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w5tn wAe Bk 17] faiE B4
Aol P NS Aol se] PR
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(Aaker 1997, d’Astous & Lévesque 2003),

2l xE iAol dth(Poddar, Donthu,

& Wei 2009). 25dd], A3z 7§l &gk 7]

= A5 AT Aaker(1997)¢] =

N Al A e HeE A&kl 9l
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g o= Axel /Y SA4S Adz wrgst

i

2 23k A7 ek old d'Astous and
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A4 HZ e #ek AFE =], olE
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=
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(Pruitt 1988), o3& ¢

—

&
"

2]

<H

3 7§70l

—_

,v/]_o

o}

L
L

Aol A

YH(Doney & Cannon 1997).

ki3

St

ol A7t 7149 BT ekt
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N' ol B oW o [y K orlr o o
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7F o] FofAa Ik
(Holzwarth et al. 2006; Jin et al. 2008; &t
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gtoz  AHojwEtHd Astous & Lévesque
2003; Zentes et al. 2008; ¥l&d o|F3Z
2009). sIxtolE A2 Izt A AdES
wgetal e fALelE A Eel tig 4l
A xom AgeoJeth(Poddar et al. 2009).
ol AFEES Faste & AFoAE 2

ST ML AU} LHAHE 7

ol #d ATeld Hx TR AldH

SEs
(sophistication), 71 & (solidity), A%
(genuineness), & 74 (enthusiasm), =37+
(unpleasantness)?] *¢1oz2  FAHEY
SEAAIRE ThFdt §@ Y HEE EEEHA
g A Bl A SHe W
FE XFo= AV Atk gee=

Ambroise, Ferrandi, Merunka and Valette—
Florence(2005)= WhanlEZ o= 3
o] Aaker(1997)¢] B A ¢S 3
st W &3k(cheerful), &Yk (reliable),
A% 2 (classic), F-o}3H(elegant), FZ%
l(creative), &4 (attractive), €744 <l
(enthusiast) °]gt= A LS ANEed
th spA|RE o] Aol A ARE-gE Aaker(1997)
o BAlzIig Hee FIAAE AFE 3

= L
W Aol FE7E Aol7] wiiel AHE
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ehz Aol AR 258 5 Qe 4 A
4¢ TR 94 RE WAL 9

Chen and Rodgers(2006)+= AFolE 7HA
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(intelligent), A7U=(fun), Z=23}¢(organized),
%4 gH(candid), 1A $H(sincere)e] AP O=2
TR Stk a9, o5 AFE
eI RE 29 & PAlER AT o
ol LEFAIA el x| A A4S
AAEA Ztk= gHAIZE Ak Fujel A
= AEd 2](2009)7F d’'Astous and Lévesque
(2003)¢] ATE &8st S EeRRIHEE
oo 2 Al#E(sophistication), 748K solidity),
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o] AT T3k 7|EAFY SAE FESHA
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& Kalyanam 2007; 24F&, 743 2008).
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b 7re] AFEE 7Rko g a= AAE o
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ofof ZEpIHEAA A e} FAA wh
S5 olFojd = Qe W tigk ATt
dasity 29 7|E AT ddae A
AAZY A BabEe 2l Ve
A, 715A Wg, WA dAd #g dTE

o]th(Chen & Dhillon 2003; Gummerus et
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ZAskA A I fA S oS

P70 B S THARAT

= AFow B ujEo|(Berger & Calabrese

1975), =l dae] FdE NAZA 54
A

4. SERIFE QIAOIX|HE| 2ot A

IAIO] A W E (engagement) = A&}, %
A& F, Faret 22 o] FofdA ATE
of gkow g gk tpgsiAl o] Fojx|aL
9 THRobinson, Perryman, & Hayday 2004;
Calder 2008). olo #3t A+ A
AAIAHMES o sfo] o
ATk g dE AT AACIAMEE =
L2 92k g2 dHietal Erth(Maslach
et al. 2001; Schaufeli et al. 2002). 3}#] 7k
ol2]gt Aol QIACIAMES] A oln
A Al A Eo] W H A GFoka] 1A o]
AHEE A= Ash=d A7 do
(Steele & Fullagar 2009). o]el] <lA o] x]H
E7} At d o g A EY e T4
of A7IHaL Ak o]e] EAQl AL RE:=
Schaufeli et al.(2002)2] A7} d=dl
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(dedication), =-(absorption)®] YA
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BREZ FdE AAte] A5 A
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Aol AME] that A (Mollen & Wilson
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FAste] vt A 2RI A
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AACIAHMEE £ ~Ed# ~(eustress)
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oM e mARAAINE FAA T
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o= A7 Atk av[AbE &) fﬂrﬂﬂ
A FARA AA YA g

o] AFA A W oA E FGeFe ub
tHHolbrook 1999). ©]& HolF=
2 2eEldxe] WA, ofutet £33
Q)4 Al e} g Alo] Eol tigh oA}
oF Ze AYA WETE AnAREg,
Lo HolAel e nx= Ao
& A tHHolzwarth et al. 2006; Jin et al.
2008, vted, 47, AL 2010). =
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eRAUE FHEA AFE WA

X9,
ro md >i mlo u
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FHEE ‘jroh’}ﬂ] vER=t], Rundle-
Thiele(2005)= ©l& B%=% F4 S(attitudinal
loyalty),
%43 3 (prospensity to be loyalty), 74384
Aote]l gk #]&H(resistance to competing
offers), 32 =4 % (situational loyalty)
o] 57HAE FHsfetAnt. 2 AFelA =

o] FollA 01] Hol =2 Hd FAHE

£33 5 (complaining behavior),

Aok Ad Wz ATEL gud 2o
e 4% 54 dehis wgelt

m ATId ¥ 28
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1.1 2eildz 7ido| 2eteldz =Y
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The Impact of e-Store Personality on e—Store
Loyalty—-Focus on the Mediating Role of Identification,

Trust, and Engagement

Park, Hyo Hyun*
Jung, Gang ok
Lee, Seung Chang**

s

Abstract

Nowadays, it is common that most consumers are purchasing goods in e-stores. The
e-stores eager to attract, revisit, retain, and finally convert them into loyal customers.
The e-store marketers have planned and executed numerous marketing efforts. As one
of the marketing activities, e—store managers attempt to build web sites that meet
customers’ functional and psychological needs. A wide array of studies has been done
to identify factors that could affect customers’ response of web sites. Majority of
studies were conducted to verify technology-related and functional variables of the
website which facilitate transactions and enhance customer responses such as purchase
intention and website loyalty. However, there has been little research on the external
cues of website and psychological variables of consumer that could have positive
influences on customer response.

The purpose of this study is to investigate the influence of e-store personality on
e-store loyalty through mediating variables such as e—store identification, e-store trust,
and e-store engagement. The authors of this study develop the model and set up the
six main hypotheses and a set of sub-hypotheses based on a literature review, shown
in <Figure 1>. This model is composed of four paths such as dimensions of e-store

personality—e-store identification, e-store identification—e-store loyalty, e-store identification
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—e-store trust—e-store loyalty, and e-store identification—e-store engagement—e-store

loyalty.

e-store Personality

e-store
trust

e-store
loyalty

(Figure 1) Research Model

Main hypotheses and sub-hypotheses are as follows.

» Hypothesis 1: e-store personality dimensions such as (1) warmth, (2) sophistication,
(3) activity, (4) progressiveness has a positive impact on e-store identification, but
(5) strictness has a negative.

* Hypothesis 2: e-store identification has a positive impact on e-store trust.

* Hypothesis 3: e-store identification has a positive impact on e-store engagement.

» Hypothesis 4: e-store identification has a positive impact on e-store loyalty.

* Hypothesis 5: e-store trust has a positive impact on e—store loyalty.

* Hypothesis 6: e-store engagement has a positive impact on e-store loyalty.

Il. Research Method

Ladies under 30s were the respondents of this survey. Data were collected from
January 20th to February 26th in 2010. A total of 200 questionnaires were distributed
and 169 respondents were analysed finally to test hypotheses because 31 questionnaires
had incorrect or missing responses. SPSS 12.0 and LISREL 7.0 program were used to

test frequency, reliability, factor, and structural equation modeling analysis.
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[ll. Result and Conclusion

According to results from factor analysis, eigen value was over 1.0 and items which
were below 0.6 were deleted. Consequently, 9 factors(% of total variance is 72.011%)
were searched. All Cronbach’s a values are over the recommended level(a>0.7). The
overall fit indices are acceptable such as x2=2028.36(p=0.00), GFI=0.87, AGFI=0.82,
CFI=0.81, IF1=0.92, RMR=0.075. All factor loadings were over the recommended level. As
the result of discriminant validity check with chi-square difference test between paired

constructs, each construct has good discriminant validity.

(Table 1) Result of Hypotheses Test

H From To Pa.tl? t—value Result
Coefficient
1 e-store e-store Identification Not Not Partially
Personality Available | Available Supported
1-1 ‘Warmth e_.S 1.:ore. 0.17 2.30 Supported
Identification
1-2 Sophistication ef.s Fore. 0.36 5.01 Supported
Identification
—sti
1-3 Activity € S 0.13 178 | Not Supported
Identification
1-4 Progressiveness ei‘s Fore. -0.11 -1.51 Not Supported
Identification
. —sti
1-5 Strictness ¢ S .ore. -0.13 -1.82 Not Supported
Identification
e—store e—store .
2 Identification Trust 058 909 Supported
e-store e—store
31 4.1
3 Identification Engagement 03 0 Supported
e-store e-store
4 e 0.28 3.55 S ted
Identification Loyalty Hbporte
e-store e-store
.32 4.31
5 Trust Loyalty 0.3 3 Supported
e-store e-store
6 0.19 297 S rted
Engagement Loyalty Hpporte

x2=340.73(df=36, p=0.00), GFI=0.92, AGFI=0.81, CFI=0.91, IFI=0.91, RMR=0.085
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The overall fit indices of final model are acceptable such as x2=340.73(df=36, p=0.00),
GFI=0.92, AGFI=0.81, CFI=091, IFI=0.91, RMR=0.085. As test results, 5 out of 6
hypotheses are supported because there are statistically significant casual relationships
in structural equation model, shown in <Table 1>. First of all, hypothesis 1 is partially
supported because sub—hypothesis 1-1 and 1-2 are supported, whereas sub—hypothesis
1-3, 1-4, and 1-5 are rejected. Specifically, it reveals that warmth and sophistication
dimensions in e-store personality have positive influence on e-store identification,
however, activity, progressiveness, and strictness does not have any significant
relationship on e-store identification. Secondly, hypothesis 2 was supported. Therefore, it
can be said that e-store identification has a positive impact on e-store trust. Thirdly,
hypothesis 3 is also supported. Hence, there is a positive relationship between e-store
identification and e-store engagement. Fourthly, hypothesis 4 is supported too. e-store
identification has a positive influence on e-store loyalty. Fifthly, hypothesis 5 is also
accepted. This indicates that e-store trust is a precedent variable which positively
affects e-store loyalty. Lastly, it reveals that e-store engagement has a positive impact
on e-store loyalty. Therefore, hypothesis 6 is supported.

The findings of the study imply that some dimensions of e-store personality have a
positive influence on e-store identification, and that e-store identification has direct and
indirect influence on e-store loyalty through e-store trust and e-store engagement
positively. These results also suggest that the e-store identification in e-store
personality is a precedent variable which positively affects e-store loyalty directly and
indirectly through e-store trust and engagement as a mediating variable. Therefore,
e-store marketers need to implement website strategy based on e-store personality,
e-store identification, e-store trust, and e-store engagement to meet customers’
psychological needs and enhance e-store loyalty. Finally, the limitations and future

study directions based on this study are discussed.

Key Words: e-store personality, e—store identification, e—store trust, e-store engagement,

e—store loyalty.





