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Abstract

This study was conducted on a domestic department store operating an
omni—channel service, and the results are as follows. First, it was found that
among the functional factors of omni—channel service, performance expectation,
effort expectation, social influence, and promotion conditions all have a positive
effect on satisfaction. Second, among the functional factors of omni—channel
service, it was found that effort expectation and social influence influence trust,
and performance expectation and promotion conditions did not significantly affect
trust. Third, among the functional factors of omni—channel service, performance
expectation, effort expectation, and social influence, excluding promotion
conditions, influenced commitment. Fourth, it was found that the satisfaction of

omni—channel service affects trust, and it was confirmed that satisfaction affects
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commitment. This study drew implications for the consumer satisfaction plan of

department store omni—channel service.
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3.3 Am 3 RN 24

AT S A 371 F WSk FUAES 8 13 o Fulg Aol o
= AHARA AE YAA GAll ot AERANE dEgith aﬁﬁ} 713
2020 10€¥€ 1956 12¢ 31971A 370€Y <t o
L Aol AgebA] e HAiEAl 655 AlQstal 274 zﬂtzﬁoﬂ ALt
Ao &= SPSS v.263 AMOS v.24 T2 1388 xgaglom Wi A gl 9 Alg
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IV. A5E4 A3

4.1 EHAY AT EATH EA

HETEA O AMEHE AT e F 2740, ol AHE A ool 77
137402 TdsA et dE = 400(33.6%), 30TH(32.8%), 50t0(25.2%).
60t ©14H(7.3%), 20tH(1.1%) =22 Yelgth 2L Ao 65.3% = it o]
Az sl gglon, 9 ASS 400-499%Y F7H(22.3%), 9 Wi Wstd &
Uald o] 83l 2-331(43.4%)7F 7 2 HleE AASE AR UERET. o
& &S AeElstd <3 2>¢9F g
<% 2> §HA] AFFATH 544 (n=274)

TE = e | Bl&(%) | T8 54 = | 8&(%)

. A 137 50.0 q4& = 76 27.7

°F o} 4] 137 50.0 oy 7 & 198 72.3

20t 3 1.1 5} A} 4 1.5

30tH 90 32.8 S| AF 179 65.3

A7 40t 92 33.6 A LS 24 8.8
50t 69 25.2 T 47 17.2

60tH o)A+ 20 7.3 7] e} 20 7.3

2009- m] gk 19 6.9 . 13] o]s} 116 42.3

2 200—299%F] 14 5.1 = 2-33| 119 43.4
2= | 300—399%H 54 19.7 °]§“ 4—-53] 28 10.2
400—4997FY 61 22.3 A 6—73 5 1.8
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| | soowtel o1 | 43 | 157 | | 83l | 6 | 22
4.2 FAANEY 38 2 A AE

oA FANEY HAEEgA T SHERAS Auer] 98 ez a9
A8 AANs A, AFAS 823l7] 98] Cronbach’s a AFE &3 WA
014 QoliBAS Za) 7 B3k FFEstd QelystEe] 0.5 mvto® Uehd 49
Bl S Asslr] wiiZol AAZF o] Fof Aok dHrh(Bagozzi & Yi, 1988). 3 7+
of wl =7 15383 =A% 1538 AAGAT ¢ EFES goz A
A ol QRS 33 & AR HFrE HE3 A3 CMIN/Af=1.422
(<3), RMR=0.04(<0.05), GF1=0.883(=0.9), RMSEA=0.041(<0.05),

NFI=0.954(>0.9), CFI=0.986(=0.9)22 uYeh} 7]|S ZZHgvH($-=3,
2012).

o2 FAFTEEAS FAAMNEE MEAEE(CR)S HaAFEAT(AVE) S
& geolst = 9l CRE 0.7 |4, AVEE 0.5 ooz yelyol IFTeElgAS
3} a1 B 4 th(Bagozzi & Vi, 1988). E AFoA ALgH FANEe CR
9548 EbEaL, AVEE 0.703~0.875% e} ZHzbe] 7EXE F35)0]
] s}

PSR 2 dend e e e A

ulx]" 0 2 Cronbach's a A& At=sle] 7] 0.72 Se=AE VFEom
NHAPS AESGOH, <¥ 3> o] 0.749~0.896°0.2 e} 7|FS =9}
(Nunnally, 1978). ©]oll &2 A4 AF&staxl st 77k FA470d 0] 21843S 7

Ae Aoz B,

<3 3> 1% a1y Ay
. _ E£3 CR AVE Cronbach’s a
TA7d A& -
Qo175 (=0.7) (=0.5) (=0.7)
4 0.795
Q73 0.815
2] 31} 7 ©
d27] o P 0774 0.940 0.797 0.871
et 0.808
-2y 0.84
w27 w23 0.847 0.931 0.818 0.888
=) 0.87
AL3) A o 3k A13] A 4 0.806 0.905 0.703 0.861
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SUME Mu|2ol 715K golo] 2HE, Mzl & Qo] AjX= T UTAUT ZEE SH=2=2

AL3] A3 0.788
AL3] A2 0.783
AL A1 0.743
713 0.698

=1z =22 0.719 0.882 0.714 0.749
=31 0.708
vHE3 0.897

= Fi=) 0.819 0.954 0.875 0.896
! 0.874
A2 3 0.843

215 A =2 0.814 0.944 0.850 0.879
RET 0.884
=94 0.784
=493 0.787

=4 XS 0.801 0.914 0.728 0.870
=901 0.797

CMIN/df=1.532, RMR=0.019, GFI=0.908, NFI=0.924, TLI=0.966, CFI=0.972, RMSEA=0.044

<3 4> gy 24 Ao
AFd | =379 | ASH Y| FA=A
A7 | (0.892)
=7 | 0586+ | (0.905)
AbB A G| 0522+ | 0.515%+ | (0.839)

rd
AN
>,
A
i
o

ZRZA | 0.535%% | 0.470%x | 0.507#x | (0.845)

LS 0.686%* | 0.633#+ | 0.587# | 0.624#¢ | (0.935)

Ag 0.568x% | 0.617+% | 0.555%% | 0.494#x | 0.660%x | (0.922)

)] 0.666%% | 0.623%% | 0.606%% | 0.526%x | 0.697%x | 0.573%% | (0.853)

() ko] gk AVES] Alwt
# p<0.01

4.3 7V434 23

oA A AR ANl B AEAS gEstel web 7300 1Y
BREAGTE SAFE FANAY. ARAFTE sy Hd FREFY AJEE
b wolop dho)y, R HeEE CMIN/Af=1.571(<3), RMR=0.019(<0.05
GFI=0.905(=0.9), NFI=0.921(=0.9), TLI=0.964(=0.9), CFI=0.969(=0.9
RMSEA=0.046(=<0.05)2.2 7]Fx& w5sta e 3oz IRIHJTH(S-TE,
2012).
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<¥ 5> 7HE7A 9o

714 A= EESHAF t P A3}
Hi-1 | 437 — =t 0.320 4.264 Kok A e
Hi-2 | =87|d — = 0.219 3.328 Hoko A&

H1-3 | A3 3 9%
Hl-4 | £3z3 —
H2-1 | 427|d) —
H2-2 | =87|4 —

l

22
o O | O | 1l
LNMLL_QEAJ}N%J}NJW
4

0.136 2.025 | 0.043% | A
0.337 4.146 *kok )&
0.054 0.604 0.546 712t
0.298 3.813 —_— A=

)

2

H2-3 | A3 A 43 — 413 0.176 2.321 0.02+ | A=
H2—4 | X271 — 2 0.030 0.306 0.759 712t
H3-1 | A#87Y - & 0.279 3.314 Hokk A=
H3-2 | =87 - & 0.177 2.483 | 0.013% | A
H3-3 | AH3]H /% — &4 0.235 3.314 ok A9
H3-4 | &Xxd > & 0.001 0.012 0.991 71 7%

H4 | %F — 25 0.338 2.936 | 0.003%x | A&

H5 |5 — &9 0.286 2.695 | 0.007xx | A€

* p<0.05, ** p<0.01, *** p<0.001

AFWES AHEd 3, SsUAE An=e] 753 8Qle] vkl mX= &
of 3t 7pAd1e] ik #HA Ay A7 (B=0.320, t=4.264), == 7] H(B=0.219,
t=3.328), AF313 A3F(B=0.136, t=2.025), =X F7(B=0.337, t=4.146) =F w7t
ol FA8AA FFS A= AoE yud AYHAY. =4, sUAE Anj=9] 7]
A adlo] A mA= G #e 72 dig HA Ade FEAoE A
HAoh  FAFoR  w=HI7|H(B=0.298, t=3.813)¢F AlFH  FIF(B=0.176,
t=2.321)8 EAZoR fHoJd How veloy 7Hd 2-29 71 2-32 AHE
Ak ey A7 (B=0.054, t=0.604), FFA(B=0.030, t=0.306) S A4
o7 folskA| ol 7Md 2-13 1A 2—-4% VZ4EHAG AA, M 3L SYUAd
AMu o] 7]5A 8Rle]l =qol mX= A #e Aom FEHom e H Ut
A7 (3=0.279, t=3.314), =7 (B=0.177, t=2.483) = A}3]4 <J3F(3
=0.235, t=3.314)2 Aoz Fold Aoz yegtor 7pd 3-1, 3-2, 3-32
A=t vbde] 2 (B=0.001, t=0.012) BAHoZ Fol5t#] o} 7}
3—4%= 7174 mix o R 7 49 THA 5= WS AlE, B9l #AE A9
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