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B ATE $13 gYola QA Fddoletn @ & Sle Mul2 9] A% APUTE ANET ol P nAYF
o] Mula FA A3 A} oz vAle P& AFHOE BN Mu: Ao ¢ AMEE At
gt ¥ Atde 149 PFE BlPFH AVGFoR Mo TS FqPFY HPueEe APlEF
2 aAAELE, ARl AgdSFRE FANL, 2AEYE dTRER AN Y 23 4 a9 §F
ol AFHozw PHsE AdYe YT + Uit

Vg FES He Foggat Auggel Ml 2 Az A7 = vjAe gAY F¥YolRn & F e,
TR B 2 ARlgge] AoyEin FAHCE v fefshl Auja FAXzH A7) dxo FFE viHe
o A2AF 44 O 52 $AE RAFUAT wepx ol FHEAE FaAM AHE Belde MH|2 239 YAy
< P77 A8 53] nAe ARAEd U8 B BAE 71e0of @& oldlE & Uen viAReE A7 A
A @AY 3 85 48EE AAE

..........................................................................................

3T AHA Aol FA S, Eshe MElA 7]
deoz 3tdF AAYHE PINIIEE stu Ut
olgigh MulA Ale] A Fe FUes W
F 9e 42 rten sdew ¢ et 224
Al Aot = Sl FA A e oig
ol B2 Fvlstn slchelAl, AFY, A
d 1996). 53], AAY g WtezA A
oA F3y Bl AFHM v FAHoI AMH|x

et ie] mAL ot Aol nAE 2y A
Hlxo) s HgeM F8¢ dEe Yt
(Mills and Morris 1986). oJRL& AMujx9 =
£ 5AQ A avle B7HEA wEoly, o
g 29 AMHlx aAY Are Mulx A
A A9 Ao ey B B Holxn
e dAo|tHCermak et al. 1994). ojs} #A
sl Mu|x A& "R FYU 02 Holol &
e v 2 A7 Mills 1986 Kelley et
al. 1990: Keh and Teo 2001) ©} ¥-of2] 79
A lExgHel 9 2% 928 Mulx 22

=E&+4Y: 2003. 11 ARiaEY: 2004, 3



A ¢83ld A H2E e sk ZE nl
A HGroth 2001). B 32<) Namasivayam
(2003)& 7o) 7]& BE34 FTAYCEMY F
T (co-producers) 8-S 298t {dg
A2 (sole producer)el® @A Mu|A A FAte
o] 43 MH|AE AFLEE Yzsle 9
e g dom FAA. 53], nAe Ay

25 Ao FA Mula 23 L o]gsly] b
ol 4L JAIA FY ¥ (transient employee)

olgtx B3t

71E ZAYF AFoM THELE F A #
Y gF, F 454 PGS §5)7 Ad
H P (d8y P72 = Aoz FAHYL
™ (Bateman and Organ 1983), welq #AH
Muj 2 Fopo] IAAT A A F 7 E UH
o] AFA7t AYHAL. F, 71E9 FHALAA
AFAXely dedor g7ste WFU I
A P52 2749 FAYgFolge Ndez F43
aAFAPF B A7 (Kellogg, Youngdahl,
and Bowen 1997. Ennew 1999)9} 9
AR g, AFAFE PE e ALH
5 248NN AL nANRY T FF
d+(Bettencourt 1997: Groth 2001: &%
2003: A4, T4, 2003)°lt}.

71&Y F94Y B8 dTe Y49y FAY%
B A FS FHE Ao e FaF FAY
< Az3 e (MacKenzie, Podsakoff, and
Ahearne 1998) AF7A] Al 1A <] g
B Ate 249 FAP5 AUNPFE g
A, AFHod ggs] TR Ralgen =g
olg /MdE & Rl FAd £4&A ¥ 7}
zt w7k dgdsE 73 de 5YEY 74
Mdde d58A R ol gFo] 233 1
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Ad vlA s FFA L A &g AYsiA|
Xike AEE 7Kz Jd Azt Mua
48] PFo /G 71EATFE 24P F AP
gt F2 #AE /Ao (Bettencourt 1997)
o2 Q& nAYFY AFHso it AFATE
iy =% dFoltt ojgk ##3Y Yoon and
Suh(2003), Bell and Menguc(2002)8] d7&
A9 AUPFe] AAAFZA nA9 U F
A AZLE AXFAAT, oFA 7] nAe] o
g AN AZE Mulx FHE vy @
d FANGE DANDY Fo AHsz EH
AdTe e dF ol

g, 2 d7dMe 43T ddez HYd
WetmgAu2E AYaAnt, A29 viAE A7
© Kotler and Levy(1969)7} A&3 Q50| =}
AR 7155 98 7ol sdeA] ¢n vy
g 2oz /dE g AHEshe 4FHo)7] W
of ¥]ge] Mul2 gA FE eiAE AFYe] £
it} o]9h @A, Bhattacharya(1995, 1998)
2 Bhattacharya and Sen(2003)& MujA71Y
7 nAe FUA @42 ofalstr] A8 AdH
Qb Hga Mulx 22Q wER JYES d7dl
doz A v vk Al HId ge A7
AEL 1T BEF 71Ho] MHlx 2FoF A
A 7 dde Ads AARL Sle AFelt(d,
Dolinsky 1994: Joseph and Josepth 1997:
Kotler and Fox 1995: Licata and Frankwick
1996: Zammuto, Keaveney, and O’Connor
1996; Hennig-Thurau, Langer, and Hansen
2001). =%, digus Mulaes Mulx A7)z
ol ¥m# A7]e AAA o]FojA7] W] £
TAA dFn e YANEQA AEl2 1A g%
o wh$ W& Jebd F gle BAL AlTE T

. Lo=2
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D2 HHYSH MRIWEO| Adln ERXUYM HTof2Tol ojxle FY - vigE HHIR MuAR BAL2 -

o|9} #&Ad}Y, Lovelock and Wright(1999 p.
48)& AMM|2E Mulx A FAge] 438 A=
d nA4HZE 4F(level of customer contact)®l
et nHE, FHHE, AHE AH 22 T3
e, olu nYE Mu|Ad 28 Mu|AE v E3}
o dEung Mulxed 2ERSE AMv2(higher
education)& ETFAZ4 gi =3, U @
< M2 A" FdoMe dE 1§ MujAg
HEez 4% 7€ AYstn sle dHold(d,
Brenders, Hope, and Ninnan 1999: Hennig-
Thurau, Langer, and Hansen 2001: °o]£7]
1998: ©]&7], 834, dda 2002: W34, A
3, 484 2003: &3 2003).

oebd 2 AfeMe tEdns MEl2g 45
T e dgsi] Mulx Q] qgaye] 3
AP AN FS NEH o PRt B 7
PFHE HNY APATE Al A7 =2
duiialA FAlol BNToRN Ao Mulx 4
A2tz Fojolzo] viXe FAQ FFEES A5
Aoz #Astnzt agl

Il. OIE% uiA

2.1 "REH R2 "IN BYHczMel 1Y

HEH FAYL2ZA uN g olsfdle BHL 7
daele] 7] 702 A&y &89 (Parsons
1956), AS7AE 843 782 e 4F F
Agt & 4 Ak (Mills and Morris 1986). <
B3l Bowen(1986)2 AMulx 324E Y4
o224 Qe Ho] ulFAF o] &8 A AR

Ao M33A M2E 20044 4%

ANEGATE, AMZ, Afux oA st Ag
F3e Ad2 §2€ § §7] W&o nAg My
2 Foe ErHe EA2, Mulxs 239 oy
B 23 nAse Y AEE FaAMw onist
den AR, Myl FHos AL AMulx A
T FY99Y =583 FEAFE BEEAY NG
T 171 HEolgtm Adstm Slvk, &3], Gartner
and Cashman(1975)% Mu]A Ajo] WA
2 295 2479 AAe Y o 2Ede A
Aolv weby AL AR 47 7jed A
gto] "REA FYdo2AM Mula AE oM
ERHez A4S £YY F UxF sjoop g}
2 34 s ciMills and Morris 1986). Kelley
et al.(1990) HA] W& Hgog 1HL Ay
& AE oA J1de FAUT Zol =57 A
S FEFoEN REF Yo B +
d&& AAEET. 283 Mills et al.(1983)2
MAE A2 dohe 23 a4g "BEE Y
o2 AAY oT 4o A F slde HE s
Act. ¥E 1l 2x27t A4S HHa 239
THYCE QYA Gote AMu& Bele XS
sty A8 Mulx 23 e a4E 9 F4
fol} FEH FYde2 veshAEcH Lovelock
and Young 1979: Mills 1983).

oA 1HFT FEA FHAYL2 3= V]
& A7+ Namasivayan(2003)¢] AAIF 24 &
UAHT FHLoR BEAFo Fohe AT o
X MdFer d& wAHD e dF e
Namasivayam(2003)& AMul2 g @A
e &3 & BEND £ Qle GFF HH2 X
EZLE AFY Pelo 2L ol HIHoz
Ao EXT &7E UFA7]7] HElN ZTEER
ool ER% FAHLLE Aeste] MujAE £
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2l - SR8 - Bel

A Abele 98 oA "ddx FHsA &
A, 1AL Me|a AgIPo] FRHAA A A
H] 2 ojgdtA Hez "YAH" FHdem
IHE F AdsS AU

AF7A ARE s} o] Aul2x aAE FY
oz &Fso olFste ATe 71E 234
2], ArtzF oA &ds] AFHAR 7189 FH
9 WY d7E Az 29 B &5
ALY & e o]8A 7NikE AFE £

o
ZAE

2.2 DHHAYS

Rodie and Kleine(2000)& n43od 5L A
712 BEQEE oldisln Uk &, nAe HAH,

< X¥sty Beld £YE(physical inputs)&
A4 Zde] /¥4 g gy =¥E 3
FEHA Aole & Eof A5E @
249 A4 74, £4 A4S 1
v 174 &F9 FPAL Fol do
1983), 281& =2 23 725 Ay 9
qM AH HAAE We A, dE b Axg
e de A 2E SAA w58 X
Aoz ZHH A £41E(emotional inputs)
< BEAAY 49 QUi S R 2134 4
3&EE e A Folvh. A =¥ g n
7 B9 ET sl A2 #eo] ¥ &S 2R
e o gy 44 g Mua Age o
7MY EUES FAld saFddn & 4 gt

B3 A Y48 &
A& (mental inputs)S AES} AAA =G ¥

otk AAA =82 dAA 2 F4E B8

+ gom AU %

sHAl detr] A EHlske A% 2L YA

ol

d2A, FAEAS 948 2L Fa7] YaiM B
oy A4S e Falz g
o] Woslth =@ AF 4% T2aWL 4T

294 £

= Aoz ogshy] HaMe P4, E2d4, IA

( 1) T2HOIYSol Bet MZAT

A=t T4 Aagse 9]9] P8
PEREE
Kelley et al. 7N1eE4 1A W | aARAYES ahe] JleH | _ R
- R = s L P
(1990) 15E4 Mulx FE | B3 7154 $A=Z /dse
s
Delland 2l iy i'l::j éj{ﬂi?i:iﬁfﬂ AZET Z2add Adgd
erande I Aaeggly | T AT SR VT g4 3769, 454 369 S o)
(1999) &% - £ Bowen(1986)% dd+ o
5715 o gmeloe g mme | S22 HEZA
£ ASAd+E 5 $58
Ennew and AEFH 389 B4 2yMu 2N Zlgdade 3|93 FPB(Forum of Private
Binks FHgo A #A9 AR [ JPfFo] BE APARSFE 7 [ Business) 39 14,0008 F
(1999) TUEF 7 3 1.2308] H2d7E ¥ AL
Liovd 3} 33 4 939 332719 |2,42089 AASAA S
(5003) el A2e A | 2o gl wAY Holol | £F 5039e] HBAE BAe|
EA9 91 |AE 93-S AF BA% AH4
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| Ho{WED AQYEOC| Ml EFXAD KTo L0 ofXle FY - viYe] URR AulaE FHo2 -

FQl8o] BF ashA 9t

EF, Mula vl AFRELS T o] 83
Bl nAFe] dFE Axs grh Arlde
~3YE o] E(Bateson, 2002), d&o]&(Mills
and Morris, 1986), A3 3} (Kelley et al.,
1990), At3] m#o]&(Bettencourt, 1997) &°]
dck. aElm A AFAHQ Fode i 2
AF AH|x 249 Afole A § e @il
t}(Lengnick-Hall et al., 2000). nA4AAYE
of #F IR dEAY AY AZA7E 9
o (E )3} Zo] FY¥ & Utk

2.3 DHALIYE

7189 A% vHAE AN 2AARNYF
4 A7e AvE B bl &3, 9

g9 #%(Van Dyne., Cummings and Parks
1995), #AIsld P E(Brief and Motowidlo
1986) o2 HHE 2AAUNYFL 239 43
of $% 9%& v|X1(Organ and Konovsky
1989), AAIE F7MI17) W&o BHAS &
F7b olRolA Stk AT, HId| AFAEL
ol g F¢d BHY 2AANNYFL DA &
23171 A&stdem Bettencourt(1997)& b
A ggolgle MEE At H22 AR
A ZAARYFE ottt §3 1E no
$3AQA PHYFE, FHYF 5T A A
o]} & oA A9 o] FAn FHI=
P& oy, P Y& FAA Al AT
A3AEE ER8A & aBEdA FHEA 4
g& mxA gcka ALEdT. ololM Groth
(2001) & ol# & nARH AN Fo] ht A

(E 2) THAMDISO] pst 4307

a7 A | Mg BE! i
Bettencourt T 5 ZAANUYFE 49 FHAM o]
(1997) e &9 Ao Hze Az 2o 17 2309
7t Aztg aAxg |TC FEH =R
% 74
ol ¥ o o 224 8§73 1AAYSe 49 y
(2000) g;} :;é CETRR d28% 17 7239
Groth N TR amangsd ue hde agw D08 2098 dEes
(2001) SI]E_‘!B }‘"ﬁi} o7 793]3}31 ;‘gEg ,\H%ﬂ] 7“‘“ ﬂil (\’la‘ﬂ :TL“H Ac}%"a’
HE AW . = ® |ulgez HBzAF A4
suig 234 |2AA985E AR goeke o[l 8079 taez
o0y | A o w3 9 PYAGeR ANSECE WA | meMuaE e 4
BAEL B2 2 FUNE WARE AN | £24 A
\ 234 |, o - _
ez | TEE v 42 oRRHAN BAE 3 AFAY T2 2ol
A e | e TR e Adeae vaase $34| 39 19799 34 o
“ 27} oo 3} gl A Boz 4T 2AA
o

ALAT M3 H2E 20044 48
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Byel -

A A MEA st ARG Folgle 2

8ol E AHEs] AlFsit. o nAA Y
= Aoz F2 WAACE JgEAY B
EAe RAAT AR o w2 AYx F
HHem Mula x3e] J%g ARHOR
AM71e AE nAe Aol n Af AFHQA
FE ozt Hostgict. ol¢ B3}, 1&g 2
APSy HAE SAE 2 ATelg=te] BAVL
drte H29 AFE(d, Reichheld 1993)& A
Hl & 28] g2 89 2A4HE 243 4
A ZAARYFA o BHE sHAoF Fdde
AE AL Aok web o]E nARA H4
F aAANYFL ZE MHlL: 20| FAE
71 &40k dte off- 88 el & & 3l
< Aoty ARG Tl #AF A IR Y My
AsdTe (& 2)9% 2o}

2 of ot Mo ok

(=]
o
=

2.4 S71x| S8el THYE 1Y

Katz and Kahn(1978)2 3¢9 #%5L 9
Tl BF3 dge Proz FRIAG. A
PFolF AFHAA G FAHo2 sleHq 3
€ Mu2o] An dge] AHHoz AUY ¥
FREE griEi @] YPFolg Foa dge
ZYstd 2o g F= AFAFHA PFo
2 Aodh(Van Dyne et al. 1995).

53], Aulx aAe A9 BEA 9 Qi F
deoz AN 4 gloemz A9 PF &3
Al F7RRI R TR olaE £ gtk &, Ay
2 1ML 23 AYE AdAM AN FHRARE
S Yol A AFetn v &g DAL =l
do] 2etdeolut Ao UG HRE LFY
(Kelley et al., 1990). 18lx, AHolrx BAZ
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[
T

R - SN

< AL FIoMe v dsetr] 9
dHe £& AXRE AXY SAHAME dite
AALE FE¥H(Bettencourt, 1997). 28y o]
qE 24P T o] Al HulAE HAs
AL 48 o ol Y52 YESoid. o
gA, MdFeas 294y 9 P = 37
DA A Sl gle "4E YT LY
#AEH(Groth 2001).

RHd], el e g uzo] Az AH
AE ste 9 FAY, dgdadA dgtol
te TRl £ "leE FAY Ao
&5d dgtmd dsjy A7 AY9A FHHQ
FA 2L FAE sz ANdA de 98
ZHse] My 22 gigtad of$ 9§
e A Ach &, 34 A9 U5 9L
Y AFAFY P AP FS ek

o d7AEL 4T Y5 489 P L
FHste o] F8¥E Az g MacKenzie,
Podsakoff, and Ahearne 1998). 1 o|#E%&
vt Y449 AdE d4E 23S o F )}
2 gF FEE 25 1esly] w&Eoln(Werner
1994), £ 7z 7 FFHER g2 XPusE
zt7] Q& (Organ 1990), Z2 9] Azl A
A Fs mIA|Y]) wjZolct, o]} W]k A, My
DAL oed AAY FEA 99 T2 Mula 2
29| JAFAEeR FAHD Y] PR FHA
wde d¥Y Y5 T g PFPo FRE
Mul2 nAe] JAoN S8EH zhzt 23
T 22 3AARNYFe PEAE Ro| MEA
o2 7ksstl dd. At AdgdFeHe olE
T Hg3te} ol g AFA FTAE AN Fu
At} <& £, Barksdale and Werner(2001)
T Q8 gFa ARG R dFHoz FE

3
(3
st
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Do Ho{WEM ARIWEC] MulA EAXIUD dyFoRelTol okl dY - YR YRR MulAf SAUSE -

g 2slddt. 18)a Motowidlo and Scotter
(1994)9] dFA7e AF43(d, 98 %)
3 43a oo, 989 PdF, LR F) o]
Autd Ao EYPH oz FHFE BAFU

e, Aula elAE dFBAAHAM ABE o
e YF& AFHL A2 A AEs 9
A "od ez JdEHe 3% ahiy
P AAH o2 Mujx 27E 5'7‘]"‘ ekl
Mu| A ALF Yatde FHojAle G 49
iAoz oo AFHQ PFA ARG FLO
24y 9 434z 7HE AYL /g F
eH(Groth 2001).

2.5 Xj2El MH|x FE

A2 ol A o §& AYx 7ldEe] 24 A
v 9] FAM A& FFn AUt Davidow
and Uttal(1989)& 34 Mu|2& 44 Aol
U Mujxo] ZAH sk g Age a4 FEE
ZUAdle RE 54, 4% 2 F2g1 39
8%k, ol fAHSHAl Albrecht and Bradford
(1990)& Ml EAL oW it 8 E 3
ZAAG g Brkske AxEn AYsid
o} 329 ol AMH|lA FAd g dHe] Ft
e olfol tslA Morrison(1996)& AAZ,
71980l AT ZAVIYLERH 4™ FTl
sy glon EXZ, 2AES Mulx FA @
Z3l2) 2& o g rIgE 2= g FUhstn
A7l w&eletn dsta ok ol 2] 239
Az F4d disjd FHAYA WL 7AA =™
A% 1 239 ez FE 7540l & R
gk 71NE F 9071 W&ol (Schneider, White,
and Paul 1998) &, 9| vpAY #38& 124
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o] Azt Myl FAo] A2 1Y KA =
o o] & ol&E /Y e ATEAE B
Z3 8ltH(Storbacka, Strandvik and Gronroos
1994). E%, 54 UEgEL 2 AFY A
w, oigt Aee] ksl Fo2 Aldele Y
HERA A3 glom depA, ojeg ANdd A
A %L FEIY) H8M A2E NdoEMe
Az FA] vAE fEE FFAo2 =9dn
Gg#fof s Aoy 9 2003). 2 2
% gtz & Azl oMz e m&e Ay
2 4% P vl ¢ $8F HAZ 273 gl
th{e] 471 ¢ 2002). AW, oleig nHe] Ay
2 FAAZLY FoAT E7stn 7129 a3y
Fol B3 dFEolME 2 AP F AR
o] e Nulx FFA|Zt] WA G
g 1Yyd AFE0 oA gle ARl

Il 97 bt 7 2ol 4y

3.1 7hdey o oY

& drdX e aA4dqgEe] Agases
&7 2AAESE At 2AANY T
Agdsze FRALS 24EUQE AN S
°|§ TP FH AW Fo] DA A AMujx
43 A7ufezdd vXe ZhA 43EE £Y
szt st

3.1.1 A1 asd

Aeiet ol AZlAsE AAE =% & F
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saet - RAUH - SEfY

e Aog dAY A5 A3 U AU
Aztd 7lde F=2 Fejdrh(Bandura 1986).
9] F53E 0] A2 A HIFHoR
Fqstna e =¥ ¢& 2FFE ol ofH
& 33o] LAHAS o Auiste B #H
g Aol 71, AF 2% TR Fodste 1
e A7 HFH ¥& AF ug AN g2
A3 =28 Flojn FAAHY B¥E F3elx o
£ & F83e A%S 29 AolthSomech and
Drach-Zahavy 2000). %% Gist, Schwoerer,
and Rosen(1989)9 AT+& A7|&s7e] F7138t
W oolgd 4T At 3E F UFE BAF
Ak, A3 9| o8 e g FFY AETHE
7H Qe AFAQ AHE AEddtn e
tH(Wang and Netemeyer 2002). wetr, 1.7
o #FdPF e FHAARAY AFAAHER Jdd
F 9222 (Groth 2001) A1 ET4E nAHA
Yo Ao Gg& A AHolzge A77HE A

£ F Ue Aojnh

A77H 10 e A ESHE A A
of el d3E A Holo,

3.1.2 24 A3)3

a4 Arg]stgd Ado] gle o] Mu|AE A
7] Yaia #hE Ve, A 2 HEE 53
€ AAZ F99 4 dhMoschis and Churchill
1978). #3229 8L nAo] & AL &3
71 A8 Mul~E AFEe FFF 7€ 9
ol gtA uAEo] A3l FaAdE Fxdtn
tH Bowen 1986 Kelley 1992). 53], Mu]~
e B FAA 2L Mula AL Zdse
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4&L A3 FPg ¢ e ol "Wasith
(Groth 2001). Bowen(1986)°l <J3iA =2
Aze] 7Aoo a3 HAHL FHLY A
33 AT fAREitin B & Qv FH99 A
33} #4Q 22 A3]3HVan Maanen and Schein
1979, p. 211 € AY Aol zple] 7did ¢
& fE 798 5 U=E she Ro| FFHo]
. 58], A Gge FHLY PFH HTo
A&AQ 432 A £ dn BT FALY AL
de F7HE & A7 HE FLREA AHR
cH(Bauer, et al. 1998). EZ, Kelley et
al.(1992)& 17| FHAo 2 AlZ3 d+F =
Ao daiM B 34H A AN 1 4
% &% d 5839 nARAYES JehlA &
g Fgsiid. &, AdeA Jddge dFE
HEgstA Addshe AL o4& JTHY Y%
< UehiA 2 Rolw mebM, nAAg sie oA
AP Flae foF g AL §l& RAolgu
T o] AP S Al & o

A7 20 24 AgEE 1A Belgse A
o g 0l Aol

3.1.2 3447

aABge FHHA 2 (perceived justice) & 2
A A7RR Agez FRED AN, Euld T
43 (distributive justice)olth. o] o] W
ARe Ao AL guitt. &, ade] o
7 AEstn AFee AHa FH49 FHEE
ojuiatA =9 X2, AAE FH 4 (procedural
justice)& TAA Avlay} Eujsjn Buj oA}
Aol ojfofAe HAFFY FAHEE vddt

=3
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DA HoiWEN ARIYWE0! Muja FAXIZ ool olxiE PY - uiYal R Mu|2§ FHoR -

(Lind and Tyler 1988). AAZ, 43344 ¥
A A (interactivity justice)® ZZo] INEE
A d$3he A& ondch(Bies and Moag
1986). 343 FAUAA B2 € dAA F4
f 2L AHlA 23E HHA F712 B =
go| Uz Hxol /A Yoz vts A
S gAlsA @ch(Puffer 1987). £, FH4HL
A9 a3 sy #AE @A AAH <
Fol4el Alzld mPFAZ HHAIA 8T
(Organ 1990) clwje] Ap3A w@AA GA =
Wy e #Ho]l de Mdelth(Bettencourt
and Brown 1997). 3843 A9gFlde
ol @A l&ol HF ATE BAAM dFH
v} 9lom (Moorman 1991), °Jdl & dFdMe
Reeves and Nass(1996, p. 253)7} A& & 3]
Zto] AAHT} 6% 4 e FHE v
2 a8 g dA TGl ohd A A7
of A7 2L 5ol tEF Zo] EFHE A
A,

A77H 3 nAde Y AL 1A AU
Fol Ao 9% Wi Roln.

3.1.3 24E4

2% (commitment)o|&, “ZAd g 74UAY
Az AdAol g AiA FE'o|tHKelly,
James, and Steve 1990). 719 dpeMe
F2 999 24240 2L 2E IFYo
EA8 S FYo] old 1A A 27 EX
o} HXE At3st A& FHAM £8P mekA
Zxd o% FAE F A Hz, #Ae HHE
AHA 23 BYE & Uch APATFMe 2

HYHAT H33H M2E 20044 48

28w AN NYEr G BAN ULE
g gtch(Williams and Anderson 1991). Organ
and Ryan(1995)& ZAA|RIgEo] Mz
g det $4E& BA BYol 2FAANRGF
ol Aged g FHsAon geis 2 o
goz M9 EY 9A nAANYF Fot
A5 A Holgtn JHdE Mg & Ut

A7 4: 2HEYLS 14 AUFgEd Ao
FEg A Aot

3.1.4 aAFAYFH Azd Mulx 32 3 A
Tof ojzele] #A

Langeard, et al.(1981)& Mul& #3#A F
of m7e] HozPFo] Aulx FAE MNAATIed
goAolgtn NAEHE. EF of2d AFM e
Aula AFA7E 2AE 8 gFdhe AET 1
Mol 7] A& 8 BEste 2ol nhe] Ay
2 F4 AZ4E ¥$ o A dgsig
a2)3, Lovelock and Young(1979)2& Afujx
71de A 2 AMula 24E& S0 94
Al A AR el n4-E R AlHopt gtk A
Alstden] Mills and Morris(1986)% Aujx
Avte Mulx 2U9n a9 A5 o2RE
GGt n Asidh, ojgk #HEY, Mills,
Chase and Margulies(1983)+ 93 d+& ¥
8 Mulz 22 FEYLAE 12 AL E A
Astgith. & Mula AAFHA oA o] A Alst
3R, =¥HH} 2L RYEL YARE AYHe
g o] 4AEE AMH2 FHU 93 & Mvx
AFE WEEY mepd oy 1A F9E9
FAL HF Mula F20 JFAHY 4L viA
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ghatal - FH - Sef4

A g 2F, MUl gAge Mula AFae
A Qe d42 BEE F len ueiy, A
Hj A AN 14 AFHY By FE 1
Hztale] dske A~ AT 243 93 fY@
ggolgtn &S WE + UchLarsson and
Bowen 1989). X3, Cermak et al(1994)&=
149l #oir} FejF nAe FFA AFuie
FIFE nAe A Hed e dFHHed o
a7 FodgFo] A FoAe} wff KA LA
ddS AAFe 2N aAFAYFo] nAe AT
melzoe £ JFE wA Aolgtn FA}A
. a8jn AFATE BN nAHRAYEH 1
Aol Apvhelztel g ART@AZL UL E o
FEoZAN A9 F3E AWANATG. AFAA
o WEES TRIY tda3 22 Y a7t
AE Ag & U

A77H 5 nARAY TS AdE Me|x
of Fe 9gE vl Aol

A7 6: 2AFAYETL 249 el =
of F9 9¥< nA Aot}

3.1.5 2ANRDYEH x\7Hd v~ FE 2 A
FoleEshe) @

2 Mulx FA4 g AFEL FUHol 2
AANRPES FAA 2P At FHE dn
k= AE AFIH(Carlzon 1987 Zemke
and Schaaf 1989). £3 ol7]A] £3 A7l ¥
AstES W FojAQA WHoz FAE A
gogx nAdA nEFA MU|AE AEY + 9
Al ¥cH(Bitner, Booms and Tetreault 1990).
EF AH| 2 A #¢ RS FH A dig

482

FAY9 AMAMGo] TS Fxstn YU &,
ZA e aAF AEAQ LS s dF F
Ao AGE BN AEHoE 34 Mujs F
& WAL 4 e (Bowen and Lawler
1992) 29 AN E ZAANIYF] Mujx F
Aol i F8E 45322 (Kelley and Hoffman
1997) B33 9ok, £3] Bell and Menguc
(2002)9] AFe Z2FARPFo] A Mulx
FA Ao AREA 4% vA2 95T U
At =3, 2AANYFLE Aulas JAHAM F
Hotn AHG Mujx 43S 237 HEd
Ao EAEE 7HAY FI ok wET
Aeil =g 24 doh(Lengick-Hall, Claycomb,
and Inks 2000). =atM AMulx 3oy 14
< BEF 9 oA FPHolnE J|E AN
T3 AGE My F24 9 AT =] B4
E AANRAEIH 149 A4E Mu|x FF 4
ATz 2te]l A HEAH & e Aoy
05 2 AWM E AN U

AN

AT7H T ARG F 2 A4 M x FA
of F9 9L vd Rolo.

AF7H 8: AP FL AFuf = Fo
& v ot

3.1.6 A8 Mul2x A3} A7ejzste] 84

Mulx ZgdA AFuielee 140 nldxz
Myl A FAE WSl o] 83 shsAoletn B
g & UG (AL, 247 2002). Yutxez
Ax Mg drd & AYE vPPFE 9
njgte Aoz Ada st PFos 2AE &
ojgtx & 4 3tH(Engel and Blackwell 1982).

AU AT 5333 H22 200444 49



e HoiYEY ANYE0l Aula EWXIZN ATFojeisol oixle Y - olFE| IRDE Mu|AE FHO2 -

53], ATl e A4 7o} PFo Eo A
4% & sloH ¥F Foj APAQ #¥E Pgn
A7l B 2o Apojel e oA Y Fel Aol A of
2% /Mdeg 943 gl (Maxham 2001).
£3], Bitner et al.(1990)2 Ay]x Fdo] 73
E(FA9YAD, AFvex, FEAFY} FA
T, E4Y5 22 P9 ool FoF oS
b goha FAsden webd ogd e A7
Mg Ag F .

AT7H 9: X4E Mulx F4L a4 AT
v o) Bel 9L v|A Aol

3.1.7 24357 AR Fo| Hipdsol
oA 2pEA 9%

Motowidlo and Van Scotter(1994)« 4214
9 n|FT 7lexE ez AT ARdE
o] A9 Aol viX JFE XA 43, o

Aot ARIgFo] 229 AA AP =

dHoln] /PEAEQ FHE stn UL wAdY
ot a8]3 Werner(1994)e H4%47+E %34
FH4e 80 dF 489 PFo| T
Ao ztel glolA Aol & JHRte A€ 83
At 3, MacKenzie et al.(1998)& 4
o AT HFFFH A9 FPFol 29 Al
AEAQ A v FFSATYG. A,
el A9 A AsEctd, 949 3
FAI nAFAREH DHARYF GA] Ay
2 279 A9 AR Mulx F43 Aol
Zo ApEAQ 4 vl Aoz JdE & 9l
. a2, e g Ad7MdE Me F
A,

A77Hd 100 2AFAYFERY AANPFL A
ZH AMHlA FAT Aol xe
AEAE 4gg n)d AHold,

AB7A ded o|&H AT d7/HEE i
22 ged 2L dTEYE FHIAG.

(28 1) 1 HYED} 1A ARIgSol st A7 =Y

Hligsd

PR R

B34X2

HHBIT 337 ®2E 20044 49
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V. dEEMD 7Y

4.1 XN2sE

-

Al FEE v g 2 dTddMe
53] nA9 FAYFH A Fo] HEs| vepd
F e dFagAuls Fae dAete 434
e AGYE e HERALE A
2 dFddA 329 HE22 AEH £239 449
Al g AFFY FFAYoln Aol BRI S
o]gstd F 250%9 HEAE Ty 2F
FEAZE AW Fouig ARE AAR F F
22179 #48 A5E F&3std EY A8
o $9AE dAte 61%, AAe 39%°8 74
HAen shd Bxe 2%d 42%, 33d 27%,
a2]x 43hd 31%2 Yebgth

Aol

wiae] TR Holoh 43

A%

W AHEE HENEE i SHHE
T8 ugo g AAHUYG. digdA
o g ARHAZALE B3l dFEE o X¥
TRR e 7 AFAETHY] A WEE
& dEFE e FAHE goeisith & o
Hd 2E e 1(W$ 2%3 ghd
A T aZh7A e HYE AE ¥
EE AHgstd A A
A E57HE Sujan, Weitz, and Kumar{1994)
9} Chowdhury(1993)7} AH8-3F 47H &S A
st EAst) ARt o] AEEE Trjitdtd
A Fojng w8 #F Riges(1989)9
71857 AR Fug £33 sl gAYE

ot wo mn rir
<ln ol

obor

-4
2
>

2 7l
s &

484

=3

gasdd dg ANz, #8d F& FHsAdh
2488t Kelley et al.(1992)7F 743 ¥
=5 ARt 33 0}315} olYf W& M| 3%
of AgskA] ¥ £ AAzn e Mg
o ARg-3t o ‘ih-—/] w@&old, ol sl
HeHA =7le BEE FHsH

IRALE F2 AAH FHAE vgeR &
AaAact. df TR FuiA, HAH 9 A3
243 FARHCE o] FojR dAEF FANFol
A, & dydMe e FHY Bus AXA
TRl nANNY T O folF BAE e}
ks APATF(Colquitt et al., 2001: &3],
2003) & wteoz Axd 3 BdE JF3
At Moorman(1991) 2 Tax(1993)7} AR&3t
8 FES AMgdle &R ¥ oA s}
o ZF&Att. 245 Mowday, Steers, and
Porter(1979)8 22 &% AEA A 8/ &%
S AHgEt EFREA

1Y FL Lloyd(2003)7F Ade 1070 3
23 Cermak(1994)c] A& 271 3d&5& F3
gt FAstgon dE2dEL £4% e g0t
U B2 A 288 VgoleA, E ZYE 9
HA FHE e AE 55 Hrkdt. aAR
P E2 Bettencourt and Brown(1997)] 7%
g HEE AMdeld st ARgES 94
Eo| gtad disjA :‘7@;‘4°i THske e, F
o AlEEAA YeE AReA A7,
A =S o ]-rr:"H of 7, Zele] 23 g
& ABA AYgateAe 42 & 2HEY

AZtE Mu] A AE39 SERVQUAL 3
%(Parasuraman, Berry and Zeithaml, 1990)
& v"o2 Hartline and Ferrell(1996) %
Bell and Menguc(2002)8] Q7oA AH&g 10

2 =8

o Q
T2

=
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Dol MUY ARIYE0] Ablx BYX2UD MTohYS olxiE B - vigel YRR Mulag FHOR -

N FEE ALgsld @& 2o 2 HAsA
FAs 234t AFelel = Zeithaml et
al.(1996), Headley and Miller(1993)°] A}-&
g HAZE Agstd og &7 AEE AR F&
38U

4.3 A=Y AHH

HA mdoM AAlEn e &4 FANEE
g A g3] e #1A 8UEH
(confirmatory factor analysis, CFA)& AA}3}
dqom 1 Ade (F 3o veht o, dutge
2 U3 FEE A3l Axd g A As
24 Cronbach’s @} 9 AHEHz SUAT,
Cronbach’s a A& thgt EAH £ XA
$oH(Finn and Kayande 1997). %3], 244
71 & $A3dL Cronbach’s a& E-53 (tau-
equivalent) (Cronbach 1951)&te d4dxeoz *
ZA)7]7] o2 vi¢ QA 7P stel M Al
A¢2A gu7t gl Holth(Raykov 1997:
Socan 2000). et £ AFolAE Cronbach’s
as} §7 LISRELE AHS-3t 724 Rde ol
2 2988 E BN 38 AZATE A 7t
FANEe #4314 (composite reliability) &
Hrrstd &A1 M-S At Adamson,
Shevlin, Lioyd and Lewis 2000). #4243} 2
T447Wd¥ Cronbach’s a& 0.747~0.918, 2%
2244 0.758~0.923& vehlz glof F 43
A Agte 2 Aol7t 9z ZF 0.70% doiA
1 Yo 4 FANGER F4Usd AEHE §
233 le AL vElgrH(Hair et al. 1995).
3 AL 29 EiHvariance extraced)
o] dozt ZH9 4 don(Jorgensen, Syme,

BT M33H M2E 2004 49

R R

Smith, and Bishop 2003), ol &g ¥4te)
o] 0.50 o4old dtHo 2 HAZ NG
M Aoz Wwogd 4 th(Hair et al.
1995). ¥ 2ddXMe 0.648~0.8279 @& 7}
Ae Aoz veht BE PG d3d s
HoF3 gl

g FF2dd dig #$dA aAEN(confir-
matory factor analysis, CFA)9] A&=7} GFI
9] 7% 0.916, CFl(comparatve fit index) ¥
Al 0.94322 veht 7o ALEE 2E A
dEe ddddee 47 gl Ao veh
oh APl AMEE FAUNEZe] AuYEL (R
4)s} Zt},

4.4 Elgd Y

Bddeld, stz st Mgl &£4&
237t Adz2 2ska et utdse A
oz, WA FRUANRYE HEsto A AL
dle AEe 3Ndte 8 el (convergent
validity)oll sl TFA/Md% A E0] Folg A=
Ax7t EAteAE HEEOEZA AR 5 U
(B 3)9] AFg} o] RE 2HAF} FANETL
o We 25 FAFCE fostng zk #ANY
Hez SHegAd 247 fle Aeg Jeitd
ggoz FAMNG wE g4 #FHE 4
8 A4 298NS AAEgt. 94 AN
Ztel ABBA £2E B ZF p<0.012 F3l
3 0.05~0.499 WA &slmz FANE
A#TA Bd& FEslole EA gl Aoz
TEHAG. oA, FANET FHE BAF(p)
o A FzHE Fla o] AsFIie] 1.0(shH
A€ XgEa leAe 43E FAEFeR #©
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el A - By

(8 3) 3329 24z

S 14 -9
#3 ayy Oomees ER O TER w3 szen  mwmas
A&7 0.8260 0.8309 0.7761 5.2810 0.9285
X1 0.744
X2 0.876
X3 0.945
X4 0.816
RLN 0.8066 0.8108 0.8250 4.7769 1.2505
X5 1.293
X6 1.131
X7 0.933
2847z 0.8660 0.8809 0.8082 4.7335 1.0077
X8 0.753
X9 1.106
X10 1.151
X11 0.773 ¥ = 497.82
2A4EY 1.170 0.9175 0.9231 0.8265 5.2107 1.0859
X12 1.138 GFI = 0.916
X13 1.032
X14 0.817 CFI = 0.948
X15
P TLI = 0.927
nELE S RS 0.8001 0.8121 0.6552 5.4807 0.7936
Y1 0.784 RMSEA =
Y2 0.751 0.055
Y3 0.604
IR F 0.7133 0.7229 0.7274 5.3113 0.9445
Y4 0.855
Y5 0.753
Y6 0.744
Mul2FA 0.8350 0.8448 0.6954 4.7920 0.8883
Y7 0.855
Y8 0.753
Y9 0.794
Arefel = 0.7467 0.7580 0.6438 6.2948 0.7676
Y10 0.575
Y11 0.592
Y12 0.830

(F) * F3xe 2% p<0.00194 §9%t
* GEE7](item parceling) & AMHESl 232 HY +8 3~442 HF T4
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DU HoiGEY AUYFo| Mol EUXIAY HFuTo) ojxle I - B2l YRR MulAR Byo2 -

(B 4) 771 dudy

1 2 3 4 5 6 7 8

1. A& 1.000

2. 78A}2 3} 0.4666 1.000

3. 3RAANZ 0.3156 0.2801 1.000

4, A EY 0.3587 0.4272 0.4401 1.000

5 2AFAYE 0.4935 0.4562 0.2260 0.2900 1.000

6. IHAINYF 04918 0.3752 0.4228 0.4203 0.4303 1.000

7. Mulx 4 0.4441 0.2880 0.3872 0.3259 0.3825 0.5253 1.000

8. AFujx 0.2550 0.1549 0.1742 0.2681 0.1951 0.2664 0.0513 1.000

(B 5) T47Hgztel Malpzt 3
By N 99% 4lsj73t 25 4 99% AfFY

A7 K o nAA 33 0.551  0.3343¢p<0.7677 FAAMAZG o 2ARANE 0180 -0.0806<p<0.4406
ANEEH « AN 0.278  0.0303<0.8037 FFAAA & RAAUYE 0472 0.2372<p<0.7068
A7NEFH & 1489 0.348  0.1132¢p<0.5828 FAAAZ « Mujx A 0.356  0.1238<p<0.5882
AR  AAFAYE 0559 0.3474<0<0.7706  ERANAZ G 0.172  0.0886<p<0.4326
AZNETE o IRANPE  0.627  0.4103<€0.8437 AEY « aWAAYE 0.304  0.0589<p<0.5491
AN&FE o Mulx E3 0.511  0.2917<p<0.7303 HEQ « AANTUHE 0.455  0.2176<p<0.6924
A7NEFH o AP 0.311  0.0504<p<0.5716 DA EBS] « Auja E4 0.356  0.1238<p<0.5882
A3} & FHAR 2 0.312  0.0669<p<0.5771 A EY o AFrds 0.239  -0.0138<p<0.4918
LA E e 2 BY 0460  0.2407<p<0.6793 ZARAYE o DANTYE 0534  0.29155<0.7765
DA o 2ABAYE 0579 0.3674<p<0.7906 nAFHT o M¥lA T4 0451 0.2162<p<0.6858
DA - DANAYE 0489  0.2362<00.7418  nAAAHE o AFdE 0258 -0.0129<p<0.5289
LA E e QU s F3 0.358  0.1052<p<0.6108 AN E — M2 FA 0657  0.4506<p<0.8634
AAALB 3 - APl e 0.241  0.0325¢p<0.5145  mAANRYF ~ AFeidE 0375  0.0989<p<0.6511
FAANL & 28 EY 0.500  0.3091<p<0.6909 Aul2 £4 « Apvdr 0.073  0.1056<p<0.3516

(3) #42€ p(0.01904 25 #9.

e A9 Byt AgF3te] 1.08 X
T sled d9 FAMEe FAHeE TEHA
#onz Wy ggidol dose Jdrn & + 3l
o zv g#e A1e FHdd Hesd
A9 (B 59 &t 74 A 7L {45E p<
0.01¢14 1.0(2¥ g &) & E£Pstn YA &2
BE 7z gzt A8 1.0% {FoF 2ol7t 3

E AR yepier wed 2 #AE0
d g34ol ddn & 4 .

4.5 g72de| AF
drRdel W@ AAHA BY ARe o=

528.421(p<0.001), GFI=0.901, CFI1=0.917,

HAYEHTE H33A 2% 20044 4% 487



e

TLI=0.914, RMSEA=0.0532.2 uYept 4+
8o AwA HAPEE: £48 ¢+ & Aoz
velsdth d728 BHE 58 £ A7y 7MA
Z AxEe (& 6)3 2o

AFHd 1€ A9 A EFLE AT
Foll Ao 4FE vjA Aolg'2 o] AFMH
e A2 ] FAAE 0.299(p<0.01)EA
g Aoz Jehgth wetA g7k 18 AA
g}, 0¥ Ade FYLY AEFH 4
ool foJ3 482 mAct= Brown, Cron and
Slocum(1998)9] <A7Axzter UX3te] wabA,
g FAYCZ ojFste Aol i AFHo=
Bede Ardhe et & 4 o 97U 2
T n ARse afRdds g Ao 4FE |
A Zojth 24 o] AFIE EF AAHY 9
Al Kelley et al.(1992)¢] #3434 d#d Ao
o] mabd, FHL A3 S a7
T ALY F UdET ¢ 7 st I 32
FRAGE aANRY T H dgE n)A

Azrxé.o

(E 6) Taldziel 2 %

A - 34

Aoth. 24 o] AT £F AANHAG, ol &
A FALT BRI R 2 o] A ztsle Eul
A ZFAAMo] e AwIFgPEo] MyPAfA L A=
Hog &A% 4 UA HUHMoorman 1991).

A77Hd 4e A EYL AN NYF A9
AFE vd RAol'EA o] MY HEARE ¥
Y WEY 243 AN FTY e #AE A
Hole A 2#9 dXPYn ¥ 4 UK Organ
and Ryan 1995). d37Md 5& "aA4 385
Aztd Myl FHd Ho S 0A Aoz
A Lovelock and Young(1979)9 1d¥d %
o] Aoz AAHE AT & Ut A7t
A 62 LARAYFE AT xel Fo dFE
o)A Zlelt’'2A o] AFE Cermak et al.
(1994)¢] A% Aot YA vehtz et
A77H 7L "RAADYFL A2k M)A FH
A9 4gs vlA Hojt'2A4 Bell and Menguc
(2002)e =AADPFTH nA Myl F4 A
7o fo3 BAE drsided & A7 7

Aol chgt 24 2

A77Hd HNAFHAF EEHAT  EELA t-value  AA/F
Hi: 271857 — 243 % 0.299 0.366 0.101 2.957" A
He: 2SS — 2435 0.228 0.378 0.076  2.986™ 2|2
Hy: 384747 — aAAg% 0.283 0.349 0.092 3.078" A2
Hit 24 EY - AN Y5 0.261 0.327 0.090  2.901** 2|2
Hs: 243 F — Mol 4 0.234 0.264 0.088 2.652* 214
He: 2AZAYE — AFalel e 0.267 0.246 0.125 2.128* 2|2
Hy: 2AAISE — A2~ 2 0.400 0.540 0.090 2.901*** A7
Hg: 3AARYE — A7uje e 0.439 0.485 0.143 3.071* 24
Ho: Myl F4 — A7efeixe 0.398 0.326 0.189 2.103* 22|

2l A=

x*(d.f. p-value)=528.421(315, p<0.001)

GFI1=0.901, CFI=0.917, TLI=0.914, RMSEA=0.053

(F) *p<0.05, **p<0.01, ***p<0.001

488
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D] HoiWED AUYE0] Aula EFX2N xTofelTol okl ¥Y - vlYe| CRDR MolaE FHOR -

ol A& FaA 24 Ao ATPF GA] My
£ FA AZd 4%E nXA §& FU¥
At

AP7Hd 82 "IAANYPF L ATz F
9 &g vld Hol'2A o] Ayride B
A7+ Lengick-Hall, Claycomb, and Inks
(200009 QA Ao U AFH FAE AA
# . M 9 XN4E Mulx 4 A
Fojolxo] Fo 43g vjA Aojt'2M o] A
JWdz 389 A2AF FFA e 0.398(p<0.05)
2N fog Aoz Yeht Ak 9 AAH
Ak,

AF7ME 102 AR YT AN FL
AzZtd Muls 33 A7ojed o Y JEge
o3 Rojt'2M o] & AFs] AA WA
nARAY 5 AGE M A FALE] A2AS
o} A YFH A 4E Muja FHY A2A
TE AFESFE §F REE 7ERECR 3o, F
AZAS7 ELsithe A% RAG ARy
7o} Flojaksgtel Mg Asg AolHFE
A%, aFq85s afARIgFo] zZtE Ay
2 44 nAe 4L FARR A7t e
Rez vehgeh(axi(1)=4.028, p<0.05). okt
7] whie 2 PP FH AFu)ezte] 7
A5 aHANYFH AFoj et F2e §
AR 2 fodt ztolst e g FlolAs Aol
A& AAEd zAElGY, 2S5 23, 94 3y
Foggn MUY Fo] AFejezel uiA e
dge FAHCE 43 Aol7t Sl Aoz Uy
Ehth(ax’(1)=5.615, p<0.05). o4, d+
7Hd 10 AA =AY

HYEATR 33 M2 20044 49

4.6 thelaglel Z4E

oA, aAFAPET AP EL] H5F
TEE 2o 448 4% A8A Fornell
and Larcker(1981)0] A|¢tgt #eldd 43¢
We MR AN &, nARqdYgEn
DANRPEE FaAFe] AFgol (B 39 F
29 BAgET 2ex) o2 E vmait AL
A% (E DA o|& FAMNIZ ABAF A
F4(0.1852)0] nAFAYFe] FZ2E AU
(0.6552) 3 nAARIEFe] F&H $4H1(0.7274)
Br} BF A2 o2 Yz 5 FAsdo)
el dolgte WEERAEY JEE 3FAH
o}, ol taiA (¥ 2)9 Zo] aNFAPET
AN YE ZHANRES /IAD UH g9
Mg AAEAT. old uAFARE ADNYPF
ZR3ARE e TANEYE S BY 1
B olE AEE] A7 WY FAMNEE 74
otz R 29 28 vasdgd. og, =
g 27} 29 18} E¥ do|HE ¢ & ddse
A& Brtet7] HEM, T LAz Flolats o]
A3& 4A8AH(James, Mulaik, and Brett
1982).

2349 2Ag% 2d¢ /Y 29 18 GFL
CFI, TLI, ¥ RMSEA(ZZ} 0.866, 0.814, 0.690.
2 0.192)c] @& AYE FAE Jehlo A
7h, S9AAMA Ade nHAUYE FHRFEC]
FAA 8054 S *e FANE Yehin
Aed BAFAUAT. AT nARGYPE A7
FE NEEd FANEeR SR 2Y 22 ©
¢ 13 2d AREE JehHAHGFL: 0.965,
CFI: 0.981, TLI: 0.965, ¥ RMSEA: 0.065).
3 Widaman(1985)« ¥ X9z w]@Al CFI
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szl SAHE - BeH

%o 0.010149 F7te 423 2d A9 &3
g Jehdda AAsgY, 241 24 29 4|
w& o CFI &< 0.167 718t &3, 29
1% 29 2%k Flo|alg Atole AR #9
1A tHAXA(1) =36.937, p<.001). o]ALe 4 2
7t 29 180 EE dolHE o & d9sn gl
& BAFE FAY. wA, 87 gqEa
Aite nARqY T ARIYEo] Hie] P
dolgke 283 SAE AT F2 I
5oz, & A7 AAEHY aAgEe
APAggo] zt 2AYPF 4T APAFY S
987 8 AFReM F3EA] B%A A
2Eo] FY3A &L MFEYS AS] Y8
AR Flolaks Aol HAE AAEHAT. (B
A B 4 dxo|, tetrd13 A 3gdzt Flo|
A% 3o Aole folakAl Ggehax’(1)=0.012,
ns). °|AE FHAANLH nAFAYFLe F7}

ZAR27F fostA ¥ veElY, webd, 334
Azt NP E A|NYPFe 35 Ny
7b obdztn AEUE 4 ot digtEd 2¢ME
DAY 2HFAYENY A2r A
Hetry 29 AR Aojals FY Aole F
AReg FolatA AchME(1)=0.006, ns). ol
2 23 GA] A EQle] nAAHgEe] A
FolA] nMFYPFe] APdAee old S =g
o} oijted 33 AFndzle] glojalszte] Ao
T8 Fo8tA FYrHAA(1)=0.089, ns). WHE
d 4& A ste af TR EIRe] H2E 3]
At diek2d 49 A7Rdzte Flo|AE R}
@ oA @THAX*(1)=0.045, ns). AAH
o2 udrde ¥3E F7H2EL BF EAZ
o8 {oakA Asch wepA, ol Ane uA
A g2 nAHARIPFo] Zhzt o] NgHLgE
7R3 Sle #NEY e dFHor AR

(28 2) DHYSol 2t HoIX L0184

1.000f 0974] 0807

a2

0.571

(7.577) (7.139)

Y1
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tigtey 4 DA SRR AT YE 528.376*** 239 0.045 1

(F) ***: p <.001
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5.1 A7 Q9 Y AAR

£ @rdMe 149 A5 ANYEE )
dAog pEste Zzt Wile MyHsg A s
3, ol Wile PFo| ofFA mAe MulA
FAA4R Ao re 4L A estE P2
W 2dg AHRdle @ 2d oA FAlo 2
Aetgith. §3], 71Ee FH9Y BB B A
TE FHYY 8953 A5H Uy PE& FE
3l AAGoZA HH AAEE getstan 9A
2H(Motowidlo and Van Scotter 1994) A&7}
A8 aAYgF Ate ANYEY FoqPEle] 7
Wo] ¥l /Mg Eo] UAD Aol AMd
o|th(Groth 2001). 3AT EAATE Faio 2
AP F NUPFE FERAD, FAPFL )
gz, nAMBE, AUNYEe TPAA AT
A E]lolgte A2 Hxe AFYPWUSLE A 9l
=& gl =3 FoAYE ARIPFIl
wEetdo] EARER dFHoz HoPFH
ARG EE FHE £ AU oj T uMd P&
Eo| Mulx F3 A4H Arolezete PEHs

AT M33A H28 20040 4%

o FAd FAAF 4FE vAve d7ERE 0}
A dejztolA AlAEle vzt ada & £ 9
o E8 V)& AT7ME FYFH AR Fo|
Ztzt Mul2 FFAZ] 43g n|Ades ARE
AAstE oM Cermak, File and Prince 1994:
Yoon and Suh 2003) ©] 5 7}A] #Fo] FAld
el F2 Az oXe 43S 2N A7
A 27 YAt

£, £4400N FEE g He vz Fo
Y53} AP Fo] A 4E MulA EA Aol
Eofl vl adA dFHoigtn & + U (®
5yelA He uhe} Zo] ARIYEH Mulx E2z]
Zzte] BAZE AAYEH Mula FANYZLY #
A o 178U o 4 F2AS #E BdF
1 e AP AFoolre Fox A
AR Fo] Ay Zrct B g Aol fo
¢ FES vAL UeE A 5 AU oY
g Ay} AAtse vhe MHla BBl O%
WA 71goo} st nAg PFFL vl A9
Folgte Aot wetM Mujx #xge 14
of ANHFS AP &+ UTE Mulx 873 & =
A48l7] AEM Be xBHE 7]8do} & Aol B
€ FAgEY Bl 94 M E ¢Hd Aol

2 A7t FAET ARy AgAd A
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P2 AP Fo] et o) AFA At
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el AFH §8% HalAe dut e MUl i
golx BEE F&3ln o]& uigos HAFEAHAE
grstes Aol BEoh onlgle A7t 2 ¢+ U
Zojth, skARt, & dte HFE mEAH| 2
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PEol g 4F AHA2 gHerlele Be Fa
7t g Ut SRR, AH|2 33 gt n
Aol FAPxE vl$ ‘3olddl(Bitner et al.
1997), ol3ig FdA T e 38R A B
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Ak AR, & A7 e 2 @GP 5o N3
Mag 27lEsd, 1AM E, aAx R EE
Aguisz 3P aAEYS Agdsz 247
@2 F e FANITE AdHoT AN
o AT 71E FUE TR 2AARIYFY 2
BAgtd #F AP T oloe, nARE
(Podsakoff, MacKenzie, and Boommer 1996),
AdREg ¢ A¢2F(Tompson and Werner
1997). do-749Y w3A(LMX) (Deluga 1998)
T USe dAgsEs dEstn o #AddE
Al FA4o2 Azl Y¥(Lloyd 2003), BA
9 914 (locus of control)(Lloyd 2003) §% 1
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Effects of Customer Participation and
Citizenship Behavior on Perceived Service Quality

and Repurchasing Intention
- In Non-profit University Educational Service -

Sang-Lin Han* - Jewon You** - Taesik Gong***

Abstract

1. Introduction

There is a growing concern about the performance of organization and the ways to
increase its productivity (Mills and Morris, 1986). As a way of improving competitiveness of
service organization, researchers have been increasingly interested in the customer
behavior. Furthermore, recent researches on viewing service customers as partial
employees have enabled marketing area to adopt human resource management and
organizational behavior principle into service customer study through interdisciplinary
approach (Rodie and Kleine, 2000). Relevant service marketing researches have been
conducted with two directions. One is customer participation research which applied
employee in-role behavior into customer viewpoint (Cermak et al., 1994: Kellogg and
Youngdahl, and Bowen, 1997; Ennew and Binks, 1999), the other is customer citizenship
behavior research which adopt employee extra-role or organization citizenship behavior
(OCB) in view of service customer (Bettencourt, 1997: Groth, 2001: Yoon and Suh, 2003).
However, despite conceptual awareness of the role of customer behavior in contributing to

service quality perception and repurchasing intention, there has been little empirical
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research on the antecedents of key customer behaviors. A few investigations examined
distinctiveness of customer participation behavior(CPB) and citizenship behavior by
suggesting different antecedents of customer behavior empirically.
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(Fig. 1) Hypothesized model

2. Research Hypotheses

Nine research hypotheses were dereloped as follows.

Hypothesis 1: Self-efficacy is positively related to CPB.

Hypothesis 2: Customer socialization is positively related to CPB.

Hypothesis 3: Justice perception is positively related to CCB.

Hypothesis 4. Customer commitment is positively related to CCB.

Hypothesis 5: CPB is positively related to perceived service quality.

Hypothesis 6: CCB is positively related to perceived service quality.

Hypothesis 7: CPB is positively related to repurchasing intentions.

Hypothesis 8: CCB is positively related to repurchasing intentions.

Hypothesis 9: Perceived service quality is positively related to repurchasing intention.

3. Results and Discussion

Our study provided the evidence of the distinctiveness of customer participation and

FHEAT 33N H2E 20044 48 501
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citizenship behavior, as the prior research (Motowidlo and Van Scotter, 1994: Groth, 2001)
did. Especially, CCB appears to have a stronger effect on perceived service quality (parameter
estimate: .540, t-value: 2.901) and repurchasing intention (parameter estimate: .485,
t-value: 3.071), indicating that CCB plays a key role in affecting service organization
performance. This pattern of results implies that service organization should distinguish
between CPB and citizenship behavior, and focus more on CCB. In terms of the antecedents of
CPB, self-efficacy and customer socialization were significantly related to CPB. Two
potential antecedents of CCB were explored in this study: justice perception, and customer
commitment. Consistent with the prior research (e.g., Moorman, 1991: Organ, 1990:
O'Reilly and Chatman, 1986), affect was related to CCB. Finally, as we hypothesized, the
relationship between perceived service quality and repurchasing intention was statistically
significant.

This study contributes to the marketing literature in several ways. First, the pattern of
antecedents and consequences provides robust support for the distinctiveness of customer
participation and citizenship behavior. This pattern also suggests service organizations
should manage customer behavior differently. Second, our results provide strong theoretical
and empirical support for the conceptualization of service customer by adopting human
resource study, for example, organization citizenship behavior, organization commitment,
organization socialization. Third, the findings suggest customer behavior has positive effect
on service quality perception and repurchasing intention which means organizational
performance. Understanding how customer perceived service quality and repurchasing
intention relate to these types of consumer behaviors would be a valuable contribution to
the literature. Furthermore, the results also suggest that CCB may be a better predictor

of consumer perceived service quality and repurchasing intention than CPB.

Key words: customer participation, customer citizenship behavior, perceived service quality,
repurchasing intention.
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