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The Impact of Crowding and Shopping Emotion

on Shopping Satisfaction :
The Moderating Effects of Shopper and Store Characteristics*

LIM Jong-hyeok™, CHUN Dal-young**

ABSTRACT

L. Introduction

Retail crowding is one of the most important factors to have influence on consumer satisfaction, store attitude,
and purchase behavior. When consumers feel crowded while shopping, they tend to respond like purchase
postponement, shortened shopping time, and deference of intended purchase item. This incurs consumers'
dissatisfaction.

The previous studies about crowding can be classified into three types based upon the effects of crowding on
emotions and behaviors. First, when consumers feel crowded, they inclined to do negative shopping experience
due to negative emotions. Second, crowding could influence positive emotions as well as negative emotions.
Pons et al.(2014) empirically showed scarcity can attenuate negative emotions occurred by human crowding.
Third, the effects of crowding can be reversed U-shaped non-linear relationship between crowding and emotion
or store patronage. That is, crowding can positively influence emotion up to certain point but when over the
certain point can negatively affect emotion.

This study tries to investigate the effects of spatial crowding and human/social crowding on positive emotion
and negative emotion and then verified the impact of those emotions on shopper satisfaction. In particular, the
main focus of this study is to test the moderating effects of consumer conformity and store familiarity with human
crowding and of assortment variety and service interaction with spacial crowding on positive and negative

emotions.

* This work was supported by the research grant of Chungbuk National University in 2013
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II. Research Model and Hypotheses
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<Figure 1> The Proposed Research Model

II. Data and Analysis

Data were collected from 361 respondents in large discount stores. The proposed research model and
hypotheses were validated using structural equation modeling and moderated regression.

The fit indices of the basic structural model are x 2=224.481( X 2/df=2.414), GFI=0.927, AGFI=0.893,
NFI1=0.935, CFI=0.961, TLI=0.949, RMR=.019 which indicate the fit is good. Also, the empirical results of the
model are as follows which is shown in Table 1. The proposed hypotheses from H1-1 to H3-1 were all supported
atthe a =.05 level.

<Table 1> The Results of Structural Equation Model

Hyp. Path fj;? PS;?I? (cizre(ti”. S.E. t-value Result

HI-1 Spatial Crowding — Positive Emotion -175 -.197 .054 -3.2617 Supported
H1-2 Spatial Crowding — Negative Emotion 319 341 .056 5.686" Supported
H2-1 | Human Crowding — Positive Emotion -.135 -.170 .050 22707 Supported
H2-2 | Human Crowding — Negative Emotion .145 173 .052 2.7837 Supported
H3-1 Positive Emotion ~—  ShoppingSatisfaction 258 290 .049 5.244" Supported
H3-2 | Negative Emotion —  Shopping Satisfaction -.107 -.126 .048 22517 Supported

** p<.05



The moderating effects of the model are shown in Table 2. Consumers who have high conformity felt more
positive emotion compared with consumers who have low conformity when store is crowded with shoppers.
Familiarity is the same as conformity. Thus, H4-1 and H5-1 were supported at the @ = .05 level. Also, consumers
feel more positive emotion when store provides a variety of assortments even though store is spatially crowded.
Thus, H6-1 was supported at the a =.05 level. Also, consumers feel more positive emotion when sales personnel
provide sufficient service interaction even though store is spatially crowded. Thus, H7-1 was supported at the a
= .10 level. However, no significant effects were found in the context of negative emotion. Thus, H4-2, H5-2,

H6-2, and H7-2 were rejected at the a = .05 level.

<Table 2> The Results of Shopper and Store Characteristics' Moderating Effects

Variable Positive Emotion Negative Emotion
Hyp. B Hyp. B
Spatial Crowding - -.183%* - 286**
Human Crowding - -.099** - .153%*
Conformity - 265%* - -.021
Familiarity - .049 - -.047
Assortment Variety - .044 - -.005
Service Interaction - .039 - .003
Human CrowdingxConformity H4-1 .100%* H4-2 .063
Human CrowdingxFamiliarity H5-1 A17%% H5-2 -.007
Spatial CrowdingxAssortment Variety H6-1 102%* H6-2 -.006
Spatial CrowdingxService Interaction H7-1 .070%* H7-2 -.027
Model fit R?=.184, F=7.892%* R?=.112, F=4.396**

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

IV. Conclusion

Consumers who are familiar with internet shopping mall, SNS, and mobile shopping are inclined to respond
more sensitively when they feel crowded while shopping. So, studies that delve into the impact of in-store
crowdedness on consumers' emotion and shopping satisfaction are needed.

The findings of this study were summarized as follows. First, spacial crowding and human crowding negatively
affected positive emotion. Second, spacial crowding and human crowding positively influenced on negative
emotion. Third, positive emotion significantly increased shopper satisfaction and negative emotion significantly
decreased shopper satisfaction.

Interestingly enough, moderating effects showed the opposite results. We found that shoppers who had strong
consumer conformity and/or store familiarity rather felt positive emotion even though faced with human
crowding. Also, in spite of spacial crowding, shoppers showed positive emotion when served with assortment

variety and/or high-quality service interaction.



246 | SE93 204 25

In other words, shoppers who have strong conformity propensity and store familiarity will feel more positive
emotion like pleasure, arousal, etc. when store is crowded with people. This ultimately incurs shopper
satisfaction. In addition to that, even though store is spacially crowded because of packed with products, shoppers
feel positive emotion and shopping satisfaction when store comes up with various assortments and high-quality

services. However, these moderating effects did not occur to decrease negative emotion.

Key Words : spatial crowding, human crowding, conformity, familiarity, assortment variety,

service interaction, shopping emotion, shopping satisfaction



