211 ZAYSHAT masd H15 20194 2% (pp. 211~241) http://dx.doi.org/10.17287/kmr.2019.48.1.211

0o|Ok(Fxixp)
AlSChstn Astnfstolira
(ennuie7@snu.ac.kr)
O RH(mAlx{xp)
AlSchstn ZAchst
(youjae@snu.ac.kr)

& A7E A $4dM AR AdRgE st 719 viAe 9FFe ARt AF1A suUAd &
o 489 ¢ e AP AdS AT, A2 nARE 7 Apdo] YA 2EE nAe 9%
TSk 2 o] SlEd Fejol wet ofEA DA =rkE AuRgin.

g dA7dde ve 2o A, U e W’”é?‘éfi A, sk #Held, A 4 Aoz 744
e et =4, svAd 84 VH IAZZe FUAE ZHEE S aARAR dFS mIAE A
syAd 2EEe i Ess 2 ‘OWE} A7 474 A %— MRlEE, Held, BAES sUAd =
°ﬂ @ 9= vizod, Aol FUAd 2EE UML S FelaA sttt AR, SUAd nA% 3
1 3 NSkt Heldol uAd 2EE viAle 9FE 2 PE ]°‘ EHOII g AoE yeyt, FAHCE,
st Wshidl, AL UM o 23 JF gQlom AHn
= A7 F2 g Al oA bRl 2 1473 Ad io”‘El sy ghe AE2E 87 A
= 2AA et AdM 2 9eE st 2% SUAE 82444 FUAd 2EEE
1A g 1 FAd 7P°ﬂ g OH%* Zﬂ%uﬁi’ﬂ A g %}‘Eﬁol A sl e 25l 4

o]

M

kS

o

L —T~
o oﬂ,

o> mr oro
oot e

o,

i SleE s

. M2 A APz Hog thies BE HAd
A ‘1'“36}74] "t} (Verhoef et al., 2009). S1E{Yl,
w2k, nto] 5 AE=E 24 HAo] 5t

HZ e Y SN A M2 ddd WA 2 _é U5 tAgste 1 HE A shE 1

oA FEAE & AX SUAER o] Fsta it 2AtH(Nash, Armstrong, and Robertson, 2013).
syAde A4 Bxe A d3d AH2~E Y Al A dd gid 7)E dFES
AFgoEn o] gRjlolyt @il o= F2 @dAd Ala(single-channel mindset)e]
ol Fufjsiriete $Y98 AP & 7 A=F A o] FofAA% Berry, Carbone, and Haeckel,
at= Aolth(Righy, 2011). A@< 1ol A5, 2002; Rose, Clark, Samouel, and Hair, 2012),
Bale, dujabd, ArUAeld & 71 AdEge geHded 28 T2 UtH(Grewal,

2018. 7. 10

S ik 3 (14 2018. 11. 13) ARE™EY: 2018, 12. 15
%‘5?‘% 20139 FH(sH) e Ao

2 dxdTAee] Ads Top #9505 (NRF-2013R1A1A2065855).
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Levy, and Kumar, 2009: Klaus and Maklan,
2013; Sathish and Venkatesakumar, 2011).
T A ] shte] Aol ofet o2 A
A o] FoxlE A £ AN Erade] o
3 128+ A o|tH(Klaus and Nguyen, 2013:
Mathwick, Malhotra, and Rigdon, 2001: Sousa
and Voss, 2006; Verheof et al., 2009).
A} AAZE ARG FEahs ol T shut
E Be AF AFEd A a7 o] AT (Grace
and O’Cass, 2005; Pantano and Viassone,
2015)<= 9ol 24 2FH (Herhausen, Binder,
Schoegel, and Herrmann, 20155 Nash et al.,
2013), 12-4| (Badgett, Boyce, and Kleinberger,
2007; Mascarenhas, Kesavan, and Bernacchi,
2006) 5 7141 aABAAYILE T oE AL
2 HuH3 97 zeltt, v o 7o A
< o] &sh= A=A (cross—channel) 23¢] ¥l
Wk A g oAM= gL g =
gl o]Hel Adel gt 2HE7L Fad HA 24
12 5 At & &FAE A2 Wel AYE Hel
od e AdE NEHCR AHdhe A
Sl A 2dyel ezl Ajd =7 N
2 ENG v 2y 2B g e
FAl o] &3t BFAS] AES A He FYA
g A Ad 2887 54 Afdel =gEA]
get ddd, 7Y e BF Abgshe 2
o 7%, & AdoMe Fujgsolv 2= o
2 Ado] EAsA &ow Gt 4 gl& Aolhg

(Coughlan, Anderson, Stern, and El-Ansary,

[

2006; Pauwels, Leeflang, Teerling, and Huizingh,
2011). o= &9, e=Zgel A EAARTL &
2kl A FAe Hede] dd 2EHE =Y
4= 9ith(Van Baal, 2014). +YAd g oA] A

212

ke nAES 54 FH DY <ol shte Ad
= 17s7] Bohe o] AdES oA 7 Ad
o] F4& &gate PES HoltH(Verhoef, Neslin,
and Vroomen, 2007). & A7dlME °|& &
Ag ZLEl (omni—channel loyalty)#ta H211,
TIACRE A% eIy 7He] A7 #AE A
EA7)E T8 HFR T

T eaE AN aAAR-sUANE
MAARZ kel BAE FHse &

ANBE AS BAoz 3, d

5
B8E e A75°] JAT(Neslin et al., 2006:
Patricio, Fisk, and Falcao e Cunha, 2008:
Sousa and Voss, 2006: Verhoef et al., 2007),
o] dA dtoln AFH dFe 753 4
Golt}, H|E gF AFEo] uAFF S 3t

QA H(Kim, Cha, Knutson, and Beck, 2011:
Mathwick et al., 2001) #del gt 17} ¢

=

Au HEAE o] S E ol 24E T i Wk,
& d7E Aded 2e £ svAd A
o A 24 FaAk g

g d7gol uAdgel SH L] vAE 4

|
e
o|N
=
>
Y
O,
o
X
o
_0|L
)

o

1H(Bagdare and Jain,

2013 Berry et al., 2002; Mascarenhas et
al., 2006), 2 4q@9| old 8450 T83% o
< sheAld de 54 A7 e AdAeR 75
. A AF24dM = SUAE 2HE ] g
doto] A 7 A te] #AS AVE
Zo] Al aABAR T nA e FFS A
24 gk A A7 wad 2HY I

o,

oN R o Qb pck
b1

o,
fl
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(retail format)dll w2} 2lg|d el tigh u2e] 2|
ztoly} 71di7} th2tH(Fowler and Bridge, 2010).
ol AFZARZRE uAAA /HH Aol Y
A 2Bl A= dFol 2H Y Feol wht
92t e FEA & 4 st o8 fEd
e Sl A Wb} dldo] TAMY A2k SH
oM 7 2 tie]E o] F1 $itk(Grace and O'Cass,
2005). wrebA dF24d e aAA @ A
2O 7t #AVE W Eldd et ofw

Aol & HolEAE Heldtag Fe.

2 d7E nAsd] 9w 2 g A9
Agalok st 1A BN gUAD 2
£ ¥ 4 9E ARGl FAAA BT A
2 ABE 4 9L Aol o2 Bal Ad 2 A
Aol B wo R U A4 43N e Y
o) kA Ad A2 5ol 22T 5 9 Rl

Il &7 1

2.1 0|2H 8iZ

2.1.1 syAd e

A 797 aAo] FoAddle aAHE Be
A" gt Fold 4= dtk(Neslin et al., 2006).
A fEd& tdatd e dAAR, A £
3l E281% A9 (physical channel) o 713
A (virtual channel), v 2221 A (offline
channel) o 22}%1 24 (online channel) 2 thd
Ht}(Dholakia et al., 2010: Payne and Frow,
2004; Sousa and Voss, 2006). 2|4 Ad T

AYSHT m48A H1Z 20194 22

ol 2lelge] 2| & Yool ojxl= I Wakynt ZelFel 8|

A 7R & /‘}%EPE 71
UAleld ek, Hx, dujArd, 9'}‘:)“
Fhth(Sousa and Voss, 2006).

R A2 JEHEA7ES A 711'r147ﬂ ]

ﬁ\‘%( o, JEM, Zutd, QIEHEE 7] 9x4)
3} (Sousa and Voss, 2006).

e AelA LGRS dol ATl of
77F WA ook AdE ol MY 2E AlFste
ZHLE A g Fo= Fgtetn vk HEAE
"/]Eﬂ‘”aﬂr wHAE 2edEe] de dEAer

et FEEol AHEE I IR ¥Th(Beck and
Rygl, 2015). dutdom e de st & 7 o]
A& At doke HelMe T g 7ol A
o7} AR, %HZH 42 Ad 2F FAAQD AH A
TopH FA AN dE A
el A A d 3 FEE S (Cao
and Li, 2015: Goersch, 2002).

Beck and Rygl(2015)-2 E4=0'd (multiple channel)
geHdE S e S99 5 (integration) 2t
a7 ZHel J5 A% (interaction) A=l wh
HE]Ad (multi-channel), 2224 (cross—channel),
U (omni-channel) 2lHYZ o2 F3 38l
o}, JE A (multi-channel) & 87 4%

o] o] £eiX|A] gho} 7} Ade] HYHOR £
T

tlo rx rlo ruﬂ dn e

H
ﬂﬁ’i
rOt

ks

-
o L
A pxage

28

Y=
Fejoltt. & 5], 1AL 229l Ad e oX
2Rl Aol M E0E Foied 4= A, 3 Ao
A gt B0 e AddA mol S
4 glth. Z22409 (cross—channel) & ¥% £&
A Aol M F2AQ L5 nA Y528
7FsstAY, 4 AldolA Sdd AdE g 1A
5ol dojue Feiolt}. d7Add, 54 FE
= 2ol AEH ezl AddAMe AT
UAT, 2atd Adel M e AREetAl B 4 it
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i)
28
e
S
- B
E
O
[
QO
=]
5
@,
rlo
\ R
i
-
td
i
2
e
iy
o

=

o e HsAds £
© ¢ e Ede sAT F o
d Rygl, 2015).

102 £ = Ad g7
Yeolup ol 3o whek A&
S ARESHEA T S SAsHA 2 A
ot} (Lazaris and Vrechopoulos, 2014). WA
7t Aol Ao Mul vt EYHA0R & FES B
of FH, 30l & WS HY F Yrh. v,
o e F7I1H o8 Fdtal 24 +Fat
= sYAE FM=(Lazaris and Vrechopoulos,
2014), 270l shte] Fufikstel A theFst Ad &
A AHESHAl Bt whebA g Afd oA Y] vk
o] 2 Ao e S wXA 2 Aol
o oA, 7o) fAt|EoA HEE A3
o4 Axo 2k W, B4 AXA A3 A
A Fol fAtel Eo A ek AlF H E(d
3 F) % YA Ggerhd, nARkEE
o]t} (Sousa and Voss, 2006). whebA]
i3

Te el 2 9k s

x
%
W
o SD

N
N,
Wi
==
e

o T x
T A

15|
=

ol YA 2HYde] Fod SR &
AtH(Rigby, 2011; Savisaari, 2016).

Ao 2 AYPAFAA AAG AAH pdH e
2 gUAE e & ozl Ao e B
omjsiAI g, A= g AL E3e ol E HEHd

HES ¢ =5 Herhausen et al., 2015).
uebA B dFM e SUAE e deE AAE
A 5= ol ﬂEﬂo'Eﬁ}b om & Ao}

Hoe FUAE S gHY deor F6kaA Ad
FEE o] HE ASAR wHsie L

= ov] & ARg-9t}. B3 Beck and Rygl(2015)
o] AAgh uie} o] Ha

Ads GEAd, 224

214

A, $UAE 5 ER A F9E T
% gol2 ALgam g e SUAdy &
9 AbeaT,

1224738 (customer experience)< 719, A=
= AH|20ke] F ol tigk WA,
$-o]th(Johnston and Kong, 2011).

20A17] FRbEY ezl Adel digh A=
Pine and Gilmore(1999)¢] 7 %74 Al (experience
economy) %+ Schmitt(1999, 2003)2] & v}
A" (experiential marketing)olx &%t} Pine
and Gilmore(1999)+ &4 A|Fo|y M| 27}

A A

o] o] A3l e4g AgetA] Fe 7P A oA
NNAEL IAEY AAAeln 553 71 4=
3 o 2 AAE 7 E AEE F Aok FHs)
At Schmitt(1999)€ 2 @< #7t(sense), 78
(feel), AFar(think), % (act), Tl (relate) &
o7 R, 454 AdA g wA” g

NZE F2E F589T
‘A& % (experience stores)d] ¢} ¢ Eo]
(Verhoef et al., 2009), 2Eld A3tir A=
o

Fste ads(d, ey &4, 74, 7H4 5=

FE= Mg4d d+E0](Grewal et al., 2009;
Verhoef et al., 2009) A&, olo] =Y
BglA aAZRY AdE tHee dTER A
=9 tH(Bagdare and Jain, 2013; Kim et al.,
2011; Lemke, Clark, and Wilson(2011): Maklan
and Klaus, 2011; Sathish and Venkatesakumar,
2011). Lemke et al.(2011)& &84 AFE 3
DA EAS A2 (accessibility of person/

facility), A1zt gk 7k (value for time), oF&
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7§918H personalization),
=% (competence) 5 87/ Ggo= A3t
TS Kim et al.(2011)2 & o B9 2
A BAZAER 4= (customer experience index) &
239 e, d72%, 874 (environment), &E
(benefits), HAzP3( convenlence) A3 (accessibility),
84 (utility), 91AE]E (incentive), A1 (trust)
& TN Aol %Q ATt

WA gt 7]E A7EL 2=kl (Bagdare
and Jain, 2013: Berry et al., 2002: Sathish
and Venkatesakumar, 2011)°]u 22kl (Klaus
and Nguyen, 2013; Rose et al., 2012)¢] &
Ad el ol FoAAAY, A tigk 17t
A7 = A(Klaus and Maklan, 2013)°] t+
wolth, BAld Ads 13 dF4E dF gle
U T2 g4 A7y gaA Ao v 3
(Savisaari, 2016; Sousa and Voss, 2006;
Verhoef et al., 2009). 45 dF5°] 45 3=
dl, Mathwick et al.(2001)& HEJAIE d3kel| A
o AYA 7z HrE 4" FTEA (efficiency),
94 (excellence), 474 (aesthetics), 34
(playfulness) & 471 84= Atsdit). o2
old 245 HY ZEEGY WS ﬁ‘:'é'é}?i

o|3)(promise fulfillment),

=g A9 Argto] ol Qe I 71
R AASE A2} irstel g Al

2.1.3 sYAd e7dx e 1473
APgATEY 248 #d FgE #Fad & o
(Johnson and Kong, 2011: Lemke et al.,
2011: Mascarenhas et al., 2006: Verhoef et
. 2009), sYAE aAZFEE FUAE HHY
VH AA Ty Bt g AdEo] 2A AL

AYSHT m48A H1Z 20194 22

&, AHE, A, B 5 ol FoA e ddY T
A gsAgel tek A4E R Zod 4 vk
T3k APAFoA 24 theFat AdS AA
ota AR, o Tl SUAE o] AeE
Jde TE 8902 I (consistency), A
(access1b1hty) 7N918}(personalization), 24
( 3

) 43
AL AA Adel] AHA daE wAIA] <} 7
I YUEAE EahH, ol FY A oA
ol delgtn & 4= 9t} Sousa and
g}ﬁ oﬂ}q ?,:_]'v 7‘3 ] Eslz%

g g
5 FA A4l SAdolgta Axsigion, o
= W& d#A (content consistency) 2t JJr
4 (process consistency) &2 FAETL 819
o} oo}, & 4B AR gE AES B A
THE FE e dR3S ulete, Y dHA
ME TE oA A2~ ZEA 2~ 7T I
< 9vgtt}(Sousa and Voss, 2006). wHAE
849 44 (Goersch, 2002), Z3HVan Baal,
2] 434 (Schoenbachler and Gordon,
< 57 HHLFAA Fod 24

FH Yok AT 2

)

rUS

Axfl

DO DD
=
S
Olng
flo =



Tg AR A
A gHYHES
Fera =0
ATH(Sousa and Voss, 2006).
'éo] oheket s dAd, FojdA
ol whet s Ads AR
A2+ 9T (Berry et al.,

3 25 A% J445 ﬂaiﬂﬂ} e 2ok
[e)

Br N o _I\‘::, R

=
e A 5l S

T U=

ig
=

o[ojo} - oAl

T MT‘E X}%

2010). &3]

=
-
>
N,
oy
rlo
B
)
>

ofr
o
X
ofr
o
Bk
;9,
XL

I
t to T
oSt
0%
>,
)

N
-

e}
o2
QLI
i

JJr‘”JJr HA 9] :rLUH

A Yz iy A
1, g5 7H°L§}% Hog aAS
A A (Schramm-Klein, Wagner,

olgh
=2
=

ol
ol

-

A%

o
o\o ot 2% off

%

X orE oo 2

> lo

i

)

_ﬂ

l'—H'

>
o
NSL’
;3

(F 1) 28 97 E Eoll MY nHHo £ &=
47 5 ar
dHA consistent, Berman and Thelen, 2004: Chatterjee, 2010: Goersch, 2002:
(Consistency) integrated, Hsieh et al., 2012; Montoya-Weiss, Voss, and Grewal, 2003;
harmonized, | Nash et al., 2013; Schoenbachler and Gordon, 2002; Sousa and
identical Voss, 2006; Steinfield, Bouwman, and Adelaar, 2002;
Rangaswamy and Van Bruggen, 2005; Van Baal, 2014
24 accessible, Badgett et al., 2007; Berry et al., 2010; Hsieh et al., 2012
(Accessibility) aligned, Kim et al., 2011: Lee and Kim, 2010: Lemke et al., 2011:
available, Nash et al., 2013; Sousa and Voss, 2006; Stone, Hobbs, and
choice freedom Khaleeli, 2002; Van Baal, 2014
7Nl st personalized, Badgett et al., 2007: Goersch, 2002: Godfrey, Seiders, and
(Personalization) | customized, Voss, 2011; Hsieh et al., 2012; Lemke et al., 2011:
responsive Rigby, 2011; Steinfield et al., 2002; Yang and Peterson, 2004;
Zhang et al., 2010
HeA convenient, | Chatterjee, 2010: Goersch, 2002: Kim et al., 2011: Maklan and
(Convenience) effortless, Klaus, 2011; Mathwick et al., 2001 Nash et al., 2013;
efficient Steinfield et al., 2002; Stone et al., 2002
FAIA synchronized, Bagdare and Jain, 2013: Chatterjee, 2010: Goersch, 2002
(Synchronization) synergetic, Lee and Kim, 2010; Maklan and Klaus, 2011; Pantano and

value added

Viassone, 2015; Rangaswamy and Van Bruggen, 2005;
Sousa and Voss, 2006; Steinfield et al., 2002; Weinberg et al.,

2007; Yang and Peterson, 2004
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Steinmann, and Morschett, 2011). 27< 7l
AAQI HA o7 tf-¢-3ta 159 *EL.:ILoﬂ ‘%E% %
?}:% A 84171 1743 customization) (Rose et

. 2012) == /A3 (personalization)+ A3
°ﬂ"—vL* A DAY e AHl s FA9 T A}
doz AL 9H(Goersh, 2002; Hsieh et
al., 2012; Lemke et al., 2011).

ol aBabge] JHYd Ad=E

37
Agan geteasl 7 s T 4 st

€ ¥ 523 FAolt(Schramm-Klein et al.,
2011). &gl £ S &8 E284d == 44 =
2 Y F AW, AF T A AA wj

H]-go|u} of7] W& fHrdfol gth(Chatterjee,
2010). ¥, AEA HxEoAe Frje =84
A g 2fE AT, 594 2
3y AU ETGS 24
A (00PS: Order
Online Pick Up In-Store)'@ #& MH|AE

A4 =85 45 FARATIHA AF
of AA AZolyt A&3 g5& 7t et
(Chatterjee, 2010). mehd FYAd g7 oA
Ad 7 F5&84 (interoperability) < 71 ol 7l
T HE&2 kAR anAdAE #Yde =
= T U5 Aot APgATFEANA AP AHS
2] (Rose et al., 2012)3} B0l 147 E<]
=83 89102 T&H 3 gtk (Bagdare and Jain,
2009; Kim et al., 2011).

ﬂll

(5) 514
SHY A2E Fasted 9ol 2 A

%9
A2 BE BAS AR glov], 2uAelA 3}

o
T
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ol 2lelge] 2| & Yool ojxl= S WakEnt ZolFol

H|

0}** v §-7} g8 %= th2}(Chatterjee, 2010).
O}Ur«] Ado] thE Aol Hlg BE WA §-

T % ‘jr ZF g 7 kS 1
e geldele] 14 AMu~s
1(Chatterjee 2010; Weinberg,
Parise, and Guinan, 2007), 224l A] 71421
el FEstn A2 4 A @rh(Gallino and
Moreno, 2014). sUAd A& uAse 4 +
2R A A o Ado] HAAE ek
g Ad S AHEE ol o]5e] theFd Al
= AHEehe AE sl Ade] b AdEn o
Fst7] wWige] oidet o e Tl AHEE
o o fsk7] WEolth(Lee and Kim, 2010).
dzd), EFafd @AM & 345 FH H
29 MH|AE w7 93] Eald HIEE o831
gk 2Rl WS Bl AN THRE FHE L
2 4§ 4 dH(Lee and Kim, 2010). w714
= Jﬂ"ﬂ \ﬂEﬂo] ‘JHZJOJW "’7”28 AH 25 v
PZ A

N

rlo

2.2.1 2YAd AR A2 e

2 d+e Hold d+E(Brakus, Schmitt,
and Zarantonello, 2009; Churchill, 1979;
Maklan and Klaus, 2011)¢] WH2S& w22t
stAth £ sUAld A A7 A%
g gHsy| Asl HF AdH A

oy
B 29 A7E YA, 24 PR 33 F
2o pud QYT FEHAG BoF A
AAH 02 Aste] Ageset. obAY A3 e
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A= 1583 319 AkEe] 27] FEEH A4
g AL o] dAsEAE Hrtst ol
g A B IS 78 Bgsiien, #HE4
o= Wy, A4, sk A, A4 T 570
2919 197 £&& =& § Auloldl] A-&-giot.
19 =784 Aol e E47 aQl#A (EFA:
exploratory factor analysis)<&
IARRY Ade s, Yol oiAe
552 AAGA. 284 AR E FAA ] 244
o1S Y5l &elA QQAEA (CFA: confirmatory
factor analysis)& Fdate] FAA ] A=z}
THENGA 2 WA S et w A 3
G M= L HAA UM Fag nAE A
I o sheta & 5 gle el Ee el
Ad 2AE et HAds EA st FAA Y WA
B4 (nomological validity)& & )
AL sy nAo] HA Aol HAAA

= e
28 PHE A FEE SPdAga, 98
AUEH, 2R, FEY o7k wdHE

2 A4me pHalgn. A2 SUAd Ao
QA oJElARt Aol dake ADE e 4 9
£ AREEY PR FPoA9n, AEE, 9
AY, o1 87k5%, Had Af'e Adel
=% g2 PYadT A 2UAY 1
Fulabgol Guht NS AH A2 A FEskE
A9 952 S3da, AU, 28
$HAUY oJol7t TFHES P4 s}am Helge
£HAY 21 ?uﬂ%ow £ A% 4

E
A9 5 <o} s AT, BASE &
%3 2

Uid o] ek Ald A2 Bl FAlC

Al He #714 dee Axg S FAIA
RBeA, T BH 59 ulE XeteE A E
218

g 499t 4= PYL dd Fud =R
(E 1ol A48 ANSG,
2.2.2 ARFY 2 AFEAA 54

A7y et

Baad A2"HE kA1

ML a—qq,] 31;]] ;Hzﬂ uﬂ;].;ﬂ(iq]uﬂ;].;ﬂ /\/q]ﬂ]ml
sy, dopua) 3 E FlvkE(RentE,
olnlE, i,ﬁ.a}/\)é }\-]Xl;],oﬂr/],. o] ZHIHYEL

olr

E‘r } AﬂrUHZH” é +%
THOR s sUAE S
ez F7iH a9l
olzd - Hdg], 2017).

el o] 2l

dejo] & - 92l & HToA] Fujg Ho] 9l
v aAes Wdes AR 7ete] A
o
o

] ‘é"é(39.84)il‘% o

rlr

%, A4 9

FEOR
=
o

1 5), B3F, 4, A7
Fx §F NBF 48%

AERE B FHEAL F
AZAo %7 32979
o SHA & 914(60.2%)
2 gokon 20t0(51.7%)

9} 301(48.3%) 7} v FAHAT. AL A}
Aol 48 6% % 7% Btn 1 theo g jshay

e U] 24.3%%
. Wgtel’d St 75.4% 2 VrERsiT, *EJ
£, 2009kl A 4007t
A Ve, 1 theo® 4009 6007

HH’ o, —[0

ARG, el 7

A Atel7} 33.1% = 7+

*Polﬂ 28.0%%, o] &9 o] AA 60% A==

AR

33
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(% 2) SX20| 2olH QolM 1|
Qo] P B t AVE CR
424 | (o dEd)E e/eme A9S B A Slo] 43

A wet ek 2 0148 5 gk 863 118447
(o] BAYe)E &/ezae Adel g QA o= At | oo |
7“ X—]:L‘o’]— 2= O]r/"_ . 601 857
(o] e &/oxerel Ad o] 9do| & Ho] gtk | 794 | 16.443
(o] 2lee A% eorel E= oxarel Ade] BTt G4
gl glo] Peh TN AN AAY Bo a4 @ 4 gy | 0+ | 16426
A | (o] AA9A)E &/9xaq A9E 5o T@ AR AR | o |
o] B ol Zrlo| 12 :
(o] AL &/0mekel ADS Fol Tk oz U=
2 Bela=n 9t 867 119.655| .683 866
(o] gejdel)e A% &/oxarel of| A9S o] Gal% ol o
D ANE 2ue om ed Lo 845 | 18.960
A4 | (o] LAt Lo AP o AoAT /2=l A
Jo] & AAHe] oA ofn ZS o) gatrekE Aelshu 857 | 12.982
(o] e} edele o/emael IS oA Aretaw
2uj2 e AL 2 wo| 22 geth 756 [ 11.975] .526 767
ol A9t eE &z A4S foade ol & | o |
ek 23 gl :
AR | (o] dEde)E &/ezeele e AYE T ] i
of Aol BA ge o geddd ue TuHYS o wol | 793 |12.391
we %9
(o] AFgA)el /e =a)l AL O o188 A% ohel | | o] 555 | 789
AL AL guT @ A9 B NS AL & 9 : :
(o] ejede)e] &/oxarel Ade tekal o688 A%, A
£ A4 48E 9 % gl o

@ FEoldn, BY SR 9Aed 2% AAE nAZYe AsisE deht 2 dSee

H| 53 FEo 2 YEhdtH(x*=189.26, df=61 AZ AFsayt. dud 248 3 d3se 1A

p=.000, GFI=.916, NFI=.929, CFI=.950, Aol m|&, WE A, FAE ol ot 9

RMSEA=.080). < mAgn %31 9HGrewal et al., 2009;

Verhoef et al., 2009). & AFdAdE 2do 7+
2.3.3 WHEPY A% WA 3elde U 244 oleq B
dg ARgste] 28l Ald 2GE9 22l A

Al E LUAd uAAEY] WA S g 29E 9o #A S Fd et
gr37] 98, sYAd a7 o] A oA TR 4 A3t (a9 2)o AAE
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3). Mouchly®] @2 AAAA F34 /M=
=SR] 24l (p (.05), Greenhouse-Geisser 2
Huynh-Feldte] 48 ¢¥g 245 83192
m, 2 A% BF o Ao® Yehg (p(.05), 1
Mgl 47) A 7t Hitol A Apol7) 9l&S EQl
sttt AR 4 AL 7 A 2715 AFA
o= 2w H7] 98] AFEAH (Bonferroni pairwise
comparison) = 3¢ AF(E 4), FA0l 7
A Jeb, O g H24 Ay ol
Rom, Mste 7Y e i gs B

I o Y, 9 , TUEE R AEARE

/38 (channel use pattern) T ISR MFE
o g 317”715‘ X}"]é ”ﬁ%iﬂ -‘HEH t-test 2

»
_llﬂ
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ERATHE 5).
AdAg e 54 eededn 54 AFS T



o[ojo} - oAl

(Z 3) d=54 2AEMO| JiAW &1t AF
Type III Mean
Source Sum of d.f. F Sig.
Squares
Squares
aAAE 73744 7148 47.982 3 15.994 35.908 .000
Greenhouse-Geisser 47.982 2.885 16.630 35.908 .000
Huynh-Feldt 47.982 2.914 16.469 35.908 .000
shakgk 47.982 1.000 47.982 35.908 .000
Error T34 714 438.294 984 445
(nA474) Greenhouse-Geisser 438.294 946.361 463
Huynh-Feldt 438.294 955.652 .459
shakgk 438.294 328.000 1.336
(E 4) sHAE D2HY Ko Hagtol st AlxAd
q23 71t AYA A8
4.469 4.105 4.480 4.622
B C B A
wf gk o), 2l e xedl Aol Fuf HFE S 2.3.5 =2
B3 9Boz. 8 75% o PriAe A6E
289l A 1A}k (online-first shopper)®, £ A11L LyAd 7oA aAEE H s 7|
ZeQl 75% o4 TR A% exAQ $4 7 Wk A4S BAow Stk A=Al g A
| 2} (offline-first shopper)®, Z2gx =1 3t P T Thol=gelel] FATI, S HA,
HAE 22X A8 Fuja(on-off switching — FAAIS AL &1, HAEHBA gEeh= 3949
shopper) 2 &/ttt 371 Ak 7k zbelol] digt  MERy & Azt & d+4e SUAd 247
AFEA7% (Duncan Tests) 223 6), HA A ol H2A, /s, Aed, B8 T 19 A
£ AR Aol AR AdS BAPINE & R TAAE AT A olela Ase
& 93X A% Azt 7P =A AAY D 28l AEE TN AYeR FE3 Kim et al. (2011)9]
41 P47} 7W A Adeesl e ¢ 9ol mad A9, B4, 920, 284,
A Flaks F3b S e @, SAA ¢ o AEH 59 2¢9-S dF Hkedsta 9l o] 17
fAe & - ox Mg FujzHERE opel ezl 7BEe] 9o 8/l A4S A Lemke et al.
A FuiAE 29l A FujRtd] vlE] E=A A (2011)9] AFelld =29 Az 717, 7Rl #H
Zrote Aoz Uiyt diAdez Ad Adg 4 24 TY AdHAE fAker Aoty 2y 99
o] & & 0% AY ol Ake] AAYE  HYATEL Repertory Grid B4 B¢ 27
w71 A7se Aew Ueia g, Qo] TAR AFAL $4o] o|FlAA gk
222 ZYSIHT ®4sA H1E 20194 2%
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(F b) MIASHTRIC 2F B4 2}
Sum of it Mean F Sig.
Squares Squares
A2 A= 5.548 2 2.774 2.720 .067
F e 332.445 326 1.020
A 337.993 328
Mgt Hek-7k 15.112 2 7.556 7.149 .001
AU 344.569 326 1.057
A 359.681 328
Agd Aozt 11.206 2 5.603 6.102 .003
A 299.360 326 918
A 310.566 328
A Ad-gt 9.299 2 4.650 5.889 .003
A 257.380 326 790
A 266.680 328
(E 6) MIASHSRIC ZF T24AE 9| Kool Cist Al=AE
22l £ Fuja(n=T73) | &+ &x A& Pz (n=135) | Lxel A FuiAt (n=121)
A24 (p).05) 4.2363 4.5759 4.4897
Mt (p(.05) 3.7763 (B) 4.3309 (A) 4.0523 (AB)
A (p(.05) 4.2009 (B) 4.6765 (A) 4.4298 (AB)
A4 (p(.05) 4.3242 (B) 4.7654 (A) 4.6419 (A)
Y(Lemke et al., 2011), Aol tigt mei7} glo] S 2tEslE P2 dgites A0NdshH S 9
gutAel uMAH L ©23t7 9o (Kim et al., =
2011), A A 8ol 83 olele ¥ SUAY Ageld 1A% A9E madte
o] B Wi 2 A= o] gH LY oA A oo F7HHQ B Bl uAEEY E4E
o Adols HH A A He A8 AT T4 TFAHRCR AHEuz sttt 4, a4 4
< B3 EEdue SHAA S8 ApEAES e ) A T Hags vl A3 SAe] P =
th Aoz gYadoxe nAAdold n7Y ki, NAs7E 718 A et 2ledelvt & -
Eo] e D7t AlFete bk Ad S Aol w ezl A ZA JiIstE AR|AE Al
gt A44ds 44 & Ju(FZA), =8H HE&= e e Mgzt 14 DB Fiol AddE ook &t
Theet AAl oA g ALES GA olsd & =d, ol AYEY TR /M =2 B
dom(Hey), 2 FAA Ad 584 (channel A FE = Aol (Cao and Li, 2015). &A1 2|
specific) AHES BAAN(TAIA), ARl &9 A oA AdEgo] Zeds 1 vkne shA R
HYSHATL ®482 ™12 20194 22 223



o[ojo} - oAl

obf &g FUME FEode X WA Wi
MQIEE Apdo] WA H7bd Ao® Heln 4, &
Uads Fal de A4 dEe 27 Azdshe
Zigi et ofed 2k A A afr
S4< dueAste FUAE Aol aAdA o
e H” ool Mujz 7HAE SAlC AlTo =y
AAE A AUAE dodla Sle ALR sfXE

H(Goersch, 2002: Steinfield et al., 2002;
Weinberg et al., 2007).
IAERH S 2 aAAE 2jo]2 Ay A
%, %H”*FO““ = Adetie BF FoshA] ¥
Sl=A. FUAE el nAEE

J"Ul.qﬂ A S ETE gEHY 7199 AdE
grol EAo= Qe BT 4 7] wEel A=
(Herhausen et al., 2015; Savisaari, 2016;
Schramm-Klein et al., 2011) 3|4 %t} DAL
248k AL o . ox AZ TujRs} Lapel &
A Fufztol| v)E] HMRkA o7 uMAHL =4 Az
ot Zo® Yyt Ad e go] v 2

QoA FAA o ® Fufdhs AHIAHES i)l A
4R olFshe Ao AtAez M &5 o 2
2 4 & Zeolth(Dholakia et al., 2005).
Adl, 229l $4 FeiAe el FEata
Szl Zfete AH| 2o dief 28]z T
=o] B dojgta AAE 4 vt whEbA
A M FAES sUAE B s F9
A= dA9H i HEE =4 A
(Chatterjee, 2010), o2 <la] nA4733d
Aoz Ui Hria 4 9\}%

= A7 7
2H Y 71do] A3} L‘/}*E oherst A
AA ol" AEE = AAA v ¥

=9E AZE Aoleh 58 A7 1A

rlo >}L

VN
o OH
r o
dz
-
=

224

7oAl mAZFe] 22l B Xl Ad =
dEE dSete a3 WFR ERIHET. A+
dre Bdof A s oAedrdE A
SFAA T, AEA =EE nAE e AdEC] v
g A7 a7, AEd2EE 9 n @A T v]X
E 9% S vuste AL 8% FA 2 5 9
S Aot} w3k B Ao AgdE YAd uA
Aol ALEL ofd e LAt wat 1 dFY
o] B 4 U Aot YH L MyAEe] ARE
o B2l aHA7L | A8 45 71 FaAIs
EAE gotd £ 9ls o JEAd nAE g
A £ 5 U2 Aot ofd #HA A7
2% A =AUk

3.1

2YHE

29HE =

ol that %

o] ojd

o guA

Y S oA e
ek ddad 3
o o|FS Bt AP
g, BEAd g
A

AF2E 2l Ald 29 Ee ezl Ad
9 AdE oA Az Mdor Sy
S =98t o AdedA A7 A 7
5l H7h7h A A~ o] Ase T &
2298 (Maklan and Klaus, 2011), 1.4
4 2298 = 229 29E9 ezl =

AY F glbe 7HgolA =

‘—/}1_ B]Eﬂo] 31 XHHE

o 'l_.
A S o] Ao| Q31|

ol

7] o]FS F571HA iH%%Zl Aagd s o



SH A 2ol 0

& AFeES dhs Aol oz, ZH Y W o
¢ S dgerhar o8 ¢ =T e
Aoltt. &, sHANE ZEEE Eole Aot
A2 E SUAE ZEEHE Mdsteta, AT
LA e FUad 242399 Adst 1A 8A
Bz HAAA UL ZHE Y Od%?e_ 2
Bzt gt gUade] g4 5171 47
Ao e] aAAA A gL & W (Van Baal, 2014
A ol et ohet g de FEolA
7”*%%7} Z0od Aoz FAotdt}(Herhausen et
, 2015). webd SUAEe] aAA el Ad
roﬂf\H +UAE 2dEd nAE dFE 3, oA
ol A glelde] oMol nA -2 L #AY
ol MA = FIFHE AR A gt APAF
o w2 Zed Feol wt Ax 54 (Fowler
and Bridges, 2010)¥ ZHde &4 Fo&
(Korgaonkar, Silverblatt, and Girard, 2006)
7 t2x, MulaFde 3 Grace and O Cass,
2005) % g2}, webx] AF200x e 247 E 9] 7Y
W A Ee] sUAE 2LH nAe 4ol 2
HY Fefel wet GeA xS Ele st gt

_L4
vr_\‘i_*uL_

f!

=

E

3.2 O|2X Hj4nt 7 M™
3.9.1 A9 2]

dvba oz e Y & 2B|AEe] 54 2H|
Ao A 4717 ?l RHEA o 7 st = A
o2 oJerh(Raj, 1985). 22y E4ad A
7t H9A 2HE Y] AdS F o 573 ovE
A "ok A A SN 2HAES A
4 & ol F den, o2 AN A&
H2p7E 54 gEdele] Ad del dolsls =

AYSHT m48A H1Z 20194 22

ol 2lelge] 2| & Yool ojxl= I Wakynt ZelFel 8|

AAT, 2 HHLHY LR o] F= U
o ek fEde s Ad g Ad ©
2Hd (channel interchangeability) 2 &3A17 2
2 M2 g2 F - H1s 7R g8 AEdEY A
UAERE do7|a, of& Baf sUAd 2459
EEA UzE HESAIHA aAS fA8 1
gtk (Wallace, Giese, and Johnson 2004). ©
o Zo] gt Ad e Bl 2B e HrAd
g7 (Payne and Frow, 2004 Ad 24

= gLy 2gEY Fag dAzAY 3l

U7 AFEdAE Ad 2 E 224 Zﬂ‘é
29E TE ozl Ad 2R FEIAY
(Dholakia, Zhao, and Dholakia, 2005; Yang,
Lu, and Chau, 2013), 7I¥ ade] digt 2L
o] e =2 JhdstatA RH(Schramm-Klein et al.,
2011), sYAd &AM Ad 2IHE &
sbe 2dEY] JdeR ST & gle 1 ool
Ue T AT S, 2ol ZHE Y ezl =Y
He 434845 & 4 drh(Balasubramanian,
Raghunathan, and Mahajan, 2005: Coughlan
et al., 2006: Pauwels et al., 2011; Van Baal,
2014). stte] A oJs) P4 el o
o 3AQ A FF I (halo effect) & E3
02 Ad=Z Hdold + Adth(Kwon and Lennon,
2009). oAd, ezl Ade] 2HE = &gele]
ol Aeete & W i Fuskl 2 + da, &
2ol Adel 2dEe exele] A} S o
1=

% Z2Ead = 3< Aol

= @E% 9 ]?ﬂl’/}(Dholakla et al., 2005).
A do A o= gl BAdelae =2
—Eé} A skl AldolAe] A tuljigte] of
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o[ojo} - oAl

Yt ddso] sle e A AR E3
gk (Schramm-Klein et al., 2011). &, 170]
£PIH ol A R FujE feix F
e de tellA T AdS ol & RACi,
& glofok @th(Schramm-Klein et al., 2011).
A & A= UL 2EEE 170l 4
eyl pul S Q8] Fe wet ookt Alde
A o2 AR, 54 2lHde] elA] 2=
2ad S EAQI PF& nFslele JE =2 Aot

3= AL wotet

A&AQl aAFAE dvf 2w vl 82 Y 5
A7) W A2 A4S fxgte Aol vlg 7]
Ao F9ES =Y F 3th(Reichheld and Sasser,
= 7199 715 F8
&2 oot Edast —ITZHHOﬂ FAE st

o FuidAE 7%*]‘?17\1 H‘loﬂﬂl A 3het
S Abgete P5e Ad Bede =9 F U
7] W] v A5 T HdE o] #AE
7ol #obd Zlo|th(Eriksson and
Vaghult, 2000).

A BA G el Tt TN AP AFl| A Thetat
Al A= 2L EE Goersch(2002) &= Kalakota and
Robinson(1999)7} A|A1gk CRM9| 3¢A & 174
= 87 29X} BEAUES AR
44 F 3tk 3%t} Hsieh et al.(2012)

A
B
AQTE 257

19} 2, Lemke et al.(2011)

rlo

226

< =9, 7, fA, A S22 AAERIT Bolton,
Lemon, and Verhoef(2004) & 34-719 #AE
AP F MR T8 SHolgta & F e 2o
(length), Z°](depth), Hel(breadth) 2 7idst
sttt olwl, #A Zol& duht et 71
el BAE FAIE ZRJAAE Eop|, WA Zo]
g o 7199 AlFelu A ~E dehd A4
st AU AHgetER 2 A oHTt, #A9] Holg 7]
Aol AFolvt M| 2E drhv wake] Be F7b
T sh=AE ettt B ATl e 7199 Bt
AY E=7(ol, CRM, E5F8A4 ) g 1t
Zo] #AY T AFE WAL FFHE 7|99
AT Qe ks nFivhe A A =9
A 25 &8sk9

= PA ]
HAa, aAEL ojddE HEE F fdd gt
g A2E T 7199 25 F A HAY
Bendoly et al. (2005)—8— H%%@O] A HrEE E

o}A]

]EO] “°L°]0Hz E}.L 0} o, AdEde] # o
Fo s o, shute] AdoA Adsidgs e
A fr8Ae =A AAs] Wit & ZAAAL
2 olFsA ¥a 54 eEde Welx A2 F
d PFs dhe AoR Nt 22 o
3t Lee and Kim(2010)¢] A7olA= Ad A9
o Zfe 2EH =9 M} Fa3 2w g
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oA AL Ao Hey 8 Bl wEs)
HEE ATLE F 7] Wi 2 Arlx~ F4
< A|ZYebA ¥ 31(Srinivasan, Anderson, and
Ponnavolu, 2002) °]= zleldele] tigt tEe
2 o]ojRt}. Zhang et al.(2010)& B3 Ad
£ 53 48 Aol 234 2407 s
A9L AT AL 1A Bolsh 2gE S
g+ drkn Faagn. ne A45EL 5
73 7

1
UNELREE o?féol EETE 719 g A

(Godfrey et al.,
Bruggen, 2005).

2011: Rangaswamy and Van

H2: sYAd 29E®

MAs} 7
<71 Aoy,

Aoz e 54 gede A AdE
dues Aol & w¥oly Ats 282 A &
o, 22 e de] delAe] Addshe &2
oA, thE e R AEHSH] 8L Fot
AA 2 O]E}(Van Baal, 2014). d&

rlr ol

HESHAT H48A 1% 20194 2¢

S Bl AES Foistn =2A wfdA
:ILUHXﬂ%é gHstAY, =214 wj el Azt §l
T AFE 2Rl AdE B8l A wFEs 5 3
Y (Zhang et al., 2010). ©]&lg AP &
ZH U2 o]Fdle AL L8 HEUA &
2 Feld o dek 1% (lock-in) P&= FE3H
Hot, webd & - exel AdEdS Bl el
o] FXE A%, uMEE HEEAN v 5 F
BE FujiAA thekst A'd & Mol ARS-aHHA]
sUAE T840 PF= oAl 2 Aelth(Stone
et al., 2002).

ZAd 78 doz Q3] thekst T
Y MR AE sk %E—ﬂ.oﬂ SLo1 Al X}O]E LAY
Y (Chatterjee, 2010). 44 »
M2 g2 38 7 A}]\"E 0431 A&
o2 AR G35 BE st nEd A g i}%

=2 7] e 93 AE S A9 § e A
o|th(Pantano and Viassone, 2015). <Ay,
& oglol mlAS Ea) 9 zalol mjA oA 3

NE
wehe AES) W9s Zolrt B e Aul s

H a'llf

£ WS 4 9lom(Steinfield et al., 2002), &
ol S FalAe 7l A AES A w4
32 g Sl A48 BEE 32

(Herhausen et al., 2015). &, s4zid 172
& 54 e delrt Algshe o Ads S0l
/\P*Q“ﬂoi’ﬁ N Ado] = Y& FAl =
T U ot old g A EY e AR A Ee A
ale SHdA tE geHde R 7he HEES =
olAl ¥]aL(Payne and Frow, 2004), 2¥}4 o=

o



o[ojo} - oAl

A% gelgedl vd v 2gEe
Aol

<72

of\
N
N
)
o F
o
il

g #d A7E2 AdEdel nAHA T
=83 95 FYedttn T4t Jth(Hsieh et
al., 2012; Payne and Frow, 2004: Rangaswamy
and Van Bruggen, 2005; Van Baal, 2014).
e 289 AU Ed nASdA] AR A=
ME| 2 55 AlFstiA A& WA E 75T F
QA Huh, ol Ade] T3S Bl Heldy
T T M2 AFsta 5] ZAAe] A
d& olFshe s U< F A Erh(Rangaswamy
and Van Bruggen, 2005).

Hsieh et al.(2012)2 ¥ a7
AR IR aAFA g 2AFAE AN SIAT 1
59 AFellM FeAul~ 719 HElAE 1A
< AE AMu 2 S A9 Al 712 g7
2 A &, & fAY FHoE Hole AR
Uebsth HEAE Lv At gk ATFE A=
EVH” I S| gdAd A E HlF| &
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Effects of Customer Experience on Retailer Loyalty and
Performance in an Omni-Channel Environment:
Comparison between Department Stores and Discount Stores®

Mi-ah Lee** - Youjae Yi***

Abstract

The present study has investigated the conceptualization and dimensions of customer
experience that can be applied to an omni-channel environment. Study 1 examined the dimensions
of customer experience and validated their measurement, whereas study 2 compared the
relative influences of these dimensions on omni-channel loyalty across the retail formats. The
focus of the present study was on customer experience management, which is the strategic goal
of retailers in omni-channel environments where various contact points are emerging between
customers and businesses.

The major findings of the study are as follows. First, the omni-channel customer experience
consists of four dimensions: accessibility, personalization, convenience, and synchronization.
Second, customer experience in the omni-channel environment appears to affect omni-channel
loyalty and consequently customer relationship performance: omni-channel loyalty is found
to mediate the relationship between customer experience and retailer performance. While
personalization, convenience, and synchronization are important predictor variables of omni-
channel loyalty, accessibility does not have a significant effect on loyalty. Third, the effects of
personalization and convenience on omni-channel loyalty differ depending on the retail format.
Specifically, personalization is an important antecedent of omni-channel loyalty for department

stores, whereas convenience is an important antecedent of omni-channel loyalty for discount stores.

*  This research was supported by the National Research Foundation of Korea Grant funded by the Korean

Government (NRF-2013R1A1A2065855).
** Research Institute of Human Ecology, Seoul National University, First Author
*** College of Business Administration, Seoul National University, Corresponding Author
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The present study is meaningful in that it has extended the traditional single-channel customer
experience and loyalty to an emerging omni-channel environment. The study provides useful
insights on what dimensions of customer experience can help enhance loyalty toward retailers
in an omni-channel environment. Therefore, this study will help retailers formulate effective
channel strategies in a competitive environment where the switching barriers between channels

are lowering.

Key words: Omni-channel, Customer Experience, Omni-channel Loyalty, Customer Relationship

Performance, Retail Format
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