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ARk A F] A5 £ AFol DA
TetA EEE o, Ml s
A FHF AAY Ao W= HUIE At FH AFRG Mulx FE HAHo] ¢ Bsia
ZE e B o] & Eth(Fitzsimmons & Fitzsimmons, 2003). AH]2 3] &) g BHEEE 1L
Aol Zldiste B} FEH DA dg=o] A (Oliver & Swan, 1989), AHI~ & TErE
A Tl d4E, 1AFEAE T EY F aAd T S v et itk(Boldgett, Hill,
1997, Tax, 1998).

Adams(1963)& AMHl2u 4Fe] 7ol & aANSo Y BHEE o F317] 95t 3H4 o8&
7 AE AT e, o]F Mulx &R g Hal He, ® By 384 11}01 A& 35
HEE, FAH d4E, AHE T oug dFE vAIeAd W g T} o] FoA %
21} (Goodwin & Ross, 1992; Clemmer & Schneider, 1996; Blodgett, Hill & Tax, 1997), } 22 2
Z 2 (off-line)ol| A LA E= MulA FE o] B3I A7t FF o]Fof ok
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oAb Qe 2L E AFESY ETEE] ARG Y AYHI (Harrison & Walker,
2001), JIEIUE B3 ANEY £V AHES BRICA gEHe =82 Bel s . 53]
AefdlE B¢ FAAHY d4aE] 4L An &xu 3 ad Wil 71E 2zeide Hlwt
otd g Aty B 4= JtHCox & Dale, 2001). HZ EAE &4 TEAIE § 24 £UF
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g Az R A A2l e T - 9 ATE LEeY SAAFY & FAT,
2003), A=EF (A% & HYQ, 2000, Mattila, 2001), v13d 2 Agid gyt My AY(Mattila,
005014 olF014 gtom, gagiolq e Mul2sEe T4 Aol B ATE AT 47

ot wetd £ A7) 2Ae A A4, BE TAAY AW 2T AP AHUA) &
93 24 B9 Aol oMl 0% DEE, 2R YaE, VAL, FHE ojHF P

AR AmEozs 9fargle] JBHY e-Mul25E Wt £20] Bad 72 ARE A
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II. o] &4 w7

1. MH|A AlTHQ} AMH|A 3|8

Mul& Aifle AH|2E ATk 3¢ Tste A2 7HA] Ay L{FE e 2 g A
B2 ok AWk (Weun, 1997), Aul 3ol Aol A 787t 228 Z(Johnson, 1995) 52
Zghe}. Parasuraman, Berry, & Zeithaml (1991)& AMul2 A& B X](disconfirmation) ©]&&
Hg o g Al g3yl ne) AZE QW FHelstE "o AuiTa Fsta 3, HAD
(200002 MHlA A E nAA BRI EVES 2fsts, 27 v MHlL 7]Yo] dAe= A
Hl& ARk Aok

TAo] Flde] £ FAE AHAE A

My & 352 Te 5 BUrEs Ao ls W 71]do]
ETHES 3 4S Muja A7l dojudy] o] A e WEdle £FoZ HEYe Aol
g 4 AtHA @Y, 2000; Zemke & Bell, 1990).

EE AMHlE 7S 2EFE MulaE Ao EN ANEE Gt HER a4 S S0
ststd A& Foisol ot AMul= Asfel Wllo] oftie] DA Mul: AFFHA A LA
Al Ao gk M) B 35S Mul: A3 Fa3 o F2tn T 5 THHeskette, Sasser,
& Hart, 1990; Johnson, 1995). A8l=e A4 87 71&d Muls sz Q8 14 E9E, FA4x
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AMYEH e-AMu| 25 ol st SYY X{2to] DAY So Tof ol FEol BE A

Ao, 28]3 n4o)ee] ob¢=3HSchlesinger, Leonard, Heskett, 1991)2 Z&3}7] 93X E
ol Mul2 8 Eo] Fastn, 719 YA e EXNES AP IHES FEATE AL Ted] &
ol 1S HFE AE ulEy] Hoe EudE 53 FAHA dLES AWt
N FE g TF Y 7 dve SHAME wff
el F8 42 FFY, 127, WA, TAH BHA(Celmmer, 1993), Atate}
(Bitner, Booms, & Tetreault, 1990), A14:A(Gilly, 1987), <l &2} &7 (Blodgett, Hill, & Tax, 1993)
& E & Aok

Kelly, Hoffman, & David (1993)& Amldol 9] AulA g (DA H 2 AgAl2d 9 B34
Fol Ui SH9Y 3T HHhE A, (2 1A 8 7AN e did U dlso gEE A, o
3 (3) THLY AU FRE FF0E EFAT = LudolM e &<, F(correction), vl
YA Sddo] ZANE AY, A Z82 (correction plus ZEE AL FAd= A ol9dd &
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F 2% 5), A< 19 HA1F, HAF 87 Uik 2Hd
<] g7 #EE Ay (9 B FE 14 AZT A ), 281 AR STULEY A4
v ZARE 35 (B 35, T3y, FEAE A, AR 5)0] 240 2 (Bitner, Booms &

Tetreault 1990; Hoffman, Kelly & Rotalsky, 1995; Mack, Muller, Crotts, & Broderick, 2000), 1274
Sz dE B9S2 FHY A5 #AbE BN /MY B FES AR IS
P ik

204 Aol AohE HE37] A5l JARANN £3) ASHE AulzBBe mee maA,
FE, iU A, 49 28, At 58 € 4 128 (Hoffman, Kelley & Rotalsky, 1995), At
sio} gl AulA BlBe] B5 AoFolglor} Belo] Agtr Telm S24He $49) wiko]
A EY o 534 AoZ YeltHSundaram, Jurowski, & Webster, 1997).
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Vg 2 NES AR Aoz A nitd et rldzd webd 4E WA "o FEA4L
Aol wqt— 71Eshs FRe 5 4TS B FE Holn, WA FHU 7
e 43 AFS 9w @thDeutsch, 1985). FAlA o2 Bade] FAAold e B A3 3
A% 5+ UEE Bvte B4 AdoA 9 o]2ojAE MulAE T o] drhy TR TR AR

il

UE ujgth. a2l QIA|g o]ejdt FHAL 1A wE, AMulx FA, A 7o Y=o FEE 1|
A ©F (Fisk & Coney, 1982; Mowen & Grove, 1983; Oliver & Desarbo, 1988; Oliver & Swan,
1989; Huppertz, Arenson & Evans, 1978). Mattila(2001)°ll £}3}9 & 2~Eel|l Ao} BAade] 3849
FA(F, B2 FA)E & Aulx A visja] aadgA A AdEA AAHE o) AT
T HuFga, vgd, HEEY, Wy efolgte Wl 7HA A4Y9E EYE 3 Ruyter$)
Wetzels(2000)9] Aol A 3 FAMG 2HE #3] Uch

A2e AL Aol FdY A =2 w7hA] AR AAEC] UHolA He FH, A4
#A, 715 Adtel] 28 A= AolcHThibaut & Walker, 1975; Lind & Tyler, 1988; Alexander &
Ruderman, 1987). &3 A /3ol A, Hatzo] olyn], A glo] ZE o]E9] o]E
B 5 Aol 31, H&3 Freh &2ld 7)Fo] Haajor Fi Leventhal, Karuza & Fry,
1980). ABlZoll QQojA Azte] FHAFolH §EA4, 7] AL 94, £8&4 5o 743 He
o, 53] 94 Adol] Aolx e o] FFA3L Mulz AVIHEA, S5, B 2F H 9 A
4 TLE 248 F AT, oY AAY THANL A9 E F AMulx FA A= A
(PZB, 1985; Bitner, 1990; Hui & Bateson, 1991).

mpA e 2 Bl FHALL 45 A A Fo 1ol ofBA HEHASTIsHE Aol HE
o] 3L A, 1B, WA, T, AH I Clemmer, 1993)3} 37, 41(PZB, 1985), 3%,
v & (Ulrich, 1984), 18]35 =2 (Mohr, 1991)2.2 F)34€ 4= 1} Conlon® Murray(1996)2] |
ANM 142 EFol thgt 3|ALe] Hwo] o UA nAA AAHEAE BT FHAHACE HA

=), 3Abe] "ol vEhd 9] 488 ¥y, AR, A28l A 7HAE Yol dFFi. o)

]

i

ASIE Ak FPHEA (1) AHE AL |
o 42 5ol Yg5o] o] oL W A
W FAEG 2e AF 5949 27E 92 5 ARNGT BusT Ao

' 2% 2 S g 1A AEe 2HEE

1997; Tax, 1998). Conlon® Murray(1996)2 317 ol
Faute HFHoR A7 A FES T o) ALY Mul2d B tig wEhg ujrtsl s
AL AR LA AQE & S v Agd FAGL oY B IS B ALY
45 VS AT T3 Tax 9] (1998)9) dFolMe Aatst Bl kel @A, dxie}l BA}
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7ol BA, 283 BAT BT o] #AE nFEded, a7 A B A fE Ede
A Bxe Ao 3440 g3t oS ZFateva A3

Blodgett$} Hill(1997)8] d7olXe BT Aol el e o= 344 &2 F3U
A4 daide 734 9% Fv AE vgyo wd AReAgLe 24 AYE s
B3 daid EoE 9FE FA R, d FF8L A A 3B F P 9%l
o2 Ueiyth A< 79200008 dFolMe Bt AA-Bxe IEAHY FEo| H2E
F 249 £% Ao A nATF FHAL TS WAL w3

McCollough®} Bharadwaj(1992)9] “AHl2 3ol | FA" o]lEo] X3l vt} Zo] AF 3
A el BRAeg 5l gAE 14 9EL 14 FAHEE X o AT & 4 ok
AFH o M2 35 HAA e 1A B} AA B T A Muls 3E & 1A
HEE, FBHQA 2, VIR, F4E TF THT #EE /AL AH3 E 5 U0
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3. 2lEYn} Muja FE

JEUL 7Ido] mANA AT F Ue E O MulaZ AF%Es FAld AP g 213
71go] Eolos Fite YERE WA AUtk & 9, FA vl AU g o] & 2S¢
b FEARA BUSS KSSHE ol S £A9AD B 9F 1 AF B} e
Ao|tHHarrison & Walker, 2001). @etA] o] 2 A3 7]YEL JAEYE 0] &5 17 Mul2 Fg
3 FZAY 4¥E 7120lA &€ & UHCox & Dale, 2001).

AL 2L 24 F& ¥ oflel, EUET 14 S Al BolEY # v 4TS ¥7 &
t}(Andreassen, 1999). SERVQUAL®] %2} Parasuraman® Grewal(2000)-2 57}%] Ajvl& &4 o
ool Folol ANF Fa5E 1A0] Yl MulA7} old HAEZAE AWUS W WasA dun
AFR ol 3to] HAEHAE ]88 Anl2olA glojAlel SERVQUALS] ¥H3lE ou|gid).

Van Riel 9(2001) e-AMHl& S EAXMY ‘FHA L LUEE Alold & n7e] o], ‘if
'L 7o) 3jALY § Apo|Ee] Hifj2 Bt st duby m2A S - devietn A
Bt Aok ‘AFHAFE nA0] 2ERNE FM Bl B3 Algto] e xRl duhg 41F3)
A AMBERE7H] B2 FAZT Ba Jon, ‘FA4'e 2] Il A4l AQ AR AL =
A GA B, A Age] AaiA derkE Yehd ‘FEAAL AEYE FiiA B
sjAbe] s 1ol duinkFo|uy ojaiwti il 877t ARA FHEEAE 7)A He
dolgtal ot

B F45 EF3T 34 dEEY J47GA nd EEY XF0] AHUE T3l o F
ol ol met 2eilde Mulx FAE P Aul2 38 Fage FuHT ot w2 A
TE SN Y e-xulE R hE FHA A Zo] e-AMu2 B IHET, Q) LT

A, FA= 9EFE nA=AE Fotstad g
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1. H7EH|

e-Aul2 389 FAHY Lo }E e-AHl2 I UFE ‘:’7532‘:] PAE AT, 25}
TAE #etsly] 9% dTFEAe g2 2o
o ATFEA 1) e-AHIA F B BA, AA HE 384 A2 Ml 38 gig Exo]

e vA=7?

o ATEA 2) e-AuI2H R B4 AR B 344 AL 7483 d4dd 9L vAe
7F?

o ATEA 3) e-NHlAHEY BA, AR BT FAY AzZe 1A AHxe] FFL MAE
7}?

o ATEA 4) e-AH| 238 B, A3 HE 3444 A7 149 FA TS M=
7}?

2. 40| ZAN Hol

1) Bie] 344
B 34 e Auls ARE AAG 1A A AFse BFL2AM (Tax 9, 19%9), & 47
‘317—*101 71N whge] BAAE Wkevb e ‘SR F
(1) - "W 2FH (D)9 AR 74 HEE 0|83t

i

_\1:

Azl FRAEE AZ 8o, 3R BA, € AEAS u|sh(Tax £, 199), ©1& &3
7] 9% HEYEL AHY FHolA £90] DAY B she] Ego] HesY, ‘eetlozel
17 Bvt §&o] A0 (¢xA] ¢ WA IPH =) 28 AENS B3 @ 3
AIZ17F AEgobe] dis) 7d =2 S35

3) HE9 FAA

e THALL Aul2a AE B3] f8te aAdA BRoFe JFd, AAE 5
=8 Ag 9oz H(Tax 9, 1998; Colon & Murray, 1996), ‘@4l 2& 13| AF3Y+e
7V, ‘AL 24 sl AS Y3t F83] =¥EIEsY, 28la SAL A5E JAE e a1 B



MU e-MulAZISo| S BN X0l DHWSe T olx& Fgol e AP 307
g HAENE 78 AR FHA

B e-AHlE B T DEE

e- |23 B oig HEEY EQlo g AFHE Muls FEd sl 170
NE o)t B (Oliver & Swan, 1989), £ AFoA 9] Mulx 3| &o #3 A
= ‘3)Ate] ARHAEQ Bk Held o Fx wF serbE AEHHeH, W BUEIH() -
o ¢ BHEIFF(7)Y 7Y 2 S

5) T%;‘q OJ '\"}
HAA JAFLS Mulx A o]Fd) ALY e-Mu 23 BE HYT uHo] A4l EHHQ
27 FHo Hxale AL 9vlEs(Blodgett & Hill, 1997), ‘B33 H B3PS Fyo| LAy

VPE AESAer 74 =8 A

At gt A= Auls Hof o) Fol EREHG 1o e-Mul 2B ES AP At A
Y3z A DS e e Y 5 QrhTax 9, 1998). & A7olA= St ¢
2 B de glgkn Azsiesbel hstel 74 Ax2 FAA
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o
>
fﬁl

7 FAE

Sabol e FATE Auls A3 Fo) 2ol Do) e HHILHES ABHT TGAF 34}
ngel 7Pl Feate] Muls PR 222E 554 FARNR TS AeolthTax 9,
1998). £ Q7ML ‘YORE AEH02 of SAHE o8 IFol YEI'E TH AER 23
sheark

3. ZAF Mg

o

48
HI

Yo 2 AMulx 38 A7 A o] & WHEL A WYPELEA, F2 371 W Eo
AHEE] gtk A HAle SHAZREH dA £ AEES 73, 4% Aol (Chung &
=Zoffman, 1998; Edvardsson & Strandvik, 1999; Johnson, 1995; Bowen & Brown, 1995, Kelley,
Foffman & Davis, 1993), ¥ HA= &2t A 713 AU & HelA s A& 3 43 7
$-2]8(Dube & Maute, 1996; Bowen & Brown, 1996; Kelly & Davis, 1994; Smith, 1998) v}x]2to.
g 71A9) Aulzo) tieted $HASO] EHES M W HES she Ho|th(Tax, 1998). &
T8 ZAEAEC) ABNFY) A4 1A B AIE AR DE Y AU 08 A
Go) A2 BHES St H4Y AYUAES LA

AEl e Aol AEA AEE flste] A E(http://www.cookand.net) 8} W7} 2= St 7}
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o} o) 75k (http://menupan.com) ] E 321 Eo A4 20019 109 1Y 5-E 20023 2€28YU71A 570
47 &8 A BHAate 3114E o] &3tk 3itner(1990)2} Chung® Hoffman(1998)A7+& F1 g
I Bt AJES FIEE EF AT, Mack(200009] A7 FEES BEOZ ARIERES
AR o] F 7B BN NIESTE 349 S29 %, <, JHE BER THYEY EES HE B E

2 AYele ARl wejsiar

e M 23RS B9 29 DEEE 28] A% MY LE T4 B9 AL AL
of gHsle § REoE roid $HRES HA(High 49 71F FEANY/Low 5%
), AAH(High' 24417F ol @¥/Low: 159 Fol B¥), S (High: A4, 3%, AHIE FA
MLow: W%, 72, ARE §19) TH40] 47 5& HEEY B HEED Yrold R4 =
& A 2222 olFo] Fom, 334 H8ol BE e 22Ae o <E 1>F 2t

<E 1> BHY M8

of wg Altale el ==t

kR Y 25-23 55-HE 25 | #9995 B 9e-43 5S-HE ¥
g 2 B4 wd-da ES-dE ¥ | @¥e | B 9S-E3 EE-dE B2
B i A A B wE-da de-dHE 28

A B w5-dx 25-dE 2E | @ds | B 9s-EA gg-dn v

ZAAAE QEY § Alo|Ed] vlmd Mol §o)3 200h hEHAS HBEFZ3Y
20029 3€ 25UFH 2797HA] 3Yl 2A N 24 494 dgm R FAS ooz 4
ZALE AAIEET B EE & 30159 AEA Heu Aty 4 ‘“—1@6} 1079}, ohel R
(MANOVA)A] dl21& 43}t St=g 4 Jy Al 8 593 237 A8 d94xez &
3 5082 33le] & 6039 AEA I} AL EUct ARH o & 232%'—1}; Ag EAo)A o] &
ATHOIEE 771%). AEE H4HEH, A=A £4, MANOVA ¥ ANOVA £4& 3ok

l..

-7
b

we £ M

3}

=79 A% AFE YA FAHA L 2F W9 Cronbach Alpha #& &3, ©19 834
& HsiA B 33 F ghQ} Low, dxte] 3434 4% Highe} Low, Bi=9 #3834
FF Highot Low 2x2x2)& SHHSE o], A& T8 § B9 3ZAHQCEY), AR THA
(3%3), BlEe] TAHGBRE)NA 01“*71] Z-&sh=AE MANOVA 48 F3te] golegith &
A4 82159 Cronbach Alpha & A3} 34A4(052)9] WA d@Adol tid Hojal= ZE A9



&1, 0.80(2 el A4, 0.90(H =2

2AM LM e-AMBiAS| S0l of

9] 34 (Wilks Lamda F=46.363, p=.000),

A A (Wilks Lamda F=60.997, p=.000)%%2] A3 g9 e ¢ #3834 g &

e

=99

|_

nye) 334 5%

25 M x|zto] DM Ee|Tol o|xl=

"’Z /\ Og_ ];Hjﬂi H}_a}.z_]s—]_ Az
Hztel FAA(Wilks Lamda F=20.235, p=.000), 1= 9]

=3 o
lIcz'\._ A-—-i

218 MANOVAE Y

A gtof| et

-

gz 309

Zoz vehdt £¢ 24

BAZAA 3.72+1.26 2.181.07 125.455 000" "
23R4 3.10£1.43 2.79:1.35 7.393 007"" 46.363 000" "
H=FgA 3.43+1.40 2.47+1.40 2.033 155
Y dxe Y 7
BAIRA 408+1.23 3.73¢1.14 5.132 024"
HAIAHA 4.41£1.18 3.40+0.98 60.893 000" 20235  .000" "
HEFAHA 429+1.15 353£1.12 6.426 012"
E9ud: gx9 IFY &
BAZRA 3.31+1.47 3.10£1.51 49.669 .000°"
42334 3.39+1.58 302+1.38 34.317 000°" 60997  .000°°
HEEAA 419+123 2.23+101 182.437 000" "
*: p<0.05, * *:p<0.01
el 3B UEE FAA JAE, NEE, SFAE 3He] FEHHA I F& HAETY
ABAF7F r=0406~1=02492 o= A= FABA} U o MANOVA H4jo] glg3t Ro
22 % Stk e M2 3B B2 345E Ny B ARBAZ} dE Ao vehd wa,
HAAH Qaid ¥EEE r=0249 2 7MY 2 ARBAE B

2. 4EEM g
1) 22 d4Ate] by A
2 47 JHY f AR g7t A2 20t S it e g AE AT & 23299
SHA 7HH FA7E 345%(n=80), A7} 655%(n=152)2 UEelsko™, S o] &-sfA] Ajuja
29 9¢ A5 Ax ozt $HT o] 20%(n=48)0| 1, A5 o] &31R] ety YT A
B2 249 2f80%(n=184)2 YEM ALO|EE Faf nAMu|2o] HE B FEo] &3 3P
£ Yehjx 9tk
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AN e- MMl 2 0B DEE, $RA JAE, AL, Yo 2

MANOVA £4 870 gt2d, 1A (Wilks F=5.826, p=.000), Bl ©(Wilks F=19.792, p=.000)3% /3
Azto] & FFE vAE ALz et 42e] F5UA vlA= 9FS ATEY B

5784 ZIZ}% e-AMHIE 38 NEE, T, R TG ALL e-Mul2 5 gFEH
Aoz =gyttt ofd HIsjA BE TP AL e-Aul2 JE BEE, BAHF ¢
2, A%, 3R 25 9T nANE2 g8 T A vigte 7 989 w7 W
F Ak =3, A3 AL dojME BAA-HAHWilks F=2624, p=036)% HxH-e =(Wilks
4000, p=004)2] TR AZto] F& WMo AHE UeTh F, B3-HA TR Az 57

AFsAtt Yeiged, F e B 384 A4 9FTe e A=} 4228
iﬂrcﬂm—t— BA-AA 3RALY 9T deve L F4E v stk 123 AA-HE 34
4 A7 BAE AHEE AIT e-MulE E BEE, FF JoF, FHEN $54E &
ﬂ—%— HAS £ B3-dx 384 Adsd Rd-l=-da 334 Az 43348 g3 A
£ He ok s /T FFE vAA S

to Fr of oX
oft

ns NT;
)
L

)
|

|r

—_—

<E. 3> MANOVA &4 ZA3l

Wilks
Lamda F p F p F p F p F p
B 5.826" 000 | 12.408 | 001 1435 | 232 047| 828| 14.376™| 000
Az} 2.095 082| 6106°| 014 1214| 272 o012| 913| 3131 078

B 19.792" 000 | 61.365™" | .000| 10.930™ | .001| 19.944™ | .000 | 26417 | .000

By

3 2624 036 025 875 1214 | 272 5742 017 1597 | .208
2y

o 941 441 1.462 | 228 112 738 427 514 2563 | .111
Az . . . -
HE 4.000 004 51117 025 5071° | 025 107 | 744 10.798 001
BA

Az} 083 988 069 | 793 112 738 047 828 064 | .801
B

*: p<0.05 **: p<0.001

i~

T 2, 34 Al 3PS nAE FPYY BN -Mulz % DEEE B

*

(F=12.408, p=.001), *H(F=6.106, p=.014), B} =(F=61.365, p=.000)] 33 Az =5 Fa7}

i
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AMUH e-MulAS Zolf ChSh BHAM Xj2to| DHMETo olxj= Fsol e 47 344

ERT, 433 oA FAR-el=(F=5.111, p=025)9 FAA Azto] 4&L nxe Ao
Huth £A3E 8L Hxe T34 ZHF=10930, p=00D) %] FEAE BYy, AA-HE F
A4 AZHF=5.071, p=.025) 4z &E a4 Yed

AEE Bl FAA AZHF=19944, p=000)Fro] FEFHE Jeldon BA-Ext FHA A
7HF=5.742, p=017)9] 4528577} Jesth 2A5E FAE 29§ BAHF=14.376, p=.000)2
AEF=26417, p=00009 JHZAAANM FEAHFE e, 5L Adc HA-HE
(F=10.798, p=001)9] F44 AZvte] Fojch.
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