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U AAAY Ade S5 293 n2Y b, 20lAY e-F3HEE BMdke A o ¢ Fa3it s gy
o AENEGEEC] TF A WM AT Aoz A 71 nAEE FAske oS A W] WEeldt
olgig AelN e AAte) NERAEE Bot 344 nA0g duEE Jo] ANARI niAY Ao F £ ok E 97
AE e-FHES MdH 2 2HYRUAEE Ao RN, o-FYEE AAH 2 ¥ME + dE B¥E M3t &
At 53], £ dFE Seiue o8 EUZ oo -3} AAA. A, A=A, PAH FHE Fo] 4 9A B
Foz ¢dE ¢ Yrin B3, o A PHRYY F5E A3 3RS FPLIEE A ARSsE T4
o2 HEsgion, 1 A d¥e] JMES &t JHHES Jeuag B PeiAYe] e AMAES
3oz @ AEd o AFEH WY FRU. $ML 22d FAZRIPE T AZEH Wz o Fq
Herl 8 2AAL Be3 2o

A, £qGNReE QAY, AHA, o= FY=A IHAA ¥ VAN, Y FFH), Au2EA R F3A84
o] ol2i¥ 4£BUFEo A e vIMvke Hold. 53, £PUEEI A, #FH, I 3PS vAe
43 d%ol 4 A 828 FY A TR W A Jehdvhe SR L -3 THAY ) 49
TFEE7L of$ 2 V19 E S S-S A, mEt UEY £ E AMELS e-FHEE EoIV] A3 2HAEE T
2N F Qe O a4NE A FYo] 8E Aolnh Y FE/MEAL MulaEHe] adnEd Mo &
AL vlAcke BAPL JEYaB o] N2 F2 g2 w0 Fasithe FE AR itk JEHAYEY A
H2Fd #2E daMe 22y 343 A A284 FA7AE 9 seisojo & Aot

A, AP Axy FYECT FHAHY FUE vlAN, EY FEP, IR L LR Pl ol
g Al g foiF Y2 viAe Holth. A Bo] ARAFYES B ¥ A FHYE 82 & YL
ficke AR e-34E FEE fade AYUS BT o ABY 75T FY HEYY FRAZ] £
o FR3The HE AT BE FE/HAE A8HE 3 oS SR 33 %8 nicke AL dHUL
PEL FEFET YHE B¢ FE/NA Ak sfde] e ArRITh BEAEYL AEH & M 2 98
Hg 7Hle dgse)r] fEd] AEul 2B ELS A R ATl ThedtER oAlag Ade degst 3
AfuAclds 44 £58 Y 7 e =¥ E ZFFsol & Ao, o] A g F3H g3 mAcke
AR L 2HAEC] 2B E PAIB 85F 27)A 45F vHE Y29 253 o] Yo AARI
AR, AAA, A3A, e FAEEL 4T eAAI FH/AYE AT, AR ANH I felF o
AL By gtk ol2i@ WAPL dwt BEeE AZ¥rhs AEA Hxol8d YAHA Y= Aot
ol2@ 27t yehd olfroll dE @1A] 7hed AHL URUAER Eo] oH7A] aMAEA A NHAE FA] R}
157 WELR BAE + Sloh oy AAt ERdithe AdHUAY Y 5HL £YEE FY AP] AR
&, HAA Sl tiE avjale] Fge Eel s, O 23 JedladEd W v AEite] Ay
A dnt. meh 5 Fofel8d TR JiEE EjAE] olf priges dEshe A& FA BE £ 3
HEolnt. 1§ PNF Y=o AFHYL WA RYAT ¥ EFe AR e-3HRE oJ¥A deldof ke
Ao &G 0|84, A7 AAEE F 4 Ak @7 AR FF AP =Y =5t
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AARAY 7lee g4 $22 e AxHA
2 FEGAE TET B IsUY rgse
259 AW S 2R utm o %e
7IFES UHYUE viAE FEoR 3t AjF|
Adstn nA4E FEstn {FA%n §led (Poon
and Swatman, 1999), 53] frEZclolA QU
g 71e2 fEdAS 2uAt 7HEERteA A3
ThtA T 2 AHPYE & £ YA @t

Ayl &MEL V&9 AEH Ao IA
AdsEe 48 /AR Aok QEY &3 EeljA
o] AERY AL AF Arfgelre] Fojatg M
H[ 2 diAs, 9449 AF YA E(directory)
E A% AuY ddE gAgc. =23 IHA
EFEL 247N Fdo] et AEH 4nidd
S AH 9 AYAZY A% der) =3 A%
avjgd e Bfddle LHAEC] HAY g A 3
A o8 FEE ol Fdou, Qe &£%9
Atde 2YE 7HAY R Al]ES 883l 2]
Ase] 43 w2A &£PEEY JHEE vnE F
pI=

v ddFd ez AgRSlel dve M3 gl
Zpe} AR He] R BdEAo dde Ho
2 g8, 984 PS5 19 AL EFE A
dalAn gl 53, Qe € FEFANE
e 71E ARE S AR dHE W
A7l glev(Srinivasan et al., 2002), 2 4
B QJEYl AL AR o A @e
TYEL 23t YUck(Peterson, 1997).

AN AAAG Fele 28-E A3 Rol
A& FUWE A3 v F25cHHenry, 2000).
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Reichheld and Sasser(1990)& 12/ Ad$
o2 A% £4% 43, afogey 5% A
e o|gES 25-85%7A Eole AAE A
< 7 U5E Wilxn gl ey g &Y E
o slolxe vz FAE FHEe A5 Ll
Hg 1 F8A4c] ¢ o, aHA AR
& ¢ adold A 2 3AGAE S
YS Sistehs o] Adedl £PEJ AE L A
A9 Z3HE A3 s 9ad A3 A

a2y oA AFH vl wlsl avA F
Aol &7} oJ@31(Selz and Schubert, 1998)
1 F8A4° 3= Bz, AR A=
£ Eo lojx o] an|A FAHE #AF AFEL
agA] @eol o]FojAA ¢gn Yt t3y AHY
&Yl A HIY =REXAT FAEEYE &
PEo i nATEe] A AF(EE o]o] #F
ATER 18 BAE gAMd fE2n ge 4
Zolth.

e & dfe Y AN LuREAT
€ o9A Mdstetn A oketeA], 181 3
A4A& AnE HAA JE 2B E AT} o]
A AHA FHEE o9A FHstn A AL
|, £ ol 2R FARY %S F=
F8 2R 8UEL FAUANE Wz o}, o]
£ 53l 9HY &g Eo] AAHcn AHAY 3
AfA e AFE Fded 28¢5 U=
2 e AL 979 EE2 dFstua dt o
¢ A7 ZRY 24E A oS e ARA
QA A E dA3A

AR, A &P EAAM Y] vl FHEA #
& dE BYstn, o A FAEE 2F
Ae 84 2H89ES =2Fo 2N 2uz} FA
EE AAZo2 H4YE 4 e 7RIS Y
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QlElyl LTI AB|K EHE(e-BHE) EA2Y

gt

EA. olE T FAAsa TR ASHoR
AR7tn de JEY 29EL WdoE 45 &
Aoz, d72%9 AFA A JHY £
€ dAE9 EFAAA oY AHFYo =&2
F3z g

Il. OI2X uiA

2.1 Qe £LEOM2] 28K M THES}

A Yl Aol AHIAEY FHEZE e-FAE
(e-loyalty)' @3 ¥tH(Reichheld and Schefter,
2000). ¢N Mg AAYE Qe AL w3
FAE AH 8L L EFAAM] EAA Y= F
7189 AF ARHAEe 723 EFo] 27 gF
o} (Sohn, 2000), YEHY &P ZojMe] Avzt 3
A g £ 2ebAof i}, dwbd oz AnA
FAEE 53 ATV e dg nAe Hs
HE 2 P95 dehed, JHY £YE 59 2
€ AZAYNANY FHEE B YAlolEd 4
g AT g 2 9924 AdsE ¢ A A
o|t}(Sohn, 2002).

H|E 29 23 A7EC] e-3AE s )
Q3E stne AT FARY SHARES
dBE P20l ojFoiAA ¢ Y& HAFolmz,
2 A7dMEe eyl &PBdAM gt opie} A
53 AFANY FATo A AP E TEH
of Auat FAT B NEAFES THHE
vl Aelsln oj§ Tl £ 979 #HS =&
bt ide

HAB M33A M22 20044 4%

FAx 3 BHH Fde gAEet st
A AAHDe YR, A P44 B, 8y
23, 294 #¥ez Fgd 4 Uk(Dick and
Basu, 1994).

@ ¥9% 34 o] ddL AvA FHEE 93
710ELe ERAAE L AH2d B wE
ol dgezM Fosted, F93 dF W
dqMT 2vlzt FHATE FYste BHLS A
2 tgz2A &5l goh(Flavian et al.,
2001). &, B4 &gEoM 3:Ao] A&
v 392 FYdee WHH, FUT &
BEE 10 AWEste YEEAN Az
FAEE e ot o]4e 271A)
Wig AR EFH=(hybrid measure)
Y AlAjElo] $kAjuH(Aaker and Jones,
1971), ol@@ 27k4 ¥yde 2 3
(+)9 Aq8A7 dvke 3 Qi H29
ATEL &30 ddHoE A% AWE W
=24 FFste Ayl A Jetzn o
(Flavian et al., 2001:
Baker-Perwitt, 2000).

@ HEH #¥ J44 o] FHE M Kol
¥%43 #A(non-loyal retention)ghe 29
< WA Rehe W, Bed $HE 4w
2 FAE NS HEE Ee A Yo
A g 88 (Andreassen and Lindestad,
1998: Gerpott et al., 2001: Lee and
Cunningham, 2001: Lee et al., 2001:
Mittal and Lassar, 1998: Nguyen and
Leblanc, 1998: Sirohi et. al, 1998). 1
gt o] g HEd #Y M= FAHHY
ZR¥FE gxEritt ti Aol AaEol

Sivadas and
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AA =3 9tk Andreassen and Lindestad

(1998) = aMat FAEE A7 =9 2

A& T, Gerpott et al.(2001) A7

9z 3, Lee}t Cunningham(2001)2

249 497, Lee et. al(2001)2 A

7o o=, AN HE 79 € FHx,

Mittal and Lassar(1998)= H|@gelx],

Nguyen and Leblanc(1998)& Fd3 A

%738, Shirohi et al.(1998)2 A+l <

E2A4 Aostn ok, sAd, Avizte] 4

23 FYUCEM A FARE FFe e

HEr #de ava 459 H28 29

HA e g olHE HWHAT o] YL UF

o #ARE 7z St &, 594 "zt

34 viEhe] A4 el E 24T 4 ke

H3 Ede Hxolgd 2AE w(Fishbein,

1978), HEE s FEHo o} Fel=

B3 71&Y] g8 B AFEL ¢

g FHEge Ad ol &83td Algsln
Aot Holtt,

@ &4 #% Dick and Basu(1994)+ 39
A s BEFAEEY 25 o FAT
7t A Hojof & FAIY F, o] BHL
7129 P94 AdH gy S TR

RogA ul$ uigAg #Foz Hrtsxw

SltH(Bloemer and Ruyter, 1998). 218

U FAHA 2AXNEE GRS 7ho] 9 E

A7t AAHA stz glYk. Pritchard

et al.(1999)& 43 "Hro FHPF &

TE LHT E¥E SHARE NES T,

Macintosh and Lockshin(1997)2 &3 &

o 3 EHE, APYE T &,

Bowen and Chen(2001)2 $&4 ®Hx,

al
=
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AF/AM 20 g A7n) o= L el
3 33, Ruyter et al.(1998)& M3A
FEE, M EApEY AT EUEyE
o84 A dz2A sz dg. 2
Oliver(1999) & 4H|A} FAxd] #3 712
AFES A8t AMA FAZE AR F
FAE, AR 3R, A4=d =, P9
H FAx9 4942 £330 AXdgdn
Fgstn Sl o] dse B3A B8 3§
oM vl AAH|n EFHQ MEH &
AR AT, AFFHAEE ZAZ sz
A7 W& el &P Zo dig FAHE
AHed F deAd dF HFe] "asy,
£ NEE 29 Foo] HF2x Qlof o
g 3% 7 FHE A Z84o] ol
2 A7 #F & A+ Oliver(1999)7}
AXNT FFH BHA 2As AN &9
oMo AHA FAEE XA, FHA,
ogxA, P4 FAERA FAHE Aoz
2o g A8y &P S AFsi, 7AF
oz &4 /1sd ANEE =& Al v}

Lo
L

FA. Oliver(1999)7F AAIE AAH FH=e
FAES A WA DA, ¥Rt B AES
BAAERTG A3d + A e AESH HE
o ga) YEE FHAEEAM 7P R £E9 24
= @At &, AFoln|Ad o FAHzo|n
et o AFol o WHAA Fag 75S
Aoy v £ gk o2 Ade A
£ 2ol HEJPA YAIE on|A)(web site
image)7t A& A&7}t 2 + & Aol d¥
A AReAY A FAEE dEAES 53t
o g5d £ 3ot au Aed AR e |
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el LBFohMS] 2bixt FHE(e-BHET) BH2Y

s e B R

olgjulo] & Jlg$ B4dte anlA AUER E8
¢ ARE AFFezn AAH A=} ¥R
% %H(Gommans et al., 2001).

A, 433 FAEe $4xY F A 94
2A, AFd g ALETEo] FAHE ARRE 4
e A9 AT A FL£ A B Ho2A
Ads 8. webd oz Ade A &Y
Bo] AL4Jd G £YE Alo]Eel] Wi FA
(recommendation) & 333 FH3H (positive
word-of-mouth) %°| 243 FAH=e AR
A®7F 8 4 g 2gu AEY ABeMe B
BEF AH|AE] AHE e MEe Zo] A
54 A1) vld g4 B2 fEd) Jed 29 E
oA AMA BEE B AHH FAEE e
AL AEAR AR v ¥4 oH¥rHGommans
et al., 2001).

AR, oA FATe AFH 4z g @
AZA AFA dF FHA Fge uiEd FHl
o8 FAdt. o] @A AnAEE 3T AT
o oA & YehlA At 8 2B 8 SlolA
E 83 &Y AJEd] tig AR} o
A 4z AEY AW € + A& Ao
4. 53 A8 A e FejeErt FujE
2 e Ajzle] HEH Al viE of 4 87
2o Fojd=g F244 FoPYE HAFse
Ao Fd xHo] 7] gAAoF FrHStrauss and
Frost, 2001).

YA, J938 FHEE A=y F4E9 O o
ARA o] dAlE AF e 2T QBT opy
2} o] 5 YFog @AY ed UYehte
AR Fo 2AEE AAdeE F7HHA ko
ojg} o]Fojtt, YA FAxE FHxY M
ojxgt gA2A ko] 3vA FAxze] AnH 3

HIEAT H33A xﬂz'.! 20044 4%

T ouigch, HE8A AR A% A93 A4
EE 54 AXMY A7) NzEM 238 ¢
Ak, 2y oAE AeH ANFE AR & ¥
93 gd9 23 BEAEL Yl Aoz g%
g 9 v$ EFHAY. &, dHd &P EAME
TFolE FUEA ge AlJE AR 9 AFA
7t 53 Ze 84Ec] meidolo} FtH(Smith,
2000). Avsid AEH AQeide dities
AGE Wzt A7 v g APHoR YL
AR5, A &P Ee] Aol AYE Y
7} golAldete A7) ¥lgo] ottt G E
4 g7] qEoict. YU &P BAA AHAE b}
$2 29 P yivtozge vle AYEZ 47 o|F
& 4 Sld. Schultz(2000)+ 1E1Yl & oA
PAH FAZE A28V AdMe ¥R ©TFo
4 Fottn Fgn AAT, Al A F
el P93 FATE LHAE] ATE FE 3
oA AR E #oft e AEH AFRUE
A o 28] odn = 33 A& AXA
#chH(Gommans et al., 2001). °lgg olf&
£ dFode gHY YB3 P93 N
€ 4d3 A7 =2A FFsnxt g

2.2 AdEull 2TBoML] 2K SHT FHQ

Aefl &P EAA Y Ault FAHE B 8
g 71E A7ESNE S AvEd gaEeg O
§ APASES AN Ut AES F(2003)
€ 2ede] A E JFald #F AT
A 2ARe oggloz wE Adx QEHY
A A, AgdY % 74y 5 F8 89
o2 d3sn dxn, 2332001 7/MIHEY
oju]z], AFTM, M¥AFH, F2, AHo|x,
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AR, aANE 58 F9 FAPgYez 1 ¢
o MA4(2003)€ AR ARYEIY AHdA 3
Ao #F AFdA ARVE SH(Z, ZE9
BEY, A3, ALY AASHIRA
g EY94%) F2T ARUH AHAY 4w
F8 AgsQez mopstn gl ¢hERe o
(200D A2dTA 2 O, FEEA, A
28 A B3 2 AYE A2dHe £3
A Z9, AF 2, M, 5 2 AR Ay,
B2 8 594 22 oY &9, afUSo] 4|
A FAxY ZAFA9E ¥z 9. Sohn
and Lee(2002)& ZEARA, 7154, HH, A
H2FA, A, 7 2 v gas 5 FAE
o] A3 8geg soetn glal, Srinivasan et
al.(2002)& /id s}, 3284, ARAZA,
AR g AR, ARYE, Ok 290)3)9
A, BeA, YAIE Ozl B9 871x] 298
e-F4%Y A8 2A Mgz AAE
1t} Gommans et al.(2001)& $A}lE 7]
=3 B4, JKAZ, ngMula N8 2 B
HAS oujx] o 5712 84F e-FAHEY A
Pagoz MpdAoz AN Ut

oje 1E AFATREL Amrd, yRE9
ATEo] 3T AFLAES Ve BY 3
Hdeg Addgdtn UAY, FEEF AHHe=
wEE Wy FHo2 A9dtn Qv 2§ Ax
o] 7ido] vl $ XHAJAE EF3ln SYUSE
Ho} APA JYRAE AA2 A7EY L HP3
I Yok 23" AR Nge BFEYE Yo
wif ZEAQA shdolr] Wi i chFg AR
8980 EAE F A& Aot 2A4x9 AA
A AARCZ gopgta, B} F2Ao|wHA 4
HqEol & YL T daME avA 3

2
=
a
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Ao APHoz 2 IS vixe WA W
TES F402 1 HYada HF U450
X3 vl &3 (mediating effect) & AWK
€ o] ARAQ Wio] & 4 gl

g2t 2 Ao E e-3AEd dF A9y e
Y4 F JoWME T AFRIL T
A8, d4A dAEFE AYEY I 9 g
AP &S FHo2 AAsn 1 HYPQAET e-
FxRY JY¥RAE AdHaz . o@
AYPeRAEL 71E AFAAES FHeld 2
A2dA W ‘REEY BY HMFE Moz

T&3 A 3},

o

. H72Y 3 JKd

3.1 &4¥Z gk

b

HEEn} e-BHT

o] 2= NN

[y I e

&9 g3t AF A A 2uAE
o 39AQ oux 9} Y=g YAA7) 2, ol
39AQ Her AT AF 2L Mulxd] g A7
o o g PFe IFAA dFE wA + U
(Cronin and Taylor, 1992: Pattersons, 1997).
Cronin and Taylor(1992)+ 4H|z} ghZo] A
7ol o {FAF YFE AL Wiz Yz,
Patterson et al.(1997) E& 7|4zt FA 9
o wtEa} A7) o Zlole AAA BAI I
< AN gebx Mulx wEe b o
A AR APA 4 nAdy FEE F
Aok aEY Mula wrEa 9 FAE7ke) B
Aol #3 dF7EL ta 2" AHE AN st
Act. Crosby et al.(1990)2 wujgje] Huj7)3)7}

HASAT M33H 2% 20041 49



Qe 2B FoIML 20)Z} FYE (e-BHE) BH2Y

A Asjel W] AHHoR oEdA HI
FAstn 9led, Day et al.(1988)2 uAgt
o] Ex 1A RA AFHA F&2 Fvin
FEo2A wEo] YA FAE FFE A
I FAR

ool ATAAES FHs, & AFdAMe
2u)2e] eyl &Y E o] fof & £PVFEI}
EE4E AHAELS HF Y2 tiE Bo T
A A4 2 onAE A HY, £PEA o
& 234 7A99 4 eRlARY 4 T4 2
2 393 7o) EYE HE ¥ ¥Fo2 ¢A
A HAY, T Mul2 Aol& = F Ao
£ W5} oAl E Ao FEd gy 2
& 7Ha & AR5

i

RO

H la: &£380] U3 BEo] 55 A %
AxE Fohzid)

H 1b: £3Zo] dig 9Fo] 45 ¥4 5
Az Fopdrh

D &Y g g wFo] F4F oy F
Az e Eopdth

H 1d: &3 & g3 9Fo] 52 P93 3
AxE Fopdrt

EUEG uo] ARYHE X ¥ oFE
Ganesan(1994)2 Agn| o2 At e
aMEe] 7EAYAT dEsn gAHHNLRY
HAeE neid o Al g, Held v & NTF
B4 53 Ze AP¥EE JHsh ddzn F
A&t} Ruyter et al.(1998), Jones et al.
(2000)& AnjaAtEo] M| &g AHEA HB
AP Ago] A H7 e AP gL &
vz FAE, §3 A7l o F3 #Ebel U

HABAT ®334 2% 20044 48

B4F3 §lch Sharma and Patterson(2000)
22 aMgo] 259 BY AAA g %=
A RIAUMT BAE QA Rdle olfe
By HAANE vE A5 2Ase da 49
AujFez EM3xn ¢ler, Dick and Basu
(1994) & A@u] &L AA AR ofet &
B ANFM e 2N ¢ de5E FFetan i,

Heskett et al.(1997), John and Sasser
(1995)& &5 94 FAY JHF &4
7V g EAlsle AL ohlstn Fstn o
£3% John and Sasser(1995)& Z-&aiA, 74
A&AFE, W, FFAL BAH2 FE
o2 @ ATA wEE mAe] 90% olde] 7|
& AdozRy olgdldSE Wilx sled,
olg{gt Ao i kA o] {HE M| & i
oz By gt

olg{dt ATAFAES FHE o, AT Ay
e Lnjzte] S & AP ET FETE 4
AEL B MHlA AFYAZY Mu]x HFA] L
Aste AAH, Aed, A ugE 24 94
3tA € Aolul, olo] me} aF Au]x A FA
W A, dx, Aold o= 9 Aojd HFFE
A HolA € Folgln 88 F vk weiA
e 2e JME AYsidct

rlo wle

H 2a: AgH|go] F55 A FHEE &}
Ak,

H 2b: A go] 42 244 FA4EE ol
A},

H 2c: Agh) 8ol F45 958 FATE Fo}
Ak,

H 2d: Agvjgo] 255 4994 4= 5o}
A,
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JEU &P SoA e MH|ag FAAZN? Ar]x

of et Aede B w2t dFatA A=z 3
A, dikA Asde vFupAREGsdN o

‘B R0 AFHAY EE FERS dA
A AFHe A 8% -1 - PFoz2N 7Y
A EAS e Aoz B £ 3lg. gad Qe
&Y Zojae] MulAT ARY Alo]EdM o] AF
Tofo} BAY F¥A gFoz Fogd £ glon,
Mul2F Aol AH|RL7L of2i gt Ajr| Ao diE] )
T AR p94e2 ol 4 UrH(Zeithaml,
1988).

A &P Z YAM F
3 e /‘1“1 g582 &
FE FH, BEFIt ZEHEI
=7 gold # ilq(Gommans et al., 2001).
&, AAZ 3MEL FeDexst UPS 53 & A
A EFINE B AFS wisde AL MEd
o 3 FAQ 2 AT & 53 #ugE A
e ople} g Mulx 53 e ARUA
14y =3 Y &Y E nASdA A
oo} & Fo8 AMulx EFo] "} ojHYH U
Q&G Zol A9 B A&, FERS/BE9
fold, A&MH~ Ay, BA7)Alg) &3 &)
A7 2L Mulxg e Fojo) £33 Jgg 1
A Aoy, o3y oxal &WEY o F9%
L2478 5 U9 Ay B AYdE £
a3 Bl &do] siAz e M & @A
o shte uAo] &£3E o, AFL

NE FEFE, A

py

o)

[+]

-

=
3

HALE,
gHo2 A48 2 grke A

WE, JHA £FELAEL AEH AYAE
I vlmsE ol JFAvje #Ad 9L A

580

Mz 2 A0E B4 nedn 2
golg}. weby @aamg—
4% 2R Lk &

oI 0 Al

E3joF 37]
Aeja F-o] F
REeE AXA €

| Fd=E9d g2

e

3L /\Z
2 7“1‘-\1:

_‘& oo

e ger 497, A4
Hrp 24 d4stA 2 Aol “H—‘r°ll g &9
AR EF golAA € Aot wehA ey
£9F A2 o] $348 L¥AE0) w7
T AgH 89 AQEEe golAA 2 Aol
H 3a: Azt MH|2 o] &
o lr—o].;lh:]-
H 3b: Aztd M|~ F4o] &

e olaie},

“

@ AFo2RY de 547 AZHE )
&3ke] Aolo Ui HA2A Ao BTH(Zeithaml,
1988). & Feldsldl Slo] AwaEe AFe
283 M vngezy HXE AdEA €
o webM ZE7HA] (merchandise value)® 4
FEE 7Y g42A Fod & . AFA
ANZAM e LHAEe] XS B39 7HAvn
g A & 5 3] Yo AEFHES grEd
A=A T 7HAZAANA Bl apds AFg A
A% 5 Aok 2y A8 AR e £ oo]
HEEZ T3 7HAvlmrst A o|Fol2 + =z
(Turban et al., 2000), ¢ oz A &

T A%o] 7hEelr] g o3 gz A
’Qaﬁ}ﬂ oldd. watM JHAAAY A3} §
Lis ’63-7}7‘] SUWt £YNE 9 FAE FEE 9

5 Fodtth. @, WEA vl va) o
F—Ml £3E& MEaY st (customization) A

[e]

a

ok
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g it

< B ol EES BY & U & 14 A4
of A AEL ATTo2ZA e dHE F
d = A =Y gk aYNF 2 24 gu
7t 7bsE 4 Ao 4AFEY Ae oy ¢
FAFE Ao Hgstd A FHEE &
23tn Slth(Slywotzky, 2000). E§ AE7}
7} SUERA AHAEL BPzd diF oA o
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A BAE 9vl@h(Srinivasan et al., 2002).
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JE7 AEiYl £PE3F A3 F-) g§ Hr
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T WEE |2 29 guEs arma and Patterson . ;
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a3 dg) g3 IAY HAFH Y=
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oA At S8 7o Fid 8H
9 BEYE xol7] Aol dBULBE ToiA Y
o] B2 $HA WMz & dEd 9M M
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TE3q 7 20084 F 4009 wiEsge
o, e zAe o] A 2 dighg WEdo
HojZ% Wyo ABE FsIGT. HEZA
717+ 20029 49 59%H 4¥ 209714 16¥
Bk ojFoATh. 309%e HAEAV FHHAUL
H, o]F 4% 45 g $Ho FRHUAY
e B4 &g 4EA 48%E A9
26158 HFH o8 ¥4 Agsih

S BXE (F 2o vehd viel o] 3

(% 2) 8EX #%(n = 261)

£ ‘ = v ¥&(%)
A 1 125 48.0

o 136 52.0

204 m]gt 12 5.2

o2 20-294 236 90.2
30-394 9 3.3

404 ] 4 1.3

B 98 37.6

34 Rk 151 57.8
71} 12 4.6

200%H4 wjut 63 24.1

g 425 200-2997H4 147 56.3
300%H4 o] 51 19.6

aFo]} 38 14.6

B HE () 201 77.0
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Qe ol 8 AI2: 14134 w]gh 48 18.4
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V. g7 2

5.1 A=lT, EiEE W A7EA 24

2 a7 AHS 33 BEE g JEx
24 2 98N A (X 3o vl g
AWtz o 2 Als]#EHtolo A Cronbach’ s Alpha
grol 0.6 o]de|d HwA AfErt £& AR
Ax" 4 itk AIw BAAD 74A FAe
N #=(AFS), 432843 278 FE(IR5, IR6),
derde 10 FE(VS3), eadEviEs 1) 3
B(AT6)o] AA=E AsAle Rez vehd
Z ) W, F 5 FFEL AT UdA
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eFAT AE P2, Az g FE LguE
AYall FEEZ TR} 7 gJAENE 53
e ¥AZTE (R 3)o Ueht St ofoladl
gk(eigen value)o] 1 oJAE 71F2R 39 F&
dgen, ZFYPEA dd FAFEA (principal
component analysis)< AAIF F ¥FEo] &
84 FYEE AANIe ZHA3H (varimax)
S ALt AT, e-FAT Ade ¢
A, 234, =8 FAAEY 38%0] FEHY
G(E9A FAE BHe ©dgES A8
HEol QAN AstAs). 2184, J=A
FAT VN FH(ITI) L IAA FAE 80T
E E& 99 233(406)% 2Jd. W, e-F
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3244, e Bud s g AYUE A
FAA, A 2EE 59 F T 890l FEHA
. 234, BB EdEs 1] F5(ATHS 3
3G 81w, AERA I #E(VA2)E
Mu|2F2 gRlad, AR|2EF3 1 35L& 47
BE gQlwd A & 89 Fsh&(Z7 (368,
381, .318)% vehlxn A 8AEHE A3l
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o AF FAAEEN AMSstET
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(£ 3) M3 o ElRE BNz

oleful SEFolAiel 28IX} H4E (e-F4T) BHLY

0] B.&
By AEYE Toll '&ic‘,j?}%k 293 Cronbach a
CO5 .796 145 ~-6.05E-02
C0O3 .698 .185 .238
HEE 1 CO4 654 274 2117 .78
C02 .649 243 258
CO1 575 287 218
AF2 209 .822 .182
. AF1 282 763 158
#34 3= AF3 253 746 239 83
AF4 .281 .624 337
IT1 119 125 .850
A FHT IT3 .406 194 702 75
IT2 .284 .326 .608
IHA(Eigen Value) 5.55 1.26 1.07
B4 A2 (%) 46.2 9.7 7.2
THEA A 8(%) 46,2 55.9 63.1
~ o 29 F3l% Cronbach
BE2 | A¥YE oo T map | 893 | sd4 | 895 | 896 | =97 a
SA4 195 143 9E-02 7E-02 205 4E-02 136
SA3 .82 5E-02 -2E-02 158 118 1E-02 4E-02
&yTHE SAl 751 .105 3E-02 221 1165 103 1E-02 .86
SA5 114 191 7E-02 9E-02 178 -8E-02 163
SA2 .705 147 211 270 8E-02 3E-02 .240
SC4 7E-02 838 9E-02 .108 132 -.166 116
SC3 171 827 5E-02 8E-02 4E-02 ~1E-02 .153
d8E —oe 146 785 188 170 123 ~ 106 101 83
5C1 168 686 1E-02 -1E-02 111 -2E-03 166
AT4 4E-02 8E-02 .759 ~6E-02 154 126 295
gs98 AT3 2E-02 9E-02 741 205 154 -5E-02 266
i, AT 210 1123 659 204 2E-02 -9E-02 146 82
AT5 3E-02 5E-02 658 .156 -.109 9E-02 .368
AT2 7E-02 2E-02 563 .108 160 117 TE-02
SQ5 318 2E-02 182 125 -7E-02 3E-02 157
5Q1 .206 149 168 683 208 -1E-02 189
Au) A 22 8Q4 214 8E-02 185 630 146 ~TE-02 BE-02 5
SQ2 3E-02 8E-02 -3E-02 576 8E-02 220 165
3Q3 105 2E-02 -1E-02 552 112 201 .103
VA4 250 8E-02 8E-02 8E-02 678 104 181
NE 71 VA3 131 225 246 -3E-02 669 125 -4E-02 78
VAl 222 156 -1E-02 285 655 -5E-02 6E-02 :
VA2 251 9E-02 216 .381 635 -.152 -.152
Vs2 6E-02 -.142 -7E-02 112 1E-02 784 4E-02
BUET VS1 108 -.186 168 ~TE-02 103 758 4E-03 .66
V83 ~TE-02 6E-02 3E-02 7E-02 -6E-02 710 -1E-02
IR2 141 218 1260 143 4E-02 -4E-02 819
Bz a4 IR3 102 157 .254 7E-02 5E-02 -117 814 o1
IR1 201 110 251 103 181 -2E-02 786 .
IR4 126 124 275 197 6E-02 6E-02 740
I3 (Eigen Value) 8.14 2.90 2.29 1.61 1.33 1.20 1.05
A A 8(%) 28.1 10.0 7.9 5.5 4.6 4.1 3.6
FAEA HA S (%) 28.1 38.1 46.0 51.5 56.1 60.2 63.8
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7HAAZA AN 2 AFolN AgE dsE T
o FA|AE AL AFe U (E Do v
Utk A &2 PNH FAEE AP BE
£ o3 ARBAE Moz Sz, 4T
A FAE R TS AY2 v 2
T BRBAE Holm g} AXA F
ARA FA=e P94 FAEE AT
EE WSS /A dwuArt oy, oA
FAEE PAH S Y-S AP vn
A AFER FF 3BBAE o1 3o, 3
A FEE 9A AT {Add SEHA
€ YEiL Sl B3FgAde tdddEe A9
g ZE AFES fAF ARBAES Holn 3o

4 o O
—{‘>
w

- =Y

5.2 71dAE 2ot Y £

< 938l Lisrel 8.30 EAHIAE o
43 A2EM e FYsidT. B4 3Ry
APe AR F FlAsge 61.4FARFE=21:
p=0.00)24 u|fFoHoz UeYA¢, GFI=
.96, AGF1=0.87, NFI=0.94, NNFI=0.90,
CFI1=0.96, 1IF1=0.96, RMR=0.027, RMSEA
=0.08 Fo2 veht 239 ARzE YAz &
3% e Brid + Yt

T3zt s A48 Yehie ds4aal
%* (SMC:squared multiple correlations) &
Bl daM e, £YBEo] 40, Hgujgo] 43

HHS

7V AEE Agdsaig 48E da sl A AAH FAI 42, A 245 53, 9=
o7 BMdn. A FA=7F 56, BAH At 02 o8 7
Zt vetstch meby P93 FA H5E A3
(# 4) 4 | ¥ 7 I&EAY 2440
SA SC CO AF IT BH SQ VA AT VS IR
SA 1
SC .36** 1
CO .64**|  34* 1
AF 69**| .37**| .60** 1
IT 65" 53**| .53**| .63** 1
BH .08 A1 .02 .05 .05 1
SQ B1M 27| 46| 45* 45**| .00 1
VA BB 37| 40t 53**| 50**| .06 49 1
AT 26™ ] 25* | 31y 34| 24**) .01 .34* | .33** 1
VS .07 -.17* 12° 13" | -.06 .02 .10 .05 .08 1
IR 38% 637" .29* ] 32| 44*| 17| .38**] .39*| .38**| -.07 1
Bg 3.09 | 2.51 3.24 3.15 2.81 3.06 | 3.19 3.06 3.04 |3.51 2.04
EFHA .66 .89 .61 .74 .81 - .67 .68 .63 .90 .94
*1p <0.05*: p<0.01 (¥EHF)
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Uz deEd daMe d3dadsa) gol =
F .40 o]dog Yy A7RY e FausE S
@A 2 A9 e Ao wdd £ .
@2, A9A FH=9 dFdAAEA gho] 02
2 s A JdeRr] g P93 FAHEES
AR & 3le F7HH g Zao] WRE A
o2 Hg & dAFoM F£YF dFRH9 ol
T MRS Aoe (F 5% (a¥ 2)9 Jehnt
A},

O AA¥Te 42T M di 3
A, SAUFY -4 HFETY BA
of ¥% FHAF AAE AR, LYVF
°of AAH FAH=, AFAH F4E 2 94
3= YA e dFol #F /M 1a, 1b,
lee AXHUL, ¥98 FA=d vAe
¥ BT /M 1de 71F=EAT. wby
LPPEHLE AAA, A, odxd A
¢ #FAP 9% vAY P93 I moE

(% 5) 7485 &t

la 23TE - ARAY FAHA= .55 12.11 <0 N
1b SFUHE 5 P FAHAE .57 9.00 <0 e
1c 2NE 5 x5y 24 .40 5.33 < .0l e
1d a3NE o PYAH FAE 21 1.25 n. s. 71zt
2a HAEH & 5 AR H 245 .09 1.92 n. s. 71z}
2b A g - 234 24 .09 1.75 n. s. 1z
2¢ A& > 9rd 45 .27 6.85 <01 e
2d A0 g > 99 FAE .13 1.39 n. s. 71z
3a AU AEE 5 2P RE .28 4.87 <0l e
3b MU 2FH » HEn§ .00 -0.01 n. s. 712t
4a BENM] > 2BNF .35 6.11 <01 A e
4b FENA > Agul g 22 2.95 <0 A
5a BaPEvEgs 5 HYuE -.01 -.13 n. s. 71z}
5b LB Evgs 5 A g .00 -.02 n.s. 7]z}
6a BEEY > 2PYUS 10 2.42 <0l e
6b FERE > AEH S 52 9.99 < 01 e
7a OGR4 - 2PutE .03 71 n. s. 7]zt
7h A 5 A g -.13 -2.84 <ol e
8a AAH F8E > Z44Y 24 .30 4.27 < ol e
8b Y FHE > g5 FAE .09 1.23 n s. 71z}
8c AAY FHE » YA 4L ~.09 -.53 n. s. 712}
8d AN FHAE 5 5H FHE .28 4.31 < o 2 =
8e 83 FAE » PFHH 24= .08 57 n s. 7)2}
8f AEH FAHE » P9 FAE -.13 -.93 n. s. 71z
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Act, ¥, AL -FAE HFERY
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vl o] AXF FAE, THA FAE, 39
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AAA FHze #AY FA=AT F97HQ
TRAH 9L vAY, d=d FAT L 3
A4 $Azde F98 &L nxA R
£ A2 Yeht 714 8att AAEAx, 7t
A gb ¥ 7Hd 8ck 1A=, EA, #F
A FAze dxy FAE P94 4=
o vlAe JgaA T JMEES ABE
H, 43 345 45y FHZAT Fo
AQ 23 dFgT vjAy, YA =
€ F9A 9FE AR Fahe Aog et
U M 8det AAEHAR, 7H 8exe 71t
Aok, AR, 9=d FATIL P94 I
o olxe d¥BAe HwgHoz Jehd
7Hd 8fe 714E i

V. B9 ¥ ZE

2 d7oE JEY &P 2N EAE Fojd
gl Qe AHAES Wz 3o UHY &
HEo Wi AMAEY FHAZE A 23t
AF7A Qe LB FoAe Lu|ap oy Fol
B¢ A7h 128 BA 4sithe Fdl ¥FolE
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e-Loyalty Analyzing Model on
the Internet Shopping Mall

Chulmin Kim* - Kwanghaeng Cho**

Abstract

Considering rapid development of electronic commerce in Korea, it is an important issue to
analyze consumers’ e-loyalty. Most internet shopping malls have difficulty in retaining their
customers due to the severe competition within internet shopping industry. Thus, it can be a
effective marketing strategy to make their customers be more loyal.

This study investigates the concept of e-loyalty and its determinants, and tries to establish
e-loyalty analyzing model. We conceptualize that e-loyalty can be developed as four stages-
cognitive, affective, conative and action loyalty-based on Oliver’s theory.

To make more effective research model for explaining e-loyalty, our study tries to analyze
the influence of key mediating variables and antecedents on e-loyalty. A set of hypotheses is
derived and tested based on data collected from consumers who have the purchasing
experiences on the internet shopping malls. Path analysis with LISREL program was used for
testing the hypotheses. Major findings are as follows:

First, shopping satisfaction has significant influence on cognitive, affective, conative loyalty,
and merchandise value, service quality and interactivity have positive influence on shopping
satisfaction. Especially, we find that the direct effect of shopping satisfaction on cognitive,
affective, and conative loyalty are greater than the indirect effect among the each loyalty
factors. This finding implies that the shopping satisfaction has a great contribution on the
development of e-loyalty and the development of various consumer satisfaction strategies are
necessary for internet shopping malls. Furthermore, we find that service quality has greater

* Youngsan University.
** Open Cyber University.
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effect on the shopping satisfaction than merchandise value, and this finding implies that the
effort for improving the service quality is important for the internet shopping malls. To
improve service quality, system-specific quality factors as well as process-specific quality
must be considered altogether.

Second, switching cost has significant influence on only conative loyalty, And merchandise
value, interactivity and variety seeking tendency have influence on consumer’s switching
costs perceptions. Finding that switching cost has influence on such a high level loyalty
factor as conative loyalty implies that the establishment of exit barriers by heightening
perceived switching cost is important for securing e-loyalty. Furthermore, we find that
merchandise value has positive effect both on switching cost and shopping satisfaction. This
finding implies that the development strategies of merchandise value be reinforcing the brand
loyalty are necessary for securing e-loyalty. And we also find that interactivity has the
greatest effect on switching cost. This finding suggest that internet shopping malls should
make various communication channels and heighten the bilateral communication quality. And
finding that the variety seeking tendency has negative effect on the switching cost implies
that the shopping malls should make continuous innovation for their marketing mix.

Finally, we find the surprising results that the sequential influence effect among the
loyalty factors do not exist in action loyalty but only in other three variables(i.e., cognitive,
affective, and conative loyalty). This result contradicts the traditional attitude theory. This
result could be interpreted as consumers do not show the strong trust internet shopping
malls.

Although our research can not show the determinants of action loyalty, the empirical
results give both theoretical and managerial implication for managing the consumers’
e-loyalty. Limitation and further research issues are also discussed.

Key words: e-loyalty, internet shopping. satisfaction, switching cost
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