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Abstract

A Study on How Consumer's Satisfaction with
Online Brand Communities Influences Brand

Relationship Quality and Loyalty

Qiang Zhang
Department of Business Administration

Adviser Jung—hee Kim

The necessity of the study on the online community comes to the fore
again, actively executing the related study. However, the range of study is
limited to such factors as the identification of the current state of the online
communities, the study on the characteristics and functions of the online
communities, the study on the effects of the online communities, the study on
the specification of the factors for success, and the study on the level of

satisfaction and loyalty for the online brand communities (Evans et al, 2001).
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As a result, such factors as the application of the marketing activities in

terms of the positive aspect of the online communities and the establishment

of the theory for the consumers’ purchasing actions are limited. Also, since

the consumers’ actions in the online communities and the real purchasing

actions are separately studied, the specification of the cause—and-effect

relationship leading to the establishment or the relationship between the

corporation and the consumers or the product and the consumers or the

brand loyalty is limited. As a result, in this study, the factors that determine

the level of satisfaction for the online brand communities are specified. Also,

the influence on the related quality or the brand loyalty is specified. Through

the specification of the cause—and-effect relationship among such factors, the

method of directly connecting the positive aspects of the online brand

communities to the consumers’ purchasing actions of the brand is considered.

Such a result is not just finished with the activation of the online brand

communities, but connected to the real consumers’ purchasing actions, in

order to support the process of maximizing the marketing effect.

This study executes an empirical analysis through questionnaires. For such

— viil —



a purpose, the questionnaires were developed through a preliminary

investigation. The data has been collected through the convenience sampling

method by mainly targeting university students for the questionnaires. 250

copies of questionnaires were directly distributed between March 2nd and

April 5th, 2010. Among the collected questionnaires, the untruthful ones were

excluded. As a result, 200 copies of effective questionnaires were used for the

analysis. This study analyzed the collected data by using SPSS 15.0 For

Windows, which is a socio-scientific statistical program, and AMOS 7.0,

which is a structural equation modelling program.

The main results of this study can be summarized as follows.

Firstly, it has been found that such main factors for the establishment of

the online brand communities as the information-supplying feature, the

reputation and the convenience of wusage have a significant positive (+)

influence on the level of satisfaction for the online brand communities. In

particular, it has been found that the reputation of the online brand

communities among such factors mentioned before has the greatest influence

on the level of satisfaction among the members of the communities, while the

_iX_



next significant factors are the convenience of wusage and the
information—supplying feature in order.

Secondly, it has been found that the level of satisfaction for the online
brand communities has a positive (+) influence on the brand credibility and
satisfaction. In particular, the level of satisfaction for the online brand
communities has a greater influence on the brand credibility.

Thirdly, the level of satisfaction for the online brand communities has a
positive influence not only on the brand satisfaction, but also on the brand
loyalty. However, it has been found that the positive (+) influence of the
brand credibility on the brand loyalty is low. In particular, it has been found
that the influence of the brand satisfaction on the brand loyalty is the
greatest.

The limits and the future study methods can be summarized as follows.

Firstly, the method of collecting data is considered. Since the data is
collected by mainly focusing on the ordinary university students who use the
Internet and the e-commerce to purchase products, there is a possibility of

not reflecting all groups properly. As a result, it is necessary to investigate

@ jeju



various consumer groups for the generalization of the study.

Secondly, other than such factors as the information—-supplying feature, the
reputation and the convenience of usage which determine the level of
satisfaction for the online brand communities as independent variables, it
seems that there are many other factors that could influence the level of
satisfaction for the online brand communities. Therefore, it i1s possible that
the study could have a limit of not reflecting the extensive characteristics of
the online brand communities. Therefore, it is necessary to study such
variables as interactivity and images. Also, it is necessary to develop various
tools that can be used to measure the level of satisfaction, the related quality

and the brand loyalty of the online brand communities.
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Sassers(1995)e] <ol A el npe} Zo] ZATE 3 7)o Algh A¥E %

Muj o] ek ofF Hi= ofAg o) A e Aefstal lvh B3 o]H I A

o,

< AAER stm ATzt AA 1 Z1]ie] AlE, AnlaE sk Ha

Bhelol A FHsHe PASES 2 A4S AR o FBon veh

A Atk gebe Be AFAEL FAEE AW W, @94 AeddA B of

Yz g=d 2s Fr1ek ol xddl AoE A<ksta Quf(Dick and Basu

1994; Jones and Sassers, 1995; Oliver 1997; Dekimpe et al.,, 1997).
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o] tH(Oliver, 1993).

B
o
M

ml

ezl Mu|2E Algrra o

e AwE

7 E

3|

A&
L

L. =
= T

0]
H

15 ARUE 7

I

ol 71

=
=

Aol }.

]

=

i

St}

o (Anderson & Narur, 1991; Anderson &
(&)

T;‘l_l,
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ste el 73594 dEs 31X e AolghE W (Jap & Weitz, 1995),

tjule] WMo A iste] g41& 7Hd o YERE T (Morgan & Hunt, 1994).
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e =gstar,

=kl Ba= AFYE WAES Mishra et al, (1993)8] Aol AH&4 7Md&

=
0%
U
roi
=
o
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o
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JT@de olgste 7TH YAE AEAH: A a8 &

(3) €9 BA= AFYUE ol gHAA

eehel BAE ARUY o gAY e 1A ARUEL AFehe Ax

jaii)
=2
=

3 oglde) Hrlz Aestal, £ Aelas Al Ay, AR, T4, A

94, 44 5o 4% o2 @005 BTN AT 74 Ex Flal
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4n-Fde ol&ste] 7T HAE HEAR: de a8A fu, 7H: v AR

2) eatel mAE AR WEE
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=AYy ¥R Oliver(1993), A AI4(1999) 774 47(2002), A

o] & 5=&e olgdte, 78 dUAE A3 ds 28X «d, 73 vy 2
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2002). - AFolAE AAEFAES o] AEFe Ageclow HE A

(Ganesan, 1994; Morgan & Hunt, 1994; Tax, Brwon & Chandrashekaran, 1998;

FAE, 2000014 7S] AFATES THOE HIAE UFES} BA= A

T2 o Ay az s

evaluation)®} #A(emotion)ol] ZHS F7|HYE 7|9 EE A (&,

U

2002) e Fa dew, BdE FAEE FA7ES aAE TE Fee

=g
=

B

olm=

b

gpol whE of# We] Ale]E HhE H o] el AT HAE wHFHio] i

AnkAl Hrt= A o) ghry,
Ha= wEro ZAHFPLO Morgan & Hunt(1994), Ramsey & Sohi(1997),

Ruyter & Wetzels(2000), Sirdeshmukh, Singh & Sabol(2002), Szymansky &
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=

AL

H

=
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3} oL,

KeN
=

L4 (EFA; Exploratory factor analysis)

20 A
-1

-2 (Reliability) ¥ &

Confirmatory

LIE4(CFA;
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5
%7

NHow A

=
=

&k

KeN
=

factor analysis)

T E-2FE 2 (Averaged Variance Extracted)

3

1=1 Iy
Sz

(Internal Composite Reliability)

AR}k

KeN
=

QA F 8 AR

shoiut.

KeN
=

(SEM,; Structural equation modeling)

ol wE

o] -§- 3 o

1 TAS(t-test) T LU FE(ANOVA; Analysis
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=
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<E IM-1> Ao +4

5 He 3 e Al
7 YAE 21 (2004
AuATH | 11~14 | 4 » 2w (2004)
2= o] - 7F(2002)
A mi~13 3 ” Mishra et al.,(1993)
olg¢¥lgl4 | Mi~4 4 " olFH ¢(2005)
g Haxe Oliver(1993)
AR E V1~IV5 5 y 24 7(2002)
e A 2 +-(2004)
B wEE V1~V5H 5 " zymansky
Fa A5 &Hise(2000)
- HA = AF T ~ ” .
(BA ) | TEE AHE) VIISVE |5 Yin(2002)
AL .
2 HAT EAL| VII~VIS 5 " A ¥ F=(2005)
B
AFF A A H] &
VII1 ~ VII2 2
EY 5 45
b5 AHY VI3~ VII4 HE
SN SERE id2 i /e
2=
AF U E VIS ~ VII6 2 ”
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Iv. A% a4+

B9 to] AEE Ao o]4® mHEe guky EAL <F IV-1>9 ved b}

AREE W 21-254 mwke] WA 565%E BWe HIFS A v, 204

Ol

F3l 9lth Az o Ao

(ld

77 74

o] 3l 30% 123l 254 o] AL 13.5%

525%2 WAMTE b Wk, AUl AREVIZFeE BH, 5 oge] A

(9
t

96%= diF= AA|EH, 1B Ul o] &A%F HE, AAH G 1-3A7F ko]

Sl a2 ) 1-33]7F 605% =
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i
i

55% % 7Hd Bk =3 Hdl= ARYE W
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<E IV-1> %29 54
AT
2B A A
GulAl <A
204 o] 8} 25(25%) 35(35%) 60(30%)
y 254 ] gk 67(67%) 46(46%) 113(56.5%)
(e
1l O
254 o] 4 8(8%) 19(19%) 27(13.5%)
=34 56(56%) 39(39%) 95(47.5%)
Sk
o] A4 44(44%) 61(61%) 105(52.5%)
5yl uk 3(3%) 5(5%) 8(4%)
JIHY A1-8-7|7k
5 o]/t 97(97%) 95(95%) 192(96%)
1A]7Hm| =t 35(35%) 19(19%) 54(27%)
o5 ¢ 1-3A]7tm] Rt 56(56%) 54(54%) 110(55%)
QAE Ul o] 8-A| 7H
3A| 7o) A 9(9%) 27(27%) 36(18%)
1-33) 65(65%) 56(56%) 121(60.5%)
Bz AHUE 4—63] 21(21%) 25(25%) 46(23%)
W3l
73] o] A} 14(14%) 19(19%) 33(16.5%)
10%wm] gk 21(21%) 19(19%) 40(20%)
105 —3081] 4t 38(38%) 32(32%) 70(35%)
HHE AFYE | 3051 47109 28(28%) 26(26%) 54(27%)
AF-8-A7F
1A ZFol 13(13%) 23(23%) 36(18%)
A A 100(100%) | 100(100%) 200(100%)
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=
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W=

A

1.6500] 31, 27.50%6¢] &+
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Q1A A =F
TR | qod QAT B o
1 2 3
v3 o] BAE AHFUEE Al2H
0.903] 0.187 | 0.103 | 0.860
o]lg | F7F A kAot
_ 0.827
Aed [v2 o] BAE ARFUEE FHT
i 0.884 | 0.190| 0.176 | 0.848
ol & =o A st
il o] BE¥=E ARFUEHE AF/
Al ARE AJgsta AAISH 0.148 | 0.891 | 0.140 | 0.836
A A AT
— 0.788
AFA |ii2 o] Ba= AFYE:= A Z/
=g Auj2=eb e FUEAQ AR 0.228] 0.864 | 0.135 | 0.816
2= = A3t}
ivd o] HIE=EE 3 HAS
Hel= 0.139| 0.078 | 0.858 | 0.762
7HA BEg s stk
AFYE 0.666
ivl o] BHAdlEE & FHorE A
oA 0.113] 0.181 ] 0.835 | 0.742
=33 9l
I3k 1.701 | 1.650 | 1.513 - -
B2 %; =541 28.36| 27.50 | 25.21 (81.07)
KMO=0.683,
KMO¢} Bartlette] A4
x?=373(d.f.=15,p=0.000)
22l | vi2 Y o] BA= ARFUYEA
: 0.956| - - 0.914
BAE | AFsls A2 w3t
RN 0.904
vil U+ o] BIl= ARYEI} vf
H O 0.956 | - - 0914
13 | gee | w0 S0
Ekl
LAk 1.828| - - - -
B
F52H%) 91.38| - - (91.376)

KMO#$} Bartlette] AA

KMO=0.5, 2=228(d.f.=1,
p=0.000)
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vii3 o] BAHEE o] &3l AL <l
0.864 | 0.248 - 0.808
73t
B |viil o] A== 98 vkl 0.846| 0.308 - 0.810
0.906
MEE | yii2 o] Halzo] AWE AAF 1
i 0.836 | 0.337 - 0.813
A& sk kel
viid o] B E=E x9S Sir)| 0.833 ) 0.150 - 0.716
viii3 U= o] BHARHE d&
i 0.266 | 0.897 - 0.876
22} ARl Tt
TEW | BAE il UE o] BAET} ulge =
N 0.21810.872 - 0.807 | 0.904
T =N A=
viii2 U= o] BT oA AEdE=
0.293 | 0.865 - 0.833
Aqu| 2o ghEsie
I8k 3.059 | 2.606 - - -
B %; A 43.70| 37.22 - (80.92)
KMO=0.866,
KMO$%} Bartlette] A4
x2=999(d.f.=21,p=0.000)
ix5 Uiz A&EHO=E o] Alo]EJ]
0.939| - - 0.882
A Frujskar Aot
ix2 Y& Hoa Rl A44SR
v | 0.919| - - 0.844
] )\1 T::’.L‘TL]— Z]‘E_% _To’_%zﬂ— ;—101\’4— 0.915
FAE
3k ix3 W FARSE Afo] EZE AJ7|T
T&EW & o] AlO]EE A& o83 A 0.915| - - 10.838
% o|t}.
4k 2.564 - - - -
B2 %; FEAD) 85.46 | - - (85.464)

KMOS} Bartlette] HA

KMO=0.751, x?=421(d.f.=3,

p=0.000)
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