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1) A5 (BSPF) B AF

A9l AFEH W FHE &AF olopy] F(FAD) &I ukg
<# 4-3> Crosstabs - 741
& g [BEett  [du= 1|3 X df | Sig
Tow A o
AT A 57 80 61 198
R 27 53 83 163 | 16317 | 2 | 0.000
F 7 84 133 144 361
A (10 17 28 44 89
2 |20 50 73 91 214 | 21182 | 6 | 0.002
|30l 17 32 9 58
= (@ 84 133 144 361
7~ [100%F <1 o] &F 45 82 112 239
= [101-150%H<] 17 37 28 82 1 34.089 | 4 | 0.000
L |1 ey 2 14 4 40
e 84 133 144 361
SN e 23 46 62 131
ERERRE) 24 34 49 1071 15186 | 6 | 0.019
N EEEPY 37 53 33 123
© @A 4 133 144 361
AT A 26 37 24 87
R EEE 3 17 12 32
Q 7 5 9 21 126293 | 8 |0.001
X 41 59 % 195
= [re 7 15 4 2%
T 84 133 144 361

WAHEA S A A PRI EEe <FE 4-3>004 HiE upel o] wloj:
(Pearson)9] Z}olAl# 3 AGret AL
o]7]A Pgke] 0.05E T Zom=
9. g TAlZ A48 Wi

=2 g 5 vk
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[e]
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#9499 AREAA AFE FAE olob]

Crosstabs - %2

WS En [mEelg Ao 12[@A | x daf | Sig
] A err
T A 36 69 93 198
g |ol 41 59 63 163 | 35157 | 2 |0.172
F 77 128 156 361
A [100] 26 24 39 89
% [20H 39 7" 98 214 | 11.301 | 6 | 0.079
M ENEREY 12 27 19 58
= @A 77 128 156 361
7~ [100%F o] 55 76 108 239
= |101-150%+¢) 14 40 28 32 8592 | 4 |0.072
w [IoITrsIo] 8 12 20 40
< @A 77 128 156 361
G EERE 34 41 56 131
ERERRE) 25 26 56 107 | 21194 | 6 | 0.002
N Y 18 61 44 123
< @A 77 128 156 361
A A 12 43 32 87
PRERE 8 12 12 32
q |t 3 7 11 21 120039 | 8 [0010
N 50 52 93 195
= g 4 14 8 26
A 77 128 156 361
WAEA S AAF A 729 B <E 4-4>oA B nkeh o] Foji:
(Pearson)®] ZholAlw #kd A=t A FolS&aS HolFr, o7 dEy
A%, 252 AAF e} A5le) ATEAH WFEDR FoIFF %A A
0% §o%e nolET WA T2 AFE WEe ATEAL Wi By
Hog FAyygdo] vtz AES UE F duh
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TFeiDe] B vk

<E 4-5> Crosstabs - ¥HE-+ 11

W $ ago [REelt  [ddz 2R[FA | X df | Sig
2 om A ere}
A [ A 120 47 31 198
w94 103 27 33 163 | 3403 | 2 |0.182
F 7 223 74 64 361
A [100] 53 13 23 g9
= [200 122 52 40 214 | 21295 | 6 | 0.002
N ENEEY 48 9 1 53
e 223 74 64 361
2~ 100w g o] 3 142 40 57 239
= |101-150%+¢) 54 22 6 82 1 20961 | 4 | 0.000
L [1BIr ey 277 12 1 40
= @A 223 74 64 361
3 [z o) 3t 76 25 30 131
2 |HeA s 61 17 29 107 | 37.824 | 6 | 0.000
N EEPY 6 32 5 123
= @A 223 74 64 361
YK=Y 58 27 2 87
PRERE 23 4 5 32
S 9 11 1 2L 1 51864 | 80000
NEX 111 30 54 195
= Dler 22 2 2 2%
T 223 74 64 361

o]
L

i

S Al9s WMgEo] Pgho] 0058t Form = 5
S RAFY wEghA dEFulE dgE A\t A4S

dvtal s WE & Utk

Lo
o

©
tlo

WARNE ANG A% wRPu1e B <E 455004 B vish go| 7
2=

(Pearson)®] 7ZholAlwr g3t Aol Mt FolSEH]S BoFH, o714 A



4) AAAF (RSP F)o] AP AF

o
3
ry
B\
e
o
o
-

<3 4-6> Crosstabs — ¥FE1]2

W $ ago [REelt  [ddz 2R[FA | X df | Sig
2 om 2 gk}
T A 105 19 74 198
w [o] A4 112 31 20 163 | 31025 | 2 | 0.000
F 7 217 50 9 361
A [100] 57 19 13 g9
= [200 119 29 66 214 | 18306 | 6 | 0.006
N ENEEY 41 2 15 53
e 217 50 94 361
2~ 100w g o] 3 151 41 47 239
= 101-150%+<¢ 45 8 29 32 19.722 | 4 | 0.001
L [1BIr ey 21 1 18 40
= @A 217 50 9% 361
3 [z o) 3t 2 % 23 131
ERERRE) 58 18 31 107 | 19247 | 6 | 0.004
N PRSP 77 6 40 123
= @A 217 50 9% 361
A 55 1 31 87
PREEE 23 2 7 32
q [F7 8 7 6 2L | 28560 | 8 |0.000
NEX 113 37 45 195
= Dg 18 3 5 2%
7 217 50 9 361
AN S ANG A3 wRTu2e] BFE <E 4-6>004 Hi nhe} Pol

o &(Pearson) ] 7Hol AT o AfHESE AT FOFEHE welFu, o] 7|4
E ATEAH Wiel Pgol 0058 OB §o5F 5%lH EAHOE
ojettt. mebd wE U2 ARE Wiel ATEAY wie)
o= shef gt
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D Z2A¥F(ERFI)N A A5
29 AFHA da ERSE HEE AF YA HEH I T B ¥

<X 4-7> Crosstabs - 533 %1

& gt [BEeltt  [dd= 1E[3H X df | Sig
SR § =] gk}
AT A 66 66 66 198
ool A 45 61 57 163 | 1.449 | 2 | 0.485
F 7 111 127 123 361
A 109 28 26 35 89
2 (20 76 70 68 214 | 21798 | 6 | 0.001
w |30T1 0 7 31 20 58
= (@ 111 127 123 361
7~ 1007 Sl o] 3) 73 79 87 239
= [101-150%<] 23 33 26 32 3238 | 4 |0519
|1 ey 15 15 10 40
N 111 127 123 361
SN EEE 33 42 51 131
ERERRE) 34 37 36 107 | 43744 | 6 | 0.626
N EETP. 39 48 36 123
= (@A 111 127 123 361
QYR 22 33 32 87
PREEE 9 11 12 32
o 8 12 1 2L 1 12161 | 80144
e 66 61 63 19
= [7Te 6 10 10 2%
T 111 127 123 361

o] &(Pearson)?] Zhol Al # A=t A FoAIEHRS BT, 97|A P#
Ol 5 5% A EAAH R FoES HoFEr)

% 4
webd BRAFIE APE W ATEAY wgshs dAyvie] Bayel 9l



2) AJHF(EUNZYPF) A A5
29 HFEol stATE A AFEA N Bdoly EF S TAFAHEL Y
s2)° B W

<3 4-8> Crosstabs - 2% 352

o Tt [BEett  [doz 1|3 X’ df | Sig
T i
A2 A 83 56 59 198
w [ 4 62 43 53 163 | 1377 | 2 | o502
& A 145 99 117 361
o1 (104 34 21 34 89
2 [200] 97 55 62 214 | 192964 | 6 | 0.056
I ETEE 14 23 21 58
e 145 99 117 361
7~ [100%FSI o] 3F 87 67 85 239
= |101-150%+¢) 33 23 26 32 10.696 | 4 | 0.030
w |151REd 0] A 25 9 6 40
= @A 145 99 117 361
SN RETE 41 36 54 131
2 (A 44 28 35 107 | 13.105 | 6 | 0.041
N EET Y 60 35 28 123
G 145 99 117 361
A 35 27 25 87
7 [ 13 8 11 32
q [F7 12 2 7 2L 1 10060 | 8 | 0.261
N 77 50 63 19
= Dler 3 12 6 26
7 145 99 117 361
WAL AN AT BPAE2e] THE <E 48504 Hi wle} 2ol I
o] &=(Pearson)®] ZholAl# gt A=t A FolSdERS RoFH, of7]A &
=3} slelo] Pgro] 0.05RTH FonE §o5FE 5% A BEAGOR FoUS



3) AFEF(ENSYF) A AT

A28 AFHE B AL A7 B BTG A RS JFRHAT
(=W 31)o] &S g
<#% 4-9> Crosstabs - El=¥ 3}
o 2o [REeg Az ag(dA | x° df | Sig
E— A g
A e A 80 43 75 198
|44 62 44 57 163 | 1.367 | 2 | 0505
& A 142 87 132 361
o1 104 20 29 40 89
2l [20tH 83 50 81 214 | 30627 | 6 | 0.000
) 304} o] 39 8 11 58
A 142 87 132 361
2 1007+ o] 3} 80 65 94 239
= 101-150%+<1 40 7 35 32 29.197 | 4 | 0.000
. 151%k o] 4 22 15 3 40
A 142 87 132 361
EREESE! 36 36 59 131
2 |HeA s 36 26 45 107 | 30520 | 6 | 0.000
1 &l 70 25 28 123
A 142 87 132 361
A2 47 20 20 87
2 [*94 16 4 12 32
g | 5 3 13 21 | 36885 | 8 |0.000
- A 56 56 83 195
= |71E 18 4 4 26
A 142 87 132 361
WaHEA S A A =Wt d o] (Pearson)®l 7ol Al It A=
of A FFEFS RoAFH, o7 AES Ao A", &5, g Ag9
ATEAA WFEo] Paro]l 0058 o g FAX SR Fogs HolFErh



4 AFAF(ETETAF) N AF
AA9 AR BHEITE, Al AFHE TYIWAE @ de 7
YEYL o SFATHHAERH)] B W3

<E 4-10> Crosstabs - Bj:=W 32

W $ ago [REelt  [ddz 2R[FA | X df | Sig
2 om A ere}
A [ A 125 28 45 198
w [ A 120 21 22 163 | 5657 | 2 |0.059
F 7 245 49 67 361
A (109 64 11 14 g9
2] 20t 140 30 44 214 | 3439 | 6 |0752
N ENEEY 41 3 9 53
e 245 49 67 361
o~ [1005E<10]3F 164 35 40 239
= 101-150%+< 48 9 25 32 13.654 | 4 | 0.008
w |151REd 0] A 33 5 2 40
= @A 245 49 67 361
3 [z o) 3t 92 15 2 131
2 |HeA s 61 23 23 107 | 12.266 | 6 | 0.056
N EEPY 92 11 20 123
= @A 245 49 67 361
YK=Y 68 1 18 87
PRERE 24 3 5 32
o 10 7 4 2L | 99978 | 8| 0.003
NEX 127 32 36 195
= Dler 16 6 4 2%
T 245 49 67 361

10> A H= vpe} o] ¥



A 33 PcAIFe ALSAH

1. $9tAe ATEAA BA

<& 411> A e AH 54

T = Frequency Percent V a |l i d| Cumulative
Percent Percent

A g 198 54.8 54.8 54.8
o] A 163 452 452 100.0
3HA 361 100.0 100.0

A =194 o] 5} 89 24.7 24.7 24.7

=] 20H 214 59.3 59.3 839
304 o] 58 16.1 16.1 100.0
A 361 100.0 100.0

A 5(1005H o] 3} 239 66.2 66.2 66.2

=z 101-150%H1 82 22.7 22.7 88.9

1 15179 o] 4 40 11.1 11.1 100.0
Bl 361 100.0 100.0

Sl 131 36.3 36.3 36.3

5 F o A 107 29.6 29.6 65.9

5] EEIES 123 34.1 34.1 100.0
3HA 361 100.0 100.0

2 AAHA 87 24.1 24.1 24.1

EEEE 32 89 89 33.0
S} A 195 54.0 54.0 87.0
T5 21 5.8 5.8 92.8
7] E} 26 7.2 7.2 100.0
3HA 361 100.0 100.0

SHAY AFEFAA A4S EA8E & 2o

pe)
=)

, = FAd o] 1989 (54.8%), o1/d o] 16318 (45.2%) 0] tt.
A, A= 100 8978 (24.7%), 20t 2147 (59.3%), 30th o] o] 5878 (16.1%)

o,

=]
=

il



o AYEAFA US Aot AN Sl By

AR, SRAES] ARF A5 1000 o7} 2397 (66.2%), 101-150%H¢1 T 7}
82%(22.7%), 151991 o]Fo] 40W(11.1%) 02 ofF& 10t)et 20t)e] Syl A
el Ao ole @ 2543 mAFAYG

dr, Skl HFH2 aEolstrt 1319 (36.3%), wietuAlstgol 1074

oA, SEAbel A AR o] 87 (24.1%), AG el 327 (189%), Aol
195 (54.0%), -7+ 217 (5.8%), 71E}7k 267(7.2%) &2 o 34, A4, 2

3950l .

2. $9A AFEH 24/A80H B4

<3FE 4-12> H5FE 2f/AHEAE 24

T = Frequency Percent V a | 1 d[ Cumulative
Percent Percent
2 r|3869] 8k 11 3.0 3.0 3.0
71% 486 111 30.7 30.7 33.8
= 586°] 4 239 66.3 66.3 100.0
A 361 100.0 100.0
T 50-100%+¢ 13 3.6 3.6 3.6
3l 101-1509F 71 19.7 19.7 23.3
7} 151-2009F 136 37.7 37.7 60.9
2 2005 o] & 141 39.1 39.1 100.0
A 361 100.0 100.0
- F5 7 1.9 1.9 1.9
A} G A, Apwl 322 89.2 89.2 91.1
s A4 21 5.8 5.8 97.0
2 7| et 11 3.0 3.0 100.0
A 361 100.0 100.0




- = Frequency Percent V a 1 1 d|l Cumulative
Percent Percent
TS 166 46.0 46.0 46.0
= |FALEAR 3 0.8 0.8 46.8
A A
s [2EE 54 15.0 15.0 61.8
o T AR 1 0.3 0.3 62.0
N
T peEAL AR 84 23.3 23.3 85.3
AL
WG g 33 9.1 9.1 945
7] E} 20 55 55 100.0
37 361 100.0 100.0
A =&E 60 16.6 16.6 16.6
g | ERF 201 55.7 55.7 72.3
o | 2A g 71 19.7 19.7 92.0
L]
EERRECRY 22 6.1 6.1 98.1
7]
oty
e =g 7 9 9 1000
N )
37 361 100.0 100.0
A = 18 5.0 5.0 5.0
e 161 446 44.6 49.6
= |24 a¥grth 78 21.6 21.6 71.2
. Oz EuE 76 211 211 2.2
e Bk 28 7.8 78 100.0
37 361 100.0 100.0

ol st ML Ao Ao 1 |
A E Fetate] 71, FA7HA, F AMEAL F AR SR, AR TRAEE S 7)o
T, MEHEE ZAlete] wiAE AAPE B aAREESS Thotslr] s ol e WSS
S AAEA H AL

AR, SHEAEC] AMEsE HFEH7IES 386°l87F 119 (3.0%), 486°] 1119
(30.7%), 586°]7°] 2397 (66.3%) .2 o] A5 486, 5367]F HFHE
Abgsta e Aoz wotH

=4, S9AECl AMgEE HFHS TU7FAdE 50-100%F¢ o] 139 (3.6%),

101-150%F91 o] 719 (19.7%), 151-200%+d o] 1367 (37.7%), 200%+ o]de] 141
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(39.1%)= ®ol AA oA & 5 U= 7ol wE 7HA oz il 2009 o]
& 150-200%kd o] mlg o= F9iE Ao 2AE AT
AR, ABEHFEHS F AR BE7F 7H01.9%), FA - Avjrh 3224
(89.2%), A7 219 (5.8%), 71Ek7F 1178 (3.0%) o= W7 7Hg oA 5 AbgAtz=
AESHI 253 dAde] A
, ol#d HAFH F AMEEERE EA 2 8ol 16678 (46%), A1 - S
Algo] 31 (0.8%), 2=8&0] 549 (15.%), T4 - A5 H &) 1(0.3%), PCEA! -
ARG o] 84%(23.3%), w5-8o] 339 (9.1%), 7IEF7} 208 (55%) o2 thiEe

F Mg EERE BASYS PCEA - AR egom AGES sors
o

-

A

ofs
38

A

3

OAA, 45 (s 7k = A =] 60%816.6%), ta =&
o] 20178 (55.7%), 1A ZLHu7t 718(19.7%), E= o] <bge] 2274 (6.1%), A
3 =0 ¢hdol 7TH(19%)e® YFE ta dF(FH)Y TR E Yok
Bolvar skl

oAXNA, A ARt FHAFEHO I v Ao tia] A wkRo] 187
(6%), tha RE=Ro] 1617 (44.6%), LA THT7L 7838 (21.6%), th4 B0l 76'8
(21.1%), w-§- =rtsRe] 289 (78%) o2 W&o SHA= vha WS shal vt
AL vkobE i
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Aol = 7HE de AFEH = AFEE=AFS vl Cronbach® ¢k a)E

2
o]-§sto] EIZE WelA e Wigs 1he] Hut AddAed A A dadd &
Ha)2 H2E 8o 52442 242 FAH JeASE ol Ho 2HS
uxolth dutrog  AlFxo HEel Cronbach®d &d(a)zte] 0.600]%4Fo]H Al
b vk Be AA 5SS shue] HER FIste] #AE Fx U

) FARF(HELE)) AH=AF

<3 4-13> Reliability Analysis - 1

- B H 4=[Scale Mean|S ¢ a 1 e|Corrected|S qu ar e d|Alpha If
if Item Variance If [Item-TotallM ultipl elltem Deleted
Deleted Item Deleted |Correlation |Correlation
T A 5| FA1 8.4321 4.0239 0.3767 0.1659 0.3931
o =3k TH2 8.4017 5.0132 0.1786 0.0345 0.5516
23
Reliability coefficients 2 items
Alpha = 05231 Standardized item alpha = 0.5168
7 wEAEe] AvpMa P AnE: uzke] 052312 REFE
AP EE HolFEr)
2) EFYsHT(ENFPF)Y AIAEHF
<3t 4-14> Reliability Analysis - 2
T B H 4=[Scale Mean|S ¢ a 1 e|Corrected|S qu ar e d|Alpha If
if Item Variance If [Item-TotallM ultipl elltem Deleted
Deleted Item Deleted |Correlation |Correlation
53y F|EH] 8.9335 6.4789 0.7008 0.5875 0.7264
o  #3t =532 9.0055 6.6277 0.5953 0.3673 0.7790
)
Reliability coefficients 2 items
Alpha = 0.8102 Standardized item alpha = 0.8101

33) 5@ - Aolat, "SPSSWINS o] &3k A4, , 774 FAL 1998, P.209.



=
=

&d3k(a)gkel 0.8102%
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0.4992
0.6019
0.6325

kb (a)gke]l 0.62960. =

Correlation
0.2497
0.1347

0.4996

Item-TotalM ultip]l e|ltem Deleted
0.3489

Standardized item alpha

elCorrected|S q u a r e d|Alpha If

6.8372

Item Deleted |Correlation
7.4056

Variance If

Reliability coefficients 2 items

3t 4-15> Reliability Analysis - 3
Alpha = 0.6296

8.3435
9.0526

<

if Item
Deleted

1

H 4=[Scale Mean|S c a 1
2
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D ERAEF G539 FaaA

<3 4-16> correlations — 1
T = = W = ghaE) G Al el sk
= =9 5
& Wk = 3}HPearson Correlation |1.000 0.481" -.091
= Sig.(2-tailed) . 0.000 0.083
N 361 361 361
& F Aol |Pearson Correlation [0.481" 1.000 -212"
23 Sig.(2-tailed) 0.000 . 0.000
N 361 361 361
739 Pearson Correlation |-.091 -212" 1.000
IR Sig.(2-tailed) 0.083 0.000 .
N 361 361 361

. correlation is significant at the 0.01 level(2-tailed).

$gAe] Asst ngHel gnse BPATALGS] FuUALS st
A3k o () FBBAT BTk 5 Fe BIYFHE ofF te

2) ERYFI A53H9] FABA

<3 4-17> correlations - 2



T = B v = gHEl g A oL
B &= =4 a5
& vk = 3} Pearson Correlation |1.000 0.481" -.109"
5= Sig.(2-tailed) ) 0.000 0.038
N 361 361 361
3l & ¢ A ol |Pearson Correlation [0.481" 1.000 -.229™
23 Sig.(2-tailed) 0.000 0.000
N 361 361 361
A+ Pearson Correlation |-.109" -.229™ 1.000
rE Sig.(2-tailed) 0.038 0.000 )
N 361 361 361
x*_ correlation is significant at the 0.01 level(2-tailed).
*. correlation is significant at the 0.05 level(2-tailed).

SR 9@ HTASHT) EHY T AAAAE Hofst A} (R E
3l ()9 AIATAAE HAFUY F A257 EHYPFAE AdAo] e Ao
2 ekt
5. B E7Y V< FAES

<3t 4-18> Descriptive statistics
I W N Range Mean S t d .|Variance
Deviation

T71 361 4 2.88 0.99 0.977
T2 361 4 2.75 0.88 0.777
HE5- 1 uff 361 4 3.57 1.04 1.091
W2 361 4 3.42 1.17 1.367
EH3PF1 361 4 3.00 1.04 1.092
23352 361 4 3.07 1.12 1.247

=l 361 4 3.02 1.12 1.261
] = 3}2 361 4 3.73 1.18 1.388
bl 361
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1. THER
(1) AA
UE3 .- 0|23, A" Zapgol, , A=W, 1997

FA4, "SPSS/PC+ AW E 33 AT old, , sHA|A}, 1994,
o33, MARZANYE-A 54 H WAL 1998,

FHE, T EI aveAE | B8R A Y2 1990.

FFd, "pAYTE-ARYAE FHRE ) A, 1989

ol %, "wA" #e], | WPAL, 1997

o, TaARS Add=f 101, , AEAL, 1997

ol Al, TAu~ miAR | stEA} 1994

AEY 9, TauA P52, , AN 1994

%9 - Folaf, 'SPSSWINS o] 83 AEA | F7JAL, 1998.
Z87 9, THA vlolAR AR, |, A4, 1991
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ABSTRACT

A Actual Study of Result Variable to Consumer
Satisfaction

~About Home PC Product-

Chel-Su Lee

Department of Business Administration
Graduate School

Cheju National University

I. The Purpose of Study

1) To understand the result variable concept to consumer satisfaction/dissatisfa

ction.

2) To identify relationship between result variable and demographic variable.



3) To suggest some strategics for marketing practices.

II. The Results Variable are As Follows
1) Word-of-Mouth
After using the product, consumers tell other people how they like it.

And word-of-mouth comes from consumer satisfaction/dissatisfaction.

2) Repeat Purchase

Consumers have a tendency to favor the product and the brand which makes
them satisfied.

3) Complaint Behavior

Complaint behavior can’t be removed completely, but the frequency of
occurrence can be reduced.

Complaint behavior is the result variable that is being commonly studied.

4) Attitude Change

Consumer dissatisfaction is directly related to attitude change, and attitude

can be changed by product experience and information.

M. The Major Hypotheses are As Follows

H; : There can be significant relevance between demographic variable of the
consumer and satisfaction behavior.
H> : There can be significant relevance between demographic variable of the

consumer and dissatisfaction behavior.

IV. The Analytic Method

To verify the above hypothesis, four hundred consumers were selected and

asked to answer the questions in the questionnaire.



Three hundred and sixty-one questions were returned and four empirical
analyses.
The collected data were computed by Frequency, Descriptives, Crosstabs,

Correlation, Realiability Analysis and SPSS/WIN(Ver, 8.0).

V. Result, Marketing Preview

1) There was significant relevance between demographic variable of the
consumer and satisfaction behavior(word-of-mouth, repeat purchase).

2) There was significant relevance between demographic variable of the
consumer and dissatisfaction behavior(complaint behavior, attitude change).

3) According to the results of the study, computer price not appropriate, in

view of consumer use.

VI. The Limitations of Study are As Follows

1) Taking an accurate scientific' measurement of consumer satisfaction and
dissatisfaction was difficult, because the result variable of consumer satisfaction
was not developed enough to do research.

2) As the ’result variable” has not been thoroughly studied, and the product
(Home PC) is a highly involved one, the results of this study are limited.
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