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Qe Al AFY BHE Delste] Aulanigolne] A go] GFE wAE AYaon AHls A
12 ), 719973, olgel BN Bekn Anedond DARIEE Ak 2 WarE 7t
o BAg Aslusicy

QATAT A AE AFE FPAT AR el QAFAAE A2 A3} 5 FHE F9AA JFL
A Aom Ueton], AAFANE AulAsh Al AZEAAe] 497 95 34 o8 FHe Aow v
ek 221 A A Ee e el dal Qe B Aow GAAed, S Atk gl
dg s 1998 B S Aoz Ueton! Jlgld) e gy Azte uAel 45H FHEES %
SA71E Aow et Z19 4% BaE @43 Aw A5 g Age 7199 wAel 2949 Gg
mAE Aoz ehdth 7196 did A A2E AH§2e] WAL 7Igle] SHAT AlsA Al Az
7 A7keke Aggo] A8AY G nAA Tebu RS Bo) AR JS nlAE Aol e, w
Al ol g9l Al e AR} ek Aol FHA FFS VAL Ao ek

. M2 Ha e A Mula AlFAe dE
(switching) &t FA4 =] d&E vA= 290ES

g1stE AFE0] Z718tn 9th(Bansal and

Al AREETE A&7)d Holgx 7Y 1 Taylor, 1999b: Bhattacharya, 1998: Bolton
AR o] NEEFE Al uAS SR §3 He et al., 2000: Sharma and Patterson, 2000).
Hoe 71EaAs A4k oAl Ao F8 J#v} Dube and Shoemaker(2000)7}F A)A &

ol ARTHFornell, 1992). Aulz 71gelq A Hhsh 2ol Aulx Fold A ABYF
S4Q 2ARAE PR BAAG) F2E & 0@ dPe 498 TEata @ 4 o

22 N2 4L g5ite ARG 71EnA A &L 7]E9] AH| 2 AFAE 2 AH]
FAFOEZA AqfaAE FXsted TAs= ¥ A~ 1%X}i Ageto w4 A ste HES ofnlst
42 29 F3en, J1Ende wE s & = A= (Poter, 1980), ARH R FH7sE
8 LAt FIS57te A FHEH T o FAAUA(monetary) HEET ol AR A
2] o]&o] At (Dube et al. 2009: Reichheld, Hl 2 Algatete] dAldA Uehd + e 594
1996). webx] M| o] AHZE g4% F7F A dEE ARF WS AgAR w¥E 23k

rir
it}
S
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tH(Dick and Basu, 1994; Guiltinan, 1989).
A3 &3 AHE V)8 AFdA e FE A
&9 233 Hdgaclel #H A+ (Jones et al.,
2000; Burnham et al., 2003), A% g 2
FRAFR AT, e} HHE oo
e A+ (Lam et al., 2004; Shi and Liu

2005)7F olFofA L glom, Au]z Fofe] {ﬂ
H-&2 HHE AFlA s AE|a FHolu W
g, diche] wigAdd AbSA JEgH 2
85 e WAE FE 72 ey (Bansal
and Taylor, 1999a, 1999b; Jones et al., 2000;
Ping, 1993: Sharma and Patterson, 2000),
ohergh A gol e A - FF A o
g ATe FE53 Holt), 53] 7129 AFEA
A gol| FoFa vxe= APgeES HAstn
dl, A& 5344 (Gatignon and R
1992: Klemperer, 1995)¢]ut A7l A4
o] o]&A(Schmalensee, 1982), PARR R
o] &5t A& vk (Blattberg and Deighton,
1996: Klemperer, 1995: Ram and Jung,
1990), TH9A7E 2BAS nste] AFE =
% (modification) el = (Bhardawaj et al.,
1993), Am|Ae] thet A A = (Bhattacharyet et
al., 1995), &RH|z1e] X3k 48g =(Bhattacharya
et al., 1995; Nilssen, 1992), &H|z}e] A]ZH4 ¢t
drolu} 91d3)3 4 5 HAAS 5 (Jackson,
1985) 5= &H|ARE] Zw}ﬂ]“"“ Azt G2 1A
v WFER B3, A8 & Aoy A
Pse] AAE gt vt gy debge
2 A 29 A A2~ S whep 2
N BIAAY ol AFEG =7] wiel AH|
2 AFAe] st e &S £ o #A AL

&tH(Gremler and Brown, 1996). =, #|&3}
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Hlgo] ujg- A A&t (Guiltinan, 1989:
Schmalensee, 1982). WekA] AJH]2 Folof A <]
A g de HIe AFHe e 2N
XA:Lo] 510111 g9y ]_ olocq Hu] k==
.?ihﬂ]&o]]
)] g alls
Dube and Shoemaker(2000)
Aqr 9 AP FE olsiatr] Hare ~
Harer 1A ko] BARMGel| ek FZo] 2
1 Alet dt}h, ®3F Burnham et al. (2003)
H]£4 s ?‘} Aoz JielA oA &4 HE
Atk AAH BAEA v L2 ARt}

‘;‘iﬂ JE

= o
>~ EAL

01

B2 gk 3t d4E e F
dalel 4l (bonds) 7} BEHE AT #A" 74
2 £4o)tH(Guiltinan, 1989: Klemperer, 1995;
5, MM 2~ FEAtete] Aol o

o] FojAA] oM LA

Porter, 1980).
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gk, AH]2o A3 T3
o] olHtte AH|2 FH O]Z@- 54 AEE
Mul 2 FEHAe] AR Ao dig F7kE o
HA BF7] wiEe] aHAbEe] 719 AE|s g
Akeke] BAE fAstE = Aol et AH|~
Akl et W& AFED = Q1sA dtt
(Zeithaml et al., 1996). WA AH| A= AH]
2 TRt AFete AHlx F4E e
3 Aulx FA4 #gEE AL dAES F
Al He=dl, 2LHRbse] AZste 719 g 72?
& A~ F42 WUkshe a8 9t 2
Atk ol# g Al AR 71949 ofn ]
e Al RS Hrkeb] g shte] {34
A ©EAEA AE FPT F YA Ha, 2H
o] Mg &e] A7 Fad dFE vE F e
Aot}
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2.1 Me|A M=
Poter(1980)& A% &S 54 My~
dA o FFAE A=

Aoy, AgHge AgHo
H

2, AgA A dg A %Oi 7H”§}°P°j
T} Dube et al.(2009)& A4 g g =
Ale] Ay s
124 A &ET £ o F
sl AEPES Auls= Q0o vy By
th. 3 Pomp and Victoria(2007)= #gH]
& 2B} Al A dijkEe] 7AW st
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W, Aed 2,

g Agujgoz 7y
. Johns et al.(1998)¢] AFdA=
2 AFAE WA=y w2 A3
|8, Ak gpH]E BAHE Adu]E o)
E3she Jidoz Aosta
AFo gt g3 FhE o
ATE Jones et al.(2002)9 d+=
o, o5& Aujxo] figh Mg
gFHlg, mEngos st gl
(contunuity cost)ele Ax A4 H]
g v go] Xy, G g vEe
ME) 2 AFAE ASeA ol &3S u
0]

AR VDR CERPL R L)

=

24§ 29
A2 A

Q

ro_g'

o

A" ¥ LS oujdti(Maute and Forrester,
1993; Turnball and Wilson, 1989). d& &
E\ﬂ:lz‘ﬂo]
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E

GFA A AT o] &she A A
gAY, HEEZAN dzaAdqA £ A
£ A wAsFE 59 dgo] FolA]
of ZHAES 7]EY AH|A Al FAeke] #
stz sk A2 AH| 2 A TR
She At F7H4 599 ofmjain A
| 402 QA5 fZItH(Beatty et al., 1996:
Heskett et al., 1990). %3+ Liu(2006)& &
HIZ7F ggAtete] dAloA Al Zets BAIA 7HA
7b Ao g g A7 dHete 89l
T Atk AAEt vk AAE THE OE
wAE Hlaske] Ao Ph &zt A =
T U= Y B o A Ql F7HE ofn]
e Aoz 5oL AFue AHlx

¥ 3 v 7HAolu
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dE A3 A7y 424 ofm gt
(Guiltinan, 1989; Schmalensee, 1982). ©|&
o @A oy BAE diskd] it bt
olelE 7 vehts webs 5@ e o4
Aolete el F4E AZa7] ofEl &
AH] 28] - Fag Ao e
g 4 Jth(Zeithaml et al., 1985).
(learning cost)S M2 AH]~ AFAbol| et
AEE 5ot Frlsket LHEE AR} =¥
Fishe Zor Moo WAste= &
- 7h v &3 AEE o] Fo] Tt AF -

AA HE, A HlEoR FEHT @%53% o
del gAF griel AAE v g HeE oA
Al gk b
e e AN} 8o tig An|zte] AZtE H&

yul

=7
3T

+ =7
50
4o ¢
AGd=

s

o
=

A
Al

HE 3=

2 AT

§ S Ao A R34 B 2
Mol WReld BHo ddd Fe% Agu o

EHU

A2 =7k (Jones et al., 2002). WY E
To] PFA QAAH v L AH MR AH|
of A&7l g Bt w3t gEhd HEo
2, &HATE A2 YLk AR st v
e st HseE o] ol A7y
AH] 2 Fofo A e Fagh g &
tH(Bowen, 1986; Heskett et
o], =& 23 ol&s=

Aul 2z Al g d

2 e
ks ’\WV\ /‘V“ﬂ gt T2 Hd
oJu) gt (Guiltinan, 1989).
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MelA 7o FMEH|gol| o

S}
of

U Az 232 AlH o]& Al 7I5iHE, =&
ngA o] go R Ysh= ol AEtd S mEAL A
Adsler WE v 52 5 F AUth Xavier

and Ypsilanti(2008)& AH|A A28 FFX

2] A2 Aol A2 42 A 3713
Ao olelgst A4

4 WgS A Ha
Nzl FRYAS

AAE FAToZN 783
o oa S = AT =Y, v]E Ao B
& 7IdstA vk A sk il"/}

] EH] & (sunk cost)< 71& AH| 2~ FFAREY
WA G- APFEHE o) FAEA AZER 3
A Hol TF EFshe HlEE n|dt}. Liu
(2006)= &HIAF AZste 71E FEdAe
WA 7= AR A2 A g8 et
g g dna AAsta vk #AA 7
wAE &AL 2ke] oA AR
& &3l wAsty, FaAre &R 2ke] B34
A rtAEH BoES Bl Eold F slom,
Ax 2H|Ake] A3h]E Azt JiFe wAA €
tH(Liu 2006).
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REL]

2lot Aol

=

bt i

Czepel and Gilmore(1987)¢ Gremler and

Brown(1996)°] 4% Md<s FIAFe= &
A=l o5 Fu), HE, A 59 A 7}

| TAA z}% IINA FHEE Foatn
gtk Bok(2005)E o159 S o gate] “A
v SRR mﬂol g A2 A FA A wHE
T YEL Hole FFoln], I AFANA T4
A9 BEA AL BHatn g Auzd
Yzt A7E W o4 3 Hula Q3RS o &
& A& nste Aol gostn it o &
7(1999) & “Mu| 2~ FAEE 1] A AY
3} vlefol thak Zlhel 7)Zake] @rjel Az A
FAZ g A ol gdtnrt e =2

Belagon, o), 871(2001)% Al 2 A2
Ao o3 AdA gEst =1 £ sbene U
AAA gt vg) e Po) ¥ go] Be AR
2 Aelaa .

A=A td 71E drlAe B o
s Howe £ 7k #HeR Ave 5 9l

S(Day, 1969: Jacoby and Chestnut, 1978:
Jacoby and Kyner, 1973; Oliver, 1999; Tucker,

1964). 4% Ugt A+ 27lde A9 RE
A7t BEEH FHd 2 wFUY. dFE
2 AL oHAe] AR REH PForA
FAEE AYstaat ofe YHoE, hEAQ ¢
TAZ Tucker(1964)+ "AB|A7} FolS A3t
A B /\H]ZH Aol 4 FE2= e 1
g davt ot ARFHAEE AHzke PEuio
2 e Aud ‘F d¥etn Fgeta vk ®
& Jacoby and Chestnut(1978)& "4 A7t
ZAA ofe] digt F g 7pA BAEE dEcs 3
Folgta Fostn siedl, o9 2ol PeH A
<L Oliver(1999)7F A vhel o] g9
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B
Jacoby and Kyner
(random) o]z g3 HgFH
HYEoR Uehhs wgoln, @
2 @ o9 AR oI,
o s 43l . © 49

_\.4

—~ —~

~
= —

T HTo= A
4 AdellA AAFHEE
oA 7HQ1e] AAe] =t
A] (community/social support)
oz 3 AT HES NE
Aot 2005). o¢t 22 71E
AEE E}E Hil=s

— 1=

A

ks

ol

9 (affective
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U]
>

commitment)Z} ATl PFoz EA A,
Y54 o B=A gne] 2244 FxE 7t
At & (Day 1969; Jacoby, 1971:

A~

T M
ghdo}, 20055 8 - 283, 2006).
=Y 34 ¥ ?‘z} 71E9 ATl = =}
Pso a2 g SH=TE 283 A7E=Day,
1969 Jacoby, 1971: Jacoby and Chestnut,
1978; Dick and Basu, 1994)3 ©d2 24l

A HEe AFE(Seigyoung, 2005 Johanna
et al., 2004: HA3% - dAS, 2007: ©]HA}-
SE3 2007; AW - AEA. 2006, UEd -

HARE, 2006) 2 FEE ok ¥k (2008) 2
a2 FAEES A AdH B 2o tig
A F8AAE A2 AEFS ez HEeH
<, 1 A3 P58 FAEY FdA et
ez $4% Bt o ada At vk &
ATl e Aul2 AFe ddeR 3| 8x2
o] aH|Ate] HePF HHE FAHLZ| ofulgh
PFE A= A5 AFeted 5oz FHEY
N 5 B4 FAE BHAA HIetuar gt
2.3 MEH[30} QIXFZUA|

Burnham et al.(2003)2 &H|27} A Zbeb=
W84S A4 (procedural), %4 (financial),
BAA (relational) AW o2 EFsta Ut}

A A &2 F14 A8 7 e
onjshe ZoR FE AR ¥ 4H[9
ol Aoty ®x glvh. A g8 7Y
ol AAA &4 vjgoz AHA AP &
I #do] "r}, wAgor #AAA £4
#A (personal relationship)2l 2
A (brand relationship) =3
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MulA 7|gde| M| S0l chet M3

Rl R L B s R AR S e S B e
AU FLAZE o] FoAAA] RFo=H LA He
Aeld - A wRdy Aol Ay 53] )
1A #A EAMIES AHATL Az it
gl AR Foleta Mu|=E AlFshe

4 JHGuiltinan,

& 4ase Fa7 e 4

1989: Klemperer, 1995: Porter, 1980). %=
3t Dube and Shoemaker(2000)+ AH]~ &

of M o] MY FE olafatr] SfeirE AH] 2~
FAs 24 el A B Aol Bashta

Hi ek ARz 474] ZH|AReE A2 FY
AZF #A LR A% A8E 9n|eitH(Berry and
Parasuraman, 19911 Turnball and Wilson,
1989).

ol#gt TAA AMH|A 2Lz
HaAe @4ole

-

g AeA =T e

Hl 2~ R 28zt 7o) QA FIAlE 4H A

7b Azteke A g v Fad dFE =
otk TUA (identification) & 54 =7, 3
o diste] AM|AyL Ze Agd fFoEAE %
Aoltt. &, &Hatsc] AW tato] 4
2ol AAA (psychological linkage)olyt 7+
29l o2 (emotional attachment)& 7]
AL ottt olgg AN A FUA

alesperson identification)s Afolo]m]z] &} A
2 AFAgte oluA 7t A5 AL on|stE

o%&ﬁmgmﬂrwoﬁiﬁrlrﬁl—h

o, Avtel A A A FA el AR g

7 A, v e st gt o

54, 4% ol W8l ole H=E Holde A
o2A Ao e dARE = AolEe &

4 At (Price and Arnould, 1999: Shapiro,
Sheppard, and Cheraskim, 1992). wabx A

HAStoT Hi3sA AM52 20094 10¥

D AHRPE A7l MEla AT Akt
AAFLA = Ash]go] A o
[ex

F& vd Zoln

T

AAFLA
ob A 9 A
(commercial friendship)e] 14 ELAE &
A @t B itk(Bell, 1981: Fischer, 1982;
Hays, 1988; Tesch and Martin, 1983).

AdA A old Mu|A AE AdA A
ek W] Sl 38A e MAe AT 3

A0 FAolH (Price et al., 1995), AH|~9
wgkel Slo] MulA AFAE AL AulA A

S
r
i
Nt

=4
ol

Sl

Bt 999 449 AU Wyew nine)
2% oo} drka Jza)

»AL(predlctablllty) AL e
T 3li(dependab1hty) Alg)zol W7t
= shdsl= AElolth(Hays, 1988;
Afee o

ki
=y
Hy o
W]

Hornstein and Truesdell, 1988).

8 Agse S5 59e 8, 2
43zt wAY EAsolg & 3

394 $5e AsA BA S

o], A

T el did zeAd

Z
=

1387



He Fohshs 44
4 5o oJug

AE BAFHE F

%
TH(Bell, 1981: Fischer, 1982; Hays, 1988:;
Tesch and Martin, 1983). watA ZAH]zke} A
H 2 AZ 29Ut Add 249 dAe As
7l AgAel AAY AR IS oA Ut
1, &k} Aula AFA; 2ke] Q1A FUAIE

ju L_"I
bssl @ % qlek

Q]
=2

¥0 ofl ofy

W 2:

AYH $3e 2Rt A%

AgAe] ol o

Qe v Aol

e

%

1

Skl
> 017 A A9l
3

od
=

2.4 [EH|E0t 7|Yoid 2| Tl

A3

gl

2.4.1 719viEd % 28] g

AME| 2] FEAolge S AR AH~
HHA] AMul A AHE 7St AY A 48] oY
A THE7] W] LHAE0] 71 AMH[A AlF
Apere]l BAE AGHA fAlete = o] ZshH
AMulz gk digh v =4 A Et
(Zeithaml et al., 1985). 29 Qatet #4
= %7k o¥ue 5 HZ7F A 2
H| 2~ A FAFRY] A A8 A4
i AZsH stel Ag] &S SoiAZ

o =84 HES /‘HET e 2 2 FAH]
dE g Aol Agd B
H(Guiltinan, 1989; Schmalensee, 1982).
W2 23 AE| 2 AFAZ A A 24T 5
A B &S TTheH HBE, mebA Al
Mul 2 AFAE A8d o dets ]

ol

A

[e]
qe 2
2 &%
/éb\

Agoi—hm{mj:

_Eze gt

.,

o

3o rE:

L
.

[e)
S

=
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iﬂlx}ﬂ Xﬂ%—t&t AMu] 9] A

3 grtsked oEws WA gt
(Zeithaml et al., 1985). wehA] AH|zIE AH]

QA7 AlFshe AHl= 42 Hrhe]
e Mulx~ A3 BHELYE =7 (evidence) U}
#A(sign) S A Hw, aH|ARE0] Hu A 7s)
© 719 tgk A 7HA FERES AH 2~ FES
Brkete 83 A7 Dok (Kotler, 1997). ©]

<)

A
A g

% Aeld 2 o Aol g wAe 2R
HEE Az 40 B7e] 98 el 49
A9 WA 48E £48 & Qo 1, A

2 A dial & o SFA H7HE 7FseH
ato] A= Mu| 2~ FEARe] gt wE Al
A BG4 HE&S SHAFCEA HEH &S =
A Azl & 4 gih

3 2H|A7} o] &
2n|7ke] gk
(Jones et al.,

o] 7124 Jde 54 el of
Els %:U?J(mterest)olb} vl (desire) 2 A od
tH(Ortony et al., 1990). Akg]42g o] 2oA

= Wil Zte mEdL s Ve A

ol

N
yo E3
j=4
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Me|2 7ol Me|Sof that MAolnt Antolo| gt o7

Sof vl 4eld vgs FreAd AU 9 g L AF A BE A% AP 143

B2 e ez wa do@ua, 439, Ee 494 B@ Q4 487 A9 Ba Ay

2009). AR TeE @ WEY ATANE B A B A%, J9EL BE A, 19R

449 Agel Be A% © felel BgE 3 B A 5o A ATl A7EA
[e]

B FYMAE 344 g8 A o wtet FHSSHA AAIEH AT Dowling, 1986
s es A2 YERT Mortensen et Ganesan, 1994; Kumar et al., 1995; Sen and
al. (2008)& wlEAdo] Zddirtel digt Fol& & Bhattacharya, 2001). Brown and Dacin(1997)

J
A sta B9 Bz 4 Foha AlAl < ol ket ZIddRe] 73 oA 7199
sfal Itk whebx] &R AE|2 719 oigk 5 (corporate ability)ZF 7199 ARSA A<l
A S X5 B Al FRkE AE] 2] E- o] (corporate social responsibility: CSR)¢| <17
U Al digk HrtE sodor s "o B o] JgdAl e A onE Ze dig4 A
T ATk 7129 AFelM AXstR e ke 2 A Kol Ak it
o] 2Rz ATt thgk wjHdEs A w7 A8y #HHE AL AES Axste 7Y
Al HW 71 o] &8t e MElzd] dig A7k 9 I #dal] AHApL Z1deta e A4 e
At AdHeR faHd HEEgsd dd =2 7199 Biked, AR, 7198, o
7Fedel oAl HAI(Jones et al., 2000),  FAEsY, AdY 59, AFY 2, AF A
2 @A) ARESt e dijked] tiek g Ml ol dig A TEste ZoE olgE
A Adets A5 A AAYtE dE g Y ol 739 AdEe AHE VY]
HAE A or oA HH, 7]E AR A o AFolvt Muj2st AFA o s AdsHe A
2o digt e AA A4gezH HIMES Dot (Brown and Dacin, 1997: Keller and
=4 A7 Aeoltt, Aaker, 1997; Keller, 2003). ¥Hd  71g<] A}
34 Az A" AFL 7199 AEAE ZA¢
7 30 71 wiEA e A4E HE g 3 gt 7l zel HeE ARzt ARo R 2 gAtg]
A9l Fgg A Bt o gk A, AR A, E3h, 2x= ol
Ed gt T S et anjrie A2log 33
2.4.2 71494743 7199w €A g & 9lth(Brown and Dacin, 1997).

olglg 719ALE 7199 AFoIH A2~ o

71997 (corporate association) “AFEEO] o FRE AH A= FAT 71l vis] 2
7191 el 2t Sle BE JEZ 7|9 g A ukeE FEeke AoE £45 1 vk Gupta,
Azboluh A, A2, 7Id&Ee] tiek BE, 719 2002). 71EY] AFEdAM 9T EHA S AR A
o tigt 2 2 H7} = Indth(Brown and AU Ade] 7]9del gk MubAQl ojm|x] g
Dacin, 1997). ©| et 138 9= mR%n Bu It (Brown and Dacin,
o2 BFE 4 Ak gAY, 9%, FHES 4 1997 Winters, 1986, 1988). Aaker(1996)+=

~—
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1?34 "1?4’“0]‘% iﬂE%
st %&& Fg= vAA Ak A sk

. Sen and Bhattacharya(2001)¢] 9ol
T CSREEY 7193} AF%7H et 3484 &
75 98|HA, CSRAZT 2& 7199
FB7ket 71957kl dd= v o 9l

s
g st ik e AEE e AL (2005)
9]

QERE

A AFE 7t geke v
g AAE 1Yk Brown and Dacin(1997),

™

~—

Madrigal (2000)¢] AFlx= aHAREC] 719
o et QdE 8T w 719 A B dR
Boolyet A AJARE A e €4
3ttt AAZ, Pivato et al.(2008)& 7199
AR A AldFol LHAER st Y 7199
Az date] AgE FEA7|Z 24 FHAEE
gGAgsHAl Aok At ok agx 4—3 o)

ol o]Fofxl g A }Oﬂ A

T ago= nstn 9l
Hebr 719 Fo F 7 #8971 ®
2 247 OSR dAe AR} A Zeks 7Y o)

1390

2.4.3 7194783 A&

vkl A g 7Y o] Al TR E AT
ohe AL aHIAE A Zdete AeH g ST
T}H(Burnham et al., 2003; Liu et al., 2005).
3], 71943} aHpzte] Al 713ke] QefE 7 7
vz} 7te] @Al 3 Ak (procedure)
£+ FAHtransaction-specific investment)
7} 33*35401% 71wl MRl Al HEE e
7HE Agh] gl Az @ 4% vAA €
o 43 add

A
é»
m
O

. A AFE wie o] 719

Age 7199 Az xﬂﬂ 5, A, 7]
4844, ALY, Ade o, Avzs
ZA AE Aua =3 B k;— Zigi AJH] 2~
TR AZehe Az AgdoR duy
gl 718 AT A9 §
3 % 719599 229 Ao A &4 W}
s 3449 WA e AL Yeln slEw

(Brown and Dacin, 1997 Gupta, 2002) ©|
23 A= 7|9y didel A AdEd A
AR AAAo] &S AALE) WM 7|d%s
H| 29 A4S ¥

F
¢

o

4 e 2t AZRE A 42
A i G349 BN 98 5
AT 5 W 93, FHAQ 15 dge A
Mo EA0 el & o 3449 %—'7}—3— Fse
ol Az vz FFARY Ao BE Yol

Aol 38R AM5% 20094 10¥



Me|2 7ol Me|Sof that MAolnt Zntolof

Az A &S
. &3 Coulter and

5
Coulter(2002)& AMul~ AF71de 9S4 9
A T

Hh, 71 e AbRlE Addde ks

Ao] AlFolvt Auj st AFAoR AduA] Fe
AdAd ez 7199 AlFolu AH o

£ AR HesAle XPdtHBrown and
Dacin 1997). webd &H|zks 7199 AL A 2
4 A% B AHAA Au2 g dig 7t
2 S7I7F oo wetd Az MEls FEat
29| At wE B4 HE&E AAsA] Kt
1= 5 vk e 7199 AREA
&l 2R 719 W viEdE
12 719 wiEAe Aus A3E
sojAor HrletA ot Mm& AME|2 ATt
29 Ag Al B = Sl f@AZely A4
18, A3 &4 Hl&= ST
A itk webA 719 ARslA A
A wiHAgE B g & AR
£ al

At

I
)

1

Ny
i N mo

N
A
b K
(o]

jus)

HAStoT Hi3sA AM52 20094 10¥
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bt ot

2.4.4 A2 g3t o] A

Berry et al.(2002)& Ay A S A4
A A, A2 "4, Adud, 29,
AtEgel AR EHata ofgh AHlx A
ol A zxe] 4 A2F whE] s mHitia
By 9tk AFEAH 2] (decision convenience)
& MH2E FujsiAY AHgsr] e AR 23
o] golS onlate AolH, HZHEA (access
convenience)< AH| 2ol el He =&
ofnletar, A Hel4d (transaction convenience)
< AY AAE ey ARPerts vt
o #He] HAzlA (benefit convenience) S 414
H 28 7Zde Aot #dym, A% He Al
(postbenefit convenience) AH]2 o] §A] 1
e EA7F depg wEA fAE A=A E o)
Y (Berry et al., 2002). o8l MH]| A~ HA
A9 i F4S Hrtete W $28 84
2 gt}

L] EaSS bl PA4 S L] Bt B Bl o S AR B
o2 Fojste vEYAY EAS 7 7 o
woll AB|2 A I el M 2E| AR AZER 1230
HjgA49l 47 EQlo] Ht}(Kelley, Donnelly,
and Skinner, 1990). T3 AMujxe A9 I
A (process)ol® EE(flow)e] dejz AEH7
el Aulza AlF FAAA 2B|ATE A sk
o] &9 AL AMH|x FAH AT tigh 5

[e)

1o

)
fu
1o,
>,
ok
o)
oo
o
olN
X
>
Y
S,
o,
&
=
ot
N

o U AR GsFel AFEE Avlzg o
& oo W, Az A
3}

T
M FEUARY A% A B4 4 e A2
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& A=

A9 Aol 2 &
d dste dojxEdE AX
A& A zke] G A

& g(E 5

=

Al

2A|, 71 ofFHd 2|3 HEslEe|

lo

A7Vele el A2 (sense of connectedness)
S AAsHA HH olge AE X8l 7H3le)
AHjgiEo g yolrlr] 98] A&EAow Fuf

=
A
o

1392

U]
>

& stFo| =t} T3 Bhattacharya, Rao, and
Glynn(1995)& 5% gz YA J=e 1
ekl A el Al Folvh AH| 29 A &AQ
2 o]ojA 3 AH|ARe] FUAIZF FHEEH AT
mjole] AL FEgFe mAIH,
gk o] glvtu Hau vk, webd vew
7Hd = ATt

M8 aWATL AZele A
EEDRE

o

o

o

[e]

e 04

o r

ok

4,
al.(2000)8] AT A7) o
SERERC I RS Al
= Aol A8 B 1§ ¥

Lee and Cunningham(2001

P o] 5%

A R} g gol

2B Aol

)
iﬂtq

:117”'5‘ o I

~

o,
T3 Kim and Sugai(2008)2 txg aAddA
ZHRke] A 7bg g go] Atuje kel g

i ARG M il

Ul
=2

Hetstol
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MH[A 7|4 o| ME|gof chsh Maieolnr Anieolo| ahst o7
g A AT o9 2 7| A4 o] 27|z Rt ofyg #AAY ML A Ho =
£ B AgH| g0 /\H]X}«] Y= AT o 9ge-S v (Cox, 1999; Mortensen et al.,
g Rty & 4+ Ao 2008). weha AH|zke} 71 7ke] Al QlolA

B2 71t mEAdE =oA HH )
7Hd 9 AE A@HEE FEH SR & Ae 719 WA Bh sEHoE FolsH

7}
AR dFE A Aot 1, 7193 /\H]Z} kel /A FA A 3 AL
9ggke 2 7} Ath(Ellegaard and Ritter,
2.5.3 7199y g5d AT 2006; Cordon and Vollmann, 2002; Christiansen
and Maltz, 2002).
oA Fokel A wiE e FEAtet FujAte] Z, 71l e &njARke] AZE 7] g
WAE d¥eterl T2 o|g&dn. 71Ee Ao A U Y3 NS ANA Y FA
Ae igds 7 g2 e dds Bolee =5 skl dda & + o
go] 9o It A&dA HE2A st T
o] gtk A|Astn AtH(Thibaut and Kelly, 7H 100 71 wiEEe A AR 3
1959; Blau, 1964; Ellegaard et al., 2003). Z NI e e )=
2vztet FEApke] Al /lo] wiE g 41F] 9
¥ LA e 7hsstA st wA 4 = A7 BdS goketd (a9 DI 2o

(a8l 1) 97 RElo| Qok

ZHstolTL Hi3sA AM5E 20094 10¥ 1393
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wolt, Hgh exjH] 9
1:1_1 O]El-ﬁzgo] ;(]_-_;Q oz o]
kel o] did A
1ok Akelolgl 2 2= olT},

01 A

3.2.1 &H|A-AH 2 A F2) 1A FUA|
o174 ZUA](employee identification)s Afolo]

U|A| oF MH] 2 A FARe] o|n|A|7F dA|ste] Mz

el LRSS =73 AZE e AL on|git)

zEl A2 A A4 52AE 24
9% A7k o wga) el wEsE 97}
o BFE gle 7l Aol B d7e AYe
(2005)¢] A7olH TEE 287} A% B
WA R ¥ A7) AP FHE 4 £
DN AEz et % 34 BFor Ld
A9 A vl 443 P e Dk
1394
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gage 29 o}
e A8 234 gul

(EIE A BT L woﬂ ress
old EdMo] =85 ekt
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A4 ARe s 7
rﬂf&

A-Ajpl 2 A2 Q)

3.2.2 A9A 4

[e]

.

AhgH

Ry

1%9} ot

s
o

Price and Arnould(1999)¢
AT S o]B. A, 239 A
golgt Aztett, 238 2
L 6“4 *53 A

o

o

o -1 ox
=,

]

T

e o rg
=
rN

=
ro
Y
ro

e &

4o

pia

2
oﬁ

= rlo
)

1
Bl Ol A awA
o T4 A% ZA9

(1) ~vl¢ Z=H(T)

3.2.3 o4 #e4

o] £H AL Berry et al.(2002)°] A|AE th

S ARl Fo T LA 2E o] 4t
d Fesl 2eE e Addder A

o8l Mu| 27} ALE o] RolAE Aw. 1A
] Holl gog 5‘],{_;] 7‘% O]E—HE‘)—]_E ol @Eoﬂ

TAE =22 AT
el da 284 k(1) ~v¢ 2= (7)o T4
AEw 4ol

3.2.4 71494

719 wEHAEE VYol AEE Aot #F
A71Ed glol dehd dEAel AdErbdl ddd
AYeR, CSRAGE 7Ide]l ABA AgdE 3
shedl glo drht el AdE Ao

Ziodsto:

T x38A HM5E 20094 10



Me|2 7o Met|Sol thet Mol Znteolof

Azg2 23394 (Brown and Dacin, 1997:
Berenset al., 2005).

3.2.5 714

o

R

719 wiEAdE 7Idol uigt s7tn oo
Z 93t (Bhattacharya and Sen, 2003), °]v]
Ae wjgdoltt, AA st vkE Folsit}, A
g FANE 7 Y Al 7 5 dis] A
282 i) ~mg 2279 TH AR 5
ot

3.2.6 A&

A2 Aul 2 Algate] dghs Fa 2
gt A Aed, 344 welek Aosta
(Jones et al., 2000), Jones et al.(2000)°]
MR HRE oldetd SASY. SHFEL
FAY = vty fle e 23 o FE
£ FHsked AR w9 2ave He, FAY
&3 v dE a4 e Al ot o
B 2o v 4y Wt dete A o A
gellof ot WARS A= A 2% & (1)
~ul ZEEH(T) ] TR HER Fssit

HAStoT Hi3sA AM52 20094 10¥
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3.2.7T 54 A=

YA AT Tlldd dek T4 EW R A
ofsta ‘Al eh A Rl T R AL
A2 Sty ATl g SHRFE AEH
Aol & A&, A&EH Ao|g 4 F UK
o2 agu AiE FoNlEs Y vlEae] Ul
ARl WHE) RIE' 2 Z4319cH Chaudhuri and
Holbrook, 2001: Fournier, 1998; Keller, 2001:
Yoo et al., 2000). FAAY SAFES A% o8&
Azt A% o8 7FsAd, B3Rl e 2L ol8she
SFET FAY 239 o] go] Ao B Ar
o ol gt 3HAEY T s HF 134
TH(1) ~ul- 2=TH(T) 9] 7 A== S4sIh

2 ol§8 £4g FAY YO8 o
e 2HAE Bz Rl 2
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AES7] 95te] LISRELZIWHl <%
A (Confirmatory Factor Analysis)
oA golEAe mdd sl

< 7K

1396

U]
>

7

Z.
(=819

FEFA A&l Fornell and Larcker
(1981) 7} Aleker ¥kAlol whe} 70 212 % (construct
)9,]- oz e
)

Extracted) <

AHAVE: Average Variance

£ W ol

T

o
=)
Tf:

reliability
ES

4.2 A77Hd9

| H=

[='<)

AFME ASs] st TRk FREMS
AAlE BEe AYPrE gelsta, BIAY B
< B YRR HSFAE
(maximum likelihood method)& ©]-&3}3it}.

Lisrel®] F#¥247+= (G 4)9 £t}

AR oz AAHe B3 HAIT Pl (F
4yell AA1E npe} 2ol 712AFA4(GFI) =0.89,
AL A d#AS] o] FE(RMSEA) =0.039, H]

0.99, ¥l A &A|4=(CFI) =
0.85% wluz AF

F=AEAF(NNFI) =
0.99, 2HAFAF(AGF]) =
o FE AoR T
B oo

t%kO] 3.10#
N = Ao & e

Ao ApeE A2~ A
nAve 7 28
kol 11.072 A4
Aty &
o A g9
A7} 0.22(t=

A gof o

gl

T x38A HM5E 20094 10



(F 1) E8uFo M2|M 2 Eiety
é—ZOJ 228} '8' C‘)-]-
Liss Tee 9911 892 893 894 295 g6 27 298
ed9 Ade W A7 2e Agole 47
0o 801
A 23 493 AAAQ fFdAS dud dd 766
4 o9 A9e Us Wgee dada A28 763
o4 49e WA Rodo] £eAE WA 42
a0 737
EEEEEEEEE 805
7 -
AR e e 79
@zl A4S 71 743
eqAd9 44e vl 449 2 ser 832
A4 eqqa3t o) 4z 2 194
Y g 499 e v R B 27
a0 776
FAY 2L w7 3 o2 23 uid 859
H0E SHsted A ey 2o |
A% FAY 28 wprd @ e Al
H & Aoy .829
e ego i A% Yt date A o 769
Aol dhe MAZE '
RSO T ke
SRR U 686
RIS S5 AYge P & 686
e A& olFold 910
A Mo 2og "ew den 2 ogen e 902
14 otet FEAE AR 802
g AEE AxEe e 760
A o] &8 A7 776
2 A% 918 754 636
G3d ne oy ogshe A5ur #9 -
£q¢ olgo Auor v ~
262 (Eigen Value) 3292 2964 2874 2745 2104 1986 1.805 1.793
A BAH(%) 14.313 12.889 12.498 11.934 9.146 8.636 7.848 7.796
A BAH(%) 14.313 27.202 39.700 51.634 60.780 69.416 77.264 85.059
A4 A% (Cronbach’s a) 887 950 953 869 878 907 904  .850
Z Y5t H3gH M5E 20094 10¥ 1397



<_u_ 2> _—rLA-inI_=17|.o|

A

Alntapa|ol XX}

i)

oo | eam | awae jaasan | 50 B8N asman | RS ook an

FAE 1.00

awie | e L0

4 0.726 0.511 1.00

TYA (0.05) (0.061)

714 0.684 0.536 0.662 1.00

W= (0.044) (0.059) (0.045) '

T 0.686 0.450 0.725 0.614 1.00

+%4 (0.046) (0.067) (0.041) (0.052)

o] & 0.455 0.371 0.274 0.390 0.342 1.00

A4 (0.065) (0.072) (0.073) (0.068) (0.072)

71954 0.611 0.505 0.584 0.706 0.598 0.479 1.00

A% (0.053) (0.064) (0.054) (0.043) (0.055) (0.064) '

CSR 0.636 0.480 0.665 0.798 0.618 0.387 0.626 1.00
(0.065) (0.046) (0.032) (0.053) (0.069) (0.052)

S AT Ao E Yeht AR FH Y
71?3 HART 7199 Akl Agdes AZdol 7]
Aol Mg JF= = 7H 49 59 7

+ E2Est FPA7E 47 0.34, 0.59¢018 oy t
ol 4zt 5,13, 8.272 Jeh} 7gsddnta
71999] Akl Foldde] 71de] wiE gl frof st
Ao G MAE AoE Yeht 7 49 5 B
T AAHAG. 22y 71 sE Aol g &

w3

AHHoZ &g vAgE 7 69 Afele
278 FHA7E 0.1401 22, tgko] 1.23202 #9
g JEFe nAA Fae Aow e 7174E9]
o}

ol go A Hehm|go AA ek 7pA

79 ZASole #ZEs FAAZE 0.170]3 tgkol
2.1022 fo3t Ao #AL AFH AALA
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o)

A A = om, ﬂwmﬁgq
YEA 2T BA ot 7 109 AL

3 34 0.25, t#) 4.142 719uiEdel A%
A 2T &9 Ho e nAE= Aoz 1}

Fkl

B} AXE9Y. sAte s E ApdaE 719
o] AnlAe] Aaw g Azd] APAes
=k Z

S v Ao A v 7]ge Akl A
O

7199 WEd e Soll Aoz A
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(% 4) o729l 2ol Chst LISREL FHX|

F2538 (structural model) 274 28 (measurement model)
N LISREL %% - 2% LISREL %%
Lo BE agn  ex B |EF A 297 on W
v 394 $8@) — A48y 076 0.068 1107 (M BEAFEL 102 0.100 10.03
Mo BEAESA2 1.26 0.089 14.09
Y22 0]%%?/]/5](@2) Hﬁ@:‘ﬂ%(m) 0.17 0.080 2.10 Asst }2}?375,-?—@3 1.36 0.10 13.50
tol A oA
v IQEEAR) - ABE0,) 014 0110 123 |Ma  dEATEL 128 0.085 1503
Mz o] 8HEAL 1.20  0.093 12.93
yi3 719589 (%) - 719mEd () 034 0.067 5.13 Moo ol &AFA2 192 0087 14.02
ol ol A}
Y CSR ﬁ}g—(gzt) N 7~|O\§UHE—:I|}3 (HA) 059 0071 827 }\x13 7] HO "1@22)1 113 0072 1571
Aeos 719 EEAR2 1.06  0.071 14.73

Bz AL (o) —» FH=m) 0.36  0.066 541 |y, Az@Adelad] 084 0.078 10.77

Bis 98FUA () ~ FHE() 040 0060 674 | N MEAALLEZ 1240077 16.06
Moo AEARLQYS 127 0080 15.86
Bu A9MAHn) > $HEM) 025 0061 414 |\ s 137 0079 17.26
B AEWI() > AME() 025 0080 gio|ba  F8=Z 1060110 973
Ao FHES 135 0090 1504
G A9WAM) - AMIGM) 022 0100 211 |y, amel 198 0.097 1313
N AWNE2 129 0087 1471
el = 049 N AWNE3 115 0094 1230
) = 032 A QABYAL 151 0089 17.06
Ao QABLN2 150 0089 16.82
i 05 N 9ABUA3 143 0088 16.82
| Moo EH1 118 0072 1632
o - 0 Ao A2 128 0074 1737
Moo WEAS 11T 0072 16.26

CHI-SQUARE WITH 214 DEGREES OF FREEDOM = 275.621(P = 0.0029)

ROOT MEAN SQUARE ERROR OF APPROXIMATION (RMSEA) = 0.039

NON-NORMED FIT INDEX (NNFI) = 0.99

COMPARATIVE FIT INDEX (CFI) = 0.99

GOODNESS OF FIT INDEX (GFI) = 0.89
ADJUSTED GOODNESS OF FIT INDEX (AGFI) = 0.85
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Me|2 7ol Me|Sof that MAolnt Antolo| gt o7

o]

a

(% b) MEH|&0f Chet CSR ekl 2¥zntet ZHdZ 1t

AR %83 &y AR &3
0.13 0.13 0.007
A — A& ' ’ '
Ok I8 (2.05) (2.05) (0.059)
et 3y
(% 6) Z4T st APEoet 2=}
AR %83 e A4 53
0.49 0.09 0.40
oA EA] —» AT
182 > 24 (7.92) (2.76) (6.74)
0.33 0.08 0.25
5 g4 > ZAE : : :
19— 24 (4.97) (1.99) (4.14)
et 3
(B 7) 714 Ao 2
VAR E L ek AEBA | AZAF | AYAR | fFdFE
7M1 AAFLA (ng) — A8 (ne) Bos 0.25 0 p<0.05
7 2 394 4 (%) — AFFLA (ng) ¥31 0.76 o) p<0.05
7Hd 3 7198 (ny) — A 8(ny) Boa 0.22 0 p<0.05
7 4 719589% (%) — 719843 () ¥43 0.34 O p<0.05
7Hd 5 CSR 973 (%) — 71dai=E A (na) Y44 0.59 o p<0.05
7+ 6 71958 A% (53) — A 8(no) Y23 0.14 x p>0.10
7Hd T o] A YA (t2) — A3 E(n2) Y22 0.17 0 p<0.05
71 8 AHFLA (ng) — F8=() B3 0.40 @) p<0.05
74 9 AEH] L (ng) — F4%= () B2 0.36 0 p<0.05
74 10 7198 (ny) — F4=() Bia 0.25 0 p<0.05
Eg AEs ARG AAFAAS AGuE o AHEAAL 4B ES B FH=d 24
ol A &L 53 FAR HHAHCR JIgFE 9 IS vHe AeZ YEyh. 7
A EAE F7HoR BA% Anp Mula AlF ASolk d3EE Bl AR JdE nAE
2eke] - FAAIZL A L] A4 B F4 7R £F8 427 0.08(t=1.99)Z 7]
Tofl JEe mAe AR EFS FHAE Qg de] A &S Fal SAEC Fod 9
0.090]2 tgto] 2.76°.2 UehY AMH|x AlFgatet & vAe Ao UEWTHIE 6 #3)
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A Study on Antecedents and Consequences of
Switching Costs in Service Companies

Kwang Jin Na*

Abstract

The customer retention strategy is considered by many service providers as an important
source of competitive advantage in low growth market. Enhanced customer loyalty in service
firms will lead to greater profitability. A great deal of research has focused on examining the
relationship between customer loyalty and its antecedents via switching costs. However,
these studies provide little understanding of relationships among variables in service products.
Specifically, these studies have not tried to explore antecedents and consequences of switching
costs and investigate relationships among variables considering characteristics of service products,
even though service products have different features from tangible products. Therefore, it is
necessary to investigate the factors which can influence switching costs in service products
considering its characteristics.

Switching costs can be defined as the costs involved in changing from one supplier to
another. The domain of switching costs contains both monetary expenses and nonmonetary costs.
Furthermore, the domain could include the loss of loyalty benefits as a result of ending the
current relationship.

The relationship between service providers and customers has to be approached to
understand switching behavior in the services industry. Burnham et al.(2003) suggested
that personal relationship loss costs are one of switching cost facets. Personal relationship
loss costs are the affective losses associated with breaking the bonds of identification that
have been formed with the people with whom the customer interacts. Consumers familiarity
with incumbent provider employees creates a level of comfort that is not immediately available

with a new provider. When the bonds of identification between service providers and customers

* BK21 Research Professor, Dept. of Business Administration, Chonbuk National University
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are broke, customers could feel emotional discomfort and in turn, this uncomfortable feeling
could be perceived as the costs when they consider switching service providers. Therefore,
the personal relationship loss costs could be the critical factor for explaining switching costs
in the service industry where interactions between service providers and customers take
place frequently. Moreover, the bonds of identification caused by the direct interactions between
service providers and customers could influence customers perceived switching costs, because
customers participate in service production processes due to the inseparability of service products.

It is difficult to evaluate the performances of service providers due to the intangibility of
service products. Thus, customers perceive the switching costs higher than tangible products
and are prone to maintain the relationship with established service providers. The uncertainty
costs and searching costs caused by switching service providers could be perceived higher
when customers evaluate performances of established service providers positively. Early in
the service provider/customer relationship, consumers are often faced with not knowing what
to expect of the service. Owing to this intangibility, they perceive services as risky and
consequently need to have initial confidence in their service provider.

To reduce the uncertainty associated with service encounters, buyers will look for signs or
evidence of service quality, and will draw inferences about service quality from their perceptions.
Therefore, favorable corporate associations could be concrete cues for evaluating the service
performance and facilitate the drawing of more positive evaluation which in turn influences
perceived switching costs by increasing psychological uncertainty costs. Moreover, owing to
the inseparability which refers to productions and consumptions of service products takes place
simultaneously, consumers take part in the process of service provision. Thus, consumers
have to participate in service process actively and make an effort to obtain the satisfactory service
performance. The customers perceived usage convenience of service processes increase learning
costs relating switching to new service providers and in turn, influence perceived switching
costs, because the services which customers experience are delivered in a way of process and flow.

Therefore, this research explores personal identification, corporate associations, and usage
convenience as antecedents which affect customers perceived switching costs and customer
royalty as a consequence and investigates relationships among variables considering characteristics
of service products.

The results show that customers perceived personal identification between sales person
and customer has a positive effect on perceived switching costs and behavioral loyalty. Personal

identification can be strengthened by the formation of commercial friendship. Customers’
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perceived switching costs are affected by corporate attractiveness. The perceived corporate
attractiveness which is strengthened by corporate associations has a positive influence on
customers behavioral loyalty. Corporate ability and social responsibility association influences
perceived attractiveness positively. In terms of the relationship between corporate association
and perceived switching costs, the corporate ability and social responsibility association has
an indirect effect on perceived switching costs through corporate attractiveness. In addition,

the usage convenience has a positive effect on perceived switching costs.

Key words: Switching Costs, Corporate Association, Personal Identification, Usage Convenience,

Corporate Attractiveness, Customer Loyalty.
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