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I. A =
JNEU S T3 HAAEAY e d 353 4GS ATt A, of g
ATAEL ofAE AAGAH 7Hx FAH S S8 EEekA] Kok At
31 FA3sc}(Hassanein and Head 2007). o]2] 3k dAxpgdAH L] AFS 722
£ ERe] vigHAy HE

A= 7 F LA F s bR v kel Q1EY
Jrlo g o3t AsAg7ol B ot} (Barlow et al. 2004; Park and Fairhurst
2010). &A= A AdES AH BHA Fu A28 o &Y

AEL2 Ao 1oyt A Hdel A A (presence)ol] THE 212 o] oFsle] A}3] A
A5 AERE F8E] ATeR EStn ol AMAR FtoF AFIAA <
b ol AL ARl A S HAYHsHA] A s

Lol o] FAA AL 7oA 7 7HA T3 ZAAE AFst=,

s 5o HE AFAIY S7F il S HAIFH e = Fo] 3
tH(Babin et al. 1994; Jones 1999). Z18]3 &P A A Au|A7F H st A
314 RS TAAA A el Fag Fga ot (Jones 1999;
McGrath and Otnes 1995). 1822 28l ¥ & Gzl A o AFALS]
IMER stolg AL A FEAES e st e S
23 doj(Kumar and Benbasat 2002), ol& 71| A& 3= xﬂ%ﬂr )~
7 v Apo Al oS w0 QIAEES gtk (Wang and an

Gefen¥} Straub(2003)%= Qo] L3 Ao = T L A

B
i)
2
>
o,
)
ax
2
=)

g Q4Ee] AgHo] AtkeE AS AAsHA, 22kl &3
g e Aol tigh Aol SlAge] HaAS AU

gt 7129 ekl &g Ee] #g iR dA4ES olYd & - ez}
ko] A A Aol & el Q= O W 53] B2C 2kl ¥
Aot AFAAERY Ay Boolye e A AEsteE A Y A
Zhg7tolnt QIzhA HHEzte]l T ® Estal kel &g Ee #E iR
o] AgEo] 9x A<l =wW(cognitive aspects)o]l ZHE Fi ATE W3t
Aot 2wk Sl @SN AEH LAE Axd NHer FES
(flow)7} o} o= AL A #AA A A= Jidolab7 Bk M4 =
dMd oz A A BAG A S EdskE JEe ot

ofef] & AFolAE kel &£@IAF] B FEAEoR Ak A3 A



wel oJslsh A 145

[e)

Enl

1

[
Rt

2

KR
=

A )
= zoﬂo;% _ﬂszﬁmoma]
= =
o J) = %0 B w4 0 X WE oo w
Toow X Boay  d= S S
B X Pr&o )
g2 T o CIRCEN 7o L oo R o - Voo OB R
o " M#.H 0 " | o]J M_.W 3 N ofp wﬁ w _ﬂvﬁ w Wm B uar_u B T Drou o Y ‘mla ~
_ X w e g < oo B2 T * o
ol ﬁmam%%mﬁcubﬂw?ﬁ%zﬁﬂ N .MstﬂnﬂwMzL{
— B Q= 0 — ~ ! -~ B =
<A %n;oﬂlﬂdrmﬂm:moﬂadmaﬁ% @réaﬂmlﬂ“%ﬂﬁ%%7@
o mﬂﬂﬁiﬁ o ooz TR o &9 T Hop
ﬂ%muuwﬂo momeoﬁuro 1Wn ﬂ_ﬂoﬂ_sﬂﬁgurolqﬂﬂomﬂﬂ
i 5 57« ﬂﬁ.,oo_f%ﬁ%mh }}@gaoaa% :
W r = ~ ah M
o 5 2 ° D = m = B = X 5 Ho Ho oo} )
, aed;%wuﬂglwogﬂ N S PEF LT
I wrmmgﬂtmm%mxoﬂ?ﬁ#ﬂﬂﬂﬁ%ﬂ]M%ﬂéMLﬂ%
¥ .S Ko — T N ]O Lo} ~ © —_—
= %hmzaﬁ@r ﬁaéimwﬂaﬁﬂlgexﬂuiomriUr]w%aﬂquﬂﬁ
X ,HA_I Q o ET X0 c: —~ X O# X ‘.ﬁ‘lﬁyl‘l Mru ) ‘~II‘V| _— ol ;O,_ -
3 Mmoloﬂ_zﬂ%@ BT o N lo%%og% ECE )
ga.r.%ﬂawwo4m§&%wﬁwmmﬁd%@‘%&ﬂtﬂﬁt@%
o e 3wz — N g].%.aoo_e\ NOw oo = oo
w@oﬂmmﬂmww;wmmﬂwozovwms@;wﬁz@ngwnw@ﬂ
=) 1_.1)17 o — X N _ ~ i}
wnnmwﬂa@maea% MoaM§%%%me%ﬂowaazai
muﬂlwo\mﬁmﬂobt@ﬁd@1Ewum%]ﬂrq@WNeﬁT%qq meﬂiﬂng
mﬂﬂ1m:ﬂﬂm§tm%f75M§%u@1@. EWEEMME;HOQﬁ
7 o) doﬁa Lf&mﬂw %nﬂb K ﬂ_ﬂ“w‘_ HAqMoV]mLE o < 10_; ™ o %0 .EE o ogﬂ
Zom o o @u R & A w.__v 1t T % oF o o b a X 7o Mo Wl ogp o R
%ﬂ#mﬂ&m;ﬂ _ﬂw@@mogibﬂubo»_%ﬂﬂua:cx R
i T
@%W%@qmnm%mAmag%E7M¢%%ﬂowm%}ayﬂﬁ
© _ z N L
dﬁéarﬁﬂmqﬁmidﬁﬂﬂ%ﬁﬂﬁﬂéﬂmu%quer %w%ﬂﬁ%
W&@@ﬁ%@ KﬂEWgamﬂQ‘.%WuTﬂze ﬂ_._wm,_ﬂwm,amﬂ.nmoﬁﬂ
! — = s - 0 z O ) ~
mr;.ﬂumr m_zar.wmromomnﬂm .Eo_aﬂouﬂﬂHﬂmﬂ@@rew«#
oo 9 5 £ 7 7AMd|.ﬁo_]7Ed| klm_wA ‘ eI 2
W QﬂmlmML%a )7@?1%%@%#&%%% ﬂ;a_ﬂ%
%HQRG_&%]%N?:} oo TR I R I il
X ﬁo ~ 0 o \mﬁ N _ﬂa 7.A X l ‘Iﬂ_yl ‘mo OE ﬁE g
xo o & Mo T D N o] = T A ir
7,_6%1ro of Ho S ﬂuulmogo o L
o o B O® % T M N o) ~ o] M ig— 1& NS
<% %5 e leeia]
%ﬂ%qﬁoﬂe%@%
ZﬁlOMd’J.O
R ol o



146 7A9¥ BEAT A31A A2

0. 23aH7el 7184y

gl e e, ARUAelA, ekl g ok A olFold ATANE Y
o2 A3)A AAA e Ade AYstn, ARE g < w L

A48d 5 Qe AR At ok

1. A2l o AHw LA o]

riok
0x

1.1 Are[A Axizel 7id
A2 AAZES wihE 8 stel A At AA AbES whEdistal it
= 7 (degree of person-to—person awareness)®|tl. o2 x5 -2 (McBride
and Bazley 1997; Rice 1993; Spears and Lea 1992) A}3]4 Azjzto] &5
A Task 7}]“?:]3 dxa gk 4ol wihE AFyAeld Ao 5
FES ATES ol ‘dviyt dAAH =77V EAE FaeHA o
. i7hE ﬂTr‘%ﬂ]o]"qOﬂ’ﬂQ AAQE “presence”o] o= A A
°]§ ‘e A E A e A 22 9 (Lombard and Ditton 1997)" &
o %Zﬂa‘?}% s THAE sl tide] He AA w3 F
A (Biocca 1992)” 5o = A 2|39 th Rafaeli(1988)
’%i tgom WAsts AR Frye FoAda Ao
A “social reality”’z2f= &o]2 T AT o] Blolw T} Hof
2 A 7+ (social realism), A Z+® 2 A ZH(perceptual realism) 59 &
3 9t (Lombard and Ditton 1997). AF3] 2 4 A 7+ (social presence)
A& ol &Fol AdoA AxrUAeld Fadat A= AF A o
EALEHA =7leE ARTE vt =2 (Short et al. 1976) AFUA
A& AT AAR EASEL QS AAskL vk =g AL
4 TAE Aol A oE Abgel] diE Q1A 2o mE FEF
BA N et oz AoHth(Rice 1993). Biocca(1997)= AMs] 4 A7k 7)
, 9% S =7e Axga Agkstdd Tust
Melssac(2002)= =2kl 8t 3+ afol A o A3 A AAzHs CMCAelA #13
of A AAet AAE Aok =4, A4 vhEe] AR A5ttt 1d
i B P A= Q18 AtolH FZFoA L] vre

AL v AFyAold A& vdH viAE w2 k= AlelH
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7} 24 £ t}(Short et al. 1976). <

(Short et al. 1976)
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12 43 Y HRLAOIN SHATH ALS| Ax|Z

A7 ATASe eokel o ABH v FHGIA AET Ausd g
&% 7o §AAF Aolhel dF W Adsdth AEA Au) &
gel, Lol £RBANAE B e AFAA GAER] EAT B A
GAAE kel APAQ FEHo| gk 5 emarel aWw wasA, Ll &
3 A9e B WA, WA, AEA, Te)n qudEo] Aol glo] 917A
9l W Wil AlE Aol Aol YTk % 4 ATHCyr et al. 2007).

G ez AnE Ax, R ToE dd ARE AHd HE Ay
g age Ao AFUACA AL o} FASA WsHAT. thA 2
a, A el el W ARUACIAE AR Bl AT AAA o
AAZ AR = Rl

Bordia(1997)= “AFE s 44 WEefazt AFuzcae Sa4T
9 FAwT o @A pANA, AFE WA AFUA A AFAA A
94w g ARUAC A waso] ek ou 41, o], F& A$
o gaE AEA 422 TdG] AT NdeH BASY AL FAHe

Hﬂ

Z AFYAIAe 284S Adste Aoz HwEA 1 9t wgE A2 §
3 AFYANAS 93 MEE 7|ETHES WEA L JH(Tsao and Lin

v oETh o] e 2kl Fuf oAt
AR = 59}%‘*— A58 deoldEE HFH uwi/ AFUAAY Jdo Eg
ﬂ{— Aol th(Steckel et al. 2005). olo]FES] o] &2 tlwH AoA dojh=
A 2L Are] wsh fﬂEH A= s olets 8AE AR A
AT F k= 1 7}tk (Haubl and Trifts 2000).
Eg AMRE E}E ESRIp =y JH Ao 2Ry &3 SARS V=
%

Ao
ofr
ol
Y
x
H
Q)
oy
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=
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de)
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oty
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Black 1985) gtth. A& Hx ]7\1 AR AELS &)
ZA%S AEHCox et al. 2005). ]ﬁ@ 2 T‘{rﬁﬁﬂfﬂ,
Kotler(1973-1974)= i ztell Al v 7hed & FEANZE + U= SAHS
Al aaE wEoldly] & TS gAH R fAlsteE AL

A71& 04‘1?5‘}5’— Atk

oﬁ
°
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O
ofs
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N
S

A, J7A, F744



A Aol sk Azkel AvkEX] 4@ A
obe Ash was 2 £ dE AHE
2011). vk Q. xekel o] AlF st

& AFsA=

od, dAEY, 52 23 22 LviAniage] Age, 224 4]

=
0p!
o
(@)
S
2.
o,
CU
=
)
o
o
ol
o
:1
oM,

Zwjzke] Hbg-S AAsEd Wl Fast 9¢s d(Koernig  2003)
Bitner(1992)+= .7toll F&& mx= 74 @A dial] A-akar, 4H]
Abso] AHl2E Fed 2350 Tasite AR S BE . 2= AlEel
FALFE o3 @A S Anjxp Frbe] w A= IS S Adv= A
AE dobdllh, 22kl &go] Aol weh ezl HAE ] dAES] YF
H O BHdEo] 28l A o9 ALEHEAE X3} EEol AR
(Eroglu et al. 2003). o]&fgt o]ol #A o] U&= AF= 2ed F3aAe &
B dA el 91719 985 AA st Aok F HdEAR] HE #4558
e v FEET ey, a8d dAEo] ZeklelA Fgs] o g A
e A=A, 53] AR ARl AEAE I A A 7F AuAEs of9A A=ekal
aE5S et fGAlER (o9l Eote Al ke Add tiEiA e oF4 o]
HA ke FEo] w

Aoetd, deAQ Ax A3 v, 224 22 (1) AFE EYd
o7=d =go] He B dAEo] F=eta(rhE, S84 dd, A4,
aeal AAR AL gk T2} (2) Av|AbEo] A7 A Zbowk o EE = 97|
u ol AEe] EEl A HIE Adsta (3) dujAte] A - FHEo| g v
A S 7R dHRoy et al. 2001; Yoon 2002).

ojxd LopQl &AL v AFguAoldor A AFR=H widh
Aztw ] Ao, oH SEdas]

d ToE BEA ARG o] FelAxE 53] upsigh
(human warmth)®] Zo& S5 + 9= & 7HA HHe AR 119 AL
2 AARE Z7FA 7= Aolth(Song et al. 2008). A SlE] Yo A o] <l
Aols ©HAF R Adury] fJafja B ATAES A A ARz F53)
%} (Gefen and Straub 2003; Hassanein and Head 2004; Short et al. 1976). A}
314 AAEE mA7E AMEA R stolw Aleld o ® vE Aol EXske A

-11"1_!
o

Zol g & ANFES AYSEE Fe AES W3 (Fulk et al. 1987). °]A
2 Al wi A9 FHA(richness)oly wWiAIZ7F & 4 v FedgAHo= Adx
2 4 Jvh(Daft and Lengel 1934; Rice et al. 1989; Straub and Karahanna

1998).
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e AFAELS “24(warmth)"e] T A A3 A HAAZHE A oetHA &
AAzrel AEA) A4S Azea Ao wWAE, web o
ARSI, Elal e =4S dusiod, miesk o ® A ZE v (Gefen and
Straub 2003; Rice and Case 1983; Sherblom 1988; Yoo and Alavi 2001). £
ATE £BZol AAIA ABHA LA} AP FHS AT Frhe
B2 A @

oY

o

:CI)L_"
°
o2
=

oo to
M
o,
o
It
Auh
ro,
B
o
9
N,
RN
o,
o
&
N

a1

N,
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of
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=
¥,
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H gAY R v IbH oo, S THA AL
| 108 o]l AA 1 ¢lthHvan der Heijden et al.
e AAARD AFyAlelAd wiAle HAIFH o=
Aoz dHA Jdo(Miranda and Saunders 2003)
A dEe] FEgS mAE HoRE YEStHGefen
PARS P!
A]
o)

= A] A

=
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o
o rlo
o
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>~
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toby
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S
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N,

rlo

oy
fo rlo

&) o] R3] A "a‘zﬂ
and Straub 1997). B3k &2kl Au|zpe] ALS A A Azt oigh A7}
ol galolEo] thek Aol 1 ALHel Fujowe] FA A
© 2 Yy th(Gefen and Straub 2003). 13 EE AB|AERE
FEs B Bol] o]&sta thFY FHiE steE 7] fsiA =
AL A A FHH ASARQl F S EFE iy sto] oyt gtk (Kumar and
Benbasat 2002).
e 2kl HEELS AR AlFoly dujE-sol AR A A7 E
A N = 73 o] 9ltHGefen and Straub 2003). 2 e] AESE 7
; goll 7Inkeh, e Hoje A4S AAT 23 A BE

d
o
us

o2
roorr 4

2 %

rE DIJ o do =

Au

—_

>i

}

ot

op fx
ot
tlo

A . o fﬂ' Jﬂ oA & JtalE £BWE LRSS TS FxRIE Y
s wEan v & 5 o 28, oY@ Aol FRHAYE Aol oty
2t 2 E ANEAEC] agEY vleHola AR SFHwEs Fxee BF
o Jtk= et adjrg & A& AR AAGtEs FHeR 299 &%
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2l &g Eo Aw e} ARSI TS FUAITIE WA= A e
A EIe] HAAAHQ FFAES % S AFESAY UE AlEEH] A
283 A B AAE ATste ol AdvH(Hassanein and Head 2007).
& AlFge] AAH Aazge dAn & AYFFo] 3 o] YU (Gefen

and Straub 2003), ¥ (Kumar and Benbasat 2002), AlA & (Cyr et al. 2007),
aEla Az7rAel 1 =9-v(Hostler et al. 2005)¢F #& §) =4E o]g3 &
UTH olEld dFH ol 8 AES FAIA O ALY HEA A AFy A Al
odom ol gk kg2 WAl Aot o) o] FojAokrt gt} o
O 72, AFAA FaAeA e o] g2 HFHe| os AEA o I
Aol A Auszgs 3 A A AAds FIE T2 A A
£/ Le A3l A o] FHI ALH A" = (Gefen and Straube 2003; Cyr et al.
2007), At3]Ade] FH3 WAE FWl=(Gefen and Straub 2003), 13te] A E
(Lombard and Ditton 1997), ?17Fe] <J/F(Kumar and Benbasat 2002), &3d}+=
dzo] &7 Ad=(Sproull et al. 1996), 183l 53 o7 2 (Papadopoulou
et al. 2001)S 2t} Ak oz 22kl aujAte] A13] A A Aol ik A

=
Zhol oleld &4 JFe ATH O BsA £AHA Rk
gl

=
= 3T
PERY HAH FEAGH BAYE LA W
al 7

hl R
Ha, 3 FEAES B ANA AARe ATt

A a1, Wi o] &AL 7] AAT B}l EAE A ZAE=d oE e
AA DrhErr) e 1997). = Atolw] EZrholAE Ay ga] o] &xbrh 9w
& | ey W] gTge BE

3 ERle] EAe A7) AAS HrpHom wigRA e IS 7 ALF
AS AAHg dIFAF H|Fo] E wj(Carver and Scheier 1992), 73t
o

AdH oz el A7 B, ol & Ba) FIHoRE A7)A

o N oo
o
g o Lo
[e]

Jozitkn & 5 ArhAAIS FAH 2004). WA S
oA, Welold AFUACH BFol Pl W FE wi AQshe
Aol A5} vgo] BeE weNEL: F X SvWew

R
Goll T HlEo] AFAFE el Wid IUAS Foplnt

i
£
-
2
Ir

oz
)
ok
o,
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Abstract

Personification of On-line Shopping Mall

-Focusing on the Social Presence-
Park, Ju-Sik’

While e-commerce market(B2C) grows rapidly, many experts argue that
EC(B2C) transactions have not reached its full potential. A notable difference
between online and offline consumer markets that is suppressing the growth
of EC(B2C) is the decreased presence of human and social elements in the
online shopping environments. Generally online shopping lacks human
warmth and sociability.

In this study, social presence in online shopping mall was proposed as a
substitute for face—-to—face social interaction in the traditional commerce and
author explored what variables affect social presence(human warmth and
sociability) on online shopping malls and how human warmth and sociability
can influence on online store loyalty.

To achieve research objectives, we reviewed literatures related with
marketing, psychology and communication research areas. Based on literature
review, we proposed a research model on the online shopping mall. To
examine the proposed research model, we gathered data by using a
self-report questionnaire. Respondents consists of online shoppers with at
least five or more times of purchase experience in online shopping malls.
Because social presence is a feeling which needs frequent contacts with
malls to experience, respondents must have enough purchase experiences.

The empirical results are as follows : First, shopping mall’s customization
efforts influence perceived social presence on the mall significantly. Second,
shopping mall’s responsiveness influences perceived social presence

significantly. Third, perceived activity of community of online shopping mall
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influences perceived social presence significantly. Mall managers have to
activate their customer community to reinforce social presence, resulting in
trust building. Finally, perceived social presence influences trust and
enjoyment on the mall significantly. And then trust and enjoyment on the
mall affect store loyalty significantly.

From these findings it can be inferred that perceived social presence
appears determinant which is critical to the formation of core variables(trust

and loyalty) in existing online shopping papers.

Key words: Personification, online shopping mall, social presence, trust,

loyalty



