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A1ZAE

A1l A A7 He4 H 99

FH xRl wige] mMiES akebAl
] AH, F9 glol ®sh= A4
Aol HAaAZIAL Qe FAlolth W 3
2507071 d& WS AR, B AA Alo] 2 (Sears) EFF 2007
ol WS €3t (Mckinsey & Company, 2014). B3 2291, 2upd
o BlFo] ALA F ABG SUHES 7|5l wet A3 EAe] RIE
712, LFe] Aupo]AAFolESL Un =4 =

. X7 (Fortune) A= o]t o] fF2 2l wiZds ‘359 42859
(death spiral)’ 2} &3t v} tk(Fortune, 2013).

ol st &AL dFelM 43 AP Eo] IBHI VEo] w43 &
Aol wet 7)o A E A Az g2 wE SER tAH L 9l
b B2 7952 QAR E Folal RT3 AMu|AE AlFstr] dd Fd

talste] HAEZAE AR 9tk (Curran and Meuter, 2005).
ATM, Enrted W7 59 23 AFFEH dAEZe] F2 AAH, vES
AL A Fokx AL, F3tE LY, 3 AAJ/AEF A I HAas
2A7F Ads dAsks Ess 44 A8 + v AZ ARjA HAsE
A] (Self—-service technology: ©]3d} SSTeEtal h)+= AN A AF} 4
of Froff WAl k= AMBIAE Aled o+ lom (Meuter et al, 2000; Chris
Lin and Hsieh, 2011) H|E #4429 adE F2H 4 AH(Yang and
Klassen, 2008; Leung and Matanda, 2013). ®71x] H Ao = 3=

r
o
o
(o]
)
ofo
Iz
e

R4



Vlewe v QIAHE W Aok FE9 45%E Asstd 7 v
t} (Mckinsey & Company, 2016).
2vAb 13 v o HlAasERA Y] mEo] FkskH, o] & o] &-dh=
AYdE =713 Ath(Yi and Kim, 2017). AFAF¢] mp=W SSTE] Au]
%3, A, AR, BYA, a9 A% 9 542
SST o]&el fFnlgt P3Fo] Qlotar vre] Fth(Teresa Fernandes, Rui
Pedroso., 2017). T3t At A3 didsbx] ¢kol thd AEHXA7E glot
 F3 so=® QA (HYFdel], 2018) A4 ¢ @& aAEo] AHjA 3]
ARl F]lo] obd HlAEEA 9o e AEs FalA AMHIAE o] g5t
ATt ole] wet HF FEAA M E SSTE ©] &3t Falo] o]Foj#aL 3l
ot 9 & 59, @I W E (Rebecca Minkoff) 8] Z 24 A~E A=
aAo] o] ALLS AguehA] guw AX AT ol (Self-checkout) &
1,500€2f (eF 160%H)) o] FE7kA i 5= o, m=2] &g A of
vhE (Amazon) Al AAFAZE §li= obebE 3L (Amazon Go) M A HO|
o, FEdA= AA 14 el Qo fle HIAHS & Ee dHE
3}star t}. o] 85 ICT (Information & Communication Technology) 7]
1587 AARSS AAGY Ak ZEst uAdu A dAo] Holr)
AT EA AT H ], 2018).
o9} 2 SSTE thekst AHo]l Awol= &8t
A8l SSTO| AHE2 FAAY 2ysts d&F= Bt ATM 7179k 2
= 7124l SSTE2 404 o] ¢ FRldl Sldlsole =73kl ol x4t
39tz Av|AkEo] EA skt ((Bateson, 1985; Lee, Lee, & Eastwood,
2003). ol& AWsr] {8 vFst A7 Ay e, 27 A
=3e] ATM B S99 Agavfr]el 2 b3k 7]Eo] #g¥ SSTe
*74& T3 (Langeard et al, 1981; Bateson,1985), 7|& & <A}

o

g
flo
jur)



(Dabholkar, 1996; Hoffman & Novak, 1996; Hammond, McWilliam, &
Diaz, 1998; Luo, Li, Zhang & Shim, 2010; Wang, Harris & Patterson,
2013), 571 H° (Meuter, Bitner, Ostrom, & Brown, 2005), 12|13l 7|
%  H] X (Zeithaml, 2000; Liljander et al.,, 2006; Zhu, Nakata,
Sivakumar, & Grewal, 2007; g9, ¥rl, 2009; Lee, 2015) &F 2
WHEE ARl SST ARE-S] 7] Ao Tde Tt 53] 7€ 97
52 T2 7|&48 29 (Technology Acceptance Model) & E3l 4AH|A}9]
A7td 7843 golds Hrkete] SSTE =3 & dis] &3 %%
t 7lerdRdS M2 HaszA Y 2 ARES dS5shr] 28 N
HEom, A 20d F<F 500071°] W= @l oa 1E-EH AT
(Venkatesh & Davis, 2000). #Zell= 170 o]§ 7ha sk AL AH] A9
7<= 7F g mek(Meuter et al, 2000) JIEY 9 =Eutd =7,
kRl &% T URFSE SSTell tidk vk, ®bS, MulAs 54 FUhel ARE
ol of st A7t Xtk (Dabholkar, 1996; Meuter et al., 2000;
Bobbittand Dabholkar, 2001; Bagozziand & Dabholkar, 2002; @&, 7]
A4, 2006; s, vl 2009; WA, 28 20105 A€EA, 2011).
olgd tpeFd WA SSToll g A7 edketA 1 E o] ghgol

A7)l §53 Aotk SSTY FH7F Al vk Aol 2njAEo]
SSTell ej&adel weh SSTE =913 F8olx o volzt &HAE9 H
wop el e AEe @] Ayt BeskA HAh =93 FEol
AEAH oz ALHAR] ARG R olojX & 2 oty 7] wiie] (Liljander et
al., 2006), 71&e] ArEe] 714 BN Ane A&HAQ SST
AR el thal Zb= AR g Hak AAdsit

WRb ofy el anjAZF SST ARE 3 7hedl =7 A8 22 A

ol



Al A= Wl =& SSTE AME v 39shs faitsel ds ¢
AstA olalistr] 9= aH|AEo] SSTE AREshe oA HA=ERE
Aol el ofH FHIHE THAA HeAeh 22 JAAA Q4o tist o]t
HyAoltt, LHARES HAEREA S 540y He vk oyt A4
it B dAE S geidE e 7HA7] wEolt Bandura(1986)
o] ARE|RIAo] ol WEW AHAtE FEe 0] BB O o= F
el AZEe] AA A zgo] dofFitial W kTh ALS|QIX|o]E 2] A
Al T skl S - Akdel wEd, AHAES HAEEAE
ARE SO R A oo sl HI7EeAl H L, ol 54 A= olEodowH
BE= skt SST7F dwjed o] &2 diAlsty w=A F2eta =
A Aol SSTE AREsh= d© Qo] SSTell gk Anjake] Q1A% w3

of AHgelEel o 9A FFS VAl o AT Bew Aol
wR, SSTE AHESHE g AR AFel A% FT] Bt AFE )
Mg Agolth, AX Auls Aol YR Fesd @ wel6d

=
g Age] mE dFe wA SST A8 ARl 2% R T & 9
o

o ABAQ Auls AN A G AT ASHOT o] Fof
A3 glor 7 FeAol AxHR Utk Telt ABA Aua WA

SSToh= ZRA AN e 2ko]7F 317] witel SST ool 28
G2 @l it A77F dQsttk(Collier et al, 2015). &AW AEL A
A3t Eobs olfr® SSTE AREsHA @t AE Hole o= B
2t (Dabholkar & Bagozzi, 2002; Dabholkar, Bobbitt, & Lee, 2003). ©]
gt el AAle EokE e Ade AlYE vgE AbdEo] EAEE
A, B FAsteA et vE S =2 5 vk o]l dig A5
A A= AVIHo® SSTY AHEES T7HA7]= el 71998 5= Sl
npAlE e R, SSTell w3t 7|8 £32 SST7F %A v, 2%

v



FC YAEZI L vhkst o & AA 2 AHA AlE
AAl wiEt AnjAbe] A wbreA @98k vk (Kokkinou, Crange,
2015; Li, Zhou, 2011; Demirkan, Spohrer, 2014; Kim, 2016). 134
SST7F #d fF&dAlolA DA ARG, AH[A7F SSTE of9A AR
st A dE A= FSetvh i JxeA w1

deAgS 7l & dFs FHEEs, =24, 2017, o
A AESS Bide Fes T avAelA deEa, o] An|
A 2RRE Alm FA A o] dFS vIARE A el ofsf

A 4
| 7b AR E ThsAe] wlg = (AAEl, o] P, 2002). ol st HA G
o] Solds nEFe w &HATE A H3EoA SSTE AR&ske A
Aol SSTE AbEsh= A3 v & 540l & Jo=® oy,
o]l opd SSTefe] Az atgol AaH|Ae] Fujelie] mA = T
&l otE Fart ity AtRE i ) @] AnjREo] 7les Wl
oA gk o o A elES elsof §el wet Venkatesh
and Bala (2008) & 7|&5&REE HHAIA 7|&5F&2D2(TAM2) 8} 7]
FERA3(TAMI) & AT 2 dFE 7]E S8 glo] 7% B¢
7T Ji1A SAC g Bu gekst gdle XA VleFEEd
3(TAM3) & 7IHte 2 sto] AFwAlE AAsta, Ax v HAEEA
E &% 7R &S A= 2RlEs AR A S
7l 7IRke] 1A QI HO|AE sk W AH|A Ay AAY Hx
< otve 7 BlEs FEo]el FEE 1S fAlske Zlolth ol&
Hdst7]l fa 71 2 s AHE AAdd 93 & 7 e 9T
sl eAstA olsislor dtrh whEhbA £ A
SSTE &3l TwE & w <QIzke] A#AAQ Az /gl w5t

= ~
(warmth) — -5 3F (competence) A|Z}S E9%lsle] SSTE E3 Fvjo =
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@, 2 s Aol st ol&H wide wEeta, A A FoA
SAIH = SSTE 7[s=&Adel tisfl Sobr i, SSToll st med—fs ¢
o] A} (Cuddy et al., 2008 A|Z}o] SSTE &3 el

= PASA AR A ok FAA o R, ARk o EE Fol7] 9]

sl 7t SST £4 @=, E7w, A viA= avs dobmo =z
SSTel thet &ulzte] wse nurk AFHOE ojsste o & Ayl &
249l BHo] gk, MY AFES F SSTY 4% PE wAel o
3l A A

u)
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zZhalar, o]ojal A5 Wb, Ay Y, A& U AAE S Ao 7 o]&
A Ao AFAH A AE EURE viAY G3dAEdA SARERE
A 53t A}p gk},

A& st



Al 2 % o]EF w7

 deM = Az AuA HAas2A 34 dlelx] dojubs vk wb
< FRlstr] S8t #4A AME ) AYATE AES T 2 AT 7]Rke] H

olo

shed AYsta, J1% B 4FA 2dle] omd 2AQBL T

5 Ql=A o] tha] dolE 4 Q= AFATZ pAIHTA ST}
A 13 A= HquA "HIAEZZA (SST)

1. AX AulA "I E=249 743

H oA 71 Y] S A8 2 AdstA et B 7]
A2 2P A A AT flste] Ve eAE e
RS Del= 74 F9 (technology infusion)'S Ea 129 AMu]A ¥
S FAA7]1L )9 (Doorn, Mende, Noble, Hulland, Ostrom, Grewal,
Petersen, 2017). 7Fg &3] Hole= V& FYoRe SST7F vk A=

MBI V), s Z1s7INE A Hulas "Muls FES flE S

0%,

544 st glel Aol AuAE AR AET o8 & YE o

rir

e 74 JE sde® Yotk (Meuter et al., 2000). AZ A B] 2



H =22 (Self Service Technology)+ 7]&7]¥F A Au]x
(Technology—Based Self—Service: ©]3} TBSS#ta &) 9} &g xjo] ALg
1 ok SST+ 7lss a0l & €91 v, TBSS+ Ajn| 2o F3
= 7 Itk SSTell thsf @2 %7] 945 Fishbein and Ajzen(1975)
°of g4 dsolEgs VIRE I V|EFREY(TAM: Technology
Acceptance Model) & H}E O 2 SSTE AFE Loy /F-E8AHS =E3 &
L& As)] gk (Dabholkar, 1996; Davis, 1986). 181y 7] %<l
AN VerdRdY AWy Hxp Fdaste] gtk (Venkatesh &
Davis, 2000). SSTE E=f13 80] AgH oz A5l Agor o]of
A= ¢k7] wEoltk(Liljander et al., 2006). %3k, SSTS FH7F A4}
ChFal <] a1 AH|ARE0] SSTell ol seffgol] wet AvA=E2] HEg 5ol
gt o st A7 deskA HAh

Ht Aol M= SSTE AulA Ad 7|9 Te4s AAst, M=
ABl 2 FAel gk W2 A7 o] Fol Rtk Rayport and Sviokla (1994)
o AFelA = AEAR A A = A1 A28 (market interaction)
o] 7MIAF A, = A ¥7FA Y (marketspace transaction) ol 2] 3l
A= dvkar sk AlgtolsE AFH Au|A7E gAY JHE &
Aot RIS S T3l AldEHe 7MY gos FoEnt olgA A=
& Aol AvAtel 7149 wAE dds] Wsteldlth Vs E O
T8 AMHlA A Byl 2 A et (Colby and Parasuraman,
2003; Parasuraman, 2000). 7]&2] A u]A A7 & v A 714, $949,
a8a Ao g FAE AW Bitner, 1995; Kotler and Armstrong,
1997) °]el ¥ yol/t Parasuraman (2000)2 7]&S XEAA 43449
By AASHATE B3 Yol A7 THA S £4, 281 TAEE F

apee wS Fod A8S §7] wEe] SST Aol tE AHAEY

10



Bkl v BHE 7leolof dthal skl

<19 1> Bitner®} Parsuraman®] A H|

[
>
N

o2t

ARl 719

Self—service technologies: Extending service frameworks and
identifying issues for research. Meuter, Matthew L, Bitner, Mary Jo.
(1998). American Marketing Association. Conference Proceedings,
suppl. 1998 AMA Winter Educators' Conference: Marketing Theory;
Chicago (9) pp. 12—-19.

sk, SSTO Abgo] F7hstel wel AMu|A 374 52438 Walal Sl
71 Ao did A AES SSToll 98] A= 2 1o (Rayport and
Sviokla, 1994), 7]&o+= B2 AgdAG=0] 7 7F = QA As
(@)

ol 284S FATH FHZol= AnlA dde] QoA 7= TS 4

Z3lal )t} (Bitner et al., 2000; Parasurman and Grewal, 2000). 181}

11
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X

(
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2

- WA AREE AL, 2an A ol E oW A ARE-staL 3l
Al WE A 5 AAolt Al HxelA dvjda A 719

TAE 7 el 2 s FHEES, 54, 2007), WA &
HE AFEY A 8 AFTAARG LuREo] An]A A T
d3 Azt Aol TlEs AAHS ThsAdol e EuH(EaET,
2012). o83 AAAT A2 weaRS w, 287 A AL A
SSTE AHgshs A o dACIAM SSTE AHEshs 29 tE 540
W& AOR o4, Aujde] obd SSTS] AFFago] an[Ae] -

ool MR el tiaf Pts] ¥ B} vk

Frt

2. AX MulA HIEZA9 #9

HAo= st FFe AMH[AS] SST7E AdF oy, FHZole a17o]
o]-g 7he st AxAn| A0 YlmR$7F el wet(Meuter et al., 2000)
QB 9 wukd WA, ekl &5 5 ohekst el SST7F AREE AL
ALt olof] AFAFo|M = SSTE AMulA Ay Fh, 283 Aol xs}
ARE HA O mEt fF S sk WA, A mE EREE dF
(On—site) w43 44 (Off—site)FAde] vt A FAHS AMH| A7 AF
W= Aol AREE we Ao, Moo HA AH™, SE
A AR kiosks, AEFHE} EAHNA Y self—scanning? 7]&o] gl
HhH AR S-S MHlA il AR ek o
ow, Mzt 2eQl/Evrd W, 2epl/Erukd &5 5o] v (Chandler
1995; Dabholkar 1994, 2000).

1o

PN
T
ZA

A o]_g_ﬁl 2= 0115 7}—1
7]

3k Meuter et al.(2000)2 <3 1>3 o] t}eksl Qg ol AE 713
7es A uet 53 HE SR A HA AAEH 54 17 A
HAE AlFstes Aot} o & 5o 28kl g ZoA Fish Algel tfsh



]l HAoltt.

T HAA HH AR dA AYE FHsts Aotk a5l Fuf e
A A AzAL Qo] EES FEE, 7Yy, AYE wske £ 9l
A gt mpRleto 2 o] AHIAE AARE A, Sty QA TI8a
FTHIEE o AT FHOEA Y HHolth et F4 V7Y A F=
sk vt e, AlE A AZEQ o] W CD7F Al Al#lolt),

<3 2-1> SSTQ 7heael e Al
B #H o)A ;1(:]_‘ Z ('1)_]_ S 2
] 7 0] 3}/AH5 =8l/ AR W)5.2/CD
et SH71 QI 7)o A3
—Z Hgf’o]
—u % = —ATM

—FT BH _
-39 Aok

l
|
B
n
o,
[}

—T 1 AH
-2 & — A =G
= B4
2 A —= 4 —o € A Fokx
_1021-7_:]! ﬂ‘jc}
gk —A+F WE
— A3z —<Qlg Y —Fo} =47 M= }
o =
AL E QS
AT Sk 2o An | AE AN —oq @A AR AT E ¢ o]
- 7
A | 94w A TV/CD 7]

HE Edold

Self—Service Technologies: Understanding Customer Satisfaction with

Technology —Based Service Encounters. Meuter Matthew L., Amy L.

Ostrom, Robert Roundtree and Mary Jo Bitner.

Marketing, 64 (3), pp. 52

13

(2000). Journal of




3. AX MulA "HIas=zA9 7l& $§4

Dabholkar (1996)i= SSTS #d& H7bshs Rz zNby Aged
(overall affect model) ¥ &4 79 29 (attribute—based model) & #|A|
Fom, SAVIRE B AHA, AR &olA, A, S/, 181
SA L 57HA AMul A FAE G Aol AAEH T o] %% Zhu et al.(2002)
= 2qe e R VlErnt Az Aqu| A0 SAS AR §olA, HYA,
AlZE Aok, ZefolH A, vrlsA, A9, A 1T AMR 5 7T7HAE &

3t 2 °™, Yen and Gwinner(2003) & A=A, B4, &84, HIYA,

s Al

ok ol et AdFATelA AAE SHES v eR dvgs o,
SSTE] ARgel Qlol F&doz Yeus Sz ARge] Agdy =
A, ARE Bl A3, FAY = EHo® AASkaL Stk (Davis
et al., 1989; Dabholkar, 1996; Joseph et al., 1999; Szymanski & Hise,
2000; Walker et al., 2002). 3t Venkatesh & Bala (2008) = AF&-9] &
o/del YF= Fv W HYA, A4, 1Y A= AAESIH
ofel Wl & Aeld= SSTE 7w $4°o2 HAA, EAwd S48
A A Sk g

olrt

1) #HA
Aol gzt MES T2 THA%e] i s agol 24o] gFolx
k(s x, HA A, 2011). 2t kA A3 vl 7Eo], SSTO Fat
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J

QA5 Aulse) BAho] wAH FYAT] AE ALl 7 & nae)

%_‘

}

Ao Ago g WHalste] Ao tht 7= @S SST 739 @gte] Z
HAog Agsls A oyl 7|£9 HAYAY MES A AlA A
AAA 2ds Aok & A st AS 9vskeE A O % (Laukkanen et

al., 2004), o= T ol Au|~gE FHFE Zo] F=E o] Forh
T2y SSTE AREshe S olM = @2A AH|AbEC] HH|AE AAR
AREBEE R, olelgh A A AHAES TP EF glo] AdE 7
s dl S AR 2o oS Al oEa Hulds s (s
, #7444, 2011). Hobrook (1999) ot =23} AZFe A7 ALg-ste] 9
st B Ak Jor dAgds Hosl o, Venkatesh & Bala
(2008) = AHE9] ol WS Fv WFE AWA ASAS AAskH
ol Fox FYS AEIPF FHE Akl vl Au|ATE S AZEe
7 S5kt
SSTE ARESrel alol ofdFelt & =9 g§lo] AB|AE o] 82

U= $A42 SSTE AFE3HA] A4t 52
52 5949 12 BEE Yo AAE A AlFe] B =8 7] &0
3 9om, AR HAyjAdo] An|AF Eo n| = P e NS
710l 3l
2) EAE
ZAEolT AFEAZE Mul A AFEo] Sulel A E = E]les EE

gJulstth (P FE 9, 2006). EAw AFEAS] WSS o] EHY U= &
QQloly, A=ZL 7]&E AFE] gt U4d F7]5 Fofstth (Bitner et al,
1990; Meuter et al., 2000). 53] 7]+ AE3stal SA%S A8t 7

ko
&

15



Rl AEo] Fo] gy ARHA Alofo] gli= A, Y-S Fdks /1%
of thet AfFZaelA v5e A= Aoz UrhHu (413, 2018). E3
a4 715 (200009 AFeld= gudst FrEe, 19 ATE
249 A2 5ol SSTO Abgell #od 9 vzlnka sgih o= &
HIZ7E 71 ddE Ao Ak 7uge Qi Ak ojojA A &
obt 19} MR S AR AZsA Hie Aotk (Davis, 1992). ©]
ZIde] Aul 2o Al SSTE &3 nAelAl <712 x& 7%

& F RS 2 ARE F 5 AEAY, 2000,
o) ¢

of
bl

SSTel  wist  ®Ze] [FoF dFe PA= As Fdsiidh
Webster (1989) = HFFE] AHE 2 bAoA o] 7529 & dis)
ATt Ay, ARG RS} gl E71%0] Tost FS vHHE A T
Adstglon, 7l £8& RA(TAMAANE FAFH =olA (computer
playfulness)o] ARg2] Goleoll &= mA 1L, o= A4d FE84= A
Mz P& rst so JdFS v stk (Venkatesh & Davis,
2000).

3) A
FAdolst o] AMu A whde] Aoy Aufe dis] ZA L vk
7)== EA49 %k (Bateson and Hui, 1987)& 2u]3lt}. SSTE Al&35t=

@79 DAelA FANL Aus BAA AP A4 ARE A7) F

)& Zolehe Wgow A
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SSTE AHEshs &AM Al Tt ol o] ©hes] Mrlx

2 AL AjRlEe] ohlel FEANAE AT ] wel, AA, §

(Akaah & Korgaonkar, 1988), ©o]& =x=pilo] ZAg 4 3l
SSTE &3t Full oo Fonu|st 3ol QS Ao=w AlnH
2 3l HO F Venkatesh and Bala(2008) = #4219 583 #ddy o

, A2 & Tk 95 A9 A4 (perceptions of external control)
o] F 7k FAAE AdS AAEEGlTE oo weEt B ATelM = A4

Mad= A7l a4 =9 8k ofye} 7]jo]l AAle] SST AR+ ©f

AdalF= Aok HAH o FAAJA w3k mestua sk H3b
ST Abgell ol &ujAb7h 7hA AL Qlvkal =7]= SSTel o
ojuf A9, TEla 7o A Qe AER A AFoY S oA =]t

AA7)OL v AEe] dg oy AdE FAEY & Qlvhal wio]th

B2 ATES SAdo] SSTE AEsH st S8k Qclojgta s
£t Bateson(1985)2% &H|A7F SSTE AbEsh= F4¢ ©
of mjto] ofdet FAME =2 5 V] wEoldta BEle Al o
g A2 Ve AMg o R QF wee] 9&-S v]A Dabholkar (1996)

= A" FAZF SST A% 9 Auls w3 F7te] S48 =
il

r
o,
4

e S
w H
oy > O

ol
> rolt

oy
o

do
N
=4
a{t
2

k)

2
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2 QTS 5T = e AFSIQIAOlEY 24 T 7 HHEAQ] Q1A
A Ao ® wSigh(warmth) ¢ 5 ¢ (competence) o thgh @2 o] &

H3alA o (Fiske, Cuddy, Glick 2007). AFEES &2 AR EAo|u
Ak, gkl s s W 7 V) AdE 280 i ERE dvhy w
%A, fedtAE =77k AT Judd et al, 2005). olfgh whi
e e AR AR A s AEe] 7] o] HE Fa% EAoltt
(Holoien & Fiske, 2013; &% & #A &, 2017).

ToF g —fed A Aol gt wbd Bk ofyet Y] §Jolut 7
sofl st koAM= YERE 4 Qth(Aaker et al, 2010). AFATES
FAA Au s o w Anksigls W WY e TR T2
Ml AdE ool F Slas WETH(Scott et al, 2013). 7]y
A7 2 A7EE of AL, AnARg) Wk AHA A dg o= AR
H|zke] A Ao Fogh JFS vHh

g & 5ol Ak

o

N
N
td
ol
ok
-
rir
9
o
2
ol pr

o
=
DX
o
_>|i
et
rlo
e
o

Lo A W 9o FujAd R} CASA (Computers as Social Actors, AF3]

2 e ArEA e AE e o FeAEdth AbRES CASASH &
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ot JAFoR 5& FoAHoR HFEHE viA| A AAH F
st 3kt (Reeves & Nass, 2001). &M|AHE0] SSTE H X
Fo o, SSTel tigt 159 A2 SST7F Alsste Anla £4E9
uet GAE TheAdol v webs ARsQIA ]2 o AdE #iste] 1
o] SSTell disll oJwA =7]™, o]Zlo] FujelsE DA wi7jst=A] ]

Seh(warmth)ol®t E=w< FAU widets 2y ddd SA4S T
th(Fiske et al., 2007). w5cgkol ik Q1AL tf& Abghe] oish #ils <
A FAA HI7E vt (Fiske et al., 2002). wedhe 23}
A, dEEE T AFEA SAS UEY, mside wHA A4
g0l AR Vs FASHA v

Holoien & Fiske (2013)2] &A7tel 2)&}H,

>
oo
)
A\
s
)
i
X,
fr
>
o
o,

WS 4 Qo A} A o), AB|A A A1E]E FtH(Broadbent et al.,
2008; Li, Rau, and Li, 2010). o]x & SST7} A3 2 &A= <¢la= o
SSTEHH AZ4HE EARS AHAER stoig st 43S 34

s & % vk
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3}
=1

2.

o -
T 7O

3} 0]
=

53 (competence) ©| & <3t &4 Q1

al.,, 2007). &

=

= SST 7)<

A% Argst]

Cuddy et al.(2007)2 u}Z=st—

2ol Awe faslaqr.

o FeUT, ok, 544 59 AAHo

EX

= ul 5|

S
= =2

al

olr
i

A

K

Holst= A
(Hated group)

R st A

(Envied group)

welskes A

K

(Pitied group)

=738k

et
(Admired group)
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Universal dimensions of social cognition: warmth and competence.
Susan T. Fiske, Amy J.C.Cuddy, Peter Glick. (2007). TRENDS in

Cognitive Sciences, 11(2). pp.81
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E]Hgoldt 7)ol AEs T TS JlesA 3 woe Weo] =5
3t ¥+ A3E @3kt (Parasuraman, 2000). Heke] thdt x| zhe

Eeh7he AAPEAS Hgd T3 9SS 71X H (Hoffman et al.,
1999), AAqAT=2 7IdE A A7t daFs gale] st A2
A Zojgta FAT VI3 A 3 Ao Aol oA Ve o
of TUHIL U= & AHA, vt 7l VN AlEEd ARlAs e
Al Addetar vk SSTE] gk aAEoAl Qo Felwe S7te vrbd
4= Stk (Parasuraman, 2000).

A Atel wEE Ve B AR Bolds AaATIM, HFH

=2 Ae A 19E o 53] & ddFe vidva FEEC
(Phang et al., 2006; Venkatesh and Bala, 2008). ©]= A€ #7g2] 7|
A A o] BA7F V=] FHe Ve & U] Wil AREe Hed e
B7re W dubHQl Tl did Ade wEoeR 597 wEolt
(Venkatesh & Bala, 2008). webA 7]& =442 AR &olds a4
Al71H o] AFE-S e S m X

714 E<¢Ht(technology anxiety) ¥ ##HE 2 5 7Hd 2719 A=
AIFE QMo R "AbES EsAY AAR HAFEHE AT o =7=
T, BeF 55 Wtk (Igbaria and Parasuraman, 1989, Kay, 1993).
ol gt =k HFE ARgol tidh A= 49, HFE B FR 35|
gt A i, HAFE AR ARbE Eoldv AR, AAol= HFH

AHeS Hehes AEE f28cDoronina, 1995). AAATe] wh2w P
B 2dEe AAR w38 dojth u=ele] 55%7F o= AR /&

st X (Williams, 1994)& =73 Qlow, Fuinl wo] n|jx w=FAt

22



L

(Craig, 1994) ¢} tjgrAe] 1/3(Deloughry, 1993)°] HiFE < AdH A

gol vk Brgl wh Qluh. o2k HFE E A2 AR S HAFEIE

Wk 4= 9l 22tk (Doronina, 1995; Heinssen et al., 1987). F3FH

QS 7)ol A ge] whel SST AR&ol%: 4 &¥+=t, SSTE A&

o =7 7lE =M ASFH EQdoly 7]+ FH] % (technology
=

readiness) 2= Y=t} Parasuraman(2000)2 7|

ik

N
=
Frt
ofN
T
'
%
o,

ojx e} wdste] AREARY] mhE AdHEel 53] & =t (Meuter et al,
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kel

o ARE-H

=
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Fhel o b 2
S
oz, A4

o

Fth ool Belk(1975) = 7159 ¢ A7-9

st

T2} S

S

07]’

I, &2, 2,

o

= =
5

74

1= SA= M, Ad = 5-E 2

ol
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ojiy

ok T QTAME R, AREAMAl of| A

ol
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;O:._
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oA w7
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4ot Belk, 1974). 7]1E 9
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il
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ol
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3 o] AAHQL F]Holu} AL

H
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Situational Variables and Consumer Behavior. R. Belk. (1975). Journal

of Consumer Research, 2(3). pp. 157-164.



Belk (1975)& o4l 7FA¢] 2

A a7 Bs WIE olE F vka Wk B3, AehA
golu Bl Ao JFE nxA H

d oE Adgecng o & JFS vtE 3Es & 5 A(Collier et
al, 2015). ©o]ef Wang et al.(2012)2 1749 dFo TS v|x= 43
A gl EWsE 7] AR QA A5 B3, 28 55 9
S AHEst vl Qlth. E3E Dabholkar 2](2002) & 758 R29S 7o R
sto] O7|AIZE T} AbE] A EQbEE AEA eclo

=
AW gRH 2Qle] Be E AT A R Ly B A7

FE olF L lem SST Fofel| thsh A= L 5o JAHL v #
ATelM = 7€ ABATY ATAHRE FAeto] SST ARE9 wigo] 4
3 S ), 432 22l F Belk(1975)7F AlQbst AL 2] 7o =4S
St Ao Wi dsitial dweginh. ARE QAo (Oyedele  and
Simpson, 2007; Bandura, 1986)° w2 AlghsE2 Q14 QQlETE of

Yt ggolu s osiA FHolH, & 1A EAle HdAER 2
S AR Ao FAZFQ Aow AAHa, HUd Fao)

FEelE BRI &G ke Abs]A] ERbgRE 2dE 5 ok
(Dabholkar and Bagozzi, 2002, Machleit et al., 2000). %3t AH|A+=
SSTE] AHg olf-& AT o A+, 715 9 F59 22 v A o
FE Wit weba udo] Aol AES Fletea & u 9 84

o ol AFRES e we 5 Qlom 1 Aol FFAA wet w7

o SST ARg3 #dst] dAgsk= Wael 7[oskA dth(Wang et al,
2012).

SSTO s&Co® sl 4uAE MujAs ol &sts dHe e =2ekA
=d, 53] AHIAE ol §std T Mula A7t donts wf, &anAES
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oldell= A9 gldd C2C Az argo] wol dojuA drt. kA A3t
niel o] 7l =o] oyt A8 gle ABlAE AlFste A 7FssH]
ol (Fisk et al,, 1993), StAloIA Mu| A 352 &4 T8 s+l
Au) A 358 2uAke] oo wel 7] 3]E (firm recovery), &% 3%
(joint recovery), 117} 3] (customer recovery)?| 37}4] FFO2 1}y
+=dl(Dong et al., 2008), Yi and Kim(2017)> 17}o] MZE F& 2
a7 3] Eo] AM O ZA AH[AF 7F 3] (inter—customer recovery) ©] 2}
+ MER ALS v Zlolgta whgl v ek SSTO AR 5 tE 1A
=S Hv AHA AW d% (customer citizenship behavior) 2 719 E9]
ARl A E AYets aujAbEe] 15 AAE FHESH st & 9l
tH(Yi and Kim, 2017). wehA o2 &H|A7F 5

&obe v AE AHA AT A Egs e TR Itk Ads & Ao
.

g ditE, FRle] AlgrEo] EA4E o)
T F U7 "iEel, Abgol §le ARl 84S o AxE s o]l
ATk @F(Off-site) w9 7&2 170 V&3 A5 8T F e,
AU AL T WA 1R AR A A Aol Ths st AR V)Eolth g
Aol olgdt AR A Foarg e 23de 7Helel OSL (optimum

stimulation level: HAAFFF)S E8 Ayt AHEL APHow

Ir

DN
=
2
rlr
i
£
ol
rlr
po)
o
Anj

e AT 22 59 3F AEHAE fdet, olE 2ds] 4

3 3y qE o FEAQ VT e BAT AR, F41, 2000). &

o 34 AFelM SSTE AFo R Akske A& 4dd AFH, ol&d
o

5l 71EF 1A Apgle] A
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S 7F3k3ttl (Meuter et al., 2005). 2AEH XA

o otg g wlATk: Aol

2000), 24l 71el& E4A171M (Oei et
}

27

= Fo)¥ 3} (Vedhara et al.,

al, 2006), 53] = B AE
vty T} (Lieberman et al., 2002).

St oAl AH|A7F SSTE A ZA o7 AbgshA] &



A5 A Fuox

oJEgk 4HAE] o7lE E2 Afd vgdss njske dor, Al
W HETE BR HAE FES sy, P d S dEs
shaiab sh= ZHQle] B AEREHAY AFE Fso] AEY HER A
oj¥jo] AF3td rteAds onlgith. kTt Folv AT A
wl oyl 7k Zoet A7 EA%Y. dmFow FHL
(Reichheld & Sasser, 1990), 7+ °l% (Sirohi, N., McLaughlin, E. W., &
Wittink, D. R., 1998), Z%# {F#9)% (Dick & Basu, 1994) 52 ¥
shal g9lor, s #wEste] FujoeE stk sk S, e
ofgF, WAk, FHAA S A T, ATl A Fer FAsk v
(Ryu, Han, & Kim, 2008). = F#&E= SAARRk disf] o= A& 3
sox 7YY gEE 7HA L Al g QA Fsow FIFT 3l
or, 7 HGY FFYEe] TaAol o= A AxHAA =7t ¥
e Ao dAstes addolgta #dd Stk (Fishbein & Ajzen,
1985). 7id-ss 2gst=d o] Tl =S Fids 3he] Ayt
aE T An S B2 A¥dyss 1FZE Be W, = T
W 3E Atolell= Folmlst A (+) e AuuAYE o, s 7
Aol wherst 5= Qe FuidEe EFXZ AMSE 5 9tk &RAEE
AFAEL Tl =Tt S wo] AA Fujdso] Us Jor FE AF
shal skl Sl

ofe] ¥ QAT SSTO| H4o] wE - g A4S AR shol

d

o)

Tl el ofwd JFLe WA LA Gobw A Fhrk EF o] FHlM )
SEezhal 4HA o] zhe 2dENE TFte] FHUAo A o
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A 3% AT g R 2

T doAMe olEd A7E Tl ;S EES vEoR AFE AT
= A% FAL] A7 £AE AL, el mE A HEY A B Y
= et 2ol AAskauAl gt
o AT B AnjakEo] SSTE AREE o, A2 SST 450 w

EG-f5F A4S WA ol 2ulgel PR vNE JE Ul
3ol gl V1 B 4FE 2] e GFYe Hol, Telm
1 U

5o 45Ag B ol o Yk

1. 47 &4 2 7H2 23

AL Mu s HAE2AE FE8 aulAselAl ATk o] el A
Ao MUIAE Awstal vE A a3E vEuA sk B V19E
FAGC wE 2HAES ALY ARt Ve FeAget

= EEd 0] UEAl HAH. VIEelu 77 2E 3k oby ARt

arlAbel dEats s A9L o AR BuE St g7 @] 4
AN

oAUz B aERAE 2k 7199 FEE Auls ghel i
A AN WAt w2k 3B Ay 2 JFS F
(A%, 254, 2007, BEEe AH AFES A B E
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au el Al dgEan, dejde] Auae 2Rk AlE F A el
= PAER gl gke] ofs izt AgE ThsAdol Wi =v 1
Hup 7ol AARY AH[RRe] XA 2 dEFS vA= ARA A
o] WAggte] wel, & A= Vol Alwets An|Ae] 5ol v A
oAGA Gt b= robr Al gt

TAM3el ¢Jstd Az AR Bold2 Az F8Ad d&F= v
T} (Venkatesh & Bala, 2008). AF&-9] &o]Ael &S

FE oMsrERs
A, A%, ANl 9om, A48 f84 9T F WFERE
a7 7)F, oAzt A wetd Hely, EAL, FAYS A4S

2 3olF FRHQ )EH oleAE G s 4B ¥ Rolth v

=
A wEl, SST $4e A 7FsAS A4, 23E, A 1ee
o oy

>,
N
rlr
of\
ko
o
o J
y
>,

Q107 o7 7

ko
o
>~
e
fott
[-‘O
R
)
r

social cognitive theory)ell 2Jshd 7iQl 54, 344
54, 223 48 gzl oaf Izt s ol o=, 18l W
sbe 4% 4 9tk (Bandura, 1997). AFg A o] &of tjst APAF S5
7Hd HEAQ Yo7 wiEdt(warmth) ¥ 53 (competence) 2] F 7}
A kol gt @2 ol22 WYkt (Fiske, Cuddy, Glick, 2007). AFg
= UE AFH Y S0y A, st dis) ddd uf I V| AdE OE

of OgorRE vkt WEEA, FEUAT Lt YRel TATG

(Judd et al., 2005). o8 st W23t —fa3 A2 Alge] s s ¥t
olyz}l 71gdoly 7|&o st #dolME vERd S Sth(Aaker et al.,

2010). webA 2 A= SSTO 7+ A6 wet v A7t /1A h= o] v

A7 EAE Aom oAt
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AT EA 1. &vAke] ZF SST $4 @A, 7%, SAA) o dist %7}

of MG —Fed Al vA= a¥E Lok

7Hd1-1a. A AB|A HAsEAY A w5t A zhel] 44

ol 9l Zlolt,

1
2

7Ha1-1b. Az Mul A HAE2AY S5 md Azl gl 9

Fol A= Ao

+

AM1-lc. A% Auls HaEzAe] FAYS BHEG Az JA o
o] 9l Zloluk.
Ad1-2a A A~ BAEeAe] BE ST Azel 44 o
o] 9l Zloluk.
FAd1-2b. A MHx HAEEAY FALE f5F Az FHA I
o] 9l Zloltt
Ad1-2c. A% Auls HaEEAe] FANS f5F Az FA o

TAM39] ZAsHE AFE9] f0]A A zto]| oJas F= olujx] Azt &
% oolwe] Qake mATh Wk ol T AYATFEL YA Apl A

o Awtsige o Wy ¥ TR F& AMP[A Ay

& ol&ofd F 35S W3 TH(Scott et al, 2013). FAHOZ, A7 w

S wdS A shal s AR BUHE Fesk (Fiske et al., 2002),

To e eHotil myAolge s IS drh ol AMulA HA
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HSA7IH, 2HAbE S dE 7]l

=

=

o Hx

B~ HAIsZ2A =

kv

4 Aot wepA A
27 Ak o)

= 2

et AR A%

|4~ HIE2A =

A

d)
=

= X
) Y

oy

&M AZE SST

a7 =4 2.

H

342 ol

=N

of mA= vi7H

L
a-

F A 2he] o))

SO IAE i Aol

g3 el

& SST &

S

A Zlo]

=
=

Lo #A

g3 el

B
==

¥ e SST

HIas2A=

SRS

7INZ171 9l

S =
=2 o

HaszAel Aus 51 AL

17h Aol A w

3 o

of o
AHE-S] Eolid e A7, SSTO ik of

o] F7tE vk

tohar ¥hs] v itk (Meuter et al,

2003). WA 7% Eotpto] w2 An|x9

P f5

)
&

R

LS

SST &4l o3l

e}
Chn

st

tdet= SSTE AHE

S

Foha A7t

S
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Dj

2k
=

At

ok Abgel W W SST

IN% gAolm,

°of &3

2

/B]'

B!

|

o
o] Y& &HAY Fuje ] dEFE T

7

B

At
w

=
T

=

=

l

I3}
Zo] g5 At} (Lieberman et

H7] el

t} (Meuter et al., 2005).

=
=

°©

lo] WQ

—
pis

[e)

i

)
gl

]

o
-

R

=

33t

olf 1 A7) dS &7 (Oei et al., 2006),

o}

]

o

2 J)E Q1A A

=]
=
= 7

3

&

S

O]—Oé]

54, ol
—

=
T

-
R

AEH A

i

B

al.,, 2002). wehA

Z) 4= ) 21 (Dabholkar and Bagozzi,

2002; Machleit et al., 2000), t©}

S|
&

Q). Wby APl E £} F

)

K

)

g
g

R

-

R

-

l
l

A

A

o vl
o vl

L
a-

a-
L

grol i)
o] o)

1.

T

~

A o

)

5

S 3 n)zFe] ujo o] A o
Z

S|
&

14]

i1 Zlolth,

814 Zolh.
k<)

Fen] ehobie,
o o

[¢)
dee o o

A =4

a7 EA 3.

28]

A

= 7l

l

of wx

L
a-

gt o)

w
AN

FollAd uf

33



4 a7t 9 ZA vepg Aotk

7Vd3—-4. ¥A el Fedd S Rel vX= Ve Ebe =
A g7t ¥ =ZA vepd Aotk
2. 47 23
AT THEE MR E AT A7 Y-S <a¥ 3-1>% 2
<I¥ 3-1> 9+ Y
TA, A4 A
SST &4 7| & Byt

de o5

A% TSI

A4 frow

34




ol
2
>.
)
_>|4_,
1o
0D
wm
=
N
)y
LB
oX
=
it
it
|
Jo
olr
it
N
N
N
)
e
(o
oy
[
A

S =
B AW ATES HFoR A B wES 53 £1E 485 PG

w7t skt

1 a7 o 2 OH

224g g5t} SSTE AH8E w) Fuo) Alge] Q= A998 we 9w

v Alde e s st Medista AT 24 o913 (SNU IRB)

A
Fol A%E 20~4001F TPFOE Hglor], F 27990 SUAIL A 2
Fa Auel el oo Abgel Be B4 2749 AuTes 9 1379
3} Abgol gl #49 Auel e e 14299 FelE malsgith
T Aol NS W 2WAES AU e 93 AREA AR $us

Ak B A7e] Augest olnAE S]] sl

S

35



2. A9 £

THE A== SPSS 23.0 TR AMEEY TAACRE
WA ZE A e WidE Ad 3P w444 GRS SjE dd 3o
g Bt vaE sglon, AFEAES letlel kA 2l 4%

Hts &9k (Cronbach's @) & o€ AF % 45 A3

=]
T3] 74 (Multiple Regression) % 43| AFA4E AASHTh 3

Sd -t A4 wMyiEsE Zotrr] 9@l SPSS Macro

B AT AT BA F9S A% FA ATE 5] k] ME
Ag 24 6¥Eo PARUG WA @7 &4elA SSTE Agae 7
%% shgom, odel AHgE SST 7]

3 % gepl Skl EE SuAEe] SSTel
e o)/t #HEES SSTe] geleh iAol os) dmstgor, olo] A
el ool A b SST 7149 oA e/l Shel SSTE AH A

IR A¥ATL SSTE AFEF F 24 Hi A4 el 24T 5 A

r“~

36



1) SST 71& &4

e

oo

Aol SST 7= 4 < B4, 7%, 2893 A8 A
stk ¥ A= Venkatesh € Bala(2008) 2] TAM3eAl AQkst Af
o] oo dFE T MFEd A WFE vEo R sglen, SST A}

H F89(2016) 8 ATE st ST AW

B <E3-1>, <E3-2>, <E3-3>7 2},

oo

L9l HS = % =4
A Aqu s B AEEA] AR (st
[ -1 o}
[ | AT A AR a A | OO &
giis o o O «w
[ 3 Ax Aus HAZEZASE AR A gy 289 1
st ARE weEA 3 5 Qth o
[ 4 A AulA HAEZEAE AMESE A
AE wEA 4R 5 U

37



A
=4
w
%
Vv
f[N
i
o
||\
oX,
Md
o
%e,
e

L9l NS = 3 =3
W A2 BB AT AHESHE A
7 e 28 alolnt.
g | AT A AanEAR AgsHe 2 | SOt E
e & oete a1 2 2, P
= O O
[ g | BE AR HAEZAS ARSI A o 24w
& An gl o
AL AN dTERAE A A
e guze qom,
<E 3-3> BAN 24 Y 9 27
L9l NS = 3 =3
W ANz HaEEAE b Ak
gz gsad.
G S AN~ A RAE AFE
-2 & o 250 gnES 20 9 A | [t
o[ .. ’
= A A L
s A AZ ARs HEEEAE AH| G ii?lig
-3 |87] 9%t 7187h Foldrhd 4 A} e
88 5 92 Aol ¢
(| AE Aue maEsAs gE o2

A ARSI 5 gAdo]

38



AbsI AR 8 Aol WS —f5F A7 A o8 A HETE &
Azl sHAIRE 2 Ao SSToll thet A7) x9S S4stuA &
onE MEF-F5F A4S 7|l A& Aaker et al.(2010) 7 HU Y
9] (2013) ol A ARG 87FA1 9] HE8AME Ed® sl AR %32 <
3—4>9}

32

FK

<GE 3-4> A4 REE 54 £ 9 EA4
82 |39 | M3 T % =4
[_q |0 AX Aus HaEeAs
5okt
[ Lo |0 AX Aus HaERAE
= A Aot}
[ g | O AL Aus EEERAE
&4 ol
o] Ax Mu|A HAEZRA = .
I -4 737@;0] o1t} Fiske et
o1 x| A al.(2002)
Q%0 5 o] A AMulx HIAEZAE| oA £74,
223, L
g | O AL A EaERAE
st
s
T L
ke skt
g | O AL A eaEeAE
WEA AT

39



& 3EsAY AR 7S A u 27

e, B 5% Wi Meuter et al.(2003)2 HFEH Ed7 o

al A58 Raub(1981)9] HEE ntRe® HARARl 7]s ARl Qo] 7)

o] 741 Q&= Ve EHE SAdcke ARE skt & A
(

= h
2003)¢] HrE Fasto] HiE £FS <E3-5>9 #Zol 7

~N
it
i
rO
oy
flo
N
iy
1o

S

Meuter et al.

g3kt
<X 3-5> 7|& B 54 vd W =H4
Q9 HS T & 4
(-1 | AAEEAE ot o olete
o] FF =7t}
Ur-E HAE2A AFEo ts] &<t
[ -2 }
6]—1:]-
Meuter et
2~ HIas=zx S §ﬂ7 = %*
:]fﬂ [—3 ;1134 CE}L}%‘H FEE ST E L 200394
= UInm H - 1. o<
- T, B¢t
(4 |HE HEEEAs asEs) dEe)
A=2AE I st}
-5 U= AFg Folgks FEE wikel
HAs24 AM-S T4 ko).

40



7l

H T IE

Tl o] et
3]

=

A WFo] Ad

. .

.
=48 A

TSk aLAl sk

52 dolHel BEFIY 7h5A

B A9 AT AN 53 BGL 2

ALl BgA o5 At
& ou s,
AT A Fste] T

o

ok W& <& 3-6>% Zrh
<E 3-6> FHOE 4 ¥g % FA
L9 ik 3 =3
(| o A el AES prie
ool st 3 9
- Ui o] s wgel A AES Al R | (201D, WA
aw | 7|8 aE s wsa A, 91 (201D)
e el e Araeel of aa | T TR 2
-3 | FolA AFS Fulshs Zo] & & o .
oleha g7alel.

41



Al 4 A7EY 2 =9

Al A FAD B A FAFE

= AoAE SSTE AFEE o Frlo] Afgre] W A9 Avele 13
FRlo] Abgto] gl A9 AluE e 260 Fojst SEAES 540 4
A dobR gkt o= ATtelM HAAE SiHs o9 vE Wevt T

Mol GBS Fi AL FANY gFolth A Aol IBE F 5 9

T
)
o
=
A\l
=2
=
ol
£
N
o
N
=
e,

Ir
D)
&l
2
Mr
_1>~
o

1. ATFSASH 54

AvrE e 17 20 SEs ik kel AFFATA 53N A Felsh Aol
b QlEA gs] flste] WAy wakEAs stk koAl
A8 A F A ke fofgt ol YEREA GhoromE AGEA A
Exdo] glo] T e TAAEL grsgih w3 o)d EAlE FuiE el
AAMEZ F Hek Folgh Zol= AR okth BAARE <AE 4-
1> AT

42



At AvE e 1.20] Ugt wxta Ay

=
=

P54

e
s | 5| & |3
: « N s
~ o
| ) —
o)) o
N
~ (o] .
x % mu_ m Vo)
) N ) M —
— s ™M
%) ~
N ~
N —
B
()] o ~
o | B|R|F|F|R KRR <t o
—_— —
< o | ™M™ 0| ol <«
e e o @ © |~
— S|R13 = Ln
H
ol
10
<0
o
= | © ILIZ22% ~
hre) N o
—.._o || N m™m
- e u ™M NS <
— — 0 = m
KF _
30 X0 === = ©
> (] ] _Aﬂ — MH_ -
T RO o | ot R T 5 R gr | o1 &
B3 oM< | B H.Mﬁ [} K E = | K o
=2 0 ~ -
< & ol [ERIE oH
or ujo ._uﬁ.vnﬂ or =N
Kio B gl iy =
or il u % x
sog 8 ol 31
K
— ol
A
<

R

43




33

27

26

30

37

39

19

16

12

&
god

X




o AFA e el
olF, A AP 5 £ HHFS o3t Ay e 1, 2 ke o
ot SRR t—testE AAITT <E 4-3>] AAE vl 2ol [t
z2po] 7F WA A kol F ko] wjAd Bt TUTES AT
<E 4-2> A #ojx WA Mg 9 A +4 A
o e (=X og | BH |
2SHL n
RI— T o Ho -=|'--6I'E°'t =TT I (-‘.‘—’E‘.') I—EIE
M2 LIo|AH S825tCt 917
L= B2 6 S0 240
< = 909
olct.
M B | DiMolL RXIZo| AEe &
i = 895 | 4.050 | 80.996 | .940
o= = HO|Ck
oM HEE 252 S0 | 894
M R0 X&Hol Z0/2
K | =0l X IS 884
ZHX[ 2 ULt
<E 4-3> A FoAref gzt Alyg e 1,2 HAde t—test A3}
AlLtE|Q 1 AlLtE| 92
N HH|
o= (n=137) (n=142) t-value | prob.
4+ g g
M o
o 4.5635 45535 45584 073 942
Note. 74 HAE HA=(1~73) &7 A5 g AF7F 225% A4 Bojwr} B2

e dulgh

xp < .05

45



"

o= AeM= e ARl

o Varimax 23 3| 4o 9

1.SST 71 449 284 2 B34 23

ATE

SST9 7]% £A4L Venkatesh & Bala(2008), 41 (2016) 2

Gl

o
—_

128382 23] =490, Varimax 3

5
7}, SSTE 7]

]

A
A

A

A e ¥ Aqtel] wet g

S

J|Fo 7

gl

2 YA ook AlA

Ao

4—4>0 A|AHE nle}
70~.90 o] g7 YElgtor AFE

AoZ e <R

bere

Mg

RS 74.964% =

Nr

shel ¥ 9},

Hol A&7}

S
=

= .822~.88429 %t

A<+ Cronbach's «

46



<E 4-4>SST 7+ £$49 A8 2 gdd +4 243
20l 23 28 1 ex| TR e
- B Bse (2
MI MH|A HASZX| AR a
2 ZHetstrh
Ao MHA HIASEZXE &
ot MH|AE OIF| OfCIME O] | 778
g 7hs3tot.
He|M | T MHA BHE3Z2XZ2 A} 2.860 28.602 858
(28.602)
8otH Yste YEE wEAH | 780
g 5 UCh
Ao MHA HIASEXE M
8tH A2 E W2 22 | 822
= QUCH
MI MHA HASZXZ2 A
83l A2 @g st A | 876
2Lt
24.644
Z7S | AT MHA HASZX|Z A 561 2464 (53,246 884
8t 72 Fo|UAct
Ao MHA HIASEXE M 757
85t 242 Z0|22 Yo|ct
Ao MHA HAsZX|E= W
7t ot 2 EES3ich 720
Lhe A= MHA HIAEEX|
— 2 AM23%ts O TaMol ME | 778 5175 21.718 222
2 #1 A Aot (74.964)
Ao MHA HAs2Xe o
2 ZM A2"Ent zedo| | 726
=Lt

47



LrERLEA] oro} AbA|slith, HE A 07 wiEShe) T3l x| 7tS E= 3Rty
f5ge that AZtS B 45ddE = B4R 78.010%7F AW E At
SAWelel QXS 0.70~0.90 oAl WHHE HoW, AFNLE
HolF+= Cronbach's a #HE 0.875% 0.895% YE w2 59

AFEE Hol= Ao 7 eyt <E 4-5>

<E 4-5> MEF-F5F Aze] Ay L ey B A3

29l =4H%)
9l = SN ME[E
251 (+HELD
O] MZ MHA HAIA=ZX=
_lAf qH] |2 =2X| 853
S=0O}0
0] MZ MHA HIA=ZX=
| A qH] {2 ==X 292
| x|™o|ct. 41.786
oL} 2.925 .875
O] Mz MHA HIAESZXE 917 (78.010)
ZeHo|ct. '
0] MZ MHA HA=ZX=
| A qH] {2 ==X 819
Z274=0| ULt
0] MZ MHA HA=ZX=
I f qH] {2 ==X 71
| 25 36.224
(e &t 2.536 .895
of 2% AMH|& HIAZEX= 907 (36.224)
X"tk '

48



of 2% MH|& HIA==ZX|=

(e 1Lt

.836

B Meuter et al.(2003) 9] A7-of what 5709 &
At AR QA A, A

o RE QRaH 0.80 o4

Cronbach’'s o %% 0.897% e

Holx= Ao gy} <X 4-6>

<3E 4-6> 7= =94

3. 7€ ¢z AHA 3 B3 A

re

N
>

o

i

i 251
Lt= HIEEZXE Olshsts 802
O o280 5 =7ICh '
L= HI=ZEX A0 CHsi
L 863
=Qtsfl otCh
HI==2X &0e dZ2l:s
838
S+ 80143 SEICH
Lt HASEX|7F MASH 638
20 HA=Z=X|E msuct. |
L= A" Aolzts FE2
Mzo HIA=ZX A2 F| 867

X{BhC}.

ol

-

oY W

o

!

2
H
i

2

H
i




4. T =Y AFY 2 B§IY AF

Tuje) el #E EF2 5 9 (201D ¢ Aol wet 371 =@

B SAsgnh. FAE QAR dv niA 1 oYY 9 gdow
FEHAL BE QARSI 0.80 o] WHHE HoHW, AFLEE
BojFE= Cronbach's a #E 0.889% UYeh} & FF9 AFEE
Holx= o7 FH It} <X 4-7>
<E A-T> TR AFEA 2 g 4 49
20l 23 28 aen| TR0 g
Bepa (EHEM
Lt= O] oM OjEOoAM HMEZ 869

TOfE o|gko| RALCEH
L= O mjMd OiFOIN HEZS
AME AE CHE AIRESOA A | 926
st AlCH 2454 | 81814 889
L= LIQb 7M. AFEFE0| Of
e OfEole HES FO4SH
20l & ot oj2tn 2zt

of
ol

918

rob rr

c}.

50



o] 7l€%A

{F
s

Al 3 A

317] 9

¢

=

a5

=

=

AT A

e
Ni
B

ﬁo

sAE 5

PN
=

F 7]

)
gl

°]-&

[e)

=

Hom, SPSS 23.0

4-8>

kYA
ar

<

e
s
| — o~ o)) Xe] LN o~ LN <t < <
< I oM I oM I oM I I I
K — — o — o — o — — —
I+
rkl o < o LN o o 0 Co) ) )
00 < N ©0 ™~ N N N N N
M| v | | | o | & | oo | < < < <
NS
N o o o o o o o o o o
K|l e|le|le|lalalal|lal e S S
En ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
N o o m o LN o ~ o o o
KlS|S|m|e|rn|[S]|w| & S S
ﬂ — — — — — — — — — —
AT W o W o
0 70 < 4ils e B o
<k X X 2 2 e =
T = o ol | m i Al K
./ ' ol = &
N o 1o r | = I T &
= = =
OF =

51




SAE 4.44,

12]4 4.83,

i
-

e AR,

H

ol

0

23 A

o]

Rz

7} 1.01, 1.12, 0.990% wmwA glo}

o
%

o]
i

g A 7kel Hto] 3.85,

w
AN

o A%,

ol
K

o
ol

)
HA
uy

0
N

ol

Fofl H] s

TC =
U

Hatol 4.76%, 0

g ol

Helel wet, &

S
=

o] 0.959 #%

il

1.12%, 7]

o
-

bl 7

shat

A el v

e

AR

=
=

¥ 4.58%, SST
o A B

RY2
[e]

SR EEL

9AE

©
S

e

.

LR s

3]

v mo R, ALbe e
ool NEEAFE B Aot A

3

Hyow

S
=

, EHXEE t—test A3, t @0l 0.942 oA 0.739 #

ek

S

A 7 Aol £9)

2 F

52



Trje el wA= dFES
AL S AAlsk 7=

ATA 37 45 AT HEGET

1. SST9) 7% $40] HES-—{5T Az e 9%

BB AT B4l 13} glskel, SST 71% %40 £HA7E A7
s WY fsdel oj|a Ge WALA s S8 SPSS

23.05 o] &3 FIAwAS AT
o] e —fs A7ztel uA &= avE dolrt,
1) w=g X Zbef tist SSTY 71& $49 a3
A v & A SSTE AFE3 o] SSTV7F 7= HYA, AL, 1891

SAGol AnATE A Zbeks wEgte mAE dFE Al flaE dA

== HEez gFIALH s AAselt BeA, %, sAde =

FK

53



o~ ICE.0 Z A
HHsz, nkds 5

1 (enter) & ARGSFATE ARAIRE W82 <3E 4-8>l A =] 3t

3
B
l

X,
oX,
o
2
o
¢ o
o
2
jﬂ
M
1%
ok
rE
o
l
rlr
o

l

<3 4-9> SST 7]+ £ g Azt vx|= 93

s
RZ
B B t sig (AEE RY F
2| .003 .003 .045 964
347
k= 412 399 6.151 .000*** 48.695***
(.340)
Ex5M .286 243 3.301 .001**

% p<.001

A Ao wEd, Aeds A S48, A0 EF w4
Zhel st AvtE Btk HEAS midel Fost S mAA Y=
OS2 YEH O (B=.003, p=.964), A= Wl F21 dFo] 3l
2lom (g=.399, p=.000), BA4 =3 wge] FHow {FoaATH(p
=.243, p=.001). w&}d 7} 1-1b, 1-1c7F AAHAA T 714 1-1at
717bs o], 74 1-10] BE AA ¥t}
TEHoR & o, 5ol tg Azbel d& EAw A8 dEF=
oAy, HYA LS 9FE vAA F= AoE YEET SST7F dgsithar
7] Aol & SST7F miEstrha A7bshs 2102 AAHA 43S oy

heh B3, S wo] SAERY miie A4 ¥ & dFS vA= A

O

2 btk 2nlAEE SST Abgol Exinta =4 ) SST7F 341, 2

54




o] SST7}F 7FA &=

=

SSTY 7€ £49 &%
Sk

AR

T

k)
pdl

=

=

2) &% A2l o
g el A SST

iy
oy

0

o
o
N
N

e

B
.
110

<M
ol

gl

4=9>°f A= QlT}.

kYA
ar

e <

R

ha

B g

Felck, A4

°©

A

4—10> SST 7]

[e)

=

kYA
ar

<

H (enter)

==
=

X
X
X
LN
0
N
(ap)]
o
&
R —_~
— >
& S K
0 1n <
<
= o | E |53
jol 2 1olg|s
Jlo 8| 2|8
oF
~N | | ow;
~ | S|~
S | | T
LN (ap] <t
o | o | ~
M| o | o
m 1 N
o | o |
N RCE RN
m 1 N
X0 | o | X0
m| K| "
B | K| o

% p<.001

ol
Jjo
ok

w7

xr
gl

ha

e 7bd 1-2a,b, ¢ 7F 5 AAHJUH

Aoletal 7H4
Fo] & wj, SST 714& £A4 9

S

fols Aow e

;Lmo
JA.uﬂO

)

ol
Jlo

o
I

o

AF

]jl__:
[ I

Z35)
T

20w ek,

L —

R

&g A

3

o
55



2. HEF—H5F AZo] Fojlre] v I

B RN E 2uA} Aztshe BERS f5gel TrEe] omd

WS A=A FRlar] 91 SPSS 23.05 o] &3 v AR S AA

AT A 2. 2HA7F SST A (@A, 74w, $A9) < &8 #74%
AAA WS (MRE s A7hol Fuelme] A= Wiz ass dohd

Sl
th, 24 v o g ol#@HY (enter) S AMRstg o, AdE= <E 4-10>3

<R A-11> W= Aol Fujele] v 9F

TOje| =
. R2
° £ t | ama Ry F
g 467 467 9.247 | .000*** 418
99.256%**
(et 241 293 5796 | .000%*** (414)
k% p<.001

56



SARA A3, Es-f53 X2 BF Fujore] ol d3E X1
ok e el i fs el Y& (=467, p=.000) I wsgre] FF(B
=.293, p=.000) EF 0.1% FTolA Fost Aoz yerst}, mebA A
Zve mseshy) fasho] ool me] Al Jgs wA Aol 7hg sk

7Hd 3o] A A= 3l

3. MER-R5E A4 WAz}

B RAe M ATRA 29 wplstel, BERF-HEF Aol PHE

of Fa¥ e s Ao walel wel, WEF Azel YT}
Qi WS ALdstn BERI §5F A7) ) &uRE YFHew

[AA Fshint, webd 2 HS

o] = Hal o] e w2 Pl Lol uX= wiNEgdES A 6

i,

~|
R
i)
oX
flo
A
is)
=2
Jo

(o3
z
of
o
o

=

57



1) 7% Bxds T3l TR A= WAl B2 H &3

Sty A 7bo] EARY Pl F BAE wiAE A AR 9§
=T EEUTE 247 ZASY PR AAety, wed /7S

AR Tt Wi &3 A AAElTh olw AFE e 5
F(LLCD & HHAZH(ULCD Atelell 97HdE& onlsh= 0o] X3
T 7Hdel A A H A, 00] EFHE A S Ag-, (Hd &9t vk diE b
o] A A€},

WA Aifel] wEH, FAG0] TR nX= Gl i w4
Zrol Y- wizfgro]l whe vk whiedl A zbe] 1k & Al .0930]H,

Az et 95% A FHF-7o] CI1=.0164~.1666°% 00] ¥3 9= o

%71 witel 1 adUF foe Aow FRlEQIth AAe A <IH
4—1>3 <% 4-12>9 2}

a
57 gExx

b
61

A45%>

I 4-1> WEF AZE AR BAR0] TR VAL J2 7Y

58



<GE 4-12> m5esh A4 i7lE S7%0] e ke A= B2 B

o a3 A
0™ a1 I8 = 5=
= QJ_I' .Q.J-'_I‘ .Q.J-"_I‘ |:|H7H %63
a b c (axb) (ab+c’)
.093
578 161+ 445 537 He o)
[.0164, .1666]

wix p< 001, FHH &dH(axb) o] &% [] g2 LLCI, ULCI

2) TAZC] WEFE B3 TR uA= W BE 2 &%

AulR 7] elE wiARee F

gt A= Bl disl Wil 2 S-S AAsksi

A4 Adte] mEw, BAge] Tl Ee] mA e s WEF A

I
ML
&
rlr
Jo
D)
_0|L
&
it
r
M
&
i
offt
2
oX,
|o
il

X

Zbo] R wrste] wal g wpsegh A Zke] 1+ a¥ Al (107°0]9,
H AR ost 95% A1#F7ko] C1=.0393~.1915% Qo] Z &%= &k

71 well 7 adrt fosk Aow SEEAT AAs AaeE <1H™
4-2>3 <FE 4-13>%} 7}

59




a b
.594*** .'I 79***
¢
51 8%
A4 J L T8 = }

<™ 4-2> w5t A 2be W2 Aol el vAs AR Y

R

<GE4-13> we g A4S iz FAdo] el e A=

R R a3 A

™ st 2td Zat & =21 -
] oj7y /<
a b c (axb) (ab+c’)
.107
594 x** 179%** 518*** 624 =22 0o
[.0393, .1915]

wix p< 001, FHH &d(axb) o] &% [] #2& LLCI, ULCI

B RN §58 A7l AP T 7+ BAZ ws=A
Avlnr) g8 SYNFe 505 47 ANyt P ER AP,
FET AL WAREE FYse] W E3t BAS Ak

24 Azl h=w, Aol Tl nAE Gl Hal 45 A
zto] & Wl WA FEE A2 43 A AFE 2500w,

60



H AR fsk 95% A# F7ko] C1=.1254~.3980% (o] Z &%= &k
71 well 7+ a3l /o3 Aow FAEHATY
4-3>3 <X 4-14>%F 7o},

C AAE Ak <™

Jo
olr
wt

a

b
.592*** ~428***

gk
[ "2l } { Tl o= }

<19 4-3> 5%

R

Azbe iR Aol T el vA= AR BE

CGEA-14> §58 A7 WIS Aol Tl me] v JE 2

o a3 A
0™ a1 dgs K- 5=
= gJ.I‘ 7 .Q.J-'_I‘ .Q.J-"_I‘ |:|H7H %63
a b c (axb) (ab+c’)

254

592*** A28*** 245%** 498 22 074

[.1254, .3980]

#xx p<.001, FF4 &F(axb) e &35 [] > LLCI, ULCI

4)

X

AZol Freds B3l TR vXE WA B2 2 55

=]
oA

AM= Fed Aol EAFFH FHeE P #AE wirhskEA
AF R Q& AHR7] Q& wWAHAEs 45

61



EAFOR A AR 2yl di8 Wl &£ B4 AAEI
of Frlelel WA= Gl el e A

o
o wiZhge] AT fed A4 M ad A= 163014,

Zto] 4

R ARl gt 95% A FF7ko] Cl=.0858~.2540% 00] EgHE A ¢ksk
7] el b mHE s ser ERIHT AAE A <aH
4—4>3} <% 4-15>%F 2t}

#ed
a b
AT 344%**
¢
3758
e ) [ans |

1Y 41> F5F ARE WA SAF] PR vAE F2 2

K=

<E 4-15> 5% AZE WAR A0 TR nAE 2 29

o a3 A<
HE = 7+ &1 = &1
= gJ.I‘ .Q.J_I‘ .9.J'_I‘ |:|H7H %63
a b c (axb) (ab+c’)
163
A73%% 344%% 375xwx 537 Ho Oy
[.0858, .2540]

wix p< 001, FHH &Hk(axb) o] &% [] #2& LLCI, ULCI

62



5) TAZCl FredEs B3 TR wA= W BE 2 &%

B ORAAE F58 Azl EAMT THYE 2k BAE wsH=A
Ao ns] el Adns] e RS FEUSE GA% SYUSE
FARoR A4H A% mdel el Al B3 BAS AN s

A Aste] mEw, FANe] Tz vxt el thal f5F A

Ztol - wisfgo]l vk 5 A7+ b A ASd= .1850]H,
H AR o8t 95% A1#F7ko] C1=.0769~.2898% (o] X &%= sk

71 well 7 adrt fo3 Aow SEAEAT AAs daes <1H™
4-5>3} <% 4-16>%} 7}

#5%
a b
B16**+* 307 %=
c'
A439%**

FA4 { F =

—

<9 4-5> Fs A7 W7l E FAAde] Tl el nX= AR EY

63



<E 4-16> s ® As WAE SAwol e Ee] mAs BE R

o a3 A
0™ a1 I8 = 5=
= gJ.I‘ .Q.J-'_I‘ .Q.J-"_I‘ |:|H7H %63
a b c (axb) (ab+c’)
.185
616%+* 301 439%+ 624 =g Oy
[.0769, .2898]

#xx p<.001, FF4 &F(axb) e &35 [] &> LLCI, ULCI

B oRAolAE ATEA 39 gaste], SSTE AHE S Wl Abgo] We A
gt Abgel gl el meh Aolsk Qi A9 BAF AT BA 3% 4

AT BA 3. 71 Bazkel AAH wEa mvixe] PR BAE o
97 2AsEA ol

AT A 3eM= Ve Edkgte]l AHARE A sk mEd, e d

T =S BAE £Esta, 1 TolME AR adl, 53] FHddl AR

o] e ¥4 Aol wEedd Fufjolk, et el e wlxl= 7]
= = 28 @yt v A dERE Aol Bkt

ole] ZA3|AEAS Tl 7w ESHgre] W i yE, e
T =] #A A= 2E 2RE Aok ol o fs g
WS Hd 543 (Mean—centering) 3t & A3 AR S AA AT 5
HETE XY F5@oE, 2EAUTE Ve BEQMter dAs ¥ F




A

e o] vAs 2 g3E AVEdT el mA=

Zd 53 B4 A= <E 4-16>00 AAHo] )
<L 4-17> F6F, wssh A4 Fujo e @Al digk 71 B9zt
o =4 A&yt
15HA| 25H 3cH
ZMM X
ZMA X|E ZMA X E sae A
H
B B B o
2K | VIF 2K | VIF S | vIF
Xt
321 125 | 345 325
[Tes & 799 772 | 1.295 453 | 2.209
%E‘:I *%% 2 *%% *%%
SES 442 125 | .406 518
858 | . | 79| | 7aa | 1343 | 777 | 446 | 2.244
Exﬁ 7 2 -
= = 928 | 1.078 | -.126* | 926 | 1.079
w4 | 2otz 1227
e
* 7| 033 | 456 | 2.193
=0tz
8=
PN X=2
-1 O
{5t
-175
* 7| 7| 457 | 2190
=0tz
R2(F) 433(71.383*) A55(45.250%+*)
426(101.618*+%)
AR(F) 014(6.691**) .015(3.830%)

65




#xxp<.001, *xp<.01, *p<.05

s =)

=z 2] o~
TER

3}A]

W FuloEe] At 2

A

623 / p=-.175, p=.009).

A Avpo] o}

=]
RUN

Ao® YERH(s

e

Exe!

| —
R

Fuje) e m

]
Q7L

o~ 1
= =

|

7
WA 71 A kA RE, A Vs =9t

’

=
=

.033, p=

HH

|

ZjLo

=
=

R
¢
T

K

)
]

ofell AR A7} 7FA| AL

A 3-18 7]

ha

sk 7}

Aolgkal 7H4

a4l

ok
o}

Fol ¢

3

AA =N 7=

4=17>3

i

st 7Fd 3-2

AolekaL 714

<3t

L —
R

P

or
of
Njo

I3

2

7}

=
;ﬁ

o 23

4-18> 71& &<kt

<3t

(@))

3| o | D
R __. __.
U =T
1 - s
i I
oo |
R _
K| ! I
Q|
N | R

od |

H__._._._ H__._._._

W <

~ ~

* *
N

= | K

A_I e |rm
w/ | o0 |
ok | o

& | ok

G u

Tl ol

ar =
Ko

66

p——



) eRd

S

|

o
R s

T

ol

=

L7h A 2w

=

Al 3% F o FAHCR ARz, ARA<
o AL
%

i
o

AT
FSL T
(Mean—centering) §F %

°©

&Fd

3} 49l
e 3%

al

&
=

=

of whe} Amwgkeh AbA

(¢}

A}

-
&2

7}

(¢}

A4

i

=
;onﬂ

25
v

il

=
;onﬂ

67

4—18>, <18 4—6>0] AAH] 9t}

kYA
o

A= <



<E 4-19> AH4 AselA e, micst x 2 F e 2o A of of
3 7% Bage 24w
1CHA| 2¢HA| 3cHA|
ZMAM K|
S48 X = S48 X = ° ;
B B B
K| VIF 2K | VIF S | vIF
Xt
| 269 289
oo ||| 753 | 1328 | T | 738 | 1355 | 338 | 477 | 2.096
SES 527 493
Q53| | 753 | 1328 | " | 714 | 1400 | 514 | 483 | 2070
P! VIES -
4] 7= 948 | 1.055 | -134* | 929 | 1.076
da | 2o 129"
st
* 7|4 -081 | .484 | 2.066
=0tz
M
a8
858
* 7|4 -042 | 485 | 2.063
=0tz
R2(F) 506(46.757**) 513(28.497**)
490(66.359**%)
AR2(F) 016(4.341%) .008(1.052)

Fams: o) w

#kp<. 001, ##p<.01, *p<.05

68




<E 4-20> 34 AdstelA fed, miest Az Fuj =] dAel o
ot 7w =i 24 a3
1SHA| 2CHA| 3CHA|
ZMM X
MM x| E MM x| E sas %
H
B B B o
K| VIF 2K | VIF S | vIF
Xt
| 376 403+ 325
(= st 853 | 1172 810 | 1.235 405 | 2467
%EH' *k*k *% *k*k
2 | 375 337+ 564
Qse| T " | .8s3| 1172 |7 | 775 | 1201 | T | 391 | 2561
Exﬁ 7A -
2| 7= 896 | 1.115 | -.097* | 890 | 1.124
e | 2ot 116*
B
* 7|a 117 | 402 | 2.489
=0+
M
a8
g5
-317
* 7a ~ ] 403 | 2479
=0
R2(F) 388(29.498*) 421(20.598+)
389(42.387*)
AR2(F) 012(2.661) 041(14.740*)

Fams: o) w

#kp<. 001, ##p<.01, *p<.05

69




/\
[
o
S
N
vV
okl
X
o
oldt
2
>
Jo
olr
it
X
&
=
1
=)
1o
1o
o,
o
=
N
g

5.251

5.007

4757

Tl x

4.50

4254

4.00

>
k)

10
or
(]

A4 Aol wEw, AR Al A 7]
83 FEsd el WA BE £ Fe 0% Yesth
Ao Avind, 71& =9t A Zko] Fruf e Eef m
A 4TS AN S 2oz AU (B=-.081, p=351). E3,
AR f5d Azte]l Fuje ke mA= FFE fFOsHA] BB =—
042, p=.630).

s, B4 AFelA e Ve Bbgtol wEEd Fuj el wAlE =4
A AT fedyt Fojo =] FAe i 2HaTE 2
YEbth(p=-.117, p=.261 / §=-.317, p=.003). &, 7|& &g +

= =S O e,
) J
=

oy
rlo
DX
e
L

[e]
k=)
A
oot

70



mel el WA= amlAbe] wEeek X 7be] ks WEAITIA AR, V)=
AR s A7kl el el A= &) o

AR A4S, Fde AZdetets 7% Bgte] % Atse] v
FojelEs} e Ao vehtt,
olo] B RN WEFH Ful ] VAL JE B 23

= §_
b o 2 verd Zoletn 9@ b 3-3& N1ZEa, 34 4%
AM s Frjeee] nA= Ve =kde =
g Aoty 7R M 3-4% A H ok A

o] s A3 QoF = <X 4-18>3 7t}

<E 4-21> A3 ¥ Ve B 24 a3 A5 Qof

B ZH3|HEAM Ant

SEH MpESst X|2H * 7|2 Sobzt B=-.081, p=351
>~ O = =

Tofe| =

(AFE Atz e X 7|l 2oL B =—.483, p=.630

SHE =Sk X2t * 7|2 20tz B=—.117,p=.261
>~ O = =

Tofe| =

(2% Az} e X4 7|l 2oL B8 =-.317, p=.003

71




o T xRl AEE STl

EX AL 4
w5 AR #EE WEART olel wet A gHY A=
RS Al AR HAE Aleet, 713 anake] oS EREka
AEollA TEol AR g el Fofsie=

)
it
o
)
lo
~N
r?
et
Flo
H
:

B>

32

S Ax AUl HAEEAE AFHL Uk ole] AR W)
o o gEAE] ohd slEste udE FEAEL s eHd a3
A gE m AuaE sl ATk AuAEe]l 44 ol SSTe

\&ole E7rekal, SSTell 8t A= 271 =d3gel o

0]

A
R[] Ve Fiel =4S BFI vk &8 HE oA AL A
ol St &F AF T AR e T 2ae Hdsith

Venkatesh ¢} Bala (2008)¢] #|qtst TAM3e| &J&hH AFE ok eof 3k

S T Qe JA EA 4 AslA ogkEo] EA =], o] A %

= T

W anjzke] @ee eds] olsisty] fsiM v S skt web

=~

=M= TAM3 7]Rbeto] 2n|A7E A Zshs wseddst fed A4,

U

H

$A, Ve el B

% = -9—1__1__
of 2HS BEo] AU HE L PEL AYsug st
B ATE A7 BHo) net 0 ATEAE Ay, olF 4FHo

0D
wm
—
1B
oX,
s
i
)
oX,
N
L
H
f
2
oX,
=2
=
o
X
N
N
o
=
d
it
<
Jo
olr
o
X
N
N

72

,a-'g O



A4 wrgo] FujeEe] vAE L JolBogM, WERT §H5E A
zte) WM ETE Awugity AR, AWA7 AR T e A Sl
% Bebgtol AXA wgH 2ulAe] Fujene] A @A A
7] erobmghrt.

B AT AT BAS AZAow wysy] g9 Avees Fu
AW e ol astglom, A e 22 g8 AUEeE SSTS
Fojats FgelA el Algo] We FH A Algo] gl AMA

Aol W AW 3 Aol skoluy] kel 20~401)

Al Y 2799 S BERAREFENS T RN, T P

R

off X
e

e

0,
ok

AR, SSTY 71% £A4o] &ulAe) BEFI F58 A7) mAE I
2 stk 7 SST S40] WEge] WA: e JEANLNL E
B A A, Bl A® ZA89 BAMe] o
d, 53 2A%0] BA4RG § 2
2ulA7 SSTE AFEaHA 20 w7, Aol 71715 EAlehs
g ofelgel tka =2 W Auast PHlTgAA JEA e gl
Bujelo] obd J1AY WE WEFS AZdhe A dquidtch 2w

"o] SST7} oJH & & 7HK 3l Q=71 (F4v & oA, 2018) i

ARS & F, wer Bolols AHF o|Fo] Yk wekd W wEFS A
Zhsic, Mol wEG Azl ol G wAA Eah= 2L ol F

Sl g 98

et
1o

gro] vkl =7]71Hths "o] SST7F ve 9

m{m

73



=N & A~
Ag %

o7 1

-
R

e A

3
o7 e

Eis

o}

0

-
R

S, o]

1=

Z

FLd= 7

gldol 7 2

o]

Rz

el 1 S

Fobar =7]w,

S

o] SSTZ #AY
= d ofE2o] ¢l

S

=
=

AB] 2}

A5 9% (Brown & Dacin, 1997).

Ha, AAlo] EA

=
=

ol et 7ol

Y

th/gol 7IAL el

e

LFERSL T

HEg-o] e o] S ell v A

S|
2
3 @ Ak vy

91

Eis

7}

=4, 2HA7E SST

B2 Abw g,

"

obEr o B A, Wk

SE.©
IS %

=
R

w3 SA/de] T o e

o]llf

AO® e

e

o= uy

=]
24

ol

ol

ol

24 Fue ] o &

o

2}t

, 2EaL FAG o] e el mA|

Ao® Jelst

o] wlx| A}

Ptk

S

ol

Aol av]

<

s

2 uj7j

T $4+5 &8 &8

=
=

grze 2 A

AT M E
A

<

Aoleti 714
golu} vAE} ofreby w4

o -
g4 g

B

0
XTI

i

9]

A=Nye]
=

i

)

ol Lol o R )

7
o
ol

"
Jo

q
o)

e
N

AT 9

Aaker £ (2010) 9

-
R

A7k

s =

&

o A%

=
=

A

74



o)
=
!

AT

o)
L=<)
7]

< 7T = s o T
TN & oo S - >
ﬂ,_AI or 17_AI T =) ﬂ_ol ﬂm,._ JXIL — O#E
N R D H
R R S S
o =
- ZM R M me %TH__ R’ %l ofy
T L & How T K %l v Ar <
o ~ B o7 e W W < W ox o
oy °F W oo T+ £ N W wum
ﬂ%%?agn«%swg <3
SRR NI wr o7 ujy
x WO E om oo AP E gy
XX o7 X WJ = o N ogn o %l G
5 1__/| B opn AW = W S o T . G
™ ool K ) T " Ko T = E -
efWﬂmqﬂﬂg%ﬂﬂ,.ﬁﬁ
= T 5 o KN N o B Y X®o
.A..* 0 ‘ul o pn s \H‘._ 3 H_T
RCRCUNE ST R AR R
oo L o ! i o -
Fr i sETaE T e T ow g
T o R T e s E X B Ew oy N
I oo w N n
X X M - I N B o 4 '
EﬁSﬂﬂﬂJWVﬁﬂnJE,&}a
— N
ﬂjuﬂwﬁ%ﬂﬂni %W%%W%
A e kWIS Wy om o
s m TP RFEMETPS % AT
@o T B ¥ oF e 2 - © oy T ok
<0 e oo mru oF Y T
_ 0 TA._.U ~ ﬁi Oﬁ OL EE Oﬁ mu. ﬂ” wmo ﬁ,A
=~ 2 X7 A K o5 H )
X e aY, W 2 o o
o M o o oy A oHn NS o ® <

ez} Aol
o sjetAql ol
7}_101 E]' Meuter

-

R

H} o
o
[e]

e

L —

R

o Abrol

&+

S

75

T el EE oAl

L —

o7 btk SST

o] A =4
= )

L —

R

Fol A
]_

°©

°©

1l

Fob o] 8|, Feda ele] dAlel B Ve

2 23

°
=

@3} o))

~

w

T

Auo g o
AN

-

R

- =z

9] (2005) ] Aol uh

o1
7ol u}

1



F3 ol =3k Dabholkar

S

2 Zsherta

<

mw

¢} Bagoozzi (2002) & t&

4
X
Mo

™
™
7

—_
fife)

ANA= AHEE %
ot ol

=
=

1 gke awA

S

Hl Aol o AJetEm, SSTell =

Eis

vdd

L
a-

Gelbrich & Sattler (2014)2] A9}

Harve

=
=

& wje}

3 o
o=

A 4

=

AFAAE 227

0]
=
N
s
N

ayl

7oz Bt}

-
R

kA7

76



Al 2 2 A7 A

1. 24 AIAHA

re
2
1

sy
jN_
_YE
o

ne
>,
o
2
_>.:
&"
o\
)
_Olh
&
30,
rlr
=
l
Mo
>
)
[
X

A
e

Ael A= Au A HAERAE FH0R, SST £4¢ we) 949 of
2 Zu|Re] A =
AE U e 1A EA¢ gel g 2dERE AXE

1=]
= £ s
Aol PENE Freith B ATE Fal 2 5 Qe SFRA AAge

o,
o

AA, SSTell tigh A= Bk 4 Bl HIadv= Aol
AAN7A 712 FE AEHH Abgel oig oiF-Ee] A7-& Davis(1989)
N AAIE 7]|eFEREA(TAM) S stg o2 A7ty §-8A4 39 7ty go]
4 F 7R ARdEisite sHAlE 7HA AL vk mebd 2 A ¥
T-(Venkatesh et al., 2003) el et TAMe Bt} A3 A 711 vhefst o

Qe FEAIZl TAM3e 7)ukale] an=te] Az EA3 150 % ztHa)
= Zlzel g ojnA], Z2jal SSTE AHEE u] At He= A4S ¥

EFAA FF SST Abgel ot 58 2 39 2Qle] sk o] £ )
& wlAgthe el Fo8 09% sparh
L

A, At ARgE= Wl mRE-fed A4S HAEEA

oX Hl

77



ol 31 o] A

A=

of A%

2

P,

S

&
al

S|
&

-l

Al HAas2

S

CIRE

PN

o Al 5f

S
=

HAas=227F gid A28

o 77t obd

4]

ol
N
1

T

)
%

o}
o}

B/

I
Njo
o
B
I

oy
o

—_
110

oloj o] thehtth

oz e F AN (Gelbrich & Sattler, 2014), SST

s

o] 5o
==

s

T

7F de ol gHa =

H]Z7F SST

Aol =&t

2 Fhs

o 3
-1 =

2 o)
1

Fe o

g B3 s

o] #Al V==

P vl o =

3

i ] B = e

S

E[l'

o] =

3|
=

X!

ﬂo

TS ol gtk ey & ATl

GiRs

, =d1, FAs] Aok Azt

sth7] de st

= SSTIF ALe
BE AZEE ALS

&l A

,.__AO
B

%]\

P e

S

oA SSTE £/dolut ole wE 4nAke] Az #uk ofye}, HAaE2AE

Rel A B oozt

1E o=

i

;01_

78



2. 473 AAA

FHT 2HAE S SSTel A=aliA|aL, vhdet S/ SST7F s8ataL 3l
o, gHA 7IAES AdS thAlsks M2 Auls HAded idt AR
= LFAATIEE =S BT ol & A7 AdE v ew A g
Hde gl e Abdel] Ak ¢ = AFH A vk 2o

AA, B A5 mHAEZE ek SSTell thgh Anjate] Q1 @A

& Ao Ae AARRHE SSTE |, S+,
a9 FA S FaAl anAE Adske S 2N, ¥ yoprl msed
e A= Al Fedole B4, 4%, 19 FA4do] 79
= VA AR =yt wel vpAE7E msdt ojujA| & AFEs)
A AgE A 7 B T Eee AEse] AHAR stelw A,
Ak, AEE F Sl olv[AE =7A dof & Aolw, HYAHE %
= A2 @aRFolA] £ ol v, 53t ojmAlE WAl &
= Al 54 B maFoxRt Helgo] Mg 2 & MARE, 4nAt
Al SSTE AHE-shi= Zlo] Aefst, At w8s AAAIAT=
dof & Zojn. wWdH Fed olvAE AEeH o= AH|A
S84 A AR o]oJA 1 (Cuddy et al., 2007), ¢ Holrt F5A
FH s ST e, eHAEES 4 7Ile] BAlY skl wet
et oA & SSTefl Holof & Zlojtt,

=4, 20 Ve EebdE BFT] fE AR wiard, s ARGl of

wol Sl& W o= ¢ Sle Ads wAsFolof & Aot | AR

A AT A3 ol E Tle =td
s R Zlsel tidt Feeol

=
Ne A, 2RAES AEE wE Hojvd s dydss s =, A

e

olt
il

2l

>,\1
o

i
10

79



jur)

|2 A5 A Dok gebd BAEES Luxe] ZeRe 2
| mH 34 v 7% Bebgol ¥o4 AR Zlojth o F Sol,
wal F7] Ao 9N g Lol 7% Bekgre] & o] ALgh:
Pgolebyl g9 SST= F%3] AlsiA: ekd Zlolth ek SSTE

o}

o

o

AgEE ) Egol F 5 Gt 492 Fol Auls st wARe W =
8o F3 Az 2nAEe] SST A4 72 we 4 Je Ao
2 et

A, SSTE 54 & 2HlAF 7i7iQelA stEsbed MulAs Aty
of;7] wiitell, Ag&ell wek SST 71719 WAl & agsfiof gt 2 A5t
M T7lE Bl 12 SIS TR Aol Be W AEYAS
AL, Foj o] "ojx= Aol EAsH] el SST7F fFsatrkar #2
Hete Ful et fhasts Ao =ewt. wHAEES 7E &9
Eo 2HAE A TS gt HE 54 wek &4t

l SST 71715 mlad E3skA] @2 ol wiA|efof 3t} E= SST
Z7lel= R AE A& EEHA 32 Wil WA SSTE
, 2RAEOAl 27] AR BES ATF RN SSTE AREshaL

ek & e AYS ATstolol & Ao ARHL

i

&

F

i
Oft

il

oy
o

S|
=i

r°*'
e

H‘I H‘I

M=
i
i

=
ot ~{Ot‘

of
ol

[

80



"
o

Al 3 d7Y AFH &£ d7E A% Ad

b F4 ATE A% AN s

Oft

o AT AT Agel s A
A ape, ApAl e g2 ok 2

AR, & A= AU LE Fall SSTE AHE-sh= selA Foll Abg
of i Aok W AFE At SEAES Aldd et el A
woll & 371ell, AA vl Abgsl Ba SRS ek o A3t o
b = ok Ve exE]l Wil A Ade o a9 A
A veRd 5= 71, 5 Al ezl Wil Vles A
aHAbe] A7k Bl Qg E S48t SSTe a¥3s A58 + = A
oJt}.

=4, & Aol anxke Mgy fed A4S S8, A

vl oM ARgE SST Q1 g0l old= & sl 7lseldlvs 3

Aol Qlth Alygleels AR A 7]eAxd4 wfA wigel @& SSTE
T E0] AAEHJAT, SHATE oS Ay es A Adolx AHHAE
o] &3t= Adsoldltt Lee(2015) 8] Aol w2 A= AAo 75 A

AAZE F HH o] mge] Absld e AEe AA BeR A et
shol=dl, oleldt SR wEel SFAbEe] SSTel el A7tk wid
olu fedel g SAHA FAE ThsAel Atk 5 ATelMs
AR Aol A Ve ool vkt AL Mu|as HAEEAE W
o7 2MAF Hhge] Zolg AbwiE davh gtk w2 dgelA A
SSTY &35 el 2uAZE A8 4 Al SSTE AR 42489
oM A&Her gelsta A7 Fart .
AR, 2 ATelM s AR Qdle vdd 29E T ARY AR

Agetaivhs Aol itk Belk(1975) 7F AIAISE 23ke] vl 7k4] Q<1

81



of web SSTell et &vat vhg = s Ay e a97

B Ao w Atsdnh wEpA] 45 AFelr s oE
AA 2HIAEC] SSTE ARS, B 3 Fstaal sk
of & Zlojth. EF AFSA el =

Ao EA HF, oE gEAg ol vk

3l9l el 'AEE (Untact)' wHAIE o] k771 HaL Sl+=

aul gl sk ALEA FEAE thge] B

= OE auARREAA ) e

= =
3 ARAow rAges 2 A

82

B

£ oo

B
Jo
-
1o
2
ki
i



[F5] 453 A7 ALgd 2EA

of &= wp T W H o M U
ﬁi?ﬂﬂﬂﬂg © pj
FE 9w 2
— W o 20 T E SO
NOw o B w =
\Ul. file) o_.o ~n ﬂ.A.O \‘WM 3.1 | yAE
H@%?ﬂﬂi@ﬂ Iy
A= < © ol oy B
o ~
- g X TR G - o0
H e X _ﬂl o] — oo KH >
brom=zi o 3
]D. — —_
N T N7 oo o= 2 R’
o M= 70 —i v Ho o ey
B =  ®
Njo 4r
u A Mﬂ il Wcﬂ i . oo z/
R N7y T Gl
ﬂ%mﬁﬁ%ﬂ%%% W
T E B W F T X uE
R R T A g}
= s = E ~
U o X B oo s Ry o
o1 m N g B oy Tor
¥ T - I oF =
Bogon R Yo T Y& .
w 3 w .% oy ol ﬂ _ ol
Bog N3 2w B
—_ o 0 N
m.urﬂm%waowqﬂmxﬂﬁ%iw mw
}M%ﬂm_%%mﬂ%ﬂﬂ%
s 1_|E
O I T b o Y
™ Jo T R B g W X de %
o T oM o B ooF WX 4 ok

T & W

]

[

2 <

AeA: 010—-9789-9065
Email: skimmee2kim@snu.ac.kr

83

Aw @ Agdista A8



oo AZ MB| A HIAEZAT MUIAE o]§shs 170] Auls Hdx 3
A AEALA ge il nFo] ARAE AF Aista o8 + 3l
EF g EE 71ed s9e oYY olF AZ MulA HAEEA Y
2 ARETE AFHE FLodA ARE 5 e 239 AF 4EF7]
(ATM), Wt olA ] 2] 238 Fo| or, Mux Fio ZH FEs}
A FIE o] F U A3, 2IA/Eurd A, ARJ/EHY £ F
o] YFUH. & A7 2=l A wiF f AZ HulA HIAEEA 7]
o =FdE AMALY HE " ol I THIEE A fs 713
AsUT

0-1. A= A 671E ool 2 &3] obd Il wljFojA] of
HE F/HY AX MulA HIASZAE ARIERAFUN? (FEAD 71s)
O ZE AA 7=

@ Ax A Fopx (A Ak

® ATM 717]

@ Ax FH57)

A AN/ A Fob2 7] A=

fol

A 7] A~

20 (A= dbgd)

0 @ @
ogt
[ ol @

1

71}
@ AHgE Aol gle.

> © AHgF Aol Qb AEd B, A

A T

o

0-2. A%l= dFY FF 2 H AX NH|A HIAEEAE o] L3471
O 2¥ o]3}

84



@ 3¥~5W
@ 6" ~89
@ 9W~11%
® 129 o]

85



wor The 4FE YOIRA F old) UE
Scenariol:
FAE et VTE 2 A5 FUHE

N
£ st AALS Sl AL 2
Pt
Nexaz b F 798
o9l

R

.
s ekt sEhelg

A Aok MHIAE A

71 Q@ AHof 7FA AL A Aok
U2 AtEEo] Ay

FEo a3l FA17] uhEU .

Wubeln gk #7b W 9
g dH @xe] Sojzh, u)

%% A5,

ey
&

s Eolrhit %,

o
e

Axtd) & ARE-SH]
712 ~A5 AFESH

= oo /\].

°]-&

S
EHRY 7|93 FH

Aul g

Az MH|A HIsZX|2| CfEeh 712(YE AY 71243, ADLE O|2))

86



A0l

T2 29|

LT i

Scenario 2:

AT HZ0MR AIE Y

87



qe B 43 YA shge] =x 43
% aziske] AAE g8 X Aok AR (AE A E ALEE]
= ARAEULG. AZ AZokr MuAE AT 710AAE ALEE]

del Neraw Sk F FUE EeRy J1esa Tt @Al
o QUL FAL ole] N1eaT F g o] ZPH AZ Aok Aul
S olgati, AME vk W7 2AE A Aol flEuth

L J L

Az MH|A HIsZX|2| CfEeh 712(YE AY 71243, ADLE O|2))

88



Th 1590

"W grashic swool gh

AT HZ0MR AIE Y

89



sk TS

< AZ MHA HIAE2R S SA &

S AHAA A wigelM AZ Mu|x HA

A ¥

AF9 o] (V) BAIE HFAHAL.

-3}

1_
b—_
E

ATQUT: A e s
A& AHgatarn

L o= E32 dA Wgedry A2 Mujs HIas2Add s &3

QUL 7 B8] A9 Azt AEE A FA7) whsh,

Eﬂ_ o 43 o}

s = 294 g9 B gay
A MU HAERAS §

2 | & Auize Q4 ouNE| @ | @ @|6|6|0
o] & 753ttt
A AU s HAEEAES A

3 | sspa A gns WA | 0 | @ @|6|6|0
2e 5 ot
A AU s HAEEAES A

1|85 Adg w=A 9RO | @ @66 |0
% 9r
= s AAEZAE A

° |8 e 2Ae gom | V@ Sl B B
A s A TEZAE A

6 | g 2o 2ote o= 2| @ | @ @|6|6|0
2.
4w s AAEZAE A

| sk e Ava, v|® Sl e
L N~ A TE2AE A

8 | 8ot Ae Fmze Aol | @ | @ @6 |6 |
o
AT A HaEA

Y 1t Aske gz gEag. | P @ Sl Bl

90




10

U= AT A H] A
HAEZAE AMLEE o
Aol ARES 2k 9L

740]1:]-

11

Lol Al A Mul A HAERE
A5 AbgE7] $1% 7)38) 7
Folxohd fAA AT S
NS Aol

12

A A~ HAERAE o
A NAHES FHA)

HE m

4
=},

2. ABAA AU LE T3 FFsA A= Mulx HI=ZA 7 woF

Agoletn FPPREhE B e Agel drh} SeAU

foi
S
oft

A3
J%8A @
o}

B3|

v

o
T

S5t

o] A MHu|A HIAEEAE=

SEDES

o] A ANH|A HAEEAE=

a&4olt,

o] A AMH|A HIAEEAE=

B4 o] itk

o] A AMH|A HIAEZEAE=

2251}

of AZ Au2 HAEEAL

At

o] A Mu|A HAERAE=

=3)c},

o] A AMH|A HIAEZEAE=

ele|lele|e|e|e
©| 0| 0|06 |6
©le | el e | 6|e|e
© e ||| e|e
©|le |6 |6e|6|6|e
©le|le|le |6 |6 |e
9|9 |a|a |

91




8 | mannan HEEE gl e le e |66 |0
3. gee Z&dl te ARYUG. 2+ AR g A Yz JES
S8 A7) whgyoh
: - %) N

3 = % ;‘_S;] REo|tt Sun
L HaszAE o)dstsE 9 o

Ll ggo 22 war D|ele|®| 6|6 o

2 ;H}iﬂéﬂxl Al e 2| ol alel ol el o
Hases golt st 54

3| golyy s Tole|le|lo|e| 6|
U= HAasEA7r i) b

4 of HAE=EXE I3}, ORRORECOEROERONRONNG)
e A5 glolets Fele o

5 1o Hasea Aes #Aag, | P|@]|®]@6]6 0

4. THee o) GEo] OR AEYUL. 7 AR U Azt 474 3
2 98 FA7] vkt

A48 I
A3 7 3 -7
K 2 :f;l ngolg AT
gt o A MaNA AEE T
b2 gl gu. B @
J= o] AA WA AES s
2 | 5e ve dasegi) gsha ag. | D] @

92




= e ke AdEel of A4
3 (WAl AFEE PHlse 2ol 2| 0|2 |0|@|6|6 |0

3 olo] 2w A7k,

5. T2 A #AEd te AEJUT. 7 AR g Azt 47
AEE $23 FA17] viEUoh
. X s o5
) = g o
A3 I :f;l BEolth BEte!
1 AL Yol Al F 23tk DO D|O®|E®|®
2 U= Fa jdAFe Aol Ao DO @D ® ®|®
. ﬂ@ow 22 o] AAHS A= Ho olelelaolel el
4 HAaY #dHE d5s S0 DO D|O®|E®|®
- zjfﬁ AZol A& FujE JHA 2 olelelolelele

6. e ATty ATBARH B B FIYULh AP 2ol
V & #7417 g,

D Fste] O 94 @ %4

2) TAste] A7 7H( ) Al

93




3) 7Aste] AE o= ojwA FHAYI? O vE @ 71&

9 Aske AQe T
D A9ned @ A¥d  © 4R%4 @ ATd 6
el 27

©® drA @ ke 4 sH © 5 7] EF

O =g =4 ot @ 1T =Y @ e =4
@ distw A F ® dstn =< ® g =4

6) Askel A & & BEF £ o= FEYUA?

® 100 "kl wRE @ 100 vkl o] ~
200 vkl m]t

@ 200%H o] ~ 3007k m] Rt @ 3007 o] ~ 4007k
o ot

© 4007k o]} ~ 6007 Wt ® 6007 o] ~ 800%k
o ol

@ 8007+ o] ~ 10007kl w]%t 1000REY ©]% ~ 1500

sl gk

@ 15007k ©]% ~ 20009+ =Rk 2000RE2l o]

% B7HA ARl g3l FMA dids] ZARY .

94



w
n

_Zﬂ

w
nR

"CMC °flA 2] thelql

AFYA AR, (5), pp. 5—29.

Adat. (2000).

. (2006).

[

B} X
2L

B

A

—

A

o

A

il AAEA N anlAf

A" Family and Environment Research, 38(12), pp.

=
=

pp. 130—137.
85—99.

1R A7E AR

ST X

4, &4 (2008),"4

=]
RN

o
o

o
)

NF
mf

A

g3t AAEA 0] Aol e v
NFA 088 7HH7}

=
=

p.D2.

& (2010),"TBSS 9]

|

lo
AZ1(2004)," BT 4233919

&

op

95



A @2017). " HAqEy Adx dujde v FwE

o
o
ﬁ>
o

-
TR} 35183 %], 23(4), pp. 247 —259.
QAR o] o] HAAH, (2003). "t Ay &

o
ol
ﬁ>
=
2
ofol
r (o]
A
of

T Aol digt mAIEe W shalelehs] A Abg] 9 A A,
17(3), pp. 121—143.

F37 (2003)," 717 A u) 2 Bl o] #k A AHAEA ] 2dar
o]-§"F sty AR =1, pp. 1-11.

n A, 1S (2010). VeI A AN A AREAL 8 Q9lef ek
T 1«8 A8E] A, 13(1), pp. 204—230.

AR, AR (1999). "AEY BHE FEH 4" EFA] &AL
of mA= P F=FE3], pp. 229-246.

AEA. (2011). "7 7]HE AZ AR A0 ofE S o] An|AFe] ALG-E e
FFES v =7E Aula G sts] A, 12(3), pp. 285-308.

£33 (2003), 018 e AZ AU A HAEERA G} AH|A7EH o] B A

o

Aot

FE%1, old, wAA(2007),"HA A V)= IMPA A H] 2 (TBSS) 2

g3t o d AZE ulgo] TBSS A% wAMAAY, 1A

of mA= Y, TE=d=rAE e vAI" =, , pp. 1-26.

96



3|, & HAZAH. (2011). "TBSS HAA, A4, v g A4 49

TBSS #&3 Ao A= & $FA+, 26(4), pp. 351—

o

A4d. (2006). Vs Ede] g AR o] &-F 5ol

&
Wik Ay -AlFE el A dds THOR" AAAT, 24, pp.

©9$(2010)," LAt 2] ) M| 2FAe] 1A Aux ojFEe] v

A g B AT AFRSFE A7 =R, p. 21,

M

247 (2005),"71& 7|9k AZAu 0] 7t le] qhH AE A& o] Lo
X GGt A=

fram], o]A2(2018),"BHE Aol A A 2] o] RE]Z ARG &3}, g
A 8ks| A |- B3y 139-160.

FA, 2F5H(2007)," A7 E 3ol FAJE M Au|2 o] g ke ux]&=
¥ TAM ¥ TPB & &84 A< TArae 3] A, |, 1-26.

T, 1342006)," BT £sgE0] EF ABlA Qo] uARE

I

B oo FoaEe] vAL gl B AT TARAANAT,
153, 1%, pp. 22—-48
o], 8, BS, o] €% (2008) 7] %7 AZ AN~ el o] X7}

¥ onlga aATEA ] vA= 9 TAdudss] Faeaa

HE =y, AFICC, sr=ArA8 g3, |, pp. 18—20.

97



old ], A4, 745 (2009),"AZMH|A7F 7|FFol v X= G, T4
Bl A7 gsts| x| A 104, Al 15, p. 11.

WS, ol H(1999) "] FvlAl A AE A 7Sk vhekdt 7z Ak o]

i)
e

A &7 o] nx= G Tau| st A 10 @, A 3

pp. 67—84.

p

7917 (2004) 71 %710 AZA U 2o HE BE: Aoiwge 2
We raEnb g es) sl

2. (2012). "HAAE Avjd e wdold AFyAelde] e 4

Ftl

=4y, pp. 1-11.

o AR AFAel A= T ol FAabdehs| A Al 14(3).
z37, 194, (2017). “SNS & B3t A4 At A T YA o] A et K,
34(3), pp. 181-233.
FH1}0] (2009),"SST &Ao] ol&o ko] wAE I A4 A/ AT
AYTFS THOR " AFHetaL AAFee =&, pp. 1-106.

Y4, (2003). "71delm A, Mujad, nRks,

X

B2 F g =7re] Ao
ek AT A9 AT, 25(1), pp. 61-79.

W= (2010)," 7] SA M ~F A o] Mu|A7EA| 9 AR v A= FF,"A
g eta HAFSE el p. 25.

HA W (2000)," 1A ] A FAGpvho] AT Z] v X g8k AT

AU AE FERAS FHOR M2 sta et

l

98



el (1999) "4 o] Al Fo] anjake] g7k A 24h3t &g it

of v X= FF Mt HAERS] =, pp. 33—38; 55—58.

=
=

st ¥R (2009),"7]14 8] =7 Self—Service Technology 2] AFg

1o

8(2), pp. 51-63.

394, AWF(2005), 0] 02 ¢ e—Shopping Tl w3t A5

TAFE AT 15(2), pp. 145—-175.

Lo mXE 3 TLGCNS AdEFAR7|<dA T4 (LGCNS)J |,

il

A4 (2009)," M~ 9] =214 &7, nAZEA], AF = 74w

of & AT AFHG 5 1 F 39S TNz AFststw v}
&9l

FE8e, AEAF(2006), 2Rt AU AEAARG Rl JFE HAE &
el sk Mlel Azt Abs| A P S AFAT," Te—
=Y 2~A5y , 7(5), pp. 141-164.

22F(2010), "Hntsta BEAL E33A 2ol 7, ASA A, AAFA

ol MR FE ATty WA=

2. X3

o129, (1998). B4 Feh A% LA,

. (1988). ¥of rpAE 2E. e WAL

[e) ==
A5

o

99

] -8



3. 71eix15

HyFEdle] (2018.05.04). 21P0S, AX FF 7]@AARE AYE 4n] Al
% . AN 2018. 05. 10. A5 ZEA:
http://news.mt.co.kr/mtview.php?no=2018050411013477818

Hddrige] (2018.01.22). HAVIAS°] FHaloF & 4 A AASE 5

g A 7= ARAAYL: 2018, 03, 15,0 AREA:

http://www.fashionn.com/board/read_new.php?table=1004&nu
mber=23274

Aaker, J., Vohs, K. D., & Mogilner, C. (2010). "Nonprofits are seen as

warm and for—profits as competent: Firm stereotypes matter.”
Journal of Consumer Research, 37 (2), pp. 224—237.

Akaah, I. P., & Korgaonkar, P. K. (1989). "The influence of product,
manufacturer, and distributor characteristics on consumer
interest in direct marketing offerings.” Journal of Direct

Marketing, 3(3), pp. 27—33.
Anitsal, 1.(2005), "Technology—Based Self Service: From Customer
Productivity Toward Customer Value, Doctorl Dissertation,

The University of Tennesse, Knoxville".

100



Babin, B. J., William, R. D., and Mitch, G.(1994), "Work and Fun:
Measuring Hedonic and Utilitarian Shopping Value," Journal of

the Consumer Research, 20(4), pp. 644—656.

Bateson, J. E. (1985). "Self—service consumer: An exploratory study.”
Journal of retailing, 61(3), pp. 49—76.

Bateson, J. E., & Hui, M. K. (1987). "Perceived control as a crucial
perceptual dimension of the service experience: an

experimental study.” Add Value to Your Service, CF

Surprenant, (Ed.), Chicago: American Marketing Association, pp.

187—192.
Belk, R. W. (1975). "Situational variables and consumer behavior.”

Journal of Consumer research, 2(3), pp. 157—164.

Berry L. L, Seiders, K., and Grewal, D.(2002), "Understanding Service
Convenience," Journal of marketing, 66, pp. 1—-17.

Bitner, M. J., Brown, S. W., and Meuter, M, L.(2000), "Technology
Infusion in Service Encounters," Journal of the Academy of
Marketing Science. 28 (1), pp. 49—138.

Bitner, M. J.(1992), "Service Scapes: The Impact of Physical
Surroundings on Customers and Employees," Journal of
Marketing, 56 (April), pp. 55—71.

Bloch and Richins(1983), "A Theoretical Model for the Study of
Product Importance Perception," Journal of Consumer

Research, 13 (June).

101



Bobbitt, L. M., & Dabholkar, P. A. (2001). “Integrating attitudinal
theories to understand and predict use of technology—based
self—service: the internet as an illustration.” International

Journal of Service Industry Management, 12(5), pp. 423—450.
Bobbitt, L. M., and Pratibha A. D.(2001), "Integrating Attitudinal

Theories to Understanding and Predict Use of Technology—
Based self—service: the internet as an illustration.”

International Journal of Service Industry Management, 12(5),

pp. 423—450.
Colby, C. L., & Parasuraman, A. (2003). "Technology still matters.”
Marketing Management, 12(4), pp. 28—33.

Collier, S. J., & Lakoff, A. (2015). "Vital systems security: Reflexive

biopolitics and the government of emergency.” Theory, Culture

& Society, 32(2), pp. 19-51.

Curran, J., and Meuter, M.(2005), "Self—service Technology Adoption:
Comparing Three Technologies," The Journal of Service
Marketing, 19(2), pp. 103—113.

Dabholkar, P. A.(1994), "Technology—Based Service Delivery: A
Classification Scheme for Developing Marketing Strategies," in
Swartz, TA. Bowen, D.E. Brown, S. W. (Eds), Advances in
Services Marketing and Management, JAI Press Inc. Greenwich,

CT, pp. 241-271.

102



Dabholkar, P. A.(1996), "Consumer Evaluations of New Technology—
Based Self—Service Options: an Investigation of Alternative
Models of Service Quality." International Journal of Research in
Marketing, 13(1), pp. 29—51.

Dabholkar, P. A.(2000), "Technology in Service Delivery: Implications
for Self—Service Support", in Swartz, TA. Iacobucci, D. (Eds),
Handbook of Services Marketing and Management, Sage
Publications, Beverly Hills, CA, pp. 10—103.

Dabholkar, P. A, Bagozzi, R. P.(2002), "An Attitudinal Model of
Technology—Based Self—Service Options: An Investigation of
Alternative Models of Service Quality," International Journal of

Research in Marketing, 13(1), pp. 29—-51.

Davis, F. D. (1989). "Perceived usefulness, perceived ease of use, and

user acceptance of information technology.” MIS quarterly, pp.
319-340.

DeLoughry, T. (1993). "2 Researchers Say "Technophobia" May Affect
Millions of Students.” Chronicle of Higher Education, 39 (34).

Demirkan, H., & Spohrer, J. (2014). "Developing a framework to
improve virtual shopping in digital malls with intelligent self—
service systems.” Journal of Retailing and Consumer Services,

21(5), pp. 860—868.

103



Dick, A. S., & Basu, K. (1994). "Customer loyalty: toward an integrated

conceptual framework.” Journal of the academy of marketing
science, 22(2),pp. 99—-113.
Doronina, O. V. (1995). "Fear of computers.” Russian Education &

Society, 37(2), pp. 10—28.
Echambadi, R., and Hess, J. D.(2007), "Meaning—Centering Does Not

Alleviate Collinearity Problems in Moderated Multiple

Regression Models,” Marketing Science. 26(3), pp. 43—45.
Fernandes, T., Pedroso, R.(2017). “The effect of self—checkout quality

on customer satisfaction and repatronage in a retail context.”
Service Business, 11(1), pp. 69—-92.

Fiske, S. T., Cuddy, A. J., & Glick, P. (2007). "Universal dimensions of

social cognition: Warmth and competence.” Trends in cognitive

sciences, 11(2), pp. 77—83.
Garbarino, E., and Johnson, M. S.(1999),"The Different Roles of
Satisfaction, Trust, and Commitment in Customer Relationship,"

Journal of Marketing, 63 (April), pp. 70—87.

Hammond, K., McWilliam, G., & Diaz, A. N. (1998). “Fun and work on
the web: Differences in attitudes between novices and
experienced users.” Advances in Consumer Research, 25, pp.

372—378.

104



Heinssen Jr, R. K., Glass, C. R., & Knight, L. A. (1987). "Assessing
computer anxiety: Development and validation of the computer
anxiety rating scale.” Computers in human behavior, 3(1), pp.

49-59.
Hirschman, H.(1982). "Hedonic Consumption: Emerging Concepts,

Methods and Propositions." Journal of Marketing, 46 (Summer).

Hoffman, D. L., & Novak, T. P. (1996). "Marketing in hypermedia
computer—mediated environments: Conceptual foundations.
“Journal of Marketing, pp. 50—68.

Holbrook, M. B.(1999). "Introduction to Consumer Value," In: Holbrook,
M.B.(Ed.), Consumer Value: A Framework for Analysis and

Research, London: Routledge, pp. 1—28.

Holoien, D. S., & Fiske, S. T. (2013). "Downplaying positive
impressions: Compensation between warmth and competence
in impression management.” Journal of Experimental Social
Psychology, 49(1), pp. 33—41.

Igbaria, M., & Parasuraman, S. (1989). "A path analytic study of
individual characteristics, computer anxiety and attitudes
toward microcomputers.” Journal of Management, 15(3), pp.

373—388.

105



Ju Rebecca Yen, H., & Gwinner, K. P. (2003). "Internet retail customer

loyalty: the mediating role of relational benefits.” International

Journal of Service Industry Management, 14 (5), pp. 483—500.
Judd, C. M., James—Hawkins, L., Yzerbyt, V., & Kashima, Y. (2005).

“Fundamental dimensions of social judgment: understanding the

relations between judgments of competence and warmth.”
Journal of personality and social psychology, 89(6), pp. 899.
Kay, S. M. (1993). "Fundamentals of statistical signal processing.”,

volume i Estimation theory (v. 1). PTR Prentice—Hall,
Englewood Cliffs.

Kokkinou, A., & Cranage, D. A. (2015). "Why wait? Impact of waiting

lines on self—service technology use.” International Journal of

Contemporary Hospitality Management, 27(6), pp. 1181—-1197.

Langeard E., Bateson, J., Lovelock, C., and Eiglier, P.(1981). "Service
Marketing: New Insights From Consumers and Managers,"
Cambridge, MA: Marketing Science Institute, pp. 81—104.

Laukkanen T., and Kantanen, T.(2004), "Convenience as Consumer
Value in Electronic Banking," ANZMAC Conference
Proceedings, pp. 1—7.

Ledingham, J. A.(1984). "Are Consumers Ready for the Information
Age?," Journal of Advertising Research, 24 (4), pp. 31—37

106



Lee, E. J., Lee, J., & Eastwood, D. (2003). "A two-step estimation of

consumer adoption of technology-based service innovations.”
Journal of Consumer Affairs, 37(2), pp. 256—282.

Lee, J., & Allaway, A. (2002). "Effects of personal control on adoption

of self—service technology innovations.” Journal of Services
marketing, 16(6), pp. 5563—572.

Leung, L., Matanda, M. (2013). “The impact of basic human needs on
the use of retailing self—service technologies: A study of self—
determination theory” Journal of Retailing and Consumer
Services, 20(6), pp. 549-559.

Li, D., Rau, P. P., & Li, Y. (2010). "A cross—cultural study: Effect of

robot appearance and task.” International Journal of Social

Robotics, 2(2), pp. 175—186.
Liljander, V., Gillberg, F., Gummerus, J., & Van Riel, A. (2006).

“Technology readiness and the evaluation and adoption of self—

service technologies.” Journal of Retailing and Consumer

Services, 13(3), pp. 177—191.

Lin J., Hsieh P. (2011). "Assessing the Self—service Technology

Encounters: Development and Validation of SSTQUAL Scale.”

Journal of Retailing, 87 (2), pp. 194—206.

107



Luo, X., Li, H., Zhang, J., & Shim, J. P. (2010). "Examining multi—

dimensional trust and multi—faceted risk in initial acceptance of

emerging technologies: An empirical study of mobile banking

services.” Decision support systems, 49(2), pp. 222—234.

Machleit, K. A., Eroglu, S. A., & Mantel, S. P. (2000). "Perceived retail
crowding and shopping satisfaction: what modifies this
relationship?.” Journal of consumer psychology, 9(1), pp. 29—
42.

Maclnnis and Price. (1987). "The Role of Imagery in Information
Processing: Review and Extensions," Journal of consumer
Research, 13 (March).

Maister, D. H.(1985)."The Service Encounter: Managing

Employee/Customer Interaction in Service
Businesses,"Lexington Books, Lexington, MA, pp. 113—126

Mearian, L.(2001), "Staples Installing Internet Kiosks in all U.S. Retail

Stores," Computerworld, 30(1), pp. 1—3.

Meuter, M. L., & Bitner, M. J. (1998, January). "Self—service
technologies: extending service frameworks and identifying
issues for research.” In American Marketing Association.

Conference Proceedings (Vol. 9, p. 12). American Marketing

Association.
Meuter M. L., Bitner, M. J., Ostrom, A. L., and Brown, S. W.(2005).

"Choosing Among Alternative Service Delivery Modes: An

108



Investigation of Customer Trial of Self—Service Technologies."
Journal of Marketing, 69, pp. 61—83.

Meuter M. L., Ostrom, A. L., Roundtree, Bitner, R. 1., and M. J. (2000),
"Self—Service Technologies: Understanding Customer
Satisfaction with Technology—Based Service Encounters,"
Journal of Marketing, 64 (3), pp. 50—60.

Meuter, M. L., Bitner, M. J., Ostrom, A. L., & Brown, S. W. (2005).

“Choosing among alternative service delivery modes: An

investigation of customer trial of self—service technologies.”
Journal of marketing, 69(2), pp. 61 —83.

Oyedele, A., & Simpson, P. M. (2007). "An empirical investigation of
consumer control factors on intention to use selected self—
service technologies.” International Journal of Service Industry
Management, 18(3), pp. 287—306.

Parasuraman, A., & Grewal, D. (2000). "The impact of technology on

the quality —value—loyalty chain: a research agenda.” Journal of

the academy of marketing science, 28 (1), pp. 168—174.
Parasuraman A.(2002), "Technology Readiness Indes(TRI)," Journal
of Service Research, 2(4.), pp. 307—320.
Parasuraman, A., Zeithaml, V. A., and Berry, L. L.(1988), "SERVQUAL:
A Multiple—item Scale for Measuring Consumer Perceptions of

Service Quality," Journal of Retailing, 64 (1), pp. 12—40.

109



Phang, C. W., Sutanto, J., Kankanhalli, A., Li, Y., Tan, B. C., & Teo, H.

H. (2006). "Senior citizens' acceptance of information systems:

A study in the context of e—government services.” IEEE

Transactions on Engineering Management, 53(4), pp. 555—569.

Reichheld, F. F., & Sasser, J. W. (1990). "Zero defections: Quality

comes to services.” Harvard business review, 68(5), pp. 105—
111.
Rayport, J. F. (1994). "Managing in the Marketspace.” Harvard

Business Review, pp. 141—150.
Rokeach, M., and Ball-Rokeach S. J.(1989), "Stability and Change in
American Value Priorities, 1961-1981," American

Psychologist, Vol.44 (May), pp. 773—784.

Ryu, K., Han, H., & Kim, T. H. (2008). "The relationships among
overall quick—casual restaurant image, perceived value,
customer satisfaction, and behavioral intentions.” International

Journal of Hospitality Management, 27 (3), pp. 459—469.
Seideers, K. and Voss, G. and Godfrey, A. and Grewal, D.,(2007).

"SERVCON: Development and Validation of a Multidimensional

Service Convenience Scale," Journal of Academy Marketing

Science, 35, pp.144—156.

110



Sirohi, N., McLaughlin, E. W., & Wittink, D. R. (1998). "A model of
consumer perceptions and store loyalty intentions for a
supermarket retailer.” Journal of retailing, 74 (2), pp. 223—245.

Sheery(1990), "Dealers and Dealing in Periodic Market: Informal
Retailing in Ethnographic Perspective," Journal of Retailing,

66 (Summer).

Szymanski, D. M., & Hise, R. T. (2000). "E—satisfaction: an initial

examination.” Journal of retailing, 76 (3), pp. 309—322.

Tsikriktsis Nikos(2004), "A Technology Readiness—Baded Taxonomy
of Customers," Journal of Service Research. pp. 42—52.

Van Doorn, J., Mende, M., Noble, S. M., Hulland, J., Ostrom, A. L.,
Grewal, D., & Petersen, J. A. (2017). "Domo arigato Mr.
Roboto: Emergence of automated social presence in
organizational frontlines and customers’ service experiences.”

Journal of Service Research, 20(1), pp. 43—58.
Van Gorder, B. E.(1990). "Satisfying the Customer of the '90s," Credit,
16, pp. 10—15.

Wang, C., Harris, J., & Patterson, P. (2013). “The roles of habit, self—
efficacy, and satisfaction in driving continued use of self—
service technologies: A longitudinal study.” Journal of Service

Research, 16(3), pp. 400—414.

111



Yang, C., Klassen, K. (2008), "How financial markets reflect the

benefits of self—service technologies” Journal of Enterprise
Information Management, 21(5), pp.448—467.

Yen, H. R. (2005). "An attribute—based model of quality satisfaction

for internet self—service technology.” The Service Industries

Journal, 25(5), pp. 641—-659.

Zeithaml, V. A., and M. J. Bitner, op. cit.(2000), pp. 83—89.

Zeithaml, V. A., and Gilly, Mary. C.(1987). "Characteristics Affecting
the Acceptance of Retailing Technologies: A Comparison of
Elderly and Nonelderly Consumers," Journal of retailing, 63 (1),
pp. 49—68.

Zhu, F. X., Wymer, W., and Chen, 1.(2002), "IT—Based Services and
Service Quality in Consumer Banking," International,
International Journal of Service Industry Management, 13(1),
pp. 69—90

Zhu, Z., Nakata, C., Sivakumar, K., & Grewal, D. (2007). "Self—service
technology effectiveness: the role of design features and

individual traits.” Journal of the Academy of Marketing Science,

35(4), pp. 492-506.
2. A4

Bandura, A. (1986). Social foundations of thought and action.
Englewood Cliffs, NJ, 1986.

112



Kotler, P. (1997). Armstrong, (1997) :"Marketing—an Introduction”.

3. 7[e:x =5

McKinsey & Company (2014. 12). Making stores matter in a
multichannel world. AE#H2d: 2018. 05. 10. AEZ=H:
https://www.mckinsey.com/industries/retail/our—
insights/making—stores—matter —in—a—multichannel—world

Chandler, D. (1995). Technological or media determinism.

http://www.aber.ac.uk/media/Documents/tecdet/tdetO1.html

113



Abstract

The Effect of Self—service Technology on
Cognitive Response and Purchase Intention

in Fashion Retail Store

Songmee Kim
Dept. of Textiles, Merchandising and Fashion Design

The Graduate School

Seoul National University

This study focuses on the fact that consumers are participating in
the purchasing process through new contact points which is self—
service technology, and aims to explore how consumers respond to
purchasing through it. For this purpose, this study explored consumer's
cognitive response and purchase intention through the service qualities
of SST based on TAMS.

The research problems derived from the previous research are as
follows: (1) what is the effect of self—service technology qualities
(convenience, enjoyment, and control) on perceived warmth—

competence, which is an impression of SST?; (2) how does warmth—
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competence perception mediate the relationship between SST
technology qualities and purchase intention?; (3) how does technical
anxiety, which is a personal characteristic of consumers, controls the
relationship between cognitive response and purchase intention, and
how is it different in perception of other customers?

A survey method was used to verify the research problem. Also,
situational factor was manipulated through the scenario. Specifically, in
the process of purchasing through SST, there were 2 scenarios with
public situation with many people around and private situation without
people. In order to investigate the differences between the groups
according to the two situations, a total of 279 consumer panels were
collected, who were in their 20~40s, and have used SST within the last
6 months. The distribution of respondents used in the final analysis is
137 private situations and 142 public situations. In order to ensure the
homogeneity between the two groups, mean value of fashion
involvement were measured, and the two groups were comparable for
they had non-—significant difference. All responses were used for
analysis, and they were analyzed statistically through SPSS 23.0.

The results of this study are as follows. First, multiple regression
analysis was conducted to verify the the effect of SST's service quality
on consumers' warmth — competence perception. The influence of SST
service quality on warmth perception was found to be statistically
significant except efficiency, and enjoyment was more influential than

control. On the other hand, the effect of SST service quality on
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competence had a significant effect on efficiency, enjoyment, and
control. Among them, efficiency was the most influential factor.
Second, the mediating effects of warmth — competence perception
were investigated. Using SPSS Macro Process, mediating effect
analysis was performed. In the case of perceived warmth, it partially
mediated the effect of enjoyment and control on purchase intention. It
can be interpreted that enjoyment and control can directly affect
purchase intention, but it has more influence on purchase intention by
perceiving. Likewise, in the case of competence, it partially mediated
the effect of efficiency, enjoyment, and control on purchase intention.
The most interesting thing about this study is that consumers, even if
SSTs are not people or brands, show emotional performance through
warmth and competence.

Third, moderated regression analysis was conducted to verify how
technical anxiety, which is a personal characteristic of a consumer,
controls the relationship between cognitive response and consumer's
purchase intention. This study predicted that technical anxiety would
control the relationship between warmth perception and purchase
intention negatively, but the control effect of technical anxiety was not
significant. However, in the relationship between perceived
competence and purchase intention, it was confirmed that the control
effect of technical anxiety was significant. Specifically, even though
consumers perceive SST competent, it is confirmed that if the

technical anxiety is high, the purchase intention decreases.
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This study expanded the understanding of the warmth — competence
perception and purchase intention formed according to SST service
quality, focusing on self—service technology, which is a new contact
point for customers, and which is rapidly increasing in the retail market
in recent years. Furthermore, this study investigated whether the
technical anxiety, which is a personal characteristic of consumers, has
different moderating effects according to the presence of other
customers in the store. In addition, this study has a theoretical
implication for it focused on the impression formed by technology in
the process of purchasing, which 1s substituting face—to—face
interaction, and analyzed consumer's psychology in depth. Based on
the results, marketers can emphasize the SST service quality
according to the consumer's impression of the SST that they pursue,
and if they take measures to lower technical anxiety of the consumer,
they will be able to form a positive attitude toward the SST and

increase purchase intention.
Key words: Self—service technology(SST), Social cognitive theory,

Warmness — Competence perception, Technology anxiety, TAM3
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