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Abstract

Purpose — This study attempts to examine the impacts of
consumers’ perceived service convenience of retailers on various
service performance metrics such as service quality and custom-
er satisfaction. It also tries to investigate differences in the im-
portance of service convenience dimensions on service perform-
ance between a department store and a general super market.

Research design, data, and methodology — The four hypoth-
eses in this study were proposed and tested. Two hypotheses
were on the causal relationships between service convenience
dimensions and service performances (service quality and cus-
tomer satisfaction). The other two hypotheses were on compar-
isons for the effects of convenience dimensions on service qual-
ity and customer satisfaction between department stores and
general super markets. To test the hypotheses, three depart-
ment store chains (Hyundai, Lotte, and Shinsegae department
Store) and three general super markets (E-mart, Homeplus, and
Lotte mart) were involved. Overall, 510 usable responses were
used. The data were analyzed using regression analysis.

Results — The results largely support the hypothesized rela-
tionships of the proposed model. The results show that access
convenience, transaction convenience, benefit convenience, and
post-benefit convenience have positive influences on service
quality, whereas decision convenience, access convenience,
transaction convenience, benefit convenience, and post-benefit
convenience have positive effects on customer satisfaction.
Furthermore, the results show that there are differences between
department stores and general super markets in the effects of
benefit convenience and post-benefit convenience on service
quality as well as the effects of transaction convenience and
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post-benefit convenience on customer satisfaction.

Conclusions — The concept of service convenience is im-
portant in retail environments but little is known about this topic
in retail literature. Specially, while service convenience di-
mensions have different impacts on service performance in dis-
tinct retail environments, there has been little investigation or
comparison  between retail types as regards service
convenience. This study is the first to test the differences be-
tween distinct retail types (department stores and general super
markets) on the service convenience-service performance links.
Managerially, the findings of this study suggest that the service
convenience management of retailers is an important part of
successful service performance management. Because it is most
important that both department stores and general super mar-
kets enhance benefit convenience to improve service perform-
ance, managers of both store types need to invest their re-
sources to reduce consumers' perceived time and effort ex-
penditures to experience the retailer's core benefits. Therefore,
the results of this study suggest that retail stores should spend
human and financial resources to enhance customer perceptions
of service convenience, while also considering what constitutes
the service outcome in the consumer's mind. Furthermore, the
findings suggest that managers need to use different service
convenience management tactics in department stores and gen-
eral super markets. Specifically, managers in general super mar-
kets should pay more attention to benefit convenience and
transaction convenience to achieve better service performance
whereas managers in department stores should concentrate on
post-benefit convenience to create customers' positive evaluation.

Keywords: Service Convenience, Service Quality, Customer
Satisfaction, Department Store, General Super
Market.
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1. N2

QEHREE AH[XE2 4£EE RSt 42&F = A2t =BE
HZAIZ7| =0 2SS 7P LCHGross & Sheth, 1989). 0|0 CHet
Atz Cryeh HolZah Ho| MH|AZF BRSO L, Yol B2
HFELIAOIE 230| MEBOILE MH|A2] Azt 39| HOIE &
ZSHA E|ACHKIM et al., 2012). £, %2 CHAst Als| U AX|
o Ho}, 7|eo| TR, FY gl dat S0 wat AHRE2
A WEA MHA7E HSED O1F Qo) FAtkls =852 2%t
AZ 5= UA=7t0l CHeh iR SRS dzisty, Lhg Moo &
N Holgof Ciet NIt XEHoz FIK5t AHByun &
Seo, 2010).

SAOIM Hold JiEe Sade 22 MRH QAT 2
2Lt OIS 2ot M ZHF0f Cist &-=X O[sfl= Brown(1990)2]
ATt Ol HCh 2HSHA| O|FOfRICt. Brown(1990)2 He|gof Ci
o £H[XMSO0| MF FOf Al 285|= Azt =30f Oist HISH
M HIEo| FHoMe =Xl JjEe=z THISIUCE Berry et
al.(2002)2 7HEXQl ZHOM CHAHAAQI H2e Sdlf Heldo
NEE 2Ot ARSI, 57HX|e| Hold AH@E HAISHRAC
0|2 Seiders et al.(2007), Colwell et al.(2008), Kim and
Park(2014) 52 AH|A Ho|Ho| Cist Berry et al.(2002)2| 7§
N &2 7|X2 gt MM HMEEl= MH[A HOlYol 5H
E7E JYYSIQUCE EESE Kim et al.(2012), Byun & Seo(2010)=
Holgel AFERI0l AH|Ate| X|ZvE THK|, nATEE, jOio|
I, #AHE 52| gut=s=0| 0jX|= deE 7HSIACL
2RSS FEp T MH|A REO FMEE FHBSHL AU
. 59|, B M| 2HEOM HOlE2 AH|XFSOA MH|A

2oz [ESH=H A0 O FQOICHBerry et al,
002). ot 204 YEHE O|83St= AHIAS| Hold F= AMH|

0|8 Al a7&= 7|28 a48ta & 4= Utk 2L AMH|
Holdo| 7iEel Zdoe E76td, =L AOHYE S| Ho
Miup 2HHE A= Kim et al.(2012)1} Kim and Park(2014)9| ¢
TE HNeStaEs HOE7| O{FCh W2t A0HYERS| AMH[A H
ofdo| tipt 7= RFot d¥ez HLHELHKmM & Park,
2014). £3|, st =IU FLwmHOEI0l C=X7|gE et
H7| EE A F OSILIO|CHAhn & Kwon, 2012; Jin & Suh,
2005). mzfM AH[AF 25 8 3™ 2td & ot Al 25
ZHOIM A HERC| HOlo) CHEE AH|XtQ| X|Zf0| AMH|A dat
ol ojMst Fekg OX|= XE HEEs A2 HFH O oEH
Z oM o|of7t ALt

=U A0 HEfoAM SeArmopziar 2
1 ACHKIm, 2012). SYFEHOZ2 ©
o2 o2 ~0iYEl & 7+ e U
SUOIM T=XQl o A0 HE HEHE T A= B
OFI2 ZEst HAMELR0| HE0 X7t TS M9 7
201 HENSTE M=ol B2 X[ AOAIF|A e 2t B
1 QUfh z2 SEFHOBIME F8 FgE52 MRS
OfL|Z} QR EE2TH| dETEE HistHA HopEa Z-™o|
ZHOSHA| E|ACE oHH AgAH[ALF AUPEMOoZ [iE k= ot
2 oty =00 HoE AU=h|, ol2{er HstEo| 2|E0 58
ot RQl F SILIE OiFE= 0] FAmOZUo/CHNam &
Kwak, 2009). 53| #stdant SetmHOZle Fg F=0| dXl=
427t Bed 7IE AME W Mz Hsgo|ut Setnmorel
SY2 7IE oty £= SEwmHOEle ojEo 2 IS 0K

1 QUCHLee & Bae, 2000). [2tA O[gh ADHAEHQ!I ol at
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O|2t1 dh= Olst ADHAEHON| [t OftHSt XHO|7F JU=X|E It
ofet €7t AS AOICk

ek = A= CEFENQ 20N AL HOl 0| AH|
£ 8o ojXl= BeS 8o, AMH|A gnto] AN =L ChE
Mol A0jHEHQl WHopEul SohmOrzizh oftet AH|A Hold
o SRE0| Xto|7t JU=XIE SISt aR}; ShC.

2. 0|2% 1% 9 Mg MY

Al
2

21. MH|A Hold

2H|XHe MH|A ®SAHSO0| OHOfiSHALE o2 FEE M-St
= 49 SE0|Lf FOREY| oAtet 22 HEE HWHAlZd = U
Cf. 2t MH|A HSAts oot 32 R 242 AMHAE H
3510 AH|XIS| oAIFIAY uEE =Y a7t UCKBerry et
al., 2002; Colwell et al., 2008; Seiders et al., 2007). AH|A H
O|M(service convenience)2 AH|XS0| HEO|Lt MH|AE FOf
SPALE AH[E I AQF|= AlZtab =20f Cist X|2H2 LIEHH,
HIEHA H8Q| /o2 Holgt = UCHBerry et al., 2002).

O 2oroflM Held 7iE0f CHet Ofsf= Brown(1990)1t
Berry et al.(2002)9] G1E Z7tSZ 3liCh Brown(1990)2 MO
42 AHXFEO| ME PO Al AR5= AlZH 3oz EO0[3t
o, 1240 MZ2t MHAE F0O§SH7| s S|4dsop g Alzknt
71218 SHeE NEQ HIFUA 71HE E0Fe =2HQ JHE
o2 FIZSIRULCE 0|% Anderson & Shugan(1991)2 o|4o| 7§
HE AlZt B, AZtFEY, AlZHol8, oHX|, Fa, Hefel &
0|, ItH| &2 502 FXF}SIUX|TL Berry et al.(2002)0f 2|
of HCh CHAHAEQI M2 Sl Holdel 7iE2 2ot M A zte|
ALt Berry et al.(2002)2 AH[A O|&1PHO| M2t AMH[A HOlY
O| o198 0lZ O|AFA™ mO|d(decision convenience), X TO|
4J(access convenience), A2 O|M(transaction convenience),
Mol Ho|M(benefit convenience), 12|11 AtZSEd  HO|M
(post-benefit convenience) S2| 57tX| XIS HEXSZ HA|SH
QUCL O|= MH[A Holdo| C{st AEFQl Aol Chet SHEX
2TF7F JAUX|BE, X 20| SO{MOF MH[A Ho|Ho| Tt HSH
AJLE0| O|ROZICtE O] Seiders et al. (2007)1t Colwell et al.
(2008) 2|1 Kim & Park(2014) 25 Berry et al. (2002)0] H|A|
of Hold XAHYUES 7|X2E 10 CEAHIE QI Hold JhEof Chgt
EHTIESS JHUSISILC) Seiders et al.(2007)2 ™ -E7M(speciality
store)2 0|83l 1SS MR 310 AMH|A Hodo| Fd
7HEE Berry et al.(2002)0| HA|St 57tX|E HIEHCOZ MH|A H
ol MEQl SERVCONS 7|35 RUCt Seiders et al.(2007)2 A
H|AQ| 0§t AFEO| EHEEl AH|XIS| FOfES, XMSE AH[A
Holo| A, MU E BESHE = 2|1 CHA| AFR TEEZ £
2ot 285 E Azt LHS S| AH|XISE2 AMH|A HoY
£ QIAISICt D FESIUCE Colwell et al.(2008)2 ZLO{=ut QI
HE A8t DUES [AMSE IARSHO Seiders et al.(2007)
o AFOIM HA|IE =52t Moot ZHETE NASHRICE Kim
& Park(2014)= ot=o| CHEZXQI AOfJEfQl SHstEat Zotri
A AMEZS [ Z Berry et al.(2002)0] HMAleH 7HEA 2
7|22 AO0iYEje|l MH|A HoldE FSk= 57HK| ARt

mo 2
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2071 £ZL=S %
MH| A Ho|Aof

e

|AJBHSACY.

Holgo| P Chpo| GRS MHIA Hol¥e X
21l Jhx), DBEE, HROjOlE Sof OPE N1t ofZol
SO Q% AT FUHICHE U2 YT Beny et al(2002)2
|2 Bolgo| 5717 XHUSe MujAo| Roj 9l Abjol Bl
Cifst DUYSS O[XD, 2 A WO|Mo| x2S nBHE

1=2o=
of ggg 0OFIcts 718X 2EE  KMASIRCE Byun &

oco= —

Seo(2010)2 ZHMYUS CHS2= MH|A HOlY 2Pt |
ZtEl JpK|, DA, 02|10 AF2|=0f Chet ot HAE 25t
A=, A2 Hef Holds Melgh 4712 AMH|A Hold 8
olo] X|ZEl ZhXof FgS OIX|H QAFZE Hold, &=y,
el HMolgo| AR Aets O|X|& A= LERSCL Han
& Lee(2011)= EONXIQL FONRIZIC| X|&EHQl MAE FXA[SH=C
AH|A HOldo| AEto| 525t B2B A|HO|A Berry et al.(2002)
O HMAISH 57§ Xtalah BAZZO| CHSt 242 AR 2ot Fo
HoldS Hleloh 2F Hold, el Holg, =™ Ho|go| &
ATE SAMcz 3¥HL S DXs A= LIERCL
2|2 Kim et al.(2013)2 A{H|A HO|HE AMFHA 2ok H
810 AMH|A Holgnt X[ZHE JHA|, MH|A BEEZEO] A 2
MotRl=H, A2 A Held, Mo Held, a2|i Hel H
olgd2 XAz ZHo 38X Segs OXle A= LIEFKRLCH

I
A2

Iy

>

r

22 JHEMH

2 A7s A0 YES| MH[A Motof CHSH AMH|A Ho|Mo| &
IHE olsfish=n =&0| UL O|E 25t 2 A= OAE 2
A0 datH==2 HIHEHH 13El= MHA St DA4EEZS
MH|A dop He=E2 QI Eot 2 Gifte MH[A HoldO|
AMH|A dotol OXl= ggof| AY ot=o| AFSAIEZ Ol
CHEZ QI AOfERQl HSPE D SetmHOE 7+ Ko7t EXY5t=
X|E MmEIX} siC) O|F 83 2 STs A0iEfoA] 1ZHO|
X|Z6h= AMH|A Holdo| ZR/dE =I5y, WalEnt Stk
OpZiol2ts A0loh 2HA0|AM 20HEQI MH[A MHatE O|E0{LY7|
fIgt MH|A HolY XS Y = AUS AoICE 2 72l Y
HA 2E2 X|A|ISHH <Figure 1>1f 2
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Decision

convenience Service Performance

= AN =EE VeSS HTED O3t 20k

22.1. MH|A HOlM™du} MH|A MH0po| 2HA|

XIS7X| MH|A Holdol JHEo| ot Ch=o| MIATLS
(Seiders et al., 2007; Colwell et al., 2008; Byun & Seo, 2010;
Han & Lee, 2011; Kim & Park, 2014)2 Berry et al.(2002)2| &
TE 7|XE MH|A HOlEE QAAY HolY, M Hold, M
Hold, S8 HolM, AR s Holdor k= CHEGREQ
JHEe 2 ofsfisty UCt mEtA & TNz MH|A HOHES
574o| AR 7Pgstn MYLE HECE 3 JjEE 4%
StRALCE.

2 AF0IA oAEE molde2 Af YEHE 0|8St= AH|X}
7t MEgel #UiE ZEst=0 BRsittn QIX|SHs A7t =39
HMotoZ ™HOo|slLCHBerry et al., 2002; Seiders et al., 2007;
Byun & Seo, 2010; Kim & Park, 2014). Seiders et al.(2007)0]|
mMEH, AH[XHe SESID H#7I5H7| o2 HBOolLt AMH|AQ|
TOHZEIPIOM IAtEE HeldS RASHA EICh 2Hef AH|Xto|
TORIAMZEAl MH|A MSAHEO| 225t HEE HSotAHL E
2ot YRE Y| MISHK| Yes B2, AH|XH= =E=0|Lt Fof

ZoQt 22 Mg LM Al = UCh mMetM MHA HISXte
Yefsh BB Y £42 MHIAS HBoH0] 2HIXfo] OARIIZE
WHHE 2 =TIt /JACKBerry et al., 2002; Colwell et a., 2008;

Seiders et al., 2007; Kim, 2013). 20§ YEjSS AH|XfQ| FOiZA
o 2FE SE 2ot Mz 2folotz, ME0| gt Z& K|
AZ HRoh HOfR, X 52| LHE o AH[AL FOE A
Yot East X|ZE A2t LHo| X|E2 S0E2EM AH|
oA ®elgs MSoict M2t QAMA Ho|d2 AH[Xto|
THE ZotFD FOHZAYES Z2tA|Z 2Tt OfL|2} A0y HEHOIN
MS5Hs AH|A0| CHg MEHEQI HIto| S-&Ql Hekg OjH

Z0|Ct. ofof 2t = A Chga 22 7HEE 280l

<H 11> OAZY Holge M2 B0l 3O FFS 0
& Zo|ct

<H 21> O|NZY Tol¥e 2T
#olct.
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o
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Service Quality

ko Z HMO|sIRULCHBerry et al., 2002; Seiders et al.,, 2007;
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= JHEo2M(Han & Lee, 2011), AOfHE} A|MO| FfA,
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<Figure 1> Research Model

AlZh 7+E I, BF Yol oy St 22 B2 8ol8=
LIEFACE 2O HEHS| He|oh §22 2H|IAF 28X0|1 Zst
TOH7I2IE A ElCh W2tM 2HIREZE MEfSHOF o AO§ERO)
2o AN M=t ZHHetE Sl X|Zotks Mb|Ao| Helg2
AH|Xtol dEfo ZFEHQ g2 BChBerry et al, 2002; Byun
& Seo, 2010). O[] 2}t = A<= CHE 22 7HEE 2735
QALY

<H 12> F2 Holge MHA BHo| 3WHe ¥ 0/X
Zio|c}.

<H 22> 2 Tl NABZO| YNl FFS 0fF Ho[Ck
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Ao Held2 AH[XEZ AOf HEHRIel 2EXQl HEHE 2ok
LIt QIX|SH= AlZtat 2o| HAto = o5t RICHBerry et
al., 2002; Seiders et al., 2007; Byun & Seo, 2010; Kim & Park,
2014). A0f YE{= AH|XPE A0 HEHE O|8St=0 U0| LM
= Oi7|AZ+2 E=0|1, He{tENX[e] A&Ttar AHejel 8ol
2 =0 AH[XZL AHE Rl FASHE Al =82 29 =+
RUCEL CHZIA|ZIOILE SRS FXEEAtRL 20| A0 Efte|
e oFEoA AH|XEIE QIX|SHHE AfAT SHEH2 AH|XS| 271
Mol Z4EE FLAIF AMH|A0] CHot BIto 2-ECl S 0|
XA =ICHBerry et al., 2002; Kim, 2013). M}2tA Heff EHo|M2
AH|XEZE MH|A O|80]| CHEE Z27F10F MH|A HIMo| 523 de
2 OXl= aglojztn & £ QUCL ojof w2t & A+= Ch3at
#2 Jtde dEStct

<H 13> 7fzf Holge MHlx ETo| 3N Yy O/x
Zolct,

<H 23> 742} oL MATTO| FHHO! Y2 0|4 Holck

o Ho|M2 ADYETL M=
Oof AH[X7F EQSICn X[ 2S5t AlZkat
QCHSeiders et al., 2007; Kim, 2013; Kim & Park, 2014). O|=
201 HEHOM 20| RAte= CHYet MH|AE HSSteX], 22|
1 1740| O|8StaAt St AMH|AE & 0|8 &= U=l S0
245t Aoz AH|XPL M3Ee ofEiat H{Wsto] HOF ™2 Azt
b 30| @7kl= 2% oE Ho|ldES X256t EICh iAol
0 Ml A2E S AH|A IFOIM AHIXZE A0 HE E
£ J|CHste Chet AMH|A §|8E XSSt AH|Xte| MEiq}
2O Z-E0 HIIE 0|Z0{d = RUCKKIm, 2013). O[of 2t
2 g4E Ohadt 22 743 43I

<H 14> B2 Bolde M2 BHo| I

Zolc}.

¥ge 0y

<H 24> &=} Tolge nABITY| el

OFX|9te 2, AtZsi|El Hold2 AH|XIIF ADHERC| 0|8 O|F
of sy YHet XHHEESH= DPHOIAM AH|XHZE X|Zsh= AlZtat
L2o| Hoftoz HO|s|QICHBerry et al., 2002; Seiders et al.,
2007; Kim, 2013, Kim & Park, 2014). HIM o2 Hall & AH|
Xrete] MPE2 uweh MEsD, |FAEs &2 YotH, M=
AMH|A HEOIM AH|AEZE QIAIBER] Zoh MH|A Aol wilio=z
CEAl MH|AK|SKIQE EESOF S HRE WAsCh AH|[XH=
A0 RHER O O|=0| &S| ZRE MH|A MufLt F=IHEQl
MH[AK|ZO] ERP Ao AHXPIE MH|AE HSET| 2/t
O @F&lE A7t =382 E0ECEMN AlRs® HolMHE2 X[zt
StA EICHBerry et al., 2002; Seiders et al., 2007; Byun & Seo,
2010). 2|10 W2H0|Lt 2HE 2|0 DZHE0E X2| 59| AFEA
H|AO| CHEH AH[XEZE X[ 26t Hold2 ST A0f Efo| Chot
AH|RtO| OBEX E £ Z{0|CHBitner et al., 1990; Byun & Seo,
2010). o|of 2t # S+= ChEab 22 7Hd8 M7ESIRACE

<H 15> AZee) Holge Mulx ZWo| 3
A Zo[c

<H 25> AtB8e Holg2 DABIZ0| 3HHel

Z0|L}.

222 MHl~ BolMTt MulA Aate] BAO)M HeHD EY
#HOPAZH KO

19963 FSAIES 7HEnt 1997 Q&te|7|E AHX|TM Fg
FEHOPZLO| WobEnto| &Y Fe2 245 EHTM U FSA|
Yol etEd2 =43| BsloIRACHLee, 2009). 53], d7|=2¥2| I
goz TeFrHOPZI0| WalEt o) L A0jYEle| 2 F22
A2l EA EUCE ol2fpt FYT=OIM WoPH Selr o2
tlEo] Z2EES x| Rl ME[A TEHO| g0t S &
ZotCHNam & Kwak, 2009). 0|2 QI3 =aiEu} FelwmoHl
Zole &, BEAE, 29X, ns #Held S1 22 2200 23|
Xto|7t EX{SICHLee, 2009). #atEut Selwmozlel Mz £4
o| H|mof 2ot Lee (2009)°] A+0f M2, Wal{o| ZL2 &F
o &, 482 TF A O¥Y, 4F X9 80|d, A2 &%
7| 8 ngd, SRSl tE, g=of 37|, i us 0|82 He
g, FHAIZe Rt HEMHH0| e F= 2HH, Semor
A9l 47 JF2| 7t4, FH Aol RF7t U™ wrelot S
= OXl= A= UERRC mebN #shdnt SeaEoplol2s
dolgh A0iHH0|N BRSh= B0 TSt aH[Xte| XY E
7t S ZEH HE2 X017t AS Aol FEY 5 AUCh

2ol des 28 2O0iYES| B¥2 ST YEH LHOIAMEHo|
OtL|2t O|F YEH ZHof&= OofLfn QUL MEEM HISE 8§H0| &
O[3t AEHOIX|2H WMopHnt SebwrEOpZIZIol Bl A= 2|0|7t
ULt (Lee & Bae, 2000). £3|, A& ZHHO|A Habdat Seler
HOpZo| HE|xt=s HM2 SHStL 25| H=F MHA FE

bl

1=
ol SLHS mefdts A2 Ofe Fast Lo|Ch o|yel =2|§
At 2HAE X|Z5ks 20 YEHS] ME[A HO|FO|
Mol MB|A Fotet TR0 0K Y =0 A0 izt

<H 31> QA HOINO| M2 BHO| OjXjE FHe et
M STAHORA 2t Ko7t A2 2o
S

<H 32> F2 ®oHo| M~ EZo| DjX|E Fate weiE}
SeHOE 2F Ko7} 9l Zolth

<H 3-3> 742 ®oHo| MulA EFo| DjX|s Fate weiE}
SeHOP 2F Ko7} 9l Zolth

<H 34> 3= HO[Ho| AH|A EXo| OjX|s Fere waiE}

SEAHIA 2t }0|7F g ZHolck
<H 35> Apmsfet HolXo| Aul~ EHof| OjX= Yge wat
M SSATOB 2 KHol7h UG HO|Ck,

<H 4-1> O|AFZY HoMo| DABZO| DIXE Yo Wk
I} BHTOM 2 K07t S ZHL,

<H 42> T2 Hogo| NABIZO| Ojx|= Yge WepHm
ST 2k Ko7t U2 HOlck

<H 4-3> 7{e} Mol 0| NABHZO| Ojx|= Ygre WepHm
SO 2k Ko7t IS HOlck

<H 44> &=} Hoo| MABZ| Djx= Y
ST 7k KHol7h U2 ZHOlck

<H 45> Alssiei Ho|So| DATZO| DIXE Pere weky
I BEFTOR 2 KO7H S FHolLt,

ob

ob

e

o WsET 5
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3.

o
rE

T

31. FH™EH

A4

2 AR= MEAL(Seiders et al., 2007; Colwell et al., 2008;
Byun & Seo, 2010; Han & Lee, 2011; Kim & Park, 2014)E H}
BOE MH|A HO|ME oAAY Hold, M ™o, Haf He|
4, o Ho|M, Al=s|s Ho|Mo| 57X AYULE RS &
FOIRACE. oAEE Ho|M2 ANHYENE O|8St= AH|XIE ME
o FOfE AMS=0 ERSICD 2X|Sh= Azt = HE S0|=
FEE Folotn, H Ho|d2 ADYEHOM AH|XEZE MH[A
£ 0|8317| {lsl MH|A MSAtete| HMEF0| ERsCtn X|2sh=
Azt =82 £0l= FEE FoSIRICE A Ho|d2 AH|Xt
7t AOfEfete] Xl HHE lof ERSICHD QX|SH= AlZt
I L8¥E S0l = Fo5tR, ost Ho|d2 ADfHE|7t
MSshe Sels|Eis d@str| /ot AR EQsicta X[zt
St AlZHab o] Hof HE= FoSIRLE Al=d||E Hold2
AH|XEZE AOHHERS| O] O|=0f sy Mt X Hst= nhdo
A AHIXPZE X2t Azt =8E E0ls HEE FoSIRIC)
2 Q3es AMHA moldol 57X ARHEE FESH| st
Berry et al.(2002)Q| HFE 7|xXZ I AOIYES| MH|A HO|
gofl st EPETE 7St Kim and Park(2014)9| EH-e=S
O|83IRACt. MH|A HOldo| Zt Xt H 47|19 gtz THSHA
1, BE MHA Hold ZEEYES 2HE 78 Hx(1=14 1

]

= O
YR 48, 7=019 gz SHsHCt
2 iRl B2 BND DADEZ AHA HD HeE
SIICt AH|A BEe ADIREf7 MBohs HBEHQl MH|Ao
xl A

st AH|XPZ7F X|2ste E2 =xFo=2 Holstd, Brady and
Cronin(2001)2| 91L& 7|X2 37§ 22 FHSIACE 2Bt
2 A0iYERC| O|82 Sofl MIEE AMH|A0 Cfst SO
Z7™9o| MENER Holst¥ 1, Westbrook and Oliver (1991)2] ¢4t
oMo HEEEES EINRE 3 22 FMIQUCE 22|10 M
HlA S&0r nA4B=o| RHEYE 2|HE 78 He(1=1s 1
X %2, 7=01< 22{ghE FFSRALL

HENTE ZHE A0YE] BHpe= JHHEA™EE 2
o £st7| st oxt 12| ZITHE = OlgHTE
2| 2M0] Ol8E o= FEFLHOEIS 7
Ol 0, HislE2 12 HSISIRICE [M2A 2 ¢79| 7HEAH
of O|8%l AOjYEY M= CjO|H==2 HYEHO|C).

i)

3.2. Xtro| 81t HEE

2 d3Es fa|Liet A0 YEHE ciEste WsiEar Sott
OIS CHACR SHH, SCHUSHE, ZO|HpE, LAA|AH S
O| 3719 W™t O|OtE, =&, RHOIE 9| 3719
FHOEZIE %2 674 o[ o|&sl & ARO0| U= AH|XtE
H A28 ML HiZE MEX| F Hstd 20N 2315,
STewmorEzl 420N 27927t £|F 240 0|8L|UCt. & 510
ol SEXIo| Chet AALEHE E42 <Table 1>0f KA|E Hiet
ZCt WshE dEo| 42 HH2 325%, O]42 67.5%E XiX|st
O, 20C= 51.9%, 30CH= 39%, 40C§ O|AF2 9.1%E LIEFLICE
Setrmopzl 429 42 42 46.6%, 082 534%E KL
ol], 20Ci= 39.1%, 30CH:= 50.5%, 40C] O|A2 104%2 7

- oo ojn Kl

| QALY

<Table 1> Sample characteristics (Total n = 510)

. Department store General super market
Variable
Frequency Percent Frequency Percent
Gender
Male 75 325 130 46.6
Female 156 67.5 149 53.4
Age
20~29 120 51.9 109 39.1
30~39 90 39.0 141 50.5
Over 40 21 9.1 29 10.4
Total 231 100.0 279 100.0
4. MzEM A}

41. SHEFO| HIt

re

ATe ZEEL0| Chet A21dat EftdE E7I5tRict 2t
Jhgel sFEL0l st M2l dF Al <Table 2>0 HMA|E
HQt Zo| 2E 7§E0j CHt Cronbach's oAs=7} 7|EX| 0.7=LCt
= LIERE SEAE0) het A2l SE0| Yo 2o m
=ict,

SYEYO| Cfst BTN ZHS Yol HMN  alpy
(Exploratory Factor Analysis, EFA)1} 2HQIE 9 QlE.A(Confirmatory
Factor Analysis, CFA)2 AA|SIQICE MH =HEAE9| QQFXE
AEET| 2ot BHAME  QQIRMoM QoFsEg2 FHEEAM
(principal components)S 0|823t0 197t (eigen-value)O| 10|AQl
Q012 FES=E SR, HiZ|WA(varimax) 2|TEHALS 0|83
Ch. EHEAN QOIR2AM Nl <Table 2>2F Z0| 27§ 0|42| Q0l0| &
g Mlzle 22 80| 2 Y0l thd 2210 0.5 Ol HXyE|
= A2=2 LIEMILCE

2t JNEEQ FHEtEEE A™SH| sty el QllEMES
AAIBH D, 28 Mslzt  y?=735457(df=225, p<0.01),
GFI=0.905, TLI=0.930, CFI=0.951, RMSEA=0.0672 L}E}tCt. ™
HHo2 ALHOl J|EX|((=EE5+E 24(p20.05), GFI=0.9 O
A TLI=0.9 0|4, CFI=0.9 0|4, RMSEA=0.08 O|shE =Zd=
AoR LEHt HFZ2YO| HYSiCtn & == JUCKHair et al,
2006). 12|01 BE 20| st @Ol K2k (estimate)0| 0.5 O|At
Ol SAXHCE Rolotn, 77 F47iE0| gt 7HELMEE(CR)
oF BrEAFEAHAVE)O| 7|EXQl 0711 0.5 ELCF & W= L
EfLt 7N E S0 +=HEITEH0| =8¢ Tl £=Foj2tn &
RALE.

THEEME S Ao At <Table 3>0 HMA|E Hieb Z0| 2f
THEE 7He| HEtA4=7t 0.85 HLCt &2 Zo = LiEfHD, ¥
n2AEEHAVE)O| 2t PN EE 7t &EtA 0| MEgtert
2 Aoz L 4/ ES0l Chst THEEEEo| =88 Tt
202t & &= QJUCKHair et al., 2006).
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<Table 2> Measurement model results

EFA CFA
Construct Eigen-value .
I
(Cronbach's o) tems Factor | o mulated % | ESUMAteS | op | AVE | Model fit
loading : (t-value®)
of variance)
Deciding to shop at XYZ is easy. 0.850 ( 105'610255)
o | can easily determine prior to shopping whether XYZ will 0912 0.893
Decision | offer what | need. ' 3435 (24.512)
convenience . 0.890 | 0.667
- - o (13.212) 0.917
(2=0.880)  |Deciding to shop at XYZ is quick. 0.903 (25312)
The information that | received from XYZ was very clear 0569 0.814°
and easy to read.
. . 0.829
| am able to get to XYZ quickly and easily. 0.812 (19.313)
Access The hours of operation of XYZ were convenient 0.606 3.105 0.538
convenience ' ' 5 155 (12.513) | 0.815 | 0.532
(2=0.799)  |It is easy for me to contact an employee of XYZ if 0,564 ' 0.609
necessary. ' (11.792)
XYZ offers convenient locations 0.888 0.884
The procedure to pay for my purchase at XYZ were 0695 0.699
convenient.. ' (17.275)
Transaction || 5m able to complete my purchase quickly at XYZ. 0.822 3.024 0.805
convenience 36,767 (20.625) | 0.888 | 0.638
(0=0.869) There were no problems to deal with during the purchase 0.766 ' 0.883
that added to the purchase time. ' (22.157) )
It takes little time to pay for my purchase at XYZ. 0.798 0.798° X (;Z32524557
| was able to get the benefits from XYZ with little effort. 0.718 (105'772240) G”FT‘EOOQ)%
] ) 0.790 TLI=0.930
Benefit XYZ solved my needs without creating other problems. 0.744 0815 (16.402) CF1=0.951
i : RMSEA=0.067
con\iemence The time required to receive the benefits from this retail 47.615 0.866 0.873 | 0-589
(a=0.857) 0.668
store was reasonable. (17.499)
The efforts r_eqwred to receive the benefits of from XYZ 0.711 0.677°
was appropriate.
. 0.748
It is easy to take care of returns and exchanges at XYZ. 0.765 (22.542)
Post-benefit |Any after-purchase problems | experience are quickly 0848 2765 0.983
convenience |resolved at XYZ. ' 58,950 (38.216) | 0.931 | 0.707
(0=0.917)  |xYZ quickly resolved any problems | had with the service. | 0.842 ' 0.907°
XYZ made it easy for me to resolve my problem. 0.815 (20663%137)
| would say that XYZ provides superior service. 0.788 0.929
. . . . 0.913
Service quality |I believe XYZ offers excellent service. 0.827 2.656
(a=0.901) 68.467 (33.946) | 0.920 | 0.759
XYZ provides services as promised. 0.750 (203;736610)
| am satisfied with my decision to visit XYZ 0.705 0.849°
Customer | believe that purchasing service from XYZ was a wise 0725 2317 0.919
Satisfaction |choice. ' ; (28.560) | 0.918 | 0.777
_ 77.377
| was happy with my experience with XYZ. 0.736 (27' 187)

Note) ® All estimates are significant at 0.001. ® Parameters was fixed as 1.
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measurement statistics

1 2 3 4 5 6 7
1. Decision 0.667 | 0.065 | 0.141 | 0.198 | 0.077 | 0.065 | 0.121
convenience
2. Access 0.254 | 0532 | 0.175 | 0.214 | 0.158 | 0.062 | 0.203
convenience
8. Transadtion | 575 | () 418 | 0.638 | 0.286 | 0.205 | 0.212 | 0.196
convenience
4. Benefit 0.445 | 0.463 | 0.535 | 0.589 | 0.243 | 0.301 | 0.321
convenience
5. Postbenefit |, 577 | ) 398 | 0.453 | 0.493 | 0.707 | 0.203 | 0.266
convenience
6. Service 0.254 | 0.248 | 0.460 | 0.549 | 0.541 | 0.759 | 0.448
quality
7. Customer | 510 | (450 | 0.443 | 0.567 | 0.516 | 0.669 | 0.777
satisfaction
Mean 4598 | 0.526 | 4.977 | 4.718 | 4.966 | 4.814 | 4.962
SD. 1.007 | 1.025 | 1.043 | 0.885 | 1.078 | 0.886 | 0.887
Note) All correlation coefficients are significant at 0.001 and

presented in the bottom off-diagonal. The calculated values
of the squared correlations between all possible pairs of
constructs are presented in the upper off-diagonal in the
correlation matrix. Average variances extracted are presented
in boldface type along the diagonal.
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<Table 4> Results of hypothesis test
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YSIALCE. 2T A O Me] =

QITE AH|A HOIMIH A Mt 7t Brot AvjRieqol
Tof chgt 7Hd 1, 2, 3, 4

MAJSIOICE 1E0IAS S RIHA0l 57Hx] AfH|A HolA
Hold, e Holy, s Hel
{2 EolMDt ZEuA0l AOjRAE|( ALY vs. FEAT
2EOIME ChM SEIMS, T¥¥4 18l

ot7| fAste AN =7

Ztg3to| A4t R®

Holgo| RoldE EflE xAEZ Il QO
T= S ZEHSO| M3 A8 2
AEZ EOE 57| IE0, CHE2H2d Al sEdssE 7t OF
MM(multicollinearity)0] gf4igt 7H5A0| QICL MM & o3
Cisaddel BE JtsdE &etA|7]7] f5t0 RE SEdHs
of CHsH HWaEAlsHmean-centered)sto] O|25HFCHRokkan et
al,, 2003). 2 AFO0|A KA|=l 7HEE A™YSH Zit= <Table 4>
Off HAIZIO] RACE

HA, MH|A HoMuL MH|A FEO Ao CHst Hiol A
Zof, 1EHA oM S0l QAR Hol, F2 mHold, A
Ho|M, o8 mMo|M, Atms|s mo|dut ZEBMQl A0 HEHE
St ZoF MH|A EX-0| gt M2 mold, Hef o, ofE
Hold, A= Hold 2|0 AOYENS| F 2t SAHES
2 [OISHA| LIEFHCE gHH oAtAE Ho|d2 MH|A EEHO| &
ot F@E OX|X| e AR LIEIRICE M2t <H 1-1>2 H|
QIst <H 1-2>, <H 1-3>, <H 1-4>, <H 1-5>= X|X|L|RQUCt. AH|A
Hold 292 & X|Z4E SHO| Cfs 7t 2 IFEHE A= A2
Sl Ho|do|n, AtRG||E Hold, Azl mold, HZ Heldae
O|ALE.

MH|A Holdo| AMH|A EEO| OjX|l= Fgo| A0 =D}
SeFmopzl 7F Xtolof CHst Hae| 27 ZAunt, 2THAOAM AH[A
Hold XSnt AmYElel o= 2EdE Fet 21 o= ™
o|dut MH|A FF 2|1 ALSs|El Hol gt MH|A ZZo|
Aol A0fHERS] mEZ 0| CHet A7t SAXE2E Foot A
OF LIEIST, RPHEZIEHAR’=0.029) SIA| EANMoZ 209|819
Cf. b oiEd Holdat Atzsetl Holdo] MH|A FHof| O|X|
= G2 HisPE Setrmori ZF Xo|7 e A= LIEHLE
<H 3-4>9} <H 3-5>= X|X|Z|ULC}

2 A= 0|33t X}o|E SAMst7| 8 Aiken and West
(1991)7} Xiokst HhAlof olsf ZEM4=2| 7i0| =2 ZRXHErE
CH 1EZEEX 2 2hHet B2 4(EdE0 15EHA 22 ghE
LI0Of &8 Hold, MH|A 3, ADNUE] 2|10 ALRS|EH HO|
g, MHA 2, AYES| BAE MR LIEHHACE THA

. Service quality® Customer satisfaction®
. DEPIREETL (el Model1 Model2 Model1 Model2
Independent variable
B t-value B t-value B t-value B t-value
Main effect
Decision convenience 0.056 1.382 0.099 1.931" 0.074 1.896 0.099 1.996
Access convenience 0.148 3622 0.170 3.380" 0.173 43737 0.194 3.998"
Transaction convenience 0.192 4389 0.186 3552 0.073 1.725 0.152 3.008"
Benefit convenience 0.321 6.792" 0.394 6.525 0.294 6.438" 0.237 4050
Post-benefit convenience 0.309 7.326 0.201 3.840 0.252 6.183 0.142 2.806"
Type of retailers® 0.136 3.766 0.139 3.924” 0.024 0.679 0.026 0.770
Interaction Effect
Decision convenience x Type of retailer® 0.108 2.007 -0.017 -0.320
Access convenience x Type of retailer® 0.060 1.270 -0.008 -0.184
Transaction convenience x Type of retailer® -0.001 -0.016 -0.198 -3.379°
Benefit convenience x Type of retailer® -0.186 2727 0.104 1.573
Post-benefit convenience x Type of retailer® 0.211 3.853 " 0.196 3.680
F 54,815 33.345 64.115 38.397
R? 0.395 0.424 0.433 0.459
AR? 0.029" 0.026

Note) ® Unstandardised Regression Coefficient of constant: Model1=4.614, Model2=4.611, ® Unstandardised Regression Coefficient of constant:
Model1=4.981, Model2=4.965, ° Dummy variable(General super market=0, Department store=1)
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<Figure 2> The difference between general super market and
department store in the effect of benefit convenience on service
quality
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<Figure 3> The difference between general super market and
department store in the effect of post-benefit convenience on service
quality
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<Figure 4> The difference between general super market and
department store in the effect of transaction convenience on customer
satisfaction
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<Figure 5> The difference between general super market and

department store in the effect of post-benefit convenience on
customer satisfaction
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