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A Study of the Relationship among Experiential Marketing, Experiential Value,
Customer Satisfaction and Customer Loyalty of Home Delivery Service

Student : Yu-Ping Fan Advisor : Dr. Shoei-Uei Wu

Department of Transportation Technology & Management
National Chiao Tung University

ABSTRACT

In recent years, the delivery are becoming increasingly in Taiwan, customers not
only focus to purchases’ functions, features or benefits, but also to respect in the
consumer experience that feel pleasure and satisfaction. Therefore, this research uses
to the value of experiential marketing and experiential experience, and combines with
customer satisfaction and customer loyalty, and evaluates the relationship among
marketing experiential, experience value, customer satisfaction and customer loyalty
between the various dimensions at delivery. This research uses the questionnaire items’
average scores to compare the Satisfaction with Chunghwa Post, president transnet
Taiwan Pelican Express, HCT Transportation and T-Join Transportation. First, through
literature review and study of various dimensions of the definition, this research
designs the quality of service delivery surveys; the study used for the Chunghwa Post,
president transnet, Taiwan Pelican Express, HCT Transportation or T-Join Transportation
any one of the delivery service.customers, by two of the initial test, the best
questionnaire is designed, and than put the questionnaire: Releasing methods are on the
spot provide and Network provide, issued-a total of 335 questionnaires, 293 valid
questionnaires, each delivery companies are-over 30. ‘Then began an analysis of
questionnaire data, this research.uses two kinds of packages SPSS17.0 and AMOSI5. 0,
through descriptive statistics to'understand the‘customer’ s description of the various
demographic variables and understand their percentage distribution, and through
independent sample t test and ANOVA analysis to evaluate the significant difference
between marketing experiential, experience value, customer satisfaction and customer
loyalty under different demographic variables, then through structural equation
modeling to evaluate marketing experiential, experience value, customer satisfaction
and customer loyalty between the various dimensions of research and verification of this
hypothesis. Finally, the research uses the questionnaire items average scores to
compare the Satisfaction with five delivery. The results are found to marketing
experiential, experience value, customer satisfaction and customer loyalty between the
various dimensions were highly positive relationship, indicating that the hypothesis
are true, and according to the findings of the five delivery, marketing experiential,
experience value, customer satisfaction and customer loyalty were concluded, finally,
based on the findings of the five companies were made to improving method.

Keyword:home delivery, marketing experiential, experience value, customer satisfaction,

customer loyalty, Structure Equation Model
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