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o Xﬂ%ﬁ}% &2t KBt o]-8-oh= Zio] i aof] n| A= 7015 FFS AT A 02 Bl 0 2= AB|AF ol A o] ZY

A 87102 SIS AT, R, U S8 AT] AR 740] o 4 heterogeneity) 2 W1517] $19 SUIAHd 47
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= T

= AR A4 9 AEFrY 52 9

o=z AXNHHor ggito=mn 221y}

makelo] AHAZE =(seamless) =Y A'd(omni-
channel) £35S Holil Qich

syAde A=A {840l A

A StRAHCRE FUAEL niAIEA &t

IN
i)

HEA%o] gtth(Bell et al., 2014; Cao & Li, 2015).
=HAE 22 aHRA 2RIAglA 9 o
g A exmael Ao Ade T
sto] A|Zel it do] A= AHE AlFstal, A

i
B FohE FUF 5 Ut B A8

I=

R

rol

o]--& Al&?Ith(Flavian et al., 2016; Halibas et

al., 2023; Schneider & Zielke, 2020).
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goto] IEdAH|AEY] FUAE AEAT A "ot ol % FUAEL & AR A
S FEsta, Z47Fe] 3-8 AYshy] fgt a9l FuU#Ao]d(Integrated Marketing Communication,
< FASHITE 2 A= Holrt oleidt A4 IMC) H2Fo] d3toz Ao At £F5-&
FEL vlgto g AH|REo] Qmalel Aujd u A8 8= 4 rh(Ailawadi & Farris, 2017). 2
of A HutdY-S o]§sh= Aol tHet sYAHIA gL 71Ee] HEAE A HEY S olal
A5 RHEFAY o] §AIE ¥t g ARl AdTE AgeES ATAoEN Eotl o
H3HE o]-gste] FAsHAth 3tel 322 Ad ] EAEE 2T &+ A
2 A7 v 22 &A= AYPEAT o] T(RHEE 9], 2020), BHARSHLAL St a170]
2= 2% olAE FUAEY 99|, YA Azste s FHoE A" S5 o3
28 D A, FUAE &84 Aliet 52 F o2 1A FALE FIA 7= H 7T 5
Aoz AfATE AoHy, B AF9 ATEA ATHETE, AAE, 2018).
£ AAsHh 3ol = 2 AollA] AR A& 2MEE FUAES E8doEn 2o
HIZF @2t g oF 2 AtoA A8t AT Q1 A o] BAIYE(seamless) Aol 71HHeE
AP (latent class regression model)o] 7]Htet B AFYUAo]AS B 1 AELS] HAE EQJS =
AP At al, 4o A= A Tet A oAM i AmjEel 7IAE Y £k AN
wAel Hi't siA & AASHATE A 5%e  (Neslin & Shankar, 2009), 4~H]Z-52] o7 o
M 2 A9 28 9 AART AR 52 Al o B2 AH HJIES AFste] 7199 BAE
Alstaitt. = =9 & AE 713E AlFE=H(Brynjolfsson

et al., 2013).
=4 ool deos "HAE 7ed
&o] Fagto(Shankar et al., 2021), ZHFIY

IO 0|24 Hid 3 A7 EH| 4
59 gA9 71&e aEEe] DAY 714
T}

1. L '22| 2|9 PAE FEsIL fAsHE © 9ol AMA ax
7} = A TH(Grewal et al., 2009). A2 tAd

S U A (omnichanne)o]& Amjo] emakel  YlEe §O B&XHoR I4E BAYSH, 1
A AAtolE, mutd A4 nlde] & tafet & GA OAE Tle] 7N gEY Zerd
Ade S 147} 255HEA SEET dE 2 F 2o gEHd AHEAS WE 5 A
TAARS AFete AL on|thVon Briel,  (Inman & Nikolova, 2017). & Eo1, n|= wo]
2018). 2UADL Des] FFUATE AuAA  AL(Macy’s) 3L 2HFA HE (Beacon) S &
AES AGsy] 98] Egate f5Ade Ad & ARV ZREAS Asders e
S ol uATe] ARYAlAS gt Az A WA AAFASE FEotA o (s,
o] olojF Zh=t 0|3l 2017), 2etloA AlEFS Fuligt & o=
AHIAE eUAfd @A & ematel uig  EklofA MY (pick-up)ohs AHAF FofRES @I
oA A = 2Rl mi EVE tEe] mjEds Seet

7k Zpo] glo] Sl @A9] A&
L RE oA EUg HAT mAAE Ag o FFS v 4 Ith(Gallino & Moreno, 2014).
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2. S22 &8 9 dut

wUAES AB[REY] FujoARAA] wH oA
s SEAH o7 HIFAFAH(Mishra et al.,
2021), wHAE SHoNA LHAES HE o2t
Stx|a1 AH|zpe] AufjdE Anfjdo] AlFs)
A Foll wep Gl 4 ok AHAtE

rlo
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Bl e B8 Fststr] SAsh Toh 73

A ofe] Ade Mol gy, LA
HEA 29L SSAE LularEo] A A
A TEsie 7 A B4 L w79 44,

T x FujgAeA el Ad HE8 & A4
o a3d HQrl th(Gensler et al., 2012).
=yAgel oA U= AlEe e FRE
emepl wi RS Soff 4 AR s 2
kel AujHoA Sl= &3 Y5 (Schneider &
Zielke, 2020)> 244 0|5, & JE, A& =24
A, ARl JeAg 5o oldE IAA

A|5-5F 2L (Halibas et al., 2023), £2Fo1o) A A9
L A Z gt ARE d3 A7 Fuj= o na)

ol oA ot WAFW P (Flavian et al.,
2016) BOPS(Buy Online, Pickup in store) &
oz zn /\1;]]1].52_ mHe] 9 = 2ajol

N AF FAof| o]o] Fufj Bl AA|7IA] ¢h=

A E Eiﬂ’r?l Aol 4] AES
512} gFk(Cai & Lo, 2020).

Wk 71719 o2 wyAld & 2]
H|ZFo] AlZo] Hiet M-S =4 4 S
sHAoE AHAL 2t WS S
AHEEE Al7]17F HBoh(Wang et al., 2015). 4H]
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£5] BHidqle Y} et 771 e
2l AHdat FEAFoZH 2. Laqlof A9
TAAALY] S F3| 1, 4M7|H9] & =
o=t 7]o4d 4= Qth(Bell et al., 2014). HHIY
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715t 020(Online to Offline)
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H|ZEo] 2eplyt ¢4 wshdolut Holy &

[e]
AL

p =2 = ’1\5 ﬁ\_UH
71908] arE FAAZ % Ao WelA 1 o)
J=t(Neslin et al,, 2006), Cao and Li
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me oft m T
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& Neslin, 2015) 5= AA|E o] gt

3. SLIX'E 2H|XEQ| Ml 22t
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of F=5Fth(Rodriguez-
Torrico et al., 2020). Y'Y 4H|AH= &Yt
HE0 Zo] tro] AfdS Egoto] AEl
et AEE duA k= Al AB[RRR BT
o] Jedl 117 EAof wret syAfdel tigt E
T YAl ©E 4 U} Sopadjieva et al.(2017)=
YA ML= 459 Aoty B3k
O™, Fernandez et al.(2018)2 HUFH AH|AE2
Heop A71A ] FujoiAol Edstks Al Sl
At SO Al S Hob HFohe Aol
= TSkt Tt 22l et o

FAH| A0 AATHEANA Nguyen et al.(2019)
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o7 FESHHA AB[Zp A wE ApEstH
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WSS ANSHAT H3S 2015 eme
QAL sk AHASL W PAet A
HAs Za9 $402 sl W, el
Ade Adste AuAELS AT @ n2n

aul B4 AR OE 4 982 AL,
Paul et al.(2016)2 AH|Z} EAJof what Anfjd 2] A
M2 A|Egel e £ S EolR(EL 4
o AuH yEeiR)h AYsd oldd 4w
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o2 MEshe o 9B 1A 4 Ues Ba
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Md 68 % Eetq) olge] euAdA Jb e 202247 20234 27H] Yol Ak, 914

3
E A M exEel AujHA & w2 AARESS o8tk
BE ot SOl HetUYE o]-8ato] FHEEA, AH[ZHE O] REtAQY o8 Atme= MAME
oierErE, s, 2A 2 AESsR) T 0 2E ] 71 5470 A 9] F 31,378719)
AR oA e ekl Ad(emeRel & fe AR T Av|Atud o] mupdqy o]
o ) 22kl XHH(_"iH}‘“O“ = 580z A GAHLIH, o]F o]&ste] 7+ AH|AE-E0]
Alste] Al o]-&sh= g £3Pse E ® FE AA guit o] &P=AE Tt 4 9l
] & ilﬁ’r AA 2 oY 6(_ AufgE] WellAdz o] ok dRkERl FUAd &R FolA aHES
15 e 4gy s Aol ohFet Bupde)  wulxpr weste ol AlRbEA] o oheket
o] /\}%% Ao e 4 o, o5 AAA d= 8L 4 Uth oo & AFolAE= WA
Oog FARH A9 B FAS 1HT o &nf AL ufH SAHE o8k AHAEES &Y
A &g A AAEe] olsid 4 = BEfY AE £YP TS AT BEfYY o] & mefsty]
H ol gS EAT o= HE R B g6 AHA g Eo] AnAui SARY] wi AR
Aol &4 £3d dart ok AIZE &Qt olE RHFUGE] o]-§o] FTIeIIEA]
ol Qo & AFolME A WA amids & meberlth o] o wiAAIFARS iR
iz Agas AmEd Aniufd SAFR ¢ Hel Yot AlEL] ALE st FES5HA,
Aottt SAFE o]8she AH|AFEE SARY] A wiAE Fof AAE EIshe Y Rt &
A HutdE olgste]l =7 F AAE Mt YAE 4WPTES 2T 5 J=F AA Wi
T IRl wioA AEFS ok A ARAKE AT} A% AAIZHS EgSte] uf
+UAE &£FP5o] 7ottt ol F SOl &HZE AT 60EFE WEARSE 6027tA 2 FS
+ A AlFches ot AE 9 TR
A I AEES S ol8oto] HeshA A <E 1> & Ao =zt AvzEid 2279
E 4 da, 233w WellA e HefstA 2 o] 2022W 7} 2023'd 27 AW AR SAF wi%
9 AAE AL 4 low, mi B Aol u]  AFJARE F AR BE RHFLYES] AR
T 2 AAE 3 oF EfolHAR ARMEAEAIFARE ) tiHl 54 HEFA o
(drive-through)E S @ el wiio|A AlF  AREH|Eo] 2022893} 2023 2ETF ARG RE
< TYFCEN ol wE WS =Y HHIYLMEY FARSAIZKAEA AR oiH] A
4 Sl THFI O] ARGH|Eof Hlo drht EAY £

A2 AAste] omalel upg ol F mupel

3 AbgEgol 2 F7KE 49 107 el

2 e gk o)F Mgge dEE avn

B AgodE Avand sAHE olels 4 WY 22790] s 7 AvlxbdSo] Yehd 2

= iw 19 ST BB Sl ok AU IBARG B G 2 ol
24 BRI MAE AT FHAAC 98 Agulee] Bagelt

H]
] -
d, A, %‘aﬁ %?) off AFste 2HAF 22790 <E 1> yehd A3 o] anxdEe 2
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<E 1> ZAFA|ZH S AFEH| 20| 371t 2L M(Z HUE AH|2 1Y B
=1ag| oHo|= A ALEHIE (%) O ZFALEHIZ(%) AHZH|E210|(%ep)
(€)) (b) (b-a)

1 SARR| M 0.124 6.166 6.042

2 E| 2 2.778 6.608 3.830

3 Ho|HZ| = 0.715 2.502 1.787

4 SRR 0.150 1.144 0.994

5 17t 0.429 1336 0.907

6 TAS} 3.403 4301 0.898

7 717t LY 1.039 1515 0.476

8 otZ2|7tTV 3.900 4335 0.435

9 2L 0.988 1.378 0.389

10 1|0 7.036 7.425 0.388
HhAo g A REFAY ARRAIZE T 0.124%5F 7S Ho|il Ut} o& SAF ARt Wi
AESHE SAE ZHAIE e SARS] ekl mie] IRt wEHUE Al ARERE wEdS AlLlst
Aok Feole 6.166%E AREote] Haol Bl &= SARY] ezl wiFolA FUAE &£PAF
S emeRel WS olfshe FF ARBHIECl & §ISl AREH|ECl 77}0* THE RHpdQfo] &
6.042%p S7Ht Zog ettt o= Ee B AT 7hsAol A =S outith. ofof whet
HAAE FolAE mZATAIZY 5 ARgHIEC] & A= ATamid SAHE SHOE 4H|
Vg AA S7IRE Aolth ARRAIRE B0 S Ad o] SyUAE 43P FS 2ASH] AT =
wro 2= AnAtEdEo] AuAnd SAF wie]  HidE 7|2 or Anauid SAR] ApA R
Aok S olH FHAHOo® SAF AAY AMEE HFI o e SklTh
S3eAe AfACcE O 4 AT wAFA A4 SARS] A mEFUGO] o] gHI k=
T F AREHIEC] SRR A2 AHAMEE0l s & Al ARE MAF Al sidAmA F
AR ARSIzl o oA theFet &Y 31,3787 45 5 A9 2HiAE ol 8NIETt ©
Ad 4aBPsS Al AR Aer 5T 1, AS=E 7HEEY 4ol A 5 54 WiE
T AUTE <E 1>o|A e} Zo] SAF ZHA|SY offje]  EHAE Yol o]o] 2¥A R o] R} W Ao
AAFALE S AMgHIEC] S7IRF BEMAE 2 wefEQIy 3 2 Ao tiA oid 2277
2 EHY, vloHAx, AL, 7ite ™, TS, 2 2022W3 20234 2A7F A AR SARS] z¢
ko), otmalziTy, 734, dlolw So] gk A mutdde] ¥ 164758(11F Bt 72.6%) M
Acg vehgth o5 F dRRe AEYHE  Slo] Wit 242888 viEUW Ao mepEgt,
AZsE Ps= e HEN) AF aEtd gem AwFudel dAFeE MAVL 4
2 BH0R ol4YS Ao F25 & 5 gtk Mol AHF Ao avlAdo] WEste] mE
WFRARAZ F AFgElgo] 7k 2 sAb A o W AZPgHEQl), o]F olgste] 7} 4]
Aggto] o= #i1, ofojA HHY vlojy  AujdEo] 4 Amid HEdt AlZE HERE
Ak 5 270 wFHl 1%p oo AHgHlE 5 AIRE wd AIRF 52 mefd 4 Qltk & A9
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A =g 22778 2022193} 2023 2d7 7]
AT|E SALY] & 5,6213)(191F B 24.83]) HHE
stol Bat 719725 MY AL mtetrgint,
apAeto 2 Auzbuidol AAztEE MART
Hxtldo] SA1E AR T BAE S5t
At Ao =, o5 olgste] Zt AHAtEdEo]
A oeA duht AAREA 52 shere
ot 2 Aol o md 22732 2022
2023\ 27 A2 sAbelA F 1,5202](1
Y B 6.79]) AASHH B 102,433€E A
=% Aog ol
gl iﬂlZ}ﬂHH«l 0“01491}& PP
HD} Aol A4 9]
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T % AAAG AL e
hge o
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ot S BolgAzet 2
ARRE AAARS Beksted A anlArt A
naul sAbel wigel YAshe Bt AS ol
AL FAE St ASE TR Bast Uk

=l
rﬂfo]-% qul 7\4_/3?_ o]
)i

_

1
—
Y5 0

bl AFEALNA AAIRE A
% HHtLSY o]-go] Amy 4 Adw}
el a2 9 §str] fls 5%
vzt 2279 9] 2022\ 3} 2023 2 7E

2
sl A el

=)
jui)
B>
)

~
iy
2,
12 4

R
12
P~ ol

R = o8 FA
AT A 02T mWEAT 5 60271
ol Alte= 5&3% ) Zuam sAke]
ol Mg FAZ ol Amamiy sSAtelA 24

S ZFH@AAF A 6025 E mAARF T 60
B2 AAG Aoz Hgsh S Aist= 5]
BAE S5yt o, avjzteid o] yERy
E 2UAE 2Pg5o £Fo] s F U2
Hrdstr] 98] A (1)34 @—S— ﬁxﬂﬁl%—ﬂﬂ%ﬁ

E(Y; | X1, X,;) = (la)
C

Y (B)+ B X+ BL X, )Pr(LC, = 1)
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Omni-channel Value of Mobile Application Usage in
Off-line Retail Store: Focusing on the Use of
Brand App of a Coffee Retailer

Youngjin Joo*, Jei Young Lee**

ABSTRACT

Purpose: In this study, using a marketing research company’s consumer panel data of consumer’s mobile
applications (apps) usage, off-line location and payment, we analyzed the impact of consumer’s in-store mobile
application (app) usage time on the store’s sales (i.e., consumer’s payment amounts). While lots of previous
studies have analyzed the effects of online and offline channel operation at the retailer level rather than the
consumer level and with a cross-channel perspective rather than an omni-channel perspective, we analyzed the

effects of online and offline channel operation at the consumer level with an omni-channel perspective.

Research design, data, and methodology: We choose one of the biggest coffee retailer who has successively
introduced its own mobile app in its retail operation. In any oft-line store of the coffee retailer, consumers can use
the mobile app for various omni-channel shopping purposes including in-app information search, in-app order,
and in-app payment. Consumers can make an in-app order while he/she is in the off-line store or just before
he/she visits the off-line store, and can pickup his/her order at the off-line store’s counter including drive-through.

By combining three kinds of panel data (app usage, oftf-line location, and payment), we traced 227 consumer
panels during the two years of 2022 and 2023 to figure out how much time they used the app in the off-line store
and how much they paid at the coffee retailer. Then we analyzed the impact of customer’s omni-channel shopping
behavior (which was manipulated as the time spent by panel consumers using the mobile app while staying in the
off-line store) on the payment amounts. To analyze the causal relationship between the in-store app usage time
and the payment amounts, we applied a latent class regression analysis to reflect the consumer heterogeneity in

the omni-channel shopping behavior.

Results: Consumers can be divided into three latent classes (or clusters) according to the level of omni-channel

* Professor, School of Business, Chungbuk National University, First Author
** Associate Professor, School of Business, Chungbuk National University, Corresponding Author
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shopping behavior : traditional off-line channel oriented consumers (LC1: latent class 1), on-line channel oriented
consumers (LC2: latent class 2), and customers using both on-line and off-line channels together (LC3: latent
class 3). While the percentage of consumers with omni-channel shopping behaviors is not high, the amount spent
of these omni-channel consumers is higher than the traditional off-line channel oriented consumers. Our results
also show that in-store app usage time had a statistically significant positive (+) effect on the payment amounts in

LC2 and LC3.

Conclusions: The implications of this study can be summarized as follows. First, this study confirmed the value
of omni-channel shopping at the consumer level by empirically showing the significant effect of consumers’
in-store app usage time on the payment amounts. Second, in order to reflect the consumer heterogeneity in the
omni-channel shopping behavior, we conducted a study that applied latent class regression analysis to classify
consumer classes (or clusters) according to the levels of omni-channel shopping behavior and integrated causal
analysis with the latent classes (or clusters). Finally, the analysis results of this study can also be meaningfully
used to establish retail strategies to increase omni-channel shopping value by actively utilizing mobile apps while

consumers stay in off-line retail stores.

Keywords: Omni-channel, Consumer Panel, Latent Class Model, Mobile Application, Consumer Heterogeneity



