Journal of Channel and Retailing Korea Distribution Association(http.//www.kodia.or.kr)
Volume 30, Number 1(January), pp.53-78, 2025. PISSN:1226-9263, eISSN:2383-9694
https://doi.org/10.17657/jcr.2025.1.31.3

AO| =7} AH|X}O| BEA ZbM gl 2aksi =0

A A
—— O=T1 oo X o o
OX= g X248 A4z =HEgus SHeE"

F 2w Fek HItH SEo] AL %i‘ihﬂ AA QA -5 Aol & Haprt dofitth AR FA7]E0] I
v} Agsto] Bt 58t o] 4ok /1, 791 AntEudo] W= A AR TR 2= 7]
= Este] IR v 2daes %*J SEz FAYeH, n=e] ofukE Il(Amazon Go)ot T2 RatHfA
(BingoBox)7t T Q1 7917 32 Al = F==HIQITh, 2024 7|57, FRIE A2 8149 B 2= A3l o™ 2033 A7}

29,6262 D]l o] & Z o= ot

53] er=oll A= 20198 2009471 AR 71 2712022 2,783 711 % FEA Q1 442 7153t 7]z otol =2
She FolE o] F/E ol F3l o, Al vt 452 Fgshe T 2= st o 2%t 42 S471
O] Aot Z7FAN & P E|QIet, Tl uf I O] SRS 7] m o] o<y =
A 28-S = 5‘# ‘ilﬂ}h & Qe AA= A7 F7RoA = T ARt = &
8ol ‘%EP*E} ERE AME A= 5 HA7F F5tal Lo, 53] 101 Fadsol
HA o] oo WA A ERRgEel Tt Y=
olafislal, T A I 0] & A| IAGH= AH|Rfe] B A 7FA v 10 Eeksl = o B A

o ruhL
&
Mo
&
=3
=2
ﬁ

o
d,
ofN r%
=

. 944 A =S Bk dl 24
= SR 71E FUAHE A7 T2 71eH 89U AR o] 230l BHHA o 2 e TR At Anfieh
ol BASH= ARG S E T a2 4] FEol FESIATE FAHE] JTA R9& el 7le R ARl dAie
oh et 117 A2 Qg vl 2|4 fES oshe e 24J0] 5 FUHE A& 38 ]loltt. o F sl I L] A~
LA|o|mep 2|2 gRlo] Hiet -5 KPSttt Au|AiAlo| 2= vie] E2) 4 27dS oJnlsiH, o] = aLz o] 77t gEol

TS WA E TR 840 FRIH RS ¢ Au|asAlo| 27} iz o ol T8t AT-S fit. A7-2T, 2wl g

=
y T O/ o, -1 = o

* o] R §5018) Juelel AREA AL O $HEY

## AT ek Wl A 47| 45} BhALY (foosa@naver.com), 7\ﬂ 1A=
sk 2= A TSk Wl 24 4 7] A8} W4 (yjwl774@ssu.ac.kr), AT A2}



o]t}

T

o
i

L
—

o]

27}

54 | @E9F HM30d M1z

I.ME
A=z 7]

2,7837H=

A
—

Z7F 20229

]
=i

ot

ol

o]-o]

S
T

7]

zked, 2022. 6. 11). %

Kol A A

Lol
2fal

I

= A7t

-

5

(o)
H

Hes &
w3l Qlth(Adapa et al., 2020). 71 23 @

2016).

ol

jq

FeAER Hesd 9t

op

o] FHxEe] el 714

=2
=

=]
=

<
G

ol
N

T
_z_o
O

[axx

=
=

5t

LIk MR ofel2aY TH St 2L

ol A ofttel= &

o] Lrehi7]

SHA) ore ARl

5

=]
L

=
o

SHE=7F

5

Az A7 =7t FAA

=
Th @4, 2023. 12. 11.). ©]

H| =2} o]

Al
o))

S
=
s

ATt

o]
A A= 6,01879 o2 th(EAol, 2024. 2.

3 It} 2023 A=A o7 HolF oA HF

=

SEEENE

=}
™

e

9,626% E=i
A

1

A Ao th(Globe Newswire, 2024). AF

Go)2} F=r2] "W 1HFA(BingoBox)
o A7 dAE 8

I A7}
Zlo]™, 2033 ]

2024).

ok
<

B
)
)
B

o



7} 2 H|x}O|

ILr

Dol mo| MH|AAHO|

20219 69871004 2022 1363722 T H} 7}

~

G
%0

-

®]
Gl

o] 20195 ¥

ol =<

Z

SHolTh Heked

7tol F7t
2022712

!
M
,_uruu
F_Q"_

)
~

M

av)zte] Aelz 8Qls)

T

o
il

A E o]

o

=13
=

7h

A

5tH,

o

o] 71939} e Y A]7lo] )%

-

el

o

P
I
hndife]
m=

°

¢

si2

5

- $TH(Moon,

O

Eal=3

=2 A
=
2

Al

=
L

[ U

°

Al Axdlor FRE 7

L

°

. AR
2018). Al AAe} 719423 7149 23}

(McFarland, 2019). A 9] I ELE 2 A5

QAL AL FA| LWL 2E)A} A

oA AE= 7ol

baet,

°

ol ik, o2
o

AR

o]

=
A~
T

T

o] 5
1.0 4o]
217

;

=
[e)

o
o

2

(13%)

(T ofol 2T

W3 498 AE61%)°1H, I 2 A7(47%), &
9 AHgol

1 1ok 7ystel oy
o B g7 oulst gt

o= o=

2024. 8. 8.).
Y](18%),

(e}
H
il

ol
L

_,AO
or

!

QJTH(Demirkan & Spohrer, 2014). FImjA=2

7] welala,

s
T

o

°

A, Weld, Aol anjzpel 2

ol ofgA 714

al

8

M, %



o]

]

2o

al

S
|

\=]
57

9

2

o 2]

hny

o] Au2zAo]

AL ML 7]E ]

=
[¢)

A= dFA

1

56 | SE9F HM30d M1z

.,ﬂm.._

ol

A
AT} A

T, Ad]

)

a

S
)

=

S
—

E|

1=
=

i1

ol BAT A mEo Ayl

(Servicescape)= AH|A X

I

O

o

2. K| 227 0|
#3e on

Ch(Bitner, 1992). ©] 7i

s
ki

L.
—

ta At =HiellA
S}

°

=

=

b

NeArgo) ofee, AHAEA]

A=

& A4

Sh
=1

39 F 7 ZHe =

=
S

, 2024).

B, S

Het

x
N
3
H
ﬂu
an

—

= d S8

245

=
=

13} BEE

4, 1

Th 34, 2023. 12. 11.).

5

7171 %

A B AgolE 24

oF

2H < 7]

E

/\u]-

S
— =

Holt}. Adapa et al.(2020)

N
SN

_ﬂ_
ml

ol
T
o
"
o

&

=
sy

A+2]
X8| A

—

1

=
[}

et o]

2 ZTH(Wilson et

o

[e]

Sk

A =] ofof
Al

—

5t

471kl QI tk(Bitner, 1992).

o

S

g3 A2 2 9ol Poh B4
A

QAT 19
LS E=]

Kotler(1973)

ol

al., 2012). Wata] AH|AAFA o]
pal

o AR ok & o

o

1

o

AA
71 9Jo| % Chang and Chen(2021)& AHFEAF o]

Sl

o]

H| 2} T ol A AT
O™, Park and Zhang(2022)

1

O
%S

9 7147 20} 27 AgolE

?‘

=
i

il

w5}

3l

S
=

1

220192 AW Q1A AA|7|&S Tl A
o]

o

0|

—

Nlo
ujy

, Baker(1986)= AJH]

s

= .

)



FOIFEO MHAAF O} AH|ALS| B#HA Y A WS 0jX|= g | 57

A AH|A o Holstal, o]F FH 84,
gzl 94, AMSH 942 FEo}

(1992)= =914 &4 ?

Ql o= qHgstal, ARjAAFAC|LE S

7, &3¢ wiAet 7154, A= E2dEcl=t

KX
=

=
ogQ
=
S
2
a
~
o
K
fr
o)
R
[~
[>
X
£
I=
it

TH 2, dA, AEA <l
H, A3t AAFQ2015)E AH|AAA 0T
2, "o, FAA, wig49 v 711 o=
o] ARt & Aol TR E4
gt A4S 1185}to], Kotler(1973), Baker(1986),
Bitner(1992), Hightower(2013), &3¢t AA4F
(2015) 59 A3 AGE HIFORE AH[AAFA O]

S T, B9, A, Aol vl 7t

R
A gag st d4-E APstA

o

fu

-+

{

U
i &

TH(Wilson et al., 2012). 204 AH]AAA
nr szl 46 Fa7 JRe AT 7
mjeEol] A g

Rosenbaum and Massiah(2011)°]] T=H wjZ9]

OAtel, W, AR 5 m7e] AT Auls

of thgt 7t P Sag J&¢S it T,

Lofland(1998)2] o] wh=m Amfolt 7

FIt 22 AulA Alg FRolA AT AH]
FEF=

=
[>
g
o
TEWe2h =

gt
+ Aol WAt et 1 ax(2022)9] o
' RFAHALAN Au|anolzrt HgH 71
o} HH4 7R E 5o 1A WES Fol, o7
el 1A FF ot Fetdrts AdE Ho

5tk ol AulasAolms} auAe] g
Ao A 94US IRINA Frf B9,
BARA AL 12T A g 7o) Aertgol ¢
7] whiol] Aulssdolze] efgto] tg HxH
of RAMEe] AE|AsAonE FRHoR P
Slobel 7ol TN WA & Qe BUES
Foln ApHo|s] REsee 4 ARG K5
o 4 gick. oleje Balsk anjzpe] Al v}
A A4S Rolt Hx sloja)

qeiu B4l £7hE FAERE olelg a4
E 80 1ok ¢ ity BRIzl =1
2 3} ol AH|AAF| O] I (Servicescape) = H oA
AH|ZHE] g S0l wtokA] Xt F-97t
WA, 2019). T 545] HEE FAHE
= Azt gArel, 37t ol tighk 1wyt B
Qro] FEoHA X3t A A=A 1A 74
Ax ARH G TACA o]t ot A
A, F30A aRle deste] ARA sfAaetE 4
HofjoF & Zo|oh

M}

7o) G 71]1ef BAA

L Ae op)

H) 2= P52 Hol7]k Frh(e]fAl, 2002). ©]
= =g Aot 2th(Lovelock, 2001).

.
G Au A AZAC e nASA]
H

o
s =e

—_
[

]

o

of rlr
ol o2

MW}

S
i B

o

_=)
fu

o,

=]
B

714 4= 9o o|ggt 1o EaFsixol
2 7193} ef AAEANA AHAGA, HA, A
AE2

5|24 wv]g-S "AIAZ 4= Qth(Fullerton & Punj,

L LS LR R
507 Aolgttt(Fullerton & Punj, 1993). o=
HEAQl AHH S ffutste] AE|A @S St



58 | @E9F HM30d M1z

—_—
Ife]

=, A7lek E2

3|
=

=
L]

=94 =
Htt. Mills and Bonoma(1979)

—

o
=

T
So| %

B

I
[}

1=

RE
1—
5(deviant consumer behavior). 2 #A

S}
=

7t

1L

o|7] wzof AMH|EzA]

gle &4

o

Bl

g

A 9

9l

N

=1
Sh=

AW gisdel |

g3

S
a3

o &
Foz Auet A2 o

tH, Abe]

°

c

5 (dysfunctional customer

F9 tH(Harris

o)

E0

(s

Q)

KO
<

X

-'

.l

& Reynolds, 4.7}
A EAY =

S

A9

2003). O] 52 AJH|A H]

behavior) .=

= A=

oo

N 2%

o 2

io

4.1 MH[2A2F|0]

5}99tt. Hoffman and Bateson

2 72

W} n7e) wEe] F

3

W

o &

<]

1™, A4l

<

= 7

ZH(uncooperative

™

st &

customers) 2.2 % 9]

]

= =
—_—‘0

§°] sl7] Wz, Au|Lasro] o] Hajrt

<
oy
ol
oA
B

1994).

B
<]

A H]

ol

S

™

7

, 2024).

A9

>

S|
~

AL AR oz

)

=)

TH(Wilson et al., 2012). =

=2 o
= I

o gltt. ey NETHA #

3

A

e

o
™
o
&

K

et 21%15(2010)2]

=

7] 7

=2}
=

n7} %7

o]

A A2

r
—

ATl A

I A7 ek

7V A] S

st of

{4 B

o

R
<«

oV

A

it
Z
4

=
=

A(2002)¢] “g]

[e]
T

de2 AHlA FAoA =

G

=

o

7

Ioh AH A B 2

°

A% TS Fa

A

Al d#]st

)

ol %



7} 2 H|x}O|

ILr

FOIHZO| ME[AAHO]

o

o

AAA ey o Amzgolt

SHE

o
%o
N2
R
ﬂmo
il
ol
ol
®
%o
Mo
o|J
ﬂmo
~a
1

—_
o

A B 227 0]

(Blackwell et al., 2001). Phillips and Baumgartner

T
=

L 4AH|Z

(2002)

Nlo
M

ol

A

N
ol

AL
M_OO

T
o

t9lch Ali and Amin(2014)2 =%

5

I
NIr
[m

N2
%0

T+

ﬂmo
~NH

o] AHlz A2A

7

al

b

2

1
Richins(1983)°] o}

9]

3 2ol miE

E
=

24 2)

2 o]oj& 75X Qlt}. Fullerton and

O
O —

g

= 27

Punj(2004)

9r 3 tH(Donovan & Rossiter, 1982).

frsd

7Fs/do] =th(Watson & Clark, 1984).

ol
A

71|31 ) O ™(George,1990), FA424 Ao

AHol=

A A

7H2 1. MH|

¥32 0/A 2ol

7t 3. ME|A2F0|

2

=9
g 0|2 Ao|ct

ol
J_,N.O

N2
K
-
Al

rsl

7ta 4. ME|22F0|

)2

3
= 0/& Aotk

o
%I:

el g

T+

0
—t

ojE AolLt.

ojn



60 | REMT HM30A M1z

43 X|ZtEl IZX| S olAjo

A
3
kot
il

A}3] W 2H(social exchange)< 7HS10] AFTHElo| 7|
sog WEw mde go) ge Aol 7]
E SHA H=tl o]+ ojutt JHiE A7} o
77F QS AQIAel digt ARt Jidelt
(Gouldner, 1960). Z2]o] FHUA EUst= F

= g F4Ue A7

== =

T_H'i_—b‘?_l— T—

O RS FAsHH, ol XA gk ALY &

2 24 9 A5 o2 o]o|XIth(Eisenberger
o

2

= AFE 7HAA =HH, ol 23 EYE& T
AZ1tH(Organ & Konovsky, 1989). Wayne et
al.(1997)2 Argjugo|2S Higfoz zztd X
22| o] FAAQ AE T, TPE £
A Qg s A FFE nTal F46H
T}, E3F Konovsky and Pugh(1994)+= A18]% w2t
oA 2AARIEYSo] H RIFsHA dAdgtoka Bf

b

.

2990] 2449 ¥ A%

gt 71E ATES 99
S5 AN W] § A=Hog FostH =
o] Jg-& HolFth(Shore & Wayne, 1993).

)
olag A} Beo] PAL Aus A
M= FASH 282 4 AthKelley et al.,
1990). AH|2 Z1go] A7 wi=stal 259 &
£ $asH 9% =
7ol o Bsta Flojstee Agke Lebnt
1A 9, 2004). TAo] Mulz s|goane
] Z

AR B SuE A9 go

A YL vttty LASLE ZAA 1A
AR Eo] YeRTh A2 21 gat A A 21
2 71go] 1A A9t oA duht FAls)
=20 tigh 9l4joly, HrZA 9 HohA 2P
7140l nAA FEet HEE AFota Hash
ABIAE & AlgstEAlo tigt 14& Yepdt
o|¢} T2 APATES HIF R, FRIHE AH]
20| Azt IAMR YL HAH HAS hstoto]
1A EFYETS fAaAE Aolgtes /Mg AF
St

2 A7E #Eee] AeAleR dRxab A
A e de Tl AERAE AASAT
22kl AEXARE B3l 3005 HAEHOHE &
Soto] ASEHe dAlstao

<E >3} go] £ A9 tiide] He #Eo
ArEATH Sds AWEd, o4 1507

(50.0%), A 150(50.0%)°]t}, dHEe F&2
20~40T](229%, 76.3%)&E TLAE] gJout 11 F

40eh(947, 313%)7k 7F3 Eoleh RQYE o] g
HAERY 2AGAE TY theoz Ral
7hl ol 43wl 63.0%2 7FY w9LT, g0z
Solwe)y, PNk, BRYT &0 o]§7
dol w3kt

2 FHETO HETY

2 AT E FIAHEE AASA gidez A9l



FOIFEO| MH|AAHO|ZT} AH|XfO| £FN Z4F U gAS 0/x|= S | 61

<E 1> B20| ARSI S4 gpedos By Agel AP W Yy
=T HE HAMIE Aot A== oA £1(2004)7F AR 471A]
e &2t 150 500 FEoz 2Asigon], 14 BFPTL 4ug
- oizt 150 50.0 oA EHE B5 UL Rolih PEoR
L4194 ’ 30 4H] AAE XY 1A B FFo|
20~29A| 55 18.3 o
AL 2 Lovelock and Wirtz(2004)7} AAgH =4
o4 30~39A| 80 26.7 ~° ! (_ ) ) ]’ ] ]ﬂ =70
ae 40-49K] %4 13 FEL FAHE F2o| AT s7H FRoz
50~59A| 50 16.7 =A5Hit
60~69H] 12 40 BE W4o] TAH EFFEL <HEso] AA
| 188 62.7 =
2| — steact.
CEIEN= 112 37.3
FOITHO| Y 300 100.0 "y
Solway 180 60.0 3. XtEEY
Solmm 2ol 136 453
T
o)z | o 189 630 BQIEmY Au|AaAoln} R4 2
HIT O35 So|2H}t . - = - ==
gLng | TEEgT 12 373 2 BFRE] ofE Qe wHx| olFs}]
(558 Tasgd 2 24.0 ol LN == I Ay . ZHFA Al
T [ * =
BoIZ2AIA 35 11.7 E‘?’:._‘%(PLS-SEM) ;SEL%}U;% /‘}%gﬁq 71:14%’%
comzE | 10 3.0 s He MBSt HPAT F5 A B4o] §
o|gt Smart PLS 4.02 AH&-3lch. PLS-SEM ot
0] FAZELR S5t E4sIAH. AW Hb o] BTt & oz Qg o] A
ATE HFTH SAYES AT AN A4 Aotd dxndo] tigt golg s BAs 2
AN AN

Alo|Lof| A F7H, He AUt Hair et al., 2012; Kautish & Sharma,
o, &HZF 2018). Smart PLSE AEE mE AHFLo] disth

/\—]3 iE)“g O» -1 O = AR
MANA 74 44, 228 IAAY, i REAE®] sut HAES AZ5LD 2 (Dijkstra
A BeFlFS SAoto] AH|RF fele] PF 2 and Henseler, 2015), |5 &3l 544 AAS &+

it ek 4= Qlth(Henseler et al., 2014)

=a=
et al.(1988)2] Aot AH|AAAO|ILS} A FZHAA(SEM) AZo] A, FAHS o
AAQe] sl A9t AFS 21(2008)2] 471A] & st AEd 9 B4 A=S o6 dAgAFEE
al

o8 SAotaltt. A7tE AR P2 AREATL (CR: composite reliability), Cronbach alpha(CA),



62 | 8EAT H30A H13

A AFAdol

(Nunnally, 1978).

s (AVE: averaged variance extracted)
= BASIAT & dFolME <& 2>9F Zol
AJH4=9] Cronbach alpha”’t 0.7 o]fo =2 A4
= 58 Vs R0 BoH

AR L (.7 o]AtoR B

ATt &, CA, CRO] 0.7 ofez2 e Ayt
= AR Well EAste] Aol EA ST (Hair

=

(S by

=
s

ol

>

7t

1—

B oo Mojo X e
4> ol o_E, 2 ro
o

g
o
-

[e]
che

171 flef AFEH
0.660~0.8202 Henseler’} A A|gF 7]
05 olfer 8 7 +ELE UE
, ILE Outer loading #t°] 0.7 ooz HF
| = Aoz FlEAchH

8, 2013; 5L

T 2,

B

=
<4,

2012). ESH A4
THElGE 2 gelsly] 95 <E 3>7)

et al., 2011). Zro] Fornell and Larcker= THEIFAS 240}
<H 2> 42|/} ef et
Construct Item code QOuter loading VIF C.A. C.R. AVE
2741 0.862 2.155
27t42 0.858 2.224
27kM °=° 0.861 0.905 0.704
=43 0.768 1.749
=134 0.865 2.680
HAM 0.910 2.807
AN HAM2 0.927 2.582 0.893 0.932 0.820
2AM3 0.880 2.593
w21 0.710 1.710
Ha2|M2 0.774 1.879
ma|M 0.784 0.857 0.601
2|3 0.846 1.725
H™a|H4 0.765 1.633
AL 0.881 2.909
MHAM2 0.922 3.863
MM 0.918 0.942 0.803
MHA3 0.869 2.721
24 0.911 3.575
s 0.839 2.062
B 24 24 H 2 242k 0.799 1.800
T P 0.828 0.886 0.660
s HAAZA3 0.737 1.540
HA272bA4 0.870 2.110
2|2tEl 1242|941 0.884 2.823
|2t 2|ZtE 122|242 0.880 2.846
alo 0.889 0918 0.738
nELPAE 2| 2+EI D2HR| 23 0.742 1.989
2| 2tEl 1742|214 0.919 2.557
MBS 0.882 3.003
H DHESHE) 0.914 3.834
np4
u; e MBS 0.854 2.593 0.915 0.937 0.747
=54
°°° DMHE BT, 0.874 2.625
nHESES 0.795 2.050

oM



TOI™IO| MH|AAHO|Z7} AH|AIC YN Y 9l 2FHE0f 0jX& I | 63
<H 3> THHEISHY AS
~ B . o 2|2tgl ooty
g 324 Ay maly Hy | RETY | ol | 2ABUUS
|
274 0.839
dEd 0.511 0.906
ma|d 0.594 0.545 0.775
AN 0.491 0.611 0.565 0.896
R A -0.179 -0.336 -0.319 -0.256 0.813
2|2tel
D2437)9 0.469 0.472 0.439 0.509 -0.081 0.869
NHESHIE -0.008 -0.144 -0.116 -0.040 0.553 0.151 0.865
At 2447 AVES] AlE gtol 24 29E W SRMRE R4 ¢ 22 13ly] ¢t Agr =4
o] ArAsHLE 7] wjio] WHetG s} g1 2|2 AFg-Eth(Henseler et al., 2014). SRMRS &

2 RE 734 l%l el }—ZHOM s
o= FA7t gi%% Ho] Zth(Aiken et al.,, 1991).
npzel gAR 2wl F A HEO(Common
Method Bias) wA-F+F5 2215t} Kock(2015)
£ VIFgto] 33Kt & FYYH Holo 9
off o] e HE & Sil 1 oskgleH, 7HEe ¢
Algke] thgt =2Jof 4 Kock and Lynn(2012)2 =
4 oRE Tt duE *}30‘ HH VIFZ,
i H

o]

%OJ

=
o] 5 mEtE A 5
9] VIFgL2 5 n[vto s g
of BAI7F fle Aoz IH I

=
42 $15ll Smart PLSOA] ﬁ]*ﬂh At
SRMR(Standardized Root Mean Square
Residual), d G, d ULS, Chi-square®|™, Z223}
E P 4L <® 459 Falshart,

oA

245 AppAst 7d=

ABTAL %

olz AelstH Hsgtet V& HSEA= AHS

sttt SRMRZ©] 0.10 B=

0.08 TP o 39t

St Ao WSt Hu and Bentler, 1998). whz}
Al SRMR Zte] 0.0622 7]F=x]of Hggh o=z
oIt A d d ULS(Euclidean distance

squared)?} d _G(Geodesic distance)«= =
A AT GAA FEA

Bof A
gl %

2 5

AYA ZH

o

olE &
al

A5t7] g8 HEAE e
AA AAo|th(Dijkstra et al., 2015). At

iﬁl _Q_OJE_

o

o] 71&2e mdo| A= Al dyt FY
Z AmaiE o] Aolrt folstA] Potok giri=
Zo|tH(p>0.05). FriZ Apo]7} -f2]5hH (p<0.05)

g Rol

%3314

d ULSE] zpol7} 0.05HT 928 nyge g

ot

=447 d G ¢

i

<H 4> At 4=

T= Estimated model
SRMR 0.062
d ULS 1.581
dG 0.541
Chi-square 969.681
NFI 0.833




64 | REMT M30A M1z

Ao gelE]qlrt. Chi-squareZb-S 969.681, NFI
A2 083308 Hgo] At ZAog SQIE .

ESH PLS-SEM 29 A& H7}sH= GOF
(Goodness Of Fit) A2 ZE AL E Zds
At AY¥E(GOF) A+E
Z7sto] mdlo] HolHE F&5
Z] @elst= o] AR&SHH(Tenenhaus et al., 2005).
Al ()= GOF Ao 54 oz ARGH A
(Tenenhaus et al., 2005). GOF YAZS 2 GOF
Small=0.1, GOF Medium=0.25, GOF Large=0.36
SF GOfs H7Ie 4= Ath(Wetzels et al., 2009).
o] Aol ndof gt GOFAFE AAlet At
0.422 GOF Large=0.362 Z3}5l= 3 A=
o whebA ol Ryl AekehS AT A

779 R? 0.144, IAEFPS RIS 0.374).

GOF = V(AVEXR? )

AL= LS 4.0°14 5,000812] ] &
=9 REAEHY ALLs Fofl A37HE9
7

=
BEATS FodS AT AEELE <E 5>
]
~

%)
8
oo
&
0

0.526(0.049)**

il
o oW e X

ILoox
19 e

oX Ao
o

ne,
filo
ETE V)

oM =

4o e
<> O
o

Jo ro o

o,
=)
O

Jdo
1o
=

=
Il
I

o>
o
i
-

N

N

P~
o,

2
Jo 30 ot

d

o i
£ 1o

<H 5> 7}
7t Az p 23
HI B2 - BN 2y 0146 | 7l
2 NN SEH U 0000 | Hel
H3 Haly - 2y 2y 0000 |
Ha A - 2 HY 2 0.741 | 71
Hs | ZZHEl 222)9) x S 24y - 04 2E 0001 | 7IA
H6 SEHAY DN EYUS 0000 | 2=

0.151(0.045)**

o
)
N
N

ol
¥ M ro d

b
ek

32,
g
ol

30

oo
o

()
o
[\e]
N
o
Lo

=

ol o




Z1dog2 H[thH

=

=

Hsl2 Jlget IRt

=

7} AH|XFQ|
Z

ILr

0ol T

ERR G
o of | —
o 5 o m
wgoﬁﬁﬁﬁwm G
- T K o — = — .
ﬂaﬂ% Wo_aotz]oﬂo MT%M?QW%SMQ%MOT.O_L1
—_ T : ]
0f ﬂ_Al ,5! _M__.ﬂ _u;l _.mlﬁ.m U_x X .,Ao ) JrAl — ,_lqn_uH Mﬂ_ 1m_|.._ R D_l m mu_l m_-wo UT uy :._o UOT MATm dl.._ D_l H;l Bo ~n o
mﬁmx]ﬂu.xﬂo_aanVﬁlq_éﬁu N Eomuo___n_mo ~ T A ]71&1;,_
X Wd@u@faﬂuﬁﬁ%é@u ue}oﬂi,Eﬂoﬂ%aoq_/u_.ﬂod Wﬁ.%%
a%nﬂnfo“@ﬂ%%% @ﬂ.ﬂ.@%g_gﬂ_ou'wo%%ﬂ@ REORROOR A
4T G Mo QL_L#%%@ﬂ.%%A\m%Mﬁ&.wonﬁﬂ_ijmmm_. N aE RO
Hﬂ%Wmﬂmrﬁc_oEi@@maﬁ %m%om:t%wwjmiﬂom% R
iy 7= Ar - I IR Ry CEER 5 o CARS I Ak B~ S <
OLO ~ .ﬁ ,A_ — 9 K el ol = ! o Gt ﬂ = = q = 0 =0 N
Y < oo 5o 20 = H o ) T ol 5 S S T =0 N
o S Mo X o W oo R A R A
%ﬂ%a_@gﬂmwwiﬂaﬂh_u%@%%%M%ﬂﬂ%tomwm&mﬂmﬂmﬁﬂ.ﬁl%%
— o M ~ % ob oo ooz A o B T u%o_axg_oﬂ%%
;0%}4% qgﬂgi_iovfo S _ Mg L S
N T AL R - e o =5 T oK) X 3 K mo TP
ﬂﬁd%o,moﬂu%L_Ln xe zuL%n_.ﬁ})o_ﬂ_uxﬂ}o ol ~ _
T 2o N o X~ = o N % Ho e ~— sl o Ao o
M_MHWMQMLMEW%MW%T@%TMMJolonmom%%wﬁeaﬂw%Mﬁﬂﬂlmﬂtwg%
X W .,_1r 7 1]1..(\ &Ko : 1_;“,UH,|
Vmﬁv_omuuﬂmmﬁayu%;uouuzo ooxﬂaommﬁA]mﬂmowﬂ&}ﬂxﬁ_boA_.ﬂﬁﬂﬁ
Ik == ,maﬂxoﬁafwmﬂufﬂé% Wu_jnooma%ﬂ_mﬁmoq%ODTWQEE
mﬂuuu@ime%%.mvlmﬂlm_mmﬁdo&ﬁ@iﬂ%ﬂﬁ%&%ﬂoﬁtt:idl
5 ol Ewwmwwzoua TEPIEIILEER
= Hﬂﬂiﬂ%w@ﬂﬂ%ag_&?ﬂ@ﬂﬁﬂﬂé
o . xqwﬂﬂuﬂvf%m_w%%%z
\ \ ) __W__._Eo ol i ¥ B H T N N o &Ko ofu
\ \ 3 Ltﬂ_l ‘MM_n‘.__”O;Oﬂ_A;OE_i
. & : o) ~3 o) op * T RO K L
5w Koo oo NN W TR o
\ mo%u1__o§ N o= o . Nl D
NN 7 @ E o B Ry JV%L_Lﬁi_/]
- g PTepn T R H X
N\ s — F i [ wmHm kR of o ~
i 8 S I < W ok o =
.8 o W oo R 3 B ¢ o oo BN
oz P g B depeER g
\ // momm _m-_ N2 ,M:MAO A_I 1 = m m O_,._ ~NE ﬂ_.n_wo oy - H_OI E
O\ gz 2 - = o =T o n_m,_mﬂl;o
\ \ L I} mm T o mm do oF = _L_Wo W F o oL
A\ . E HTO_E@_V@O F%,moﬂmﬂL_LaToﬂdl
/ A / m n E._O E_E X L:.wo 1;‘_ . e | 1__/| ‘_.w._ ,mm = .AT 4_| W._W
A\ i n;nooﬂqﬂ%;sﬁhz_ouﬂ_ﬂ@@%_m
\ o L o N o DX % %R 0 Kl
\\ 7 n On_o oW = & o — OE O_H ol K — "
W\ cd i ! S o T X o <
g © @ﬂzﬂﬁmﬂ%}_zwﬂﬂ =<
— X | n\// o = N 1P o X o > ol <
XHWU o ﬂvﬂc._ox_.r_wo,:oxoﬂ_.me 5K
o N T e =i S e
J._l_nIO_U o ,IMJIL—.erHT.E_/;II.ul o -
B o 1%5.07 ]%Lu%mﬂ =
o o Y = E_HEﬂ_.ouummﬂ i rl
o o U iy Mode & NER= o 7ol .
ST IR ] 8!
oo oF S -



66 | SEAT H30A H13

a5

H

KH

B

&

<
ol
ol
Tor
M
eyl
A

—_—

__.Av_

ol

AL
,_OO

£ RolgEo] A

o}

24 31

]

%o

Tefit o)

gy, AHgoz Aol

o] 4717

|

b

4

4

]
fi

ol

o

th2A 5gA A

Q7 Aot

6@

4747 Al 2z7]o]

274 Q¢

H

!

BN
—_

o
(==

=
=

M

o

ol

io
o

Gl

&
B

N

"’
%0

-
ol

ol

B

Ho
‘%

Al

ol

J)
~

o Ho] 478 FAmue]

<A

Xfo

1]

e Zow

Gl

= A

%

o

KA

ok
A

o

o

Jjo
i

H

<«

oV

=N

R

]

2o

]
™

Z

08 HFut

o

o 4

o
el

o

AL
__OO

H| 27 2

d

o]

i

o A=

i

Agset thes A

=
—

A 25

<!

At 23 ARl F2 717t cixFE E4

oA B

AH| LA 0]

193

o

=]
s

Lo, 2012). ©]H]

]_

o

7

WA AHgAFe]



quﬂ’

hiE
\_.

7b AH|XtO|

ILr

FOHE ME[AAH O]

)

T
al]

Tor

H

dE71e T 9 AEAF AR

=S
T

Aol A

H

O
[e]

o

1o},

AR

o

A
e

o}
=

=)

1

%S

o

e ol @77 747t

771

olu

K

Fdek. e A

<]

u}o]

=

52t mgol

)
—

ol

ofct. A

1

1

5h7] o

o

#7ge] Fwel met gebAof

AMH| 274 ol A

ot

o

1

[¢}

Al 7H

T
Tod

LR
[¢)

1(2004)2 AH[AZ]o] SA 7H

[e]
o3
fand

. 4

5 AL AL E St

2}, 2ol

o

31

1=

A Auls A

-

RN L



68 | SEAT H30A H13

B ol R Wy Ry BT W RN H O ®RRNW N g B gy
oF o %° ok WO s T OB IR e & NF o o Mo M ® " - = 4 e =
RS ey KegpPlaesh By Xy tus o ©
Trexcrdverzariee cdhilszipiedacia
m_.o_uxﬂqlmu,z_.&r_/p_ﬁmoﬂu.ﬂ:udoﬂ M_ﬂlmoﬂb‘_ﬁw_%zugemﬂﬂm_m_.iﬁ
AHEEP Mg T Lo ¥ g® iy B gdssws oo
TEIl T s TR p P R om oo meTBT oo
T EHEERERRNL VLo e T EepndTagIgn
— — oy ¥ o S BT w R o g o TR YD T X B
SEATEI TR E o TR S R Y T N
T O X T 1 o 2 ol 5 O | S N T
G o o ™ B o) Mo = o4 o 4 o = = Al O X ok ) N
MRS T S Bl TR R R N
0 — ~n N o X Tod ™ (= I . g
EM_MV_AT%WE7L_Lv_:'E_EmﬂmPfﬂa. %iﬁo__ﬂﬂEim_mmm.ﬁﬂqu%
ﬂue__.u _.__.ﬁ_,T%uo_aLlJI,w.LATMo7ﬁoaﬂLdumzﬁoé.:ﬂmu.A_maﬂoqﬂu_lﬂo_eo_a
er T ol X BT R ST N YT g E R OO - RO No
m_.%dvﬂwl_,mDT%ﬂM%éﬂ%E%ﬁ%d%%iiﬂﬁ%%%.uluadowa
io_mlunoqu__%,ma%qudoﬁﬂoyuquo_aﬂ/ - ok R T o oF — W ol o — —
oy B L R ® O R o o oy ® T T o w9 mK N o5 o8 ol T o
=TT g T ReR N ool o =W R AP R M T o
P B bR M ®E s WBoOMORNRET T H KR
do T WE T G B U LR - I O ol T B0 ]
S I T L R SR IR TR O e g0
TV pT e P Par Frm R Loy < pTEa =r A
P W Yo R BT Ny Wy T Wy ow A3 B
" F AT T ookl KXo A T - o o
..__1_ ‘mﬂ 1_|1_ ) —_ o = q o JyNO JyNO ! wo © dﬁ inl ,_L._._._ 0 |r° _— ‘.W DT
W_HW,DLHT,HIMHAWELHO_E n_AﬂM/#,MMFwEﬂDI\BIJﬁAﬂHFQ‘DIV%EﬂA ﬂl ﬂEo ,&m
N S R T I T B e B SN g g KX
1o ol —~ 1 9”7 qOﬂO. m
W%ﬁ%ﬁ%ﬁﬂqﬂ%%% %ﬁ‘_ﬂl%ﬁﬂmwmﬂqc_oﬂﬂammm# mm_m Hlagdhmmmm
v o T % W ool doomo m oy N mog B iy T g o 2
T o— & og ol = %4%__00_ A T B! N = dﬂ_ﬂ_,.rﬁ.o
2T o - T o) 2 A Ro o N i I or B oy % o ey o g
X = 0 = 0 A Bl ~
el adgtre pFEaARfEFAaLLld moREThog
Ghgdebqery, I FEZaeagac © 2Epiiz
T - — T K = - = <
ﬂmfﬂ%ﬂﬁmwmmﬂ %H@ﬂzn_.wﬂx_wow_n%%% fol _Lumuﬁ_A,mamH
T ooy T RE L 76 o X A — S T o Ho of 1_ A o
P4k wwmen THJXLE Cniwiwe g onodx L9
) oy He X — SRSL N Woxe WOAr Ao Bl TR W o B
E 8 N A WE TRy AT g =r g2 g N m
o = TR T B Ao o e XA F N g P N Yoo R
RTo WIEFTBERERK 08z /oy T s e & e N

o Aol Hur

=

=2

S

[



SOIHEO| MH|AAAHOIZIL AbRte] B 1Y Y SHUS 0K I | 69

8
ehelan e, ALAN 2, 2RI QTS AT
Qe sfetel @ RAYR A7 48% F
hi77 Bag Aot

HOEH

a7, Adn] (2024). FAHE Q17]--
AA, ARE7A].
24(4), 86-87.

ZHu], AEA (2022). FRIHZE] AH|AAA O]
7} 2H|Z PEolwe] nAE g FH
RIAE9Z 31(1), 91-113.

A, fAE (2024). FAHEZ
of G mAl= Qllo] wih
LnFo|net J|EeEHEE THOR
REE A2 38(3), 105-142.

4541 (2012). YA E vs. ZYPAHE: o]2H =
o, AFA wu, 1121 AFA {84, 7F
YA 27(4), 199-226.

A%, 283 (2013). G AEZS] FA

7], =

FRoplE Apo]HA,

N
Og

)
o
o
=2
X
>
=
k1
N
Jo
ﬁx‘
il
do
e
>
jus)
ol l >

"
o
ofN
N,

A5 (2010). ZAH 9] AH|AAA O] Z}
AAAB27F AARES PF Ao vl ]

. P IEE G K] 1009), 432-

nr r
o

447,

gaq, B2, oldE (2010). AAAHIEEF O]
T2 A3 9 Aypdgo] B/ A 7Y
W 78 ZRO] A7|RFGC mlAle dFE
SO R ASIA Marketing Journal, 11(4),
1-19.

22, A3 (2004). Befde] S W &
S 9 R A 2dxdgto] gt
Q7. wojele] AUSH 0 AW 33
o e HEA Aze] Aol mAEe

7 19, 3-40.

A% (2019). £ 7EA]of w2 FJAMHHE o]
SOl V|8 A, mgH=t]
A, 23(2), 140-155.

AERA (2000). TEFAFHC] 2|75k
g7 2AAWg O nAs g AR
o] AT FFA 15(2), 135-
156.

£993} (2005). 1A THE/ETE] v]2]= 4HA

Aol wiZRaxt. f8/RFFAT 16(1), 1-32.

1o

off WA=
AT FHOR. oFFAYAYE 122),
83-110

WS Ed 5 RHEAL .
https://www.yna.co.kr/view/AKR202402231
35000030?input=1195m

b4 (2020). Au]2o] 17 ojef 1A A
= Wt Mu|asAolmol g Hupat
A MH|AE SHeR. IFHITAH[Lo0e]
2] 19(2), 1-10.

ol¢Hl, HA, olAA, HEL, FEL (2016).
A 43} {1 G Algje] ICT HA 72 ¥



70 | REMT M30H M1z

of @ f-ouroF SFHA ALY,
o]¢A (2002). EFAo]l St Ak T

FG=E 36(4), 115-139.
ol A, SEIA, ALY (2004). &

2ol el wm TAA

1,845.
YD (2022. 6. 11.). L 22| 2| eE A LA
- FAHE 3EA 148 FF. HUE
©]. https://news.mt.co.kr/mtview.php?no=20
22071023012133215
QA2 (2023. 12. 11.). T kA F
A G E A B o5
=?. IT BizNews https://www.itbiznews.
com/news/articleView.html?idxno=120338
Y (2012). AREY ARG FJH 7} o]gf it
HETAL
SAY (2004). AHA FHE ) 9lojA)S] 41 g
o] I FoJFEo) nj3j ko) FIst
ofz. oJgtzl T4 o]A) 0] m =~ oIS}
2 FH.0E (AR, gL
Z Ao} (2024 2. 8). ARl A= Afo] &7 &
FOAA T -2k KBS+
news.kbs.co.kr/news/pc/v1ew/v1ew.do?ncd=7
886507
152, v, )9

PEEEERED
Ly

2. https://

(2008). AJH|AAA o] o]
174 o] BluggFe] m
VY. I YYI E=HE]

(pp. 1-23).

[e] o H
gEe] AggAol 4M7y, BACHE
9 HAE S mAE 9 LEFS
7% 12(11), 67-76.
HF2 (2019). AWQIAIAA W FolHx

20
Z:I() R |

o R

ZEe g Ryl Bt A+ #ETSA 24(1),

A3, A9t (2015). 59 HAEZS] B4 3
73} o] g7 o] gFolrTto] LxAH WA
AL HFAE 30(3), 451-463.

HES (2024. 8. 8.). Al A FAE A
o} HAE HEe] 2A4F BRldx, A7

UX . https://www.kyeonggi.com/article/202

40808580190
g, BRA, THE, 1A%, FEE (200)
LRIEE:

7943 pelE o] Aol g
o

Adapa, S., Fazal-e-Hasan, S. M., Makam, S. B.,
Azeem, M. M., & Mortimer, G. (2020).
and conse-

Examining the antecedents

quences of perceived shopping value

through smart retail technology. Journal of

Retailing and Consumer Services, 52(1),
1-11.

Aiken, L. S., West, S. G., & Reno, R. R. (1991).
Multiple regression: Testing and interpreting
interactions. Sage Publications.

Ali, F. & Amin, M. (2014). The influence of
physical environment on emotions, customer
satisfaction and behavioural intentions in
chinese resort hotel industry. Journal for
Global Business Advancement, 7(3), 249-
266.

Baker, J. (1986). The role of the environment in
marketing services: The consumer pers-

pective. The Services Challenge: Integrating

for Competitive Advantage, 1(1), 79-84.

Ball, G. A., Trevino, L. K., & Sims, H. P., Jr.



FOIFEO| MH|AAHO|ZI} AH|XfO| £FN ZF U gEAS 0/x|= G | 71

(1994). Just and unjust punishment:
Influences on subordinate performance and
citizenship.

Journal, 37(2), 299-322.

Academy of Management

Bitner, M. J. (1992). Servicescapes: The impact of
physical surroundings on customers and
employees. Journal of Marketing, 56(2),
57-71.

Blackwell, R. D., Miniard, P. W., & Engel, J. F.
(2001). Consumer behavior (9th eds). New
Youk: Harcourt.

Chang, Y. W. & Chen, J. (2021). What motivates
customers to shop in smart shops? The
impacts of smart technology and technology
readiness. Journal of Retailing and Consumer
Services, 58, 102325.

Demirkan, H. & Spohrer, J. (2014). Developing a
framework to improve virtual shopping in
digital malls with intelligent self-service
systems. Journal of Retailing and Consumer
Services, 21(5), 860-868.

Donovan, R. J. & Rossiter, J. R. (1982). Store
atmosphere: An environmental psychology
approach. Journal of Retailing, 58(Spring),
34-57.

Dublin. (2024. 6. 16). Global Unmanned Stores
Market Analysis Report 2024-2033: Lucrative
Opportunities in the Rise of Smart

Infrastructure, Integration with Advanced
Digital Technologies, and Startup Funding.
GlobeNewswire.

Dijkstra, T. K. & Henseler, J. (2015). Consistent
and asymptotically normal PLS estimators
for linear structural equations. Computational

Statistics & Data Analysis, 81, 10-23.

Eisenberger, R., Huntington, R., Hutchison, S., &
Sowa, D. (1986). Perceived organizational
support. Journal of Applied Psychology,
71(3), 500-507.

Fornell, C. & Larcker, D. F. (1981). Evaluating
structural equation models with unobservable
variables and measurement error. Journal of
Marketing Research, 18(1), 39-50.

Fullerton, R. A. & Punj, G. (1993). Choosing to
misbehave: A structural model of aberrant
consumer behavior. Advances in Consumer
Research, 20, 570-574.

Fullerton, R. A. & Punj, G. (2004). Repercussions
of promoting an ideology of consumption:
Consumer misbehavior. Journal of Business
Research, 57(11), 1,239-1,249.

George, J. M. (1990). Personality, affect, and
behavior in groups. Journal of Applied
Psychology, 75(2), 1,074-1,116.

Gouldner, A. W. (1960). The norm of reciprocity:
A preliminary statement. American Sociological
Review, 25, 161-178.

Hair, J. F., Ringle, C. M., & Sarstedt, M. (2011).
PLS-SEM: Indeed a silver bullet. Journal
of Marketing Theory and Practice, 19(2),
139-152.

Hair, J. F., Sarstedt, M., Ringle, C. M., & Mena,
J. A. (2012). An assessment of the use of
partial least squares structural equation
modeling in marketing research. Journal of
the Academy of Marketing Science, 40(3),
414-433.

Hair, J. F., Ringle, C. M., & Sarstedt, M. (2013).
Partial least structural

squares equation

modeling: Rigorous applications, better



72 | REUT M30A M1z

results and higher acceptance. Long Range
Planning, 46(1-2), 1-12.

Harris, L. C. & Reynolds, K. L. (2003). The
consequences of dysfunctional customer
behavior. Journal of Service Research, 6(2),
144-161.

Henseler, J., Dijkstra, T. K., Sarstedt, M., Ringle,
C. M., Diamantopoulos, A., Straub, D. W.,
& Calantone, R. J. (2014). Common beliefs
and reality about PLS: Comments on

Ronkkod and Evermann (2013). Organizational

Research Methods, 17(2), 182-209.

P. C. L. (1996).

self-reported delinquency: Analysis of the

Heaven, Personality and
Big Five personality dimensions. Personality
and Individual Differences, 20(1), 47-54.

Hightower, R. (2013). Investigating the Green
leadership energy environmental design
(LEED) servicescape Brazil: Scale construction.
Innovation, 13(3), 242-265.

Hoffman, K. D. & Bateson, J. E. G. (1997).
Essentials of services marketing. Dryden
Press.

Hu, L. & Bentler, P. M. (1998). Fit indices in
covariance structure modeling: Sensitivity
to underparameterized model misspecification.
Psychological Methods, 3(4), 424-453.

Johlke, M., C., & Shoemaker, M.

(2002). Antecedents to boundary spanner

Stamper,

perceived organizational support. Journal of
Managerial Psychology, 17, 116-128.
Kautish, P. & Sharma, R. (2018). Consumer
values, fashion consciousness and behavioural
intentions in the online fashion retail sector.
of Retail and

International  Journal

Distribution Management, 46(10), 894-914.
Kelley, S. W., Donnelly, J. H., & Skinner, S. J.
(1990). Customer participation in service
production and delivery. Journal of
Retailing, 66(3), 315-335.
Kotler, P. (1973). Atmospherics as a marketing
tool. Journal of Retailing, 49(4), 48-64.
Kock, N. (2015).

PLS-SEM: A full collinearity assessment

Common method bias in

approach. International Journal of e-Collabo-
ration, 11(4), 1-10.
Kock, N. & Lynn, G. S.

collinearity

(2012).

and misleading

Lateral
results in
variance-based SEM: An illustration and
recommendations. Journal of the Association
for Information Systems, 13(7), 546-580.

M. A. & Pugh, S. D. (1994).

Citizenship behavior and social exchange.

Konovsky,

Academy of Management Journal, 37(3),
656-669.
Lofland, L. H. (1998).

Exploring the city's quintessential social

The public realm:

territory. Aldine de Gruyter.
Lovelock, C. H. (2001).
technology,

Services marketing:

People, strategy (4th ed.).
Prentice Hall.

Lovelock, C. H. & Wirtz, J. (2004). Services
marketing: People, technology, strategy (5th
ed.). Prentice Hall.

McFarland, M. (2019). I spent 53 minutes in
Amazon Go and saw the future of retail.
CNN Business. https://www.cnn.com/2019/
01/22/tech/amazon-go-store/index.html.

Mills, M. K. & Bonoma, T. V. (1979). Deviant

A different view.

consumer behavior:



FOIFEO| MH| A O|ZI} AH|XFe| 2HH 2 A 2ZUS0| 0jX|= d& | 73

Advances in Consumer Research, 6, 347-
352.

Moon, D. A. (2018). Unmanned generation and
forecasting: Unmanned store, to which level

did it develop?. Asiatimes.

Nunnally, J. C. (1978). An overview of
psychological measurement. In Clinical
diagnosis of mental disorders. Springer.
97-146.

Organ, D. W. & Konovsky, M. (1989). Cognitive
versus affective determinants of organizational
citizenship behavior. Journal of Applied
Psychology, 74(1), 157-164.

Park, H. J. & Zhang, Y. (2022). Technology
readiness and technology paradox of
unmanned convenience store users. Journal
of Retailing and Consumer Services, 63,
102523.

Phillips, D. M. & Baumgartner, H. (2002). The
role of consumption emotions in the

satisfaction response. Journal of Consumer

Psychology, 12(3), 243-252
Richins, M. L. (1983). An analysis of consumer

interaction styles in the marketplace.
Journal of Consumer Research, 10(6), 73-
82.

Rosenbaum, M. S. & Massiah, C. (2011). An
expanded servicescape perspective. Journal
of Service Management, 22(4), 471-490.

Shore, L. M. & Wayne, S. J. (1993). Commitment
and employee behavior: Comparison of

affective commitment and continuance

commitment with perceived organizational

support. Journal of Applied Psychology,
78(5), 774-780.

Tenenhaus, M., Vinzi, V. E., Chatelin, Y. M., &
Lauro, C. (2005). PLS path modeling.
Computational Statistics & Data Analysis,
48(1), 159-205.

Wayne, S. J., Shore, L. M., & Liden, R. C.
(1997).

and leader-member exchange: A

Perceived organizational support
social
exchange perspective. Academy of Management

Journal, 40(1), 82-111.

D. & Clark, L. (1984).

affectivity: The disposition to experience

Watson, Negative

aversive emotional states.
Bulletin, 96(3), 465-490.
Watson, D., Clark, L. A., & Tellegen, A. (1988).

of brief

Psychological

Development and validation
measures of positive and negative affect:
The PANAS scales. Journal of Personality
and Social Psychology, 54(6), 1,063-1,070.
Wetzels, M., Odekerken-Schroder, G., & Van
(2009). Using PLS path

modeling  for

Oppen, C.

assessing  hierarchical
construct models: Guidelines and empirical
illustration. MIS Quarterly, 33(1), 177-195.

Wilson, A., Zeithaml, V. A., Bitner, M. J., &
Gremler, D. D. (2012). Services marketing:
Integrating customer focus across the firm
(3rd ed). McGraw-Hill

Wu, C. C. & Lo, Y. H. (2012). Customer
reactions  to

encountering  consecutive

service failures. Journal of Consumer

Behaviour, 11(3), 217-224.



74 | 29T M30A M1z

The Study on Customer Misbehavior in Unmanned Stores:

Focusing Unmanned Convenience Store*

Bong-Seok Kim**, Jae-Won Yoo***

ABSTRACT

Purpose: During the COVID-19 pandemic, contactless activities became commonplace, significantly
impacting the retail industry, particularly leading to the growth of unmanned stores. The development of
Artificial Intelligence (Al) and the Internet of Things (IoT) has accelerated the spread of unmanned stores, with
growth driven primarily by the markets in North America, Europe, and Asia. In particular, South Korea has
gained prominence with its unmanned ice cream convenience stores, with the number of such stores increasing
from around 200 in 2019 to 2,783 in 2022. However, this expansion has also raised concerns for digital
marginalized groups, such as the elderly, who may find the technology challenging, and there has been a rise in
crimes such as theft. For successful operation, unmanned stores must address the psychological comfort of
customers and consider ethical concerns in their management.

The purpose of this study is two fold. first, to conduct an in-depth analysis of unmanned convenience stores
(unmanned ice cream discount stores) in South Korea, which stand out compared to the global unmanned retail
industry. The goal is to understand the characteristics of unmanned stores and examine the negative emotional
factors and disruptive customer behaviors that exist in these stores, as well as the moderating variables. Second,
while previous studies have focused primarily on the technological aspects and users’ intentions regarding
unmanned stores, there has been a lack of in-depth research on users' negative emotions and disruptive behaviors.
In this unfamiliar retail environment, consumers are experiencing discomfort and dissatisfaction. Understanding
consumers is crucial. In the practical development stage of unmanned stores, it is also necessary to consider these
psychological factors and service touchpoints when designing the operational system. To ensure the successful
operation of unmanned stores, a detailed approach that considers both technological and product innovations,

along with ensuring customers' psychological well-being and mitigating unethical behavior, is essential.

Research design, data, and methodology: This study, supported by the Retail Association, conducted an online

* This paper was conducted with the support of the Embrain Survey of the Korean Distribution Association.
** Doctoral Student, Department of Entrepreneurship and Small Business, Soongsil University, First Author
*** Professor, Department of Entrepreneurship and Small Business, Soongsil University, Corresponding Author
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survey through the specialized survey company Embrain, collecting data from 300 respondents for empirical
analysis. The survey targeted unmanned store users, measuring four components of servicescape—spatiality,
convenience, cleanliness, and comfort—as well as negative emotions, perceived customer support, and customer
misbehavior. The measurement of servicescape was based on the research by Kang and Kim (2022), while
negative emotions were measured with reference to Watson et al. (1988). Perceived customer support was
assessed using four items from Ryu (2004), and customer misbehavior was measured using five items from
Lovelock and Jochen (2004). The study employed the PLS-SEM (Partial Least Squares Structural Equation
Modeling) approach to analyze the impact of the physical environment of unmanned stores on negative emotions
and customer misbehavior. Smart-PLS 4.0 was used for the analysis, allowing for the estimation of path
coefficients and statistical testing through bootstrapping to verify model fit.

The servicescape influences customers' expectations and behavior, and its importance is particularly
emphasized in unmanned stores. In these stores, where there is no face-to-face interaction, the servicescape serves
as the only stimulus for customers. Effective management of the servicescape can reduce discomfort and provide
a positive shopping experience. On the other hand, a service environment that evokes negative emotions may lead
to customer misbehavior. Research indicates that the spatial layout, cleanliness, convenience, and comfort of the
servicescape can have a positive impact on customers' negative emotions, and these emotions are likely to trigger
misbehavior. Additionally, it is hypothesized that perceived customer support can alleviate negative emotions and
reduce misbehavior. This study analyzes the impact of negative emotions on customer behavior, highlighting the
crucial role of the physical environment and perceived customer support in mitigating misbehavior in unmanned

stores.
[H1] The spatial layout of the servicescape will have a negative (-) effect on negative emotions.
[H2] The cleanliness of the servicescape will have a negative (-) effect on negative emotions.
[H3] The convenience of the servicescape will have a negative (-) effect on negative emotions.
[H4] The comfort of the servicescape will have a negative (-) effect on negative emotions.
[H5] Perceived customer support will reduce the impact of negative emotions on customer misbehavior.

[H6] Negative emotions will have a positive (+) effect on customer misbehavior.

Results: This study utilized Smart-PLS 4.0 with 5,000 bootstrap resampling to verify the path coefficients and
significance of the research hypotheses. First, the spatial layout of the servicescape was not statistically
significant in affecting negative emotions (5=0.092, p=0.146), indicating that factors like the size or
arrangement of the unmanned store's space did not significantly influence negative emotions. Second, cleanliness
was found to have a significant negative impact on negative emotions ( §=—0.245, p=0.000), suggesting that a

clean environment can reduce negative emotions. Third, convenience also had a significant negative impact on
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negative emotions ( §=—10.227, p=0.000), showing that a customer-friendly environment in unmanned stores can
effectively alleviate negative emotions. Fourth, comfort did not have a statistically significant effect on negative
emotions (5 =-0.023, p=0.741), indicating that comfort factors in unmanned stores do not notably affect
negative emotions. Fifth, negative emotions had a significant positive effect on customer misbehavior ( 5 =0.526,
p=0.000), implying that customers experiencing negative emotions in unmanned stores are more likely to engage
in misbehavior. Lastly, perceived customer support was found to have a statistically significant moderating effect
on the relationship between negative emotions and customer misbehavior (3=0.151, p=0.001). However,
contrary to the hypothesis, perceived customer support did not reduce the impact of negative emotions on
customer misbehavior; instead, it increased it. This result indicates that, unlike previous studies, in the context of
unmanned stores, perceived customer support serves as a statistically significant moderating variable but does not

reduce customer misbehavior. In fact, it increases it.

Conclusions: The advancement of Al and information technology has led to innovative changes in the retail
industry, with unmanned stores emerging as a solution to new consumption patterns in the wake of the COVID-19
pandemic. Unmanned stores, which operate without direct human interaction, offer benefits such as reduced labor
costs and flexible operating hours. However, the rapid growth of unmanned stores has revealed various issues,
such as customer misbehavior, including theft, fraud, and disorderly conduct, with theft accounting for 61% of
incidents. In addition to criminal acts, other forms of misbehavior, such as improper organization, disturbing
other customers, and unauthorized consumption, have also become prevalent. While most research on unmanned
stores has focused on technological advancements and security, this study explores the psychological factors
influencing customer misbehavior and aims to identify variables that can mitigate negative emotions and reduce
misbehavior.

This study focuses on unmanned convenience stores, examining the impact of servicescape (spatial layout,
cleanliness, convenience, and comfort) on customers’ negative emotions. Results showed that cleanliness and
convenience significantly reduced negative emotions, whereas spatial layout and comfort did not. Negative
emotions, in turn, had a significant positive effect on customer misbehavior ( 5=0.526). Unlike previous studies,
perceived customer support (such as instructions, help centers, and guidance) increased negative emotions,
leading to an increase in customer misbehavior.

The academic implications of this study are threefold: First, it fills a gap by focusing on customer misbehavior
in unmanned stores, an issue previously understudied. Second, it highlights the importance of cleanliness and
convenience in shaping customer behavior, demonstrating that these factors in the physical environment are
critical in preventing negative emotions and misbehavior. Third, Unlike previous studies, perceived customer
support (such as instructions, help centers, and guidance) increased negative emotions, leading to an increase in
customer misbehavior

The practical implications are also significant. Unmanned store operators should focus not only on
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technological advancements but also on understanding customer psychology and preventing issues like customer

misbehavior. Designing stores with convenience in mind and maintaining cleanliness are essential.

Keywords: Unmanned Stores, Servicescape, Negative Emotions, Customer Misbehavior, Perceived Customer Support
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