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2 a7 3| Azshe 719 BAH o] A PFrd Y vIAE HE a9 YoM FrAcR
ZAbhe Aot ¥} FAHCE 719 BAN Yo i@ a9 Az, a4 NZ4E #AH 9y, AAEY, 28
3 PFA=e] BAE FAke Aot ol A3 2P constructsE FAHE FERIE AMP MHE2A
& 3o 20089 §RAE Ao ARnE FYNNH FREMEE 19358 AMOS 4.008 #X3qch. & 4
A U o] agdtt AA, AZd FAH xYo] 24 AAE A HY vlAe I%S AW 23
AZd #A4 =3& 149 AZE AYEA 83 A4E BAH g 2F E(+)9] 9%E vIAE AeE vy
wot. 24, 249 A% "eo] Ad Al Heol vlAle e A 2R, AZ4E AAH "L A4L
AR g9 E(+)9 982 PlAe Az Jeikd. AlA, 279 AZE @A Aol BAEY Xe o
T AR A3, A48 A4EA BH AAF Helo] BF FAELC E(+)9 9% vIAE Aoz et
YA, AZ4E AR g3t A48 ZA2 geo] #AEY mAE AU 9¥Y & A B}, A A
24 9o 4ol B A Aoz veiyt. oA, AAENT BFxite BAE AR 2%, AAEUL ¥
FARA E(+)9 9%E€ UAe Aoz veiyth A, AZE BAH ko] nde] BAER viAle 4L 2
Aol AZE #AXN Hod] o3 miisle Aoz et €02, AdE 843 Helo] nA9 YFoixd v o
B BAEYR 98 viA=EE Heg e 2 A7 dede 979 8% 384, 23 IAHRE =odge
o, Bo2 vdTd] tig o 74 AdE

..........................................................................................

.M o Aol fAE T V194 Y47 A¥E 4
TE(e.g., Groroos 1994: Heskett 1987.

Reichheld and Sasser 1990)& 71gol #A A

CRM(Customer Relationship Management) x=8& dA3d 714437 $4dde RS 3

€ AT B0 A AFM HF BE FES AFez Agsn A e.g., Groroos 1994:
wa QlE Bolg F9 Uz diFHATh. A9 Heskett 1987), BAA =3o] 7|zt nlx
AFAET AFAE0] CRMY FAHE e A & AHNE 31 e Ble.g., Y, olfA
CRMel 9% 712 a9 §A71 7194859 84  2001: Murphy 1996), 4e] AZste 71} e]
£ 7Rt AAE7] qRojct. a2, JIEn #BAAH ko] Aud AP AA sG]
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2o 71d3heRd B AFE o|FAAA 4%t

€ d7& CRMd 443 7149 #44 =8¢
o] Azstn PFALE RN A& F
2302 ARt Aot &, 14L& VY #@
AR =8g oA A3, 14e] AR 7Y
o #A4 =3 od FFE AX A9 PFI
To 9%¥E viAe7tE Wile Aol 7199 4
e TR AFAHHRE Jepdol AT &
AFoMe AT AR 249 PF
TE 4390 & 479 B3L FAFeE ud
# 2 AA, 7199 TAR o qF nd9
A Zro] mAe] At FAH HYo] oW F J
€ HAestE AT, 4, 249 F 7R A
Ztd” #AR WY, & AAF Uy AdeA
Heze] #AE AR AA, 249 AZE
TAA HYL A9 FAEY uF 2
PAetE ARG, dA, 19 BAEYL 1
Ao] YFoxol AuF FEL A ertE 2AIG
o oA, 29 AZE dAA HI A4
24 Ao A4 HY Foll o= o] BAEY
o o & 9% vNeAE AT A4, 1
Aol Aztste 71Ge] AR ¥ u49 @A
B4y AN AZE #AA A9 ojAgE
< AR, Fo2, A4E #AF Hddy 14
9 YFolezie] BAA HASY wAYEL
2T, E A7 7199 #AF =83 7194
Aol BAE 29 AZolN dpeie o] Fof
AFoM AS7A BEARA g FEES AIH
o2M% o] Eok9 o] (understanding) F3°l
FHs9 volr} o] 2RE ARA AAEE ATE
Aojt,
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olstal - xE

I, Ol&% uiA

2.1 CRM2| 748 - #YE Z2AMA9] B vs.
ZYazZEYo =230l 2N

CRMel dig Asle 7197499 Z2M2(busi-
ness process)2 Hie AZF HFHYAITEY0] =
2% (business software program)o® HE
Nzte ¥ /AR FRE 4 9t CRME 39
TNc2 He BPLE BA0HHE (relational
marketing) 3 Zo] RAAFE YYo 2 d+ v}
A A4 (marketing concept) S ZULE Fx
A}, o] Ade B2 T AfFArte] 714
Al oM FAAFES A9 (trust), B4
(commitment)® Z& 734 fdl(emotional
bonding) & uWehlle ¥FEoH (Berry 1995;
Morgan and Hunt 1994: Spekman 1988),
#RH fue £F0] oML E 2 142 FH
(Reichheld and Schefter 2000)4 A4l A)
AR &9 #2(Urban, Sultan, and Qualls
2000)¢ 2 A#E &Y F dde Aot 3,
F ARG A71AQ ARE B 2AEE &
Wk FA4E 3, olEE ARF st Ak
e A2 Jeidte Aot

vhd CRME ZA94ATEYo Tgadoz ¥
€ B3, dol" rlo]d(data mining)S 3l
AALS] A Folv Mul2E MY F Foig A 2L
89 24E¢ 2Asn AW N19EF S 53
olgdA ¢ Re& AFo Muj2g Hdfste A
€ 7Z¥d(Barnes 2001). °lg¥ Asd =
d Aze] #Ade FFAA fd glo] FAHeE
7149 Boh && & 93 o|FoF ot}
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CRMol Dol gEeisol oixie P8 DAL XIZE AN B BARRI oPhY Ag

S R

getA a4 FAolr Bt welA A Atk
1 EQE olgtx ¥ & stk B w8 7IgH
%2 297 98 29 FA FegFe AP 2
727} 7180 Hul, e A fde nAHA
%=tH(Barnes 2001).

CRModl| #§ 7|ZFHES AYEYH CRMe #
ez HEsld daMe B8 Fo7} o]FoA
2 %31 e Aeg ¥, 13y CRME @
o] 2ZEYZ AFE o 24 AA Ty
T U AE5E YS3tn ¥ FE AT A
Qo] 7Igi2e] BAE FHtn FAEI
3t F7l(motivation)d] thalxe AY @& &
+ #1cH(Barnes 2001). °]9} ¥} CRM<S A%
ZEA2E e Add w29, 71dLe Ve &
2 g4tz 249 7IXFZ(value creation)
g 93 NPD(New Product Development),
SCM(Supply Chain Management)3 37 CRM
< 439 (Srivastava, Shervani, and Fahey
1999), 1AL 7149 old¥ &F5& F3 Y
& Az 3 (Gwinner, Gremler, and Bitner
1988), Z4A ful(Berry 1995: Morgan and
Hunt 1994: Spekman 1988)8} 2gEl& 34
(Reichheld and Schefter 2000)37] wj&dl 7]
el FAE FHn FARL TE & ot
et BAFER FA9 Figte FUAM &
W CRME Z9T2AAE Re ZAs)7) 2o #d
g Aoz Aztdd,

Srivastava, Shervani, and Fahey(1999)«
CRME 7199 dAzaAAg B3 "a4g ste}
sz, aAANNE Fxsn, nHBAE FHL,
7198 AFol g 2AE9] AZg FASATE
RE 299 #F'oz EYi(broad), FHF
(abstract)2.2 AR ed, & dFedre o

ZAST M327 ®5E 2003 108

R A e AR R

g9 A t2A Vi) /1EnAY FAE
g8 AAse VAR =¥z s
Srivastava, Shervani, and Fahey (1999)¢]
CRM 7Aoo 23d o 7H4 5&5L BE w1t
AREFTEDR SEHe FEE0] Egted va,
CRMElY E5¢ 8%F& 7|& 249 /A& A%
AAH =89 AN & ¢ 7] WEeld. &
AFAEL CRME AT E 9% 7149 94
AL /Esista, CRM AZEYoe 7Y
o] nAFE e AN ZBHAE FYiie H =&
% F F e ET7(oo)E BEE o] Hy AH

g Zojgtn A4t wehd 2 AFdMe CRM

€ 71& 34BN E A% V199 AY ZEA2Z
Ve 28 E e,

2.2 opAEoiM CRM2] x|

A4 83 o]fA1(2001, p. 74)€ CRME ‘14
geldl YA 845S a4FHeE e, §
3t nAYEF S NAFLEN, ndite 37
AQ #AE F&3n /1YY A9 HE AL
71 A% AZE A9y ojgn P, ol
9 Aeld) w2® CRMS 2AA %4 (customer-
orientation)# FAIX 84 (relationship-orientation)
€ 2o RE JJEFO] ojFojAck ke
A¢ 9ugt, a3y, CRM olddx #AnA
B (relationship marketing)® #o] 17z #
AE 58Xk /ol AP 19839 Berry
(1983)7} Mulx wiAIY) FofollA BAwiAIR o]
208 Hgo2 AMgF(Barnes 1994: Gronroos
1994) o|¥ #AAEL niAY Fopl F88
d9ez zAggn Jdo. CRM# #ArAELE =
F aAAgd TAANGA S 2% e A
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dr FEHE AT HPBY o] /KA(2001)e
BAvIAE] A" FAE Zx2F AdAY ¥
& CRM< nA3le] #ARAHA o] "HAH o
z gdg Adelgdtn FEIHAG. 13y s
B9 dun Yol npHAHEEE B oG
1 E o, a4e FAuAY ¥5H CRM €5&
F48A A Aoz B4 & Atk "M
AAvA Y #dd AFAAES CRM dTolx
adg 4% 5 U Aoy, & d7dHx #
AvtAER CRME FE3IA %¥2 CRMolge
£0l & AHRBEE ).

Ale RE g IATFE Fe Ao Fre
FRAGY &9g A8 Gronroos(1994) =
aA@A T} ojn] 2 AREH EANUD Aol
g2 g3 (Berry 1995). siAHclge 87t
AHEE7] AR olARH AIgEl nHARY AdE
Zra QI %ol(0]8H4] - @43 2002), CRM £&
I goj7t AHEE AL I dolA Wt 27 AR
B CRMY /gL A3 A2 A4E +
th. CRM2 ¢33 qz¢ Adez 28T Ao
ofJgl 71gle) nAFEAEC] 22 AEH AR F}
2 " @A F840 BB M2 U
g #astd Afdeg R74E Aojgn & 4 3l
£ Aolt}. Parvatiyar and Sheth(2000)€ CRM
o] RZE T E THE FAF AFEAY W2 A
BEA71€9 #2, 7IY9E9 TQM(total quality
management) £¢, AeH HEY #A Y =4,
a8z QY Ao A% 2UHY 384 U
F 5 7IAE AASR

ANZ@7e Wz Q8 CRMSY 340 UF
- HEA CRMe] wHAEN AAste Aol dig
B} o]Rojx)7] AFsgt. &, 7Ide BAA
g4 gFo] "N AR e HF AP =
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oj7} o] FojA Aojtt, ojd] AN A F 7t
A Mz bg A7t ded, shve CRME %
9 /dez #AsH CRMe] & niAHelzhs
ZAgjoln) & shtes CRME viAEESY 9%
2 BE Y99 ZAso|tH(Parvatiyar and Sheth
2000). CRM< #99] 7/deg #Nste A+A
2% Gronroos(1990, p. 138)7} &3 ejct 1
£ Aol nAoly thE HEUVERS] #A
g 723z, A%z, AT Aoz A
€ °, olg|& oo w2d nzel #ARes
Z oY Aol diARE AR HAE T
231 YA o FHSo Fotn & 4 3l
th(Parvatiyar and Sheth 2000). Morgan
and Hunt(1994, p. 22)& “@AvAHldE A
A BAE &3z, RN, FANE
2E oY gFolgn dAed, ol =¥
CRM< %<9 /fdez siMsta gith. old v,
Bickert(1992), Vavra(1992), Z18]1 Peterson
(1995) 5& CRMZ #el9 7/ided a4
t}. Bickert(1992) CRME tHAde] FxEH &
7% dojgMolx spAEeR HSlonm, Vavra
(1992) @9} & 24E& fA87] A3l AHéEe
o8 A& (tactics) F sHUE ESIth Peterson
(1995)2 CRMS| %ol siXo] tiaf ZsiA H]
#aldedl, 3] Morgan and Hunt(1994)<)
BAuA= g FE APF g vRAt
Peterson(1995, p. 279)< "% 159 Bt
Apdolgtd BAviAE S vHARE dod9 8o
(redundant terms)e|® 1 Elde E£ITL
VA e WRel E F dhte BR8N A
A A= ool k' m .

CRMo] vtAlHolM Aste HlFS %A 3
Agjol sherldl didiMe A7t wet J2 o
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CRMO| 222} #E2iSol olxle F¥: 7ol XA AN Bojn Eﬂiiﬂgl UMEI A

E ZA8E W3z AT, viA™YYM CRMY
840 AXE AL £ Mot 71de] B4
AgA ol da olad =t AAvks A »
A7t CRMo| wHA"AN A g T84S e
de Aoz & ¢ A Aot EF 71&9 v
TolA "2 oA Fjg Boh TANA TR
€ I=eAE e oAy Fee me] 32y
obge e §AE viHEY PYHoz H1 Q)
e, o 71dgFAN $3AA aAFARA 7L
BARD g% 884 neidn Y& Hedsle
Aol (vtAR A A AL 2002).

€ A7 golA 71€@ uis} 2ol CRME )
ol 71EnAe fXE g8 AAshe BAH
g0z Adsdct, oje s} dE vANEs
3 FEHE 71EnA B g CRM22 AYsEe
Ao2, CRMol WiF Yoo A8 g2 Ao
gt & 4 9t

2.3 o] Xj2shs BA Hel

7193 nAe] A71AQ #AE B3] H3A
© A3HY(mutual benefits)o] EAs|oft I
tH(Berry 1995: Parvatiyar and Sheth 2000:
Zeithaml and Bitner 1998). 713 124o] &
714 #AE fAGe Re BAE B8 4= ¥
o] BAY F&H FRA Eo7ke FrHHl v
|E0 § & AR Jdspy] dEoltt. a73te
BAE B3 7ol d= HYd WM B
H@FEC] o|FoHct Reichheld and Sasser
(1990)& T3t AH|2 A4S ez ¢ A7
ojA 37o|&& (customer defection rate) & 7
aANE e 348 ol Fybt JeldE 89l
AT olEL 2470 AMul2AelA 1009 7R

AYBAT 327 M5E 2003 109

A A R S RN

7IAEE BT A 2o|E S 5/o FaAZ

¥ ol9jo] 25%~85% /M + USE B8
e, AFAME 2 AU B 30/, B3
Abe 50%, S3AHL 85%9 oldF7t AA)
YEISTE. Rosenberg and Czepiel(1984)2 4l
TiA4E fAste W =e ¥do] JEaAg
A% © = v 58 o]ddE g
t}. Zeithaml and Bitner(1998)¢ u2ae] #
ARAZY 719N Fule] F7F, nARRM]
49 Za, 3AAR FAAY, FIY #A, 24
§7}2 (customer lifetime value) Ft §9 &
#E HALtn s, ol8d AAH Hgge
7199 BAANYH o Uit FTHAE AT
2 & 4 Ao Curry and Curry(2000)& X9
g Q87 sld nABYE 2R £Y85
< A% "¢ F8F FolHn d9e9, Berry
(1995) nA{ARAE B4 (imperative)
7198 Folgd a5t

193 a4 A7|EHA #ARAE QR
ojel nolAR Hg AFdH £ 7|&Y A
PATENA 10| Nshe A HYL Al3lA
H¥(social benefits), A&]H T (psychological
benefits), A4 HY(economic benefits), i
243t HY(customization benefits), &4 A
9 (confidence benefits), §'8#F HY(special
treatment benefits), HAHAE HY(risk reduc-
oatAge 584 M (decision-
making efficiency benefits), &9 #(quality
of life) &3 5 48 714 Aoz vehyei(o]
47], A3 B 2002 o)&HW, AFA 2002:
Berry 1995 Gwinner, Gremler, and Bitner
1998 Sheth and Parvatiyar 1995). Berry
(1995) 71 #AE F8 2o Fujg

ing benefits),
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olety) - eixig

74, A3 §e), /MEst B (personalized
benefits) & €< + Atk 3%2H, Sheth and
Parvatiyar(1995)€ 24e] 71g#e] AAFANE
53 AYAEF(choice set)& 422N 2
AERe B184E Y 4 ddx d@9d. o &
7, H¥3, £¥2(2002)8 AFdME 39 4
SEYES ol 48t AAEL YPoE NG E
3 nAEL AHYA HY, AgA Uy, nys A
de AZste Aoz vyt olaM, A5y
(2002) o] Mu|A7[A 2RE Be ZTEAQ
AR ohe} HPAT 2EY2 A4 F Y
o 4 Folghe UYE dedthn A 2
gu 71 o8 dFENMNEe BAE F3 2y
o] AZste HYES AXNYE B AAAHY £F
£ AN 4tthe.g.. Barnes 1994: Berry
1995: Bitner 1995: Czepiel 1990: Goodwin
1994: Gronroos 1990; Morgan and Hunt
1994).

71&9 o7 AFEo] dHH oz aMe BAH
& dAsh: & 249 ¥l&, Gwinner,
Gremler, and Bitner(1998)& Al 71X Wy &
B3 1249 AR UYL AAHLE EHHA
. WA, ojge 7&d HYATES B3 14
o #AF WYL A¥A HY(Barlow 1992:
Czepiel 1990: Jackson 1993), #414(Barnes
1994: Berry 1995: Bitner 1995 Grénroos
1990), A& °]H(economic advantage: Klem-
perer 1987: Peterson 1995: Soellner 1994:
Wernerfelt 1985), 12]2 583 FH ] (Zeithaml
1981)¢] Hl 7IAZ £F3t4ct. oz, dFd
Age 71 2199 SR (EA 109, 97 11
H)E oz 43URE AAY o8] XZF
e BAA HYE AR U, A2y Uy, 4
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A #nej, nAs B vl A2 {3
HA, "}ﬂ’k“ Hede A9 BAE T3
A& (friendship), H¥A Qo] Lolne
74(personal recognition) ol T¥HoH,
Aed "ol MuAE IR T 489 7
&, A2 FER g 49 J8 F 71
%ol BAE B nAo] AZse HGFH &
dd Asel AL, a8n A B
© 74 ¥, F8AE 2& 334 HY(monetary
benefits) Z §7 AtA G 2 vFHF A
(nonmonetary benefits)o] EgHU. Eog,
43 #dle HFAMH]|X(tailored service),
g a4Egd 9 ®o FYg Te H(extra
attention), & Yol ¥ £ gl SEAY

2(special service)& e A Fol IFHU.
AE83EHE B EFE 249 #AF g
7189 HPATES EFE A wWg fAG ¥
B2 Jepget

o]gL Y #AA wYe AUA, £4, A
A 84 < g3l H8 30089 $HAES
Udog 4F2AE AAEAY. AFHES B8
e 2170 AEFEY 92 sQRAT 3,
5709) 52 AR F(factor loadings)e] %
o AASAR, 16709 FEo] FAUA WY, A3
A A, BEAF Uy Al 74 8o Jg
woh o3 @ Ade AFUFAE BH FHE A
2 HH of¢ FAE PEE 2 2o A
Aoz BAd H AFAFATY A4 #e
3 olg fAREE Adeln, AlRlE Hele Hauy
Ao ARA WD A Ndes & ¢ 9
o, 9T 99 A3BAAA AA4 HY
3 243 Hele 4RE wgse Adelgn @
F Ut AFEPPHANN e HAH B 2

BT M324 MEZ 20034 108



CRMo| D2e| gEolTof ojxle &% DALY X248 TAF HAn) pAFI oiH g

s e Y

3} Hojo] ztzt YA 8102 EAIAY, 4
TEA 2%4E S AAH Hdd n43 A
Qo] FgREe AAL UnA] FEEL i
8oz AAHAYE Aol FE AojHolgtn &
T .

o]EZ MH|& f¥d wel #AH Y AF
o Aoj7t AeAE sy AN FALA A
AT, A8 Ak, AF N2 FTo djet 4
M fEez FRIeU(HEFI= &1, 24
3} FFol ¥1, AF MulAQ % FEHEI)
0|31, FUATY A% FFo|9, HUH A
Hl2Q 8. FHEEY HE5Eoln, BEE
Me| 2 §8), 3E3ATI g1, 343 FE0] ¥
< A Mul2d4E HAYS A AGde Ao
2 veigdh, B Al 7RA AEla {§Y 2R
;4 HY, ARElE He, BHAFE WY ¢2
2 F84% Adsle Aoz eyt 7l1&e A
BATFE(Barnes 1994 Berry 1995. Bitner
1995: Czepiel 1990: Goodwin 1994: Grénroos
1990; Morgan and Hunt 1994)°] ui#€#d
o|Z2oBNE|S FE, Z& AFAY @ 93
#A4 g duFes AANPY Ad nvjE,
Gwinner, Gremler, and Bitner(1998)¢ 4+
T BAA Heg AAFCR EFstn o8 4F
4 aAdke Hold & 99§ ZAevdn & &
Ak,

2.4 ZAiey
Z9] (commitment)® A3 (trust)et &7 #A
opAele] HAbE42 a2 ¥i(Morgan and Hunt

1994). Dwyer, Schurr, and Oh(1987), Morgan
and Hunt(1994)= 5% @AY =39 4

A y327 H5E 20034 108

He 9P F= AL 7149 2dF P (power)
ol duidE ZAF3e ¥ (Anderson and
Narus 1990)°] ofzt nAe] #AEYI} A3
gt F4stAt. olaul, A3 (2002)& A= %
4ol 25 AFAHQ 3714 #A o) e
A 842 AFHAT YL nAzle] 3
M 53] 8% sidoln, Azl B3-S Addy
AN F8AEE MYeR & 4 dn A
Tk, o]59) Agte] wEd nARAB 3l
oM AgEthe 24 RO A4YA ¥HFE &
% 9tk Dwyer, Schurr, and Oh(1987)¢ &
Ae B71AQ UYE Y537] A8 @139 3§
A& AFsiele dA'ga 9tk Gruen(1997)
< 29¢ ‘239 ¥ {h(bonding) F& A¢
A )3 (psychological attachment)®} +&°jz}
. 2 Qe 2Fd g A
HErn o ¥MEH(less volatile)oln, 719
nEEFo] Yozt FAE FAEE olfl
& AdgE dotn s

247 dddE MYATEL 299 YA F
Y& AHE3 AFE(Bettencourt 1997: Mac-
Kenzie, Podsakoff, and Ahearne 1998: Moor-
man, Desphandé, and Zaltman 1993: Morgan
and Hunt 1994)3 993 HIWe AH6@
d7E(Allen and Meyer 1990: Brown, Lusch,
and Nicholson 1995; Gruen 1997: Gundlach,
Achrol, and Mentzer 1995. Meyer and
Allen 1991)9 ¥ 742 7£€ F U
Moorman, Desphandé, and Zaltman(1993)
< B94E 7HA e #AE fARE A&5HA
dolgtn AP, 189 Ade AR
Ao A AAAY FHVE B2FT 2949 g
A Zsd g, £519 4A4E Ade 8BS

2 1 rle K
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ofsts; - Yzl

9 ohAdd 24 3 Y Ze g=a gag
ol A714Ql $AE wA s A4 E 9|
A, Ble] cialgAQ) 29g oge A7ER
4K (Gundlach, Achrol, and Mentzer 1995).
UGAE J2de M2 ge Ao EAEA
AR A A FH8S vde Az A
22 ¥oqZth(Gundlach, Achrol, and Mentzer
1995). 23y A 7F2] FA4 840 ol| Ro|
gsertd dEiMe ol Ut oAud 3
<HY dEH AR Allen and Meyer(1990)
£ &%ol A4H(continual), 74 (affective),
T4 (normative) ¥} & Ztertan siglo. o)
Jd M2l }43 g4 #AE "y ¢ g
€ H&o BF A9A Hrle) sxEn, F4
¥ (employee relationship)o] %oJA 8%
48 Iz AT, 13A E0e dAnEY
of W A¢AA A A 7z, FHA
YL W) WF AHAA FYz sxE=
Aoz 734 B4 79E 29e Wy 47
o 0N T2 48 dvta At
O]EL o]Fo AT Q19 FH/AE $UA
(instrumental) 84, B)%3 (attitudinal) 84,
Al (temporal) 848 tiA] AgkbdtH Meyer
and Allen 1991). %19 £¢3 84 ANF
A PF22 & F et (Becker 1960), #A o)
A Al olHBAE P23 WRe AA B
e Aot H=H g4 FHH B9, A
214 of&, FYUA(identification) £ £js}
Z2e gui2 AMgsY, HFAY Ar|AAE 3=
3 fAE7] 3 A 9@ A%AHQ 9%
(Anderson and Weitz 1992)& @al= Aoz,
Y AF LA Adse} A fAE 74
f&oltHo] M, AT 2002). NPH A
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BN -

E90] BATe AN Lojdrie Ao 24 S
Fi1 BAE olue YUY YEE Ao Wslst
tete dBA4 (consistency)o] lojokst Hrhe
AZ on|@ch(Becker 1960: Scanzoni 1979).

¥ ¥F9ME Moorman, Desphandé, and
Zaltman(1993)9] #els} o] 2YL 714 gl
E WAE fAsEE N$AHY Aoz sds
ded, ole A ey 2He 22§ 29
o 493 ZAHE wdste Aol

m. 97K

3.1 o2y

EE 7de IFHoE ARYHE FYNTn
b e, gto)A] EofFt uigh Zo) Jigde AW
AR =g AFHUE PIAIE 88 499
2o AF4Te %4 ndol 1 sy AHE/
AN 28 Bt Po] Pujo ey ojRouz 3
AFde AFHARE 2PN AUFA AP
b of, aAe] ol Foke AFnAe] A4
QA2 /1Ende A9 g4 gt

7199 #AF xgo] nAe FHHQ YPEox
g 97 98Me U4 JIY9 #AA w¥g 2
Aol AZsol gt} =g nAL FAAN »Y&
ARG 2N 5 UYL A7e 4 glojof 3,
Yo7k 2 71(Ze AF/Aul2)d g 299
BAE7F Eolrol d}. o]dF =) wgt B @
TE A4d A4 ¥-a49 AztE Wz
A9 BAEI-nAe] YFI5-799 AZYH
9 AABAE ALe, olHF BASL A2

AEHHT 324 H5E 20034 109



CRMo| 29| W&ol ojxlE A% DAl X|4E BAH 89-!3} E}Nli%l-l oA7E g

R

o2 FARHaA INIAY AFdHde & AT
oA AL, (2F 1L o AL =¥
3 4 AAE /M2 EEE Ao £ @
FolMEe o] Ngse AYE AAYE HY
% AAAH Hejor FEEH, oYy HYHY YF
=& 247 subconstructs® e Ao £
ojstil e ¥ 7oA :&de constructsitel
Ao @ o83 =99 ¥ oj& EWz /M
< AANZY,

S e R e i S

3.2 AN TR-XRZE Bel-Algelol M JH

oA 71&¢ vt} o] Gwinner, Gremler,
and Bitner(1998)& nZAe #AZ HAL Al
A WY, 484 ¥, 444 H, uA4s HY
9 d 72 BFaGc. a3, olEo] A
vl 714 99 F ZAA UYL AuAY PEE
7122 1Ao] AAE 4 e UYQ] v A A
He, Azl Hey, nAs L ATAA FR

(a8 1) dvey

I Yo et

* g MY R ¥

AT 84

L]
1

A9l thide] sl= latent constructsel®, B HEEE Zt9] atent constructsd

subconstructselth, AFAdAe & A9 AdFEAA A 9€d,

AT 323 M5E 20034 109
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glol Asie Ueoletn & F gl & Eo,
ojd o] o] &7} 50004 MHIAE 7IQH
o A714 #FAE F3 2.000989 AFHYE &
Aot 1 aAe & AAH BY(FAF HY)
& 7‘]4’@ Rolt}, ZAga7 ad Ao AFA

Fe&7] A8 A8 & golEA g1 7l&°ﬂ
AE fAR e AHLE oA 1 1
A BAE FHA ¥ e WEg B ’*]Zl—‘%]
AAE AGE & YT RoH o] Ffdx =
< ZAAA HY(HFAF HY) & AFE Aon.
o] A HAA "L BAE Y2 Y&
02 8 aFA L A5l wg EAHE o F
(advantage) S H¥H o2 & & & HWolth

olo H3], AM¥A W, MelA He|, nA3} H
oe @A AR sxde Ao oped 1A
FoRA o2 At AL Aol ol
A% $30| ZeA, BAE 5o A= =Y 9
o] ZaHUeA, g A4S H3 o= Fx
93 A et wreAe A3 FEd
712 o] ohde nAe] Fo) M HY S
Az Ao, med £ AFAEL Gwinner,
Gremler, and Bitner(1998)9] ¥# 3 AR¥3
He, Ad #e, 343 "E AAF ¥
doz Jigsistn, 34 An HFHAH HY
€ AAR HYez Mgt & E ATl
' 7139 1A #AE B Adske 14
o Heg A HH AHAH Heez F
.

A3 719 ABAFEE B8 L= 24R/A
¢t 334 73 F 948 /1A #YE A8 #AF
x8E& AHAE Zo|n(Zeithaml and Bitner
1998), A& 7o) Al BAE FAAT
T ¥ e Ao o2 o, o §e A4

nﬁlinrxi-ml
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A Hn BAA "Y& Adshes Ao A4
F it ol =9 EdE U2 Ze JM
< A

H1: 242 7149 344 =3& A A4g
5 AR " A A4E Aol

H2: 2Ae 799 #AF =8& A A4E
5 AAH ¥ee A A4 Ao,

o] A7F2HE(Becker 1964: Peterson 1995:
Sheth and Parvatiyar 1995. Williamson
1975)0] BARAY F8F 28R HAF
Ao g ALsAE, nHe FAH HYo] W
4387 E(e.g., o187, ABE, F¥¢ 2002:
Gwinner, Gremler, and Bitner(1998)¢] 4%
dPddMe 2AF Heol BYsA 5HAA &
ez JehtA gsith =@doz AAF HY
& BARA G 43 F8F 571 (motivation) 2
24 ¢ AT AFATNN E]F 8oz
A2 ¢ 99 i8] Gwinner, Gremler,
and Bitner(1998) ZAEc] A3 ¥WYE 1
A2 ool ¢r] WEY Aolzgtn ¥WEn
Aot &, 2AEL FARAE &8 A= 7}
AP, FEAF, AAY F9 HAYE FAFH
ool opd FAYM oz A g AR Ay
ggo] de dgog Azgte Ao

ol 47], HW3, FAH(2002)9 d7IME Gwin-
ner, Gremler, and Bitner(1998)7} A& #*
AF Hoe] ARYESE £ HERA %Y
d, a8y A ASd e, ;A3 He,
Aed #oe Al 7k 8o EYA R el
o AT EYq nAPA AAH WY 5PAQ
8o JehA gstth. olg9 dFdANe A

HHEAT ®32A H5E 20034 104



CRMo} 142] g2\l ol ¥8: DAl XA A3 UYL rigelel iy o

R e R R e R e i e e

AH o] EYPAoz Jea gL olfe) o
& o] YA, Gwinner, Gremler, and Bitner
(1998)¢] @FolAe} Zo] uAEL FAE £
e AR AYE 1 A2 AGriRde o
E AEAE A Heog ARAA AZEr] qE
A2 A4 4 Qi

AYATE] Z21E FHEA £ o, AAH #Y
< BARANY F8F B0 HAAR U A

< 149 AAEY B 9FE A A
o2 2% & dd. oY =9E& EMZ &
9| 73 & Agtgct

H3: 3ol AzZshe BAH Ao ¥e4s
ABAEA gele gobd Aol

Moorman, Desphandé, and Zaltman(1993)
< E4€ VA de FAE fAEEE AS5AHA
dofolgln Aoyt o] HAE T G
e Yol AW FFE AJ2YA 23E AS
Aoz dovle @Yo Y Aoy, FZ B9
o] Fold Aotk Solomon et al.(1985) A
Hj2ulA RN MUl 2Al A nAzke] g
el 27t jdste vk o a2 2ldle) 13
& 3o £YPHAS o F33%Y Eo] o}
Ada gk °|g9 F4& CRMY EdM 4
HEH, 249 YAFdME Aol A& #A
& AT 4% Vde Y 5 #A4F Hde
AFa7] A8 A% =¥E Ao sgEn, 7
A9 AR E AEHUA BAF =EHE H 1
Aol ©E 7|gdoz Afste 7T YF&
34 @3 A& o2 HEVS d¥E & A& 7
g Foltt. 24w 71 FAE A2eA Zlos
= "7t slow ol gt szt JAsA suE o

AAS AT 532/ M52 20034 109

B9l9 ££& Fotd Aoz J4E F U Ao
. wetM 24 [N E ZldegRE 97
€ Jidste #AAH HAY FF oo BAH
HYS AZshd 7o #Aq B} 48 A
o2 AR 7 Ud. &, A4€E #AFH 9
ol 5209 %E4E 1 #AE fAE] A%
ulgo] #AA Aoz B £ & Aol

Dwyer, Schurr, and Oh(1987)= 2d& #
A FAAE] =¥ Adz Boted, Jge 2
AHolA o ¥& BAF UYL AFs7] A8 =
a3 oldl dis] AL 7dHel A7AHQ BAS
#2387 f8 =HE o olHF F ALY =
o ZAR B9 #Eol wold Aoz Az
o metd ndo] AZste 7S] BAA =Y
el e #AF HYE AZEA B Aoln,
149 ARE #AAR U FFo] FolASFE B
AE FAdEE Y9 &L w012 ez ¥
F A, o =AE EdE oe3 e spd
< A3

H4: 34L& @ 7Idezieg d& AR
H9E A AZES4E 1 Jijddl B
9% Aol

H5: 2L 3 7Ijesiy de AAE HYy
% 5 AZE,E a2 7199 B 29%
Roltt,

3.3 AIERl ChEE AtsiNEIR Elolnt HxE Eelo|
A &0 chst Tk

WAH Bejd Ui J1EATEL BAH UY9 F

84L& Ax83 Uk Becker(1964)9F Williamson
(1975)& 7ZAH w3 vigo 3 FA KA
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(relation maintenance)d <%7} ZAAdAdGn &
o™, Peterson(1995)% Sheth and Parvatiyar
(1995)& ZAAH W] AHBAE TAANI&
W F8% Brlgta Aggic gy B A3
AEL 7ZAF HYRT AZAEd Ho] BA R
AE A% 2o} FaF adojgn A Fu
lee 2R U aH|Ae AFolY Mulxd
g8 2o g2 FEE A HAY. IS AFE
9 714& wadiFe XYAO|E(portal site)?
FRLE A3 Hio wLS AEde AYt F
AAAE A HALH, oj2 A& df JHFA
AQ @714 AdE e AY¥E Holm Yo
olg¥ M4 FAAA /A ANBGME &
A7t 348 & gon, TAZ 4HAG szt
T B /@ Mgz oz A Afo] oo
A F 7 A& ANAY FARAE e
Aojc}.

Dwyer, Schurr, and Oh(1987, p. 19)¢ &
AdE 1A UGS AEAINI] Ad dr1F
A F4¢ ZestRle JAS #9209, Gruen
(1997)2 42 "Z39 ¥ R (bonding) &
< Al2l¥ <§3(psychological attachment)™olg}
2 g &, 24 BARAC dF dalF o)
oz WIHA JARTE F7AY WYL F
8AEe Tidoltt Al HYn ZAAA ¥
& ving 9 ZAF fre ARAA ¥
o] By} A7izte] FA g8 AZ4He Aoz
et 3AH UYL vz &L /e #A
o YNz AR 4 AT ALY HS
Az M e vind A7AQ BAA7 9
83t dE Eof, ALAH2EZE HE o8¢
2] wwgel) 7IQJeA g ¥ o] AFHE
& 39 AAAR 9L AL F U& AoJA %
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olgta) - IXj%

of n7je] AUNH2EFE o] E3AN AIFS
=73, olgdl A FAPE =i, JHE =
Ne AL = A= BAE ASFHAA YA
g Aolg,

2942 vy 3719 BARAE F3 ¥4d
E oz 474 + Sled, 444 HYE Fa
A Adste AL B $& 2PL AN Ee
dicte g 4A A HHedol AT, Al
A HYE F8A AZdte 4R & Ut
27 I3 e AAZIAA 33719 A
E2E #ARAC R3] WEd ¥4 #AE ¥
Adstn 3le JIY9(EFL BEdE)d Eng EsH
g Aojg. &, VIS BARAE ¥ A
€ AlgAEA Boe O #AE 44 20FA B
3 ste 4¥2 € Aoy, tS o BAA A%
< 23 FASES ¥ Ao, oHF =Ad 9
3 el e e

H6: A3A2A @0l ZAA AT BAE
doll o 2 9L A Aol

3.4 AIEY — YSelxol ust i

71901 BAA =¥H< P 9 JFEZRE YY)

A ZANA ARG Foletn & F gt
azy B =38 AN 7] IA He A
FAue o] B #FAF o g 2HE
AAXE A FHA(quantitative) 22 A TdE
AL EHH 02 u) - oY), ol HAA x=F9
ol i M (carryover effect)st FAA = o|g ]
AT %S A F de AFEY 4FY
€ ZA7] o] wWEeld wEd AFANE
WAste W7l gadie, B d3dde ARA

AU %32H H5E 2003 108



CRMo| 272} $E2iol olxl= HY: I'.ZH Klltﬂ Hﬂl& BQI-“} EWI%H “I7l|31 A¢

R R R B P

4g dAg F e ¥4E 349 PFxE
A7 3ct. Zeithaml, Berry, and Parasuraman
(1996)2 3E9=(behavioral intentions)E
7199 AR FFE vlXe APz At
3, #5elxst 29E (loyalty), Aswitch),
F7¥AE(pay more), 2|Hv+g-(external response),
a3 WA¥HE(internal response)e A
(subdimensions)€ Zethn 39th ¥ A7
e 7199 BA4 Yo 9§ nde] YPFox
2 AfRLo ket 342 FAHYRE ne )

A7t 2 9 % (switching reduction intention)
v 149 PFrd lojH FaF ¥yt o
8 7192 A@sA g & JIgH A4HQ #
AE fAe AL 7oA AL FUKde]
=, 7199 3713 +8415E stedA @t
E3 o]5TY AAE FAseH L8HE HEL
AZE AF2AE Fosted = v da ¥4
ckn g2iA lth(Zeithaml and Bitner 1996).
weld AYBAVE e 2ol e Y L B
o2 A gxE e AL 71dd AFA
#E $HAIE o ¢ 8 8ot & #
Ag Fojth,

A Pz EF FHF FHY Mg
AR A Fa/HAE ZTHAT AFo] 1Y
/el BAgd, A (word-of-mouth) F$
AEEFY ARUAIAE B AgHI 9E
od 21 $g&id d% adan § 4 g, #A
AFUAAL FAHEY FHAHY Foz WY
(biased)s7] #&vl, #43 FH] 344 74
2ot xpEA A el B} & AE WA Ao
2 JehdchArndt 1967). Richins(1983)9) &
Fol| W2 BNEF ne wb ojie] RAYA F
Aol Aoqgon AFEL FHH FRY A

HAST §32A ®5E 20034 109

A AR Hrl Fo& 7| gole Ao2 JEy,
44 74 7199 vjgYe i B8 ¥3
A FRAL A=sy] AT M v EAEE £
AatA 2Bk, ol HolM B uf J1Ye nde B
A3 FAL A ool & Aot

CRMY E(framework)dlA & o 715 27y
e A QoM Mg F8F Wge 149 B
% (commitment)©]tH(Morgan and Hunt 1994).
Morgan and Hunt(1994, p. 23)& #dHEo}q]
FHATE EdE FAES(relationship com-
mitment) & "ZE] F FAATL REUG
&3 BAE "i¥ FAA ALsd, BAE &
A7l H3 FAe =¥ & st Aolzn P}
Ak A B¥Y e A7E(Allen and
Meyer 1990, Berry and Parasuraman 1991,
Morgan and Hunt 1994)olM £ %84
o] }2%o ¢te=®, Berry and Parasuraman
(1991)& #A FZEAY 71w ot ¥4y
gz Fsist. n4EQY Fvke 2dd A
#2roe 9 3AH FAYRe FUH 2E 7
A PFATE &Y Ao} 0T =AZ ¢
+9 7Mdol 4R €.

H7: 3ol & 719ste] dA0 B E4e8s
& 334 Y¥A=E goHd Aol

35 X2 BAE cA-TABYN CHE AN
pielo| opfa oigt

7Md H13t H2e A% #AH x¥o| Azd
Hejo) 9% miAH, /M4 H4s% HSe AZ4€
"ol oA BAZKU FFE viA e Aoz A
g Foltt. 1A AZE dAH =¥ u7o
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1 =3 BE UYL NGEA] gotx 149 &
e JHHE & A7 B ATFAEL 2¥A 94
€ Aoz 2y ol 7Y #AF =¥ 14
o] AZsEgE 1 ko] BE A42A TAH
o] HuEA gAY F& fuHHE 179
ol AZsEA @od AL 1 7Y YA
%g Ao|7] Wt} odE o, 7IYel AF
w39 4d#O0F e-mail, FHE, A T Tl
A& PAREE AFse A9 #AF
x8)e o] Az o= (A4d #AH
x3), 1 AEE FAvYGunk mai)2 B4
A ou] YA wolEo)al gettd nA4L IR
AR ez Aa) & Foln BAEUE
WHAER g Aotk & O E d2, 7¢dol o &
ARd wet ALEL APk ROIYY BA
A x3)g 140 AZg dre=(NZ4d B4
A xd), AAe o] g4 g ¥ldn Bl deH
A85E A4 - 344 v g A Adse 3
Sole AL 3P ALES BAH BYes
wolgolx] ¢4g Aolny utebr #AEBYE B
A ¥ Aotk AF sigdol AR =¥E de
Aoz Mol A o|2RH YT Te A
o2 o] WolEY W Eglo] kolddn ¥ 4
Atk olYdF =oe EUE thEFH Ze e
A7 et

H8: A€ A4 =& 49 AzE #A
A B vislel o A4 BAISC
4%E 13 Aotk F AZd BAH x
g3 e #AEUI 149 Az
#AF " vRsE AR, A
€ #AH =Fone BAESY APB
Ae A FAY d¢ 4 Ao,
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3.6 Xj4g mel-gsolT Al it 2AES
oi7HA g

e nAze #ARAE B A He ¥
e g3 #AH ="HE AT Aojd, 79
AAAR w8 Az aREL FAH YL &
£ 4 gt nzo] AAse ] Ax, HE
71d3e #AE FAM I + gl E5F 09
£ d&4E AL /YT A BT R
1, ol AA2YA nde 3P PFdest A
49 ¢ 30 Aot

29¢ 7 e BAE A E ASAHY
gtolgtz Aol@ Moorman, Desphandé, and
Zaltman(1993)9] Zsd m=w 4L A
Holg AA AAELE J1dze #A W o
A A3 g A €@ Aoy old wat A
grde, A FAYEY F7t, #3F 7
oz 7Zas Ze PFYEE A B Ao
oo mo] #AH #E AzdvedE 1 Y
£ A&A oz fAEE L e vhol flowd F,
a 7ol BYEiA gow, 3AA YFIEE B
olx #& Rog AR & Yt dE B9, o
® Aol & 7igFe] BACNAN #AH A2 A
ZEtg s o o4 2 7199 AF/AMH2E g8
2 3 gAY 2e 434 9 FFA(variety
secker) @A o] nA9 BAEYY HxE HE
RAoln}, FAAQ YPFAxE HolA] ¥ Ao}
gty E d3AEe ne zzdd @A HY
o] 334 YEe2 Yehyy] dsixe BAEY
o] w7} ByAoletn At

2 A379 E(framework) T TEAT o=
AT BEAY e 7Y 1Ty, 7F(1999)9
ATARE oo fFsl) 48 & Uk o &

Aot 323 M52 20034 109



CRMo| Tizie] WEolTol nixle 9% DU XIZ4E A H‘Hﬂ} E}lﬂ‘ﬂ—l oiZHE Hg

FolMe ANGE "1“]-’-‘“—%’3”:7"““9151}"“ gh&e]
mi7ige] & Aoz Jehgrh F AujaFdol
=0 aAe “‘é% 31 '?““457]' A Ve
Ut Aol oz Ax dutHolA|ut, mAd wet
A 2EEE A AAstdete 23S e Hd
Eo7ke Ao AYA uEA % oln 2
T Fojoert ¥e Aol o] AS, Muj2Ed
—pojelxrte] @Acle E(+)9 4YBAIL} 7]
Ak ghEo] wiAMrE n2E e A¥AF
o] W& %ﬂtﬂ}ﬂ]ﬂ] o8 Priee 9P
oAe AoR £ 4 e Rt

2 d79 %“’“"‘] £, 249 244 #AH HY
o] 3R Yoo E(+)9 F%L ui AL
2 7198 & AT, 39 #AC sloiA BA
E9o] wilg 4L e AR 1Y de @
AR Aol YFxd AFAHY FFE "AA
Fie Aoz AZE, ol #AH uHRUTe
AAEUel YFdxd Hoh JPAHA JgiF=2
a2 H7] ot ol =g B deH 2
< 7 & AR,

HO: AZY A¥dA AR AZd AA
Hele BAEYS wAe) o8 nAe o
so%o] d%g ua Reth. F, A%
Az PFxd FAEUNS wihds
2 4484 AzdY BY-YFeee 3
HAAAE EAS%A FAY s 48 A
o|t}.

HAEAT X323 M52 20034 104

O B R B e e R

V. SCIxel

4.1 R2SY Yo il

£ ATFE st MW LA 3§ WA
931y 174 200%8& Aoz AExAE 4AlE
Attt 4 EZAE mall-intercept survey #3]e
2 o)FoFed, T AY Z9 2§ L9
By 270 HEXAE ANE F e 3L
ol o 238 vkN3 Udee aA4ES Oy
08 ZARA dig 25& F F FAYAE
B 24 S st HEZALE Siglch SR
L HESHY 9A HEFA AP AEF 8
€ €L ¥ 7 BEEq digd $9E AN
$EE i F A9 BAF(|FAE AAA
74] 24 A E AFTURT. HERALE AAR
ZAHEE B 4R UEE oJdstn Je 58(Y
A 29, 9z 3%)9] iAoz 2
AEZALY e 4EREE oldE & .
AR ggo] JldiEe 204 o439 Adduiz
A, 53], 7Y #A4F =88 A4E
F e 3oz SEAE T3] AN Ay
B34 FlsAlgAE FAog . 20049 $
22 5 BAAT 39 T9S Adsn 19359
SHHES: 96.5%)o2 EAL AANddeH,
W3y Fle ALgo§o wel AMSRE 1679, AL
&2 2692 $RAVE FAHAYG. SHAEY
dukA ol EAE AvEw i) uel da 89,
4zt 185%, A wel 20t 384, 300 39
., 40t 719, 50U °]F 45%o2 Jehgth
SEAES B o] 87IFE 1d uigt 219, 1d
old~3d ulwt 159, 3d oj4~59 mjgt 329,

H
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59 o|~10d vt 549, 10d ojAte] 9092
2 Jeiyt. $9A4E9] 93y sl= AHIzte
AHESEA ette A7 279, 19 9T 10
A, 19 o]d~3d njgt 209, 3d ojd~54 7|
gk 329, 59 ol3~109 W 429, 10d ol
62922 Yeikdth, ZALE AAE 93 L de
BT ol&dte F=e o 13 ojwt 149, F 1~2
3 509, < 3~43 7119, 53] o|4 58 oz
ettt $9AES] ATEAR S Wy &
3 R FlEASAYE AvE o W3ge #AF
=82 ALY + Je $EAEC] YusE AR
&3 vz & 4 g

4.2 HYT+

Zt construct® FFAWPE FAFHoE ogn
2d,

Wspde] aARA =¥ 47 A4 WA AP
#B3He] CRM 994 J8BE AAsHEY
ol VA& MY ARA x=HE AU
AANAT. =G 2AZA NN AZshe 7199
aA#A =¥ E A A8, AE ANT 9
BHE o) &dte ARE(209)E Wz dER
g AAEAY. 71939 nAEHe] JHHEE
24T 23 45 2R Jdeid af3A xf
2 Y /(A4 R AR AF, CIFE A
Z, 7199 ZsiAlA] AF, o] 34Ad wWE A
&F AF)RA o|g AR¥YEoz FPHAYG. F
Mo AZg 79 BAA o iy Axt
A ke I & AdE FAF =¥
construct® &Asl7] Y3 AlH&E B8 &€
dl 7R (el o] WEHL oA GAFES AlF
grhet gAY AN Hrteg A 53
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Likert 3%(1: A8 Fd8tx Feu~5 W$
zogthe 2334}

AFAEL AZE AFAEAH Heo] W,
824, 4189 subconstructs® FA "t At
3}k HA¥Me SN AAME Wl A9 53
Likert 3=& 7Wdsid ARgaidch(d: ve o
€ s e o] WH S o] §F o) o ugs}).
FA4€ 343 H8-Me Gwinner, Gremler,
and Bitner(1998)7} A& oA A9 63
Likert 3% 3 &€ 97 A¥sicia dad
55 7338 vl 719 54 Likert =& AlE
ATl vhe 98 Wiy wig] o] WAl
A kg e AEFE FuE 7o) '), A
g8 23371 Y8Me Doney and Cannon
(1997} AH4-3 HEYES & A7 2A +3
o dl 79l 53 Likert 3=E AMgatAtH(d:
o] WA e uMule] F&g & A,

AZtd A4 ®YL FAH " b FAF
Heeog 78 4 M Gwinner, Gremler, and
Bitner 1998). 4752 H|ZAH woL A7t
oA (time saving benefit)22 713384
o, webd A4E 3AAH Hex FHF v
R AjZHH W8 7ES subconstructs®
Ze A0 A + o 34 vLdgw
g A3y 98 Gwinner, Gremler. and
Bitner(1998)¢] QIElH{ A#E Ediz & 474
go 2 ol /M9 54 Likert A=E /Mdsqch
(cl: W7t o] W& AL o] &3E & Wity
€ o] §% Wi g A gL & 5 9
o). Alzbgekrele] AL FAH wigALHEY
3} #o| Gwinner, Gremler, and Bitner(1998)
o JEH AAE EUE B AFAAYd T
N9 54 Likert =& 7Hdste] 333t

HASAHT H323 A52 20034 109



CRMO| 22| W&2Tol Ul*h: ‘59 lel—l XNUE pAIH ﬂ‘ﬂ«'ﬂ Hﬂﬂiﬂﬁl °I7l131 At

Wt 282 e AFLS o WAl o d Y&
BN Fojstr] dMe o Be A3l ¥
83,

BAEYE 2337 H8-E Ganesan(1994)
2} Morgan and Hunt(1994)9] dFdlA A4
AR FESS & A7 2A $33 ) Y 5
A Likert AEE AM3IE e Ve o] H3A
< A&A 02 o|8¥ 4 UIE HiR).

£ Ao #FYxe A¥PALEY FHH
TFA2Ee subconstructs®& Ze RoZ M
Aot A¥LL oz FAH FHxE &FF
87] 98 Zeithaml, Berry, and Parasuraman
(1996), ol - g - FFF(1999)0] AHE-F
YEE F B A7 AYY Y5 A9 -3
g, dl /le) 53 Likert A= 47 33
o ARFLoE-ve o] WslHe AEsA0)

& Wsiguc ot ui4 Jhg4el ez o
Watgo] &Pty & ook IFA FHIE-Y
€ o] #3H dis] F9 AFSoA FA LY
Zojth).

(I8 DA ANE & d19 M A7y
< AR A8 T2 2P dAsa,
AMOS 4.02 ol-&3t 43}t

5.1 A=Y 4

¥ d7dMEe 2E constructs® UYEoE
Z38Ao9 AGE #AA =¥ WALEFol
71dS & construct?t olJolA Cronbach's ¢ &
AdEA]  gdn HEgE AT Unix
constructsE Cronbach's ¢ & A4tsidedl, ‘A
TAYRY S FHH FAdRY A 47 & A
o FEE0 AAHNATY. N ENEAE
1>% 2t} Cronbach's agte U vlA|E Fof
A7 HEY% 76858 WAY A9 sAE kol
oA WALYEAN L BA/L HA ¥geda & & 3
th(olgy], A9 1997).

(B 1) A21Y 2oz

constructs = EX ﬂj‘z i};‘iﬂ} Cronbach's a
Hetst 4 4 .8497
a4 4 4 8148

e 4 4 .9259
244 HeAz 4 4 7434
AIHA Wl LdZ 4 3 .8003

HAEY 4 4 .8749
Aggiow 4 4 .9035
33 FHd= 4 3 .8930

ZAYHAT 32 M5 2003 108
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5.2 &ILAFH

E Ao tOgEg o|4d 7 Adgd U
@ 2194 (unidimensionality) & AA37] 9
& &2l e Q¥ (confirmatory factor analysis:
CFA)E AA3%Y. £ AT7R2¥9 constructs
F BAEYE AT A ARAHEA 1Y, AF
" 7AAA Hel, 1ela dFe=e subconstructs
g zte Aoz 4A%AY. WM constructsd
AN 2AEAE 93 BAEYY B FHRY
(measurement model) &4 first-order &<l
8¥NE Ao, NzZ4dE ARAdA |y,
ALe ZAR WYy, 22la PFY=EE second-
order Q1 8.AEA S AA ST

5.2.1 first-order 2189184

BAEUE ZH87] A8 AL AEYE
Aol A EPRPrEoA QAN S A
ANt o BN BRE FEE°] VAEY
constructd] fejHL2 AAHJUL. °|F Byrne
(1998, 2001)° A% A Zo] FHRAF(mo-
dification indexes)& #Z3d U & FFYEE
3 oAEzte] FHAYo] 2 Aoz et &4
2 & AE AAN

5.2.2 second-order #9189 %4

¥ AF7=239 construct ¥ subconstructsE
Zte Ao AAE AZE AAEA 1Y, AR
2 AA4 #Y, aEn PFI=d gEiM zg
second-order HQIRAENE AA3IAL. o A3
oA zt constructel ti3 FEEL 3T construct

1334

d #o3ez A=A, BP9 AYP: £F
gAAeR $53A Jelyt. olF FHAFE
ol g3l HARYE =23 AT A=A AF
< AP

A=A oM A F8Y J1ELE cross-
loading®] 9%& AH&3AKByrne 1998, 2001).
Byrne(1998, p. 146: 2001, p. 106)< #3A
49) regression weightsolA, oJ® constructE
23387 I 4EYEo U construct(s) el
BANA & FAATEE Fe 3%, °lE cross-
loading®] °|FelAE Z4ex UG, &, cross-
loading®] °|FojA e 74 o" HEYE] F
N ol’d9) constructsol A AFZ, <)F
232 L UARAEHE 8 AAs= Ao vt
FHsctn ¢ ¢ g, B dpdMe FAXFH
10€ 71F22 J=HPAE AAlded, 97
AHed AEYE F HAEE FH AY 35
Z 50, g4 3P0 A% 35 F & A,
AYg 23] A% ¢E F F /), 344 H&
AYE 2357 A% 5 F & A, ARA v
AFe 237 A8 ¢E F 5, 3FF 74
=g ZAs7] 9 FE F & At $FASE
100|422 cross-loading HolA o|&& AAs
At Joreskog and Sbrbom(1993)2 Holx
FAAELE 50149 Sl 23 AP AL 3
B, Bt EFHo2E 100049 Ao 2¥E
Hya Ao grin et wek E Aol AHS
T FAASFY 71EL 1t BE4FQ V1ES A S
g RAolgn & & gioh

HeAAY F A 1o AME AL 23
g2 oxjgtel TEA AT, EAYE LAY
o FRAL T 23R AAE Yehlied),
AMOSS} LISREL §9 7234y =23

AYBAT M323 M52 20037 108



CRMo| 22| @Eelxoll olXls He: DA XIZE WA plojn BAGU oy Ag

e S R e e e R R

£ A7} AAHEA YL 25 E(parameters)E
GEHoZ ‘¢olgtn 7MY FH(Byrne 1998, p.
122 2001, p. 104). =&ty SFAHYE Y3t
o FRA FFHH £HAF & A F
Mpe]l BA7 00] otz & + gle Aolch
a3y F 2AYRLY FEI £3A57 Idn
g Az o|gAoR AYE F Y& AT F
WMo AaBAE 8ok §cHByrne 2001).
£ dFedMe SHYE 2493t A £33
F7b 100140184 A7ksd Ao daA &
AYEL FAWAE 4G olHT AR E
ARA AZtd Z3AA AY9] subconstructd &
AA ¥ $AANYY SHYE F F AN A
#AE 435u

AcHARE L Fol =29 #$A89U¥Y Ay

£ (Z 29 2t} (& 2)o) JeRd second-order
HARARNZEAE YA XM 2 (GFI2
.90: AGFI>.90; RMSR<.50; x*#&42 u}
F7; %) ©E pt=.50)8 FZAINAY ol
7HHA Jeht diFFeR 443 AR ey,

5.3 TYEIEY oY

subconstruct& Zte AZE AlRARA HY, A
Ztd ZAAA R, aejn PFe ol tis] Bagozzi
(1981)%} Anderson and Gerbing(1988)°] Al
Qg wkAE Abgsle] BEELA (discriminant
validity) HAE& AAHA. o|E0] AT W
of W29d pair® °lFE constructte] @A
& 12 2R ASFALRY)Y 2% ‘free

(R 2) Aslaaly Mo, Zuy B, Solzel #olaelEy gt

CFA o|4 CFA ol% -
2 T
constructs subconstructs R R AAE 3 g
HoH 4 9 comfort 2 x2=47.239
A ztg comfort 3 d.f.=11
RERDE 234 4 3 confid 4 e
Rl a8 . 0 trust 3 AGFI= 830
b trust 4 RMSR=.054
2AA x2=.822
Az o387 ! ’ money & Sy
BAH . GFI=.998
He) Az 3 | time 2 AGFI=.979
v g7t time 3 RMSR=.,011
22=7.303
Afproe 3 3 - d.f.=2
LR o1 580
234 3 ) wom2 AGFI=.901
A= wom3 RMSR=.032
AHEHAT 323 x5S 20034 109 1335
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(& 3) constructsZte| ZEICHS HEH

gy v ¥ 9 wEebdy
constructs subconstructs LHd.f) 2d.1) 4x°(4d.f) .
Helg « iy 15.471(5) 9.613(4) 5.858(1) O
A4 Aot o
Hel Het « A3 18.085(2) .123(1) 17.962(1) @)
$4 o A3 55.372(5) 36.372(5) 18.824(1) O
243 w43z
3AH §e “ 70.385(2) .822(1) 69.563(1) O
AHA v 8§83t
ARGrex
YPFx “ 14.070(3) 7.303(2) 6.667(1) O
F3A FAdE

2 A%% AseARY)Y 2%%ke v
Adnyel e vAF2Ye) y’gel #9
oz ZA8sW(42%(1).05)3.84) constructzt
o] #detgd4do] Y% drk(Klein, Ettenson, and
Morris 1998).

WA NZE A3 el subconstructs
of W3 et AP AASHeH, HIH,
A4, NE Al constructs& 370(3C2) 9] pairZ
A Az vALteY & ving 23 3749
pairdlA 25 HjA|FRYo] 44 Aoz Yeiut
wgdelggol UAFHAY. Eog AAE BAH
#ole| subconstructs?l FAF ¥ AR AT
A v g2z dd wHedy AP E NG 2
3, FAA v gAgY AR v 4387 paird 7
$ AR yel AtrYrrt $5¢ Ao Ug
U spEeldAel dFsHAY. oz Yol
subconstructs?l AHFA T, FFF FHAE
Ztel el AAZAT, HAGRY o] AR
et 48 Ao vehd BEgdo 4%
st 84, subconstructs& Ze Al 749
constructs® A% 2 subconstructsle 2

1336

= BdelgAol AUtz & 4 9ok constructs
o] el A3ATE (R )3 2.

5.4 72y A

(2d DAA AAE ¥ HSH HIE F§3t
£ Aotk #AACE o YL AZE FAA
=Y-AAEY Y AGA 2 “AR4APA HY-
YET " AAA AY-PFox'e APA2E %
Aoz Jepiz 9t a2y & d5= H8% HY
dA o1g% JFAI 4 dAdF(E)E U
o ZAA FAY vi$ FE Aoz At
wetd H1~H7& A&7 93t oled A7
271 AAY 2¥Y& EM3%. 2=z H8% HI
g AR dsd Ao A2E Ut R¥YS
BAso 3 WA 2839 vigdy

WA FEAYPYL o] &3l A WA RIS ¥
Mg 2%, x%=377.765(d.f.=141), p=.000,
GF1=.830, AGFI=.770, RMSR=.062., NFI=
859, CFI1=.906¢ #: HAAHRYo] =2HYc}
o] YL FWF FREMAM RFP APk

AT 327 M52 20034 108



CRMo| 22| #go|xof ojxls S8 Do| XZE wAY Hefnt BAEUS of7iy g

(38 2) A7k Hyzn”

e

(4.811)

/ (9 089)

AT BESE atold, ()¢ e 3.
** subconstructs®! W, 4

A ¥ 99 ASSe BEeE A%
g3 GubEQl Hrp|EEd v d | 239 A
=7t v oz #add. a8y £ 979
3o AARY9 HAAYRTE: H2 FYAd £
Fde 2 71E9 & -?‘50'“*'1E B
Azt ik Hrp|ERd ¥ 347t
g ddde de ndtd a8 448 FAe
opeln etdth(e.g., Achrol and Stern 1989,
GFI=.746, RMSR=.46: Anderson and Narus
1990, poor goodness: Babin and Boles 1996,
GFI=.861: Ping, Jr. 1993, GFI=.79: AGFI

off ox

1o gl

AYUstedt y323 ®M5% 20034 108

v 847, aejn 33 7A=Y AFe B4 12 AFE tgte] AdtH

oEZ 13} & #EE AME.

=.74. RMSR=.055). % A2 EFsd AT
@ tghe (29 2)d veht sioh

5.5 7HdA3n =2

5.5.1 BA% w¥-xztd AY-AAEY &
& 714 (H1, H2, H3, H4, H5)9 AA

AA AZe BAH =de| A8 A
A3t A4 AAH ool E(+)o) 932 o
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% I T R R R

A Aeolgte M H1# H2e BF AXNHAG(y
11=.241, t=2.564: 721=.656, t=9.089). °]
€ 7199 BAAFH x=¥o| Al A 7R
HY& AFdte 7|1 dFE(e.g., Gwinner,
Gremler, and Bitner 1998; Sheth and
Parvatiyar 1995)9] A& 249 AztolA 4
Aoz AAY Zdxegn ¢ &+ g 2§ NG
¥ 843 =4 (49 A4 dee 24
84.0%, NZ€E A3 Hde 2 43.1%€ A
Yile Aoz JeEyed, ogd Zude A4d
BAH x¥o] nAe] ARd UYL 43 49
e Aoz B 4+ It

Aztd ZAA Hol AR A4 A Hed
E(+)9] 9%< A Adge /M H3E AR ®
A7 AAHAL(B12=.740, t=4.811). °|&%
Ae 7o) AAA HYL A4 A Moz
Agsl) A4 Aojge MYAF(ol47], HAHI,
¥¥¢ 2002; Gwinner, Gremler, and Bitner
1998)9] e AFdte AFolt

AZte A3 dds Agd BAH Heol
BAEYA E(+)SY F¥E vA Rolzke 74
H4¢% H58 AT Ad 25 AXHANB
31=.514, t=2.463: B32=.439, £=2.096). °]
g4 Ade Aol ridae] BAE B WYS
Aztetz, 1@ BA g3 7HNE FoAde A
$ 1AL 715 BAE A& ¥ Aolge
AFAEY Ased dAse Aoy, YL Vb
e BAE FANEAe AEAHL ¥ ojgn
Aolg Moorman, Desphandé, and Zaltman
(1993)9] A% dAste Aot 53] BAE
Ao AL A48 AAYA Hed A4 7
A3 Hele o3 86.2%7 A ed, ol #
ALe] 24& 249 NZ4E HYol A9 Uy

1338

¥ Addgda ¢ 4 gld.

5.5.2 AEAEH BY vs A4 89 - 34
o &% 7Hd(HE)Y A%

AR fYol AAH HYHT FAEY
o & 9%S A Aol /M4 HeS ARE 2
# AAHAH Ba1=.514 > B3=.439). 7M
H6Z A7 8 2&23td AzASY vizs
tEo] F2RRY e RYPAYEE 5T AF
< AN, o8 A8 ¥ AFE¥YL nest
model2 4A3 1 vz F H2EE s A
AY Fo 2% vaE ANFAAG. 94 249
AR fe-RAERY A28 AATD v
9 A% x2=383.402=(d.f.=142)2 JEh}A
A4E AAH AY-BAEYY H2E AAG =
dol A% 22=379.565(d.f.=142)8ct o 2
289 3718 JePAtH(4 x*=5637 vs 4%
2=1.8). ol8|g AnE 23E A2ASY AY
A vust 9% 272 AZdE ABAYA #He
o] AZtd 7ZAA wYr} FAES o & 4%
< jAde A& BAdFE Ao,

ao] AZtete AAH "L vmd @iz
A3 71l #AY =¥ ¢ BT ¥AE & ¢
v W ARAElE AL 7|3 dA 7149
A =¥T FAMTL ¥PEdn & &+ It
Dwyer, Schurr, and Oh(1997)& 24& 37l
A HYE ANV A8 ©w1AEA AL 7
Faee 92 PR ed, o9 AHE 1
3l BAEUY FE0 & AF 2L
Xl AFAe A "y 47 98 1A AA
A HYg W % Y A E £ o
%, 249 BAEUFES 2F3e 89ez 4}

AAHAT H327 M52 20034 109



CRMo| Ts} WECITol olxle % DA X2E TN MY YAEU N Al

P42 Hejo] AAH Hrn o Y| 2
Aoz ¥ & Jed, /MHERY 2de o% o
g,

5.5.3 BAEY-PBAzo B sHMHNY
A%

AAEY e 249 PFoAxd E(+)9 IFE
oA Aolghe /M HTS AAT 23 AXEHUL
o(843=.962, t=13.987), BAEYL 149
Eox BA9] 92.5%% 49Ut o¥ A
£ 140] 71gze] BAE vf$- FosA A4E
1, FAE #A7 A8 QY =¥ S Jeole
A% 244 HFdro E(+)9 IS 9F
Aolgke A7AEY AHE AN I

5.5.4 BAA x=F-BAEY A WY A4
€ BAH "9 ojAH ) B 7}
A (H8)9 A%

Azt #AA =3e 79 44 dAF 9
o] w7l oal nAe FAEU] S v
Rolgte 7 H8E AR 98 Add dAH
wPonAe] BABUINY A2 AR ddR
¥ (alternative mode) /W&Esldich dig¢R¥ L
BN 2% Azd BAR =¥-ure BAEY
e AzE vwoddes JelgrhEENE ra
=.065. t=1.163). E¥ tte¥(1*=376.480,
d.f.=140)3% ATFEH(1*=377.765, d.f.=141)
29 piRelAdRAT yPgke] Aolst vlfYHe
2 Jehgoh(4x%=1.285, 4d.f.=1, p>.05).
wpebx] 244 344 2 (overidentifying restriction)
o wa AzZE #AY Y- FAEUL

Aol H323 M5E 20034 108

R R R A R P R

3427} g d7RYe o $4% Rz 4
gyt o8 @ Az AZd #AH o] 14
9 #AEY PlXE A3t AZ4E BAA He
o) 93 ik H8E AAske Aol

555 A€ HY-YF= A B 27
29 WA 98 ¢ M (H)
23

Azt A A wen AZdd AAA g9
BAEY LA & nAe PFelxe] F
& 3 Aolgle 7Md HIE AAE] 913 H8
o A%F TYT W9 BHE AT F,
Azt AgAlEd HeY-Pgoe, Azd AA
A go-yEoete ZA2E AT U=
(alternative model) S 7HE&¥ed, d¢=y
< PA% 23 Add A3AEA HY-dFY
T, AdE AAd HY-Yyedxt F2e £
= b goHez e (EEE Ba=-.362,
t=-1.256; EEAY F=.477, t=1.486). &
3 ey (x2=374.518, d.f.=139)% 4T7=
¥ (22=377.765, d.f.=141)3] x*A17AA
3 xge Aozt HgdHoz YelRTH(4 x
2=3.247, 4d.f.=2, p).05). wepA At
of wel AzZE AAA HY-PFoAx, NG
g 444 HY-g59=7te AHA=2/ ¢le d
FRYo] o 43 Ao Jehyr) ol A
£ A7 A4ld B xgd AA3 U1y
o] FEYXd mAe A} BAER & &
A3 dABcke HIE A A3k Aolt,
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Wz g

6.1 72| 2%

€ 47 1240] 7199 843 =82 A A
ZE5E FHAY PFATE YPdhe Aoz A
A3 o] MFEDY v, AT WFENY
BAE FZHLE ZAF Aot B AFdM A
AR dF7Mdel dE dFENZEAe 1 9uiE
2939 o3 2o

AR, NzZe BAAN o] A9 XNZGE FA
A god vjXE d%E AR A, A4d @
AF x¥e a9 AZE A Hedt A
Ze AR B ZF E(+)Y 9% vAe
Aoz Jveigen, AZd ZAH WL Ai
24 Hd E(+)9 9%E vXe Aoz Yg
Wk, o3 Ade 7|12 B AFE(eq., °
£71, F¥3E, FYd 2002: Gwinner, Gremler,
and Bitner 1998: Sheth and Parvatiyar
1995)9X 9] AIRIE AFdte ZIoltt.

B4, 349 Nztd BAF HYo] FAEY
uX e %S ZA A, AZE ARHEA 9
Aqat ZAAAH #o] BF BAEY E(+)Y 4
& oA AoE Yeidt. ol 1o 7
o #AA HE AZdn, BAE 7HXUA A
Zale A% J1dae BAE fAGElEe E€9e
Zte Aoz §NEg + o

AR, AZ4E AEded H1o3t AZdd FAA
HYo] BFAE vixe U FYHES 2AS
An, dFAEY 7T FZo] Azt A4l A
Ho9] Fggo] B} g Aoz Jeiyith B4
o] ulmd A7|zte] BARAE TA FAHHe A

1340

oiota) - IxI

e AL v, @izt BAE BHME A7
¥ # Je A4 ngude Pt #AE
At ARE £ e A A9 FdF
o] A dehd Aoz Y4 ¢ 4.

d4, BAEYH PFA=R BAE ZAE
A3z, BAEYL PFxo E(+)9 ¥ 1|
Ae Aoz ey,

A, AZd #A43 x=go] aAY BAES)
o ulAe 9% A Aztd FAF HYd 9
3 wi7isle RoE veigd.

ez, AZd AAY vy 49 #A
A g9o] 249 YFALd vAE Y%L A
9l g3 wirise Ae: JEiwt. CRMY
BolM, 149 843 nje A9 3I3A P¥
Az I v Aoz JYHAT BAEY]
e n2id e FAESYS LA 9
3 149 YFose] %S viAE AR Uy
Bt

o9 dxg AadstAd, A4E VA =
g2 u49 Add BAH B (RZ4E ABi4da
A Y, Azd ZAH UY)d ¥ oA,
AZE #AR xo] nAe] BAEYA YL
oA e JoiM Az AR "L g Es
3o}, ne) AZ4E #AA UYL BAEYS o
Aol s nAe] PFexe FFLE v AL
2 yeidd. 53, aA9 A4 Al o
9 AZd ZAA HART BAES o & 9
& vAe Aoz veyd

6.2 oi7ol IHA, ERE, X olaficiolf chEt Mot
2 d7e AZdd BAH xHo| nAY YT

Tol 9L nXIIAA S HPE FRAcR A

AT H324 M52 20034 108



CRMo| 22| gEei5of ojxls ¥%: DAL X2UE AH pein Mgl oy oAy

§ AFolt, & AFE o Roig 7|EATS o
23 22 HeM Aort glon, 53| viAH A
A 2RE AFA AAEE 2280

AR, 4L 719979 FAE B8 AR HY
& Adge A& &UAsisich. Peterson(1995)
3} Sheth and Parvatiyar(1995)€ ZA3 HY
o] AYBAE EANIE M FLY Bl
ARG, olEe] Adx Bdin H29 4
ZATE(187], HAWE, F¥d 2002: Gwinner,
Gremler, and Bitner 1998)clM & 170 X2
ste BAA HY Fol AAAR "L A} &
P4 gQdez AZEA g Aoz yekd.
E3] Gwinner, Gremler, and Bitner(1998)¢
AFdA BEAQTY A3AFYPE NPT de
AAR Aol EYAY 8902 Yehgo} AF
2 5% 43dFdMe SHAQ 8o vy
A gsdtt. o]E AAA HYo] sute EHAY
89lez Jehix g2 Ud ds nAge] 7
AR g 1 2AE AAslEte dE A
AgA Bejoz 23y fRojgta AdES A
HE AP} a2 B AFAEL o 7R
E(Becker 1964: Peterson 1995: Sheth and
Parvatiyar 1995: Williamson 1975)°] &A%
A} o] 7ige) #AH =HE T AL AA
2 #9g AR n Y-S AT,

B4, £ d7dMe AZE dAF x¥o] 14
ol Aztg #AA mYq v|A = dY nA9 A
Ztol X AAstglt. 71& CRMT #ARHAY &oF
o] dFgdMe Aol Azdse 7YY BAH
=3g 238 %3 AZdE FAH Ao R
ATE APssh(e]47], HEE, ¥ 2002
Gwinner, Gremler, and Bitner 1998). °] &
FEL 7ol BAA =L HAAFH A 2

AASAHT M32H M52 2003¢ 109

AL AZE Aojge A& VIR /e
Aoz B £ 9d. 28y & AdFdMe 7|E A
FEOIA o] FojX A G A4E BAH Y-
Azt BAA Hete] BAE FFALE ZAle
Acke oM AEAE et d7E% A4E
7149 BAH =8 49 zd FAH HY
o E(+)9 9%E A A2 Yelged, o
dg d7dge nAo] 7de FAA =¥HE =
A HEsE AL & BAF HYS de A
og Polgyd g uigt}, waty e dAF
»3E go] SR ope}t 1 BAA xS 1A
o] A & UEF ¥ ot .

A, B-to-C B%olA BAEUY F84E &
ostgdct. EY(commitment)E A3 (trust)et
A BACAE A7N Y S HFE 1
=0l ot v Edou Alsleh #¥d B2
dFE(e.g., Dwyer, Schurr, and Oh 1987:
Morgan and Hunt 1994: Moorman, Zaltman,
and Desphandé 1993)2 B-to-B 43dH ¢
e g £ dF& 93H (B)# o|&124(C)
Ztel AN BAEYY dEE AU,
7199 #AA =¥ 53 ndo] A BA
A Hole FAEYY FAAE Bl A9 ¥
Foxo) 4L vt o Aide nA4d A
Z4g #AA HYo] grizi: WAEYC] BA @
ol A9 IFHA PFYx(2ex, YolrtA
7149 AFAH e X 4 AL Yujdte Ao
t} ole Jigdol BAH =H& 8 nAY FA
A 9o E Fole AWY ope} mo] 1T B
Ao 7INE Fq3tn ol& FAFEE s Ho
T Mot gtke 8T AAEE AFE

Toz, ¥ dFdMEe XZdE AE4ed HY
B Azt AAE o] BAEYY v Fd
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ol - X}

A 4FE g vimsded, A4d AAdAA A
oJo] Aztg AAA Huct g & J¥E A
E Aoz Jehgt, ol mAe] 71gate] BAE
FAsE L st FE 7 AAAA FHEGe
A A Edolgle AL ovdtn Ao @
gx 71ge AT FAA A8 T 7
AH HYg AFsted P2 AR ot ¥
ok, BA4, A8 Feo AA4Ed HYge AT
sed o & =38 710 & Ao

a3y £ 43 o 22 dAAE Fed

AR, £ 47 7199 #AA o] AFA4H
o vixEe 4FE AR P 710l #AF
=3E J)gole FFHYU FEe AFAAE &0l
24 sl 1 BHo g & + o &8
7199 AFAdFHE a4EY FAHAQ PFdTd
o3 249t £ & AT AR ¥ I
AQ B39 ATt #AE 2ABA R
£ AAA 979 H99 #AYE Fet

B4, & d7e 54 s Agd 2719
delgEozH ARE FHIHA A7EFHA Yt
3 Aofolghe ditkeel miEEoke] AFAT7L
Ze A A

As, B A7 AzZdE dAY =HE 233
71 A8 AMRZALE AA A&F PAHE AT,
YAFE AF, 7199 &38HAA AF, o843
o B ALLE A9 il /IAE nARAAT °]
oz F2g FAH o] AYHUL 7540l
A,

oz, ¥ 479X e Gwinner, Gremler, and
Bitner(1998)8 47& EdZ AZ4E A #
g ¥ AZMeEd By Agd 344 8
ez FEIHCE. EF AR ARR4deld HY
9] subconstruct® H<eH, A4, AE, A%

1342

e e S R e e e

d AAA B9 subconstructs BHH w43
23 AZHY W4 4R, 23y ¥4
A W g td2A n2¥ A 9d & d72AS o
& A} el £ §1& Rojth,

2 d7e d745% ¢ FARE B 4 2
2 AtE ¥ 4 Yo

AA, A7 HH9E AFARNA &3 ds
7b ik el dFfRe] 719Y B#AF x=FHo|
T332 9xdle vt AF4dFete ¥ nw
¥ o, ATEHE §3F A7 dedivdn @
F Aok

A, & A7 53 AMu2dd(4sd)3t o
$314EE ddez sged, OFd AddA
FA 478 AAE U8t o dE B 2
Ao #A7F FaAHEe 23, 39, ¥Y 59
ok Aol ATt AAEAM FAME 2L
dojAtd & A9 Ay} guwsid sheAdol
Fol3 Aot

oz w749l Aztg #AH HlH HYsld
2 477 ¥edtn & & gl § dFe
Gwinner, Gremler, and Bitner(1998)2 44+
& EdZ AZdE #A43 HYS dHstn d7E
ANEA. a8 o] 7 vFe 2AEe] 7|
Ad3te] AN AGste #AAH HYES AT
Aolct, ‘@AY oM FA LY Folt EAYE
22 o, e aAEL viFe] aAEHE o
& #AH HYES ALY = g Aot ¢
N A4 #BAH Wl FAHA T Ft
2 A7/t gasddn & # 3o

Y M323 ®M52 20034 108



CRMo| 229} $Fe|ol olzlie 3% DA

RS

ohA gAY A L2002, “dZvlANt olAY
el uiAg e, 17(2), 5-6.

o7, #H3 FHHN02), “BAHYe] uAe Fgy
I a3 U@ s, Jdn a4FAH %
ol AE 9% dYRAT, 312), 373-404.

|8, JA(1997), “dFclAele] Cronbach’s ool #lxi&
43" oiAEA T, 12(1), 209-21.

— (1999}, “AMul2FAD Mu|A7LA] S0l
gxd, 12), 77-9%.

—, E87(200), oiAg, A 2%, HEAL

— A9, AFE(199), “AE8A/ALE 2 G A&

s Pz gy AA” Fgse,

28(2), 505-538.

ZF4(2002), “ET Avi4do] Eld YAZS

HAE BN LAfI X 4% Y

B, 31(3), 787-816.

HAE, o] #A(2001), &2 CRM Aoi2lE CRM, &4,

Achrol, Ravi S. and Louis W. Stem(1989), “Envi-
ronmental Determinants of Decision-Making
Uncertainty in Marketing Channels,” Jowral o
Marketing Research, 25February), 36-50.

Allen, Natalie J. and John P. Meyer(1990), “The Mea-
surement and Antecedents of Affective, Con-
tinuance, and Normative Commitment to the
Organization,” Jourral o Occupational Psychology,
63(1), 1-18.

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

Anderson, James C. and James A. Narus(1990), “A Model
of Distributor Firm and Manufacturer Firm
Working Partnership,” Journal o Marketing,
54(January), 42-58.

ojzH,

HAYEAT 5323 M52 20034 109

XAE WA pAnt gAEl Ry A

—_ and Robert A. Gerbing(1988), “Structural Equation
Mode! in Practice! A Review and Recommended
Two~-Step . Approach,” Psychological Bulletin,
103(May), 411-423.

Amdt, Johan(1967), “Role of Product-Related Conversations
in the Diffusion of a New Product,” Journal o
Marketing Research, 4(August), 292-2%.

Babin, Barry J. and James S. Boles(1996), “The Effects
of Perceived Co-Worker Involvement and
Supervisor Support on Service Provider Role
Stress, Performance, and Job Satisfaction,” Journdl
o Retailing, 72(Spring), 201-214.

Bagozzi, Richard P.(1981), “Evaluating Structural Equa-
tion Models with Uncbservable Variables and
Measurement Error,” Jownal o Marketing
Research, 18(August), 375-381.

Barlow, Richard G.(1992), “Relationship Marketing-The
Ultimate in Customer Services,” Retail Control,
60(March), 29-37.

Barnes James G.(19%4), “The Issue of Establishing
Relationships with Custommer in Service Companies:
When are Relationships Feasible and What Form
Should They Take?" Presented at the Third
Annual “Frontiers in Services,” Vanderbilt Uni-
versity, Nashville, TN, October, 6-8.

—— (2001), Secret of Customer Relationship Man-
agement, McGraw-Hill.

Bartels, Robert(1976), The History of Marketing Thought,
2nd ed,, Grid Inc.

Becker, Gary(1964), Hurman Capital, Columbia University
Press.

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

Berry, Leonard L.(1983), “Relationship Marketing,” in
Emerging Perspectives on Service Marketing,
ed. L. L. Berry, G. L. Shostack, and G. D. Upah,

1343



American Marketing - Association, 25-38,

__(19%5), “Relationship Marketing of Services
Growing Interest, Emerging Perspectives,”
Journal of the Academy of Marketing Sdence,
23(Fall), 236-245.

_ and A Parasuraman(1991), Marketing Services,
The Free Press.

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

Bickert, J.(1992), “The Database Revolution,” Target
Marketing, 1%May), 14-18.

Bitner, Mary Jo(1995), “Building Service Relationships:
Its All about Promises,” Journal of the Academy
o Marketing Science, 23(Fall), 246-251.

Blois, K.(1996), “Relationship Marketing in Organizational
Markets: When Is It Appropriate?” Jourmal o
Marketing Management, 12, 161-173.

Brown, James R, Robert F. Lusch, and Carolyn Y.
Nicholson(1995), “Power and Relationship Com-
mitment: Their Impact on Marketing Channel
Member Performance,” Jourmal o Retailing,
71(Winter), 363-392.

Byme, Barbara M.(1998), Structural Equation Modeling
with LISREL, PRELIS, and SIMPLIS: Basic
Concepts, Applications, and Programming, LEA.

__ (2001, Structural Equation Modeling with AMOS:
Basic Concepts, Applications, and Programming,
LEA.

Curry, Jay and Adam Curry(2000), The Customer
Marketing Method: How to Implement and
Prdfit from Customer Relationship Management,
The Free Press.

Czepiel, John A.(1990), “Service Encounters and Service
Relationships: Implications for Research,” Journal
o Business Research, 20(January), 13-21.

Doney, Patricia M. and Joseph P. Cannon(1997), “An
Examination of the Nature of Trust in

1344

olety - YUXE

Buyer-Seller Relationships,” Journal o Mar-
keting, 61(April), 35-51.

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

Foxall, G.(1996), The Marketing Firm, Working Paper,
Birmingham, University of Birmingham.
Ganesan, Shankar(1984), “Determinants of Long-Term
Orientation in Buyer-Seller Relationships,” Journa/

o Marketing, 58(April), 1-19.

Goodwin, Cathy(19%4), “Between Friendship and Business:
Communal Relationships in Service Exchanges,”
Working Paper, University of Manitoba.

Gruen, Thomas W.(1997), “Relationship Marketing and
Membership Commitment among Professional
Association Members,” Unpublished Doctoral
Dissertation, Indiana University.

Groroos(1990), “Relationship Approach to Marketing in
Service Contexts: The Marketing and Organi-
zational Behavioral Interface,” Journal of Business
Research, 20(January), 3-11.

___ (1994), “From Marketing Mix to Relationship Mar-
keting: Towards a Paradigm Shift in Marketing,”
Management Decision, 32(2), 4-20.

Gundlach, Gregory T., Ravi S. Achrol, and John T.
Mentzer(1995), “The Structure of Commitment in
Exchange,” Journal of Marketing, 53January),
78-9.

Gwinner, Kevin P, Dwayne D. Gremler, and Mary Jo
Bitner(1998), “Relational Benefits in Services
Industry: The Customer's Perspective,” Joumal
o the Acdemy of Marketing Science, 26(Spring),
101-114.

Heskett, James L.(1987), “Lessons in the Service Sector,”
Harvard Business Review, 66(March-April),

118-126.
Jackson, Don(1993), “The Seven Deadly Sins of Financial

AYHAT 323 H5E 20034 1089



CRMo| n#je] W50l ojxiE H%: 1A Xi2HE A pA AGRl] oy A

Services Marketing and the Road to Redemption,”
Direct Marketing, 55(March), 43-45.

Joreskog, Karl G. and Dag Sorbom(1993), LISREL &
Structural Equation Modeling with the SIMPLIS
Command Language, Scientific Software Inter-
national.

Kiein, Jill G, Richard Ettenson, and Marlene D. Morris
(1998), “The Animosity Model of Foreign Product
Purchase: An Empirical Test in the People's
Republic of China,” Journd o Marketing, 62
(January), 89-100.

Klemperer, Paul(1987), “Markets with Consumer Switching
Costs,” Quarterly Journal f Economics, 102(May),
375-34.

MacKenzie, Scott B, Philip M. Podsakoff, and Michael
Aheame(1998), “Some Possible Antecedents and
Consequences of In-Role and Extra-Ride Sales-
person Performance,” Journal of Marketing, 62
(July), 87-98.

Meyer, John P. and Natalie J. Allen(1991), “A Three-
Component Conceptualization of Organizational
Commitment,” Human Resource Management
Review, 1, 61-98.

Moorman, Christine, Rohit Desphandé, and Gerald Zaltman
(1993), “Factors Affecting Trust in Market
Research Relationships,” Journal o Marketing,
57(January), 81-101.

Morgan, Robert M. and Shelby D. Hunt(1994), “The
Commitment-Trust Theory of Relationship
Marketing,” Journal of Marketing, 58(July), 20-38.

Murphy, J. A.(1996), “Retail Banking,” in Relationship
Marketing: Theory and Practice, ed. F. Buttle,
Paul Chapman.

Parvatiyar, Atul and Jagdish Sheth(2000), “The Domain
and Conceptual Foundations of Relationship
Marketing,” in Handbook of Relationship Mar-
keting, Jagdish Sheth and Atul Parvatiyar, eds.,

Z eI ®32 M52 20039 108

Sage Publications, 1-38.

Peterson Robert A.(1996), “Relationship Marketing and
the Consumer,” Journal o the Academy o
Marketing Science, 23(Fall), 278-281.

Ping, Robert A., Jr(1993), “The Effects of Satisfaction
and Structural Constraints on Retailer Exciting,
Voice, Loyalty, Opportunism, and Neglect,”
Journal of Retailing, 6%(Fall), 320-352.

Reichheld, Fredrick F. and W. Earl Sasser(1930), “Zero
Defections: Quality Comes to Services,” Harvard
Business Review, 63(Septermber—October), 106-111.

. and Phil Schefter(2000), “E-Loyalty: Your Secret
Weapon on the Web,” Harvard Business Review,
78(July/August), 105-113.

Richins, Marsha L.(1983), “Negative Word-of-Mouth by
Dissatisfied Consumers: A Pilot Study,” Journal
o Marketing, 47(Winter), 68-78.

Rosenberg, Larry J. and A. Czepiel(1984), “A Marketing
Approach to Customer Retention,” Journal o
Consumer Marketing, 1, 45-51.

Scanzoni, J.(1979), “Social Exchange and Behavioral
Interdependence,” in Social Exchange in Devel-
oping Relationships, R. L. Burgess and T. L,
eds., Houston, Academic Press.

Sheth, Jagdish N. and Atul Parvatiyar(199), “Relation-
ship Marketing in Consumer Markets' Ante-
cedents and Consequences,” Jourmal o the
Acaderny of Marketing Science, 23(Fall), 256-271.

Soellner, Albert O. E.(1934), “Commitment in Exchange
Relationship: The Role of Switching Costs in
Building and Sustaining Competitive Advantages,”
in Relationship Marketing: Theory, Methods
and Applications, Jagdish Sheth and Atul Par-
vatiyar, eds., Emory University.

Solomon, Michael R., Carol Suprenant, John A. Czepiel,
and Evelyn G. Gutman(1985), “A Role Theory
Perspective on Dyadic Interactions: The Service

1345



Encounter,” Journal o Marketing, 49(Winter),
99-111.

Spekman, Robert E.(1988), “Strategic Supplier Selection:

Understanding Long-Term Buyer Relationships,”
Business Horizons, July/August, 75-81.

Srivastava, Rajendra J., Tasadduq A. Shervani, and Liam

Fahey(1999), “Marketing, Business Processes,
and Shareholder Value: An Organizationally
Embedded View of Marketing Activities and the
Discipline of Marketing,” Journal of Marketing,
63(Special Issue), 168-179.

Urban, Glen L., Fareena Sultan, and William J. Qualls

Vavra,

1346

(2000), “Placing Trust at the Center of Your
Internet Strategy,” Sloan Management Review,
42(Fall), 39-49.

Terry(1992), Afternarketingg How to Keep
Customer for Life through Relationship Mar

ojgtal - AR E

keting, Business One Irwin.

Wemnerfelt, Birger(1985), “Brand Loyalty and User

Skills,” journal of Behavior and Orgunization,
6(December), 381-3%6.

Williamson, Oliver E.(1975), Economic Institutions o

Capitalism, The Free Press.

Zeithaml, Valarie A.(1981), “How Consumer Evaluation

Processes Differ between Goods and Services,”
in Marketing Service, James H Donnelly and

" William R. George, eds, American Marketing

Association, 186-190.

and Mary Jo Bitner(1998), Services Marketing,
McGraw-Hill.

Leonard L. Berry, and A Parasuraman(1996),
“The Behavioral Consequences of Service
Quality,” Journal of Marketing, 60(April), 31-46.

HASAHT H323 H5E 20034 104



CRMo| 22| ¥EoiTol ojxie HY: DAL X|AE HAS HAR UAFA o AY

The Effects of a Firm's CRM on Customers’ Behavioral
Intention: The Mediating Roles of Customers’ Perceived
Relational Benefits and Relationship Commitment

Haksik Lee* - Jihoon Lim**
Abstract

This research examines, in the perspective of customers, how perceived firm's customers-
relational efforts influence customers behavioral intention. More specifically, it investigates
structural relationships among customers’ perceptions on a firm's relational efforts, customers’
perceived relational benefits, relationship commitment, and behavioral intention. Data were
collected from two-hundred customers at a department store and analyzed with AMOS 4.0.
The findings suggest that perceived relational efforts have a positive relationship with both
customers’ perceived sociopsychological and economic benefits, that economic benefits have a
positive relationship with sociopsychological benefits, that these benefits have a positive
relationship with relationship commitment, and that the relationship commitment also has a
positive relationship with behavioral intention. Furthermore, in the relationship of the two
kinds of customers’ perceived benefits and relationship commitment, sociopsychological benefits
appeared to have a stronger relationship than did economic benefits. Finally, most of, if not
all, the effect of perceived relational efforts on relationship commitment appeared to be
mediated by the two kinds of perceived benefits, and most of, if not all, the effect of the two
kinds of perceived benefits on behavioral intention appeared to be mediated by relationship
commitment. Theoretical and managerial contributions, limitations, and future research
directions are discussed at the end of the paper.

Key words: CRM, relational efforts, customers’ relational benefits, sociopsychological benefits,
economic benefits, relationship commitment. behavioral intention.
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