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Abstract With the interest in the Internet of Things and the rapid development of e-commerce, the
emergence of new service O20 service experience stores is increasing. In the study, the characteristics
of the online and offline combined service model 020 service were identified. The marketing model
of China's 020 service experience store was analyzed and compared. In particular, a survey was
conducted on female consumers in their 20s~40s in Shanghai, China, a leading fashion city, to study
020 service consumption behavior and conduct data analysis. The survey period was conducted from
April 8, 2023 to April 18, 2023, and 506 were used as final analysis data. SPSS26.0 and AMOS26.0
structural equation model analysis were used. The empirical analysis results of this study showed that,
first, online and offline experiences have a positive effect on brand value. Second, as a result of
analyzing the impact of brand value on brand commitment on O20 service experience store experience,
it was found that brand value had a positive effect on brand commitment. Third, it was found that the
experience of the 020 service experience store affects brand value, which has a positive effect on brand
Repeat-Using Intention. Fourth, it was found that the brand commitment to the O20 service experience
store experience had a positive effect on brand repeat-using intention.

Key Words : Internet of Things, O20 Service Experiential Store, Brand Flow, Brand Value, Brand
Intention to Repurchase
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(Table 1> Operational Definition of Variables

item

number total

variable

sense

on/ feel

Offline think 25 25
experience

act

relate
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(Table 2) Demographic characteristics

condition
Brand :
result
Brand Intention on/ satisfaction 8 8
to Repurchase | offline trust
loyalty
Brand on/ -
Value offline quality 15 15
association
age 1
marriage 1
Demo- education level 1
graphic - 5
Characteristics occupation !
Monthly average (RMB)
Cost of clothing 1
consumption
total number 65

%1RMB=190(2023 5% B &27|F)
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3] grgdsta Yol & 4 Yot

’ item
variable number per %
20-24age 130 25.7
25-29age 155 30.6
Age
30-34age 117 23.1
35-39age 104 20.6
) single 189 37.4
marriage

married 317 62.6
High school 153 30.2
in college 35 6.9
education level college graduation 208 411
graduate school 83 16.4
etc 27 5.3
specialized job 176 34.8
office worker 115 22.7
service job 87 17.2
occupation production job 60 11.9
student 35 6.9
business 18 36
etc 15 3
~700 RMB 35 6.9
700-1000 RMB 146 28.9

Monthly average
(RMB) 1000-1300 RMB 105 20.8
Cost of clothing 1300-1600 RMB 131 25.9

consumption

1600-2000 RMB 55 10.9
2000 RMB Ol 34 6.7
total 506 1.0
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(Table 3) Validation of reliability co2 766 104 785 079 114
o4 751 134 780 017 122
s item Cronbach's @ co1 776 067 777 .095 112
number | on-fing off-line 05 758 116 766 063 121
sense 5 907 883 D02 101 106 13 81 146
on/ feel 5 892 884 D05 137 128 113 781 151
offline think 5 906 856 Do4 133 2 156 LD 172
experience act 5 890 865 D03 185 148 31 .765 181
- 5 o o8 DO1 15 15 175 760 156
— E02 164 145 156 121 790
brand condition | 4 507 819 F03 a7 21 135 122 785
flow experience| 4 869 890 E04 142 163 114 181 775
result 4 863 883 EO1 191 129 169 145 768
brand Intention to |Satisfaction 4 866 -869 E05 191 178 152 206 752
Repurchase trust 4 852 833 eigenvalue| 10.086 2.186 2.004 1.866 1.689
loyalty 4 .888 .852 variance 14.688 14.449 14.160 14.126 13.903
E),;?SS quality 7 941 881 ng:;fé'eve 14688 | 29137 | 43208 | 57424 | 71.327
association 4 .900 .862 -
KMO(Karser Meyer Olkin) .943
Bartlett's Chi-Square Test of Model Fit 7982.763
By BAL ARG TR WG F| R sororry [ ST 2
_ test p-value .000
AoR 7+ AL SAH4T A Dt
T2 /AT YA oing BEs] A Ao A
w0 AL2 WA u 714 Auldon ALREL XX (Table 5) Factor Analysis(off-line experience)
ol E =FofA¥ SPSS26 ALEo]E AREsto] Z+ o off-line §xperience
R e M M M
o HA QA0 2L FFdheA AFE wdsfor A0 710 212 253 221 19
ol kA o2 KMO #ol ».7, Bartlette] +34 4 A02 684 275 256 235 166
Aol folggo] (.05, o] F Ro| F=HW ¥E W igi ?Z? Z; '22996 gj f;;
4= Atolof] 735t AAA7E Qlo] 281 E4of Agts)t. 505 3 B EL g iz
£ A9 M HAEE Aol 2891 AF, ezl AE BO1 151 786 113 128 229
o] Stist ATkE vlgro g QoluAst ATl (X 4) (X B04 134 768 126 133 12
. B02 153 764 082 157 145
5e &l a9led 482 Bl = Aow dd B03 145 739 148 126 242
= At o3 167 108 760 A1 A
02 074 141 759 189 125
co4 131 198 757 141 .083
(Table 4) Factor Analysis(on-line experience) 01 008 08 750 58 82
» on-lins @merare o5 071 126 746 126 178
ftem sense feel think act relate Doz 107 128 126 793 146
203 07 62 a2 152 126 D05 121 134 163 744 156
201 501 64 7 152 109 D04 071 72 141 744 197
A02 797 153 207 157 159 D03 158 07 185 736 176
AO5 791 1169 167 112 139 Do 229 13 143 734 162
A04 782 137 169 153 182 E02 135 125 116 134 £l
BO5 167 785 119 184 19 E03 164 131 068 18 803
BO1 156 779 204 074 183 EO4 098 139 122 231 783
BO4 167 767 211 208 089 EO1 134 127 A124 181 782
B02 129 755 16 208 189 EO5 168 156 106 184 782
803 T2 739 219 126 3 eigenvalue|  9.691 2299 | 2,056 1.804 1.044
co3 761 095 791 08 102 variance 15.028 14.361 13.548 13.227 11.413
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; 104 .800 777 192 .309
Cumulative| 15 098 | 29389 | 42937 | 56.164 | 67.577
variance Jo1 164 143 .837 .810
KMO(Karser Meyer Olkin) .946 Jo2 078 178 .832 .804
Bartlett's Chi-Square Test of Model Fit 6993.143 J03 211 19 795 786
test of degree of freedom 300 104 297 255 794 775
sphericity
test p-value .000 eigenvalue 3.925 4.081 1.713 1.501
variance 35.854 35.583 34.619 34.196
B oTlo)A] o]lesly 9l AUlA A3 A Cumulative 35854 | 35583 | 70473 | 69.780
i L.:’Loﬂ _1 ]o O]'J— Y= 020 1 ] xﬂ == BRGC R = variance . ) : .
o] gt Bt EQlro] AR o| st Q1B A & KMO(Karser Meyer Olkin) 864 864
82 (& 6ol wet Btddo] Sl AeE W= Chi=Square Test of Model) 173117 | 1882.564
Bartlett's test of
sphericity test degree of freedom 28 28
(Table 6) Factor Analysis(brand flow) p-value 000 000
brand flow
iz condition experience result
on-line | off-line | on-line | off-line | on-line —(I)i]r(wfe £ AFoA o] 835t = 0204 A AFH A
FO1 876 | 787 | 171 | 248 | 028 | .197 o digt BT 712 ZGFEC st 3Q1EA H82
FO2 .868 734 175 206 116 .306 <:H'_ 8>oﬂ II]—ﬂ— E]‘% 0] 9}\.‘: _Q_i u}—lﬂ—ﬂ ]:]—
FO3 .858 733 .186 .286 .064 239
FO4 .855 720 127 .288 145 284
GO1 133 248 848 817 114 139 <Table 8> Factor Analysis(Brand Value)
G02 151 197 .814 .800 151 317 Brand Value
G03 .16 207 .81 .796 146 .264 - —
: loyalty quality association
G04 205 18 .808 791 138 312 item
HoT 096 | 267 | 15 | 14 | &3 | 814 o | @i || e || @i || e | e
line line line line line line
Ho2 09 184 162 26 891 801 K01 .800 .821 254 125 21 173
HO3 .001 195 142 267 .824 .800 <02 . e e 302 267 P
HO4 152 .188 .108 .387 .817 .750 : - . - . .
cigenvalue| 4811 | 6.379 | 2309 | 1393 | 1743 | 1.002 KS | 777 | 7 | 292 | 226 | 28 | 34
variance | 26.130 | 25.112 | 23.957 | 24.594 | 23.779 |23.411 K4 | .766 | 706 | 248 | 287 | 306 | 347
i 1 A .017 .822 7 182 107
Cumulativel o6 130 | 25112 | 50.087 | 49.706 | 73.866 |73.116 Lo 8] 0 8 %3 8 0
variance L2 | 236 | .157 | 820 750 | 203 | 161
KMO(Karser Meyer Olkin) 874 .930
Chi-Sauare Test of Model L03 .16 174 .814 729 .269 19
Btaer;'tegf Fit 3342.972 8602.737 s | 241 | 17 | 812 | 728 | 176 | 208
sphericity | degree of freedom 66 66 L05 214 | 221 790 726 | 232 165
test _
e p-value 000 000 6 |.242| 25 | 782 | 713 | 237 | .05
LO7 227 132 .780 11 252 .208
hzh ﬁ‘—rL ]H 01_9‘3]_57_ 011‘—__— OZOHH]L\_ i-]]’@@ 7:]0 MO1 .255 .165 .262 23 .809 791
o tjot HelT Aoleo|E ZAsEo] st golu MO2 | 232 | 154 | 261 | 211 | 806 | .79
M03 257 77 .24 273 795 777
4 A8L (I 7ol we} Aol gl Aoz Buy
M04 253 21 278 .265 789 775
ol
"’\E}_' eigenvalue| 8.322 | 6.715 1.828 2.028 1.125 1.018
variance |33.544| 27.324 | 21.180 | 20.048 |20.438 | 17.700
Table 7) Factor Analysis(Brand Intention to Reusin i
< ? ysis( 8 Cumultivel ol 57 50 | 54724 | 47372 | 75,162 | 65071
varlance
brand Intention to Repurchase KMO(Karser Meyer Olkin) 954 937
ftem satisfaction frust Bartlett's [Chi-Sauare Test of Model Fif 5674.082 | 3764.069
on-line off-line on-line off-line test of degree of freedom 105 105
101 855 861 142 122 sphericity
test p-value .000 .000
102 .840 .856 18 116
103 .814 784 158 .303




= IIMEHES O20MH|A HEH ZAR0| EHE 7iX|, HHE ST} 0|82 x0 DXl & 87
4.3 201X QOIEM BO3 777 054 | 18.468
BO4 794 .055 18.96 Frx
o] dlo] O §35kX 2= got RIR=RS|
A7 ]_W = ]_Oq SR R BO5 805 055 | 19278
AT A9 FAH02 ZAEH, O F »/dfs GEHF o ol 802
2 3ujal, GFI: e A4, AGFI:= 24 HIe A 02 823 049 | 20612 |
2= NFI:= 7lo]®] Aste x4, TLI= B] w2jchy] =gt C03 .824 .05 20.637 xxx .907 | .660
C04 818 .052 20.463 s
]2 L yly A5k 2 qulxo=
= A, Chl= Wil A3 A 9uT C05 794 051 10.67
Aok el A3t FSopANt 8Htt AW 58 Ths DO 774
3 maolg etk GE 9)olH AFE s1Eo] AN oo | 7 | 0w | oz | -
Q(ﬂ 21]—4_ RMSEALX .05 0]‘8]—01010]: o ié,j‘ Z_q'—c—ﬂ.E ‘;% D03 792 .056 18.397 *rx .890 | .618
D04 811 .055 18.896 Fax
15 5] o Asle = A=A o] 3lolA [e]
S BE HRAEE HEbath 2 %_:’L“] el 2l D05 767 055 17.727
—Er*—i A= (I 1003 Aot 221 42 H 9 gRlA EO1 783
L8 Avlo] wf=H A3t A FE CMIN/DF=1.083, E02 793 054 18.769
GFI=.954, AGFI=.907, RMSEA=.013, NFI=.918, F03 807 | 088 | 19184 | ™M 1894 .67
EO4 777 .053 18.332 s
= = = Z=80] 7}535F Ag
IF1=.993, CFI=.993 , TLI=.993%, 58°] 7Fs A% E05 8 053 | 18985 | =
% 7129 3EapI} 2R B Ao Yertth |
F02 .863 .044 23.898 rrx
= 907 |.710
(Table 9> Model Fit Inde(on/off-line model) Fos 835 045 278
FO4 .822 .045 22.248 Fax
value GO1 779 Hex
Fit index standard - -
on-line off-line G02 795 .055 18.012 *rx
869 | .625
CMIN/DF 3 1.083 1.104 GO3 T77 .053 17.588 s
GFI >.90 954 910 Go4 .81 .055 18.367 xx
AGFI >.90 907 902 HOT 772
RMSEA <05 013 014 Ho2 758 088 | 16744 | ™ | oos | 613
NFI > 90 913 913 HO3 .806 .058 17.793 i
4 794 . 17.
IFI >.90 1993 991 Ho o 059 556
101 821
CFl >.90 .993 991
102 757 051 17.901 | eer | 60
> R .
u >.90 993 991 103 753 .053 17.781 i
104 815 .051 19.449 s
AL WrEz 2RSS 0 EAgN 0 |
- _ J02 758 .054 17.055 i
7} ©.0 ‘5]. 5-. o 1} H3] /\] o 852 591
t 593t .5-.959] HollA HEtsiTt. J HEZ(CR) e B o | a0 |
= 15 7 oldE et 9t} 183 HHEEASE Jo4 742 053 | 16.667 e
AVDE ®% 5 olde] 3k vehich wabd 29" o | se
A BEIEEE UeilE RS0 R 7EXE Koz 805 '%54 20178 883 | 665
- KO3 843 .05 21.425 *rx
zzg <7 o]
s=otal Qe Koa 797 052 | 19925 |
LO1 .857 Frx
2 . . 24.21
(Table 10) Confirmatory Factor Analysis(on-line) L0 8% 039
LO3 .828 .039 23.85 s
item Standard error t-value p CR AVE L04 .827 .039 23.769 e 942 | 697
AO1 .822 L05 .845 .038 24.677 rrx
AO02 .839 .048 21.944 i L06 .828 .038 23.84 *rx
AO03 813 .05 21.003 *xx 908 | .663 LO7 823 .038 23.559 Hxx
A04 8 .05 20.538 *rk MO1 .834 o
A0S 795 .051 20.364 FrE M02 .818 .047 21.503 Frx
1901 694
BO1 .788 *xx MO3 .85 044 22.735 Hax
892 | .623 .
502 753 | osa | 1seaz | e M04 829 | 046 | 2196
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(Table 11) Confirmatory Factor Analysis(off-line)

K03 809 078 | 15.992
Ko4 766 083 | 15.288
LO1 668
Lo2 736 078 | 14416
L03 736 079 | 14.427
Lo4 722 081 | 14.186 = | g8l | 514
L05 737 082 | 14.443
L06 706 081 | 13923
Lo7 71 077 | 13.983
MO1 807
MO02 n 085 | 18.236
MO03 79 058 | 18.945 | B8] 02
MO04 755 052 17.8

E A7+ fAEAE O204HA AFEY 4ol F
oxalel)o] B 71|, BEHE EY
Lo} Aol &olx o mX|= FFE BASIIT A
< A55H7] 918l AMOSE ol8stal FRYHARTY
(Structural Equation Modeling: SEM)& A5t}
oo wet & By AZsirtal & 4= Sk 2dof o
F7MEAESE (F 12) 9 (O™ 2), <FE 13) 2 <™
32T

(Table 12) Hypothesis verification(on-line)

Hypqthesi§ Pqth Standard t g _

Relationship | coefficient error
H1-1 .346 .04 7.221| *** accpet
H1-3 184 .04 3.85 | *** accpet
H1-5 31 .045 7.465 | *** accpet
H2-1 .265 .049 5291 | *** accpet
H3-1 291 .055 6.712| *** accpet
H4-1 .318 .055 7.445| **x accpet

item Standard error t-value p CR AVE
AO1 783

A2 791 064 | 18.896

AO3 n 064 | 18312 = | 883 | 603
AO4 787 061 | 18.763

A05 749 067 | 17.677

BO1 816

BO2 804 046 | 19.936

BO3 738 049 | 17.859 #x | 884 | 605
BO4 753 048 | 18314

BO5 775 05 | 19.007

o1 725

C02 755 069 | 15.659

Co3 759 067 | 15.731 =x | 857 | 545
Co4 728 061 | 15134

C05 723 066 | 15.029

DO1 736

D02 n 064 | 16.471

D03 741 061 15.82 *x | 865 | 562
D04 758 06 | 16.197

D05 M 062 | 15.834

EO1 801

E02 785 06 | 19.169

E03 812 054 | 20.023 = | 899 | 640
E04 798 064 | 19591

E05 803 049 | 19.727

FO1 761

F02 782 064 | 17.343

F03 765 059 | 16.941 | B9
FO4 751 055 | 16.629

GO1 773

G02 827 064 | 19.476

GO03 856 054 | 20217 | B0 670
G4 816 062 | 19.182

HO1 776

HO2 817 068 | 19.087

HO3 804 069 | 18.753 | BB 08
Ho4 834 060 | 19.542

101 778

102 785 060 | 17.715

103 79 061 | 17.945 | 09| 0
104 802 067 | 18.120

Jo1 756

Jo2 763 069 | 15.849

Jo3 736 061 | 15.355 | B0
Jo4 734 068 | 15322

K01 689

K02 806 o1 | 1ses2 | e | P2

* 5(0.05 ** p¢0.001

[Fig. 2] Result(on-line model)
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(Table 13) Hypothesis verification(off-line)

Hypqthesi_s Pa_th Standard i 3 _

Relationship coefficient error
H1-2 315 .064 6.738 | *** | accpet
H1-4 .255 .054 5263 | *** accpet
H1-6 218 .05 4492 | accpet
H2-2 2 .039 4.222 | *** | accpet
H3-2 201 .035 4231 | *** | accpet
H4-2 023 .045 4695 | *** | accpet

[Fig. 3] Result(off-line model)
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