1. Consumer Preference
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2.2. Shipping Charge
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2.3. Delivery Time
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2.4. Shipping Options
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2.5. Product Category
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Figure 1: Research Model for Three Domains(Grocery
product, Indulgent product & Fresh Product)
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3.2. Manipulation & Measurement
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4. Results
4.1. Manipulation & Realism Checks
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T 632 ZAFEF0AM Hofioto] E=0A MAZIUCE 6|1E ST, A
HMZHIL HMEZ) Sof st HANE SRi2)S 2 7oA =
E A1 AMRFEILERF)0) ob B4k MIF(LUHMZ)S= o
Eret mieRhs dedol ZakE oM H|2|=|RACk BiEH[&at AZi= 7
2w {2 E= g2 w 23 HiEC| X5E HAXIE P20k Xot=
it ?éﬂf—i—@.oiw HMQAAIZACE

Rafferty & Griffin (2009)01| 2foH & Hel 2-H|Xte| 2HEE2t Halametal (19%5)
off 25 MS AFSE FORI=E 22 H| T-dst 2 gel S5
ME|EE 5o Bt 25 o F0| 7014 A/UCL oS ST
HEof| 2} gz TELEQL HlC| = . EHIS UHCronbach's 0)°] £
2 8802, 2 22| F?, 8594 OFX|H2 = 23 39| F2 W0l &
Of 2= Ae0|A A2 gS 2SI RACt.



Ok KIM, Hongsik J. CHEON /Journal of Distribution Science 18-8 (2020) 113-125 119
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4.4.1 Indulgent Product
Hm, HARIEe] B, HiSHIE (R2 w 7212 UEEME3L w

508), (118 97, p= 19)0i| SAHL22 FISHX| U, 01| =(ME8
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\s. 476), {(118)= 157, p < 01)2| A% 9% A Z|=F0|M SAHE Folot
w2 AL D2iLt HIBAIZHH Y w 23Y)0| 42, THEEEMEA2 s
497), (118= 194, p < 05)9 TOHO| = (MBL7 s 469), (LB 240, p < 01)
BEOM SAELE Rolot ZutE AUCKTable ).

Table 1: Effect of Shipping Options on Satisfaction &
Purchase Intent for Indulgent Products

Satisfaction Purchase Intent
Mean Mean
Difference t(118) Difference t(118)
Free vs. (5.31-5.08) (5.08-4.76)
Paid =22 0.97 =32 157
One-day
vs. 2.3 (5.4_2-4.97) 1.94%% (5.1_7-4.69) 240"
=.45 =.48
Days

*¥+p<.01, **p<.05, *p<.10 (one-tailed, where one-tailed = two-
tailed/2)
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057) E3F HisHI | FEIFL 16) = 104 p = )= SAXO=
oln| x| RAOLL ARZI| FaEmte SAXOE Qogt ZitE
AESBIZICHRA, 116) = 373, p = 066), Tebe 2= O|UHKIZ At 2 4oy
ANOWZ St HSHISTH BISAIZE Afojo] MuRg ZD

LEHACHFgue2),

>:|o
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Table 2: Effect of Shipping Options on Satisfaction for
Indulgent Products
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Figure 2: Effects of Interaction between Shipping Options
on Satisfaction for Indulgent Products

Table 3: Satisfaction of Indulgent Products_Pairwise
Comparisons between Delivery Time for Shipping Charge

Shipping Charge
Free Paid
Delivery One-day 5.76 5.08
Time 2-3 Days 4.87 5.07
Simple Contrast .89 01
Main
Effect 1(118) 2.75%** .00

< 01 *p<.05 & *p<.1

Shipping Options Main Effect Table 4: Effect of Shipping Options on Purchase Intent for
. Indulgent Products
Shipping Free vs. Paid F(1, 116) = 1.04, — -
Charge . p=.31 Shipping Options Main Effect
Delivery One-day vs. F(1, 116) = 3.73, Shipping Charge Free vs. Paid F(1, 115) = 2.97,
Time 2-3 Days p = .06* p =.09*
. : ' F(1, 115) = 6.08,
Intg;i:élon F_charge xime(L, 116) = 3.69, p = .057* Delivery Time One-day vs. 2-3 Days D= 02

**p<.01, *p<.05, *p<.10

Che Tt Bl S A0, A UEE0| QoM SRHST
BISAIZE AJO|(576- 487) for 2 HiiS= 8, (16275, p = 07ofl=
SAMo=z Qolst ZIIE QOL}, SRHIBT} HIBAIZ AR
\8 232) for RHS =(508-507) = 0L (116) = 00, p = YA = R2f3H
AN K| Z5IQACHTbe 3 THY 420| HP, HIAMKIES BS,

HiSH S0t BSAIZE AfOOf 2H|X} RO 2ot Y2AE2 EAY

(il

Interaction Effect F_charge x Time (1, 115) = 6.38, p = .014**

***p<.01, *p<.05, *p<.10

DIR|2to R 42), HIAMKIES| S, HISHID HISAIZE Aol
of 2HIxto| 22}0! T0jo|= 0| HEHS DIX|S X| ZARIC 1 Zat
HIZSHI T BIEAIZE Afo|o] ASERR0| AHIXIS| Tfolz0f Pate
OX|i= 2402 el|QITHRA, 15) = 628, p = 01). 8k Fgzat SAofA]
B 80| FR KL 115 = 296, p= 09)2} Al7to| FEgzut ool Al
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TN SAH2Z Relpt ZutE AESIRACHHL 115) = 608, p = 02).
Table 4 & Figure 3= HHEH[81F A7 ALO|0]| S=2+E5 ZutE LIEHHCE
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Figure 3: Effects of Interaction between Shipping Options
on Purchase Intent for Indulgent Products

the b Hlm 23k 2H[RL] FOjo|=0f RLOjM RS} by
SAZHAO|(B59- 461) = 97, (115) =353, p = 0005)0fli= SAK 2 F2lot
ZIE AU, REHIEI} HISAIZE AO|(SY s 23Y) for F2HIS
(47586 - 47667) =-008, {(118) = 00, p= 49)0f| A= F2feh ZtE &HX| Rl
C [2kA 7He 429 Z9, HILEMZC| 22, BiSHI8at HiSAIZH
Afolof] 2HIX} POje =0 Bhot §2 82 EXf S, /E HiS
Of Ot 7= HiEO|M (XS] FOo|e= FUH S0 23 HiEE
Ch o &2 A2 LIEFKCE Ol 2EEeL 2ot MRS 20| 3l

UCE

4.4.2 Fresh Products

AUHIEC| 42 HISHIE (RE w fE)2 UFZ(MAE4H6 s 422,
(118 122, p = 10 )0f| Mo 22 FO[SIRA M, TOH2| =(M@57 vs. 415),
(U8 211, p= 22| B B% MZ|=FOM SAXCZE Rofet 42 &
RACE ORRZ IR 2 HISAIZHE Y v 232)2| B2, TR (MESL s 417),
t(118)=1.74, p= 042} 02| = (M(457 vs.4.15), (118)=240,p=01) 25O &
AXZ Fofgt ZUE ARUCEL MMKZL| 42, FEHIES0| F=HY
SEL}, J2|10 G0 232 Bt IHE=of FO[o|=0f ¢ B2 Feks
O|XICk

AUHIEL| B2, HiSH| St HISAZH ALO|Of| = %H80] AH|X} 2
ZE0| FE2 UXl= XIS ZARIRICE O Aot HiSHE1) HiSAIZ
AfO|2| #2ZFE0| AH|A} BEELE0| Fekg OIX|X| b= AoZ &0l
EIACHHL 116) = 78, p=38). =1} ZA0f| A, BiSH| 82| F21HHL, 116)
=150, p= 2= AN F0| SIX| UUACLE, AlZte| FRik= ot
AHo=Z Rolot ZUME LHEESIUTHAL 116)=322,p=09)

MUMIZS| E2, HiSH|80| =20l BiEAZH0) 2} THEE0|

Il

Oftegt Feo| U= XIS HWEUTE AH|X[2| TR0 AOM £2
HiS} HIESAIZE AOI(S Y vs. 23) for F2HEH(A54- 437) = 17, 1(239)
=60, p=2N0l= SAH2=Z Relet 27t LIEHIK| BA2Lt, F=HY
St HIEAZE AO|(S R vs 23E) for 72 HliE=448 - 397) = 51, (116) =185,
p=00ME SAXCZ Folot g =EIRUCL 5 MMKNE &
 FREIS0| Ot FRHIEM 2H|X BEEEE SYUHIEO0| 23Y
HISECH O &2 W22 LIEFRLCE

HURIF| B2, iEH[E2t BiEAIZE AfO|of 2H|Xte| 2221 710K
O[Ol Yeks OIXl= X| ZARSIRICE 1 20t BiSH| St HiSAIZH
AfO2] 4= AZ0| aH[RLS| Ol =0 FEE D|Xl= A= =0lL|
QUCHAL 116) =449, p = 04). ot =2t ZM0j|A] HiiSHI2| =20,
116) =449, p=04)2} A|Zto| 2R UHH({, 116) =474, p= R L F BC| M2
oM SAHSZ Folst ZutE LHESIAUCT (Table5 & Figured).

Table 5: Effect of Shipping Options on Purchase Intent for
Fresh Products

Shipping Options Main Effect

F(1, 116) = 4.74,

Shipping Charge Free vs. Paid

p=.03
. ) One-day vs. 2-3 F(1, 116) = 4.74,
Delivery Time Days b= .03

Interaction Effect F_charge xTime (1, 116) = 4.49, p = .04**
*n< 01, **p<.05, *p<.10
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Figure 4: Effects of Interaction between Shipping Options
on Purchase Intent for Fresh Products
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= HYE =457-373)= 84,1(238) =304, p= 00fM= SAHCZ Refot 2
IS AUCE MRt MMKF2| Z2, HiSHI S0t HiEAIZE AO[0]] &~
HIXE FOfQl=0f 2ot S22 EX iR, fREiS2| B0
2H St 23 ALO[of| POjelEE SAH2R FOlSH XOIS LIEFH
Ch. Ol F=HiSnt LB 7l K0S EOl= BI LR

ZFik= =M 2l XjO|§ £0[1 R{Cf

5. Discussion
5.1. Summary & Implication
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A2 2 Jpo| #2, RaHiEe SRHSE IS TOjolE
OlM EHEC=Z Qolst Xj0|S RO, HISAZH HA| HUHO|
239 HSEC} O £2 BHEEOL POjo|= 2 H0) ZUCE Of AH[XL
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OHS AlESH O HHILIOIN T0f 27|12 0|1 Helge Fol= 5
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20 3960| AH|RHE SHEO! i 22 SICHE ChAls 22}
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9| Z20l|= HiiEH| 8t 2H|R} ZEREQF OIS = ALO[OfA] HSAIZE 20| & SAHsILHD QIX[SIH, Ol MMAIE =Xt 222! FuE H
2 Yo ZEHSO| Ik B = AO|Ct M50k A0t 2AH|A= MUMIEE QEI517| 2ot AlZte] HA|
OR[2tez Mg 32| & HR Z20l LIMFZES| F2, HILHZat g A 222 FOHE REshs SatH 22101 ez FE o 4= QT
= HICHe| ZIHE LIEHHCE BA HiS BI82t HIESAIZE AO[of &%t = LYol 22 2B @5 oot MMHE2 YoM O MMES |
2 EXSICH, SeHiEe| ZR0l= FE2ot FRALO[0A] AH|Xt Xk = Qith= 20Tk 2t & Ate| Zuprt =Ljel 204 8l R&
ELEF OIS =0fl= RIO|7F A2l @l= A2 2 LIEHALE 232 & HOIA = OFAHEH 2MO|EE, tHES 221elE S3l i
FHiEC| B0 FYO0| 23 Bt O &2 REQL TS BERY Sk 2H[XRC| B2, MUMIEE 20 HIBHIES MZ2| MuE &
Ch= AOICk Ol AlMKMIEL| B0, 2HAPL X[Zdk= 7+ 2% Ast7| 2ot SFe 2522 7ol bt= AO|Ch & AdKIE2|
2012, HiSHIES| 24| Ert= HiEAIZI0] O BIEHQ @oloz B HiSAIZH0l ChishAl= Oi 2ot HiSHI8o= MTiX ez E
&S Btk A0 A|ZEE2X|0|20]| =M, 2[R0 2 FEoH= RIZstn %2 71740 X|gg 220 tk= AO|Ck BHE2 M| 71|
AURIE REI7E OFEOIA POk ARC O MMt A 5o Ao w2t QofT A7 ZIHO[CH (Table6).
2HIREZE SR AR Li2l= 27 BLhe DS Qo 28E UEls
Table 6: Summarizing Results & Drawing Conclusions.
Test Hypothesis Results
Test 1 H_1 & 2: Shipping Options . Fre_e shi_pping charge and _fast delivery i_s significantly increased consumer
satisfaction and purchase intent respectively.
* No interaction of shipping charges and delivery times influenced customer
Test 2 H_3: Interaction between Shipping satisfaction and purchase intent.
— options for grocery products * The difference in means between delivery times for paid shipping increased
consumer satisfaction and purchase intent respectively.
* Interaction of shipping charges and delivery time influenced customer
Test 3 H_4 1:Interaction between Shipping satisfaction and purchase intent respectively.
= options for indulgent product * The difference in means between delivery times for paid shipping increased
consumer satisfaction and purchase intent respectively.
. . - * Interaction of shipping charges and delivery time influenced purchase intent.
Test_3 H_4_02.tlgﬁéaégtrlCf)pegﬁt\l\gzrlljcsthlpplng * The difference in means between delivery times for paid shipping increased
P P purchase intent.
5.2. Limitation and Future Research Off &174LKshowrooming) BHCHE 22}0I0fA HZS 21 AX| &S 7t
A TOfBH=(nebrooming) AH[X| MT E AN $S 52 H|msio]
= 27| o2 ChEat 2Lk AW, 2 o E4of Wt F& 2H[X7EHZO| Cis 7 7H0] HI& S XIE8E += U= REE aols 3
S HYo2 FGIE TA 2SIl 34| 0|4 50M| D|2te| MRS LY OfoF 2 Z0|C}. & BimfZ o 10 BiSHIES XI25hs 4% HiS
Yoz delg T oo|ALY, sHE Chetel miERt LR THa 7|2t Kfo|7t 2lo] Hi=zet =] HEEE LIERH D ATk 2= T
SHAIZE AACE Ofof mRte| A Bl =0l oSt xfst Sl st XSS HISHIR S X|23{0F sH= Aoj|M = SIRARAIE 2Tt Mzt
T CSHRAS Tz 7| R0 A Z20E 2= Az ¢ 5t0] REEEOf XIO|E HOIX| Gh= A2 FEEILE A= HiSH|I82
Bak5t7 (o= Aofo] ULt 7|=AlFe| R0l 20 ~30TF 2| LAt X|25H= ot HISA|ZHO| B13 Ol ZE ZQ AHXIEQ| HEEE &
=0| 2% Znte| YHtd S BES 4= oLt MUMEe 8% 71 T+ 7FAIZ CHoR2 QO] B 4= QUC [t g H0jM = HiSHIZ S
Oi=40] 2 BA| O|2f XMIEH7} = HH0lA HiA| =IRUCt ef= e7tof YA |t R=HISl F2, HiSHIES oiF Toit SAI0| X[E5t
M= 2002t 00 = S0CHRF 22 CHYet MCHE ZSAIA 1 Z2IHE = 4% E= HEdl 52 ZQEL TRz HiIEHIES XISdhs
2 BRE 12{sHoF g ZO|Ct MY, AH|Xf2| QILfMut 22 AH[Xte|
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