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Abstract

Impact of customer experience characteristics
on perceived value and revisit intention:
Focusing on offline home appliance stores

Hosun Jeong™ - Jungmin Park™ - Hyoung-Yong Lee™”

This research studied the effect of customer experience characteristics in offline home appliance
stores on perceived value and revisit intention. Among the offline distribution of home appliances with
more than 100 stores nationwide, two home appliance retailers (HiMart, E-Land), three hypermarkets
(E-Mart, Homeplus, Lotte Hi-Mart), and two home appliance stores (LG Best Shop, Samsung Digital Plaza)
were selected, and a survey was conducted on men and women in their 20s or older in Seoul, Gyeonggi,
and Incheon who had visited and purchased the home appliance store within the last 6 months. As a result
of the survey, a statistical analysis was conducted on a total of 330 samples using the PLS (Partial Least
Squares) structural equation model and SPSS statistical package. Through this study, the following research
results can be obtained. First, educational experience, deviant experience, and aesthetic experience had a
positive (+) effect on the functional value. However, entertainment experience did not affect functional
value. Second, educational experience, deviant experience, and aesthetic experience all had a positive (+)
effect on emotional value. Third, both functional and sensory values had a positive (+) effect on the revisit
intention. Fourth, it was confirmed that brand loyalty had no moderating effect between functional value
and sensory value revisit intention. The results of this study show the structural relationship between
customer experience characteristics, perceived value (functional value, sensory value), and revisit intention.
This result provides guidelines on what activities home appliance offline stores should do at a time when
online channels threaten the survival of offline channels.

Key Words : Home appliance offline stores, customer experience characteristics, brand loyalty, revisit
intention, perceived value
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