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Abstract

Omni-channel refers to a distribution channel through which consumers can purchase
products without time and place constraints through the fusion of existing online and
offline stores. Therefore, a study on the effect of the four characteristics of Omni-channel
on customer satisfaction and preference was conducted among 350 and 365 Korean and
Chinese consumers, respectively on customers of Olive Young and Watson China,
representative drug store brands in Korea and China. Analysis was conducted using IBM
SPSS 26.0's statistical package program, Frequency analysis, factor analysis, Cronbach alpha,
correlation analysis, and regression analysis were performed. As a result of verifying the
effect of Omni-channel characteristics on customer satisfaction, it was found that
convenience, accessibility, and price fairness had a significant positive (+) effect on
customer satisfaction for Korean and Chinese consumers. Customer satisfaction was found
to have a significant positive (+) effect on preference. This is because Korean and Chinese
consumers generally had high satisfaction and preference for Olive Young and Watsons.

Key Words: Omnichannel characteristics (2UYA'd 5A4)), Customer satisfaction (A4NFE),
Preference (K13 %), Drugstore (EZ2E0])
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o= AHIAF FUAE-S shal 9lS EH =8| &} 1, AR ]| QRS u|Z] Ml o)A
o sdus fA2  f7) gres 49, (B=0.365, 1=7.968), ZA1 344 (3=0.367, 1=7.789),
SAO] ABmEal FA134540.273), 74 VA4 (B=0.184, 1=3.828)2 IAUIELO] &
(0.220), ¥¥Hg(0.135), HLJ0.247)Ak0] A O3t A(+)0] QTS x| Ao el ®
relet A ARRAE QAL 0.3u]Rke] At Sk, Fo aH|A} 8740 AL 59 9% e}
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(E 5) 2714 SLald SNt oZoksx 7io| Fak 2t
&8 =27t i B tak THER? F
U -.101 2,265
] O] A] ol
T VT v — ]| o
SR 7?2—5’;%@ e 184 3,828
A4 -.045 -1.056
] O] A] ook
AR 132 2.623*
*p(.05, *pC.01, **p(.001 G0l A efgh
(E 6) Z71d DRzt MSM 7io| A 2|
S&H =27} EaltHs B tgt SHE R F
P o=t SIS 469 9.920% 218 98.399"*
- o ST 283 5,632 078 31,722
*p(.05, *pC.01, *p(.001 G0l A efgh
WL, AT o) kS v MR HoA H2 IATSE= Aoko] F+)e FaFg v
(B=0.373, t=7.794), 154574 (3=0.396, t=8.267), z Zloltt,
VAT (E=0.132, 1=2.623)-> LU= = & AA Ao HWH, gk AnA; 3949 A
Ot H(+)e] FEFE v|A= AR YEpyt) Hel2 21.8%= eSO, Aol Jeks v
AA Rl A Ak oy 3 5eF Zrh 7l MR IS E(B=0.469, t=9.920)0] A&
AFAR1 2ol & AwEHE ohaat gy, gt Lol falgt Aol JFE vA= Ao= L
T FUAE EAdo] ANk J3FS vl ok ok, S AR 2 Ale] e 7.8%
= 8% F p AV 7P w2 Q4= SAHS 2 yepgon, Adakof g3Fe v HeRs
Ao g Yyt o]F Fal g W = AH|A) AT (B=0,283, 1=5.632)0] AE Lo -2t
5 SAHEGAdo] autSe) g F ks A+ JEgFS vx = AR YETE HAA
A= A& & 4 AT 5, = AnjRel & el &4 Adb= ok (GR o)
o B[R U HYa) skEAl] SUAES F DS E7E AS o] ujx]= el a4l &
S|4 &g uff FHAHSAd] TSkl Q)= Ao o] A= o AR o 2 9 1A
t} o] o]d%(2010), 484 9](2010), HEYE- = AS® YERTth  Martenson(2007), ©]74-2-
(2011), Wang(2018)2] < oA A E4do] (2014)3} ©]-23H2019)9] A4 LN =7}
AN FAAR] RS vt A Ao Fomglt JFE vx= AR e
S} A7} on, ofi= o EAu} AR|ghet, whea], ANk
o g S AHRF B4 A dade] A 1 27l 54545 ARl ook AS o
T fegt A0 ks nA A= gk &, S
LBt SkEAe] JUAd BN daA]
Oﬂ EH{SH ?l— : % —/':H]XI' E_Cl:‘ %‘ﬂ—% &J_’— ?v‘\()?i]:}‘ 5 gtgo_” El’% %L‘liHLé_' Eg il'ol
0]= Karine} Coupey(2015)2] A-+Z21}e} A%
gty gl M2 Adel AHAE A lol w2 SUAd 549 zolE H5s]
Sk} & uff, AH|A gl LI A TIE A3l T-testE AAISHATE 4% b= (£ 7)
/9] 7)tfo]] K-g5kA] Yreh= Aol 71 A e,
ol 8221 JFS vE 4= k= A-E GE 79 Ao W= gk - F AR S A
7} Qlth(Piercy & Archer, 2014), g EA Ay, aANEE ASEo] jolE
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Aok A}, Fh=ro] Aol oA A=
BBINE AL FasHA k= dewm 4
ek @ v 7HEEE4EG8DE AlY
SQsHA Azete Zlew EAESIT SY
Aol o aubE SAEE548G.92S AY
Fask Aztehs los BAESI @A &
HZH= SAEEAG.9005 AlY a5k Aztst
= A o]yt Aokt Fa Ant o]
2H|ARE] A, SAIEGA, ded o) Afo]
7b e AR H A vebsed, Ay
g, WS T AHIAE g AnjRpETE
o] =A e 2s 2913 4= QU

el

o o
1 £l

(B 7) S0l ME SUHE E-9| xio|

6. A0 IE SLHE £ xt0]

Aol w2 LU SH0] Mol S grohn]

913 AYLALHANOVAE AASHICh o
of w2 LAY B4 Aol doh At

2l 2EARe] Sy Ad 54
o] zfolg Yohd A= F=t AH|A} ] k=t
2BR}] A9, THAF A (F=5.34, P(.001), ¥
J(F=3.01, P(.05)9] Zfo] Aw7} F= A}
Heop o =A verten, SA1454d(F=9.47,
P¢.001), HJA(F=5.455, P(.001) 3t AH|A}

S Yo EE A E7t
= O 44(N=237) HA(N=113) “
et SAREA 3.91 3.79 5.01%
- 718534 3.87 3.81 4,70
A 3.05 3.03 .098
Hol 3.97 3.82 4,234
o A (EZHX) E7p
= O{&(N=237) HAN=113) ~
_— SAREA 3.92 3.90 5.07"
o 714534 3,42 3.41 3.701%*
A4 3.18 3.16 091
Held 3.52 3.03 3,01

(2 8) Ao ME SLIHE 5-2| xlo|

*p.05, *p.01, **pC.001 oAl ol ol

= 20t (N=104) 30 (N=135) 40cH (N=96) Fat
244 538 523 309 5 670
o e N ht w0 5300
oy 'S 0 30 5,086+

= 20c (N=136) 30CH (N=204) 40t (N=23) Fat
o A58 3':2 SA}; 5'126 4.091%*
A4 ot 518 309 1.68°
el 4'25 i%z 4'131 5,455+

*pC.05, *=*p{.01, **p{.001 FEoflA] F-Ol%t
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