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A’ T2 gt AVAEAAZE AUTH wEkA AGFNEA ol aE°] FARA
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1. FAA7]

71de] 713 4zt ol 2 71]de] vzl thrhg Wslel drht aA o A st
7ot S Aol ok A3 719 vid e AAE w0171 A8 A2 wstE d5stn
ZA @ (Urban and Hauser 1980). 214 /S oj2& vy ujgd=e 714 F9%
& A7 Wi 71dS AAF s A3 AL G ALE FAS d43d
1988'dl| w ol A= 10,0007 8] A dFo] AMEAL 1 2x2be wid 10%01d St
t}(Fannin 1989). A& M&-S 33 R&DA tigk A&L Uitk 71golfe] 80%S HHst
£ 67} HEFo shutz A& =3 ¢l tH(Reidenbach and Moak 1986).

AzB| Al A o] AAF gl FoAL2 vlolA"d R AWt BEAT EolollA 2t E
TS 2ot &t a8y, 88 R REECE AAFE M dsiMe 71E d7 A
Aol I olfe T8RS A Aul A e FEYFY FAHAAM e F 2} F
713 FJEFE Hol 3 dZ3] ALY ol g Tl s AFF Ao @
HE 7K BlE B E AT F e ASE A AFsida stdes, ole o2
At & A BAE) ol o] RN, FEUIHE HAT dFo 2 Aol AFE)
B2 #HE FA auUyh
ARE NS AT vlolA" @7 5 E @A olf = 25 3E 553 54
A Zg g ok 4wt AFSE 29, sedEe ¥ -
o]Azoln] 4 AFEHAT FHMELE T W ) AF, WA, HHAMY L EFHE §
3t B30 ojgdgo] Y} (Zeithaml, Parasuraman and Berry 1985). 28]z} A& A&
A £ 5 vk £, BAPAE AFEAAE 25 HE D A2 P AR AR g
FE 44 =20 Aok ks anv Aol dE e F83EY B4 dEd $4HF
2 digAiLtol Brbsdte, wujel AEFe AL Ay
gt olE2 MV eA Wi, FEAES BFEEET o e, &

A He Aot H&o], FFAEL AR AAH] Auigd £ Q7] g, &

89 FFE dAANN7IE 3FE) g e olfdlA FdME FE4E dM=
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FLANAM AFE AL 9% ASHA AFRA D ATE sl SHE AGE LA E
7 dAlE Fhagolt), tR-Ee] FEAEFS AFRAL flo] ML YT Al Fol) 2AH7) A
o &R E ARIE A9 itk 2 tiAled, F§
2= UF s AFH o FHIe 5o AFF
t}(Brentani 1989).

a2y, S48 dE AR A gEe} ArEATIEY] o
W, ZAAZL, Ao AR} &6} 7150 A5 5 FAT WsE Bolx o) whebA
olg& Wl FxHoz A M, & F8718L HARMNEE =95t ARsE
e} &7 Rgahe gt AFES ANULEA o tEh thA] TajA, AzAA %
oIt E FEGANNE AGE Awe]l Fo AFHEeR FTEsA B Aotk
(Easingwood 1986, Reidenbach and Moak 1986, Brooks 1987). vl=r2] dwk23jol] o &
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MERA Adel mE2d Wy AGE LS 43 FaT Feor AAdne Ao
t}(Reidenbach and Moak 1986). Easingwood(1986)2] 7o wt=2w F§ 7132 94%7}
HAA FEMNE] AFste A 71T A2 A4 vk Aol
<8 YFlMz FAd e 7189 s " eE S AY AFE Aoy, H2 3
FEAGANA ot e o Wt F§718 AHFREE BV d0 &, 80d
o) FNRE 1E3) FAHIL FEAEHY 7 Ho] el i) UL &3t S84
el sz Qdte d2 AAe] NEHAL Ak & FEU1E2 AAH ££4 S8
3} BRstedol ta AE T AFE A E w5 A9 go] wALGNIE =zt AES
H aAe &7E Htsta, 2 &7 ¥-33ke AFES NLEte § ohdd 244 &9
)-25k2] o™ et
943 39 3¥A AFFA BEol A FEAES /st A FFHARA AA] T
] AH P59 AFE Mol XA 718 o] At 92-93d ) 2d7 S E] ME HF
& AEL BT 18631 0% I HiF 7.870 ol2E Aoz FAM olFA Fol Agd A
RAEZFAANE B3] AL ne AL FAFY Lo AL AN FAFAELLE 56
028 ZEA AZAIA B 100 EZFLE MAAHJS A9 Lt 19
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AURE st FEARNAE AE A 71%0] 287189 94 A9 are ¥
4998 35 Ak,

ol ® TEAAE ML FANE B7ohm, ARARGAN ) AFE ALE AT o
Adarel va), FEAE] ATH ANE AR A" o] B 43H A7E
22 Yk ohe} rlSel s B2 e Aotk FEAES ANLER e E5F 4
ol 7] wiEol FFAPIM ) AGE TN T ATAAE =
HEE glod, FE2ES 540l 7S £ AN 478 Baz doh 2 Aol @
2 3 3240 FUND dE FHUNEY 4T - A% 2902 PN FAF wA Y
9 AAe AANSLA Bk B RS F 5308 TAH Ak Al 2304 E FEYE
4z e BY =T 8 TR, A 3FANE Aol PHEN AR ABL

Azdel B AGEA AT - Adede 2487 1 B 453 d77 Yekod Ao
AzGe ANAFE Aagle B3t Hxo] 2AAH A= v =9 Natiolnal Industrial Con-
ference Board7} a7t =o 16 Fetel AAE AAAtAE A AR EFET A
A4, AE 2%, " =89 2E, & 97} =YA719 23 E E(poor timing) Fl
zg Aifgelog ZAEUTHCochran®} Thomson 1964). 3+ Booz, Allen® Hamilton
(1982) &) Aol w2, A&7} AXA, 7|&A 943, 3AHe] e X4 Fol A
FaglelAa, BT AREY, AAF 3 BARF, oArEA ] A, ©@rlole]e Z
Z Fo] A e Aoz AR Cooper(1979a, 1979b) & 114708 AAA A3E5E
ZALE, Al RALS] B E, R BUA], AAAFH AEEEH A g2 28 TS
o] Fades wEst Cooperst Kleinschmidt(1987) % 230709] 43l Al 4E 9

il



FEAGE 4T o el S AFAT 85

e ARE ZAEHY, AFe 94, ARNE &5 75 (pre-development activi-
ties), HHEAZ AA A%, a7 AXA, AFNEY] &Y 97 T8 FF8lol

A R &g, 71E4de] AUA, AIREAYE Fol BAA AT adYS EEIA.

ol el 71& AFATE aokstd i) AFY LA, AFe 2pds}, Bk e d
24, aRETFL XA, A AFE R A7, 71 Adae] A, niA "= Fol Al
ZY FEML] Az ANE F9ete 8220 & £ AN . ol3F B AFFH dF
2 FA g0 ARF AT A g dre AR AAE Ly g2
Egol Hof gttt

ol9} go] AP Fopll e B AFH It AR Y, FEFANAE AGFE ALY
Fa8Ao] 2 FAgAT Bl FHALE 438U B d7e A AFF Hol
gty SAAES MEsle AFS 2T U AFH Ao gloM, AMzYe AN
FATa BAMeE2RY 42 A3E adg H&ste Ao ditFolUnh ey 284

FL dutdEd td2r] diEd dutgFe] AF - Al s adE FHEde AL HET

i
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o
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X

Hl2gFoln g2 dut JEFE 28] F3 4 (intangibility), Akt 2v)e] F
A} A (simultaneous production and consumption), #&-E7}A (perishiability), $39] 3k
#yE M (service variability) olghe 548 zteth S84FL o3 @ Av: 453 542
2 Q&) A7lE BAIEC] AGE AF e dFE vE 5 Uk 538 F84F2 S3%n
Fyol7] Wil anzprt et A2GEF(dE 5o AFA) 7Y BeHE A

9 AL HrE) o) uwebd AnlAe BHAJ] E(S Bed e AFo] g 49
= ALY B3 o)u|A] F)-& Bt AEFS FE& JAF HF & el vk ARE
e AMES HERAE 251 JJov o] AN 1AL O] RI=E dujde] F
ol F AL W o} LM A olFAF7] HEE HAE AFl AFE Mol ¥
th FEZEL ASe HAESD F 20 BFo] JiHos FoT TS @Iy 7
SAELS avte] H g 458 pulE freste AdF WY a4V FAFHL AT g8l
TEEELS MuEGF R AT 2H7E FAO] o] FojRER L8| A7} Hrlshe AE

e woigel Bas =¥ @ A4o] APHo JPE Bk
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AZFED A4 2zt AGEFS AAAVT 23] Asixe 5EF #-br)golv &
2 22 dolofd Aol Jdov, F84FS Afde ddHLz o3 g
A9 3 AZPANMHE B30 i R E7|7F FE7) g AES xpEst HFs
oz AA 43R kot A4drt. weA FE§FE Arle, shte] AdEe] A
dEE g BF AAV AFNES 2yt pEsEy] oy vk FEFE FA T
Eo] dozm AZe E(fragmentaion)o] GA o]FojAnt Eg FEIt FAHAY Aol
AAE Al AU FEFL oE BiAA oz Aste A rHeAdo] okttt wEhA
ARG NG TET 22 2FF gl ARGF st diHer F8¥ HELe
Qo2 RAFDZ AGE /ML A EHAZ] 29 47500 i AZ2A A 943
o2 Mg ojo} e} olejF olF 2 AU WFEES] FE7IBAME HFHA nARET S
5% N2 A F2rde ARF 804 $EHOR WEEls Aol ok R A
A3 A ZBEAo] AFHE FHsNA olg st AFAHY YT Aol HFHA AT
oz HA3IE X 7IdeE A=Y 2A7 gt

g 28Tl BEe FEY HEESY FE3Hcustomization) = AMZRGFY T8
g Agade] g & oy, 2o eHET T3 FH4ED Aole 233 4Fd A
HaQez 83 F k. 4 & Sof, A9 FEFAFEHAI: AF g 129 M2 v
£ 7AMY— &, F8(configuration) —of| wet AF-E THEo] Arjste] HFHA HHE €4
AT AANE 94d 39 21Y). 19} Zo] FE Y AxFFS) Afole 1A &)
Zt3o] 19 &S FIAE F Ae FEI e AFadlel € + Aok 2HY BF
FEQ ASole AE]] $UdEE fEste TAREE FAAT)Y) B 23 AF
of thd ojFAlolvt BeotztelA Bejdor mAo] I AFEL 7|HE 7isAlel itk whEtA
2o MuARFEL FEIE B2 29 RG-S 477 Astd {FIAL F
A(AE B0l B4, AREE, Y], JAEE &4, 4 59 AFH v 71949 FAE olnl
A & 53t o] TFF o2 AFS HE AT & AR e AF #E
37 943 Jgacle] 8 5 Qlrh

B AFNME AXGEY 4380 W AF 494, A
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TEAEE AT 8d3 A ade U AFAy 87

Aase} sAYAY, AABel ekt 2 99 PAEAA LR PR AT, EF
EHYEo] AF T DoAY ol AR E, 1B 20ke] FAY, TR AT 5
ZAAT AR R AGE EAWAY AW, 4IE, T2 5O AFRAL T
slod 7 S4AUNES 4T& AYNE WSE Yohaln gok

1. Xt 5

£ dFe 39 27k 23] %304 Uk ¢+ FUFEY Fa4dF 89
Wi ol 8 ARGEY Zee vizstych FUAE AGEY AFN 4TS A E 21213
A 43R ade sifedS wedle d Atk 35FE 8L & el ZFPJE A
AEAEQ Fg o & TS vRe 81E T, WiA(EF) 28U FE AFd e
AFA] Fg FAe AT g2 29 Ao T T A= 2 WFYNA = vt
E F e 8]lelth .

ATE st v3e] AYE B8t 160029718 F AHF-A2E 7L e AT Re 36
#743]AHa nation-wide brokerage company)"& & 19840l A 19873 Atolol] AlA ]
ELEAD ST Mol AFH o FAsAY, AGEFS vhAE 2 B2E HYA of
= FrROE O AF0 #te F dagle BAES A A, o]SolA Rlo] E3

FEAED BASA AN AFH FAHAR, AGES 54, T FAY AR
ARe B TAAE] HEXNE WX self-reportFA 02 A8 E FASFAT HEA
28 SEAE & 50FolRe Y o1F 29 ARE AR ARE B 489 &
gio] HFE A AR AL

%

D ol 282 B 1571de] AYsiel Hao] FAW ARE oIS, ABE 1977390 1,600 BeANA 1069
ol 24,9005 Tz Z7lstgon, AW 1980850 304740 HIde nFALE S8t 164402 E 71
BAF3 o5 Ao FEFRHAR FAFSAS
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e 28" F§4ES CD, 97, A4, 18, 4378 (mutual funds) %

F 48702 A

AE|T. ZA ALSE 89 FERES B ATE £E FEENH A oJaje] E1

3} o) ES] BRSO wet Ol WA BRE

E 1) Al ZEE SBNME 28
¥ F F % 4ES
A 7
23, A 11
F=A A FEA 4
SE 3
A& 10
REATERY 2 4
F7 % ATAA Au]x 6
A5 o7 1
5y 2
g A 48

§

Q)

[~

2. B

b

LS

J

ZEAE] 27 #HEY AS5E YRE U8 AT (multi-item scale) & A}g-5+o]

Bt olde) 53 28 ALgste] ARo) SwaA s

1 2 3 4 5

1 1 L 1 ]
BEut PEels  #E  WFold Fawo
A3 ol 3] 9

=
=



HENEGE oA gl A3 AFAT 89

B A FEE F84FY derdirs (DASEY mEd, (2)7oiwngEe] Qi
(3)73 A gl el A3 =el g A F& A9 53 A= & o83ty F43rt &
& FEAEY AT IS Ve SHRHFEE 2F0 A =94 uhe) go] ZA 3REL
s F ded A 242e AESAS #Yd ¥4E 94 (superiority), %54
(uniqueness), MZ-&4 (newness to the firm), 12447 (need) 2} YA, 1749 ola %
4] (customer understanding and interest) ot} EdE AEAL R oA ALY 84
24 98 2 7ed 533, e F AU 249 JF A uE F A AEAY
Ax Fol vk wiA Y 84N ARz = AGFR, AF 438, B Tol AUt o
o] EYMFEL 7L AUe AMTFEL ofefe} gt

AEe) $E4L e FEoz HAF3AEH, olES V&Y AYGER vt A
Fol (1)AvrH $¥YA(overall superiority), (2)5<&(yield), (3)4/d+2(predictable
return), (4)7}4(price), (5)AF 2] SF(rating) ol thg H7IE vl 2 A3 AHd
AEE JellE SEAS AE9 BEabd A Z(estate features), 7138 (early re-
demption), 344 3H(call protection), W@ AF2Hdividend reinvestment), A=
(reduce tax liability), A&EA] izt HulQe] o 275 A (predictable performance),
g o] 3 =& 448 (higher payout), Bl ] thd 33714 (contest points) 5
o] EAHQR2 B& o] W4 (binary variable) 2 ZA 39t

AGE Mg A% ANkE A%, 7%, RH 1A, AR, JE, A" Sl HAH 71E
ojmz] @ AP} FH tste dvht 2L AAVIE Udehlle 23S 99 & 4
o] 1ol M= L7t ol d7EE & ojAAFE FA 3

nA&Fetel dXAFdLe (1) wae] & (overall need), (2) #A|f-of 2% (tax-de-
ferred income), (3)A34(growth), (4)478d7 A% (growth and income), (5)<EH
o] ¥ (heedge against inflation)ol] &k Fxp2te] &35 AdF0] o= Ax WSAZE
7h2 &

FE) A A ola e}t BAL (1)4F g nAe] At ojsid= & (2)H#A
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AEA dF Foo] MIzER F3NUT. ol 29 F5F &34 it FEFS
g3t Ai7sdd A= Jehlle 4FY FF3Hcustomization) v @dagEo g 243}
At

H 22 (1)AGFE A, (2)0A" 2 Q)80 AM8dE ¥4 AxE B 3320z &
AatRen 7lee (DASE vHlE, 2)FF 2 ) ulze lojre] s 7led &)
QR E B 3gEog 233

AP aLE (DANAL 524, (2)F)A Aojde) AgdFo) et £ ¥x, (3)
Woide] FE dE oA E B FEEA (ORI Bkl Ay res
F7}ste] &3 th

AH@e 24 0]9Y #F T HAEXNY BEE (DEYR7] B28F] 4, 2)FEA0)
712t B¢ AS5H AFEF0 A 2 DASH AxE B 3PEoE 23Ut AR
© AEFY (DFE71T $¢ AFFRs 2)@RAHAMY AR ZAHHoH,
ANRAREES AFFEY (43715 43 2)@iAHdA 4FE=2 3319
o} wtARe 2 ZAPFFL (DANAH] AP 5, 27334 A%, Q)AAA + 5
2 BEE 3520z 2H3yrh

4. pElE &Y

Z} 2]d FA3X9 NHEE Fopry] Slste, ¢ Ax2 2HE FEQ Fole &%

=& Fol #29 o] Cronbach Alphag AR, o)x¥FZ SAE 2 Hpole
KR20% s (Kuder-Richardson Formula 20) & AH&-3tg ok whebr] B20lA ARA €& 89
3 /B EE ] ARAAR ol 8JAEHY A eole 87 HFe 8< A A F(factor
loading) ol @&t T z+ 23 1 PA3HE3e] F#B#7 (item to total correlation)
7} 0. 48T B 2l& H2oA Al9lstgon, ¢oge EARYNME thEA] orgtct,

2) Nunnally(1978)-4 Agoe YEASE FAA] item-total A& AHE3tE A& AFsldch Kline(1983, p.49)
& aQE Ao O WohT SAAT FAte ol e k.
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¥ 2) old Aals

Rolg=E7H Cronbach
ol 2 2 =
£ o g = AT Alpha

3 7 o] & 0.5361

(performance) 7ichukEe] A 0.6665 0.7271
AEFNA HFor H7} 0.4619

AE o 94 ZAFEDR v ng Ay 94 0.6289
ratingoll M 9] $-¥94 0.4395 0.6966
ol el ol el $-44 0.5534

AME=EA ANAER 4%, &%, 32N, 44, Yl 9 0.5715%
iAol & MELHARE B= o|AHSFE

T &7el dxA] | Mukd dxA 0.4992
B Pt = 0.6095
A4 0.8124 0.8405
AR A 0.6277
QEH i) H 0.7156

el olajet #A | MuH ols) 0.4576 0.6190
g A Fo 0.4576

=53 FEL3}AE Ll i 1.0000
At 0.6848

Hig v} ) 0.7632 0.8615
% 0.7810
o} g 0.7845

& 5 0.8612 0.8556
L1 Eat 0.6006
d e 84 0.6961

Q1= ghof o] o) &) 0.7043 0.7733
A FA g 0.6621
Z719] A4 0.6942

A" = A &H =Y 0.8084 0.8882
AEF NS A 0.8669

A AR FH7) 7] Al TR 0.5968 0.7455
Fol| 71 7Hg ko] Al 0.5968

NFATE F 717 Egte] A48 0.7101 0.8283
Hof 7] ZHgete] A 0.7101
A 5 0.7254

R ' 71E 73 e 0.7429 0.8527
AR AFe] 52} 0.7828

*0o] Qo ojFWee Y Hxolur 1 MNF5E Cronbach Alphas} obd KR20E 42 A4ede
(Nunnally (1978, pp. 245)).

* 9 Ho] A8 Pearson Correlation2 Nonparametric Kendall Tau B Correlation®]v} Spearman Cor-
relation® o] BUE g BAFT U,
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20 M2t o] Zt golel FAFXE 9] ofs] X BHES FE NEEAHT 5EAS
A2} &HilE Nunnally(1978, pp. 245)7F AAIE 0.7-0.89] 71E& ©EA7) k. o1F 2
2327 A sHA F& SE5A(KR20 score=0. 3767)& A% B0 A A 9]A| 7t}

[$5]
I
=z
OE
3

s Arg Z3d 247 daee Az FolxM #AE d A4 (summated item
score) & vh4t, zt @913} Alxtg Qo] Al 4~(Simple Correlation) & AlAbstad A
$aRld vX e QS 2ARIACH B dE4RBART oz SRS TH5HUS
EBAE A3 el A e JFS AAT] Hdte AY[AFE AIHIT
(Nunnally 1978, pp 168-175). B AAIFTE ALsH7] A3t A4E AT alel 9Faad
AR, A28 deEd 2SS SAHES 4o &4 Sguisod TE5UF] JBuAE
ARSI, FHAZ AR Ao} opA Y|P T A AR = S BAHAS B
AFAAAE FHEUAT.

2. 7l &N

o} 7§ 4~(a moderator variable) & &ol& Al FATNA Bo] AHEHA=H ol F4
Hpols ol JAWAE 3 T8 EHHSY At J5 gl sle MSFE oug
t}(Cohen¥ Cohen 1975, p. 314). Y& F&Hy, XE SYWUF, Z8 A 39 ¥4 stz X
ot YAtojo] th&at 22 #AE st

e R D G, & —— (1)

4714 ZE AARSAE, 9 MRS SEAE (DAL e 2ol LozH & £ 3l
o},
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N L Tl A 1D (P —— (2)

9 Aol 71E7e Z3tol o3 S vtk webA Z' Yol JAHAY 43S FA ¢n X
ok Yol #AE wizfsty] sl wifdsetes olge] Aok WiAaA(CHF) 2 AL =47
ol wet & on 2 ARRH YR, AW Ffol oM e 27 Yol A9 E¢s =

BRlo] &) Xof Z9] a4 FFo e il E Folsts Aer AR (AE &
™ Fry 1971). Sharma, Durand$} Gur-arie(1981) & o] 8 ZA} FA| 25 vic) 24 A 9]
He v E5E Jstr] At el /H 4 (pure moderator) 9F el 7w 4=(quasi
moderator) 2 FE3IAE Azte (2)4HE TEHUFA & A &= ZuFoln 4

= ol ()Y EHAFNE T FE 250l
Y=a+b X+ b Z+ b XZ oo (3)

oSlol = ol S ()4 Kok Z7h Azt FHWS] GBE FA FaE Ao} wishe
BAE 4ad 2 F Qb & =goME o)6@ Xt 28 BErlhase) gelshark

ol M8 NE Follr] i e dutHeor visfEAE A (Moderated Regression
Analysis)©o] AH&®tH Zedeck 1971:Sharma, Durand®} Gur-arie 1981). Y& Z&H4
= =Y, ZE |39 H4el 3, misfg AR e 3719 S vl A 5 3l
=3

b

Y=a+bX e (5)
Y=a+bX+bZ e (6)
Y=a+b X+ BZ+bXZ - (7)
Z7} &5 AEST 97] sl A9t ne HARAL WARYL AS, 2= Yo 4

Fol glofok 3ta(F by=0), ZZ#Eo] Yo} &S Folof I F,b#0). Wl 7|
Z7Y Yo+ 8ol Q(F b,#0) Z5AEo] Yol 9%FE FA(F,b,#0). oj& EW/NEF7}
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"o = X9} Zx F5H59 o] gla(F b #0011 b#0), FEFET JThA(F,b,#
0), 2 X& A3yt g 99 23S 39 AARFGAAM 4L R*@e] F7124 ]
wsjgoes AT HAEE AR 4 Ak oA AAAF DA Fel= ARl
olaf A7} olyal R:E7HES oA A A SHAFUY S 3P (53] X9 XZ
7H) di&oith 99 A A& vlmalEd o ()24 (7)49] 4253 (reduced model) ©]
1 (5)4e gA ()49 Fargolnz, T A9 ARG Rige) F7HEol 498 37
£ Hol:RE Fgrg AAtste] & 4 QIch(#Z Morrison 1983, 138-140). |

N. A3 5] =9

12709 Zyuisetel JHEHS Falo
o] AFRE HE £5 HASFEY 2 58 A& E(missing data) & sk 221vjc} o}
2e2 #H30M BE AHYE 27t U
AFES Qo] 71 & FEE uA e 8 AT 8A4AR AFBAISFTE 0.7367(pl0.
0E Jehdth 1 thgo=m APEAET AIRTRERE Zhz 0.6398(p<0.01) &+ 0.5695(p 0.
FEA 571 0.06072 A7 A8 gle
o2 Vet oo A" A9le] 043129 ABAFE Bola Yk olejox 4E 9
S99, R E7e] A, nA FEHE Fol & FAFE(p0.05) &2 FFE 4
Flof) FE-& v X = R vEsh

=t
fu
fy
o
o
to
B
SN
i
>
o
o
o
fo
r o
oly
ol
o
rlo

o
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29l zES A0 Al T 3R HazAS (n = 25)
qEY 44 35 0.3785%% 0.5332 0.4796%* 0.5722%
o Eele] YR A 34 0.3838%* 0.5873 0.4120%% 0.5340%
e ol 41 0.3692%* 0.5503 0.0521 —0.0957
=22 42 —0.0600 0.0931 —0.1934 0.0276
T&5t 44 0.0989 0.1160 —0.1182 ~0.0716
u] 8- 42 —0.1399 —0.1768 0.3488 0.1144
71e 41 0.1164 0.1476 0.1538 —0.0607
nHA e A 38 0.4312% 0.5366 0.3379
AH g g 35 0.7367 1.0351 0.2805 A
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Emperical Study on Sucess and Moderating
Factors of New Financial Service Products

Hoon Young Lee* - Kun Bae Kim**

ABSTRACT

Using 48 financial service products introduced in U. S. A. between 1984 and 1987,
we investigated the key factors influencing new product success. The results of corre-
lation and partial correlation analyses are quite similar to those of previous research.
That is, Personal Selling, Growth of Market and Size of Market are most significant
for the success of products. Some other factors such as Marketing Support, Product
Superiority, and Customer Understanding and Interest also have some influence. In
the moderate variable analysis, however, we found many interesting results which had
been overlooked in the previous research. Technology and Product and Need Fit, Cus-
tomer Understanding and Interest and Product & Need Fit, Market Competitiveness
and Cost, Customization and Cost, and Newness to the Firm and Cost have consider-
able moderate-effects on each other. In addition, Product Superiority and Personal
Selling, Technology and Product and Need Fit, Product and Need Fit, and Customer
Understanding and Interest have an interactive synergy effect. In the new product
development, therefore, these factors should be carefully appraised. It seems that the
result could be applied to the Korean financial market. However, it would be worth-

while to replicate the study with Korean financial product data.

* Senior Researcher, Research Institute Samsung Life Insurance Ltd. Co. Seoul, Korea
= Professor, Han Nam University, Dae Jeon, Korea



