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Abstract

This study investigated the effect of price-matching refund policies on consumer's perceived

credibility, and also explored the interaction effects between two situational variables

(reference price and store image). In experiment 1, we test the effect of intensity and the

efficiency of price-matching refund policies, results showed that consumers gave the highest

credibility evaluations to the less intense and efficiency mix, 100% price difference refund

and return in 7 days. In experiment 2, the interacting effects of reference price and store

image under high credit price-matching refund policies were verified. Results showed that,

with good store image and reference price provided, high credit price-matching refund

policy could effectively reduce the search intention, while also increase the shopping

intention. But the inverted U-shaped curvilinear relationship between conditions and

perceived credibility was not observed, and the partial mediation, not fully mediation role of

perceived credibility was founded. 
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(Biswas, Pullig, Yagci, & Dean, 2002; Jain & Srivastava, 2000; Srivastava &

Lurie, 2001)

(Baye &

Kovenock, 1994; Schnitzer, 1994; Zhang, 1995)

(Shaffer & Zhang, 2000)
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(Price-matching Guarantee)

(Srivastava &

Lurie, 2001; Chatterjee, Heath, & Basuroy, 2003)

(Jain & Srivastava, 2000)

Chatterjee et al. (2003) 

Jain Srivastava (2000) 

Srivastava Lurie (2001) 

Srivastava Lurie

(2001) 
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DM 

Chatterjee et al. (2003) (Need for Cognition)

(Boulding & Kirmani, 1993; Kirmani &

Rao, 2000) Jain Srivastava (2000) 

Srivastava Lurie (2001) 
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(Biswas et al., 2002; Jain & Srivastava, 2000; Kukar-Kinney, 2003; Kukar-Kinney

& Walters, 2003; Srivastava & Lurie, 2001, 2004)

(Kukar-Kinney & Grewal, 2006)

(Kukar-Kinney & Walters,

2003) Biswas et al. (2002) 

(Refund) 

(

)

(Pay-to-stay) (Sivakumar & Weigand, 1996)

( ) (Shaffer

& Zhang, 2000)

Kukar-Kinney Walters (2003) 

Hviid Shaffer (1999) 
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Whitehead (1968) Fogg Tseng (1999) 

(

)

1 (

) 

( ) 

(

)

(Biswas et al., 2002)
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( vs. )

( vs. ) ( vs. 

) ( vs. vs. )

( vs . ) ( vs. vs. 

) ( vs. )

(Sivakumar & Weigand, 1996)

xxx 

DM ( ) 

( 2002; 2002) DM (

2004)

( Yahoo )

( )

Fogg Tseng (1999)

(1) (Presumed

Credibility) (2)

(Reputed Credibility) (3) 

(Surface Credibility) (4) 

(Experienced Credibility)

Whitehead (1968) (Trustworthiness)

(Competence) (Dynamism) (Objectivity)

Sivakumar Weigand

(1996) Kukar-Kinney Walters (2003) 

Hviid Shaffer (1999) 
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(Goldberg & Hartwick, 1990; Compeau & Grewal, 1998)

(Gupta & Cooper, 1992; Mobley,

Bearden, & Teel, 1988)

1

(Assimilation-contrast Theory) (Sherif, Sherif, &

Nebergall, 1965) (Optimal Arousal Theory) (Berlyne, 1971) 
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18 2

(Subjective Price

Acceptability)

U 

(Chezy, 2004)

2

U

3

(Perceived Credibility)

(Moore, Hausknecht, & Thamodaran, 1986)

(Lafferty & Goldsmith 1999;

Goldsmith, Lafferty, & Newell, 2000)

(Credibility)

(Believability) (West, 1994) Devito

(1986) (Quality of Persuasiveness) 

(Hovland & Weiss, 1951)

(Attrution Theory) 
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(Jones & Davis, 1965; Kelly, 1973)

(Telling the Truth)

(Settle & Golden, 1974)

(Lafferty & Goldsmith, 1999; Goldsmith et al., 2000)

Dodds Monroe Grewal (1991) 

Schiffman Kanuk (2000) 

4

(Jain & Srivastava, 2000; Srivastava & Lurie, 2001;

Chatterjee et al., 2003)

Kukar-Kinney Walters (2003) 

(

)

(

) 5

2x2 1-5

( ) ( ) ( ) 
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( )

( ) 

( ) 
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187 94%

(33.2% )

(

) ( 7

) (2x2)

DM 

144 36 

( 2 test) 

DM

2003 

49.9% (671/1344) (

) 87 15 17.2%

66.9% (534/798)

24.3% (9/37) 

20% 
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94% 80% 

Beltramini Sirsi (1992) 

vs. 

vs. vs. vs. 

( ) 0.87

Dodds et al. (1991) 

Likert Type Scale 1 5 

( ) 0.77

1 5 

(Mean =3.47 Mean =2.97; F (1, 142)=9.55, p<.001) 7 

(Mean 7 =3.42 Mean 

=3.03; F (1, 142)=5.63, p<.05)

(M=3.52 2.95, F=18.02,

p<0.0001) 7 
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(M=3.34 3.13, F=2.27, N.S.)
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(F=6.42, p<0.05) 2 

7 

(M=3.80, 95% C.I.=3.54~3.91 3.02, 95% C.I.=2.90~3.27) 2 

(Hierarchical Regression) 
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1 U 

1 2

3

( = 1.02, p <0.05)

( = -0.30 -1.30,  p 0.01)

2 

( = -0.33, p<0.001)

3 

( = 1.01,

p<0.05) 3 ( =

-1.33, p<0.01) U 2

U
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18 2

2 4 3 

(r=0.32, p<0.01, =-0.32, p<0.001)
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Control Variable

Main Effects

Curvilinear effect
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4 

Baron Kenny (1986) 

( =-0.39, p<0.001, 4 2)

( =0.32,

p<0.001, 4 3)

( =-0.33, p<0.001, 

4 2)

( -0.39 -0.32 t -4.93 

-3.89 4) 5 

(Grewal, Munger, Iyer, & Levy,

2003)

(Dick, Chakravarti, & Biehal, 1990)

(Lichtenstein, Burton, & Karson, 1991)
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18 2

(Shopping Benefits) 

(Garbarino & Edell, 1997) CCM (Characteristic-

correction Model) (Gilbert, 1989) (Framing Effect) (Kahneman &

Tversky, 1979)

(Cognitive Misers) (Risk

Avoiding)

(Cognitive Elaboration)

(

)

( )

6

(Urbany, Bearden, & Weibaker, 1988)

(Srivastava &

Lurie, 2001)

(Lichtenstein & Bearden, 1989; Lichtenstein et al., 1991)
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(

) 

7

Srivastava Lurie (2001) 

Biswas et al. (2002) 

Srivastava

Lurie (2004) ( )

( )

(Theory of Planned Behavior)

(Ajzen, 1985,

1987, 1991)

( ) (

)
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1= 5=

(Mean 

=3.74, Mean = 2.50; F (1, 98)=47.02, p<.001)

(

)

1= 5= 0.83

(Mean =3.09, Mean =1.84; F (1,

98) =150.24, p<.001)

Srivastava Lurie (2001) Lichtenstein et al. (1991)

1= 5=

0.84

Dodds et al. (1991) 

1= 5=

0.82

DM 

DM (DM A)

Beltramini Sirsi (1992)

3.39 0.65
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18 2

5 

(M=2.54, 3.29, F=24.54, p<0.001) 

(M=3.71, 3.30, F=16.05, p<0.001)

(M=2.65, 3.17, F=11.90, p<0.001) (M=3.79, 3.23,

F=29.72, p<0.001) 6 7 

F=18.03,

p<0.001 F=5.28, p<0.05
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2 3

(M=1.96, 95% C.I.=1.66~2.26 M=3.35, 95%

C.I.=3.05~3.65; M=3.23, 95% C.I.=2.93~3.53; M=3.12, 95% C.I.=2.28~3.42)

(M=4.11, 95% C.I.=3.91~4.31 M=3.47, 95% C.I.=3.27~3.67; M=3.32, 95%

C.I.=3.12~3.52; M=3.15, 95% C.I.=2.95~3.35) 8 
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(Mackenzie, Lutz, & Belch, 1986)

Kukar-Kinney Walters

(2003) 

(Biswas et al., 2002) vs. 

Biswas et al.

(2002) Kukar-Kinney Walters (2003)

7 

Biswas et al. (2002) 

Kukar-Kinney Walters (2003) 

Kukar-Kinney Walters (2003) 

Biswas et al. (2002) 

Kukar-Kinney Walters (2003) Biswas et al. (2002) 

Biswas et al. (2002) 

Kukar-Kinney Walters (2003) 
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