http://rjms.iums.ac.ir WAR (b0l gy asbioss 5 YV 0,55 15l) 1z Baidja ogle alan

£ers) € SeNe e oCope 0

;
v

e

&
.~/
£

[ Downloaded from rjms.iums.ac.ir on 2026-06-25 ]

Obud i Jauai b slo pni ) solRirg 3 ol s ()LD 5 9 Gl SISy p Wlous Gy Wil

u‘f‘ ‘Oﬂ?}s L;o)'tul A‘)T oKl ‘@lf))b Co plo 05)5 (d):SD d";;..ib']) Lo w.:.hb.ﬁ‘

Lotfizadeh1981@gmail.com (Jsius sxiwsg #) olpl iyl oMl SliT o8y ¢ 5,5l o oo )5 okl 2031 Bla) 4l 3

ol S ol 31T olSils g3l 05,5 skl Lol puasso

EXR €3

o jlgals’

(Sbud S o

oSy g (Bld Sl
Sl

AN il )b

WNYNA ol fub

5)) )iy 5 s (slatiSly g (Closs o)) (Blb S pxe b oy Baa L Gingly n) 13U g dise
2 Glo ) laolig b b e ((S5uSily ¢ ) Slra S e 0aiS Joams s b (gybBy ¢ cols, (gdlaidl
ol 485 plog 58

o gty dnlsd g al 508 (cloyo) claelSiy b yide (5)lel dnely )3 (Sturar 3,509, b gl 1) (hg
aebitions p 2)L8 L 5o Ll 453 050 o893 93 (b yidie )33 VAR jlosle (Bolai g el slasgs @90
Olpice 5l 8 Gid g o)l o8 aslul jl 485 95 Jold o8 s § 48 cutin sl a8 adlae y3 .owl odd (gy9l )5
sbaodls Jlod g o0 S a0 QBRI (B dglS g 4 g FldB (S gel g 4 slopad (slaolSlig )b
ol 04 odlatl (o)l SYolee oL Jdo 3l img3y

S iy ey () (S menas o]y i els wledd nl) dm g 5L pn a8 ol o3l s s tdaidly
S yome icmen )l jsline g cuto pil ol yiie o)l ¢ LS o jiSly sl e o) g dleles ol cadlio
iy 2l 15U Sl s oo )3 il cou Jblies 5 Cute Sy ]y (o)lBy 5 Bl cla STy aSh) ped Slws
5 iy Jie sty ) (Sl sl amsign I3l (ol 5T 500 ol 4 5 0558 e g oloss
oS 5 5 b9 STl 5 STy 5 i Sab (ol iz sl lolesl (sla pail ol 5, Se3lal i
ol 03,8 Colas bojle (olg) 5 Hlisl

b obyie )8y 5 (5L Cute STy Nlie Slms g (BUS S xe g e o ) (0 5 426 S Ao
.J}ﬁiil).g

el 025 55 128l a5
ol 4zl Jlo ol 255 Colos 2o

:lio (ol olciwl o g

Samiei E, Lotfizadeh F, Heidarzaheh K, Torabian M. The Effect of service convenience on cognitive and

behavioral responses of chain store customers by moderating the role of emotion. Razi J Med Sci.

2020;27(Special Issue-Psychology):162-173.

wawl 43 )5 o y9u0 CCBY-NC-SA 3.0 s galloo SIHT (w piand s yg004y allite ¢yl plituisl™

VY


https://orcid.org/0000-0002-1412-1327
https://rjms.iums.ac.ir/article-1-6521-en.html

[ Downloaded from rjms.iums.ac.ir on 2026-06-25 ]

Razi Journal of Medical Sciences. 2020;27(Special Issue-Psychology):162-173.
http://rjms.iums.ac.ir

{ Original Article

The Effect of service convenience on cognitive and behavioral responses of
chain store customers by moderating the role of emotion

Ebrahim Samiei: PhD Candidate, Department of Bussiness Management, Islamic Azad University of Qazvin, Iran
Freshteh Lotfizadeh: Assistant Professor, Department of Bussiness Management, Islamic Azad University of Zanjan, Iran
(* Corresponding author) Lotfizadeh1981@gmail.com

Kambiz Heidarzaheh: Associate Professor, Department of Bussiness Management, Science and Research Branch, Islamic
Azad university of Tehran, Iran

Mohsen Torabian: Assistant Professor, Department of Mathematics, University of Takestan, Iran

Abstract

Background & Aims: In the field of the effect of cognitive and emotional stimuli on cognitive Keywords

and behav10ra} reactions of custome'rs, various studl.es haye been conducted inside and outside 'Fhe Cognitive stimulus,
country. Zarei and Naseri Ashtrani (2015) have investigated the effect of consumer behavior

situation on behavioral reactions mediated by perceived value and emotional responses. Findings Emotional stimulus,
indicate that the situation of consumer behavior has a positive and significant effect on perceived . .

value and behavioral response. Emotional responses also have a positive and significant effect on Cognitive reaction and

the consumer's behavioral response. In Spain, Garcia Fernandez et al. (2018) examined the effect
of perceived service comfort and quality on the value of perception, satisfaction and loyalty in
low-cost fitness centers. Findings have shown that ease of purchase has a positive and significant
effect on perceived value. Roy et al. (Roy et al., 2018) investigated a study entitled Customer
Behaviors: The Role of Service Convenience, Justice and Quality. The results show that service
convenience and perceived service fairness have a positive effect on customer interaction. Chang
et al. (2012) A study on the effect of the dimensions of shopping convenience on behavioral
intention: with a mediating role of customer satisfaction, the results showed that among the five
dimensions of shopping convenience, the effect of two dimensions of profitability and after-profit

Emotional reaction

convenience on Customer satisfaction and the intention to buy customers are positively and Received: 07/07/2020
meaningfully supported. By understanding the relationships between cognitive and emotional
stimuli and cognitive and behavioral responses of customers, planned and more effective moves in Published: 08/03/2021

the direction of achieving customer orientation and creating a change in the culture of shopping
and consumption in chain stores can be achieved. This study was conducted to investigate the
effect of cognitive stimulus on behavioral and cognitive reactions by referring to the moderating
role of emotional stimulus in chain stores in Iran. Therefore, the main question of the research is
what effect does the convenience of services have on the cognitive and behavioral reactions of
customers and what is the role of emotion in this regard?

Methods: The research was conducted by correlation method and structural equation finding
approach with an applied purpose. The statistical population of the study was the customers of
chain stores in the country and the statistical sample consisted of 298 people of simple stratified
cluster form and random among the customers of Janbo and Kourosh chain stores in nine cities:
Isfahan, Urmia, Tabriz, Rasht, Karaj, Sari, Tehran, Mashhad and Shiraz were selected. In the
qualitative study, eight experts including two professors of marketing marketing and six managers
of chain stores were selected by judgmental sampling and snowball method. The assessment tool
consisted of two parts, the first part was related to individual characteristics and the second part
was related to research data. This questionnaire was extracted from a qualitative study with the
Delphi technique approach by the researcher. The validity of the research structures was supported
by Cronbach's alpha coefficient and a composite coefficient greater than 0.70. The quantitative
part of the questionnaire consisted of 70 items, of which 63 items were related to the factors
affecting chain store loyalty and 6 items were related to chain store loyalty.

In the third stage, the factors with closed answers and in the Likert spectrum were presented as
five options and the factors that had a score of more than four were considered as important
factors and in other words, the basis of convergence. At this stage of the study, the mean of all 19
factors raised above four was observed and their convergence was confirmed. In the final stage
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(after completing the study with Delphi participants) based on the extracted factors, a search was
made in the research background and the measurement tools used in measuring the factors were
identified and after removing the common items, the initial questionnaire was developed. . The
final items selected were 97 items (91 items for factors affecting loyalty and 6 items for loyalty to
the chain store). This questionnaire was given to 15 PhD students in the field of retrieval. The
required value for selecting each item for this number of experts was 0.49. Based on the results of
the calculated coefficients, 71 items (65 items for factors affecting loyalty and 6 items for store
loyalty) were selected for the final questionnaire. The study was analyzed by structural equation
finding of least squares.

Results: The research variables were scaled from the raw data through the mean of the items to
determine the status of the studied variables in the statistical population. Pleasure has a mean of
3.71 and a standard deviation of 0.740 and arousal has a mean of 3.769 and a standard deviation of
0.772 indicates the high perceived emotions of customers. Decision-making ease with an average
of 3.980 and standard deviation of 0.700, accessibility with an average of 3.959 and standard
deviation 0.661, transaction ease with an average of 3.934 and standard deviation of 0.850, ease of
gaining benefits with an average of 3.738 Standard deviation of 0.827 and convenience after
gaining benefits with an average of 3.746 and standard deviation of 0.906 indicate the high
convenience of services perceived by customers. Perceived economic value has an average of
3.666 and a standard deviation of 0.772, customer satisfaction has an average of 4.029 and a
standard deviation of 0.519 and customer loyalty has an average of 3.953 and a standard deviation
of 0.624 as cognitive and behavioral reactions. High cognitive and behavioral reactions of
customers. Data analysis was performed by structural modeling and least squares approach. This
statistical method has been used due to the presence of a moderator structure in the model. Based
on the indicators of absolute, relative, internal model and external model (Absolute, Relative,
Outer Model And Inner Model), the measurement and structural part of the model has the
necessary capability. The absolute index is 0.715 and the relative index is 0.891, which is
supported by the total capability of the model. The index of the external model is 0.998 and the
internal model is 0.893, which supports the capabilities of the measurement part and the structural
part of the model, respectively. Values above 0.36 absolute index and above 0.80 relative index,
external index, and internal index are the criteria for judgment.

The results showed that each of the five dimensions of service convenience including: decision
making convenience, accessibility accessibility, profitability convenience, transaction convenience
and after-purchase convenience has a positive and significant effect on customers' cognitive and
behavioral reactions. Emotional stimulus positively and significantly affects cognitive and
behavioral reactions, and also modulates the effect of service convenience dimensions in them and
in other words increases the interactive effect. The fit indices have supported the capability of the
support model and the measurement section based on the indices of factor load, multipart load,
convergence and divergence validity, and Cronbach's alpha coefficients and a combination of
validity and validity of the structures.

Conclusion: It seems that focusing on cognitive and emotional stimuli can provoke a positive
cognitive and behavioral response from customers. It is suggested to future researches that with
qualitative research and based on phenomenology, the living need for convenience of services be
collected and extracted through in-depth interviews. Also, due to the importance of ease of use of
services and effectiveness, and on the other hand, the ease of service convenience of factors such
as; Service design system, physical environment of shopping centers, demographic factors,
customer personality factors and brand should be examined on the ease of use of services and
behavioral, cognitive and emotional reactions. In this study, sampling has been done from stores
with many branches in the country and from the centers of the province, and among the limitations
of the research is the lack of sample selection from stores with few branches and cities in all
provinces..
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