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The influence of perceived usefulness and perceived ease of use of experience store

on satisfaction and loyalty
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One of the new roles of modemn retail stores is to supply consum-
ers with a memorable experience. In Korea, enhancing a store’s envi-
ronment so that customers remember a unique shopping experience is
recognized as a sound strategy for strengthening the store’s
competitiveness. Motivated by this incentive, awareness of the experi-
ence-store concept is starting to increase in various categories of the
retail industry. However, many experience stores, except in a few cas-
es, have yet to derive a significant profit, explaining why Korean
consumers are somewhat unfamiliar with, yet fascinated by, the expe-
rience stores that now exist in the country.

Consumer satisfaction directly, and indirectly, affects a company’s
future profit and potential financial gain; customer satisfaction also af-
fects loyalty. Therefore, knowing the significant factors that increase
satisfaction and loyalty is essential for any company, in any field, to
be able to effectively differentiate itself from the competition.
Intrigued by increased competition opportunities, most Korean compa-
nies have adopted experience-store marketing strategies. When estab-
lishing the most effective processes for increasing sales and achieving
a sustainable competitive advantage of a new concept, companies
should consider certain factors that influence consumers’ ability to ac-
cept new concepts and ideas.

The Technology Acceptance Model (TAM) is a theory that models
how people accept new concepts. TAM proposes the following two
factors that influence a person’s decisions about how, and when, he
or she will use a new product: “perceived usefulness” and “perceived
ease of use.” Much of the existing research has suggested that a per-
son’s character also affects the process for accepting new ideas. Such
personal character attributes as individual preferences, self-confidence,
and a person’s values, traits, and/or skills affect the process for will-
ingly consenting to try something new. It will be meaningful to es-
tablish how the TAM theory’s components, as well as personal char-
acter, affect individuals accepting the experience-store concept.

To that end, as it pertains to an experience store, the first goal of
the study is to examine the influence of innovative factors (perceived
usefulness and perceived ease of use) on satisfaction and loyalty. The
second objective is to define the moderate effect of consumers’ per-
sonal characteristics on the model.

The proposed model was tested on 149 respondents who were en-
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gaged in leisure sports activities and bought sports outdoor garments
and equipment. According to the study’s findings, the satisfaction and
loyalty of an experience store can be explained by perceived useful-
ness and perceived ease of use, with the study’s results demonstrating
the stronger of the two factors being “perceived ease of use.” The
study failed to explain the effects of a person’s character on the
model.

In conclusion, when the companies that operate the experience
stores execute their marketing and promotion strategies, they should
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stress the stores’ “ease of use” product components. Additionally, it
can be extrapolated from the study data that since the experi-
ence-store idea is still relatively unfamiliar to Korean consumers, most
customers are not yet able to evaluate, nor take a position regarding,

their respective attitudes toward experience stores.
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Daivs  (1989)7}  Hotgt 7|8 ZE(TAM : Technology
Acceptance Model)MH|Al= “X[ZHEl &' (perceived usefulness)’ 1t
K| 2=l 20| d(perceived ease of use)’ 2012 ALMK{EHO| ZHRQI
o=z Mgt ACH (FXIH §, 2008). AFHC| WFE2 AHAO| A
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TRA(Theory of Reasoned Action : Ajzen & Fishbein, 1980) 7|Et2
2 ZH™E TAM(Technology Acceptance Model)2 MZ2 7|8 22
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2000; Venkatesh, 1999 ; Gefen & Straub, 1997; Chin & Tood, 1995;
Adams et al., 1992).
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2t Fo|MLE o2t AFEE2 NHEE Slojg 7|7t 2A
3 7ol ME % AMHAE 7o) St=F st EfRloA =M
St s Z2(0|Y Jt4E X|Sste 82 o 7H| &#s
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TRA(Theory of Reasoned Action) (Azjen & Fishbein 1980;
Fishbein & Ajen 1975), TAM (Technology Acceptance Model) (Chin
& Todd, 1995; Hendrickson et al., 1993; Adams et al., 1992; Davis,
1989) 52| RRS2 B2 AT0M LA A 7I=+800 F
g2 OXl= OhYst HeSS Zecle Z2HQ ZHoz oL
O YLt 59| =EHSZE E3k(Hossain & Prybutok, 2008; Lippert
& Volk-mar, 2007; McCoy et al., 2005; Straub et al., 1997, QEH,
HeM | 2004), QATEA(Ong & Lai, 2006; Venkatesh et al., 2003;
Anandarajan et al., 2000; Agarwal & Prasad, 1999; Gefen & Straub,
1997), 7HQIAM EM(Kim, 2008; Lewis et al, 2003; Venkatesh &
Davis, 2000; Agarwal & Karahanna, 2000; A7 2008; =32,
2008) 5= EEAIARCHRAR, 2E, 2010). O|F 2of F= A
To| FUE ZEHSEZ2 H4mEH SZHQ  SH|(Integrating
Control), WA &S7|20{2t Z(Intrinsic Motivation and Emotion)
(Venkatesh, 2000), 2IX|H Z@d} AlE(Cognitive Absorption and
Beliefs) (Agarwa & Karahanna, 2000), BE&4 7|=2| ALEO| CH
oF LAY (beliefs about information technology use) (Lewis et al.,
2003), 7H2IA Q1 & /d(individual professionals) (Darsono, 2005), &
Ol (8=, 2008), Aol &I F¥(Kim, 2008) SO| F=
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7HR|2 £H[Xte| E40| MZ2 HEjo| R8¢ HeoiEel =80

0
dets & AO[2 7Pgetct of2fet 7Hg2 AH|RF M22 HH
o #&2l HYoigel +8dS0 et o Yust 288 s

SHAl & A0tk

& O

m a2y 7k
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X|ZEl 80| dojzt A|AR, 7|&2| AMBO| MY EEX| ATt
AFBXRZE M= BEE, AREXIIE AAH”-L 7|58 AR8Ste 2
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7t 2 MHOHEO| CHel H[RZE K20t 7892 MY
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Ol akg O|X|& Yot @At 85|10 ACKLee & Bae, 2011;

Henning-Thurau et al., 2002; Fornell, 1992). A{H|A ZAHo| Cfst A
HhEol HIto| Aol UHE2 Mol B30l ZHrof FEke 0|
FChDolen et al, 2001). [H2fA 142 MH|A ZHO| TH=EsHH
Mol ol=Lt EE FHolr, FHore 42 SN HE8E
LIEHHCRO|OIS], 2010). MEtM &O[dat F&d2l X0 2lsh
Sz HEojEo| chet otE2 SH=o 2-Ee I¥2 0/E

[E e R o 1L- oco=
Z0lC}.
7he 3 HEOEo Chist aH|Afe| 2HEE2 Ofof LSt SY=0
™l g2 oja Hojct

3. 2[R EEo| =E g}

Cheo| MAATFS2 71219 450 MER AE #OHE0|=
o X|cHet FeE DjACh=H S5t Att AFHME 742le]
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1997), QL&A (Ong & Lai, 2006; Venkatesh et al, 2003;
Anandarajan et al., 2000; Agarwal & Prasad, 1999; Gefen & Straub,
1997, &1, F&A, 2004), HEY, 8 St 22 7jH £
(Kim, 2008; Lewis et al, 2003; Agarwal & Karahanna, 2000;
Venkatesh & Davis, 2000; A 745, 2008; S, 2008)0f #&HE A
So|T}. 0|2 HEoR AH|X} JHlo] SX0| HEmHel +80f
g2 F Aol 2 4 US HOICH Olof £ AT K R X

S
A2 QASAE Ed T Mg 0|80 2ol U= &
e
S

H
o ARX E5/0|F 7Y SUS FYAUCL
EESE AH[XE JHQIQl MEMnt Ao w2t AxXx 8FE/NQIRE
TUSHE RS2 MEY I o ™S Q6 dast=7t7t ot
£ Z0|C} A2 &

o

J2|3 ojH2 80181t R84l X0 s O
5 2 A7ol iy HHEIE2 MES AMJ=A
= UACks AO| 7hY SR8t Q40[22 AH[X7} O
e gott S5 dzst=2t0) w2t 8018t 7882l X%
of OiXl= Fgol ct2a, HEN SEE0E CHE IS D
A0[Ch M2t Axx EF/0IRE TYsts feS HHE W

o|E
- -
F HES MEdEE As SasHH d43ts S8 F HM =

OF

: MHOHEO| oSt ARt X|ZtE &0ld, /&30]

OHE, S0 OXlE g2 80 22= 8512

F Toi=del =0 w2t oS oIt
P

o

O, ZHE0) ONls YL ARX SFOFE

Yote RES M I NF NES Ml X

2 Faohi 4Zste o et o2 Holck
Het MYHTES HYOR HAIE BF, XZE A8l §

2
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80|02t HHMTES o8 == EF1t 2FE 7O
AOf FHH, o™ =Ho| HA SA02= BEe =o|th =
2SHZPE HEoiEE 2 o8 + Atk AASE Y=E o

O|3HCE Taylor & Todd(1995), Moore & Benbasat(1991), Davis et al.
(1989)2] ATOIM ALBE HEE=EZ 2 A9 Ao SHA =+
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ZdEe HEZX FHEEE FHES IHFORIZE 2I0[iC}
(Yoon & Uysal, 2005; Gremler & Brown, 1999; Reichheld, 1996; ‘&
Hz &, 2006). OlE HESt7| 8 Oliver (1997), Gremler &
Brown (1996), 2Hd 1t 0|94 (2006), Ol FX2t O|X|B(2004) S
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=2 MEMEH A=2S 20 dhE + Us AMts & oFst S8t 2| & (composite reliability) 7|F(0.6 Olehdt QQIZIXHZ
, 220 SEHS=E Uch SEQ tdit= oM F7[Hez 2 0.6 O|&2 SFSH=X| 02l Fornell & Lacker(1981)7t MA|SH =
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4. A7HE 43
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LIEFCAHCE, B2Yo| Kol SAHELE |OISHA| Y2 A= LIELRCE 2}
A THE 4= J1ZE|QICE £ 2Hol X0|E ABT Auts <E 5>
QF ZLCt.
HEs MMyl MIsls = ASFS 5264 o7ick=
=0 CHst Wit 3.52RACL Ol 7|ECE HMES HAAEN
#H Msiz = AS2 5 o7 D80 E F25HA o7
= AECSE L0 MEr 7F H{mE AMARMCH O Zaf, & ZHo
XO|E #ABSH= pdtat XEFe| XHo|7F ]QISHX| ot &= 2y
(E=2E o) | X0l EAXNOZE ROIGHK| U2 HOZ LIEFRICE M2tA 7t
(BT, 4D, 05, Hpc. 01 8 52 7|25 26K S0l MRS +80f O ZEEIE
<dg 2> 2y AT ZAnt ABEX| UJACH F 2HO| X}0|E AT Zit= <H 6>1F 2Lt
7H4 4, 5& ABS7| flsf @ Hat AxX EF1 °lf #Y
3%, AZX EI ORE UL SES MUY U AT A
E2 MEdiEs WS E5tA dtts Frof et JHEE +#
=0 BN 2 84 AZX EED oIF FFU MH "
2 oTHRIO|RACE 9Tt OJ2tE FAZUO| M2 FEt oft A o4
2 7eaYUo| 2 Hooz FE2|5tl 2f HEH Z¥ol ZAEA
9| Xjo|7} BAXMLE [Folst AHZIE HBICEL O Zuf £ 2
ol XO|E #ABSt= pdtdt AHFEel XHo|7F RoISHK| gtot &
<E 5> 9 B AEX 8E0l2 70| MR CHENT 2AEY
2
Model X df /ﬁf RMR GFI AGFI Model Adf Ax? p
Model 1 59.116%* 32 1.84 051 917 812 - - - -
Model 2 62.765%* 36 1.74 056 913 826 vs. Model 2 4 3.649 456
Model 3 64471 39 1.65 052 911 836 vs. Model 3 7 5354 617
Model 4 64.730"% 0 1.54 053 911 847 vs. Model 4 10 5613 847
Model 5 65.147%% 44 1.48 057 910 852 vs. Model 5 12 6.031 915
Model 6 76.985% 52 1.48 060 890 847 vs. Model 6 20 17.869 596

w3k p<.001

Model 1: Unconstrained Model

Model 2: Invariant Measurement Weight Model
Model 3: Invariant Structural Weight Model
Model 4: Invariant Structural Covariance Model
Model 5: Invariant Structural Residuals Model
Model 6: Invariant Measurement Residuals Model

[m]

<H > 2ZX §F/0|7 7Y REY HHA 25 W5 Ho ot CHENT 2420

Model X df /)((12f RMR GFI AGFI Model Adf Ax? p
Model 1 52.579%* 32 1.64 .044 922 .823 - - - -
Model 2 55.243%* 36 1.53 .050 .920 .839 vs. Model 2 4 2.664 .616
Model 3 56.291%% 39 1.44 051 919 850 vs. Model 3 7 3.712 812
Model 4 75.275%% 42 1.79 117 891 813 vs. Model 4 10 22.696 012
Model 5 75.348%** 44 1.71 118 .891 .822 vs. Model 5 12 22.769 .030
Model 6 93.357% %% 52 1.79 120 .867 815 vs. Model 6 20 40.778 .004

**k: p<.001

Model 1: Unconstrained Model

Model 2: Invariant Measurement Weight Model
Model 3: Invariant Structural Weight Model
Model 4: Invariant Structural Covariance Model
Model 5: Invariant Structural Residuals Model
Model 6: Invariant Measurement Residuals Model
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