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<ABSTRACT>

This study presents a conceptual model of the impact of consumer
product knowledge on brand loyalty by organizing literature on four
variables: product knowledge, perceived value, customer satisfaction and
brand loyalty. Therefore, this study studies ways to provide consumers
with accurate product knowledge to enhance perceived value and
improve their satisfaction and loyalty. Specifically, the purpose of this
study is summarized as follows:

First, look at the direct impact of consumer product knowledge on
perceived value. The more knowledge consumers have about a product,
the better they know the advantages and disadvantages of each brand
product and the more objectively they know about the brand product,
the more accurately they can perceive its value.

Second, look at the direct impact of perceived value on brand loyalty.
The perceived results of the consumer on the product determine the
attitude to the brand and the consumer attitude determines the behavior.
Thus, consumer product knowledge can indirectly affect brand loyalty
through a mediating role by perceived value.

Third, look at the impact of perceived product value on customer
satisfaction and brand loyalty. To this end, through empirical research
by survey on Chinese mobile phones, we identify customers'
psychological needs, provide perceived value above rivals, and present
marketing strategies to gain more competitive advantage in the market.

This study carries out theoretical research centering on domestic and
foreign prior studies related to product knowledge, perceived value,
satisfaction and brand loyalty. In order to establish the causal
relationship between the factors, research models and research theories

are derived, and empirical research by survey is conducted at the same



time. To that end, the company will conduct an empirical study to verify
the hypothesis through a survey of customers who actually use Chinese
mobile phone brands.

The empirical analysis was analyzed using SPSS 25.0 and AMOS 25.0
through the data coding process for customers using the Chinese mobile
phone brand. Frequency analysis, factor analysis, reliability analysis,
correlation analysis, and structural equation model analysis were applied
to the analysis methods.

The research results clarify the path and role of product knowledge
affecting brand loyalty, various theoretical studies on consumer product
knowledge, perceived value, brand satisfaction and brand loyalty, and
theoretical and practical suggestions on corporate brand management
and knowledge management.

First, product knowledge is divided into subjective product knowledge
and objective product knowledge, and subjective product knowledge and
objective product knowledge pay attention to perceived value. But the
influence of subjective product knowledge is better than objective
product knowledge. Therefore, enterprises should actively provide
information about products or services, expand the channels of product
knowledge dissemination, enhance consumers' product knowledge and
enhance consumers' perception value when they need to identify a'nd
manage their customers' product knowledge.

Second, perception values are attributed to functional, emotional, and
social values that are noted for brand loyalty. To improve customer
loyalty, increase customer perception value. In other words, companies
should pay attention to their customers' functional value, social value
and emotional value when they are marketing. Consumers should
consider whether the brand's functional value (performance, value,

convenience) and whether the brand's emotional value (satisfied) are



good experiences when buying a particular brand of mobile phone.
Therefore, while enriching the function of mobile phone, enterprises
should focus on highlighting the provisional value and social value of
the product. The brand management should satisfy the consumers' social
and emotional needs, raise the consumers' social image and satisfy the
consumers' emotional needs through brand management.

Third, the impact of customer perception value on brand loyalty
awareness 'positive (+)". In particular, the customer's perception value,
social value, functional value and emotional value will have a lot of
impact. To meet the customer's needs, the most important thing is to
provide social value. As a result, cell phones should be an effective
means of communication that allows their phones to be socially
recognized and highly reputable.

Fourth, brand satisfaction is influenced by customer brand loyalty
awareness "positive (+)". Therefore, in order to increase brand loyalty to
the phone and maintain it, the most important thing is to achieve
customer satisfaction. To this end, brand managers must improve
service satisfaction and meet their customers' needs faster than their
competitors.

Fifth, in the relationship between product knowledge and perceived
value, subjective product knowledge and objective product knowledge
were analyzed to have a significant positive influence on brand
satisfaction through the medium of perceived functional value and social
value. And subjective product knowledge, objective product knowledge,
appears to have a significant positive influence on brand satisfaction
through the medium of perceived functional value, social value and

emotional value.

Key Words: product knowledge, perceived value, satisfaction, loyalty
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[e] BA . (2018)

9.0] BRl=e] Mulas f 425 ¥ g7 etk
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A=) FofZol A Algets AMu|27t &4 whSei), o] FiEe e e
ol FEAA F vk, e FUFE 2= vu & o, o] Bi=d Y
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Toll Al o] Fui El - A o]t} Basu(1994)
N 3. 5UES oA FullskA "uhd, o] HdHEE A
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o
o 4TS BAEl foEer wAd 717} glutd, Al Sasser(1995)
ZolAl A7+ Aol
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5.0] BA= FoEe] Ausk glow, g gejgy, | (1988)
6.0 2% o] BE FUES AlE AT Aot
RE A /Mde Likert—type7d HE(1=738 18%] &t} 7=v]$ 18t})
E AF&ste] AT FAAR] AEFAA S Aestd v <x [I-5>3 ¢
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T L Lk w3 5
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o) 7 2= =) 7bgl 713 1. 1-16 16
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IV. AZF 4+

(6.74%), 40t o] 27H(7.59%)°] 2

= gk @ £9 157H(44.1%)°) 7P =3, AEgE A 9 ¢ 82
3

fru
§2
rlo
-
ox
o
S
e
32
o
o
L)
i)
M
kel

8(23.03%), 11%36%(10.11%), e A 2 £%13478(9.55%), 7|€t 473
(13.2%) 0.2 Yeyth mprwozn 25 Ry= 10099 w1 vk 1014 (28.37%),
1009F~200%H  wlgk 1027(28.65%), 200%F~300%F]  wlgk 1067
(29.78%), 3007+L4~5007+- w|wk 3678(10.11%), 5007+ o] 1178(3.09%)
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<X IV—-1> 2F+EH

4 54

T HE(H) T8 & (%)
U} 147 41.29
!
o] 2} 210 58.71
10 o 24 6.74
20 247 69.1
ik
30 59 16.57
40 ) o]Z 27 7.59
15 £ 36 10.11
Ao At 2 =4 82 23.03
4 st A 2 £ 157 44.1
sk A 2 4 34 9.55
7)€} 48 13.2
100 RH w vk 101 28.37
100~200 7H) w5t 102 28.65
A5 200~300 ¥H w] vk 107 29.78
300~500 ¥H1 m| 36 10.11
500 WHl o] 11 3.09
G 357 100
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2. 394 29E8H

o ATrelA AREE AT
3l7] 9lsl AMOS & &85} 4
oA eSS Adlste PSS AASGT. FAHSR FHAA A%
A2 1T HFHE] s weol & dvh), A AFA A 2

ol WA FreiEZel el =ow, FuE #d JEE Wol Ale & 5 U, 7l
&

Betsivt SRt (x?(pvalue)=1006.931(0.000),  df=674, CFI=.972,
GFI=.877, NFI=.920, RMSEA=.037).

2 A A= Cronbach's a A& o]&3ste] A5 V&S] AFEE HS53H3
t}. dubA o & Cronbach's a9 ko] 0.6 ©|3}o]H

=
AF =7 Ew=oh WA AEACAA S FHE del’HE #A5Y,  gisE e
Cronbach's Alpha A5 %t°] 0.855~0.952 & R 0.6 o]4t9] AE Ho] A&
< WH Aol Fof, AFEETF 52 Aow YEH

<} IV-2>9Me HZ Ao =, AVE(Average Variance Extracted)
2 BT 0.5 oo yERth. EgE CR(Critical Ratio) #h2 =% 0.6 o]
o= yehgton, 0.693 5E 0.902 7H4 £ Aoz ey, B Ao B35
T FHEEAde] vk dderi
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902
879
761
.820
693
776
851
854

AVE

715
717
665
701
671
714
717
723

Cronbach's
alpha

952
938
885
903
855
882
935
929

Coefficient

851
859
826
871
847
822
851
838
864
820
861
861
853
819
735
867
816
838
43
836
831
744
866
842
853
844
838
774
855
861
865
883
838
856
856
858
845
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8
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A
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.037

.920, RMSEA

972, GFI=.877, NFI

674, CFI
- 54 -

.837

df

1006.931(0.000),

x2(pvalue)




SK OK FV AV SV EV | SAT | LOY

rE
4>
o,
ey
el B
3t ey

SK | 4633|1282 | .715

520+
OK || 4545 | 1.269 717
(.270)

.002#x | 465%x
FV || 4756 | 1.341 .665
(.252) | (.216)

489k | 545%x | 53]k
AV | 4584 | 1.263 701
(.239) | (.297) | (.282)

608%x | 519%x | 413%% | 552%x
SV (4738 | 1414 671
(.370) | (.269) | (.171) | (.305)

510 | 561k | 490%x | 1.011%x | 604
EV | 4547 | 1.324 714
(.268) | (.315) | (.240) | (1.022) | (.365)

583xx | 591sx | A83wx | 426%x | 530%x | .424%x
SAT || 4.580 | 1.398 717
(.340) | (.349) | (.233) | (.181) | (.281) | (.180)

039k | 521wk | 511wk | BT78%x | 554xx | 547wk | 502%x
LOY || 4.585 | 1.319 723
(.291) | (.271) | (.261) | (.334) | (.307) | (.299) | (.252)

1) XS AVE &, ()& B3ASAS 3.
F2) *x; p<0.01



4 7k 7hA,

-

715
EV=ZA4 A

2, FV

A AE A

%

2]
1l

L OK=71%

A4

SE
=3

37 A

3) SK

==
T

X

™
N~

SV=

A2k 74,

(0.000),

DF=683, CMIN/DF=1.560, CFI=.968, GFI=.871, NFI=.916, RMSEA=.040 =

Yo gz Aoz 73X

1065.397

IV—4>0] vpehd wlsh

-
e A

=

-
1o

x2(pvalue)

Fek 23t <

°©

K

]

-

AEE R
A

IV—4> **%)

-
It

=L

=

o

=

BA Azl <H 2-2>, <H 2-4>, <H 3-2>, <H 3-4>& A|93}

7Hdeol AYEAt. (<
0.349(t=5.772, p<.001)Z e}, #Fe] F

4. 744 A
1) 74 A
<H 1-1>2] A

11

A = A

KeN
-

Aoz Yeh} <H 1-1>

e v

3

o

=

-
1o

-

=

-
1o

-

AF] F
0.268(t=5.196, p<.001) 2 L}eRL}, A|E9] F

<H 1-2>9]

A H AT <H

1
s

Aoz Yeh, <H 1-2>

A=

ol -2
IR,

o

Al o

2

-
1o

-

0.476(t=7.542, p<.001) 2 e}, #AF9 F

A= H AT <H

KeN
-

Aoz yehy, <H 1-3>
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ol -2
IR,

o

2

-
1o

-

0.299(t=5.576, p<.001)& L }EI}, A|E] F
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!
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0.285(t=4.704, p<.001)Z L }E}}, ]3E <]



of skl ol d&de vA= A

1-6>9] AFS A Aol

=0.368(1=6.828, p<.001)Z elL}, AFe] Apd 2o Azg FAH 7}
of diate] o dFL vAE A& Ve, <H 1-6>2 A9 =t}
<% V-4> 7bd A58 Ay

7+ Hypotheses Estimate | S.E. t-value | KjEHOiEL
Hl-1 xﬂgﬁg -—> | 7154 7HRInl .349 061 | 5.772x%xx Xy et
H1-2 xﬂi;ii%fjc —> | 7R Jbxn2 | 268 | 052 | 5.196%xx | XfEY
H1-3 Kié%lijcl -=> | ARRA 7FRIn3 476 063 | 7.542%xx XHEd
Hl-4 xﬂg%ﬁg -—> | AR 7HXInd 299 054 | 5576w |  XYEH
H1-5 Kﬁ]%%ﬁQZ -=> | 7]A ZFRInl .285 061 | 4.704%x Xfj o
H1-6 xﬂ;ﬁiﬁgz - | AR kN2 | 368 | 054 | 6.828%xx | e
H1-7 ﬁ]giﬁlﬁgz -=> | ARRlA 7HRIn3 .301 061 | 4948 | K=Y
HI-8 | qadiae | - | A48 7nd | 407 | 056 | 72190 | M
H2-1 | 7154 7IRInl | --> | B30= QhE&n5 | 169 063 | 2.685%x A EH
H2-2 || Z8A 7}RIn2 | --> | B3l 9E5%nb | —14.179 | 11.583 | —1.224 717}
H2-3 || At8lA 7HRIn3 | --> | Hfi= 9h&EEn5 | 194 068 | 2.828x L
H2-4 || ZAIA 7HAnd | --> | B9= 9F5&nb | 13.657 | 10.893 | 1.254 7] 7}t
H3-1 | 7184 7FxInl | --> | BHE S =n6 | .139 064 | 2.168%x XHi =
H3-2 || Z"A 7}&In2 | --> | B3lE $4%n6 | —2.993 | 2.063 | —1.451 717t
H3-3 | A& 7FAIn3 | --> | B3l F4=n6 | .143 071 | 2.030%x Xjj =
H3-4 | ZAAIA 71And | --> | B8E FA4en6 | 3.135 | 1.935 | 1.620 7]zt
H4 oiabrg | - | MM FYEn6 | 251 | 111 | 2257w |

XQ(pvalue)=106-5.397(0.000), df=683, CMIN/DF=1.560, CFI=.968, GFI=.871, NFI=.916,

RMSEA=.040

Z) **p<0.05, ***p<0.001
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=0.301(t=4.948, p<.
of Wate] fol® GFL vAE AoE vheht, <H 1-7>2 A

1-8>¢ AF] ABA AHo] Az® AAA A HAE FFE v,

)
i

=0.407(t=7.249, p<.001) & Yel}, AF AfH A2 X7+
of vhste] freldt Aee WAL Ao Yen, <H

1
<H 2-1>9 AZE 7154 77k Bds wERd WAL 43S B,

(t=2.828, p<.05)% YEY, A7 2134 7Mx & A= e st

<H 3-1>9 Az 7154 77 Bas 4R ndE 9% p
=0.139 (t=2.168, p<.05)= Y¥ElH}, X H 7|54 7HA& Bd= SAHE
stel frel@ 9@ VAL om JEn), <H 3-1>2 AY Hgith <H

3-3>9] AZ® A3 T BAs 2R nxE d%e 3,,=0.143

(t=2.030, p<.05)= e}, A7kd Absl A R BAlE SR ekl #
%t o33ke n = Ao w e, <H 3-3>2 AE ok
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<Y N-1> 9799 24 2

GwepEs
ni’)
,-'/‘
g 2257
Hajc 4o
> ns
7249
HAA 714
n4
2 1) Ad(—) A=, AH(--—>)2 7124
2 2) A ARty

2) AEANA T BdE =L 9 BAdE AT 719 BAGA AZ4E 1A
o MiAES} AZ

<H 5>9] AFAA} A= vSE 9 va= FAE ko] BAoA Xzt
7}x19 wiNEE ASs7] 98] Hayes 7} 7023 Process Macro Model 4

2 Fgsglnh

T8 AFA Aol B WSk sk F(+)9 JTgFS A3 Adye <%
IV-5>9} o] Qeotet) B4 AIE AHu, F34 AEA2 o] AZH 714
S w2 BA= vEro] g8kS unX+= DE(Direct Effect): 0.286 ©]il,

0
t—value=4.968 > [+1.96] 2%, F9(p<.001)3-A velwttt. A8 715 F
71% 2 7}X](IE=0.045, Boot LLCI=0.007, Boot ULCI=0.090), A}3]% 7}x
(IE=0.068, Boot LLCI=0.013, Boot ULCI=0.130)¢] wi/l&x7} 9&& A=

99t webd <H 5-1>& $3 Adse], T34 AFAH0] HAZ BEE
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ol 4HHel JFS v F = 9

£2 BY, F04 AFEA0l A7E AHAE iR BAE BER I
M E AzelA AZE 75 sAe AEA pRE wdast o A7
AAA X AAH A AR} ks BAARE e webA
<H 5-1-1>3 <H 5-1-3>2 AY=Jor}, <H 5-1-2>3 <H 5-1-4>
= 717 HA

IV DV MV DE SE t-value LLCI ULCI
158 TR
ma wmge [T Z:,P @Kj‘ﬂx] ......
......... :..........—........ 286 057 4968*** 173 400
MEAA | wme | AEE A
AAR 1]
Boot Boot
IV DV MV IE Boot SE LLCI ULCI
...... 1SR AL 045 021 007|090
2R Baic FATSESIVIS| .021 .031 -0.038 .084
S ESSIN CIES AP A 71R] .068 .029 .013 130
W ESEVCAN| -0.031 .034 .100 .034

Z) x*x%; p<0.001
IV=Independent Variable, DV=Dependent Variable, MV=Mediating Variable,
SE=Standard Error, LLCI=Lower Limit Confidence Interval, IE=Indirect Effect

APA AEA A A E THAE wylE Bs vkl tak F(+)e] dF

0.338 ©]aL, t—value=5.957 > [£1.96] & F9(p<.001)aA] bkl A7z}
d 7}H F 71% 3 7k (IE=0.037, Boot LLCI=0.034, Boot ULCI=0.077), A}
3]% 7}x(IE=0.044, Boot LLCI=0.009, Boot ULCI=0.088)<] wi7j&z}7} <l

ASHAT. wehA <H 5-2>2 F& AQgso], ARH AFA Aol B
T REESLo] AR GEs vzt & 5 Ao

l L84
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XE By, ARH AEA2e] A7tE HAE AR BAE BEEe] S
FAleh Ab2l A ZHA = vz EdrE o, A2
d 744 Ao AAA A= s gl A4 YE e, ot

H 5-2-1>3 <H 5-2-3>2 A8 ¥, <H 5-2-2>3} <H 5-2—-4>+
712k = A

A
rlr
oM.
fru
=2
>
X
s
i
N
olr
a2
N

X
A

<® V-6> ATA AEAAT HAS WEE 7] WAA A2t shx|e]

o) & ake 2t

v DV MV DE SE t—value | LLCI | ULCI
715 71X]
- I Z:.P Kéﬁﬂx} ......
......... resnesee e 338 057 5 957 % %% 226 449
AZRA | uEg Ate] A ZHR]

ARA 71

L

Boot Boot

v DV MV IE Boot SE e | e
715/ 7% .037 019 .034 077

AR B FArSESEVICS| .029 .044 -0.054 | .120
ARy | wae | MSEERL 04 | 00 S L
AR 7HR] -0.039 .044 -0.130 | .045

AFEA 2] AZtE A E wpR BAE FAHEM dFS vX= DE(Direct
Effect)¥ 0.187 ©]al, t—value=3.447 > [£1.96] 2% H2(p<.001)3A 1}
bttt A z9 7Hx] S 7154 7FX (IE=0.050, Boot LLCI=0.014, Boot ULCI
=0.097), 244 7}Fx(IE=0.086, Boot LLCI=0.030, Boot ULCI=0.151), A}3]
2 7} (IE=0.069, Boot LLCI=0.019, Boot ULCI=0.124)¢] w7} &3}7} 9l

= ASHAJY w2k <H 5-3>2 F& AYE], oA AEAAHo] His

lo
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VA AR2eM AE s H 7HA, A 7R ek AR A TR = wiA m k)

o)

AN - 3

<H 5-3—-1>, <H 5-3-2>3 <H 5-3-3>+ AAEYEAo Y, <H 5-3—-4>=
712} =Sl

I\Y DV MV DE SE t-value LLCI ULCI
7165 7R
o aage [ SR
......... :..........—........ 187 054 3447*** 262 464
ISIE2SPN! ENT AL2] A Z1A

ARA 71

L

IV DV MV IE Boot SE EE?I S‘E‘étl

1SR 7R .050 021 014 .097

ZA gl ZRAA 7R .086 .031 .030 .151

ABAY | syE | ASRR 1 o0 | 02 019 | 124

AAA 7HR] -0.029 .031 -0.092 | .032

Z) *xx; p<0.001

MBA AFA A o] X2t 7HAE w2 BlE T gk F(+)e] 9
S Hdss A < V-8>3 o] gokdny, &4 Z2as Avrw, A3

AFxEA Aol X7t 7HAE wi/lR BlE SR 9&FS v X= DE(Direct
Effect)¥ 0.158 o], t—value=2.973 > [+1.96] & 2 (p<.01)3}A e}
Wb A Z4E 7hA T 7% 4 7FX(IE=0.041, Boot LLCI=0.011, Boot ULCI=
0.075), A4 7FA(IE=0.119, Boot LLCI=0.039, Boot ULCI=0.214), A}3]%]
7}FA] (IE=0.045, Boot LLCI=0.013, Boot ULCI=0.083)¢] wi7j&s7} &<
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<H 5—-4-1>, <H 5-4-2>3} <H 5-4-3>2 A Loy, <H 5-4—-4>+

v DV MV DE SE t-value LLCI ULCI
7154 7HR]
- wae [ e
......... ; ..........:....... 158 053 2973** 054 263
AERA | a4z | AEAHAL
AAA 7HR]
Boot Boot
v DV MV IE Boot SE L ——
7158 7Rl | 04l 017 011 .075
7R gl ZRA 71K 119 .044 .039 214
REAA | % ALE) A 71| .045 018 013 .083
AAA 7HR] -0.037 .040 -0.013 | .036
Z) *x; p<0.01

A, aulAte] ABA AE A
JER], AR TRl w02 fe)d QFe WAL Aow Uh), <H 1-5>%
B <H 1-8>71% 2% AdEo] <H

A, AL A A S A5 H K= Bas wEwd fold JPS vHE 3
o= e, <H 2>% RE HuEu.

A, ASlA 7Fx e} 7154 7HA = BAE SR fog 98-S mAE= A

v
rlo
:ﬁ%
)
i
32
v
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