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H2e) Al opiR 2L Aula 22 24 R PHoR iz DA BYL AFAI Un Y 2ol
o 4, Aulx 3 28 F9oz ANE & o) Bl 2ASE AHlz 24 U AVBES vebd 5
920 ol FHH Az 24 2744 v gol BUAS PINY Yok AT 194 Aula 287 2409

8 2Add, 3A5UAE Astend, 59 A

A 2 E Rpo] MY T AYis 142Y, A7
4% AR A HSddle B 344G, e APirE F7H s Adeidt. dels dder & 4
A 23 874 7}"3? TH7E AR o} A2 24E %‘Q i3t oA R Me)2: a4 E ASH 02 Aeleol %

AT 4 ik £ 9T 28 FA *1“]* e} B HAo] AT dgirge] ABAY dFgHE v
Ax JEAE st B2 1749 [ A AdEsEe]l aAANY T s e 9FH: v
< HIF 5 09in mWeb Aeja &1% IAEE AP = met Aoz defsiol F& ol + U

| A—i 2 sivayam, 2003; Rodie and Kleine, 2000:
Xue and Harker, 2002). M¥lxae AZAE= &
2] A 2n7E Al Dojur] o Aful
= opash Agd nAe Bzl Y5He|cHolA,
= 2004: Kelley et al., 1990: Zeithaml et al.,

AElzs AART ASBED Aol ol o
£ 3 A
Agola glos(el  1985). B3, 71E 2AYF AFEL 2HAUY

grt AgdAn 3

Al A9 ol BYL
2, 2002: oA oEG, 2000, A2 A B AUz 29 4B el 9 FRIAE
Mz oY BREE Aqus e

el B ugigtth(Katz, 1964: Katz and Kahn, 1966:
M oAula pAol A 2-E 9En oh(e]4Al,  Organ and Ryan, 1995 Williams and Anderson,
ghxlo} 2003: Canziani, 1997; Chervonnaya, 1991). HIole Mulx A gaol d3log
2003: Groth, 2001: Kelley et al., 1990: Nama- A} AHl~ 749 #AdA 2AA NG FE ofsfat

2 2004, 4 HRy=Ee: 2004, 10
T A7PE Agtgm A9dTad A9 gAM o Fo} Aoyt & A7) tel FelF AdE FA QLA S =
d



0|57 -

o nA9 AEA An, nAARYFelghs Ay
o5 A7t s 8=l fth(Bettencourt,
1997: Groth, 2001: Keh and Teo, 2001).
Bettencourt(1997)& mZo] AW ES EajA
Al z2Aol QEiM $38 FAYE FHYF

52 AN 1 23 239 o 3 BE

< UED, 35S oM Muls HHe 45
&5 75t o2 nASdA FHEA 4TS
2]

MAA dchn Aed. 1 A% Az 27
o 499 88 e H1 wddA o e
; sl B web 2
o) A Aol o)

Fe Mus x F9.% )
deldn 2 & oy
RRES I

224l F89AE Blau(1964)
(social exchange) ¥ Ao
78 (norm of reciprocity) & AE Av]~ 23

3 FALTY] nBHHAS A7t AN A
ANE Ndog AZtE 2HA 9 (perceived orga-
nizational support: Eisenberger et al., 1986)
< & 4 e oy 2Ho] 29499 HXE Q
Aoka oldl ek Wi E FYdol Adde
of mebd FHe] aF/FE Yo Zzﬁ‘oﬂ

et z4o g -‘Hﬁ}H AR ES et

SdAlo| Z(theory of
social identity: Turner, 1982)% ulgtoz 3l
Md A 2R NP Eo] Fadt A3
WA e A7t Agggo] skth(Dukerich
et al., 2002: Dutton et al., 1994. Foreman
and Whetten, 2002).

3 AR B e Aula 223 Auja
AzAtel #A, AvlA A72AY A 7o BA

23 594 7

g arscHelEi, 1999 24, e,
1999: =&, WA, 2002). AW, A
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SEiY - A

Z23 1 ko] ApE n @ pde] e wed
AZ 9E e EAskA guTh 53], Aua
FaA nALe R FYY(Bowers, Martin
and Luker, 1990; Mills and Morris, 1986),
YA EA Y (Namasivayam, 2003)e2 & 4 9
71 el & AFeMe 71E AAtzRZ] FofoA
de] 7EUE Azt 2L L A7hE wA
dor, 2AEM, % 2AFYNE 44 s
4, IAFTUNE st nAo B 2 &)
o IAARYF(Groth, 2001) VA& ¢S
TASIATH H&o], B dtdiME Azd 1z
4o Agwies Ftdoz A&, 71 2
A FHAME A 22299 A
#et dfe v =8 dFo|th(Rhoades and

me HH]/\ 2]

Eisenberger, 2002). 3kAIxt 174
OEE‘H E/\PO BL;qq. i

Ee s 22 B4 AL Halng o
Aol Mquls 2o zvE AAg W rhe
A2kg B4 2 Roln 1 An Az 24
AN RS ES HRAA BT AR U
4 Aoz slday,

E9, AEACR AHz wAe AR A¥s
243 249 B ol el Avs E
A7, B% 2 FHE 940 Fag 4ug

o

st gle] AF=H) $H(Chiou, Droge, and
Hanvanich, 2002). s¥A%, 7]1& AqodMeE 1
714,] APL v 23 Ak EAo] TR S0

% dsiMe oFA dold. 53
IES 317—‘1‘94 AR F AT mA e Ay

PAle 2AEHE dF1 e 7

R

g,
A o]
==

j=}
=]
Aeg 4

X2
A
r{o

Z ATdME ddusAuas dFUdeR
ARstAh digtusuae vge] U4 Ay
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ME|A ZA3 o] DFUADL DUAIYS 0jRls Yol U @7 D7 FHUSMo| THENE SHOR

29 dFolm Mula zAF e FAE Y
A #AAM Fh3E 4 Stk Bhattacharya et

al.(1995)& 394l BANM FALL 239
EHOM A4 2574S deidn A

Bhattacharya(1998)& H]dg] 39| My~ 4

golq B9ee AT P52 dehlo] 244
AT A 59, tiFtud AHlas
AR M Ropohe 2] FAFC] P
deteted vlmA FrlHez wg Mulag 3§
Low tigel] el YT olniAE FAHsHA °
ok e, A9l SEL AN AE AT
SER TM]% oIS 2E B2 £EY FAdE 2

-
e
rr

g

mE

I

?I%

sty Adler and Adler(1988)
A2 LA, B 52
AAEA o5 7] el g oA
_]
=2

=2
4EEAE ANRED

(s}
NP

u
olX o

3

Hennig-Thurau,
Langer, and Hansen(2001) 9Al Ay~ £2
o A3A 9ol FAR vAE 4TS 2R
71 M el dFades AEd b gl
wetd A g7pA) AE FdES vges & o 2
AN HFa de )

SAA, Mula 234 g3
Jga oY ARYES

31t} (Hennig-Thurau,
Langer, and Hansen, 2001).
ety B AFdM e Az AsdA e
224 A9, 94 FHEOR B Ao| §Es
+ A+ (Bowers et al., 1990; Namasivayam,
2003)& "oz, A7 1"11*1b B2, 178“11

ANDAEA WA JHE 2R, A7 2004
£ a9 Age] o9 RANNYEH Qs
So WA 2ALHNE e AT 43Hez
Az obed AZATRY AN, BF A7
AYS THW PAES AN,

Il. OI=H HiZ

2.1 $25, oAl ZgielozAel Hsia T

Aot Aol WlRe]de AHAE TE A 7
Y 3lE 553 Folv (oA, 2004; Zeithaml,

L

Parasuraman, and Berry, 1985), ¢+ 243
4 FHL] ’\1‘1]*4 A dg B Mz
#xo] AFe Yu@dtHGronroos, 2000).
Az 1749 -a%’%" FEe ARG
Martin, and Luker, 1990). Bowers, Martin,
and Luker(1990)€ n4& ez 943 n
Fote AL Mula AT HEE ¥ b

el
oAUz FAL PPN 33
495

2

HBowers,

N
oA = L W

i

(partial employee)” =, ¥~ LA o
AAos Whte Fdzzd 489e Faur
(Kelley, Donnelly, and Skinner, 1990). 1.4
o] uix] 71gjel F-EA FHLANE dFep] wiol
Al zg) AT Aende nag 27 e 2%
yatog B 4 githi(Xue and Harker, 2002).
ME 24 2sz7) ANE Ada 249 44
oz oldx grjats AujA Hele 2L &

A7) gas el zAe 24E 249 24
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O|5H - BEHA - RAHY

Yo} HEA FAoz A4sHA ErhLovelock
and Young, 1979: Mills, 1983).

HZoe uAo] Mula FE Fdd oA
ge AdAAE AAHTL Yth(Namasivayam,
2003). o|R& Mulx AgRF oA o] "BE
A (partial)” 9 o4& FIA He AL 9
ol e zpale oAz Auls zAd 2y
st Mulz A FAte A QS B AME|x A
Aol Faeaiuiar Au|A ZA A WAL
[L].g}./\i anne }\113]/& Z A9} olA] 5‘{j°4°i 7k

4 5:: °‘\3} (Namasivayam, 2003). ]‘ﬂﬂ g

AN DY Fo|H, AR L HAHoE
I AY B e &AW AFHe o w2
MElA EAL FRsta Au|a :
AA7lE A nAel ApdA el At
Fo2 AgErh(Groth, 2001).
2.2.1 Mulx x37 WM F384
Bettencourt(1997)= ARG F3
MadozA nAe ApdH AJag AAlshdA
o] Mulx 2 tajs A FHE st
Aol Al FHE& Fo 2] ZAo] FHAQ oln|
o & A¥s 2 710 9 Hukd 9%S
tha FAstgr}. o9 BHdd Hartline and
Jones(1996) & AMulx Folelld FH&FY F
84S 97391, Lundeen et al.(1995)2 &

—“_re
I B
peoto T
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"’7—‘101}74] 714 B d5ARl
gl e Hi=g 2
AR st E°§ o AT, 3,
Chervonnaya(2003)= Ayl m7o] ERRloA
Mula 23 FAE F gle 98s FPT 5
A7) &l o]EE A E (marketer)'& A3}
Atk ob&#, Bettencourt(1997)& mAEo] A
Hl FAeA Auj2 A3zt L3

EELEH
MHula 229 FAW AML & FLain AuA
AzA QA deulzn 244 g PR

AAFozN A 20] Yiat Hed FAsHA #
o AEEET. 1980dd ol Z therel At
& Ml AlFAet Azt Fage gt
dyad) #AE 7oA AH|2 A3l 1A
| AR ddiste g4 F44T g, Mex
lo] 2 WAE 44dd oldF o, nAedA
A we Aulzrt AFE F doe Aol A
At Parker and Ward, 2000). =% 24
& Aulx 226 digA EH, AgAE F
1715t 0 24 Mu] = z2o] 7HAR Sle #
geld ¢ A stm, ®g o] 1A A
oA AAE F7] el Mu]~ zHoZ g
BErh U4 MHAE AEE 5 UEF
(Bettencourt, 1997: Tax et al., 1998).
and Teo(2001)= A¥la 3 AWIYEE 5
gjA Aula Ao e B&(tolerance) s v
dokn FA3H9 Y. Keh and Teo(2001)® A®
2 Asje] F84 (Keaveney, 1995)& il
, 2AREE VSR AEHA G AHlx
Ao s AdulstAY Foele nAe] ox)
gt Aolstgich, mebd nA#go] ved of 1
HEe A2 AT Al 22 dia)
o}

N RAA PR 28E 94 22 Aoz 93]
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HHd 1

oo
=N
—
3
%
m_l\‘:;
= 1o
Q»
2
é’h
i &
:3
Emlo
<©
o ox
%
o >
(R I}
&gi
>iﬂ [SRE
o oo o
oL 30

2L

% B ' XA
A% Ao FAL A7) v Ao} FAA
9 Aoz d4E £ ddn FAsAC. webA,
e nAste] F3gol Muls wEe Fag
A4 eqlelgtn AAeGEh g S0, ALY
oA AgEEazt g 2 MFALgn st
B o, ZedeA TR LR e
FAA ] L g IR efste A
& adel g2 3AE FE & 949 98¢

AASIT H33H MeE 20041 12¢

Aol Wt AT 12

Williams and Anderson(1991)& ©]& 7jdle|
3t AsiEe 2 wuigHsg EF3 QA A
& AFAFE FEolgn FsAtt. oldf, 1
HEAR Lol dAl FALol7] wEl
129 2949 FwA L aAdA AL 5 ¢l
tH(Bowen, 1986). A AMujx e AH
A 7‘4—9—?‘5}]}1@ ”77_“128 /\]U]@HE—Q- HEL_‘,]?;S] EA«]

!
o Ll B 2 B L i e o Zl‘?a_‘ R

J
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12
e rlo w
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2.2.3 AR F oA EAA

Podsakoff and Mackenzie(1997)2

T FHRY FHEQl WA

behavior) A7-¢ BL48< AASEA, Fisher

and Locke(1992)9 A+& &3t 1o& A

Hl A~ Z2] 9 ﬁg T, % AZAE AA
*

Age 2ASE A, 294z T nAe Ay

g aolgy

118 2 (anti-citizenship

SLIES

=
ol
ok,
o
>,
offt
S
T
>
-,
o
it
1o
o
2
=2

Q.
& dge W

TR AAsget. ohAY BT 179
A 8% (misbehavior)olghe /Mdez nAAR]
FEoll W= Ade] AAET dH(Fullerton

and Punj, 1997). ©]¢} #&sld, Lovelock(2001)
& o] vExA FHPEFS Yehlnz My
£ do7y, Mulx AFAE dA

a7 wen te nde Aux AEEs 3}1%4_ 2
Hliﬂoi Qg mAe] 2Ag

CAElz AZR, e 2

q, ARA et 713
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Ol 5

A doha F3319h. Lovelock (2001) 3 ] §-#)
(2002)€ °l¥d z45% EF 1M (jaycustomer)
o2 st Aulzd WE tirtE A EEA
EAY X e =5 2 (thie), Mula FA 9]
FAI e Awkste 1 AvE 34 (rule
breaker), o] XA E BFE HIHAM 1FS
Aoz && sh= 48 17 (belligerent), T
& 145 A= WEE 24 (family feuders),
Mul s Aol g FEjA o g Jhelste &4
A7le 442‘3 2 (vandal), ¥ EZFATE A
e AEEFY 37 (deadbeat) ToF TEE
k.

Az aAA Y Fo] HHs] Be|HA] F
AR E, 2APEoz Jebd AL AHa
o BRoA Ui AFE o AL o
ge + lgo] &ttt ‘43"1 AH| 2

$2 398 4 YE% ge ¥

\1

HJ 2
L

2

s

O

1

o
2o pu 2

=
=
ol

m

ek E (internal marketing: Bitner, 1995)
& A2 Ao R FYLAA B & Y& A
Z Agsn =8 o, FP9o] BEstA H
O A BEg FAde g4 os u
Mul 28 AgstAl Bntar Asta lth(Bell
and Menguc, 2002). A 49 d3aEL
FTHET A9 A, FALH AYRY AAl
waiA ATai et (Morrison, 1996). I3y &
$AE M2 2AH nAe] #A # AFE
o|$- =& AAoe|d} dx|% Wayne, Shore, and
Liden(1997)& Ay 227 U] A

el FAo v S dFE vHle 2]

> rlo

o
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- 3 - g

gt AASAT. Mujs a4 FEA 2 9l
THUeR #3249 5 U] Wi Mulx A0
a9 #A AA| Mulx FAl Ahgk ks vl
2 Aotz A2d 4 9)

ojg gk A2 —.er FHUe] BA] dig
olgA 7jukE A wsto] E(social exchange
theory)olth, B& dAAEL =AY ¥ 33

o Ao disiA BHE A (Wayne et
al., 1997). Gouldner(1960)+= A}8] @& (social
exchange)o|& & Atgo]l AdilelA s9E W
EQS o, v drib dE Holgtn JdE
A Hed A4 13}”’ ojwgt Fez thrirt
S A dEjM e ESAE fdojgtn Adst
Atk Blau(1964)% A}m%% Aol 71ed
A9 JFE Fukdtin
Ao gRE 7INE AW
FHY A7k 22l dgt A&2HE AT
ZA3e] FYA(self-identity) A& ZAF]
oz dgt F99e AARE A (prosocial) ¥
52 S7MIZtH(Brief and Motowidlo, 1986).
2
A

:@
o
52
+
v
i)
x

oM e 718 drted FReAM dFEAd
2430 U9 9 n3aA & A" 234K
o #4d& F9t. Eisenbergerst 19 58 A+
d 2AA9E "2Ho] ARl FHE

713 FA tiafA BAE 7 3

T AR #e FHLY FAA g ez Hosidd
tHEisenberger et al., 1986, p. 501). Johnlke
et al.(2002)2 Aztd AR Yol FALY =
g, 719 B3R YA 59 ol 9 n|
A7 W& 7S YA BReA Fasitn



MulA xAR Dol nEIAyE DA IYSe] olxle

2

o F&ol o
& Ag QARS o, Ay A dE 4%
e 2770 FEHorE 2 g AU
=2 wEsA] 9 Zojth, & dydMe nAR
drel Azkd 2AAQ A7tE aAAdE A
Hlx zAo] nAe] FAY BAld gisid #HE
A3 vt B3 gl 2o Ay A=
Aojsitd, 1lm Hujs 2R 28 3HL 3§
' AZY aAN9E 3L e A
2 AW R 3z g

. &5 1

3.1 ool MH
3.1.1 84

AL e P Ao dd Bl e
o AE2e) Aty Aeddd o8 F4E 7he
Aol Fopxitt mAe] A9
N EAS B dod, aAEL
Qe ST Fo|i
2AedalA] 2 Aol Lovelock and Wright, 2002).
o4-g BAee o 1 742 o] Atslo] gt

1t 2y go] SAE
, 1990). d2AM, g& AH|
2 2R ATt e 4= Z=2a8(loyalty
program) & ¥4 273 (reward program)
9lth(Yi and Jeon, 2003). Sharp

UN

S H33H HEE 20049 12¥

o W3t AT 1

FE 2ol %‘%% é% & v ¥4 ¥
EE Aawe 4R o2 ddHEE Fofs
gt} ol FA® ZaaRe FFAY BEF
Aoy Az Aggged, H2de ks
2e 39, A3 AEAAE AN AU
doed, FAa FoR AAAR WAD

(Bolton, Kannan, and Bramlett, 2000 Yi
and Jeon 2003; Yi and La 2004). =&,
OBrien and Jones(1995)¢ nABEE HE
AT Zzade dryd Hadgo] opd A7

shtol ZelAA] wiAE (frequency marketing) ol
EankiL i

o _zk
o
she uae Ao Azgesy &

mu oz 2

SnAe tigh gy HArzad A
Bk oz} Adeld BAw ¥3afol TrH(H
Ag o4, 2001). AF Aol s FFn
AEo] gt ARA BARTE Auls 249
e wjzlel o ge #AE s e e
epgehol A4, 2004). mhehx AR okl A

aAQ vy zeade Ade 744 dE o
A7MNE A2 W F2F FAR F4H
= A& o]th(Kim, Shi and Srinivasan, 2001).
ol9} #estd Dowling and Uncles(1997)&
BAEE IR BN S Aujs 2Ho]
MolAl we, B4 2 37 ez glde 3
& AzetA ddz AAEAE, Rhoades and
Eisenberger(2002) ZAAYol&g AHE-8td
BAS B84 23e 399 3L FEA U4
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oIS -

I;stﬂ}\-] ;Lx]o] 17gx4
2el7] W Aztd
ARegdrt. detunsg

AR & AR e e A9 S H T

of Wt fuzRH AT FoAUAY, 23

GHE AR F ol W Mula 2Ad diger

FH Azd 242948 AL 31% 740]@
I

3.1.2 334 A4

AMu & o ue] A dEE FAALS A7)
A 7 Agoz pREG. ANZ, BFulg 33
‘3 (distributive justice)olt}. o] zAo] AF

e Auls Aoe 244L 9

=)
r
o
AN

, 1
o] 7tE AEdtn AFee Mulx EA A
& 7Y A2, 2a 334 (procedural
justice)eltt. 01'” Bl 28 AFeol 9loA A
el Foll oi&l
A 374o] Z}%E}E AL gnlsiy, Ao

4;2}.’ /\])\Eﬂ)&g] _?rﬁ

4P
%
ko‘l
o
%

4. A8, 424 Sl 23dd)
(Clemmer and Schneider, 1996: Lind and
Tyler, 1988). A2, 43484 F34 (interac-
tivity justice)oloh. o]A-& AH]x ZA o] uAz
oAbl A dSshe A& 9nth(Bies
and Moag, 1986).

Ho A3 A Ay
AN agAAE FAATE A
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HAmbrose and Schminke. 2003). Z2lx
Cropanzano et al.(2001)2 AlSusaAE %

24 Aod o A" 29 Megign A
Batsch. £3], Masterson et al.(2000)& 24
A zto] zA o] wdTA Qlojde ug F
wde S8 Sty vlesign £
Ambrose and Schminke(2003)& 7}¢lo] 23
AE AR = A ud dE FEE 6o g
of &fsty] g 2ATe wHAAZ ¢ o
A Aolgtn F438tgth ool HalA, Shore
and Shore(1995)= 7HAEL AXA 4TS
nAE Aol A Aoz NZEA 2 o, o
;W"ﬂ oJeir A e Aoz wile Hgo)
Aotz AMegct. oj9k #HEsld Wayne et
al. (2002)& Y8 9 zéi}xq 17&?”0] A z+d
Ao FHeh= oS = A He
Agets AFAFHA P& ot

2o
o

240] Qe BAd BYS A grke
3 e
=

oX o

2

m\m

X

P

o

=

5
AZ SfM=A sted olw, 2FAALE 2
2] el e A A dEo Fad B
wolgty AEgozA FHPA Lo A4H 23
Aol kol FFE MAYE HE A5E A F
Botich. olefgr FAAZ A ztE 222 Y7t
A gt o] 284 ZAe daly sEEHL A
4 SAE AFskn k. HWA, Masterson et
al.(2000)2 a3 Ao Azd ZAA|d
%945‘} YA nAge AFATE S g

. Rhoades and Eisenberger(2002)& #EetE
% a]w X4;<}?<4 l;gﬂo] A7tE 223z e

ret
ofrl
i
3l
=2,
Iz
:<’>_\_“
o
kY
ok
i
to rfr Lo



Azks B9 oleld BHAAZ] ¥ 84S B
g29 Ao e AY AL 4L Rl
e BAAAZRE A28 AN Fo G

P2
£ o)A Flojgte /ME A F itk

1 2 BAAARE AZ4D DAAL F(+)
o < n)d Folth

3.1.3 A&

2 drdMe £99 Y A& 2 A
¢} (Rhoades and Eisenberger, 2002)& utgo
2 o2y o] mARAdMY AedS R
t & AgAdolst ¥R, Mulx A

B

Q@
®,
@
b
—
©
0
13
At
ol
2
=
[
PN
i
2
Hz

2 Z71stAl "th(Eisenberger et al., 1999).
Eisenberger et al.(1997)& oA AFx
o] Azt AL o WAV ivtn FF
ded, olgd AFxzPdE dFYF, 45 d%
A B Tgstm 7] wEel A&AH fFAre
olgtn A9lAtt wepd REH 2 AT
Mulx nAe A&l AZtE nAR P
oA FAMELE oldE & Tk
FRIE A4 2ed, 4
A& & A4S 9 gigte

AZe ¥d Aez HE + 9

=

o% o

£ o r2

=
=
i
3
]

7
o
18
>
&

rZFJQrw_‘,oREQ.UILo
2L ofN

=2
=
e
>
e fo

AT 533H MEZ 20044 128

Eisenberger et al.(1986)& ¥ 9ol 244
Bolete d4E Asty] AsiA AFeZ AR
g2 2324 AdE AN 52 &9 A
7t 2AAY L Y AFE FAstH, oy
FA9e nEFAA FAHloop gdrtn 27
oz ZRE AYste YT FAdsfor &
de =4e 9 "o oA FEEL 245
o wgd #AAAN dES F7] Hal =
g Mula 23Zo] AAldA 4T HEY HE
o FEg 2o g U oz d¥s e
t}(Eisenberger et al. 1990). Blau(1964)=

olgd ddE =2 299 AEA m¥(social

exchange)o]2ta AHagth & o] A4l

A28

L

o

zZ
=
7 g

i
AR
X
o
o
il
ofN
in'
o
1o
fufa
incs
o
olN
)

>

(Organ and Konovsky. 1989). w&}d |z}
2L 2AEYH BA USE 0@
4 tH(Wayne, Shore and Liden, 1997).
A7t ASATFEE AZE AR 24F
ol zhell 73 BAZ Sl&& daHA FHsHH
(Eisenberger et al., 1990: Rhoades et al.,
2002; Shore and Tetrick, 1991: Shore and
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Wayne, 1993).

Aa7A ARHE A4E 2AA4
o e Aua udY AR E TUsA F
42 F Utk (Kelley et al., 1990). &, AH|=
z2o] M-S wjzstn AMuls FEAF A A

31,} zx]y_cg;q.

Ea R
98 WeHR 985 A A B
sl el B Aolth W et 2e b

e Ag F Ut

7Hd 4 AZtE A9 aAERd F(+)9
o
=

Akl 5YA] o] &(social identity theory: Tajfel

and Turner, 1985)g el 5“"]% AA o]

&7 22 A zvo 2 Aolgitt,

Aprlo] A&d 229} c}\} %é’\]e veille 24

S ZA FAe dAlgowA] TH

s w2 ﬂo]ﬁ}(Masterson and Stamper,

2003). Aoz FEHY AU v g A
2

7o 27 ALY A/ RE =8 €L 3y
A Aolgtz olald 4 otk olg FHFhY,
Eisenberger, Fasolo, and Davis-LaMastro

(1990)= z#d daix 7HxE A ¢n vz s
gy ks A4 pEYeR g 229 3
oz g Ag sty FALAA =Fq
dalA 27 ELAl (self-identity) 2he 983& %
st Aoz 22 tiafA ARG FHR FAL
g Q) AA3A @5 (prosocial acts)S F7F
AZttn #4890, £3, Mael and Ashforth

1818

= o
H T diide] 7Y MY ZE A #
3tz &g TAYel A4 o AfdEe B=

e gk e s =
o] Akdlel thejA AL 7HA 2 ke AE Azt
A H H5H dige)] dsjd s

bl Aolgtx 7ME AlE it

Wayne et al.(1997)& A wg o] Ee] A
M Aztd 2AADe] 22 Rt A#HE 7t
A7) Yol Ao FTHE
At dPAFEL =& ?—?9] Aztd x=
< UER 7i1E0] B & AR G
ZA Y Faugd HodsiHde 4TS
& ArsIStHEisenberger et al., 1990; Shore
and Wayne, 1993). X3 Lind and Earley
(1991)= zxAd 9JzHA 712 & <
A zto] ARlPFe WAk &S ZAdst=d
T+ 8% 42 dvtn AAEHTY. George and
Brief(1992)& #7d 24x4e] 5 A4, 4
/Hz% A okA}} z]% _;;L_xloﬂ b2

hal LY

o Holsh 2e 499 Y5

Hurg otk

mlo

~
>

¥ oy N

i

=2

42

o
T
el 2L ol

A=

o r_Q
=
2 ol
oX
2
o2

gt o] & AMHl2 37 &

H ggeozty gL Adg 2u gdun N4
e dEdE Aol 243 dgtugs AT
A A FHAY mlA 4F MulAE o
42 1 AME FFstn FuAME dEEr|
oy x¥se ANYgES Uy Aoz 7]

AL H33A MEE 20044 129



Mela =3 a24e] BHIAF THADYEO| olx|E

W & Qo webd e ge AFME A
T % 9%

1990; Mowday, Porter and Steers, 1982).
ZAE (organizational commitment)ol¥ "%
o] Fx} 7hAd g A A ol affective
attachment) 22 A2 dth(Buchanan, 1974,
p. 533). Allen and Meyer(1990)E 23 &Y
o A MYy A AFE FaiA
299 Al 7 FHLAE AT £,
2 ES(affective commitment), A&H
T A

Bx

N
~
uLL‘i}—}rﬁ&fi&mEquﬁiJEm

o ot o

(continuance commitment), %

[e}

(normative commitment)ejth, ZAA &4
dutr oz AJg4she 29 et ool o

o A%A Ejlold Fdel 245 w1

N/

25t v 83 Aol AT} mebd FAQe ol
&8 Fus] day ALAoR 220

Hojdb=th(Rusbult and Farrell,

1983). miAEtoz A ESQlol# XA &5
e AU o7t 3 A S ojnjgt}

Scholl(1981)3 Weiner(1982)7F A)A| g A+

2l el 2NN FER] FAl tig o] &

k

A ZAE AT Sholl(1981)2 Aol o
g 344 24 7z A9 ddds 298 74
A9 PSS A 5] ffo] =AY FY
AR aQlojgtn AAEH L, Weiner(1982)c &

LUt H33A FMeE 20044 128

Aol pet A

hiasa
[e]

ey Aol 54 ¥e P HAY
Fo Z2Fo i3t WAE A FFg FEgtt
M3dth O Reilly and Chatman(1986)
:?-
A

X,

H

o B

AR F 7o) FA ol

4z & o
ol
>

2
4 qes B o0, ANs 2Ae 34
ENELS

£5 wol= Auz z2d g8l g ¥ 243
£ e BIEE Yeit qang Aulzd 4
go) Bow AEls 249 tistme] BAoR
fAe JepE4E el YA 98 Aol
253 getasd quls ATAY 15 2 239
of el s A4S B ALITGER, 94
ol e SAES §AY nAdelA Whsn
delutg GRS dehie So) nANUYES @
4 Zolth. mahy s)2e) 299 el Beo|
ZAARYEA §olF BAS el A9
22 dgoz nAwRde 29 !

18
>
X
. I
[
)
=
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71 4

5l

49 2 22 7)q)
ofe} o
R HEE

?_

dvje) gw =

g 2% 74

Astdty, 28] Dutton et al.

=
il

%

ks

of o

2

249 433 4

A’

=Q
o =

27

i

AtH(Mae and Ashforth, 1992).
(1996) 2 A ARl Fo] HANA A o]

st

AdA 8 Bz =4

o
o ol #¥

Menguc(2002)-& ZA ] &)

5

%t

2A9 §

Morrison

PN
T

3te] Bell and

[}

3

o] &l

Q
23E

Iﬂ.

A g

3

¢ 3949 =

o]z

Fe

Bl

<

Sl

<t

ok A

1986)

(

F, O Reilly and Chatman

p&A

ko)
19 2813 Dutton et al.(1994)

Al BA&7h

°

st =
A

©

s

al

A

7kl met

=
<)

Q)
=2

(a8 1) o2

T H33A M6Z 20041 129
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M8 AABUAE nANTRE F(+)9
o

Ag7iae 7MAA S wgez & dyrde
(ad DF 2. o] BddMe Azd a4
of Madpql B4, 248N G AT 4
AL sgstgled oe ol FaMgEe

ES
A7y ARzclee AT Bad Ty
A wde] 917 WRoln, Muls el 4o

A A #de] & Aojgtn & 4 ) dE
o|th(Rhoades and Eisenberger. 2002). ©]

T EAVE AT F IAY, EH5E
B, 334, Aegdn AnpEsd A
aAAYD 7o FAEA (tolerance) &  0.687~
0.857% uUehlel 0.18¢ & #& Yehin
VIF(E2H 3 a9)e 1.292~1.45524 IOH‘;}
A7) el 2t SRS e gFFHgel &
AstA ety 48 YE 4 i

O

]

L5

#

1l

i

3.2 4EEY

3.2.1 A3

ZAolgta AAEtn ItH(Dolinsky, 1994:
Hennig-Thurau, Langer, and Hausen, 2001).
T 978 8 28 TR B gy A
I z]tﬂ— 71131)\0]] ;}]zsl %?_] tﬂinuo][q E%_Q]EE_
%% (convenient sampling method)& o] 43}

Atk HEA AR U sst 4ENEE

AEHoI [i33A M6 20044 129

Hi gite 1}71517}7]““4 (self~administration
method) & E4319TH F 330%< HEAE &%
AR HHJ_OM et stRen 1% 7
A7b YA Folulgt RS wiAg ¥ F 297F
o H&38 A5E FFd Ao oLt £
A e SEAEY Y9 548 ARy
FEHAE A9t é%"ﬂ QoA HFak= 1659,
Axte 92%S Ho JAAEY $HEC o ©w
on, AFAGERE AFAIEAEe] 2119, %
Aol 489, 784Gl 215 o2 ey

3.2.2 ¥59 5%

2 d7eM AHE AN E B SHAE

£ 71& 978 weloz ALY WHUYE
of @ ANZAE Be) 9RPEe) o wAS
SR on By AT A A F)
A : CNCER

B2o) B BAYE e &
%

(m-5- 28 chH74A 9 %‘5’4% 2= YA EH ot
al.(1982), Eisenberger
R ;Hzﬂ
*i 1& off %A -r7é 0}04 57H91 FEE ALES

sttt 71E SAEEL T94 )2}

Z7% ¥ (contingent rewards)$

fjo _J

_0,
rd

ofd
ox
oX

A 2}-& Beehr, Walsh and Taber(1976)
7b AbgE RS ulgto g 479 gE2E JA
49T, 245 e "y digty AMulas
U7h fate eFog’, ¢

= MElaE Wb AEd FEFd vla s
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Ol A -

o] st

A&4¢ Hackman and Oldham(1976)¢ 2
BRA% HE2 (job diagnostic survey)E upgto.
2 3 Wang and Netemeyer(2002)9 €7-oA
AHEd HEGES gtag Mu) s HstA
Hotel 2439 F 5709 FEE Ao ALE
o AEFEEL dEAe] &y 34 gt

of Fojetz Mutadd 284S 276‘3}°ﬂbtﬂ, o
70

Eisenberger et al.(1986)° 2t
2 F ns A A Age gE3 A9, 1
Mol Ao gA 4, iqo}oq 57H T AR
ot dwrt gYEY =
WeAe oF, sazt 5”23 o oz
Ao o7 FAEAA FA L “a”cﬂ@}?&% “H
7} AE AFsheAY A%, durt d¥E

T o3 A A ARAE e qF
41_7} S e EAld #Ale JehleA o
Exklseg

2AEYLE Mowday et al.(1979), Allen and
Meyer(1990), Bozeman and Perrewe(2001)
ol AMEe 2AEYY HEEE FdAM us A
Bl A8d £ Yle 35E R ddstd &
Astdth. AvdE F & /M de ve e
2 %8 gwe] e dair gt ot}

1M ELAE Mael and Ashforth(1992)7} 74
e HEE s Abgsle digale] Hxet
g dgdne] a3 FYAse AEE 37

-

1822

by - 511

2t ol g whEe 257, ¢ 4 483
245 A9 423 4% $IHA Dl 2
% 5% 243

AN HEL Bettencourt(1997), Groth
_‘l'i__tslia u}aoi Iﬂ.-nr }\113]
2o DA FAsA AR 2F T ¢E
o] ZH e AR H HEGE Zo= ud
e gHAEC] FHH R ooyt FE, T
w9 13 #E&E F5dte Fx, Sdue EAH

o)
Jfa
d
N
iy

item parceling)a& E}‘?i%k A

kd
ol
rr
N,

E
2,
>
N
N
5
e
'
ok,
)
S~
z
fr
J
o Hx
oL

S|
o8N § EE 1 01%9] FgEE fﬁtﬁ‘}ﬂ‘%
g A (aggregate)

(Little et al., 2002).

H/HO /\1}\] }_L— 7;1

FHN
1o
N~
o
)
=5
!l
oxl
oo 1o
i of

v
ot
o
€2
o NSL'
> T
o,
__C‘)L

r &

_?L
£ 00 He

>l
L
Ank

103,_&41@&@

Jo Lz o
mg_t

o

oo

o

iin)

LU

a3
on, Y rlr
HJo

=

o

C

id

=

B
e

e iy

o

g

o

el

oo

31',

i
Ar
ot
o
o
~
=
i3
2
>
>
i
o
o
42
P

A (communality)e] <3t AFEE
7VeAdol S7kske @il A
71E AHEE A Sl Mg g Hléﬂ T
oln At FxH FHE IS
ZUR ARG M YR o2 s
=¥ (maximum likelihood, ML)3% %2
He| 7 B8 &4 2T F e
tH(Bagozzi and Heatherton, 1994: Little
al., 2002). 123 Rushton, Brainerd. and

M
o
N
N
ox,
=

(R ot
3

M

rlr

e

oE
2 b i fo
VRO
4
BN

3L

30 of o B o 8 = o Mr
e
ol

o+

e
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Mol z=xo}

Pressley(1983)2 A9 ¥zl(the principle of
aggregation) & AHg-ste] o Ao A,
Aol Ad AEBY oS kel E4
Folgta AAstHth. 1 o) fr R %7&"]55
AL 927t aubely) mpE oY),
AREe] 282 o Hso] 4 A
o BT BS 25T & ) giolgn
Hatach 3 FERVE ARESH NG Rl v
| FAsor & aldz|gely 24 9t %’&4

7} g7 W 294Ewt s s
qg ¢

& 93%lg 39E ddez A9Ed B 9T
2dE AP Al YRS Age 7
FANGEE ZHALY $E 2~302 BFs
of $4E ANSAT, o g AP AP e
2 A 3

39l ww w A0 B2 deld AEAg
SEEREEES RN A}%a% A% 2

Bandalos(2002)
FEEY sted
o, 2], ¥ A7 ERFEE

ZAE 7407 Wi g7 l =

o rlo mo
o

X
Lo

ox

jo

s

)
_,YL

i)

},

%0,
¥

3
ri’L‘
N

b

A
ot
2

Al

=3

EH i T

B Ao} vjsd walSs AL gt e

Clugston(2000) & 2 F¢
7ol QfEAE BAFe

AR 2 Agstged, o

z- 59 sZogw ZHE A Zol(affective

A&H &

o,
e M oox

N
o
12
o o2
H oo
> A,
°% 1o

m

-

R.0o])

commitment), 1 (continuance com-

% (normative commitment),

mitment), TFHA
4% MEE R

aelx 3709

=
=
2
=0

H
2 243

Byt

T M33H M6E 20044 128

24e] mEIA} DAHAQIYE| ofxle

Aol Ut 17 TN PWLMe TUENE FHeE

FEF7IE dAs BEE dlojr ¢
o AH&-3t9th Houghton and
Neck(2002) 92l #7128 t4 (self-leadership) 2]
SAALES 274l 579 dFHoz =HYE
v, 1% gJARMdMe 557
Tae AHEsHY. Taylor and Hunter(2003)
Pro ?@ﬂ 7F (value), 37] =20

570 3B og &A% uix
% %30}71 g 2870 &=
FEFIE ALsle drnd

12 488 %

=

oo 1ZHBandalos 1997). wetr £
AAE] Aol 74 TN ER
At Ay e 7k 23
FAAgd - v Fste Algds Bds)

4
ME
sl
o m{m

iz

S

A4 E AT e F FEEC] dHHAoH
olE FEEL AAF H FERINE ArsAc)
= A AdEe (B DI 2o ojolM AA ¢
el e #3dA QNS st g
Ag sty g4 23S AAsdd

ZRndd gt oA Q8N (confirmatory
factor analysis, CFA)E AAE] HaiM F&

g8 ARSI B4 dn (5 2)9 2ol
Awkd A%t GFI(goodness of fit index)
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OlFA - BERY - XYY

(B 1) &4dg=s MM EAzn
T4 Hx g5 & HAZ = Cronbach’s @
HAb 5 5 0.823
THAAAZ 4 3 0.737
254 5 4 0.791
A" 2424 5 5 0.856
259 5 4 0.710
LA 3 2 0.845
DAY 7 6 0.704
(B 2) 54nd EMzn
370 ET8 AR (1) Cronbach's a A=A et
ua 0.803 0.807 0.540
X1 0.630
X2 0.685
o ke Al 0.737 0.768 0.537
X3 0.487
X4 0.835
X5 0.823
-84 0.773 0.782 0.515
X6 0.538
X7 0.745
Az 1A= 0.847 0.849 0.604
Y1 0.793
Y2 0.754
Y3 0.562
E9] 0.697 0.764 0.525
Y4 0.874
Y5 0.752
IAEYA 0.845 0.852 0.686
Y6 0.644
Y7 0.739
DA 0.693 0.700 0.541
Y8 0.658
Y9 0.805

= p < .001A frejatglth
FGE: ATE BAF: Ko = 122.830:0 GFI = 0.928: CFI = 0.941: TLI = 0.912: RMSEA = 0.062
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MH|A =X Dol RHIATL THAQIBEZO| ojk|=

7% 0.928., CFl(comparative fit index)+
0.941, =& TLI(tucker-lewis index)¥& 0.912
2 Jeld 2% 0.90¢ ddlste s vEd
Re® RMSEA(root mean square error of
approximation) %3 0.06224 0.08°]3F2] &
§ HoFol ¢43d 2d AYJk JEs FHAY
= Ao YebdthBrowne and Cudeck, 1993:
Hu and Bentler, 1995). 2l Aol A"
FANIES oA (Cronbach's a)& (X 2)
g} 2ol 0.697~0.8472 wH&E uhet
E}Lﬂﬁii TZ tﬂ-;g/\ltltﬂ/‘ 51,0 ;<1 Q9]
A 38 89 HAAXANE AEstd Aste 2%

Lo
T=E
1E.AT L
T_'T =

A A TG e

-~ o ig{'
>
o
-4
oX

¥ 1o
ol
faf
i
N}

30 ol W,

2 X
-

d

2,

N

lo
iy

o
re
0 o fr lo ofw o L -

il

oX mL ©
= ¥
RO
P ro
N
o =
_(‘)_L

s

>

t
fnor
>:\’)

-4
=2

>~
el
ofo
i
s
oL
=
ofL
it

Ao Ve

go2 FANET B

A Al 0.700~0.8528 yvEeRgTh Aot o EAFZgHu z2eA dRE Hrisido
Babzzzk dA] 2% 055 A3ste 3o® (Fornell and Larcker, 1981). &5 21788 4
el Ao AHEEH FANEES &4 shed Al BAF A BF o] 71£E FEANIIE A=
FAE FHeln e Aoz JETHFornell vebdtl, T3 olE 21709 RE el tislA F
and Larcker, 1981). TANE Y ARPAE AFEA FHsteE G
' 29y T FANETY ARBAE 12 ALY
3.2.5 g9 A% o Rdg vwde ¥ eSS HESGYH
(Bagozzi and Yi, 1991). 2 A=, 2V} RE
FANA] SHEFDA (convergent validity) o] g vlmola T 2eo] ¥F zlolE YAH
S AR 98AM Bagozzi and Yi(1990.  X'1,=3.84F EF doldxm e Aoz
1991)7F Agker whiE wetb WA FANE S A ek mebd zb e91zkel AdEe @Ed gdudd
£ ZH fold ARAFIE EAEEAE AESA 1.00%= SAA2 {98 zolrt glemz 7}
(F 3) W BFHEA Ao g
+AANE Ht EFHA 1 2 3 4 5 6 7
1. B4 5.023 1.080 1.000
2. 3348 A% 4.234 1.012 0.378 1.000
3. AEA 3.734 1.178 0.186 0.476 1.000
4. A" n4AY 5.350 1.216  0.279 0.357 0.389 1.000
5. n8EY 6.269 1.136 0.232 0.213 0.178 0.594 1.000
6. 27 £YA 4.508 1.149 0.268 0440 0.399 0434 0.344 1.000
7. ZAAN Y 5 4.147 1.408 0.071 0.179 0.194 0.478 0.244 0478 1.000
AASOITE H33H MEZ 2004 128 1825



OlwXt - SEiY - A

3.2.6 97249 HA

73 A% 2ol ¥gg = 165 853(p<
.001), GFI=0.907, CFI=0.905, RMSEA=
0.0742 Jeht Hubde] Az £43
€ Aew veut JAR-FT FEA
oA Aeg vehgth yAMsse
(SMC, squared multiple correlations)
zdo] A}Ld FAN G BAS Aulg)
THOEA LH*JP‘*ZH‘?E?" Avg #4b oy

AlGTH(=1-¥/Var(n)). (& 4o AAH
Ao} Zol @?E“‘Oﬂ AAE 28 HAZ
29 tEdBATE 0.412~0.6099 HHE
A1 gich, ofg éﬂrh TEREARD S ALE
¢ A=A BdHes Hude BEAdA
79 88 <k W wEd, AFEDE FHEHL
2 AAste FAZ #i84E 4 3lth(Brady, Cronin,
and Brand, 2002).

e
o,

ta
A
—l> fr foor 4 oh o X

r

o rio
o
i
2,

0

o Mo FASAN

2 mo ¥ rlo

o
rE %

&

m\l

I
N

N
o

P

H

e L *J’z;‘ 3t °17l “Hf‘ﬂ] @?ﬂ“ A

Aol ol 2% FAHE Axstad, 283, &

AL(2001)2 722NN 25 £944 A

AN F5ARE A bste Bl dutstso Sl

€ A< AHEA a7 o8 AxE e

Bdste AzAFE 7Mool diEe WEks ®A
s

o rir

(E)E( o
)
tjo *
(o]
o =
> of,
o ook
o o
o ¢

1826

A Aolth. "84 o] s 1%%& 75‘&74-? F
AE 0.371(t=1.871, p<.05=E of 3}A|
Ebsta, 7M1 AR HJT M 2= " AA
22 AzE a4 g dFE vd A
424 A2AF FH3E 0.016(t=0.106)22
A frefata] @2 Aoz vt mekA kg 2
= /149 M 38 R AdE 234
ol %o dFE wA Aot ol ojg} HHH
A2AF FHA e 0.595(t=3.136, p<.01)olt
etA 7Hd 38 AXHAG, M 4= AdE 3
AL} nAEQT] BAoln ARAS F3A
£ 0.612(t=8.698, p<.001)EA EAHCZ &
olst7] W A=A}, 3, sHd 5 A7Hd
DA DI M FUA Y BAo AZAF F
AAE 0.521(t=6.624, p<.001)2A 9] A)A]
Huoh 283 e 68 A4d W“Xl Yol 1A
ARG E ko] BAloln AeAs #4408 0.502
(t=2.425, p<.05)EAM 714 6& zl A=At 7t
A7 AAEYE DAY T e JTFE
oA Zlojch"oln] o)9} #AY ArAF FHAE
0.384(t=2.132, p<.05)e]t}. webry 7} 78
AAHA, Aoz 7 82 "mAFLAE
LA 3 Fol °k94 FEF= mA ot} oy
ol9} #Hd AZAGF FHAE 0.699(t=2.967,
p<.0D)olth. mEhA] 7}*3 8-8— AA = A,

AU 5333 M6E 20044 128
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ja=
il
53
-4
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(8 4) A72E Zn 384

o 774 HEzRAS BEAE EZ2eA  t-value ARG
Hp: 24 — Xztd 24249 0.371 0.227 0.198 1.871* 2} X
Hy: 338X7 — xzbd 2428 0.016 0.015 0.154 0.106 712%
Hs: 284 — Aztg 28424 0.595 0.516 0.190 3.136™** 1A
Ha: XZE 24 Y — 484 0.612 0.730 0.070 8.698*** A %]
Hs: AZE 14219 — 24594 0.521 0.702 0.079 6.624*** 2%
Hs: A" 3429 — 24A R %E 0.502 0.512 0.207 2.425** 217]
Hi: 245 - 24A 98 s 0.384 0.329 0.180 2.132* A2
Hs: 2AFUA — ndA 98 % 0.699 0.530 0.236 2.967* A2
RS ZRA
B o 3837 0.638 0.125 5.115***
B o 284 0.255 0.094 2.720**
FARAZL > 2AEA 0.406 0.099 4.097***
SMC(RzZtd 17x4) 0.412
SMC(AE3)) 0.533
SMC(A5LA]) 0.492
SMC( A 8] %) 0.609
¥*(80)= 165.853(p < .001)
GFI = 0.907
zoo Ayw CFI = 0.905
TLI = 0.875
RMSEA = 0.074
5 < .05 *p < .01 **p < .001(FEAA A
3.3 4= W FAA Az A" aRAAzie) B
of B3 ML AYsta BF AAHJYT. o]
AT 1e AP zM mHe AFlEEo ASATE BalA Myl n4g dAAYeE B
G vjA = AYHFES Hula 223 ng] I FEY Teld AEHUE g Mula 17
BAAA 53] m3aA el FHsiEth g AT 2d2 F4E F S ;T = U
71 Y8 HA 71E 2AER A 2] AT t}, ol21%k Z3+ Lovelock and Young(1979)
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The Effects of the Exchange Relationships between
Service Organizations and Customers on Customer

Citizenship Behavior:
The Moderating Role of Customer Experience

Youjae Yi* - Taeshik Gong** - Jaewon Yoo***

Abstract

There is a growing concern about service customers as a way of improving the competitiveness of
a service organization. As service customers can be seen as partial employees, customers can
exert citizenship behavior toward a service organization. Therefore, a service organization
can improve its performance without additional costs. Organizational researchers have
argued for the importance of relationships between service organizations and employees
based on social exchange and norm of reciprocity (Blau, 1964). However, little marketing
research has examined the exchange relationships between service organizations and
customers. The present study attempts to investigate the effects of perceived customer
support on customer citizenship behavior. In addition, this study examines antecedents of
perceived customer support.

In Study 1, we suggest customer commitment, perceived customer support, and customer
identification as antecedents of customer citizenship behavior that deals with the exchange
relationship between the service organization and customers. Additionally, we hypothesize
that rewards, justice perception, and autonomy are positively related to perceived customer
support.

Respondents were 297 students from a large university who participated as part of an
extra-credit opportunity. For measurement of key constructs in the study, we have adopted
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items from the relevant literature. Nevertheless, there were minor wording changes in
order to reflect the focal service of the present study (i.e., university education service).

The full measurement model showed a satisfactory level of fit. There was evidence of
reliability as well as convergent and discriminant validity. For the structural analysis,
results indicate that the model fits well. Seven of the eight hypotheses were supported. The
findings of the present study show that service organizations have to increase rewards
program and give more autonomy to customers in order to raise perceived organizational
support. Furthermore, they need to develop the reputation in order to promote customer
commitment and identification with a service organization. Customers are then more likely to
exert citizenship behavior toward service organizations. In this regard, service organization
can improve performance without additional costs.

In Study 2, we test whether customer experience moderates the relationships between
customer citizenship behavior and its antecedents. The results indicate that the high
experience group shows stronger relationships between them. This implies that a service
organization has to manage customers differently according to their experience level.

We have found the antecedent of customer citizenship behavior, especially focusing on the
exchange relationships between service organization and customers. We have also shown the
moderating effects of customer experience on the relationships. The results support the

importance of customer management.

Key words: customer citizenship behavior, perceived customer support, customer experience.
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