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With the development of China's economy and social progress, supermarkets are
developing rapidly, especially in recent years, consumers' consumption habits, demand
hierarchy and lifestyle have changed drastically, consumers' needs are no longer
satisfied with the products themselves but increasingly focus on the shopping
environment and shopping service experience, etc. However, some supermarkets do not
give consumers a good' shopping experience in terms of product dimension,
environment dimension and service dimension. However, some supermarkets do not
provide consumers with a good shopping experience in terms of product, environment
and service dimensions, resulting in low trust in supermarkets and low purchase rates.
On the other hand, there'are many channels for consumers to purchase fresh produce
and supermarkets are not the first choices for many consumers, which greatly limits the
long-term development of supermarkets.

To investigate the influence of consumer experience on consumer trust and
consumer willingness to buy, the influence of consumer trust on consumer willingness
to buy, and the mediating role of consumer trust, this paper combines the research
results of previous research and relevant information found, adopts the quantitative
research method in the questionnaire survey, combines theory and practice, starts from
the business problems of supermarkets, based on consumer trust theory and consumer
experience theory, and constructs the model required for the research of this paper
according to the actual research of the subject, and puts forward relevant hypotheses.

After this, a questionnaire survey was conducted with some consumers and



operators of SG fresh supermarkets in Shijingshan District, Beijing. Descriptive
statistical analysis, reliability analysis, correlation analysis and regression analysis were
conducted on the valid sample data to verify the research hypotheses and to explore in-
depth the relationship between consumer experience, consumer trust and consumer
purchase intention.

Results:

1. consumer experience can have a significant positive impact on consumer trust.

2. consumer experience can have a significant positive impact on consumer
purchase intentions.

3. consumer trust can have a significant positive effect on consumer willingness
to buy.

4. consumer trust has a partially-mediating role between consumer experience and
consumer willingness to.purchase.

Finally, based on the above findings, this paper argues that from the product
dimension of consumer experience, the accuracy of orders should be ensured and issues
such as quantity, quality and price of products should be ensured. From the
environmental dimension of consumer experience, the shopping environment should
be optimised to create an easy and convenient shopping experience. From the service
dimension of consumer experience, we should focus on consumer needs, improve
services and create a pleasant shopping experience. From the consumer trust dimension,
daily training should be strengthened, the .importance of remedial measures should be
enhanced, and the original intention should be maintained to maintain a long-lasting
relationship with consumers.

Keywords: Product dimensions Environmental dimensions
Service dimensions Consumer trust

Consumer willingness to buy
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A39 | LI SG TR A HHEF i L
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in(2007) M FER, ASCE 7N EIUEATRE, SZRiER R, XS
W2 AR R 2 T0RE 5 HERE, B—EUhIEEAFE 2D dE R
“GEHEFTE”, N1 2504 THNBE, REHTHIIRY, BAARSEa T Kb
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R34 WA GENHEER

63 5 FRIR RIR

Bl | WY& mIRAVAL TS SC A T
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i * B2 | HAHIEZ SG ALt T 22 JB 470 VM 2 i Ak v _
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B4 | WiH(5 SG Ak iy e SOt P A0 5 S5
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AR AN ZE Ry b RaERYE, I JEE A G780 B dE
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K35 HAEMLERIFAEER
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S C3 | BLEWA AT ASE SG AR T W T B A e 5 | 2)-
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Ca | HRIAGULELE SG A AT IS 77 02) -
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T ORVE SR A, SO e 28 17 26 BEAT A5 R B AL B oS50 17 5 18 ST T 25K
JG, EEHBEI G I EAIN, 18 HSPSSSu TH A A 2 45 kAT T F ooy
By TEBRKUIERER .. B, R&EHIRgie.

VIR IR
BT B R I R R A SPSS Al AMOS B4 3ET L iF i . B 5k,
o I 5 0 S N B AR R AT T b, e s F IR T . fIRYES .
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4.1 EAfEBHR

WA 4.1 Fos, SRS 2055 G S5 I, ol v,
ke AR POk, YN, BRI RR.

R4l EARBUGIHR

e PR
EE 41.4%
5]
L 58.6%
20-25 6.8%
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K& 6.1%
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LB ZEAK, Lt 5L 58.6%, 1 &Lk 41.4%:;

FEARBEARIERS 5 5T, RS2 Vi3 32 B0 26-45 PN B8, PRI &
LIk F] T 79%, H XKk 45 B DL BN 511 20—25 5 N 51, 3205 N SRR 4514
Wi SR, bR A B

FEARBRZ HEREE T, AR A 58] 7S N R ER, K5 E
132 Vi# ) 55.9%, WIRARIK 73 il Rt st AE A L S DL B, XA N BB
6 ml B SEBRIE O o

FEARBHARTRN T T, 42 BT o5 EE AR OO A FTHR 51 MR P RVENE 3= BUR
GIESE N xSRI = NEE) AN SN

FEARBEAARZ BE AWK J7 T, 215001 76 BA_E EL il & Bl fe s A 49.3%,
H VKN 10001-15000 G, (5 EEA 36:3%, PRITARN & EkE I I\ R

ZE PR, AIRIRAEHIT 7508 SRR AR 22 L) A 15001 JGbL B 2
BREEAEARILL . ERRAE 26-45 % 2 Al ) Lo E A RIHR BN 32

4.2 $ERMG 5T

ARG & B Atz SN F A DR B AR A R
AR AT IR RSV AT, 5R R AR, MR a1 R, R AR (AR
KT 3.0, befEZEA 0.9-11 2 [m), WA e, Wat A EE. HHEMLE
JEFEA A 85 7K R EE A A, BERAF AR ISR T DL . R A
SHENT 2, WERE RN (BN 1255, (W B iR & A A MR M IEZS 70 A1, o L 45
T R R AR 7 BT IR EE R

RIS, SHEAE NGt 22 AR 2T D RUE . REWS W Bt B SR a3
FEXTE 9 5 R0 B AR B P I R AR B R AR AR I A Bk LRI H0 354711
FRMF o S5 RBoR, 77 dEFE R TS EIME Y 3.74, SAETLEL TS {E 9 3.7,
HR 55 4E FE T 2946 0 3.65, TH B E (B AR T2 ME )y 3.58, TH 3 & W KRS 1
FEEIEN 3.64. MWKEVIMEIKHES G H A0 R 45 2R

77 B A > PR > I 55 4 > Y B T SRR > T 2 E R AT

MEL LM LA Y,V B (S A A 8 70 BE BB Ry, 1 W SGAE i i
T AEAR A 1 BRI B8 (5 AR e A 3T e — 5 T An R AE SR T 2 & X SGA:
T WK B AL, ZHF%, RIRZMENRITWLER. A5
1], XFH A EAERSETE, SGA M T IE Fa K U Al F B T 5 1 238 1A
R Z o IR KRB X S8 R s ST R 2 S L AT 4eit, IR
YA RFE TR, THE R R . I He il AR 5V P AT BB
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i, S-S T B 0% A A SR R ST e SG A B T (B AERE S
R 42 R Egit b

¥ N FEIE AEE i & 353
FE 351 3.74 1.093 -1.109 471
HREEE | YR 351 3.71 1.061 -1.004 451
IR 55 4 s 351 3.65 1.090 -1.044 511
HREEAE 351 3.58 1.096 -.877 079
Ef e APV 351 3.64 981 -1.182 1.048
4.3 EBERBE ST

4.3.1 BUNBHEAS B RE DT

AR TR A LR TBUR A 78 1, WA 2Rl 75 s IRl [EIURCE 96.2%,
HAFRINE 72 675 [AEAREN 95.9%.

BEREEENTEZ WAMANTEE LA SUEEHITHH, RAKE
Cronbacha REERIF MR (EERTER, 7FE EAF (Cronbach) 2, ZR%
i, VLA SR TS . EIRR MR AR, SR EIAR] 0.7 i 52, Wil
F 0.35 MV RAGEE, LAl LA BR . @nde 4.0 iR, 7= 5 4ERE 0 Cronbacha &%
N 0.842, MEE4EEL Cronbacha RECA 0.910, R554EZH Cronbacha Rk
0.863, JH %% # (51T Cronbacha &% 0.901, ¥ % & WK &1 Cronbacha %
¥ 0.837, KT 0.7, UL & ACE A B HEH i N BUE R, BRTH
BERRITRE. G,

RERI I, F 2T KMO {5 A1 Bartlett BRAAK 5k 847 20 4 Hr . KMO
GuitAE 0.7 LR E S 78T, 4 KMO Siil#7E 0.5 LRI, A& H
K7 bidss A4 Bartlett BRI A 5535 M ME SR A 20 52 MR R: B SPSS A
Z5 R B IR Sig.<0.01 C(HIl p ff<0.01) I, ENULAIERICEDNBARMT e, &
HHAT T 2R TS, RZWAES .

R 4.3 IR, B 56, #5225 SR KMO {8 5% K4 0.853, /N 0.762,
e 0.7 LhE, WBE SR b . HIR, SRR ST Bartlett BRiAds:
365 E K342 0.000, KT 0.001, i BAR B @I 2 R 2L A AR Ot . B
Jei s ARSI R A KON 0.784, /NN 0.78, KT 0.5, iM%
R A RIFIMENE . LRE IR, ARRIUHEEH TR &R RER &
R, BHEREMG¥E L.
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R A3 HHEEAE RUL

Cronbacha Bartlett Bk {4
A 5T 2 KMO i | K% B2 K K -4 fuf
E'Z
MEEid
Fik | Fmmgery | AL2AZ3 0.910 0.812 0.000 0.754
%

W H ST B1—B4 0.901 0.853 0.000 0.733

WhEwTaE | C1-C4 0.837 0.764 0.000 0.684
4.3.2 LB IR R ER I

SEIMHCHE AG 56 i R TR T 1) 45 360 43, Bl 353 £, [mlWicR 98.1%, 1k
AR 45 351 4, A AR 99:4%.

.5 i 545 P 53 Hr

WRAAFTR, (ERWFFH, 28 &) Cronbachafit &R £ i K 40.906, #H/NA
0.825, ¥t 70.8, ULEAAHT I8 F I A B S FERT DA 52, 75 A7 LAMR
BHARNE S a4 25758 .

R AL SNBSS T

A £ Ei| Cronbacha &%
P e Al-All 0.825
L NI NS A12-A23 0.879
JiR 55 4 A24-A40 0.897
HEEE B1—B4 0.906
MK RS Cl1c4 0.884

2.5 17 25 850 3

WRASHR, BER LR BN, R FKMOME 5 K 80.847, /N H0.776,
BIRF0.7, WHES I T 0. R BartlettER7AA 56 ) & 25 1 HE 2 0.000<
0.01, iU SR (AL HA BaRM I, TR br. RIS, #5481l
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I ¥ 8 ans A 7 B K 0.821,  f/h90.662, 3K T70.5, A E THUE K,
WHIZER M EA RIFIIEERUE . SRE TR, AW 7 1 & 17 2 145
FRUERTEER, DA B R B0  w] S PE R R, @& 3 N ORI At 7t

RAS SLIMHHERUE 7

FEEYERE | AL-AlLL 0.784 0.000 0.662
HEEARL | R4 | AL2-A23 0.792 0.000 0.691
R4S | A24-A40 0.829 0.000 0.821
HIHE (AT B1—B4 0.847 0.000 0.767
GESaLREY c1—c4 0.776 0.000 0.680

4.4 AR

FASRIE 7 M L E e ARIE L spss B FRT %A A Z I8 (U AHSR REE AT R G0
B, JEE DN NE, R AR Z IR SRS RRATIRIE, R
UEAR R 2 [ AAAE AR R AR SRR AR IR LA T 70 A o oI L2l &
Xt BEARHMAH R AR B AN AT A . HBORIMAHIR 5 24E T 0.8-1.0 I, RIIAL
B RARGRAAN ;. ZHPOSIBARH B T/0.6-0.8 I, RPLEZEA
ARGRAIHRNE; 2 BRI R Hdb400.4-0.6 i), R R [ BA HEERE
FERIR G 2 B /REMHEOR REALT-.0.2-04 B, SR BAREELY [A] AR DG PERLSS
2 R IRIAR IS R H AL T 0.0-0.2 I, SRR B2 TRl AH SRR 55 BRI A .

*® 4.6 BWEMKMEIT

FF5 ZE 1 2 3 4 5
1 e 1
2 HWRHEET | WIRYEE 0.896™ 1
3 & 45 0.800™ 0.562* 1
4 HREEE 0562 | 0.684™ | 0.662 1
5 W E LB 0.618" 0.537° | 0.647™| 0.711" 1

BEMKF. **<0,01, *<0,05, LAFICHIKIELTIFEE
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M 4.5 FEAETT LLEMTE i, 5F—, THIE RIS PR B 5 VY 2 5 ) 3K
BRI R e KRB B E KT 0.05 ERE, FE4ERE. RS YEE S5 TR
SR R R 8 REAE B K 001 RRE. RN, HEEAL
(1) = AN 4 2 5 2l 5 T S s B 1) AH 5% R 3(E 0.537-0.711 1YE A, AT 0.4—0.8
18], T BH Y O 5 ARG 1) = AN YR FE 55 9 o 35 T S R R AR OGP 6

B HRERIR I YR RS YEE . IRERLE R S P ST R R i
R ZRBOIIERENMKT 005 FRE, H=AYEE ST G RETE
0.562-0.684 MG N, 7T 0.4—1.0 Z[8], ULHAH P& RS =N ERE 5
(ELERIPSERTEN

B TH A B S E R IE AR R ECN 0.711, 46T 0.6-0.8 Z[H],
HRFHETEHRE WL EEEA SSERE NI R, I H R AE R R E0E
BEMAKT 001 ERE, UEEF SEE5HE T E WL B B EAHR
£

4.5 [BlH43HT

[ U1 43 AR < 1 R B T I e 48 (1) A8 5 ) e I o 2 1Y) 70 P Rl
a3 (R U 43 T 9% T A% > SR AR LB, ad o ] B [ S 43 BT B2 R 4 BT B
EIRANTE A B2 AN B A BAR R OR RS vE o i ik Bk, £ —3
HIRIE L, A SCIERE [EROHTE R H AR &, AR R A AR A B X R T R4t
ST BT, FRR R PP E R E A 0.05, WA Sig ) 0.05, UiEHAHH.
KEANEE., WH Sigl €005, HHHAMERATE.

451 JEFE AR5 HRE WL EE BESHT

177 b 4 5 9 ot 2 ) S i SR B A 73 A

FIHS TR ER (K 4.6) , WA 1 o, P52 50 2 ) S 2 S 5
J5 R? 9 0.662, 15 BH ™ fit 24 XV 2l 2 ) SE 2 R R RE R 715 2] 66.2%. Y 1
t B {54 0.818, Sig.fE A 0.000, /T 0.01, 5B/~ 4 5 ki 2 2 S = I L
A REEREWIEH . R, EET R0 T ARIME 17.364, [EIAHT R
#H) Sig {4 0.000, /NT-0.01, FREIEAEFEA [0 75 F2 B A 0 2 R ARER M
TAE I o [ R By T 238 T 3K S =1.432+0.818* 7= i 4E &

2. INERAE I 5591 9 Wy S S Bl 73

BT 2 o, BRSEAE 59 9 I K SR AR S R? N 0.728, U6 FAEE4E 5 %
T TR W SR IR IR RE 1115 31 82.8% . 1578 2 v B {E A 0.859, Sig.{E 4 0.000,
/NF0.01, YiBAFREELE X o WS BB B BENIE MM EH . R, [
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H53 4 20 T A IRAE A 15.452, [A1H 734t 24401 Sig {64 0.000, /T 0.01,
FHEAE A [ 7R B I B AR, TR O R . BT B A
N T S R =1.284+0.859* IR IR 4 .

3R S5 4E E 59 92 W S S Bl )A 73

B 3 o, RS 4ERE S P T S R B A G R2 4 0.612, i BH IR 45 4 FE X6t
T T W SR IR R iR RE 7118 31 61.2% . 1578 3 1 B {E A 0.798, Sig.{& 4 0.000,
/NT0.01, i BAIRSS4EFE XTI 9 W S B B B BE R M s R . R, A
IH5 BT RE T K50 ME 4 16.658, 1A 43 # 5244 Sig {E°4 0.000, /T 0.01,
FHARFEA R B 77 PR A B S 0 ARR A, BUAE BN R . BT R Bk
e TH P L R =1.542+0.798* IR 55 4

R AT HFE RS WL SR BT

BRI FESHT =324 R 3
BR | ARE HLE b
R F{E [ Sig. B Beta | T{H Sig.
Ja R?
: 1.432 6.742  0.000
1 FPEZAERE | 0.771] 06620 278.4621 0.000 0.813
0.818 17.364  0.000
TR (. 1.284 6.949  0.000
VB 57 E e | VB 5 aY |
2 | wEE | ABEAERE |\ 0842 0728 294.364] /0.000 0.832
0.859 15.452  0.000
- 0.000/'1.542 7.7421  0.000
3 IRS54EE | 0.684f 0587 224.513 0.817
0.798 16.658  0.000

E: N=351, ***% % Sig<0.01, **#% -~ Sig<0.05, *# 7 Sig<0.1.

4.5.2 HBEERSHREGEEEEFT

177 S 4L FE 59 S F S AT A A

FAS TR ER (A7), A4, P24 SR EEIREE R?
4 0.663, LB 4EFE X S B AT R R RE /115 E) 66.3%. 154! 6 1 B fH A
0.646, Sig.fEy 0.000, /NT- 0.01, UiBH™ &4k BEXH 238 BT B B3 1 I W)
SMER o [FIBS, [BIE 8T R T ARG 16.874, [BIA4:HT REL Sig 5N
0.000, /T 0.01, FEHEHEFEA B B A 75 72 B B S AR M, TAE AR
o BIRTTFERARDy: & 151E=1.312+0.646% 7 i 4E %
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2INERME L 5 S AR R E A A

BT 5 1, BRIELE RSV S BTG R? 9 0.567, 1t BSR4 5 0HH 2
FEALMRERE /1183 56.7%. % 7 + B {H4 0.741, Sig.fH’»~ 0.000, /N F
0.01, UiBHPRIEYEFEXHE P& EATEA BN IEREmER . F, EIEM R
W T RS Ey 17.423, [81)H 504 ZE0K Sig /B4 0.000, /T 0.01, FEHEHE
FEA BB 77 F2BAG B B AR A, PP E BN S o AT R ARy T 9
H5IF=1.435+0. 741 IR 4 7 .

3R S5 4E L 5598 O A5 AE B A A

BRY 6w, RS54 S T SR S5 R? 8 0.613, )6 AA IR 55 4k 0V
TR RERE 1A 2] 61.3%. %Y 8. B {H4 0.928, SigfE v 0.000, /NT
0.01, 5 HA AR 5S4k B X 9 4 B AT R A B b e mifE A . [FIRS, BIE 54T &
B T RIeAE N 17.248, 7115304t 220 Sig fE 7y 0:000, /NT- 0.01, FKIAEHE
FEAI 1A 77 P2 B A BB AR, TUE R BON R E . [BHTT R AR TH %
FH A5 /1=1.725+0.928* IR 55 4k J&E .

R 4.8 W IE R 5 WO (S DL A B

BRIRE JFELHT 5194347 B 8
B | EaR EEa A
R F{ | Sig. B Beta | T{H Sig.
J& R?
N 1.312 9.724/  0.000
4 P EnERE | 0.876( (0.663 285.445 0.000 0.824
0.646 16.874  0.000
. 1435 9.536  0.000
2 =o% :/ UAS S
5 |HEFEME g | B4 | 0.821] 0.567 221221 0.000 0.868
0.741 17.423  0.000
‘ 1.725 8.742.  0.000
6 IR54ERE | 0702 0.613| 284.246) 0.000 0.811
0.928 17.248  0.000

i#: N=351, ***#%-% Sig<0.01, **% - Sig<0.05, *% 7 Sig<0.1.

453 HHREFESHEEWLBRBEHSHT

M 4.8 ok, W REEE 'ﬁ/ﬁ%’?%‘ﬁ"] CREIBRIAI NN R 9 0.892, i
B R2N0.628, JZENNTHI FAE N 313.246, J5Z40HTi F 14 Sig. {14 0.000,
/NT0.01, UEHIVH O A R0 2 %ﬁ&ﬁfﬂﬁﬂ% A, 38 [F1E A R A
T {E74 16.853, [=1JH4#7 5= %411 Sig {674 0.001, i BH =& (1) [l A 7 FEAAERME
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=, BIAFFERAAR . 3G R E=0.594+1.772*H & (51F. 22 LTk,
WH B B G RA BE IR, ¢ EWEH L B . SG A fif
M HEEE T, N2, 2FR. 2RREEHTE G, Sk E
FHH 2B 0 K SRR H 1.

R 4.9 WHIE RS PE W LB B 50

BENE T ESHT 51155337 R
R | ¥ | F/4 | Sigg| B | Beta | T/ Sig.

B | ERE | BXE

. 0.594 7.482 0.000
TH 28 e K| B 1
7 N 0.892 0.628 313.246 0.000 0.727
e f 1.772 16.853 0.001
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R? >4 0.587,B {& /v 0.842,Sig.f&N 0.000,25F 0.01 %85 2 B 5+ ¥ B 32 e L & A
ESRE A A2 R (SR
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rd(2019). %% i6.(2019) [ P 4h5 2 S5 ST R AR B 7 Bk 4518 AT TR 5
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