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Fig. 3-1. Research Model
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Tab. 4—2. Reliability & Validity
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The Effect of Untact Shopping Customer Experience on
Continuous Use Intention throgglh Expectation-Confirmation
Mode

Hong, Suji” - Han, Sang-Lin”

ABSTRACT

As offline company and online - mobile startups meet in an untact shopping environment,
competition among companies in untact shopping is increasing. In this situation, companies
need their own clear strategy to create customer value. In particular, it is very important to
focus on ‘customer experience’ to establish such a strategy in an untact shopping
environment. Customer experience refers to all processes in which consumers meet and
experience a company or brand at a touch point. In this processes consumers decide whether
to continue to use the company and brand. In this situation, it is thought that it will be
meaningful for research to examine the customer experience of untact shopping. Therefore,
this study aimed to examine the customer experience of untact shopping, which is used by
all generations after COVID—19, through experience quality, and to examine the impact on
the expectation—confirmation Model of untact shopping. The results of this study are as
follows. First, as a result of examining whether interaction quality, information quality, and
outcome quality affect expectation—confirmation it was found that all qualities except
interaction quality affect expectation matching. Second, as a result of examining whether
interaction quality, information quality, and outcome quality affect perceived usefulness, it was
found that all qualities except interaction quality had an effect. Next, as a result of applying
the expectation confirmation model to the wuntact shopping environment and examining
whether the expectation confirmation has an effect on use satisfaction, it was found that
there was a positive effect. As a result of examining whether perceived usefulness affects
use satisfaction, it was found to have a positive effect. As a result of examining whether
perceived usefulness affects expectation confirmation, it was found that there is a positive
effect. Finally, as a result of examining whether perceived usefulness affects the intention to
continue using untact shopping, it was found to be positive. Next, as a result of examining
the effect of use satisfaction on trust, it was found that there was a positive effect. Finally,
as a result of investigating whether trust has an effect on the intention to continue using, it
was found that there is a positive effect. Looking at the important results especially,
information quality was found to have the greatest influence.

Keywords: Untact Shopping, Customer Experience, Experience Quality,
Expectation —Confirmation Model, Continuous Use Intention
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