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Abstract

Purpose - This study reestablished the concept of mixed emotions experienced in online and offline
shopping environments, and structuralized emotional responses which manifest mixed emotions in
each channel, and developed a method of measuring overall mixed emotions in consideration of the
asymmetry of emotions.

Design/methodology/approach - This study conducted a focus in-depth interview based on
phenomenological research and exploratory preliminary survey using questionnaires. In addition, a
survey was conducted as a quantitative survey.

Findings - Qualitative and quantitative researches were conducted to derive major emotional
responses items which manifest mixed emotions in online and offline shopping environments and
determine differential emotional structure in each channel. As a result, it was confirmed that mixed
emotions consisted of 5 factors in each channel and 21 emotional responses. In addition, a method
of measuring overall mixed emotions considering the asymmetric of emotions was developed to
prove the difference in behavioral responses.

Research implications or Originality - This study is meaningful in that it helps companies efficiently
manage and understand customer responses to their products by classifying and systemizing the
emotional responses experienced by consumers in online and offline purchase and consumption
situations according to the purchase environment.
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1. A&

E 34 (mixed emotions) § ti/del gt & 4 |
(Watson and Stanton, 2017). &, #&2 dj’del dis] dH=AY Fs dtEe 744
AR, A1t = AT F9, £ F we B3 A & 2 E
z27] AFelME A 3 FAH Aol s e AL ofHrhal B stk (Russell, 2017),
SHANE 2 PY AFAEC] SHA 1 AT FAA 1 2ol HHHR Aoz EAJs] wlZol,
fdd 2A4e 3 =re Aol 7isdivta Bustgith(Rothman et al., 2016),

EFAA O B V& A7 AA F AR S RokelA F2 ?ﬂ?ﬂ‘ﬂ sgtor, FA|Hoz AHE
|, E5A o] Jid W EX(Berrios, Totterdell and Kellett, 2015; Watson and Stanton, 2017),
Ed7AS dov)= o8] 43 (Hong and Lee, 2010; Larsen and McGraw, 2014), g9 7H4E 2]
A (e g T, FE B T)o whE 3% vhs(Larsen et al., 2004; Rothman et
al,, 2016; Smith, Glass and Fireman, 2015) a3 A3 Afel EAT J&?#](Hemenover and

Schimmack, 2007) ol &3 A7} FE5 o|F 4. oE oﬂ:rl*‘f g;} e wdse 7 4
FE-e A, 22 Q&) Uehde theket vhE-g AFe ey, ofds] S Jds S0l
Bo3te] Ao ofE]go] Urt.

kA, An|zte] Fuff g AnjeEel QlojME EFA o] Ee AU Bk FuilE nEse AlF
&do] Aoz 3l EFAS wV|= kA, FA A D] AMuj2y F-34 dhafol tigh
47}-4 golgro = Qe £ S 540}7111:— st AeE et nAIE 2 An|REE FofellA
7Y NEH JEFS O d7E T3 S5 gERY IdTEL 9 A JEE JEgNke
E3la th(Dolen, Ruyter and Lemmmk, 2004; —_rL;{?ﬂ, AHE- 2012; 29A, 2015; HASF, A%
*&”é‘—? 2011), B} FZol wiAE Fofollr] B AFAE o) &g H AvAl gl= 7F B4
AT7F EaE oy, E3hds et Faavi (33, 0}531_, vl 20184 &3
JJr(Laran and Janiszewski, 2008)0]l £ T o}, B3, o] At= EA U A 2094
< AR olE EdlZ S-S Ardstel whel, Amjzlke] AA| Full @ 4] gFollA] AhIFiA
E EERAE AYyste o AV Stk FAFe R, WA, R VE ATFES S

A3t tHHE o] 25 &A5d A9 &% W A EHAY & of &38R
ZA-ollA 9] Wk ApolE AFEAnt. AW EAY Axrt vdt= A A F44
2 ¥ d(asymmetric balance)& Ho|BZ 54 Ao dxAdo| me} o]F o gFo] dutd
o}, &3, V& ATEL SRS FEE S AEE SRS S A o] 84
23S SA3ka th(Jonas et al., 1997). sHAIRE & AF-ollA] A|bel= dukd 7Hge] vl A
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1 &3] 7ids 54

FAX AT BAZH 7FARo] FA|o A= *JEHE— oJm) gt} (Russell and Carroll,
Joll &3 AFeM= F T/ =97} o]FoA gt A A FRe 34 =5 549
b o] o] ALt YAekH o]E2 FE uiErA o]o] 1 F=9l ol A8E W A=
B7h53lts Zloth(Mukherjee and Dube, 2012), o]&& 3427 7H4lo] futew Az 714 o]
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kS ok Algrel ok (Aaker et al,, 2008), E ThE ZHAE=
Qo] Z;-XQO] W == Ao vl AR 35 o] Eom(Sengupta and Johar, 2002),
Qlate] Folxl AHzte] Fej o] AlFdl A= AlFe Hrte] dFE FIE grhe=
Aol AuA}l vkl 3 YFS = —”F %a AFeFATHE2X1, v}, 2017). 70914
Gol| W2 EA ] BTl sk AF= B AFAEN 93] o]F oA gl o]F AT
W, B3 o] Bt vol, A, £3) 5ol weh E} Al Jept=dl, FAFoZ Yol7) He At
o Hl&f Yolrt Be Anjaksoe] EzAF ] el ¥ 593¢] Hl=2 ®olM(Hong and Lee, 2010),
A vlE AN EFFGF L el o 39492 BEE ElE T vk (Williams and
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stetstiek. L3k, A5 24 AN F7F ARV dasitia ddEE A i SRkl def 24
HAs Al

A8 FHE Hsﬂ =5 S Bl 7hsd YelE a5, A ARAleAte] Mge-S BA4st
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Table 1. 24| 22f2| QIHA

g2 4o ¥ A g2 4ol 2 U
1 g 42 S|Ad 12F HY n g 27 3y 1,22t HY
2 o 39 8 1,22t WY 12 g 45 SlArd 12F MY
3 S 25 &y 1,22F HY 13 ol 43 82 12F MY
4 5 36 F2 12t HY 14 o 35 354 12F M
5 g 26 3 1,22p HY 15 of 25 Bl 1,22 =Y
6 g 29 AL 1,22t HY 16 of 28 Bl 12t MY
7 g 46 S|AMd 12F HY 17 g 44 A 12F MY
8 o 37 S|AMd 12F HY 18 of 36 Ay 1,22t WY
9 S 38 Gt 1,22F HY 19 =l 35 SJAME 1,22F MY
10 01 36 o 1,22) HY 20 =1 36 SJArE 12p HY
2) AR AT
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do el 232 FEATA] 34 JHE Fste Aow, Sl 4, wd 3, aga
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7 S vlaskar 54 o] AAGT 54 v atolE ARSI A FRATH
o 34 A #HE $45 AAHCRE gofske AR, EFHA °J°]TJr oy 24, aea
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o= A" HAF AFAF 2908 Yo s
o] Y& Y FES AASACE AAF QAR S
AAE 40 FES AAS A3 570 8319
A4 AL Cronbach o o= shglon,
o4 0.8 o] Fo =2 veh} SAYEES] 2lF4do] FrEQ]
S °] oF 76%= YRS Adeld o] SREQThL & 4
ATk 282l Ad 2= aRIENS & 7, alFak=F ghel 0.5 \wkQl 57 &3 270 a9l
3 2 Q313 ghg Hol= 470 AASG}. theo 2 nAE AE A7AF 29S8 it
AL ke A TS AAESIY Ay Eo] W2 47 FES AASAC. ARF 2l
Feste] w2 aRlNalwF s Hole Ui F5F wak AAE 4] FEE AAS 2 5 80
217) &l FEEHUAY. A SHFE et 2=/ds HAFe A3, Cronbach o gko] BE Q2lol4
0 8 oo = Yeh} SAFEES] Aol SR HATAL & 4 ok, w3, 578 agle] A 2Atol
78%= veht JRdErd el SrREIT L & 4 9l
iﬁlﬁ@& sk N A el sl FAHoR AuEd, S 8L 27 8%l
FxIENe F Qo FUst 744 FEER 22T A HA 2¢le Y, 7o, 24,
q&, 7o FAdHo] glon, o]EL TS It FH A EoInh 7 HA 2l <,
o ~gg, AUAE, WMo ALY, o2 ETEE wdde ¥ %@%i F= F4
AAAEY A FEEHAE 10, 13, 158) =] 233 i)
8Rlog Fxsleon, F Ao ME e AHER EE2HTE A A a90L o= r1]r’:’] ZHHC’HH
4, 3}, £3, d85, FAR, AFoR FAENeH, 22l AddME HF, FX4, I8 S,
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