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2 3 AEe] Aol FAGle] E4o] 7153t
o, AE2A 2 SA 9] Aol tha HolAY
2 -85 W ol (A, 2013), O] FE
3] AY o] &3 ZAVL TEIA &S Aol
AHE-ETHWold, 1985). ¥ A= A|3heE AE(Hh

[

o
QL
@ &
o ¢
2%

[t
4y o
N

1

]_

ro w M
i
PN
I
ofr

L1 rlo 3@ BN
)
2

ol
£l

>~

=

in3
o=

O oX

1>

M

1%

tilo

ox T BN
e oL,
e rE ool X

r,
o
e o

?.

w2
w2
) 1%
o W&
QL
¥R
05

mo PN x>

= 7

>

(EEAS

M
1%
‘0,

> N
O:
=Y

of ol mi

A

N

o)

poly
-

m N o Hr o mx O
z ox ol & ok

byl
o
oft M
-
N

© i

>09L'

T

e
NN
o

Aete] B HE
449 B

Hog AFsud she
_]

714 B3 F917 991 B4

70

Information Systems Review, Vol.21, No.1



JHEMIE Fojel CXE o 2

B ATE A% ARRALE SKEHYO] &
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she g gids &3ty 2oz st
A3, 2018 2¥ 269 FE 2€ 289714 39 B

& 19187 0] 7lstqint. o] & SHEAF A 27
o wieh H 11d7 g 7HAAIF(E8 AL, HAY
2}51 xﬂ\alﬂ’ -]_7,\_7]’ /\E}ma 01]01 , TV, 1/\]
oot e, HE 28 A7A1H7], OHJHX} )
& 2ol S B3 TYD APl Qe 7
A} 259 AEEAT B AAAEL FH 2
3 ol LGAA, AHAAA EF o)A 9} the}
ZtA AL E 9] AF JlE| e & FESAT

Ol?r 2AAE G, 2 gulo] JAHE Y

= A8 g 5 AT F 20099 38
e A% WAl Tash € grel
o A4 AF Pl 9om FA BFo B

& 20thF-H S0th7kA1e] AdQlelm Q17 FA 34

o7 o]9]o] EHY Ak U<k 2> FX).

A9 gRol ggAS AAE ] 93 v

‘E*(Non—r&sponse Bias) ¥ H|2EE AAISIATE

EJEJ]E]} A & 2RlE F
o
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el AEZALE 71
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(Deutskens et al., 2004), A5
gro] WA 4= Qlth B Ao A= Kanuk and
Berenson(1975)2] A+E 3aste] A )\ﬁ
7] 20% % 71 20% 3ol gk &

el 2ok b vmelel M ERE B it
%Lf%, 27 % T2t 408 $7] A 407 At
ololl fJu|t xto]7} ¢ A tHMearly = 4.29, Mlate
=4.03, t=1.587, p=0.117). T ¥ A5 5 9
TEATH SAHAAE e gh 2ozt fiit

ﬁ_u;_%_

B oofro] HE F38-2 Rose ef al.(2012)2] A3
AT 52 FZEAT AE SEA AES 93
AP AR, AT BA RS} AF A AEY
A4S B TS Asid 25 YAESH 4
2 TS AR FEo g Zu s )
A Aol 12 e BAg 14 i, T
Zro} A e, Ao s F59 o, BY
ZAnkel] AAstA AF AT =S SA3AT
7 TgEE 7P Aol 2ERleR Tt 7k
AEe] Tl Aol AT SIS, S5
o] AR & W&l 7|ukate] AR & “[HH
A= A4o [#AEDH 0] herolga E7)8)
etk mebA gt AR S$HE o e A
F 7l AP EFA REE Stk 34 &
g Foll A 2213 A Fh(Factor Loading)©] 0.7 ©]3}
QA EFe BdloA A3 Th <3 3> 7F
ANEE Hg 54 FEE0|Hh

AT BF 9 9F-ZAF ¥ (Measurement Model)
o N4 B AR Slajo] Fad 2
9144 (Confirmatory Factor Analysis)S- 2 A3} th
(AAS, 2013). WA ZEn8}S L 3KCronbach’s
Alpha) 2} 71'd 41 2] = (Composite Reliability: CR)Z
2%1°) Qs BT, < ol o),
T4 NEE] AR ME du= F FE AN
B A= met TP AEE)S AQlsta
B 07 ool e, ymA] F 5ol Agnts
AT 06 o]FoE okif‘a Ao g Ut
Henseler et al.(2009)0]] W PLS A= ZdojA]
AEAY) SEite e AHTE A AR
s B3] 7] Wzl BN EE AFE =
Aol AHgER= Zo] AFETLE STk B AT
oA AdAF = gk 0915914 08512, 7to] =2}
Q121 0.7 o]#Fe]m, 418} A-H(Advanced Stages)©ll
2 7%= 0.8(Bernstein and Nunnally, 1994)2.C}F &=
< AeE UBHTH<E 4> FX).
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200 25 13
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=° 409 71 36
50TH 55 28
oy 1 1
aE 17 9
srel st A & 5 3
o AEYS 16 8
4dgE 136 68
st ol 25 13
R 21 11
7334 A 16 8
7155 A2 6 3
S99/ 1 1
23 6 3
7o) A APEA 98 49
R ] 5 3
ks 16 8
HAE/ A 18 9
Tl A A=A 6 3
sHA 5 3
7]E} 2 1
1005+ ¢ o3} 3 2
101~200%F ¢ 2 1
201~300%F ¢ 18 9
301~400%F 24 12
401~500% € 32 16
25 501~600%F ¢ 37 19
601~700%+ 32 16
701~800%F ¢ 22 11
801~900%F ¢ 12 6
901~1000%F ¢ 6 3
1,0005+ & o]/t 12 6
TV 49 25
oA 31 16
AE7] 27 14
HZ7) 20 10
i 20 10
TEAE AAEF T 14 7
PN 12 6
gy 8 4
Qrupoj 2k 8 4
Z2AH 7 4
SAoEj2H e 3 2
LGAA} 105 53
A A} A AL 80 40
71E} AZAF 15 7
A, QEZuA 5 57 29
AZAF A9 AHYE(LGE.com ) 53 27
2l FejAd AEAGIE B JHY &35 36 18
5479 QY &£PE 29 15
sy, vlE QJEY &3 E 25 13
RIE) 200 100
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Factor

Cronbach’s

Item(—'ﬁ:ﬁc} _}l:) ==
AR 73} Loadings | (SD) Alpha =4
ARAN GA 9 AAH A¥ FF@)
2891 S o] 43k weA AE FH FRE TS F I 0.726
2Eelol ARE = Ao EYsHA dok 0.763
SO A= AR ofel AF 2o WU ATE | a5 oot | 0T | R o aroots)
A S F ok :
2ERINM FRE & W U7t /R A4S Z 29 4 Jdok | 082
ARAN A9 ANEH FF FF0)
635]1‘—3]'7(] 01%\;]_ - EEET—&"E]‘ 0.868 Havlena and
S S aFT - WEa] ATt 0.835 (é'gig) 0.821 Holbrook(1986),
317} ok - 7w} 0.869 ' Rose et al.(2012)
2Rl FEAN FF AFEQ)
22908 53 RPN A 03t FFo|) 0.886 | 3.753 0,652 Lee and Turban(2001),
gutdo g 2QldM e FRAFAE= BE § Ao 0.834 | (0.616) ) Rose et al.(2012)
2Rl FEAN FF BEE(Q)
Y 281S B3 2k AR 36 . 0.833
‘ja%xil%ﬁ%?% Fl AFRY GRT A AR AFL | 508 | 30 Khalifa and Liu(2007),
3, A ¥ 59 HHol vt (0.596) 0.755 Rose et al.(2012)
v 2eRklS B o #d s ste Yo, w9, FE | o6 ' '
ZzRz7, w4, 88221 59 A nEI) :
282 RN Ao 8= (3)
Ue 2 A 2E1E B3 BERANS o8& Felth | 0852
U= A7|doz 28018 E3] HRAML o] 83 Aot} 0.797 4.018 0.754 Khalifa and Liu(2007),
iﬂ&ﬁ TPRAAEE TeRTE oA EeRlE o8-8 The el g6 (0.642) ' Rose et al.(2012)
Tl 2A9 XA F3 AEG)
2IRIAM AEE Felshe AR E95HA "k 0.811
2ol A AZHE ARZ Fu] 2B HA F 5 Uk 0.857 | 3.913 0.801 Novak er al.(2000),
;i‘—]iﬂﬂw AFE T o W7k 7 A8 F BAG T (e (0.697) ' Rose et al.(2012)
I .
Tl A ANE FE AEHE)
PH 312 ot} - PE3IT} 0.875 Havlena and
S SR - wEaET 0.884 ((3)'22;) 0.861 Holbrook(1986),
347 dok - 7w} 0.895 ' Rose et al.(2012)
22l 7ol B ASEQ)
28UE 5 AF Tl A= Aol 0.88 3.83 0.68 Lee and Turban(2001),
dutdge g, 2ekeldAe] AF WAe B F Sk 086 | (0.612) ' Rose et al.(2012)
22l 7ol A BEEQR)
e 281S 53 kA AE Pl Aol vEgi. 0.853
e 2ERlE B8 7l AHEE, 2A 99 BE| wEsitk | 0843 | 3.965 08 Khalifa and Liu(2007),
 2IRIS B8 v & el BE, v 59 A (0.622) ' Rose et al.(2012)
pliies 0839
2221 7ol Aol I=3)
e 2 g Le201E 53 HAES 7l Aotk 0.87
Us A7|Hoz 28018 53 /PHAES Fuld Aotk 0.782 3.917 0778 Khalifa and Liu(2007),
5;37& e AlEE TURTE oA 2ER1E o8 The Aol | (g (0.694) ' Rose ez al.(2012)
3T Ba= AF AT JE@Q3)
HEA=PA# ] AFS Al 7olE ool itk 0.883 Rose et al.(2012),
20 7PAES Tl pRAEEN G AFE 7L | (o5 | 4033 0.859 e 5(2007),
FsAol o ) (0.693) . o]%9], TAIE(2011),
FFol= A% HRA=AP#] AES Ut 0.869 o=, Hv(2010)
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B3 AFEE9 e g o s 78}
04 AT <3 >4} o] 7} Q1A A gk
%07 ololn, <iE 4>l BT LAFEAS
(Average Variance Extracted: AVE) ko] &5 0.5
ooz Yehy 74 MdEe] FFEHBAES 9

SRt AHEFG AL Fornell and Larcker(1981)

7k AN G BRRAFEAT 7 ae] 2AA
2 vashs WS F 6}051 u% AVE s

(# 4) Wiz & gEEdssE 20

Ao Bdds A7) S8 sLiT Y
(Common Method Bias)oll U3 HIAEE AAS%
o sgAY e HolHE Y W $Yg
WS ARESt] RS 2 A THES
} Z1S 2Jv]stHBuckley and Voorhees, 2000).
HHolS AAsk= 7Y T 7MY del €
J‘—‘,(Malhotra et al., 2006)%) TLQNEHAE
(Single Factor)E AAJetAth T A A] gk

ol

rﬁ offt :lo
O
OE_E Flr

29 $Ho 2R shiel BUF alo] B4
A, R £910] Bake) s0% ol 4g AW A

A N CR AVE

ARAN A AMH BE FF 0.893 0.735
TFeA XA A FF 0.915 0.782
229l AEAN Ay ST 0.859 0.671
27 RPN AY A= 0.851 0.741
22l RPN Aolg & 0.859 0.67
22 7 AE wEx 0.882 0.714
22kl T AE AF= 0.862 0.757
28l T Ao gox 0.87 0.692
AEAN O AXH AE FF 0.863 0.611
TFuieA JAAH BR FF 0.883 0.716
AFE A= 0.914 0.779

(X b) Fornell-Larcker Criterion

T4 A4 1 2 3 5 6 7 8 9 10 | 11
ARAN dA FAH AY $F| 0.858
T @A BAE A £ | 0.766| 0.884

Loglol AR AN AY ukE

L

0.425| 0.501| 0.819

k|

2okl 3R 39 4

2 0.33| 0.351] 0.595| 0.861
280 ARAM HYolLYE | 0447| 0.45] 0.699| 0.504| 0.819

22 7 FE vEx 0.372| 0.454| 0.757| 0.608| 0.688| 0.845

22 7 AE A 0.375| 0.404| 0.67| 0.76| 0.601| 0.681| 0.87
2248l T Aol & 0.467| 0.491| 0.68| 0.584| 0.783| 0.724| 0.679| 0.832

0.544| 0.705| 0.66| 0.574| 0.706| 0.782

| 0.442| 0.473| 0.608
Z | 0418 0.49 0.631

0.583| 0.673| 0.74| 0.618| 0.72] 0.755| 0.846

AE A= 0.384 0.448| 0.497

0.429| 0.467| 0.456| 0.422| 0.499| 0.526| 0.538| 0.883
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J1HMZE Toje ClX|E T2 A3

[y ==}

SUHA 7} dvka Adkalth(Podsakoff and
Organ, 1986). EI~E A3} 31 WA Qo] F Hike]

398%S AHASIAL e st & A A=
Aol W A7 B B AL

AMe Hd 24942 JE}

T
N
EN
o
o
s
R
o

4.3 eiTEso| |

PLS T+Z¥A4 28 o] Y BZ 2 Y Structural
Mode) & T304, R, A79Y] wated Aol
ZEX(Q2) 2.2 H7}3cHHenseler and Sarstedt,
2013). U3 AdAS Adsr] flste] BAeEe
A& FstHor E AT = 1.306~2.494F
B 7to|=gleI]l SHT} vol thEdadS vE
U7 eEorth AR AS RE WA Wge] AgdEs
el ™, €= F34-8 0.02~0.13(%), 0.13~0.26
(%), 026 o) Al 7oz 5T 4 Utk
(Cohen, 1998). & SFol| A= R%ko] 0.196-0.705
TE WA wigdl = o)l aapt e Ao

2 UEisth 18l a A7 uaterdg Y] S5
J(Construct Cross-validated redundancy: Q*)%t-e
AT FEAS Yelle SAFEFOZN
2R3 9 ¢S 23 Quality)s FERIH, 1 Fhol
o}4=odoF SHTH(Chin, 1998; Tenenhaus ef al., 2005).
B AFAME 0111-04728 B 5F 7|58 53}
ATH<E 6> F=x).

2.8 9] A3(GoF, Goodness-of-fity = EE W
AWHS5e) R* Y] Fi 37 5 % (Communality) 2]
gk 718k toln, 289 o &8-S e
CHTenenhaus et al., 2004). ©] A= 7 H4
0.1 o]o]ofof 311, 0.01~0.25(4), 0.25~0.36(%),
0.36 o]’F(tho2 FRET 2 Aol At
B3 L0568 7% =E3TH<E 6> FX). 3
A9tk A3 = IFE S5(Overparameterization) 4|
£ A= §kdetA] Xate 5 o9 A7E o,
tlolgol ol =28 FPA 33 E (Empirical
Correlation Matrix)®} A|<HE 2 & ol 2|3 A}743)
3 (Model-implied Correlation Matrix)e] EYU3|E
Bl wsl= AR & 2 S Approximate Model Fit)
71%# 55 AH8-3cHHenseler and Sarstedt, 2013). L
= 714 33 2] SRMR(Standardized Root Mean
Square Residual)> 7 89 FE2= AYE Y
EfiH, B Aol A Ak 2E 200612 7}o]
=1l 0.08K T ol Vs T

o
o 1r

l

74 Md R’ Q Communality

22 AEAAN Ay iEe 0.4 0.249 0.714
28l ARAN AF A= 0.407 0.275 0.741
L1l RPN Aol gor 0.501 0.313 0.670
2l 7o FE ISR 0.687 0.459 0.714
21 7o BE AE 0.66 0.472 0.757
2gkol ) Aol gew 0.705 0.451 0.692
RPN A AAH B FF 0.196 0.111 0.611
ARAN A ANH AE FF 0.24 0.162 0.735
AE AT = 0.264 0.187 0.779

23 AA AY¥E(GoF) 0.568
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%7}%}04 BEAFY o8 @A AlFF
& AFH0Z AFSA ¥7] Wi FE
2l 3 (Bootstrapping)= &-8-3F] HASFHA Al
2013). A=Z A F949S Hrtshr] s,
Ao A= 50070 9] -3 E(Subsample)S thAt
2 3 REZEYFPS FY5Ah

HIS ARAM GAloA 1 3o 74
7F S ol AFE, Aol xd vX& 9
238171 f1gk Aotk HRAMS 17 A3
RPN FY] (3 =0.523, p<0.001)9}
AT (3 = 0280, p<0.01) ZFoll 5273 H(+)
o] FEFE FAoH, ANA B FRAN A
o] BEL (3 =0.194, p < 0.01)0l 2 FJu] 3t B

(¥ &
(e

iy

>

lo rie

o

]:o

fo o B>

E

ook

odt

99 9B FQh A GAE B3P FEe o

R

0.482*

0K
=

22te! 204
Fg AT

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

0.526™**

A7 3B = 0442, p<0.001)°] F2]7| 3 B(+)
o] Jake o] AR AM Ao NFwoE 7+
Ao 03%% FA. wWEkA Hi-(a), Hl-(b),
1-eE A9 o, HI-d)E 7]

g}l AR AM] BEL (3 =0411, p <0.001)
= 2R ARAMN 2F x| fou|gt JEgS F
Ko, el FRAM BEE(5=0619, p<
0.001)¢} A1 (8 =0.136, p<0.05)E &2l A
BN Ao)g xef Fon|gt B+ S
P 3 wekd Hi-6), Hi-(g)¢ HI-)= 25 )
g gty BET o] A2 A7 AlF x| Hlg) Eof
Aol & xe o B 9EFS vt
7V 2 el AN 1A AP F98 A
7} iSRSt A, Aol & x| PAe s
A87] gk Aotk FujAlY 1AF AP
Tl AP BEE(8 = 0437, p<0.001)°] 9
161 A9 FEFS FRo, ) B AlF]
Toe Fougt G FA XAtk FuiAe
AMA AR o APY TR AE R 2
T re S FA Zo AR o
At FLdsHAl XA AR Fol JARAF Y
= 0490, p < 0.001)° FreJv]g B(+)9] FFS F

A 220 Z2 F4Y
THolg o=

\\
\\ 0.198

\
\
\
\
HE M70He =

0.343**
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B.22tel 7204
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(E 7) PLS =280l 7|MAN Z1} o 3

744 Z= AZAS | t-value | p-value £ Results
AR AN o A A3
1-(a) L WA f}] 71“7*’ 1 e 4"7:] - 0442 | 6697 | 0000 | 0230 | Accepted
e} L= S B T \__ o u
AR AN o c‘n_]x Z 7&2‘5‘4
1-(b) B ;a}‘;]ﬁzg;ﬂm 7‘3; . 0280 | 3252 | 0001 | 0032 | Accepted
— — =1 p 1
AR AN GA QXA HY
1-(©) - ;a}‘;fzm?i]m 713; A 0523 | 8452 | 0000 | 0349 | Accepted
L r o (=0 | on v
ARAN S AMZE AY
1-(d) . f@a}‘;]ﬁm ;ﬂm" jﬂi, he g 0032 | 0490 | 0625 | 0001 | Rejected
T r o L= BRg¢] L B
AR AN o A A3
1-(e) N ;a}‘iﬁxgﬂq Zﬂb i{_}; A 0.194 | 3.020 | 0003 | 0088 | Accepted
T R = = R
SRl AR AY wE=
1-(f) R ;}3}01 °Xé B 740 07364 Ao 0411 | 4975 | 0.000 | 0228 | Accepted
T fEs = 1 = S, -
210l ARAM AY wER
1-(g) E]-_Q_a]::: i e 0619 | 9965 | 0000 | 0526 | Accepted
= R = | O X
oglol ARAM AY AT
1-(h) _)a} gaﬁﬂ fegn ZTM “ jc 0.136 | 2.157 | 0031 | 0012 | Accepted
T L= = | o —
ToEA ANE B
2-(a) B N T 0490 | 8043 | 0000 | 0362 | Accepted
[e} A= L=
ARAN A AMH AF .
2-(b) - ;2;)] ;ﬂﬁ e Q /\]?:]\: 0077 | 1114 | 0266 | 0006 | Rejected
T RS [San=1 -
ARAN A ANH A8
2-(c) S enel o) AR HEw 0437 | 6302 | 0000 | 0202 | Accepted
o] o 7(4/\ 73]
2-(d) . iaﬂ].olﬁl?uﬁ liﬂ c;\]‘jglc 0055 | 1179 | 0239 | 0026 | Rejected
A AAA A
2-(e) . ;Lio]ﬁ]j_m“ ; 5 e -0.002 | 0037 | 0970 | 0.000 | Rejected
i=4 L—v—l—
el vl B9 wEE
2-(f) o9l Su) 7 19 A2 0279 | 409 | 0000 | 0086 | Accepted
[ = B N R
Ll 4 WS
2-(g) ool Tu) Aol Lo 0237 | 3990 | 0000 | 0063 | Accepted
— 5]
LgielHu) AE I
2-(h) ;ia}j ?HLU“oXHO] }i}t 0227 | 3933 | 0000 | 0.118 | Accepted
1 A [e) 1
Lg}ol AR AM A uEL
3-(a) j}g a}g] ;u’]; A9 wEe 0482 | 6991 | 0.000 | 0448 | Accepted
T hi =
Lol ARAM AY AFPT
3-(b) j*_%}g] ;’U; A8 Aule 0526 | 8724 | 0000 | 0.665 | Accepted
[ = B N R
Lglo] AM zo]so
3-(c) - iﬁ}o]‘;lﬁ iﬁll"g o 0484 | 7517 | 0000 | 0365 | Accepted
T v [<) -2
Lglel AM o] r
4-(a) i Xﬂ;“xﬁ ;u ;: 0.198 1.818 0.070 0.008 | Rejected
el a
K<l Q_] o] Aol e
4-(b) i xﬂi iﬂ —_[liu]};j 0343 | 3056 | 0002 | 0072 | Accepted
™ a
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on, Fuf AY W= 7hgF o7 IS
B 7 AUtk wEbA H2-), <0< A3

U H2-(b), H2-(d), H2-(e)= 71Z+3Het.

22}l Fuf o] HHEEL(3 = 0279, p < 0.001)E &
Zhel o] A& Forg H(+HY FFS
FAoH, 24l T ¥HEE(3 =0237, p<0.001)
9} 21 E( = 0227, p< 000)= EF 221 )
o] A& oJxe Fofulst F+<] WS vHh
uhebA H2-(f), H2-(g), H2-(h)= 27 g3t

H32 17 oA o] ¢ ARl HE AN TA 7}

- SA T GA o' FEAFES AR
A317] 913 Aot B4 Azl HR A T
o] WFEL (3 =0482, p<0.001)E T ©A o
Zof, ARAN dAY] AFE(5=0.526, p<
0.001)2 7o ©A Y] FHEEo] 5 fou|g g
Y FFE FAY T3 R AM z)o] g9
(8 =0484, p<000)% 22}l Fujo] Afjol&
=l fFongt F+o FFES FAch wahA
ARAN GA O FRL FujdA S Bl AT

Fl

=449 289 Zéi@@“fﬂ ZH °]8 «IC—L— xﬂJ
o] Agrefel el freju|dt FgE FA XY,
el e Aol8-2f = (4 =0343, p<0.0D)=
AFE ATz fFefmd el %= vIA
o webA Ba-@)= 71778kl Ha-(b)= A E st
ovf AFe] Aol FHAN] B9 A
AA el fl= Aoz HAlt: e ARy
Aol Aol gl e Aol gefrel & 9
= VA leEE, ﬂaﬂﬂ og AHAM Y

a3 Al oo q} } o
o BAE] e Fol EASA ¢

A7) (effect size, ) B4 FEHGFE
ek =3 W] i3 235 vehle, &
7he] F7)E 002(2), 0.15(F), 0359 Al /1%
© 2 H7}3HCH(Cohen, 1992). <3% 7>l A9} o]

A GA 2] A4 78 (0.032)0] A E
, AAA AR (0.088)0] THER FE=
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Abstract

From the digital perspective, customer journey and customer experience management are emerging
as important issues for companies. While digital customer experience has become more important due
to the recent surge in online sales of the home appliance products, customers’ experience in online is
not differentiated as offline-focused traditional methods are maintained. This study aims to analyze the
characteristics and mutual influences of customer experiences at each stage of online purchase journey,
and to explore the effects on the product repurchase intention, focusing on online purchasers of home
appliance which are high-involvement products. As a result, both cognitive and affective experiences
of the research phase directly affect satisfaction, whereas affective experience at the purchasing stage
indicated indirect effects through cognitive experience. The experience of the research phase positively
affects the next phase, the purchasing experience, and the experience of the purchasing phase leads to
the intention to repurchase the product. However, it is also found that, depending on the choice of on-
line channels, the experience of research phase may affect the product repurchase intention than the

purchase experience.

Keywords: Digital Customer Experience, Customer Journey, Home Appliance, High-involvement
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