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Mel|amHoIMe 12 SHR[Z: 221

H2a: 344 84 42 Mu=y4d BAA
ZHoll A (+)9] 93-S v Aol

H2b: EFAL Mul2gd SARZ #(-)9

g2 ujA Aol

¢

o2

2.3.3 AMH| 2 AR 22 20

2 FEu Au2HAdA 1
< 22 9 A% 2E 334
(Hui and Bateson 1991; Ward and Barnes
2001). Ward and Barnes(2001)°l w2 A{H]
237 Agold 1A Ale & FFoy B3R
= el Zeg Froly] Wil uAe
go] gt A dsh, Alol Fgs FA
UGS nd  dva et s8] g
Ao B GAE 488 o = Aol #

e Y 7ol Eopdl
[e]

50|

A Apae] FAZ
[¢] 15 T
o =

N
oX,
o

5

o] 4

Sl tigt TAE 7tk 14 E wf FHA <t
J& Bt} Bo| w7 (Greenberg et al. 1989),
A5 38 g BAE & Aot wle e
o2 AA wie Aoz geA 1 JvH(Thompson
1981). B3 22l & oA FAl 4 oF
INATFE 24 DA wel 249 s g
Hhgo] 2R E T AR 7] At dA
) Al EdlM & 7o) Sl & Edste 2H
5 ERZ(flow) 9 78 44 ©|2A4 dv. 281
AR AN HAEFEAT T L A
o)

AR dtolg Belo] dste W2 spIF
A v E g dn
I} i AR AHAE S

HAASIAT M43 HE= 20144 102

LEHE, #9l - oo WAHE SHeR

tH(Navasimaym and

n
Qo] EAG % ek AZehe

[e}
Ay 2] A2 el EA|A]Zto] Sol
W 284 S ST B oy HAA A
date ~

& 02 Aol
H3b: EAAZE $44 246 2()e] F82

nE Aol

2.3.4 M|z SAA 2} o= Bl A e

A2 Y@ EAAZe] Sold nAe
doanE o Be 27487 382

o, old S AHFcr uAL 7

A3 A o] 7] B JHARE 4/ "k
& A% ZEol7] Wl AHl Al dsl 344
ol At E 7HAAl Eh. o EHIW MU AFAE E
Al G7re B oo Muls QLS 1A A4l
date 23 AL ded =298 FE AR

14ekA HH(Grewal et al. 2007). 281 o]
gk A2 a9 A o} SALE ¢k AP
2 P95 7FeA & 4 At} Klein and Helweg-
Larson(2002)9] AAAH SAAZE S84 A
ZF(positive bias)Z A¥o] it A& AH|~4
Aol Aol diag] #file] & FAAE 71K AL
2 A ZbePH AE| o] gl o & HHde] " 1

1743



23 ol A
% P e 7k weUT

AE 2 BAA 2] Al o o w1 =
2 &-4=20] 2 (adaptation level theory)dl] 2lsf
M A E). o] o2 w2 24 A (focal
stimulus)& ARE9] shdko|up oAPAA o] Pk
03 7hsAde] =t (Brown and Reich 1971). =
A AT FAALE Abo] TS A8t st
ofg] QAT Fi ks nAY Axdle dF

= F Auz AT oEe® JaF nx]A "t
Z A2 o] ek BAlE FF] A (cognition)
of Stk J&-S nAtH(Thompson 1993). 2121
SAA Zto] A FoEel| nAE PE Ajzen(1991)
o] Aged5o|=(TPB: theory of planned behavior)
o o= AHET} o] o] 2ol =W 17| g
A FA gk A7 7129 9l g H=
oF FHA el Frlste] A9 dwet PAE AH
gEs g B s A7 £ A
Xﬂ =3 TO:]OH TME UH
2 BB Sl Fste
A2 2 eyt Langer and Rodin 1976).
AB|22g o] thgk 24 AR 4L o]5e] A

&

1,

49 Eelo
o

oleld =4 28R 3t
(approaching)stAl wHEt)
Al ]E] o T EEHE

o)
R

O L=

< e g
}* 8 B
1‘:}(Ward and Barnes
2e ghE o 8ol g}
ole] 7k ApEA 97t
od AF o]ite] AptA

0

Lo

g5 ol EHW AAA Al FAMM, 3944 F
A, Qe A, A o 2 A F5 5
o7 AHl~ $Ad ®Ho 45407 7] ¢
= Aolth. AF7HA ATl FAA 2 2}
WA g E Atolo] BAC e =o¥ vk gloy
2 dFE olg s AFH R TAtuA @
o} Soderlund(2007)¢] FHAH FA= 7/1d4
o2 oA]/9 & (volition), AHfr(freedom), A

(autonomy), ¢4l (consciousness)2}
Wil Aad Atk ApA g oo #A
3 HAED & a7} 9
A BA FEE AL

3

o]
P

3t

. Wk m 7o

Al

IREEEE:

NEd 5

1
T

HH]/\ /\H]ﬁ‘doﬂ}\ﬂ /‘37]

1

(affective memory)<]
gAY A= AA A
, Axde 7t dAlste PEe

Z Hu|~ AL EAR

[>

%
2

2

i

L] OEHH 84 A 7AEs
U3t Aoz Pome} P Ho
A2l Z(ACT: affect control thory)
Lo a9 7|83} 7S oA AFE
8t} (Chebat and Slusarczyk 2005).
P& 7HA |obd A~ d S

oy
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fu
2
ro,
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[e)
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tt
off
o

3y

N

2oz 2 RN EE gl M oft
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19, |o
ox,
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Me|AZEoIMe 22 SMX|IZE: 22H B, 2, ¥l - ool TAIE SHeR

&g A524Q YAE SAH 2 Aotk Bagozzi |||, KA
(1992, 1999)¢] ZMN* 24 Hmo|ZoA & uf

olefgt Pel/ome FAHA A (dE 591, 3} EF

AZ FE 5= fﬂﬂ 3l WFg-(coping responses) 3.1 Z=ACAL XIEE

o=Zx B A WA e 2 FY dH

(normal state) 2 Eol7HA & &t} B Afe ASEAE d8) Y g sAMu| A
Tzl a A A AFsko] &b g8 A AEHFA ] GBI AE ARSSISIH. o *W]*

e A4 149 39 (avoidance) Z& H2E = AFAY QA AH|=2A vlEeAo] WEH ] 9
(approach) &9l Gk & & AUh(Chebat and T AlFE = AH|29} AT} Ale] EE]4o= A2
Michon 2003). AB|2=H8d =7le 4 wel  =o] & Wik opel A n7o] Hefs
uAE o mEL Ao stAV (A @AY "ot o]E A AE 7Y n]8A, o BAE| 2, EA4]
B As ol 52 o) &staat & Zlojtk. a8y M 2B, ARy 9 AL, Fas AlRA A
FRA A& A =¥ dedre d5% F Flelde a7t dasit o] AH|Ae
it 2e 39 Pes HAFA  gE ApagEs s ot
Aolth, UF AP wEH RS A% A= YA Aok g E4 o/d Holof it
v ofe] Aol e Fujgeiet 2 AHAERE doke 23S 4] Al 2L Au s
& 2HAY HEgFel S MAE Aer gl A gk QAR RE) - B A - A A
A1 9)tH(Babin and Darden 1996: Chebat and ~ (resources)< ¥ (input)did, o] Zg& AA

|

Slusarczyk 2005). 18y A9 njx]& o £ B¢t AL Mu|Ad o] tigk 2o A4 e

gk} 7R 2 u e Angbg o] e Eo et g G L AABAY o] & PRt Al &5 71

o mA= g dsliXe A5 AF7F 28 Bl T Utk o5 AH|zo|A mHo] T59] AH| A

A=) A] k-2 Aotk (Mattila and Wirtz 2000). o digl]l vt BAIE A8t heAld deire
=2 )

(2 A)E Bl BT 5 nh. WAE 20 A
H5: 2449 ANAE ) $5E, DAL 2] Azele WUBA $5E 37 453, B
A 9o 4 (+)9] FGL 13 Aol A 7600, WYAE Al st PF 481, EZH
H6: 244 2ugge ) BB, AT A 8602 74 Hud BT 49 ke Aoz
A9l ()9 FFE 013 Aolet, e ol B @) Aus 2] 250 7
AW A 2g ) e RE £F o3 959

2 FHT A4S 9gS Bl e Hojoh !
& A B AT, 5173—% BUE AH2E AT AH2FHAe BA AL FEL 149 AL Bt 3 =
grom (BA AYMU2(n=T5): BEF=5.02, EEBA=99; PR Al2(n=94): B#=573, E=VA4=91), 394 ¥
Zﬂﬂ} el ARG *H WA FEe] F(+)e FBEAZ EATE o FUATHBFA gz r=21, p=.07: ¥

e M &
3).

A7 Mu]2A: r=.18, p=.0
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CEREL ) *“ﬂ % 3
A 5L A3 s Sdl
o 9e B 98 $7 ARAE
2 oY ARART o BE

o
°

2
F U= =
gttt

AEAE

oA w2 xﬁﬂ
on 7HEﬂ
443%

9] A s F3 dAE
570% 74 47057} 345 %

JUI S 274 A

]

w8 FA7E 40% AA7E 60%E5 AA et e,

& B3I 20~3047F 20.9%, 30~40417} 28.6%,
40~50M7} 26.3% = UetsteH, gEe gE =
& 1 o] 33%= AY Witk agx AYg-e
AR (21%), MAAD (22%), AAF5-(16%) 5
of FHE o|FI UNeH, A7t Gejate} #A
71748 19 wwko] 65% 2 M Be Ao E e
Wt aela #EA BT R S48 JAt
56% 2 AR} 44% BTt Toror] A& 20~304

7} 17.3%, 30~404 40.7%, 40~504 31%=

Uit tiE 32 2 o139 deo] 46% 2 71
wokom AR AHEA(38%), &4 (13%),

1746

0

lon

MAAA (11%) ©] 2= AA AT W
o] i 71| Ao AL 1d

o] 34.4%, 1~39 34.4%, 3~59 15. 7%=

Ikl
T} 3132

3 0 u]

E{l,
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fo o
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#7, Cronbach

iRl

ANgAT. Hees A8 A
el FEA 0B AL RE 2RO

o
7|25 AE, aAAAA

=@ 5 ”LO] ) 3 *}%B HomH ‘/}Tﬂ ?‘] ?73? 5&%
< Likert 78 H=E A3

V. 24z
4.1 HYHTE}
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MelamHoIMe 12 SHRZ: 22 2, AHuS, Y - oxde WAHE SHez

24, FHE) I e ket 0 S A AaA] 508E Bleke wEaE 2
et B5F SRIeQFA 23 Fnde BExe]  HE Hof FUTH.61~.93). hEH Y o gAu~
& A8 AZeS Ho] FUoHEeaMu s 2= 9 ﬂ}i&M PPAR 2 g el FANE
499.16, df=271; TLI =.99, NFI=.98; CFI  Al¥E BEF 820|402 wExae]g AEs B

=.99: GF1=0.92: RMSEA=.085; #&X 3% of FAUo AVE%H A RE H57b 53S 43
A2 2=587.36, df=271: TLI =.98, NFI  oFAtH(.53~.88). 283 (F5 A)olA &
=.97: CFI=.98: GFI=0.89: RMSEA=.057).  =°| ¥+ & BF 8= &

kil -,11:_4 AT BFY BT 58 sbsd AoE §oTW oph]el A4 ®E =9k oA

<E 1>oﬂA1 T 21201 e oaaplae EAVERS T 2 W 2 A7 SR
7% Cronbach aAl$7} 769 v
NEEE Ho o aga 14 7H“§

S
021
O
HU

8601’%°i Aux 70& Aetdct. A=Eae]  AA, Fornell and Larcker(1981)¢l uhgl AVE
et 54 E4H(trait variance)9l HlES YEh ghol 774 ATt BRATe AT ke BEeteA
= AVE(average variance extracted)(Fornell — 95 AES AT (FE DA 24 e & &
and Larcker 1981)eX%E ZE AxE $Hetd  WAF o] 7IES 2L e Zigi LRk
(E 1) 777 At & MBI
A TN FAAA? (BAAH )
o 1 2 3 4 5 6 7 8 a CR AVE
1. 344 284 oA 1.00 -36 .56 66 -38 b6 .65 .51 .89 .82 53
2. &34 -34 100 -25 -29 36 -31 -28 -.16 .82 .82 .69
3. BAAZL 42 =17 1.00 72 -20 49 B9 62 .84 .85 .65
4. 384 1% bH9 -12 50 1.00 -29 h2 64 .60 .92 92 75
5. 734 1173 -47 36 -37 -48 1.00 -55 -42 -.09 94 94 .83
6. A= bbb -11 43 72 -50 1.00 .82 .42 .94 .94 .88
7. A= b3 -06 44 71 -42 94 1.00 .58 .90 .90 .82
8. A7 9 40 .06 b4 60 -25 61 .64 1.00 .88 .89 .68
GRICER LI ES)
Cronbach « 91 J16 .92 94 95 93 95 .93
CR .86 87 .92 94 9% 9% 96 .93
AVE .61 779 81 87 .93 92 78

a. thZH ol awgﬂg%xauv Ee] Aol Uz A AHAH 2 S| ARSIt
Agke] 2717 098 2 ZARAE 055TAA FsHA 5.
* CR=74703 23 %= (construct reliability), AVE=average variance extracted, a=Cronbach «
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i M 3R oL T
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RO RN
B

N
=

4.2 AFZEEIL 5

>|EI

7HaAE BAZ
o 2H xﬂ?}
o] A% Aetrde (2ZHx
st oy mg HEAYE AR
FAH(x*=605.61, df=239, p(.05: NNFI=
98; NFI=.98: CFI=.98: GFI=.89: RMSEA
061). AAH oz mde Lo BEAkS At
Ais] FAu. A4 A9 R4 24
S 43%, 25%7F A E o, o}
2 P Bty 28 56%, 47%9 EAko] A
g AR (FA, 34 - 748 4% s A

»o=

A9 F37)% PYA 2 TF BE2E S AR
AYEe vl Felow Pyye omAusst v
3 ol AT (*=596.18, df=239, p(.05:
NNFI=.97: NFI=.98: CFI=.98: GFI=.88:

RMSEA=.064). 28] WAAHS BEALS Aot
o 9o FHH YL 62%= IPHARY =3k
oy ¥ e tda ¢ 16%9Y. AEd=
oF 2pdAd 9ol gk A AW 60%, 46%=
S g} v 28 20| 9T,

(" 2)¢] AZFEA % B4 t-valuedX & F

%ol F e BRIA A 127 714 7hed) 2
AN ERI-FAAZL, R4 A B2 A9 E
1748

0

lon

(Hlb B= 32 t=6.64) 7 (+)94 = 7

A Az UdEt. a2la 594 E27 ©A
= SAAZ(H2a) ol thell 28 d&F& nAL sle
Ao Uehstork(y=.43, t=7.95), 54 (H2b)
< A A7l tis) FAJN FHYAE B 9
oy Zitist 2] SAHCEE frofshAl ¥t
(v=-.00, t=-.03). o] AZdl= A= 4
A9 2u el deid e A (+)9 92 vAE
A (H3a:B=.31, t=6.74), #3822 27l o
AXeE R dFE vAE AR Ukt

(H3b:B=-.34, t=-7.17). 283 SAAZL P&
= (H4a)dl dalxe 107N SAHCE &

sl om (B=.08, t=1.71), A&A P& (H4b)
of el 2 Gee vAE Ao depdt

(B=.34, t=6.72). SAAZAF} 22 Mr|2= HA
AN el At FRAQ A P

(Hba) 2+ A4 1) 9] (Hbb)oll tiell &g B (+)
o] FE= PHATHB=.65, t=14.82: =48, t=

9.88). Z2efut ¥4 g2 7M. gl =(Hba)

of F(-)9 & Mo (B=-.16, t=-4.19),
a9} (Heb) ol teiA= 71iek 22 4 (+)9]
Jgs A e Ao Z YEIHTH(B=.11, t=2.59).

I sAH| 20} vRIZIA R Ao A
2ol M= 2o welA drfet £

% (Hla)¥ 744 2% (H1b) 22t tafjA w5

frolatalth(y=.36, t=6.58: v=.33, t=5.48).

ey 3994 &84 B (H2a)© SAIA 2l of

diMe A F(+)e dFe v (=57,

t=9.19), (H2b)& #(-)9 FgAYel=

T

/\éo :L;gxq 71—

4
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Mel|amHoIMe 12 SHR[Z: 221

e
iﬁ
OFﬂ

3}
o

174
S,

ZIMH2
oo c>

#ol - ozoto HAE SHeE

Wgel el fold e A Ao e
(Hba:B=.32, t=4.55; H5b:=.32, t=4.25).

hal H O
(H3a) ] EHoHH A (+ 734 4 AT HA Ange = (Hea)dd i)
(H3b)oll tiair = #(- 4 Hoh(B=.52, Ae dFHE F(-)9 & A= A2 ve
t=8.83: B=-.15, t=-2.56). HE3 Mu]~HA- wouh A g9 (Heb) o talxls 7z vk
Aol Ao FAALE PFoE(Hba) ot A4 Z A (+)e] WA frelatdet. olger 7
9] (Hab) ol frelet dak= A (8=.32, t=4.30: As P EAH 29 A fol= L8 At
B=.43, t=5.29, A A7 E3 o] A} Aot
(% 2y #=2E9o| LISRELFXZ D}
Y Raxu s HFA YA 2~
FEAR 714 (n=443) (n=358)
AGFA A t-value ALFHA t-value
48 B4 9 — 3 1 Hla 46 9.51%** .36 6.58%**
T - A A H1b .32 6.64*** .33 5.48%**
A B4 dA — BAXG H2a 43 7.95%** 51 9.19%**
Y - FAAL H2b -.00 -.03 -.05 -7
FAAA — A 3 H3a .31 6.74*** 52 8.83%**
FAAL - B 3 H3b -.34 =717 -15  -2.56**
FAAL - dFelr H4a .08 1.71* .32 4.30%**
FAAZ — ApA g9 H4b .34 6.72** 43 5.29%**
A A - ded= Hba .65 14.82** .32 4 55%**
A A - ALA g9 H5b A48 9.88*** .32 4.25%**
1248 14 - de9 H6a -.16 -4.19%** -.37  -8.02**
BAZ 73 — Az 9] H6b 11 2.59*** .09 1.98**
R*(5A1712}) 19 .35
RA(Z44 14) 43 .62
RA(FH4 14) 25 .16
RA(YFIE) 56 .60
RE(APLA %) 47 46
ARAYE: x> (df) 605.61(239), p(.05 596.18(239), p .05
NNFI/NFI/CFI/GFI/RMSEA .98/.98/.98/.89/.061 .97/.98/.98/.88/.064
*p (10 % p (.05 ***p (.01
AYSTL H43A M5 20149 10 1749



4.3 2= el ofidgtel ot

SARA 2t} v o] T a3t v EE
7Vek7] Y&l Sobel test(1982) 9 SEMHH (James

et al., 2004: MacKinnon et al, 2002)& AH&
St ol& WHE 3]HEA Ao A3 Barron

24 4Y

i

and Kenny(1986) WHe] digte g ¥
oMol miZfax Hrpdelgt & 4 9tk Sobel

testd] BAF(z)ol W2w? (a)594d E214 &
A - BEARZL AR, (b)EAANL > 284 734

BE Atelole wi7idel FEd Fol g HAIT}
Eehe Ao et (A 8 H 2 2=5.96, p
(.01 A~ 2=8.28, p €.01). SEMe] u}
2d 2% (b) BF FAACE 9T it
ofvel o4 =4 ©A s} g A W AL
ool A= I Foloty] vl SAX I
A Atolol A F2ujA) 4&&

T
o=
_l__

o~

o

dot

o] &}
=

2

7‘1]7‘]7—} - %@@ g — A
£ Ho 90

1; FAFAMH 2 2=5.09, p<.01):
=8.59, p(.01: FHAH 2 2=5.00,
A e Fau 9 gk delst
‘:1r. a3y F3A g AS Pz s
AR wape} vl dE-S s o (R 8AH| A
7=3.27, p<{.01: PAFAR~: 2=10.99, p<.01),
AHEA Y Fole ojuldt miy) d¥g% oA Eol=

—
-3
©

o= o ot 4y

bt
X
)

(.01), =

o T

2|

r‘\‘i

0

lon

Aoz e,

<<

1]

5.1 Lt =2

2 Qe s BAA LS 2A0] Au| s Adw
HoA Azehe Av2Edel U@ 9, AT
Aol et Meel A%, dHe] A% B

EA S8o07 Holsla, o] EARZo] EalA 3
A4, B/ E WFET AR e o 24 W

(nomological network)E Bagozzi(1992)2 #}
NZAEA HE AN AES AT AH =4
o] 394 =214 ©A e 2ol BRI w]A|
T I FAA o] PFore}t AA e 1|
S oS AH|20f TFA YA
Aoz 43

T 15} A8 AgdeE

= o B

(Mehrabian and Russell 1974: Walsch et al.

ab

= ————, where a, b AZFHA|;
2.2 2.2
a’s, +b's,

1750

s, 5, ARFAHA a, by

=
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Customer’s Perceived Control in the Service Encounter:
Relationships with Physical Environment, Emotion, and
Behavior/Intention*

Mahn Hee Yoon*™*

Abstract

This paper explores the conceptual characteristics of perceived control and its applications in
the service encounter setting. This study examines the environmental antecedents of control
perceptions and its effects on emotional and behavioral outcomes. In the concrete, it is proposed
that the physical environment and crowding, which service customers perceive, take effects on
service perception, which, in turn, influence both consumption emotions (positive and negative)
in service encounter and behavioral intention or voluntary behaviors.

For the empirical study, we used 443 outpatients from oriental-medical hospitals and 375
customers from government service offices. Our empirical results provided strong support for
the proposed model in two service settings and showed that customer’s control perception plays
a key role in the theoretical network of variables working in service encounter. It was found in
both settings that customer’s control perception in the service encounter is influenced by physical
environment and take effects on emotion and behavior/intention. Specifically, while physical
environment had a significant, positive effect on control perception but crowding had not, both
environmental factors had strong impact on their corresponding positive (negative) emotion. In
addition to emotions, customer’s control showed strong influence on his/her repurchase intention
and customer’s voluntary behaviors. Although not explored in previous studies, our results
indicate that when a customer perceives control in service encounter or feels positive emotions
in service experience, s/he is strongly motivated to do voluntary works for service organization.

This is a new and important finding.

Key words: Control Perception, Consumption Emotions, Behavioral Intention, Voluntary
Behaviors, Oriental-medicine Service, Government Service
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