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Muls Ao F-A4HQ FFES 7= ddE A, ofyH e 7 =4

o

of "eir = dAd AaE AAeA et vk FAe At
A7 oHd A dFE wEer Mula Au gstelA #AE ol

Mujs Asfe] Az ajo] Mula Al Azl el A4es A

=
H

= 3t (Wenu, Beatty, and Jones, 2004; Hess, 2008). A H] 2~ 25 o] 4l zFA] o]
EOoW ES&E, A EHst Aol FrkE A, MYl JERAHAGNAE 3] 5

HAN Mo wEEs AR AY, Wwolsole il oA Fod= Aol EokAA A
t}(Dunning, Pecotich, and O'Cass, 2004; Weun, Beatty, and Jones, 2004). A H]
2 Ao 2 FE&99d wet g2A dYehved, ek A s ddaE

_13_



g

= 3] Aad Aold e FEYE S A7E Awd] o274 us
Sl tebd 4 gleh(Kelly and

A AH 2 Asle] Az e ) = Ao
Fasn @ 4 Qoul(Kim YH, 2005), A4 azje] 7losh A2

Ael A Apolol ofsiA BT = A= ot Y, 2003). =, AL AH=

ro
)
ot
rlo
o
oot
2
o]
ko
o]
2
o,
£
o,
£

O
ol
-

S
&

by

>
i)
rr

Auo] w2 Anzte] Atz Jrhs Al A o deEiivga & F
21 2 (McCollough, Berry and Yadav, 2000; -2, 2005), Au]2 Auje] Azt
dL o] olgEatet FEdR 2 ol F AU AAT F Y= FF

AAE Adetes Ve ow B £ de Aovi(H A, 2010).

Weun, Beatty, and Jones(2004)= Bell and Ridege(1992), Limbrick(1993);
McCollough, Berry and Yadav(2000), Smith and Bolton(1999), Zeithaml, Berry,
and Parasuraman(1993)2] A ALl S A A|sHHA, A ztg Auj~ Aufe] 4z}
e Aulz sBa BuE drdlA Fo wsz Q4ne frhn T

i 2

oo AmA - EEA(2012)2 AAEA Y Mujs Aol A4S e FA A

D #AEEe] Aol 5 7|EAT

= HEL 7 ANES WA AY

ol

Keller(2007)= M=z 14S 3

FAskE WS ET Bl iy Ava skl AAR B Ve Al 1
Mg As7] 91 Aol s A= TRl Bloful, azste] AAlA, 7,



il

Al 7Sz}t

‘TA wE A (relationship

GA v

s

—
fite)

e
oy
il
[mt

el
M-

T

s

a9l Aolth(Keller, 2007). oA # 1173}

W&

v A B

A
t}. Morgan and Hunt(1994)

A

Y

)

—
fite)

-

1

T

0]
pal

marketing)’©] 2}

=
Y

el

ek

st =

TR EREE

4%

=
=

sEolal, o

=
=

3

A

"%

o] a1

Jari
fite)

T

] o
=

=

Him

=
Y

a3l et
Aol A

o

el
A

[©)

R EEE

il

to
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<E I1-3> TAuARE Foke] Fo /g 2 A3+

AT oY F 9 W (Key Construct) e A
o A Amae] o Anderson(1998); . .
= et aH 2 mE Anderson and Sullivan(1993);
= s Fornell(1992); Hallowell(1996)
Boulding, Kalra, and
L Bl Azt A~ FA Staelin(1993); Zeithaml, Berry, and
Parasuraman(1996)
Aqu) 2 A zmRpehe] 2k of A Bendapudi and Berry(1997);
21 =] Moorman, Zaltman, and
Eate] P N
Howard(1999)
} Prichard, Havitz, and
=9 o St AH =9 ' ’
H Al Hish SR = vard(1999)
Kalafatis and Miller(1997);
29-4g o2 | AH|A 29, Az
o I el 17 =4, ] Morgan and Hunt(1994)
Au) 2~ F4 wE T )
AqH] 2= o] 2HE Z2qe wWE Heskett et al.(1994);
A = Loveman(1998)
m | AZEE AN AR
7HA - i;] 2 Aol Ara Blackwell et al.(1999)
A x d7e AAA 2x g/[rutchﬁelg(1539}513;.;1\1/[(;)@32(2000);
. AelH o AbEH organ, Crutchfield, an
(relation contents) | A+ A Lacey(2000)
Crosby, Eavans, and
TAE A T AlE =Y T Cowles(1990); Henning-Thurau
and Klee(1997); Smith(1998)
] 844 g ArEA de Gyvinner, Gremler, and
#AA &9 =9 —z.—q];;u ’ | Bitner(1998), Reynolds and
Toe Beatty (1990)
Z}& : Thorsten Henning-Thurau, Kevin P. Gwinner, and Dwayne D. Gremler(2000),

"Understanding Relationship Marketing Outcomes,” Journal of Service Research, 4(3),

p.233.

of

g9k e WANAY AFelA ALAA AP T ED (relationship
quality)' o] TH(Z1} - T, 2010). ‘BAEQ 0@ BARA R A ALY Fe)

subza, wAel el He e Fee £ F sz, v 45z

ol
fol
X



L2 vhFoxaL

BAFAN g A A7 AHEL BAFAS AT Anjz=e] ARERA
aAIte] Fzargel T8 4Te sta dvka AAsta v Levitt(1981)+=
WAFAl A EBe ANAE SUATe T34 HARA =oHe] i,
ARk Fj AR oS Ve Feag s wAAIGa &t Croshy, Evans

and Cowles(1990)+= A E2AS Au)|~ AFAE Ese] v~ ZFd 9

3}, uole W 5 gk o] do]l lth(Dayal, 1999; Reichheld, Frederick and
Schefer, Phil, 2000). ®WFHol 3179 iFo| A= 7|Hae] A7|40 BAE S35l
ArE A AE A, A, Ese] ddYs AdS 5 A (& wEE], 2003).

AGAA Fue BAFATL BAY A7 AGHoi gt ole T wAF A
B AAATAA F2F e e AYATES BAEEL 2 A9 o
ol Y FAAGOR o Fol7 thAAY Ao Felstu drke Reln

Odekerken-Schroder, and Iacobucci, 2001),

Crosby(1990)= #AEAY FA4_ARE W3 AFE Dorsch, Swanson, and
Kelly(1998)= #7 F4d2 A5, v =59, 71359, aA4AFY, &21924 &
o stejAtd o R FAE v st 2HT - U (2008)> HAFAES
A 718) 7kl A& Al BARAE gske] Bad B4 FAolr, 4
o} Egloz FAE sldoleta FEs unt(1994)= L7243}
o 47149 #AE THS] AT FAWFEEA, A= ARG F48

Al 2 A JhkE 9ol Wulf, Odekerken—Schroder, and Iacobucci(2001)+=

oL
i)

=
o
o

organ arn

o
ro
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Mder AR oz Bl

<E II-4> #A F29 A4

AT

¢

AEFE Hd3

AT

Crosby, Evans and Cowles(1990)

2
=

A E A H A

Wrary, Palmer and Bejon(1994)

BN | I

2
=

- O

j=RNc HH]—/:

2
od M| b ||
=

Bejou et al(1996) = w8 AlH 2~
. AF, ) A E9 =

Henning - Thurau(2000) 2 ’X_q' %‘,ﬁ ’ 2 2 A F

De Wulf et al.(2001) AE, T 29 AE 7 T E

Kim and Cha(2002) AEREE RS

De Wulf et al.(2003) AE, T 59

Lin and Ding(2005) A, T JAEH U A& =

Wong et al.(2007) AF HE B w8 A 24

Moliner et al.(2007) AE, T 29 of 3 A H] 2

Macintosh(2007) A, T =9 of 3 A H] 2

Beatson et al. (2008) W= of 8 A H] 2

Meng and Elliot(2008) A, T of g A ] &

De Canniere et al.(2009) AE, T 29

Qin et al.(2009) A, T = e &

Lang and Colgate(2003) ;:1:? L E AN AR, o3 ALY
BEY A I g,

Roberts et al(2003) HEY A A g AF, Az A H A
dFA =9, UnE, d¥H #2F

Keating et al.(2003) AF == 7EA], old, oAAT | ekl Al H] &

Bennet and Barkensjo(2005) | A&, <82 &< AH]A 39 AHl 2

Ndubisi(2007) AEF, =Y, A, AT | 28 AHY

=1

Retail Environment,” Marketing Service Quality, 120(3), 213-235.
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BAFA g o] AFelAe &3] 7HA W F) AlE, v 59

A HCrosby, Evans and Cowles, 1990; Dorsch, Swanson, and Kelly, 1998;
Smith, 1998). A= 7kA 2] #AF A et APATE Aeaf i, <E M-4>9F
ZtH(Vesel and Zabkar, 2010).

BT E BAFAL olsh 7
¥ Aor Wi AystuA gt

ARgdtel met w5 2ges A4

rlo

i

HAFAA B 7S AFES dEE #AFEY] Fo FHLAE MM
, Y T8 Hi AFEo]l FdHo ktH(Crosby,
Evans and Cowles, 1990; Smith, 1998, Wulf. Odekerken-Schroder, and
lacobucci, 2001). #AFAS o|F= FANEE Y JFES fHst= AT+%
te] aE o] gk, vbSo] A FAAQ FEFE WA A A
(Garbarino and Johnson, 1999; Morgan and Hunt, 1994; 3o} - 3421 2005;
A& fr, 2008), whEol EQlel 93-S "X+ A+ (Bettencourt, 1997, Bowen,
Gilliland, and Folger. 1999; Tax, Brown, and Chandrashekaran, 1998)&¢] 12|
g ATEl £33 ols dATES WS WAFES FAS e vE okl i
SHe HAE AYdlF= dyEelth B S A E]], 1A EE 92
mjo]=o A HA dFHRAV de AR AGEH A (Patterson, Johnson, and

H ez aAddy B

[0p!
g

@

S

Q

—
©
o)
-
-
rlr
oy
fol
.t
oo
1o,
o,
jaii)
=2
r
Y
ot
UM

™ (Crosby, Evans and Cowles, 1990), A& %2 #AAE A EHA7]7] 93 #A

FAlo A mj¢- F 23 2 A(Liljander and Strandvik, 1995)2} & <= 2l

mE ARRopl A wEe el wAEEE Fo ZHst Ha vk
T RO E WHE AuAt Muag AEE Fo AFE A5 9T 9
dagloz tpgojAa gl ol mATWHe] HolAw, J]E mAe] FAE}



K

el

szol mee] A

7] & o] th(Reichheld and Sasser, 1990).

A whe} o)

= 3}
=

1]

9]

=2l i el o

Gn

1o 1o gkt}(Bandall-Lyon and

1l
ok

Powers, 2004). Anderson and Narus(1984)%= WSS At ate] SEU A 9

el

bR o,

3|
pud

$43 41

=

24 BAdAon A7h

A o] Abe] 2 (Anderson

te Eolut ARl el o

S

o}
N
Ao

o]

M

T

;OL

and Narus, 1984), A&u]=}7} Fuj

7

AEE w3 H(Oliver, 1997). Anderson, Fornell, and Lehman(1994)& =& 11

]

9]

X

Harh e A8

dl, 7Ithel wls

she

ul
=

tH(Oliver, 1980).

ol e} @
W o

=)
=

il

Sk Zokell A

olg &t

= o
— T =2

T(1998) =

#

F o] Aol A

3|
pud

Ho=Z

ks

]

o

shol A] =

= Y&

=
==

ks

= (1994) =

!

o

ulE] 7]

L “
1

, HFR1E](2000)

QF<3 ¥ (2000)

bl o,

)

773; ']7';(6]

s
RS

el

] o] & (confirmation—

)% o)

- 1
-

d], Oliver(1980)

gt

disconfirmation) 2. &

A

o
)

—_
fite)

el
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ol

Aevtd= s Abd ZIh ok

)

B

—

T A e sk

o
=

olu} Aulze] A

kv
™

Foll Shot A, A3

o] ool AAF o Fo v

el

_ZTI

2001; o]+ A,

and Rigdon,

21 tH(Mathwick, Malhotra,

o] 2] a1

b
s

=13
=

3l =

A

’

AT Aol HCroshy,

o

o A ze] o

ol

of &k Al

il

e

=
L]

|

1997).

i

Evans, and Cowles, 1990).

o

]

a2 v el
¥ 3 dth(Morgan and Hunt, 1994). &% ¢]

A A FAA BFA 7HA]

HA A

vzl

—_

0

i

-

i

et

/2)1—

S5 O
zo

9] ZX(Moorman, Zaltman, and Deshpande, 1992),

A8k =

[e)
IT

e A

153

bt

)

(Morgan and Hunt 1994) 522 2z A5 vio} A7 vg<d

Adr

=
Y

el

}71%= 3tth(Anderson and Weitz, 1992). 712 A <

Qo5
A

™

I

o AIRE

9]

ol
(Monczka, 1998). Auv| 27} dAuf 2 RE] 24419 713

=
=

Als war glar, At

=
=

Z287 4AAG T A7}

=
=

7} =7

ItH(Berry and Parasuraman,

5
pud

a2}

o)
g 29% £

g ol et Az e

e HH
EIg

1991).
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o

)

=
oY

g ol 7]

Al

thFo) x| a2 JdtH(Moorman, Zaltman, and Deshpande, 1992). 53], 1] #|

il

e

B!

shel A 7wl o

7], 2011), Oliver

/2)1—

and Wayne(1983)= 54

= A

1t} Garbarino and Johnson(1999)

)

#}

=13
=

| = [e) [e}
Uit s 1

A

)

=3

&kt

=

2

FS 1

;OO

jgase)

O

of wle} vl

[e)

8] 2~

-
1

3l#  Gregoire and Fisher(2008)

R

53

=
oY
o)

<

;OL
=

} 94t} (Gregoire and Fisher, 2006). =,

o3

(desire)oll = <

—
fite)

A AT B wps} gol, BYL

el
700

Al

bl ot

)

7}k 2}

2

D

=
=

vze)

o
]
Nr

B

71E=AT

)
=

1) A e
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A& 8 (relational benefits) 252 dst= g 7] x3ke] A2 A
ES FufdittE A olth(Reynolds and Beatty, 1999). =, AH|AES A A1 2~
o] WHEMuk oyl FrFACl 8-S W] sttt Aol tH(Gwinner, Gremler,
and Binter, 1998). o] A< 719 oA Host A% ATt Beatty, Morris,
Coleman, Reynolds, and Lee(1996), Gwinner, Gremler, and Binter(1998)+= ¥7
oS VA ufge BAE AEHHOZ {FA87] A& 7Idel mAdA A

o] A AMH|~(core service)d TE AL, 7IHHY #AA AAY FE Ao #
A AA ol 2=3o] A= FHY dES A S 9 (relationship benefits) o] 2F ghch
(Gutek, Bhappu, Liao—-Troth, and Cherry, 1999; Gwinner, Gremler, and Binter
1998; Reynolds and Beatty 1999). <, #Als| 8-> a4 50] AMH|2~ AFxet %
717v BAS FASEA A7 AxE A ddgolegt & 4= 9t} Gwinner,
Gremler, and Binter(1998)%= A& 8-S A A Ql Av]x Adx} o] o] a7 7A
of whet o] AA H= S Foletar Fostar ATk

Gwinner, Gremler, and Binter(1998)¢] <A--ollAl= #ASHe] Fod3 &Y

s Sol 9IS v gk HF v}k Reynold and Beaty(1999)= #H7]3] €
= 714 " As A slgom Astar A del g v, e
okol Al st ATE &g wp Sk
Patterson and Smith(2001)= Bl=r3} wl=o] &3}4 zold tigh HF A&
F38le] AAE o] Wy Afujo o] FETFS m AT AFA S E9lE )
Foe TE AUEY, WS PN P LF000e FUAN A A

Ao] Aztet pAAN] FAA L A4S

of\
e
o
i)
N
e
3
)
r
O{N'
O_u
ki

al 7z, =

gnlgel Ang AR ATHE vAe dFe BAF A, wAe) A7a)
L opAEEe] 2e5E nAe sue Auzd da wEen FHAA HE
s Ztov], B Y ojgow Asah u WAL A ANFE Ao g

_23_



2) #AE ] 74

AA e HIES  Barnes(1994)e] 93] AHEASW, Bendapudi and
Berry(1997), Berry(1995), Gwinner, Gremler, and Binter(1998)l] ¢]3}o] wh &
At o5 AFAES A Y A4 s ¥ (confidence benefits), AH2]4 3]
® (social benefits), S t-$ & ¥ (special treatment benefits) A 7}A FH o=
TESt Al <3 [I-5>F% Barnes(1984)2] <+4t¢} Gwinner, Gremler, and
Bintner(1998)¢] 45 thx A o= gk slolt

_24_



3 THas A ol
A1#]/3 REREE S S T
EERE R84 AR 37, A5, ARV
_ =9, A F=4 &9
SRR EERE e e Bames(1994)
T i T

deo] gl A Aol
(relational barrier)

NG A3, A, AQA QA s azt
SREREE Bobgr 7ha, AlE/EA
Gwinner, et al.
BAA e dl/7rA 9k, AR oF (1998)
5o 5
cE s s | TAE B RO Az ade
U

A S A HS Barnes(1984)¢] Aol A= dAE S A (F4]), AH3]4
e, ALd AAH FYgozr FiE3A=dY, Gwinner, Gremler, and
Bitner(1998)¢] dA7olA= Al Ut /do=w g4 sus AFEsHaTh
o5 #AEE S GAA Y, A3 A FE Sdg dEor FAEE Ao
2 Rkt dwtdgom AAFHY S o] Aol wet o] A AR FAE=
Ao g Wtz A1 vt 22t #A sEe] g aclel thafA = Shxtol] w
g F 7HA A ow R E 7| %= dht} Beatty, Morris, Coleman, Reynolds, and
Lee.(1996)2 A& E S 71s4 =3 A4 &8 F 7HA= &8
Bendapudi and Berry(1997)= #AIF 8-S 2124 #AA9 Aty FPo=z 47
skil 2t} Reynolds and Beatty(1999) 9 A] @A Y-S 754 gz A3 4
el = 7hA Ahdow SRS 2 AFolA s A Y-S SA1E e AL
34 ey F AR FAAHE AR Hi AFE At Auj Al7Ee

l

_25_



@G Rl A A, tE AR AEE d§ 5 5WHs Fo e A
2 oot EWE AMulxet 7o Y ‘Edg$ & " (special treatment

benefits)' ¢] 2} &}+=d(Henning-Thurau, Gwinner, and Gremler, 2002), 71 %}
ael F7Izrel RAE HAA o2 MHlA AleArl el 7]Eel Ao
g #otste] e A o v AulaE AFsFE Jid ol tH(Berry, 2002). 34
e AHlETE ARS] AR Fgolu gaAHlAE Fdits AdlA
Fapd Aol dEAA FRtel fle 5480l 7] wWigdl, e719e Av23 =

ol Sd e dee] Syo] ke Aoln Byl B AT Sum

SENEREE

Abel  wepA  FAlA FEE Al dHoem AMEHI|R:= sk,
Henning-Thurau, Gwinner, and Gremler(2002)%= 414 &&81S w7250 A
2 AFARTE =7 SR, oS Jhed ARlA, o]® QIFE Eobit i
golstdnt. Aol AHl = Agatet FHAAE THHOEN 93] FoE A
a4 Feelgta st7|% doh(Berry, 1995). AU Al FA 7 a1 Tpe] k&S
A 713 n Ao A AEE FH AH R 92 A stH(Barnes, 1994; Bitner,
1995; Gronroos, 1990). 53 2 Ao wep 412 & eo] 4= (trust) ¢}
2o Jjdoew  AEHY= Aoltl.  Henning-Thurau, Gwinner, and
Gremler(2002)= 417 &S Alge] oz Agste] e AAZAY &
o A W, EQdd 7o E AV e =8, 84 7, SRS 79

g AAe dee #HAsAT

Ao g e Addg AFES A¥HEW, AFeE Us ¢ AusE F4al
(confidence)o] 7+ gk ool A oJ&Estd = AR AT 4 Atk
(Moorman, 1992). Barney and Hansen(1994)& 212 ZS wskabgiuleo] oA S

ol &3tA Y= olgb=  AEzbel WHolgt AHYsEelil, Morgan and
Hunt(1994)= 218l wste] QlojA] stEY S A=A H &g s gile=
gostdon, wEHAA ] ojA Fogk wiHEFE Bt A¥e= 1S

.



A 71 d 583 840l (Thorsten and Klee, 1997), T4 EE w5 Uil
A7 = o A A<l

&g 3t} (Chaudhuri and Holbrook, 2001). =3k
Morgan and Hunt(1994)+= #AIvAIE A A A E 5o A2 B AEF

o 2ele] TANEel Fad JUL FAsn Aee woldTh X, F44 3
golgt 7]glo] mAe] AEE Fol nAL HeHow dFAAE ddoly @

T ATk A FalA EEe] Jide AlgA dEe] Ad ) sdetA AFEE T
3}l =), Gwinner, Gremler, and Binter(1998)+= Alg]# o2 &S %23 1L

AEe WEEs wrhn AMSHUA, APH due JEOoR B A, A3

A B2 FE A (service communality)?] ¢Jwe] 7] = &t} (Goodwin, 1994). whebA

H AT 2ol AAH felEAle] AETt B A AYE ol

=2
=
=)
o)

oA F= eI THGwinner, Gremler, and Binter, 1998). Barmes(1994)+= A}3] %
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dEs Ege] 74, A Qx| 4, AL A KXY So] 2FTHETHAL sk o,
Goodwind(1994)+= o] #|dt ¢AS Al Au]| 2o Rty s Huysdta AHsked

=3

Reynolds and Beatty(1999)= o] 7-uf e} #ds ASAFE Fsto] A3 A
el Aoz Ry e AA AR s om Foatglal, ARt wE AL
A Fes A4 o gujde] digk wEs =7, dufde g w2 Ay
oz 7ldel tigh = g el FAAN FFES v s

o}
Aol A Hold Fe AHH seo] e Aol nAe] Wuk ol 49
3]

2 AFAZE Ao A dA o w AlFate dHo] ofveks Aot olHg F
2 Zeithaml, Berry, and Parasuraman(1996)¢] A5 E3to] SIx ¥ =4,
52 A ARjzaAlEFA F A AE R oby e, A ke A Ag I 5
o= BAd = dvkar Bk webs, AR A e aARSe s
v E 7 Fa3% M3 g9dow AAEHI I Ao|tHGwinner, Gremler,
and Bitner, 1998).

A AAATES FFAE o, A3 A g Au 2 AFAret A k] o]
o 714 BARA olald = o, o= AVH AHAAE FATLEA A
2}

0
P

07, a5 pAE 4 Al F2e] sbsar

5. 7l1gle]l SA Jtsd

D 7199 A4 7FsAde A

] elo] Z(attribution theory)& Al|Eoju Au]~e] Aufo] tfdt QdupF= 2 F
o F 3 EEYes AEets O T2 AFEEs o]& &2 (Krishnan and
Valle, 1979; Richins, 1983; Folkes, 1984), 54 Apdely 43t &= A7 9
WA=kl e A A FE B REHA0H, AE] A stelA FFH U=
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o]Zo 2 Wrislojx i glth(Weiner, 2000). F¢1o] &9 #Ho]lA
& Aulze] A7k BT o AAAAL Skl ge] dF ARFEE o7,
o] Axto] wat HElHoz WEE 7 HE Aot F, AMAES MH|A
Ad7b o dojue=Ae] diste] AZtstA "tk Aol th(Weiner, 2000). AH] =}
S5 Aulzs A7} o) dojyreAd thE A Azt we FA HEs @

sted, 714 Al AR} vl dde 998 A we £ Qe

A, Be SAd goldeAd oE N4 wee g9 A A

o
o

(controllability) o] 2Fa2 3t} (Hess, 2008). Folkes(1984)= 714el E# 7FsAd el
gt &4 (attributions) & 71ge] AR HAIgE FATE = A=A oAF9F 1
dRor e vl Al gk e dwtolwhal $k9lal, Taylor(1994)+=
Ao dle]l 71 = MM AlTA] &2l FAZE o] Fo AL Y=A]

of e AAAER A efsltt.

(Weun, 1997), &AL Ad]|= Ao AA Fo] 7P gl& Agte 1
7191 vwsl7] = 3ch(Folkes and Kotos, 1986). Johnston(1995) ¢ A] 33-AL=
FTAHoR A Ay AUl Ay TA Yl F#§lo] 7Aoo AFstE A

M2 wbg mE Astel A ROt SR OEA auA} BuEs

32
5 H
A
2
<

Gt 2 BAE QARG ol =F Az Aden g,
GRS AUz A5 3N /e AA A o tsk BAgel 9]

AVsdE QAR & 5 Ak

2) 7191 BAFSA T 2ulA wrg

oS*:

PATE AR

nAe BS BuEs

7149 B4 b o2 WHyEEne] AAdd dEd A
AMulz= A E 7ol SAE F AT A4 deEE

HrheE Ao] dubA el Asfo]th(Folkes, 1984; Folkes, Koletsky and Graham,
1987; Bitner, 1990). 53], Folkes(1984)= AlH]2~ Ao FA4 7}
Ml Al Abell thEk b Zgol thek SR8k A oo FAFE=

N o

A o]
o}

Rl

=}
P

]

_29_



1 stglom, Aol Jge] Aulx AsE R FA Assdda B o
U 2wg =, Bgsm A7 ook wobdrkn stgink EANAN B
stol  2mAZt QASHE Z19e] BA s G4 2R e ok drie

Kidder, 1982). A

uja e f9g 71glo] AbHel AR & Adthn A4 BSE 1AL U

Z o) tH(Brickman, Vita, Ravinowitz, Karuza, Coates, and

o

& ERbSsie, ol @ B A4 A ke JF¥S Fohe ot
(Bitner, 1990). Maxham III and Netemeyer(2002)% 48]~ Agjo] Molo] 7]¢]
o Atti W= AH|AELS GS g 9, A SR 2L AFERAES 7Y
gt Aolgtar sttt Gregorie and Fisher(2006)= 178 7ol Au]~ A g

)

shel Aelo] Qlm, Muls Add] dg $A4H4 A9E F
Oa e W, aAEe HEagst 2 14 ukgole wolny 4
Stk wR, Auade) BFNE RS BAFAS nolk 1A Pde] 1%
of AHeAY ANE AaA AARNE Qe diatel 2 wEAolgn G

[e3}
2R

>

A Thed el ol Rl A=A 2 lHFel A=Al we Al
7FsA el &yE Zebth Folkes(1984) & An]2~ 2

A= 7199 BAZbsAdel wrhal AZsHAR, 17 Al dEE A
A7 Erbssivha Azbetia skdth Talyor(1994) 7ol AMu]2 7]

ANZHE 71de] BAIVMEstt L st &3 1AELS ¥ B2 35 uAT

Aol mAel Q= Aol BAZEA ol st wAGel, wAY FAH A
of obt¥ Gge MAA Fevtn Ak F LAE /Y] BAT F A

(Meyer and Mulherin 1980; Weiner 1986). <, AH|A}E2
AAS oA Azbstar Q1A shi=tfo] wef, Anjx Asfol] gk tE dEe F
£8%o] JeuA frhe Aot d - o34 - 4%, 2006).

A AdFYATES T B, 7IFY FA 7FeA S Al A el &
Al Aol Mul 2 AlgAfel]l os) Al o]l The Al of Foll thEk M)At
of WFom A = Qv o3 4B WS tE o AH[Ae] A

3ol Ee BAT AL Aol FEo] shsetth B Aol AL Au s
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oA aH A7} =7

bl ot

°

=

s
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AL Mula A A3 S o g Euh=(dissatisfaction), ¥-(anger), &

i)

(confusion), ¥3|(regret)e} #2 Thgst FA44 AL =74 ==, 1174 0]
= A48 A4 T w3 (betrayal) ol thale] AAH o2 s AFteE B
A e Oliver(1997)% wialzhe ExtErth o 728 A%, A4 2d
2}l 54931, Elangovan and Shapiro(1998)i= #j Al 7HS o zte] 2 d#3 F 2
& 7IAE S AEEd AR As A o w futsls Ao w Qe AlE A

el S1gel W gem Adagvigel shnasi Aaagle dun 24

As fltatslvhs Avjabe] B3o s grAstal v

Al 7k #wek A= gkl Aol Au R 39 (protest)®] 5 7] (motivation)
£ Ader] 918 mAYFozA tFoA gtth(Ward and Ostrom, 2006). ] &
& ATEY AHRERE AR dFEo] &AWL 277 A= g ofE
ASolg Apao] el s ¢l tH(Finkel, Rusbult, Kumashiro, and Hannon, 2002).
Elagovan and Shapiro(1998)2 o]#] 3t ) 5o] wAls= A3tS 7]do] o) A
ARES JAY, LA SS ol&ste AU, AFE AL HolAY, FHS o7
o, HMEARE FASA T AvatEe] e ASolgtal AAskaL vk w4l

o Bk (dissatisfaction) = Y24 FHoly 7|9 futdso| o E3)

1 (Elangovan and Shaprio, 1998; Ward and Ostrom, 2006), ©]2]3F &5 7|
O EdXETE u & 94 X4 EH Z(Oliver, 1996), “Fv7F F9& wmhmg v
+ A7+ (Bougie, Pieters, and Zeelenberg, 2003)' .2 4% 7]% gt} Ewks3sh
oA v w) wjAghs A Z4E S BE dsoly s RAALT dE
= Bt TAARE &7 st 159 dUAE FAFsk# AL grH(Gregorie
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and Fisher, 2008). 1] il

T2 & u(Bougie, Pieters, and Zeelenberg, 2003), ®j 4172 %2 A (violation) ¥}

—_—

tHGregorie and Fisher, 2008). H] = nj4

R

v

7+

(emotional natures)? 7}

o}y th(Koehaler and

i ol

[e]
71_:]:{?

91 %] 7} A (respective cognitive) W&ol

g

Gershoff, 2003).
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Landon(1977)
Grandois(1992)
Fisher(2008)
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al.(1998);

Blodgett and
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al.(2009)
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Fom, & oA
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352 A H] (A
1977).
X 2 8% (Retaliatory behaviour)

-

1

5t

and Landon,
[e)

bz
— 36 —

°

st eh.

F9 tH(Day

fLN

1=
e 7h

A

°

= 7

Gregorie and Fisher(2008)
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Grandois(1992) 9] & -] A
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7 B2 35 (Demands for Reparation) 5 F 7FA = A A]
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<E II-7> A3 dFA9 EHdF 9

MY AT MdA A
Fomell and Wesbrook(1979) | &Rt Ao Ad S ot
Landon(1980) EREo 2] E YA AT
Resnik and Harman(1983) EREo] e A 2d
Richins(1983) kel Bk whe
Mowen(1990) EREEo] g A A E

Jacoby and Jaccard(1981) T2 A8l digh d

i
2L
o
1r
N
%
K
=
=)
Lo,
:

Singh and Howell(1985) EWNHo R of7|E qF H HPFH Wk

VARSI -1

1z
oft

%, 02 4(2009), ‘AU £FE o] guAe] BurEe] ol RAAE E

of gk A" opAE 2tE[HE T, 8(3), p.&b.

o)

(2) X35 (Retaliatory Behaviour)

Richins(1983)&= #ATHEe] fJoz Evrst uAo wkgS Fukg) Axd
g AREFAEE A, B & A3te] &%, FAHA 7 59 FIeE T
3}t Gregorie and Fisher(2008)%= A|3#bol &3, FA A 4 53 7o)
MEo] wre &g sl 7|l s 71F HHow EHES ofrlstal, A
Stazb st w=¥S YER= ‘72 X E-(customer retaliation)’ ©] 2} A 2] 3} o}
T3 152 o BE e EnrSeh mAo] FAARIVE VPo R Y Ao

of A& HIHA7IA} st ‘B A (reparation) P W E &= oW, ojw
Walo 2= 719]S gholu e aLAH(bring down) 3F: S (desire)dbil itk
1

off

(Walster, Berscheid, and Walster, 1973). =, T*2 2402 RAGSE = L4 9
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nEgele] BAR G2 AP A7 ARE G4 REAFS T4 BB @

s8] el ZA7F vt =2 uf BEZQD e HolA H

=, Al AR Qs B4 R8s il
HooAAE s AEAA fdel 2 4 v Gregorie, Tripp and
Legoux(2009)+ HEEGE 7Hx 142 sd 7|9 olgd 7lsAdo]l dtha
3} 94 3L(Finkel, Rusbult, Kumashiro, and Hannon, 2002), 172 H & A= il
Aol HEZA EH 3 F(vindictive complaining), 44 T % (negative word of
mouth), =< T3t7] Y3 2892 F7HS T3 53 T H(online complaining
for help seeking)9} & FF o FEHTI FFACE =, Auja Agjatgoz
Peom olojd A, 7]
Holl AlE 7iste= okt e dsox2 YAl H= Aotk Gregoire
and Fisher(2008)%= A|Zt¥ wjxlfte] BB HA QT JFS nxvta s

3, RESES ®WEAol 238 % (vindictive complaining), A3xte] <de= &

‘O,
)

o
2
N
4,
=
N

I
o
4
ol
)
o
ol
)
O(;){:,I'
offt
)
r]I.
4,
i
o,

3 (3rd-party complaining for Publicity), #44 &5 (Negative WOM)2]
AAQ st/ E o2 i

O HEAl B335 (vindictive complaining)

Bonafield and Cole(2007)& AH]A}7F Au] 2~ AHE Adsa Wt & 3§59

gk &3 A4rE Fotel, EEA & (retaliatory behaviors)¥ 3]+ F

(conciliatory behaviors)® Fi#3la, B2 o FFo 2 Lu A7 AH]2A]

2

FA Al = 7 X = T4 A (aggressive) EH AT, FAAHQA FHAEE 714
el o 5 A 7HAE dExAd deHPdoR AAsATE Gregorie and
Fisher(2008)& 48|27} 71 alE 712 o= s)Estes gA%Q &3

;1

O

Jr o

nt
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o
o
N
=
©
o

p=ie)
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(Negative Word of Mouth)2 AA|d oz 25 dojups HEPFO FFo =,
FAAQ FAgsole Aol 59 ZhSolyd A, FH A& VdS
gelstal AAlsheE olokrlE HmElE dES wITh Aaker(20000E= A
(Worth-of-mouth)& "jAI A & FAIA7E v F5o A olopr|gFo =i AR
o] o]l & F A= Ay Aleldoleta st o, Harrison-Walker(2001)

< T SAowE= JiQlEe] AR A5 AAAQ] AR vxsta v
st webA Muls Aol B FHgdEolyt 2l AA spA A

Qi Az 43l APl U ARE AP BR 5 FAAEEA Avss

i, S AYEE &4 $tHGregorie and Fisher, 2008). AH| A5 -& A H| xpek
A A&, MolE T3 22 A3Ate] HFate] 71ge] Aus AsjE W9

e HFAX F4853 7 (gossip), F9 (rumor) 55 T&3te & FHole

anjake] B4 sl gk A Eds] Iy o

B A= Gregorie and Fisher(2008)9] A1E vy o g HEYPFS H 2]
EHA T, FAAAQA FHEFoR FEete] ATE WA

(3) HAQT 3%

okxl Abm X nle}l 7ro] Day and Landon(1977)2] oAM= EHP S ALA
A5y FAYToR FESIGEH, FAAR] oor|E FH e FAHAH
Tl A FufetA] eFe AFA A E Y v Eo], wd e TS 79l 8t
Ak v AtgA e 22 A3RE FAA T A BRbs EAEtE S A4
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5ol EZ3FAZ ). Gregorie and Fisher(2008)= X7 (reparation)< A H]

[
(it
&,

of thske] Al BAFskaL, el =zl ERbE wpER7] ko] AL

=
iy
X

Mul 2 AEA7E FARITME Alwets AomA AN &S A% 4 dE

o] FAA w7}y E(Walster, Berscheid, and Walster, 1973)o]&} o]ofF7| gt} H

Ao 7ol AFate FE AR AF Ful, 9, A wmE A A
P S T 7Idel & F e FHES ¥ = 79 el th(Bowen,

Gilliland, and Folger, 1999). <, &8st &H| 2 7F AlF/A 0] 29 BAS &4
o8 719 AdAANA AHA e AAE FHA FHA R EWEg AES
xdsE 5 s By (A AE, 2010).

Gregoire and Fisher(2008)= A Ztel wjxl 7ol B EFF3 HAFQT F5o

o3 5

filo
ol
=

vt sYa, BALT S ‘wAZE  E¥H(Problem-solving
Complaining)’, ‘A3#Fl Al A4 sldst= &

dispute resolution) 2.2 TE3ATH ‘EA A EH ol HE uEo)
A8 e s+ AH WHE Y 7l &

H, ol AFH dAIVIFHA HAFs LAE NASIA e ==€S oustt
(HibbardtiKumar, and Ster, 2001). ©] A%, ZAEL Ao~ AgS Y3+ 7]
A3 A AFeloF sk Bl V] wWiEel, A3AE Fée] =ws 7

Attar &9tk Gregorie and Fisher(2008)% A3xtol| Al #A] & dsts EHS

A Agn BAREL Askel ¥

<
2
o,

a
G Fow Hofop )

4

2 A9+ Gregorie and Fisher(2008)¢] A7 77 3H2010)¢] A& Hig o

LTS BAND BY AZGNA BA AAE 8P T AR TR
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(4) 2y a7 &

Zourrig, Chebat, and Toffoli(2009)e] oA 1% -2} (cognitive-emotive)
RdS o]gsle] Muja Auz ) dAE B AW AUz FAN 5 o5
AA 7k o] E=(revenge)9t 3|9 (avoidance) F 7FAl A3 (fight) Fefe] -vf
L groz vepdrta ¢t Gregoire, Tripp and Legoux(2009)2] <17l A

= Aqua A sl 7s Azs 1S B E(revenge) ¥ 3] 9 (avoidance) 2]

Abstol 9S4 At (Acuino, Tripp and Bies, 2001; Wade, 1989). 172 HI&
PA= =2 T AL, AFE A Hd3F 245 St A5Y T don

Hoz F&FE 4 A}t 33935 (desire for avoidance)S AH| A7} A2
2 AME2s AlgREde] AgaAE A3tz she Y Z(needs)® Ao H T
(McCullough, Rachal, Sandage, Worthington Jr., Brown, and Hight, 1998). 3] 3]
Fre dAGEYF P St AHAQ ARt S, AR A
oly gt FWrEE Ad&olA HlojuA &= o)A, AH|AbE AR[ZA Al AL A
A AAS . e Ao, MHlx AeAE EAEA Fe Zeld
(McCullough, Fincham, and Tsang, 2003). 9tA 713k AH|zte] HE-g oL}

wadeT AEE AYEN AVAE 5 AAGLREY e 2RAoR

rlo

Aolgt & Fx= 9l 91} (McCullough, Rachal, Sandage, Worthington Jr.,
Brown, and Hight, 1998), &%+ & A A= Aolsitt HEPFL2 7|

e APAon Adang s A W, HNAES FEH R 1FH 9
=
bl

Y
o
=
i

, 39 Ee AuA7E v AH| A 7 gel EEE BE

Asts @Bole Aol Aozt Ak ANWEY FAH Aol Ad A5
By

2 ZoAY, A% WEASLE FolAL AAd Ad wdn 2e A
PEo ettt EY, BEYF A AT 45 WMEH Ade opn,
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99 (3.2%), Avl/ARI =2 6%8(2.1%), AH9H 58 (1.8%), A 48(1.4%), s
Ahd 19(0.4%), 718 309 (10.6%) & o2 Uetst. S9ake] d3 it 7HA 4
S 100%H o] sl 67 (2.1%), 500%H o] 22 (7.8%)< A2l stH 10072 of A
1997kl Ako] 6118 (21.6%), 2005+l A 2997E9l Ako] 57%(20.2%), 3004+ ol A
399WHl Ako] 827 (29.1%), 400%Hell A 4997kl Akol7b 19.1% % BlaA -3k
2 aE2A EEEATH
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<E IV-1> QIEAISHA A

R () i & (%)
20 o] 3} 24 8.5
30t 113 40.1
e 401 97 34.4
50t o] At 45 16.0
AZ 3 11
3 7 282 100.0
o] A 93 33.0
| = 189 67.0
3 7 282 100.0
T Zo]3} 12 4.3
A= 47 16.7
o theta (3 A s} 187 66.3
o k9 o] H(E e Alsh 35 124
HZ=2r 2 04
3 A 282 100.0
zH 9 105 37.2
AEZ] 104 36.9
R 1 04
AR 7 %A 17 6.0
24 () 5 18
4 F5EA 1 04
= B 9 3.2
) /A 1] 2~ =2 6 2.1
3 A 4 14
71 & 30 106
g A 282 100.0
1005+ o] &} 6 2.1
100 ~ 1997+ 61 21.6
- 200 ~ 2994+ 57 20.2
o ;;‘ 300 ~ 39971 82 29.1
400 ~ 4999+ 54 19.1
5005 o] Ak 22 7.8
3 7 282 100.0
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o
o
<
)
)

<HE IV-2>9F o] YEET SHAES F7IdTe] Ad 7izte] 2 v
nho] 287(9.9%), 2~5 mRto] 387 (135%), 5~10\ wwto]l 517 (18.1%), 10~
151 HRko] 507 (17.7%), 1510 o]/e] 30 (13 F%)o= ZAHAY. SEAE
o BA 197 A F71d3e At 0~13]7F 3398 (11.7%), 2~33]7} 45
™ (135%), 4~53]7} 519 (14.5%), 6~123]7F 279 (9.6%), € 13] o|4o] 279
(9.6%), 913] o]4to] 20 (7.1%) 082 ZAE A

<R IV-2> SEAReh w71zt AR 713k Al sl

TR 9w () 1 & (%)
24 ] 28 9.9
2~5d mlk 38 135
5~101 W gk 51 18.1
A 717 10~15 w5t 50 177
15 )4 30 106
A=z 85 30.1
g 282 100.0
13] ©]3} 33 117
2~33] 45 16.0
4~53] 41 145
19 =o 6~123| 27 9.6
°]& N& 9 13 o] 27 9.6
d 13 o] 20 7.1
A=z 89 316
g 282 100.0
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1 SPSS 20.0 =133 AMOS 180 X~ =Z13)

9]

4 (Factor Analysis)

(Confirmatory Factor Analysis)® -
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=do=A e dHolgrt A A
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W 54
g
Anderson, Tatham, and Black, 2004, 2<%
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SRR
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fite)
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o

o

AAE = ATH(EEAE, 2009)

21(PCA: Principal Component

AFANATE FAEE
Fol, 21 7;3s] [ o] Hgl ¥ 2~ (Varimax)

)

s
el
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™

fite)
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KeN
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Analysis)

FE2 3 3k(Eigen Value)©|

= 8¢l AR Zk(factor loading)e] 0.60]4+¢]
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fite)
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3} 1 tH(Stevens, 1996).
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Hno=Z

01 o
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fite)

S % Cronbach’s
2l tH(Fornell and

olo
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=

Cronbach’s a

o~
T

sk
=

aAlF7F 0.70) 4
Lacker, 1981).
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@ DA B 2R D A B4 A%

<E IV-4>E pAdEe] 292 #3317 9% B8 2R d
B AshE etk 2% Az, wAs e TYAEe AeA 3
A sEe] b gdle] FEHAL SYME F A dde F

38.882% = L}EFNE

AN —

ou), 844 #d

F=4 284 gy a4 el AEE FA 43+ Cornbach’s agkol 7t
7} 0941, 0.931= ZzF FAMdEe] AFEAEE drEJAT & 5 Q.
<E IV-4> pASEe] gAH 298 9 AE B 23
29l Bop
4 &= TEA A A | @A A
& = &) =
s dolR= AdEo] 819 886
U o] a9 &l ATk 812 874
U o] a7 AE A AAE S0 794 835
e MRS Aleste AL sk 764 834
e 7EAE g et 156 794
W olE5 AYdEo] <t 733 47
U o] &7 e] Anja7E Heksi 781 852
U= o] 7] Alas el Finh 800 841
L= o] 57]4e] Mu|art Ags] o Foiital =71, 803 823
L= o] 71]1 Au|=e] H2Ao] FOl1A] al vk 679 814
U= AHl2E Aleste Aol 2=71 gho 720 789
= o] F7IYgel Aol A 2 whg-ghrha =tk 739 769
11%*] (Eigen Value) 4.666 4.535
Z +2H%) 38832 37792
Cronbach’s a 941 931
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W o) BK oo ® O™ e | g
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Nrlly o o % o R
Ho zr Mo T MH;
TN o NN~
ﬂﬁoﬂlovﬁovﬁo
T o W o o o
= 5 T
T B B BB B
I I R T
A KK A K
T T m m = =T
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(6) BAGHE P52 a1l

3}
=

%

T

P3|
~
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, A
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e

D

A=)
49 %

AvdaEe v A4 f3 mw

o] 15.823%, B Q7" d-Fo] 23.637%,

33 Q7 Eo] 24219%=2 YERSET

0.941, 0.930, 0.953, 0.948= \}E}L}t
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<& NV-7> #AGE Awe) g4 2y 3

o 2%
54 g PRERIE IR
vy A et e
g o #AAEHDE BEA a7 o
SRR CEE! 88 8
U= o] 371d@F D)ol A EHES xd5})
glate] o] F71%el wHFAT 826 825
Ve O AlgEo] o] Auag B RES
o] &7l B3akglh 828 801
e Az Al Bk ol B9 FEAE | ol o
AAAEE 7] falA F7]del EHs ok ’ ’
A 37 & B 2 o =
HE oL B del R T gy | g
;]}Er W oAl o] F719S Holst= ook & 997 R05
e ] Fuo) o] 3719 Ar|2E o] §3
weta olebr)Aek, 86| | 701
G T2 Sl | 3RS AT Aste] | oo 205
28 A, AE Y S B3 (complain) 3} S th ' '
U o] ZAlE T2 UFoR =8| 95t
o] &7198e] =3 (complain)3} 2t 881 836
B dsk o) 321 mEU sgEnd Aang o0
271 9ste] o] F7|Ygel £ (complain) 39l th. : :
G Ave AdE A S g Ak g -
3t7] YallA o] &71g 3 (complain)dh$l th. : :
HE S BAU AR @ el WeAAE | gy, w
U= o] 7| A 7hA] @sked i) 816 812
U= o] 271939 #AS wdsta At 918 875
U= o] 37143 AdTdE Aysta A 915 338
162 (Eigen Value) 3526|2.373| 3545|3633
v BAF (2R, %) B510| 15823 | 8637 24219
Cronbach’s a 9411 9301 .953| .948
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Q21 ¥4 (Confirmatory Factor Analysis)<
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fite)

SATH(Hl
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2007)
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shel
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o

135.549, P=0.0002. =

2

X:

IV-8>3} o, #4423,

NFI=0.925,

RMSEA=0.134, GFI=0.910,

x>/df=5.213(DF=26),

]F!

!

Ebsk o

B!

|
—

0.910=A],

Ebsk o

CFI=
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<E V-8 #AFA A elEM A
A g Standa.rdized S. Error CR. SMC
regression W.
=41 0.734 0.073 12.015 0.538
=42 0.815 0.076 13.393 0.664
=9 =43 0.893 0.078 14.649 0.798
=44 0.825 0.075 13.564 0.681
=45 0.727 0.528
=46 0.752 0.061 14.697 0.565
=47 0.844 0.054 17.569 0.713
e
o =48 0.873 0.056 18.484 0.762
=49 0.855 0.732
X2:135.549(p<0.001, d.£=26), Xz/d.f.:5.213, RMSEA=0.134, GFT=0.910, NFI=0.925, CFI=0.910

T oE Sgds A g gk 1A aclE
o} BA A x*=45377, P=0.0000. & EA| % o %
X*/d.£.=2.908(DF=50), RMSEA=0.082, GFI=0.923, NFI=0.952, CFI=0.968% 4] %
o] A¥EE ZHsE FAS0 7)Fe 2
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<HE IV-9> wASEe] FolH 2wy Az

A W Standa.rdized S. Error CR. SMC
regression W.
R 0.842 0.060 17.465 0.709
& 82 0.838 0.055 17.330 0.703
aE | HE3 0.851 0054 | 17.814 0.724
3 &) g4 0.871 0.055 18.369 0.758
3 85 0.827 0.054 16.842 0.684
s &6 0.842 0.709
3 87 0.846 0.063 16.163 716
5 88 0.885 0.063 17.188 184
A A 3 =9 0.848 0.061 16.214 719
3 & E10 0.744 0.070 13.649 b4
s 11 0.870 0.053 18.995 157
& e12 0.798 636
X2:45.377(p<0.001, d.f.=50), XQ/ d.£=2.908, RMSEA=0.082, GFI1=0.923, NFI=0.952, CFI=0.968

(3) WAl g HelE folRA

Az wjaztel Big gl g9lRA] Aike <& IV-10>7 2tk x=26314,
p=00002% FAHow Fog Zom uEwTh  x7/df=28157(d.f=2),
RMSEA=03112 tha A4 vebston, GFI=0913, NFI=0949, CFI=0.9502 %

ZAbs]o] AMAOR ATRY HPEAE ofdo] girty wasart Ax ¥
%
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<3 V-10> A7 wialzhe] &1 ajlwA A

Standardized

7 H _ S. Error C.R. SMC
regression W.

Hl A1 0.686 0.045 14.642 0.871

27+ H 212 0.858 0.041 23.154 0.965

R
Hl 413 0.852 0.031 34.726 0.736
Hlj 414 0.933 0.471
X2:56.314(p<0.001, d.f.=2), )(Z/d.f.:28.157, RMSEA=0.311, GFI=0.913, NFI=0.949, CFI=0.950

(3) 2o e Held 2w Ast

ZIdel oA bl wE &1 acled Ave <& V-1 g2
X’=51.182, p=0.00022 FAZ o= Fog o vhehyth X7/df=10.236(df=5),
RMSEA=0.1812 th4: %A websiou, GFI=0929, NFI=0.948, CFI=0.952° %
AbE Ol ANA R AFEY Hwels ool flvta At Az

S 670l AE BAdE 5709 Bae s

<E IV-11> 71]1e] SA7bsde] &4 el A

Standardized
7 W _ S. Error C.R. SMC
regression W.
A2 0.787 0.058 15.835 0.619
A3 0.733 0.064 14.245 0.537
714 9
= Al A4 0.871 0.055 18.628 0.759
FsAg
A5 0.862 0.053 18.305 0.742
A6 0.854 0.730

X*=51.182(p<0.001, df=5), X*/df=10.236, RMSEA=0.181, GFI=0.929, NFI=0.948, CFI=0.952
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sto] Zpzhe] migd® geld alEA S AAEdT <E IV-12>= TF5
AAe] ek A @A Axjoltt x’=196.828% 95w 0.01004 FAA
oz foa Aoz ettt RMSEA=0.078, GFI=0.916, NFR=0.961, CFI=0.975

2 FA o] AR o AFREe] A L= o]ito] e Ao=w ey

<E N-12> BA9d @5 #Hd 2Ry A

B Standardized
T 5 5 _ S. Error CR. SMC
regression W.
A A1 0.899 0.038 25.218 0.808
wrAe | TATH2 0.866 0.043 23.033 0.749
=435 | AAwEs 0.889 0.039 24.925 0.790
A w4 0.929 0.863
A A5 0.901 0.049 21.178 0.812
D 4
kU %S
. 77 A6 0.965 0.045 23.944 0.931
A AT 0.857 0.734
A A8 0.870 0.038 24.100 0.757
ware T | BAWE9 0.914 0.033 928.734 0.836
S A0 0.953 0.031 32.469 0.908
A 0.933 0.871
FAHA12 0.854 0.033 24.418 0.730
sy e | WATE 0.818 0.039 22.439 0.670
AE A4 0.970 0.024 41.176 0.942
A5 0.962 0.925
Y2=196.828(p<0.01, d.f=73), X Y/d.f=2.696, RMSEA=0.078 GFI=0.916, NFR=0961, CFI=0.975
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AEAE Al AASATh 2 Aabe x’=54.376, p=0.0002.2 SAH O Fo
g Aow Uehkom x%/df=4183(df=13), RMSEA=0.1062.% E}} O}
GFI=0.953, NFI=0.972, CFI=0.979% ZA}= %]

<% IV-13 > REZHQ E38s FAAA Fddso &4 a1i4 2y}
Standardized
7 W ) S. Error C.R. SMC
regression W.
FAGHA] 0.899 0.038 25.139 0.808
B E Ao A -2 0.868 0.042 22.903 0.754
=R | w3 0.885 0.040 94124 0.784
A4 0.931 0.866
A GHE5 0.902 0.050 20.695 0.813
R ER
) HAITHHE6 0.969 0.048 22.922 0.939
T gE
FAGAET 0.849 0.720
X2:54.376(p<0.01, d.f.=13), XZ/d.f.:4.183, RMSEA=0.106, GFI=0.953, NFI=0.972, CFI=0.979

A EEUS F sl nadeT gEe] LR Ase <E IV-14>9
2T} X’=13940, p=0.0012 EAH O R o3t Aom vephton x/df-6.970(df=2),
RMSEA=0.146©.% }ebt o v}, GFI=0.976, NFI=0.986, CFI=0.9885% U} Ebyt
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L

<E N-14> RAaF g5 Fgox gois Ay

Standardized
7 W _ S. Error C.R. SMC
regression W.
LA EHE8 0.670 0.056 12.968 0.449
HA QT TAEHE9 0.938 0.051 22.886 0.880
B TAFE10 0.959 0.049 23.712 0.920
TAAEI 0.857 0.735

X =13.940(p<0.01, d.f.52), X/d.£.=6.970, RMSEA=0.146, GFI=0.976, NFI=0.936, CFI=0.988

3y e e 2R A Ay <F IV-15>9 2k X°=20981, p=0.000L. =
EAR R fold Row YEhkom X¥/df=10.490(df=2), RMSEA=0.184% 1}
Elyk o GFI=0.966, NFI=0.983, CFI=0.985%2 uEl} & o] i o] 4o

gltkal ekskal

<# IV-15 > 3y e & ez g0l Ay

A= -

Standardized
7 W ) S. Error C.R. SMC
regression W.
FAFEI2 0.857 0.033 24.799 0.735
EEEE A1 0.821 0.040 21.924 0.673
PR
FAGE14 0.967 0.025 40.709 0.937
FAGAIS 0.965 0.932

X*=20.981(p<0.01, df=2), X*/df=10.490, RMSEA=0.184, GFI=0.966, NFI=0.983, CFI=0.985

_75_




1o

Pearson 74337

?;51_

IvV-16>

<3

)
%

Mo

)

d, s4¥ss

s

(multicollinearity)©] 2} 2L

Ao e

HA Al YERs e

)

ol

277k tehg o, v

_76_



<E IV-16> A id 7 A A 24

o
=
==
SR
—_
Do
w
W~
w1
@
\1
o0
©

10

ThE 1 4.040] 1.258 1

=9 1 3.998] 1.198] 699 1

Qﬁ] 0018 1.444| 54| 49| 1
21
S |3759] 1167 537w G5er| 21w 1

HiALZE | 3.682 | 1.372| -.109 | ~252x | —120% | - 293 1

A7 | 5.000| 1.176| .031| -.024 | -171=| -069| 409 1

3.005| 1.146| .001| -145+| .075| -.070| 451+ | 117 1

|

i
)

2738 1.405| 040 | ~184=+| .031| —.068| 450+ 108 .635%* 1

o,

£ e
2ol

2.286| 1.348| -.077] -109| .112| -014| 327 002 .613%* | 691** 1

Fo
-

=171 2.887| 1.492 | -18%ex | 283wk | —.040 | ~ITowx | 472%% | 1575 | D1 2% | 645k | D3

AR

) N = 282, #; p<05, x5 p<01, #==x; p<0.001

D 7 2ge) AFE B4

2 AFoA = Atd 2Ee AAS Hrtsta, FAAME 2F JAAAAE g
olst7] 9lste] Fx2WA A 2 (SEM: Structural Eqauation Modeling)+-43 ©] ©]
SH ATt EAe FHE AT =9, v, A A ", A4 §go] ),

WARSE AZg Az, Rus By 2gd 7, madeT 3Tl




Har 5Q000€ T2344e @ 24 23 a7 239 HP=s
TLI>0.90, RMSEA<0.08% A[Alstar vt & AFrolA %

A3bE xP= 1414.004(d£.=711, p<.000)& F27F A vebston, x7/df.=1.989
TLI=0.933, RMSEA=059% 1 <14 R3] Agdies o= AL FH3 A
e Ak SEMe] 4o me AN P A= <& IV-17>3 2
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<E IV-17> 2R 24 A

7R Dtandard SE. CR. mﬁ
Pl — HjAIZE -.248 161 -1536 -.216
gisg — wjaz -271 134 -2.032x -.244
29 — Azt 163 134 1.210 144
ALs)E ] — ufAlzE 071 088 806 079
Az - BREEy 505 068 7.45] 5k 471
WA - FATA 503 067 | 7477 462
Az - B 375 064 | 5902 377
WAz — IgeT 452 062 7 265 454
29 — HEEF 145 131 1.111 120
9] — 55 180 132 1.361 146
29 — HAQT -.168 126 -1.336 -.150
29 — 3|F8 T -.142 119 -1.190 -.126
= — HEEF - 437 159 | 2754 -.356
Pl — A7 -508 160 | —3.169s:x - 407
=t — HAQT -.216 151 -1.429 -.190
Pl — 3T -.259 143 -1.808x -.228
AbslEle] — HEE 148 085 1.744 155
AbslE e — BT 040 085 466 041
AtElE e — B8 A 199 082 2,423 225
AslEllel — 3T QT 118 077 1531 134
gald - REEY 193 130 1.486 162
gase — FATA 322 132 2,448 265
Sade — BgaT 216 125 1.732 196
galse — svaT 128 118 1.085 116

X =1414.004(p<0.01, d.£=711), X*/d.£=1939, RMSEA=0.059, GFI=0.803, NFI=0.890, CFI=0.942

) # p<0.1, #=x; p<0.05, =5 p<0.01
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ABSTRACT

The Effect of Relationship Quality and Relationship Benefit with

Service Failure on Perceived Betrayal, Relationship Dissolution

- Focused on the Public Enterprise

Shin-hee Moon

Department of Business Administration
Graduate School

Jeju National University

Supervised by professor Jung Hee Kim

As our society get complex and developed, it becomes more difficult for
companies to meet customers’ needs and demands than ever before. But in
the public service, monopolistic service suppliers, the public enterprises have
easily got customers’ choice in spite of being lack of customer-oriented
marketing concept and low service quality even causing service failures.
Almost of ordinary citizens use the public services everyday, therefore, there
are likely to be obvious differentiations of customers’ expectations between
publics and privates.

Service failure which service did not meet customer’s expectations and
needs can be happened in every time customers and service suppliers meet.
In former studies such as Gregorie and Fisher(2008, 2009), a customer having
a service failure experiences perceived negative emotion, betrayal and showed
retaliatory and vindictive behaviors to the service supplier such as negative
words—-of-mouth, desire for revenge, desire for avoidance. And many other
former studies are taking a major step forward in terms of relationship

quality and relationship benefits can make reduce the negative effect of
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service failure.

However there are few studies of what is specific causes and results of
negative emotions and behaviors after service failures. What was worse, there
are no studies of public enterprises’ service failure management. That's why
we need to find what is the specific emotion shortly after service failure and
study what this emotion cause, deeply and widely. This study is investigated
whether relationship quality and relationship benefits scale by former studies
are suitable in the public enterprises’ service failure context.

To do this, survey is carried out citizens and visitors in Jeju and Seoul.
Total 288 samples are obtained for the empirical research. This study reviews
reliability and fitness of research model and verified total 7 hypotheses

through SPSS and AMOS program.

Major suggestions and significances of this study are follows.

First, this study’s results confirmed the former studies that relationship
quality is consist of satisfaction and commitment and relationship benefits are
made of social benefits and confidence benefits. So it suggests the public
enterprises should develop relationship with customers by providing
satisfaction, commitment, confidence and social benefits.

Second, the confidence benefit has an effect of the decrease of level of
perceived betrayal. Theses results show the public enterprises need to make
customers believe service failure will be immediately fixed and shoot so that
customers’s betrayal will be decreased,

Third, negative emotion from service failure context, perceived betrayal
affected relationship dissolution p dissolutsuch as vindictive complaining,
negative comds-of-mouth, desire for revenge, desire for isoidance, These
results show perceived betrayal is related with customers’ negative behaviors

and activities.
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Therefore this study shows managers of the public enterprises should
consider strategies using customer-oriented relationship marketing. for

long—-terms relationship.

key words : service failure, relationship quality, relationship benefit,

perceived betrayal, relationship dissolution behaviors.
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