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A dudy on trandering the effects of brand reputetion and levd of sarvice satidfaction of
an offline channd company when it is expanding to an online distribution channel
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Absract

| conducted empirical analyses of what happens when an offline
channel expands to an online channd and whether the pre-existing
offline channd’s competitive assets (e.g. brand reputation and level of
sarvice satisfaction) can be linked to online channel preference.

| found that an offline channd’s brand reputation and level of
service satisfaction can have a direct influence on offline channe
preference and a second-hand influence on online channel preference.
Thus, if the competitiveness of the online channel is strong enough
and its customers have a higher preference for the offline channd,
they will be committed and loyd to the company. The resultant en-
hanced competitiveness of the offline channe will present oppor-
tunities for both present and future success.

The main results are the following.

First, the management of the digtribution channe service quality is
more important than that of the brand reputation. Customers experi-
ences of sarvice and subjective evauations are not important only as
the leading factors in the long-term brand reputation management but
aso as influentid factors in channe preference. SoThus, given that
the service qudity of the pre-existing channd is not the customers
main concern, a sraegy of improving the level of service satisfaction
aimed a present customers is more valuable than a wide brand posi-
tioning strategy aimed a general and new customers.

Second, when an offline channel company establishes an internet
shopping mal on an online channel, it is highly likely that the pref-
erence and subjective evaluation of the present customers will influ-
ence the online channel. This gpplies not only to the specid case of
an expanson from an offline intermediary channel to an online one,
but aso to an online channd acting as an expansion of the business
modd of a conventional manufacturing or service company: both cas-
es are vertica integrations of marketing channels in an expansion of
the distribution channd. My theory applies to a wide range of
contexts.

Third and finaly, any business strategy can grasp the meaning of
‘channel expansion. Fundamentdly, it is an expansion of the sdes ac-

* First author. Professor, Department of Business Administration, Daejeon
University, Korea.
Tel: +82-19-528-8040. E-mail: godson@dju.kr

** Corresponding author. Adjunct Professor, Hanyang Women's University,
Korea.
Tel: +82-10-2363-7748. E-mail: operhd8@hanmail.net

tivity channel and marketing activity. However, it is aso a way of
enhancing marketing and sales competitiveness through an expansion
to an online or offline channd.

The expansion of an offline company to an online channe could
be seen not as improvement but as an innovation of the business
process by which two gods are achieved with one technique. The
former is expected to increase the sdes of the offline company, and
the latter is aso expected to increase sdes while dso contributing to
cost reduction.

Keywords: Brand reputation, service saisfaction, channe preference,
offline channel, online channd
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