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149 BAZ B4E 5420 dalM e oK A7t #5578

2P ksl
&% ¥ 5 3o

oI5 Ee 274, 53 P4 T A7

oy BAE AFH] A € A7e =3 T wAE AvAFE

dgez sl A7EUR, BF

71E A Y, F, A8-2% B, g4 @

A, A golg T, WATE AN /542 PAY T FH92YYPF APAFEL 4382
g A7e 4% 42 A8 3 K1Y V198 A2TE ANY FETE AFE =72 ol A EE

UAE e F 32079 dRAS

FAsgen, PRUR 2N S
AREN 23} #5429 FAA-BA 2 BN iR Ag, A%e

o83 ArE THIAAL.
& Fojale] S FAE, WFIF, M2y

59 992985 2L, IFY, ARSHEA, BATEL FEHR FRigen, V13T E gz,

FAol: 994249%, J3-24, AFY, AAulE, BAFE
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ZAYF BollA F2 dFolx g dd9x4
3% (boundary spanning behavior: BSB)°|
HZ aAA A JH2Y3F(customer-oriented
BSB)9 #HZ vlAE Eolilld #AHS ¥m 3l
t}(Bettencourt, Gwinner, and Meuter 2001:
Bettencourt and Brown 2003: Bettencourt,
Brown, and MacKenzie 2005: 2A4|%, 44
2007: 49 2007).

2} 9939 (boundary spanning)< &% &
739 879 z2g dAANI L, WY FHLES
A8l FEE A|Fte G (Scott 1995)°]2t &
F ded, DAANYY F92Y9PF oYyF o

----------------------------------------------

u]E dolq AL A (prosocial behavior) #%F
o Mol Z#EE Aol EAotH(eAz, A4
2007).

ol YYXYYF S T £ FALSO|
Ao B AT ol9do] F7HAEQ HE9 FH
2 Jeidt. 4§ 89, Al &3 232 ¥
AFEdA AetA E3ste A, MulAE FA
7171 918 23, FEEH JraFde A, 1A
oAl ZAsA M2t A FoltH(Bettencourt
et al. 2005, p. 142).

A% 2P Fol Y dFEY ATFE°
Al 2 ARQle] FHYES Yoz o AFHA

32 BT sbeAol uf w2 23, 59
TRY T 7149 BAZ FHE K542 o
A e ofF A7t 75 dde & F U 9
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* o] =82 20074 BY
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2 U3 99293959 HPdsEs JYAEY
2(Bettencourt and Brown 2003), &34A%
(Bettencourt et al. 2005) % FU¥ /AL
o ¥gEo] giFioltt,

ole FEAE 7449 Y5 A9d Fe 7
E9] g3 BHAN 924 F S ol
olgig& Fo ol £ A3 23 T #AE
AgaFe 71&9] v/l #3, §, Ag-Z24
#3 (Morgan and Hunt 1994), &4 #3
(Emerson 1962), 7zH]&0]& &4 (Williamson
1975), #ATE #H(Macneil 1980)94 %
A2 TRY T AT 992495 AR
¥az g, aA8d), & 9479 54 542
TALT 49299 %0 9L A APAF
& 71&9 24 7 BAE A9ste /A 8
oA} FolHE Ao},

Il. OI2% tiAd & 7kd=E

2.1 DUXYH SAZTEYS

£ Ao dF3 e aANGH 9429y
T oA"Y Rob, 53 % Ev AM|2vHAH
FokollA] 22 A8 F (organizational citizenship
behavior)# 2-& A3 A (prosocial behavior)
g2 Jido] Zzso FHAEAY, A= 2007).
d& E°], dEAY A Bettencourtd F&
L 992995 239 oA, 4F, 18n
M| 2o s 5 ARESelA AsHA §3de
A(external representation), 33 F8, 1
g A o3 FPH e Mul2E FA717]
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A3 =4, FREY FEAHOE JALEE A
(internal influence), 443stx, A&3stn, 4
sk, doulg Hgx2 A AMulades A
(service delivery)2.2 #<stdtH(Bettencourt
et al. 2005, p. 142).

2 97 2ANYH d9x 48Tl Bo] 3l
onj, ol AN FFHZ TAHY T 99%
g Folgke AL g AE FE5LGA UE 3
S FHLE o|FojA = Folzh] Boe £F
Az 7449, F, AZSAA, ZoldA, AvigA
€ HET F e ARE T e 94 T o)F
oA dFolet & F At ol AMula FIL
(£3)2 FHLE AFE 5T Bettencourt et
al. 2005)9] d7¢ & 4771 g2 Holgt & +
At

87, 4929YFL |42 FHLE A
Aol Ao e dF Feo & Fo2 FHR
A8 doA F7HHLE FYPshe ¥l &
F ot o] A7 Adez FEIGE, A,
FEAZ F490] Ao &3 FFAR(EE A
HAEL 9] BA) ol A AFASA 23
$33AAN, FEARY onjA g FPPE A3t
E AERdR), 4, Al 478 FIeaA
A5 ¥ 3, 53] 24, AP T ¥,
azln 7hsd AAAE F9 FRE Aol £ &
542 4 dg Y (EA)H Faeke AR
), AA, 44, AEF g, 4& oY F2
ol AHle] &7 F5ARE ol &t nASNA
Al $E2 2ol A(MH2 )02 78

F @AY, 242 2007).
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FEZZ PHY 2 DAXYH JAEPYSo| dYuiso| et AT

2.2 FAZTHUSO| Y2 HYLLAS(ZH 2
)

71Zd] o]FolFd dGx YTl #F ATFE
o] F2 Mulx FHY FHAAM o] FojA7] WE
of 22 7t A BHM 92 UPF AP
FE Bl OFA Raigth. A& 5, AHBS
#4d (Morgan and Hunt 1994)¢] diEHQ ¥
Ql Alzjeh A4 &4 #H(Hibbard, Kumar,
and Stern 2001)9 9EFZ, Ay EeolE& &
A (Heide and John 1990)9 AHSHFA} 7|
33|, #AFE TH(Macneil 1980) AT
¥ 52 ZAL 9924 YT APAFEA F
23] 7147} Hede £ 71&E dFEL 9
FFHoe A Ra%d. £ o] ¥Hdx
B A5S0 Y. d7d], JALE, 3EA,
%, A9, %A, 25, 88 BY¥EN T 8
MFEo] 9929y APAr2 24P
7bsAol Ao, AT =3 7+ BACME IA
AANG A2, 24, &Y, 71339, AYSHF
A, #ATE ol ¥4 FU(key driver)zt &
F 3, UoA] \FEL oy 4 FUASS
5 23 T @A 9%E 92 € F Uo
(Palmatier, Dant, and Grewal 2007). & &
TFolNE 67H] 4 FAES 23 ¢ 49x4
Pgo] APdisz AFgeas, =3 3t FA
FFE VA= B2 8UAES ATFHo|Yr} TTH
oz gFuA g

P

flo o L nju

2.2.1 A8-2% B3P, 253 I924HF)

A7 = thee] #A Rof AFoA ALH
1 9= Morgan and Hunt(1994)2] Q7dlA<

ZUSdT 137 M4z 20084 8Y

R P T

z3 2+ [AZ Polvt &AM o3 AujEe
0] ofet 43 A=l A& g AujEtn
Fagth. oqrjdA e AHsEUY A&7
Ade digt AL JRAe Aoy & F Un
(Morgan and Hunt 1994), 242 AYHEY
t BAY A& dig GAA, BAAH Mol
& 4 sltH(Dwyer, Schurr, and Oh 1987). ©]
A Az 9 242 AAvAE A Wbz &
A7A dFEHn dded, FuY FBS d7ES
Azle A& FE4RY 23 ¢ ABHE P
7|3, 2% BAE F53H e AME AFd
3 3itH(Ganesan 1994 %).

A dsle AN FEYLY] #A AY BEL
Edz BEYY n PFE dSFoIN AY
BGEY o] EF44S A, d¥8S I
A ch(edd, ZAA-E 2008). ol d e
A ZEY 7+ FANM B2}E 71HFYE 9
Aste A2 AEste] Agu] &S APA)
£ 9% gt (Madhok 1995). «Zd, A7}
P8 AEAE 749 Wole A HEYE 7
A gart A7) g A L] AA &3,
AN 20| BE a3

geeg 25L §8542 749 ¢ Ad HE
yete] BAE A&sfele s TeH, FAF
olm BAAY &g Fugh(Anderson and
Weitz 1989). Morgan and Hunt(1994)& 2
&o] §E4E FAY o FodUE AMLE 7
Z39A, 242 A HEVS] BARAE 4
g =¥ obfe] Polx FAFINE YT F=
2 Fgdda e A=Y d¥g. oy A&
< AY sEUe ZFAQA FAE =AA 3
™ (Gundlach, Achrol, and Mentzer 1995),
A HEUESIY] FAZ MY F542A U
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g BAF S =74 Fd(Allen and Meyer
1990).

dG9x98%5 A3, 2% ¢ A= M AEla
o] &g Hg o2 g Bettencourt et al.(2005)
o AFeA A AFE db A ARELS
ATl M FP4Y AFALEC] AFUER =3
Z24S Fd 992493952 dige d724H
& EEAG. EF AAY, AZ(2007) =
Wzl =2 Q1S gdes & AFdM AFAEFL
ZA Zt A g HEez Pl 433
e, 2 AFINE BANER Ao] z3 3
FY2EY TS AP e 24E UG

SAY AZs 2&4e oA 7|z viEHoz A
HPAEV S} AANAE HrlEA WS €
o P Aol (Dwyer et al. 1987), v
Z5tA 2 digke FHE| Hoe A #AE
A &3t x8stA 39 (Moorman, Deshpande,
and Zaltman 1993), 833] o9& 93 §
g3tAl Foh(Anderson and Weitz 1992). ©%
o] #EY] H#HE & P3| =z I
(Noordewier, John and Nevin 1990).

olg 27 T 4929W%H vj¢ FARIT. &
42 Ul A AN ARAEUE A,
Ao AT FH9L @A AABA dF o)+
&3] dEe] A F5ARE ¥ A
$33ta, 3339 o|9g 3 HYsie, JEY
g Ao 4ARES Asl FAsA 14 AH|x
g T8y & 4 U, g {E5ARY T
Aee AY BEVE Asstn 25855 i)
E, W59%, Hul2+3ge o B8 dda &
F A,

7Hd 1: §87429 FojA-dojat BACA T
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e

uj kel Hujate) ft A2 FFo|
& oA a) FUE, b) WEY
&, ) Mu|l2g o] gold Aol
7Hd 20 fE7ARY Fuja-gula AN F
ojzte] dofjatel] i A& FFo] L
5 il a) 9FUE, b) HED
&, c) Mul2y $Fo] gold Aol

2.2.2 & BH(E8H 992939%)

AR 8lo| & 7531 vAE EAE2(Bucklin
and Sengupta 1993: Hibbard et al. 2001)
A HEY zhe] o&pz7t 27 Zte] FAANH
€ olgisted vl T8-S FAsAY. kst
A oE& 27t REY o 4¥L vA F e
$YE F9op7] dEoldt, T A HEY Tl
AFste A49 7H7L vl&d FEolEhd YA
A gEFxe & F AT o= FF A}
o gy v JEFEE 2 Hz, o]
34 9EQe] ¥ gEYS BAE Ausr] 9
Fo|t}(Buchanan 1992).

oljg &gl A1, M2 o 2 F
2 o Z3eEA0] Zsitka da(Kim 2000),
B3O E0| B BE &L AL T #A
g 213 3= 9% FIh(Lusch and Brown
1996). Suvkstd AYHREY ho] T ]EAo|
2T 75 EA] I b dikte 7] Bde
A BHEU] AE A&stHe gA o B
81#7] wj&olcH(Dwyer et al. 1987).

58], & 97 IH 5849 AZUA, =
Aatolz B diF =oidA 52 Azfste die
A, 7184, 2% 203§ didez A7y
e, 2 3 F83UL B34 87 SN

AHSAT H37A MdE 20084 Y



FEZE THY 7 DUNYH YEUET dYeso| pE AT

A T T

ATEY 7t oFEA uj¢- 2 et T & .

w2by LA (PR e & E4F &
dAe FFgAde] dAE 0 A3etein &
Z°|i(Ganesan 1994), A FHELV %] FF5
Fol] AL 2, #AA PFS A Aol
9128 (Kumar, Scheer, and Steenkamp, 1995:
Lusch and Brown, 1996), Azl #}EY zhe] 7
dtn ERAQ #AE FEI}A =¥HE FAoig
(Fraizer and Summers, 1986). 99x€3 5%
2e 37149 9&(extra role)S FHFFS 53
Ao i@ 24& Jehna & Aot 84
o, SEUd] g B} oEF AFE YEAES
A A AfBA A&l ZsA SZIGAY ]
Fo] FREA F87He 42 42 IoA
U AAsH 24 Hulag 85 59 #52
71 & AL Aeold.

7H 3 F87429 FuiA-uuiA BANN T
vizke] sojAe] @ fEY FEol &
55 TR a) JFUE, b) WH
E. o) MulaFd F£Eo] Fold A

ol

2.2.3 A ol BH(AYSHFA,
7185 9942 4HF)

AE5AY AnARA 8ol vgE F AL
o] &(Williamson 1975)& %3 7o m@ Auj
TFZE o) &3 =7 e PF Astan I,
Aeju] o] 8o = SRFA 3] 78 Fod 2R
B 235AY, EFHYe] BelHe §Y 554
A EA7F EAste 255 A A FEY
F ngd glojq TAEe EZLIYn FAIG

HYUSHAT 5372 M4E 20084 83

i LI B s

e T T A T TP R T TS i ST e

(Rindfleisch and Heide 1997). wetAq A+
Z9% Al SHEY 7t T AR T o] Fof
Ae ANSEFEASL 7133994 PFol & 9
8¢ WA ¥ch(Palmatier, Dant, and Grewal
2007).

A7l AYERFA= 5FT Ade 4
4, A AT FAZ 4 AdAEYY &
AZ dAEH77E AFdAYG B7Fed AL TG
(Williamson 1975). €A %3, d& #EYS
MEA BAE 7539& A5c 230044 &
AHS ou|gtt, Ping(1997)2 A HEY 71
BANM o|FojAE AYEFFAE BAFA
(investment in relationship)gte Ndo2 4
TFasled, #AFAE #AE TP A #
A2 749 T FAHE YA, AT, =¥
< I, oY AYSHFAE FEAE T
A el HEUE AET A5 LA A §
€ 37 3t9(Heide and John 1990), 7|& HE
v #AE AR st §718 Z2A o
(Ping 1997).

3, 71EFe AY oldE FFa7] K3
e Zltske PAE <Jrlste] (Williamson
1975), &€ F738he 7149 £48 A9 o]
4L Fssly] A3 713599 §352 27 4
o 71839 2L A FHEU ] FA A
gag P9o| g 7ge]n, AY FHEVY
o] i WAH Ex A4 ¢ttt (John
1984). o3& 713 Fo & HELY NAE 7
2A7|3, BA 23 F71€ Eole 9%E ¢
(Morgan and Hunt 1994).

g A7 A$AYE 9o o] T3 £5%
2 749 Tole ol I Fojzte] ARSH/F
A9 gol 2 wujRte] 713 Fert 229 3
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o PFo 2FAY %L A & + o
AA ARERFFAY A5 A (@A) AR
F5AE BAASA i Ao FHolg & &
A %H Anderson and Narus 1990), &<
2 Aol TR e BAHA Al FAEA
g3 ¥l Ak, AT o] FF3 FaH(F
2 AR e AAse BANA A FAEA
of g Fgo] 7] Y A SHEU H& <
Z544 8 F49tl fich(Heide and John 1990).
ol &N A+AYE J924YFE A3AZ
7FsAol &},

g 7] el AL 713 Fode] g 5L
obfAE ditHA ATEUS F7F AdFHe
2 o B8 ZA(HEeA)AAN eIzt 4o
(Williamson 1975). =% 713F9e Ad HE
UE 22 4 oA sx, JEYS} AL o fst
o o7|HQ o]g HEAR REde A4S %
Al 8t stEV S AzfBAld AFHoR YA
e 92 o oHd A5 AdFdE, Wi
g, Mulx 3 5o Y5 e Ao FE' ®
£ 3FHE "YE A% Aojge A4S M
F . ole 492498 5L JA e 9482 3
Al € Rojt},

M 4 $542e] PolA-BolA AN P
dAel woRl g ANSHEA 5
2ol ¥24% TohAel a) ARUE,
b) WRIE, o) AMlagd f30 &
o2l Zelg}.

fEAZ FiA-wilA AN B
date Fohael e 71815 o)
E2TE TuAY a) YFUE, b) W

298, o Aulasy $3o old

7Hd 5:

1080

i

Zojt},
2.2.4 BAE B (BATER 99299%)

TAH mBe| B E B&AHA A} ofd A
£AQ BAR nge B4 AdHd £ A 3
EY Zt 5ol A3 FHE 77} Bl 9FE
PlAdn F4stn gith(Macneil 1980). @414
@ A REY o 4A 248 & e F
7\A %A oln, ALE R, AgHo|m, A=A
A BAE AL & & WA sa, P¥Y JES
AAFe 2R Azl FEUER stdF vl mg
< A% 7S YT + YA IR,
AZ, BAF 2008). oA =2 B A+
AEE 723 ATELS AY HEY e FAA
g Zsgdn F3stn, 4F3d(Cannon,
Achrol, and Gundlach 2000: Lusch and
Brown 1996 %).

d71d AR FHE IS fARE E
o2 A BEY b FPE Jidi=e PF AW
olgtx Fe]& 4 AUt (Lipset 1975). &, FSlo]
F83tn Folo] 1¥3A LA, F9o] AHsn
Folo] 237 27, oo §&A Folo] &A
%2, F& P52 ok 3, F& 5 34
Tolo} =R Tl F FFY Tl &
tH(Heide and John 1992). =3 A sEY
o] A3zold, FEFNE ZEPH(Heide and
John 1992). Kaufmann and Stern(1988)<
Al A HEY o] 92 oA, 9% F
g 9], ddge 3ol v FFolge A3F
o ¥F Idn FPsAY.

olzig B|ATHL Ad HEY 3 JHFE
AA g}, st 713 FejHolgn g FHE

AYSAT H37A M4z 20084 8¥



FEYZ 7YY 2 DUXYH YAZWYE MYyerol BH A7

Yo 7§ F34Q HHe 24 =Ha, 713F93
Pgol i AAS 27| oMz, ZE
d, 249 2004). =g #ATE] 348 A
dMEe 232t BAE fAGE Bz JFT
Aolx, f&% FEE BEA TRE oY,
3%F JAEEE 78E Ao (Heide and John
1992). Zdiate] ARBAE FAH] AT 3
g 717°] Zstn, AddAe] 5824 9
& =¥ Zo]H(Anderson and Weitz 1992).
wetA Aol B A R4 A9
Tdle AY HEUYS] FFERE B A3
o Pgsittn AZse JY929YPFS ALFL
2 Y% 7teiel ¥

|

I Jeywigol=
I —
|

M 60 %542 PAA-BIR BANN P
sizte] oo tig BATY 5o
275 7oA a) AFdE, b) W
29%, o Aulagy S0 goha

Aol

o¢e Y&S EdE dFEYL E4setE o
<+ (29 DI 2.

€ 979 7R /542 W 2T A
& A9ske U7HA 71E o289 712% 6714 A
PATEH FHUFA AR 99299F 19
AR FEASL BAE 2 24
A WAFEF7 T F 1049 FANEE T
A o]FoiA Slnt.

‘

il
k!
ks

=]

ol

EEET RS
CIEAVERTEYE
PIESS )

(a8 1) 972y

HHST 2373 M4aZ 20084 8%
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3.1 @i &Y

B A7dM AL A, 2%, JEA, AYS
+54, 71339, #APE, JFAE, WFIE
Au| 253, BAFEFI] § EE BFELS v
53 4% Bol A7 & dEzln, ¥ 43
A%} e834S 7L o

WA Azle} A4S Kumar, Scheer, and
Steenkamp(1995)9] ZAETE ¥4, AT
A Aol 2A Z4z 5883 38des FA3)
Aot 94714 £ d79 o4 uj7de] ¥ Morgan
and Hunt(1994)¢8] Z3=FE AME3tA &L
AL o|F gd¥ Kumar et al.(1995)9 &3
E77F @3 719S YR § ZAMA o 3
Asidn #SsQl7] dEelt. dSog gEYL
Jap and Ganesan(2000)9 4%%2, AHSH
E2= Anderson and Weitz(1992)¢] 4882,
7131329+ Morgan and Hunt(1994)9] 3&%
&, BATHL Boyle, Dwyer, Robicheaux,
and Simpson(1992)9] #A Y ZP=T7E &
435l A7 gl RA 68FoR AN
o =3, FE5ELQ QROE, WRIYE, Al
43 Bettencourt et al.(2005)9 FF=T&
AHesle] 24zt 483, 489, 5% FFIAA
t. oj4e EAETE 25 54 YAE F=(1H
As a2¥x gd, 54 vif 2FhE SH
o AAE Aol YEL F54 243U,

1082

3.2 #22| 4¥ Y X2y

E d7e 94 AFT biek 2ol S A5
o 542 FAHY T BAE 97U eR da
gk, gk I KA FoiAe welz 2t
#AE PSR ZARe Zo| YasAE, @
49 fE5dAE Ak B 4E A9stn ole
A9 B7Fsol 717] dEe] £ 47 749
#A g B dAFoe B £ e FiAS
ez zAAS AARsgd

U F5A9 FejREL 3A AVA P2
FEE ¢ ged, stute AzAdA7 Gt 9
E YIHCI9Y A27R), ZdAo|z ER9
7hAYE dn e TAAo)= B (AYY
A27x), 28 AZPA Ee ToidAg A
31 gle o9t AoH(AEY A=Tx) Fold
(AZ, 924, A49 2006). £ AFE oY
g AZHA Fee FojAES vk v &R 74
stz =38,

AEzAe AE dH"EEAMA 7189 ol
Aol wWEstd AeF AP Ex A%
A @A golH AwAQA AFE FY3te 27
AE gAes AAsgen, 20073 124%H
o 1/l 24 ZAISSIT. BEFE L A A
A8 n Je GIFF 439 AT A9
FZ39c. ¥ 1,200%-8 wjxs] AxdA o=
A 100%, Zdjolz 1A 120%, Lt L)
A 1008 5 % 320%(26.7%)E 3JsaAct. A
2 Aygagd o AEZA] "o FAL
RE ARAE £40| 7Hed 2=l

Z YT 5373 M4 20084 8Y



FEUR TUY 7 DUXNYY FJAZUYS| YYuso] BE A7

T A I L R T T A T e

V. 4584

4.1 Z=AICHde] A §4

ZA3e] AR 54 (E 13 2d. A}
AL A A = 19 0]3H(36.3%) A 5E
6% ©]3(32.5%)9 H¥t FnF BIHU:L,
g TEE 10% °]sH31.3%)9 AFH XA
719 °]4(22.8%)9 ¥HFI7A ¢ £¥H
Aor, YojEHEE ulE FREE n24 BX
o] YUt AutEoz HolS u, HE9 EA
ol ol {0 HFHR Fu, $e} F54
A< 2 A49d £ F ddz FdE A

4.2 7Hdel d2id { ElgY ZHE

£ dF9M4E Cronbach's alpha &< &&3
o APE HAENGR, FUA QARAL o]

UL L S I SO STl Wi 7 e e oo

3t o4 B34 W g AEINHY. ¢
AMae A= +He3A HE 29 (& 2)
o Yehd uie} Zeo] RE FXEo] AnAE
et Aol FH=TFI AFAH FRETHE
AL e AeR dasiY. W Ay
B34 FRE AT FARF L 479 Qe
A =77} Cronbach's alpha#te] ¥uHz<el 7]
& (Nunnally and Bernstein 1994)¢1 0.72 4
gate A, FUH 2A¥Y F 24 FEEH 3§
F FANGES ddsle EF AR FE0]
ARoZ 95% AT 2 HUAA (t>1.96)
(Anderson and Gerbing, 1988), &% 29l
THo2RE Pojd FFLQY FaFE o fdly
342 = (composite reliability) 9 HFEAE:
Ztk(average variance extracted: AVE)Z 7
IS o, A= 70 Adeln, B
TAFEwe] 502 433]8h=A| (Bagozzi and Yi,
1988) HE3H= A& 53 o|FAT. o #F
oA Aol 14 FEI} FAFEY 24 2L

@

(1) SEUH 54

7% 97 % 7
19 o|&} 116 36.3
A9 4 2-5% 100 31.2 320
: (100.0%)
6% o4 104 32.5
10% o}3} 100 31.3
A 7 11-20% 77 24.0 320
21-70% 65 21.9 (100.0%)
71% o]%4 78 22.8
1.000%H wjgt 123 38.4
1,000-2,999¢H¢ 86 26.9
497 e el
3.0009H¢ o4 106 33.1 (100.0%)
$9A7 5 1.6

ZAsdT 537 ®42 20084 8Y
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dad

Cronbach's alphagti, FAHNIE, HFELF
2% 52 A Asistn A7) w2l AA
HAt. AAE %L 5o BV

$H, WHEGAY S Z4ze] BAdE ANdE E
A gog Jol UF gAY S B AESA
o & AgeY vAERPe x’ge] ot
FAALE FoAAA AR A¥ B3k (Klein,
Ettenson and Morris 1998), € ¥sE9 %4
o] foJAS AolE A UA7] WEol] HFe}
FAol dda #ADsT. dE &9, ARNSERTF
Ask BATFEE A*(1)=365.08()3.84)2 et
U p<.05 FEANM FAY Aol B

43 714 HH

7He g AP S A8 & AFdMe 728
Y RPEAE o8t (A% A2 =
g9 APEe (& 3)d vehd vigt Zo| AnA
€ ¥t 7% EUY. #2N 23 A¥xot =

T TT=®

L o I N RS 4 IS e il

< 2o g wasigy.

FaI i /MAF A9E g3 2o A
A, 7Hd 1& Foiate] dufzi] digt 287} Fof
Aol J4xEYFl v I A= Ao
2 A3 AR E(v=3.21, t=4.52), W5 L3
(v=3.06, t=4.51), Mu|258(v=2.20, t=4.28)
d p<.01 FEoA FoAQ ES 9FE vFh
way 744 19 a, b, cE AYHUTG. EA, 7}
A 2v TFuizte] Hofzie] gt Ao] Fujzie)
P2 YYPF vAE 4TS HAAse Her 2
&2 RUHE(v=.51, t=1.96)9+= p<.05 +F
A, WEFE((v=.41, t=1.83), Mu¥]2Fdh(v=
41, t=1.79)9€ p<.1” #2444 fH F
o] 9% vzt w2t 7K 29 a, b, cE Al
= A

AR, 71 3& Folate HEeofate] it &4
o] Fuljzte] HHYxLYPFo v J%S AA
st AoE Fujate] o EAL RUE(v=.63,
t=2.49), W59 (v=.55, t=2.16)9+= p<.05

(£ 2) ¥ol M2idn} elety 24 29

B4 PR £ a CR AVE t-value H¥A
A8 4 838 842 571 13.91~15.94
A% 3 891 889 728 18.21~18.82
&4 4 .862 869 628 11.65~20.00
AR EFFA 4 904 900 .695 15.45~20.63 32=1206.53. df=524.
71339 3 887 .887 723 17.30~18.31 GFI=.90, CFI=91,
A7 4 811 812 522 10.77~16.32 RMR=.05
IRUE 4 879 881 646 16.04~18.13
PR 4 .802 801 502 12.51~14.72
M2 3 5 .888 .889 619 12.13~19.10

1) p<.05 +27HA] 7HdE AEshe Z0] Akl & AgolM= 7Hd 2b, 2¢. 7Hd Ba, 5c9 A% pll1 FollA 7MIRAE 4
AEtlE. w23 A9 o oo g AFF Felvt Bad
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FEYE TUE 2 DUXYH JYXUYSO| Yo U A7

T P T R W MU R 3

FEAN FAY EY FFE HAT Huag
P(v=.01, t=0.079%€ FJAY Fg& nx|x|
sttt ety 7Hd 39 a, b A, & 714E
Ak, dA, 7H 4 Fojaie] Bojaje) tig A
AWEFFAIL PR Y9248 vAe o
&S ARshe Ao i ARSHEAE 9
FE(v=.03, t=.14)c FYAHA F&E 0|
A7 FRAAE, WEFE(v=.56, t=3.07), AH|
258 (v=.52, t=3.70)9 p<.01 FFM #2
AQ E9 9%E vz "M 7 49 ae

i = e e SR e # A

712}, b, ce A9

oA, 7Hd5e Hujate] 71337t Fofate
F92YY 5ol A 9FE AYste Aoz #
wjzte] 713 Fele ARoE(v=-.34, t=-1.84),
U5dg(v=-.36, t=-2.02), X253 (y=-.30,
t=-.77) 25 F94% &9 9%< vz ¢
g 74 59 a, b, cE AU, i gez
7Hd 62 Tulate] AT Fujate] dgxY
Ygd viAe 9¥E AFs Aoz FujAg
BATEL R E(v=1.89, t=4.33)%& p<.1

(£ 3) 7=48A2Y 24 21

7 A= AZAT t-value A3
7Md1a 48 - oRdE 3.21 4.52*** A4
7WMd1b Az - YRgE 3.06 4,51*** A
7Md1ce e e L 2.20 4.28*** e
7Md2a 4% - JydE 51 1.96** A
7Hd2b 4% - U9 44 1.83* A9
7Hd2¢ e bl 41 1.79* A
7Wd3a gqEH -  J¥d=E 63 2.49** A
7Md3b 4 - UR9Y 55 2.16** A
7Hd3c &Y - Mujasy .01 .07 712
7Hd4a ARERFA - JRYE .03 14 712}
7Md4b AREFFERLE - P9 .56 3.07*** e
7Md4c ARERFA - Ay 52 < W4 o A
7Vd5a 718F9] - qROE -.34 -1.84* A4
7Md5b 71839 - UG -.36 -2.02** A9
7Md5¢ 71859 - Aujasy -.30 -1.77° A
7Md6a HATE -  YRuE 1.89 433" A
7Hd6b T - JR9S .64 1.40 712
7Md6e WATE - AMuasy 23 66 712
A ¢ x*=1259.12, df=527, GF1=.90, CFI=.91, RMR=.05

* p<l ** p<l05, ** p<l0l
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FEANA KA ES G v HAG, UEd
8 (v=.64, t=1.40), MHl2F8(v=.23, t=.66)
of FoAQ 9 XA @i, gt M 6
9] a& A", b, cE 71Z=HAG.

4.4 249 #2l(common method bias) HA

¥H £ A7 d7RYd XPE RE MEE
o] ¥ FRAZFH FAHHUG. g, A3, 2
&, EA, AASHTA, 7I3FY, BAFEY
SR EYEL TYT A gaA Z19E7] 9
o $9%yY ¥4 (common method variance)
< 74 4 9 (Podsakoff and Organ 1986.
MacKenzie, Podsakoff, and Rich 2001). ©]
g gy dort ATFR¥EY Wt WA
ojmg A ERE 73 A Hetsi] Ha,
g dFdMe F49d 13 29 (same-source
first-order factor)e] F7lsle 71& AFEEE
TR} o] F7H8Q] 890 35709 RE &
BFEFES (A8 4, A% 3, JF4 4, ARSHEA
4, 718159 3, #AFE 4, dFUE 4, WHEF
g 4, Au|2F3 5)2 E§3A sin, o]EA
=24 89008 J|E ATRY S A 4=2A
FE FH 9, 71E 42A5ES vaEAE
. ol WL JE AFM F2 ARHE
W otk (MacKenzie, Podsakoff, and Paine
1999, MacKenzie et al. 2001). ¥A2A%}¢E ¢
= (E 4% 2o

Fol] Jepd uie} o] Ty #ARS EAF
A5 FAA G A5 AR Aol 2 Aol
7} i1, 9RFEY AE FAFTel Aolzt U
AT 7Hde AddRs Wzt QA Jebgd
ol FYHY RAlo] 71&9 WUSFE 7 WAY B
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=, 940 ngd dFE o AL HAF
o g2 GAZHA RS Ak WA
TE Toe FUY 24dd oF A4e £39
G ZAslA getin & F U

V.48

6.1 H7Zn}e| Q9

olde 7HddA A3t F 18749 /M F 1470
7 AT AT 4749 e 1ZE A,
aos) BR 5429 Foja-wejzt 2t A
A TeiRe) AE, A%, &Y, AASHEA, @
AEE Foiate] nAXgH JqxdY5e 2
$AZx, Z18Fede FAAT. Ay 7
of AYLHAAT L7 Mg JAHYY. &
501, A&Le Au2FYd, ARSHTAE 9
FliEd, 22ln BATELS WFIFH Mulas
Yol frofAd dFE vAA Bk, oo AP
olfE F33d ¥ g 2o

HA, 7Hd 394 S EGo] MulaFd FFS
mAA % olfE &l 7L e A
W Eo] obdst FF€d. dukHez f8H=2 U
oA oAt Huja} 7 EPL o= FEFwo|
obd 3% 3t &Y dez oldde Ao] g
st oAl B3, oEAe EFPI F3E
SN o= AUE W Eolge Ado] B
PG & . A=Y ¥ P
9 o&Yo] Ade AL a%F 9H42YYFS
2 754 2ol7le AT wejate] o2y
of W R A%, F &9 Ed¥ol AT B
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A BB DR L NSNS R S Mz =

(& 4) S22t BlENLYE 7+ Z=2Al5 bl

Az b ¥4 HIEA FYEY 24 54

Azl - LRk 3.21** 3.21***

Az - Wrgg 3.06*** 2.99***

A - LB 2.20*** 2.19***
24 - DR 51** .44*
A% - yrg 44* 44*
A% = LB A41* .40*

DR - DR E:3 63** .64**

&4 - Wy 55" B
&4 - S .01 .00
ANSHFA - R dE .03 .00

ANSH5FA - PRS- 5e™* e

AR SR - A v 253 BEr* 45***
713139 - DESe -.34° -.34*
713|539 - g3 -.36** -.30*
713 52] - M| 258 -.30" 29"

A+ - DR 1.89*** 1725
A == g 64 72
A - M| 253 23 .25

* p<i1 ** p<l05, *** p<01

£ o8 2ANYY 992995 4542
ASAE ¥ obikz el ggEe] EAH
e o] ohd7t 38t

£, 7M 490 TohAe] ARSRFAT 9%
HE F%L PIAA g olft obk T #
FUY YoIN ARSI M2 9E 5
4 Wgo] ohdzt 33€ 3 o FAdeE B
s, FohA-ola 2 ARBANA ANERE
At gl g 249 ENE 482 + 9
% A% AdSEU oz HYRAY
A ke BRA%Y ARBA $AE A8 A

AYSAT H37A M4z 20084 8
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BohAstel AdBA WA ARSHEA} 28
fol 2 A i A% wed) kA 2e Foize
£A9) B oick o] % PohAE A% §
o BAsHE RARe 3438 oldehe Aoz
AdeAE #A%E ¢ Roln, 99294%3)

ge 2149 e B4E 24 88 Aol
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A Study on Antecedents of Customer Oriented Boundary
Spanning Behaviors between Buyers and Sellers

Sang Deok Kim*

Abstract

Recently, scholars of marketing channels are interested in customer oriented boundary
spanning behaviors which mainly have been dealt in field of organizational behaviors.
Boundary spanning is the activity by which individuals within organizations bridge external
needs and provide information for internal users. In the context of this study, the author is
interested in customer oriented boundary spanning behaviors(COBSB). COBSB are likely to
be considered relatively more role-prescribed and those that are likely to be considered
relatively more extra roles, such as, external representations, being vocal advocates to outsiders
of the organization's image, goods, and services, internal influence, taking individual initiative
in communications to the firm and co-workers, and oneself, and service delivery, serving
customers in a conscientious, responsive, flexible, and courteous manner.

However, previous empirical researches mainly have dealt with COBSB in the context of
service industry focusing on the behaviors of frontline service employees. Few researches
have interested in COBSB between distribution channel members, which makes scholars
focus on service employee related antecedents of COBSB, such as, role stress and fairness
perception.

The lack of studies dealing with COBSB between distribution channel members make it
difficult to understand the link between COBSB and a lot of interorganizational variables,
such as, trust, commitment, dependence, transaction specific investment, opportunism, and
relational norms. Hence this study try to deal with COBSB in the context of distribution
channels and to test of a interorganizational model of antecedents.

In short, the author proposes and tests the links between COBSB and six interorganizational
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constructs derived from four theoretical perspectives: (1) commitment-trust, (2) dependence,
(3) transaction cost economics, and (4) relational norms. Each perspective specifies a different
set and distinct causal ordering of focal constructs as the most critical for understanding
interorganizational behaviors.

For the purpose of empirical testing, the research was asked to professional research
organization. By requesting H company which is having the most panels in distribution
industry, 320 copies of questionnaires were collected during two months from December,
2007. The respondents were composed of three categories of retailers: (1) 100 of corporate
retailers (sales agencies), (2) 120 of contractual retailers(franchisees), and (3) 100 of
conventional retailers in Seoul. They were asked to respond to the survey via face-to-face
interview conducted by a professional research company and were restricted to direct dealing
authorities and manager with at least three months of dealing experience with suppliers.
Data were collected through a key informant technique. The use of key informants in
evaluating firm activities is consistent with prior study should not threaten measurement
validity. The statistical characteristics of these 320 respondents came to the conclusion that
were adequate for analysis.

The analysis using path analysis indicated that trust, commitment of buyers had positive
effects on COBSB. And Opportunism of suppliers had contrary effects on them. However,
dependence, relational norms, and transaction specific investment affected them partially.

Key words: customer oriented boundary spanning behaviors, trust, commitment, dependence,
transaction specific investment, opportunism, relational norms
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