Modern Management X, 2016, 6(4), 136-145 Hans X
Published Online August 2016 in Hans. http://www.hanspub.org/journal/mm
http://dx.doi.org/10.12677/mm.2016.64018

The Impact of Customer Interaction on
Satisfaction in Online to Offline Model

—Take the Fitness Industry in Tianjin as an Example

Ali Qiu, Zixin Wang, Weijie Zhang

Department of Business Administration, Tianjin University of Fiancé and Economics, Tianjin
Email: qiuali9a423@163.com

Received: Aug. 4th, 2016; accepted: Aug. 19th, 2016; published: Aug. 24th, 2016

Copyright © 2016 by authors and Hans Publishers Inc.
This work is licensed under the Creative Commons Attribution International License (CC BY).
http://creativecommons.org/licenses/by/4.0/

Abstract

In the new business environment, the interaction between customers is an important factor that
affects the value creation of enterprises. However, the existing research of the interaction between
the customers mainly focuses on the discussion of the service field; the research of the customer
interaction based on the network platform has not attracted the attention of scholars. Based on
this, this paper takes the 020 business model as the research background, takes the fitness indus-
try as an example, and builds the theoretical model of the influence of customer interaction on
customer satisfaction. Empirical study shows that customers’ friendly conversation, helping beha-
vior, customers’ information communication, cognition interaction and positive emotional inte-
raction have significant positive impact on satisfaction. Breach of etiquette between customers,
interference between the behavior of the dispute, the scale of the customer and the customers’
negative emotion interaction have significant negative impact on satisfaction.
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TR, R R 2 ) i TR B () L )2 S 55 MR IR MBI R B I B B TR R . AR, S, TR
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MBI BB (P BB As Rk, A o (V) IR 8 L B0 RN e 2% (R M) 1) i 5 B Z)) (Parker, Ward,
2000) [4]. /R (Moore) [S]hF iy N BBz iz 553 Bt I 2 ) FL 301 5 e RO A0 R 3R 0, 2% 1] T 20 2 1 i %
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TR, XITEAR(2011) [11I7ELE G B P o028 X A AN EAH SR FE Rk b, 456 N4 88 B & 14
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Figure 1. The theoretical model of the impact of customer interaction on satisfaction under 020 model
[# 1. 020 #EX TmE B B i@ EE MR R EY

MZFEHS)

Table 1. Evaluation items of customer interaction on service spot
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Table 2. Evaluation items of customer interaction on web platform
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Table 3. Satisfaction evaluation items
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Table 4. Reliability analysis result of each variable
4 BEBEESMER

B Cronbach’s alpha %%
M55 935 H 5 0.847
JE51 24 1B EL 3
24T 4 T 5 0732
o296 T P 0.883
S tkfEE 0.7817
4.2. WESHT

AR KMO ZERT Bartlett BRI A0 045 25 M 3Z TR S, KMO EBROK, RR & i Iz
B R DG MR Ry, B A R T M. 24 Bartlett ERFEAG S 25 /K F/N T 0.05 B, A& HA BT
SERRE, ESMATET .

H# 5 AT, KMO {60 0.724, Bartlett ERFZAG I8 B & /K /N T 0.05, 5 B A B & 4 UE,
EA AT 8T
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Table 5. KMO and Bartlett test
%% 5. KMO #0 Bartlett F01836

HURE 5 JE Y Kaiser-Meyer-Olkin Ji & 0.724
Bartlett 113k % FE R B0 I ABh -~ U7 3828.848
df 1431

Sig. 0.000

4.3. R W ST

4.3.1. RFEDIHE A HERENF

1) RIS EEFALOCET P05 G 3AT AR = B i S 4E

AR FEME I T VR R IR B ALAGE TS - 05 Gt AT ARt B2 i = FE R, (h 4 6l 0,
[EJHJ5FE 8 Y = 1.667 — 0.333X, H p=0.000<0.05 &%, Ht, BEEALGEY . TS 447 i
BEABENAAER.

2) KIS AU RS R R B B AT ki 1 O Al

TEB VIR () A AP A8 VR WS 35 BhAT A & B I sema iy, A SCR AR RN 5%, ST H
77 FE 8 Y = 0.853 + 0.147X, H. p=0.045<0.05 22, Kk, BEEALSGELY . T 55T 0
A RERIERIEH.

3) o o 2 RS Vi 7 R 1 47 1l

TE 56 U 051 25 RS 5 = P R RE A, AR SCR AR RN 777, St AR EIEARN Y = 1.374 -
0.174X, H p=0.041<0.05 &3, Kk, BB &EEA &K am/ER.

4) R0 I )5 S A TR X il 5 B 194 I e 4

E 50 I B 25 (B4 S A I = L (R s e ], A SR FHZR M [ A 7 3%, 20 A RN 57 FEA Y = 0.770
+0.695X, H p=0.000<0.05 &%, Fik, BEEEEZRGHEEADERIEREM.

4.3.2. M BB HRENTI

1) AS 6B A DA 0 LS i R £ 1 14

FEIGUE B2 [ DA 1 EL ) 00 i 55 S B B M I, AR SR FH R MR IR R 7 3%, 20t S A3t BA 7 AR 9 Y = 0.717
+0.708X, H p=0.000<0.05 &%, [Fik, BRI S0 A ©E R E e .

2) AR B TR AR P A S L 6o P ) A e A

TE B0 VIE 55 25 [8) R AR PR 18 186 EL 3 0k i BE R REe I) , ARSCR A RA 7%, &t RAS R TR N
Y =1.160 + 0.5619X, H p=0.000 <0.05 %3, [Fith, iz (AR AR ) 17 ek B a0 0 it i A 2 2 I IE [l AE o

3) A IR 1)V W P A7 L 0 2 P A S A 4

TE B0 VIE 851 2% 18] 71 A FR) 185 128 EL Bl 0kt e BE R RE A I, ARSCR A B A 771, &t A R T RN
Y =1.286 - 0.143X, H p=0.021<0.05 &35, [Rith, 2 A7 AR P 17 Jak B a0t it i A i 2 i A vl 4 FH o

5. fiFRgEIL R I

AL 020 MR AW T 5, DME BT LI S B REA, B Ak 55 Dl sl AR 217 6 1.
BRI R LA AE R, SRR A R A SR B AR I J LA T T .

1) BUETEALBGETS . TS S AT ki s A B2 M T s e (8] ACHF A2k i LS FE BT
DX A IR T AR
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Table 6. Model checking coefficient
7 6. REGIGRY

AepritEfl R AL
Y PRt R 5 T sig
B PR 2
W 1.667 0.149 11.215 0.000
' B EALSGEY . T EFHATN -0.333 0.076 -0.563 -4.367 0.000
Cis 0.853 0.119 7.165 0.000
? B A RIS e N S H AT N 0.147 0.072 0.261 2.041 0.046
R 1.374 0.153 9.001 0.000
’ Joi 2 AR -0.174 0.083 -0.293 -2.102 0.041
Gl s 0.770 0.126 6.115 0.000
) i1 IR A R AZ AL 0.695 0.050 0.702 13.875 0.000
W 0.717 0.134 5.792 0.000
° JE 5 1) A 0 L) 0.708 0.049 0.719 14.552 0.000
Gif s 1.160 0.142 8.166 0.000
° Jeg 25 1) R A 1) 17 % L By 0.519 0.055 0.557 9.446 0.000
i s 1.286 0.112 11.487 0.000
! JEG 25 161 i R ) 17 TR L 3l -0.143 0.060 -0.350 -2.392 0.021

TR S PRI R BE AR R i, e W B AL AGE T . T4 T A B T L K R

TH B TE MG P AT 2 NI S i AR, P A A AL AR G b MESEANA M AT 28
IESIR BN S 1%, FEm R B B AR AR, A TR 5 HARIUR KA o . R
B3 W B I AT B AN ALACRIALAS R T T B8 A 7840 T A Ea . SR ATy, DAAye
FRZAT 9, SEPUB RN A b B (22, 2015) [13]. BEHE MHARTEILEZ, W&, 54T
M ARES TN, #RT DAL I R4S B 75 I AR AME S, 0 ARSI R DL R TR 5 2 (B
HZERE, 2006) [14].

SO, R AUV IE . SRR S DA LR SR SEAT N, il e O e, AR A
ANE, Mt E B SRR . Xk, 8B BN AR R A 51 2 AR S g G OGRS R,
s B =,

2) R B A A M AR .

DI 2 S EORE . HEAILR MR AR, i B 5 AT DU I T AR 55 Sk i i A . 7E R A%
PERVFIIEOLR, AE 5 P v] I A IR BEHAT T A, Souh A i 5 = N L R s BE 19 3
MM B %S, MRIE T AT RF PV RS . SHEA . PR &R AR, {85 55 ar DUl i 4
BER AR SS,  dndRAE G SR ORI AR N By Fhod B S5 IR SR T H SR TR O, B R AR A . X
BB INE & 5 18 A, (HTEEEME b, RS w6, SEar IR REE SRS %
ROV, AT B A B D5 AE RAT L N SRS i 0 SE 4 AR 3 (M50 EE, 2012) [15].

3) i (IS B AS PN = B A R R R s A TR A R EL B0 A B A R 3 AR A

AN R LI PO R RS, I 9 R LB O B L N B A B R S I U, Rl
FoAth i & ) AS TR = E R, DU G B B R S AR e v, TR T B . — T T s
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FEE R R T N AN B R IO D REAN ™ S, o3 — D5 T i 5 b NLBU & 5 55 AR SRR 55
S AR RNBARACT T2 R BRI, S bk, 2014) [16].

4) JE R () ASURRE B 156 SRR CEL B0 R A R 3 AR VR, AR Lo o i A 2 B A AR A

2 BB AR, U 18] AU A A I AR AR KA L REG I B AR FoR, AT RES
FUAth B 2R s K R RSO A AL, SX AR AR AR 175 B EL BN 0o i B IE 1] BRI o [ 5 B 45 SRR, Bz (]
TR A R R R A AP Rl R AP EG, UG 20 920 FH 90 AT I AN 2 P IR I %
PR A iR e AT, @ B RN ARSI &, RN EE R AR R B 5 IR S A%
RS E PEAT—BidE .

SE 3 #Ek (References)

[1] ‘REE, B, TR, 2T IREIEAEARMIRS LB A 3047 9t 5t [3]. T, 2010, 29(1): 15-20.

[2] ¥4, SAIERH. MRS Hefib bl & A B AT AR T —— 2 T R HOR T VA D). TRIF4 T, 2011, 26(5): 77-83
[8] #tET. WIZEIREE U ) B a0 9 S5 2 s m ot 58 [D]: [l 20 3C]. PhFA: PEBAKE, 2015

[4] Parker, C. and Philippa, W. (2000) An Analysis of Rule Adoptions and Scripts during Customer-to-Customer Encoun-
ters. European Journal Review of Marketing, 34, 341-358. http://dx.doi.org/10.1108/03090560010311894

[51 Moore, R., Moore, M.L. and Capella, M. (2005) The Impact of Customer-to-Customer Interaction in a High Personal
Contact Service Setting. Journal of Services Marketing, 19, 482-491. http://dx.doi.org/10.1108/08876040510625981

[6] XUehdh, FREARE. B ) T30 I e AR SR AU ). g v 24 e 244k, 2014, 15(2): 106-113

[71 Hui, M.K. and Bateson, J.E.G. (2002) Perceived Control and the Effects of Crowding and Consumer Choice on the
Service Experience. Journal of Consumer Research, 18, 174-184. http://dx.doi.org/10.1086/209250

[8] Btut, ZEIEHE. (EREAXFREM NIHEREAT NS BlZSF, 2010(1): 25-25

[O] V. Gyl sz BT e AR SRS B D] AT AL, 2010(396): 180-182

[10] TifRie, ZEpote. FET4lb-BE AR H sl R2 1 Ak S WD), 7 T 38, 2000, 3(4): 24-27

[11] FEFHEMR, XML WMEERSIE T IR A M ER R[] MR R R F iR (tL R EAR), 2011(6): 13-18

[12] =2, BEN, R BUER T35 %- 5B X R0 ——& TIEL M BB A ], ERIEE W
2013, 27(9): 86-93

[13] ZE=. BRI LT FRLRR S REN]. SMEET 55, 2015, 37(12): 73-85.

[14] Zealdnr, HER. RS BIEFAMEE RG], 245, 2006, 22(3): 47-51.

[15] MpseiE. AT e RS- ]. Al 4k, 2012(1): 87-88.

[16] VFREM, ATk, VLI548 (e B (5 AR FR 2 2 BE 5 i R R I 78 [J]. 4R 51, 2014(2): 78-82.

Hans )X
WA RREBEZI RS :

BRaRTEHARS (QQ. Tl A B )
I VL HC i A & AT

24 /INEF DL SRS I T A e 1)

TR (A LR 3R ST

TV AT PR

MR

A 4% 7 e FAET IS IR AL

hEE S http://www.hanspub.org/Submission.aspx

NogapwhpRE



http://dx.doi.org/10.1108/03090560010311894
http://dx.doi.org/10.1108/08876040510625981
http://dx.doi.org/10.1086/209250
http://www.hanspub.org/Submission.aspx

	The Impact of Customer Interaction on Satisfaction in Online to Offline Model
	Abstract
	Keywords
	Online to Offline模式下顾客间互动对满意度的影响研究
	摘  要
	关键词
	1. 引言
	2. 理论模型和研究假设
	2.1. 研究假设的提出
	2.1.1. 顾客间相互观察对满意度的影响
	2.1.2. 顾客间信息交流对满意度的影响
	2.1.3. 顾客间认知互动对满意度的影响
	2.1.4. 顾客间情感互动对满意度的影响

	2.2. 理论模型的构建

	3. 研究设计
	3.1. 变量的测量
	3.1.1. 顾客间互动的测量
	3.1.2. 满意度的测量

	3.2. 问卷的设计

	4. 数据分析与研究结果
	4.1. 信度分析
	4.2. 效度分析
	4.3. 假设检验分析
	4.3.1. 服务现场互动对满意度的影响
	4.3.2. 网络平台互动对满意度的影响


	5. 研究结论及建议
	参考文献 (References)

