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Abstract

This paper describes study for methodology to control consumer expectations to strengthen
the competitiveness of retail stores. In order to control expectations of consumers, it is necessary to
clarify the implicit expectations that consumers have and to propose new expectations in addition to
expectations consumers have.

Manufacturers have send various messages to the consumers to characterize their company and
products. These messages are often based on competitive axis of the industry. Therefore, messages
issued by competitors are also conforming to the competitive axis of the industry. As a result, various
businesses repeatedly provide similar messages to consumers.

By those messages provided by the manufacturers, the “superficial expectation” which the
consumer manifests will converge in that direction. As a result of such processes, the values
proposed by industry and enterprises will be homogenized, and similar products in the industry will
become commoditized as maturing. As a result, retailers dealing with the same merchandise can not
differentiate and they are forced to compete in price.

In order to overcome such a situation, it is necessary to clarify the “implicit expectation” that the
consumer has. By expressing the “implicit expectation” that the consumer has, it is not necessary to
appeal the product itself to the consumer but to appeal the experience that the consumer can enjoy
as a result of using the product at the store. In other words, consumers can enjoy “experiences” and
“value” obtained from them by recognizing their own “implicit expectations”. As a result, retailers
can compete with other shops by customer experiences from the purchasing process, rather than
competing with products or prices.

In this research, factor analysis and principal component analysis are performed based on a
questionnaire survey, and a method to assume expectation that consumers are expecting is shown.
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