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S FE ROk nA]= Y A E 3 Zo|Th
2 A= FUAE AR R ] Y= 20410014 604 o)) ARt tidew AEAE viastar B skt 2AaT &
YAEEASL Ao 212be 22t 2] 2HE Aol ()] G2 vA= A o= Uersth T3t A2 ]
ZHel Sebdt 2| 7HE 1Al H(+) 9] YIS A= A o' Yo, Y E A Gk 2|17He 2kt 2|2t 919
Aage] B9 FFE PIA= A= UEiEth §H A2tE 282 SUA I AP o r o (Y] FFErA= AL R
e O, 217HE 919 HAa2 1051 gh2 A 0 2 vepydth Eet U E 48 o) = AR e ROl kol A(+)°] 9
= A Ao & SRIEQ. o]2|3 A& R o & % 7|YE0 AFRAE0] SUA S F3 £B & 7=
a3t @ A5 RISt =X nAg RS 1ote o] Ea-& T30 R
FHO  SLUMEEY, 144, HEYI a0, SA=H0|E, SLAHEATEOE, 4E8[Ro
I.AM42 At Aolth(Xu & Jackson, 2019). HJEZA <l 21
A9 A2 SYWMEEL <EhgAntED AH|A
olg|dl mutel 2 AMujrjo]e] &4 181 o E 29t Ut o AHlAs 220 aEE
FEE T $EARA olg guse 4 RURAT exak Migg 47140 A
SAAS O B2 M ANAES An] Ao A ME|AR T Ho] 2eRloA FEIF AFE 717}
Qosln ot A7 2o Adse SUAY v & exatel Weld U 4 YES B
A HIFHor =5 9o, thfgt Ad 67 9], 2020). AEPHAL mHY WS B3 =
S Bo) 4D} ANAE AEHT dthLeher B B, ZUE AY 59 AulAE APoL
& Trenz, 2022). @zl uj%t, 2afel ojz}t Rl viat AASHAI(Starbucks, 2019), Ho]7]
vt 9 5 AGY AT SEiARA 3AS £ el 4387 el g st 3
< 423t Ads a7l gt 7dES &Y Aofl7] Hode AFtozn, 1AFFES Sl
A9 (Omni-channel)= 53] 1A4FH] SIS I UohATA <l 2021). olH"H FYUAEL 714G
ol kst 9l SUAIe Avzpr E o] 2eRIT emeel AdE frAoRE A S
43 45A2E 5o A2oidets 945U 20l AdstE AR AT ¢ YA Pk
MU AS AZEe 2~ 9L ulye AL 1 FA%(2023)0] HEI Q1 A& FFo] wh
* 1 =2 AL ARe] A G hebaL 9 =R S v o 2 24
Fo/mAIE wof Aol & A& W14l (i) 015 4EA o] =ES v Yt
** Sh=-gk 3 o 5t 7 98k Ak (skisooyeon@naver.com), A1 2}
##x gl oy o st 7 st W w35 A%t
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AH o= st Ad 1F n2 Fedyt Al 3t
Yitg DA A TR SUALL L)
AL ol Ade Aot Argstel AEolt
AMH|AS AN, Fof, 92 ~8E 5 9188 9]

2 %
wste, A9 Adol 95 BgEel wAo)
A9 7 REe ARNA BT AREA 0|5
T O (Verhoef et al., 2015), X 7|5tAH]A
£ &8st 1A A= wrEo] {83 4Y
AEe} dEE AEe 5o ol AEoME 1
23} A AT o] TSl

L A A 2AF AL AFo] Fast
@47k H]lek ol2fet ol = ZYEel BT
£ FH5P] foiMe sUAE @& atE e
B2 st AP ditt A4S F2oh=
2ol " HAI7E =l

Accenture(Carroll & Guzman, 2016)9] A H
DA wad, Sufd 2meA 98 vA
=
o

4

=
i Ke) = o 0] o
ABote AL 2AL A A, 340 4

g
e e wEoZ AT .
a1 RE PRI DAREL 28GE 5
129 AEE AR olsfekt d] kst A
oltn Fzsgck UAY 1AFFL BE 1
A3} JoAEE SHH WA Bele 0F

- =
542 A2 olth(Alnawas & Hemsley, 2018).
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2. HES|IZ | 74'E

LﬂE%E At YEYIS] Fofdd IS 4
ol ARgA} 47k F7Fe

/\1 04017\]% o8 IHE on|dttk(Katz & Shapiro,
X~

1985). &YAd AH|A o] 8252 SHdstal
SH AH|AE A3 F, AEES 2UAd
AHIAE ARESHE AR BEas 2-one)
QI FHjA] zpol7b glg Aol Q14]o] s
of et o w2 ARSAE fAEA et a8
o] g7t Fold4E o W2 o8t fUEE,
Zdglo] HEolEs 27t YA =T olE Y
EQa gty & 5 Uth(F48-8 9], 2013).
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787} B8 wotAw
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_l
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Ho
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9, Z9E A4 5ol FAHY 9ge wAn
(Sharma et al., 2020). &40jtjo] o]gxte] Y E
92 540l A4S vEAD T 50
“1o) A% Aol 3449 2 o
Aom T AFolA STl 9, 2017).

3. Yl=tito| 29| 7

Rogers(1995)+= "S41-2 Aj7to] 2o what A}
3 A2dle] FHUE Aol B4 AUe 5
o AgHtE AL dschs slshol
(Innovation Diffusion Theory)S # A<ttt
g jelolu o g deld)] ola) Mg
Ao QIAEE ofoljol, Tl Ei TS 1}
Epule Aolat shsict.

ARAEL Aol 74 BAol chgt 417} 4
gol wet sj4g

AesAL AFLITHDwivedi
et al,, 2019). Rogers®] I{2{tt(paradigm)ol ot
=9 Q1Y FA 24 -2 A4 A9 o
9] 14, I (process) (41 A=He] 2 7tH &
), AH(EA Y = AR Al gAR 74
gt FUAdago] FAlFe|n AHFA FASt
= 2P JEH R 7FHHrH= H(Carroll & Guzman,

uf Rogers®] Tfj2it}<l
(paradigm)= AHESH ZUAELTES Aot

£ A5l St g4l A9 &

o}

(framework)= A5t A} g

=4Ad /\‘i}% o]-gsto] 4ot AH]|
AWAA FEBEES} HHS AFFe=
1:]'(Sopadjleva et al., 2017). 152
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3 ZoJA7t Z7VeAA AE ARRATE A=
s

. 3 2 FYX g8 o e 713E S7HXICh
NS vttt WA grEo] AFEE = ol Fjelo] A7|&E Tt £& ofEof o)
ol IS FAAZITH(Schramm-Klein et AR TAY AB|AE Foll 919 ofF-S ot
al., 2011). o] H"Hts}7] wjFo|th(Karahanna et al., 1999).

Li et al.(2018)2 AmjgA|e] Ao} on|x|&E Abe] A g7Fol Al7]eE -8R E YRl A2
Zatotd SUAd AmjgA el BT 99 o] vk A AT HAZRRE @Wol o]Fo]
S EY & Joa FAYH. ol THre s A grom, 5] HHtYA 7]y B Ao
e IAAYEL AAATY o] dAH AL dA|ot= T o] Afole] TAZE A&l E|1 ITHLu et
AEE oulot= AZH T2 Ao dJFS al., 2008). 12|11 o|#3t HYEQI ait= AAY
0zl B BEeE e AZ4E 99 A3 oA DY A5k Aot SUAd A
o] Fagze] Fe] JFE v 5 ol E 5 |4 BHEHSo|Y E9HE | AZ4E 9199
P g TaagEo Fe dF2 nd 4 Aot = 5 9

o =Bz AFRE ko] AlVle(EUAdA
b3 DA LM EaTo st AH|XtO| X| - — , ~ 1 =

= 7t o§§l_pgo1| §(+)Eg| ggt% | & Zo|ct ) 8ol tigt k3o mlx]= gaFe] gt A

Ao AN=S 7|22 ol o T2 7HA
7td4 nAZe e SUM LY it 2H[XL X o rasar
ZHE Qe dasFEol F(+)e dgE ojE A = THOIR
ofCt.
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_ — — = — A (o] S &2 31 AL S
A GAG AR ALY, sREE AF  OFE6 USHT Sats sUM S Sl e S
’ of KZE 9 ZasE0| F(+)2 FEL 0l

ARgSE BHE AR HIER A oY E] & Zio|ct

13 A@ol A8 717,
SR IR IR AT E CASE:

1E| 1]
= =
v =2 sfdshEchAljabri & Sohail, 2012). A<

i/
u
ne
>
dor
oz
fol
2
ofo
o Mok
4>
%0
rlr
N,
ol
o
in
)
R
3
)
fol
&
ox,
o

HE 3 =3+

<1y 1> 872y



64 | 9= HM29H M4z

ol mEd 7o) exmeql fEAdRlA 22t
I AR o5 w F Ad 7o Azbd s
of wet FEielErt FFE Hertha sttt

(Amaro & Duarte, 2015).
Shen et al.(2018)> 70| FUzafd &LHxgoln

E Yt of £ &9 §E4 =0 it #AA
A2 nHofof T Agtglow, nZo] EX
ITE AH8sh= 149 H3o] 7&E H7iske
Al gaFS vd 4 vkal Sk 1 o]
o= S8 50| =oHdaE AR HHe|
g o)&Est= Aol 917] mi&Eo|th(Petersen, 2007).
FARRE WA SUAd &g Rdo] o] 4
Y 4 Aokl D3 S dFFoez
Aol SUAELBFS o8 7Fsdoel o =of
A Ao g A 283 AAE Y o] HF
o] dRJot= HLQl AH[ZFY] 27tH S22
olelgt FUAE AP L Ho JFE A &
ATt
77, SLM S Tol| Chek AH|XO| X|ZHEl B gk
2 SHMEaToz0f FH(+)2 ¢S 0|E
Z40|LCt,
27te 9192 gyl ST A
Hog HAAQ Aifo] ot AFHHQl HrtE
Olu| gttt (Herhausen et al.,, 2015). 418§ ¢Lof A
212tE g2 1A £gAfd AT Lo IS
0 z]= 710 &2 4Yre] % th(Herhausen et al., 2015).

Kazancoglu and Aydin(2018)%] 170 WE2H 2

UAd4g-E 715l A" /) A5

A gle 7HA) 9 fde EAE 5 e
o

Au|20]7] wiol] Aol st

-

7hg8. SLIM S ATl i3 28|XkS] XIZHE 2% 2
ASFES UMY 220 Y+ FBES

O/ Ao},

T
o mea= ARE A=sn 43402 AA
FEt AmgAe] el oitt AERRe] A
TFujE-Eol Folstels ket FHFF E5ol
Fofste = ok IFE vAlE AR UER
CH(Taylor & Levin, 2014). Kang(2018)2 =Y
9 sule] eofel, ometel 43o] oi 24
28 Aol el IAHY GFE v)aL
© 2e AZsAT e UL &
Bolee AuAL AFEARE BHAEE o
Aoz AL olo] uhet okde} go] S
S0kt

7Hdo. UMY AZo e HEEROZ0 H(+)2l

= A9 A= "B 2S5 (convenient

sampling method)& &5t0] A=l Q= d¥t A<l
FoA UGS o] &3 Aol e AFH = 5t
Aot A @ T AP0l oA e ==
sto] 2F A2AE st on, AR 422 +
UGS <3 1> Erf EoF el o2 AR XA
£ AAstl o, & i S AlAtstr] dofl, &Y
Aol tizt 42 AAlske W&oz F44st3e
H, 2UAE Fdol gle SHA = AwolA Al
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T8ate 2432 23
@ B MBIAE Lio| 2R S 7|UH5101, e Hel =S 502 X3
@ BUIA ol FA7I MBI Y Yo ixior R8T YE A
UY 54 | © 12| ARO[ 270 M4t tiSd &, Al-Emran et al.2018)
@ 3UHLR 2gsn r*wﬂ N
®gUEe TAnjcHe 13202 48
D LHe o2} ol M HIAENS relsh 2918,
@ L ol ol 4BYEE 25]3 4 U8,
@ U7+ 0|23t 02| of2{zfdof A AS 0120] 7H5E.
@ U7t HEste H2e S3f Lot Yste 2B & 4+ S
DAY | © LW A T07|S L of2i2'22| YR wat X2, Shi et al.(2020)
© 4Tl Y S T2 H'do| 20§7|2 U HAYRE 7|eR 3.
@ 22teIH|0| 2= of2{3} 40| 2075 Y HelH LS J|Hoz ojd a7 |S3}
BAE LW 2 A 2.
D ZHEH B AL &= 3] 2] A4 (member point)= 02{2f{E2| RO S J|Eto 2 &
D W7t AFB3HE LML B Ao 0188
HEYD | @ U7t ALRSHE SUMEO| AR A4 o2 SIHY.
T2 | @ UZHAIBSHE BLAYE Ch2 3L B3 QIX|=7t &0}
0|B250| 453
D U7t AFB3HE UL Lol 2S0|Lt /2150 0] 8.
25L 2| |3Ee 2I1E0 = 224
qEeaEm | yegya | @ UHABSHE BUAEE Lol ARSI NS0 ASHOR | Zhuand Bao0ls)
Eon = |-% (=] ooJ-l' (=] |_|_|_(2018)
SET | @uUrtAtgste gUMge che gL ROt A2 SD K|S0 ¢
Heg
eom | ©UHAISSHE SUMEE A1t
S%3 | o i arsstc SUYEE 2e=0E e B S0 9IS
°° | @uPtABstE gUAe eHoRE BE ET YIS
Azt | DEUAMES Y aBSHo| BE S0in Sl
el | @SUMELTE U Eole ATWAIDL & U8
=° | @3UMLLTE Wt £5|0f 2125 €l0f U
e @ Lt SUAMEOIM 20iZHS & 1 22t0! U H=otChE 2 2o}
Rl £42 92 JKs 0| Srtu 42, Shi et al.(2020)
ol Azt | @BUMEOIN £UTYE 0 Lo We s wpe YEYRE
o | AB3HAI 2 180l Ackn w2tey
[=]
TS| @ BUAL0IM TOHZHA| MBIA 0]0|R|0f CifEt B2 HeHE @
THsA40| ATt 2tet
@ U7t 0l g3He LI Eol A& B 20| st 9840 Itm A2t
SLjHu LHe 717k Al LU0l 8L E 41 0|28 XY
2ol @ Lhe (OB S IAWS 242 0|83t &, Shi et al.(2020)
e @ Lt 2 A0 BUHLATS 238 2.
D L SUMELTYBE CHE A0 39T 2.
4R | @ U SUMYATHEL| s 2T 2, AOHAI2017)
AF | ©8UAMSLE FO| i 12 RO 21T 010D 2 X een

@ 2L d Ao Chal 24291 o

=2-1'c oo—u_—-—
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SHTh AR A= 2021 9E 24U HE 20214 10
U 2447 A] 457 Z12P5E 0™ 50055 Hl Z 5}
4945(98.8%)7}F 37 H| it 181 3]aH A7
2] FollA BT A& ALt X 468593.6%)
o) Ag-5HA T

BE2ZEAEY JAFEATH B4
AmEE AgERE 20ti7F 20.9%(98%), 30tH
7} 25.0%(1177), 40th7F 19.2%(907) 50t~}
17.7%(83%), 60T ©]/o] 17.1%(80%)L.=2 30TH
o] Hlgo] M EA uEHEth AEE "ol
48.3% (226'8), oJAlol 51.7%Q428)E +5A QL
+ HE&= Ueth #Eetgoss 155t £9
(Aehel 9.0%(4278), HwH ZAAhel 12.2%(57
), tisty ZAASHOl 62.6%(293F), st

>

ol4fo] 16.2%(76) L2 sty Z(Ashel 7t
F w2 AoR dEH Q- EAIsH 2425
HEEo] 1A GRS AT 4 2sleH,
ol T

ot SAZE I
& Fgste] WEEA, BN 2984, HFE
(Cronbach’s @) &4, &214 Q074 W H=2Z

Mg AAsHAT

>& Aot} AAskE o2t At

2 Ao 7HAS HEs1] 915] AMOSE &3t
24 mYgS S Aot o, EAAY o
2o HPE z4E x2=1,098.922, CMIN/DF=
2.796°]121 2, GFI=.856, RMR=.039, RMSEA=
06291 o= UERFOw CFI(.921), IFI(.921),
TLI(913)= B5F 900HT} =& Aoz shelxql

o aeog RS 2 FRAYAS, 2
(o]

th= 2o o] = dch(Bagozzi & Yi, 1988).
ARtx] Ax, AutAo s

°

A} <H 604
spol ush Zo] WE A Ee] BE Asg
2 0.6 oAl ZAoR YEFFOT™ SMC(squared
multiple correlation)2} THASIIA L 0.4 o<l
Aow UHUA HIFEEE7 SHE A o
T AT 2o g HAFEAT(AVE)LH Y
AFE(CR)E BRI AT <E 6] Lk Hho}
2ol =4, A, ATES RS AVER
ol 0.5 ol4rel 2kg BPew] ek YA
CRIHE 22 9450 ojs] 072} &8 gog
et BAsPl At dege e ¥ 4 9

o

&

S50 BFEAFEWAVE] 4TS
o= egom B4 Si

5
o2 A
7

e koo

W

B Aol e dFe] S8 PR B

F(SEM: Structural Equation Model modeling)<
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The Effect of Omni-Channel Experience on Consumer’s
Shopping Intention and Product Review Intention*

Sooyeon Cho**, Seung-Chang Lee***

ABSTRACT

Purpose: The advancement of information and communication technology has revolutionized the retail
industry, and the recent COVID-19 pandemic has significantly altered shopping patterns. The emergence of the
internet, mobile devices, and social media has interconnected various information across different distribution
channels, thereby innovating consumers' retail experiences. In recent years, more retailers have been striving to
develop omnichannel strategies, and the spread of COVID-19 has threatened traditional shopping systems.
Consequently, the increase in non-face-to-face consumption has driven the distribution industry to put more effort
into establishing an omnichannel environment.

This study aims to examine the impact of omnichannel characteristics, customer experience, and network
effects, which are environmental factors, on omnichannel shopping intention and product review intention within
the framework of the diffusion of innovation theory. Through this research, we intend to identify the elements
necessary for companies and practitioners to enhance shopping intentions via omnichannel, thereby providing

academic and practical implications for formulating effective marketing strategies.

Research design, data, and methodology: This study focuses on users with omnichannel experience to
empirically analyze the impact of omnichannel characteristics, customer experience, and environmental factors
(social influence) on omnichannel shopping intention and product review intention, using the diffusion of
innovation theory. For this study, a research model was constructed based on previous studies related to
omnichannel characteristics, customer experience, environmental factors, diffusion of innovation theory,
omnichannel shopping intention, and product review intention. The independent variables in the research model
are omnichannel characteristics, customer experience, and environmental factors (network effects), with two
mediators used in the diffusion of innovation theory (perceived compatibility and perceived risk), and the
dependent variables are omnichannel shopping intention and product review intention. For empirical analysis, a

survey was conducted among consumers aged 20 to over 60 with omnichannel usage experience, distributing a

* This paper was developed and organized from the fist author’s thesis in business administration.
** Ph.D., Department of Business Administration, Korea Aerospace University, First Author
*#% Professor Emeritus, Department of Business Administration, Korea Aerospace University, Co-Author
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total of 500 questionnaires, and using 468 out of 494 returned questionnaires after excluding 26 insincere
responses for analysis. The research model and hypotheses were tested using structural equation modeling, and

data analysis was conducted using statistical programs SPSS 20.0 and AMOS 22.0.

Results: The model fit values of this study were x*=1,098.922, CMIN/DF=2.796, NFI=.883, TLI=.913,
CFI=.921, and RMSEA=.062, indicating that all values were acceptable. As a result of hypothesis testing, among
the omnichannel characteristics, customer experience, and environmental characteristics of Hypothesis 1 to 6, the
paths through which the network effect transitions to perceived compatibility and perceived risk were significant
(»<.001). In addition, the path through which perceived compatibility leads to omnichannel shopping intention
was also significant (p<.001). On the other hand, the path through which the perceived risk goes to the
omnichannel shopping intention was found to be not significant. Finally, it was found that the path from the
omnichannel shopping intention to the product review intention had a significant (p<.001). Whether or not the
hypothesis is adopted is judged based on the CR value, and it is judged to be significant if it is 1.96% or more at

the 95% confidence level.

Conclusions: First, omnichannel characteristics were found to have a positive (+) effect on perceived
compatibility and perceived risk reduction levels, suggesting that mutual communication between consumers and
retailers is necessary when using omnichannel, and that personal information consent and collection and use need
to be provided with prior notice and consent to reduce anxiety about personal information leakage. Second, it is
confirmed that customer experience has a positive (+) effect on perceived compatibility and perceived risk
reduction levels, and it means that consumers' habits or preferences affect their choice of channels in shopping, so
omnichannel retailers will have to strengthen the flexibility and consistency of channels in the purchase process.
Third, it was confirmed that the network effect has a positive (+) effect on perceived compatibility and perceived
significance risk reduction level, and it is practically suggested that it is necessary to make efforts to increase
consumer participation and use by developing content that induces fun and interest in consumers who use
omnichannel shopping. Fourth, it was confirmed that perceived compatibility and perceived risk reduction had a
positive (+) effect on omnichannel shopping intention, and support is needed to provide a smooth shopping
experience to omnichannel shopping consumers. On the other hand, the lost level of risk reduction was different
from previous studies, which can be interpreted as a result of the increased use of omnichannel due to the
COVID-19 pandemic, the reduction of store usage hours, and the acceptance of risks to omnichannel. Fifth, the
results of the study showed that omnichannel sopping intention had a significant effect on product review sharing
intention, indicating that it is desirable for omnichannel retailers to provide a smooth omnichannel shopping
experience when switching to the purchase or post-purchase phase to obtain product reviews that can build

customer trust and loyalty.
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