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Abstract

Supermarkets in university are special. In order to promote the development of supermarkets
in campus, this article studied the satisfaction of northern area supermarket in the Ocean Uni-
versity of China by sending questionnaire and basing on the ACSI model theory. The evaluation
system of customers’ satisfaction is divided into four main indexes: general evaluation objective
“Customers” satisfaction index’ is at the first level index; six general elements in the customers’
satisfaction index model including customer expectation, perceived quality, perceived value,
customer satisfaction, customer complaints and customer loyalty are at the second level; index-
es which are expanded from second level indexes and are accorded with the characteristic of
supermarket are at the third level; questions in the questionnaire which are expanded from
third level indexes are at the fourth level. This article synthesizes analytic hierarchy process
method and principal component analysis method to confirm the contribution of indexes at each
level to customers’ satisfaction. In the end, this article calculated the students’ satisfaction of
supermarket in the campus and put forward suggestions according to the factors that influence
the satisfaction.
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Figure 1. Research process
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Table 1. The total Cornbach a coefficient of questionnaires

% 1. [9)% 589 Cornbach a

Cronbach’s Alpha Cronbach’s Alpha Based on Standardized Items N of Items

0.823 0.833 13

Table 2. The Cornbach a coefficient of secondary indicators
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Table 3. The result of KMO measure and Bartlett test of sphercity
% 3. KMO BRI B FIFF PR G IR R

KMO FEAHIZ 0.882
ERARTT 4239.393

BT BR ARG 6 H HEE df 78
E VR sig 0.000

Table 4. Rotated Component Matrix
4. WERERL S RERE

Component

1 2
W KB R, 1 il X T R PR R ] (— AR A B S AR e iR HE 0.066 0715
RNEGAAE R RS BIFHHET. ) ' '
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G BT A T ) . X
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RTWRZIGE, VR0 ACHT S0 T i b 25 3 & B sz 0.735 -0.010
RTWRZIE, BRI E BT TAEA 2RSS 12 0.710 0.011
RTWRZIG, B ACHSE 2 R T HERA S 2 A5 i 0.684 -0.024
TS5 BT W S IR P A B, A VAN SN A A AT 0.732 0.014
TR T 1R A A 85 7 0.881 -0.006
S R AR T R ik SRS AR L, 2% T SRR A 2 B0 (T (U1 m R T AR A T A AT B AR 1Y 0872 0090
FEFRRAT AR 1) ’ ’

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 3 iterations.

4.1.2. ¥EHIETEERE
BINELE n AHT X ={x, -, x, } WIHEFEK Z MR a, B8 x, Bl x, 5 Z BRI,
ot AR A= ( ) o AR ZX Z RS LB a, — O 1~9 KB AR . Ak
FESEERENXRWE 3.
FEASCHARYE Delphi 72, T RI%E — ZHRA7ont 88 17 30 2 B2 ¥ 0 4B B 1 X(2):
1.00 0.75 1.50 1.00
p_|1:33 100 133 133 o
0.67 0.50 1.00 0.67
1.00 0.75 1.5 1.00
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Table 5. Total Variance Explained
=5 BRHERR

Initial Eigenvalues Extraction Sums of Squared Loadings Rotation Sums of Squared Loadings
Component
Total % of Variance Cumulative % Total % of Variance Cumulative % Total % of Variance Cumulative %
1 5.230 40.230 40.230 5.230 40.230 40.230 5.229 40.222 40.222
2 2.304 17.727 57.957 2.304 17.727 57.957 2.305 17.735 57.957
3 0.873 6.715 64.672
4 0.778 5.984 70.656
5 0.763 5.872 76.528
6 0.582 4.477 81.006
7 0.566 4.351 85.357
8 0.425 3.266 88.623
9 0.388 2.985 91.608
10 0.347 2.666 94.274
11 0.307 2.364 96.638
12 0.276 2.124 98.761
13 0.161 1.239 100.000

Extraction Method: Principal Component Analysis.
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Figure 2. The model of analytic hierarchy process structure
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Figure 3. Judgment matrix and factors’ degree of importance

3. FlERREE T RESEFERZEX NE

DOI: 10.12677/mm.2018.83035 302 AR B


https://doi.org/10.12677/mm.2018.83035

ik 4%

() BT ) 3 = AR bRt T R A AR R, T K (3):

1.00
0.75
"10.50
0.75

1.33
1.00
0.67
1.00

2
1.50
1.00
1.50

i = A baont TR BRI, 47 3K(4):

1.00 1.00
1.00 1.00
1.00 1.00
0.50 0.50
4.00 4.00
0.75 0.75

1.00
1.00
1.00
0.50
4.00
0.75

2.00
2.00
2.00
1.00
8
1.50

i = bt TR E R AR, 40 7F 38(5):

o

1.00 1.33
0.75 1.00

)i = bRt T B A AR AR F 47T 3K(6):

1.00 4.00
C,=/025 1.00 0.50

1.33
1.00
0.67
1.00

0.25
0.25
0.25
0.125
1.00
1.875

0.50 2.00 1.00
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Table 6. The rank and weight of factors in layer
6. FREPERIAKBIRAHIFINE

- SUWIE BE
i ot o 0.1616
SRR 0.1429
XA AR (RN AT 0.0952
SRS AR B 0.0833
TR il 0.0714
Xof Jo (A AT R 0.0714
T i 0.0625
T ot D A B R 0.0625
HEBA PG FERE 0.0417
HEBN i K 0.0404
PeBaHEA 0.0404
TR it R 51 B A TR AR R 0.0404
li&3 0.0357
AR 0.0303
MRS5S 0.0202

Table 7. The rank and weight of factors in the first middle layer

F=7. E1ANPEBEPFERINREBirRHEFNE

)R e
B 48 0.2500
i H 8 0.2500
AN E 0.1667

Table 8. The satisfaction of supermarket Consistency ratio: 0.0000; Weight: 1.0000; A :4.0000
BIRE: 1.0000; 4, :4.0000

8. EXBHHEE UL 0.0000; X “dEXBHHEE"

Jb X T Jei 39 22 JREN = REIE Jei .28 Wi
i 2R 1.0000 0.7500 1.5000 1.0000 0.2500
TR 1.3333 1.0000 2.0000 13333 0.3333
AN E 0.6667 0.5000 1.0000 0.6667 0.1667
JEi 25 F0 4% 1.0000 0.7500 1.5000 1.0000 0.2500
EENE 0.1667
Table 9. The expectation of customers Consistency ratio: 0.0000; Weight: 0.2500; A4__ :4.0000
9. FEHAE—HLLfl: 0.0000; 3F “ILXBHHEE" MNE: 0.2500; 4, :4.0000
Jesi 2 S e PSRN CEEVE i P O HEBA P FE i A P R Wi
SARE R 1.0000 1.3333 2.0000 13333 0.3333
Tl T 0.7500 1.0000 1.5000 1.0000 0.2500
HEB\ R PR 0.5000 0.6667 1.0000 0.6667 0.1667
TR ol P 2R R 0.7500 1.0000 1.5000 1.0000 0.2500
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Table 10. The perceived quality of customers Consistency ratio: 0.0000; Weight: 0.3333; 4__ :6.0000

= 10. BRANRE—HUMEEES: 0.0000; 3 “kXBHHE=E"

BIRRE: 0.3333; A :6.0000

= ! iR % o . .
BRR R %mggﬁgm* HOASE R AAE mARE meEEEEE wi
e in 1.0000 1.0000 1.0000 2.0000 0.2500 1.3333 0.1212
T i AR A B
S 1.0000 1.0000 1.0000 2.0000 0.2500 1.3333 0.1212
AR R
HiBA S K 1.0000 1.0000 1.0000 2.0000 0.2500 1.3333 0.1212
WA 0.5000 0.5000 0.5000 1.0000 0.1250 0.6667 0.0606
T ol JR B 4.0000 4.0000 4.0000 8.0000 1.0000 5.3333 0.4848
T ==} 0.7500 0.7500 0.7500 1.5000 0.1875 1.0000 0.0909

Table 11. The perceived value Consistency ratio: 0.0000; Weight: 0.1667; A _:2.0000

=11, BREME—FMEEES]: 0.0000; X “ILXEBHHEE"

BIE: 0.1667; A, :2.0000

AN ot Y (RN AT BE Xof i i AN T Wi
AR A A RT B 1.0000 1.3333 0.5714
papsis= S INCIDE 0.7500 1.0000 0.4286
Table 12. The complain of customers Consistency ratio: 0.0000; Weight: 0.2500; A4__ :3.0000
= 12. ES—HEEE]: 0.0000; X “dLXBHHEE" #IE: 0.2500; 4, : 3.0000
JBg 5 4 JERUN S i & 5 Wi
SRRz 1.0000 4.0000 2.0000 0.5714
Ji:ZS 0.2500 1.0000 0.5000 0.1429
G 0.5000 2.0000 1.0000 0.2857

09 +

0.8 +

0.7 +

0.4 4

HEH

Figure 4. The weight of second degree factors to satisfaction of supermarket
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W =0.0833x, +0.0625x, +0.0417x, +0.0625x, +0.0404x,
+0.0404x, +0.0404x, +0.0202x, +0.1616x, +0.0303x,, (11)
+0.0952x,, +0.0714x,, +0.1429x,; + 0.0714x,, +0.0357x,.
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Figure 5. The weight of third degree factors to the expectation of customers

E 5. =R¥EiRx TMEAERINE

1.0

0.0 et e |

1 3636 06 3 60 136 66166 16016 5 36 066316606106 31061361613 0066 161 16613 0616 61046 6161603 06 6060610030603 1660616103006 6400600 060 000 000

0.7 e el R |

0.6 E

6 e g R U REUIIIERIRTE

05 d e B ecccocoasscnmusouossoaganac e
=

04 T e i .................................................................................................................
S % =

0.3 oo é ........................ é ,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,, ;E ..........................
& R

0.2 Tt BB g ........................ % ..................................................... E ...............................
# & =

[(XIF ST e B e 0 BV o UOURRUNORRE SRR T 2 erareonemasaeasamoe

0.0

Figure 6. The weight of third degree factors to the perceived quality
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Figure 7. The weight of third degree factors to the perceived value
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Figure 8. The weight of third degree factors to the complain of customers
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Table 13. The results of principal component analysis
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Figure 10. The findings of shelf arrangement
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Figure 11. The findings of commodity arrangement (1)
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Figure 12. The findings of commodity arrangement (2)

E 12. MRERIAELSRQ)

DOI: 10.12677/mm.2018.83035 310 AR B


https://doi.org/10.12677/mm.2018.83035

50

0,
40 39.29%

0,
30 29.29%

20
15.71%

9.29%
10 6.43%

0
KRRRE FKRRE FIRARE EFMAEE RBOERE

Figure 13. The findings of commodity abundance
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