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oAl 8rs]zl ARdoltt (Sharp and  Sharp
1997; Taylor and Neslin 2005; Y<=3] 2008)
et o714 3raebA] dotof & A2 A
HAZZ J3o| JA|Ao R FAE R &
Fole 238 719 FAE 712
ok Zolet. w2 ol Adska 7]
H2 AD 2 AL Ak 87
= I Az g ds oﬂg]_,_ Jo] uf$-

m?‘J

o> X9 on

éL—W

et 22kl AdS 01%6}04 Aol 4]
ZH|AE O] A &HH o7 F7)5)
Q7] wEolt, e el AdH e
2hel oA o] Anma; Fufgdso] ofe] H
oNA zto|7t YRS ThsAdo] EEole B
SFAL(HRIA 2005), FrEAld FEjo &
A Wzgage] Zolo] gk A= v
gk Zlo] ARdoltt, webx 2 AFelM=
712 Fej o] FEAldel we 2pEstE a7y
BAZ g o] u|x]= g tis) AR
2 gtk 2 gt FAAEQ] B4 that
7t}

A, FreAd &
2l L=, B3

=

oot

EERER S

A, WAARE B4 2% 4D B
2 o] HEANM eish mgAEe 4E
gl Axme] vAE JF& ARy
st

AR, EAD Feish BAE, g
o Aago] Aol AL Jae A
w317 g}

o] A7 FEAD Felol
EEEE BERERE ERE R R SRR
AR AZE F e W ohel, @Al ol
Ade Beate] I RATLIRL £33
£ gl ARAl A AFS )
.

& Ao},

0. o2 &

L&A k& 202 FF

=

oHYl & T2 289l AdoM=
shA gl Ve ﬂl% 2 gt Hek gr
o oj&ste] AFES Tulsiorsty] whitel &
=zl Adel Hlf‘fﬁ AFe] F4 9 &
LA E FE5 HHE E
o|th(ZH1A 2005).

wba] &2kl AdelAE 714
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TS, F4 TolME 28l exeel
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2 2001),

Tt AAEL 221l AQd o]8 Aldle &
Po] folA, o Tujd wE uAAH =,
Z/d T et BAAZ2ad 55 F
Q37 Aztelta skgar, @ =ekel A o)
& Aol AETA, A, B A, A
2], 9171, 719 881 (Al =t ), A F
T 5 T85H AZRITRAL stk Lindquist

1974).

o|e} o], 2ol x o] AH|a WFE
L xERIeA o] An|af fF 3 ofe] HelA
2|7k vebd 7hsAdel vkl & 5 vk(A
WA 2005).

2. T4 T2 I

2 pagEeaae A5 Pl Fele
AFoI} Aul= glo] 37k AFE AT
of IAEL 7ol 71l *Mo}— A&
e AH| 2o} A%l B KA B
= A" =gt & MD}(Dowling and
Uncles 1997).

A RAAZZ NS Az, AR=d,
T T THFE okl AA 2 =T,
I &3 v 2o AR, 714 3] e
o] PEstE o] AF He] FA Afol7} Zas)
A Ee AellA Lnjap A 7e] 2plst e
o2 &g k(o] H ] 2009). A, 1A
Az IS Aldshs AN el A

BE 5 5 3, ol S AR

[

FHT % J3FS n X7 FrH(Taylor and
Neslin 2005).

2y AR AFelM s aA Bz
o) ol thsi e ), 714e) #
ulE7 Bl g AleA AR dEel &
wAe) 2l Ee HESA e S glow
(Kearney 1990), 317 HAFZ 2 TI2o] 9l
HAAE A Zetd 2388 7199 HE&
S/HAA LA Z 28D vkl 53

(742 2005).

12l Beo] Y= AL HAPHE Zo|n,
R4 mgolg Aulat ol AIER 4514
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N
i
'+
Ir

>}L

k= 7S o]u]3cH(Nord and Peter 1980).
dutx o 2 AA wiato] 7HH BAF Hr) ¢
2 Yelg o (Rothschild and
Gaidis 1981), AH|AF= 7 BAMECTE 2

BHARS O AEshks Aoz YeldtHDowling
and Uncles 1997).
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i«

AMew 59E Ae oA tnre &
N ol 7re] Ajolg sl W % gtk
(Batra and Ahtola 1990; Mano and Oliver
1993; Bazerman, Tenbrunsel and Wade-enzoni
1998).
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Dowling and Uncles(1997)+= 117 XA}
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g olghs 498 HFrh Rothschild
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A A Held, 297], 71g.a 0l (A e} o
D, A F B 52 T8sH Atk
ATt (Lindquist 1974),

a8z AAZ(2006)0] AFtolE o]
oaglol AL o] 4ds F1 o8t 714, A
H] 2 o)A, 22 2 FuZSolgly 3¢
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B T4 = Dowling and Uncles(1997)
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A5 Qo) ofs) 2 717 Bk Aol Ho]
A Agshs AR Aokt

Rothschild and Gaidis(1981)+
o 1w Heh 54 S A gtk sl
TN F20DE 2HAFES B

ISR

S0 J AeErSs B 22O 7HA|
£ o =4 AAgna u}
(2008)= AH|AFES A B Boe S
Bt s oS wizkeiA vkgs 4 qlokar
ahoich. A2 o] (2005)F HEA K
de SA B Aswrt a1, HeEt By
2 A B Hawrt srhar 5k
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IV, AsSEM W (& 1) 2

L B84 2 A5+3 2. A R ARAT

2 o] Ex 2ol AU o Talol B ATolE 2l wgH o=zl u
Aol tlak o] eAEs} SABIIL 71 n} FE FAl 7HAAL Sl sPEE Al 22
AY Bl WS Pk AR dapy 2 s SZER] IS o8l AlES 7
e 20-3002 AFsln, Aol g NE BFA ddofe n 2AERass
Azss stla 2ol 2o gios Ay AHEILE TSI HYETR AT EE
o 259 A HAE2 O AU es (3 2)9 2ol

!

BTN BASE (AL vs, Fetd) = Eer, el exeel A
=
=] ©

HAANZNEA] vs. A D)ol whel 471A] ] A

y
jﬁ]f\’— FELS W=, o] v 282l & RS BgA A O mhE BAE A2
Zalol 2 538 of Wl FEE & 87149 AYAT 2 = PFF F59A R
AuEles TS 2 Avele guy R ZiAesEel b AR wrdaetel
2 4098E o7 g o & 3202 At JEFE ol Ao, A7 AF
o2 A¥S AN TR TES AAE G < gk £ A AdsH] Aol du|zANRE
32099 AEA F 31699 AEA7}L g T & AR AT el
=ola, 7 % 242 51 w ARSI JIAE F A=A dopE

S|
=

e oam 7 AdEeME fEAd Fesh By

w3, BRI AEs] TR AEAE

AUk £4 () 2 2(%)
Lix} 145 46.8
HE
4Kt 165 53.2
oo 20CH 248 80.0
- 30H 62 20.0
ShAl 152 49.0
SIAR 105 33.9
MEX| 29 9.4
=
xtged p) 0.6
ESS] 20 6.5
7|} p) 0.6
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(B 2) I HAEZ O ALfZ][L
S| SN By X[ Hat
HYREY (Btiofl 50t ol Zmsl= =& 1) | (ofU2(X|7t 108t OlY FNEl= RE 1)
5T ZAE! 19k SR
A8 =t HEZ M2 ME SRl
sHe=2] b e BICI2M e
Fes= 0[8T() FEsz 0/8T(20)
Herx Bal Gt 5@%2&'_@(1%) Gat sTESRIT(20H)
=S FHOGTH) et S (1)
el i et
BEwE SallA Blasta, fe 7ke] olg & EBsdler], FolFEe  Alpha=.05
ttests S-3f glst Ay, RS ) FAE (p*<.05, p*(.01) & A3} r}.
Ay es AdsH 22EdES & 5 3 B d7e FeAd dH 27HA, BT 2
oAt A, BN 27k A8 e 2 X 2 X 2 HE
B ZAb| A ALEE A ER|E F 871A| 9] A 2 YA} (factorial design)o] =w, 33}

Hgog FAHNSH, Azt Alvees
FEAE ekl vs. 2 xeke)el BARH
FEEA vs. AFH), BAAZI(SA] vs. A
e} 2ol whet 73 = AT
Z2He 243t Sholla FolAE A
B AT FE5HER Asse] #
2 FAEJT Az Ed g3 F2e
T-(Kivetz 2005; ©]*HA]2000)& v}
stgon, A= 74 H e g ARSI

© W&
).

o
A

H o
2 o rlo

o

=
=

o,

Py
~

¥

e

9

B AFA AR AT F 87FA ] Al
TAE R, AT G F-5A)
, Ao wgl M2 ok
o9 EE2HEE 235 MR 5
S FABEAT. AFellA] AR AT
& SPSS 18.0 T4 =2 1%

oZ

ot ol fu e O

FEAHRA (three-way ANOVA)S o]-g-3lo] &

qahgiet,

4. 994 2 ey 2A
B dArMe FAd Feldl whe 2
F93} BAAH o] A Bl PR T AR

Golu] 13 BHE S4e7) S, 5
Wael A we et AEEe) Aws
Cronbach's ¢ Al4ZE o83}y AASIYL}.

B ALo] AR E Al 0.9972 7| o]d9]

2
fol

o= 5ol theh welH s gl 44
H AT ek o] HA] a9lo =

=

REID
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TEUF Az da fE5AE FH,
HgFE, BEAZ]ol whe E3E o]
sl 32k EAEA S AABEAT. (G 3) ol
Uehd 235 AW, a3 SH A=
HAFE(F=5.116, p(0.05)3 EAAIR(F=7.965,
p0.01)2 For|g 2fol7} il ot -5

EFtTH,

FEAERI SHANE FeAd Feet
BARE o] 45 2H-8-(F=14.987, p{0.0)3}
A Feo} A o S A-8-(F=5.998,
p<0.05)ll F-oJml gt xfol7} glow, B3
I BN e atgolle frofv)gt 2fel 7}
Sl o2 yehdth, 283 f5AE I,
A, BdEe] Asa8(F=5.479, p
(0.05)°l] fr-ojmlgt 2] 7} Qlas & 4= Qlth.

A fEAE Feet BAARE dg &
A AINE A HEA, ttest AT 22120 Aol

M Ad8H B M=4.9675)0] At B}
(M=4,3462)Ht} A3%7t =4 Yept
(p0.01), 2z}l AdolXE fFofulgt b
o7} gli= Ao & yEhytt wekA] YA 1
22kl oM 84 B gigt HEw
7} =7 vERE Zlolth "= A=A, 7
20 o=l AdelMe 2y gl disk
M3 =7t A veRd etk & 712 = e

o2 §5AE Fejel BAdAIA g
EAANE AR, ttest A 22191 Ad
e 2A HAHM=49177)0] AA BA
(M=4.3816)Ht} Mz%rt =4 yYehjn
(p€0.01), 2zl AdolMe= Fofulgt 2t
o7} gl Ao & yEhydtt wekA] Y 3
22kl AdelME SA BT A B
gk s o xfol7t gls Aolnt."= 712t =
R, 7P 4 QZEl Ao M= SA] B
of gt M5 =7t #A vebd Zloltt,"= 7]
Z+ = k.

Ao 2 f5Ald FeEjel BAAAH, B

AN Xt HrtAl= F ROEE
Fexig e 1 045 056 813
HARY 1 4145 5.116™* 024
S=RSPNES 1 6.454 7.965%+* .005
SEXY SEf * BARF 1 12,144 14,987*** .000
FEME e * ENAE 1 4,860 5,008** 015
HNRE * HAAR 1 833 1.028 31
SEME e * BHAE * 2R 1 4.440 5.479** 020
¢ 302 810
& 310

**p¢0.05, ***p<0.01
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Aol tigt EAANE AT R, ttest A
I 22l A olA FA] B Al LA B
(M=5.1667)°] =2 HFM=4.6750) Hr}
A7t #=A YRt (p<0.05), Ad B
Al AgA BAM=4.7632)0] HHH HF
(M=4,0000) Ht} AZwrt =74 Yepbdtt
(p<0.01), whebA] 7 50 22kl A delA =
Al B Aol 84 Bk dist s =7}
A b Folth = A=, T 6
22kl AdellA] AA B} Aol AEH B
ol dist AE=7F A Jehd Aot =
e = At

g, e el A oM FA| B Al
on)gk 2oz gl Ao ® Yehtar, A9 B
Al A BFM=4.9103)0] A& BF
(M=4.4024) Rt} Azwrt =7 yehytot
(p€0.01). wWEhA] 71 70 2@l Ad oA

ZA 2 AlolE AE8A 2 dF AsE
7} 7 e Foleh. " 7124 E g, T

8: 2 xekel oA A B Alelle A=t
2wt digt Asmrt A veRd Aol
ot "= A = Sl

ol2 B3l AEAd el AN, B
Fo] AFzxo] vxE Gl ek 7 A
= A¥4E FHHoz AEsnd, olele
(% 4y9} 2},

V. 28

[ —

1. 72% 39

(# 4) 2 A79| 714 45 2

I E b A Zt
22101 AHoME AN M0 hEt MSEJt =2 LiEt | _
S Ex{ SHE| 7}/\-11 XHEH
T2l oM FEA AL 3 MS =
Ebet Zi0|C
QOJ = )\I—KA HAM xgg)kl- r_é S
O g | 22 OE'OOL'H | T X ol iR Msso |,
N Xfo|7+ gl Zolct,
mafo| xid Ab 3t M5 =g L
AL Sy | SEEI AMGOIME SA B0l oSt MeEoh E2 Lt |,
o Zdo|ct,
<L 3l0o| L= = Ab =3 I_Q_I-I Ah St A
Sgg | ST A0 S BN Aojs 8 By digt o |
SEIt A LiEt Zolct
OETHLE &
TS SH 23101 ALoA K| HA Ale ARM B et M |
* 6| Do e et HEd
s STt =H| Liete Zolct
% gy | TR A0 SN 2 Aol HEX 2dol Bt |
LAt = | ME=7t sl LERE Solct, B
OoOTT o
Sigg | SE2AC A0 Rt 2 Aol B =adof oSt |,
= MESEIt = LIERS Zio]ct -
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ol 7} shgict, Bt FAIH 2= AA, K
A Fej(gke] vs. xR} BARY
(A&7 vs. )] FEAgo] Msrd
H A S AHEdT EA, e 2
B (2241 vs. Q. ZEpl)e} BAFAH (FA] vs,
Aol FEzatgo] Azwo] nHe TS
AaEektt, AR, fEAd Feleh B,

Rl FERge] Axwd nAe Y

=

oBL

A7e Ao, 554 Yoo} B
FE ] gl = 22kl Adelr=
84 B ] A= =7 e, o=
| A8 BA FH=A \war
e HE Aol} gl Ao ettt
2B 2= 2523 A8k wle) A
sz ae] vhes ehdn
43 2009), ol wket F= 4
2749 24P 74 Lokl Aol 2]
= A8 Bl tiel w2 HseE 7HA
HoltH(Lindquist 1974; AT

I ggog §5Ad Feo gAY
FEAgolA = 28kl Ador e A B
o] A& wr} A vehtar, @ xEel Ade]
A SA BT A A Bl tisk s %
o7} gl Ao = et olelg Ad=
2kl A dex e AF 9 7HA ] Bt 41
ufjke] dgko] golatr] wlEell d3)d Tl
7} ol SA| Bato] e wrt w4 vehd A
o2 Helrh ¥hA ezl xHHOML Al
2 7hAe] Hlart iAo R ofgar vt
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The Effects of Reward Type and Timing on
Customer Preference with the Moderating Effects

of Retail Channel Type

Kim, R, B.", Ye, J. S™ and Song, N, E™*

Abstract

Competition in the private sector intensifies and many firms developed offline customer reward
programs to enhance strategic advantage. Recently, online businesses follow this trend and
increasingly introduce online reward program to engage more effectively with customers, however,
these are considered to be limited as they are undifferentiated from the offline customer reward
program. Consumers’ purchasing behavior is distinctively different in online and offline channels
and the customer reward program may need to reflect such difference. The purpose of this study is
to evaluate the effects of reward type and reward timing on consumers’ preference both in online
and offline channel setting. We conducted a consumer survey to examine the effects of the
following three aspects of the customer reward program on customers’ preference, We attempt to
determine whether 1) the interaction between retail channel type and reward type ; 2) the
interaction between retail channel type and reward timing; and 3) the interaction among channel
type, reward type and reward timing, have any significant impact on customers’ preference, In our
survey questionnaire, eight scenarios were designed based on these three factors and the collected
date was analyzed with three-way ANOVA. Estimations of the survey data suggest that the effects of
reward type and reward timing on customers’ preference came out different depending on different
retail channels, Thus, findings suggest that differentiated customer reward program may need to be

developed for online and oftline retail channels to effectively engage with customers.

Keyword s : Customer reward program, Reward type, Reward timing, Retail channel, Customer

preference,
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In order to test our research framework, we use developed eight scenarios with 2*2*2
factorial design. Type of rewards (practical vs, hedonic), timing of reward redemption
(immediate vs, delayed), type of retail channel (online vs. offline) are designed as subject
variables to set up the eight scenarios. The size of data collection was 320, including various
type of customers in 20-30 years olds who are actual buyers of selected product types, AMOS
18.0 was used to analyze three-way ANOVA on the collected data and to test the hypotheses,
and the reliability of the constructs was estimated with Cronbach’s alphas, and the estimates for

customer preference are 0.997.

Reward type Retail channel type

Online/Offline
Practical :
‘Hedonic

v - Customers’
- preference

Reward timing

Immediate
Delayed

{Figure 1) The research model

Findings (Table 3) show that reward type and reward timing have statistically significant
effects on customers’ preference, while retail channel type did not show statistical significance,
The interaction between reward type and reward timing was also found to be statistically
insignificant, and the interaction between retail channel type and reward type, as well as, the
interaction between retail channel and reward timing had significant importance to customers’

preference. The interaction among all three factors was also found to be important,

The findings support our central tenet that the effectiveness of reward program is heavily
affected by the interplay among retail channel type, reward type and reward timing. Practical
reward is found to be more effective in online retail setting,. This finding is congruent with
recent work that explains the relationship between customers’ shopping characteristics and
their preference for reward program (Lee 2009). Online shoppers show more practical

characteristics, preferring practical reward(Lindquist 1974; Kim Gun Joo 20006),
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(Table 3) Main effect and intercation effect

Dependent variable : Customers' preference

Source df MS F p—value
Retail channel 1 .045 .056 813
Reward type 1 4,145 5.116%* .024
Reward timing 1 6.454 7.965*** 005
Retail channel*Reward type 1 12,144 14.987*** .000
Retail channel*Reward timing 1 4.860 5,908** 015
Reward type*Reward timing 1 833 1,028 311
Ssteav'vlafgat;:ii';%ward type 1 4,440 5,479 020
error 302 .810
total 310

**p(0.05, ***p(0,01

Online shoppers are found to prefer immediate reward, while offline shoppers show no
definite preference regarding reward timing. This may be primarily due to different
characteristics of retail channel types, as online shoppers can easily compare quality and price
of products effectively through the Internet, and tend to have very low switching cost in
changing online stores, leading them to do one-time shopping. Consequently, they would
prefer to have immediate reward in online retail channel. On the other hand, offline shopping
requires more search time and efforts, thus difficult for offline shopper to quickly switch to

another store,

On the whole, findings from this study provide valuable insights to marketers and retail
managers in developing their reward program. To effectively engage customers, it is critical
that appropriate type of reward program should be tailored made and offered. Online reward
program should include immediate and practical reward, while offline reward program should
provide hedonic reward for delayed offer, Perhaps, practical reward such as instantly
redeemable coupons, discount coupons and necessity gift items are desirable for online
channel, and wine or free pass to entertainment or trip might be effective rewards for offline

channel,








