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A Collaborative Channel Strategy of Physical and
Virtual Stores for Look-and-feel Products

Jin Baek Kim, Chang Gyu Oh

Some consumers prefer online and others prefer offine. What makes them prefer online or offine? There has been
a lack of theoretical development fo adequately explain consumers” channel switching behavior between traditional
physical sfores and new virfual sfores. Through consumers” purchase decision processes, this study examined the rea-
sons why consumers changed channels depending on purchase process stages. Consumer's purchase decision proc-
ess could be divided info three stages: pre-purchase stage, purchase stage, and post-purchase stage. We used
the infention of channel selection as a surrogate dependent variable of channel selection. And some constructs,
that.is, channel function, channel benefifs, customer relationship benefits, and perceived behavioral control, were
selected as independent variables,

I buying look-and-feel products, it was identified that consumers preferred virtual stores to physical sfores at pre-pur-
chase stage. To put it concretely, all constructs except channel benefits were more influenced to consumers at
virtual stores. This result implied that information searching function, which is a main function at pre-purchase stage,
was better supported by virtual sfores than physical stores, In purchase sfage, consumers preferred physical stores
fo virtual stores. Specially, all constructs influenced much more to consumers at physical stores. This result implied
that atthough escrow service and trusted third parties were infroduced, consumers felf that financial risk, performance
risk, social risk, efc. still remained highly online. Finally, consumers did not prefer any channel at post-purchase stage.
But three independent variables, i.e. channel function, channel benefits, and customer relationship benefits, were
significantly preferred at physical stores rather than virtual stores af post-purchase stage. So we concluded that physical
sfores were a little more preferred to virtual stores at post-purchase stage.

Through this study, it was identified that most consumers might switch channels according fo purchase process
stages. So, first of all, sales representatives should decide that what benefits should be given them through virtual

sfores at the pre-purchase stage and through physical sfores at the purchase and post-purchase stages, and then
devise collaborative channel strategies.

Keywords : Collaborative Channel Strategy, Channel Switching, Channel Adoption, Purchase Decision
Process, Look-and-feel Products
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THFornell and Larcker, 1981]. 4134 ¥4 A3} 2
<E 2>9 o] FujgAE EE TAMNIEY

<E 2> M2y ¥ dF Egd 24 Znt

CFl 0.92 18.62 0.84
N Cr2 0.86 1681 0.74
B27)%5 CF3 093 19.23 0.87 0.90 0.70
CFd 0.61 10.41 037
CRMI 0.94 19.31 0.89
e CRM2 0.75 13.48 056
22 B CRM3 0.63 10.88 0.40 0.87 0.64
o CRM4 0.87 16,81 0.75
A PBC1 0.73 11.39 0.53
2 A AGE JEFA PBC2 0.60 9.73 0.46 0.69 0.52
PBC3 071 T1.04 051
CB1 0.70 12.20 0.48
AZ2HY CB2 0.96 19.41 0.92 0.80 0.57
CB3 0.85 16.00 0.72
JET INTL 0.78 12.77 0.61
ARG INT2 0.90 14.89 081 082 071
¥ =384.30(p=0.0), GFI=0.88, RMR=0.08, AGFI=0.77, RMSEA=0.08
CFl 0.89 1757 0.80
_ CR2 0.87 16.85 0.75
B2V CF3 0.70 12.18 048 0.86 0.61
CFd 0.55 916 041
CRMI 0.78 1442 061
NI CRM2 0.75 13.63 057
. A A CRM3 0.89 1759 0.79 0.89 0.67
= CRM4 0.85 1635 0.72
i PBCI 0.80 13.83 0.64
A xzE 5% PBC2 0.75 1288 057 0.83 063
PBC3 0.84 14.66 0.70
CBl 0.96 19.95 0.92
AzHe CB2 0.76 1312 053 0.87 0.69
CB3 0.83 15.86 0.60
PR INTT 076 11.80 058
AzAd = INT2 071 11.10 0.51 0.70 0.54
=387.94(p=0.0), GFI=0.94, RMR=0.05, AGFI=0.77, RMSEA=0.07
CFl 0.86 1665 0.75
N CR2 0.87 16.72 0.75
BR7)S CF3 0.69 1204 0.48 0.87 0.64
Cr4 0.82 1527 0.67
CRMI 0.9 20,47 0.93
ot ool CRM2 0.75 13.80 057
A A CRM3 0.69 1204 0.48 0.89 0.68
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By PBC1 0.74 1371 057
¢ A | 72" P54 PBC2 0.68 11.50 047 0.81 0.60
PBC3 0.80 143 0.65
CBl 0.93 1853 0.87
Az CB2 0.65 11.21 043 0.85 0.66
T CB3 0.80 14.67 0.64
o INTL 0.95 1911 0.91
AEAE = INT2 0.90 17.49 0.81 0.78 0.65
=408 44(p=0.0), GFI=0.87, RMR=0.08, AGFI=0.87, RMSEA=0.07
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BAENT 0.70
ZujA AAHA HY 0.26 0.64
9 A Azt 5 EA 0.38 0.44 0.52
= ZAZHY 0.18 0.23 0.35 0.57
EEREERS 0.11 0.36 0.21 0.15 0.71
ARZ7% 0.61
2 o uABA A 0.50 0.67
9 7 A4 PF5EA 0.03 0.05 0.63
= FER:D) 0.52 0.49 0.05 0.69
ZEAHE 0.27 0.28 0.14 0.25 0.54
AE271% 0.64
T —7—7—1!3'\’1'?4] H 0.42 0.68
o9 7 A" PFEEA 0.46 0.35 0.60
v AEHY 0.29 0.45 0.37 0.66
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225 AFI ok AEe HYH HENY

B dFoME #d B34 $3S 93 Fornell AMOS 58 ©)-&3le F2UANTE gk A
and Lacker[1981]7} A<tet FHE523S 01% 3¢ gon, 1 2%4E oA dA= <29
SHATE BAZAH <X 3>7 o] FHdAE B 3>, vl @AE <29 4, 223 Tl @A

AFD AV AT & T A 43 B2 2
F2%2 A gol YNoH, BIRNFEG
05 obgelRich meb & el A}g—:a
HAGEE BF BEEo) Itk & 4 Sldk

3.3 oMo AS
3.3.1 Mz HE2EN

£ <19 50 42 AN, 223 7 WA
W ALY FERARRS APEE A7)
A3 FIATE =ESATE T B, =659
|102.0z20p | 97.7 245, GFI=0.8575: | 0.9075 | 0.897592,
AGFI=0.82702 | 0.7170 | 0.8375%, NF=0.8474z3
|0.8954 | 0.8555%, REI=0.79701 | 0.8574) | 084725,
PGFI=0.6573 | 06379 | 0.627u5 22 YER}

3= -
27} $XE0] FEFEYLE AYE FELEY
- o 73 0] AT =00 0ol X o
AR FANETY DA g Aze oy 0 239 A¥E wee & 4 0
1.43 = CH1 1.00
1.23 | CF2 |89
111=0.97%xx 1.00 0.52
112 —| CF3 0.68 -~
22 HY(CB) cB2 0.62
1.10 —>| CF4 g 74 n .39 :
0.69 —>| CRM1 [y 1.00 1.07 cB3 115
0.92 —>| CRM2 0.8 17—'1“?;”“ B,y =0.16+~*
2l (CRM)
1.04 —>| CRM3 01 52
Y22=0.19%%
0.29 —>| CRM4 t&1.40 q {00 1.85
0.71 —| PBCT 00 1.42 0.75
XZEdS
0.8 —| PBC2 062 EH™(PBC) ¥23=0.53% %% » I BOLFTE =005
) g o RORE a=0.01
0.33 —| PBC3 & 5g wex D ROFE o =0.001
<03 3> PEUHARYE 0|88 EMAHPHN EH)
0.67 —>| CF1 1.00
0.58 —> 0.94
cr2 ¥4y =101 100 CB1 0.28
133 —~| CF3 |%g93 _ ’
HAZH(CB) cB2 0.82
161 —| cF4 *0.70 n, Q.83 -
1.69 —>| CRM1 [y 1.00 0.87 cB3 0.51
0.68 —>| CRM2 el By, =0.30"*
0.72 —| CRM3 [4T42 + oo
¥22=1.26"
0.57 —>| cRm4 [&1.85 q .00 118
0.44 —>| PBC1 00 0.92 1.13
x2S
0.55 —-| PBC2 [%537 ENI(PBC) ¥23=0.33"* * R0 FE 0=0.05
; & w85 F q=001
082 —| PBC3 (%7 o0 w20l g =0.001
<3 4> PIYHARHS 0|83 EAMBIHT EHH)

H 163 M3z

AAHERSAHT 79



0.65 —| CF1 1.00
051 —>| CF2 |e0.87
091 —>| CF3 555
0.74 —>| cr4 M¥o.82
1.31 —>| CRM1 [y 100
060 —| cRm2 [«1%9 @
0.91 —| CRM3 [4T20

¥2y=0.48™"

0.36 —| cRm4 [&1.59

0.44 —| PBC1 00
xzEYE
7% S5 éPBC)
3

0.83 —>| PBC2

1.28 —>| PBC3 %370

<3y 5> PRYHARY

TEZUYANEYE S o] 83 BAEAE AR
d, FeiaAie BAgle] Y3 = %“*711
33re gt EANTE & F U F,
B2I)15e A=A AA3Z IAF wa%
A, Z2AE dgrdE HHH R FHHY
FEFHE PX e Ao R YeT: weElA Ehrens
and Zapf[1999]9] F4NZ BE AZE §8
HAGe] TS 715E FPshe Aoz g
ok E3F o] Deeter-Schmelz et al.[2001]9] &
TolA g o] FRHeo] HRMY 9z FF
A oS u];doi/\-] A2 P o] ﬁi/qs_qo]] =]
FE E T IS A Sk 28 m a4 P
A HE F2AHY o) I dFH e
AR wEkA Yoz v} AFS
TFuiEtr] Y8 A2E Mdse AL gzt
FAARY gHME FFE TS & 5 U
MY A2 AR AL o)}
© A48 PEBAL H24E oz FAHFHQ
FEE A Aoz YEyt) ol XZ4H 3
SEAZ YT 9] Jdiel 33 9
S A= Compeau and Higgins [1995]<)
ATAH#E GRFE Aol o]y T F2UA 4
2¥o EM AAE B AUdD FANER

Y5=0.47"""

no

1.00

cB2 1.62

0.85 cB3 1.55
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41> A2/\5E Azael 2 o

<7}‘é 1> Z]oi]7]§%k% u]x 7;}-10]“:} 7§ r11 ZHEE

<M 2> AEZRYL H2AE oz 5
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gz 3HAA FFE vl | 723\ A9
A otk

3.3.2 FUOIMZE BAY 2-omalol ¥
2 2y

£ doMe g-exe)l F2t A9 wd
AzxHE A7) H8) 2 FegArEReA
¥ 2| EO] *4§3}—L— BE2E 93|z g
old HF FHWsA BEAY = Teid
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F A BAS AXNEEL, 1 2FHE <E 559
AN A, 2+ FAMNGE ol BA S F

A FujgAE FAANEY MEE AolE A
Husgith o] o FANEE FFHGS HAAE 7

<E 5 TOHQAMEFECAY 2-2=algl A2t Xlo|EA Zi}
27 93 24 7P A TRNERE A}l
A o x(0) x(0) R F-3k p>|F|
M Az 4.12(0.91) 5.08(0.89) 022 4713 0.0001 %+
) 3299 5.05(1.30) 4.20(0.90) 022 2245 0.0001*+*
Aol namAwe 4.45(1.27) 4.99(0.90) 026 50.20 0.0017+*
T AZEYSEA 4.27(117) 4.80(0.90) 0.27 47.95 0.0012**
BAEAN R 3.89(1.30) 4.67(1.11) 0.30 47.71 0.0001***
3 = aF BY 43 X Aol
2
AENS — AERY | EYFFHF) < PG | 447
2| BEW Y o ZAMdx | BYARH(R) = JPIIAFY) | 1539
| IABARY - ARz | BARAE(F) < MEEHRS) | 2130
T AZEgEEA — AsNdedz | 2EAARGE) < /P | 2457
“ FAFE =005 * FAAFE =001 e frel e E @=0.001
2R =24 33 7 A TANEZE Aol
74 cE X(0) x(0) R? F-3t p>|F|
I 5.28(0.77) 3.67(1.14) 0.41 113.25 0.0001*+
. 2249 4.69(0.90) 4.27(1.26) 0.37 18.23 0.0001%+*
Aell zawsne 5.08(0.83) 412(1.22) 0.28 65.54 0.0235*
TN | ARERE5A 4.63(0.90) 4.02(1.19) 0.18 2424 0.0002%++
ARG 4.02(1.08) 3.28(1.18) 031 47.67 0.0001**
3 E aF 24 23 X Ao
2
meg) | B 27 % — AEAY | EIHAPHGFE) > A | 4891
Sz | BER Y o ArAdds | ARG > JMPEHGE) | 17
pa | XABARY - FRAdYx | EYAFH(RY) < IPHH((Re) | 2683
ARPPsFA — A2AHYE | PP > IPHIREES) | 1507+
* feE a=0.05 * FAFE 2=001 4 #YFE ¢=0.001
2R =24 34 7P 33 TFANEZE Aol
T4 ° X (o) X(0) R* F-3 P>|F|
M Az% 5.09(0.85) 3.64(1.22) 037 7935 00001
. A2 9 9 4.49(0.88) 4.17(1.30) 0.20 16.26 0.0326*
Aell mawsne 454(0.95) 401(1.25) 0.26 55.61 0.0023*
4| AZRR S5 4.37(0.96) 4.00(1.20) 0.19 6.89 0.0784
BAEAY R 3.40(1.30) 3.19(1.42) 0.17 11.05 0.3072 .
Az 3= I% B A% X Al
wy | 227 % - Azdd | 2UAAGY) > JMAEES) | 1400
2z | AEWY o AAddr | IAPAHY) = PG | 0149
wy | ABARY - ABRAdYAx | BHHPHHS) > JPHARH() | 2334
ARAYFEA — ARAHAx | BHHBAES) > TPHER(RY) | 3438
* fAFE =005 = FAFE =001 o ForE @=0.001
T3 4 FRANY ARAS A7) vx 2R,
o: FEAF7E FAXLE FAY BEE BAF
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A3Ert & v AE2Hoe E7F A
A=A e ol &R0 ZHF AR
A9 ARZAN Ao wEelx] £3S W)
© Zojth. dubdog st AL B8A 4
Hoh AE9 ZHol(depth)9} Z(scope)E BThA]
AT [Steinfiled et al., 2002], Ee]& A4 & W
T67] oA U 4F ARE Y53 @)
FHGulati and Garino, 2000]. &, AHASE
7 BRAN TdT FE JRE ATMNE
7|t AT 22 FE] AS oo} i 2o
EFsta A4etn Ye Aog FEHEth o
2 Fdd AzAFE AMe $HHem
7V RN AATteREaE B gk A
T4 (product assortments)9] A|F-o] HQ3}H,
4 B e A8 7HEoU 3F 5
302 HaY ¢ gl AT do|AES R

THA @AM E P AR i uAw

A B9 Mser}t 2 FARY =4 Ygh

wom, g AE2NE droNe uARA H
olo] E¥4 AHEY o A FLdE Aoz
THHEAG. ole 2Bl § WEA Eg
4 7122 2(my catalog)9} 2 HE ¢
#HolA AT L FE FHL /Ystn dee ¢
T Ao 53] /M A A A48 B4 2
AfA | o] JALAA ] ol F23 JFS
PIRATHAEA, 248, 2002 Gy Fojd &
AY 14 AR £3 2 B 53 289 1
AgARLE S 2T Aoz Hokdn}
ToiE gAY AZ4E PFEA 9A] 7}
& ARAA FA Uehgon, AaAdd n)x)
© FF¥EE o 2 Aog ENEAY. M A
9] % (context)o] 715H Ao HEAE o
BHI =2 H 02 FRAFE e =2(look-
and-feel)& Wi, F AO)EF o]&g o] lo]
A& 7H 4 A Rayport and Jaworski,
2001]. wetx AR ESo] A3 7153 Jg =
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A TR FFFA g A A3 A
FE AR F8F Aotk
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AFH o] shte] ¥lo] FtHChang et al,
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& e¥elE FAHOE FH3e Ao viE3F
& Bl
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o] ZAHAANME AP o232 A
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2952, Faje} FAY AV He &84
AN AAA2E L vEF A7ke] At
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43T #HY Fo] EdFHol EF FHAA
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AR 2= AA Bt g&317id A
Z+E PE5A 94 B9 AHAN o =4 4
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AA GAGA ATHE 7)50] AMgslr] £o
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AYFH A
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location) 3! ®jE<] AJ&ge] H7| i 3
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€ A1 2 & Fze] 71538t Steinfield et
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EAE O B2 1ATA HYE 48 5 dgn
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< 294 AR g5 UEYAE Az
2 dAAE "840] IS Aolth
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AHTsay and Agrawal, 2003; Netessine and
Rudi, 2001; <¢+ef 9, 2001]. 28 H AH
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o] A)ZM =3 YTHCattani ef al., 2001; Reinhardt
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