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& ohytH1IR)elA e TSN eAE 54 Hrs A8
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Fow, oz Fm oret FAHk FT&T
Sweeney & Soutar(2001)2 Azt 7HA]& A
A 712 5oz AEsIste] Aolstdon, o3t
Aske Sty A6t B ALoAE 22 Jbx
A2 Aok, AgA (A, 2011: olfi, 2021
St o oSl Fustel B AFNAE A%t
w wder st 22 A oty (13l
5

_rﬂ
)

VA qrE2 nAo] AFFolu AH|IAE ARERE & 7ol AR A9 1+
ZfolE rlsto] L7l WS = A ojHr Ohver(1980)1‘ A S A
o] 7ot AEA QN Aol vluo] 7|9ket 3R AASH 2 AHsiitk
Anderson, Fornell & Lehmann(1994)= 117 qtZo] Zftuf ool HAE
FAZo AAHA JFS Xt FAoAH 2 dAolAe 114 WSS
oheat g AT (2AIE 9], 2012; 84 £, 2013)F st A&
wgor SAHsKAT. dee As otyr(1)olA m-¢ ZZeH(53)7HA] 9]

_31_



34 ZHET 74 9 24 P

B AT 94 magolzd L-oxmetel A AY, ¥H AY, A8 4
Fol AZE shxe} TuEEe] nAL TS elske A2 BHOoR
o} §I5 AT 1Y o] 94 mehAfo]2E o T AFol Ui Al
2 ggoz 4R 2AE NSt AR AL el ometel
Wegste] AAEd oxetel MBS thge WEF BAL faoz 4
HE stgom, eetel ARe AR x4 ZAES BEste] AWstsrt

T oRge A9ATE HgoR B A7 BAd RYstEs 9 54
T 20249 119 19

© fr 3 e
Gl

re Mo ax

dAskIeh. ESE, Weol ARE HIESH] fsl 2AE 2
(Exploratory Factor Analysis, EFA)¥} Cronbach’s a @& A4l
7Hdol AFel 44 B34S ksl fls A 22124 (Confirmatory
Factor Analysis, CFA)& $dstgoer, At HdEi b
Variance Extracted, AVE)S& AESILH Aoz A 7Py BP9 &
Y, A3 FAE HSSH] flsl AMOS 20.0& -85t +x

= L %
o) 2 Ao M Az A7 24 GAS 9F 45H 242 A

ot.
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B oAPE 94 malxjolzo] £-omatel Aol LAZAGL LA
nAL G BAsH] S8 368 ARAE ssstRon, of F 244
& oF THE AT 361R08.1%)% HF B BesTt. ATEA
4 E4e A, Y, 88, 45, 717 T4, Y, AFAR o] 245
gom, I A ohe [E 4-10] Festart SuAe Y 2rt wy

o] 156™8(43.2%), o1do] 205%8(56.8%) & e} ojAo] thh QA|gH H
&2 AU APl 1941 olst 74%(20.5%), 20~29417F 1149
(31.6%), 30~39A417} 1208 (33.2%)C2 7PF Werom, 40~494] 379
(10.2%), 50~59A4] 16 (4.4%) &0 2 ZAIE QL AgHE= L Fxpdo] 184
BG1%) oz 7P & HlES AAstAeH, A 499(13.6%), A4 35
H09.7%), F5 4478(12.2%), P 258(6.9%), 71EF A AT0] 2474 (6.6%) =
et 9 A58 2009 mlgto] 427 (11.6%), 2009+ o]AF ~ 400H
njgto] 1339 (36.8%) o= 7H &2 Hla&< HUA, 4008k o] ~ 700%F
A w|gte] 1149 (31.6%), 7005t o4 ~ 1,0009tY wlgto] 51%(14.1%),
1,0009H o]o] 219 (5.8%) 02 YEHTE 7H A2 191 7 837
(23%), 291 7}t 658(18%), 39 7} 89W(24.7%), 491 7F7F 1069
(29.4%) 0.2 7V Wetow, 521 7h ool 18H (%)= ZAE T uHA
gtog AF 219 AZE} 1519 (41.8%) 07 M Be HleS A FPC

™, AL 136W(37.7%), 214 747(20.5%) 0.2 EFETE.

—_
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[E4-1] ZAIRe] Lut

F= w5 Llhes A E (%)
e A 156 (43.2%)
94 205 (56.8%)
194] o]st 74 (20.5%)
20~29A4] 114 (31.6%)
A 30~394) 120 (33.2%)
40~49A) 37 (10.2%)
50~59A] 16 (4.4%)
Bigtd 25 (6.9%)
Sl 184 (51%)
A AE 49 (13.6%)
452 35 (9.7%)
FH 44 (12.2%)
7]} 24 (6.6%)
200%H¢ mRk 42 (11.6%)
2009H o4 ~ 4009H w|gt 133 (36.8%)
A4 E 4009H o1 ~ 7007HY mlRt 114 (31.6%)
7009k o4 ~ 10009H w|qk 51 (14.1%)
1000%H o] 21 (5.8%)
191 74 83 (23%)
291 74 65 (18%)
7 391 7H 89 (24.7%)
41 7Ht 106 (29.4%)
591 74 18 (5%)
A 136 (37.7%)
AZA ANE 151 (41.8%)
Sk 74 (20.5%)
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& Hl

1 7878(49.3%), F 2~33] 149 (41.3%), F 4~53] 2473
(6.6%), 5 6~7%] TH(1.9%), 5 73] °ld 3H(0.8%) 22 UERThe4 &
Hzpol = wig-E YT o FashA sk Q4RE 34 gro] 2207
(60.9%) 2.2 71 &2 HFS AAPom, olojA mixt &917] 237 (6.4%),
LA 408 (11.1%), 74 518(14.1%), A¥lA &4 135 (3.6%), B
AHE JAAE 9 (2.5%), Tt vl 58 (1.4%) £o=

Bttt o A" F2E AWEW, 7P go] AHt F2E JEY A4
1799 (25.8%), Felol A9l =4 112%(16.2%), <21 &R 81 (11.7%),
Ha=EHo]#] 139(1.9%), MiE¥ 64H(9.2%), 24u|t]o] 47H(6.8%), A
@42 4 FEE 229 3.2%), FA/AAE 119(1.6%), TV/=HH L 35%(5.1%)
TOo 2 U
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EXFE Hn= H 4 A E (%)
= 13] 0|5 178 (49.3%)
F 2~339] 149 (41.3%)
s e F 4~53] 24 (6.6%)
F 6~73] 7 (1.9%)
= 73] oA} 3 (0.8%)
bl 361 (100%)
©2] gt 220 (60.9%)
o3 2917 23 (6.4%)
A S 40 (11.1%)
)| 2} ij_\e_,ﬂi\] 7} 51 (14.1%)
7 }%ﬂgﬁc& A~ =2 13 (3.6%)
HAE QT 9 (2.5%)
cheFet v 5 (1.4%)
o7 361 (100%)
AU HA 179 (25.8%)
A 4 112 (16.2%)
eatol gn 81 (11.7%)
BHAlE SHo]Z 13 (1.9%)
Llk=gt 64 (9.2%)
ugo; ﬁ;ﬁ 44| t] o] 47 (6.8%)
A Az 8 FES 22 (3.2%)
HA/AE 11 (1.6%)
TV/zH 2 35 (5.1%)
Au7ieh oS B 76 (11%)
ealel By 53 (7.6%)
bl 693 (100%)
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(Exploratory Factor Analysis,

=2 AAlst
A (Varimax) 343 FAEEX(Principal Component Analysis, PCA)WH-=

EFA)S

S|
S|

Aol 0.5 olFor Lt
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Ao teht
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A%

alpha

Cronbach's

il
Cronbach's alpha A5 03 1 Afe]9] ZH& 74A]H,

o]

_?4

57}

1

()
3

g

?_:]_1:1

8219] Cronbach's alpha Fteo] 0.8 olfez uUsetytow, o

HH

g/Jo] j

1

o

2~
M

© Qo1 0.8812 uERGT, uijf

T 991e 0933, ‘289l

—6_J
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HH

~
__01_

B mebd, 2 Al

AR =S

ol
o
or
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[#4-3] ©mekel 17 o] Be BAH 2984 A

Factor Loading | Communality | 24% | F&E4 | Eigen Value a
Q8. gAY 0.94 0.892
Q9. BHAY 0.94 0.892 29.733 29.733 2.67 0.933
Q7. ¥4% ¥ 0.928 0.864
Q13. H¥H4d 0.854 0.767
Qll. H¥Hd 0.827 0.778 24.458 81.059 2.201 0.825
Ql2. AA%HA 0.78 0.736
Q17. AH&74d 0.87 0.802
Qle6. AH&4d 0.86 0.779 26.868 56.601 2.418 0.863
Q18. A+&744 0.834 0.786
KMO=0.807, Bartlett®] #+&4 #H7%=1988.33
H4-4] 22 1A ARe) g BAH fARA A
Factor Loading | Communality | 2% | FZ824 | Eigen Value a
Q23. HA7EHA 0.918 0.883
Q24. B84 0.878 0.799 27.278 27.278 2.455 0.881
Q21. BA7EHA 0.817 0.779
Q29. AAHHA 0.869 0.839
Q28. HH4d 0.845 0.794 26.152 53.43 2.354 0.861
Q30. A%+ 0.801 0.727
Q32. AH&744 0.861 0.782
Q33. AH84d 0.842 0.769 24.488 78.918 2.294 0.838
Q31. A%+ 0.812 0.73

KMO=0.809, Bartlett®] 84 #%=1829.276
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[#4-5] A8 7Hxoh ALgeEe] st 94 aqus Az

Factor Loading | Communality | £4% | F¥Z824 | Eigen Value a
Q37. AZtE7HA] 0.918 0.883
Q36. A|ZtE7HA] 0.878 0.799 27.278 27.278 2.455 0.881
Q38. A ZtHE7HA] 0.817 0.779
Q43. ek 0.869 0.839
Q44. otz 0.845 0.794 26.152 53.43 2.354 0.861
Q45. etz 0.801 0.727
KMO=0.816, Bartlett®] 9/ 77=1438.784

A Rdle H5o] flste] 2 a]lo #sto] S
A RES AZSsh= &9l g lEA(Confirmatory Factor Analysis, CFA)&
NS, 91 aoBde 24 Rde] RS Wl 4o, &

Y= 719 BAZ FFFHE Holr). B AFAE

x® 2k x? /df 2k, 83 GFI(Goodness of Fit Index), AGFI(AdJusted
Goodness of Fit Index), RMR(Root Mean Square Residual), NFI(Normed
Fit Index), CFI(Comparative Fit Index) %t & ottt &4 AT}, x
© A2 403.045(df=224, p<0.00D)ol™, x* /df g2 1.7992 YetEtth &
AL 245 IR HA GFI=0.914, AGFI=0.892, CFI=0.969, NFI=0.933,
TLI=0.962, TF1=0.969, RMR=0.045, RMSEA=0.0472 U¥etth L0 2]
nY B7E Al ditdog AMgHE Agk ARele 71x FoA(GED,

AE BgA4(AGFD, &% Fx4=(NFD, Hn F9tA]4=(CFD, 22} A5

(RMR), ZAF 23 HH AFZ(RMSEA) So] 9ot zZF A3 HAAS,

l-N

tle rl
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urEMrr], GFI2} AGFI= 0.9 ©]A, RMR2 0.05 ©]s}, NFI®t CFI:= 0.9 9]
. RMSEAL: 0.080]6tY of Agtsl ndz mgri=Ech 2 o] Aats o]
EM 715S SESHAY ARG & UEhfo] 34 rdo] AHdsitta rt

Helet. &3 SAMSEY] HSEHITAES ASot] Hdl &4 AR =(CR)%}
B 2T S (AVE) S ALtsEAH. o Al=lee dubAo= 0.7 o4folof
of A% g do] Josttty s EW, FAZ2AFEE 0.5 o dolofof
=W elo] ghgtol B Aol ok A=t Fornell & Larcker(1981). &
AFolME 54 =79 A7 EE 4 AF=(CR)= 0.890 o), B2
AFEE(AVE)2 0.733 ooz yeht SAH™USES] AT BEdol &1
Helotes AS o 5 Ak FAA) 24 Aybe oteiel At

#4-6) B 2Ry Az

Stz‘l‘if;jfd SE CR P CR AVE

- Q2 0.923 0.904 0.759
;Z;ZE Q3 0.918 0.039 | 28083 *x
Q1 0.883 0.04 25.883 x

- Q6 0.712 0.854 0.663
%g%}% Q4 0.848 0078 | 13.911 wx
Q5 0.791 0.074 | 13.367 *ox

} Q8 0.828 0.903 0.758
fé%}:é Q7 0.797 0.061 | 16.616 o
Q9 0.844 0.056 | 17.735 o

oo Q2 0.941 0.849 0.653
3% Q3 0.807 0.05 19.835 ok
Q1 0.815 0.05 20.141 xax

Q5 0.897 0.871 0.694
5@% Q4 0.821 0.053 | 18392 *ox
Q6 0.761 0.055 | 16.665 ok

oure Q8 0.802 0.869 0.690
Ry Q9 0.848 0.064 | 16.321 *ox
Q7 0.735 0.066 | 14.209 ok

Q3 0.812 0.902 0.754
A7 Q1 0.821 0.055 16.838 *rE
Q2 0.857 0.057 17.56 *ox
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Q4 0.923 0.928 0.811
TRk Q5 0.878 0.035 24.753 o

Q6 0.877 0.035 24.689 o
x 2=403.045, df=224, p=0.000, x2/df=1.799, CFI=.969, TLI=.962, IFI=.969, GFI=.914, NFI=.933,
RMR=.045, RMSEA=.047

A
Hrietty A=A (2021).
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[#4-7] 2 299 AVE g3 Z83A Al @&

metel [ emepel [ emelel [ eakel [ edel | eaw | Azw e
Su48 | wERe | Aese | wewd | wede | Aewd | oom | TS

L meel

Ay | 0760 | 0032 | 0002 | 0155 | 0022 | 0013 | 0019 | 0038

Lzl

daag | 0179 | 0663 | 0397 | 0000 | 0259 | 0301 | 0326 | 0221

= \=

Lzl

qaag | 0042 | 063 | 0758 | 0092 | 0248 | 0461 | 0389 | 0235

2akel

aae | 0394 | 0316 | 0303 | 0653 | 0219 | 0.08 | 0065 | 0127

2akel

due | 0147 | 0509 | 0498 | 0468 | 0694 | 0293 | 0174 | 0194

2akel

asg | 0114 | 0549 | 0679 | 0329 | 0541 | 0691 | 0377 | 0227

A7

1 0137 | 0571 | 0624 | 0254 | 0417 | 0614 | 0755 | 0277

FOjGEE | 0195 | 047 | 0485 | 0357 | 044 | 0476 | 0526 | 0812

431 A3nge] HF

TRYAA R (Structural Equation Model: SEM)2 W4 7] Exbsh
At PAE At Aot o 89AQ1 §A4 7I¥olth o] EAHE
2Ry o]l v R Wy It BAY foHE HESH], B @< 4
Hol= o EgHch SPSS Inc,(2005). SEM2 thoFst |ejo] QIvTAE =
ddsty AFE 4 Qlol, Aol HA] ¥ 1ho] AoAgS Hot
o] ol 4 LT =T X2 2H2014).

A7 o] A bz
S Uerdth x® e 497.658(df=127,
p=0.00002 EA=gon T2 HgE EF2ZEL GFI=.903, CFI=.934,
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— N on — N on

o s i oo s s =

903, NFI=.914,

934, GFI

921, IFI=

=0.000, x2/df=3.919, CFI=.934, TLI=

127, p

x 2=497.658, df

RMR=.045, RMSEA=.073
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ABSTRACT

The Impact of Customer Experience in Online and Offline
restaurant Franchises on Purchase Satisfaction through
Perceived Value

Seo, Won—Bin

Major in startups&Franchise Consulting
Dept. of Futures Convergence Consulting
Graduate School of Knowledge Service
Consulting

Hansung University

This study analyzed the impact of online and offline experiences of
restaurant franchise customers on perceived value and purchase
satisfaction. Customer experiences were categorized into exploratory
experience, touchpoint experience, and usage experience, and the effects
of each on perceived value and purchase satisfaction were empirically
examined. The survey was conducted among restaurant franchise users in
the Seoul metropolitan area, with a total of 361 valid responses used for
the analysis. The results revealed that exploratory experiences did not
form a significant relationship with perceived value in both online and
offline contexts. This indicates the need for additional experience designs
that go beyond information acquisition to stimulate customer engagement

and emotional value. In contrast, offline touchpoint and usage experiences
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positively influenced perceived value. Offline touchpoint experiences
enhanced customer trust and emotional satisfaction through in—store
interactions and service quality, while offline usage experiences
strengthened  perceived  value through physical engagement and
environmental satisfaction. Similarly, online usage experiences contributed
to increasing perceived value based on efficiency and convenience.
However, online touchpoint experiences failed to establish a meaningful
relationship with perceived value due to the lack of physical sensory and
emotional elements.

Finally, perceived value strongly influenced purchase satisfaction,
reaffirming the importance of managing customer experiences. This study
highlights the significance of managing online and offline customer
experiences in restaurant franchises, emphasizing the crucial role of
effectively designing touchpoint and usage experiences to maximize
customer satisfaction. Additionally, it suggests the need for strategies to
enhance emotional engagement and participation to address the limitations
of exploratory experiences and online touchpoint experiences. Future
research should adopt a multifaceted approach, including segmentation of
perceived value and customer experiences, longitudinal study designs, and

integrated analyses of online and offline experiences.

(Key words] restaurant franchise, customer experience, perceived value,

purchase satisfaction, online and offline experience
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