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Wilson, and Davis 2003; Hitt and Frei
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Anl 2 FA(Sousa and Voss 2006)S 57}
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Gilles 2000; Holbrook 1994; Klein and
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et al. 1994).
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Fanses, and Hoekstra 2001), vi¥l = (e.g.
Venkatesan and Kumar 2004), 18]i i
M8 (share of wallet)(eg. Verhoef
2003) sol A et} ool thste] A
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Ad 1FAQ) 553 ZH(Berman and
Thelen 2004)= 7FAl 2L 17] ool An|=t
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et al. 2004) ol& BRI =4
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B AFeh = 2e 5449 Wt 9
& WA 215 oete] By we 9
F= Ws Jbedel =ua & 4 o

(Gounaris and Venetis 2002). Gounaris
and Venetis(2002)= 7193 0] A|&3k= A1H]
2 FAS U A =8 A 4=
TRt WA 7 = (relationship strength) 7}
s B 7]2AQ Aus F4

Jate] Bt =& 2o Anj~ F

2 3
jas)

o
o5
QL

>,

1§74 A 2A ALY

2 2 oox ot 4y o @ N oY dft m¥ fo

<

E

8

o

=

5)

=

A Z2A EAw vste] 7|2 Ao P
A e2A HriEY, wEA AL &
W2 SN HM(cue) A el AT
wS ow HriEh ARxor =
Fo FASAHERIE)S Hels A
o] Ao uAAFNoRA HEA =4
o okslEE o Hris 4 9tk o
2o = FES vgoz B AT
= ooy 22 HEe A4t

7} 6a: FHiRIEE thAld o] &o] HY
FEREEEE

FasA st

o
BN
i)
rE
4
fu
2
12
i
o

and Ahtola 1991; Jones et al. 2006;
O'Curry and Strahilevitz 2001). &%
AL 71 & ABH EAE AV He
tl, o= Thaoll olelgh Arsfo] WA o
7190 &l ®Woh o Sl &4 skd

7Vsidol =9 g 4 JQtHShiv and
Huber 2000). T-Wj¥1 %7} =& 11700 43
Z7 %

A oA Helyuhs

=8
SHAl #B7kshs el Al ol gk S7
wol WA= WASH R ae] el
=g 9% 9 dga @ 5+ gl
5, ¥ 77 THRlES Holw e
B W pae FrRlEs Hels aA
ol mlste] thald o] g-o] Sl WA=
FEFHL s Ak v Eepd
RME7F Sk s F7HAH1 Al el ol
=7ES STHIE AEE AaT gl
2 g7tk ol @ = FE WS
I TR QAN uA-TId A S
FAMSEA q8s AWshs AT S
Ao AREEItHHomburg  and

Giering 2001;
Monon 2003). °o]#3gt =24 +AE HlE
o2 B AFqME gy 22 MAES A

st

Homburg, Giering, and

7Hd 6b: Rl = vAld o] go
1

sl A AL

= s B

E

a7 "ol efuo] gl A
=0

[SR=1
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—_>‘4—1‘,
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ox.
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Aag oz Hiy
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CHiE 430 A0S AFFELY O02-J|8 HHEES 3 33
W5 A dstr] fste] vAdstE 1186t & AlFTulell diE #ieto] rhsdtthe
stoh 2 Aol AdE o 719 e 2Rt 548 7HA L itk
gk Qe H dF S o ® Abd a7 o]y o]l ek HEFRALE Fd
S AA e e AREA 2de digh A ARaH dxE st oe
TS getsidn olE wigo® 5714 2o AR, Z2A4E feted EyTS
o] AR AdS dAsA =, ol Aol RG-S AERAL AGAH
o= fAlolE, o=l HIE JERE, o]z dA7IZHENYE) Bt HAa 23] o]
AL 9 FAHEA olF HEoR AHH TRl =T YERUGAL Qe AMAE e
g gad o] 8-S A%t skt o 3ttt (Kumar and Venkatesan 2005;
F 7Idel TV % #re Fash 22 o Kushwaha and Shankar 2007; Thomas
ZulH] FaE st 9oL} o= Aur and Sullivan 2005). 2 23] o]/ Fuj=l
A AgyAelAd wiAle]7] wiitoel] 2 AT L7 eyl e AHAkE God o]
of AR AIFPNA ALkt © HAE &dge] AR & AEs Fst
Tk g e A exZedl HxE of AFS T S onetr] witol
Ao g2 orFe AFTH AESs a2 thAld Avjxiel wddAld AvAE R
A Agsta e, AR GAkolE, 2 at7] 9l e Ha 23] o)A FHiRl:
2pel A, mukd, st 9 dag F3to] 7b 87| wiEelga & ¢ drk HA
a7 AlFTufe] thk T}ofo] o] Fofx] 23] o] FruiRi=rt vt e A
vk dRkdow tad By vE A < 3 dolEHo]~E Fste] HEHA
TolA = AFFu AIEA F2 A 7HA o =24, BY A4S gider dEx
A PAtolE, Ax 9 Jtg R 1o gt AFS AT AEFRALE e ol
TES 33t JvH(Thomas and = 2 A7y @4 e EA &P
Sullivan 2005; Verhoef et al. 2007 %). =L @YY A2 LA & S
Hu 2 AFoA = AueFez Qg A A gEo] FREA G 2o
BEAe] A, Bubd Fufaide] A Al | dgS votatr] fgtelgta & 5 3l
2 JuiEEAY 5SS st A o AR, AERAF SHAY AAMSE
ol Hasgk A 9 V& ATt AEA F NAWAFE st A 6719 Fte] 1A
< aHste] did7Igdel B3 57 A tolElHlo] 25 A5kl AET vl Aol
S AFT Ad= dAste] AEFTA o & xS vgYe FuidEs Fobdha
A ol & FAstA vt i HEol aAe] JAFEAY WMFEE F7te)
A AT 3PA FEFA(LA o] A7t o B34 A5E FEH3}A
=& AAsta Fuhelr] wiiel] HEE Aazabe] Af AW, A9 2 A9E
1) o]+ ArkAQl Fee FA|BThE iy 7]gel AFste AFdd BE(AE EY, AHEAY,
AREE7], AFEZIAL B)ek dae] B AF] uid FUHAQ ARATE flete] FAH WIS

7b EEe] = dH.
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NEAFE e AFRLFEL Foho] of
Folhth AW o 45009 9] 8 An7)
o ouale] oJF AREZ FUT

o 2 oo
o < 1o mf o\ W o

o2 =439 H(Ansari, Mela, and Neslin
2008; Kumar and Venkatesan 2005;
Thomas and Sullivan 2005; Wallace et al.
2004; Weinberg, Parise, and Guinan 2007).
ARG g o] &2 AEZALIE 38t
SAEA= FAH R AEAE AlE A
A 1NE EF 57 4] Ads Estke
ARENS FYsI=7t o FE SHSH:

= ShSith ofell wksto] ARl vhAfd
ol

g2 17 doleHol g Fitol 25
Aed FAHOR HREAL AR NFL
2 o4 6718 ok /1ol AFHE 5744
AFETH AL kol AFTHE St
A7t RS Botel ARG B AT
o A9 AwrHQl bl o] g9 YuE 7

Aol 7] W] &

A AFL FHste] JREA 9 A F T

olgAQdS =AH3A & ATHNoble et
al. 2005, Wallace et al. 2004).

T 7K 8 &aBdAHY AR

A 7d EAE HE(EE FelshA

52 N

o)
o
=

- W FhHE AT AEAE E9
of ZAHJG. &aBdde 45 ¢d A2
FAGelA AHEE 54 =7E vhAd 97
or ggste] F74o] ofFof vk AL
= &agollde] Azt Bl o] Hefow A
osta, A% 45 g 54 2
HEohE 2 AATE e dkd An=

A 2] &3l (Chiders et al. 2001; Rohma and
Swaminathanb 2004) 4RF4<Q1 P74 o
24 A SAwd g SAHS 79
stttk FAA o= Held ol -9 Childers
et al.(200D)2] AT-ollA ARgE Al 744 A
Z9} EA%9 %9 Mathwick et al.(2001)
o Ao AbgE A 7Hx] HEr) thAd
el BHA A AR EHAT ARt
A9 Htol vAld A 1A
S HE3ZI A7 (Montoya—Weiss et al.
2003; Wallace et al. 20042 ai#lste] 7]
Aol gt vkl o g R 2
7HA gEow ZASAT aA-7|Y B
5domA #AZIHR Fuiiee] A
A HelgHol~E Fste] A

HAZIZEE] S kAT SA
o o]Fof Ao mA AHEZAMFA

ZI7HE) e =24 S = Ao (Bolton 1998;

=l
N lo

Rl

o)

Verhoef et al. 2002), Fui¥l=9] A$ =
Aol o]Fozl Al A 671€ 7|3 <k

of ¥yt FuiMER SAFJT AAY
kol 6704 wIREQl aAe] B F vl
SAHNeH, #A7

Fol 670 o]l mA el A5 F Fuinl
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=
2xo > AW o A on

== ‘?}:?%L‘?l?l —’F%_‘li [RR=REE
(Nunnally 1978). ©o]& =
2 g4

o
N

Q2% X (confirmatory factor
analysis)S AAlatTh H]E X7 gho] &9
A vehda Qlovk(x’=30.866, df=11,
p<001), 78539 k4] Fites GFI=0937,
AGFI=0.967, NFI=0.987, CFI=0.992, RMR=
0.037, RMSEA=0.052% e} o] vk
28 FTor B7hEAtH(Bagozzi and
Yi 1988).

el A (convergent  validity)S A F A
2ol gk tzke] 93 AVE, Composite
Reliability A&E &3l B7Fs3itH(Fornell
and Larcker 1981). =& A A )=k o3k
tgko] 5 SAXORE Fold o e
Uil THp<001). E3 AVES] A5 #el
e 068, A 076, 28] uATE
< 055% uHEhal lon, HgilEme
49 AYAPL 086, AR 086, 1L
uATES 0712 ey 9o Bagozzi
and Yi(1983)7F A= AVE 05 o]%
a3 HFAFEE 07 ol VS %
ke Be® HJrre ¢ vk BEErdA

1_4

(discriminant validity) HEZ Al 7FA W
HE Fote] Arkstdh WA FANE g
FHAAAE HAFE O AT B% Al
-7kl 1.00] E3H A FES FAEA
t}(Anderson and Gerbing 1988) ©]¢} v &
of 270 FAEeRE AAAN EE A
tiste] FHATE 12 AfA I =
o Al e ghel] x %k 5<}°]7} frol st
Ehue S gl o,
¢ RAFELHAVES] LE A7
’c? A (squared correlation) 2.t} =
215} tHFornell and Larcker
1981). ©]#?3 *ﬂ 74 dHEEd HEES
Fato] adAFoRA AP =A%,
‘if% AME uge FAddES
<E 2> A= Aol A A}
WUFEe 7| 28A% 2 Juad &

o
ot JX&‘
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TN 291 291 2 29l 3 Cr%ﬁ‘;h's
72 5(CON) 091
&%o] Helsrt 0.97 0.18 0.17
Azle aPEe AFsta ot 0.77 0.29 0.21
Z72(ENJ) 0.87
Actair} 0.17 0.78 0.35
zo 170 =uf 021 0.76 0.19
=3} 0.25 0.72 0.28
A TEHSAT) 0.73
Ay wrEe 0.27 0.18 0.75
&% WEL 0.25 0.16 063

e Bk ZFEAx ISM PPM CON ENJ SAT AGE

PPM 2.24 0.78 0.37"

CON 5.03 141 025" 012"

EN]J 543 1.19 034" 0217 0.48™

SAT 5.60 1.09 012" 0157 042" 056

AGE 37.19 29.01 010" 0157 0.01 0.05 -0.02

FRE 6.44 6.97 042" 0527 015" 0227 0.09" 0.20"

* p<0.05, ** p<0.01

4.4 2N 2 TR GIEE W AR g weda ol g

2 tAd o] &(MCH)o2 Aelstgdtt

=AM E A FEe AR w go0 ws gag oes = sz

o1gel hatel Al /A FEAML BUE g sameo ojn sulxte] o
stk A, F A F3 e v
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g ol& Aol dig MR vE SHWEs FRE =71 %=
2Ae AAS 7L 7] wiEell o]& b €, =717te] Aol|A 9] o e g
gkl wel BHH TAAEE A
oh A9 ARE 2 A SAS A4 <ag 1>o A AAIE Ao st
o] vl thAlE olg, F AREA W ool mjwWe zAwse] g
A ol &(MCHo)3 AFTW vAld o] o Azsl] gafe] 7]2e] Be AToA
4 (MCH;) oA 48 3392 Abgdl W o®x Baron and Kenny
ol A ZAHE A A (1986)e] ATHHE ARSI o5
HE 7he] JAFABAEA A AR H = WA A-B-C¢] 1ataA <A B uH7H H = 2 A
o 77t BHH ATPRA TAHRE A o 99e W] QM= A A 7T
2o r Aysal Slth(Han, Kim, and ¢ d#9] 3|7 RAo] o]Folxol a8 A
Srivastava 1998 &). ¥ AFwgge] FAHr AleRdTh Al 7EA] =9 gAld o] 8o
we Aow AAshd oS3 gt ate] AR A3 F 7 BAs
A BAZIZE Fofnl=eke] Fo kg &
(1) CON= ajy+ o) (MCH,) + o, (A GE) =7 Hao] T FEE Frlste] Rd
+ay(MCH, < AGE)+ o4 (FRE) & 748 5ith olsh tj&o] Sgussol
+o5(MCH; X FRE) + o (ENJ) 0123048 #ar7]7] gste 2t ¥5g
e, fori=1,23; wESE gz wasel wsus,
(2) ENJ= 3, + 8, (MCH,) + 3, (AGE) BE #AZAI A VIF(variance inflation
+ 05 (MCH; < AGE) factor) %7} 13} 2 Abole] Sz vpeh}
+ B (FRE)+ 55 (MCH, < FRE) 31 glo] thzga4ol aAASe] 432

FO(CON) +é, fori=12.3  wax gras gasyn Lo 229 9
o] it Pkt geA SAFEE FAl=
q

(3) SAT =~ +~, (MCH,) +~+,(CON) A o] E-AFA (heteroscedasticity) 8]  FA| =
+75 (BNJ) + €5, fori=1,2,3; sty 913ke] oRatd wAL whedd

3
S|AAG F4E AA A THWhite 1980).
o] 7] ol A
MCH, =&%* HAE o] &
MCH, =3B ttad o] -&(15M)
MCHy =A% o2 o] & (PPM)
AGE=3A73t

2) F M HTHWS sA0 nEEE £ 02 ofEE AREA 9 A4 gAd o] & b
2 AT Amsgge] Zeolgte riddgitta 3 4 Sk =, XéiE““ oA o] &2 A
ZAME Bt aEla AFET oAl o] 82 1A dolEHo)~E Bt S5 9l
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A% 3AAS7E 0.09(p<0.05) &
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4> 0] A
} 3 TH(chi-square= 9.48,
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2 A% OHPE: AFFEL 024-7|18 HAHSEY 92 39

5.2 ttxg o|8n 4£EEY A FFE VA Aoz el SHA
7Pd2agk 7HdZbel A oA o] 82 AL ST e < S Bod A
T A A 1274 (7,=0.20,
ol o wH Ao Agar <x 3 POODIH EAE(3=047, p<OODE 37

B>olA AAste wheh ol @A oy Ul FeHoR T IFE vAE
Y olge qp/]M(al 0.12, p<0.05)37 =7 Ao 2 Yy ok 7 7HA 3 o
A o ZA7he Aeld <E 4>9 L4
o 1_ A O o] A
W(ﬁl 0187 D<001)°ﬂ e} O"IO]J——' TI_‘/]"1 J+°ﬂ/\144 g11 ] T‘lj Aéfq' %7%%% 12’4?—%
A S MAE e R AR G e qmon 2ag9 Qg wAs A
:LFJI'_ <3t 4>Oﬂ}“] Z‘“}\]—O‘]'li H]‘Q’]' ZELO] = L]—E]—L]—_TJ_ 9}]\]—4_ ‘f_, ;gi%pég q_jﬂg
= 71A] §389 g ol ZA4E 1y
N e i - ol-ge A$ WelA (22020, p<O0DT =
e ASANE fARE AoE ol A
oz Uegm gtl. = AR thad 7475(73 =0.49, p<0.01)e] A= 2] &k
ol WM (a2=011, p<0.05)7 =A¢ I AFTH A olge] B Wy
(82=0.19, p<0.01) R5o] thate] ZAHol =019, p<O.0DI} E71:(13=0.46, p<0.01)9]
WFE WAL Ao Yehdm ok Ag NS G B el e
o oA o] g9 Ao w2 Ha Ao vebar glvh w7 32 S ESd
JFe FelHoln gre Ao veptm  thal @ F Aok
J = o &
Qo ad=ns), EAE(F=008 p<0.05)°] ik Heel 7k 4 X = 7 7k 7
3 ) 7 = (ele) o)
L 3RA R foHel e wHE 4 ) oesuema MR SAEE 2
om vhehta gt elele wagshe v o0 0 ST AN e aAws
%]’_O—i ?37].{5]_% 7(:3]_(?_ E}'jHLF'j o]%_ﬂ]_ _,/}_%] /\]L-]X]X_q'?l 0363:% U]X]'C ﬁgi Xﬂ}‘]b‘]'%]\
E3LA N Q o 5 T
ARl Aol i@ e 2 eEg - SE0 AR 18 wEd <
W8 % o B>¢] A3 A AAlst= AAH HAd 3t
zA%e 45 THHY JFS AL A
5 3 AT} DANIE o= yehal glow olyd FAHA o
' F Fako] wANEo| Mm JFe
7Hd3ast 7HA3belA = & O RA WA= Ao YEa L=, 271w
u

AT EAES 2L

=

el 24zt e Al %6&(@6:0.47, p<0.01)3} e

p<0.01), £33 d 3 AT=(b=1.196, p<0.01)2] 4% FAZAF7F A+l 224 AxE Ho|:=
Ao el e W thajdelge] AHadZA thajdo| 83 uANEe] #AE 23]
g ()9 F95 AHE Holx ALZ yelya Athb=-0.391, p<0.01). 5, T3] 72 ol A
S E}xﬂﬁolﬁ I pAREETe] H(+)9] FoAQl A= viARFE 18t A R §94
d AL Hole Aoz yeha itk ol s AxE nigoz Hrists A4S ohAldol £ 1
ArEake] AAA P AEe Al RFEEAY JE8S Y5t AR F1H YT

RS

}4
i

)

N

k)
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e EASe J3(BE=0.43, p<0.01) %
T ofreFel AdE Holm glon o]
AdE F A F39 g o]l& 7h7te
FEAME AR ARE Hola QU<E
4 Fx> ARHoR xWAPoRA A
A EAES wARS fEEo s Ay
Al e "R A W ool A=
AT THAR] IS Fste]l RS
AR JFS nAE ez YEhal
Atk webd 7 4= ASE Aem Hut
& 4= ik

=n.s )@ AEFFH FAE o] E(aj=ns) &
oAl JA IR ZEWMFREA L] HEo]
YA i vk w7 Bas 7]
2t Aew Hrte 4 gk

7Ha Bhell M= #A7ITke]l thAfd o] &
I EAF] HANA =AM FRA Y] T

of VA e Adaslt. o

3
S} #o] T A o] &S aHF &

u

X

2AMFEA ] 4TS FYFHA
t Ao® UEhtn Qon<E 3 B #
lelg st oAl o g2 F AbA

Ae] oJsto] yelbA] @S B olyel(g;
=n.s.), ARG A o] &(Fi=ns)¥ Al
FE7 oA o] &(Bi=n.s.) EFOA HA
71Zke] AW FREA Y] AEo] YERA] &
I Aot wElbd 7 She APy o=

A7k 4 slvk

542 Tl zo] A olst
7H GadlA= Fufniert ohaig o] g3)
A e AN AWM ek

Feelx]) 2= Aoz 7HAstgny B3 v

g ate]l wAlOlA  dWFmAe] ol
UeEhA] @8 B ol a,=ns), HEEA]
thd ol &3 az=ns)d AFTH v
ol &(ai=ns.). EFolA Frjizel zdW

s2ae] eato] EA 23 ek wela

M 6at AP Aom PR 9



CHIZ ABL DHOE: ABFUL DH-7IY BASH 2Y 41

44 ebel A FUMEsE Bl olg3t e oAl ol g A47e dioR RE
A% WANN xzAWFEA e @ AdNE Az de ARE wol: A
Fashs Aoz et AR vl om yehta vk & AR oAl of
2ol BYA Tl o8 1AW BAAW 83} ALY WAL TruEe =
FulNlES A olg3 EALT BA  AWSEAY o] UEA g wrwel
ol 2EMRA L Ads A Ae (flons), AFTW A ol g3 E7%3

2 Uehtm Qrkpi=021, p<00l) <

B Fz> s9A7E &9 whe M 3 ogdte] yehua ltk(2=-0.19, p<0.01).
iha

o2 Yehar glo] thajd o]g-o] &A%l A g o]4L Aoz HrkEle A
A G uAe] PilE} Beas AR 0T A gh= AEE i
71:}.{\__?‘5]'% Z‘I_O_E ‘?17 [y /‘\ hjr 9}]\@4)

) g1l W wAe] AdAEe el zxw AesAY sl pAYEEe] g

39 ACIAME RS ZHWERA L

12

shol vhebg Az AzhAd ¥ AelAe BAAY ol §Ash vhald o]%x} ol ARS

Qapgol A shobs]x] £33 FERAE A7 EAT FeAol dE AR AdEH AAAR
FOAA F AL oS AEF uARS NECRP oy o] 49 n=631, %7 ot

A o8] A n=559)3te] T

el Aol fAE Ao WrbEo]
o]

e ks
BHE FAAL, oIAR BADAE A AN
ATl AAARM=660F ol 3 LAANE 145

A
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(£ 3) 5248 CiHE 0|8 +Z0M EEHol oty U A Mol =EAY EAMADt
A F3] 77
TENS MCH:" CON ENJ
0.14"
SAT 0.42"
1) MCH:(ISM)¢] 7 9-o%= 0.127e] ™ MCHs(PPM)<] 7 -oll= 0157
B. thad o] 8- A - ARt djg #4439

TEHEWUS MCH: AGE MCHi1xAGE FRE MCH:xFRE CON ENJ
CON 0.12" n.s. n.s. n.s. n.s. 047"

ENJ 0.18™ n.s. n.s. 017" -0.21" 043™

0.09° 0.40™
SAT -0.03 056™
-0.05 0.20™ 047"

1) Ordinary least squares regression model estimated with White’s(1980) correction for heteroscedasticity.
F2) T3] F1EA ] adjusted R79] 7 2F2F 023, 0.30, 018, 0.31, 0.34%2 hebe
* p<0.05, ** p<0.01, n.s. = p>0.05

(E 4) d=E4 o ZollMe| EA Tt

- =X

HZEFof ot ol

A AREA tAd o] &(MCHz: ISM)

TEAT MCHz AGE MCH2xAGE FRE MCH2xFRE CON ENJ
CON 0.11° n.s. n.s. n.s. n.s. 0.45™
ENJ 0.19™ n.s. n.s. n.s. n.s. 0.42™

0.02 0.41™
SAT -0.07 058"
-0.08™ 0.20" 0.49™
B. AlFE ) vAid o] 8§ (MCHs: PPM)

TEHF MCHs AGE MCHs>xAGE FRE MCHsxFRE CON ENJ
CON ns. n.s. n.s. n.s n.s. 0.49™
ENJ 0.08" n.s. n.s. 0.217 -0.19™ 045"

0.12 041"
SAT 0.04 055"
0.03 0.19" 0.46™

) Ordinary least squares regression model estimated with White’s(1980) correction for heteroscedasticity.

* p<0.05, ** p<0.01, n.s. = p>0.05
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Multichannel Shopping and Customer Satisfaction:
The Role of Shopping Experience and Customer—Firm

Relationship Characteristics
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Abstract

In recent retail environments, multichannel customer management increasingly has
been considered a key element of successful CRM. Although customer's multichannel
usage is believed to be potential cause of customer loyalty, the theoretical explanation
about this causal relationship still remains unexamined and unanswered. In this paper,
the authors present a systematic framework to test the postulated “multichannel
usage-shopping experience—customer satisfaction” chain. To this end, we examine that
the two core components of shopping experience(convenience and enjoyment) is a
mediator of the direct causality of multichannel usage(based on both information search
and product purchase stage) on customer satisfaction. Moreover, the authors examine
that two types of customer—firm relationship characteristics(relationship age and
purchase frequency) is a moderator of the multichannel usage-shopping experience
relationship. Using integrating data with survey and customer database of multichannel
retail company, the authors empirically test and substantiate shopping experience’s
mediating role in the multichannel usage-customer satisfaction relationship and
customer—firm relationship characteristics’ moderating role in the multichannel
usage—customer experience relationship. These results suggest that multichannel retailers
should deliver favorable shopping experience for building customer satisfaction and

differentiate shopping experience according to customer—firm relationship characteristics
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[ . Introduction

One of the most important trends in the recent shopping environment has been the
proliferation of channels through which customers can interact with firms(Neslin et al.
2006). Many multichannel companies have problem of channel-centric organizational
structure and(or) have difficulty in doing effective multichannel strategy and customer
management. Academically, even if existing research represents an association between
multichannel usage and purchasing level, it is still remain unanswered if multichannel
usage and customer satisfaction relationship is causal(Nesline and Shankar 2007) and if
so, through what casual path multichannel usage leads to customer satisfaction.

Shopping experience has been an important factor of customer centric shopping
process because it is linked to customer satisfaction, as has been demonstrated in many
studies (Mathwick, Malhotra, and Rigdon 2001, Novak, Hoffman, and Yung 2000). The
prior conceptual research on multichannel shopping has suggested that because highly
positive customer experience is of the great importance, multichannel strategy should
seek to ensure such an experience occurs both within channels and across channels
(Stone et al. 2002; Payne and Frow 2004). The extant literature, however, has yet to
address how multichannel usage and shopping experience together influence customer
satisfaction.

The purpose of this article, therefore, is to investigate how multichannel usage leads to
customer satisfaction, focusing on mediating role of shopping experience. To this end, we
will explore in the multichannel usage-shopping experience-customer satisfaction
relationship chain. Also, we will consider customer-firm relationship characteristics as
moderating variable in multichannel usage-shopping experience link. This approach
provides additional knowledge to differentiated multichannel customer management by
capturing the complexity of the multichannel usage—shopping experience. For validating
empirically our framework, we collect both perceptual data(customer survey) and

behavioral data(multichannel retailer's customer database) and integrate those two dataset.

II. Literature Review

Multichannel shopping is defined as shopping of those who utilize a variety of
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different shopping channels, including brick-and-mortar stores, catalogs, and the
Internet(Kumar and Venkatesan 2005, Wallace et al. 2004; Balasubramanian, Raghunatan,
and Mahajan 2005). Prior research on the consequences of multichannel shopping reveals
that there i1s a positive relationship between multichannel shopping and customer
loyalty(Campbell and Frei 2006: Danahar, Wilson, and Davis 2003: Hitt and Frei 2002:
Shankar, Smith, and Ragaswamy 2003: Wallace, Giese, and Johnson 2004). But, the prior
research on the relationship between multichannel shopping and customer satisfaction
has mainly focused on the channel-centric benefit of multichannel usage and has not
explained the underlying cause for improving customer satisfaction.

We suggest that customer’s multichannel usage does not always increase customer
satisfaction. If customers utilize multiple channels of multichannel retailers but do not
perceive favorable shopping experiences, it seems that the multichannel usage will not
lead to customer satisfaction. According to the meaningful shopping value dichotomy
related research(Barbin et al. 1994; Chandon et al. 2000; Holbrook 1994; Klein and Ford
2003), we categorize shopping experience in multichannel shopping into convenience and
enjoyment. While the convenience as shopping experience that customers could benefit
from multichannel usage has been enumerated by related conceptual multichannel
research(Stone, Hobbs, and Khaleeli 2002; Payine and Frow 2004, 2005), the enjoyment
as shopping experience has not been enumerated(Noble et al. 2005). Accordingly, the
two shopping experiences play the mediating role in the multichannel usage—customer
satisfaction relationship.

Prior multichannel research has conceptually acknowledged that the company should
deliver differential customer experience according to customer profitability(e.g. Payne and
Frow 2004, 2005). But the issues about the differential multichannel customer experience
across customer segment (especially according to customer profitability) have not been
tried and virtually unaddressed. As a potential moderator in the supposed the
multichannel usage-customer experience link, relationship age(Verhoef et al. 2002;
Gounaris and Venetis 2002) and purchase frequency(Venkatesan and Kumar 2004) have
a robust theoretical background. Accordingly, the two relationship characteristics plays
the moderating role in the multichannel usage-shopping experiences relationship.

Research model of this study is represented in <Figure 1>.
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(Figure 1) Research Model
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M. Hypotheses

Based on above literature review and research model, some hypotheses on the

mediating role of shopping experiences are as follows.

Hypothesis 1: Shopping experiences mediate the relationship between multichannel usage
and customer satisfaction

Hypothesis 2: Multichannel usage has a positive impact on shopping experiences.

Hypothesis 3: Shopping experiences have positive impact on customer satisfaction

Hypothesis 4: The two shopping experiences interact positively with each other and therefore

have a synergistic impact on customer satisfaction

The customers with a higher relationship age are likely to perceive the higher level of
shopping convenience from the current channel usage(inertia) and their additional channel
usage have a small effect on the shopping convenience. As the customer with higher
purchase frequency is meant to more involved with the company, enjoyment as shopping
experience cue will be more critical than convenience. But in case of the customers with

lower purchase frequency, the effect of multichannel usage on enjoyment is higher than
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that of customers with higher purchase frequency. Based on above explanation, two

hypothesis on the moderating role of relationship characteristics are as follows.

Hypothesis 5: Relationship age weakens the multichannel usage-convenience relationship

Hypothesis 6: Purchase frequency weakens the multichannel usage—enjoyment relationship

IV. Sample and Data Collection

This research combined the survey data from a membership based Korean retailing
company with that of the company’s customer database. This company has five kinds
of channels(Web site, store, catalog, magazine, and call center) for customer’s
information search and also five kinds of channels(Web site, store, mobile, telephone,
and fax) for customer’s product purchase. Information search multichannel usage was
measured by customer survey indicating if each channel was used for information
search for last month. Product purchase multichannel usage was identified by customer
database measuring if each channel was used for product purchase for last six months.

Two customer experiences and customer satisfaction variables were measured by
using 7-point Likert-type scales ranging from ’absolute disagree’ (1) to 'absolute agree’
(7). Convenience was measured by the 3 items based on Childer’'s et al.(2001) scales
and enjoyment was also measured by the 3 items based on Mathwick et al.(2001)
scales. Customer satisfaction was measured by 2 items from recent empirical
research(Montoya-Weiss et al. 2003: Wallace et al. 2004) on multichannel shopping.
Relationship age and purchase frequency were identified by customer database. To
ensure reliability and validity for multi-item scales, the factor analysis and overall
Cronbach alpha of the initial measures were conducted and the perceived measures were
assessed vis a confirmatory factor analysis(Anderson and Gerbing 1988).

The multichannel usage-shopping experience—customer satisfaction relationship was
assessed by the three levels of multichannel usage construct including the multichannel
usage’s combined construct(MCHj), the average value of two multichannel usage as
well as information search multichannel usage(MCH:) and product purchase multichannel
usage(MCHs). The mediating role of shopping experience and the moderating role of
customer—firm relationship characteristics were estimated by a series of regression

analysis suggested by Baron and Kenny(1986).
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V. Results

The explanation of 6 hypothesis tests based on the combined multichannel usage
construct<Table 1> is as follows. Part A shows that there is a positive and significant
relationship between MCH; and SAT. Part B shows the results of multiple regression
models. These results shows that if SAT is regressed on both MCH; and shopping
experiences, hence providing control variable(mediator) to the regression model, then the
effect of MCH; on SAT in the multiple regression is less than the effect of MCH; on
SAT in the simple regression. So the mediating role of shopping experience<H1> was
confirmed in the multichannel usage-shopping experience-customer satisfaction
relationship.

The parameter estimates for MCH; on two shopping experiences are positive and
significant<H2> and the parameter estimates for two shopping experiences on customer
satisfaction are also positive and significant<H3>. Additionally, there is a positive and
significant relationship between CON and ENJ<H4>. In case of the role of the two
relationship characteristics in the multichannel usage-shopping experience, while the
moderating role of AGE<H5> was not confirmed in the multichannel usage-convenience
relationship, the moderating role of FRE<H6> was confirmed in the multichannel
usage—enjoyment relationship. <Table 2> shows the mediating role of shopping
experience and moderating role of relationship characteristics at information search and

product purchase multichannel usage level.
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(Table 1) Mediator Test for Shopping Experience:
A Single Multichannel Usage Level Analysis
A. Separate Simple Regression
Dependent Variable MCH,” CON ENJ
0.14™
SAT 042
056"
1) 0.12#+ for MCH,ISM) and 0.15+* for MCH;(PPM)
B. Multichannel Usage-Shopping Experiences-Customer Satisfaction
Dependent gy AGE  MCH¥AGE  FRE  MCH,XFRE  CON ENJ
Variable
CON 012" ns. ns. ns. ns. 047
ENJ 018" ns. ns. 017" -021" 043"
0.09" 040
SAT -0.03 056"
-0.06 0.20™ 047

Note) Ordinary least squares regression model estimated with White's(1980) correction for heteroscedasticity.
* p<0.05, *+ p<0.01, n.s. = p>0.05

(Table 2) Componentwise Approach to Multichannel Usage-Shopping
Experience-Customer Satisfaction

A MCH,
D\‘;pe.“de“t MCH, AGE  MCH,XAGE  FRE  MCH,XFRE  CON ENJ
ariable
CON 0117 ns. ns. ns. ns. 045~
ENJ 019 ns. n.s. n.s. ns. 042
002 AT
SAT 007 058"
008" 020" 049"
B. MCH,
D\‘}pe?lde“t MCH; AGE  MCH;XAGE  FRE  MCH,<FRE  CON ENJ
ariable
CON n.s. ns. n.s. ns n.s. 049~
ENJ 008" ns. ns. 0217 -0.19" 0457
012 0dT”
SAT 0.04 05"
003 019" 046"

Note) Ordinary least squares regression model estimated with White's(1980) correction for heteroscedasticity.
* p<0.05, ** p<0.01, n.s. = p>0.05



60 STAF 153 4%

VI. Conclusion

The two key objectives of this study is to examine the mediating role that shopping
experience plays in the multichannel usage-customer satisfaction relationship and the
moderating role that relationship characteristics play in the multichannel usage-shopping
experience link. While prior research has explored shopping experience in a single
channel context, little research has explored the shopping experience in multichannel
retailing. The results of this study suggest that providing the valuable shopping
experience through the customer-centric multichannel integration can increase customer
satisfaction and customer loyalty. Some implications about multichannel strategy and
customer management are as follows.

First, the precept that because multichannel customers have higher expenditure level
than do single channel customers, a multichannel strategy increases sales has already
gained wide recognition among practitioners. But because higher expenditure customers
are not necessary meant to satisfied and loyal customers, there has been wonder if
multichannel customers are satisfied customers and how multichannel shopping leads to
customer satisfaction and loyalty(Neslin et al. 2006; Neslin and Shankar 2007). Our
study suggests that shopping experience perceived by customers facilitate the conversion
of multichannel strategy into customer satisfaction. Therefore, firms should consider
multichannel extension and integration by focusing attention on shopping experience,
primarily convenience and enjoyment both within channels and across channels for the
purpose of increasing customer satisfaction.

Second, multichannel strategy as one of the key cross—functional processes in CRM
strategy development should be designed and implemented with the segmentation based
on customer profitability. Because improved customer experience must be achieved at an
affordable cost, this improvement should be based on the profit potential of different
customer segments and service strategies and investment decisions should be made with
the knowledge of this profit potential(Payne and Frow 2004). The multichannel customer
experience needs to be considered in customer segments based on customer—firm
relationship characteristics which imply customer’'s profit potential. Because the newly
acquired customer and loyal existing customer are different in their current needs, the
goal and plan for multichannel strategy need to be differentiate and in that case, the

effect will yield optimal levels of customer satisfaction and customer loyalty.
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