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Abstract

An Experimental Study on the Determinants of
Consumer Satisfaction.

Yasuhisa HAMA

In this study, I categorize the factors which influence the satisfaction of
consumers as the substance and emotional factors, and examine the effect
of both factors. In the first experiment, I set up a situation in which
receivers deal with the requests of customers to change the time of dinner
at a boarding house, Then I will examine how the satisfaction of the
consumers, the evaluations of the images toward the receivers, and the
images toward the boarding house are influenced by the followings: whether
the request is fulfilled, whether the attitude of the receiver is polite (ami-
able), and whether the receiver is the owner of the boarding house.

Also, in the second experiment, I examine how substantial or emotional
recovery improves the first unsatisfied situation. That is, a customer
ordered a bow! of a salmon raw eggs without a raw egg but the individual
finaly got one that had a raw egg in it. However, the result of the first
experiment shows that, compared with college and university students
housewives think the substantial factors are more important. This indi-
cates that the weight of both factors might change by the classes of

cousumers.
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