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(Bettencourt 1997: MacKenzie, Podsakoff,
and Ahearne 1998: Morgan and Hunt
1994), o] ALA HIHE AHSE AT
€% 99 (Brown, Lusch, and Nicholson
1995: Gruen, Summers, and Acito 2000:
Gundlach, Achrol and Mentzer 1995: Kim
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7B FH8LE A8 AL ¢ 5 U

90 disiA A IS AYE 27
A7 F Meyerst Allen(1991)e 2928 ¢
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FOR o] WHE AMAQ PFoz 49E + 9
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A BAE st fAE7) A8 el 2@ A
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AL F AAA dojdtie AMY 2HE E
. & BAE ojlune F9Y HEx ARl g2
el slojopat ke Ao|th(Becker 1960:
Scanzoni 1979).

2 AT ME ol2F Al A FUA E99 o
&g Aaise P5AnE wiiske $71%94 &
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We 2 2230F 4 gy AT A5 o8y
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821 §cH(Allen and Meyer 1990: Gruen,
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1983). A 79 B71AA #AE AT F
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g 22271 A2 aA4E fUsted FFAEY
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& @Zao] Azte] Ao wa} Bt B AF
3 HEAE AARREH Yt B S j3xr)
gold F& 1ol @ & Uvke Aot

SZaAe 7199 Aug ko] @ ¥yl oy
g vld AA7RsAE udsln Qi ol el
Azl Aol mel F4E BAe 29 AFA
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2719 AFMNE HEEE G ez B
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HHEAnlE HYc Jake] FARA FEA G2
o] (Newman and Werbel 1973), HZEE olg
g ukEA ogeo s 2Pste AL 433 89
Aol Q3= E FTEIn WHH(Day 1970). ®
&, BAZFA ATl AR A BAS ot
F4e] gl wel BYE ji®e E9F 2 At
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EE oug A HEZRY dojve 3B
oo g Eolzkn FoarnA A

a8y 2 NEZE LHAEC] SRR,
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tacharya, Rao, and Glynn 1995: Gruen,
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F9 nAge] AFAA ddd WY o &
7hj 7] ol AAHQA 39 FHE FAde
H %24€ 5A ¥tH(Gruen, Summers, and
Acito 2000). mebd oA E g ol Me A
%(Doney and Cannon 1997), 713F9] &
(John 1984), AHEAY AH4H(Heide and John
1988), &Y Fv A Al dig BRF
(Anderson and Weitz 1992), tiwe] A
33} 2]&%(Anderson and Narus 1990)% #
2 ojfo] BAE T ATFEC HYHo g 12
Hu W4 #A AFdME IHEY fAlE, #
o, AdE PF ZE WuEY AFHA A%
(Gruen, Summers, and Acito 2000)°|4 &%
3 FOA Ze dHEY YA AA( A¥s
%3 1999. Bhattacharya, Rao, and Glynn
1995: Sheth and Parvatiyar 1995)¢ ##¥
olfrEo] thFolA gt

ol g Wiy BAAE o|83AM, 22 HopiA F
Aol AL W Ee FUAIL 2F ) o
3 WS T BT 0|3 FAAY
E 975 BA T (Becker, Billings, Eveleth,
and Gilbert 1996: Dutton, Dukerich, and
Harquail 1994: Mael and Ashforth 1992), =}
Bl HoldlME  Bhattacharya, Rao, 23
Glynn(1995)7} H&o2 SYAE A8|AF abgelA]
AFsATt o5 AvA AM FYAIE A

ZUSHT M3 1A M3E 20024 6%

iE SHM T ojrTof ot FY

H 5 HYE ik ¥ I FHE e
A& A3Hog 9y A8A vdgzAQ ¢
89 Wugd s B8 5UAY APALED g
A7E A o] ApolM e LA Eo] H4lo] HH
& 229 Yo, T AT FUAPR 7t
Astn, ABA  FYA ol&(social identity
theory) & 2AZ 239 AF FHY(NZE 235
Y. Mu| 2o i 7jd LX), 297190 54 (g
719713, W4 9] R4, FArRA Y] #f), |l
Ho PEEH(HENE, FuE)o WHEY 2
2o g B 4EFE Fohe Ae AFHAT
Ardge] oatd NFd 2YEH, Wuiqg 7L,
R T 239 Mujxd o W ES JUYdA
Axe YA FHAU(+) 9L Fe i, #
Az2d) dig Wy Adze YAl FAHA(-)
dBe FE Ao JENT F B Eo] 23
7" A& EW(prestige) 22 A\ 25t we} 1
23 dFZAd &l AFE A B (benefit)
of grEgtel wrel FYAZE A8A veldtt, ava
£ 08 ANE BAEn A4S A7) 9
8 AEL Foistn(Belk 1988), EWE e 23
d4E FUAE B8 AL ZsAE ¢ 5lov
(Mael and Ashforth 1992), Z3¢| A& dl
8 BEE-E FYA O E ARk Ae|th(Hall
and Schneider 1972).
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t3 sk, ol ta Aol HEFo| Wotds
Z dwgo] 241E Y& Fdd Resin &4 A
A Ade WA 2AM Fosiele Adxrt 2 n
(Dutton, Dukerich, and Harquail 1994), |
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W 279 B4 WA g 989 PFH FY
A (identification)Zrol #<1 &2 FABAZ Ut
(Mael and Ashforth 1992: O'Reilly and
Chatman 1986).

e 519992 39 AHAEY 23
of i FUA g 97 At A7EH
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F B0 AL 4FE FE Aoz JEy
1, F9Ae 1 23AFe #AFUY TARE
233 4L vAe Ao HHAAN FLA
2H) 2 PFe] Fad 2FERFA S HIAY,

T3 FFE, BT 2 485(1999)2
£¥ 2 ulFgo] 2u|ate] 7195 YA v 9
o] g 478 B8 9H9 HFux, d9 o
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g2 F3 o|& B 7Ige) dF FYA FHA
A 9%E Frhe A& Wi

olggt ATFES AHAZ FHAdE FYA uiF
Mdol FUUEY A Ao Ao gou,
gdoz uA JgdHe FUA #AV} F8E 1
AqA Agoz g€ 4 g

4. el mAlet Ay &4

Be A7Eo] AfuAe YERoe 71E 1A
A& 728 w2H(Benjamin 1993: Pritchard
1991), ARHReY vF 92 a4{A] @A
(Rust and Zahorik 1993), A&AA AMHl~ F4
Aol fizx= F2E<A(Bolton 1996), FF x|
g M| AFE(Zeithaml, Berry, and Para-
suraman 1996)%% 2 tiekg nlAE FololA
A7} =3 g

792
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Bhattacharya, Rao, 283 Glynn(1995)&
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E U8 deadsy 47t $S5E FYAde
A9 9%E Frie 297t Jego

Bhattacharya(1998)= W43 &) 1995
d olF ATl Al dEH JUAXNEE TAR
Wulq] o] %A YAz #do] Sle
A& A7stAct. o] A7l 3k frEId K
Aol Av|abge] A7ule dE WY B
Hoxd d%E F= APUsFE FABY(HE=R
AFge Wulg, 87 AA), 7RISARNHY &
Z, 94 $E9 ¥, olsdAde Fo, A4l
711713, A7), = BE(EQle] i@ HEA
Z, A Fd)g AuEsit, o] A7 AR, 3
A7H713E, olsie Aol Fof, BY@e] AEA
F s, 34 BTl ZFE Pug €F
=g B¥Fe AoE YgHTt

o] 571542 W4e] AFsle U o
g HE, 234 g3 7ld 2= 23 dE 24
Aze WuEo] g 2 I & F7ld
uel 24 Jdeid ¢ ke A, Aol 3
A duigel /T AIRES df &8 Ik E
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22 Levy(1993) Ww4a 2L 7Y Hed
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Ashforth 1992), Z3d i3 t& Hz:s 2
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o] 82l 7ol 3o wWwzA U Azt
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o @ &£V FFAA BA} e Ag
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of e AFE Bl EYS 9, B A
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A 828 UFR, IF AMA 849 4% &4
of A B AN FAEE A 2HE
FAch. Mathieu$t Zajac(1990)2 Z2o)4 1
9 OAREE FAY] AEE o2 F/ANY B o}
Yz}, Hackette, Bycio, 228]1 Hausdorf(1994)
€ ARt wE o] Wit sbssitia s
=, M 2YL AT V19 28l Wwddd) v}
Ahde AT £9F Azt PPHTE
ZolBE wivly 7I5l7Izte] A4E 37l o
A 7ida BAel AR QRate vites @
By 9L M F U Aol

E3 Iverson® Buttigieg(1999)& 23 d)A 9}
AAZIFE 220 dF A|HE Ezl £ 7))
22 B F U2ER AN&H EYFH FH(+)9
BAE Abstn FHAT)

olF Tl 7Ii7Izte] Y9 AtAl A BF
o 4L FE 2R Jegou MydrE
(Bhattacharya, Rao, and Glynn 1995:
Bhattacharya 1998)9 ¢ #8394 24
Y980l AAEY Satel wel uE Yddn
AT 71t Ang S A&, v g9l
B W4 A5 i AYEtE W4 g o) 8
3t A grlgte AlelE 719)7izke 2 A e
2 781713ke] Avta s 3YEQ Alo|Ed
g AN fAE 2] Py, asEeE B 4
TFolME 244 B3 e dle 93
go] gl Aoz st

A&H Ede] #A SlME 7191717t &
g M A&Hoz WY E o] 4dtn sle A
L2 E £ YoBE A|E o)gg ¥ o By
e Az HEE =7A] & g Ed
B8 71517130e] A WY & fAEEE A
&3 294 9% FA e 4 Ao Addy,
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F3, 771 FYA #AlG UAME A
353 #§FA(1999)2 AL ol&de 7|7
Z7184E 39 Eiu 7kx 5§ A9 Ze
2 PolEole HH T Bl 2T QS FEA
A2 F Qldda Agksln ARz FHaAh
e 2AATFEANM 2R JRIG 713 A
Al FYAY #AE AL 2¥(Dutton,
Dukerich, and Harquail 1994: Lau 1989),
Mael® Ashforth(1992)& I&7|%9 ZJAel
g Aol =AY 5B YA FAH
ol 4gS Froie AL HAFUT wEH 349
5 e 3 ATk I97Izte] FYAY 3%
Al 9L Fdve AE EAFAUAY(Bhat-
tacharya 1998: Bhattacharya, Rao, and
Glynn 1995). 23 $9Ae 7FAHKLES A3
3 #F L B 5FAH UL Zo] vree
A2l ofztelr] fRo, 289 T8 /1Y HYE
& dFoz 719 AlelEd] diF f&e 7))
7} oty BdEeg 17| 7ke] SUAlY) 3
S FA 2% oz sHsist watA sKIZe
& HE Edent #AE Ztn §l7] wEol o}
o} Z2 7Hd S AR HAU

H1 : "w4el 719=e] e 7130 245 8
T 71 i3 (a)EAE BY Ak
7+ Aol

2
o

(2) AlolE A&NT 2 H&A2

gREel slgA 23] G HYFEM AN
E9 AAE Hristed v FENEe dw4e
A3} #AY EA2 Gruen, Summers, 123
Acito(2000)= o9 ¥ FdEo 449 o
FAHE de A4S 1 Jde 239 vt
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AL F4sdch. oy el Aol
E9| A% s FEWIETo R W4e] AL &
deprlole el leng e 3 43T
&7k T2 A4 FE Hrisrl2 it

oldl e} Mowday, Porter, Z1&]lx Steers
(1982)¢ ZAo} g AHES] BALY E99
AMAQ wale] AAE FHINN, #HYH BYF
Fo| Z7181E o ¥e & FAUEE ol
1 sk £33 Allen® Meyer(1990)& #%
Z3o|Mel HAYo] AWM HEHA =77 4%
W] H2A 8T8 FEAHLEN A &
o] Mgiez Agdctn YEdg 1B g
F AlolEol] thh HENE g P& 7o) BESF
E &2 23d g AYe] FAHEE Y &
o] Frgttn & & o

A&d U FA oM 2} FE
dr4]S g4slax e SN € HEANTL
A0 gk AHE B2 E 4 A a9Ey
g 159 £ 3437 8 Fr15oH
E AAYE #2¥d 28ER FHe 2 HE
Aol BE4E w4 olgn #Hso And
Bl 42 o & Bo] wrA B Aoy w&e A&H
89 Z7HE Ao,

53 A7, aeln A84(1999)L 2¥2
oA e @ Aol FdFHe HENIL Fof
AW o Had g 2o A& AAE Flo
3, Ade]l 2 A A&H0] gitke Aodol
oE Add vg o we d4E ¢ dda &3
. & ZA7e HZFo] Bolds4E glwiEc 1
E8 E4 289 WuEM ARNES FHAE A
o] Z7Hgtt. (Dutton, Dukerich, and Harquail
1994) oA Mael® Ashforth(1992)e] ¢+
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& E79 #Adqme @AgITE Ao #Wyie
o, Bhattacharya, Rao, 8|3 Glynn(1995)
T HEHY] FENEYG FUA FH(+)e BA
7t dde AL BAF. e 2Rle] 3 n
oA ofFoiA e HENEY HEAE 1 A
olEd] dig ¥dF9 =93 HYZS Yetle
WA EYde %S ¥ £ & ik

g APEFES B ol 22 JHE
AR skl =it

5

H2 @ wivigd] 7IRlEo] Ue AtelES] H&R
=7t BESE A9 71l uE
(@A&d, (bA8A Y B2 () FYA
Axe 74 Ao,

H3 : g 7Rl e AloEd] fRE2
T AlZte] 445 A7 71 i
(@AEE, b)AEAE Bd 2 (0)FYA
Ao 5718 Aot

(3) 444 #A8F

Sheth¢t Parvatiyar(1995)& wWw4lel H3
Bad ZHes ¥¥d5E dusin sled, §
dygoldt 2o =L F F e AEH Y%
& Tk 23 A7dME 2o AN E R
e Y5oas FHYY AR dREL oA T
a5 o8 BAA 4 e ddHoln & F
F e PFed 2AANYFo 2 PHYFE A3
& tHOrgan 1988). E3 AMu]AniA|El Fold
A Zeithaml¥} Bitner(1998)& Mul2x A FojA
Aol Ao g, Bl Jdste FHAR
A, 23 AYAEMS] &S doia Ex o
02 nHoe] $84& AT & ue
F8o] Mu|xg An ¢E AT ZHAY 2

ZYETR H31A H3E 20024 68

Rade 1o &7t 259 7FeA €& VA
e Zelth old wat Gruen, Summers, 1
211 Acito(2000)+ ¥EYFS HE/ Y9
AF, Aulx, miAEe A4E #od Wwge
Fz2 Aostm, oy FYPFH Y &Y
o] #AE Agtairt.

3 #A AFAFENM MacKenzie, Podsa-
koff, 712111 Ahearne(1998)& #rjge] &9
Yo digt B9 FH(+)d d¥e @A
o, Mowday, Porter, 12|31 Steers(1982)+
Z3d 48 Age 239 dE X3 4
& 7)Aol Ailge odH AE FE1 Frhe A&
dollity, Mowday, Steers, 2|3 Porter
(1979)& g7 sl 5717497t A 48 ¥
AUES AF 43 =¥E 71 go)A Ha, 23
A BAS OA H7] WEd 189 HEA &
43 E9o] 37tEtn A ey §Ald 1
A AFEES 25A A oAl ARE A
g Q7] Wi A& ]l gty
Atk 2ypg gogd FeddFo]l & Afel 9
4o} 7igislo] e Ale]EdjelA oe] 74x #H
g AFLE = A HERE =93 Rt
5ol A &40l /TR £ F Ut

ay AqE8E e 23 JHAE ATE 5 9
HAFHQ PFoz Jehde ¥ &3 E9
ojge| Mg AZH HE2E A He FAF
Aeld AAREE Fodrt. add fEd
o vl&lN FaIHAS FARFL ST FolA
Ao g olfole 747t Byl wEd A3
Bilole 4&E FA ¥& AL HoZY,

Fo gz TS FAA JANE O'Reilly
¢} Chatman(1986)2 F¥A9 4% 9 HF3t
of fofgt ARAA, F AIFE] omE 43

e rlo rir
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o|zul - B3¢

AR WA g P%d 94 BA dEE
9rslWitt. Bhattacharya, Rao, 2211 Glynn
(1995)& olg ZA o9 Tt HqBFo| mz}
A 59 A¥e] FrlgezA A4y zFd g
Yz Frisn, aestd AWEY FUAE %
seade Fojth, F, AlA FYUA o] w2
H, AFEL 389 olodHE S YA de BF
E3 249 olo|HEEIE Y FE AL XY
e B85S Adste Y] e Aot 19
B2 Zeithaml® Bitner(1998)7} 214§ #¥%
HHOo R HFstn 1749 HAE ISrissiEle =
g 4] ojg} d@HE ot}

et HPAFES B ol #e S
ARsHA A

H4 © Huiglo 7I51=o] Qe AlolEd] HF 3
A% %ol BETE AT 7Y A
(a3, b)A44 294 2 (FYA
BEe 5718 Ao

(4) 29 2 YA 2AHZE o] BA

IANE e FofAst dejAzte) Azt @A
AR ot gnjg A Hed, ole 719l
A BAH BRe2Mt ol Ader Hot
AFUALR AES 2 AAolA %2 9 7%
A g o[€ T 1A 9 AF F& BY=
7k obiet Z1ste BAE AU o of
358 7K 14¢e o g2 g AT, B

w2 7142 AR 7kl dlen, tE A
F4 MHAE FAE 71HE ZAER, 394
TAE TR ohEt A2 nA4L HHn &
dete 94EE A B

796

S R Y T B e i #

Berry®} Parasuraman(1991)& #e 43
9 7t T QT FAeT. o9
A B2 ofd &H|A7E B3 Bl o
I=E Ztevt dald @750 Bo] o] oAt
o|FR #A i ek EHEE B e
€ 35U FAe 2@ ¢ e 28 A
£ A% e AHE SAE] A dides
A £ APt Aelti(Morgan and Hunt
1994). 2322 Ed& B3 AEL 4ix§
vehd # dx, 2AYPFATINE 99 3714
A9 AWy A FAA BAE WY
(Allen and Meyer 1990).

£3), 2493 E5e A7l dig F3EA F
NE ojFoz ¥YAH7] Wl (Allen and Meyer
1990), &4 FHE ke §F AT 71l Wd
JIx2 o]ojx)7] 4},

a2V A& B9 A4 fEddAd g
AYATENA 9] HAFE A B8 &
T W7 HEe F2E 5] Y8 FrlRAdE
AAEE AEdchn Bt} ols} Fo] A&A &
e o dugdez ARE o R AAd
H]8Qd], 222l AlolEe] FRIAYL T A
Ztel Hlgo] Qith. a3eE B dApdMe &3
o] 2220 WSo F o] ofe} EEH
ol B4 A AAE wy] wio, Bl ITAHA
&Aoo AMGaAY ERlAA 33 TRk
AZE Jellle dikde 98¢ F2 getn
7FR st

H3zo] tig A 2949 BAe tid £9
g@d, & 7k P WY /A8 EE 2304
7= FYET F3te] B} & 59 YFe 1
& oA 41, oJFe] AY A WF o
2 FEY FHod FYYPEE A dve Ao

HYBHT M3 1A M3E 20024 69



2ol Hmgol UM Uxzte} B BshM 2 ofETo) ojxie Y

o a2y Meyerst Allen(1991)9 = t& &
d& o F7e] AL Foqud 2Fe tial ik
1 PBEE o FFHI Wi JFe
7189 YFoz BAHA Ygetie Aot &,
THAE Edo] Wy 1 AAd dE o F-E dol
A g3dve ZAEA FE9 FAZ QU 4%
=9 ouj #A% 7HEE] ook Aol
E=Z 71l i FLAE 29, J1de 4T
o] A HFANE AR ¢ 7] "HEl, 714
2 A8 A3z =F{T B o 719 o]
& Al AAY AZste & AT 7ol W
fz=g YepiA 8 ZHeltd. Bhattacharya,
Rao, 281 Glynn(1995)& AHAESe FYAl
b FAAYD FREFH 2ol 7o) vEe AT
% BA7 A Rolgkn FHHH oM, Maeld
Ashforth(1992) &3 ZHAS digd A7l
A FdAe 1 gug FH AEENA FRIe
5o A dA L Fmel A AFA A
d7tel 2 #AE WY @8 AT 2

N

o
=

g %
=3
2

B3 485(1999)2 719 g T =7}
EETE V1A W 234 THEE 2 71
e Ao FEol F7HEE WY

wetd dgdrES i ofdd #e FME
AaA =

H5: &3 71l dg (a)#84, (b33
9 2 (0B F20] ®¥E5F 14 Hi=e

F7h Aol

2. ATy

el AAE dFHEES FREA Ve &
el Wulg Tgo] B0 MZHA AgH FUA
o i 4EE Fa ezl 71ge 2 of
3% oY FYE FeAE Lotina (¥
D3 e A7RE S A&,

(38 1) & 979 d7ey

ZAHBHTE H31H H3% 200244 64
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ojx - 379

V. iTdgE

1. E24A & Xe+E

2 AT olFEAsAe 22 Hugdl 714
Ho] JE 349 §3 1949 jako] P 9%

< PHetun stmg, $HAEC] A FAA
38 ol &3t glewA UEUE o= FE o
gote A AAZ oo H3He Jdoz ¥
AES AAZALY REOZLE AR,

AR EAL A3 F85%9] AEMT o]FEAUIA
9 229 WAy 7MYt 62F2 JISlEel 73%

2 veht, 33 7IKiA §29 E4e §lg Ao
2 Az 89 dutstE ndiM AHY
o] 8218 Yoz FHHA U Al EAFolA
AEAY AEZALE d¥std e HAHwww.
kissnet.co.kr) & %38l A5E F33A.

8T AEZA}L Alo|Eol = A HHe dde
2 emaild F8 H4EZANE 2AsE, A F
A o8 F dFY BE AT oF UHY
& ol gste Al FAM, T BEFSY
¥ (random sampling) & AH8-dted Mo A
AZAL ATE 7122 dto AEE HEANE 9
H 8¢ B SHIES Ao, SHd U@
Bgog dF Y] AlelimyE A& FUct.

798

(B 1) Bl Uiy BA(EA00%7IE

011 93 (27.4) 13 (21.7) 106 (26.5)

ol & 017 59 (17.4) 20 (33.3) 79 (19.8)
oAt 016 98 (28.8) 10 (16.7) 108 (27.0)
Aulx 018 22 (6.5) 4 (6.7) 26 ( 6.5)
019 68 (20.0) 13 (21.7) 81 (20.3)

4y B4 227 (66.8) 39 (65.0) 266 (66.5)
Sk 113 (33.2) 21 (35.0) 134 (33.5)

20A0] 3} 14 (4.1) 3(5.0) 17 (4.3)

Az 21 - 254 105 (30.9) 13 (21.7) 118 (29.5)
26 - 304 147 (43.2) 25 (41.7) 172 (43.0)

3140 74 (21.8) 19 (31.6) 93 (23.3)

A2 101 (29.7) 23 (38.3) 124 (31.0)

7123 38 (11.2) 6 (10.0) 44 (12.9)

d+3 23 (6.8) 2(33) 25 (7.4)

A4 24 5(1.5) - 5(1.5)
14 5(1.5) 2(33) 7021

e (¥) A 122 (35.9) 10 (16.7) 132 (38.8)

71} 46 (13.5) 17 (28.3) 63 (18.5)

AU B3 M3E 20024 68




2eel duido] AT YAYe tiE BeiM Y ool alklE YW

AT 2% F 43179 dEo] fudHe
o, o] & dEd 289 A WA %2 £
A4 4+E 122 AARuEIY), F
40079 zgo] W EEe 54& B 2a4<
A4 7RIz 2 ETRIAY A4S gAR ¥
A4 94T 24 wHd kA 340%
(85.0%)0 @AHXAT £ AFRYE EMeted
o] &R (R 1) F=2).

ZAE? AA 40089 FRAFAM A
340722 85.0%° 93 AAzAL Ao vl
< Bug JRIES YEIT. ol 22U
X ZAZL ool F7] W 71gAoz AE U
A BARrt 2 o 8AEY ALE godn
£, ofFFejolst ZAMEZIR KRC-RI® 3%
ZAtd ot2R, AHU AR FAZTS 200
d4og djolde ndHFo|dA gHolE
ool &¥tte 23 (v171998.10.15)% £ A9
SHA BAol 94 dBAE Her

2. 7ol =AY Heolop £

1) JH4 54

Ay o HAPAFoA AmE uie} o] wy
4 BAoze d9 23Fd A ¥ B8N
(Bhattacharya 1998), #a #wlel 71984
(H3ls3 %3 1999. Bhattacharya 1998:
Bhattacharya, Rao, and Glynn 1995), W4
o tg #FEA (Bhattacharya 1998: Bhat-
tacharya, Rao, and Glynn 1995), &3 24 2
Mulze gigt EH(BEsH @E 1999
Bhattacharya, Rao, and Glynn 1995)¢ ZA
WA Bz o] & ¢ glem, 7 HI29

AYEHT M31H H3T 20024 68

W4 479 Gruen, Summers, 83 Acito
(2000)8] A% =4 FFE HA (retention),
#of (participation), #¥¥F(coproduction)
7 E Bn 2He #AUY =HEd ot §
Aol 37HA] A E B3 ol #e Wulg #HFo
gL FE AoE HYY. o WFEL W4
3 AN BAAEE JeEhiFE 2EAY
AE2A A A Ee Edl g 9w
dxgte AoltH(Gruen 19950 Morgan and
Hunt 1994).

B A7 A% 7129 HIAFEDE g8 o
2|29 nAd] FAEL Fu Jlon, EF x4
ANE FEof g FEo] o]Rejz)x F& o
g 78 9AZ 29 &R WAWdE 71
o2 37 Wi /Y5 ¥ Y5 dud
HaF divio] A& sbesict

agstd YEANT PFEAT BdE HeF
7H471E, A&NE 2 FEAT, AAE FAEE
9 371K £4& AR RrIE B

(1) W4 719171zt

Helg Q71T A, 7@ g # A7
dX AHE AMH<EA Bhattacharya(1995) 2
Bhattacharya, Rao, Z28l2 Glynn(1999)& d&
o) U ez 2] Wi UEE Y
3o A 71 ARE AMHEIR oY, B dTlMe
SHAEC] AH ARle] T o] FFAHAL FuolA]
o 771z d _AHEA) € AAYEE AL
o HZHog JYsa e

(2) AHUE L P&AZ

W4 S ee H4d7EY 25 23 °
g 71T gt HENER AP 28
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olzul - BFY

olel EAAY H&ulzgoge gy AL JdF
sted 77t don #dale, FENs 3 13
A& 5 A2 R 4F EHIES
st A9 2 AllE AHslee] A5
AR ZAL A3 dFdET ol FAs AL 22l
Aol B8] HENIErE 1)kl g5l 50%8 3
gate dFHE JeiAr] HEd, & 2Ade
AEAE 75t de9T A= FA&N
o =9 13 HEALS AF 94 FEAEC] A
A SHIAEE e, 1Mze] de A5 £
A= gibslo] LAY,

(3) 443 AAYF

AAR FAYEL F8 HYA9 BAF Ayd
79 A% ZF g 7I§F(Bhattacharya,
Rao, and Glynn 1995), WW4l& eljidA A&
2 AFE Nx 9 A3 FodEF(Bhattacharya
1998) & YadAQ Wz ZPsided, & &
TN E ARZALE B8 o5t 2l Wd4
7RI i oAl & & e 8F F A
FA FE 17K FEFARUE Fo, AtAt
g A9, FEGE, oHE $X, &YE o]&, 8F
Az 2 272 97/4e], dael/AYE o
2, AANS o), AE, EAWIAR/CIREE o
$)02 Misld Zzte] 35 o]lfdiE ST
% 3 F 11 855 AL AAE 25
38g FHEESE 4o T

2) B4
Morgan® Hunt(1994)+ #AE2YUE n@TA

of e Atge] At A&HA AAE AS
AlEe Beolztn APt & BAEUL B

==

800

AE 21 e o] A2 FAE AEAIEE
golgtn & 4 3ed Moorman, Zaltman,
28]l3 Desphandé(1992)€ 71 EAAIA
FAEYE 7MY E BAE AR AT &4
9l uldl(desire) 22 9520y, o]F Morgan
7 Hunt(1994)8 €% T2 g ANz
o] AJg athE WolEo|n Ytk orjelx 7h
Ade BAY FAVL 8¢ Aeg meiFoE
gyt FAEYe] EAhE Ada dXEe, #
AE FA87] A A&AQ uilold B A
e #A7 Brlges A&H7E 45 d4
€ #A8171 8 BFdvhe Aot

olf g &9 A% AyPdAFelA olu] spEs o]
Alg ol AEE FEET AFE 281 W4
B8] =g £, HAsl AT

299 33L& Allerf} Meyer(1990)9) 23
e A% Gruen, Summers, Z&l3 Acito
(20009} AE7L W3 HAE oz & AT
A AHEE 8F Likert A EEo] A4 £447%
aAlF7E 0.8017301%07] W&ol o|E°] Agd ¥
g 7oz Agsls 2 d7dMe &F Y
% 5% Likert 3=(DA3 1234 gt ~ © o
¥ a%3thE Agsigoh g 2119 g
oloiA wiv4lz BHEE MY ATFEL B A
BYE2E 59 /8 JUA 2L ddez 3
A7l W2l A4 Ao g Bdez FHE
Aou B AFdME 29 dHdE ezl
719¢) wlAE A2 EEste BHAA HEstn
Z stng 2E]l uq Ao dig E]lo] ofy
g el wugle] stgsHo e 7l tE A
AA Qe BHa vge M FHLaE A
o3k},

(1) A&H Bl o] Y& BACA Al o

ZABIAT M3 1N M3E 20024 6%



2afel duiglol AN UM oiPiE EA 22 olETof olXEe 4Y

HAAE AR (Gundlach, Achrol. and Ment-
zer 1995. Wiener 1982), 23 & wu: 7 #
dE AZE & (AAH, AFA, A9A)dFel W
o] 22d g8 ze e AAR=R Ao
Atk & d7oME g o5 R Afse
HEE ZAZ Al o]FFAAM ] dEA Ze
ANA fFE T, £ A7 E48 2
A4 8o dE E5lole] 9FHE Bax &
g FoiAs} 7i9le B4 A4 vE 5 o2
A= AAH AFu| L] Jgo] Ima,
ZAAR v L& ALdAFIn AlzEY, AEA, A9
v &9k A7 2 F

a#22 A&H EY9 %% Gruen, Sum-
mers, 283 Acito(2000)8 57F ¥=F #E8
YA oid 2l wWwge] RAME 24
2 AYstn, 99 AFHE Bdsy] da) vt
e e 878t T8 (reversed item)& F
71t & 57 #E(o]FFAAY FHojx] o
B4 S o] 83kA] folz UolA &8z HA g
o ol FEAlAte] EdlolA] Wuiqe] siglol u
A "asjh Wt o] &dle ol EAsAe F
Holx] A4S A&H o o] &5 Gow Yo
A &Edolth W7l o] A EHolx] Ww4E
o] §3tA & AL olF VEAA FE ¢ & digt
of A9 fith: AA o] FFAZALE W7} ol &3te
B)atel Eoo]x] wWinl4ET HukAel Helg wE
A7IA ZEth S $RA7E FYdhe Ax=d wat
5AA=(@Ad 1234 94t ~ ® W$ 2¥d)
2 2389,

(2) 1A EY: o] BYL AgEe] 248
g =43 HYZdM o]Folxd(Allen and
Meyer 1990), =3 g AAE {AE7] 9
& A4e =94 #UzE ZAZ WnEo] 23

HYBAT M31H M3 20024 64

o thal e HdEA A A2 A o
71X e " ol EEA AL g 29 W4
of 7ii=ol A/l el zte =HA AYLE 2
Ag 2 71gel dial 2e Hed dANEE ¢E
o a2 P4 E99 A% #A Allen®
Meyer(1990)¢] =23 Aolo 4R gon
2 Gruen, Summers, 221 Acito(2000)7} M
ik 67 38 F A4 BNE AA AA" )
g2g At F 40 FEET ol FFNIA
& o] &8l AR o] HA} FHo|A 9 4o} H
oo} @t} o] FFAISAL UE AYdRT v
a7] wEol U FA EHo|AE &Aooz of
o] 1 3Alekel FAE ZE Aol ulgAsith
Wt o] &3te o) FEAIAE By HaiMs
H ye 2 ALY EHolAd g AL E fA
ok @cdn =t oY o] FFNIALE ol &3}
1 ddzgte Euele o] He Ao o7zt
£ =72 487} glth € A7t Bodhe A xd
et 53 A= (DAE 1A Yo ~ © W$ 2
grh 2 Z38At

(3) A B o] Bde FAHAY ANA o
20 2 (Allen and Meyer 1990), W Eo] 23
o da# et 3gAeR LrestE 2AZ 9
5o 22 di3 Ze Add AAYEE H9
Bt a8E2 £ dFdM e Aklo] 71giEe 9l
£ o] tid WEo] zte HEiA 4
AREE Toch ol2d Y B9 2L
Gruen, Summers, 2283 Acito(2000)9 74
A 299 67l ¥EF UM guist E4HE
N gE& AYgstn F 50 F=(Ude Wt o
3 e o]EEAAY dEAM A&z w7
% ve Wzt o] 48t e o] BB A
7t el FAE AR W7} o] &3 o|EEA
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ojzuy - BFH

dake UellAl AQAY guig Ed e dE
AFREET W7t o] §dte ol FEAB A dis) o]o}
Z1dke AE € vde Wit ol gdte o]F A
At el A g A AR et
TR/ Fdde Az wel 5HAR(DAY
234 #49 ~ @ W¢ 232 FFAAt

3) $9Al (Identification)

FEAY ML ZFo|BoMe AlH BUA
(Social Identity) ©|&& ZAZ dta Y&, o
o] ol zlo} 7N (Self-Concept)S 7HAA3 of
o|JEE] ool At olo|dEE]R FAHTE A
o[ti(Tajfel and Turner 1985). 947idlA 714
ololdElEl= FH #Y Te JASHY SAE
Tihe A, AlSY ololdEEE 4, AFH 22
ATEAN ST oh Fu, 2§, 3y

2 B3 zFdA9 W4 5& A2 vehd
T e FEH3 £854¢ o,

AHE A FLAIRE AbEo] o3 AR3A ofoldl
HEE Ze 54 Jdd A0 E 5dsidan 47
e A&zt Aoz, o|F i AlgEL A%
Ao 43E A AME delg w74 dg
£ Holth(Katz and Kahn 1966). o] /g3t &
S0 Aol 2o g FLAF AgEe] BF
Z29 Yoz RS Heoste ASIE FYA
o] 2HF HHoltt. 53], 233 FYANA ¥
o, ARES 2T FYA 2 A&AE AT
A Hx, AQEL 2AYY dEA A4S H9
84 dvhe Zlojth (Bhattacharya, Rao. and
Glynn 1995; Mael and Ashforth 1992).

%%, Dutton, Dukerich, Z28}1 Harquail
(1994)2 %3 FIANE Z3AY olo|dEEA

802

A4E AEH ANEY Aoplidel & &4&
T8 W FeHe AN AR Boig

2 a7 3%E NdE F A HYAFN
YT FUAl, HIZRE EFSA Agsin sle
} Bhattacharya, Rao, Z128]2 Glynn(1995)
9 Mael® Ashforth(1992)7} E43 FYAIE
FEEL Sled, F9Me 53234 ds 345
€ A8 1 235 $9HE Zo] vree 4ds
A BAA v, 2HEYL O 2T FHE o
B2 otz EA e 4 sicke Heldh. azls
o] Ashforth® Sakes(1996)€ FYAlel =3 E¢]
< sl d7aa, Maeld Ashforth(1992)
< AFHETE B o] F7HA Ade] dade A
£ A%

£ FUAY fsee Aold diF ArRE
Rotondi(1975)7F ¥Ae SIAA Jige|2g of
Ix9 2 YFie FEHf dhu FEY
t}. Bhattacharya, Rao, 123 Glynn(1995)
& dzxe O Ao AFshe AFolv Mula
o 7153 B4 A v, YAl ZH o
ZHR Qe HEY o)f9 BFH o dAHoo}
&7l Wi, FYAE 1 2 £ LH|AE9
Aizxd 9% £ + AL, H3EE Az
Aot A 2 LHjAHE] 2% 1 2A ) i
YA @he AL ofdEe Aol oz
ArdMe Y Hixs) HusA FEEHE )
Yoz FYANE B1, Ao 719§ o554l
Abell i FYA EBe a3t A4E 4, 2
AE 23U U EA Foste IR Jehla
A g,

TYAY] 7§ Mael® Ashforth(1992), Bhat-
tacharya, Rao, Z28l3 Glynn(1995), A3l%3
FEH(1999) A7F5olM Aol A5E 5@

HYHT M3 1A M3Z 20024 6%



22lel gl Feat guztel coli@ BolAM 22 ol Fo) oiXle ¥Y

670 FEZ AHESINCER, B APFME o 6
A FECET7E W7t olgdtn e olEEid
AL H1EE o ve 7lEo] UMt g Arg
0] Wt o]88tx Sle olFFIB e g o
o7l @ o ve FUE =2 Wt o] gstn 9l
€ o|FFAUAL thelA oloprlE wf e "7
01x ” o2t o]op7] gt}: W7} o] &3le ol 5%
ABA] AL JlARE 718 F& dolth: F&
77t W7} o] 8ehe ol EFA A WA 3HA
A B o Ux 7180l Foldch miale)N
W7t olgdte olEEAYA daiM HBE o
Ue gAF =40 EthE adE sl &9
A7t FYste Ao w2t 5HY=(OAHF 23
A gt ~ @ u$ 23he SFEA.

4) 24 3=

dsxe ¢ B4 JIPy, axd Hy2
B, & ANy AZEA Aol web(Dick and
Basu 1994: Oh 1995), & &4 3% +
Aded, AW AT FIWHe AL Foulg,
TRz, P FoR FHYE 4+ Yo (Raj
1982), €A B3 HIWHY A¢ Prlgx =
v v Ferlsd oz EFAse(Oh 1995),
spRlgto 2 o Ao AY 9y Hdzg A
&, BERe] 7o HE T2 2T & 9
ot oY@ jake] e FHLE AR f3xE, H
¥ of3x, MHA 39 01?%41*1 AHgd g
2ol sled, & 479 A% "0 2 gFAHY
< A8 23Yd ?J"H-\:(1998). Sirgy %}
Samli(1985), Zeithaml, Berry, 18]3 Para-
suraman(1996)9] A7olA A& &FF A Fof
de, TAREEE BF EFE MdozA 4

HYSAT M31A ML 20024 68

FE(DE AHdel #UAsE A7 JidsteEn &
W W7t oldte o|BEUHAE FHIAT Aok
e ©E ARFECA Wt ol §3te o] FEAA
9 F& W2 AF olopiste otk Tl
7b oAl At ZHIEHA Hdes @49 o FEA
HALE JUZ o8 Aot J]E_Fe] 27 H
HAEEE AL A9 o] FFUZALE )84T A
olth& 53 JA=(DAd 234 ¥ ~ @ ¢
agthe 33U

V. t5EY

1. Hzo HA

E d7dMe tiiBeor 243 izt A3
e dig ddAREE HAF3] A8 Cron-
bach’s agt& o]&std WA d@(internal
consistency reliability) € 1x3o.g2 &<tz
SAEME Bold 4 Alde B E}%o%
Golr ok,

1) @dard4d B4

) 12HEA

4 AFMEEE NN E Adldte FEES A
Astd, &1 Hde st $EEY WA ¢
#4E€ HHsuA Cronbach’s agt® A4l
o, oW Wiy EAD #AY FEQA 01T
HENE, 13 FEAL, A48 FA8FY ¥
B2 9Y FFo2 3] Wi AFHAY #
AdA AAHT. A #4443, $EE EY

803



olzel - B35

2 %A 24N 44 ¥ AY F T YE
AAE ¥ dAgrt AEHATRCE 2 FF).
#EL ANHozZ npAREol A7 oAF BT
& 76859 7k FAECIA Wl 2

1997), Hd& EelA 672 Aol ti ¥
AXNAY F& A BE aAF F7PF 2A ¥
3, .70 ol 7AsER AR &4 WA 9
AN F718 FEAAE T

(E 2) A77Hdd A2y A ElEty 2420

A 29 4 3 3 6721

294 A& B9 5 4 3 7187
44 29 5 5 4 8358

FUA 6 6 5 8639

NEE 4 4 3 8321

(£ 3) d77Hdd RolEy d@nt

- 3334} ol fAbe FujolA] 3Ho] ool 1317 191
29 - AMulx Z3lE A8 Awg /A7 g8 541 (4'90)
= - FAE UE Agdez JdA #AE A& .528 '
A& - Wul4]§ o] 8314 ol &3t HA%E.(R) .836 1.86
gj‘g - W4l ol 3R T, AR &3, 847 1 e
- A4 & BEAT e UE diete] A9 gl .501 ‘
- galel BA) Je BAR AR, 177
#44 - W7 ol &3l Aol diE 42%3E =7, .694 2.68
24 - Yol A AR <fulE F. .656 (6.88)
- Al s FAE fFE =74 44 .(R) 4117
- ERR1Eo] F3Al olopr|E & W Fr] 7. 776
- g9 Eo] H#E ¥ 9 71Fo] Yuy, 760 3.99
YAl | - EBRIE0 334 Wk T 9 JIEFE. .759 (10‘ 99)
- diFjolA v)HE 3 dA T 2ol £t} 153 )
- 2ol 4ge YA EEE. .683
- 7188g0 & o viAE HAHAL A&l S 182 906
S A - AF7IIEA HdEx HAALE Aol & 174 (5'29)
- B3l A71AL W7t ol Behe FAME FA. .620 )
Cumulative % of Variance 65.668%

F) 1. ()] £Xe Z ad 24 A4HY Y.
2. (R)2 FNE 352 APA % (reversed scale)d.
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B2l We{go] FUM Al ol7itE BHM DY of2Tof olXE Y

oz, BE AFNEE dstd YRS
o BE4e HFA A F8A84(prin-
cipal components analysis)dl 2| 2zt3] 444
(varimax rotation) & AMEE 8UEAE A8
o} (E 2)9] Jehd uie o] X&H £, A
A B9, YA, HE% Azl § A gEHe]
AAHAD, 8AENAH (F 3)3 Zo] 449 8
ez Fol7] wRe WHENZA (discriminant
validity)ol 2% 7/N'detdAo] FrEAT}

(2) $A29EA
14N 2398 A SHPEE dslqd 4 o

(E 4) 2 A7704 &Rl

44 29

AgEE A8 EH (confirmatory  factor
analysis:CFA) & A8t 2 dAdE 457
Ao HHPHE =37 4F AY=E Hrhp
98l GFI (Goodness-of-Fit Index), AGFI
(Adjusted Goodness-of-Fit Index), RMSR
(Root Mean Square Residual), NFI(Normal
Fit Index), ¥*, ¥o ti# pg) 5% ol&3ldf &
AP E AN FESo| FHHR AA
g9tk 2 A3 (F 4 Jehd upel Zo] FY
AlollA 170 B5e] AASHUT.

&4 FB(1& CFA)

indicators 37] — perfect

3 3
29 [ A&A 9 3 3 indicators 370 — perfect
A 24 4 4 999 | 995 | .0066 |.999] .357 837
594 5 4 994 | 971 | .0238 |.985| 1.975 .373
L kA 3 3 indicators 37} ~ perfect

(£ 5) e 843 2} AWlEE 21e| SBUAH Y

1.000

744712

&Nz (-.028 1.000

H&AZ | 069 059 1.000

#HAEF | 162" 246" 163" 1.000

+HEY | 015 149" .090 .159** 1.000

A&EY |-.038 204" .149** 115" 531" 1.000

Adegd |-.056 .183* 192" 096 445" 483" 1.000

FYAl |-.022 188 144" 088  .460"* .396** .622"* 1.000
dz= | -.044 202** 026 -.017 .354** .283"  437** .490** 1.000

F) * (p€0.05), **(p(0.01).

YA 31 H3E 20020 6%
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2) AeuAEA

gdxgAdel UFE Z ANEE HEE
et M2 FAJL ofE Wifoln], o= x|
AAE ZEANE Golr] g 4oz 4a
WAL AAsAch Aug B4 B¢ @Y

2oz 239 g Uz ol8dgen, 19
MEEe] AS 4 didds HFHoE Qs
ARMAA AR F ¢ PEEY HAgs o &
gt 2 d3e (F 5% Z2ol Jveiged, ¥
W4 EA4F 7197130 A S feFolA e @A
i) 2 A Wegse] @A Wae] MY B
g3 Bdxsle Aoz Yehde o fo@ud
Aot}

3 EXdA wH4 SA¥se 9E¥EeR
EPAL Zte Ao AuHEE $UAE OdE

AHgstel B4o] TEAAR, 199 RE WFE
& AR E B duAdyel $HE ¥ AP
Aoz ;Aed¥ME AX dolfle ¥EEA
M 2 AT NgER BHIUE Mgkl EYe
At

2. 7KdEs =2

¥ d3E LISRELE o4& A=E4E A
MdE AZHAT. B 239 AZL Y4 99
ABEE covariance matrix® ©|&8oH, A
A 3FZR2%(overall model)S ASF A3}, A
Aoz oAFEN =18.469, p=0.360, d.f.
=17. GFI= .988:. AGFI= .969. NFI= .936:
RMSR= .194)%4A4 RMSRAF fde & 4+
239 AR v)¢ A =EHUS.

(B 7) doiel B4 2t ahdmziel wAl E4E

Hla | 7Ki712HE) — HEAEN () Y -.027 - 486 x
H2a | HEHE() — ASHEU () V22 189 3.610 0
H2b | AHNEE) — 244 ED M) \EY) .180 3.328 0
H2c | ASNEQR) — $UA M) Va2 .186 3.428 0
H3a | F&A2E) — ASHEU (o) Vo3 A7 3.370 0
H3b | &ATRs) — FHEY () Y33 170 3.197 ]
H3c | &AM — LA () Y43 121 2.268 0
Hda | 3485 — TEHE9 M) Y14 113 2.065 o)
Hdb | FARFR4) — HEHEU(me) Va4 018 .325 x
H4c | 398EQ) — F9A () Y44 .043 176 %
Hba | PEAEI () — HE=(s) Bsy 174 3.451 0
H5b | A ELD () — AE=(ns) Bss 195 3.765 0
H5¢ | $9AI(n) — HE=(ns) B4 341 7.012 0

3) 2 ARASE BEHE @Y.
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2atel duidio] RID Wdze) HE BHM DY 2o ot FY

2 AFNEETY A U e HAFP
A3} ol FAE Jehi™E (E D3 (29 T)
3 24,

w4 EA3 F¥d 7 AFHHES AFE
A3}, W4 7ir1zte] A Bl i 9
Q 7Hdlagt AAE ZqEFe] FHH 2Y ¢
FYAl tig G M4, 7Hd4cE AEn
EOE A2EY 4 BF /MH dud A8
JeRA A},

Ay 7K1 e] A4E Wy ES] Y 24
F&o] 718 Aojgke AWM 19 AFZAH,
T Aol JepdA  FUTH-.027, t=
-.486). ol Wu4 7|1 FAAY SHxe
o] 94 #A7F 932 Bhattacharya, Rao,
a8l3 Glynn(1995)9 Bhattacharya(1998)9
A7 Adjst YBHA g Ao, o]
Hege 9y 7172 21E7)3H(honeymoon
period) & 27| W&o FIAUY EHY ] 2&
el A2g&E /A1 4%E MAde A& Wy

tt, =& Kelly® Thibault (1978)9 #% @A
9 7|17+ B (inertia) & °)EA = REY1 3
At ojAo] B drr¥e BAAR Rl
FAT A 1Y71T] Y EYFE F(-)
o #Al g Wae] Jeld ojfeln & + 3l
o}, o] & AFAYT} Ut FE olfe HEY
YA E ez ¢ AYATES vlmat] 2K
78 dwgdel 4% JKlel AfExn, 287 e
4l ZH3FE AEAQJ] BAFA o] olFRIA Y=
347} diFEel7] ol dA 22 W 7}
dslo] sl 7RIAEY 7H17Ite] WuEYy e
A =9 izt olFd 9L v|AA gerh
€ Aot ojRE exeRldelMe 787zl 2
A EE Eqol 4% & £ AT 22
dxe 232 itk & 4+ Sl

AlE HEHx 2 HEAT] HETE EY
2 FYA 0| FHE Aelgte /M2(AEH
29 189, t= 3.610: #4AH &9 .180. t=
3.328: FYA] 186, t= 3.428)% 7HH3(A%

—> Q0 N2
............... >H|$T—9—|Z:\' gg

GFI= .988 AGFI= .969 RMSR= .194 x’= 18.469 d.f.=17 p=.360

F) & ARATE BEIHE @Y.

(T8 7) deieEN, SU/EYAl, Doz rete| Aol et HEE

ZUAT M31A H3Z 20024 6%
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A B 177, t= 3.370: 7ZA4AE 24 .170,
t= 3.197. ¥YAl 121, t= 2.268)9] HZFEH
FAAA F(+H)9 FFo] e Aoz Yyt
ol AEFNEI} wolA, A 2Hd g A5
7} FolAam 93 EYUATY YA Fxot
718 Aolgte o8 APAFE(Bhattacharya,
Rao, and Glynn 1995: Dutton, Dukerich,
and Harquail 1994: Mael and Ashforth
1992)¢] A#e dXghe Aotk &, 7199 =&
A AlESY] HE: Al BEFE #Brigel dl
3 AR AelF o] FrHdv= Aot
AAA FAgFo] BE5E APIH g
HE, 244 29 2 FYA F£F0] M oz
v 7H 49 AFAT, AAF FgFe] #HA
Y99 F(+)9 L viKe Aoz et 7
dae AAHAUH 113, t=2.065). o]+ Mowday,
Porter, Z8]1 Steers(1982)¢] d-7olA EU€
AHE 229 hdE A8 A8 AKlEe] A"
FHZEA =42 Fo1 =93 9F 7ol ¥AH
te ddste YAde Aol v A E
A4 .018, t= 0.325) ¥ BIA( .043, t=
T76)de FreAY o] Yehdr] e AL
o)9je] Aot} ol WHES HAH FAEF
of wet AHEY Yol FMEoEN N4 =
Ao O oy A Frldde AYATE
(Bhattacharya, Rao and Glynn 1995:
O'Reilly and Chatman 1986)2] Z3}o] ¢juls
T AU, £ dFddMe AAA Fd8Fo] 3
AFEANMAY BTt HFAHQA +59 =P FL
2 348 Zlo] ot Ao HeA} o] &3
2574 EEete] FF8A7] fEY e B
Ak, T TE o] g2 Xl HlEiH a2l
o3 Fo] BFS Aoz TUANY BAHE B
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U A YrldEes Addn.

Y 1Y B9 A 8 4 5YAl #F0
578 nAddiwrt F7Hg Aelzke 7Md 59
AEA5, A B9( (169, t= 3.451), #4H
EU( 184, t= 3.765), ZElm FYA( .343,
t= 7.012)7F 24 fx=d] H(+)9 9% X
€ A2g Jght /M 5e 2F AAHUAD o] 2
3 HEA EYY AS JFE dold FHHe=
#3452 ¥ethe Meyerst Allen (1991)9] &7
Hoe, ¥4 fA35E A7 98 9%
ol B B2 $£Fog oAHEYE Meyer,
Allen, 183 Smith(1993)9 A& AAge= 2
HE vt aelsl, 28K1 A4 gld 3
Agd qa I 1Y EYE M EN
dz=rt F4E F UFS dnlste Aot

B 244 BY 2 UMY 2 dixd o
# APEE oA iz P dZxE Yehle 8
FE(TAEE, WA A ddF we A+
E(¥Fd, 37T 29z 435 1999: Bhat-
tacharya, Rao, and Glynn 1995. Mael and
Ashforth 1992)3 ¥x]sle Aoz eyttt

Vi.gd E

1. A7ef 22 W AARY

& a7e #7799 229 Hwige] B4
A7EA A R LAY AAE FeM A g
Ed vAE 9FE L

2 d7dA AAE dsbdel A AFEN
Ao NAPELS &3 2t

HYYHT H31A H3E 20024 6Y



Salel Aol FYY YAZtef oPR BAM DY 2T o| oiXlE ¥Y

A, dAREES B9 A7 43 Y
A7b aAREEd dFE F & JEANE golr
o 3 23 A, 34A 2y 2 YA
oA fzEd H(+)d F%E vAcke HE
A, 53] FYAL Hixe s} & 4%
< PAE Aoz degn( .34), 247 E9(
18), 1A 24( .16)9 £o2 dYYE FE
R Ueiyn. B 71gatdad e 14 Eo
2 A4 o]4E FHA A3V diY B
UE 9 2 FANE M & UARE e B
AvkAE 25 P& 7ok drhe Foltt
A 229 A4 7HE B ARE A
sz, 34z foAE R2F ] d8A e
A ARUEE EHEANIA HY 24 wEEE
4T Ut

A, Wug 540 29 € FYAd mxE
Gl et EME A, 2 A4 iy
A2 WHEY #3710 g ded #Yzt)
SAE 4 299 9% XA g Aoz
Uebstor. ol faHdAd dg A A
4 A7E3 vzatd 29 Ay A$ 1Y
°of AFFEL, BE/ e tAl A&A BAYA
of o]FoiAA @1 &L onjgth & AA 2
Ll 719 e 23 Foo|Ae] 4o nAn
o A3 BAGHE oJoAe o] og &
T3 A FE i 2A e ¥ Xz Uk
€ Ao, zeu A&l 2 YR F 45N
ol A7E A&7 24, A BY % YN £
ol ()9 9BE FE Aoz Jeed o
€ 3F 2z JI9EY 2l WHy 84 71
€ AAeke Aot

aeu dAY FA8F Ay M A 9%
g2 /M Aojge e 28 7y B9(

HABT M31H H3E 20024 69

11) FEE F7RIIIAT UEe] FMA 94
o 2 =25€ F4 ¥ e Jgdd o
Bhattacharya(1998)8] el MAY 718 &Fo]
U OE AlEEdA U4 sddE HEd v
T A48F AL A Ao o} v F
AgFe T8 IFER] dEY Roe AlRE
o =3 Weq 7K1 BE fAoiAe @
AR el glolA F(-)9] 4P E ke Ao
2 vetged, 2219 S44 5dE /%7
flo] 7Hlg ol tig A&HA Be)s} o] fo
AR G2 Aol #HF7IYGel s FAHA QL
7HA 7ol Atk wWebM e-mails FF 4l
¢ " 52 B8 A&$AY #A¥A) gay

& AAksE Aoldt.

2. gi7tel ol o B

AR, 7129 ARG FAE MY TN
ALEE B9 2 AEe) oA g gE Al
E(framework) & IUNZ AMg3A] ¥u, dui4]
A BEATNA Y BY P UMY 88 o
& AFdche Aol 9oyt sl &3, YA
9 A% 1 % 2FYPF FollMEe B A7t
ol fol gort AR LT A7E AY A
o 2 & 479 29 W4 38 BA0H
"olx FUAlY e Jgs dAsic

A, EF £ d7e BYe gy g
28 OfEe HT AFARE s o]RoiRd
9 o7t ok a8y FlelME oldztA &
4S oAd4Q Mdeg E A7t gigler, B
AFAM Y AFENAT 2A8HE B EYY
371 Axrt sEEgAdel gl Aeg yehge
o, Zt4e] 2519 Aol W4 EAdl wal 7t
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7l & g e Ao waA

Ax, B A7e 28] FAnAEY Ay
Fol BF dFoe g2 xRl 7IgEe] #A
oA EE gshed oM nAze BAE A5
37] 4§ xFoz AEY 28R AIEE 9
BA g4sor Exo g AFH AAHE AT
L ER=S

ol g3t 22 Are 9o¢ P & ATe e
22 ¢AY 9 FF d7Ege ANt §o.

AR, £ 47 289 WY KA 8EE
A8td Aol H AEZALE 3517] dEel &
A¥gro] ofel UEYl o] &xte] F4o] aUE
dtgsol gzl st Aoz wddEd. 19
U Qedlolghe 2e9le] 544 &RAC A
BA7E Ebsd7] W JEdE A¥Ax
(reversed item) ¥ZFEL FF A4 #UL
dgou A3 $HeR7E ERHTE RAe ¢
Aot wetd $F JeYE o] &F HERA
g A2 SRE 43 APl EE ¥8
7 Ao,

X4, £ 979 4FE4q SlojM, LISREL
T2IPEL o]4Y TF2RY oo AXNE wgt d
FAYEE = (multiple indicators) 22 A
A Reln Zze APNgES IiPTE Y
dlo] gdgEog ANelgivke Aot 2B ¥
3 AN e B AT Hald wet 3AYES
AT F AWIEES YPELE Aoy
ZA e nRAT B4 & Holol & Folnt,

AR, EdPdMEe ZAPFATUL AL EelA
F2 ol &AW YA MNde EYFH @A A
HEag Botoy, FFAFeNe EYF YA
o] AL A¥EE Aol ¢ guisle d7vt
8 F e Ao},
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oz ATFYAEL FRIYET ole fE3
ol g d4d AF7} o] FojANE TR
o HZE BN d7ATe I g43 Y9
3E dE ¢ UT Aoint,

Aslsd SEH1999), “HUA Au|ze 2AFYAY A
guies AAASF 5 viAY 3, opAgd
+, 14(1), 109-129.

ojgtdx} 71%9(1997), “AFTiAle] Cronbach’s ad) ]3]
' 9% ¥3 oA"Y, o o, 120),
20-221.

Z393 YA $(1999), “nANE Y AGgo] HE|F
= mXE A3 #¥ A7 oblE 97,
14(1), 21-45.

FFA, AT, A3e(199), ‘22 wpHe] 2z
7QEgAel lXe 9% 5 vHAY &, of
AT, 14(4), 143-157.

Ex Rl

Allen, Natalie J. and John P. Meyer(1990), “The
Measurement and Antecedents of Affective,
Continuance and Normative Commitment to the
Organization,” Journd o Occupational Psy-
chology, 63(1), 1-18.

Anderson, Erin and Barton Weitz(1992), “The Use of
Pledges to Build and Sustain Commitment in
Distribution Channels,” Journadl o Marketing
Research, 29(February), 18-34.

Anderson, James C. and James A. Narus(1990), “A Model
of Distributor Firm and Manufacturer Firm

ZAGAT M3 1A M3 20024 6%



221 dniglo) RN e OOiE SHM DY ojETol ojxle Y

Working Partnership,” Jownal o Marketing,
S(January), 42-58.

Ashforth, Blake E. and Fred Mael(1989), “Social Identity
Theory and the Organization,” Aaxdemy o Ma-
nagement Review, 14(1), 20-39.

Ashforth, Blake E. and Alan M. Sakes(1996), “So-
cialization Tactics: Longitudinal Effects on New-
comer Adjustment,” Aademy o Management
Jourral, 3%(1), 149-178.

Assael, Henry(1969), “The Constructive Role of Inter-
Organizational Conflict,” Administrative Science
Quarterly, 14(December), 573-582.

Becker, Howard S.(1960), “Notes on the Concept of
Commitment,” American Journal of Sociology, 6,
32-40.

Becker, Thomas E., Robert S. Billings, Daniel M. Eveleth,
and Nicole L. Gilbert(1996), “Foci and Bases of
Employee  Commitment: Implications for Job
Performance,” Academy of Management Journal ,
39(2), 464-482.

Belk, Russel W.(1988), “Possessions and the Extended
Self,” Journal of Consumer Research 15(Sep-
tember), 139-168.

Benjamin, Maynard H(1993), “A Membership Mana-
gement That Makes a Difference,” Association
Marnagement, 26(September).

Berry, Leonard L.(1983), “Relationship Marketing” in
Emerging Perspectives on Service Marketing, 1.
Berry, GL. Shostock, and GD. Upah, (eds.),
American Marketing Association, 25-28,

. (19%), “Relationship Marketing of Service-Growing
Interest, Emerging Perspectives,” Journal o the
Academy of Marketing Science, 23(Fall), 236-245.

— and A. Parashraman(1991), Marketing Services,
New York, The Free Press.

Bettencourt, Lance(1997), “Customer Voluntary Perfor-
mance,” Journal of Retailing, 73(3), 383-406.

FYHHT M3 1R H3Z 20024 63

Bhattacharya, C. B. (1998), “When Customers Are Mem-~
bers; Customer Retention in Paid Membership
Contexts,” Journal of the Academy of Marketing
Science, 26(Spring), 31-44.

—, Hayagreeva Rao, and Mary Ann Glynn(1995),
“Understanding the Bond of Identification: An
Investigation of Its Comrelates Among Art
Museum Members,” Journal of Marketing, 59
(October), 46-57.

Blankenhorn, D. (1998), “Getting Personal Improves
Online, Offline Performance,” Advertising Age,
26(October), s20-s22.

Bolton, Ruth N.(1996), “Linking Customer Satisfaction to
Loyalty and Revenues,” Working Paper, Uni-
versity of Maryland, College Park, MD.

Brown, James R, Robert F. Lusch, and Carolyn Y.
Nicholson(1995), “Power and Relationship Comi-
tment: Theirr Impact on Marketing Channel
Member Performance,” Journdl o Retailing,
T1(Winter), 363-392.

Day, George S.(1970), Buyer Attitudes and Brand Choice
Behavior, New York: The Free Press.

Dick, Alan S. and Kunal Basu(1994), “Customer Loyalty:
Toward an Integrated Conceptual Framework,”
Journal o the Academy of Marketing Science,
22(2), 99-113,

Doney, Patricia M. and Joseph P. Canmon(1997), “An
Examination of the Nature of Trust in
Buyer-Seller Relationships,” Journal o Mar-
keting, 61{ApriD), 36-51.

Dutton, Jane M, Janet M. Dukerich, and Celia V.
Harquail(1994), “Organizational Images and
Member Identification,” Administrative Science
Guarterly, 39(34), 239-263.

Dwyer, Robert F., Paul H Schurr, and Sejo Oh(1987),
“Developing Buyer-Seller Relationships,” Jowrnal
o Marketing, 51(April), 11-27.

811



ol - B3

Garbarino, Ellen and Mark S. Johnson(1999), “The
Different Roles of Satisfaction, Trust, and Com-
mitment in Customer Relationships,” Journd o
Marketing, 63(April), 70-87.

Gruen, Thomas W.(19%), “The Outcome Set of
Relationship Marketing in Consumer Markets,”
Intermational Business Review, 4(4), 447-469.

—, John O Summers, and Frank Acito(2000),
“Relationship Marketing Activities, Commitment,
and Membership Behaviors in Professional
Associations,” Journal of Marketing, 64(July),
H-49.

Gundlach, Gregory T., Ravi S. Achrol, and John T
Mentzer(1996), “The Structure of Commitment in
Exchange,” Journal o Marketing, 5XJanuary),
78-9%2.

Hackette, Rick D., Peter Bycio, and Peter Hausdorf(1994),
“Further Assessments of Meyer and Allen’s
(1991) Three-Component Model of Organizational
Commitment,” Journal o Applied Psychology,
™), 15-23.

Hall, Douglas T. and Benjamin Schneider(1972), “Correl-
ates of Organizational Identification as a Function
of Career Pattem and Organizational Type,”
Administrative Science Quarterly, 17(34), 340-
350.

Heide, Jan B.(19%4), “Interorganizational Governance in
Marketing Channels,” Journal o Marketing,
58(January), 71-85.

and George John(1988), “The Role of
Dependence Balancing in Safeguarding Tran-
saction-Specific Assets in Conventional Channels,”
Journal of Marketing, 52(January), 20-35.

and (1992), “Do Norms Really
Matter ?" Journal of Marketing, 56(April), 32-44.

Iverson, Roderick D. and Domna M Buttigieg(1999),
“Affective, Normative and Continuance Com-

812

mitment: Can The ‘Right Kind' of Commitment
be Managed?,” Journal of Management Studies,
36(May), 307-333.

John, George(1984), “An Empirical Investigation of Some
Antecedents of Opportunism in a Marketing
Channel,” Journal of Marketing Research, 21
(August), 278-289.

Katz, Daniel and Robert L. Kahn(1966), The Socidl
Psychology o Orgamizations, New York: John
Wiley & Sons, Inc.

Kelly, Harold H and John Thibault(1978), Interpersonal
Relations: A Theory of Interdependence, New
York: John Wiley.

Kim, Keysuk and Gary L. Frazier(1997), “Measurement of
Distributor Commitment in Industrial Channels of
Distribution,” Jowrnal o Business Research,
40(2), 139-154.

Kleine, Susan Schultz, Robert E. Kleine I, and Chris T.
Allen(199%), “How is a Possession 'Me’ or 'Not
Me'? Characterizing Types and an Antecedent of
Material Possession Attachment,” Journal o
Consumer Research, 22(December), 327-343.

Kotler, P. and G. Armstrong(1989), Marketing: An
Introduction, Prentice Hall, Inc.

Kumar, Nirmalya, Lisa K. Scheer, and Jan-Benedict E. M.
Steenkamp (19%6), “The Effect of Perceived
Interdependence on Dealer Attitudes,” Journal of
Marketing Research, 32(August), 348-356.

Lau, Richard. R(1989), “Indivisual and Contextual
Influences on Group Identification,” Social Psy-
dhology Quaterly, 52(3), 220-231.

Levinthal, Daniel A. and Mark Fichman(1988), “Dynamics
of Interorganizational Attachments: Auditor-
Client Relationship,” Administrative Science
Guarterly, 33, 345-360.

MacKenzie, Scott B, Philip M. Podsakoff, and Michael
Ahearne(1998), “Some Possible Antecedents and

HAT M318 A3E 20024 69



222 Huigio] FAN YALS OHE S DY ofETof ojXlE Y

Consequences of In-Role and Extra-Role Sale-
sperson Performance,” Journal of Marketing, 62
(July), 87-8.

Mael, Fred Blake and E. Ashforth(1992), “Alumni and
Their Alma Mater: A Partial Test of The
Reformulated Model of Organizational Iden-
tification,” Journal o Organizational Behavior,
13, 103-123.

Mathieu, John E. and Dennis M. Zajac(1990), “A Review
and Meta-Analysis of the Antecedents, Corre~
lates, and Consequences of Organizational Com-
mitment,” Psychological Bulletin, 108(2), 171-194.

Meyer, John P. and Natalie J. Allen(1991), “A Three-
Component  Conceptualization of Organizational
Commitment,” Human Resource Management
Review, 1, 61-9B.

., Sampo Paunonen, Ian Gellatly, Richard Goffin, and
Douglas N. Jackson(1989), “Organizational Com-
mitment and Job Performance: Its the Nature of
the Commitment That Counts,” Jound o
Applied Psychology, TA(1), 152-156.

Moorman, Christine, Rohit Desphandé, and Gerald Zaltman

(1993), “Factors Affecting Trust in Market
Research Relationships,” Journal of Marketing,
57(January), 81-101.
, Gerald Zaltman, and Rohit Desphandé (1992),
“Relationships Between Providers and Users of
Market Research: The Dynamics of Trust Within
and Between Organization,” Journal of Marketing
Research, 29(August), 314-329.

Morgan, M Robert and Shelby D. Hunt(1934), “The
Commitrment-Trust Theory of Relationship Mar-
keting,” Journal of Marketing, 58(July), 20-38.

Mowday, Richard, Lyman Porter, and Richard Steers
(1982), Employee- Orgonization Linkages: The
Psychology of Commitment, Absenteeism, and
Turnover, New York: Academic Press.

ZYEAT M3 M3Z 20024 68

Newman, Joseph W. and Richard A Werbel(1973),
“Multivariate Analysis of Brand Loyalty for
Major Household  Appliances,” Journal o
Marketing Research, 10(November), 404-409,

Oh, Heung Chul(1995), “A Empirical Study of the
Relationship between Restaurant Image and
Customer Loyalty,” Unpublished PhD. Dis-
sertation, Virginia Politechnic Institute and State
University.

O'Reilly, Charles IMI. and Jennifer Chatman(1986),

“Organizational Commitment and Psychological

Attachment: The Effects of Compliance, Iden-

tification, and Intermalization on Prosocial Be-

havior,” Journal of Applied Psychology, 71(3),

492-499,

Dennis W.(1988), “A  Restatemment of the

Satisfaction- Performance Hypothesis,” Journal of

Maragement, 14 (December), 547-5657.

Pritchard, Harmon O. Jr.(1991), “A Member's Lifetime
Value,” Association Management, June, 35-39.

Reichers, Amon E.(1985), “A Review and Recon-
ceptualization of Organizational Commitment,”
The Acdemy o Management Review, 10(3),
465-476.

Ra), S. P(1982), “The Effects of Advertising on High
and Low Loyalty Consumer Segments,” Journal
o Consumer Research, 9(June), 77-89.

Rotondi, Thomas Jr.(1975), “Organizational Identification:
Issues and Implications,” Organizational Behavior
and Human Performance, 13, 9%5-108.

Rust, Roland T. and Anthony J. Zahorik(1993), “Cus-
tomer Satisfaction, Customer Retention, and
Market Share,” Journal of Retailing, 69(2),
193-215.

Scanzoni, J.(197), Social Exchange and Behaviodl In-
terdependence, Social Exchange in Developing
Relationships, R. L. Burgess and T. L. Huston,

Organ,

813



oj gy -

35y

eds. New York: Academic Press, Inc.

Sheth, Jagdish N. and Atul Parvatiyar(1996), “Relationship
Marketing in Consumer Markets; Antecedents
and Consequences,” Journal of the Ademy of
Marketing Science, 23(Fall), 255-272.

Sherry, John F, Mary Ann McGrath, and Sidney J.
Levy(1993), “The Dark Side of the Gift,” Journal
of Business Research, 28, 225~244.

Sirgy, M. Joseph and A. Coskun Samli(1985), “A Path
Analytic Model of Store Loyalty Involving
Self-Concept, Store Image, Geographic Loyalty,
and Socioeconomic Status,” Journdl of the Aa-
demy o Marketing Science,
26-291.

13(Summer),

814

Tajfel, Henry and John C. Tumer(1985), The Social
Identity Theory of Group Behavior in Psychology
o Intergroup Relations, 2, Steven Worchel and
William G. Austin, eds. Chicago: Nelson-Hall,
7-24.

Wiener, Yoash(1982), “Commitment in Organization: A
Normative View,” Academy of Managerment Re-
view, 7(3), 418-428,

Zeithaml, Valerie A, Leonard L. Bermry, and A
Parasuraman(1996), “The Behavioral Conse-
quences of Service Quality,” Jownal of Mar-
keting, 60(April), 31-46.

Zeithaml, Valerie A, Mary Jo Bitner(1998), Service
Marketing, McGraw-Hill Companies, Inc.

HYEAHT H317 M3 200241 6%



22fel uigo] RUM YA iR KM DY ofxTof olxle Y

The Influences of On-line Membership on Customer
Loyalty : Focused on the Moderating Roles of
Commitment and ldentification

Lee, Hobae* - Jang, JooYoung**

Abstract

The purpose of this study is to show how the on-line memberships affect customer loyalty
through the mediating role of identification and three components of commitment which are
continuance commitment, normative commitment, and affective commitment.

The hypotheses were tested with the on-line members of mobile telephone users.

The results of hypotheses are as follows.

First, mediating variables such as affective, normative commitment and identification
influenced on customer loyalty of off-line companies.

Second, on-line membership holding period was has no influence on the mediating
variables. But the contact frequency and duration per contact influenced on commitment
and identification significantly. On the other hand, the participation activity which was
expected as the most decisive factor appeared to influence on normative commitment only.

Key words : Continuance commitment, Normative commitment, Affective commitment,
Identification, Customer loyalty, On-line memberships
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