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Ackar FH(FHAE 2005). GSo] F2E3LE

I.ME WA AN E FE 7)5H Sde] A
a7} et olellzly] WEe] 5eHQ) Bl
oud 2UAES AH UL A% A4 SN skl 2ulae] FHAS A
F2 Tl o] Bao] e Wit olet 2 a1 F1 Y fA= /9] o
AZHE ADE Fgol 7wk ho] AFS A FolA] Baea] P9l ALFIFELS Fol A
Bl Aol =obAal ltk(Schmitt 1999,  71A& B3 Awc} {23k npAlE Hgko
Pine, Gilmore 1999). 1 A3} dAFAE  HriEa ok 4w, 3314 2010)
(Schmitt, Rogers 2008)3} AF2}(Lindstrom 714 0] AFe= kst A EY A~ S5 E

2005; Gobe 2001) B5= 2|8 ﬂ}?ﬂgfﬂl o} o =Zxo] 9l
)

= =
of Fe BAS EHFI glo U% FAA s dash 477 5%

°l°ﬂ E}EP 2o U9ES AHAES Fof o HiAE aEd FPE EAHeR
02 BAE HEes wol7] AlM vF  stud @ Aog T F Ju, AnAELS
A W AR YA dek A - -E 2 BA=E ATy sk E 35S
o2 A3 AGNE 25 2vASA 7 Holy] HrhEE4, Hol 2010). WHEAY
Al 71 B gls Zlolth, BERF 3 &) Alge wdvke) X&) B
aHARs BAES B9 AR Tl 2 fAE sta e v1dake] RS A
ol A3 bR 2R A& F =7 Feled o] $83% olst Ha gl
A5 Hdtstr] witel AP vAIE ] S8 (Brakus et al. 2009).
AL QUTHFHAA, $dE 2009). B2 A B FH 22 A epA ol ik BAfo] s=zof
= As g AG F e fleAEs, Al Fol g} AFAES A5E B 243
g5 "W 71gsl sk, ofsiAA Tl 5 9l &nlA AFRAEC gigk dTte] 2
2o 7}A] ol2eE gL = F£= gt} 2 84S A7kl Ut Brakus et al, 2009;
T 2AHAEL A - 7hH Ao 2 A F3 AL Zarantonello et al, 2007). o]&]gF @Weto|A 7]
olsl whg-& Bt webM o4k T8l sl 9o wiAlE ety Anjal BAE Aol A
1 A53E de ok Fa sl E S 71 8 AR ool vAE %

AAE BR= 71dd W}% JHEHE  HElE dTEe] H ol RofolA xlg o]
(Interbrand)AFe] A W2, BHAE 71X Sttt o] TS THHCE AHEH, vt
Zhaterehis ojeld AN AEAE Bl A RololA] 2m)xhsl BAEste] Bl
BAEEC HFRS BHT AR olEA A ARl Y] o]Se] Hi ulAE Fuky &
Tagle a4 Aol gk S Aol )l wjak A Wl 1 9FES Fshs AT
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So] AH T 8L % Ak =, 74 L AR el Ve 9%
Jeht A AE W DAREY S of mhAlw Q) Sl ae] o)

ot Qelw BPHT LuAE] AE R ATFE HE ) 2AA P A=

O AR FAoR AR ATE okt A B AR ol VA oJue

A BEG oItk sulAEe] BUEe] 2 cdojrua sglon, wma AEFY el uf

ek oY 4G5S AL YeoE o wAe] WE ) AFe] AT WE

g
ael A QA O AP Zohusl ol I, 0|2 HHH U JAA
£5 A2 e FEFFOI BAse B
Alsetolut 2nat AE Al tigk &H] 2.1 723
A uhg e AT w8 Holr] ok
HT BHA=EEL2 vl 548 vkodsh A} HAE W AEH AXE vE, 74, A
HstE A gk Y EYH Al=8S Fa) o 2o WAE gotrE7] fg o
of 2UAES o2 FHTA AR LB (ag 1y 2o
A= A 7S Ao Foln . o
2hA] o] 5 7ol AHRke] YRS Fiesh] 9 22 AT U AR} AINES
3 Algsh= viAY FHEH 2R A= A
AfPe TAMOR gotst and AT @ ABIE olw Al T el 4
TECEE
(ZE, 344)
2H Y
@A an s ERRSE L
\ 4
N 2uog
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gk AHA, A, 2] ARl AleH
W3} s Fe57 7 5o 847 E3HE o]
S AC = ol npAY B A, 7]
2o w9 4B 1T E2, Al B
o) ol 1 F4H HIE FRo, o ol
= e LA A Fo] ATEE 4
olq 7Fx] 2 2] ‘A ¥ (experience) o|2h= 7H
2 1] 200l 742 o) obd THE
I TS AT A= o R Hdhe
AL B=3H(71-9-4 2007; Fo]A 2003).
W IAAE L 719 vHAR AlS&
W AA He 2R AR S8 T
SAek. Schmitt(2002)= A& o] A2k
842 SEMs(Strategic Experiential Modules)
S FAsAL, ol SsiAe
(Experiential providers)2 A& A|Fslof
ghobar A rgetar lok
Az A 2 E(Strategic
Modules: SEMs)2 =53+ 729} npA Y {3
= AYaL et SEMs= BHAl 7HAI= vl 7
Z+2] A (sense), 7H37 Al (feel), Q1A|F A
F(think), FsH AP@c), TAHF A
(relate)o]al, HAlL. TMELS 93t Tpofst =
ol AFS Fxshe Aolehal Adxskar it
W24 H (sense) A FvAE-

7}, vz, &2 ol A g2 ee A5

UEO

% o mlo
O SO

o,

lﬂ

Expros

l

Experiential

_1::11

o

o =2X olgthed 4k, wEE Hds)
+ Ao] FH HA oth(Schmitt 2002). 7H2H4]
HAE W 2AAEL 71Y identityld BHHE=
identity9} & A|Z}4] identityS 2FE3HA| 7]
o2 vARAARE Fol= T nhA
= #Ho] 212, o & 50 7]
7, &2, 7H T2 w3 A, 3, 54

7 52 Ao

F

32 7HH 2 7]oll A

S e 2l 0187177}Xl A AdE
F=37] el AFES] Al A7eke vt
AES D3oh(Schmitt 2002), 74 wHAIES
T3] $iA= of® A=l g 74
= 2 A=A ol ahn, g9
T8 ool Froddh= An|Rbe] APRAEE
dasict 7L 7]l vlsl] A&Azke]
a1 A8y Abzdo] s A A =, g o
o] T3, 55 d= 2 A&
AE FukstH, 5ol WHslE 7hder)

Schmitt(1999)+= ZHAuAElS A A T4

< B3 AAENA 7goely Bz dish
S =718 FEA7)7] $13 Ao o

slsa, Qlzke] AAH AP FAloz T4
A AL 3 el weh ot el /1

(mood)o|HH 7t =
(emotion)d]] o]=

sha gl Ao olsfata et

21402 (think) ABIALE 2HApEo] 3
24 AE g FEFOA ZIgolt B
Aol et A AL Folel Zol
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1A HZ W BAAGeITE, e AFHgo
= 949 594 Pt 4 A 9] o
2ol 1AH ARE AT B XA
F5E fEdhs AL WS Fad Aol @
& Q. 1AM AE W) AT dntHe
= 271% AF| RAH R g En glovt

al
slole| 2 AlFAlRE ek A oy o
el AlE YAl v, ARruAeld &
Ofel X & ARE-E AL ADHSchmitt 1999).
g5 A (Act) AFrAE-L Ln)Ake] SH414

AP go|Z2etd, Ao atgol T 1|
Ae A% BRI F, 2] e &

(Schmitt 2002).

A A (relate) A @A ol thE Al

o g A1 E o, ALg), #eleh 2

A Hdwte] JdAaels oulEeE 2

2, A Adell= AsA ", ALE A o

&, Absl A 9, AR, 3k 7HA], Je
1

, BAE ARYE), 2133 Ao}

02

o
3
)
v}
rlr
2
Og‘:,"
re
ﬁ
s
rl

2005; Bennett et al, 2005)% $ 91t+ EE;},#%
sod dAFoXe B A Aol AE AR
ol AEEM b, delA JIEUDE A}

2
A fold e MANEAE, A5E

m%xﬂﬂﬂﬁzgwﬁﬂﬁﬁﬁé

Ao Y= A Aold,

Hla, 2244 AP HE wEeo {9 &
Ao S A Aol

Hib, 242 Ag e HE t=Sed fogt
o] e mE Aol

Hlc, JAH AP HAE 5ol frofsh
Ao & A Aolrt

Hid, #AA A S JE WS ol s
Aol dFS m A Aol

Hle. 54 AP HE kLo o]
Aol dFS m A Aol

2. X SR FRARH L 542 A

T (satisfaction)S AB|Z7} o]|®H AES
PR A EE FAD Fol AT b
W3] Eol Mol At i v Eo A0l mp S
wE Aoz RelT 4 o, T 54

AFoluk Auj 2o} #HE Aol el &)
b wolis A wgeldn & 4 snt
(Westbrook, Reilly 1983). &8+ 4Bz} qH
2euA}e] FEAtH o gk W02 AlE
Mule] B4 i 0o e 5590

FAE FEolA AFAAG T AT

TN m{o
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Fe=rtel dig Ao
(Oliver 1997).

AH|A; W EREESe] Jid 2 At E
ATFA] AnlR; Fuf o AbA A A o] A W
ol AR Ak Fag ofn|E A=
o] Alu] o=

A T Hshy B
T AL, 7 A Aelx 43 9IS

(e

@
F3 = Ao Yehta gl7] uwjiEo]tl(o]
q

CERR !

Westbrook, Newman(1978)2 ZxH| A} Th=
e )\311}7]- AEo] A6 2 AL

gslA v Z=gAel g7re] Axela 3

STk, whEpA ’\H]X]- =S A ZEo|u} A3
W ojEshs wd AlFe] PPt o &
AAQ AAdeleta Gejstant. olshe 2l

Swan, Comb(1976)% WFZo] An|Ate] 7]t
o} AFo] Az dFete] g Aolstar
a¥RR= AFAH7E 7ot dAsHA =H
WEBkaL AlE 43t 71 el mAA] KshH
ENES =410 shQleh wsole AdgE
2bo] 1 tigkel] thal] AUaL Qld Abxe] 41
133t Hrlolng BrkEe o] o]
W dX|8A] grethal Hrhe e,
Oliver(1997) % &H| A} 1 - Bit= 7)de
AA AFART 2] dA] off-g Frhske <
AA Ao 2 Aeletr| e shaL an|=} 7H”]
o] AAA FHE A% st wEol
&, AL obdet AR BUIRA oS
Sthe IAH FANE R 2okal gkt ol
o ¥Fgt Day(1977)= &R|HA A 3421
RS NEoR BRI AAS EVEo=R

Ho} §1E - ByiEe 743 2rka sheirt.

T

[*]

Nl

[e]
=

rz L &
)

#3173 (2010)2 2|2} WHEg 28|27} A
F5 TiekaL, 2 AlFE AREEE Fofl &HA)
7F 7T F7]9sol] tig BAS vhEo
2RI, 3O F7E FFATIA ZEE v
BRhEo e Boke) thritel 2u)a WS <
TEL BEe Whe TP 3 Wkt
Huag el Aytet=d sogit. e

ABAA L] WEEL FRAUH, WEo|d

AF3hol ek AAH Hrhsh gl w
ol g TAA ek & = Q)

+9792] Aholo] w294 PR
o] et Blolehs =elE Ashe Re
@A gtk %, mAe) AFol that AFe)
ghol] o8] Lehbs 9912 whg-e] gl
A 2 ) 54 20AF NES 1
el A(quality) 5+ Db Aol
Jelsk 4= olt}h. oluld o 2 wax] Aol 7
< AREE A mAAl EAlsE FEE
o] M59S Lal)(Bhattacherjee,
2000). F7He] A2 AlAag] oA S A=
ol el ALEAL AZshe 7HAE A% fm
A% AHgAtel B¢ Al de pdos
Auo] g, AL, I, 2elal A
oJ& AAErHDoll, Torkzadeh 1988). o]}
o] wa|R o] AgHe] Ho] FolAH 9
A 7] =k e wS AQdd L ol
= BHo] Ho w2 JEARES| F-840] A
Aol wet 74 AR 8 7k =oAAl
7] wiiZolh, 2T Ao AL 9l
A AAIGE AR o] A g, A8, olslvbs
}d 9};(4)\4 gg/ﬂ oﬂ%/ﬂ Melsld= 17

I ThkA] o] B TR Al J&-LS & Aol

=2 <
A E g S Aot g9 TE £lES

rFl

rl

M

IN

_l
r

i
mln
fo
&y

o
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A3 B v AES Fulshr] ¢sk David, Dina(2004)= o|#]st ¢JAFe] &7
T A A | A BEAYEE 2n) A e A & SAdlof st=vt, ofd 7|Eo 2 SHsof
o] ghkatdeale] AR &t Hof| ®F F=TF, Fo& SAsN ok skl tha] AT
frolgt JFS v Aoz dEAE F U shaict, 3k K] F(quantity)o] &
a#eR gy 2o 7S &S " 2t Bt 237t vk A3E Bask
ATE oAHA &7 %%O}i T %’J’/} A&

H2a, AE 9tEes 779 Ao fojdt  dopie Aol ?X*%HA 4% 34
AL WA Aot A, FEA, FAAN g A A gFer
H2b, AE WERE T ol fojdt BRI wAxe] G Ba AA gowy
QS v Zleltt 2Rt e (S Ee) FAAE)7E o HA W
=AE AU, SAF, T32(2013)9]
2.3 TR H] 543 Ao A ATME FAe] okmul ofzt A wE
SNS ZefPF3} Aol Slok= 23-E K s}
THold RS e] o3| RAIE WA H] ot} o]9} 7ro] AH|AE o] HE T A~
sAHeR MM BAHABRE A 2 A Ade A W 3AA, RAH =
@ahs Aol ozt & ok & T FEH 7R B, AT E S
A AFUACAL FA-G] 78U B qujad g3 At BEE e v
w2 S Al 2ol = oldel AFE sjelalt e el o 2R B3
ko) 1A Q1 Ay Aol el 2l o A4 ATAnE w3y, dEdow AL
ol ool HRE S @il FAsh= HITA mal 240 AR} BesE Al
Al 7 oARTS oulgitta stk RIS o] AA] AT WES 23 7o)
(Zaltman 1982), B3k =706 (1998)2 &AL wom vz BAA LA L= AuA)
=] olsj@AE HuA HlEAHes :7z§7<* So] ATu] o E2 7 Aotk
o7 g9l AuE amstehs ata “A@eAR ] A7l Schmin(1999)E A
ot A oletar it 22 AARERZ, 74, oA, A%, A
T AFyAelAd wAIA| ] Bt thet & Ae qol=o B0 AHAZRY A=A
e AT B AT RS R AT 7] gaoa] 2o o] 9olELe FIHo
Ao} el B7l i FA g AA, A 2 gae) pu AR s st ok =
olAE ARHom H7E, I Y HH gaoiny. =, AFS) B @ AT 014
A7 Sl ol avjAbREe] gl that H7PE o) zhgo) o]ojA] Ul A} B A E T A <]
- F 8k Hal 7R alear g 5= Sl Fujggol Hug Aojeks ¢AlH =ee /)
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=4 4L 7k . &, AdS B
e A, g A, o] 34, FsH, BA
A AY] §F e A 5o dd Bds
U AE s FEo Uizt A4 7 E 53
ANZo g 2o thet A ztE FHou, Bl
= Axoli} oln| x| = A3l Hal o)== ¢}
Al ] Haxo] Ak o e ok
S SAAT = 9 8 Ao}, 7|EEF
M FA JFqFS FE= g0dozx vk=

(Renaweera, Prabhu 2003), 4
Arnold 2000), A|Zt¥ FZ(Danaher, Rust
1996) 28]ar A|Z+H 7}x|(Sweeney, Soutar
2001)7} ZAME A= o= F A FH o
g JFAFEN APH ol JAUFETLS
AE FHE 29 At Fot 9o
A B2 Ayo wp=H, o sk 1

% (Reynolds,

A (FAE AgEoldhe AT
FE e A(quality)e] x}olo] wie} gekd

Aolehs el Whshe Ae o)@A ek
A dafA, AE ZAATE a4 T2
S 215 ool i vl A

el # 5 Tl

o[o 1:19L

GRS
= wse A W ﬂ?éﬂ e 5o
T FHEE 8T Holeke e 4P

% SI}. ool #k 1S e 2t

24 EHT 54

ol ol A= Akl vIE ] 34l A
T Bl JFE vAE A8H =
gkl 7hgstaL olg Ao AP o
HaES =ET
HEHZS ARdH ofrl= 11
FHRIRZA S oln|gtt, v
2l ﬂﬂlﬂw U EL It

i)
R

i

i
td
02
1o
o,

u

O+
o,
)
S5
=
=]

¢

2
i

X,
Y
)

R ai

o
=
rr

ol
o=

=
m{n
Zi
ro
pou
S
il
o
td
g
B L ﬂﬂﬂ
-
o

- Mo S

:rLi‘/} °kﬂ]
o8- 1999).

AT-e] ASE flal ol U ES A
A ATEAN UM ES T 54L getet
A3l MIEHA SAS Fdlo d=et S4
o2 PHae] AuR A F).

Freh T ALE A
] BAZE Lokt Aol BIAE
et Zloltt. &, UIES 2| A E AbE
= Aole] 97 AN, BaRA, Al 1
T 2 9v)eth(Higgins, Kram 2001).

Krackhardt(1992)= o] A =& J52he,

oA
ox,
o

r
2 rm T

=
.7

7
A

73 = (strength of tie)&= F

oA, Alzte] Agte g Hko ™ Granovetter
(1973)= Frile] A=g 28AIKE, 84 A
A, Xz, g zrgolgheE dl 71A 840 E

gog w Akﬂr dEe| &4
(1973)= AL JEREE AR,
Marsden(1990)2 HEHWE, 1WA A=, &
280l AxE AMR-3lITh, %3 Anderson
(2002) FEWE, 7o A%, dEdg

713t AREESITE. SR =S Ti]lo] AHE]
A Y EY TN TAALE (alters)F v} =}

J2] 2 Granovetter
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m

dot HESYEZIO| 2ol et

Z FEsHetE orse], uge e
2 FRLAN A el AES oJvie

TH(Morrison 2002).
el A== 73 AA(strong tie)d} <F3k
A (weak tie)2 =M A YEYZ A+
oA 71 ol 2ol A Fo] st Ae
A okgt Ao 2 BHE T A 4
mht 25 v a3
S =7( imtimacy), @ #F<t Lo}
S =A(R4717}, duration) & 7|0 2 e}
Sahlins(1972) o] A}3]2] 18k o] & <A
3}e] Frenzen, Nakamoto(1993)+
7} ok frejmeh o AA14 7447}
= Aga e was . o) A

72 =2
o] o Wyt ohje} 3

=h|e

=R, I+

i

Frequency),

A,

= HAA7|=H DoiA

felel MEYA TAA
H3 FxA g B YA ego)7}t THE
(alten) ¥ BAE 7IRAE AT} =2 74
ojm| Ao gk Jlcle] dvht F4
AAE AASL Ye7kE JERdThaRRt

m

(centrality)2 4]

=1
or—

1999). A=7HA] B2 U]
Al U EL A £
oo ¥, o g
AEe} Zo 2Addl H2
FHoha B8] $oh(Brass, Burkhardt 1992,
1993; Freeman 1979).
HED FAES
(degree centrality),
7S A
AR ET, QAT drhv He tE g

= As
A

=
=)

AT ves 2T

ZLZIZAA)

LAV d(closeness centrality),

(betweenness centrality)5°] T2

AAEe] 1 NS FUBAS R Ao
= ARSI}, 5, T2 Abgo] 1 Algt 2
o gle wAe] £8 ofnjs], 2RFUAe
2 7hele] vE T gl BE e AE
3} Qe Aztel ddHel v, 5 e

.
R

ARFE} A7kl Sl A ejulae, ul)
THEE e AHEEC] AR ddHe=Y 9
nh 22 7RIS SRbell A A oF H
M eHEE Y 2002).
Rogers(1995)+= %7] 4=-8AH early adopter)
o] B¢ oA Adreate] 9gS star JAlApt
T3 HH B7rste] Add
T o2 AlEE0] ol ARE
ol 22l oS g
A9 =l o8k oA

olBo Ao kx| (influentials) 2X] E5

= =
= AEE

R

VES A F48E AAS= 71 = J
Tolehal 1F3t = itk o] 52 Tl &
2 A9 e JoEoh Al o) HAY
7Vedel =& Zolvt, %Y e Hx
NG FAEAIE] BAof YoM E YES
A T A g & A ShA
A Ay ATFE] Aol w2 S0l
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7] & FE3rhel s 2003). o] ApolH-g glold BHoz wishy wlE,
B AFqME JEFEEE X W A Heold-g vastsict, AEA ATl g}
of apol g ol Bxo g wisldy} wtE, B 7P FHo o] &g HE o o]FS AF
AHE w2 giet, o] A7) HER 7IYES AL I HXE YellA AdS A
o nAo] Al & VA et Y & SAR R $HIEE AAEHL. o]
A g2 FoAdME i} 15 2 5 9tk S utgo g BMAPE A 7HA] HERF S
& W, WM e aguAe ety = BRI tE A ddem AFsie
ol &% I E AeH A EYG © s 2 Suh AERA U2 A7 7194
Aol Eo I olfr Solx AHeElxel & ARSEA AfFEWAS FE v
IZgolAA At o ofdsl= Wiskd S P dEES e E A5 E
Ao vuate] & uf wpES} Aol uAe  FFEC
)5 el o 7L, 71s A &, 5 A ZAPN A Aol 2As dst S F4
44 &7 o Asivta 28 5 gl ol 28 ZALSEITE ARl 300577} o] Fo
T 2] Aole £WAFY FH Hov B 3EE 3 HAEAE A3t
Z19gtas a3 Qe sk aga 3 F 27790 2ARRY e R AR HA
Ae A8A BEARJNE FAShE v np JE AR AR S 5L v
E9} Aoy uAL 1A AFas T4 3 2, AL A7 132947.7%), A=t
shohe =g 7]Qlskt 1457(52.3%) 2. 2 ZAME o] o7} dapr Tt
ollA] AAgh =oll EW FEAE F 0 2F B Ao YElEth dEo=2E 200
YER DA F0] FRAAY ATdhs o 7F 23183422 7P B9k, HEo R
el 8 o7k et 28S = 301 26%8(9.4%), 40t 15%8(5.4%), 50t o]
=% 7 St} old w2 72 ok 2 474(1.4%), -39 19(0.4%) 22 Yeht},
AFA AL A7 1059 (37.9%), B71%
HS, AEXFFEE A AFAGEZ, 734, 13878(49.8%), 71EFA & 347 (12.3%) 0 & e}
/A, B, FF)E frolgh fol7k ol v iR AFAHo] FEdAGo R ek
< Zlojnt, o}, st o 2= thdtul Agto] 23778(85.6%) S
2 718 B3, theo 2 sty o)ido] 241
(8.7%), t&0] 1374(4.7%), 31Z°] 395(1.1%)
I, ek o8 gyl Agest gl 4
1857(66.8%) .2 JEltal, 3AFY 627
3.1 A7 (22.4%), A 149(5.1%), HAEZ 67

(2.2%), 7IE} 39(1.1%), F85 7H(2.5%) 2
B A= AEFHEE I U A9 2 el dg9aaSesoze 50vkd
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ngbo] 125%(45.1%) 2.2 71 Bekal, vk
© 2 101~2009+1" 577(20.6%), ‘S1~100%k
A 539(19.1%), 3009+ o] 247H(8.7%),
201~3007H1" 177(6.1%), F&F 178(0.4%)
© 2 UEstH

32950 22 el

321 A8

AE
Schmitt (2002)7}

AAAD BE AE

et A AT

h=4

Ao o

=
LA
(Strategic Experiential Modules: SEMs)ell

AP ATE o2 d5-8(2010), 22
B

4

(2010), A%, AEF(2010) 5o £
Aol giA FAst] HAE 74 H=E A
ato] SA43t0on

F2 3 57 233 7HA (think) & 7%, 2
HeHst, 78] v 2Fo2 FAE
AA(think)= A4, ZEAF, o]n]A|
spel olxo] 7] FEO D, HE(act)
Ao, olMlE e, Fujelgrel 371
Joz AU, B (relate)E 39 7}
Pl A o8, A elske] Bl

mlm o
1935

1_4

7 (sense)S @7+

¢

288

(

4 2 H oo e ¥ 2 4
[oh

AT BEe 2 A el Ao} B

WA B BAE 70 dxe A}

83e] ZgHglon, Vg BUE 170l
W W 7R W57 LS Ao

NE HE W] &2 oJn|aith

323U ESA EA

=
r ?'z/l °(2011)«l ATl 7]
z3te] 7Rle] FHS ALshs v A4
WA ] AEE ofn)ah= o= A of3tlor,
Money et al.(1998)9] A7-ellA AHE-ESIE 3
TS AHRSte] 7 A 7o Al A&
A RHe, aga FREE ARSsle] =43t
et FAFoZ Hafe Lo} o AEL Ul
AH Abgholnt, Lol 2pF whie= Algtett,
Yol Al ot Aldoltb 2 F 74 ke &
Aol A& Hx, 28al F8EE gAE
78 HAEE AHgste] S48 MIEYA 5
21732 Childers(1986), 71-838+(2003)¢] 13}
ATE ulgro g §A4F 920118 AT-olA
AREEAY 7S ARSI FAA R
& AFol et oloprlE & of, 2 o}
AbgtEo] i A7zt EJ’O‘F‘ ”40]3}’ e
AbgrE o] W7t Fotsthe AlEs TYsHAIE &
5 sk= Holt}, ‘W7t —7‘—75_3]11‘ A
T2 AlrEo] Folske Helth, thE AlsrE
3 o]olrE vE ul, W7t WAl sAlE 7AW
olop7]|& Alztste Ao, ThE A& Al
Foll gk olob7]E & wl, Wt = oo &
sh= Aotk ThE AFHET AlFol &1 E o]
OF7|E Al Bk Holtk, T AHET Al
o thaf olobr|E & wl, W7t vhgskaL F
YRE FE AR YAE 74 HEE A
ste] 453l

——

=g

=
T

N =

A

flo o

o



Y2 A, Y2,

32474

TA AH ] kS Holmes, Lett(1977)¢] ¢
Toll 7123k A1 74 HE o 54 wt
g} Adstaat sk AR MR Aot
omn B o= Anderson(1998), Bansal,
Voyer(2000)2] AT-ellA] AME-H A 458
2 A7 W&ol BA FAst ARSI
ZRH o7 Bare Uyt A a2
Abghell Al olok7] 8 F= Holrt, W7} Xﬂ?ﬂ
gk A i AR oS 3 el A
olt¥, W7t Xﬂ%é& A FL oA &2 O]O]E

] A e Eo, Aol =82 HAA

oA d3l Fx ethE YAE 74 A
T & Agsto] S48kt

T AR o] AL Cheung $(2008)] AT
o 7|Zste] T Al ddste AH 9
b, A, AlEl B a3 o= A ofst
Row, B o= Cheung 5(2008)2] ¢4
T ARREAE FaellA 3 AR o] AE
7H & SAY  dva AdEE oEds
Adste] ARESEAY. AR EE2 Y
7} Al g8k ABE BEsit, Wk Alsske
AE= Agettt, Wt Aleshs JEe A
o] Jro|t}, U7t AlFshs JEE Al717F 4
st} Wt Algshe re ggeiet, W
7 Algshs AR A Ak, Wt Al
T ARE FQ3d BE YRS Fdksi),
W At Re SRS 3

1

O

=

—

—

Z

ol
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o7} JF, W7t Al E sl e ARE Fe
2 3 Al 275 FE3] UEARIR
2 E 73 HgE ARgse] SAskl
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04?‘01]*1
93] WA e
ATl A

Component Analysis)2 E3] Q21<
Atk qol FAuAle s A (.}/_q
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FHAATE E wgel o5 &
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)
011

%

e = 2@
2o o mlm

2] Z3ks
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Hell &317] wiodl 820 s 2 HESE 2 0.882% YEIGT. 291 32 QX4 Ag
o] A2 A3t o7 YERITH o7 ERdWHEe 7.340%09 e, T+
AEX U APS S431H7] AAg 1970 A& E-E9] Cronbach's agte 0.864%2 YEFLTH
o gk QBN M= AS A= 82l 4= TAA Ador EiAH|E&L
(% 1)} 2} 5.860%%10. 1, FAFEE 9] Cronbach's aZt
QRIEA A {7 101741 579 & 2 0.7992 YEPgT 82l 5+ g4 A=
Qlo] FEHF oW, FEH Qs A & AN &2 5.533% o, FATEES
AREL 73 405% 2 H|nF =it 2Ed Cronbach's ez} 0.885% LFEFIT]
QS FAHoZ AHHEH, a2l 12 7H2H4 H AT 4 QR Ay KMOZES
Aoz B wn] S 45 257% o, T 0.8800 2 =& Hol &3}7] o] QolEX
JFEE Y] Cronbach's a3k 0.8492 UBlst & 9% viFE9 A2 AFe Aoz ye
o @9l 2= 4H AYPow BAMEEE W, Barlet THAAAL  x2-1740.383
£ 9.415% 9o, FA3EE 9] Cronbach's @ (df=66) Fre]&-&o] 0.001H T} Zol g QlRA]
(E 1) M= W xse M Q0l2AM Zut
- A =
== =T 1 2 3 4 5
A3 0.801 0.231 0.152 0.045 0.250
A2 0.801 0.232 0.203 0.096 0.219
212k | & Al 0.757 0.111 0.084 0.222 0.084
Ad 0.623 0.234 0.181 0.059 —0.061
A5 0.563 0.196 0.480 0.201 0.137
A8 0.242 0.825 0.185 0.132 0.138
20ax 33 A7 0.220 0.765 0.260 0.165 0.070
A9 0.249 0.702 0.209 0.186 0.250
AB 0.268 0.689 0.217 0.185 0.320
Al 0.208 0.055 0.803 0.201 0.169
olx|= 3] A2 0.270 0.297 0.747 0.162 0.230
A10 0.107 0.385 0.742 0.052 0.098
A13 0.236 0.305 0.602 0.153 0.374
A7 0.170 0.134 128 0.864 0.160
HAH M A18 0.124 0.129 0.190 0.857 0.156
A19 0.115 0.208 0.101 0.825 0141
A15 0.031 0.067 0.116 0.310 0.780
HEXM H|E A16 0.193 0.227 0.251 0.107 0.762
Al4 0.238 0.400 0.270 0.100 0.687
1S X|(eigen value) 8.599 1.789 395 1113 1.051
MO S| HAH[S(%) 45,257 9.415 7.340 5.860 5.5633
=X EAIH|2(%) 45257 54.672 62.012 67.872 73.405
AM=Z|E=(Cronbach's a) 0.849 0.882 0.864 0.799 0.885

Kaiser—Meyer—OIkm(KMO) = 00916

Bartlett 284 AX »°=3279.011, di=171, p{0.001
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o ARgol Aesin FFalle]l gL

3
EE5 9] Cronbach's aZ}tS 0.8912 YERyiT)

ol 2& FH9 e &S
15.393% o™, 43552 Cronbach's «@
e 0.8612 VrERTE,

2 A7 HES=a 54 a]ley A%
KMO#E2 0.8212. 2 £ Hof| &3}7] ultol
AT S st HFEe] AL At 3
o2 uEpar, Bartlett TEHAAHAEL 2
=1081.6066(df=45) fr°]&-&°] 0.001K.t} Zto}
LR1FA o] ARg-o] At FFaslo] EA
i 22S U & Qi

[ARA A3 AFATE 10134 2709 &
ZHon, &9 259 HAA &
o 58,482% % W) ZH o} =49
TAHRE AHEH, 29 12 U ES
2 B HEES 42.215%% 2
9] Cronbach's agr< 0.781%
A== Eabdwu)g
2 16.267%9 o, FATEE 2] Cronbach's

aZre 0.849% VFEFSITH

Joz

S|
~

ko

o) =0}
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Sl

3k, g4 o
Factor Analysis)< AA]3}92
Ho=H
Method)& ©]-8-3} Tt
el QRliA mE o o
A= (F 2) ¢ 2o}
geld gRldA By gk A=
A3} GFI=0.896, AGFI=0.860, RMR=0,084,
RMSEA=0,066, NFI=0,907, IFI=0,947, TLI=
0.935, CFI=0.9460& ztz} UElytth. GFI,
AGFI9] ABtE 2|5+ 09K T ThA vl ot
Aol 243t By A= S5t

pul

F2J(CFA: Confirmatory
, o] 34

e (Maximum Likelihood

;ﬂ]?ﬂ-};‘

i
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E§7
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H

-

37}

A

28 Haic

0.896
0.860
0.084
0.066

0.9 0|4 0.907

0.9 o4 0.947

0.9 ol 0.935

0.9 ol 0.946
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(E 3) 301 018 A7}
— _
Ha BE i ﬁg‘;“ fvzjf) ory |71 MRS 205E 14
=T A 0.669 0.749
= A 0.896 0103 | 0255 | 12697
22t HE [ > | A3 0.862 0098 | 0312 [12380°%| 0837 0.515
S Ad 0.558 0.098 | 0923 | 8484
= A5 0.675 0108 | 0863 |10083"*
= 1 A6 0.829 0.451
=T a7 0.785 0065 | 0567 | 147187
GCE =l g v 0.824 0064 | 0480 |15 7367 | 0843 0.573
= A9 0.793 0058 | 0445 | 14916
= | A0 0742 0.619
=T A 0.723 0088 | 0747 | 11813
QAR A =T 0.885 0079 | o272 |1aa007+| 082 0.537
= A3 0.794 0081 | 0503 |13052°
= | Al 0.879 0.316
s=x q3 [ > | A 0.598 0077 | 1209 |10272%| 08025 0.616
T 0.793 0,066 | 0571 |14.4467
= A7 0.804 0.348
2 HE [ | AB 0.879 0049 | 0330 |18.2547%| 0830 0.620
= | A9 0.777 0.054 | 0653 | 15568
= | Bid 0.748 0.579
o[> [ B2 | o864 0080 | 0305 |137137
THAE TS [ o 0079 | 0458 |1o6o8| 088 0.546
= [ B4 | 0733 0.080 | 0609 | 117607
= [ B21 | 0677 0.596
= [ 2 | 0703 0104 | 0609 |10 453
= [ 83 | 0749 0098 | 0465 | 11057
= [ B24 | 0730 0.098 | 0499 |10.8037
THAE TS TR s | 0759 0004 | 0408 | 1tip+ | 0889 0.501
= [ 86 | 00668 0106 | 0706 | 99907
= 27 | 0719 0.101 0549 | 10657
= [ B28 | 0696 0.096 | 0526 | 10361
= | C11 0.745 0.436
otz [ = | c12 | 0738 0.101 0.445 | 97887 | 0781 0.543
= [ cia | o072 0103 | 0489 | 0738"*
= | c21 0.745 0.787
= [ 22 | 0694 0112 0541 | 0,093
yeom || C23 | o 0.118 0.736 | 94847
= F S coa | oess 0111 0590 | 9.762°* |  0.877 0.507
89 S5 s | o058 0.09 | 0500 | 9.384%*
= [ 26 | 0653 0.130 1216 | 8186
= [ 27 | 0639 0104 | 0640 | 9.045°
* p(0.05, ** : p(0.01, *** : p(0.001
WA JE AFeE B A8de 72k A o2 Yebda, +He 7o 9k 0,828, A
3 0.837, A2 A 0.843, ¢1AF A o] 4 0.8890|H, U ESH T 542 Fd=
0.822, &4 Ag 0.825, AAH A7 0.830 0.781, HIEY A TAA 0.877= YElyit) &
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A AR 0.573, AAA AF 0.537, FFH Al
3 0.616, #AH AF 0.6200.2 YEPSEI T
A T F 0.5460, 73] A 0.5010]H,
VEYA 5L FUlIAE 0.543, ESZ F
A28 0.5072 YEbstT, 7 AlE| e} ke

SR BFolA ZIEAE Hol FHENE Ao

5ol BESIHS FoIG Aot, WAF el
HUAGE AL BAFEAGFIE A
2917ke] RAFe) AF, Z AAAFRY
2 7oz et 3 Bl Shelin
5 99lE 7o) ARAE B Ade
QEZ, 4, A4, BE, BA)L VIS
o ol g ek A Aoz thehetar, v
zro MEYT SHRE, FAPe 74
(el o, el Aol fol7 JFe vlA
= Ao etk PR ARE P £
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B
o

42 AZ N Aol AZ BE, 73 L A

“:l'__—l, v RN
HHE o3l vl A= 9%
AE WA, AE 0=, 74, vESa =
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g ARy g 7P ASE S8kl 7+
2 By BAg AAIEHIT

A AT o] A H7hs GFI=0.965,
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= Jeht HHuge A 79 FHE B
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(B 4) F22HY

s N t
482 HIEZESE 7l =st Al (CR)
2= Hy | - 0.139 0.103 0.472
288 A - 1202 1138 2.838**
CIXIM MY | — | Hm; aEg 1.421 1163 2.883**
dsd AHg | — 3728 3.065 4,607
AN A | — 0.272 0.302 1.545
Mg ozg | MO of 0.264 0.323 3.410%**
- B - ol &l 0.043 0,065 0.651
FHLE — 0.102 0.085 2.384*
s8d = | oo o 0.194 0.167 4.080***
OtEXUE — 0.051 0.474 6.319%**
HESAMY | — 0,048 0,404 5.536™**
SUHUE — 0.144 0.146 3.877%**
s = | oo & 0.152 0.161 3.607***
OFExUE — 0.028 0.322 4.155***
DEXSAN | — 0.021 0.215 2.867"*
ol of = | e ost 0.435 0.349 5,161%**
Mol % — ow Tie 0518 0.338 4,.908*+*
* 1 p{0.05, ** 1 p<0.01, *** : p<0.001
4374 A% ghEo] o3k AFE wXA B
4.2 7)7k5 9t
HA HE W AF2 FAE 9ol F95 ko] o] kol frofst
s rE Ao oSS AT HA5AH o2 o Fg AT AH,
AE U A 784 AF, AAA AF, B = 0.32302  UERIL,
52 AFo] W] Fold JFE v]AE A VR AT e TR
© 2 Yepth A4 A Aol AE v 1 v 2] = el
A= Qo] FF3F AEATE 11382 YE T el 3422
WL, 1=2.838, p(0.052 e, 91x4 7P A A =
Aol HE vl n| A= J3Fe] #F3) 7 o] Zof e
BAFE L16322  UESEAL,  t=2.883, 77 A%, HE NE
p(0.052 YEFSTE 52 A|Fdo] Fx vh= e 2= A

of H|x]= JFe| BFs) HAEAFTE 3.005%
YEREIL, t=4.607, p<0.052 e} AF <
A8A AR, dAH A, A AP A
X 9o SAAHQ] S v Aolgh= vt
A

42 AR 722 At B AE
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€ 14 S0 ART SR AT,
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ol Frofgh S nA= Ao vERsT
FNE=7t 7R ol v A= JFe BF
3} AEZASE 0.0852 UEREIL, 1=2.384,
p<0.052 Yeptom, F4ldo] 79 ol
n|X|& oJgke] EFEd AEAFTE 0.1672 L
ERStaL, t=4.080, p(0.052 YER} U EHA
549 ot Eet 48 7Y Fel T
AAQ G v Aolghe 72 AAH
ATt =3 HE IS U ES A 54 A
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© 2 JElyith, Scheffeo] A157
A Wahio] ntES} A RY £ A
2 et
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(# 5 HZR

goll M2 F= L M Xto]

ot OrE B F Scheffe’s
Mean SD Mean SD Mean SD (p—value) test
22t A | 506 | 0740 | 441 | 0876 | 436 | 0992 f%f;gég c.ba
ZM™ HE | 497 | 0997 | 467 | 0975 | 465 | 1103 gjj_?ig -
OIXIM M | 501 | 088 | 48 | 0934 | 461 | 1170 E:é:ggg -
Ry
HEX A | 541 | 115 | 48 | 0911 | 500 | 1250 ijig& o(a
AR A | 507 | 1245 | 439 | 1050 | 442 | 1.156 FEZS%GJ :* b,c(a
* 1 p€0.05, ** 1 p¢0.01, *** : p(0.001
EQIL, oo g Ao 4,427, vhE 4390 7} A=A 2AEHTh
Fom UEEE, SAMCE Folnlg Aol A WAZ B ATl HE U ARS %
Sl Ao etk scheffeel AR 74, 244, 944, B84, 244 Age
A3k Wglgde] HojHt viERT £e Ao 2 BRI APRY e whe HE WS n|
= eyttt A= FFell tiato] ghetatiet. wA ol ofst
A8A AP AAH AP AERFA W AAH, A, P5H A 29l HE
wet SAHo 2 Fondl zfol7} g Ao wEo] A dFL vAE AL L 5 9
2 vesith, ou 72HA AP BAA AL HE P
of felg YT nAA Rahe Aoz ve
st} ol wielAe] A3 Aol ok A
V. 38 Fo| AL E8 AYolehs 2349 A9
2 E8 Aow AT v AuAst va
5.1 47 298 R ARH 7} ke Aol 7)Qlek Zlo. 2 Fekent
T A RE W] P G} Go v
TS AR W AR FRS L ol Ae g et sl #4100 o5
G2 AHSl F30) AE BF, PUALE @ gz wme pasl ol 2A4 9
lgztel BAE shers] ML MIEAZ S njae g o 5 glont T A Fel
ol Ax vk AW Afololl M 2HE g ogspe x4 Raks Aoz el o
H7E LEA N vistel EABS. £ 20 2 gy wizo] wow A Aurks 77
Aol o83 HERFFl mE APel Aol o) oo ox= Aoz AT vz} A7
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A Study on the Relationships among In-Store Experience,
Store Satisfaction, and Store Loyalty, Word-of-Mouth:
With a Focus on the Moderating Effects of Customer

Network Preperties

Jung, Won-Sik®, Yoon, Sung—Joon**

Abstract

This study aims to investigate the relationships among in-store experiences, store
satisfaction, WOM, and revisit intention, and tested the moderating effect of network properties
between store satisfaction and WOM., Also, the impact of store type on in-store experiences
was researched. The findings are as follows,

First, we classified experiences into sense, feel, think, act, and relate, The result suggests
that feel, think, act experiences inflence store satisfaction while sense and relate do not.

Second, we looked into the impact of store satisfaction on WOM quantity and quality. The
result showed that store satisfaction influences WOM quantity, but not on WOM quality.

Third, we researched on the impact of WOM quantity and quality on revisit intention. The
result showed that both WOM quantity and quality affect revisit intention.

Fourth, two network properties, centrality and tie strength, were found to exert moderating
effect on the relationship between store satisfaction and WOM.

Finally, the type of store (department store, large mart, CVS) was found to affect sense, act,
and relate experiences, with greater differences shown in department store than in other store
types.

Based on these results, the concept of brand marketing strategy and when to fit the
personality of the consumer experience by providing the type of customer satisfaction to
increase the store and other stores to consumers by increasing the satisfaction of bringing

long-term effects of brand advertising bringing an increase in assets between the consumer and

* Doctor of Business Administration, Kyonggi University mp726@daum. net

* Dep. of Business Administration, Kyonggi University (The Co-author) yoons@hanafos.com
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the brand and strong relationships can be formed will be able to secure a loyal customer,

The major findings of this study as a strategic experience modules consisting of five factors,
such as the in-store experience and typed framework(scheme) is used to describe the
distribution behavior of customers can be consumed was found. Yet the dynamics of these five
factors is willing to purchase a particular product or service, or whether the actual purchase
will study how the transition from the present study did not attempt to explore yet in previous
studies difficult, For example, a relatively simple product compared to buying a high degree of
customer participation in the generation and consumption of the service experience differential
role of factors is very important implications for the study will provide a. So, for a shopping
experience for buying decisions for a more concrete and tangible research efforts should be

continued,

Key word : customer experience, store satisfaction, word-of-mouth effect, loyalty, and network



