creative
comimons

C O M O N S
& X EAlI-HI el Xl 2.0 Gigel=
Ol OtcHe =2 E 2= FR0l 86tH AFSA
o Ol MHE=E= SN, HE, 8E, A, SH & &5 = AsLIC

XS Mok ELICH

MNETEAl Fots BHEHNE HEAIGHHOF SLICH

Higel. M5t= 0 &

o Fot=, 0l MEZ2 THOIZE0ILE B2 H, 0l HAS0 B2 0|8
£ 2ok LIEFLH O OF 8 LICEH
o HEZXNZREH EX2 oItE O 0lelet xAdE=2 HEX EsLIT

AEAH OHE oISt Aele 212 WS0ll 26t g&
71 2f(Legal Code)E OloiotI| &H

olx2 0 Ed=t

Disclaimer =1

ction

Colle


http://creativecommons.org/licenses/by-nc-nd/2.0/kr/legalcode
http://creativecommons.org/licenses/by-nc-nd/2.0/kr/

YAt

20261

or

J_HO

N



HANSUNG
UNIVERSITY

b



A Study on Customer Journey Analysis and
Marketing Program Consulting Strategies
Based on Al Recommendation Features

in Shopping Platforms

2026 64 <



g
A9Y Ak A7

A Study on Customer Journey Analysis and
Marketing Program Consulting Strategies
Based on Al Recommendation Features

in Shopping Platforms

9 ERe A

1

a9

o

A ]\]-

=

E

9 =wo®m A&

2026 64 <

gAHEtE AA A A& A atY
snbe§ g4 E o
AntESPALY AT

N
o,
2



64

202614

—_—

(mil

a4 3 A

A 9

Al
™

a3

A 9

Al
.




ol

U]—_E__(S)_

<|

Ho

1)

B
)

)

zel

7A

AgsHe Flolet,

z}o| 7}

=
e

= 7]

°

ol 2!

ol

= 50A|9] 1A o ojHo| Ae

shwl, g4, Wi, o, ) o

4, A=, 2344 T Aelrt

a|

A



Ho

ol

gl

Ho

AL
__OO

7]

g

‘m:ﬂ-.o
el
~NH
__O._

0

IA
3

zel

sld
T

X
il

‘_ﬂo_.o
o

Hjn
8
H{

T
xr
TH

HolErh 274

)

s}7 eb7 verit. ol

%)

fol7t TAH =

Z

o 38 B4 Az, yoluel e

=2

o)
Tor

ste Aew

Aol 7t Z4

A=

RN Q14 Aozt ek thebeteh

71591

B,

oA Al FH
H2 Zpol7b ltal e
zto]7b Qlukal ureRtTh 4tHA] B4 A}, Al

A= 14

o

601:

ze]

u:H/K

<d
=
™
ol

AL
;OO

%

47

JjH o]

Z
Ll

=
T

o A AN, A7 FE-AINEFo g g

mm.o

FREYD, BAE 335

of ma} Al PULL, PUSH mtAIY ==

of wabs X Al PULL,

)
=3

Lz o= 2|7}

PUSH w}AE



T =2—— —

o|24 ANEE BriEE

2t

KA
o

Tor

i

3|
—_
ife]

e
o

w

_11_

ol

Tom

S|
A

st v2A o

%

o3|

A 7l

==
T

Zgzo| % Al

s
il

il
Bo

s

o Al oHA

el
Hn

o

4

[F00]) Al 34 7%, RAGHAE, opAE T e,



X

Hr

AE

1.1 o5 8§73

1.2 A+ 294

1.3 a7 =7

7IRF AH(CBR)F A1AH4 7wy Aol

22 3 £ BAEY BAS

A

2.

ny
o

B
Hn
[
B

Ho
<A

2.2.1 24

10

13

15

3} g A&

=
(e}

4 7

2.3 Al

15

mr
mn

s A=

A 7]

N

2.3.1 Al

17

Ho
<

,_._m.o

3} BE AvtEE

=
A 757}

2.3.2 Al =4 7]

18

=
T

2.3.3 Al

21

3} ol e

21

23

25

27

Ho

‘_n‘_.nnvo

Ho
<A

2.5 A7 A =9}

27

2.5.1 DAAHA L} 43 OAAH

29

2.5.2 IHAR(A L} &1 7=

_iV_



2.6 TAE ARUACIAT BARY ER2 TR GA e 31

2.6.1 A" AFYUA0]A TPEI} iz e 31
2.6.2 THAE ARUAOIA HBE  corrverrenriermiesrsiessssesrsanen. 39
2,63 utAlEl =272 MU} oISt WRA e 35
2.6.4 0tAE T2 788 AA] HZE e, 36

I, FHHE s, 38
3.1 AL TRA AL FloE £ HFH e 38
3.2 AF SAE FFA AR e, 39
3.2.1 7F AR 1 A ITHA] e, 39
322 7V AR 1 A 2THA] e, 40
323 7F AR 1 AF A e, 47
3.2.4 7 AR 0 A ATHA] e, 43
325 7F AR 1 AF ST e, 44

3.3 H220] ZAA O] s 47
IV. AF I v, 48
4.1 7|EEAIT BA s 48
4.2 FVAZAR] e s 51
421 AF 194 7FAAA AIF e, 51
4211 &7 SRBE AF FYONL BY A e 51
4212 1A 43 AT B2 ATl e, 59

4213 1A &8 A%E AE AL AY 2} - 65



73

4.4.2 A5 29A 714

73

AF o A=Ay gy 2at

Bl

4421

74

g zto] A}

4422 £7 EHFE HHE

79

A 2po] Avt

86

4.4.3 A5 3¢A 7HA

86

95

110

4.4.4 @3 4A 744

110

118

129

4.4.5 A+ S5HA 7344 2%

129

,ao

4.45.1 23 E3FE Al PULL vt

139

e

4.4.5.2 &3 EHFE Al PUSH mH|

150

g T At

9

4.4.5.3 Al A7 Al PULL =}

162

s

4.4.5.4 Al 3714 Al PUSH B

174

o

&2 uH

I
=

3

Az o

V. F

174

175

178

T

o Hu vm

Hjn
18
Hj

0

5.3 A3 Axt . Al} o

187

_Vi_



6.1 CAT ZE e 188
6.1.1 AT 1A BE oo 188
6.1.2 A 2THA] B oo essasserassor s 189
6.1.3 AT 3THA] R e 191
6.1.4 AT ATHA] ZE v 193
6.1.5 AT 5THA] R e 196
E16 2T} Aol ZR  cocnsmrmsmsmssrsstisisssisssossssiossssissosases 199

6.2 AT AJARRL  ceerrermmesisessisesssise s 201
6.2.1 o]2A XAl - L EEE . .. B . 201
6.2.2 AR ZHE] AJAFA e 202

6.3 uisf B BMA L AL T . 206

ZILZRA]  coveseurssssssssssssssssssssssnsssssssssssssssrsssssssssssssssssnsassansssssssssssssssssss 207

FERLELG]  covescesessursssuessusssssssunsssunsssassssssssssnsstonssssssssssssssnsssossssssssssssssoss 220

ABSTRAQGT  sweeesessessessesssssessessessssesssssessessessessessesssssssessessessessessessssesss 230

- vii -



O O O N MO - O O NN <F <t N n O N <t un o oun >~ oS0 o o<
— AN AN N "N F T N N N o 00 v v v vV v v o >~ &~
ERREE
- oA Dl E T
u CRECE I U ﬁeﬁammﬂn@
T VO /I T S S VIR - R
o T T S S S N1/ TN~ S TR I T T R SR
H.M : : : EINN m o o) : oek Mo H H H_mu B
e R R T MoB o\ R e P W o or L
| =i i b i oo or B T AR OB B g g
e AE L AR RARARRTRSTEIToORTOC b
— um —ls X S
SRR B T - SRDAAE -  J J
W T W N - = A T T I -
Jo Jo o T od o o oo o ¢ w2
] R 3 G O O N O R
TN S o_v_%%%%%%%%%ﬂﬂﬂﬂﬂﬂA%
o "R W PTER R TR I
N-oNE G R oo I N S S e S SO
L e T amooE A A A A 70 A I S o
W < = OE or e ME Hp e Hp e Hp He B om O W O W W O < A
oo B R AR AR B Wy d g od Ky
Hj o e ’e I Eﬂo Hu Hn dp Hu oWe Hy W <A 0y
o S 0 o mo o o Mo me = AR RO OT RO O W
BB NTETEERER RS AmA R AR A S
_ =1 ~
1234511234567%91111111111
A d dd d o+ ¢ ¢ & F & F v d vyt

[
[.Ti
a1
[31
a1
[ﬁ
a1
i
a1
i
a1
i
a1

[
[
[

— viii -



() o O O O ~ 0
N O O AN S o e e S
~ o~ o~ 0o — — — — — — -
B o
H ﬁE
Q. -
X JOJ H_T_ ﬁ:._
Toe
(2 W m X A
R v S ~e
) H 7r  af T L T
W pild um iy me 5 g
i Emw%ma% %wm W
o B o o %od ,_.__m.o WTM - ,_.__mo 70
~ 7l m Noxe % O mqm 7O X0 o
eI T T TR~ = ﬂ,\l N me
R, o4 d R BT d
T T
AR % o AR B B B B B
W wPeEEEEEER
LS n 0O ORD ORDORDOR!ORD RS
oy ow g L0
S 0 8 m ¥ 990 T 9 o o
oOg g g g g g gt g g @
S S R D R S R S

_ e

119

120
121

AL
,_oo

122
124
127

—

AL
__OO

127
129

—_—

130
131

—_—

—_—

132

—_—

134
135

—_—

G

—_—

139

—_—

140

141

—_—

—_—

—~! — — [S— [ [—"

X —



143
144
146
150
151
153
154
156
157
162
164
165
166
168
169
178
179
180
181
185

B oH n

w R TR R o I S

= How o y W S

y Lo 3 3 BN CLNCLANE R S

o B E ooy Ty 4w g

O B - R
BO® OB oGy oGl B g B ogr oF oY BB g om i i i X g
PEEzereeR EEREER OO
: H oA R

— =
F T o, W
ﬂoﬂoﬂo@ﬁ@%@%%%%ﬁ%ﬁ A_ﬂ_.A_ﬂ_wmoﬂ_l
el S R -
H 4 4 4 24 2 T LT L L T I ok =

™ T T v LB LB B BB H =
mwmmmmmmmmmmmmm%mﬁwﬁo@
R EETEEEEEE22Y E & LT

A

oo TR OR TR YR YRR DR AR R g

,,.a.u.A ﬂA ﬂA _zT _zT _z_l _z_l _x_l _zT _zT wz_l _z_l _zT _z_l _z_l dl 1&.“ _zT
o T 222zl o0
S 8 08B TEEE DTS T m o o
<t T T N O 0+ Y o < n
PITII LTI T I I DL
(2 = Y < R < O = O = N = N < < A < <~~~ N~ Y~ O < N < N = R = N <. N <

[
[
[
[
[
[
[
[
[
[
[
[
[
[
[
[
[
[
[
[



N
Hr
mH

MmO 0 T un -~ 4 o0 > 4 - >~ < OV o O N
-~ = A — N AN AN on oM wn O >~ >~ O 0O 0O O O

o i

H W = LR
il =1 - Towox HH
o o Mm ,aoMmﬂ_moHH
=) o ad RSB
" or Wﬁ%z@.ﬂiﬂﬁ%%
S Tor H AT o Mm@
oo = 80 T T G
CRC S O I S O RO
0 T LI — =
M _% o B Bo v m Mﬂ A S R R
—_— 0 — N R
SEg o g PR RW® g N
PR3 R am P ER e =2
oo = T = - T T L A I
PRl TR R T ERR LG
2 3y Com Ko o Ry g W
TR O TR T NP RN R d B o
EF QUL BITTERET T PIT S PO o
O & m<x o a4 HA A HTFFTT
i~ e v B~ e e B~ v < S v I S I
ddddddddh s s s s s s s i g
o N ) O OO = QO S < S O ) O OO = = SR = S o S R
LI 0 0 A 1 A A A 0 A L A S AR R A

93

(13 4-10] vlolHel o] Al

(19 4-11] 484 A

(19 4-12]

95

98

100

102

104

o) ®lw

il

715 (

EPNES:

=Rl

A

478

[19 4-15]

106

- Xi



108

112
125
136

(19 4-18] Al

(28] 4-19] Al =449 &5

147
159
171

Z=Id 2%

PULL utA €

e}
b=

N
21709l PUSH ulA =

sl

=
T

(29 4-22] Al

=203 2%

L

=
T

(1" 4-23] Al

177

!

—

180
183

a4

a9

—

186
204

Il

—

- Xii -



2o}l £ EWES LA sk}l QIEHo]lAer S WS A

Hoz 155}6}04 4% S 2Es WIAZI QUth(Bernovskis,

Z

Mo ofl !

D =2Aog FEote 4
ENE> %%5] ’E}%O] AdEe ml e dol &R £ WOy
Eolx 1A FAHEE sty Qloh(Habil, El-Deeb & El-Bassiouny,

A

2023). &% dd = %’45& Al —“’éi‘i 7Te2 Mdstd A ATy AF

fr
o|N
N
&
O>”
U-lhl
E
o
b
E
_>;L
1o
Ex
oE
&“a
=
i)
ox,

£ AHE FHota it ﬁ\—‘ﬂV\]’—J 4““ AT = H}Oj"?l FH HAHRE Al
18&2 53 HAF}ETHXiao & Benbasat, 2007). A3t Al 4 A~

9o Adstd FRE ATHL 4F w5 IhFoRA 2uge Fu) o
AAHE ALetn £y WEZES sje Fok oleld Al 2 Asde
W EQEY hE Fde 14 A Jlelst @y wzEgs sso

i
=
2t A5t tH(Thaler & Sunstein, 2009; A4 9], 2021). &% Z=H
Eol Al 34 752 oad AR AFES ol At nEsie A
tigke] HeE Al T Bl JlEs AATeEA gAEA A
Adto] Polst= Folty. AHIZ A 2 AEFS Foll A= bk <
AlstAY, 4 7|8t Hln oA A" eHE xAsiH, HF A o



Aol =4 JRE Fuste] A4S FHot= o 1S Astr ot
(B2, 2014). ol¥d%, &7 EHEC] AFoh= Al FH 7|52 @o] +
o ZAtogt kS vl Zo] ofef, apAA o] o]Fo|2|= ZF TA oA
A2 o Paloz ittty £ 4 9t Brynjolfsson et al., 2013).

T 4 EHF FHAAE &

= uAe A8 el 2 5E Fol
Wotom EgiEol APSt: AFHmoz opEe] olFolxt

=7

1 =2
(zero—click) &Ato] —T——E—‘#_T’_ °1E}(Fishkin 2021). £ ZYES 4H|
v |

N
>,
f
2
oo
o
~~
&
[a5)
=
=
5
()
(¢
8.
Re
=
W
o
w
@,
O
c
o
=
N
O
N
e

Az2e @43 Al 24 75 QuEe A Hots an 94
B4e AL YhRice et al, 2011, Al 22 75 Aulzprt 4
o oxpAd 3t
HE e o)

O
=
AL ExET, &% BB AT PR 580 JEAEE K=

Stal ek(Spink et al., 2006). o]t & HWHIle 4l ZFHEFS H|EY
2 Aeriar ofyel 4H|RRY] AH A wRAM OARAA dPgo: FEF
= PAL QI SEARE ABRRe] SAMEA o] ojmdt FFE WA=
Zlo] Higt Qe ofA Fisl SAEA gk, A T DA HEE



N
N
lo
=
r ]
o
o,
lo
E

oL
i)
J>~
-

B For &7 Fu Aol yehd ZhsAdol dth(Haubl & Trifts,
2000). AFAQ AH|AEE A= AHRF JAEA B A4,
AHEEA dietgzt, S, F & 5o AR AEd rkBlackwell,
Miniard & Engel, 2001). o] #HA AH|2k= AR ML vlw Frjo
FARCH, SAEAEE AN QXA wHE FAHCR o|fofX= ZoRw
O]gﬂ%ﬁ’dﬂr. s JAEARE dAA Ao r o]Foxittal Aol HUZ
|, Al 34 gH3olA ZF oA Ed] @A
T Fo] olFolx|A] gtet. 7
TESZIEY = Al F3o] Fuf ok, 9L, 4] X|& o]§ oL &
= A Hgo] mals dgel 28 WHo] fth(Xiao & Benbasat, 2007:
Kumar et al., 2017). o]o] wat Al 4 7|%50] AR[A} oAFAA 1ol of
L AolA did ez FstA AEst=Alel tigt olsie o5 BEt A
oot whebA Al 54 7152 @ttt 23 gF aclo] ofd AH[R} OJAb
2% Jf]';qoﬂ/\i 25 01'* Q42 ofsfsti(H

2
[

I
l
i
iuj
i
rlr
rg
e}
=2
)
_?L

b

olN
o

o
B
4
ul
-+
re
-
i
B>
ofl
i
X
ek
_>|4_|‘
M

R N T

5 A9 59 A

o9l
=
A
o
A
2L
)
HL
el
fo
ol
1>
o
v
v}
»,
N
N
:
0
o
0 N,
Ruigyec)

N
-

S
(Sproles & Kendall, 1986). 117} &3 A9k JH A 7]FEa} e
HhAlo]] o3Fe mjxe ZQ3F 7oA zpo] WH4=o|th(Bakos, 1997). Al
QHE7L oAAAG o] Holsts WA dFe & 4 AHL & 5 A
T AHZF OAMEA AR Al 2 HHO A 2 7he] #AE

oz FARN A= ST Aol wetA AnAe] Tl B4 Al
4 Iy FH9 FAE Fol Al 1AM A 7o) oA

< "avt v &, Al 4 7152 4% EUEA AHAe] oA

FLot= AAAQ AR mj7i2 2] ke (Lemon & Verhoef, 2016), 7]
& A= Al 4 715 oigt A 24 dFent JFEA. ofof whet

i)

LI | (R - N
ra

g L
tlo of ol X

oZi



Iee 4% GAEA AAFolA

d

Z

Al F

1.3 47 =4

71%50] AHzE AFAA T

al

Z
Lt

=
e

A

3 7t

O
=

2 2 dyo) =ae o

0|

44

B 27 AR

bof, arze] s

o)

L R E

W

Ho

pld

ol
ﬂNO

Bo

a 7=

=
T

olt}. mpAur, Al
o] opbd Azt &1 OAMAA TGO A

l

SH
=

=
o

AE AF 7

43

ki

2~
o

o

)

mm.o

i



I. o] =73

2.1 ZEA A9 AFCBR)SH AlZHE ARUA A

FYA 7|8 A (Comics—Based Research, CBR)= Tste] #d ®
AT HAo AH8ol= HHEO|THKuttner et al., 2020). THYAE

A4 A A2 ARREWA om 9 QlEst Fofo
JEat BEET D o5 BE WA oY

to

&

X
oo Hz o

X
H1
ok

- a3t o8 @
& ARE FEHUA B 1ot B dA AYche Bxd A7 =

T2 ARRETHCaldwell, 2012; Williams, 2012) Williams(2012)= Z= A7
A4y AR B ANE
&S oldflst= o Fash 9%

BE ALY SHA FE HLd

-

fol
i)
_1>4
O
Hu
_>.i
m°\'
4>
%0,
(o]
)
Ju
>¢
el
&
n¥
o
> 1%
ro

2% g Agst A4 A

B
»or
rO
o L = [

Yo guldog HAge 2 O]E]'_I_ stlom, webd AtE FHsk= H 7
oATTh 53] A A Txe fu ast SEAe Bt odE A

o3 2t e Ae=E YT Kim et al, 2012).
oz s ARl AT Aol gg ojge AW uele Atste] &
Zt

A7A ARUAA Wzl TuA 7]

ols

oF AR HY Yoz FAstH 5259 o|sfE

£ o] dtkBach et al., 2016). ZHAE HAES} o]u|zlE AT tha
FA w5 WAog) A7t S AR I AIE "o R A5 AAF
A x99 EAS MR tHKuttner et al.,, 2020). Bach et al.(2016)= 1=
Fu A (graph comics)E Foll AlZrell whet WslshE EA4e UEQA HolH
S AAHCR BT 4 Qi siglow, Ao "HAEWOoOZL EZSH
AR Hgo] 7hsoithal ZFxsk Tt Kuttner et al.(2020)2 FH|A 7|gF A

_5_



5 54 Qoo Ayt BEsHe E7E S ok, Aol thkst B
A 28 5 dom 979 ols|Eg £ & ltkn FAsh d8ol 2
it thE A4, wrdsks Abgol gl

2016, Cardona—Rivera et al., 2024). Cohn(2013)9] AFoML _?’_E]i
L oeg 228 A1 A7 Aoz odE 4 den, Azd AT 7

4 o 728 Bo 549 9V =S fEdtn AUty = o
WOz moAl AelA & W, SlelA okl wFome vl Azt
AHYS|HA Z-path® wHECH(Cohn, 2013).

F FA 7|6E o]Zo] BARtE HAog wele U85 Q°ste 1
2l8 Z=(graphical abstract) HHE Shax|dA HIHoR LdHT At
(Charise, 2025). 288 252 A9 Y U&= Aoz AEsto] 4
T WE olsE w1, FH IJo= QIgt siA9] ojERES st A
S 7H3HLee & Yoo, 2023). I#E 25T
At} Z-path F+25 &8sP7] dizol, 94 W= d%

(Charise, 2025). ©l+= shz It &8 tiFelA I+ W& Sitch= b &
A2 A FAHACRE Z|odt. & Y 252 AdstiA s dA
HAZE wHel gAlo= AT JH %

s Eol= AHH FH

Bornhauser, 2024).

_4

grE F49 8% ARUAA

o J=Z
Hest], doje] ~EWY, 7%, ow, IT OAY A 44
o



[1¥ 2-1] Comics—based Research 2]H]
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(Kuttner et al., 2020)
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® ® 43

(Martens & Cardona-Rivera, 2016) (Cohn, 2013)
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ARE ] Hsksl AE T Aulio] HEF F7h ARE AL abe] A=
i L AL el §gor By gt niH ko HAC
AA)ANEL BAE FARUE 7] B HAT A8 W Holx, YAjolE
o] w7 B oA, o2 AgSe] 15 Aol aTe] Wi A A
&

Hygs e & s He= A 5ol ZdEd(Hollebeek, Glynn

webs] DAL 71datke] A Aol vstEE, uiAY dHdAE 584
1 HRAE QIARIZAHMEES Zrefetal |A4dstr] s ohefet HEdAs Ad
ofof gteh. 1A &3 Ao wet 14 QIACIXHE AlEet Aol dast
o, Al&st Al 75 BACR otal ofEA upAIg S AQIAo] Higt TEH
= I 5 Gtk BIE QIACIAHE metu|E= 7|H9] AAIARME &
o wet a7 7|Hke AlEstehes WS HojFw, Bt niAld EF9
A HY Hele FFE HHO] 555 WFIAA Tk BHO] it o
Ae BRito] dis] 1Ao] Zhe =2 TAY EBiHE FHo xS
ur=tt(Maclnnis, Park & Priester, 2008). &2 70| BHali=9} St
7b HId =7le ARE gotd, oy (DAFH FAHE, QHEZ=A of
2k Q)FsA 94, Desd T ¥ HEFE udd. P FAHAT
+ AT Hkep gor SAEY, FEol dojur] fleiMe e T

ol ZFEst sfelA  ofzlo]l  H Qs (Chaudhuri &  Holbrook,
2001). Egt HAEE FFA o] WA nAgA A&7 AlF
oF sl (Muniz & O’Guinn, 2001), °o]&¢ F&AE 1y Xkl
o] EZAR(McWilliam, 2000). 7=t 554 oA Dol H
gzl 7 orE Eojdozlth(Algesheimer et al., 2005). &, 1
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Customer Journey Map

CONSIDERATION

Purchasing the

Receive product,
contact customer

2AAAESE 47 BF
2.5.1 DHAZA L} &7 OAHEA
AL 37 Fl5e] WHe 47 BRED 178 Aole] HHS dspslE
A, JE gAY &1 APAA At Fa3t IS FfotA sttt
ool wef 43 BAFS Al A S5L 1A PEL o|nt A%H &
o8 AFEo] st 1A ofHos LA AAFL oy I ofHFS 1
Aol Bl vk AER Ause] Fu) W AW oz Feldn
(Holmlid & Evenson, 2008)
a7 o A%
SERVICE LOYALTY

Repeat purchase and
share customer

experience

care, read
decumentation
Words of mouth, social
media, review sites
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Knowing the products
X - . Research products
Customer's Activities through Social media,
z and compare product
friends
e . Words of mouth, . .
Different Touchpoints Traditional & social media, bk e eaaia Website, mobile alp P, Ghat, Email, Phiona
over word of mouth : phone conversation
media
ChiHibUs dndiexditad Excited Satisfied and went out
Interested but hesitant - fistroted
i L 1!
Customer Experience a0 =" - ~ad - 2 =-"
- g ~ - - -
o == &y -
Key Point Indicators People reached Latest Website visitors| COHVE'EFSIGFI L REWBW.S ratfng and c““"”‘*f rete'ntmn ratio
online sales waiting time and satisfaction score
Increase customer
. Boost awareness and Increase website |Increase conversion service and Create positive reviews
Business Objectives 3 2 . Nl it = :
interest visitors rate, online sales minimize waiting | boostretention ratio
time
; Marketing & Online development
Team Members/ Communication & R g developmbnt Vs Customer service & p
Departments involved Marketing commination online, sales, marketing GstorieT SO customer service and
P approaches, sales [and csutomer servicee customer success
(A https://kr.pinterest.com/pin/725994402456461505/)
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digtol| A ARzt A] AAA 2 AANEHAETIE EAchHE Zede=s &
Hal Act(Harris et al., 2020). AAAHA == AH|RF] PFH ofzt

, 94, 714 UH7H9L°] & @A 1o thAEE 24 E1E &8
TH(Mele, 2025). ol A=2Y A4 117 o] E4 FAY Add
=2 gka, EHE Ao At AFolA B Fe3 #e TR
Stth(Harris et al., 2020).

oA AzZE A ARG = 7)ol os) AEE AR AlE
v QIZkel 27 A Melo] of®A AAHEAE sk #A4 FAEA
715 (Mele et al., 2025). °l&= AAHZRAL7L et AR TIE
dol, IZre] gAMEAT 72 "7t FESHE A 4B 2HEE ©lS
szl 9t olBAAMA  mYdelax  SAHAEHT JES uett
(Pantouvakis, 2022).

e, JiIst Zlee AiQle]l AAl dsol wEh wAIx]eE Aljte HE2lel

o ooy o rE
o,

ob B[

Z+
ZS

= Aoz AHolHAHGregg et al., 2016). McKmsey&Company(ZOZl)Oﬂ 9la}
| NIt Ve 17 SE H[ES 50% E°li, WiEE 5~15% S7HA7]
B, A" &84S 10~30% d3tete 1 20| HE}J_ stAch. 4w Zef
9] Rlet 7)e2 AB|ARet] ohefet HAT SAEA v el HE TA
A ZE DA ZE&D 4 Qleh ol2jt Uit Ve =8 179 474
9, FA 1" 55 HojFolof 5, FulE Fksty] fsf oftte] f91H
2 71A ARl AT 4 dolof et Foh, RISt &2 niAE ATt
THoA B2 olHe AFTE sHARt FHE Slth AHATE AR BT
wAE Qs ZHIskE Agte] FAgAow ¥ 4 kil FART o]
FAAQ W2 AHROA] 2eRQloA] AlgEe thdet Fa AH| A9 §
BlS A7IAZIAL, JHIsHE Ajte® TS Astr] Sl AHAle] AHE A
£ & s st FHeEd SEE 4 tk(Schumann, von

Wangenheim, & Groene, 2014).
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(Keller, 2022).

4% BPEL R oAY ARUACIAE 2] Aulte A
oA el A 5Y AL SYsjol FrhBelch & Belch, 2021). &
Z9E ol B/t FUD AN ATBE SAB(Look & Fee)&

2,62 T ARUACE et

nHAY AFuAeld M=o ARl 37Hx] g4 (1) 2= #HA Y
AUzl (2) Farer gl 3, (3) oflESt Fdo=m FEHrh(Keller,
2020).
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Y S2E 245k H 282 4 o, 59 a4 Yt fdf
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(3 4-10] 12 &3 4 wAZA At
A83 A83 B B A
5 A2 5% A2 5% (n:3 05)
(n=82) (n=89) (n=64) (n=70)
B&HE | 1.57 (52) 1.47 (.68) 3.92 (.99) 3.61 (.62) (?22)
2.54
7+4 3.52 (1.37) | 2.54 (1.05) | 2.20 (1.14) 1.70 (77) (1.29)
=2 3.44 (1.21) | 2.45 (1.28) | 2.44 (1.26) 1.31 (75) 245
=4 ) ) ) ) ) ) ) ) (1.37)
=T 2.50
) 1.46 (74) 3.54 (.78) 1.44 (.69) 3.37 (.52) (1.23)
F ()% £ BEREA.
AadgHo] 24 digt HA
4 Wilks’ A F p
HAC 285 252.302 < .001
71 A 132 36.749 < .001
=4 702 42.657 < .001
=5 321 211.934 < .001
e SR 4y B4 AgE () A4
1 2.545 54.5 847
2 2.121 454 824
3 .006 0.1 .076
Wilkse] &t}

59l AA | Wilkse] ot FHol A& b B Fo3E
1 -3 .090 724.026 9 .001
2-13 319 343,752 4 .001

3 .994 1.753 1 .185
FZ P (Structure Matrix)

L 3l 2 33

BH= 994 .008 .109

=5 -.112 -.990 -.081

744 —-.287 .268 .920

=2 -.267 .336 -.903

Box®] M = 102.307 (F=5.579, p < .001)
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(& 4-14] 12 &9 AT AF BA-Hn 9 ZRAE Ay}
Aol F4 7el=
a9 a2 adk [ Ao Aol ZAES] B4el
- T 2 | WA |_d e ot 24l
1 2 1 2 A
484 ALY .269 -.185 301 .003 | .100 .368 317 609 926
84 F59 292 -.305 | -.115 | .003 | .296 .058 .828 .085 913
BHE AEY 210 487 179 .005 | .541 .101 .892 .087 979
Bt 253 .230 159 -.370 | .003 | .063 474 191 147 .938
(3 4-15] 1A &9 GF AlS FAHL E ZRIE At
AHele) d4 7ol
7] 12 ack | Aol #Aol ZAEL] o
= o A
N 1 2 | ™3| U@ == od 24l
1 1 2 A
el
A 0.133 0.052 0.049 0.000 | 0.004 | 0.005 | 0.569 | 0.372 | 0.941
A& s | 0.125 | -0.158 0.109 0.001 | 0.034 | 0.022 | 0.493 | 0.169 | 0.662
FF oAl | 0.093 | -0.316 | -0.242 | 0.001 | 0.101 | 0.082 | 0.703 | 0.297 | 1.000
w295 0.125 0.028 0.251 0.001 | 0.001 | 0.119 | 0.018 | 0.982 | 1.000
A =
Hae 0.066 0.055 -0.650 | 0.002 | 0.002 | 0.418 | 0.009 | 0.908 | 0.917
3 2~ | 0.060 | 0.446 -0.347 | 0.002 | 0.129 | 0.109 | 0.626 | 0.275 | 0.902
EEEE
A 0.069 | -0.181 0.396 | 0.001 | 0.025 | 0.163 | 0.194 | 0.669 | 0.863
=2 o
AAA 7}
. 0.040 | -0.156 0.178 0.000 | 0.011 | 0.019 | 0.472 | 0.444 | 0.916
e
w2 wig | 0.102 | 0.443 -0.003 | 0.002 | 0.218 | 0.000 | 0.983 | 0.000 | 0.983
T4 A | 0.084 | -0.541 | -0.165 | 0.002 | 0.267 | 0.034 | 0.935 | 0.063 | 0.998
FZRJAE A7 | 0.071 0.027 0.125 0.000 | 0.001 | 0.017 | 0.058 | 0.904 | 0.962
=44
i 0.034 | 0.754 0.155 0.002 | 0.208 | 0.012 | 0.971 | 0.029 | 1.000
ol A~ S
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T8 B A=A

057 ofold 47 I 2 3 %Y g
BHE HEA 0.244 | 0.737 0.238 | 0.660

A4 HRE T A2 0.153 0.820 0.094 0.705 | 0.762
qEFH A2 0.129 0.797 0.179 0.684
7FA s A=) 0.071 0.074 0.861 0.751

! AERG A4 0.196 0.215 0.733 0.622 | 0.762
Hl5A/S A=A 0.214 0.225 0.769 0.687
Hozl s744 0.786 0.184 0.157 0.677

o744 A s7H4g 0.808 | 0.157 0.175 | 0.708 | 0.786
£WEAR THA 0.819 | 0.162 0.126 | 0.713

[ 4-19] &% BRE WG Ao Yau BEHA 2}

2 N Ay a4 2714
- PREEEd | PrEEed) | se@zan
Yol H| & 58 3.17 (1.22) 3.26 (1.28) 3.17 (1.37)
3 64 3.33 (1.24) 3.16 (1.34) 3.38 (1.22)
L ZupAl 35 3.46 (1.17) 3.32 (1.21) 3.38 (1.19)
fREqE 50 3.27 (1.27) 3.23 (1.27) 3.23 (1.35)
TAUENE 24 3.29 (1.43) 3.40 (1.37) 3.46 (1.27)
THERE 28 3.55 (1.35) 3.37 (1.24) 2.95 (1.32)
Fefleld 46 3.28 (1.20) 3.30 (1.18) 3.36 (1.29)
Gkl 305 3.31 (1.25) 3.27 (1.26) 3.28 (1.29)
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(Levene=.158, p=.925), ¢/ d(Levene=1.085, p=.355) BF Fo4+= .05
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T3t S, 8 98, AAEA VI HAAANAE BF fo2Eo] .05
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(3 4-23] 12 & 3¢ zo] A4 24 Ax
] = el | Awad
B 2 A4 © o ;
° A g | F | e | aae)
Aek-7h 7.295 3 2.432
ARA | Aoy | 464684 | 301 | 1.544 | 1575 | 0.195 -
A 471.980 | 304
A-7+ 16.315 3 5.438
A=A | "e-u | 467.639 | 301 | 1.554 | 3.500 | 0.016 | COD.BYA
A 483954 | 304
Ag-7 | 22176 3 7.392
334 Aoy 480.171 301 1.595 | 4.634 | 0.003 C)BYD)A
A 502,348 | 304
Aol $14 THAE 13
ws9 | 7R | BAY | sd9m | T2 | wA% | soem
Brown—
AR Welch 1704 | 0.168 1.600 0.189
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B _
NEES Welch | 3592 | 0015 - 3.522 0.015
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| Brown—
714 Welch | 5293 | 0.002 4.692 0.003
Forsythe
ANOVA &} 27
. 95% A =FF3k
S T TR
oflet Ala 0.015 0.000 0.045
g | A A 0.006 ~0.010 0.035
S oyt AE 1A A 0.006 ~0.010 0.035
o7t AlE AFE) 0.002 ~0.003 0.012
olet AlE 0.034 0.001 0.075
sy | AR AT 0.024 ~0.009 0.066
o7t AE 1A ait 0.024 ~0.009 0.065
o7} AlE AeFa 0.008 ~0.003 0.023
olet AlE 0.044 0.005 0.090
) Aud AE 0.035 ~0.004 0.081
A .
o7t Al 14 &t 0.035 ~0.004 0.081
o7} AlE HeFE 0.012 ~0.001 0.028
a. ot Al ¥ dAAA AlFge 14 83 2YS JHte g FAHEHYL
b S4olg WMol e FAZLE §AEH 002 waART o
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[® 4-24]12 A7A7F Al FREAY &8 AFS Keller(2020),
Michael D. Smith & Erik Brynjolfsson(2017), Overgoor (2019) & ©]
? odelE Aoz g Awe Adskgd. ol g a7

23 89 3
o ZpH AW Aol2 ApAel: wehAA AR AHostr] A B
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[ 4-25] Al 271 &3 A% BEEA 43

MASE | NASF

TE Ay | 249 | 943 | 4=F Hrad| rad
A AlA = 2.77 2.77 1.01 3.99 0.95 4.05
(n=103) (1.42) (1.42) 0.72) 0.72) | (0.82) | (0.82)
HFEA-AlA 3.86 6.14 3.27 1.73 1.18 3.82
(n=22) (1.08) (1.08) (0.45) 0.45) | (0.58) | (0.58)

A7 FE Al A 7.61 2.39 3.78 1.22 4.04 0.96
(n=83) (1.26) (1.26) (0.76) 0.76) | (0.84) | (0.84)

ZAA-AIQA] | 413 5.88 3.56 1.44 3.69 1.31
(n=32) 0.79) 0.79) 0.71) 0.71) | 0.69) | (0.69)

2} 7] F - AlA 2 7.25 2.75 1.58 3.42 3.67 1.33
(n=12) (0.96) (0.96) (0.66) 0.66) | .77 | ©.77)
ZAGEA-AIAE | 3.83 6.17 1.67 3.33 3.17 1.83
(n=24) (1.30) (1.30) (0.63) 0.63) | (0.38) | (0.38)
HFgrE-AlolA | 6.95 3.05 3.45 1.55 1.60 3.40
(n=20) (1.05) (1.05) (0.60) 0.60) | (0.68) | (0.68)
HFHEE-AlA = 6.89 3.11 1.78 3.22 1.78 3.22
(n=9) (0.92) 0.92) (0.44) 0.44) | (0.44) | (0.44)

A 4.96 5.04 2.45 2.55 2.44 2.56
(n=305) (2.43) (2.43) (1.41) (1.41) | (1.56) | (1.56)
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A9 7.61, MY 239, 94F 3.78, A= 1.22, AAsH]8F 4.04, A
A3}+8F 0.960=2 Ueht HAAFFT /NIt Hl-g, Al F3o izt 9
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p<.001), AP (Wilks A=.257, F=122.714, p<001), °JHF(Wilks A
=237, F=136.484, p<.001), A=&(Wilks’ A=.237, F=136.484, p<.001), i
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T 4-26] Al 44 AdHAe] 284 H1A

W Wilks” A F p
23 0.257 122.714 < .001
$AY 0.257 122.714 < .001
Rk 0.237 136.484 ¢ .001
A= 0.237 136.484 < .001
olshu] 525 0.229 142.905 €.001
7Hlet8-3 0.229 142.905 < .001
Ll LR 4 BA A (%) A=

1 5.570 73.3 921

2 1.114 14.7 726

3 911 12.0 .690

[ 4-27] Al 24719 Wilkse] =}
5ol AA | Wilkse] FHrh 7ol A& b B FogE

1-3 0.038 978.694 21 .000

2 -3 0.248 416.745 12 .000

3 0.523 193.261 5 .000

[E 4-28] Al 3340 +x394

L 41 52 3

7R Q1eHH]| =85 711 -0.701 0.047
7hQ13t=8-3 -.711 0.701 -0.047
oA ¥ .698 0.404 -0.591

A=Yy -.698 -0.404 0.591

gy -0.648 -0.338 -.682

249 0.648 0.338 .682

Box®e] M = 102.307 (F=5.579, p < .001)
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A4 5] ' ' '
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A7 F e
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FP(25%), BHEAG YL HFUA-AKI=EH Q3% A7 F= Al P (16
.

& A= B2z
oF 0o A
e | AR %’% ;]]-%'l gg’ Ay | »3 —%—”_i]‘_ 5';{;—]]-
2
1 0.138 0.019 0.558 0.558 0.026 0.024
2 0.108 0.012 0.338 0.896 0.026
3 0.060 0.004 0.104 1.000
A 0.034 | 52.207 | <.00la | 1.000 1.000

e
P28
S
w U
i
o
<
4
ol rlo rE e

APdg HE o 12pge #ARZE 0.138, Q9T 0.0198 AA B4
o, 22FAe v AZE 0.108, QKA 0.0122 33.5 A
12T} 22149] A A2 89.6%= UE, F 2t
&7 A4 1Y) Add BAE siAshe
) g 32b2 BIAEZL 0.060, QoA
0.004% 10.4%E 57t A¥ste ol 14, A X F= 13443 221

2 F4o= oFold Wast k.
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[ 4-32) Al #AAYT £% 4T § ZIAE A

e ax %
__
nEA | 2ot Tgi;ﬂ ZAES P40
s 4% | | ) | wy | ME1AE e
1 2 1 2 A
ToTE
_ 0.338 | -0.424 | -0.179 | 0.010 | 0.439 | 0.101 | 0.877 | 0.122 | 1.000
AL
EE
AlS] 0.072 0.346 0.306 0.004 | 0.062 | 0.063 | 0.280 | 0.170 | 0.450
7715 0.272 0.232 -0.154 | 0.003 | 0.106 | 0.060 | 0.733 | 0.253 | 0.987
e o | 154 | 0,003 | 0.106 | 0.060 | 0.733 | 0.253 | 0.
A
REEE 0.105 0.638 -0.274 | 0.007 | 0.309 | 0.073 | 0.831 | 0.119 | 0.951
715 0.039 | -0.284 | —0.010 | 0.001 | 0.023 | 0.000 | 0.662 | 0.001 | 0.663
e | 010 | 0,001 | 0,023 | 0.000 | 0.662 | 0.001 | 0.
=54
ALA ] 0.079 0.239 0.480 0.003 | 0.032 | 0.168 | 0.241 | 0.758 | 0.999
A= 0.066 | -0.192 0.879 0.006 | 0.017 | 0.471 | 0.052 | 0.855 | 0.907
e | . 006 | 0,017 | 0.471 | 0.052 | 0.855 | 0.
FrES
ALA ] 0.030 | —-0.233 0.484 0.001 | 0.012 | 0.064 | 0.227 | 0.762 | 0.989
A g 1.000 0.034 | 1.000 | 1.000

AT 4gAle] §F ERIE B4 A, 1AM E AVIFE-AINY
(0.638), FFAA-AIoJAF(0.346), ZAFA-AINZH(0.239), A71FE-ALS]
A19(0.232) o] F(+)e] ol YAt W, HFLA-AIARY(-0.424), =
71F AR (-0.284),  FHAFEF-AIMRF(-0.233), FHFLE-AlAY
(-0.192) & ()] WeFell AIetALt. Ea] 134 Aol HAFHA Al
AZPEIAE 0.439) I A7]FE-AIAHF(0.309) ©] A7 7]ofste], 1344
2> AIE Al=loh FkS TAstee At A AlAshe 21 o4t
Mot 43S TESHE o2 af4e 4 it

S 2o HAFEE-AIMF0.879), HAFEE-AI4I=(0.484),
A AL =9 (0.480), HFHA-AIL]AN(0.306) ©] F(+)2] HFol| 4]
FAal, AZIFE-AIAE(-0.274), HFEA-AINZFH(-0.179), A7FE-Al
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GUB-0.154) & () BF FASHASE. 2499 FHolE AP
FAIHFCICI 0471) o] 74 A 71elst, theor ZATA-AL
F30.168) © TS v Ao et 2240 AlY] A

2 oA WolBelilE FHOR FPL THAL Fog B 5 gk

ES ZF 19 W0l o= Adeld H & AYEHEAE HH, T

=
A-AIAZF(877), A7NFE-AIAH(733), A7FE-AIJAH(83]1) & F
2 1204 AT, ZASM-AIXEH(758), FFaEAI4H(.855),
HAFEEANEF(762) & F2 22194 A=A o= Al & AdgFo]
ddet o7 FLRLy|HDH StHoRE Al AlF.0]4] ofXlof wat 2 gt
Hogt A M3 FHIFurE o uet o|FH o FXIIEIT QS
A AFRHCEH
[ 4-33] Al 04T £ AF 4 ZE Axt
249 A% 719 =
L | s | zae) wyel Q] Ao
ar-g Z= = 5] 5t %
peis ] ) #4 | O ZJE i3t 2
1 2 1 2 A
AgA
515 0.269 0.024 0.477 0.007 | 0.001 | 0.568 | 0.003 0.917 0.920
7:”——10
AgH
e 0.292 0.504 -0.252 | 0.012 | 0.535 | 0.172 | 0.837 0.163 1.000
50 °
v =
——5—?6& 0.210 | —0.188 0.105 0.004 | 0.054 | 0.021 0.269 0.065 0.334
74]"!0
B
= 0.230 | -0.497 | -0.334 | 0.011 | 0.410 | 0.238 | 0.710 0.250 0.960
50 °
AA & | 1.000 0.034 1.000 | 1.000

d ZIE B4 Ay, 133doA= A8455F0.504) o] VJ Z FH)
o] & Hla, H82A=3(0.024) % A 7kslen, BHEA LSS
(-0.188) I HA=FFH(-0.497) & () ¥ oﬂ AA)ekdet. T3 12+
o] FAo| ALAZEF (7)o 0535) I BHEZFFH(0.410) ©] A
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2 0.068 0.005 0.205 0.701 0.016
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This study is to empirically analyze the decision—-making formed by
the interaction between consumers and shopping platforms in an Al
recommendation environment step by step. This research aims to provide
a practical basis as a consulting study that reexamines consumer behavior
in the changing platform shopping environment and proposes the
marketing program strategy of a shopping platform.

The research analysis process was divided into a total of five stages.
First, the first step is to classify the platform and the customer's shopping

tendency first, and then analyze whether there is a difference in the
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criteria for searching and comparing products on the shopping platform.
The second step is to analyze whether there is a difference in brand
expertise, reliability, and favorability for the platform classified above and
the shopping platform that is the most accessed by the customer
according to the shopping tendency of the customer. The third step is to
analyze whether the customer purchase journey in the five stages is
different based on the first screen, search, comparison, purchase, and
post—purchase satisfaction classified by the representative platforms in
Korea, Coupang and Naver, and customer shopping tendency classified by
group. The fourth step will be to analyze the behavior and perception of
Al recommendation functions by customer shopping propensity because
shopping platforms currently provide Al recommendation functions. The
final five steps will be to analyze the preferred marketing programs for
each shopping platform and customer shopping propensity from the
perspective of consulting strategies.

As a result of the first—stage analysis, the shopping platform showed
different characteristics in the way it explored and compared products
beyond simple purchase channels. Coupang and used platforms can be
interpreted as efficiency and response—oriented, Naver Shopping and
clothing platforms are information and brand—based, Chinese platforms
and curation platforms are discovery and exploration—oriented, and open
markets are relatively representative of public and stable consumption.
Customer shopping propensity visually shows that consumers commonly
consider price, review, and performance as important, but differs in
which criteria are interpreted and reacted first according to shopping
propensity. As a result of the second—stage analysis, the average difference
in professionalism, reliability, and likability according to platform type
was not statistically significant. This means that major shopping platforms

have been upgraded in terms of overall functional level and service
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quality. In terms of customer shopping propensity, it was confirmed that
there is a difference in the level of professionalism, reliability, and
favorability perception of the platform by group. As a result of the
three—step analysis, when analyzing the Al recommendation functions of
Naver and Coupang, such as convenience, consistency, and helpability,
there was a difference by platform. In addition, there was a difference in
perception in the Al recommendation help sentiment. In addition, when
analyzing the Al recommendation functions such as convenience,
consistency, and helpability, there was a difference by propensity in
customer shopping propensity. As a result of the four—step analysis, when
the Al recommendation intervention shopping propensity was mapped to
the customer shopping propensity, the practical planning type was divided
into the condition search and Al trust type, and the practical impulse
type was mapped to the self-directed and Al suspicious type, the
condition search and the AI suspicious type. The brand planning type
was divided into taste—suspecting and Al-suspecting, and the brand
impulse type was mapped to the taste discovery and Al trust type, and
the self-directed and Al trust type. As a result of the five—step analysis,
it was found that there were differences in Al PULL and PUSH
marketing programs depending on the shopping platform, and it was
confirmed that there were also differences in Al PULL and PUSH
marketing programs depending on the customer shopping tendency.
Further studies have shown that there is a difference between Al
recommendation information and information provided by travel platforms
between unmarried and married people.

The theoretical and practical implications found through the results
of this study are as follows. The theoretical implications were applied and
expanded to research on Al recommendation functions from a

management perspective by utilizing cold start, discovery—type shopping,
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zero—click, customer shopping propensity, behavioral economics, brand
management, consumer behavior theory, customer journey guidance,
Comics, and e—commerce. The practical implication is that the shopping
platform should be able to design marketing programs by subdividing
customer groups. In addition, the Al recommendation function should
confirm that there are groups that accept Al recommendations and
groups that do not. In this Al recommendation function, since technical
performance and consumer sentiment operate independently, a marketing
program strategy should be established for each stage of customer journey
guidance.

Future research directions are as follows. In this study, research was
conducted only on shopping platforms. However, Al recommendation
functions are also provided on travel platforms and delivery platforms
that consumers often use, and customer journey behavior may appear
differently. Therefore, it is necessary to expand and conduct follow—up
studies comparing customer journeys and Al marketing programs between

shopping and travel platforms, shopping and delivery platforms.
[(Key words] Al Recommendation Function, Customer Journey Map,

Marketing Program, Shopping Platform, Customer Shopping
Tendency
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