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ABSTRACT

A study on the effect of service quality 1n
cross—border shopping on customer satisfaction and

repurchase intention.

Kang han bit
Advisor: Prof. Lee Je Hong
Major in Business Information Education

Graduate School of Education, Chosun University

In this study, we investigated factors influencing the overseas direct
purchasing behavior that has been established as a new consumption
pattern of domestic consumers. Currently, various studies have been
conducted on the perceived risk factors of consumers' offline
purchases and the perceived risks of online purchases. In this study,
we analyzed the status of overseas direct purchase, a consumption
trend that has recently been attracting attention, verified how it
significantly affects customer satisfaction in the overseas direct
purchase situation, and provided basic data for the efficient
development of the overseas direct purchase industry. After
presenting a research model based on previous research, we tried to
develop a questionnaire according to the operational definition of the

variables of the research model by deriving a research hypothesis to
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verify the research model. This is to conduct an online survey for
consumers who live in Korea and have used overseas direct purchase.
Among the 320 questionnaires, 304 were used for analysis, and SPSS
21.0 version and AMOS 18.0 were used for empirical analysis based
on the questionnaire results. Hypothesis testing was performed
through; Statistical analysis (sample design), data collection (frequency
analysis), wvalidity and reliability, descriptive statistics, correlation
analysis, differences in variables according to characteristics related
to overseas direct purchase and demographic characteristics
(T-analysis, one-way ANOVA). Here is the result: First, according to
this study, the service quality of overseas direct purchase sites has a
significant effect on customer satisfaction. It can be seen that we
must focus our efforts on the dimension of service quality, which is a
fundamental factor influencing customer satisfaction and repurchase
intention. Second, among the dimensions of service quality that explain
customer satisfaction, trust & certainty has the greatest influence.
Reliability & certainty in this study is "the ability to reliably and
accurately perform the promised service", and it is the ability of
overseas direct purchase sites to provide product services within the
promised time and provide an accurate and safe system of service
information. It should be considered to safely improve the purchasing
system and to solve problems quickly after purchase. Third, customer
satisfaction was found to have a mediating effect between service
quality and repurchase intention. If various sales methods are
implemented to increase consumer confidence and there is a mind to
consider from the consumer's point of view during the sales process,

repurchase behavior will surely increase. The limitations of this study
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are as follows. First, although some samples were used for those who
have experienced direct purchases overseas on the Internet, various
types of shopping malls could not be considered. Second, the
influence of sub-items in other sub-dimensions could not be
considered because the study was conducted only at the
4-dimensional level of service quality. In other words, in addition to
the Parasuraman, Zeithmal & Berry (1985) service quality model, still
there are practical limitations remained because other factors such as
competitiveness, politeness, communication, dexterity, safety,
accessibility, and customer understanding are not considered. Third,
we had no choice but to analyze the respondents of the survey on
those who used direct purchase overseas, and the survey data used in
this study was collected only on the Internet, so the generalization of
the research results is rather low. The future research direction of
this study is as follows. First, considering the differences between the
characteristics of Internet shopping malls, comparative studies can be
conducted to measure the relativity and influence of service quality
dimensions. Second, it 1s necessary to check whether other
dimensions in the service quality of Internet shopping malls can have
a positive effect on customer satisfaction or repurchase intention.
Third, according to a survey by the Korea Customs Service in
December 2021, health food, which is the most frequently purchased

item, can be analyzed and studied.
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MG AFAZE Wit 11% [41% |37% 9% 2% 100%
5. Abo]E= mAlo] 9ali oture Estw el Au| A2 |40 113 126 20 5 304
Ags 5 Aeolrh 13% |37% |41% 7% 2% 100%
1. Aol EE AEo Ay #AS Wdolu}t wA A= AL} | 47 131 103 20 3 304
o] SA] geErh 15% |43% |34% 7% 1% 100%
2. 1Mol QT A, AE wE w3 A/S, vl 5o ¥ |35 127 100 36 6 304
78| 227F 213 o] Fol A= el 12% |42% |33% 12%  |2% 100%
A3 gy mE mopde S AAteR wlEEd s s | 39 124 105 29 7 304
| AW A3k B2t sbsE Holrk 13% |41% |35% 10% |2% 100%
4.1:1 AAE 7L 9lo] A&EA gl o] FojA = Aot Sl 109 L ol . o
12% |36% |39% 10%  |3% 100%
5. w4 Aol AdHAI sbsste] 2TFA ZzF AHes e |37 130 109 21 7 304
Aol 12% |43% |36% 7% 2% 100%
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5 HIMMRI2~7F 2A-F] o] Fojx & ot} wlg- ¥l 35%(12%), 1%th
12779 (42%), BFo|th 10078 (33%), 184 ¢l 369 (12%), A3 18x ¢t}
68(2%)%1 Ao vsgtorn, A 3w oA Qe T =aid
AAzte 2 wjE 37t bssAY Hsk Eovt shee Aol v 1%tk 399
(13%), 1%t} 1248(41%), HEolth 1057 (35%), 12X ¢t} 299(10%), A
& 224 &t THCR) AR Ugon tsAl 4 Eabo A= 101 wAAlE
7F ol Al&EAl o] olFoix = et wlg- 1¥th 37H(12%), 1T
109%(36%), H-&oltk. 11878 (39%), 1A &t 317 (10%), s 1=HA &t
98 (3% Ao vsgton, t-gA 5 A= wid dol AFH 7 7HEs)
of QA F7F AHeHE Holvh, ¢ 28} 37%H(12%), 12T 1307 (43%),
HEolth 1098 (36%), L%A] vt 218 (7T%), A& 1584 & 78 2%) 1 A
o % gt

filo
fi
:Cl)l_‘_l‘

AT AT Blsy] fste] MEREA S AASa, 1 ARE <HE6>
of AAsRT AR 1H EZoME aPBdA e Fuf Al e w3
oh w1k 64 (21%), ¥ 1427
otk 114U%), A3 282 2t 18(0%)8] Aoz vygon, uAnks 2H £
A= aFEANA AEFS Fulst A2 Ae Aoz Ayzhed. wjg- ™€) 504
(16%), LT} 1489 (49%), REolth, 929(30%), 2124 &t} 14H(5%), A3
gAY 08(0%) A= vgkon, uAnts 3W gl = ag=2 7
Aujzo] disl whSEhch w9 vl 4378 (14%), 12tk 1359 (44%), HE o]t
106" (35%), L%A] ¥tk 1978 (6%), A3 224 &tk 18(0%)Q] A= ghe
, AL 4 T A= Afo|Eo A9 Ful= Zluiek Adu) ool Atk vl
Yk 32%9(11%), 280k 11998 (39%), B Eolth 1294 (42%), 12X et} 23
H(8%), A3 1A etk 1H(0%) Aoz vgton, uAvks 5H el
AR o® 1 Alo|EC] o] ge s wEaeleg =70tk v ¥l 50

o
=

_4']_
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(16%), 128t} 14098 (46%), H=Eolth 939 (31%), 18 # &t} 18%H(6%), A3
X ekt 39 (1%) ¢ Aoz vggrt.

<E 6> =
o5 wgol | amq | 40

S qag | 14 o ij} @7
1. &g EAAe Ful Ao o | 64 142 |86 11 1 304
3 ur=aic}, 21% |47% | 28% |4% | 0% 100%
2. &g EolA AES Fufd 7 | 50 148 |92 14 0 304
& A gA o7 AZE 16% | 49% |30% |5% | 0% 100%
3. 2 Ee] A Au|zdd g3l | 43 135 | 106 |19 1 304
nlZ= s}, 14% | 44% |35% |6% | 0% 100%
4, AfolEdA e Fule= 7gigh | 32 119 | 129 |23 1 304
EE I PAR SR 11% |39% |42% |8% | 0% 100%
5. AWl oz 1 Alo]E9 o]& | 50 140 |93 18 3 304
o e =S 7t 16% | 46% |31% |6% | 1% 100%

e) AT o=

Aol AT % ERlshy] 9kl NImEREAS AAISHaL, 1
7> ol AAEAT AT oE 1W FFeME dogr T AaPES ALHA
o] g8t ofgko] <t wi¢- HTh 427 (14%), 1E T} 1447 (47%), HEo|tl 93
B(31%), 1A &t 21 (7%), A3 2HA &t 4H(1%) A= vgton,
AT o% 2W BEEgoME dorw 1 AFES o83t AES T o3}
o] gtk wig- 1™t} 499 (16%), 1¥Th 1359 (44%), S|tk 1008 (33%),
%A gt 19 (6%), A3 124 &tk 18(0%)20 Aoz yston, A5m) <
T 3 B &9 FH Fuirl el 2 Al EE AR Aolth, v
a8} 439 (14%), 12T} 1487 (49%), BEolth 93%(31%), 12A &t} 17
H(6%), A& 28A Zr} 38(1%)Q Ao vgkow vl o)% 49 F3o A
T adEdA T2 AES FHE AT AF5HoR FuE ool Qlvh wig- 1
2}, 4379(14%), 212tk 1328(43%), H5olth 1038(34%), 12%] %t} 217
(7%), A3 18] vl 5H2%)A AR vgom, AFn] & 5¥ FFedA &=

A
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el AT AlolEE AL ARgE Aol vl a¥€u 439 (17%), 1T
13478(44%), R-&°lth. 93%8(31%), 22X &t} 12 (8%), 13d 18x] &t} 19
(0%)2 Aoz 1}gr}

<E 7> AT o=

% &
AEE jl; 23 y‘io] :ij] :d%i; i

er=th
1. goa% 1 &aPE2S A& | 42 144 |93 21 4 304
A o] & ool it} 14% | 47% |31% |7% 1% 100%
2. oRE 1 AWES o]gE} |49 135 | 100 |19 1 304
of AFES TYE oo QU 16% | 44% |33% |6% 0% 100%
3. &9 XA Fujrb BeA, 1|43 148 |93 17 3 304
Apo| EZ A HpE-a Ao|t), 14% | 49% |31% |6% 1% 100%
4. &2 FL& FEE FH| 3 132 1103 |21 5 304
g AL HAIFHo Fujd o]
o] g}, 14% | 43% |34% | 7% 2% 100%
5. @< AFFH] AlO]EE A% |53 134 |93 23 1 304
A& Zloltt, 17% | 44% |31% |8% 0% 100%

=74 =79 Bgnd NARE JFA7 fstel BAY aQRy @ AR B
Ae AT, BAH 2uAe Are] B A nEdt FHE 24

(Principal component analysis)ell 2|3t Q915 Wy} @919 &S h=3}s}
= Alg] WA(varimax) 3d WHS LS. 8Q5FF Ve A4k (Eigen
value) 1.0 o]’Fo & siglom, 54 39 8l Fa%

of &3l Ao g FAEY tHFord. MacCallum & Tait. 1986).770). Al = F38t
WA= (Cronbach’s @) AlFE AAst] gelsiivh. 3 HAFAE AT+,

6 o]AolH 38 vk A r = dttl, (Nunnally, 1978)79).

77) Ford, J. K. MacCallum. R. C. & Tait. M, “The application of exploratory factor
analysis in applied psychology: A critical review and analysis”, Personnel Psychology,
39(2), 1986, 291-314.
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.88
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(%)

1=
A A

67.05

67.05

AL &k

3.35

sk

=]
T

1

o

Q8

.848

.837
.825
.805
778

.863

729.27(.000)

x*(10)

o)
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rvzel
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T AR Kline, 2005).

of covariance structures”,

1980, 588-606.

Psychological bulletin, 88(3),
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CE 13> A 9 AFE Tl WA wE Fa dse] o

Variable Group n Mz+SD F(p) Scheffé
R ] 76 3.70+. 71
RPN v 3y 112 3.62%. 53 65 B
mee TR 104 | 358+ 71 (5%3)
ARYE 5 T 12 350+, 64
Bk ] 76 3.59¢. 80
Al o9 W% o3 112 3.66%. 54 39 -
A1 A Tl o3 104 3.57+. 68 (.760)
AR o5 12 358+, 67
B R 76 3.58t. 70
LA v o3y 112 3.63+. 55 177 )
°re Tl oy 104 | 343+ 76 (152)
ARYE 5 7 12 3.42+. 84
25 v 76 358+, 74
-4 w5 o3 112 3.58+. 64 72 )
°° Tl oy 104 3.46+. 75 (539)
AFYE 5 7 12 345+, 67
27 76 3.79%. 62
oA w= vl oh3y 112 3.76%. 54 243 B
T vl oy 104 357+, 72 (066)
ATYHE &5 Tl 12 3.72+. 45
25 - 76 3.75%. 69
Hll5 oh3y 112 3.77+. 61 254
AT A= R 104 | 354%. 77|  (056) -
ARYE 5 T 12 350+, 48

b) A= d¢] AF Al Sl wE FL WHFo Ao

Aol AE ) Sl wWE 8 Rge] AolE HATs] flske A9

B BAS A a o ARE <E14> o AN B4 A, H 89

AE ] 320 wE wA wEF=3.62, p<.05), AT 9% (F=6.05. p<.01)e]

F €9m3st Aoz vehdth TR o R A uEo| A= 6~93]7} 23] &}

o w3, AT EdXE 3~53], 6~93]7F 23] olsl ¥ ¥& How 9
A

Sich W, 349, A2 R A4, 0, B34l ol frelvisd 2L A
=

o)
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<E 14> A a9 AF Tl Aol W Fo Wae) Aol

Variable Group n M=*SD F(p) Scheffé
23] °o]&k(a) 150 | 3.58+. 70
o & A 3~53](b) 115 |3.63+. 61 | 1.47 ~
ree 6~93](c) 34 | 3.73%. 49 | (224)
103] ©]/(d) 5 4.10%. 76
23] o]si(a) 150 | 3.55+. 71
e B 3~53](b) 115 |3.66+. 61 | 1.22 ~
3}Al A 6~93](c) 34 3.63%. 65 | (.304)
103] o]/(d) 5 4.00%. 64
23] o]3sk(a) 150 | 3.42+. 68
e 3~53](b) 115 | 3.63+. 64 | 3.84% ~
e 6~93](c) 34 [ 3.78%. 61 |(010)
103] ©]/d(d) 5 3.60+1.26
23] o]sHa) 150 |3.42+. 79
o 3~53](b) 115 |3.63+. 61 |4.21%x
-84 _ B
6~93](c) 34 3.78%. 52 | (.006)
103] o]/(d) 5 3.60+. 64
23] o]sk(a) 150 | 3.59+. 69
. 3~53](b) 115 | 3.77+. 58 | 3.62%
A RS 6~93](c) 34 3.93%. 40 | (.014) ¢ a
103] o]4(d) 5 3.88+. 52
23] o]sk(a) 150 |3.51+. 78
o | 3~53](b) 115 |3.79+. 58 | 6.05%x
AT 2= a8 o 34 |3.92+ 48 |(oon |> @
103] o]/(d) 5 4.04%. 26
*p<.05, **p<.01,

{

O e ME F8 We

Fel

el We Fa wusel ael: PEHy] sl SYEY -PF S ABHY
oo ARE <15 o ANFAUT. BA A3, gue we A 2 2y
(t=2.54, p<.05), &7 (t=1.99, p<.05), 17 W=H(t=2.38, p<.05), AFv 9%
(t=2.31, p<.05)] o]zt i@ Zlo2 vehgrh, FAMoRE Wl o4
Mas) Mg L SAd, T, 1A BE AT g8 B Ao gl

ohowE, S84, B Aol feolvl 84 e A0E vehdrh

=)

k7

Lo
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Variable Group n M=SD t(p)
A
. 44 127 | 3.67+. 63 109
34
o34 176 | 3.59+. 66 (.277)
A 127 | 3.72+. 66
A = FAA o e 2.54%
o] 4 176 | 3.53+. 66 (.012)
A 127 3.63%. 67 1.99+
744
o] A4 176 | 3.47+. 68 (.048)
N w0 127 | 3.61%. 72 174
054
] 4] 176 | 3.47+. 69 (.084)
@A 127 | 3.80+. 54 5 28+
g
14 176 | 3.63+. 68 (.018)
%A 127 | 3.78+. 61 5 31%
A o=
] 4] 176 | 3.60+. 74 (.022)
*p<.05

d) AFel e F8 Weo ol

Al
.
S ATE CE16> o ANSAT. B4 AT Ad e F2 Wi dole

Foluan) gre Aow Y,
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<E 16> A%l

Variable Group n M=£SD F(p) Scheffé
20t o] gk 10 3.78+. 25
20t 109 | 3.59+. 65
. .31
34 30MH 91 3.61+. 66 -
(.948)
40M) 53 3.61%. 72
50t o] 41 3.69+. 59
20 w9k 10 3.83+. 35
+
RERe 20TH 109 | 3.59+. 60 a8
i} 30tH 91 3.63%. 68 -
A1A (.858)
40MH 53 3.59+. 79
50t] o] 41 3.55+. 69
20t w9k 10 3.90+. 41
20t 109 | 3.64+. 63
2.27
T3 30 91 | 3.52%. 75 -
(.345)
40tH 53 3.41+. 70
50t o]t 41 3.40+. 61
20 w9k 10 3.86+. 34
20t 109 | 3.65+. 60
. 2.26
-4 30MH 91 3.50+. 79 -
(.264)
40MH 53 3.43%. 77
50t o]t 41 3.35%. 70
20 w9k 10 4.08+. 19
20TH 109 | 3.79+. 58 541
A 304 91 3.73%. 59 ’ -
(.138)
40TH 53 3.52+. 77
50t o] 41 3.54%. 61
20t w|wk 10 3.92+. 27
20t 109 | 3.77+. 61 L 88
Al o] &= 30t 91 3.69+. 70 (‘359) -
40TH 53 3.52+. 87 |
50t o]t 41 3.53+. 65
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el w2 Fo WS AolT AFI] el A B BAL AP}

a2 AFRE <GEIT> o AAEITE B4 Ad, st e 33 (F=3.61,

<E 17> el mE S8 W] 2ol

Variable Group n M=%SD F(p) Scheffé
1% o]3s(a) 115 3.68+. 57
1.96
o 3 A st Z (b 136 3.54+. 69 -
T 570 EH LS ﬁ( ) (.143)
skl A8k o] () 53 3.71+. 66
1% o]3Ha) 115 3.63+. 61
AEA . 1.93
stal (b 136 3.54+. 72 -
5141 4] A EH0) (.147)
skl A8k o] () 53 3.75+. 61
aZE o]3Ha) 115 3.66+. 59
T4 stu &4 (b) 136 3.43+. 75 3.61x a> b
(.028)
skl A8k o] () 53 3.55+. 65
1% o|3Ha) 115 3.62+. 62
1.45
<A st 2 (b 136 3.46+. 74 -
-84 st ZA4(b) (236)
g Ak o] d(e) 53 3.53+. 78
A% o|ska) 115 3.79+. 53
2.66
T rE a2 (b 136 3.61%. 67 -
e Herst 249 b) (071)
skl A8k o] () 53 3.75+. 66
% o]sH(a) 115 3.75+. 60
1.39
A o o= 5} Zz] + —
e et = (b) 136 | 3.61+. 77 (250)
g Ask o] g (e) 53 3.67+. 67
*p<.05
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fFejvatA] e Aoz et
<E 18> Aol mE F8 W Aol

Variable Group n M=SD F(p) Scheffé
A9 4 31 3.75%. 65
A H| 22 27 3.31+. 74
o 514 A2 109 3.58%+. 66 1.97 ~
mee 314 92 3.66%. 62 (.240)
T4 22 3.80+. 64
50t o] 23 3.67%. 51
A9 4 31 3.76+. 73
AR 24 27 3.38+. 63
N AHEZ] 109 3.48%. 72 2.75
a4 A 92 3.71+. 59 (.307)
T4 22 3.84%+. 61
50t oA | 23 3.64+. 48
A4 31 3.54%. 75
A B2~ % 27 3.40+. 69
e AREA 109 | 3.42%. 68 2.09 _
ene 3y 92 3.71+. 62 (.110)
T4 22 3.59+. 74
50t o] | 23 3.54+. 62
294 4 31 3.66%. 69
A B2~ 4 27 3.23+. 82
o A2 109 3.41%. 69 3.15
RS SHA) 92 3.71%. 66 -
8 1. (.098)
T4 22 3.57+. 66
50t o] 23 3.56+. 73
A9 4 31 3.75%. 76
A H) 23] 27 3.44%+. 51
A ulE ih‘jrz} 109 3.64+. 61 3.48 B
&) 92 3.87+. 53 (.066)
T 22 3.45%. 79
509 o] |23 3.77+. 67
A9 4 31 3.56+. 69
8] 2~ 2] 27 3.61+. 73
R I s 109 3.62+. 71 2.18 _
AT 2= 92 3.84+. 59 (227)
T4 22 3.41+. 83
50t o] 23 3.77+. 69
- 53 -
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e AT AlolE M) FH- 3 A Fv] o 7he] #AIE a7 wkEo]
Mete RS AFRFoes AAYsigion, A2 248 Adste] M-S AS3EA
o 23] AL AR E ANE ¢ gle xslEFolng AYE A7 A A
= A AR B A= <F19> o AASE vieb 2o f-9AR
=. 15, p<.01), A5 9 XA (B=. 13, p<.05), FAAHB=. 16, p<.01), H-SAHB
=, 42, p<.00D)+= 17 w=o] AAQ &S w3, 17 wEFH(B=. 64, p<.001),
T8 (B=. 15, p<.001), t-a(B=. 14, p<.0DT AFul oo HHQl Fa&
vz Ao 2 e

<H 19> dFEZPe By SAHA

Path B SE | B t
FYEAA->a qk= 14 | .05 |.15 | 2.68%x
FEAA->AF = 16 .05 | .15 | 3.34wxx
AE D A>T R 13 |.06 |.13 |2.16%
A= g A>T o= 01 .05 |.01 .23
ZA > WE 14 1.06 |.16 | 2.60%x
THAA->A T o= 01 .05 |.01 .26
> = 37 | .05 | .42 | 7.36%xx
-5 -> ATl 9] &= 13 1.05 | .14 | 2.78%x
I -S> o= 70 | .05 | .64 13.9 1k

*p<.05, *xp<.01, #x+p<.001
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