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VSO £FY PE 2 AH ez AFARA 2
ekl oS oA W ddHos e
o] A 2] A (Toys “R” Us)&t H| ~EHEo](Best Buy)
o] @ malQl wjAfo] ofufE(Amazon)l] 4£FOE
Aetgict= Hlopda &2 HF o™(Gensler,
Nelson, and Verhoef 2017), H| ~EH}o] 7} ofupEi}
7HAE sl A7 HEAE, BH2(Target)©] v
A ol A ot ETE O] FhAH S BoHs oA She
Z2E Flote EasolA ezl vigsol A
o] 62 BEG ol ANEAS o & 9t

(Zimmerman 2012).
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ol ThoFTt ATE 19

ot @ matel 2d o] =] A ZFA(Mehra, Kumar, and
Raju 2018), Tl LA-=2] Tofl57] st=t, Ad 7+ 34
Al 3K (Daunt and Harris 2017) 5-2] £42 JaFof of
St A7 R BV & 5l YA S0 A} (one stop
shopper: ZHALS] @ ILe}Ql HA ZpALS] @ I efQlo
A Flisks aA)e 444 FATE R (loyal
research shopper: ZFAFS] @ atel HAH zpALe] 2
2kl ) 22 57 (webrooming: 22F<10f| 4]
ol AH4F] § QmeRlo|A ) PF o= 5]
Q5|8 el Ao At T84 g2

Th= Aol = =23t (Neslin and Shanker 2009).

17e] 425 Pl e cheret AsE Bl
AT oA efelth. 1% A WA 150 4%
U2 FIA7) = 8QE2 W6l A St Al R ER
T2 IAZY] AAA 52 A gol3} H-&
72 9 ABe) folt aete} T YA
Q959 FHF5t Uth(Gensler, Nelson, and

Verhoef 2017; Dant and Harris 2017). & HAZ =
DAZO &£TH L7t YA E = FAHRJ] S

A RE ATERA AP A3 245 34 1

O 421 oge] WAL 14 EHaSS
5] 112} of= Al &[T (Arora, Parida, an
2020). o] e A= 4T PFo FAQ 1L

58 AqgieR fgAg 7|&2 <5 Hals)
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R e o
mZL'—.H

2 TSt 13 5ttH(Rapp et al. 2015).
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A G}, o) 2 918 2 AT AL B AS ]
shel o] Wag ooz WY Fo
(salesperson creativity)= 2-8-6F11 2} Sheh. ¢l
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€ 7HE A F= dide] 93 oz vy
shd g gtell A o] Ao Sl A 7t

= o

2 & FEHF31 QIth(Hur, Moon, and Lee 2020). 17
o] 430 Yol it th-g-2 oA =
ol o] oz QAlE Wat ofu e} ] &
A (task complexity)©] 2 HF 2 QA& 7] o &
Tojd ol Aol HdS 9t SE A
ek Hath oS WRA "HEgddS
PAEZ = SHAIRE QIR A A= 5o A=
7}2] 11 91} (Amabile 1998; Unsworth 2001)
o &F ™ 5ol et Ijd=e] FFES
2ol o= SHE 1S Hota 9

L =

Eom
il X ox o
1o i e

W



zot| 81

=
(=

T3 atof afx|

pN|
2

Aol
ALt 2

g

1 =k

S

(Neslin and Shankar 2009). ©| = T~

e}
T

Aol ohuiet 4= g} )

Eis

¢1.© ™ (Van Bruggen et al. 2010), ©] 2|4 A-H]

15|
=

2ol

e

=
K

A = e 1

S|

of 2¢2 Al

AAHE

Eal

4417 71gle] pojHeoz Ay

N2

o} AH| s 237

9l

5

(service scripts)S Z-&oF11 2k

HA Hot.

s

_,AO
Hlo

o

4

o
o

wmo

if]
o

oA

]

XA
!
<]

ajl

EL A

ArdolA A o

e

Ch(Sevitt and Samuel 2013). T

= O o
HE Ao o

= 7o

o

of|(Walsh and

7H=7] o

3

I

#aA7le adoz

Hammes 2017)

_Cq

ki

BE
AR oa wutel 7)7)e)

2 0l Ao AzH

3k

o4 thgef

£

It
[e]

CEER R

/98] 2o gk

It
=

ol A Al
2kl A el A Bt 7]

2]
iz

2ol
11 @

S|

I

=] 3 QIch(Rapp et al. 2015).

o]

ol

T
o

| K 3 2}

A}
=

3

o

W
™
_z_.o

ol
00

go

=

2tel a2 A3t 1|

e ezl A

o

gL

4%

s

H(free riding) 2 7+

g
_(;J

7

ENEEECES

o o

1,00

2hl Adse] Aol 578

2 ox

Ho

oju

_z__n
oo
o
N
o
e

o
i
)
N
Ala
olJ
il

110

)

IO. 0| 2H Higdut 7H2e| €%

‘_._m.o

e

“+ui ZH(loyal research shopper)2t
(one-stop shopper)©] H]|

mj

Ad o] ohZbe}(channel

©)

Fo.

1

Q

A

%
<
Ul

—

o
ol
oy

;OT,
o

Jo] 27}

oA

ks

multiplicity)©] o

{5 Th

| A

o]

B A

©
=

7 dTE 55

24
Hozg

z2
2 A4

A
TE



82 | REAT H263 H2=

rir
i)
fu)
==
)
o
b
5
5
o
8
Z
2
=
g
o
<
o
o
B
[¢]
=

3 7F 728} A4 (lock-in)o] AAEE A, 181
5 0] WA E (cross channel)s 7He] Al Z] 9|
o B2 9hE-E It HollA & P5o] FF
< gjd Aoy ol "F29 F857IdE0] &
Rl Ad vt 2eRels AHd S SAl F A=
HollA Hat= ol 57195 B3 4 B4
SHA ATt skl

T A RzE IS0 47T FFor YAst=
© mapQl A5 0] A A Q1 wafjet HH A5
ojtt. 55| £F 9 5ol t-gsh= A7 HAF
A=zt @ mepdl g9 o]o] Aot A2 o=
T & o] Q1 © ™ (Mehra, Kumar, and Raju 2018), &
Zekel A9 miEstet(Jing 2018)7 7HA4 A
S Freoha e th(Liu 2013). sHA|TE o] 2}
22 £F P50 BAPA JFo digt A4

<H 1> 429

A4 o2 Fujf oS 7t = 7te A=
THA5EAL QLo HIZEE @ 4xof digh & o)/H]-g-of
AE 118l Q1A] F5FaL 91 © ™ (Gensler, Nelson,
and Verhoef 2017), 1124 Y- ol A AHE-71A] STt
+ 7IAZE8AE et ke AAS ©
Qlth(Daunt and Harris 2017). Al HA 2= 1174 9]
4T PFo] APeclEe] et A= 459
PFOo 2 Qo A He 7HAET A= 9 7|5
+ AEEE, 2281 AdellA ol E= A E/A ]
291 7FAH 2 (price dispersion), 2 IX2}Q1 A9 o

=0l

1o1] o
]

o
L oo, 2akel Ade] Bt 4
& A g So] 557 BE

A2 A|AE2l A TH(Gensler, Nelson, and Verhoef
2017), BFAJete 24 D75 424 Bgol A
1z giet AG-Eol A= ezt
E749) oI} BolUE ]

Beatty, Szajna 2019; Mehra, Kumar, and Raju 2018).
o2 o ofeo] <& I>el A 1A 24
P5oll gt 71& A125S 1eFs| g estel

eI CHEZA oL 2
- Jing(2018) ZIM7H A LAt 7Yl 20| 0|2 = B4 Fe
- Mehra, Kumar, and Raju(2013) - @I 2ol 2H 0| o= St
- Liu(2013) A ZH At
DM A2YO| 2 |- Daunt and Harris(2017) - DMO| 712| AEEE Zof
-zt 7kel A|HZ| St
- Verhoef, Neslin, and Vroomen(2007) -2g 7te| kst s A
Ao £HE 7B 2 Sh= aH| STt
1ZHo| A 20] H=0f| - Fassnacht, Beatty, and Szajna(2019) Siﬁﬂ g;ﬁ%%}ﬂ1§8 TES deABol AT U
Ch3t 7|dol chg : YT . -
- Mehra, Kumar, and Raju(2018) HE Mol Jf 0| A2 WFO| BHA HekE MM
D2 A0 Szl S84 M9l 7f7—|"'_za*7:|";<§57 7|tiste A2, 22t
MG Ol - Gensler, Nelson, and Verhoef(2017) Ol0f| A9 ?\‘II%”‘%4 Mt I 2110 M2 -_[LUH CHZ|AlZE
e 244 MUl HEHEMRH|E, AH|0] CHEH A|7t2] gt
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(Nguyen et al. 2014).
M2 2FYEE AUl gRe) g gso

]
Foflob & BES Algote] wujde] ol

X

& A ¥ 1th(Brach et al. 2015; Nguyen et al.
2014). o]o] whal AH| A 7] Qo A= AuA AT

E o $F& A AT S5 9T, ol =

AFd= Asste FEolA 24448 w5 Ut o
£ 80 B2 MHls aEor §UT H2EE
(Ritz-Carlton) &2 @7 AH]A0] &2 11
Sto] A2 Z7]5h= tiAl AHI 2 F A LSl A
AFds Folstal Qe Aoz d3x ot
(Nguyen et al. 2014).
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A& (Job demands-resources model, Schaufeli and
Bakker 2004)°] W2 H, MH|A AT HEE ) E 2]
Ql A AEH A Q A(job stressor)©] 1L, 2] F AE

dl20] 5718 @Awe Puhats 2419 917 %

(Hur, Moon, and Lee 2020). 3+ A H]A HH oA
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s whed) ol =ie Agre] 4
sherstel wollEo] 912 49
2o 5o} ol W 7)Aol &
AtH(Nguyen et al. 2014). E35|L+
AIYER Q5] 174 9] @A
S5 QA |, 28 A1) 73S
L 7)8)% Zol 57 e} ol A wujo
S A5 HozH TujYE o] 2o

Aafjsl= ke g Aot o]zt A1LA

- 1=

P>

N

N

B~ orr

>, N

o
Fo

£ T oox e

d

N

tlo
o oo TP

oy
sl

}_

b

|0

=

J

r2 FN

]_

ot
2 0
o

1
N

o,
B oo Ho
re
Mo fle ox 30 2 |» 9O off 2

i

o,



THOj oM mi7jE R Mol ojx|= &t | 85

o5g o o

Al(Victorino, Verma, and
Wardell 2013) -5-©] ©]ol st} mhepA] o] 23t =
22 7 A5kt

ZOf A MSEl= MBI~

Djglo] FEst no| a2

s
lo

)
X
e}
X
L
r
2
el
.-
=l:1:‘
=\é
rE
>
=
1o,
ol
o

Mo e rE > B %
30,
0
no
=
2
o

|m
rr

1o o rH

7t 3 HORAOA MS &= MEA &
3

1o

ox

=2}

a

nr o m
0F rh
ol

o
H-[
>
ot
s
RPU)
S
A
[
o
v

o,
o,
el
X ¥ or2

k1o o
e

=)
o g lo

S
=)
=
ot
2
&
J
L %0,
g 2
[

o

|m
rr
ot
o
o
pl
=2
o M % oo
i
bl &
2 |H
>,

e}
=)
i

(
fagl

I
r o
-
offt
)
2
oM,
A%
"e,
N,
i)
¢
S
i
Mo
oft
2

/

. _
ELEOEE
ZDEELL!
¥
g "

N

ot

4,\?_]-

.

N\ /
] \ /
wagoy - Apy
// AN

. P
N

|
/

o

B8535
2971239/ 24A)



86 | SEAT X26¢ H2=

m AZEY
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oz O Jo 30 o
_O|L
K olo

%—

glglom AR AsHZE Y] 35.5%,
39.8%, thetAfsh/& o] 24.2%, thetel&
10.5% =0 2 Lpebtt. o] Hhol = gg7te]
A P 32.64(SD=9.64: 20tH 43.1%, 30t:

N

ol
-
N
—_

e
o

o ool et ol AT ol Ag AR 285% 40T O 8%l Bk 2RI
AT X 60082 AL 2 51 HAH A A] st 2.939(SD=3.90)2. = eI Th<3& 2> 310,
U2 7A@ -SHE Bl F 3972 gL
<H2>HEQ EM
72 e % T UE %
b 67 16.9 20CH 171 43.1
g9
oA 330 81.4 o1 30CH 113 28.5
DZ0|5 158 39.8 40CH 0| A 113 28.4
ros M2 AshE 141 35.5 Bz oy 32.6M|
o CHstA sl Z 2 96 24.2 R 22|zt 293
stel=E 2 0.5 3 397 | 1000
2. 5HES o, ‘5= uj-¢ g 2 3o s S5l
SHH, & Aol A= a4 o] Qo whufd
T8 WP SH S 9o AP AFolA =el= o3t 2 A3t Fofl FFE A 4= A=A, o
A2 vigos, & A9 TAEAof Hotxx B, WS, TR713E, 3787 M(positive affectivity)
2 RS A5 o] TASIATH<E 3> Z 1) @} B4 A (negative affectivity) 5 oA 712 2] H
HA o o] At 1A £ F1 P52 Rapp T2 FAMNSE &85 th(Hur, Moon, and Jun

k2
ol
ol
s
>
oo
=
i)
2
N 0.
)
R
1o
Bl
ok
flo

et al.(2015)°] 7
AHE-SEeiTt. Tl J+< Coelho and Augusto
(2010)7F AH&-]F Al 74| 9] 23 ©]-&3UTt. A+
AJ3H= Williams and Anderson(1991)0] AF-&3t T
/H 7]-1] 1%61—2 @-Q.—g].oq zx%g}odr)r /\-1 H]i A3

HE = Nguyen et al.(2014)2] Aol A ARESE Y

7HA] B o] gotel 2Pk BE ZHBGE S
A AE A S AT, 1 AE 28 o

2016: Rhee, Hur, and Kim 2017). 377 A<} £
A4 A= Thompson(2007)2] AFollA  ALE<H
“International PANAS Short Form” 2] 4230 A
247} 35 & AHESHH

H| S AAtof] AMGE= S Z3o] Aol of
2] 2| ARg-E o] SF ‘:4'%“3 o] &K
G2t SHeRE 3
7K E H% 7t STHE o= APARAL
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<H 3> Z2FE8
GES 2352
1. DZ40| j O A A ZS A= SOt BHIY 7|7| 2 AMESICE
mojelo] Aas | 2 01 HE QOIM ADIEES 0185HM HBe| 480 ASUPC ZE)E QIR
Do) p20 | > 201 2EIY 717IE 0 8aiA O Qo] HES ZABICL
4. 0740| 281 7|7|S 0|85 22t010 2 A|Z7+2S H|wsict
5. A Otof Qe S0t THE S THIY 77| 2 AMESICE
noje: 1. LH HIOHRIRES 3517 QI3 M22 YIS A5 Bich.
So|M 2. 22 BOHLA0] S5 Lhs HSEOHRIA A=3) 21E sict. )
< 3. Lhe L7F 225 2.4)(0f: DiE {5}, 24 A3HE sl Zat7| Qs M2 Tojr oz Hasict
1. Lhe 2120} paAgl o| 22 2 4skstn QlCt
2. Lbe W7t Eestm Qe 2IR0jM F st 2| Aatnt eSS o|shstm Qlct
22} 3. L= 2127} @15t Lto| IpS 48katm QlCt
4. LHe 2124510 L5t ZAIZOI @ PAFSHS S OHEA|F| 1 QT
5. Lb= Hatmotol 24 H o2 g95ke 0|2l 4 Qe S o) 205t Qlct
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The Relationship between Experienced Customer
Showrooming Behavior, Salesperson Creativity, and Job
Performance: The Moderating Role of Service Script

Seongho Kang*, Seungil Yi**, Won-Moo Hur***

ABSTRACT

A recent interest in multi-channel retailing is customer showrooming behavior which has appeared as one of the
important issues in the dynamic retailing environments. Customer showrooming behavior refers to shopping
behavior by consumers who intentionally benefit from the explanations and services of on retailers in on channel
before actually purchasing from a different retailers in another channel. It was reported that in all 68% of US
Internet users had decided to buy online channel decided to first check products at traditional offline store. This
statistics imply the seriousness of the customer showrooming behavior and various researchers have expressed
their concern over rising showrooming phenomenon. Although research studies in the past have deal with
behaviors related consumer showrooming like cross-channel free riding, channel switching behavior, but
individual studies on showrooming from a employee, namely, salesperson perspective have not been conducted
yet. With this focus, we concentrate on offline retailing salesperson, surprisingly largely ignored stakeholders in
multi-channel studies.

This study aims to examine the mediating effect of salesperson creativity on the relationship between
experienced customer showrooming behavior and job performance using department store salesperson samples.
Second, we investigate the moderating effect of service scripts that weaken the effects of experienced customer
showrooming behavior and salesperson creativity. Also, this study seek to examine the moderating effects of
service script on the mediating effect of salesperson creativity.

Noting the theoretical and empirical supports provided by past studies, we formulated the following

hypotheses. <Figure 1> presents the research model.

Hypothesis 1: Salesperson creativity will mediate the positive relationship between customer showrooming
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behavior and job performance.

Hypothesis 2: Service scripts will moderate the positive relationship between customer showrooming behavior
and salesperson creativity. Specially, the positive relationship between customer showrooming

behavior and salesperson creativity will be weaker with high levels of service script
Hypothesis 3: Service Scripts will moderate the mediating effect of salesperson creativity on the relationship

between customer showrooming behavior and job performance such that the indirect effect of

customer showrooming behavior on job performance is weaker when service scripts is high.
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Xea15=626.15, p<.05, RMSEA=.07, TLI=.91, SRMR=.05, CFI=.92

[Figure 1] Research model and empirical analysis result

We collected data from salespersons who were working in a department store. We contacted the human
resources department of the store and obtained permission to survey their staff. Specifically, they facilitated the
distribution of the survey instruments to a total 600 full-time salespersons who were working in various sales
units in the department store. The process yielded a total of 397 questionnaire responses, representing a response
rate 69.1%.

We conducted confirmatory factor analysis to examine the convergent and discriminant validity of the
measurement items using M-plus. The measurement model fit the data well(fit indices: x %215=626.15, p<.05,
RMSEA=.07, TLI=.91, SRMR=.05, CFI=.92). All the measure demonstrated strong composite reliabilities(CR)

ranged from .80 to 93(see Table 1). Also, we confirmed the condition for discriminant validity among the
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constructs. All the average variance extracted(AVE) values were greater than the squared correlations between a

construct and any other variable(see Table 1).

<Table 1> The results of Confirmatory factor analysis

construct item Standar‘dlzed t Cronbach'a CR AVE
loading
SR1 .84 48.92
) SR2 .87 59.48
Experienced customer SR3 91 82.20 93 93 74
showrooming behavior
SR4 .88 62,72
SR5 .79 37.04
CR1 .76 25.79
salesperson CR2 67 19.39 80 80 57
creativity
CR3 .83 30.45
JP1 .81 35.21
JP2 .83 37.02
Job performance JP3 78 31.97 .87 .88 .59
JP4 .79 31.11
JP5 .63 18.07
SS1 91 66.78
) ) SS2 .90 64.41
Service script .90 .90 .70
SS3 .82 40.28
SS4 1 24.82
N PAl 96 3112
Positive PA2 69 20.10 79 81 59
affectivity
PA3 .61 16.14
) NA1 .87 32.97
Negative NA2 94 36.24 79 82 62
affectivity
NA3 .56 10.66

X215=626.15, p<.05, RMSEA=.07, TLI=.91, SRMR=.05, CFI=.92

To test our hypotheses, we conducted statistical strategies using the PROCESS macro 2.16. First, we predicted
that the positive relationship between experienced customer showrooming behavior and job performance will be
mediated by salesperson creativity. The results showed that indirect effects of experienced customer
showrooming behavior on job performance through salesperson creativity(h=.041, 95% CI [.017, .071]. In
addition, the direct effect of experienced customer showrooming behavior on job performance was not
statistically significant(b=-.043, 95% CI [-.096, .010]). The results indicated that the positive relationship
between experienced customer showrooming behavior and job performance was fully mediated by salesperson

creativity. Second, we predicted that service scripts will weaken the positive relationship between experienced
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customer showrooming behavior and salesperson creativity. As we expected, service scripts weakened the
positive relationship between experienced customer showrooming behavior and salesperson creativity(b=-.07,
p<.05). Finally, we tested the moderated mediation model to examine whether the emergent statistically
significant indirect effects of experienced customer showrooming behavior were contingent on the levels of
service scripts. The indirect effect of customer showrooming behavior on job performance through salesperson
creativity was weakened by service scripts(b=-.028, 95%CI [-.055, -.003]).

Our findings suggest that the development of salesperson creativity is an important mechanism that underlies
the process which internal capabilities enhance job performance and that service scripts weaken this relationship.
Based on the findings, we provided the some theoretical and practical implications for offering managerial

actions to address customer showrooming behavior.
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