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2 AT FUL-AT BAFE 849 AlEgh wEe AiA WAFAE ZHsd 712 dPeke g o5 g T
s 2dd TAsIIen AAFY FTE viAE dEAQ ¥4 TUL AR BAF 97} YAl o]
EE 34kt glof Algjet o] oWl A4S sherle AL

479 MHF AR ’%Iii!a“‘ THYS B2 BAR P FAL Ui Aol felHA JFE oAs(rA 1
7Hd 2), ULl i e} 5L 7 ¥ Wi e Dol 4FE mXn(7H 3, 6), Aol g Al2s} wE
< HTHE A7ofld] 9%E vlXE ACK 7, 8)22 ekl a2lm Fgiglel tg A2sh A¥o) Bt A2E 7
7t T Ui 53 A g Bl foA FFS v Y-S ¢ S YHOM 4, 5). oY 4% Aa= B
71 BN £ v F9e] WArHIY BFEL D5 Ay 9L vlAsRThe g7} 23 o d3e W
€ & 478 42 AR sl

AT 2% TU9Y A% F BAA 97 Bl Folelze] A=) glof st F23 A 482 ke S0

|, M2 AQel £38A AFFHe 2o o2 7o) £ &
H| 3o Mu]aAZalel nAzke] SR 52
&S Estn la, YA, 0|24, wEIH §
Z19-247 #AE 7199 AET A3 2F o Aulad g EJoz A8 2HAE A
A A3S @ch(Bendapudi and Berry, 1997).  2A12A9} A&A9 #AS FAdstnz & A
Berry(1983)= #AnHAR S nARAE ¥Xst o %7 wEold ASL TYY ANzTA
I, fAste, AN obAE BEoR2 Bm (credence quality)el £ AulAZ Hrls
Atk 7I4E74e) Aol Gl Aol whet B2 A ed A4 9¥S Zoln $43 MU AE b
H2719E% 2449 958 98 248 aas Aoz d7] 948 Mujx AFAd A& BAS
A 75 B2 WL AA HUHMcKenna,  FF@tH(Bendapudi and Berry, 1997). o]
1991: Reichheld, 1993). AMH]afoloe] & & Hold Az AL Hulx Aojr] E3
AvpAgo g x2 B oW A2 e  Fadn F4/154T T}

Y

of

=" 2005. 4 AR=EY: 2006. 3
TR e AU A Aol SASTA A g oJF =Y.



2es - 584 - MY

MR msto] Belslol Hridx Fu wgo £ VAFELS 1o TULY HHA &
A%F 715Ael L A e d%o2M  F Sl3, AAY At A% wEFrygione F
A718 o #A 2APHCzepiel, 1990). ol ALY v G BEE 2 ok A 9
A AT 717y Anvkdel #AY BEAHL W FH(Crosby et al., 1990). TRH-nAte &
Jate NEES EE0 #AAZTA(relationship  AFZ dFE nlAe 242 Aulx FHYY
quality)olgtz @t} = BAEAL #AY A= ARG FAF FY7t e dFAY FEZ 2

of that H¥y ﬁﬂﬂi £ 4 9)tHGarbarino and
Johnson, 1999). 71& 75 FAFEAL o¢

—

¥

Mol dzahd %—,?} }1:=:i TAEE &
AR FAMEer EH(Dorsch et al., 1998;
Kumar et al., 1995). o] #AEAE +4

O

st tiajd e vk Aajrt A Az
2 AHla AFAe] g Aok Aula Xﬂ*?‘H
Azt that wZ(Crosby et al., 1990; Dwyer

et al., 1987) zgz Mulx AFAete] BA
tha 2 (De Wulf et al., 2001; Dorsch et
al., 1998)¢] 7z 1 it

g3 Mulx Ao e I A A

Az %k e
Darby, 1997).

gg& vlAH(Daniel and
—‘F’Jr 497 A4 #A=
Mujs 7ol ks A9, Mulxe] A
o 1A-FY 17*4 do] FzAge] 87

[o]
= Myl A 28 8tHGremler and Gwinner,

54

._Q_

2000). A4S ?]HHE}-B 7Qlojut 7H°1°l ik
e 233 #AAE FAE sPsAlol o9 (Berry,
1995), Mulae FHdo] AHx 73%‘3 FAd st

e 83 988 s HEUL(Bitner, 1995)
ojmg AH|A oA :AL JE HHA A
A9 gAY 7hgAel E™H(Bendapudi and
Berry, 1997).

2993} Besl] WAFAL U0l A%d ¥

FAGE A 5EE B3 FolXH(Roloff
and Miller, 1987; Zeithaml, 1981). & &

962

1 9o o5 Wt FAEA ofd e ol
A7t g gt HJ2Eol o]FoAm itk
(Busch and Wilson, 1976: Swan et al.,
Silva, 1985; Crosby et al., 1990: Williams
and Attaway, 1996: Bendapudi and Berry,
1997: Williams, 1998: Tam and Wong, 2001).
3t 2ole AlZ) wEg] s wk= Aoz
gront el grEzte] A M=
BAAA ] o] FofAA &5 W
BAER BB QTN Qs BES
ez Asa devl, A
2% wusE 2ese 41Y
328 982 4 geo
A7 (Garbarino and Johnson, 1999 = Ao
e sl Aol dslg wAE BAR
:rLHo].\— aﬂz\]z%o] gojoz 01761 }_T’_ loma
olg7te AL Huh B Ik T #A
=39 g g B} FR A
F At A9 4% BAAY AFelA
Afg wag gese o5 W
Al=E3 YtH(Chiou et
, 2002: Hennig-Thurau et al., 2002). &
T olgd A2 ATFES ﬁ}%‘ii 949
%‘é# #AA Y7t aAFHEA 9% TIA
g o] AlZel BEol o wifAd &L 3t
7Ve Trestaat gt

o} o =
%3 3

A2 st

it

=3
0]
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|
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MulA ZHHe| MY A YA7t BAMDl ojxis I

Il A2 3 ok

2.1

O

Aelo| MEM(expertise)nt 2 a9

relational behaviors)

—

THYY AT FAAF P& AMyjaol
HA A %OMW 83 tFolAE WrE
M 2 dFdMe 2499 dEA4T AR ‘331-?4
7F A A FH e EH AEE AFste F8
o] Hopm B 7€ A w=d lili
Ml A7 dAol tie 22'Y 53 (competence)
A4 AN EG aA e olglE $AATE A2
Q! 39 (benevolence) 2H¥2Z FAHHHSingh
and Sirdeshmukh, 2000). W&tX o5 F&A
93 3o AFE vA = HMFES 2o

24 Agle 2929€ setd 4 Uk @ 7]

& 475 TAY TAA Ay, EY49Y
AT, 247 ALY FAH0] £ g
212] (Crosby et al., 1990)9] 93g =
A
=

N

M AXstn Yot 43 Adjo] w2y "My
2 WA AS 3T FHLe Tr’\}"é% Al o]
FEE AR Fe AoZ VERIHCrosby et
al., 1990). metd B dFoxe $d99 AR
Ae Mg A 4P vxe HeE 2
A9 BAA PAE YA FFE nHE
HArg AAsiglct

A2 BEYe| digh A7 Hulx A 9]
olq BHEUW} BRstn e 589 FAYEL 9n)
gtHBendapudi and Berry, 1997). Bendapudi
and Berry(1997)2 M¥|as £ AEAHE 7}
A0 s Aula HEUE 28 ¢ gda
Azatn, §

T Aujas] gy 8rE 93 A

HASAT x353 #M32 20064 68

a2

A BAE sl & Aolr] W B My
FEUS AEAL HFEY tig AF](trust)
&4 (dependence)oll 9FE Fotn 43}
31th. Pressey and Mathews(2000)€ AH]
2 HEWF 5& AE89E 7T 4 ASd 2
AoA AEAQ 24L& Sk 3, EHYEE
FHHcs AT 4 ] W] uAg AE
s 7bsAel ot FA3 g olddx
Swan et al.(1985)2 o] AvlAe A2
A7 AEM e weide dFo] M} FeEdu
FAgTh A9 AER rxE e HE
ue F3ol} ko] g uhsitle 7o) A
—"EC}(Llndskold 1978). ¥4¥e] n9 8
) A ¢ e $8E Yz sidn

o]
£ = R T =E
ks

o P

!

).

B4 e

o xo .-\1 rfr ¢
ol o{N

THUol F&E £YT F dS Aol
Aol Rgo| Friei webr 437t dA -
Iy EgYe] FEE AUz F3FE Yo
TAE 174o] A wujde kg Al
715 A8 Ao|tHDoney and Cannon, 1997).
AH|2FA e AN o] A3l n)xe gk
WalXe o d5dst Eg & a7 A
TATANRAH 2 FHoA2Elde2EE Yo
& Shamdasani and Balakrishnan(2000)¢]
ATolN e dojretde 2B ARA o] g ojAE
de2E Ao ol d3E nAge d3E

i
)

N

5 i

HolEm 9th. E& Busch and Wilson(1976)
< FAA g ARA ggES Ad gy

od da AHAle & NtsAS BgEn &
3 HEA 3ol A% JdegHun At
< ¥oled g% 2 4L nAde AL HAs
At o]Yel= Smith(1998)+ Hwjdel AEA
o] g Z¥E dgg nAdE AL HoFn
A3, Crosby et al.(1990)< B3 o] ot

963



Azte W24l 249 4YE F9¥ AEIS

dEa o, B o)A (2002) € HFEE
o] Au|AZe] x)zte REA o] BA gt A
2o Fog &L nAde AL U332, Doney

and Cannon(1997)= v
o thgt AFe FAHQ J&E T A& AF
HoZ HoFy gt}

V10 A E9e) ARHe] 525 Al
2 3999 g A7t Fokd Aol

Aulze 1 B4 TA%Y 4348L 5

A A7) Wi Hula FHLELS 147
A5AeE Z7H71n, nAd dig dhitolv
AEA AL FHHAY nle Yz FZ2ARE

AU A ude digt nAstd AH A F71
Q AHE AFste 59 o7 A 252 FoE
® e A oA #APYE FAE F U
29499 olgig S AR Fgn s
FAH YPJE Mulx FEUZL Az WAS
Mdsta, fAg, AZA77] 98 7l1gole 3
A& Aoz FFHCrosby et al., 1990).
Mul A eV uate] BAE AH2~ FEU Y
uAzke) 4] AsAe-g BaM P 2H
7] W&ol Ml FEUY AYA #AI =
A P97t BAGAET A A
13 7hsAol wo MMl HEUE 87
gPatozn AT o& WM A
2 S wsojutt AR EUze
He 2 NS fdeted, st 1A-
%

O,

N
4

)

, oft
glo 4
=]

e
()

S
>
S
n‘.?i

Zo| A9 gl AA Foi 43
AE Aoz 7]
1990).

W GBSl g
Folth(Crosby et al.,

_%_%omri_lhh_moﬂ._lﬂﬂk

964

5

UO\
o [0 ot
L

Mul2 REUe nASdA BAH PAE
A AR FARNE FXeta, o]
] Y Y=2E INAEE stAU BE =
e /]E*E‘ EO]EE- = olgd FH 4
gaﬂ Cﬂ% W ol 1|
o, AMulA FEY
o wigk Alslet ‘Q% g AAetA "o
(Crosby et al., 1990). A2 FEYS] #AF
P PA44 FHe WA 534 FA=R B F
Aot PAA S BAERA FAQA BAH
AE ME2ATAL FEFdoEN a4 FAH
ol 7133 d PFol wEEHI|= AT A
Hl A AFAzt aARe] BATFES gt
. A Bt doke AR HAXE oA

o AgsA B webd, 3999 998 3

~N
=

r\o

o
c&l
oo
it
A

2
o
*{‘

[

wHo| e #A EFAH Exe FAY digd nA
o] AE F7Z Holti(De Wulf et al.,
2001). 7129 TAAE AFANE BA A

eV 53 FExe AHE /M AR
otz}z) gl (Ganesan, 1994; Bendapudi and
Berry, 1997). ol&i& 72 wAle #dsled Crosby
et al.(1990)2 HFAH| 25 gz & 454
Tl BAA Bujggol A FFS viAS
Bo)F 3y gt %3k Tam and Wong(2001)9
AP BEMu| 24T A A4t &
Aol gk Azl g daztgd oA dFE
mAtE A%E AAstn vk oH, #jds
#AAsle] ekrd Y 0743 (2000)E Fjde B
of i FA7t nAze] #AAE FAAUGL F
Astzn dz, Ad% d5A(2003)s A4E #
19 w2o] AARSY T Fa3 gkg v
AL HdFm ok wetA g 22
L=t

o

m‘,’L

L
3% 4 9.

plo
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Mula ZUAe) MPAD LA Y97 HAMD olXle HY

7hd 20 Aulx Fd9e BAA P9 $Fol &
S5E M2 F4Ud UF Aot &
obd Aol

TE "}5‘0}‘4 *Jrﬁ]*éﬂ% %7}t
A= ?zl‘i@oi Al foke] A niA E o
W& (Crosby et al., 1990: De
Wulf et al., 2001: Smith, 1998: Tam and
Wong 2001), Z2l2 EY4(De Wulf et al.,
2001 Henning-Thurau 2002)¢] 838 #4
A Ee #AEAE MYy 2o g @
g Hrtste feaA A3, 89 58 7197
5l

o, o FE Ao 2
o TN E A2 2hd o f@k—;— vjfithn
23, 2UAGFATANE DABZ] ATl
Sof 9L mlAtn ¥ Y. 22 A3, @
% ATHIE B9 4Avsse drwAe 3
sebll BelsA) 2 glol ArAd g A
doz 4EEsE AP, oF ARusE
A LA GoliA S35 311 ad
o olel@ HlH olE 4rusrEe BAS
ERIS -M EPERR R
£ A3, BF, ATIYEE F28 B
042 RE E R84 BAE
o studt s B A7 29 A4
Fol AYP R Auasldn BAE §A8)
de Avate 8% 9 A" (De Wulf et al.,

=2

ol ox
(T < TR ru>

ZUSHT M35 M3z 20064 6%

2001)Q) 2943 "Mu|2E A o) &sta He F
%" (Reynolds and Beatty 1999)¢1 A%
o WdA FEo| oty AdE7] wRojr} E
AFolM Hadez dga 48, wF 279
< Crosby et al.(1990)9] A+, Smith
(1998)9] @+. Tam and Wong(2001)9] &,
Ramsey and Sohi(1997)¢] ¥+, Shamdasani
and Balakrishnan(2000)9] &7 59| AT
BAGHAFE SLEUY Wgolt} o]o) we}
T AFelXe A8, BHE Apoon o He
< WeE st o5t #A tE mdg
ARsta 013 @730}311} arArt.
: of Mul2g AH|x9 FHsd o
g fEY AMul2~ FHL, Aua AT FEA
AT 9 BAHRE I 5 e oY o
A 7D . #AATS #dske BARA
W2 AANHE AR Hrkelr] om Auka
oz A43E Hrlete A4E BAW AvzES
el mel Aol Hrie WE S Sl o)y
ojnlo) A Tacobucci and Ostrom(1996)8 &
°ﬂ"1“ B9 #AE AL o A AD O 7]
W79 59 BAEM fEdse] 12

il

=2
o E

=2

A
Wl ol AEEes 9ES 2ge, 2
BEe R BIHPYL

WL o
ox o

rr
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M A Ndelele AE AFH0E HoFn
k. o9 #AKHAl Reynolds and Beatty(1999)
B Au 2 gl Mu|x 7]gel g Bt A
vl EAdd g Hrh M2 #BEA] ile
AT G wel 3o Fold S
AUz, fgdz Felsted #ristr] fEd AH
A 9 tg AL Hrksh Au 27l
g BAAE Hob AdEd gl F

gt} A= %713 Reynolds and Beatty
(1999)¢] AFolME AMylze] g T Z4
%, 7 5% Mula 2498 Mulx TIgeR
FRee o FANEEC] FHFHS AT

39T, Goff et al.(1997)2 A& el

W3 &2 AEa #jgd g ¢EHe FES)
o AZH9 dAFE AYdAn, Crosby and

Stephens(1987)% AW E ] that &2

1 =2 ﬂ—?.
sua AEad, ddAEs B A S g

HFoz Relstd ATE AP o <

3e
2 ATE FHee 978 AP,

2.2.1 A& (trust)

966

H7¥al717k vl olg7] W&o, Aul uiA R A
A9 #e w$ F83H(Berry and Para-
suraman, 1991: Chiou et al., 2002: Iverson
et al., 1996).

Azl dg Aole g BHol EASAT
ditd oz g BARRY] Yo diFd Lolu
712 Fodth(Schurr and Ozanne, 1985:
Anderson and Weitz, 1989; Anderson and
Narus, 1990). weba Al A3 &
ZAgo} 7igdol 1Y o)d& Y3l x=Htt=
A& Won o9 Ty F&E U AL 9n|
Eig=g

Ao dg d7E F2 79T BACNA OF
oA, 53 FojA-weiat #AY 22 AAA
npAE A e Zdd dig A Aujel
3 AgE FEe o] goi(Anderson
and Weitz, 1989: Anderson and Narus, 1990:
Doney and Cannon, 1997: Morgan and Hunt,
1994). T Avlate] Au2 7t JolXE of
g3 A S TP AL oY AFAE
oa AAHAHCrosby and Stephens, 1987:
Reynolds and Beatty, 1999: Singh, 1991).
49 A9} 71g Ao FEL Hte
7)¥ke} zpoleld zlQlgith FYdel Wigk Bt
ArlA A B =us #EE dFd 71z
s gt 71glel i Ade 7igdel A ¢ A
712%HDoney and Cannon, 1997: Sirdesh-
mukh et al., 2002). Macintosh and Lockshin
(1997)2 #4493 23 A4 FudAE 22
2 3t Mulag Afde HE FAE 7 7
o7} Fujy Mzuch Aujd A o) o 2

' AL dAAY v, 2
Szt glE Muiae ASe dojdd o

]
2

p.
pu

=1 O L.
qgs Te

NS

AASIAT M35 AM3Z 20061 69



Aul& Sefle] NEYnt AR @97t LM olXlE Y

g Ayt gl FAHxd AFHoz e
Ao Yyt

T g Az 71 i AN 9%
& "X =H(Doney and Cannon, 1997: Sir-
deshmukh et al., 2002), o= Wel<d ©]&(Bergen
et al., 1992) ¥ AU E(Folkes, 1988)& &
3 AHE £ o dgd oj2d nE2d FHd
< S3E AAZL obd 7| dEgdezs 1A
o AzRgen A" 9T oM eIy
A, Y dig Asle e dig A3
A2 7Fsel o A8 w29 1
99 AFo] 7199 7MY g Wl
A7Z+8H(Doney and Cannon, 1997). £4¢9
Prol Ads 71 A HA L BPo AYA
71E 3 TGl A Azl 711G it 4ol
e A 7t Eh(Folkes, 1988). =g
Strub and Priest(1976)9 |7l w2y 2 &
1 e BEU] g Art & 942 Rk
EYd i3t J22 ojdH = FHLH F3e
< BAA Mul2FHd S s = TGl
e Ao ot 71ddl dig AEE FEsle
SARA ZEsHA H3, olo] wet FAY U
A7 7ol dig AHE ojdH. dA=R
Wong and Sohal(2002)9] AFdMe MulA
FUY g A7 AE 2z g Algel
2 %L s 458 498 RdFa g,
Doney and Cannon(1997)¢ dAtorz uj
Yol thet A7E 71l thgh Azl degE o
E AFARE HoFa Qi

g, 714 dig At FHE Ao dgS
o Ftks FAE ek

i)

kel

4ol ¥ (Doney and Cannon, 1997). 18
T AHAE] Mul2 T4 2 F4Y

M3 s FQU U@ A7 g4
iz HEd Bd A7 Fold A

ojt},
2.2.2 W= (satisfaction)

DA/ gt AFEL A N A g
7l J2E vlwsle Ad 534 (transaction-
specific) BHF MNEAH e ZBEY 73
o2 &g ARse FAH4(cumulative) #H
oA o]FA grh(AAAT 23d, 2002). £
ATe BARAESY BHAA Mujx FHL A
Ao BAA Y9t BAA e mXE G o)

< B33 ] AR wEE 7HE Al
te] &A% %Z(pleasurable fulfillment,
Oliver, 1999, p. 34)2.& #9jait},

WA A2 el FHAHA HES njx e
Aoz 48X 1 th(Andaleeb, 1996: Anderson
and Narus, 1990; Chiou et al., 2002: Hennig-
Thurau et al., 2002: Singh and Sirdesh-
mukh, 2000). AL HAe 73t Mulx A
IAE WA Getd ol Eo] AlFste Auja

of el wEetA % 7ol HTHChiou et

%
a 24
A

4]

N

967



yys B84 - 458

al., 2002). w2 uro] Mulx AFAE Al
i AMulx AFAY ol Y 2HAE Tt
Aon RAA ARS zYsiAl &g Aolg: o
58 AdE YA Hol AL =2 o
(Andaleeb, 1996). webr TAI Mulx AF
Are] A3 AL AF £l BEFE AP
e Ecte] sty wEbd o & TEE 7HA
€ Ao]th(Hennig-Thurau et al., 2002).

Aze} wEtel AR BAE s E
OE o]+ 7ldl(expectations)’t V&S Hds
e o Fdgte dTs HETOEH EET
&tk dE RS ek vl 71EeEA
o] 9%} 43}E o Z(anticipation)st
shed, 77t dAdozAMe] 482 &
E UEd 43 dg2 wAA 4. 4
B2AHE2 HZ8H(dissonance) & #AaAl7]7] 9@
DEFEE hFE T3 ATl W 9
2ot} ojgjd 53 A (assimilation effect) 2
A8 71 o] & W32 o) #EF FFo
FA(2A) Jeldth(Szymanski and Henard,
2001). @A AFFEe] HETFE TVEFEO
=% Aojt}h. ol #AsY Singh and Sir-
deshmukh(2000) A&7} w&el] 43S £ A
olgtE WAE Al7|8lx 912, Ramsey and Sohi
(1997) = Hvidel #APF Ao iy A+
olA Azi7t BEe] Heo s viAde As 4
FHORE HAFT Yo

A7l wEd 4L e FAY 2Ae
A e (relational benefits)oll #d AFlME
2% 4 otk Gwinner et al.(1998)2 A2
dM #A71H BAE T8 Aol F= BA AH|~
A3} oldel des @AYol FestuA, B
¢ 9 (confidence benefits), A2 d€(social

aomeE Su

o
e 9%
= 7
et A

= o

968

benefits), S &|&(special treatment bene-
fits) S AAlstn ok, &H, o2 €& HYE
Aulx TRl dig Bk A A 9 2
o] w77 o2 Hoslz sled ol AP fAl
g Adeg & 4 doh(Chiou et al., 2002:
Hennig-Thurau et al., 2002: Gwinner et
al., 1998; Singh and Sirdeshmukh, 2000).
FARRZ Ug FH AzE HFo|y Bzt
e, A2 AFAE AT F dde 22 Al
22 AHlzd dig FeAQd Jddd 55 XF
ste Jdeltt. mEld nAe] 1E Y A
A2 GeE A2 FAbo] i TEo] & Fo}
A Aotk (Chiou et al., 2002). Reynolds and
Beatty(1999) % @AY Z 7154 & 2F
S TFAI| 2 o]Zo] WEo] Ho FFgS vl
A& AFsd

3999 U Qg7 584

7 4 HAuls £ 2
2 T4 A TEol Eobd A

A]H]
o},
7Md 5 AEls Ao diF A7t 2255 A
Bl Ao g BHo] Eold Rolth.

Az o} A 2 g A4E FPY wEH
Mulz AFAHAE) HFo2 TR Y28 ¥
87F 9tk AHAEL d8 7HA] 5Esta Aol
WSl digt uES HrkoH(Singh, 1991).
o] 5 ol ST FaLAA ol 7
g Ay gEbA ol dAES Eelstq #Hot
&tA ©h(Reynolds and Beatty, 1999). 71&
9 Aula AP T TEL it maba Ay
29 FAA &4 dig v, d4 Mu[x yE
o thgt T, FAL dig wF M|

Astol L y35A ®3z 20069 6%



A~ ZHHe W2

AT BAN A7 ALY ofrle IY

g g 503 FEI}T UtHCrosby and
Stephens, 1987 Oliver, 1997 Zeithaml and
Bitner, 1997).

Be d7Ase S4% AFL Agd U
de Bolgdl g BE Ve A ol99 3
B w3 9T vt AT Y

(Oliver and Swan, 1989: Crosby et al., 1990:
Beatty et al., 1996: Goff et al., 1997:
Reynolds and Beatty, 1999). <& €4,
Crosby and Stephens(1987)2 wZ¢] 7+ 2w
e /\]-o]z'ﬂ- AMs) golx I',}-E:ig]rq X{H]—X% =
E535H 7lddtte A& BAdFUY. Beatty et

al.{1996)2 Aefjdo] et FFHA o] FF
7]%301]7ﬂi Holde 25 BT glon, Goff
et al.(1997)& A&xF Aol tf3t o
ol 3 W&o &S viFde AFH A7 4
B}E AAstn itk = WG ddoz @
Reynolds and Beatty(1999)9 dFoME o F
o A2 Bejde] thgt TEo] 7ol gt o
o FF &2 A1 Y& HAF T 9o

mehq et e spHel m2Yet

ng

7Hd 6: Auls S BT o] w24
AH] A 3]

ojt},
2.2.3 Aol 9 = (repurchase intention)

MR FARE 53 7198 #AE #A sk
718 Aladdsle g dRTe Pl
=& Y™ (Sirdeshmukh et al., 2002), ©]
4 Aul2 AZAolA o g 298 dga}
= A, 348 A, 28z wETd 5oz Jg

r|r

HASIIL "35H H3E 20064 6%

dth(Zeithaml et al., 1996). wabd, AFoje
e &M 2R Fo% AFojr}, Myl o}

ARAA AFujelee nATE qu2Fd5 o
o] 844 43 AEE, nho] vz AH|x
AZAE WHEslo] o] &8 gz Fgdo (A
87 o444, 2002).
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(1997)9] d7& nAo] Au|xd| diaf HETF
Z M 2732 E g &3 2k HoFa
9t %3 Reynolds and Beatty(1999)¢] |
= ol g wEy Ajprlezete] #AE AA st

ek,

7Hd 8 Ml AT 3 BE0] 42 A

Fojel et gobd Aol

olgelM AMAG ALBAAEE TA

Y& vehd (28 D3 2o

o A3

=2

AUt ®35H M3E 20064 6%



Mula FH 99 %ﬂ-ﬂv—é% Busch and Wilson
(1976), Crosby et al.(1990). Coulter and
Coulter(2002)9) "’?—‘3— Fug A, F
Ad¥e #AAH A= Crosby et al.(1990),
Tam and Wong 2001 )9l Aol ARE-3 3
252 gufe) 9 < =g Fausigd. FH4
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1988).

gutdor wdo] Aty H3rg Hrlshs A E
2F 2%, GFI, AGFI, NFI, RMR, CFI. RMSEA
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0.08 olste|® £& md2 Wrlst doi(o]e
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Service Employee Expertise and Relational Behavior and
Relationship Consequences

Myung Soo Kang* - Chang Seok Song** - Jong Chil Shin***

Abstract

1. Introduction

Existing relationship marketing researches treat satisfaction and trust to be included in
the same dimension of the relationship quality. Contrary to the previous approaches we
discriminate between trust and satisfaction and propose that trust affects satisfaction. In
service contexts, we also decompose the relationship quality into relationship quality with
the service employee and one with the store and posit that trust in the service employee
(satisfaction with the service employee) influences trust in the store (satisfaction with the
store). In all, we tested how trust and satisfaction mediate the effects of service employees’
expertise and their relational behaviors on the relationship consequences (i.e., purchase
intention).

2. Model

First, we propose that service employee expertise and relational behavior positively affect
customer’s trust in the service employee. Because expertise reflects the mastery of relevant
competencies in service delivery, customers are more likely to trust a partner who is
perceived as possessing greater expertise (Bendapudi and Berry 1997). Relational behavior
includes contact intensity, cooperative intentions, and mutual disclosure. High contact
intensity creates trust because parties in a relational context cannot be expected to trust

each other in critical moments if these constitute their only opportunities to interact. {Crosby
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et al. 1990). Employee’s cooperative intention and mutual disclosure can be considered as a
relationship-specific investments. Specific investments made by one parter result in
increased trust. Because the investing party is exposed to potential exploitation and
opportunistic behavior by noninvesting party, the act of investing communicates a strong
message of commitment to the relationship. Consequently, such investments should increase
the customer's trust in the partner (Ganesan 1994).

Second, we hypothesized that customer's trust in (satisfaction with) the service employee
positively affects customer's trust in (satisfaction with) the store. Customer has different
expectations in interacting with the different objects, therefore the service employee and the
store will be evaluated separately (Reynolds and Beatty 1999). These differences may occur
because the inferential basis of evaluations is different. That is, service employee is
evaluated based on observed behaviors that are demonstrated during the service encounter,
whereas the store is judged based on the policies and practices governing the exchange.
(Sirdeshmukh et al. 2002). Customer assumes that the employee's behavior reflects the
store’s hiring, training, service culture, and other practices (Heskett et al. 1997). According
to agency theory, service employees interact with a customer as agents of the service firm.
Therefore, greater customer trust in (satisfaction with) service employee is likely to
generate a higher level of customer trust in (satisfaction with) the store-the principal that
apparently controls and determines the behaviors of the agent (Sirdeshmukh et al. 2002).

Third, we suggest that trust precedes satisfaction. Greater levels of trust in the
interaction will result in lower anxiety concerning the transaction and thus greater
satisfaction (Hennig-Thurau et al. 2002). If a customer does not trust the service provider
based on past experience, he or she will almost certainly be dissatisfied with that service
provider (Chiou et al. 2002). Also, trust and expectation share common characteristics.
Expectations are thought to have a direct influence on satisfaction because consumers tend
to assimilate satisfaction levels to match expectations levels to reduce dissonance (Szymanski
and Henard 2001).

3. Results

The structural model described in Figure 1 was estimated using AMOS Version 4.0. The
global goodness-of-fit statistics indicate the structural model represents the data structure
well and All of our hypothesized relationships were supported.

We found that when customer perceives service employee's expertise and relational behavior
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to be higher, there will be more trust in the service employee. Further, trust in the service
employee significantly influences trust in the store and satisfaction with the service
employee, and satisfaction with the store is determined both by satisfaction with the service
employee and by trust in the store. These are significant findings in that they illustrate the
importance of service employee expertise and relational behavior in determining employee
trust and clarify the subsequent effects of employee trust on other variables.

Another valuable finding is that trust and satisfaction are judged around the service
employee and the store separately. We also demonstrated that positive feelings about the
employee do translate into positive feelings about the store.

Finally the analysis shows that trust on the store and satisfaction with the store both
have significant effects on the purchase intention. Therefore the tests show good support for
the hypotheses.

employee’
expertise
relational
behavior

(Figure 1) Empirical Result

0.749 satisfaction with
. the service employee
satisfaction with
the store

0.419
(0.000)

0.5632(0.000)>

trust on
the service employee

0.272(0.004)

trust on
the store

0.265
(0.001)

a : Standardized parameter

urchase in ion
b: p value P tenti

Chi*2=59.590, df=161, p=0.082, GFI=0.899, AGFI=0.869, RMR=0.043, RMSEA=0.992, RMSEA=0.032

Based on these empirical results, we discuss the implications of the findings for marketing
theory and practice.

Key words: service employee expertise, relational behavior, trust, satisfaction, purchase
intention
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