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The Effect of Perceived Crowding on Shopping Emotion of

Customers at Airport Duty-Free Stores

Choi, Kun Hee*, Seung-Chang Lee**

ABSTRACT

In recent years, sales in airport duty free stores have expanded tremendously due to the rapid growth of
domestic and foreign customers.

Internal and external factors have influenced the behavior and emotional state of shoppers. For example, when
customers feel crowded, their shopping experience becomes negative, leading to overall customer dissatisfaction.
This paper examines the change in customer behavior by their level of perceived crowding at airport duty free
stores.

Precedence factors of perceived crowding are shopping propensity, physical environment, pre-expectation
about service, and the involvement level. Perceived crowding is a mediating factor with two dimensions, human
and spatial perceived crowding; and the consequence factors from perceived crowding are shopping emotions and
behavior intentions.

First, hypotheses 1.1 — 4.2 examine the relationship between precedence and mediating factors. It is
hypothesized that there is a negative relationship between hedonic shopping propensity and the two dimensions
of perceived crowding; whereas each of the other precedence factors (i.e., physical environment, pre-expectation
about services, and involvement level) is expected to positively influence perceived crowding. Hypotheses 5.1 —
6 examine the relationship between the mediating (i.e., the two dimensions of perceived crowding) and
consequence (i.e., shopping emotions and behavior intentions) factors.

The study hypothesizes that the two dimensions of perceived crowding positively influence negative shopping
emotions, which in turn lead to negative behavioral intentions.

The conceptual research model is as follows:

* Graduate Student, Department of Aviation Business Administration, Korea Aerospace University, 1st Author
** Professor, Department of Business Administration, Korea Aerospace University, Corresponding Author
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<Figure 1> Conceptual Framework

<Figure 1> shows shopping propensity, physical environment, pre-expectations, and involvement each
influencing the two dimensions of perceived crowding, which then affect the shopping emotions and behavioral
intentions of customers at airport duty-free stores.

We collected data on 312 customers who have shopped at airport duty-free stores in South Korea, such as those
in Incheon and Jeju International Airports. All measurement scales used in the present study were adapted from
prior research to fit the research model. We examined the frequency, reliability, validity, and model fit and
conducted a path analysis using SPSS and AMOS. Extant research on perceived crowding mostly focus on
downtown shopping malls.

The current study, on the other hand, is unique in that it addresses the effects of perceived crowding on the
emotions and behaviors of shoppers at airport duty-free stores.

Empirically, the fit indices demonstrate a good fit of the model to the data (x 2=751.850, x 2/df=2.258,
RMSEA=0.064, NFI=0.919, RFI=0.908, IF1=0.953, TLI=0.947).

<Table 1> shows that the CR (composite reliability) and AVE values for all the indicators in the model are

greater than the recommended threshold values of 0.7 and 0.5, respectively.
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<Table 1> Results of Confirmatory Factor Analysis

h’
Variable Ttem St. Estinte S.E. CR. P AVE CR. G"a'l‘;t S
emotionl 0.905 - - -
Shopping emotion2 0.894 0.04 24.134 Hk
. 0.790 0.938 937
Propensity emotion4 0.872 0.041 22.699 i
emotions 0.884 0.043 23.678 ok
physical2 0.87 - - -
Physical physical3 0.891 0.05 21.703 ok
) . 91 91
Environment |  physical5 0.812 0.056 17.921 — 0.735 0.917 916
physical9 0.855 0.051 19.802 ok
expectation3 0.957 0.032 33.416 oAk
P .
Expecr;tion expectationd |  0.971 0.029 35.798 wxx 0904 | 0.966 965
expectation6 0.924 - - -
involvement2 0.799 - - -
Involvement | involvement3 0.792 0.073 14.153 Hkok 0.659 0.853 853
involvement4 0.844 0.076 14.585 *kk
human 0.85 ; ; ]
crowdingl
Human human 0.892 0.051 20.935 ook 0.778 | 0913 914
Crowding crowding2
human 0.904 0.054 20.608 ook
crowding3
spatial 0.862 0.041 22.447 ook
crowding]
Spatial spatial 0.904 ; ; ; 0.784 | 0916 917
Crowding crowding2
spatial 0.89 0.041 24385 s
crowding3
emotion1 0.746 0.048 16.64 ok
Shopping emotion2 0.837 0.045 20.199 ok
Emotion rotion3 0874 - - - 0.701 0.903 915
emotiond 0.885 0.046 22.573 Hkk
intention1 0.79 0.044 18.254 ok
Behavioral intention2 0.837 0.047 20.101 w3k
71 91 91
Intention intention3 0.888 - _ N 0.718 0.910 913
intention4 0.87 0.047 22.033 ok




<Table 2> Results of SEM for Test of Hypotheses

To Fom Hypothesis star_ldard. S.E. CR. (P<.05) Results
estimate
Perceived Shopping
Human Propensity Hl1-1 -.125 0.058 -2.199 0.028 supported
Crowding (Hedonic)
Perceived Shopping
Spatial Propensity H1-2 -.170 0.053 -3.766 Hokk supported
Crowding (Hedonic)
Perceived Physical
Human Y H2-1 121 0.065 2.052 0.04 supported
. Environment
Crowding
Perceived Physical
Spatial Y H2-2 173 0.059 3.726 HoAK supported
. Environment
Crowding
Perceived Pr
Human ©. H3-1 .600 0.072 8.541 oAk supported
. expectation
Crowding
Perceived Pre
Spatial . H3-2 .605 0.066 10.803 oAk supported
. expectation
Crowding
Perceived
Human Involvement H4-1 .093 0.043 2.051 0.04 supported
Crowding
Perceived
Spatial Involvement H4-2 .095 0.04 2.64 0.008 supported
Crowding
Shoppin Perceived
PpIng Human H5-1 264 0.065 4.199 ook supported
emotion .
Crowding
Shoppin Perceived
pping Spatial H5-2 734 0.06 11.015 ok supported
emotion .
Crowding
Behavior | - Shopping H6 917 047 19.233 HHk supported
Intention emotion

Consistent with prior research findings and our expectations, results of SEM<table 2> indicate that there are
significant effects of shopping propensity, physical environment, pre-expectations and involvement level on
perceived human and spatial crowding.

Also, crowding perceptions significantly affect shopping behavior intentions via emotions.

We discuss theoretical and practical implications, limitations and directions for future research.

Keywords : Perceived Crowding, Shopping Emotion, Airport Duty Free Store



