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Abstract

This study is mainly to explore the Chinese tourists’ consumer behavior and
impulsive buying behavior at travel retailing stores while traveling in Taiwan.
Different from other researches taking customer’ perspective, this study adopts sales
associates’ point of view by conducting the questionnaire survey filled out by those
who have experience in serving Chinese customers at travel retail stores. The
guestionnaires are targeting to collect the sales associates’ feedbacks and observations
as an empirical research to find out the real causes of Chinese’ consumer behavior and
impulse buying behavior in general.

This research provides a comprehensive structure by starting an overall
introduction of different theories about consumer behavior and impulse buying
behavior, following by the elaboration of several topics, i.e. retail sales service, travel
retail stores, luxury retails, the current status and development of both Taiwan travel
retail industry and the Chinese tourists as consumers while traveling in Taiwan. Then,
the quantitative and correlation analyses are made based upon the survey result of 143
guestionnaires conducted in about two months and answered by about 150 sales
associates from different travel retail stores. Therefore, the causes and the factors
affecting the Chinese tourists’ consumer behavior and impulse purchase behavior
while staying in Taiwan are thoroughly explored and overall understood.

Basically, the findings from the questionnaire result are not quite the same as my
initial hypotheses. First of all, Chinese customers are highly discount oriented as their
purchase decisions are largely induced by discount offer and good pricing. Secondly,
they are obviously affected by their tour companions (i.e. friends, family & members
of group) and thus demonstrating so called the “herding” behavior, i.e. seeking the
opinions from the group and usually conforming to the social norm. Moreover,
Chinese customers do not really pay much attention to the performance of sales
service provided by the sales associates. Therefore, the empirical results imply the
social influence and culture background relatively cause Chinese customers’ herding
behavior and thus bring out their impulse buying behavior.

Regardless of the same nation, consumer shopping behavior in Taiwan and
China may not be the same, given the different economic progress and retail
development conditions. The retail industry, consumer awareness and sales services
in Taiwan have reached a mature stage whereas that in China just taking off after
1979. Thus, it might take some time for Chinese to catch up with the customers of
developed countries both in their consumption patterns and shopping behavior.



With prospect of the opening of Chinese FIT (frequent individual traveler)
market in the near future, Taiwan travel retail stores look forward to great expansion
and substantial opportunities resulting from the impending growth of tourism
business. Furthermore, the impulsive buying behavior will give the impetus to
substantial sales revenue for those travel retail stores. Hence, the findings and
evaluation from this research are expected to give some insights to their management
team as well as to provide valuable information to their sales team for better
understanding the Chinese consumers. Ultimately, it can practically assist travel
retailers to effectively design their marketing activities and appropriately educate
their sales team to provide Chinese tourists with the most satisfactory selling service.
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