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Abstract The purpose of this study aims to empirically verify about the impact of the customer

satisfaction on the characteristics factors(presence, empathy, responsiveness, and interaction) on the
customer satisfaction of 'Asia Model Festival', which was heldis an as untacted fashion and beauty
performance that was successfully conducted in Seoul duringinyear 2020. and tThe regulatory effect
of innovation resistance in the relationship of the characteristic factors and the customer satisfaction
was also reviewed. The analysis showed that the characteristic factors have a positive effect on
customer satisfaction, and the innovation resistance is found to control the relationship between
interaction, empathy, and the customer satisfaction of the characteristic factors by the subfactor. By
identifying the characteristic factors that affect the customer satisfaction of the un—tacted(Zzero
Ccontact) visitors, which are expanding due to COVID—19, and studying the effect of controlling the
innovation resistance, this study provides a basis for knowing what un—tacted(Zzero Ccontact) visitors
need and what services they want to receive, and it presents practical implications and provides basic
data for relevant research.
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Table 1. Composition of the four major events of Asian
Model Festival[2]

.. Asia Model Festival

FACE of ASIA ' Asia % Festival | Asla Model Awards

A national selection competition of 25 Asian

Face of countries will be held to discover representative
Asia rookie models and provide opportunities for overseas
expansion, such as the U.S. and Europe, etc.;

Platform to increase brand image enhancement

Asi . .

Feséiiv%al effect through industrial development and exchange
of Asian fashion and beauty trend

Asia Open Asia's largest fashion show to break away from the

Collection stereotypes of general fashion shows

Asia Model Asia's largest model festival, where top Asian

Awards models, SNS stars, Korean Wave stars, and K—pop

stars gather together
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Table 2. Results of non—face—to—face events at the
2020 Asia Model Festival

Results
YouTube, Facebook,

Broadcasting 25 Asian countries

Platform VLive, Instagram.
Untact video content
production by Asian
Production about 800 models from 25 countries
Contents for about three months

from September to
November.

Total number of

. 10,888,048 views
views

25 Asian countries

Total Voting

Count 126,287,537 votes

Face of Asia Untact Vote

Source: Asia Model Festival Organizing Committee(2020),
https://www.donga.com/news/article/all/20201218/104508900/1
Reorganize with reference to article content[2]

Table 3. Current status of SNS followers

SNS

— Face of Asia models in 25 countries
— Power Blogger

Followers More than
Direct exposure |5 million.

— Asian model stars from 25 countries
— SNS Star
— Celebrities & Celebs

Followers More than 10
Indirect Exposure [million

Live More than

Simultaneous o YouTube, V—Live, Facebook, etc.
. 3 million.

viewing

Number of

Arirang TV, KBS World, Fashion TV,
News Channel 8, ETV and more than
20 others

(=)

viewers watching|More than 1
international million
broadcasting

Source: Asia Model Festival Organizing Committee(2020)[2]
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presence Variable Name | Question Definition Researcher
responsiveness . -

ath Degree of interaction

empathy H2 between the un—tact(Zero
Contact) environment and
Interaction 4 performers in the
un—ta'ct(Zero Contact) Witmer &
innovation faShIOI; and beauty singer, 1998
TR performances Trevino &
Realistic experience in the Webster,
. — 7 1992
Fie. 1. Research model un—tact(Zero Contact) ;
g A | Presence 4 fashion and beauty Cronin &
performances Taylor, 1992
The il Parasuraman,
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3.2 7]— =0 . to the immediate sevices Berry
Reactivity 4 and to the help of the 198,5,
32.1 vd sd-FE] 9] 5A48R19) aaRtse] customers
‘7(_}'7:” Degree of understanding
Empathy 4 the audience needs of the
Hi. ¥ dA-FE T4 EARQNLE uAT= performers
A(+)e] Gk v F Aot Refusal or negative attitude
_ or emotion of the inmates| Ram(1987),
H1-1. /}}EX—}O o iﬁ‘?_é—oﬂ Xq(-l—)-/] oﬂﬁ]:—‘ U]"] Innovation who naturally experience in| Jong—seol,
8 B Resistance 5 the process of accepting | Park(2018),
7)\o] 1—4' o the un—tact(Zero Contact)| Yeon—jae
- - - services in fashion and Yu(2011)
HI-2. A&7 AR A(+)9] 93 mE A beauty performances
° The degree of psychological
_ O 0 Nl o 1o 2 and emotional judgment |Oliver (1997),
HI-3. vt [$] 5]‘— —'_—’7_'?——101] ;ﬁ(-’-)‘/] 05160 =2 U] = Z'q\ and evaluation felt after the| Hak—jun
o]q_ C Customer 6 experience in preparation |Song-Young—j
: Satisfaction for the expectation before un
H1—4. —g"ﬁ—/\é% 371'4?___.70]] zé(+)g o(:)]fg]:% 1:1] :j_] ;4\ watching the un—tact(Zero|Choi-Chung—g
Contact) fashion and |i Lee(2011),
o]]:]- beauty performances
Atlndependent variable, B:Moderator variable, C:Dependent variable
322 HIdIR SHA-HE] Bele] SR} nARIS)
A A HAA Y] =da 3.4 e 2 BaAu
H2. A7 vitE sjA-He 3a9 54890] 2 uod s A -HE] B ‘o}A|o} ey E]
Z] = SEL S - -~
AATE HAE 9T 24T Ao We getek Addo] ol g Tk 104 o] AN
5 sLo. Al s = 2=
H2—1. SAARS dozkgo] ARt WA= & giaro = 20219 39 195E 20219 39 149714 &
5k SRS S
& =2 sleln 2ol AE-S AN F 25059 AE F Fowa)
—92 SAIA]T}E =7k o= 2| = ol3 -
H2=2. SAARS dEgho] Aol vIA= 9% woga) goh A 273 Al9)sa 22302 A RS
o 5 - _ -
= 243 Aol o7 st A Bgath
5 51O, plo = 2= OB N .
H2=3. A2 A o] aiARle] mxl= 4% 79 Ane] SAH e Hlole 7% (data coding)
S =3 Ao -
& 24T Aol I} dglolg =89 (data cleanmg) HAE AA, SPSS v.
H2—4. SAAE F3de] ARl vXl= 9 910 27 7] 28-S s8ate] 83T A
= 2A Al A, A Ate] ke 5298 olny) glatel wiwR
4g NSk B4, SET e 25E 919
=0 o - -
3.3 We] 22 Ao B @ BAS AAEllon, A E AFS 93
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Cronbach's aAl& 2F&E3F ) ﬁ’“ﬁ 8 W59
7, %+d ']'% 010}?%_7 ] fl8te] 71=F A
1 TE ] dHAE °1’°}E7] El S
ARGt UA, 7 o] A5 flst o
, ARG 2H g3 oo}
A8

112
—|—‘

4.1 ZARIAe] AuA 54

ZA A QuA Sl ohs) oky] Slste] wl
SRS AT APK Table 59 2 A7 A

o A 1017(45.3%), 9373 1228 (54.7%) 0.2 LERS:
a1, AEE 20t 46H(20.6%), 30TH 59 (26.5%), 40TH

118%(52.9%) 2= vrebsttt. 8Fee- a1E 389 (17.0%),
NECAZNE 23D 16678 (74.4%), NAZE o] 199
(8.5%) .= Yebstar, AL HA/FE QA vlFAAE
1819(81.2%), WA/ FEIQA AL 1998 (8.5%), 4
237 (10.3%) o2 et

Table 5. General characteristics of subjects surveyed

Sortation Frequency(N) %
male 101 45.3
Gender
female 122 54.7
20s 46 20.6
Age 30s 59 26.5
40s 118 52.9
a high school graduate 38 17.0
Academic
backeround a college graduate 166 74.4
a graduate school graduate 19 8.5
Student 23 10.3
Fashion/Beauty Industry 16 8.5
Occupation |Workers .
nqn—fashlon/beauty industry 161 819
Workers
Total 200 100.0

12 2T By 2 Az 4%
4.2.1 58104 digk gl 2 AFE HF
E40%le oig g§ad 9 2sE HAF: dyde
Table 63} Zt}, WA KMOZ%E©] 0.918, Bartlett 73
22

A A7 A} x2=2267.027(df=28, p=0.000)2 2
e 9% W] Aol gt Aow w2

AEA Ay} 47)e] glo] =EFHAL, F -Ert *éﬂé e
80.692% = LyERITE = 291 1(19 o
, 891 2(19.102%)+= WHSA' o=, J 3(18 270%)
ST OR, 29l 4(17.251%)= A o7 WY
Sl & 470 21e] AR A= 040 o] o= yERt B}
o] Ao Ao WAsgl o, 218 % (Cronbach's
W) 0.60 oldo= e} EAZ}F gl Blo= YEiTh

rlo fr

Table 6. Validation of feasibility and reliability of
characteristic factors

Ingredient

A B C D

Question

8. It felt like the cast were together
in the un—tact(Zero Contact) 823 | .247 182 178
fashion performance

7. In the un—tact(Zero Contact)
fashion performance, I felt like
the cast was with me in the
reality of my presence

815 | .234 232 171

6. I felt like the cast was by my
side in the un—tact(Zero Contact)| .776 | .256 225 .266
fashion performance

5. 1 felt like T was actually seeing the
cast in the un—tact(Zero Contact)| .749 | .120 .269 .204
fashion show

12. Employees of the un—tact (Zero
Contact) fashion performances
always respond quickly to
customer requirements

167 | .804 316 194

11. Employees of the un—tact(Zero
Contact) fashion performances
offer voluntary assistance to
customers

.242 787 .189 165

10. Employees of the un—tact(Zero
Contact) fashion performances
provide rapid service to
customers’ needs

238 | 778 244 123

9. Employees of the un—tact(Zero
Contact) fashion performances
accurately notify the timing of
service provision

167 | 751 .239 157

13. Employees of the un—tact(Zero
Contact) fashion shows have a
warm heart and attentive
interest in customers

233 | .235 795 .247

15. Employees of the un—tact(Zero
Contact) fashion performances
give priority to the customer
onvenience and interests

222 | 307 771 .099

14. Employees of the un—tact(Zero
Contact) fashion performances
are considerate of customers
and espect them personally

284 | .235 754 195

16. Employees of the un—tact(Zero
Contact) fashion performances
recognize and understand
customers' needs first

211 .279 739 .245

2. The relationship between the
un—tact(Zero Contact) nvironment
and the cast in the un—tact(Zero| .123 .022 179 .868
Contact) fashion performance
was smooth
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4. The response of the un—tact(Zero
Contact) environment is fast due
to the movement of the cast in | .148 .302 .095 774
the un—tact(Zero Contact) fashion
performance

w

. In the un—tact(Zero Contact)
fashion performance, the reaction
between tthe un—tact(Zero 191 | .189 .202 727
Contact) environment and the
cast is immediate

1. The un—tact(Zero Contact) fashion
performances are linked to the
un—tact(Zero Contact)
environments and performers

320 | 125 198 .658

eigenvalues 3.080 | 3.056 | 2.923 | 2.760
Description of variance(%) 19.251|19.102 | 18.270 | 17.251
Cumulative Variance Description(%)[19.251 | 38.353 | 56.623 | 73.874
Reliability (Cronbach's a) 899 | .882 .889 833

A : aesthetic experience,Presence B : escapist experience, Reactivity
C ! educational experience,Empathy D : entertainment
experienceinteraction

KMO=.918, Bartlett's test y2=2267.027 (df=120, p=.000)

4.2.2 2148 digk gl 2 AFEE AF
Ao ik gy 9 A% AS Ay
Table 73} 7tk WA KMOzko] 0.898, Bartlett -3
3 AR AF x2=823.996(df=10, p=0.000)F L 15-A]
S S8k wgee] MAo] Yudt slow AeEITh 29l

4 A3 1719] 2]lo] BEH YA, F HAF AEe
76.975% = JERIT) =, 891 (76 975(7)L A
o2 Wyt F 171 g?_u H 1 0.40 o]’

Ao e

Table 7. Validation of feasibility and reliability of
innovation resistance

. Ingredient
Question —
Factor 1
2. 1 have anxiety about using the un—tact(Zero Contact)
. .898
fashion performance channels
3. I don't want to use the un—tact(Zero Contact) fashion 394
performance channel .
1. T have a sense of rejection for using the un—tact(Zero
X .892
Contact) fashion performance channels
4. 1T am willing to oppose the use of the un—tact(Zero
. .882
Contact) fashion performance channels
5. I am not interested in using the un—tact(Zero Contact)
R .820
fashion performance channels
Eigenvalues 3.849
Description of variance(%) 76.975
Cumulative Variance Description(%) 76.975
Reliability (Cronbach's a) 924

KMO=.898, Bartlett's test ¥2=823.996 (df=10, p=.000)

Table 83 7t} WA KMOZke] 0.900, Bartlett 73

0.

A 1A A} x2=573.692(df=15, p=0.000) 2 K 1H-A]
< 9% Bige] MAo] Fadt soz FaE ek 8l
A AT 1709 a9le] EEHA, F Ak A Ee
61.578% = LEFSTE 5, 291 1(61.578%)2 ‘I
o= Wralglth & 170 819 A A= 0.40 oo
= Uehd efdide] AEE slo dhdsiglon, Alg %
(Cronbach's @)+ 0.60 o]&o 2 e} EA7F =

Ao e

Table 8. Validation of feasibility and reliability of
customer satisfaction

) Ingredient
Question —
Factor 1

4. The un—tact(Zero Contact) fashion performance channels

. . ; .82
provide satisfactory services g
1. I am satisfied with my decision to watch the 300
un—tact(Zero Contact) fashion performance .
5. 1 was generally satisfied with the un—tact(Zero Contact) 788
fashion performance .
2. Watching the un—tact(Zero Contact) fashion 789

performances was better than I expected

6. After watching the un—tact(Zero Contact) fashion
performance, the image of the un—tact(Zero Contact) 765
fashion performance changed positively

3. It was great as the un—tact(Zero Contact) fashion

performance oA
Eigenvalues 3.695
Description of variance(%) 61.578
Cumulative Variance Description(%) 61.578
Reliability (Cronbach's a) 871

KMO=.900, Bartlett's test ¥2=573.692 (df=15, p=.000)

=
O JUAS B A Sad e
=465, p<.001), EFHr=.579, p<.001),

E‘l—g‘é(r;SOO, p<.001), T (r=.527, p<.001) 3178
W FAH O FI5 A9l FHATE G A
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Table 10. Effects of Non—face—to—face Fashion and

Beauty Performance on Perceived Value
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R
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38.492, p<.001).
HAEEB

322, p<.001), 37+

38.492, p<.001).
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