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2 mESEAT A8H(200D)

o

B9} Qe RS o] &atd 7dEzhe AA Eo7F AEE -TLUH??}“ 255
oz oo AAAANGT T 5 Ak JEHUE o]&F &L HF
o wa AEFuje] Xzba - FzhA Aoke] flm, FulFzrel okd 7HACl
2oyl d &3S T 5 dvke FAe) Atk EF dFd 43 FE
o Assy FAde FugAEAe W F dx JHH 7= F8Y
xagz Agdes 29 & YA Ik =T A5H &gl ¥ FHe
o) thaks AT AML AY we F gew AR dF AE 44 °
o}, olgld =WelA AHY APEBL HFEHA AuAAA AFE =He] H
Aolth A o] T UWHZ]“E, 2 g7 zAdE BT oA UH
o BASET YA Eih AN o83 AAHE FAAAE AHY
GAo] BFan Be BEE oA n@FALARES Ty $&E daE i gl
on olzjid AAe mo AHY &%, AR W, AT Py T EAR s
o anlxte] AEAF] EAL Yeow vehdm Utk EF o E EA oY
dx el &3S FAFHY) AT Aol 2R} aFAF] AHE ol
s} B g3 o8 Edz 3 A Ago] HAubgtel & Aoth
AeulstAg e SHoz dste] Ay m@e Fejstm e A= A5 g
=X A Az} qAHT gon e BMEE oFo Uy A HARAH
ool wWa =3 ggatA 2A8 ek 22§ FA9 shedeA 19808 o]
FRE 933 AYS 94T 4P FAHH AL f"*ﬁﬂg AHse] A A&H BAE
A gste BANALY o8 o)2E9 WAL FEF & vk B A& L
A g8 7HA @744 WgE ndgd dE)H2A 3’&74]”}71]%94 A¢7t g T
Q3 948dn B $ dx Aotk sAEANAE 1ol nAFHe AAE Bt
A By EAT 5 AE 71Ed e vtAHER 7|99 YRdME ojHE o
IAEe Y BATE Bayes ¥HT 5 A B Rolith oA BAXNIFAY
o Mdgez ALY £ gk BAAFHL Al ol A Figtel FAS
asA AZse AL dndt Admgd glold Foiwse BAE LFSA
Z+ata SAAA Y7z gaE Anate FaE Alsg B kA
& gtk AnAE 4P A BEH A ASH 2@ $F F eH #A
FasA A48 293 4A 2 Rojh. 2¥AE AF FL Mulxe] AT
Fi2 9s)A e ol 734 (experiential) 2 A A (emotional) &TFEFE
HA 2L Fh 2uAE &YS FAAN SFFESL AEFAFHIT ATL
oz A 7txd ZFOse F7aT LuAAA AFHE AAE B
HEH T 2uAE FTEEL B3l BEHL oA doh B2 Y
oAEA7} FHestth AvAE JENAEL A QW FH ATde

b

ro o
oo WL M

2

N
Pl )
fewe
of

T T T R R

B3

o rir

[o

r.?‘Jrlﬂ.ﬂO.lSi‘zLNanﬂoéO{N

L=
Mo R

ir



el &£E

Aol 2@ £BtA et TARA BF AT 3

Jm

2144 Ao (utilitarian benifit) & 2 H < (hedonic benifit)ell HatA He Folth
o)AL A aFEo] AAAA ©]7]7] YaME 2AXNFH BFEAN AHN &3
2N FAY F YE vAY EHFS F 2T¢etd ATz F Y NS vtE
oz, aAd g XS Fxstd AT TEFEL ojFoud T F AT
&M 7 BAE FIE Fate wE FojE FrFozN BAH ojHE FH3It
3 ol2 %3 2L nAA HHLS AFTEE A £IE ol Foulol & v
o o]2 A7 AP Az ZHo] % F &g 9uste Aot

B adFlAE °]E3Li & B0l A& AALAE 27 A nAd g FA

Ago) Foste EANYN 2Led, MAH} 2BEY IAFAAFE APt
71§18t} @A g vﬁ?-” Adolgtm & & e BAAFAHY HdE =Pt
DA g FoA A FuAE &P g VHFH 22 JT AHE B

1z g B a7 A7 542 oed 2ok
A, 296 goiX 2uAA 7Hx e VAT E T A8, ¥F, IAXNG

gel gAo BAA ¥R uA st aFol AolA e A AT BH FEHS =

Sl 2z g
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FHgond 28 ATA2AS A3 2ASE Y & YEF dE FAF
Jdok g0 WM aRAMREE B 2u BT @ PR Ad B
4 4 JES Aol 29719 Aelyo] AT RYIES FAo| Hojep ek
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229 AWML fANF @ B ohzt 2¥ABAA
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4 wpEIEAT A8(2001)

o} o] § =N dHU &FES R 54 ZA Hop & uARY T
A Fooz ofd & & fon, FA AHRA A AWHE AYe ¥R 9
H 2 3 gtk olgd Be aWB 2 A 87 54& vEez ¥ FUH
Al aBEA Auel FujRE HANAM FHAviAGALD S dEFAC|=
ol AAE BEFHoz AEH B F U

A UrtA Y] waw 7 A &FEe T S0 B B2 #Yo] A
£H o2 olojd grin & F Uk 583 A UUeAR—e] 4T
QlElYl £WE EAL oldstn & EAse v FHE/E AFE 5 UA
371 98 e ATASE AFE Fad JdHY £aPEY 4R fH L ol
dgon AL AHY £FE FFoly facld BFE A
(Lohse & Spiller, 1998; O'Keefe & Mceachern, 1998 ¢H&E & 4
AEHY A4PEo AR Ed T dFE AFHAHOR o]FoA
et al., 1996; Chavez & Maes, 1996; Turpeinen et al,, 1996; ©]7, 1997; 2000). 3
A st B4 EF Je A 2nAse] FuldEg FAANF] AT ARR
A G959 4484 952 3 QHd &Y B FHSE TP dHAE AS
2} BHez dA7st APHA 3 Jom(Shaw et al, 1997 O’Keefe &
Mceachern, 1998: Harri et al, 1999: °]7A% & A 3E, 2000), B¢ <U&HHA £3E
Ao A AAE B0 wE zuze TFodEg EAHse ATt dTHIULH
(Richmond, 1996 : Jarvenpaa & Todd, 1997) 4&H¢ 22 2YEL TAN7
e " Q4 ZFojof A #Hed ATFE FPHo] 22 ArhSelt &
Schubert, 1997: Fong, Flower & Swatman, 1998: ol A7 & 284, 1997 AR5
1999: A17193, 2001). B3 QY 2B E o] §UFo| FF& vAe add & A
Hol ATE A% BAA o1 ' Aol AHoITHHAA, 1999 AAA, 20000 A
. 2000: ATFE, 2001). B3 §47(1999) &P rA el ol nAFe] FEIAE
AHpol £P7Ae Jdrd nARF] Ay AL ALF € Aok

APATNA At FH SHezE YuAolde wgd A A, Av
22 w9 Hay, A=xs g ARAF, 4IAE T #9T FAAS,
gaA 2 AFFEE G JHFEY, &
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QY £WE B4l o4 &N DARA) BE AT S

1) CIxtel
Weber, Brown, and Weldon (1987)9] <d7of 2ol AlFEL di4
S stefste Ao o gty A AEstE APH e o] jstn
o} olel g onE ALEo] EAdte B3 uldA AZA abdstE Fstko] e
AA3 FEo] Uehdg ougit). AMulagAd e WA aae Aulid
%L AHA ANZe FAsn 1 Avlx A F2dFL AF T F Jey F

2o B & 4G YAty Aol ES AZA 249 e AZHe
2 tﬂfﬁ A2 oA b AFEAHQ Alo]Ed] Hls FL AXFES UEHE Aotk
NZ+HQ s E o] Fo Ued oA F A sl A2 PAlo|ETL Y
el matste AAAQ tRgF a0l AlolE S fxllHd AL 1 7Yl
L Alo]lE 9] olm|Ae] GEe vlEA £ ] wlEe o]&AEL BT L wHE o]
A Hu 58 FH9 AMul2g @1 Aoz X ZsA He Aol

B AFgxE AEY gAds Adedl LTS FASE d oM #ABH F
fAFHE o2 F UEE TEolA A, adH, dEA e, #olokx, +4, vy
Aol =g 53 e 27434 949 283 o=z dssch

Lol
1l

7—_1—?’]
< €A

iﬁl tlo
O{‘ r‘r

A T

= A

=3

2

rE-. (e B A}

mlm

A

2) A QIXE

B d8e AnAe WA AHrd 2uxte] Ful@Fo} glojA #
98 AFstn, BA=E LAY FAEE dAY F Ax, BA=E AFo *M:‘-
o] dAAo] daf AnAR FdF AFHAPE ZA A BA=E FIlo AHAE
FUEEAS Zolx 9N YE FTHAL AT LA Hol AE FHsn AFS T
sl doh BA=st 2uAEY &FE FHFAZGE oujojtt, B #HF &
HAE e Ty 27E 443 35EFF &£39 FAFT, 1YL FIFY BA=
Z Uyo] Azta B 4 Adth(Park, C. W. et al, 1986) ¥ &£PEo} oMz =
zd 93 g gz & 5 gk mﬂ &390 FE5 ugoz A9} A

)y A

A, HEAZANE AU A4%E B 3@ £ dE Aot 9 2= AAE
#8 A2H A9 e a9 oM HA= Apoz A
Keller(1960)S 2= ALAAE ol 2ol Goid JoAAS AEIAY &
550 datd 27 HgaEe BAS AHo] WAL 2 3}z A9
5 gk,

2 dFddE FEY nace B AU FrliuASAA Bu4E FAF
o BAH AFol AMAE 2Rl A HFAPeR Aste] FYBriAste] xg
e RN 9% AEd ALY S5 oF4 FPoz AdsatAr.

_,d
HE
)
e
kot
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6 mARTSAT A83(2001)

FEe 54 HEYA o8 AYHE AAH ngde BF FHAE 9 A
gt} ol E SR 23H FeElE ZHIE A (virtual reality)2A W
o3 8 S glm, o sHEAe BE AL AZFH A (telepresence) 2=
2= 9tH(Steuer, 1992). ¥AAAZL =2 H FR0M 9 Fgez YEd
9= A7 (presence)t WE=EE AdozA pFEFRAMY N7 guidn. 9
ANAR S AR FPo2A Zetler(1992)9h Biocca(1992) £ Steuer(1992)9]
FoAe] BEY AA8AE AEYTH F3FAEAHS o)F A & dewH, B
@ 7]z ZzH oz FxI vl #73e HAAsE FFS LI FxFEEL
AEA 7 wiE #Ae FAm Wi d%FE A 5 e cia=
2 AFqMe 9AAARS /MEEAY AFUAcAd oA dFd #4H 3
22 2359 A9 we Y523 FsFedezs FHEHE M A4 NG )
g3t ot

o
H
]
s}
o
i)

4) D2uj=

AL v F e Muas a4z FF grLTS
= uaAe gEHI 2FAd date &g E‘l%‘a‘}‘q olgle} BAES Ho
g & # Uk olgd wdE dHN &9 JHY t °
AL Aotk & A A HHFHL =S F O]" 3
o] ZpdsEs vgEgn # o1 ALdE A ¥
ot} ® doAE Hoffman & Ingram(1992)°] Xﬂﬂ?} AR g g stet
Jarvenpaa & Todd(1997)¢] mAAH]~ u84, Keeney(1999)9] R4z & wtgo2
oANAY] FLe nAXNGFH wiARe FANAN F@std nAAFYH AH=9
z2@e nHT £FAA ANsGnA 9 AU HFEAANe nAHE TS
Adsete 7% 53 233 Al &3 B Alole Burg JHAuGe] 47,
a2 olHee HAdFE B4 FHoR MFFeA

Qd #%5 duElol wms) e 2HAE] AeIM g 2HAEL ARAAS
1%9—1 Az g AFWLESS AA 43 JFE + ;,l‘ﬂr“ THe &
o olald oul: JEHUY wAH SolH 54 Adstd FEAFUACIEL o

5 &AM :
el AvHEAN FE ARE ANFTE uje AV BelA F& FE
82 2uAe AFEHY FrFgd st FASst, FA FEE Ao 3
7}‘}31 Nz £NE AAS UtE 45 AFUAIA HA St A
& 599
A
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o ¥ % gomz 2uAT YFAAE £ AF YAE2YY 19 gUg F
23 9 4 e FALG ATLEGE AL oo Dok

2 ATdAE FERA U 715 AU LRI AFAHAA o]
AEste AFL 44 22 £ 9 J5ez AdRag

6) HEMSZ

Aro Ade 2HA7 A AAYES FHE7] Astd AY, 49, B
7t gACdA T qAEA S el dedty FEF AEE 8T UHA
A EEAM AFstE FEE Fatd vt FoldA 2 Aol LEF FA
= 7HAA Ha, AFTd AR ARHoln, AEAH S E%a A8 e HAE AE
3 Foz dsted AF dY T FRA2EANY JTE vy, HASGEMT
FTES AFHRE ATHoE Ydto] v AE WF Jr?‘é" AR FHE EokA

A ok
2 dFME HBAFTE Ducoffe(1996)2] d+& nigoz ARAF AUdS <l
2| TN HAg FAY AFARE FE3] AFseA dis AHEA7 A

N
o
e
O.u ._._,

AEn JAdsetdh

7) I1I%7}il
Aol AFES Folsted dAA FE AFold H¥9 AFA FFde T
A BExE zﬂfz}zﬂ Fujste o] ole AFL2ZHE AAHE /HAE Foist
E Aolgt 2 4 vl Monroe(1990)E 7tx1 9] 7Bd-S FujAst ATgA A4 F
é_l(quahty)olb} e Fujzzt AEsE MR g AR BAZ FHFATH
TZHo7 Hog dvd XE BE B HUES 2T FHNA F3H 7
HAegdel dig AwkEd Frtgtn & F Ak Zeithmal(1983)& whAI® Eobell A
AHEE A= 7R diEd AGE 4 JFA FHAA AREE 6 Qled HRe @
7R ol3 JHX e AT "ol A& 7HAT FA Alole FHAFAoln

duz st= Re fAste Aeste Aol st
& ATFNME Zeithaml(1988)9] A& wWiB o2 AF 7HA] @] nAe] T
mietizl shE WMo deln, BE A%E AT F& FH U 2 g

- E Adgsedd
8) HAIAH

AW FAM ] Agrlz2de e AFA A FZol wmaz A2d oA
Ago] Aoz FAH glojof gt AuHAE AHo2 79 FHE AxH

- 67 —



8 clARTEAT A8PE0)

o ozste Age ATy WEelth I AolEe FHEEFAA sIddel &M
A7b Fulstnaste AESA L FEYRE AFHIAS T B F U=EF A
dale] Tod, auxe dANM HEHAE F3] AT 7]@% ke
= AEL AT FES UH, FE4 B ARG s, FEI 4F R Aul
b auelA MgEs A9 3AY FAE AXNA Hed, A7 FIE 2L

2
Aeedl mAol wEA mAe gHaFe B8 5 lojof drkE Aol Delon &
Mclean (1992)¢ Al2®le] Ag 24d: ATz ALEH o] (ease of use), HZ &4
(convenience of access), Al2=®e] A=A (system reliability), %-&A]ZH(response
time)5 < A A3
2 A7 ME AgA2Ee QEU AuET oM Aanlxbste] AR olLd
slol Al o] AA A= Adsat Ao

2. L E IR

aMe a3z 2=X77] 95td AEL Fostn AAE#o. w1 &£%3& st
b dojA F3se FFHY FEE 74]?2}%1] Fuist7] 998 o] ohvzt &3
ga AAHE stAE Tusts Aoy 2 4 gtk F wAE A B2 2A
o AL sHAe AFARAN FHE F U4 °]fﬂf5} 7txE dEd AHE 943
oz z=pgozs WA A4d A AT gy BHEY AH F A FW
oz A" & v ok ATl WE B TEAHQ oFAL v A
o]}, Holbrook ¢} Hirschman(1982) %l 74]%3}—'11 Babin(1994)%°] H=E 7¢s}
o AT AHY 2uAE 2PAF A 443 == AFH JINE FPsA Fed
AeA 23PAE AEFFUt d=Holn FU% {%%5101 dom o]l A-gl
dojx|= Adolrt EF ALF FFNE AuAZL FRF Pad o) FrE: FHUD
Anz A Uehg 5 it oled A4d sie @A fgg AR olE W
ojd 2 glom ZAH WA Held A & wF B AUt ojE e
o o2 JtxE 23A Q A o]t} Babin, Darden, Grifin(1994)2 243 7pX ] @&
g AFo)A 2FoA Dad AL ZAFIAL o, ZaJd FZEL AU |

o Aed 7HAS & F Uvkn gtk ols} Zo] HEH 2¥AEL &

A Exoln, Fg BAHH, FHU Re= “/‘]-301 2 Aol ¥
3 =gdoez Wad BAL Fuldel aXE Aol oty

=
bl

A%

fu.

A
T
d

L &a3e VA O

£33 AASE 7194 G/t Ee] LH3AHE ’1‘:}_’ Al\:!"’]’ A4 712 F
oz dodE= AFE AAT Utk o AT AFGHY £JL 7t RS £BE B
yrlg XM3ste A golth(Bellenger & Korgaonkar, 1980) AAZ A7 AES
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TojstA FulstA A o) &P AuAAA tgFd wEe A% AE AT
& thH(Markin, Lillis, $ Narayana, 1976) ZHAEdAE &3 7tXg =8 4 =
g ol g Hed Bae 443 XS FAG7)E SHoloE AFF JAE &
23] 7= =do] A EAH o L AFe Ful, AFdl ourt v
BotE &P 708 AAd e AL deH Fo] E FE & F AU
o}, o]#]st I =A &W7hXE Hirschman and Holbrook(1982)0] E&Ad ‘&g €4
+ F9'EE dddE0
3 747 2% Ao AuHes zZgsA Hu, 1 A3 143 do)
SAHOE olE 4 QA Btk F AEF, AFH Frt g&FE T
& 2= 9lt}.(Mano & Oliver, 1993) =3 D1do = <y RAFA
T & 4 it} o]9} #AstH Sharma & Patterson(1999)2 AFY
gol Mul2el 715HA Muiart mAe] AFHe} nAFe] BARFA
Atk AFYAIA] glolA mARe] HAge] #AH #BdEE FI}
AHREA FZF EWel gy spxe] 9 Aoy & F Uk B
dgtow 3 7153 445U JHAFRE Fid 4843 23A
2o 23742 ¢ 1A A7)NFH BAZ 238+ 3
. Moorman, Zaltman and Deshpande(1993)& #71@A &g thal
= BAS g4 98 ASHQ 9oz Ads & ¢ gtk
PYEA o] oz &YL AH[AE] FFaE HYoz F2dd
Boiw auAgERotd MAATFES nEd f £ A4S AT ¥4
Z

o
2
Lo,
s
i)

o odu oy

ki

lo
. O

[
o Hr
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v
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o
N

L2
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oo NN R of X
ooy e o
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o A
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B s

o}

W it

k“.LL;

-

wEs Fa #Be EWoA HZE 4 Utk dHR aFES FH
AEFns HEo Z1E ARAFTY EL ATsn Yo nHeEA
sd 344 52 swAsin o @ Aoth(F, 484 HY) =%

Ao A AgudolAgs ¢ ouAE F3 o
27t Wejo] ATHI E Rol AT (F, AT AY) ojHF HIL YHU
AFENN 7]eHoz = 84Fo2 FAY F Ut £43F BEo] aHAEC] =
713 AT 4 g He 2Wor RBFIH B £ Jd: ES ATsd Fdn T

& € Aol

@ ALE
A A DA% g
5

rir rir ol

lo

3. Y 7/X|

=ws gze ws A2 doz=y de AHd zBAY AA HlAE nAD
Ae) (e-CRW)Y oA AstA dEss a6 oj=1 itk 25gd] oiA
1 Zp-gel e BAC] d@ 22 ZrA DA F5E RS AT BA

4

2
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10 chARSSRET A8300)

e E}%}C’E Aste] Bk F71HQA #HA 5o vz gled, 714 7Y
159 Y52 datqd 2uxE AEFHoR FASHFE Doy F=xHA gle Aol

O

t}. Gronroos (1994)= siAEol@ AT o FEUSS #A FHHL TR0
£AEY, 28 BAS FANIE RezA 7 FAAEY BRI FEHH HFE
= AYe Axsn ok 23 1A A9 BAY FHS ANA 4EI A
date dFstn ded, AL Aol uAe F&g T uAL FX3,
ANFE Boldzgroz sty BAVE A, TAHT nAe ¢EFg o]Fo Wi, F7I
A #A7 gydvs Aotk

A Y A MY BAFA ) #F AFE S AFH2RE o] FofAI A&
), Bauer, Grether & Leach(1999)E 7|glo] mAze] ¢t AHAAE 75 -
FAs = oA Foe AL FEY@A) U ARE FAse AF 1Ad
fiate] A, B 2L FAste Rolgn FHARAT &2 UHUAY T8 5
A ol47tE4, A&AY AROA, AHAA HF, A5 284, /A, AR F
g3t e FAste vF, 24, A U]"‘]“ g 3ol disteg dFech oA
A QY BANAN AL FE§ KA AIL TG sEHE AVlEtEA 47H
3 Ut & Rojth ggFd AvolA *’7““}7‘4 A, #AXNEY, Y 5 FF
Al 2¥E HEH FAS AAstn Y& v o] T2 JHY &£WE
el v AFH AE AL EA FAT F J=UR o F & Jey o)
& ZHAAM B AFdME dHY 2P B g A7 AT A= £
A Az 12 BAZ ASAFNHE JEZA Y BANFAH] dedry B1 1
AFAE NdEstA

=

M. AZE4E A% =447

1. d7age Mot Jidel dF

1) Ao BA & ,
2 ATAE e APENNE AuAdA 715E wAY Aesols ol
A2l ARAF, FERAT, AN AAE B2 ABA AL, EEREREE R
299 guel AdT e B¢ AAA SUAAS OA, AFAAZTH 2 94
4 AAmY $98 B cve AL Ad GEE The] UR + 3¢ A
2 u3 ojdd AHY 4BEY S0 &P A HAE G B esta
£97Ae] Aol o nAFAG ML dFE AARIA <Y 3-1>F Zo]
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=
#3732 =

Aol o)t &£ rEx|e} A F-A ] B AF

11

AFEYS YA Bk
(a8 3-1) d32y
7:}
a3 gxa
8 |3 anaaz
L x| A A = | 4
& 3| «97%) 2
N e S . bl | LARE
= IR r
; 7| nAu e A amx A1 AR A
Ils| wzan
M EEE
° 15 AFHA
4 AdA 2w
2) 7iMel M
2 A7AE dEY £ES THSE B4 F 244 509 540 a%e
oM SAFHA ANFE) 9B WA & Aokn w3, £F FYHoln AFH =
Wel gavt A8H A FEe] FFL MA £ Yk 442 Boza sHHe 4
st ool me AHU £FEY T 54 Faio A daH &Y
ARG A% nAGA ] BHol o] Rk Wl F4F AP L T T
2o 7Hae AAsgr, S
<HA1> AEY AP T FAH SHo] 2258 AFH £YAN L A
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{Abstract)

A Study on the Effects of the Characteristics of Internet Shopping mall on

Shopping Values and Customer Retention
Kim, Yong Man - Kim, Dong Hyeon"

Internet, which has been developed as a new exchange revolution, forms a huge
virtual exchange market, and the innovative electronic commerce has completely
broken off the way of existing goods distribution.

This study begins with an awareness of the importance of customer retention to
keep winning over the competition in internet shopping mall. In order to explain of
the customer retention between individual and internet shopping mall, the study
introduces first a satisfaction on shopping followed by an awareness of the
importance of customer retention, and looks into a formation process of trust,
satisfaction, and relationship orientation occurred by the offer of valuable
convenience to customers. The study also explores the influence on shopping value
by the characteristics with which internet shopping mall can bear, unfold by a
cause and effect relationship the degree of shopping satisfaction, trust, and
relationship orientation, and inquires a question to find out how to fuse the
characteristics for internet retention.

Therefore, this study has the following purposes:

After examining prior research for the characteristics of internet shopping mall,
it presents a possibility to connect shopping value with customer retention in light
of theoretical system on characteristic elements derived from emotional and
utilitarian perspectives. In order to achieve the purposes, the characteristics of
internet retailing shop included site design, virtual reality, web awareness,
customer concern, merchandise search, information supply, product value, and
transaction system. Hypotheses were set up for the relationship with these
characteristics and substantially analyzed.

To prove this research, we analyzed collected data in which customers had
experienced in shopping at internet shopping mall and discussed strategic current
issues about its analytic results.
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