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29l AHEolLt Aulzo] Brbdor AgE] wAe &
ZoHe RopAu|sol, FopEAL 8 4ED WA=

0, AAEe getstel, 28 ABW Ausel 94 7%
gg zi G4 Z71H BAS FESE o Fad

o
A2 ste HHeAa=E FFE-ITH(Zeithaml, V.a., Berry, L.L., & Para
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suramen, A. 1996). ol2fet WMoy o] HHHOIMH|A B2 Fx57] 95t
o B =RolAE WelFe] YUMONEAE R 2T WotaA §
ot
HolHA AFEE BItAHIAE (E2-1D3} o] thefet gz o]
o]z 9tk thg FoAe WA LAHENA HoYS AlFstr] flst
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= A9l 4t "ol VEoer RUMAR|AS] FRER BEAS UdHHEW
=rs4e 7 MulAs2e g9 8 g0 AL, v Aus, FRleE
HE Auls Fol A, w824 540l e AvisRe dudsE, BHA
oo, wEt=/stolua gl SAE2HY] e AEs, AEdd, Held
AA Y Aulart dow, AFHgMH|ArE FHEEY, 4% A=E, B2
g SO SHAH| L, MEAEL, 27/ EHAT ML, SEE,
74E AL Fol Sld ol &, JHY, ofAEE, HHlEAH| L,
BeHE AE T oMAEARE SAIEoY ANtehd Afu|AEtal Sl
offil AR A gl Ao =E FEA F2 A EsF Aujatal sfof
& Zoltt. of2fet WMol FIrbMH|AFe] tiste] 2024d AT

Wold AnA WEE 2AAN Aw W Ades @old 47
CU, GS25, 7-ELEVEN, oJutE249] Zwo]z], & SNS % Al
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ALt BHE QA SolA] mo] BWag R
1otk e FRH ARt oAl AW o B Aol of AHAE
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2.1.5.7 A4~

Hojde] fEA AP Uy
FAX 7%, 32244 332A 59
717} AAEe] WA 49l 4
24014 BE Fgskn 9t

HA Z shza] B, ApEE 4
ot 7leS 7 71eaa Bet
Al CU, GS25A1, 7-ELEVEN, oJutE
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A7H F7F 9 Woge Aot Al el #A WMol A=
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o AAls 299 4a%e SV ZiERgol of#e Es°l4, o=
e 78 uAom I AAYYAR|LzA de] EEHA AT
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D) Hol FRluyst

2) ZAAE 2Y7H/B3L AT
3) SAAHEA
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o (A&, 2018). o=et TA R 2 AH|A AlFAfe} 11

g Aok wEbA 719 SHd 14 SHe] gojog FLEREN IHH(HAYET,

2023). SHARE AB|Z}7}E 2} o]

mjgele] 7lHtste] TAFOlo] PFAH= B7F LRbH ol wiZol(Gwinner

et al., 1998), 1174 Y] TA G A7} HFEHAF A= 5, 2010).
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It /\H] AEE WA =AY 71311 474]‘?’1]/\1 AR AR A g g

S

]

e .
9—4?"]' T %= O]Z

ox
s
fﬁ
ri
>
o&,
ol
o
8,
M
<
o
=
a9
()
5

el
= =
sm dstent, gepdel W As49 4218 AL Qs 1
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stlom, uZo] AMH|A AlFAEA AAIES] FAA aFARES Al

Aol gre ATl we 4 drkn ShAthARF, 2023). WAl

Nd3 #Hste] 7P thEA SFAFQl Gwinner et al.(1998)¢f JstH HAE

e A 17 T A% Hse FSAE Fte] ol B} I B
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Dorsch(1990) | & At8d Z352H8

Gwinner et al. | 7|93 o] B{AE FAot A&7Msotes HSTAE
(1998) FA5H7] flel AN A AFEE A AHA

Bowen & Sho | &FA7t &v[AtoA] =% w2 YL FAIES
emaker (1998) | Al&-5l= &<

FAE(2019) <

OIARL2020) | A £AE oM R 2l Ag & g Fo

ol Mu| L 71gol o] WA P4 FAE
0]3]%(2021) | Yl AlEst= AH| A

%) AGF023) =5 BE AT A

222 AR APA+

AR AHA AFARet o]gat mFoA AT 4 H(FEF,
2023). wEtA] BAECl2 7| SHO #moldt 4HzE SHe] §oloz TR
ot sAeE &njATE 249 o]olg FHohr] IRt AR E AH[AC] Sl
Aol 71xste] TARC] Uehts 97t dubdo]r] ool (Gwinner et
al., 1998), 482t oA o] AF7F Thefgt EopollA Haxo] B Ect

FAHor AnnyE BAEE Asd Aol ARH 5ol 72y molo
TAdote] 7143} AvRt S TF A
S ™ (Berry, 1995), 7199 mi=

T WE, A%AQ BAGA, 1A FHE 57 2 Fag ojo] By
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4 aglo] M7 W, 17 FHE 7+ PAS FHshe 2

oo] TAWEIH DAFHE, TH BF 5o §oIng GG Ak Ao
2 AFstgon, S| J5A welwt Asld qele Bel 4TSS
DASE WAl tfat WEEs bk 22 315tk Reynolds,

Beatty, 1999)

mukel Ago] QolAE AZkE PARS Hus wol, AAA el W
o)x wol, wAst wolow TAste] Alzlste] PAS AWE Az B

£)

AL AYPAE tgoz Afoae TA felS AEH 59, M4 &
of, AAH =], A5t golog AlEslolo] HgAte] A4 st
AmEgtom 1 Azl Aejd ;e AAA ;e 1435t golo] HEFALY]
A= o] Fomet YFE mlAle Aoz FRIHJAHEAE, 2018).

BAA &, 1S melog FAste] Aot WE 7ke] BAS AwE 2
3, AeA Gol, AAA Fol, 1A G0l Low Wi FAAY JFEe
YAt Aow FEEglon], sHBAES RS FALAT] 94 P
A A8 A=, AR BT 4 QRS TAHT Aula Ago] AW
of s, mAe] AUG T BAS §A - LHAA FATACR FE3}

(429, 2016).
UAE she] BARYS 1ASt e, AAH £, Aeln &), A

2 moloz seAee FAstel ol g BT 719 WAE SISHAHEI S,

HE Q%do] olg ol Foulet dd= uAls Ae=w seldyt
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2= QtH(Patterson, Smith, 2001).

ABIAE AlEdshe 719e 14T A&7HseE B
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(&

B4, 2011).

o
kl
ol
8
|o
_-)
k
=
<
£ x 2

o oj

_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
of 22Utk 3t Bitner(1995)9] APAE QUdch. oS HHA mole

AAAQ olols TRIth &, o] AHPAR] AHAA o]e& HFstalzt 6
+ Ae YulstH, a44<l, vladA 9 BR5E xZotshs ST FEo
2 A FgEojof gttt= om|o|ti(Gwinner et al., 1998; 1Al 5, 2011). 7
H4(2010)2 FAF R Hofr= |42 dEa Al vadd As
o= ZAAA oS BY s, A8FQ01D= FHA 5oyt A
l mojow AHAA Jol& FEotal ozt mole uATO WAE AHA
7 + AHAEC] S aoles

@ololaty shgom, Mckeage(2013)
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£ Agstgon, BA Teld §3e AEE m9), AA

2 gol, s} wolow TAste] AMBYTHALR, 2023).
FAE(2018), AU (2021) 52

0,
r
-

H Ao A= Gwinner et al.(1998),

N @vE Azsel, BA Gole] TYRY Aed 5ol AAH mol, 1
A5t wolo] 24e Tn AHRTA Bk A ANT AE AEe] A7
of wat BAEe] §de Helahw (T 2-4y9) 2k
G 2-4) AFATE BATOl) 72
77} s
AR gam ae, Aud ae, Suge a9

A4dd (2011)

5232015 | gA1lA o], AAA
e A a7 q gol A 1 AaA gol
A ;e Ate]A me], Alst g° A o
anmooe | AAH melAsA mel, aAst mel, 4 ael
FA-&E(2018) A mol Aad gol AAAme) AEH 5ol
A5t . o ol e o I
ol (a0 | AEA Eel AAA ;e A mel, st we]
1713](2020) A2 A _§’_QL Az A _§_9], AAA 7ol

AR (2021) H

o] ¢4}
AAA gl ASA g2l AT gel Algld §ol
O]_a]?:ﬂ'(2021) (5, ﬂ—l 85, ]—'Q]_I—g—'ﬂ, —L—vﬂ' 89, na—l 85
AEF(023) | AEA ®ol, nAst mel, AAA ael
AT A3
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2.3.1 BATE] Ao

' (Howard, Sheth, 1969), #je AF E+= AH|A, A 22 Fuidls
v APE AH|ARe] Aol tiek FAA ¥R (Westbrook, Reily, 1983) 52
= oot qlet. wHHo| IR FZRE Fo] LAUSS AZHF g e
2 0ofstalz} st YAl AERE AlFEolu AR|ATE AP SR 71|
e B AP offtoll Wt BIF (Engel, Blackwell, 1982), 4]
Foll diste] AFdAo® ZHAAL W 7Id 59 H|waEd AH] 39 A
At 7rol Ao tigt AH|RRS] HIV (Tse, Wilton, 1988) 5= AT

zg Bofstgon] of M= thpd APATE] ek

=

o} 2] HZoli g o
gttty TPgstaA uARES B g A & Oz s A4
o] g &3 7 Fo] FFHOR Qe Lrle &A% A el Aostyl

THEA S, 2009).
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el 23 AFdE 7€z sl wet = Aolshk ohedl, A
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Al
FAEE F4 A (cumulative) oA I ATFESS A o] Fho(
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BAA grts dolH, A= 4 4+ (Subjective Norms) 224 FQ

Etele]l 54 ¥5< 7Idste A=l dict el d4ol, AAlEs BF

o o

gt ZHQle] Q14]& HRith o]uigh TPBol&2 o7t AA| Psoz o]
32 aQlolut AAA AloF 59 9JF 24 &
+ HES 1 ok E3h Ps % 7o
= bt FrEE e (Ajzen, 1. 1991).
IAYFOEe}t FHH F e F2 o2 JId EYA olE
(Expectation Disconfirmation Theory, EDT) S.24] AH[Z}7} AFo|L} AJH]
2ol dis 7B ARA Zdiet AR AaE Hawste] HEEE A5t
= A9Yst= olEolth o] o|g9] MY AT AHATE AlFo|u AH|A0] A
Sof tis] w2l AT 7t (Expectations), AHAZF APSH AZo|Lt AH]
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EAX](Disconfirmation), A1} 7|t 7Fe] LX|2 A 9] wr=(Satisfaction) 4
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ZhsbH g, AFelErt mord g A4S
2008).

A A5 TS PFo] AR el F8 AHd3Paclo] HS AF
St tH(Bearden, Teel 1983; Innis 1991) =, ddFo] AFE Fulj(post—pur
chase)2 A ZFFE o AFEAHQl A&ZHEG o7 ThE(satisfaction), -5 (attitu
de), Al-l(repurchaintention) o] o]Fojitt= A AFTE AoIH(F

Z14, 2008).
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243 FHE

FERF -2 AR ABAFEC] A2 AlFE R AH| A Higt od, JH F
2AL FHotl AScke AL oudttt(Dichter,1996). 19544
Whyte(1954)7}F H-&2o2 ‘FH(Word-of-Mouth)' ©]gt= ©olE ARESH o]
T, B2 A7 AE6iA o BweE AAE ol ghem ARt wet A
il

1o gt FolE oY A7t lou floA ez Hejxle AH=

e 22 & AR E 5, 2010).

0dd] Fo4F ol=2 HHIRE QIE|Ule] BHgat 2000 ol So]etA
B2 gAEr|rie FHe=E Qe @il 22kl FX(Electronic
Word-of-Mouth; Ewom)> FFufjejAFEA o]l Qlo] thE ofiqte] gt Hlw ¥

gAo] Jbsste] Latel Fuld BEEG o b FujoAAEE THssHA
steleh. BYglol WA AEe] FIHQ Yo LulztEo] A of
OAY 47 AHDL o8 5 A Boll we Letel 2ol S Fue
A 7V 9T el S8 3 shtz QAHR kAR, of
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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 3—.’1‘:] Ax2 FgHEY PFors F= olEH
nd-e 55 BT A 3950l 2(Theory of Planned Behavior;TPB)-2

B = (Attitude), T84 (Sub ective Norms), & FA| <12 (Perceived
Behavioral Control) 37}1A]& F8 Q2102 AAstal otal kA Agstel

Tt Newman & Werbel(1973)= BWESE 1o w9t AR o 272
Aol e ZHAAL, Oliver(1980)9) ATNNE TATZ0] 4%t
o] Hiko FF= mIAAL ALt AR, Altul it FFe wth=
HaE AFRAHBER, 2012).

oFA] AMHHOFE
U Aol &

ol MuAGA7E AFste g AH|2o] TS EARE A0 ZH—_rLUHE

& AU clole St A sl BT 1A9AE A7
U ZA A0l 1AL g go _y_;c}( 1098 2012)

o AFRelze] A+ 9FL w1 Aol
o priszel AW AL 12 Aol
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benefit)& AH|AES AZLsH= 7|dat Av|A9]
oA mejo] JAHH, F7|Hol A&Ad o %

oz s = glon, 7y A o] AT Aeld HEHE &l
CHIFAE, 2018).

2 =Rl WA FARQOIS) oIAR(2020), AUREQ02D), 47
(2015), 59 APAFolM AHgE A=A qe, BA4 e, 1At 59 3
7HAell 7, Belste] ZA4zF 3RS dAste] 5
£ APt FAM R AuEw o g

A, A= 5o "ol RupMuArt dRGge FeA, HoH
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3.3.2 1A%

TARZS] Ghote] Kotler(1997)% 7|thel Botel AFC] Azkat A2
5 H|oto] Yepd S5 (Pleasure) B+ A (Disappointmetn)?] 7H<19]
olgtal Agolstlal, Oliver(1997)E AH|Ate] F5/defoll tigh whgol=t
A

fll

2 AREL 45H2016) AEEQ017) 59 HYATE vt
o 3BGE 4Yste] HRaAE AWsGh FAHOR HERES A
BY WOHe) A AZSHE B A0 Ao BEsHER], BeFo] A
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3.3.3 1 AP FO

IAREEE 1ol B FFEFH, AR, 74 52 AT s
e UelE geld Ageltt. ok 1A wE, HAs HE, s B3
5 ol 2919 GeFS Wol PHE WFIAEL /g0 NS oZsty
IAT] PAE Ak e A AR BEHEL PFILE T2 ol
& 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 E W LHOIEX= Schefter(2000), ©]&35(2005), A35H2016)59]
APAFE vio g 247 388S AAste] ARZAE APsirt.

TAdor ARYLS AHEE AYEo|Ee} Paste] WolHe] HrlA
Bl A7L A Eels Wele

2fgto] AYESIE 5717k wx], Woldo] AgHE
AREIAT} F7ke Fol Qold AMEF A, Bolgo] AT HAA
Hl2o] thopyd mhEe] AR AAA AR T TAowe} B
S |l o] HrpAu| A ol 20 AselA oY ANA, Bl
A B 20| e Fau .

AARulA F WR Auadh glow Fw At
TAsher

ge 2% gAE 59 Jug o|gsle] ZAsgon,

g
AT ARRGS B =Bl FH] 7 A,
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Bz | g9 AEFE Ug = A A=
REFEEES H7Au| 27 e S84 St
0 2. YEAS FZr}
el 3 /\EEﬂ/\ELZO:]Z
: e = FAE(2018),
1. Azsb] Aujas wie ©124:(2020),
A A 2 1:17]_;;]/\17]_]/\]7}g z%oqk-/n];'h:} 7]11:}!1]—6‘3((202]))
_§_0_1| _§_Cﬂl - T _— 1= =2 1 - . = 1__'_1
3. 1] =88 ARAd 4 gl 42H2015)
ams |- FpAE A SEE HH o
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oy IAYE | 2, FESF THELi NEB(017) | HAE
= Zz5 o —
3.7k Tl S, A&9(2018) | 584w
B i G LIESIEC =
A2 & Aot
A | 2. FAPARIATL Algshe el
o Aol 57171 et
2 o] 9lolA AHHE o
ks 3. ;}Z]]-‘q—_ ol AetAl A2 Schefter(2000)
ol el °0]Z2.(2005)
o 1. ggS FHwrom ¥ AEtso] 7 23H2016)
a2zt
2gos | Helgh Aual T8 ARSI A
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BoAAu|2 ol§ARE T ARE
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Bolme] HAe FFe AT BHsk skt F2o] 9t 2 AF=
AEGE wol7] 18] 22l 3 AZ2AE Wdste] SEdA 371Y
oftfell Mo FAARIAE o gallE 10t o] nAE tgoRr s A
Pttt dexAts ARAHE B9 Aunede AR, ARdEe
ARATE wgoR 2 47 ZHo] Fetes dv g5 WEs 4
FAste] FEetlth AR FE 20249 119478 119 159717
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4.1 24 oA Qe 5

2 Arelde dE2AS ot s 5519 fE EEs 97 Et
=4l ARgAtA. ZARZA ] AHEE SEARe] SO Hisl NxEAE T
ol Awi Aybe ot & 4-1 )9t Aoy & Ao ARIAE fIste] 4
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HH AH=2E= dAdo] 2299 (41.6%), 91740l 319%8(57.9%)°lH,

AHon By,
AxiEZ = 10 239 (4.2%), 209 115%8(20.9%), 30t 12398 (22.3%), 40
o 155%(28.1%), 50t 10375 (18.7%), 60t ©]4 327 (5.8%) &=o= e

of. ZFEAEEe 117FF 1039(18.7%), 2907HE 85(15.4%) 3917k 152
B(27.6%) 4%171F+ 1757 (31.8%), 591 o1& 71 368 (6.5%)% ALr =
ArEH oS AEjshd (B 4-DI o] Yetd 4 olvk. ek ARt

Fste] 5ol BIAAR|I L] Histe] L7l Rl
7R A o, ZheE A wsAdsh, AR e vieh FRAdsh, A
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GE 4-1) ATEANA 54

T2 Ll HAE
. g2t 229 41.6
°= o]z} 319 57.9
7|=

4 =t
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
484 tigtn 286 51.9

ekl o) 101 18.3

191 b 103 18.7

291 7 85 15.4

b 391 7 152 27.6
401 7} 175 31.8

591 ol 7Ht 36 6.5

200%F¢d o]t 127 23.0

200~400%H) m]gt 129 23.4

ArE 400~7009+ w]qt 171 31.0
700~1,000%+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

Aol 3ET o8 B4R WO o83l WO &8A AT
A, AR/ AL F8EE, ol ASHAEE EA5HS
ot FAFoR HW, WOl o]§3lp= 51,23 113%(30.5%), T 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 Holyd HAsHHE ZAREIE= GS25 267948.5%), CU 2389
(43.2%), ©|ntE24 1598(2.7%), T-ELEVEN 14%(2.5%)9] %02 UEh}A
AL 270 4AI1 GS25¢F CUOl tigh A S =7t 90%014e] Aoz vebgtt,
olE A sH (F 4-2>¢F o] yetd £ ot
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(B 4-2) °ol8A 54

T8 L HAE
4 13] o]st 41 7.4
o1 4 2~33] 113 20.5
o g5 i— 1~2i>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
s 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 ] - 2 o} 217 39.4
of7hwt2 o} 156 28.3
TS SFIC 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
=" 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 me AHA027%), 29 BFAZ/HANNLA3.5%), 39 LETE/6

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) WY BAMHIA F7E =4

72 A B

= SEAE % SEASE %

1 =) 9 mQ] AHja 356 | 22.70% | 372 | 23.00%
2. @EAZ(ATM)/ €A 2ta) 212 13.50% | 188 11.60%
3. AFFtE/Sto|mj A/ SA EAH 7IIE T 205 13.00% | 192 11.90%
4. 27|30 ATESH AE T 188 12.00% | 147 9.10%
5. Mo AA (2] FidE) 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. YEZ(FAREA) 52 3.30% 50 3.10%
1058 AB|A[AH, (3)EAEE, FAX 5] 36 2.30% 61 3.80%
1130 E5 34 2.20% 58 3.60%
127 EEHT 32 2.00% 53 3.30%
13.4EA o 31 2.00% 37 2.30%
14 A1EF AH| A 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%

AT H IWE o[l 137 o7 ol 5 B SIPAuE, (s Ar B =
B: olg3) £ HPuIA F FE AL olgstn AL A EHAT B S
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goz HrAHAc ATEASY FEAE
A % @% 57 b 2o

¥g bk, TRt ol

oA ARt viel Zol %%5711 EI7pH|IAE AR A, ga) 9 51
AE|A(22.7%), @E1Z/ElAT(13.5%), AF7I=/5toli|A 5(13%), 22
71/ A5(12%), B AA(11.7%) 0] A= UERem o]2fgt A9l
578 F7bAE A BEAAEE JHE wakRAS AR A3 12907171 ofd

4777} BB A9 57] BAMEA o8 S4%elA 198 AAs
A7, AYqEte] PARAARIAE 109,20007F obd 40tj7} RE 4]
S Wol Robulzold 1918 AASAT olF mER Hejsid (&
44y, (HA-5)T} Zo] e & 9
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(@A) A5 HAA| 2, ATE v A
7 2 19 717 | 20 A7 | 39 AT | 491 AT | 59 o | @A
e 59 54 102 119 2 356
a‘ﬂf 5:345%37(27 16.60% | 15.20% | 28.70% | 33.40% | 6.20%
/vﬂ:l]_/_\_ =
MITT | 57.30% | 63.50% | 67.10% | 68.00% | 61.10%
= %
o 8 40 54 63 12 212
azaz | A | 2030% | 1890% | 25.50% | 29.70% | 5.70%
[SE Lk )
WET | 4190% | 47.10% | 35.50% | 36.00% | 33.30%
S /0
e 37 31 51 70 16 205
nE7IE i% 7
TS S0 | 18.00% | 15.10% | 24.90% | 34.10% | 7.80%
o
Stk
W7 | 35.90% | 36.50% | 33.60% | 40.00% | 44.40%
5 34 29 48 68 9 188
B T2 | 18.10% | 1540% | 25.50% | 36.20% | 4.80%
AT
WL | 33.00% | 34.10% | 3160% | 38.90% | 25.00%
=%
e 38 27 54 52 13 184
pold | A2 | 2070% | 1470% | 29.30% | 28.30% | 7.10%
an |23
MIFT | 36.90% | 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 | o
ot | A A A A | ol | ®
Bl 12 61 84 115 63 21 356
2370 17.10 | 23.60 | 32.30 | 17.70
o9 %xq | 3M0% | g % % %
5.90%
g | 5220 | 53.00 | 68.30 | 74.20 | 61.20
0= % % % % % %
Bl 4 43 54 56 47 8 212
22370 2030 | 2550 | 26.40 | 22.20
Q% q | 190% | g % % %
3.80%
= | 1740 | 37.40 | 43.90 | 36.10 | 45.60
4 =% % % % % %
H 12 40 44 67 35 7 205
22370 19.50 | 21.50 | 32.70 | 17.10
AdFxq | 20% | g % % %
3.40%
= | 5220 | 34.80 | 3580 | 43.20 | 34.00
4 F % % % % % %
Bl 3 44 42 46 44 9 188
2370 23.40 | 22.30 | 24.50 | 23.40
9% q | 10% | g % % %
4.80%
grad="d | 13.00 | 38.30 | 34.10 | 29.70 | 42.70
0= % % % % % %
Bl 11 50 43 45 30 5 184
22370 27.20 | 23.40 | 2450 | 16.30
9% q | 60% | “g % % %
2.70%
il | 47.80 | 43.50 | 35.00 | 29.00 | 29.10
43 % % % % % %
23 115 123 155 103 32 551
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=

2 AT S04 298 oo 48R ZRFEEC g T4 2
A P

A (Exploratory Factor Analys, EFA)& AAJstH o, 2ZF 314 wr2lel |
A (Varimax) 274 W27 FAAEEA (Principal Compenet Analysisl, PCA)
= T QRIEA AREAIT. 1 Adt 7 SO adF] Aol
(E 4-6), <F 4-71 Zo] 0.5 ooz Yei =HHsy 4g4] 89,
BAA me], 1St o] iy wiZfwa uAR 5

T, Ao gqlo]l TEEHITE SAHFYE ARAEE Brkekrl Sl
Cronbach's alpha A5 AMESIAA, o] AlLEs 07 1 Atolo] S 7HAH
dutAog 1o 7Pheas ARt il siAste v Re QRle] S
2o gt Cronbach's alpha #to] 0.8 oAz Uetgonz =Xgt=ol
o] FREUATT w4 gl

v}

oli
ogk

o,

@ 4-6) BAT AP BAHRARA A}
e 4 :
2 B Factor | Commu | 4t Ay Figen a
= Loading | nality (%) @ Value

AAH a1 0.837 72

BAA -
5ol AAHE ]2 0.821 740 25.695 | 25.695 2.313 0.832
AR A 73 0.767 740
ISt el 0.825 759
1A% -
ol ISt g 22 0.803 7183 25.451 | 51.146 2.291 0.826
I A45EE 93 0.763 708
Azl 0.802 .801
el

DUl dgdamel2 | 0753 | 744 | 23607 | 74753 | 2125 | 0.819

AA 793 0.711 .681
KMO=0.893, Barlett®] &/ 77=2496.489, df=36, p<.000
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(E4-8) 29 A9k F7 % B7PI=

2] 2= oln] 714
x’, —x" grol Heas F2 2y 2
x? /df(q) —-x” /df(normed chi square)#t PO /RS
GFI | Aowetaise] shtel 7]z 5] 2% 09 1
A
At | AGFl | 23RS HE 0.9 o4

A4

- ] 1 0.10.08 — 0.08<0.05 —
Be 4SS Eyelt wyw ol op 10E - 080
W8 o Lo BEEE AEY Sud A 005016}

RMSEA —
o Ade] AR 45 2AT A WE - ore . 2o
=n CFI NFIE HgsH= % HE (0.9 oA
o -
S TE WS ARS 002 4% =4Rd
AT | NF g mmdaez ste] 44E nEs wWokd HE 09 o}
Ak
B ATy ZHe 245.314(df=120, p=0.000)2 jehton] thE g

o
" s 4EUgAe] SRsgas o 4
C

7t SAFE Uit B3 A, Estimate,

X

2 2.044, GFI = 0.953(AGFI =932), CFI = 0.978, RMR =
gl go] /1EAE FEAAL 2AT g Ut Qo &
Awdo] A3Ye Bgoletn T 4
teoz A7 AdEE AFHIHL Awnr) ﬁoPO%

ATt

ﬂ r:lJ
M
r2
N
i
SN

%E}.
R. Zr @ AVE, CCR %t
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(® 4-9) ol24 mdo] g FUF &4 F3t
=2 [
Qol 2 T3} S.E. C.R. p CR AVE
T
AeAgell 0.823
A4
5ol A @ g el 0.798 0.051 | 20.011 | *** 0.865 0.682
o]
A @ g3 0.721 0.053 17.71 kK
AAA@ 0.792
A A .
5ol AAA 72 0.757 0.056 | 17.999 | *** 0.898 0.745
ZAA|HF 3 0.82 0.056 | 19.578 | ***
1A E ]l 0.763
ke
Ejf st E ]2 0.843 0.057 | 19.476 | *** 0.860 0.673
o]
s )3 0.757 0.064 | 17.541 | ***
TATE] 0.833
TAUE | AR 0.83 0.049 | 21.195 | *** 0.926 0.806
DATES 0.795 0.051 | 20232 | ***
ARl ] 0.789
AR AR %2 0.784 0.051 18.678 | *** 0.918 0.790
9,]5 o . . . . .
AurEolE3 0.828 0.052 | 19.689 | ***
TAL =] 0.803
FAOE | FAE2 0.819 0.047 19.79 ok 0.880 0.710
TAE3 0.763 0.05 18.384 | *#*x
1) +’=245.314, di=120, p=0.000, x 2/di=2.044, CFI=.978, TLI=.972, IFI=.978,
GFI=.953, NFI=.958, RMR=.018, RMSEA=.044
2) ***p001, **p<.01, *p<.05
o2, SAFEES HHEGA]-S XA T BHEGAA S SH TS
o] A2 & 8202 SAdH] Yl AHgEE A ASsH] fgt Ae=,
mHHElA] o] A= 82 BAF=Z=AZ=(variance extracted test)S Eof &
Qsh= Zlo] kA olth(Hatcher, 1994), BAt $27h%L 2 @9lo] Hab
FE(AVE)o]l ZF gQ17te] ATA o] AlgHt 2 3¢ HHedAS
AS ¥ 4 Uch(Hatcher, 1994). BAFEHT2 (HA-10) oA YR
dtek Zo] AVES] 4ghe 0.5072 A4l Algarel A9 0.5061
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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

¢ 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 | 0.633 | 0608 | 0616 | 0806 | 0403 | 0355
A2 o= 0.594 0.75 0.604 0.635 0.790 0.364
TR = 0.689 0.625 0.768 0.596 0.603 0.710
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46 A7 A9 A%

4.6.1 A+ B3gol HF

s SASIA 2
stoh(Hair, Black, Babin & Anderson, 2009).

[0 4-112 2 Q7o S48 44 5o, 244 5o 3

o) 3717 AR E4 DANE, DAAFIE F ATEE T

20| FFEA N g 7HdS AST FERPES HEHUL Ut ol B

x* ol iRt pF2 0.0012c 2

AHoz Golsh Lergon A 142 AEA G- 0903,

AGFI= 0.869, RMR=0.045, CFI=0.934% HA=o] HgE 45 7|ES

4
w

x2 p—value GFI AGFI CFI NFI RMR

o|ZR7 | 497.658 | p<0.000 | 0.903 0.869 0.934 0.914 0.045
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0.111 \\ as /
\\\ ///v \\v,//
~ P —
AN N 0.742***
\\\ / \\ /
ZHHE 0.400%* — Ty pmm= (
\ /T
\ S -
N / . R
T \‘( ™
. / \
/0.393 | ames |
N J
S~
D73zl >
y
- o] IES ES
[1F 4-1] o]& R S}t FrAs

(E 4-12) 9771 A5 2%

7 A Estimate Eracly S.E. CR. p
AeHae] — A 0.086 0.111 0.072 1.203 0.229
BAAAE] — AT 0.377 0.409 0.059 6.44 ok
uAgtee] —  uAREE 0.321 0.393 0.061 5.224 .
IS — AR [ 0.778 0.742 0.054 14.282 *Hx
AR -~ A 0.949 0.722 0.068 14.027 ok
*%%5,0001, **p<.01, *pd.05
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46.2 712 AF A3t

2 AFNA
3714 BAE ]

JE = =
=47 DARE7EY]

4621 BALE] SHo] DARZ HHE FF

H1. "ol R7hAu|s o] §abE9] A el SA2 A=

i kx)ll l:o{(
L% 1L

ro

TA RS EAJo] AT wX]= gl tigt 7HdAF Ax, oA
A F AAAH @l EEsH A4 0.409, C.R. 6.44(P<0.05), 11743}

=3 0.393, C.R. 0.061(P<0.05)& B4 o] nzutZEo] FAA
FFol e Ao=w vehdt 7Hd HI-23 HI-3& A== Qich. 22y, A4
a9lo] BF3}F A4 0.111, CR. 1.20308 BALo] uATZE S n
= Aoz yeht 7bd HI-12 7174 =k

—_

(E 4-13) ¥AFY B0l 1AW= njA= &

7} A B9} Estimate C.R. P-value A}
AgHge] - IANS 0.111 0.086 1.203 0.229 71z
AAHEl -~ IARE 0.409 0.377 6.44 o e
uASFEe] IR 0.393 0.321 5.224 *n )R

***p.001, **p<.01, *p<.05
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250} 714 22 A9

0.742, C.R. 14.282(P<0.001)=

L
-

I ATREO] LA O o u]%]
0.722, C.R. 14.027(P<0.001) & EAx]o] 7}4 3

S EE

[e]
—

o]

= w| A
IR | R
()
m * *
x| %
A
. N o~
~ 183
Of < | <
— —
]
=lele
= o~ (@)
5l o | o
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***p.001, **pd.01, *p<05
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gou FAA §171et AnjE o] whAdt 20249 12 A Aol 3lofA]
T oot s mAT F1AQl et A" mle Fa%t A
el ZAolnt. olziet e dgor HoH RIMMHIAE Fot
APt Aol Fadol AAF oA glou, oA AFA Fatol 9l
old T APAF7E FEG AAolH

2 B 14 F WY RANAE g £ nAS iy

A Agste HpEs Golo] nARES T wAWEFIT] wH:
GFe AF BAStA gk olHg BA o|Astel ATRAZF ¢
A S0 A4 Bl maol = Aol A Lsta gk of

K

AolA Agsts BARCl] B4 F B AFold Bsrld] A v
olo] S4E Taatu £EH 7k A @ol, 4AA 1o, wAs 1o
o] IAWZ AHAY GFS HALA, TG nAWZo] TAPFIE F
Ageolzet FAYER olojxirte] tgt ATRGS A dEshAck 1
Avte ackstd oheat 2t

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
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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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