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B AT $5 2190 A E A nte Fa o] S| gl U 14 Fo] Azieh 43 TAL thfste] A7
o)t 5 FA0)o] )Xt o BAS FHSHIA He o] B2 Folrk £ AoAE A4 71A-S(S-0-R) O] S
A2 ATRFE Aok, A 14 FRETe] ik £ RIS iAol Aol m et FH o (k)
o BlA| G SISk, AFEAL Slol Fhold 2AAE 2 34D ol S A ol Aol 9k 4ul4 1907
2 oo AR EALE AAHAOR, SmartPLS 402 T8 5te] T ARY(PLS-SEM) £4E At 7175 2
oh= b2t ek 3, SR 17 7

He aujzpe] A=ie £ TAo] o] AL AL Ao ety S, A
ARSI oL 5 0] Q8 A Lo b A, 49 R AT 2B 2 T 35
& A7) 9Re A0 2 ek, A, il et % Ak A=he 1 e A5 o) 7k0] TS §ofsi ] mishs v,
0 ) TR ek e, o1l 97 A51E e, e 220 71 elo] 21s) Al el 24
2 708 o Tol7] SlehAs thest PAH o] & SmrThe 1A Ao A S 5T

ZS

e

O:

G A1) 75 Hefe] S Folop it
AIARGITE, B Q7 71 Qo4 nl| e 4 T3t 2] AThA GRS B 0.2 | wate] o2 Ana Al
2 Ak Qo] mleaRe AXsHck
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ol

FHO  SUME 1N By, M2, &8 2, Moo, FHO|E, S-O-R 0|2

]

tx]"d H3Kdigital transformation)®] 7}1&53t= o] &g = i
AH|ZReE 71} 7ho] WAIE WISHAZ|AL o= o] nE dAA Ad FHo] B jle A
AT Adte] Qe mA T gt ol 24 &2 T 5 ALF: Sk AFe] FHEA
2 A" 7|&9 vrAa #Halels 1 si%9 (Hickman et al., 2020; Verhoef et al., 2015). ©]&]
02 SHAE vtA"g o] FEE 91O H(Berman ek 2 HollA T wyAd L] 1A F-A(0CX:
& Thelen, 2018), £3] An] AtdolA= mfj$ 5 omnichannel customer experience) ¥& A9 I+

Q% Agko g el QItK(Chen et al., 2018; Aol F7kotal UrhAHZA, olF-§, 2025;
Verhoef et al., 2015). &, WA= HE|AHG H=F 7, 11747, 2021; Rahman et al., 2022).
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O

2k ocxell et A+E2 Jid Aoet +
A EE 9 54 =, 249 A
P drgate] IA 49 ol 28 £l %
ickelu]ot, oA, 2019; Gahler et al., 2023;
Rahman et al., 2022; Verhoef et al., 2015). 53],
OCX: o matoly} eatol = tlofal HAL 5

U] B3k Axgos dgdstel A B
o] gl AYe AgsHe WA Agoz tAY
5 B4 wale] wet J19e] AA99E £

StHA nZ0] 415 9 FALE Alst= 58
= 7 31 QUtk(Kim, 2025; Rahman et
al., 2022; Verhoef et al., 2015). &, OCX+= A4

2 R N H
ko
ro,
o =~

o] 284 Agg dol, &AL 2-emE]l

A BRREe} Aoa-gots A 2|2t
71&1 Ao Aol &4 glo] AHgE &
Aot 7l AlEH AR yebdot o] A
tAg Mg 55 &ollA gyAdel §-529 A
Ao g zmigsty thaat Zo] B A7t
o] o] Htt,

A, 2 AFE AoEE 140 FY F
742 81191 &g7tA], 4, =, 533 B
A4, FAA, 2022; QA wiAS, 2024
ojmlo}, o]fA, 2019), sHNE SEEH, I
g, ZAEAT #EE AFEA N, A, 2023

o,
ol

N, oo
A )
:\‘[:1\:
ro =
o po

=8| AtolA= oCX A 2 S0l et
—+(Gahler et al., 2023; Rahman et al., 2022, 2026),
w4 AP 9 A7EilE FHe A7 (Bahri et
al.,, 2023; Fang et al., 2014; Shi et al., 2020),
OCX &= St 7' ¥ A" Foto #et

4T (Alexander & Kent, 2022; Calvo et al., 2023;
Quach et al., 2022; Yin, 2025), 243 qd &
o 9 Aozrgat HE A(Le & Nguyen-Le,
2021; Van Nguyen et al., 2022)2 THFeE 23|
9 A7) o2t} ol4e] 712 77} AY
S @AES Sk o] AT AEYL AN
o]— T A} St

AR, OCX sHYAFEe] B3t
T}, Gahler et al.(2023)7} AQtet 11
A2 APl oha 742 Zun
0x}910] PAX| wH

ll‘

Rahman et al.(2022)< b & 4l

74 @ (formative customer experience)= =4 =
Hol It} E3F Rahman et al.(2026)2 1124 7
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t al., 2022; Sharma et al., 2024; Shi et al., 2020)
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E21E A3k (Steinhoff et al., 2019; Watson et

al., 2015), 12 wreF 14 {2]7F AAlRE &
& Al et 1A o] ofsf] o] Rl Tk,
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olfl Bt o3la] 47] 1Al 271 7iXE £ IL. O|2M H| A
A=

ol BEQRt AE0] H O1E}(Breiv1k &

Thorbjernsen, 2008; Henderson et al., 2011). Yyt 1. S-O-R 0|2
49l emefel Ym, AAGANL EH}O] 270
AL 29 BAo] tffd IS Ssfsty =4

S-O-R ©]22 Mehrabian and Russell(1974)°]|

Zofl HAl= FFe A ABENE =T0F o5 o Aokm Aejsty =2 sAA 2=
A(Cui et al, 2021), wHAL A= FWAZR  (imutusyo] Aele] YRA XA BHHA A
ol & W BaRE AFE AT EE (grganism)S @Aotw, olFd yE Arelst E4
o WA o] Aol &% B ATE T Y= ukS(response)S FIF-L AWttt o] o]
Yot FALER olojz]= AZRTAE Felsto] A 84 oA TSt AH|A 2o

|

A A

o

el —_1L

\_. 1l —

Ao] Hed Wete AH AF PFoz o
9, 9 A . -

E iAYES A9ste o] f-85H €4
(gele 9, 2022; F2A, ©1%-8, 2025; Jacoby,
2002; Xue et al., 2020).
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2023), 467 WA A dFES HER AT g9 AS AolatA AASHHAE AH|AF %
= W B2t mEpA o] A= ARt & o g mjAyEe dYsiaat o 2EAL By
T B A dTET FEAEE oloAE o WA, A2 dAAE HA, T, Aold)
BRPAS SHACE qtstd ANES Ae g 53 B, AeAe 5 1A Ao Ad
stazt gtk ol AR BHAME FUAE 34 99So] 39 Yo ALLEAH AT
AH| 2L AEE FFelets Aol Fa3tA], &Y A, o3&, 2025; Pereira et al., 2023; Pranindyasari
e ¢ FAHEE Aocts 2ol 8§ a%4 & Uscha, 2025). o]=8st AL AuRrt Q1x]5}
JAAE T =A ufles AAMEE AT = 9B A" o] YA HFLoF o]ojx]
Ao 7|t Aol Iy os yeidth 24, {714 &4

oEbA, & Ae AR ATEAE O30 Z oAM= 1 A, AF, wE Bds 48 5 3
o] AAstrt. A, S-O-R °lE= HFEFLR &vll  Zlo] Y& HeAHE HYste H4ES A4
A2k AHAaAA o] OCX7 AvjAte] Al=et & iz AAste] Bl Ael Bge Fs)

3 W mAE FFS FETHh B4, A=et 2th(Pereira et al., 2023; Pranindyasari & Uscha,
ol Zz Alufelel -0 ko] ofwet wf  2025). uiAgto R HE DA AE Ao,
N gk SPsl=AS Azdom BARL  zmgu) nAgx, 2don S Tk A% o

A, = o7 ale] Adid Jdet 28 ARE S-S A5ttt £75], Pereira et al.(2023)2 7]
THHo= ]JJ-°]'°—FU‘1 =4HAd oAl 1 & ATl F71A 4o A aE Fll &
A FAAE wAYSS FAF R dgstazt gt el 22 @r|Hola S7AQ1 vHgS
o mpREr e = 015'101' ASEA 9] diE Hige St bl 2|Fe A g=A Aejelzet 3
= o|2A, AFA ArE Asstaar gt ol A74 A F4E P 4=
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ol SUAd Aulzte] B WAUZS 2R
2 79 gouh, AEAL 54 9150 Aol
G 2R AA 4714 Al AFeerks

SYAHE-2 ‘omni(EE=) e} ‘channel(3 2)’ 2]
Holz mutels ¢ omelel 4EAZE B
gt A 018 Ao 2

ol ol

oM A 5}
5% QpE 14 AP TATHAA, 195,

2021; A 9], 2016; Beck & Rygl, 2015) o]y
¢ YAES A f-5 A A=} AA Al
AR HiE AH A, AR A A A 5O AH]
2t Y25 AIZFa} Ahdeo]] Frofdz] of i FEA]

7= outsl =3t ogﬁﬁﬁo};}(ﬂ/ﬂ 1=l

o —

jas}

S

Il

2024; Hui-Min, 2016). &, 2UAd OCXE 7
o] HejAfidy th=A Aqd 7He] FE glo] KHf
o, 22, ezl Afid mE gt oA
dlole, FH, MH]A7E fr]HoR AEEHHUA
UERAThA 4433, 2018; Gao et al., 2021; Lemon
& Verhoef, 2016).

T AYAH(FA, 2021; oa]of, o]-FAY,
2019; ©|A3], AME%, 2021; Quach et al., 2022;
Rahman et al., 2022; Sharma et al., 2024; Shi et
al., 2020)°14= OCXoll tisl] ohest HH =t
Hy S Fote] OCX7F 1] AR A AfH
2 AT AT =l mAE IFS FESLA
JAtt. ©] 5 Rahman et al.(2022)2 AT FAE

W

—_

D AN B} G0l SYALE LR AL L AE W Sefective indicaon)eh D o131 %
890 (factor)ol kL SHATHCAFEL, 2012614 Al

A% 1 A EE XA E(formative indicator) -

(reflective construct) Ei=
U ZAASe] gele] sl

Ao g2 0cxel 3671 #3+o] o7ie] FAPARTE A
Joti A theFet SUAE oA Al=4d=t &

g4e gEstact

S

Rahman et al.(2022)> 9709 PJAAXEE AA|
g HhH 2 AN AYATE ETE
A

al.(2022)°] AAIE G/g2| =7} Oﬂﬂ ‘?IOWM* b
AN 71E Aol A8 7hsstH S st
T v 7] 2] Mg A8t ol
S oAb BElEGE 4
P AHY(&W W)l il
4 Qo2 destete] AR AAbES

shele EAE dA|giet. ofofl Awf7] Yt AH]
2719 AA R Sste] «azo] vhefet 3_7%*
B SAE AXNEA BE A B AEA
oAl dget Aol et B7pP e oot

dzakag gk

YA A g2 ocxe] 7 SEAQ]
Eqoz 17| ojug AL olgsiietE 5
At AH, 7HA, AE|A aE2S Alede Ae 9
0] 3ok (Verhoef et al., 2015). o|21¢F 4o =
=75 IAL §id Adel FHI7E FEsiriar
mRsta ol FUAEA AlFE= Avla A
Hol olmafA)A HHA AH4le] 4 ZERT 2
7|t x]o Fetste] wtEeh= AE 7oA H
Ch(Shen et al., 2018). &, 2UAE HFANA T

A sE W
) olo} Hi| 2 «Z A2 B 50| AAHSTE I A51A
= A EH ot AAHSE 270 (formative

construct) = &8 (composite) 2t FFTF (52, 20120 4] Q-8
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A2 1A eRtS Folal EEAT g §lo]
Ao =YotA sh= A 2 <Qlolth(Quach et al.,

2022).

rlok
i)Y

Tlo

QL

2.2 Wg|d

w2 ocxe] A L4489l F sk 1A
o] &3 TofA] Wth e HAasd & 9l

= %*éi = ﬁlﬂ ﬂr7§°ﬂ
o

=0le =87 AtE FAaste 4 Sltke ﬂ*bﬂ
o

bass
o
H2or
rol
0%
oA
o
Jo
&
[\)
S
V)
\_-b-
§
&
w2
£
2.
EC
=
%

H| 42 ¢l E]%‘g
ARl wig Fastt
(Berry et al., 2002). YA Held2 ¢
Aot Aoz, Azt 33 Alof sjag Fet 1
Ho| Ii3}E =2 O Z(Srinivasan et al., 2002),
_T_I_7HO] i],]xHL-]O ]"5\_1—1 og O]_Q_ ]-71] lﬂ-E%

AAARD alolek(FAln], B2, 2024).

23 StE3t

sy HES= AAF am ATt SE,
AE A, A 55 AN wR= 2 F
&S oJn|Stck(Srinivasan et al., 2002). ©]2{gt 9
SO MM~ AlFS A0 QXA ¥hg& F
FAZI (A TA, o]FE, 2025), Y UAS
FHA &7 oL E =20tkShi et al., 2020). =,
&S ol Fofshe 1] oo By
A 3lol= Zolth(Klaus & Maklan, 2013).

O|FofZ =5 St= A& ou|etth. o]+ 1A

AAA 2YS s8AL

(Sharma et al., 2024), 7|

o]-§ oo JFE n|X|= ;A Qlolth(Lee
GRS |

zd
—E—J} E’rO‘EOP g Soto] d22agsk= A
AR, A4, 2020), YA
ol g, &4 uvjtjo] StH(Rahman et al., 2022),
oxmztel ujA 2ol HAEAH MuH|A & 2.9
nghel g RE HAA 52l e 2 o

S ZZolHA|(Sharma et al., 2024), A7+t &+
Toltz] 9dar A Aol ThsoleE

{8
It
oM,
>
o |o
BU

S0 (A F=, 21, 2020). =, AE
o4 7o) 47 &3 % A BB ot &

RE B QPR G WA S
(Lee et al., 2019; Sharma et al., 2024).

i

3. AE|

& Cannon, 1997). A1=]ot= thido] 58, 424
QO1E ztFo] PFotal 7ot HHE THAIA
Z Zlolgts W-E 22 (Fang et al., 2014), A5 &
=0 =255 149 FAHH "He I 2 4
T = 7Z3stHth(Hajiheydari & Ashkani, 2018). 3,

Wi

g I A BACIA ATzt avkdoln
B A 9RE 49T S22 T Yk

WL Zoltk(Ganesan, 1994). o|2et A== 4

it

g
<

s}, Abslet, ZAAISE & choe Alslntel BopolA
g7 zwse] £ Ador, E3) vkl W 2

yadat go] EgAo] 2 e0A 1 8
“Jo] © FZtEch Bromiley and Cummings(1996)
= A7} of2] ShzollA thfet o g o
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o AgdFol ostd, A=

4 A EECEL
ot 7141 WAL FA-FFote ol ¥F= v
A= A A9 S =ole T8 Felo]
ZHFAIR], 2021), 114 FA[o] WA oS Q1o
2 14 BA 9 &L AYste T8 899]
ChFang et al.,, 2014). &, A== AHE Wil 9
Lot Aoz B4 E94ddS ol

Ste 7IAE YehEA (L2 2], 2006; Gefen,
2000), 71°] °F&= olste Hl oA dubt

-1
Aok Qe QA o F A Tt L]
Ao] Mg RS AOR 1 FRAS FET)

3! 2tH(Garbarino & Johnson, 1999; McKnight et
al, 2002). olg|gt &F-2 & thifel gt A4
7 AAA | digt FAlo g o]o]XthDe Wulf et
al., 2001). 23H% 9](2006)= 22l Lof digh
N7k 2 ekl &% Fojolze] JFE vl
EREREREE R I E b P

Shetctyl %5191 1!, Bhaskar and Kumar(2016)
= A¥Ee A d2Age] de HetEzE st
B4 ol 17 FAE ¥ 4% BEES Folw
A TAPA A ARAIE o 29U
et 2, A=} w0 Agn LS T
s 9Te WAE AT 5 AwS wes
a4 A 29 s

L e
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th(Kuo et al., 2013). ©]=igt

e B 9AE HgoR RS
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£
ol
rr
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filo
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=
)

Karahanna, 2012).

oo AAAFEL &% ol thstel A
P5H A5 APshe A 29 dnd

A Bl QIohrel7, sl 2024; Kuo et
al., 2013; Polites & Karahanna, 2012; Zeithaml et
al,, 1996). ©] & 2=l 94 &3 7o) T}
UEE7E Aol mRe dFS A7
Kuo et al.2013)= AH|z} #AIT} W=

ool 34 G mAHL, of
wEzRc Aol o 2 Qg 2
= ZQlskle. &, sUAd @A T 1L
A Bee 7o r I 4 S WS
WAz 2% olg B AFHE, §2 FF7HA
ot WY HAUZOE g o B 4

At

5. | 7Lofel =
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=

&l

StHE AEE oJu|5tH(Chiu et al., 2009), ©]7]
& AFmo=s 54 MHls AlEAete] A
712 B WEOIA hg TS e Au2
AEAE Fot] st = o= Kote
2 (Vazquez-Casielles et al., 2009), ©]+=

oz AR AMHAE HHEHoZ o|fsiEL=

= =1

Sfstal A7 BA FAol Sadt 9T
AT 5 glek ol A FUAD viEE
SUAE A& A8 ke miAlE 9 9
An] 9r4.22024)2 AE ST Haly
T

2] A5 o]-§ R Aofo] A¥H A
Kol o]
= =

olefst Avkz 3 =
o)t ool ofnlE 741, 71le] 74l

r (o]
)
=
o

nel 2AE %Y

nE ATkt FREa 3 ojugiet
(Cronin & Taylor, 1992). &, 11Zo] EA B
U Aol s S9Ee ARt BoAE v
2 Z9 ARSI ATHos FH FHS A
steli ozolc). ojeldt FHHY AL MAo|
574 71949 AFl dsh 544 H7HE BelelAl

grhih Zgotn AFEHAS e B9
éﬂ-“ﬁﬂfﬂ(Anderson, 1998; Anderson & Srinivasan,
I #3057t 27 Ao st Y
A=, ol#et IHA YA
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thZ49, o]53, 2024; Lee et al., 2019; Sharma

et al., 2024; Srinivasan et al., 2002).
=Y 1 HoE AL Lee et al.(2019)
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s B AAEER A0l Wt A=4de 4
St =, FHYEs dett 7 FFS Hol
A, 17 oot 2% By, SAHE ol HHHL
2 g5t Yette 584 Z2deEold, o]
oA FUAE e T A2 1] A4
=98 st AyHor FH AnRtoA &
B AEE Aupsh TEE 9 FAdES
AJATE Fof Lda=A Selstant

2020). ool nAC] R AP Avie] &
[e)
=

NG 4 ks S G

T 1=

=
iy
i)
iu)
il
)
:N—‘._I,
ilin}
Y
-

if

Q,
)

)
ogh wH

Muja7t G712 oz dAdEo] shite] St
B2 o]F o] tHGao et al, 2021; Lemon
Verhoef, 2016). ©] #AoA 7149 sUAd
= Q15 1A A A=A 7He] TA A
17 AP Fag A 422 s 249 7
g 4 FAH GFS RAEA,
g, 2024). F, &UAEO] AT S5
e oF A== ojojTh(%

, O, 2024; A, R, 2024). mheE)

A, OCX= =HAE Al=|xot o WSt} of
of g HE tadt e M A5kt
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rlr
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ox,
o
il

2
2

dl(8tef 7, w4, 2024; Polites & Karahanna,
2012), TS 7H]lo] 4 sled HAS 4

A7} glo] BEsHe BAS ©jnlstei(shiu ot al,
2023), ol £ TS B4 U Ab3 Hgo] A
4512 g9 54 AS FuHoR W= olg

= d 2kEA 9], 2003; Gray et
al., 2015; Shiu et al., 2023). =, 53 12 AH
11 q_];qx% :f_l;‘d—i]-

o E|Z] B HGE WF
2 gistel 4w spoz

Haubl, 2007). olo] whet At wAwte] §
B G4 B PeE Siste] U Mulas
QAT PR o §HEE FFSH A

o] HQ5}tk(Sharma et al., 2024).

YA AN 14 BES 2R} ke
T ALL olFon AW FAHY BPo=
olEe Aol We wAC] ouE WS
Aot 43 WS PPt Fa 8o=
AgspA ocxst &3 TS WS AHT o
YL Hol W k. W, &AM e
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7.3 SLxH20f cieh &2\ X2 = et al., 2009). 53], A== 140 7|49 FAA,
54, e A ste AgA Filoz #

AEE Aol FyAd AN EAET g, SUAE A= A AL B
Aede =55t 719 2 HHEeto] BAE 2 11 ZAHQ WAL Mot ol F8 8
a0z SAFEE Wl ZAA o7 gQo olo]th(FA]<], 2021; Rahman et al., 2022). ©]of
s 84 d& e FHYEE o] BEX BT AH| Ao s

= freshe o 2449 e k(e F A FHAE] AR Gk EdE T8 ARE
744, 2022; FA]Q1, 2021; Fang et al., 2014). &, oA ALHoz £o 1HL Hnsies QA&
A g vl o] Fujelo] JF-S vIAHA GV oJu]st=d|(Anderson, 1998; Vazquez-Casielles et
ARl BA FFoll Fag IS stAA 1A §  al, 2009), old, OCXolAE A, FAE, T=

A5 A5ot= A QQlolth(FA]Ql, 2021; Fang v A Fo . W] PF allyt 4Al=of
et al.,, 2014). Yop7} 53 1174 HJlo] I ZF oA M= e TAE EHo|=tl(Rahman et
AEet Adel gt ARE EolWA(ZFH, o] al, 2022), ol FAES TSRV FItESsE
S, 2024; A, AU 2024), o= AIE7H 1Mol B AAIE thE AH|AA =40z
H o st onrt @ SUkehe AR AnE
oot Eeh Aot E¢o] SYAE agrtx| et 4 QItk(Sharma et al, 2024; Srinivasan et al.,
Aol Zho] BAE 7 2002). &, 0CX9] AU 2E] BANA

|
re
!
_O'L
g,
_>|:4
a
E>
&
o

A, 2022), 2291 oA AFe Foiojze] AT} A= uie WL APAdS Hola 9l
o oot dFe HAhL&F 2, 2000). =,  tf wEbA, & Aol o 2 7HEe A
o] BRlshs dyEL AR AElAE AE st

£ 7dskstal, Aetd 1o 4% amide §

) _ o s 7 4. BURHLO| TS MRl FHOIZO| FH(+)2

o RtEA o g FrujstHe H2A 7Hte AlEet oyste 0|2 Zo|Ch

o meEhA, 2 Ao v g2 7HEE A

A5}t 75 & 2Ea JAojel =

7tE 3. LM E0 tiet M2l= el =0 F(+)

o] ¢&t2 O|= Zo|ct. 43 P2 a17o] 7|E A|AHl] tigh FA

A2k 7EA Al stof oA Q1 digh FA glojk

74 SL 20| CHst M9t FHO|E Aol AP EHOR o] 4L R FLdhE
EAdo7 Aol (Zeithaml et al., 1996), U

A=e 14 g ST T2 A H g oA Aol AdrE 1AL F 45
TE FIA7IE HA L0 Z(Khamitov et al., Loy BRE AT £ Q7)o o2 AujAt
2024), Zrf/ge] digt 1A o] 2 41=2= 719 o 29 HekZ Iustal 7|E Auiidel ok A
of; o|gfof theh 4lS 7HA|A sto] e TFHEE HE =Y 4 Sl =, 149 SUA
FotE e ¥ AR EA A=2or FHst d 4% 52 AEY AL o]f oo F4A
172 ote PsorR HeHTh(Vazquez-Casielles ol oJFe w|x|a(atelA, HiAHS:, 2024), o]=]gh
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e
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o|J

Aol gUAd AuAS el

22 HolthKuo et al, 2013). oF2d 24Ad

N

Ao HWAA,

olz7} et

Astel

= 5

ol

]_

| amidzrete] foigo] dekd & o

5]

[e) s
’C%T’:

b

I
o
Zio|ct.

7te 6.

2 HQltk(Sharma et al.,

olp

o A7) BYL <Y 1537 Pk,

T

S|

AL 0|2 WAH HsE A

N

—_
Ife]

xr
i

7td 5. ¥ G2 MO0 F(+)

ofct.
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K

71

_|_|
8l

o]zt Rahman et al.(2022)

=l AH]

<2}
=
°

ﬁo

n]sted, ol

o A5 Hige=

THPolites &

Karahanna, 2012; Shiu et al., 2023). o]t ¥4

o

@_
=

=l

bk 2UAg9)

]

A el A 9]

Al
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=
-

HA R

o
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5
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=
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fife)
Ife]

Ho

3 2y BAE S
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=

3

2 o]ojZItk(Kuo et al., 2013). ©]]

7oz @71

Al HokEreld, w4, 2024; Sharma et al.,
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Rahman et al., 2022)E Hlgro 2, 34, HA,
elst, Mixk%sq 47 stRHE Ad A
o, 5 1609 B
selc

U A= <n7o] U] sl
Ayl ME|AE &EHo7 ol IR
A2 A olst¥ Tt Rahman et al.(2022)°] 24
A NS 25 QA AR afe] B
o 53 Ame 23s4c.

21 BAJolet «mAo] ooty Wolgto & o
o Az AdRe ATL slustn /|
e A&EHoZ ol

e 5d Axr 54

Tt Tueanrat et al.(2021)°] ARESH &1
A5 v e g, F 3719 s 54 HAxEr &
Ashort.

APLofS] = Lee et al.(2019)8] AFE FHZXs)
of, “AH|IZ7} B4 JUAEA HHE Fuljsty
+ FFH A= st ZH:ILUHQJEh Lee
et al.(2019)9] A5 HIEO R, F 4719 E3
54 a2 SAcr

FAE = «a o] 24l FAHAHR HAES HE
gog FyAQdS FH AFgEoA FHstE=
B5A o7 2 A oJstAtt. Vézquez-Caswlles et
al(2009)°] ALE Higro® 374e] 2gS 59
B ey

Ol

2. X243

55 +4sk] 915 Aol o 1787 (2025
d 109 7199 2AA AR HdE Baeha 9l

L olg=ayg ddgele eakel gAxE &ty

= 5
= ZZ 370D ol SYAEANA ol A
HIAS A 14 e s HogES =&
stFon, AdRo 2akQl AR YRS 2025

d 9dollA 1087h4] oF 25 2853

A, v AE& Fotol AYLHEAE st
At AR A 71E FHT 370E ol YA
g AHAY £8E 088 1AL AE A

o}fﬂu} ZAAlA] WA By, StEY =

o7 FAAY, MR B, HE FOE vt
73 5 H KB Lz E &gt

=7, OCX ¥el Wy, AW, wEsh 4%

*4%“2 St &34 Bt A8, A

ZAF -2 Fote] oF 2007 ARE 351
ou, JA W] ZAH R d¥EHA FHT
ol FA(107E AT F HFA 2= 1907]9] &
He HTHoR ARt AolA AE 71
= AASIATH<E 1>).

AR 23, AdEzE= dAo] 845 (44.2%), A
AJo] 10678 (55.8%)0]lon, AH 1’41‘?5&% 20t
<E1>QAR EAXH EHM
e HE | %
SRS 84 | 442
AME
o=
oA 106 | 558
20CH 44 232
30CH 47 24.7
oy
40CH 47 24.7
50CH O] A 52 27.4
1= 0|5} 14 7.4
I oistn 2 148 | 779
CH5tel oAt 28 14.7
MNB2(Z2 5, 2F 144 | 7538
210 O/ /M| A7 | & 2] 32 16.8
X2z 14 7.4
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(23.2%), 30tH(24.7%), 40tH(24.7%), 50t ©]Ako]
528(27.4%) 08 ZIFE TR SR
g} ?.,jo] 14878(77.9%) 2.2 o2 2125+

AFRR O] 75.8%F ZFA|SHATE. &
&+ 370 o F o8 FUAEE

ZAYSE Aat iE‘rbﬂ 2(26.84%), 22| H G (24.74%),

olu}E(11.05%), FAIAK8.95%) 52| A& e}

Aol ATt He 248 919 Smar
PLS £2ZEHo] M 4.0 Agoto] F22 4]
—‘—(PLS) 7]13]— :rL7\ H}?HM EJ_E-] %% *}%?H‘:]‘(Hair
et al., 2014; Richter et al., 2016). PLS-SEM2 A
P2 mpe] AT, ATEEE A48 ol
T, 40E e BAE
o 4 Stk HollA &2 Aol ARtet HAl
o5 WE Itk (Hair et al.,
et al., 2016). PLS-SEM A& =
et

2w AA A
de)®] Bl AR5 AZSSIRL, 7+ HA &

AN A = FREY(structural model)= Folf 7Hd
Aze SR AfE gze BRNEE
(composite reliability)?} Cronbach’s a AG& At
Zto] Bk <E 2] Aol 5 9
o], RE 7N E e A E L2} Cronbach’s
a Fol 70 olFom Ueh S4F=] WA o
TAo] 2R E|QIth(Bagozzi & Yi, 1988).

THEFF A (convergent validity)S E43 2t
Ql <E 2> WEH, BEdS Adlich= wEel2,

ToHoZ BA

2014, 2019; Richter
dAZ Y5

=2 1 Y (measurement mo-

FHYE3Z AoJet BE QAAAA= 70 o)
(p<.01)°]I AVE 2 509 7|2xE z3}s}o]

FHEG Aol FHEE Tk Bagozzi & Yi, 1988).
PLSO|A] =g 6,;5— SRMR #o=z AAisl=
9], SRMR —8—. 530 = e, 2y A9 7
=& 550t AR waeqin. wEEYAdS
Fornell and Larcker(1981)4 71=of| wet ZF Ay
4] AVE Algo] g W4 IF AT R
o 2 o fRE Aog Hrf H JA3e] »wE
ANEL o] & FFSIUCH, <E 3>0A]
7k 1370 d 9] AVE Algol oE #4 7H AAd

A A e

Et BEggde 7R HISoH] s olZ-
GAEAJH]-S(HTMT: heterotrait-monotrait ratio)
el
=

AFESITE. Henseler et al.(2015)f] o=

F

| 85 skl A5 eyl o
Bt B @7 gy

lo
>
W
.
)
)
ofl
o
g
-1r1
et
HL
in)
32

H3¥(common method bias)®] 7Hs/d-&
@Eo}ﬂ 918l Kock(2015)2] A|ehS what HAbwg
(VIF variance inflation factor)S ©|-83F ¢
A HS(full collinearity test)= A Ao
47N ] VIF gte] 3.3 olsta urEht
A glo|E7} ZEHFHESFo] oIk whz] ok
o= sfalggct
H, OCXE oA, Aszred #Hes, u=
8 5 1 44 SeeloE TR WATLAAY
oJtt.
2 dFoAE ddder weotal A-84
2] o]HAH(disjoint two-stage approach)s 2
stol SAstelrt. A WA dA M= skt

3

rsﬂ

lo oo 2
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R
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< 3>THHEISE HF
L 1 2 3 4 5 6 7 8
1. Yty .880
2. 4228 537" 812
3. U4=35| 453" 696" 872
4. 2|=0fel = 535" 6347 493" 863
5. 40 2+ 075 195" 243" 139" .895
6. A2 506" 562" 589" 632" 126 831
7. 240l 453" 546" 459" 127 13771 546" 926
8. 2|y 600" 636” 556" 688" 066 539 559 849
T p<l1,” p<.05,” p<0l.
<H 4> HTMT
B 1 2 3 4 5 6 7 8
1Yy
2. 4228 619
3. %25} 519 832
4. A1 F0fo| = 601 739 572
5. 47 2 062 186 231 143
6. A2 574 662 693 726 125
7. 20| 519 662 549 828 143 648
8. ma|A 676 744 646 779 073 620 646
o2 FANET AZdste] AHret e A ATAEY] BR1A eRA A <® 5>
Zotgla, 1 At 298 & 7 sl @ AAEdt nasld QQlEAe] w2 SRMR
s A5 Agsto] 28 A EA0A 13k - FE 06022 UERY, BY A VEs T
ANEe] HARsE 8ol HEHer 1 ok AOoE mHekith
<H 5> 22t FA7HU0| ol 2018 M
2zpKE sheltdohd BES M a CR AVE
ol 759
AS2tg 877
M A 844 895 682
el 828
Or2 5} 834
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2. 712473
o] Ages BFI A FAE(SRMR:
standardized root mean square residual) 4f= &l
Hrlstgd.om, PLS 2R 48 7Ps3e 7)E
Z]+&= 0.082 A|A|E o] th(Henseler et al., 2015).
B oA 4HEH SRMR g2 06022, 23
A% 7S T5ote AoE YEHEHh nhAjete
2, AFuIE(309), £ TAF037), YA
A12(.389), FHL(.245)°] thet QF Fro] BF
0ETH & Zom QlEo], Aot BP9 o=
EfgAdo] 2R & QJth(Kang & Shao, 2023).
SFH, R 2T %E(GoF: goodness of fit)=
Tenenhaus et al.(2005)2] GoF A|4& 283}
grlsteith GoF AL T —T’—E/‘q(AVE)-TL]- bz
o ARAFR) S 7|oHEH &2 ALTET, Wetzels
et al.(2009)2 GoF small=.1, GoF Medium=.25,
GoF Large=.369] 7|=ak= AASHAT & A
of GoF e 4742 Ueh} 7122(36)8 43It

RoH, oy & A o] AA| ol o
o Fog AgLE 7Htke Ae ondth(<®
6>). SHRFS] B S Ik & FREY &
Aol A= REAE 3 (bootstrapping) 5,0003] A
BEFEZ2 39l A=A (path coefficient)2} 7}
o] Fode HASshah

1 A, ocxEe 4% WAl foF Hh9

<E 6> 28 HHE(GoF) X4

yJI[5] AVE R
AT A 800 | .054
Alg| 691 | 412
22042 = 745 | 397
230/ 857 | 296
773 | 290
GoF=SQRT((H(R*)x7|5} HHAVE)) 474

5 HOom(8=.190, p<.01), 2 Al=o]
E RO An GFE UHKB=671, p<
01). ¥t 49 Aol ZFu]olm( =064, p>
0%t S0 (p=.073, p>.01)°] Bl FFL
SAFCR folotA] oFtrt. =y FyAid A
gl AP (f=.628, p<.01)&} FHOE(p=
539, p<.01) Fo] Folgt H+)e] FFE vA+=
Ao R Ueht 7Hdo] A EUTH<E 7>).
ARARRY) AdE HH, Aoore] Ay
2 3972 UERt HA] 24Ee] oF 40%7F 4
A gyAd Ao s Y=t 44
ol R*2 .054(5%), <yAE AFe RS
412(41%), Aol RZE 296(30%)C. 2 Z+Zt
UERTH<E 8>).

ol/Fe] 7ol F7kste] ®ig= Xt uisfa Tt
2 Hur et al(2025)2] ATo|A a3 Hajups
T FAFSHA 247 ATH<E 9>), OCX2}t Ao

=)

r

b2 3= B % P
74 DHASH - AT 2N 190 2.430 008
7442 DAY A2 671 14.177 .000
7143 4T 2y — ool = .064 1.006 157
714 4 4 BY - ™= 073 0.992 161
7145 A2 — 27ofel= 628 13.809 .000
tde6 ME| - 2o .539 9.325 .000
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<H 8> Q% R A1} ERFTHb=.138, [.066, 232]). ©14<] AToA &
@ B Yol A F3o] 2% o8 Aelitt= 7&E
Y 037 054 A7, B, 2024)9F D, o] AFA
Alz| 389 412 = &% Aol Aol et FHoEo nA|=
P 309 397 FFol AR =R gt o] Aol A=}
2 245 296 43 W o] A JFFES SAOl wiAR
w2 FAste] AR {5k, At ow &
ok 7+ A 3 e ianE B Ao ke YEA] efgteh YA
B2 o= SRIEATHB=.002, [-.012, A &7 o] T vHEAJo] 7|Zoh= ¥, 4l
.014]). §FH, %‘4 A=FE ocxet Aol == T Ze AP ddd @Ry, 18 3
e JAE /2 0}711 ks Ae= veEgtt AA foE x9be] filr FHHN & &
(b=0.138, [.087, .205]). F3t OCXe} FH % 7t B W2 AsHo|AY FHA SR o]Fo|X]=
o TANA & WL vilartE Koz HHE ol folet 11 gFEo] AP HoIAY
Ao (b=.004, [-.015, .023]), 2YAHE A=t FokA] & Aoz FHHAG
5 5 1 BAE G5 wislsts Ao=E
<H# 9> Dj7H &3t 24 A1t
A2 b 95%3I8HCI | 95% 45t CI
250
DM AF ool = 528 467 585
FAge RNy
24 A N ool = 138 087 205
rdgokan
D A AT T p i1y [T =4 .002 -.012 014
2yE
DM A 200 = 388 297 470
250
DM AH Exel]= 506 433 574
LEEY
74 A NE EX NIl 138 066 232
gk
M A Fee g | 23o| .004 -.015 023
e k=a
74 A E¥ el 364 251 467

b=H|HEF3}7|4=, Cl=confidence interval.
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ot olgfet A= 7€ A+(Kuo et al, 2013;
Polites & Karahanna, 2012; Sharma et al., 2024)
o} ApwrEch, B eUAE Al glolA 1

ARl 7urer el d4E 4 glouh 8
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A, 2 A= 4Al=Eel #dS FAll 1L
Hotglom, 11 A A=l FHO Lo AAul o
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The Effect of Omnichannel Customer Experience on
Repurchase Intention and Recommendation Intention:

The Mediating Effects of Trust and Shopping Inertia*

Tsogtbayar Khongorzul**, Seonggoo Ji***, Youjoong Na****

ABSTRACT

Purpose: The present study empirically examines the effect of omnichannel customer experience
(OCX) on Repurchase Intention and Word of Mouth Intention, mediated by Trust and Shopping Inertia.
Based on the Stimulus-Organism-Response (S-O-R) theory, the study conceptualizes four sub-dimensions
of omnichannel customer experience-consistency, convenience, personalization, and interactivity-as stimuli,
trust and shopping inertia as organismic mediators, and repurchase intention and word-of-mouth intention

as response variables.

Research design, data, and methodology: This study derived a hypothesis through a literature review and
verified it using PLS. A sample of 190 customers who have experienced omnichannel shopping or
services in Korea within the past three months was selected, and the hypothesis verification results were

as follows.

Results: The results for study revealed that, First, OCX was found to have a significant positive effect
on trust. Second, OCX was found to have a significant positive effect on shopping inertia. Third, trust
was found to have a significant positive effect on repurchase intention. Fourth, trust was found to have
a significant positive effect on recommendation intention. Fifth, shopping inertia was found to have no
direct effect on repurchase intention. Finally, shopping inertia was found to have no direct effect on

recommendation intention.

Conclusions: This study investigates the critical drivers of customer trust and loyalty within an

* This paper is a revised and extended version of the master's thesis of the first author, Tsogtbayar Khongorzul, submitted to Hanbat
National University in 2025.
** Master, Department of Business Administration, Hanbat National University, First Author
*** Professor, Department of Business Administration, Hanbat National University, Corresponding Author
**%% Ph. D.Candidate, Department of Business Administration, Hanbat National University, Co-Author
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omnichannel business environment. We identify consistency, personalization, convenience, and interactivity
as foundational elements of the optimal customer experience. Research results show that providing
personalized experiences at every touchpoint substantially enhances customer trust. Additionally, the
convenience driven by an intuitive, simplified buying process acts as a key mediator, linking trust to both
repurchase and recommendation intentions. The research also underscores the necessity of interactivity,
advocating for hybrid communication systems and active engagement strategies to bolster brand resonance.
Crucially, results demonstrate that habitual purchasing behavior is a secondary byproduct of trust
formation, suggesting that sustainable customer relationship management (CRM) strategies must prioritize
robust trust cultivation over mere habit reinforcement. Ultimately, this paper concludes that a holistic,
data-integrated architecture focused on consistent, personalized, and experiences is essential for converting

omnichannel trust into enduring customer loyalty.

Keywords: Omnichannel Customer Experience, Trust, Shopping Inertia, Repurchase Intention, Recommendation

Intention, Stimulus-Organism-Response Theory



