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etk B dpdM e E3Y Al aRAY 2 AT AzrI99 AHEAEEeh] i@ d3e A
715te Al GFE HXe AFeQez B Hopt Mulx FEHEE dFos B A7
Z9] AR S m2gtt A UeeR, AxYe EgAAEd g A
AL 42 7 g Aok

7Hd 1-3: ButEe) Axe B3 4 4 Mujzold  slBAZe  AlF(apology), A¥
Mulael gl gaigel #AG = (assistance), B/ (compensation) &9 W3t
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11 At EAE dFste d9oln A2 E A%
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AAsY, o] EHAE Mulxd did e A ge A5 &7 2 F Utk 37 &49 F
A weTh A4 HAL gARES =9 £ 9ot eI
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g2 & 4 tH(Smith et al.,
et al., 1990 Bitner, 1990).
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73 *1”1-— AL nARZolgte AHE AL
tH(Anderson et. al., 1994: Clow and Beisel,
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and Zahorik, 1993) nZAfFHE&o] FolA F9
Jo} g3 Eh(Reichheld and Sasser, 1990).
Williams(1999) el oJshd, Eut&aiz|w &3
< 3 ¥e 14 FelM 379 2 E J1geR
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1983). 7 uAe Ha 10~20" A £33t
(Fitzsimons and Fitzsimmons, 1999), Ef uf
Ao BEET o A wolgdAs 7] Ut
(Herr et al., 1991).
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9] &Aoo g (Williams, 1999).
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o 53 ety A3
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8 M8Y Aoz LEch(Williams, 1999). o7
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g Alade H2H o] fe fojdE dF it o ALAT(E 1) FR),

3 Barlow and Mbller(1996) ojshd, 714

L AE Folo ge BHL wa, 38R ¢ 4.1.2 TALAM 29 o] g4

L B, 249 £¥E A UE 5 vz g

4. & d7dMe B4 d8 OdAe A o BUEd dig Nge A4RE 58 3ES

o804, QNEEY A% dig 1eln @278 AFE, ARS B 1] B A4EA E

e g A dEer BHRAL 2Hsgn 2aA 2% + gith(Williams, 1999). =&
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e3, EUEY Fme AQHA A% A%e FE 9L o

2o wet Wtk EHadE A SsA o B THEE B aAdA Az MulAE R

|, 288 29E AR A9 w2 AR U FEA 2o IddMuae B9E e 4
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of B2 AHENA BT ZEE HstA 2 Aol dF AEAR A A gEoz A 51 3

o BRA7s dFY o4, 4~5Y, 1~3¢, @ E=E AMgssTh

Folg FFsAn, A aAFE 29 o, dae AL A4S BEl nAo) AHE A

7Y 701 4-59 1-39 3} Fol U] -

THEF 1 2 3 4
27 olst 1 1(38) 2(26) 3(6) 4(8) 78
3-54 2 2(26) 4(21) 6(3) 8(4) 54
6-9'3 3 3(133) 6(108) 9(23) 12(12) 276
109 o) 4 4(173) 8(109) 12(26) 16(29) 337
A 370 264 58 53 745
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BRAQ AEe aAe FAH FHA it
Holtt. 77—‘1 o *ME A4
de

4.1.3 E¥AY Z2AH2 F2,
g9 A

Aehget 3 A

B dApdiMe Edxe Z2AA9
By TEAA 47 X9 A=Y
of E3sta itk MulA FEL 570
AR, FAA, F34, T4, T'H%)‘*)_Qi =

A€)7]1% 39 (Parasuraman et al., 1988),
Ao Fojed Mu|xeh #EE HEAQ &3
371= ¥tH(Fitzsimmons and Fitzsimmons,
1998). & dTdMe AHla #7149 AdS A
43t iﬁﬂiﬂ T2 FAL O SEERo

lo fl.(lo r_\‘-_l,
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4, @ 94Ae 22 @ 284 5o 24P
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NYe e 2Y90e A BUE A29R
g 95 9. dEE A5E oddE e
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S5¢ APt 44 A g AT
Aolz SR, APLAt AA A
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Aoz setat
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4.1.4 E9AY23
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Zg BAAEY EHAe] ZTaA 2o B B
2 z}7t 2489, HAE 5 HATE AHEEr
dutdo g W& Azl 7ol 3 AF R A
29 digtd 3AQ HeE A, o w2
Afojel =g 7ixA Eo a3y EUREd 9 3
A9 gxg FAA Hiu 3R AFEE
22AY A7uezg Ay A @A Eo
(Reichheld and Sasser, 1990). £ d+& A
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fo 2 oz
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2HEYXE T2MAC ZRY &

41

—olntEIol THANE EAoR-

(E 2) DHRIPAN Azl 2
3l Az 925 | SAuAH § g2+ | 2 930
23584 3 3 0.7142
99 A8l 3 3 0.7729
Bz TIA~FA 3 3 0.6342
B9z Af9F 2 2 0.7969
of o9& AAEHUT. AHAIAL g0ite] AP 0.00 T APV A2 Feht, GF1=0.95,

AE IHE FASHEA 295 gsE HAUY AGFI=0.91, NFI=0.95, CFI=0.95, RMR=
o7 29zte ERAS HEA Fe welth 0.0392.& AA7IE(p =0.05, GFI, AGFI, NFI,
(A, 2002). SARA An ddAddE A CFI >0.9, RMR <0.05)d #&stn UtHJo6
Hate PEo] WAA FUTFE 2) #FF). 4 reskog and Sérbom, 1993). Zt FHYEY &
gL 2Acr} 24stuAl ste AL 438 2 AAA(factor loading)dl W t@#k% A
A EFste AR, FdAEs OE ﬁ%ﬂﬁi o2 BF fYstA JEyt metd & 372
S o Jehde 2A#9 oAE ouidt(FEAs, & FAHste 4 TN AREd JAFET
2002). AFA Hrlde A2ue SARE oj& AL b ¥ & o =g FANEAEHA
ek dASI 0.6 ojAte] €9 HlwA AT (construct reliability)#@ #AMZgk(variance
7} 23 & 4 Jdn(AAY, 1995), FAMEE  extracted) S A4S AT TFH Yo} 74
o AIAEE 0.6 oonz ¥ WHIAHE  Agdgel AS FHNENY 0.75% 24 4
Bk & 4 ot o BAZREFAT dFE FHIEAY 0.5

3o} =AY 2Hs R glo] B AFd AMSE A

4.3.2 ZRRIEEH 22 g Mg e dEd S deda

-T‘ Jth(Hair et al., 1995).

ZH2Yds dTRES FAste BRE TN TRzt FANEETNY ABRAE B
g3 o 2WsE 1g9n. S3RE e 7N %%E}%*é% FAATG(E 4) #X). a=0.01
JetgAd tske Aubdoln #ZAQ HAE b oA frojsiglon, HA3E wEHe dAsH.
sotA S50 (Bentler, 1978), AFEATH & FAAEE o] ZAAA7E UF AA 1oz
HelgAd dstd &34 #3718 shsdA g @ e BAVE YEhER ot REERAR &
(Campbell and Fiske, 1959). 3239 24  ZEG(ZHA, 2002).
de W= ML)E oj&stner, A%x A Axg F¥S 4n, B 7RIS FAde
FEE Fsltd Eﬁé‘% Hrrgch 2ARYS BN FANGEL B®HEAF Aol godn & &+
g Arte g (& 3o vERdsith ik,

AYE AFE F ]’\1 X*=284.03(df=52),

AUt 5333 H5E 20049 109 1501



dYM - WES - Y e

(£ 3) 3¥=d 24z

A7 70w
24704 32 28 @ Z‘g‘;‘j SIS
HE g4 0.54 14.99
2y W oS 0.65 18.62 0.8161 0.5461
27139 g 0.82 24.69
~ R EEEE 0.76 24.02
=H
o Aeel Ay 0.68 2061 | 08573 0.5663
B Ao Ay 0.78 25.17
Al At AHes
2314 wogol = : ] ) -
29A7] o old 0.55 1557
Z2AA ez 0.47 12.94 0.7388 0.4162
2 134 0.76 22.93
EFRE LA 05 0.76 23.95
230s ¥R B2 0.88 2902 | 802 | 06719
AFALE ATASIE ] i - -
(E 4 TAIAE 2ol N Uy
TEp -
w290 ama ETE wmam e
T PR N e ST S
53
¥987 i
S99 A2 0.60 I
el a3y 0.54 0.70 1
ERAe ZRAAEA 0.39 0.54 0.50 1
BYAY AuE 0.46 0.58 0.53 0.67 1
Aol = 0.22 0.33 0.27 0.33 0.46 1
T RE AEATE a=0.0191 F9I2
V. EMz HRE(E 5) 32) BHDAL YAECE d4d]
B2 olF u¥E 3008 400e) B EEsiv)
7271 B og B4 979 tho] AZe
5.1 Xizel ST} 32 2HTA7 4 Azgolde B4S Bdan g Res
Ht AEoid maME 7Ee] Be EES
+99 A8E vgoz ¥ 54% 49 pod, e guade sEoz Hsw Mg
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DYEYHE zaAAe BB 24 -olnjxe ZHENE FHOE-

(E 5) X2 ATEAA SN

LS =4 Wz 8] $(%) LES 24 ik 4 (%)
g 101 12.67 NE 672 84.32
4 _oq 696 87.33 Azay u]vzz_ 116 14.55
&7 797 100 Az 9 1.13
204 124 15.56 a7 797 100
304 386 48.43 eSS 345 43.29
@ 40t 229 28.73 e rﬂ—é—_ow 445 55.83
500 57 7.15 423 7 0.88
B33 1 0.13 37 797 100
A 797 100 20094 =g 218 27.35
F3 481 60.35 200-300 279 35.01
A 92 11.54 300-400 124 15.56
AEH 80 10.04 4007+ 0% 84 10.54
. A9 68 8.53 4% A2 92 11.54
sy 21 2.63
i e 6.65 A 797 100
A2 2 0.25
i 797 100
< 2otk €498 2009H49A 4008H Afe]l & AT BAF dEFE M od #AZ YsE
o #2 ¥X¥slu Sle Ao YN ¢ Ut F 9+ FAR ByeEY Age=R
FEARNM odA49 Bl&ol 87%E 333z, Edad £¥71 g2x 3 i}
T3 FHe vl & %zﬂ A59 60%E 932 3 EgaiTe EAE tgd 2o, 4ztad
a7 ZdA shie Fed sl I} olo] EXE BHA(X’=108.25,

3992 ¥ 4 9. o9 A2
Rl el BAARE BRE

>

Gz el 493 e 97 FAA W
45 9 BAE TALAL Foal BouA,
ol f9lekA dehin do el Fe AR
2 498 ge YT AT $A4 ¥EE 2
o ZARAE fah Uehgh ol Ads o

(3]

ST H33A H5E 20049 10Y

p=0.000), F¥= 30t 40th7} 85.9%5 &
Aske, gArde 20th¢k 30t 78.2%% A
sz ok ARAL 20URE 40Ud n2A 2
5, o592 AVF 97.4%° o]t} AFdLS
30t 2E 50ti7 92.1%E zHA8he, 407} 7t
F B HE(51.5%)% B9, 4599 A%
=76.74, p=0.000), F%& 200904 300
tielo|gte] 744 Bon(46.2%), 3AIAS 73
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YYM - UES - WS

(£ 6) 01452 Xgiof o2 xjol2A

T A e 84 Bt F & p
2 3= 5.06 6.42 6.14 5.48 5.40 5.021 0.002
e 4.13 3.96 4.03 3.94 4.08 3.299 0.020
FHAA 2 3.97 3.78 3.77 3.75 3.90 4.641 0.003
342
Aoz 3.86 3.72 3.49 3.63 3.78 5.501 0.001
T 2009 W) Wlgo] 57.1%2 MY ¥ T, 2%A A S dEiNe EYnAZe o
AEAL 2000ART(37.2%)% 200801} g FE B F, FRE 29 s

300 1nIRH(38.5%) Atole] vl go] wsaie A
T4 AAY 75.7%F AN @ AL 2009
Hold 3009n¥H(30.3%), 3007l AtellA
400%H99m9H(31.8%) ¢ vl&o| ¥A Jehta gich

F5o ARE AT 3o T wAHEA A
= 498 Agsl VeEgthx*=34.56, p=0.000).
o FRo B uER ) AT FAH Wi
o BEge] Jehd ol ohjeke A& watt
mebA ol Fo BEYmdoln| Al me} B

ARAZE e 4 ek

4ol A8E Aol WetH EPRATL ¥F
S, 32, A, AR, A99es UE 4

it EgndTeen FRE 30U 4002H
d9do] 200Tdold 3009tdn|The] mAoz
=REE, AL 209k 302 200340
T d4E /L e aAZeld. ARAE
20t9l A 40tle] nAo2H 300Tgulute] Y4
U4 7AW, AEdE 30U o3 mAoEH
2000l 400TduiTte] H49lE s 1A
ot}

299l A7ls BAshel BYTATS 5L 4
R

HEW, Awtdog uAge EuFo

2
1elA 39 Afoldl 8% A7lste AgE HolA

1604

FAe Ao w2 wH(55.4%), AL L
~5% AETl 44 6%E 7R HE7 o A
et T3 FEE 109 o4 7AE Auke}
£ Y&l 6% aAA T, IAALL 12 5%8 F
oy o]4te] W& Bl AEA 9 AL 3atd
o Hlgstn, el AL TR vjkEA B
Atk oG AFL Y FANT FH9 Ak
o 2F°] F8 ERIATYE BT
ERAY ZRA2Y g JA% AYe w
g2A vehte Ao ¥R 6) #&F). F,
ofdel Agelx Qi wpeid EuiEe Hmy)
o2m(F=5.501), B389 Hol4d A4FE
(F=3.299), A9 Agrdlzd digh A4
(F=4.641) a8ln 71de] B4 dajo] g
B (F=5.021)°] 24 veitth. o9 e
ol AYE rIEes B AEE getets Ao

ggstte AL T E

i
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ojo] A3pge] 2HAR U AR L I
AL 5ot AN oM e AREAS
53 MAR S Add

74 2% (path analysis)& Lisrel 8.20% ]
L] AAEHAY, A2ENE A9 2%, A
= A%4Eo] ¥*=294.06(df=9), p=0.00, GFI=
0.89, AGFI=0.74, NFI=0.85, CFI=0.85,
RMR=0.14 522 eyt
YRE ALFES & WX e A2 Ve, A
Aoz Aurt B¥d AFPA ¢a& AlAsta
Jth(Joreskog and Sorbom, 1993). webd &
gzol ANE ot dFRIS £ B
o #RL FAA ZNsigla, o] 84 w7
A ZAZE HA e HdAA ]-rﬂ&i‘:}(%“’é
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(Speng et al.,
g Ao FAMY A HHAY “‘0
0101 70-5’.5] z7];<4
e AZstd BAE AsiA T
. Barlow and Maul(2002)°] <&, 174
Z1gAAM AHA 71A] (emotional value)&
w7, Aol FNA g =4 o, nHFA

o
ot
o Wb
=)
R
i
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tlo
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ol

ol
e
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=7b BoRina stk ME|adM FAH 71
2 w7A st 988 Y999 FAoth o
AT HEe FALEY F84S HoAFE A
olgt & + gtk Whd], nAPE 27| ©A
A ERe &S AP F Sdokd, 24 714
o Aqulz £ES A QA WEsHA 2 Aol
tH(Williams, 1999).

throg, BRAUZA v B2
g FkelAd. ol BHY Azzp wEzeed
EtEo] MASIEE 1 AFE oA Felske 3F
o=} EolRlE 9wttt Spreng et al. (1995)
of ospd, AulA AF olFe AFH Mujx =
Aulz 38 dig BEe ButEo] HAEH] °‘S’,k
A AN m7le gEEg Ankd wEe] o &
QIS PIA 3, AA B Apejol ke IS
Fha g} F7hd Mg ofei e 2k

7Pd 2-30 EY Ade BWAe A
o AL ¥ = Aoln

7Wd 3-4: BERAL] AAREE Aok F
BAA FFE £ Aot

2719 MES T¥ele $3E AFRIEL HY
g Az, x*=123.07(df=7), p=0.00, GFI=
0.95, AGFI=0.85, NFI=0.93, CFI=0.94,
RMR=0.08¢ AZ= FFo] Uetgtt. 32
o ¥ gre 271289 294.06904 123.072 4
9] Yol (v170.36) 2H Mo Jee &
F ok ARE AFEAM X3 pgt S VA%
Zo % oAE AL 2 4 o Vi ER
gl e} s }‘—C— 245E8 Hola(Joreskog and
Sérbom, 1993), BEF7F & A AXE 4
o] Slof (A, 2002, Ao WA Nzet
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(o 4) #4=

WES - xS

APDHI A=A

288
Z2AAES

F1) A2AFe BF 253 ALY
F2) *& a=0.059A4 FIF B2AF

F2) 2ot} ol9e] AP x50 X

ABEAY dAFog ARFE F23)

o], AFRFY AARBAE dBpldle F

g7} gl Btk A2ASE 28 £48 A7
P2 A9 (28 Do veht st

5.2.1 £%9 A7|s 2718hte &7

=
=2

—

I

o
ox

B A7|9 el aAge ¢
& ¥ Ay, 233N T999
718ue) &3 A A
nE Aeg Jgytth WdA4,
WA AZNE F A= HF
o T foet %Bk% *zr
(r;1=0.19, t=6.20).

2 B oo "J%H b
& & 9l ol Ane Wllhams(1999)
A& vieh Y| g

il

¢

S
3 O
OH‘OZ”_,USL
oo
L re ToX
>
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2w M ol
ot
foy o
o
rlo

_.dm{m o

o)
rO
_el_‘

ot Roglo P

=t
.
=t
L.

o

a3 FUY ARk dee R
Ag 4FE Fe AR Ueth(r2=0.59, t=
19.02). AFE Hjste sgeldlate 24 £4
1506

€ uvehd

o ajde Aulae dselt wep FHnAR
Aalel A HHl2g ATt 2949 9
2o Fadt Ags 848 Fu, 249 43

of st 999 AAHY Auae 2hoz
iz F1gel BB AA sk A ol
o e AxbpTh meA (M 1-D)3 (HE

1-2) 25 A==,

5.2.2 271 o] Ao EYAe Z2AA &
Aztel B

329 o] BHA LeAs Fhd uXe
Uelgth (P21 =0.50, t=16.44).
2 7140 T 2RE 4FL )
o] QAASHA HE o] Fo o]
B xg)d] sz no] ¢
Aolth,
AAele] TaAA FFol
of Baele) ARt x HPH JFE FE
Aoz JeERHps=0.26. t=8.83). ol &
o] EHAelel Ao g didz 7]

’?—l A
&3t &7} Aok
g ade

m{n‘. F\F

_EI‘

2ol 4
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£
ric)

tilo
lo,
=)
s
£

&G AN 1AL 54
< #H(Day, 1980). 24
Ma} =24
2 g9
ghE A éJﬂ 24 5 2

5.2.3 £¥A4g ZAx FH=
o] BA

9 A 2%

guAze ZzAa Fdo SRR 2
MAE U BY, BN ZzAs FAS B
Y B FIE I G=053. 1=
18.26)% WAL, APEAE fol 9%L

2 EQ ot dFge
< Ay Znde] 9
Az “f’n*ﬂ* FAE A PO% Xe HHEY
(0.265)"sh A ETH0.260) 8% ot B
3 TEAx EQo %34(0.530)011 ojste o
g WA Ao mEM (VK 3-1)E& Ay
(M 3-2)& 71Z4EH A,
Aeldgte] st NEGFE EvrEo] A3}
AR AZ9 AfejTrt oAl
}(Bs3=0.44, t=10.55). °|&|g A= EFA
g ZEAA Edo] o1 A, EFHo] LA
Hd I AEE A 7 A e ¥ & U,
B9 FHo| g4H e A f
AE st A+l 7hede] Eve A 9
ojate, EHAge F/4E 7 =

E
lo
ox

, B

o v
2
=2
>

X7 ge A2 YEth(Bse=0. 03 t=0.76). JehlEd o s 2%, BEuES AEgd oA
FHQ) Adgo] o]Fojx 1, EUES A2 & 2 IZA2EY AE o FAY F F glon
Ad F= 3N 7je Al F2 dig 2 (714 3-4)& AYSHA.
2ol #&FE I AdZAd] wEsiA dd. o AERENE 5 7MAA Y AP (B Dl 8
gt B Azle Ao tigh 9EL g F3 eksjo} it
(B 7) d23M2 S8t 72 20
M| AR | AR A=
7 = wg | wy | as | V¥ | ax
(1-1) BEAE) — 489 a3 () + rm 0.19 | 6.20 | ¥
(1-2) %C\’d% M| A (&) — A2 A3 () + 12 0.59 | 19.02 | A4
(2-1) Aol g m) — % iiil Z2A2FA (M) + Bar | 0.50 | 16.44 | AHY
(2-3) Aol g3 () — E8AE 2FTE() + Ba1 0.26 | 8.83 | =¥
(3-1) B33z Z2A2EFd ) — £¥AY A (ng) + B2 | 0.53 | 18.26 | ¥
(3-2) EgxE] ZEA2EE (M) — AFNg =) + Ba2 003 076 | 714
(3-4) B2z AREmy) - AFHIE(n) + Bsz | 0.44 | 1055 | A9
2) 0.265 = 0.50(By) x 0.53(Ba2)
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chst 7

A7)ME BEAE] T2 A Aol
A st E A4 Bgae T2AAE T
e 8] #Ad wAE 9 %43

A (moderated multiple regression)s %

AR AT, BHolE SPSS 10,12 AHEarTh

=2
[¢]
g2 g

=t}

£ dr ox

8}

o
A

5.3.1 £9%9] Axe 2AHFd

EoiEe Aoyt B 9 FALM AT 2
gol aHAo] mA= AAY g 2PFTY A
& Cohen and Cohen(1983)% Fudgon,

Bk 2

A2 aelm EDERE A Hi4E HTY
ol o HiolFE dAlstd EA @ (Jacard et
al., 1990).

AAARE thdoz 2Mg A5, 43zas
o TAAQ Fddl webd A4 el AEeA
T3 Aolzh vehkA] @it o) Aze A
AARE7E 540l e oY 7Y a2FoR o] Fo]
A Yojd wAE Aoz Btk oA AFe
uie} o] MA Ame EAo] M2 & E¥uy
age® U 4 9gone BEYuag Bgana
FYE ¥4E At

(E 8)5 BY, #RI1F9 A=dM E3847
&({jQ]HH]}\Q] ALiz},&_g Mml?d_,] _,]*o"} %7}

o)
PR

ERAT FH9 AHa a8 EUE Fx9 g 724 Retgovt, s B %@EQ}
A e EYRFE 2AE AR Faz %?3”*1‘3]*9} ENEAE] 434S g
43¢ shby F7MA71EA RE7ke AHE(RY) 2 F7HedE W, foFE 5%00A4 é—i EEI
#}o]& FAA (hierarchical F test)S Eslo] A g F7 JEiETh olEg AR v E
gotxict. ol dAAQ) FYUE Tt EAlst o, —’F—‘jrl—fv"ﬂf‘i EUE e ERIAT T
T EE A3HeY ZRE gd 5 s B AMul27t dge] AFHA vAe FFaA A
oflzt B AFM e T gle s ZHEAE WAL g3 & 4 Y & E9E
ZAERE St ok AsAegs xst AT FALMH A Aol e IHA ujAHE
T IARYY Aide 5L Q3 dg JFHZ(slope)7t EVE Fxo] mEd AAH
Aol TAste Aol gonR BRI, ¥ 22 wIdue Aoth(Jacard et al., 1990).
(& 8) =WEMe| AY(FHIE)

FrEQaE FgEse F R’ AR? F
EHER, UMM &, BURER 3 0.501 - -
EF A7 xFALAMH| 2= 4 0.504 0.003 2.8790
ERIAEVEH T 5 0.508 0.004 3.8617"
FHYAM | 2xBREH 6 0.512 0.004 3.8852*
BRI FA LA 2x BN ER = 7 0.514 0.002 1.9465
F1) £ 0=0.0500M HHe Hol7} ol Yepd
F2) n(XEF) =481
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299747 TUEAE 290 FPUAHAS 2
DEREY 454ee TR 29 AV
e, A9ee] 0011 Bhisien, fo
2 00504 FIHRH(F=3.5614) % ol
39z st Ade BRge) B4 3 11%%
49 9111]31@ N R

Aqulash $UEAEY 4348Y HAAS

4 B5g M c}

—t—_‘?fr(

Aol vlAE Gl Aolde oridrin
.

AA3lAted ago i BN 2HEY
AR dne (F P Yeht itk AR
2HSAY FAAM 20 4B5AES 1AL
289 Arde| folahd Zretdon (aR?
—0 044, F=4.7826), «7ld E3aA 7 Btk
Bre A3AEE FUHEIAS Hol® 45 &
g 2717t YU AR*=0.052, F=5.6594).

£

olg} & Ade FHIFY Adee ¢
S 7Y, AA3IA A5, EREEH
ME] A Aol A ALaTA7L EAFT. F

7ol Aol A3 mlAE ol %i-c.
29 o] metd AAAHLZ W3t Frh(Cohen
and Cohen, 1983). &g T UM 27t AH9
AR X e 9= EFHEY AR = ot
gA AAH e gepdivtn & F Sl

FR agoAM 99 A5FEL fFostA Jeh
A skt mEty FEIOgANE EHEAY F
ALAH 27t 590 R "J“u A dEgE
Fo, gAML aFA e F it A5AER
I & v ®=3, 04’“ AR IF
e %Jé st73o] el el vixe 9%
of webr WMol eyttt 18
TAEMu 20t Age B4
EHAQ AR Uy, ol
359 A Aol E BEQY & F
EUEH I FA9AMu 29 dEe

L 22 of

OW i
oh, e ox

*1 Bl

o]

l

e}

e -y
4o

(E 9 == AH(AY 3|AlITE)
FHERs Fguge R® AR® F
EREA, FTAE =, EUEYE 3 0.450 - -
YA xFA DM & 4 0.494 0.044 4.7826"
EHREVDEAE 5 0.542 0.052 5.6594*
A YMU 2 EUNEA T 6 0.560 0.018 2.1682
BHBAxFA LA 2 ENER = 7 0.560 0 0
F1) *& 0=0.05914 AHEH] Hol7t o EE ViR,
F2) n(XEF) =60
(Re—Rp/kp—Fkp)
D F=~{=R/(N—kp=D
@714 Rp = dMZE R’ Rg = zﬂﬂiﬁu R, ke = AARYS SIS &,
kr = ATRYY EJWF £ N = EE
AU x33H M5E 20044 109 1509




YA - YSS - xHE

AR BACNAN 2AEHE BEY & 2§ HE 5 9 use FEIE(reference group)
A= F93 A37t JehdA) %’?9&‘3} o2 dAe.

THAEE AAA R M ERER, F AA A5 dder M 23 2y T &
x| zet gde] aadel W) W 5 g Fgkd A gsten, g AR
o 2AEHL vehb] ggted FRa5% A4 & §o@ Aole #AHA Ay AR EYaE
AR aFolA 233 freld AwE ozt o didtd ¥AF Ad, A aFoMT =
Uetn 44 slAk agMe BReAT 3 F9 Rl #94F 0.1 #§ Aozt U
4 Aulart 332488 7Hlo] vebdth wetd  ERtHF=2.6413).

AAz g deted (714 1-3)& 71Z4@t. a9 A4t 5o e A uRs
U FRIEH A gt S e 19 FEge] foEA Yehdon, 4azge
o ZHEHE Holn §lof ofof digf (P 1-3)  AAREY 6.3%F dFsn UAD(E 10)FR).

Ml 2R

FEHoR Y ol lujE £3 mohidclo] FzZ1E9 A

o3 e F3 WUk wat Age) aAnAw Eﬁz}

5.3.2 EHAYE AT At g ZRAE F29 71271 X}°17} g 9o
H

& A7 ddd AZrtelME AFY 548, Aole fodwA ot
ngE F2 EFANtez i gled, A st Fonegetst HEndhEet e 7187] Aol
A oz o)fojxitt WA Y WHE u@ 9 & ANE AFds s e @gtd(t=
e B3 2@, ddd d=mdel vk <7l 1.045).°7 HAAL AWEA dPFdze 53
dMe A9 Al 7HA EdA e wet ge]  m3bicko] Ao} R4l B T2 F
ol BRAY ZEAA FHd nAs 9FE A0 X 4FEE g A4 BEY. o] 9
9 zpol & steretArt. FHE W aAFHE FoF Aozt UA| 4%k
sRAE et 2HETE AN AHE o el A9 dge vnE F98 3
Aolg FHAE Fot AdsiiiJacard et °lE BTt

al., 1990). & A7l At Al 74x)e] FTHHER, AL IFANT FAFE 10%
22, $49 frjdert 34T R A o oA 9elg 52 a8 dEds 58 28 et
PAee Bl 5 ngtoln, ¥ A4 vr] o metd Age) auo] BA TaA2ER
Aere S 58 nideltt. e dEl d viXe 4] tdade Zve] Yehgtt. et
3) t= (6 ,= b)) Tz 9714 bt BE B4 7]¢7], sb 71719 BEUA

[(sb)) 2+ (sb,y) ]
4) 2 EHAeuete] 274
O =Bzl §= -0.097+0.296X; @ WEwgheh §= -0.209+0.584X;

@ Az ﬂ%‘”"* §=-0.915+1.167X; A714 § = %oﬂﬂ Z2AX F4, X = 489 A3
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DHBYH| Z2MAL FA By -oinadel THANE

ez

(% 10) E8x{2| dafgotel

ZEEN AY (oYM O8)

AAN2Y o ank
aF Syl
b £ b t
Akl xTHA 1.167** 2.790 0.381** 3.880
Ey Aot fuisg | 0.818** 2.852 0.686** 2.393
B et tEs 2 0.760 1.926 0.549 1.487
Ao ZA3gxinl -0.831* -2.020 - -
A4 FAdag Aol gAIxrju]2 -0.583 -1.190 - -
R* 0.356 0.293
F(ANOVA) 5.423** 7.047**
Z3¥4 Z3(strength) 0.063***
) BAAAFE NREIATY
% ) * 0=0.05%4 %4 ** 4=0.01°04 23
Z3) *** 0.063 = 0.356 - 0.293
A Aguete] 2AEHRY VM 2-2)& 7149 @ AARYH PRI vlwe FAFE §

1= S = LG e R e B G 2R 4 R
AR o2 e

5.3.3 Agle A4

Ao AL =
globd Azl AR E¥AsL gsd
ojz EFHUT. MAAL H
Hah 591900, Hdl 4747}A
U AR AR 6908 15¢ o%
g A3e 4242 AdEez AA Jeht 49
AP Az FEAAE A HED A1 4
ARG E AFdMe 2AEH AFE 3 F¢
g 1FeR 39 w2 Y 2FT e A

ag9 F A9 28S AR, drpdsE A

3 =]
dEE Tl 2

cd
Jpy

slo] AAwT B2
WA AAIFA el R
SRR

2 0 Q
2 92

Al A agelth,
7o) R? Aozt &

B4 ArdME ol ¥kt

(F 1D BE FRIFS gz ARy

I HAARGE

i*ﬂ X~ i 70

w3t Az}, Ad
stgem (AR =0.01, F:8.2525),
Al A4 HEREYE §9
STt =-2.296, p=0.022).

o] o]z} £
E3xe =

BeAede &

HA Aol 1.0%(0.422-0.412)8 A3}t
o, ol ¥ A4 28H & A a5 ¢
of BHAe Z2Ax FHqN EHAY VEo2
9 71€717F d2de A& 9r|dt}

A agdz FA4e 2P Ao ve
A% & At Adde A$ol BHAE T2
M2 F4o] By A7iEd vjxe 4ol

e D $=-0.092+0.731X, @ %
Q71A §: EERERE, X BBAY Z2Ax “’-él

2 284 a8 §=-0.012+1.018X;
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FEER APed
AL kL
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Aelel Ay Yo 1 0.087 1152 | 0.047 0.636
29He s EAxdn 1 -0.287" | -2.296 ] -
A% A R? 0.422 0.412
F(ANOVA) 74.308" 107.327*
ZA¥4 A3} (strength) 0.01***

F1) FAATE nEEHATY
F2) * a=0.0594 #g ** a=0.01004 9%
#3) ™ 0.01 = 0.422-0.412

(B 12) =¥&0 A¥Zn

7W o -
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Analysis of Effective Complaint Handling Process:
Using Causal Effect and Moderating Effect

Byung-Suh Kang* - Jong Deuk Baik** - Chul Ho Cho***

Abstract

This study tested causal relationships within a complaint handling process in a
manufacturing company through path analysis. Moreover, moderating effects of situational
factors such as a degree of dissatisfaction, complaint handling strategies, and
trustworthiness of a complaint handling was tested by moderated multiple regression. In
summary, a convenient complaint environment and ‘employees consulting service have
positive effects on ‘effective consultation in dissatisfied customers. Effective consultation, in
sequence, leads to satisfaction of complaint handling process quality and make dissatisfied
customers recognize that their purpose of complaint is successively achieved. Detailed
implications of this study will be following by two perspective: Causal relationships and
Implementation of a complaint recovery.

From the causal relationships perspective, service employees who directly contact with
dissatisfied customers are playing critical role in a complaint handling procedure. In
business practice, the tasks of the service employees focus on a consultation, which is
operated by specific department of a company. Their responsibility is only a mitigation of
temper. However, they must explain customers the cause of complaint and how company
handle the complaints with reliability and assurance during consultation. Therefore,
employees must have knowledge on the whole complaint handling procedure and have
appropriate rights to handle the complaints. With knowledge and rights, employees can
effectively consult with dissatisfied customers.

Professor of the College of Business Administration, Kyung Hee University.
* Doctoral Student of the College of Public Health University of South Carolina Columbia, SC U. S. A.
*** Lecturer of the College of Business Administration Kyung Hee University.
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Effective consultation that leads customers to have positive expectations on company's
complaint handling, impacts on the result satisfaction. Moreover, the effective consultation
has direct/indirect influences on the result satisfaction. To consult effectively, emotional
service is needed. Emotional service means adding emotional value, which comes from
understanding customers situation and empathizes customer's feeling. In other words,
customers need warm-hearted words instead of a monetary compensation when they are in
dissatisfactory situation. The result of this study highlights the importance of service
employees who have emotional sensitivity.

Customers who experienced dissatisfaction will return to business when their complaint
purposes are successfully fulfilled. Through only favorable recognition of complaint handling
process quality, a company does not guarantee customers return. From the point of view of
a company, the customers return influences directly on company's revenue. Moreover, when
considering that less than 10% of customers who experience dissatisfaction complains to a
company, the influence of customers complaint expends to company’s customer foundation.
In other words, customers who do not complain to a company is more likely to complain
about their dissatisfaction to their nearby people(Word-Of-Mouth). Thus, companies actively
register customers complaints and utilize them in order to prevent future failures.

From operational view point, this study also provide several implications for effective
complaint handling. According to the result of this study, complaining customers have
different characteristics in accordance with their occupation. Resultantly, the housewives
group and career women group are the major segments of complaining customers, different
in most of aspects. This result supports that a company uses different strategies to handling
complaints according to the complaining customer segments. In housewives group, there is
an interaction between a degree of dissatisfaction and employee's consulting service,
compared in career women group that have an interaction between a degree of dissatisfaction
and complaining environment. Such result that comes from different characteristics of
segments supports the use of different strategies for the different segments.

In this study, strategy for complaint handling is mainly ‘exchange. A moderating effect of
strategy between complaint handling process quality and result satisfaction was significant
in career women group. This result implies that a company must prepare various handling
strategies and use the strategies in accordance with a complaining situation.

In housewives group, there is a significant moderating effect of trust of complaint handling
between complaint handling process quality and result satisfaction. In low-trust of handling

1520 AT 533 M52 20041 10Y



DUSYX2| Z2MA0] AN BY -olnjaniel ZEENE FHo2-

situation, the influence of complaint handling process quality on result satisfaction is greater
than that of in high-trust of handling situation. This result supports that in low-trust
situation customers need that their complaining purpose must be achieved by company.

Complaint handling is a core service of a company, not a supplementary service of
manufactured goods. By effective complaint handling companies could increase their overall
level of service.

Key words: Complaint Handling, Service Quality, Quality Satisfaction, Service Recovery.
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