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S ZH7] 2ol Sl o]l AL ZH= AWl HA, 20 AR E AT PN AAH L E 12
E2 T HYLEE FHASS & 4 St 1 99 AR7} Folsttt= A2 2RIttt A Z o7 A
HFAHRJNES BT L2 29 a5 HA | oF of HHEH, XA FPof e 7|EA-E8ol 2
= oA o7 JQl 9 F5 Wl o] o Ehg skl Q) =160(p<.001), &7z H 75AHL p=185
ooz olg ¥ W gL E B Hg = (p<.001), AA AL f=075(p<.05), NS A A&
ATHESH 2009). o= FAHQI 9] =2 AL B£=.240(p<.001), T2 AT} FAMIS [=346
EAAP) = =2 IS HoAFE= o2 514 (p<.001) o2 L% F-o5H7 o] JFS u|A]=
oF 4= Qi W Bl B AT <3 5>o A & 7o 2 ettt E9t A A ghEof tisiA E 7]
QI 4= Qltt. EAHE-goldL f=.093(p<.01), 37HA] € 75
AL [=.138(p<.001), AA HIAL L=0064
6. Ry Mot Sl A7hd A% (p<.05), 7HS1 HA4d2 B=.097(p<.001), TF& 2174
T FAHEE f=091(p<.001) 5O & R {5t
SrA ARt AR Pof BRI golEMog & Aol JFS, T2 ufjrf HlQl AMH AEE B
S5 HIS Fjsto] FxEP o2 BT A =.595 (p<. 001) oot H ol FFS A=A L
TRl A2 2/dfo]l thet gt CFI, TLI, SRMR, 2 Uegth Jx ST tis] AAH FdL B
RMSEA 5S¢ 3Istgirt. CFI=.948, GFI=.953,  =.248(p<.001), A& W=ELS 3=472(p<.001) 52
TLI=.894, SRMR=.055, RMSEA=.113 90%CI= 2 FooH Aol &S nFer, 71d FAZ
(.094~.133) 0. 2 4| 2 FS 3t A 0 2 e Al AAH HE-S f=135(p<.01), 44 Tt
tH, AF LYo 2 T|EAE-BolA, T7HiA] Y F2 f=264(p<.001) o2 {25t 9] FF=
71573, BA ®alAg, 7iQl g414, thE A L FAL 0|23 itk ot AE SAEE 7|F AL o
A, AXA A, A I HE FAL, 7D & 3 B=512(p<.001)= F2ol5}A Ao JFS AL
A 9 Aok 7Ho] H =2 WAE Slst 2t Atk HFH o2 AFEo o ol HE FAAEE
= ot Ek B=.364(p<.001), 719 SAHZE= £=203 (p<.001)
<H 5> THHE(SE 2 M
A A Y | BA THol | FMH | ZEH | Hm Ny | e
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7|%M5c%5=10|’H 718
SHiR| 2 7y 327 501
741|n4aw 097 109 846
JHOIBI Al 203 225 043 570
DM AL .036 081 .007 243 581
M Fe 251 323 .080 403 428 .545
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The Influence of The Environmental Characteristics of
Unmanned Convenience Stores and The Personal Characteristics
of Customers on Emotional Experience, Affectively based

Satisfaction, and Loyalty

Jebum Kim’, Yeonsung Jung”

ABSTRACT

The unmanned retail stores are accelerating in the circulation market with the development of high-tech IT
technology. Unlike existing stores where sales personnel reside, unmanned stores require consumers to make
purchases by using the latest technology and space grafted in the store. Under the circumstances, companies
operating unmanned stores raise the need to provide the consumers can experience in the stores, with useful
values such as convenience and simplicity, as well as emotional values such as pleasure and enjoyment in order to
provide differentiated services and gain competitiveness.

This study wanted to look at to set the environmental characteristics among the unmanned convenience store
with the highest accessibility to consumers in the unmanned store industry as ease to use of technology, spatial
layout and functionality, and payment convenience, and see how it affect consumer’s emotional experience and
emotional satisfaction. Furthermore, the personal characteristics of using unmanned convenience store customers
setting personal innovation and similarity with other customers and it was verified the impact on the emotional
experience and emotional satisfaction, which created by while the consumer is using the store. In addition, it has
reviewed the impact of emotional experience and emotional satisfaction created while the consumer is using the
store on attitude and behavioral loyalty of the consumer. During the process, emotional experience, emotional
satisfaction, and corporate loyalty in the relationship, whether the store loyalty can have a mediational influence

was intended for verifying.
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<Figure 1> Structural Equation Model

This study collected data by surveying 470 customers experienced in using unmanned convenience stores. It
was verified by structural equation analysis in the case of the empirical analysis and the results are as follows.

First, environmental characteristics of unmanned convenience stores such as ease to use of technology, spatial
layout and functionality, and convenience of payment were found to have a positive effect on the emotional
experience and emotional satisfaction. Moreover, it has been found that personal innovation and similarity with
other customers, which are human characteristics of unmanned convenience store customers using, also have a
positive effect on emotional experience and emotional satisfaction. Second, emotional experiences created while
consumers using stores were found to a positive effect on emotional satisfaction. Third, emotional experience and
emotional satisfaction have been confirmed to have a positive effect on store loyalty and corporate loyalty, which
are attitude loyalty. Fourth, store loyalty and corporate loyalty have been confirmed to have a positive effect on
the re-visit intention of the consumers. Lastly, the mediational effect of store loyalty has been found to be

significant in the relationship between emotional experience, emotional satisfaction, and corporate loyalty.
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<Table 1> Structural Equation Modeling Results

BP) SE t P
case of using technology = 160" 040 3.985 000
emotional experience
spatial layoyt and func.tlonallty — 185 041 4539 1000
emotional experience
convenience of payment - 075" 036 2.113 035
emotional experience
persona?l 1nvent1ve.ness — 240" 040 5.956 000
emotional experience
similarity Wlth other cgstomers — 346" 036 9.554 1000
emotional experience
case of using technology = 093 031 3.011 003
affectively based satisfaction
spatial le.ayout and ﬁxncflonal?ty — 1387 032 4376 1000
affectively based satisfaction
COnVEnenee ofpay@ent N 064" .027 2.385 .017
affectively based satisfaction
personal inventiveness — .
affectively based satisfaction 097 032 3034 002
smnlarlty with other cu.stomf:rs — 0917 031 2332 020
affectively based satisfaction
emotional experience — 595" 033 18.220 000
affectively based satisfaction
emotional experience — 48" 057 4342 000
store loyalty
affectively based satisfaction — 472 055 2,503 1000
store loyalty
emotional experience — 135" 046 2019 004
corporate loyalty
affectively based satisfaction — 64" 048 5473 1000
corporate loyalty
store loyalty - 512" 035 14.726 000
corporate loyalty
store loyalty — 364" 061 5.987 000
revisit intention
corporate loyalty = 203" 062 3271 001
revisit intention

#p<.05, *#p<.01, ***p<.001
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<Table 2> Results of Mediation Effect
B(p) SE t p

emotional exp.erif?nce — corporate loyalty 1577 030 5238 000

(indirect effect)
ffectivel isfaction — loyal

affectively based .satl.s action — corporate loyalty 4 033 7368 000

(indirect effect))

In this study, the research was conducted and verified by paying attention that consumers experience emotional
pleasure and comfort while utilizing technologies applied to unmanned convenience stores on their own and are
emotionally satisfied. In order to improve loyalty to companies that operate unmanned convenience stores, it also
verified the mediational effect of the consumers having to experience high-quality emotional experiences in the
stores and improving store loyalty through emotional satisfaction. Finally, this study attempted to propose
academic and practical implications based on the results of these empirical analyses to suggest marketing
perspectives that can build differentiated store operations strategies in the convenience store industry, which is the

representative industry of the retail industry where the unmanned operation is accelerating.

Keywords : Environmental Characteristics of Unmanned Convenience Stores, The Personal Characteristics of
Customers, Emotional Experience, Affectively based Satisfaction, and Loyalty






