M REBR KE B
8 2R

T’ T

2004 F 12 A



o] NS MERKE HEEM w2 RHET

2004 £ 12 A

ERT o EEFHRE HEBM

o
<t
o

Ao fE gt

FEZAR
ES =
% H

EMKRER KEBE

2004 &£ 12 H



A Study of the Causal Relationships of
Customer Loyalty and Complaining Behavior in

Internet Shopping Mall

Sook-Ja Lim

(Supervised by professor Jung-Suk Hyun)

A THESIS SUBMITTED IN PARTIAL FULFILLMENT OF
REQUIREMENT FOR THE DEGREE OF MASTER
MANAGEMENT INFORMATION SYSTEMS

DEPARTMENT OF MANAGEMENT INFORMATION SYSTEMS
GRADUATE SCHOOL
CHEJU NATIONAL UNIVERSITY

2004. 12.



A= =t

i~
Hr
=K

ﬁo

9] )

3]
W

A1

A1

jzel

Njo
o)
=
=
™
N

oy
ﬂﬂ
o
ofF
~

™

0

Nr

o
NI

A

il

~

™

FPIE O] AT O] tereenteiiie

jaxe)

Ty

0

il
o
&I
]

)

T
Ho

faxe}

B

Ty
o

~

=

16
23
24
26

jaxe)

12)

jaxe)

&)

A 3

28
28
28
30
32

Fo w7}

A1 A A7

A3 %

6]

A %

~
_ZF
=

=

NIr
o
~

=

~
_ZTU
=

=

03
e

2

Ty

34
36

jaxe)

)
Ty
=

=

M

nzel
Ao
=~

™

A 2

37

o

37

Xég]

8|

X
NI

>

o z

-
)

X

A1



37
38
38
39
40
41
42
42
42
44
45
o0
o0
52
53
o6
o6
58
58
58
58
59
59
63
67
76

Ot BRI I T A S R S T

TR (U TR - A A
- T o S B A A

K [ AN g L N T -
: ® T Moo g PP TR o o o Mo Mo
T N e O O I S
o o o} T ox@ o) 4 Mo o mr R e
Mo ol ) T K W KO o T %o oY
ﬂﬁaﬂe A@_Eﬂﬂﬂezﬁﬁdﬂ

MM
=<

NN

H M

B i

B/ J.u

<t ~0 0 X
al] b

=  ©

A3 A 7
S AT
2. 714 19
3. 7HA 29
4. 7} 39
5. 7t 49

= = %o



83%9/] xqu

3

3

H
=

2-1>

<3

B

~,
___OO

N

ﬁo

19
91

Hr
;OO

rvze]

N

ﬁo

22
37

38
39
-39

71 ¢l

AeE 243

7

Mr
.60
al7]
0
o
oF

—_
o

ruzel
N
il

40
e 40

Hr
ﬂmo

aig

=
oF

—_
o

KO

A
oj

faxe}

&)

43

44

%‘311}‘1 Zﬂ%‘ ?-(Qfgl _/':

1)

o

5-2> SIEYl &

YA
It

<
<
<
<
<
<
<

45
45

=

5-3> AF 7Y &3

A
ar

5-4> AUl ARG A

YA
It

46

5-5> OTE| Ul A8 7] 7F corerermrenimeniieii

kA
ar

46

5-7> <1g Yl

YA
3t

47

T o]E A

=

A
ar

47

F/ A2 Y

5-8> 1zt A3

YA
it

49

ol
52

o5

gel %

5-12> T4 70

YA
it

<
<
<
<

o6

A
o

5-13> A7 9l

5-14> A+ 1
5-15> A+7}

A
ar

of

#4
9

[S]

YA
it

59

yS|
=

A
ar



Iy A

17
18

- 22
.97
- 36
48

= D R TR RNy
T

il

P&

3

Dz

<% 2-1> Day and Landon®] &

<19 2-2> Daye 1174 &

<71¥ 2-3> Singh$]

o
il

5 o]

gl

sl

%

l

<Y 2-4> m=e] FAY

60

_iv_



ABSTRACT

A Study of the Causal Relationships of Customer Loyalty
and Complaining Behavior in Internet Shopping Mall

Sook-Ja Lim

Department of Management Information Systems
The Graduate School of Cheju National University
Supervised by professor Jung-Suk Hyun

According to many scholars recently carrying on research works as to
customer’s reactions on marketing strategy, customer loyalty is the more
important and the effect of Complaining behavior is the more pervasive in the
case of on-line market than off-line market. Very few research works,
however, have been carried on about the verification of the antecedent
variables of customer’'s loyalty and Complaining behavior, and the causal
relationships of these factors. This thesis is aimed at model-building and its
verification on the subject of customers’ loyalty and Complaining behaviors.

At first, questionaire method was used on the subject of customers’
satisfaction, trust, Complaining settlement, customer loyalty, and their
Complaining behaviors, and then data from this questionaire proceeding were
verified by using LISREL. Consequently, it was proved that customer loyalty
1s significantly influenced by such factors as customers’ satisfaction, trust, and
Complaining settlement in internet shopping mall. Customers’ satisfaction and

trust were proved to affect customer loyalty positively, and low expectance of



Complaining settlement to affect customer loyalty negatively. It was also
proved that high customer loyalty affects private Complaining behavior
positively, but it affects public Complaining behavior negatively.

Such results are supposed to signify the following. First, customer’s
loyalty and Complaining behavior are not one-dimensional, higher customer
loyalty leads to increased private Complaining behavior, but to decreased public
Complaining behavior, which means that public Complaining behavior of
dissatisfied customer can be readily prevented by confining marketing
communication on customer dissatisfactions within business channels, and that
strategic treatment of dividing private and public Complaining behaviors is
needed.

Second, higher customer’s satisfaction and trust lead to higher customer
loyalty, and lower expectance of Complaining settlement leads to lower
customer loyalty. Consequently, the policy of promoting the expectance of
Complaining settlement is able to promote customer loyalty and to prevent
public Complaining behavior, which is the reason that service guarantee such
as refundment or goods-returning must be introduced.

Third, private Complaining behavior comes from higher customer’s
satisfaction and trust as well as higher expectance of Complaining settlement,
whereas public Complaining behavior comes from lower customer’s satisfaction

and trust as well as lower expectance of Complaining settlement.

_vi_
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T4 o in:j} xl1 x2 x3 yl y2 vy3 :ig j?;i }j;;
AT (x1) 435 110 1.0 b5 83 .83
AL = (x2) 419 103 46 1.0 36 .68 .69
=328 (x3) 410 125 24-24 1.0 42 67 68
ZA % (yl) 447 123 57 43 -33 1.0 66 &4 .85
A EHAF(y2) 49 127 15 18 08 .12 1.0 A8 77 78
THEHYF(y3) 353 151 13 01 .17 -13 .18 1.0 .78 .83 87

AFEZPe st HAge AFAAE AHRWH x? = 34753, df=161, p = .00,
GFI = 90, NFI = .86, CFI = 92, IFI = 92, RMR = 0622 YElytth

Z480(1996) EE2717F 20001749 49 Goodness of Fit Index(GFD)7} .90
ojdold Ry ‘F wAZF P & vk &dvk. =3 NFI(Normed Fit
Index), CFI(Comparative Fit Index) 2 IFI(Incremental Fit Index)”} .80 ©]/2
2 yeua glon g ARG Ades wolsod F v ZeE dvdn

<E 514> ATEEY 244

7 A R(elA) dr(er) A=W ARAF o =
HI Y= - FAE Y11 .60 6.17 p<.001
H2 A2 - FAE Y12 27 238 p<.05
H3 &34z - FAE Y13 -.24 -285 p<.01
H4 A= — A EH Y F B 13 306 p<.01
H5 A= - THEHYE Bs1 =17 -252 p<.05

x? (161)= 347.53, p = .00, GFI = .90, NFI = .86, CFI = .92,
IFT = .92, RMR = .06.
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