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Krishna, and Zhang, 2002).
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(M=4.25)4 o VIP Aa]x}au TrAwg o =
A AZshe Aoz YeEgTHF(1, 126) 92.848,
p(.001). o] sje] B2 Ws5e] 9L f25

A @9kth(all, p).1). L3t &E zpolo] tg 24k

=4 A3 @A A8 oF avAtek &Y
Aol7b AL Wl (M=5.63)°l Hl&} & W (M=6.26)
A9 EF 2HAL AAld HlE o =L ddS u
=0 AZatdth(F(1, 126)=11.306, p(.01).
of 99 v Wse] dFH FolokA ok
(all, p).1). webx & Zfold] gt 22 4]
A o1,

3.4.2 719 ¥

719 B zol o3t EabE A(E 1 #R), 99
Apolo] FEA7E FSIATHE (1, 126)=24.371,
p<(.001). FEAEY 7149 H=<e Y Aol7} &
o (M=3.67) Bt 2-& W (M=4.74) 9 234
AoR Uehhtt &HZ 55 Aol FAAE
oskA] FYTHF(1, 126)=.195, p).1). 282
&8 Aol o} AH|A}t G Aolo] o] FT AL A
7b frelgh Aew Jegth(F(1, 126) =23.442,

15562

p<.001). Iz ¥4 A7, &R 57 o]zt &
=AY AHAEL A 7 Az dY A
o7} 2 Wj(M=3.18) Bt} 22 wj(M=5.33) 7%}
Hert o 3341 A2 YeERTh(F(1, 126)=
47.146, p(.001). SHAIRF B2} G5 2kl &
A5 719 "zl o #E Apolo] e £
a2 &stoh(E e Aol F: 4.15 vs. 2 4.17,
F(1, 126)=.005, p).1). wWats (7Fd 1ayst
(7 1b)7F AA = e

3.4.3 94 F¢

Mol Hejgol gt Eati Ar(E 1 F2),
e ztolo FERII} FoJSFATHE(T,
23.040, p<.001). @A=L &9 Aol7} 2

4 ]

W (M=3.19)2ch 4% W(M=4.47) HelH ¥
£2 9 ¥ Adsgn Aum— Aole] F3
B felel] B Ao® UERTHE(L, 126) =

2.060, p).1). ATt ¥ XPO]S’Jr Y| DA SR
Apole] o] e AE AL o3 AR YN
tHF(1, 126)=25.399, p<.001). iz ¥4
(contrast analysis) A2, &H|AF 57 #po]7} &
= Welle A9 57 2HAee] &Y zbol7t & v
(M=2.32)Ht} 22 wj (M=4.97) A4 F&ig
= H =/ Adste A2 YEREATHEF(1,126)
=47.740, p(.001), &8]A} 5F zto|7} Z o
© B9 5 vt #Y Aol wE oA
239 Aol7b vethA] ekt (aY zko] F
4.06 vs. A1 4.00, F(1, 126)=.029, p» .1).

3.4.4 ofeld elg



AN 2E| Z2OUD AR S5 X2

220 SYYol 7Y Eixoll olxl= I

(B 1) 48 121
&Mz 57 Aol g Aol 719 9= A4 v el Heg
1e 2 3.18 (1.39) 2.32 (1.45) 5.10 (1.62)
(VIP vs. Gold) A& 5.33 (1.08) 4.97 (.95) 2.24 (1.30)
= =3 4.15 (1.23) 4.06 (1.82) 2.55 (1.36)
(VIP vs. Basic) R 4.17 (1.29) 4.00 (1.75) 2.11 (1.28)
(): wgas
g ztolo] FEHI} Foet Ao YERGTHE(, (Preacher and hayes, 2008), 10,00071<] 2|4
126)=45.258, p<.001). I¥ }%% gEle] 2 FR R2EE A4S A8t (Zhao, Lynch,
o7} & rq1 M=2.18)5t 2 M| (M=3.82) 29|  and Chen, 2010). SJHFE &8 o] W

A Heee o = Ho%%ﬂgiﬂrﬂ‘fkﬂ}.i
WA SF Aole] FET} 44§93 Aoz v
WOHE(1, 126)=29.982, p(.001). F@AE]
oA welge A SF Aot 2 (M-
2.32)Ett &5 B (M=3.62) U] =& AZ Y
e}, 3 dld gjols AB)A 57 Folg] o ¢
BEAE Hh eI ebdeh(R(L, 126) =
24.515, p{.001). hZ B4 A 2uz 537
Aol 7t A& 5 B9 Tw aHlAse] dE Aol
7 AL wWf(M=2.24)8tt & B (M=5.10) 29
A Fege o =4 Adste AoE YeiArt
(F(1, 126)=67.252, p<.001) &H A} 55 2ko]
7]_ = O_]_ gﬂaﬂ z].o]4 Oﬂz%}: & %_4 O}x] ol—ohjr
(3l Ato] F: 2.55 vs. A& 2.11, F(1, 126)
=1.600, p».1).

3.4.5 w7 A
2RZES] 719 o] tigk AvAF S dlY
Zolo] geFelo] F g F¥ol o3l =R

AR 8 uif RS AFgsdth. ol & s
PROCESS W 229 model 82 Z&3l9lom

HYSHATL ®483 ®M6E 20194 12

T LHA TF Akl Wi/fEEE HoF Fe 1
o)A Fegog dAstd 719 Bxel tigk &4
= A3 23, HoA T (indirect effect =
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F vs. F5) x 2(&8A
S (VIP) # 34
(Basic)) vs. Z=(#4% S5 (VIP) vs. 24
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1 (Gold))) x 2(FAA FF: o vs. W) #
o 2 AFHAAE FEt9 . Amazon M-turkE
el 2907 (FA 1679, o472k 123%) = 2H 85t

Y 20 = Gkl 2EE 22O Ade| e
E HPASAA AAetdom 2HAF F5Y Aol
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ATk AFZANn=23) 23 JIAEL A1
I BAglel 53 F7F AlTRT 103 F71 Al
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=6.649, p<(.001). PN o2 FHA ] A5
McFerran and Argo(2014)9] 45 nlgoz
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(M=4.99) ¥ =& 244d% A4dse Aoz v
EFTH(F (1, 282)=56.326, p(.001). 283l ©]
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422719 =

an)are] 719 ehwe] ek AN
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. &8RE 55 2kl (F(1, 282)=34.302,
p .001)9} 3844 +2(F(1, 282)=141.798, p
(.001)98 FEH7} ol Ao Yeigr, 4H|
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4.62), 3874 FTo] $& W (M=3.22) 8t} &
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|2 57 12 =2 I B S R B S i A
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A3 (" 2 Fx), 28 A 7Y A7t A2 A
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719 B=rt o 33AQ Ao® JERAINHE(,
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=
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282)=17.827, p<.001) % &= W (FHH =4
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< W(M=3.85) 719 =7} 9 44 2oz FYHFS Y =A At £ A wee] A
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F&Z]PEL o A& 454 (1.61) 4.17 (1.72) 2.25 (1.61) 4.07 (1.84)
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(VIP - = . . . . . ) . .
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b 28|

0 4.30 vs. ¥t 3.14, F(1, 282)
0Dk 2 W3 =5 4.17
=7.7127, p(.01) 2F
= Ao Feeo] wokst

4.2.4 ol# we&

B} 22wl (M=4.00) A4 Feigo] tf AA otol A Hfgof tigh BAMEN A(F 2 FF),
© AoZ YETHF(1, 282)=7.119, p(.01).  &H[A 57 Ao (F(1, 282)=6.271, p(.05)%
SstARE 9l T AEAge 5 zkelrt F Ay A (R, 282)=103.125, p<.001)9] F
de g ztol7t opd ©es] ¥ el il ERUF fod AR Yt &HAk SEY A
ARk Aol By o] gttt & &Y o7t F 0 o7 F Wl (M=2.99) 2t} 2w (M=3.52) 2]
(Z 3) 7I¢d Efzof cHst BAHEAM Zof
A3 AfE B F Sig.
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47 4 (B) 263.345 1 263.345 141.798 .000
e zto] (C) .028 1 .028 .015 .903
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HHSAT H48A HM6E 20194 12¢ 1657



A Feee o = Adeslen, 334 $20
=g (M=2.24) 20 v& B(M=4.29) A
e v = Adesith. £ Al e 4k
ARG ZI7L Fold Aom yeEhgtHEF(1, 282)
=4.650, p(.05). = &= 4947 7Ur 2|
A ewe Aozt AL g dolF e dY
Aol ot 38 el LEie. 384 —’Fzrﬂ =
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(% 4) od=l=

0|x|2

2 YePTH(F(1, 282)=10.940, p<.01). 3}A
gk 2R SR zkel7b & Afele ool Rels
< A T YaMT G e Ao R Ve
o &, &9 Aol7t 2 W(FHE m5: 2.30 vs.
@i 3.63, F(1, 282)=10.981, p<.01)<} &
< W (ZHY =5 2.25 vs. B 3.85, F(1,
282)=15.477, p(.01) BF ZHY FTol &=
TE 994 Relgo] wopxtt

4.2.5 35 < 7%

ddH e Fuf el ek BAEA A3 (E 29 4

Toliol THet EAEA 2}

A A= PaAe F Sig.
&ML 7 Aol (A) 121.315 1 121.315 67.124 .000
44 5 (B) 167.185 1 167.185 92.504 .000
gg 2to] (C) 2.845 1 2.845 1.574 211
AxB .019 1 .019 011 918
AxC 673 1 673 372 542
BxC 8.579 1 8.579 4.747 .030
AxBxC 16.950 1 16.950 9.378 .002
3 509.667 282 1.807
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6.0 8.0
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5 10 ‘7 :T‘ a0
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- 2.43
20 + 227 20 4
TG 2E ZHY 2E
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Zzx), 2 55 Aol (F(1, 282)=67.124, p( 2010). SHHFE d9 Ao], 2EAFE AH[A}

00)% $38 B 262092504, p ¢ 5F Aol 339 A%, WIS Ao ¥

0019 FaA7 o) Aoz etk 2 83 ool Relgon 4gad 719 Hud ua

o 204 53 APl T AN=31250 & RS 498 A5, 497 kel g4 oA
TEL I EE RS
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Bt =S f(M=4.51)] AFHE ool o 95% CI: .0121 ~ .6086). 2&)x oo ¢

‘

Be oz vehgth aelm A Wge) Adds o sifEs 94 £909 202 yebdth(indirect
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Bt} 2 ff(M=5.53) ¢ B 70jE & A= 4
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(=) A3 X3 0lAl
e 1. (HAEY)

Small difference in consumer level Large difference in consumer level

(VIP-Gold) (VIP-Basic)
VIP viP
Gold 4 your status Gold
Silver Silver
Basic Basic 4 yOUr status

You have dinner at restaurant A with your friends. The food is excellent, and you have a good
conversation with your friends. Once you have had dinner, the waiter brings the bill, which totals $40.
When you go to the counter to pay, you observe that another customer who had the same food as you
receives a discount of 50% ($20). However, you only receive a discount of 10% ($4). When you ask the
waiter for the reason, he explains that the other customer has VIP status and you only enjoy Gold status.

A 2. (g=iz

Small difference in consumer level Large difference in consumer level

(VIP-Gold) (VIP-Basic)
VIP VIP
Gold 4 your status Gold
Silver Silver
Basic Basic 4 your status

High fairness

Theater A recently assigned status to its customers for the coming year. The status is classified as
Basic, Silver, Gold, and VIP. You have Gold status. You think your consumer grade is fair, because your
previous efforts were properly reflected in the consumer grade. You (Gold status) get to use 10 half-price
tickets for the next year. However, VIP customers can claim 15 such tickets over the same period.

Low fairness

... You think your consumer grade is unfair, because your previous efforts were improperly reflected in
the consumer grade received ...
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Lower-Tier Consumers in Hierarchical Loyalty Programs:
The Effects of Perceived Envy and Fairness on Consumers’
Attitudes toward the Corporation

Dongho Yoo™ - Jieun Lee™*

Abstract

Loyalty programs are effective tools in marketing and in managing relationships with
consumers; however, the financial impact of many loyalty programs rarely meets expectations.
In this regard, recent studies have pointed out that prior studies describing the positive effects
of loyalty programs had focused on consumers who receive benefits from such programs.
Furthermore, existing studies have not sufficiently examined whether the effect of loyalty
programs can be influenced by various consumer tiers.

This research investigates the impact of lower-tier consumers relative status in loyalty
programs and the "benefit gap” among tiered levels on attitudinal and behavioral loyalty, by
presenting two studies. Study 1 shows that the benefit gap between two groups with a large
status difference does not significantly affect the attitude of lower-tier consumers and does so
positively as the gap reduces. The mediating effects of benign and malicious envy are confirmed.
Study 2 shows that the results of study 1 are affected by lower-tier consumers perceived fairness
regarding their status in a loyalty program. Finally, we discuss the implications of this study.

The results of this study show that the differences in benefits provided by loyalty programs
and in consumer tiers affect the attitudes of consumers in the lower tier. Furthermore, this
study provides practical implications to management for improving efficiency and effectiveness

of loyalty programs.

Key words: Loyalty program, Lower-tier consumer, Benefit gap, Consumer status, Envy,
Fairness level
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