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L3l== 3O 2K (Donovan and Rossiter, 1982; Dawson, Bloch and Ridgway,
1990; Hui and Bateson, 1991; Babin and Darden, 1996), AH|x} JAPEA S
=3 F dowsen, 1989), 44 Hxo|ux|& Rvbzil(Darden and Babin,
1994), A=3 Au)x Aol gist A48 FZAIZItk(Baker, Grewal and Parasuraman,
1994). ¢k, 44 AL =3 #AEo] ghon, LuAE Stojm Haxel H
=1 AA 4EE 3t} (Eroglu and Machleit, 1990). 42 A S do7|= 73
< v b Al st A4S E71 @A 3dE T stk (Mano and Oliver, 1993).
= ABAF &9 5 AYske FA44 AR WS Alo] #ATY S A A RS
| #ARG Bt o 23 A#dE b=t (Babin and Darden, 1996).

A avAEE, B2 el A AR e PIvBelk, 1975;
Gardner, 1985). T3t 2njapegol glo] 2] Ao tist 7id 2de 24 2
A e dojd 18, s, A3 e 22 B RkeS FAsH @
t}(Gardner, 1985). Gardner(1985)= AB|x, FuiAlE 2=, AFYAlA 3

2 vHAl" Aol ofs] aulAbe] A Vo] e wWiathal wrglew, A
A

Aol Al JEg3hs Av|AEe] 7S TR 34 e Sy dsatge] o %
= Weta FEst itk &9 A5 ARG &Fsks w9 A dEe ARl &
3 S Avucgked WA AW A A dEe AR A, g, 55
4, 7k 8 AAA el HAE AR s (ARE 23, AFe] gld A4n]) 5o
FEF= A= AR yehgd. e A3 (1994) = vk =, Aol digh

T, AR QA So] FExd AH a¥nt ofye XU AHee 1A A
e]lel o3 FAPAEES o oy AFAHAE FHste] Yoo, Park and
Maclnnis(1996) = 329 344 54o] e g ejel At oAabel] 23] 4]
]l FEFS AR il HEY S Fste] AR dFE vATIE S AT

ZHAE &5 A Adcks A4 Whee 24 & Al el 49
iz Aol Al Aol tidt BiE, A oA 2 Bl AE USE, & Al
&g g, gl e AT Ok Foll fFod dEFE AL UEE BTl
oomEbd I Aol &R & el vAE dFY Tl HFo
& o, Ao E2 243 jee SHelM By o x&Aoln FAFoR A
TEolop sttt wdkE v vk AR Aol e AA, VR, =R
ARgE A, JR1Y] whES FEE TR S iRl AR A%t 4A
JElel het AdAEld a4 LnjAp gAREA Y FuidlE olse] Fad AEds
i dEA gt Ay @42 A e vAY, HE2 SHAE AEe
T AY viA R o w st Alwme 5, vEH AR 5 el dEFE VAT
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OIYOE HEMENFO] HENRES DIN= B

A Qe ToR SASGI B Avs AxAEE, FAAFUACIA, 1A
P2 5o TadA AES 54 HE2 SHAT A, AxR7e dxe] 5
e Bdshs U] dwA 540 anArt 7 dAse ARH jgoltt
(Novak, 1977). & 7+ AZws7lE AE284, d27F ve= A4 JEz
Aot 5, Ao yAglel gl Al @7l o8 Yt deld Gt =
Ao Aot Axas7ls Axe] o, Ao 184, =9, g 34, A
B, AE AL w0l T2IA RS 53 AER ST oANA, =9 42
dxe o, &k 8l 3719 A, 299 Bl 5 A s gl Rz g s
Vool dF= A= AR, A7t ad3des 44 2 5 ole 289 B
Ak Al EAES T A, AR Ul a0l Lrls ERY 5 47HA S
o] TawA JrE 54 HER FAAY

anlAbso] Adske A wgel Wie dve Izard(1977)9  DES
(differential emotions scale), Plutchik(1980)¢ EPI(emotional profile
index), Russell and Pratt(1980)¢ Circumflex, Mehrabian and Russell
(1974)2] PAD(pleasure, arousal, dominance), Richins(1997)2 CES
(consumption emotion set) 5°] 224 Mehrabian and Russell(1974)2] PAD,
Plutchik (1980) ¢] EPIE FT4H o= A7 gttt Mehrabian and Russell(1974)
°] PAD(pleasure, arousal, dominance) E &2 2H|x7} A= 7AA 4 9
Wi AeE Akl wige] o] ARk &gy Ll mAE JEFE ATk
AFE-E o] ghth(Donovan and Rossiter, 1982; @& ¥} 3%, 1997). Havlena
and Holbrook (1986)< Mehrabian and Russell(1974) 2] PAD<®} Plutchik (1980)
°] EPIE ®lwst] ztzhe] A#Ady Bdde HSst A3 Mehrabian and
Russell(1974) ¢] PADZ} 274 wbgel o @2 JRE Al £ohal Eask3ivh
PADREHES & 718, 23, Avl & Al 7HA Aoz 7Pgsta ity & A4+
Mehrabian and Russell(1974) 2] PAD =89 utg} 7S 78, 44, A9 502
dostar o] 5 FE3Fe] FA3}. 71 (pleasure) > T FAHANA v A7} 7]
v E7%, WS, G, dekd, ARA T A WAA wEAs vehda, 7z

-, o = 5
d(arousal) & F&H &, 2lo] o, 17d, &7)3 585, A=42 =4 59 A=E
olm sk, A ul (dominance) &= AM|AF A¥ste Tl =4, 99, dEdsie
w7, FEYshE »2 To=E Aostth. 11 o] FEo] FaskH] AEE 5F H
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Fhe A48 93, 2 4na Sot 489 37 Hunt 197D %
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(
5ol Fosh Ageclor 7ge] B =H&

= oA S 3l
th o WEW AFE st a2 AFdEol Al Zldiet dAEAY ZdR
UF =0 QA A WSS WA AEAd Tl Zde ¥ vHe A BN
S g a FAEAY. AulA FAY aANS £F5S ol Zlo] HUE FAL
5 Fola AHA AFuER ootk At BuH JH(AFA, 2007). <M
g, ol#A I} oW T (2001)E LAWE QA F AE, AulA, Bujd ojujx S A
Algtglom, o] Al 744 Q4 BF7F 4 1eEE W uANFErL Eopxivta 3
gtk B dFE uAWNERS Oliver(1981)9 F43 o] 2nja 74919 43
A dEE wHog Hriste A E BHew Fodt. adlu nARE 4%
EZ AFe] i v, Aulae] dig 9, Sl sk wE 5o oA An
= 58 HEg =%

324 X002

Axolsst 54 Axe dish /i d3E vehdls A2AY e, = HAxe
gt Anjzke] Aol ofd e o®E H ekt (Shim and Kotsiopulos, 1992).
Spiggle and Sewell(1987)2 HXolz 5 54 Hxol ddt /A9 A5 S5 Yehde
FAxde 502 B Shim and Kotsiopulos(1992) 9] Asfele D] Hakol o

) N
o AR Azl HAEFAHCAA HEHAAY W2 #ofz QIR s34 degoz st
At oleh ol FIxolz JidS HEet B AxAY, FxAde, AT 59
olet E&H L Aok e ATl g Axolss 54 HEe de 47t
EQF AnA7) wbE gfets Ao r Agod 4 glow, iR, TRl whHE
T e sor AT M AU A Axose AxAs e AdF
geom Jod F o, 59 Yxel U 592 e Bo} v T b
oz ZRATh FF AWl dF AEATE AulAst SPUEA s 277
e molt oW HE W o] WE wE PulRES wol: JFow o
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T 9tk ¥ A% Dick and Basu(1994), =337 A% (1999) 59 A9 2
ol x| gt AW Qo] &, FEES A% o4 Y, T ARA 23
g T 37 el dal 53 HER S <F 1> W] nE Aedsas
Jelsta Aok,
<E 1> o 2 MEHS TN HelE
S MNEEF M oIS
A T el msHeld, | Z4-(2005), 0|X2H2008)
=EeEe A T
HE2ol ME0| AME|Y, Dawson, Bloch and Ridgway(1990),
= = ChokA, AlZ =& Z/A2(2005), 0| 2H2008)
A Cherst SHAIY, xois ofxizy
y HOHAIA o8 2ot £(2001), 0| 2H2008)
&4 R oA H=o| HY, Zimmer and Golden(1988)
A FLAOIM =& 4=(2005), O|X2H2008)
7 Mo B, B, A, Yoo, Park and MaClnnis(1996)
= HZE 7 %|&4~(2005), 0|X 2+H(2008)
_ WRA HOIA, _Donovan and Rossiter(1982)
=2|Msetd oot EEA Rldgway, Bloch and Nelson(1994)
%|Z4=(2005), 0|&2H2008)
7| E71=, 2=, Mehrabian and Russell(1974)
A~ = Hotgt, sRE gt oimt i Z(2006)
H] S N Mehrabian and Russell(1974)
XI' 1o S —my 2 ‘:—'."éjo.jﬂl- HH3._42§(2006)
A :
= ) =X etmctet Mehrabian and Russell(1974)
g X|eH &t == osts Babin and Darden(1996)
T e S5HAJOIT} b2 (2006)
HZ, M|, _
ZHO}= AL S| s
ZHOb= mojsl opEc QHArE, Of&kA o|02(2001)
) olAf x|&o|E. ) I_Dick and Basu(1994),
Hzofs= Exlo|E Zadnt xH2(1999), 2iett(2008), M,
TeET AFs D} 212212009)
3.3 BEMTY Y RELE WYY
B oATE AFEAL 9 AEzAE AN dIvES o) s B FHol
A GREAHIAE e R 20109 7€ 5YUFH 8¢9 3197HA 2€E w3 A
HEYLE 58 WRREEZ Ul 8 AHPEZA AU AEZAE @ o
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232 - 38H
AT BAS A AHstel ARH Sol HES FEHAL. F 30079 2P
A% Wstel 2509 A5G0 (B5E 86.33%), o sheul Sehol BHAs
On ReE 130E AU 246%F AFRAel AAATE AEzAS] I5%
2467 fFad §HAE EEOE SPSS 18.0% AMOS 18.09 &A =213
ol gate] =LA sHlt,

stk <3E 2>+

= T = H = | HES | &85 = = gl = HHES
=t 105 42.7 == 44 17.9
o 04 141 57.3 AR A 102 415
SHA| 246 100.0 HMEZ 27 11.0
20CH 41 16.7 = =5 6 2.4
30cH 75 305 | T MH[AZ] 26 10.6
il=] 40cH 79 32.1 xpoiof 19 77
50CH of&t 51 20.7 7|Et 22 8.9
EHA| 246 100.0 SHA| 246 100.0
2002kl Ojgt 77 31.3 elF2of 1~23] 100 40.7
200~3002+Ha O|ot 52 21.1 Faof 3~59] 21 8.5
.= | 300-4009t¢ it | 60 | 244 xolof 63| 0|4 1 04
' | 400~5002+2l O|ot 29 118 || ol 3 ol 13 Fx 42 17.1
500¢Hl 0|4t 28 1.4 | 3l st 2ol 25 M= 68 27.6
EHA| 246 100.0 2~374Eo 18] M= 12 4.9
AMEE 233 47.4 7|Ef 2 0.8
o|F 30 6.1 SHA| 246 100.0
o4 =7, Ol58& 27 5.5 50+ 2 D|ot 25 10.2
== 218N E 5 1.0 5~102t & O|2t 78 31.7
(ct FUHEE 69 14.0 10~152 2 oot 87 35.4
=8 A, AZXEE 6 1.2 NES 15~202t @ oot 32 13.0
=) HtE S| 119 24.2 H|& 20~252F @ ojat 12 4.9
7|E} 3 0.6 25~302 A O|gt 6 2.4
B 492 | 100.0 302t & of&t 6 24
SHA| 246 100.0
158 Asia-Pacific Journal of Business Venturing and Entrepreneurship Vol.6 No.3



OIYOE HEMENFO] HENRES DIN= B

)

ol

1

°
gl

Joll Th?

A X

S|
A

el 208 A Z

ol w ifgkol 1 9]

bt

°

= °l%

4

W] 2] W A (varimax)

o
"

o]
)

7P WAl £0.3 ©]

g

Dx

ks

6>ell YERE

3
aL

<

=i
=

3>

8

ful

o

Al

|

Rl

rep2
rep3
rep1
proi
pro2
pro3
acc2
accl
acc3
phy1
phy2
fac2
fact
atm2
atm4
=4S
(%)

thgtel 0.59]

s
=

=
Y o ~
0 o © o Qo N © o Nlo vl < )
32ﬂM772N4420368% N} <
QO - - - |- oo N~ ) o o
) @ me | e T T el N
- ~
b
&
u
< ~ «©
—|lo n~ © <4 o © v
<P o oI R o= BRI I @ ] &
o QRN QNI ne n|®®®o T =) S | o
o - ©
L
—
RO
D)3 o -
ol v © N~ ©|lo o| ©
.w__.10m7754%%%MMM&79 ® 8
Kl d oo o —m|o & ~|lo ® o ~|C N © i &
T (A T A R I R N SN R S S N A IR (S - IYe)
il
&
o) al
0 o © o © n|o | o
OB QT2 0@LQ YL oaw =| | I
© 0 o|m Q9w WMo &|o Qe = X ; :
' R S I SR AR (s R S IR A IR R N R R A hurs
- <
o )
<t oNoOlo ®mo o )
Hn o JIEJew ool el >
© S -l ® ©WO O M~ O ~|& =] © 5 ;
-~ Y
- - | W N~ o N - o X A 8
3065401871166807 — ~—
Q& © A g 39S ol =~ g~ ; ;
-~ -
Of

Eq
IH
R

I+

%)

B
A

—_—

o
o
%

0

)A
Jm.o
o

v} 7ol 247

o] afrgkel 1.0

]

[e}e}
a3

N

al

159

T M6 M3T (FA21%)

EYEE

il




- BEH

k)

o|J
M

ofJ

o

el

olAfoln, HA| EALS] 73.497%= AWeta

2o 2 e

4>

hyaA
ar

e, 1 A= <

°©

Al

Al
=

1=} [}
AR e h

."

S
&

A

Al
o

=3
=

i3

o]
e

o}
%]

91}

2 QA FAFe 63.578%F ATgetal

g

1.0 °]

=
SR

o|J

LB

19]

[e)Xe)
a3

4

=

o

)
H
1of o | ¥ | ©
o N |- v ol 8| 9| K
SIN © ol © | € | ® | 1o
e © | N ©| - | o | o
IH - 12| 2
-
Ki
£
—
ki R R
21l © | o - ol 8§ |~ | N
Dl o« ~ § vw ol 8| N | o
o © Nl - &2 | g | <
NI -
gl
G
—
()
2 | o
g |
o zZ | £
__oow_.,S..ﬁ231eo=__
S B Bl > > x| &2 =
R e o ol 2 2| | I
.x_ﬁ LAA._
Nz
ok | M
M

4.2.3 &80 of

f 84

it

Asia-Pacific Journal of Business Venturing and Entrepreneurship Vol.6 No.3

160




OIYOE HEMENFO] HENRES DIN= B

<E 5> Zdo et 222N Ant

P 29I 20212 209213

T Zy) (X|tH) 1)
arob .872 140 .260
aro2 .850 .027 .327
aro4 .806 155 .318
aro3 797 139 .360
arol .749 133 400
arob .720 404 .158
dom4 132 .893 .015
dom5 110 .883 .024
dom6 139 .880 .009
dom3 -.008 .856 -.033
dom2 .076 .763 .028
dom1 .339 .674 192
ple3 .290 11 .844
ple2 247 .027 .833
pled .233 .034 .821
ple5 .320 .014 .746
plet .188 .003 .723
ple7 494 -.002 .633

D 57Zk(Eigen value) 4.598 4.380 4.192

24| (%) 25.542 24.334 23.286

THEHE 25.542 49.876 73.162

(%)

424 NEE &M

= 5 437 S8 WA d#gdel ©)$ Cronbach's «a
T gGAaA el 9= Cronbach's e A15=7F 0.600]1W &
3} 3Fa 91 ° ™ (Nunnally and Bernstein, 1994), ZZch$]2o] FA] 5o A
utgko]l 0.60 ol/dolH SAFFS] Al ke SW¥Hst EAI7F gle Ao®E 15
31th(Van De Ven and Ferry, 1980).
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<E 7> A "o

SeaPl = EXHE 3| AF E=3|7AF tZk P
R acct 610 561 3.074 .002
acc2 1.000 1.035
HZ2ol prof .840 568 5.126
pro3 1.000 .669
Sy Al fac1 1.000 848
fac2 787 683 6.050
— rep2 916 877 11.205
=—e< rep3 1.000 949
atm2 822 626 6.355
~ —_E_O 7
it atmé 1,000 843
N phy1 1.000 803
phy2 .964 786 8.109
- sat? 785 672 3.766
sat3 1.000 896
loy1 1.000 468
MEsE loy2 1.586 726 5.050
loy3 1.929 665 5.240
etz x5
X2 P RMR GFl AGFI NFI CFl RMSEA
101.717 .208 .027 954 923 917 .990 022

RMR< 0.05 ©]38F, GFI= 0.90 ©]AF, AGFI= 0.90 ©]

A}, NFI&= 0.90 ©]4, CFI

AN A3 pro2 (FHET

ol gehi tjgutE

HaA7= A

AEA W

p#kel

£ 0.90 o]AolH & AF}LE zk= Aow Hrh RMSEAE AfLo] tfst 29
215 FAsta lom 0.05 olgteld wHl- & A3FA71aL, 0.01 o]stold 7H E£&
Agteet & 4 9tk AAEH dig gy 2P S

wjo] Ao gFntES AeEd w Z3h, satl (RFF

gt AlFel RS Holth o 27) AT BP9 JFEHIEE

o= veh AAST TS AAT Fo AA W gk F14

o Ao <F > 7 x2 gkol 101.717°17 AF=DF) & 91%

0.208% LJrEM o] 0.05 oA Agste] Aol ¢ Ao

*‘ﬂih, RMR #tel 0.027, GFI #te] 0.954,
, CFI %ol 0.990, RMSEA %ko] 0.022% #g

=
=2
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4.3 Jtdol HE

x4 AT A5 x 277 TF  y 2(CMIN/DF), RMR, GFI, AGFI, NFI, CFI,
RMSEA &% o]&3sto] xRS FAath I A3 <3E 8>olA vERd vhel 2
o] x2=130.808, AHFE(DF)=98, x2° ™3 pz=0.015, RMR=0.032,
GFI=0.943, AGFI=0.911, NFI=0.909 CFI=0.975, RMSEA=0.037 S °& &}
U Aty wrEsicty sudo)

<E 8 ZENMIYT XF 2
7| &= X2 P RMR GFI AGFI NFI CFI RMSEA
x| = 130.808 .015 .032 943 911 909 975 .037
2 AT M ASS A AREFY F Ay <R el AAEHo Sl A
Ae7lE 5 AFLJL A=A F4 kol 0.238, t#ko] 1.731(p<0.10) = 1174
Fol Folst J&FS A= ASE Yeh diPdutES] AFQalo] 1Nk {9
S A 1-27F AgEan. = Ay, =84 834 2l

a
2
Y
o
™
e

N

X

A7 s FAgel Zhz 0.113, 0.167°19  tgko] zHzh 2.114(p<0.05),

43(p<0.05) & Yeht digutES] HxgAo] mANES]| {3t ddFs v

v 7 1-48 d¥ntES] E84 o] uARESe

= 7F2 1-6°] F57F 0.05°A4 At wpapa] “of3
ot dFdFs v Zolr” = 7pd 12 B AgEA o]y E

Aol met HAxolwAE Pt HEom A= JAEE A

g Fgs vt APATFe A (Berman and Evans, 1979; Novak,

1977; Ridgway, Bloch and Nelson, 1994). %4&2] FAolU F38S thdstA FH+F

st AEXE auAY Azmrr dnbdgo® ¢ Erhal —r%f& Berman and

Evans(1979) 9] A& AAlstal Stk 7Hd 19 #4434 E= dEFdvteE vA" 933

N o o f2
of
o

o
oo Q

A7 EAol sk AlEAe] w2 AEE AT THEdE Sdsted, Ad
1dug3 Fde fAE 98 =9 dod 1A4unSes FEAL F UASS AAL

o

.
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<#E 9> TFEZEYol thet IS X ReAFE

olotAZ Estimate C.R.(t-value) P
PSS ey — sl .030 654 513
MEL¢2l — nEiel e .238 1.731 .084
SoiAlA - sl .055 974 .330
HzmEy = I2aks 113 2.114 .035
HEE97| - oAk .093 919 .358
=z e - I2Aaks 167 2.043 .041
mElsl e - HIls= .868 9.090 .000

L M
(9050

#7169 — 903 AR
Hzdey Y 043) e e 2] P22 HE
o p<0.001, *Y: p<Q05, ¥ p<01

() e 22 1gHOR)Y
% DEMBL : ¥2=130.808, p=0015, RMR=0032
GFI=0943, AGFI=0.911, NFI=0.909

CH=0.975, RM5EA=0.037

DARH] FEe o] WAL Aol g HANFA FAGLS 0.868, takol

9.090(p<0.001) 0.2 fFo]st ¢g&s vA= ZAoE Yepht ‘P ntEe] st uAT

Zo AEA TR Fo% GFS v Zolte b 26 AdHdh oled st
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v W WelA BHske GAARD 7 AdHEHZE e R3S T ol oA &

FotaA sk oJAbel foldt &S w Xt Dawson, Bloch and Ridgway

(1990) ] A+, Azte 344 7Hgo] wiidel tist Bl=& AX APdE oAbl 3
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A Study on the Effects of Store Choice Criteria of Mass
Merchandisers on Store Loyalty with Customer Emotions
as Moderating Variables

Oh, Young Ho*-Jung, Yong Tae™
ABSTRACT

The purpose of this study is to examine the effects of store choice criteria on customer
satisfaction and store loyalty, and the moderating effects of customer emotions on the
causal relationship between store choice criteria and customer satisfaction.

In this regard, this study tries to identify the effects of store choice criteria on customer
satisfaction and store loyalty in case of mass merchandisers, and to analyze the moderating
effects of customer emotions on the causal relationship between store choice criteria and
customer satisfaction. For this purpose, 300 customers, who have ever shopped at mass
merchandisers, were surveyed and 246 valid responses were finally used for the data
analysis.

The results of this study are as follows. First, out of six store choice criteria, product
factors, store reputation and physical environment turn out to have statistically significant
effects on customer satisfaction. This result confirms those of the previous studies. On the
other hand, store accessibility, subsidiary facilities and store atmosphere are not found to
have statistically significant effects on customer satisfaction. This result is somewhat
different from those of previous studies, and so further research on the subject needs to
be carried out.

Secondly, it turns out that customer satisfaction has a statistically significant effect on
store loyalty, which is in line with the results of previous studies that perceived emotions
affect customers' store attitudes which in turn influence their revisit intentions.

Thirdly, as for the moderating effects of customer emotions on the relationship between
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store choice criteria and customer satisfaction, pleasure moderates the effects of store
accessibility, subsidiary facilities and store atmosphere on customer satisfaction, arousal
moderates the effects of product factors, subsidiary facilities and store reputation on
customer satisfaction, and finally dominance moderates the effects of product factors and
subsidiary facilities on customer satisfaction. These findings partially support the results of
previous studies that customers' in-store emotional experiences such as feeling good or bad

enhance their store loyalty.

Keywords: Mass Merchandisers, Store Choice Criteria, Store Loyalty, Customer

Emotions, Customer Satisfaction
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