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ot skA|Rt AEzprt PH—J o]o]-& F 7] Qe AE 9 AH|AL] o)
Aol 71xste] TARC] Uehts 97t dubdo]r] ool (Gwinner et
al., 1998), 482t oA o] AF7F Thefgt EopollA Haxo] B Ect
FAHoZ AMEAH JAGS AFSH Fo|, AFH "o, 24 goo=
TAdote] 719 AHAF AR 7F A2 5o diste] AmE APAL7E 3l
O (Berry, 1995), 7149 mi&x} 4219 4, AATN A H§, TH<
T4 &F, AEH] BAGA, 149 FAHAE T F2 Fad ool A



o)
L Fadysg =
® AR 2 Do " T
™ e T g Y o 9 o T
ol L B o I CREL o
woood T Uox & o R oF kX or o
w reXE ®E I TER Pad
Mo ﬂ_.q_uﬂq z]_.;maHLL @ o= M j.auﬂ_mo
= Jo M- i B 03 o ol Kl X ﬁ Bo
X qu ° 5 = .o X o XM
do gy P 5 T o Iof Fo & X
_ ~ AL o ) o I o o~
5 e N o o WX od W o = <X o
s pErT A R,
i T o~ o I 0 T | R o] o)
4 LEE A w el i fo
i PR ol 4%@%@@%
ot e e = x| 7 B o = oo M _ﬂ < H NN
N X = ol T o =2 o XH -
SR e X R omﬂor MM%E, BN B
T Ffzii fiiigg cEa Ty
or e 9 ol or o o ool T R Hoor
;O# 3 C._O 5T L.E ‘__m ,Mx_ %0 m_vnt ™ o o __ﬂ xlv_M. O#
_ o N o W Ny ® R o &M W <
i ﬂHEJ.JE %dumﬂuuaﬁ aw_ﬁniﬂém_.
T ol - B e T g
3 = o T Yo NP 5 mp_w = X - o ™ E Iof
o = P N m| T oo -~ 7 M o WX o
B 4ﬁm1_@ N mﬁamﬁfo:&%wﬁﬂ
= T H G Z L_Lgﬁgqﬂmﬁdﬂjf%z
T T No I = ol £y o X3
T N TN T S X ol
1 S of = oo ~ oy ol
X o®mw M S < o of m < o I
,i — E_H - ,LLl - ﬂo _!1_ RS X <N - ﬂ__mo _.E o 7
9 = T B = or w T M o Bo lof  RC
N or M R o) Gy
_111_ S o M o] & ~ e N L]t o W (U Tof X
OM,ﬂﬂmwgwﬂzﬂh%ﬂq;hmﬁfa
Azfﬁﬂ7__o w119_u1_“_mo§ = T
- E R e (T TCia I S F oar o) Tk o
by P = © %mﬁ_gﬂwﬂo EMEWO_ oF B o Iof
- S U - o~ o T o5 T = i ¥
of ™ M Dm % T Bo Fo XN o ,‘oi n_Wo Gl & mﬂ_-
R o o —— o X =
of XU = G
T R

Toich

(s

T /\] /\]_

_H O]:

5

5 AEE
Il

°

jo

=

I
-21 -

]

2+, 2021). UAE 7 o] T

TAE 7}Ho] 74

(389, 2016).

o]



9 - [e) O O /\'t%'
HSSE Aolth(o] =%, °ls|zt, 2021)

AR Z AHZE giteR ot dAoAs dAlaele AlEd g9, AAH
o], AtslA g9, 1Ast go] xPog FAste] A X JFS A
Zomt A G o] sk el F AMeld o], 1St o] AHAA @elo] Al
glof foJu|gh &S v|x= Aoz {FYEon, AsH g2 ot o
FHS PAeA] e oz FRIEojHul o]F3t 7|E AFE 7|xsho] A
HEH, B4 G99 Q052 FAZA 1A wE AT FAE, Fujo:

® o2 dpolde wAaeel dtel Az dek Wl 5 wgal

o]
Ar qolut te] Aol HXE FASHe Aojelety stgom, wAT A
S ot

B2 A3A7E L5200 BAR YoprbHA A2 § L2 AH|Aef E
€ d"g=s 97 "Aoal ohh aAE ot AR S w2 TR M
k1l 2 4 Qdth(Patterson, Smith, 2001).

FEAHLEE AFche 7192 AN &S BAE FA5H] 9IS
M BA aojo] EAsoF sh=tl, ol 7ol XA =2 5de AlF
std, 7ol zziet yA|ele] 7|d¥ m ¥AE A& T U=
gttt SETH(REI Y, 2011).

_22_



d 0]

el gololgt 1ol MuUAE AFsHs 7| BAE F4ste I
& 5 e AR shR STt Z2 oulE Jix|m, 1o] AHIAE
Agote 7147 BAE G =HA AET 5 e et QHHgh
o=z AHog 4 Ak d, 2021). Morgan®} Hunt(1994)= wgkiA| o]
ol A7t mile Fagt Mgty FASAN, 1] JpAA E Ao
A AHIAE AlFche 719e] 1A tigt A= Algdt oF&Eg o|sh=rt
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AP o] o, AR, = T B Pe AAL 71E
A& Uetils AgA Adelt) ol 1A WS, AuH|A Ed HIHE gk
S o8 299 FFe Tol AT BT ke 7IYFe HAAE A5t
VAT JAE sty 9t A ABxE F8HT P g F=E O
24 2dg 59 BE4HEY. A& 5], A¥ Pso]=(Theory of Planned
Behavior; TPB)-2 37I1A]& F8& Q2lo& AAst Jom o]l= o33 &
}.

A= "HZ(Attitude) 24 574 FF2] ZAxfo] digh 7HQle] 344 &®
BAA BJ7tE Dok, A= 584 5 (Subjective Norms) S 24 592
ERQlo] 54 &= 7Idsks Aol tigh 7119 Q1olx, AAls Fs
¢14](Perceived Behavioral Contro) o2 35 F=8§9] fo]gojyt o]z
gt 7HQ1e] Q14lS ettt o]gfqt TPRo|E2 okt AA| Pso= o]

A acloly AAA AleF 59 oF 2 8

+ Hl#s B Qleh ERh, syt ox 7ho
AZE Aole T2 Aok Eettal B H(Ajzen, 1 1991).

T OOE F8 o2 Zd EYA olE
(Expectation Disconfirmation Theory, EDT) S.24] AH[Z}7} AFo|L} AJH]
2ol dis 74 AR 7)ol AR AWE Blwste] BEREE P40k 3
= A9Yst= olEolth o] o|g9] MY AT AHATE AlFo|u AH|A0] A
Sof tis] w2l AT 7t (Expectations), AHAZF APSH AZo|Lt AH]
A9 AA| AT} (Perceived Performance), 7|thel AA A} 7+e] zfo]z A 9]
EAX](Disconfirmation), A1} 7|t 7Fe] LX|2 A 9] wr=(Satisfaction) 4
7E2] WA ejlo]  ofste] AH|zRe] AWEAQl WERLIE ARG Eot
(Oliver, 1980)
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2.4.2 LR

O] & (intention)+ 7iQle] SI71= Ay AlglH nlfEo] tigt oAE ofn]
= 743;#1 Al Ay 9 eyt PR SAE FES oujgei(o]A]
, AR, 2010).  wEbA 2ROk (revisiting intention) & SAAEC] It

=

-

A AR A9 S MEes A FUsEs A0el 498 98
HRAL 2005). £ AT FAlel AgshA Fo@erd, AR, &
L] P Bl B Auiz] GF BEY BAE viFos A%
RSt 19 Adolely o & ek B AYREE 1S5S
A JI vET BAEL AT PelA 2L AR AFHE A
MAE oA Fuistia gEeH o] BE A mEelth(Heller

AOR A & g vy, BRES AU 14

Follg s g B ohah Wl ARFEClA A FAWES T Ao

2 4T 5 AHALY, 2012). FFAYE A% ook 1AES 0y
lon



ZstH AR, AT wobd Ae AT o AEHSA, HidE,
2008).

A A5 TS PFo] AR el F8 AHd3Paclo] HS AF
Sl th(Bearden, Teel 1983; Innis 1991) =, 5o ARE Fufj(post—pur
chase)2A4 7tE off d¥EAQl A&EKEE o= W= (satisfaction), 3 (attitu
de), AH+-mH(repurchaintention) Aol o]Fojdtt= A& UF3eH Aolth(F
7194, 2008).

243 FHE

'6:'— 9

R AL AR ABAFEC] A2 AlFE R AH| A HiRt oA, JH 3
AAE  FHolal  ASSHE AS 94‘:’]6]{]'(Dichter 1996). 19544
Whyte(1954)7F As2o=2 ‘T (Word-of-Mouth)” ©] ol E ARESH o]

T, B2 AT A& o] wRt AF-E Sf %}—O—Eﬂ A2 ol whet -
Aol tigt BoJE o4 Zpol7t glon oA Yer HdjAe FHte
= 3 5, 2010).

0] FoHF o]e=z HEH3RE QIEYle] Hg¥ 2000 ol SoletA
w2 "AgrZle S8er dsid gRsid 22kl 4 (Electronic
Word-of-Mouth; Ewom)-2 FujSJAFE A o] Qlo] tf2 tfiQte] gt vjw 2
gMo] 7hgste] kel o] SR ¥ U2 FuioAERE THESHA
stoich Zelglo] vhAsh= <lgjyle] Zdbzel Ao g 4AH|ASo] A o]
Ay gA QTEYlE o8 4 UA Holl wet =22l o] 8 FHof

A 7P 4% 9l o] St F SR AET ATHAIE, ©

E

~
z

e m
o
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AP FO = o] o, AYwE, M 5 SHPTS AL 74
= UeWE A8 Aol ol 114 wE, HE HE, AHA 54 F
ofg] Q2lo] JF= ol FAHET. FFoAr= 7o AHE dSstar 14
o] BAE Aekstr] SRt 6—/\‘:1 Ax2 FgHEY PFors F= olEH
ndes Fo EAHT A¥e-5o]=(Theory of Planned Behavior;TPB)-2

H T (Attitude), T4 F (Sub]ectlve Norms), 35 FA <124 (Perceived
Behavioral Control) 37}4& FQ @910z AA|st QAuial okA A5}

Tt Newman & Werbel(1973)= BWESE 1o w9t AR o 272
7Hs/dol #g ok, Oliver(1986)9] AtollAx nZATHEo] AH|z}
o] Hiko FF= mIAAL ALt AR, Altul it FFe vtk
M 7455} oH(E-2, 2012).

obx AHEOIS
U Azl &
ofHl MH|AJAZE AFSh= S AH| Ao WS FAIRF A7 o] ZH:rL‘:'HE

= 7%:}3} om—g— SRg A3t vhbAel, WEE nALS XH%LUHOW
 3AA] 78L& gl Er@LY, 2012)

o AR Ao GeE A Holct.
o SolEd Ael BFE 1 Aol
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2 Apeld AgH 2aH o) 9 ARA THL o2 wjelA
1A WAES ATEH| PP +4 Hekste] Hystgon], Fa
WsSo] de 241 4o welk b glo] 1z AudTels 2eH
ZRWSES ATAte] B WIAHAEF, 2023). A8 7o)
TAH HgL okefet 2t
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1—

w
W
—_
=)
"

E2

TARAG L] JHdel 7|Zste] AWEI Qe j"{rﬁl?l“(relationship
benefit)-2 AH|AE AlFots 7|93 AH| A0 =87 44 Fo A
oAl mojo] FAEH, HF7|Hol A&HI TAE &
do= A 4 glow, 7T 1A The] AT A

A&, 2018).

2 =R TARYL FA=Q018) olAHE(2020), AWH(2021), AT+
(2015), 59 APAFoM AHgE A=A 5o, BAH e, 1At 59 3
ZFA e 44, E_g-o]-oq Z}7} 3B5re /l-]?(%g].o:] 54 FAE Az Aoz}

£ Agstact. T4

AR
AA, e a2 Hox —‘?‘«7}/‘13&7} PEdS F=A, 29
%

CRFR RARAH|A o] AEHAS FIF 4 oA, WAHY Tt B
A AT EAS FEA AR TS,

SA, AAA @ele WelHe] Hopuast Ak Aok sheAl, o
ool BAMUILE Fo) G AuAE e & A, BIFS Bt
AHIAE Fo) w8e B 4 QA R PAskan
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IS thste] Kotler(1997)= ZIdiell ¥sto] AFo] A|2Het Adat/
= H|wsle] yehd £7-2(Pleasure) B+ A (Disappointmetn)2] 7Hle
“Zolekal o5t Oliver(1997)+ AH|ZFe] FF/dH o gt wh-golt
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DAPFAEL 1h0] 54 FFFW, ARE, FF DL AYT s
e Uehs Aed Ageltt. ok 14 UE, DA HE, Aus 24
5 ol 499 Qe wob YA BolRE Jge] 4BE oZsty
AT PAE Beels] g 9 AER FLEAG PFOlEE F2 o)
2 I. 1991)

2
doz nAYSOEe} AA W5rre]l Telr} WA 8 SE glo} B Ay
AME AutH uAY Ade Agslo] nAPEo e} FaAH g F A
MR Eel LAYE IS B Aol 1% F8% sEom math

AR : W LAl Schefter(2000), ©]&35(2005), A35H2016)59]
APAFE viog 217 388S AAste] ARZAE AFPsirt.

TAdor ARYLS AHEE YRR} Paste] WolHe] HrlA
HlA7L Al gele Wele

gge] AYEsts 717t =R, Bejde] Asdte 7
ZHBIA7E 77k el dleiA APEEE A, Hole] AlEshs FIHA
VPR ekt FAlomef e
sl Hold e FIRAHIA o
CIE R LIESS B by
M LI ESI e N R L Eabd b ACALIE iR
T35t
d719) AZEA W82 BF 2FE 5H AHEES ol8ste SAstalen,
2

AT ARRGS B =Bl FH] 7 A,
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REE 1. —_‘?ﬂﬁ‘ﬂiﬂ Us 484
w0l 2. ?EQ% Ft
EfAZ Zolz 3
3. _—Eﬂ—e qu LqT OJ:ZH—E._—(Z(HS),
1. A&sHA AH|AE dhett, o] A (2020),
oA BAA 2 Hy}ﬁ};}/\i}]/\]ﬂ& 744?%/&]711:} 71131*5‘3((2021))
§_CL]| i@l . T —_— 1= = 1 - . = 1__'_1
3. 49 =8-S AAAE 4 ok £3H2015)
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1. oeFet B7pAH| A o]&S 5]
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Z2E 109 239(4.2%), 20t 115%(20.9%), 30t 1238(22.3%), 40
o 1559 (28.1%), 50t 1037(18.7%), 60t ©l/d 3278(5.8%) o= e
of. ZHEEEe 117H7 103%(18.7%), 2%07HE 85(15.4%) 317k 152
H(27.6%) 4Q7FF 1757 (31.8%), 5% o1 7HF 368 (6.5%)%] A& X
AFE| QT o5 ARlohd (& 4-DF Zo] yEhd & Qith B3 ARXAE
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GE 4-1) ATEANA 54

T2 Ll HAE
. I2F 229 41.6
°= o]z} 319 57.9
7|=

4 -
194] oJs} 23 4.2

20~294) 115 20.9

ol 30~394] 123 22.3
40~49A) 155 28.1

50~594 103 18.7

604 14 32 5.8

u5stw £Y olst 108 19.6

Az ARdgsty £ 56 10.2
434 dstn £ 286 51.9

ekl o) 101 18.3

191 7p¢ 103 18.7

291 7H 85 15.4

7H A 3¢ 7t 152 27.6
401 7} 175 31.8

591 ol 7Ht 36 6.5

2009+ mjwt 127 23.0

200~400%H m]gt 129 23.4

ArE 400~7005+ w]qt 171 31.0
700~1,0007+1 =]t 103 18.7

1,0009+ oA} 21 3.8

ApELZ] 229 41.6

KR 80 14.5

23 33 6.0

A Eaaal 14 2.5
it 87 15.8

AgFH 46 8.3

71Eh 62 11.3

A& 282 51.2

AFA HE] 53 9.6
A= 216 39.2

A 551 100%
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4.2 o1g3t B4

Ao SET o]l8A BEAOREE HoY o83l HolH &84 Ay
QM) AZ/MHIA F8ELT WO ATHATE BA5HG]
ot FAFoR HY, WOl olg3lp= F1,23] 1139(30.5%), F+ 3~53]
156™8(28.3%), 92~33] 113H(20.5%), #Aould 73%H(13.2%), <
419 (1.4%)9] w22 Yebgdl, Hold &84 Algds Helo ¢4
Ag] 23398(42.3%), VA 1568(36.1%), ©]-&AZF 557
357(6.4%), 4EEE 149 2.5%)9] =22 et} dE A8 A0 =
Tl w2th 217%9(39.4%), khEEch 156%(28.3%), W w2tk 98
(17.8%), F7t=gtt 6498(11.6%), =2t} 168(2.9%) 2] &0 =2 Ltebyttt.
S Wl MAsHHE ZAREIE= GS25 267948.5%), CU 2389
(43.2%), ©|ntE24 1598(2.7%), T-ELEVEN 149 (2.5%)9] %02 UEh}A
AL 2 4AI1 GS25¢F CUSl tigh A&7t 90%014Fe] Aoz vrebgtt,
olE A sH (F 4-2>¢ o] yetd £ ot
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(B 4-2) °ol8A 54

T B H T HAE

4 13] o]st 41 7.4

o1 4 2~33] 113 20.5
o g5 i— 1~2:>4 168 30.5
Z 3~53] 156 28.3

o] WA (F 63 o]4h) 73 13.2

Hely 199 36.1

o) 7] 233 42.3
594 ol gAI T (2447 29 55 10.0
ozmg] FENA 35 6.4
HAAE 15 2.7

FEEA 14 2.5

o9~ w2k 98 17.8

AE ] il 2 o} 217 39.4
oFzhm 2t} 156 28.3

[FE5= SHIC et 64 6
et 16 2.9

CU 238 43.2

ol GS25 267 48.5
- 7-ELEVEN 14 2.5
olutE24 15 2.7

7] e 17 3.1

A 551 100%
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43 BN 20 5 B4

E dTolE EEAE Solo] s4E 5510 48 mEo HERxA
e & Ao S BaAE stes sto] H 3L oftjl 13] o4 of
golR Mol BAAHAS ZARA § AT, Ak 294 4 190= 9]

9 mel AuA027%), 29 BRAE/EAANL135%), 39 LEAE/S

olmj A 5(13.5%), 491 7| FH/EAE(12%), 591 Wl AA(11.7%) &
o] A= Wol ARGRE o= U ow, Fe A& o] gotil 42 AH[A
+ T 370 o9 13] o) o]gsl & FIpAH|Ael tRE FYUt AL
2 el ol AHeshH (E 4-3)3 o] yerd £ it

(& 4-3) W FopAus F5E B4

o2 = A B

- B % SEASE %

=L = A 2 356 | 22.70% | 372 | 23.00%
2. AFAE(ATM)/E| A w) 212 13.50% | 188 | 11.60%
3. WFFIE/Sto|m A/ SA EAH 7FIE T 205 13.00% 192 11.90%
4, 27\ H/50 AT G AE ) 188 12.00% | 147 9.10%
5. WOl AA (] FuldE) 184 | 11.70% | 138 8.50%
6. 2 ol 80 5.10% 94 5.80%
7. FAMEARIEE, B zujE ) 70 4.50% 103 6.40%
8. B2 AH|A(APPEE AEHIE) 69 4.40% 72 4.50%
9. YEE(RFAHAFAD 52 3.30% 50 3.10%
1058 AB|A[AH, (3)EAEE, FAX 5] 36 2.30% 61 3.80%
1133 J4 34 2.20% 58 3.60%
127 EEHT 32 2.00% 53 3.30%
13.4EA o 31 2.00% 37 2.30%
14 Mg AH| 2 16 1.00% 29 1.80%
15718 (&4, HRd, 29id, ofd=EE 5) 6 0.40% 22 1.40%

& A 1,571 100% 1616 100%

Al F3E 3 ofdlell 1] ofF ofgoll = FIIAHL, (MW7 =4 o
B: o5l & FIMMHIA T FF Al ol§stal A2 AL (FHSNA] B4 5H)
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HEo] SHF olRASS thoR HrbuAe} ATEASH TRI|E
o ot mARAe AYPsignt. Ea

s LI ESR *o% 57 F7HAE| 20

¥k ol bt 2ol

A A vpel ol *3%5711 HILAH|~E BASH A3, = 9 m¢]
M| 2(22.7%), AEAE/EATI(13.5%), LF7IE/SFolH2 S5(13%), %]
717/33 A12%), B BA(11.7%)9] A= vepgton] ol A9
57 RHIbAH|A EAER sl wxpRAS Asst Ax 12917101 opd

4747} TEe] AF9] ST RAbAE o) ga SARSllA 1915 AA5
A3, AETe] RARARRAAE 10020907 obd 40817 BE )
S RO BAAMulzeld 1918 AAS ol ZER AFelshd (E
4-4y, (E4-5)3} o] ekl 4 9]

_45_



(@A-4y A5 RAAE L, A v
7w 19 77 | 290 AT | 39 A | 491 1T | 59 ol | A

W 59 54 102 119 2 356
BH 1] Z
ﬁllfﬁ%} ﬁeglﬂb 16.60% | 15.20% | 28.70% | 33.40% | 6.20%
/\fa]i .

Stk

“%07024 57.30% | 63.50% | 67.10% | 68.00% | 61.10%

M 3 40 54 63 12 212

370
azaz | A | 2030% | 1890% | 25.50% | 29.70% | 5.70%
EERE

=

W | 4170% | 47.10% | 3550% | 36.00% | 33.30%

S /0

e 37 31 51 70 16 205
"715-_7_1_:_ ;‘(E.j
Jg}g]ﬁ 5 A2 | 1800% | 15.00% | 24.90% | 34.10% | 7.80%
o

=

“%Z/F 35.90% | 36.50% | 33.60% | 40.00% | 44.40%

WT 34 29 48 68 9 188

2] L3770
ez | A | 1810% | 1540% | 25.50% | 36.20% | 4.80%
FAE —

°“_%_Z/ﬁ 33.00% | 34.10% | 31.60% | 38.90% | 25.00%

W 38 27 54 52 13 184
mod | A2 | 2070% | 1470% | 2930% | 2830% | 7.10%
2y | B %

=g

H%;fl 3690% | 31.80% | 35.50% | 29.70% | 36.10%

=7 103 85 152 175 36 551
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(EA-5) A9I57H FobAful L, dFdiE BluEs

194 | 20~29 | 30~39 | 40~49 | 50~59 | 604] | &
sist | A | A | A | A | e | B
e 12 61 84 115 63 21 356
2237} 17.10 | 23.60 | 32.30 | 17.70
o9 %xq | 3M0% | g % % %
5.90%
s | 5220 | 53.00 | 68.30 | 7420 | 61.20
=% | % % % % %
Sk 4 43 54 56 47 8 212
2237 2030 | 25.50 | 26.40 | 22.20
Q% q | 190% | g % % %
3.80%
A | 17.40 | 37.40 | 43.90 | 36.10 | 45.60
4 =% % % % % %
k3 12 40 44 67 35 7 205
2237} 19.50 | 21.50 | 32.70 | 17.10
AZxq | 20% | g % % %
3.40%
A= | 5220 | 34.80 | 35.80 | 43.20 | 34.00
4 F % % % % % %
o 3 44 42 46 44 9 188
2237 23.40 | 2230 | 2450 | 23.40
Q=g | LO0% | g % % %
4.80%
A | 13.00 | 3830 | 34.10 | 29.70 | 42.70
dZ % | 9% % % % %
e 11 50 43 45 30 5 184
2237 27.20 | 23.40 | 2450 | 16.30
9% q | 60% | “g % % %
2.70%
A | 47.80 | 43.50 | 35.00 | 29.00 | 29.10
4 =% % % % % %
23 115 | 123 | 155 | 103 32 551
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RS Adgste] sig a1l B H ARAdS 24 =4 =
A (Exploratory Factor Analys, EFA)S AAJstgon, 2Zb 517 =5FAQ1 H|]

A (Varimax) 274 W27 FAAEEA (Principal Compenet Analysisl, PCA)

n
Wue gaA aRAd] Agq 1 An 7 EFwse] adx Aol
GE 4-6), GE 4-Ty3h Zo] 05 ooz ekt Seus Hed wel,

Cronbach's alpha A5 AMESIAA, o] AlLEs 07 1 Atolo] S 7HAH
oz 10| et A=Est Brky shHeks B, BE dlo] =
o] tgt Cronbach's alpha Zfe] 0.8 oj4og2 Uetgtonzg =2z
A=)/ go] SHE T I 4 Ut

(B 4-6) TA R g A QRIEA AT
e
u Factor | Commu | &At B A Figen
T o= Loading | nality (%) —(‘—',—;/:‘\)‘} Value a
AR A 0.837 72
A —
5ol AR )2 0.821 740 25.695 | 25.695 2.313 0.832
AAIAHE 3 0.767 740
IAstg 9l 0.825 759
1743} =
ol 1 A5tg 22 0.803 .783 25.451 51.146 2.291 0.826
ISt g 9l3 0.763 .708
Al gl 0.802 .801
GERS ~
5ol Al ael? 0.753 744 23.607 74.753 2.125 0.819
Alg]Agel3 0.711 .681

KMO=0.893, Barlett®] &/ 77=2496.489, df=36, p<.000
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—
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1.!\_ LIL LIL 0 0 o ]ﬂ ]ﬂ ]ﬂ
=] o a nt GE nt o 0 o
AR R | iy | mp | mg | & | &R
ORI H | E R E| T
X | X | K
-
T gl = 1
H = = M- or

2515.831, df=36, p<.000

KMO=0.873, Barlette] 784 #HA

o] A=A

23|
S|

4

e 5

3

I

1

o

]
S|

o]
=

o AR, 2011).

17k

1
[e]

=

Zet

29

A24=(CFD &

(NFD), ®]x

4%

Fo](RMR), E&F
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(E4-8) 29 A9k F7 % B7PI=

A oln| 714
X —x' glol Ae5E F2 2Y :
x* /df(q) —-x" /df(normed chi square)%t I<x™ /dEGS
GFI | drjngasel shtel 712 24 HE 09 o]y
Ay
Agn| AGH | 23RS HE 09 o4
25
RMsea | BE BAES EReE Baw mae gu| OTOF A0
- = . A OO
AR APE 5 2HT AR HE - 9B - F8
=z CFHI NFIE HR¢st= A ® BE 09 o
B = TE WS ARS 002 4% =4Rd
1| NFL |2 mangez stel AR nge wWike BE 09 o4
ks
B A, 4 FHe 245.314(df=120, p=0.000)2 uveptod o2 A

| /1/
T A4 Qe 2.044, GFI = 0.953(AGFI =932), CFI = 0.978, RMR =
2

00182 HRE gro] /EAE FEAG TAE G Ul 9of =
Hrdo] Aget Beoletn & 4 9tk

=
2oz A Mz JISHIAES AHEY] fste BAEAFEH
2]

(AVE), d4IZ|=(CCR)E AFESHITE AVEE 0.5014, fH4d4lE =+ 0.79]
Aol wrghAlsE Ao g2 ddA QE=d (Hair et al, 2006) 2 ALE Qs =
Ao A7 AW AVES 0682014, GANHELE 086001302 et

A

o
U 2YHsEe] YRegdel SRHe & 4
CR. % ¥ AVE, CCR #

7t 4= et BFS A, Estimate,

2 (ZE 4-9)9} Fro] YERT QL
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(E 4-9) o2 mde] tig H1H 2Ry A%
=al _
¢l 32 ®Fst | SE. | CR | P CR | AVE
L
Agdaell | 0.823
SRk
sop | HeMme | 0798 | 0051 | 20011 | *** | 0865 | 0.682
o)
AgA a3 0.721 0.053 17.71 o
AAdEel | 0792
ZBAA -
5ol AR RS2 0.757 0.056 17.999 e 0.898 0.745
AAAE3 | 0.82 0.056 | 19.578 | ***
aAsEll | 0.763
VNS
Eﬂf aAsEel2 | 0.843 | 0057 | 19476 | *** | 0860 | 0.673
o)
1At E 3 0.757 0.064 17.541 e
ARE] 0.833
DAGE | wawE 0.83 0.049 | 21.195 | *** | 0926 | 0.806
aAWE3 | 0795 | 0051 | 20232 | ***
AgzelEl | 0.789
A
o Ao 5 2 0.784 0.051 18.678 owE 0.918 0.790
AgEoE3 | 0828 | 0052 | 19.689 | ***
FREL 0.803
FAE | paoE2 | 0819 | 0047 | 1979 | *** | 0880 | 0710
T &3 0.763 0.05 18.384 e
1) »?=245.314, df=120, p=0.000, x 2/df=2.044, CFI=.978, TLI=.972, IFI=.978,
GFI=.953, NFI=.958, RMR=.018, RMSEA=.044
2) ***p001, **p<01, *p<.05
el r, SAYEES HEeES 2ASIH. BEEEAES SEET=
o] Mz g 8e FAsH] flsi AH8He Ae AFs] At Aeg,
HHelGA ] AF L Fr BEAREEH S (variance extracted test)2 S5 &
Qo o] ukzolck(Harcher, 1994). B4 227%2 2 aolo] BA
FEW(AVE)o]l 2 gRI7te] AtA o] Akt 2 3¢ HEgdds
AS ¥ 4 Uch(Hatcher, 1994). BAFEHT2 (HA-10) oA YR
Hpe} gro] AVES] HAgE 05072 ALl Aldghel Hejxel 0,506
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of 27 ekt 2 7oA A FESc] B

g 5 9.

(E 4-10) Z+ 9919 AVE g} A Al g
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¢ o= | R BN T | aaes | A | 3a0s
HeAmel | 0.682 | 0533 | 0634 | 0401 | 0353 | 0475
AAAZe | 073 | 0745 | 0348 | 0370 | 0563 | 0391
wAstas] | 079 | 059 | 0673 | 0379 | 0365 | 059

wARE | 0633 | 0608 | 0616 | 0806 | 0403 | 0355
A2 = 0.594 0.75 0.604 0.635 0.790 0.364

Tl = 0.689 0.625 0.768 0.596 0.603 0.710

W A T AVERE




4.6 A7 7129 HF

46.1 A o] A=

B Ao AT o]Z2rgS HEot] ol LA By EAS
AAEETE A By EAA A2ASE ol AFE HEE AS
5t7] YsliAle MeE 719 A tiet Y] Adx Frirt AdEofof
SrcH(Hair, Black, Babin & Anderson, 2009).

(28 4-1]2 & Ao Sl Aed 59, A4 59 143t
aol 3712 A EC] B4 IANSE, IAYFOE F TR L, AH]
T 7ol Al gt 7Hd-E AST 2R S YERIL 9t} o]
ol gt At B4 Ax (B 4-1109 »° of digh pgte 0.0012th &}
ot BAAHCE FolotA Hetgton HFE 2|45 AHEH GFI= 0.903,
AGFI= 0.869, RMR=0.045, CFI=0.934% EA&o] gL 25 7|&FL
2 OHEY Ut mgoz Brbd £ qlow TAMNEES] dFHAE A
ol o £2 RYoE B £ oot

olg Higgo R 7+ aglo| gt ARASLE HoHEH (O 4-1), <&
4-12>¢}F o] Yty & 4= it

(B 4-11) °o|2 B39 A 2|4
x2 | p-value | GFI AGFI CFI NFI RMR
o2y | 497.658 | p<0.000 | 0.903 0.869 0.934 0.914 0.045
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“ TN
N T I
0.111 \ooA=
\\\ //V\\\v,//
N A 0.742**
\\ / '\\ o
oaor — 3 ammm
\ /T .
/ S e
0.393* T T N
FHeIE
- a\
N %
[19 4-1] o]& B2 HE3} A=A
(E 4-12) 97718 25 2%
7t A Estimate HF5} S.E. C.R. p
Agdae — IA4ANS 0.086 0.111 0.072 1.203 0.229
AAHGY — I ANE 0.377 0.409 0.059 6.44 R
nAgtgel — IS 0.321 0.393 0.061 5.224 ek
IS —~ TR E 0.778 0.742 0.054 14.282 ok
IARE - FAay 0.949 0.722 0.068 14.027 e
***p.001, **pd.01, *p<.05
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46.2 74 A5 A=t

B AL B ol8AE Hald mel, nAst mel, A 5ol
37 BAEO] B4 nAREe] JFAE velstnA shlrk
4.6.2.1 TA@ES] S40] DAWZ mA & I
HI. WOl Brhafulz o] §4E59] A HO] 54 TATZo]
B(+)e] 4L wA Aot
Hi-1. Aaldaele aAgze] (+)o] Jgg vd Aot
H1-2. AAH a2 1A A(+)e] gk v|& Aoltt
H1-3. 1A43taole nAurZe] A (+)e] JF& u|d Zoltk
WA EAo] nAWZ| njx|= Fgo| dist 7HAHES Aat, JAF Q]
EXN = AAA 899 HZ3}F A4 0.409, C.R. 6.44(P<0.05), 11243} 9]
9] mE3}F A= 0.393, C.R. 0.061(P<0.05)2 EA5o] AT FA A<l
o] = Aoz yeh} 7Hd HI-23% H1-3& A= 22y, A4
§9l9] 3 A= 0.111, CR. 1.20302 EAEo] 1ATt=Eo] g nj
A7) b= Aoz ueht 7Hd HI-1e 7|29l
(E 4-13) #ARY EAo] 1AWE v|x= I
7t A4 HE35} Estimate C.R. P-value Axt
Agdgel - I duE 0.111 0.086 1.203 0.229 712Z¢
AAHEl -~ IARE 0.409 0.377 6.44 o e
AstEe] -  pAm=E 0.393 0.321 5.224 ok AR

***p.001, **p<.01, *p<.05
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H3. 1@ paolze] H(1)e] 9g2 na Aol

J AT 0] LA oo mX]&= 5
0.722, C.R. 14.027(P<0.001) 2 EAx]o] 714 3& A=)

71 A T35} Estimate C.R. P-value A}
DARE — AYRE [ 0.742 0.778 14.282 ok e
1AL~ FHEA 0.722 0.949 14.027 g e

**%p.001, **pd.01, *p<05
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mgstol 2R A 0] O A 357 BEGUT A4S A4t
Short AAA S7)9h auEeo] wrId 20249 129 @A Al 9lolA
T TRorgh Aabdere] waln Y)A9l Agere] Aee we Fas AL
wpgpyel BAlolth olmg ARdete] Agor MY HAAHAS B
st eko] Fa4ol WAt SEelA T glovt, ofd AFHel Hie 9
oM FE BT HEG Aot

Qg2 4% BAstua shAnk olelst B oAt ATRgAZ o
A A4 ol mazol =] LFstT Qe BIbuAE
gste] 1571 FRMR PRSI ofF ABATE Fa| AT 2
A7) AgsHe BALel] B4 F £ Aveld Festrl] Aue BAR
oo] E4E Esty LEH /b4 Hed w9, AAA el wAs &9
o] IAWEA A G wAEA|, Ed DAGZe] DAYFIE F
ARolzet FALR oojxivte] tg AFRALS WA AFsHALt 1
Ang aokshul theat Pt

A, 157 FoAAe|s B4 5 F2 Wol ARSste A5 F7HAEl A
of EAE =R 7IE wakRAe Ay 2 1, 290 7HF ofd 491 77t
F9 5N T BAHZAE AL o FobAuA o8& Al 19
€ AR, AFHETe] wARR A= E 10T, 2007 obd 4007}

© &9 5wl FIbAE|2olA 1948 ARSI ol F7RAH[A9
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ABSTRACT

A Study on How Relationship benefits of Convenience Store
Additional Services influence Customer Behavioral intentions
via Customer Satisfaction

Won, Hyon—Chul
Major in Startups&Franchise Consulting

Dept. of Futures Convergence Consulting

Graduate School of Knowledge Service

Consulting

Hansung University

It has already been 35 years since convenience stores began to open
in earnest in the shopping mall of the Olympic Village Apartment in
Korea in 1989. The domestic convenience store market was 55,202 as of
the end of 2023, more than doubling over the past 10 years compared to
24,800 stores at the end of 2014. There is one convenience store per 950
people, which ranks first in the number of convenience stores per
population compared to Japan, which is about one for every 2,200
people, and Taiwan, which is one for every 1,700 people. (Korea

Convenience Store Industry Association, Statistics Korea)

This growth is mainly attributed to the increase in single—person

households and the expansion of consumer characteristics aimed at
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convenience. Convenience store franchises are also seeking various growth
strategies in line with these changes in the environment of the times,
especially as of December 2024, when the economic crisis and
consumption recession are prevalent without overcoming COVID-19, the
choice of a long—term growth strategy is a very important matter of

business direction for convenience store franchises.

On the other hand, if you look at various papers related to the growth
strategy of convenience stores, the growth strategy through differentiation
of convenience stores is mentioned as an important topic, and as part of
a differentiation strategy to secure a competitive advantage, logistics
services such as courier, pickup, and delivery, financial services such as
ATMs, convenience store payments, transportation cards, and other
convenience services are actively provided to provide convenience and
position as a living platform. These convenience services are additional
services that provide additional value to customers by providing additional
services to basic products or services from a management point of view,
so in this paper, the convenience service of convenience stores is called

'additional services'.

The purpose of this study is to verify the research model on whether
customer satisfaction, which affects customers according to the
characteristics of the relationship benefits of additional services provided
by convenience stores, affects customers' revisit and word of mouth
intention to others. Specifically, first, it examines the characteristics of
additional services provided by convenience stores, second, it identifies the
components of relationship benefits that affect customer satisfaction
through additional services, and third, it examines the research model on

whether the components of the identified relationship benefits affect revisit
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and word of mouth intentions through customer satisfaction, and fourth,
it is intended to present academically and practically meaningful
implications based on the empirical analysis results of the research model.
Accordingly, a survey was conducted from November 4, 2024, to
November 15, 2024, for customers who have used convenience store
additional services within 3 months in the metropolitan area, and 551 of
the 558 copies distributed were used as empirical analysis data. For data
analysis, frequency analysis, exploratory factor and reliability analysis,
confirmatory factor analysis, and structural equation model analysis

(SEM) were used to verify the research model hypothesis.

As a result, the results of cross—analysis were presented by classifying
the characteristics of convenience store additional services and dividing
the characteristics of users, and it was found that only economic and
customerization benefits had a positive effect on customer satisfaction
among the benefits provided by convenience store additional services to
customers, and psychological benefits did not. In addition, customer
satisfaction was found to have a positive effect on the customer's revisit
and word—-of—mouth intentions. In other words, the various additional
services provided by convenience stores have a positive effect on customer
satisfaction by providing economic and customerization benefits to
customers, and this positive effect was confirmed to be an effective
strategy for customers to increase repurchase intentions and word of
mouth intentions. In order to revitalize the growth strategy through the
provision of additional services that positively affect customer satisfaction
in the convenience store industry, rather than launching one—time
promotional additional services, it is judged that active efforts to
supplement psychological benefits along with efforts to strengthen

economic and customerization benefits among the relationship benefits of

_81_



additional services provided by convenience stores are necessary.

[(Key words] Convenience stores, additional services, relationship
benefits, psychological —benefits, economic benefits, customerization
benefits, customer satisfaction, customer behavioral intentions, revisit

intentions, word of mouth intentions
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