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1.A4 &

g AMula JJEL Aol AHsHUA I ok wETE uAXulid ¥ FE
ted] AWan ok Mulas BRA E44 Adrt Erbusit. 23 Mulx dofe
W 71ge] RAAF e AL ¢S dHAAA AL GAHIHVIE 9. AR
Aula Ade Aoz stog BAE A 4 Bu dFsn FAEF 3
g Fo] Mulx 71goA 7137t Eck(Berry and Parasuraman 1991; Zeithaml, Berry and
Parasuraman 1993). Ay~ EBFE #I s A$de 23z EUNEFT 1he
BnEnAoe HFPAZ F Jovi(Johnston 1995), EHHL AMuj~ BT E Fio UHE
IAEL Q388 AMSHH Mol ETE AP %L nAERYE HIUIH dEH

S WEFD JIEE VMY T FHEF HedFrh(Ewzel and Silverman 1981).
mata Mula HAHAMY MulA B3 27 9F, 1 §X], AYels R FTHA FAH
% =3 HH@HA )9 F 2 8ch(Hart, Heskett and Sasser 1990; Zeithaml, Berry and Parasuraman
1996).

Aula A R B3 #Bg d7E 2 F8AdE EFEI, A7y @4 %
Bgxg dFoed FF 5o AuFoez #HE ¥A RYew, HZ 59 @
Aol A Asj/EF A B dF7F AIRHIZ 2 K(Smith, Bolton, and Wagnerl999;
McCollough, Berry, and Yadav 2000), &#d¥ AT 289 /HEe ob nF§ ol

4287 $%5e dFsted Jo v PFE AEEY] HE OdFE olgFH 2 Y
da4de Aulx AR T FHAME 627} olych(Rust and Metters 1996). & AT A&
Aula AsET Ggo diFd A9 FrHH F LEAAE Hu dFd dFHNA
AHEBozN Mulx HAHdAe nAFIAAFE F WA olsfistnz it £ dELA
o]&, AZA ol % AL o8& Aulx AWN/ET FAHA FAA HEAFHLEZN MU=
A/ BFA e i Bop TEHQ EAE A=

7| o] &L Oliver(1980)0] F 149 wWEHHYL HYste HEHL oJELE2AH
gug AgE ol gk A ZdELA o] AFe FuiHA Ayt g WERAS
Agsle ETEAY FE84L Y=o o, Ay EFes Myl JHe 548
Age duste TT2Ae 98L A dFH YA &k AT a@AHA AHst
AE FAME Bt=A PAFA 9 sl YAt WEY] vidoelt) wepA olv] HHE
Azt gxEs Mula FHAA AsE EFE JheAdol EAH, old i Al
FAAEL A2 A F EFA digk Zldirt dAED £ old dig Hult
o]Zojt}, & 7|WEYXo]EL Myl AWNET AHFPAME HLo] e Aol
Ak Mela BpgAgoixe] EF7| g die MdsE AxdteE AT d7(Kelley and
Davis 1994)7ro] @A Ao AL Poitt wehx £ AFAE ofF Mgo]l FHE
AR @E BV NEE FAAHA BHAA AASI, ZIdELX &Y AMulx
AsBFAge ulg HE /I5HS AR FHolth ol JIWEYAoIEY FHEHAE
g5t Mqulas BF Azt gig Bo} Wdg BAo] stEEA & Hoh

gH A3 aggol2e ZydYo] ntAYY RUHAA FBA o8] nAUNFHA
g Addgolgezy AAHm Yok F AZAE AIA AdA BuAH B, FAFH
A 2 A3ReH PIAgdol nANES HAYAJLZA AAHI Ut FZFAGolEL
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a%et B¥AE EHAH ERAY Bt A7 L A 59 TR 953 Ao
YL AL o Ao sl F2 dF 5o $THGoodwin and Ross 1992: Blodgett, Hill, and
Tax 1997). o]21 & HFAol&0] AHl2 7| EF o i3t nA9 Hrle] &g AFo
EHE RAE vy HIT9 dojnh. B dAFdAME AGAHolEd o MY dAFEL
n&Fsn M7EA AZ4E A el Ay AW F EFUFHd uHE gL 4AF
At

A Weiner(1980)7F AA|E ANA Fagol e Frt ¢ $EFH A njxE
gl B FL A F(Folkes 1984; Folkes, Koletsky, and Graham 1987)0l 2 B-73}3, Au]A
Aol i ALH FEZAIAI AMuls EFHAAN 1A EFUF ojuiy gL
o2z Ao g ATE olF AFE Aot B dFeMe 23 HFEY AT+EHE
st AJQAH  8Rle] AMHl2 AWEFHIAAN DAY TFHe v GFgE
FEHolvut metstnx o F AHAH QJoBA Aula Add g AIYH
FEHIN BYHAY A vAe FYE& FHE, ol BIPA AZo] HZA
AZtE T3 HFFTFH v FI¥E FAF2EN Aulx Ag/ET HHAM9
avzte] ALY FEAHN7T nAe] Hrtol v E FFE ZARI

gs FdME AMulac Ad P 7|dY EFxdHd did & BEHES nEE.
A3l Mul2x BEFxgo mE AuZ wnFgAH didly sigEYx g ¢
Aol B/ My ATFEE 1T, AFME ¥ AFEYE AN F
A4 Me dFARE EUE d7/MEE AFsL BAEAE AANSY =8 AIA
ARy 7|dEYA ASEEY FAZAE vugg o2 AsFdMe B 479
FoAet GAHE a3ty A7 AAE L FF AT i AAEL =97

2. Qul2 A% % 7Y BPedd B Ay AF

2.1, Mujx Ao ¥

Mul2 A7t G AL FE Au|29] X% BEHEQ vRYA, o134, YA
o 71d@T. 53] Aulx AFgA welE EFAFTALY olAA), B Ak Fio
(L AT o]AA) Mula AT PHE W] WE At Qe MuAg
AFde AL BE7edtth. Y AHAE FEEE AAo QoM nAe BoaE Ayl
EAE of7|ste F o YQoith & 7L AMulA (A YRoln WEHE dod
e FTLY 2Jo=2A AMulx AF A|2ye] Mulx FEAHAAN uAEL Fusly
o) §-o] tH(Lovelock 1991).

2.2. Az Aol AE 7149 EF=HY 29

Mula BFE Aula AFarE Abja A g wgo2 A zZhe 89 E(Gronroos
1988)2 4 Hzxe] AMuli AFol thg 27 A|zto] mAe] HEPY o|st2 Fon Ao
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hal Auls AFA7L 8§83 Ho|thZeithaml et al. 1993). A¥lA: EFE Nul2 33 179
ojzel F8% FA 8UF Fuolw, FYAd HHAHA FFE vHdE EBFIHD
FE2uz ZaAY d2s $AS] FAH] $Th(Heskett, Sasser, and Hart 1990). AJ¥]|2
B3e &4 A oA4oZA AMuja Ayt GA% olF9 AMula AAFEL #J s b
e Fd% E=Fojct waetd Mula Ade] AEHA HFE AHFHR VA
A FRY KAFAM ZHFEHooF Fri(Bell and Zemke 1987). £ Mu|x BT E
nAeR FdF AR Be Hostn idel did 289 HJE=E AEAE
7} 8] o] ch(Berry and Parasuraman 1991). v 23 <& d(paradox of service recovery)o] WEW
Bo o AMula Aurl ¢F2yA AFE 2AEL HAHE AEIMA &L
RAERGE I Zidd oid g€ UEn g€ ojidn 23 o 53
FALF FdPrh(Hart et al. 1990). HEHOZ My K7y a7 UFe ity
2224 AriHez uAe $3HQA FAZ LAY J AFTHoiw, BUEFI
DAL WEFATF 7] HF 713 ol

2.3. Mul& B Be HgAT

23.1. AE| 2 Ao §% 4 B7AE

Bitner, Booms, and Tetreault(1990)= &F, £d 233 #@A2EZUYL ddoz2 Aujx
HAAoA e wE/ButEe 990 THEC olgL A XY AW ¥EHE F
AME| 2 A, F83 nAge T2 g3 di#] HAsA ggsled oMo A,
Baosty BHUE FUYY YAES AHAG olgL BEUHT AMulx HFPY AMula
A Aol gt FULY F5Y T Foxo g3 dsldvtn FEHAY. =T
O EL AMHlA AHE AFHo2 Bt WHOR AMula A 1A, Ald, AHdF
g A9 a2 {83 R4S AAHAT

Bitner, Booms, and Mohr(1994) 3d, #@2E% 181 FFAUL ez FHY
FHANA MrjA e nANZ/EUNZ FIFE v Ad# PFS ST Bimer et
al.(1990)8] |79t @ Hrisigch oL HA Adg AMulz AFAAY A o
Z49 wg, A @asr g3 g FALY vE, EAFH L BT FHLY
g9 2 EAne g% F dl 21Fo2 EFINUC =Y 28L FHAYEC 17
ButFel 218 AXEY ARz AZsrinds Mz AFA2HE Ay EA
nAe YT F ¥ goz & Ao v AL LAY EF 1B AMHA
Asfe] Jge A= FRE YRE Fu, AlgE nAA Mulx AFart FAE
23 glen, nAe] HAEZA WA &7FEUNE oHIL UL FAANIE K& =g
F3stAd ok

Bell and Zemke(1987)% AHl& 71g& 2E uAEo] B3 JdE zn e AHES
AR stedol Fu, AMula HEFE A HAe] aHodn ALIHAUTL F U|Ge
Ao g HAF WgAAst 87HA, EFRALe HHE EFE Y £ U=S
Ago] oy HIMH9 FHL s APFojor Idupn FANAG. olEL A2
Bpo 942 A, A43 B4, BAolY, AL 24 £ FEH2AY OA VR E
AN R ed, Atgrt B 148 R Ed oA M ZEE delstn FFEUth
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232 Aelx B oigt oA Yrie} Y5 A3

AMuls E7xde B85 2 nARE 5o nAgrie A @ AT dx F9
F54 A FFE A Gilly(1987) 2971d Mul2E ooz 3 QAFA
QAo iy nAXZLL EFHHe o nAe UwEFEYEH FIFe uIgE A
WA}t Zeithaml, Parasuraman, and Berry(1990)2 AlH] A BFof wtE gt nAET wE5lx
¢ LAETY AZE AMula FZ o] fAF o)yl &L HAdUY. =g
Bitner(1990)& Al¥]2 Aol QlojA A 3ld Mulx #$37 FALY 39¥ g =
A BTl aAo]l A Mula Ao AQH g Mula HAYNFA JFL
st AE 27319 th Tax and Chandrashekaran(1992)2 #AE8te] s EvE3
2Ye & 1A FojF P& dFsGc A7 EYHYY FF F S5 AMua
E77t Muls el dwry #@rtel IAHY 9gE FodE AL 2ASAT. Spreng,
Harrel, and Mackoy(1995)% Z7|o AFE Au|2 4] £A44E0] HAurHQ mAZH
F8Y 4% UATe s, AMuls BTl i@ nAwFo] AubH mAwREe spH
F8% MAga ALsAct

3. Auls B7rde] BE 1de BEzy

3.1. AANZHAY g FIA ol &

3.1 AR olE

ABAolEL A8 ZEEHel diF AUEY WEEL Addgsly) s gy
dFHAg e, Fujap@uiizie]  AdE HE&HO gtk AT w29
A3 (ustice)] NEH FAQ FHA(fairness)e UF, Ji: 59 Az ZAx o
o], A7) o= Fo FFH Ao FHE wAch AYH PR L AIFEo] WL
7kt © AoAM FEgE vINE ABAY A AYE FHEY o= A wiER
g g A A FulH FFA(Adams 1965), JA1AAo| o|FojAm TFo]
HAs = £9 BAH 34 (Thibaut and Walker 1975), 222 BB7} @3, Ao
AgsE s P 43243 A FA(Bies and Moag 1986)2.2 o]Fold it ¥ Clemmer
and Schneider(1996)t I174o| 37}x] Aol digtd AMujx HA L Hrigdn ZE YWH
AA A4 A AH2A nAFo] W AYFTL IRY BF) X FAxYE
AL Axses 279 A PPE, A4 3388 AT Y 45H g$e)
AFUAAe FHo] azlolch oled A AYL Y AFAHY (93} aYE gigo)
g}

(1) 2uiy HZA

iy AFAHL § o)Ay BARRMolY =4, A £ AtAA e £33 A
g A" FHAo|tHDeutsch 1975). & 7o) A ZsteE Buwld AGH L Hulo] os)
e didel ol AR FEHEZ ATt Buid AGAde Ade 7 dARE 2
ol 7] g uie] nlefdt] AE Polof Hrle HPA, MU WA HLo ug}
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A E wolok Hoke oA % Ve #AQe] BE BFAA FUE AAE WHolof
ddE g@54deg FA"EY oy agolgdre ¥yAel 7)EA(anchoring) WE
olAgRotel dATE PR AIAe] . WgozA Aol Ao EHHoZ HWA o
Fol At .

PG nAe EFxad th¥ 3 7k(Blodgett, Granbois and Walters 1993; Tax, Brown,
and Chandrashekaran 1998) 3 ]2 HAel AMujx Hsfjo E7d g wF ¢ P53
Ao 9e nAdn ¢ ArkSmith et al. 1999; McCollough et al. 2000). ThetA &3
Ze Mg Agt

7hdt - B AR o nAAGE Aula HAPAMY EFUSH A F%E
o3 Reloh

(A s e A

AxH AL =4 T2 w49 A olz2vd AEA AN o AMRHAE
A Azl gz 7] e AZE FHAJo|tHThibaut and Walker 1975). FuiH
AgARE gxHyoz Had AZGALS FAne Fuld i dAZEAC] =EHe #A
E& o g AzZtd 4L QnjEd.

Ax13 A Wgez AATA, 2A FA, A2A, Y, AgUSE R FAA
A =3 AKGilly 1987; Gilly and Gelb 1982; Tax et al. 1998). 3B A& 9 ALH A 77 of A ]
AAtaT Y AFEAM HA BEHE + e 2L, AATAE 2HEHE PolEoAY
ARG F de AFEA 7149 A AT EX AFE guigd F2AHL Hil
ZFsted o] ol4dE, FAAZL EAd diE 7IdY HEEEE, NYdsEe EAE
gdste o dale Ae, 942 MEHA AFE wddted o] A HEAEE
ojul gt Clemmer(1993)E AMHl2 FF ¢ AFdA FAA, d7lAEed 281
84S AAY H34e e FHUY

A3 AGAdL 42 EH A B 7HGoodwin and Ross 1992; Blodgett et al.1997; Tax et al.
1998) 2 AMujx A#FE EFo g v 9 PFH A JF¥E v|He A=
43 2 TH(Smith et al. 1999; McCollough et al. 2000). @&} &3} e 714 & A&}

7H2 - AxA el g A AGe Muls YA EFNFHA FHHY I¥E
o g Ao,

(3 25FEH ABA

ALY AFAL AMgEC] dF NEAA Fo e 4 o] th(Bies and Moag 1986).
o] Mde AXH AHIAH Mgz FEsigon, ng Aoidae fAA oA
n7Ae FHE WolBole Ao2A AIFELY YrATdAMY FTHAHE Ut 53
Al gl HAF EASAAANY A F7ie] BAE EHelx BT BEFHPEA
HgdEs Ao o A9e& #MFPc(Bies and Moag 1986; Bies and Shapiro 1987).
A5 AIAN NEoz2s LA, 499 A F(Bies and Moag 1986), E¥, I,
w743, @4, A (Clemmer 1993), =HMohr 1991) 2 AFE3 A1) A(David 1998)°]
AA L Ut
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71EQT] WEYH Aux} BPGHA vde +8(Goodwin and Ross 1992)7 A}ze)
A F(Bies and Shapiro 1987; Folkes 1984)0] 2§ 24elm A¢Hsln glon, B3l sidd
Aol AFUAIAY F8A dEd FTAEH HFAHY Mde B3 2uAe] EYR
PF& olfs: d HANGn ok £ FHF HY AEL Y Mul2 FHA Y
2h%(Bitner et al. 1990), BH o] oiF ©] & HAREH<Ql HF7HGoodwin and Ross 1992)
283 5939 AT ) S(Blodgett and Tax 1993)0 7| @} webd thga e 7HdE
A&},

7Hd3 A8 AFIAC g ZAARLE MulE FHAMY EFUF IAHY
FEE 7 Ao

3.1.2. MEl2 Moo A ALY F2de HIA Ao o AF

Mulx Aol g ALA A7 Muj2 B XzZtE A4 Atold #A)
Hqg2 vad Hez J|dEY. Ume and Kidd(1980) ¥ Greenberg and Omstein(1983)&
ZAYFRopide EBYFAY AZo o FFAH 8ol FLF ¥ vIdn
FZ8At. gL BYBAY P UM AJAARY dEE FxHAEA Al
Yol dFeo] =& F T UL AAEZ Yk B3] Utne and Kidd(1980)=
2yPAgol g8 e WY A=E AAScH AFAFH ALel mwWE FLIgm
FAATG. 182 E¥PAN dF 99 #A, IBAE R 2 AR 1F9 A=
2 239 A2k 5ol 4L F F Ue FLT ARIn FAIAADG. F olgL
YA Agol uREHoz FEyggAAY, 4AHH] Ho2 AAEHARNAY Fe
A=A o2 AZAHoANv AHiA EFHAHN A% 29 Axr gL Adm
2 & Yt

APFH BH o] og& uiAY AFAE HEo| sEIT. F At nA9
7ol uXX] RgozN AMulx Aoyt A Ffode T nPBAE FYAHL
AAEA =Ha gEd AL F3 @ oM EY¥FAYE AGsA dh a8y
YA Az ek A% HIol8 w2y T Aulx Aufd) disldE AUH 28
Aol wet nAe BYPAY A4z g Aolth F A9 o] Al 1,
Azl wtE g steide] AN, AT AL owE £ UANY Mulx A AdE
a%A ¥E A%yt BY¥HA e AES § Aotk mEAd ogd e sHde
A&},

7bda - Mula Aol dig dle) #2], U9 A R FAIEAA ¥ FEHT
uet BYBAYY AzseEol BE Aot

7Hd4-1 ;- AMulx Ao g 99 AXs nARGE Auia AZAAA Utz
FEETS YWY AAHET § Reln

7Hd4-2 . AEl2 Asjdl dig f90] A3 Res F2ETE BYYYY AR =T}
g Aok

7Hda-3 - MulA dsjo] i@ o] Aula AFAIL FANEE Rez FEEISFS
BYHAEY AGAET € Aoln.
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FE AMujx BFeYL o)y BYPAL sagozn AHlx HAdAN nAe 5L
FEste HAgolth Y FUE Mula EFxgolst gAet: MUl EFxHoz A
A4 Ao e Muja A g ALY FEZIY w2 0E Ron. F ALH
FE9 Ry wet BB A 2ol Y RHo)y] wWEolt. FFAHL i
AEAE gasted Ao BUHo2 AREHE PulTALRA B¥HAHS AGe £93
A3 AZel RAHoZ J¥E vd ol wmEtA AME|x A mE AUH
Fedue B¥YA Aze Amd 4L vA, E90Y AT g AGE& F8ho
Arls AN EFAFe BHHoZ JEF¥E A AR d3dn wHM oIS
ge g Agd

7Hds - Mulx Ao AJA FEo2 AY BYHAHY AAAE EFF A Myl
B el g oy P34 Az A= F4HY 9%E 1A Aeloh

3.2. ZANZIAA i 7|HELA ol &

32.1. 7l &g Aol &

Oliver(1980)7l w29  d¥txyez AH|RE Foolde AFAHIA dig 7IdE
HAstm, AF Fol 2 ARES B3 HEF A AFEAE ALY JdFEH
vt A7 Abde ZigY ARG 39 FAHY BIARA 2uAe ¢EFEA
Ha, A7 Abdel 7l AR Aoy EAY BUAEA BUFEA I F
AFE At Vg dXsEe AR wE AFAH2C dE LuEAY wHF Fe
ButZo] yAHETn ok F3F BLXIL UFA FFE vAE AN SYHoE vid=
nHEo] AMHoZ YL vAH, wety et ELXIt BFd i £ ZHE
Zetn FASFT. olF  Oliver®t DeSarbo(1988) EYX 2 7idl & Aidx
BEgdo AP GFL I FANAUT. R ZIHELA &L VI, 4,
2dx 9 gEQdez FASH gt ol#g MEELS] BAE A4 A¥EY d&H
Eiges

(1 71

FoiA Zlde AFY A4 ARE Yristr] A% JEelth. F Av[AEo] AFS Tl
Aol A¥E Aoz qiste AFAHGA A o o] tH(Churchill and Suprenant 1982). ©|&
A37E ojgA 8 AAAE Hgdste HFAHA A FJ o] (Tse and Wilton 1988), #A ¥,
TA AFUAIAE B3 EIRIY AE L sAtel F o]FojX= FHAHola FAIFHQ
kdgof 7]Z g (Zeitham] et al. 1993).

Zlde Aol did 2z 2 BYXd 4%E nAH nARFA diF 3FHA aRE
M EF wEo] st AHAHRE JHAE AR MR AW AFATE AT
A9 AAE RAEY § 7lgi7t AFAAR Hotd vAE G| 3l Olshavsky and
Miller(1972)= 71ti7F AFEA D AzZtell 343 4gE vk F4F A, Anderson
(1973)2 AEALY Hrtol did 7o) &= AFd wet dEda FFteE F 43"
A#E rolx] iz Uk 7ioizb wF it AAAHI AHXE ZEvhdd BIAAME
o]E A A &= A7 (Oliver and DeSarbo 1988)9} H-<18}E AT (Westbrook 1987)7F E A= o]
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At

() A8 47

AzZtd ARG AHAEo] AFTFE ZFL AME Fd 7 FEAHA AEF
Aol B?EAE T HAAE 1997). AZE A FAPHo2 UFd dFg vAn, g
FHoR BUAE HFAAIIE 8ULE A3 BHHoR wF AFE A& Ao
7tk AR Z)dBYX o] H YT Oliver(1980)E 71t} B X7} 7P Aoz o
G A, AZE Ao wFHol g AMAHYI £dE A Gyt AT @
drEdA  AZd Al 9Fda AHAHY dgE vAge AFITE]
A A] 5] ) tHOliver and DeSarbo 1988; Tse and Wilton 1988). €3] Oliver and DeSarbo(1988)+ 7] tl,
Az A7, BYA, 3949 € Aol nERTY v dFE AFEAT A T4
47 EdA tdgez FaF gdoEte AL WHAY EF Tse and Wilton(1988)2
vz GERG AZtd st JidEo Fasitn AQtEEA wEd did x4
A9 AFERE A FASUC olF9 dFHAEL dAE XFE A
FoAAer wH APHA IFL vAEe AR YERXHFEFEAHL AFF 1997
Anderson and Sullivan 1993).

(3) B43

ZldgdXolge B4 JFY Fujoldy AFAH g AbH Jldist AF Fo 2
AHE-E& % A" AQdAlele] atole] dig H BUXE wHd FAFAHY 9T
nAes AL JHHEY. AFHoER dFEY ATV BEYAV 9 4FEE X e
RAo 2 JEPtHOliver 1980; Oliver and DeSarbo 1988 ). &3] Oliver and DeSarbo(1988)% & &
%E A QAF BEYAZ MF & ATE JRde A& 2AsY. #8 Churchill and
Surprenant(1982) W T Aol QloiA EBUX7 uF@TG FFE vAA BRI @
Azt Adagro] &y J¥E VAT FAAT A AF I g ALA
Zlgist HA AZE Ay ¥ae ¥dFoz BIAE Jixed, =3 FIad 2
zade] #FA BdAe 2o TFHFHA QoA =S¢ FaF Adolgtn &
At

2=
a

322 AMu|& ASY/BEF A3 J|HELX |8 HE
Mulx As) F AL a2 Add distd ERYF T HFHA whgoly Ee
FE F9 233 3L BojdA, Afg AMul2rt BFEHIE 7|d. o]¥ K AHulx
AFA A E7E Aolgte Itz EFridiEr & 4 Utk ER ol AMulx
E71dld] 3o Z2 Mulx Jdeges FEIA Aulx AFTAE 1 EUNHLE
A8 Mul= BEF=HE A € Aolth. Aoz AMula A¥ F uze] e Au| 2
g BTzt Mulx AFZAY BEFxged of XZE &7 e uasn, o
Y94 = ofd mt nAL Mula HFE HHE Aotk wEbA ZIEUR Jig 2
2 FAL Mujx AP AMela AW/ET HAFPAME E7|det EFAn afa X7

BdA9 /der diAso 2dg Hgo] 7Hed Heolo
Kelley and Davis(1994)t 7] B39 T{AR e Mujx FAXN93E FEs ook
gotn FAFAAN AMula F7o i@ nA49 J|die Aula Ayt 24 o My
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AEA7E Guit aRFoz AMula AHE HAY AU/ oiF e o=
FAEG ALEAT. oS Mula BRIl mAe] AbA AMula HY(EI olHY
BEpd) 74 ARUAALS $¢ B9 2Y, 2 vide o8 FARE FAH Z
tAlH Mu| A FEEo 71z Frd £ Mula AHHFELS old FEIe MHl2
B23o BAY F59 oFF Jdo] dF& vd Aol FF3A.

%38 McCollough et al.(2000)= ]2 Asf/ET H3fol digt uAVNZHYGN FEFELA
Mde =dsigch BEpEdxE ER7iget XztE BEFAI Ate]ld B oln. o]
237 g7 BRAr gusEE gRoln, EUHe B3 Jdgig A4E EF AF% R
27 2yxe d4gn FFsAh olgd wEW Muls HPUFHe EFxFH FHprt
EZUE FEAIAY 238 o o|Fojxn, BERTAHYt BFv|de wRA] X d=
Hula AT BRxe) disted wrEsix] g@e zlojd AF JIHELR EHA
A, 7ld 2 BUXrt nANERd 9L e wstUFel Aula BEFAYAME
Y%A Hed 4 vk AA3AT

2 AFGHE 7B dx 28 gty 4FAF ARt EXFHY Jn BF 771,
Azty B 2 EBAX o g /fde) ofd H#gEA HyH UA Be FHAA
olzlg JldEe EBYAHEL AZs: Mulx FE JIEUXNEY HENTAHEL
T3tz o

Huja EpridE B2FEdAd Aoz 9L AN, =g E7r|de A93
Azt R HeFFo|Bd wE BFUFH FAH 94¥E vF Aoz JididEd. =9
Azkg BpAzs 2RI FAFHY ¥ ud ojH, EYF EFUFAE
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2A%d $990. & dTdME $Fd4y Mulag dTFAeE HEgen, o=
AAge A4 R 45 BY L HYEH 5o Aol RHZFH YY) HEelHh
geln gBadago] Amrt Aoz wAslE MulAA] F9 dh(Andreeva 1998)2 A
& dago] glol Aula As 2 FFA Bxxdol rAste EFFUIY, HF 4%
Ao B 2AE0] AN, AFY + UL Aol AFHWI] WElth

2 d7Es A7t e AZ37) d8td 219 Ade dAsHh A¥1e 57 7lds
2agne zxse Ao o#H ZELXo|Ed ¥ WHIHEAE Mux AWHET
o) Hgsta Hrisgen, Ade By A4, Ak A4 R A5FHEH
el =z st Al ERxd uE AZY AZo] HEFUHA wA:
Jse HIRD =3 AgeidE AYH AR st BYPY Ao U@
AQH ZgAe BEHE HMEES HUHEAS

B dge 27]1EHLS Aula 2ZAA oiM nAe BFUFH dig JHELAH
A3 g A2gel 9 A¥g $AHeE #FsL o) ¢ 2EH3E H AU
AW o2 Y ATFE AYH ZFo] B BARYo] XA 4¥E 2=
2ase fEH e EAstn oj& WA}/ 2 AT

412 A& F3
M AdEe FA4

Ag1e Aux FAHoMe Hulx Add WE Mulz EF:o] Mulx HYPWHF
e G UEYX =YL HE&std FGrssch oo =} HEAE FTU|d
=3 @e, BRyate Ega @d uat 4222 2FEAC. BEFidE #3371
AA&u] tate vy ElALe BTV #FF AL dAIAAET FE
287 RHE/HE Qe dATFEE AASHdEThol tet g1 &2z 2.
B3N itdE oYy EWelA zasgth. & EFAR 29 Avde
A sute] 3 BAOZA gFFP AW XNF FoER B AVE AA s,
HAAQ 4 ®$ET F OAF wge ASA, FAAH A, 1FE HE
By Auydoen Fe EFAR zxze HFede ¥FE AAE AFAA ol
BAe] A7|7F 2m, HAHelx B Ade uE&: Fo AAF v¥e AM, FHF
A, B&g gE R EFxFH) napggdoz 23,

A E HPAES 2uld AGA, A 334 € 428 APAHY A
AgEe L9 Yo FEEL EH Muls duddd dE FAsFeA oFl ozt
16702*2*2*2)9) Aoz TR zFsd HFHY o] wHd "Ae 4Y R MH|A
Asje] v QA FEAT7 A Aol wiAE dgol T AU F EulA
A3 e Aol A7) Z 207Y A9 FIFUAAL AFHAEA ohdAd w2} w1
ggow Aad AZAHL FAAH A wgEE F AR HEe VS w2
wgo wel, adn AEFILAH AYAL Alnte JHAY HR, HEY TEAH odF R
By Ry QR gt 3 dLos TR AN EY Auja Ao A
A7t eA Be xd&de f9JdL FEnF e ¥I7] 1% 2 ARA
Feapygor PR zFAFPCH, €99 A dEdgE JMEHeR £dd ®E
ARG EAE 7147 =¥t Mul2rt ESAT gFLFel AHotY)d B9
I whlel A$E AR SEAV A¥E FFUE o LINEF FozH Uy HAY

Mil2 BEH0Ael DUAFZ| st 3T 101



bed € ERARLT, €9 dAE R SEAY FHH Ao YV

(2) 4& 1

2 AFE S AY, C AY € £ 9& C A FFA8 ZFHol Ue 7dA A, 249,
ZAgdistdd & AgAE g Z A edz 30848 F600H MHEXE ¥,
I86%-8 FAINANEFE 643%) FHE HAEXNF HEWE HASA A Fe
4788 AT 339585 EAGLLE Y. EAgidez 3 AEAFT A¥19 #¥HE
A8 1465011, A2} BYEE AEA = 19350}

40 Al ZAREEAY ATFEAH BEAY Age o3 Zo AEL oA
34.8%2 118%ol3, FAdol 652%%20 221MeE eyt d#EL 30Ul 171He2
949 504%F AASAT, 40H7F 23.0%, 20H7F 23.0%1RT. FqFH YAME
hZol4o]l 932%2 316Weldn nFoIFE 68%% 23 ER3AT. W FF
o] 8 AY L 580l de] 60.6%(205%)2A ThrE AX|EI o, FF7] o8 FAHYAE
DA 83%(28%F)ol BHEGT. BT o8 HFE F HEY AT EAFAHY §HE ¥V E
q, SHAES T Mul2ay FoaNoR E F dow, FAnA steAd7tA nes B

W FETAAE Tt gl Aoz #EHUY

TRFHL Hul2 BEFolF AHE AHoEANY UHFE on|div], EFUFd &3
£ 382 FAHAY. AMul2 AYo] 1A &7E dAviy F FFAREVIE
g Westbrook(1980)2] HE(o}F W FdholFE F £, WFEUEE FFo2 UE
Nde 2 3= Oliver and Bearden(1985)%] % % Oliver and Bearden(1985)9] © x4l
HEE A W§ ¢ @4 gA A3 ALgsgT 2T 73 HEE AHEEI T

2 57714, AZE E7Ads R EFELA

E371dle Mul2 #3327 Aujx At 248 of debd g3 oz Aulx Mg
Ay Aste] g m2 ] x)zbo]vi(Kelly and Davis 1994), McCollough et al.(2000)°] A}-& %t
He g & Ad753 9§33 Ao EA FAA 4E8% o2 T EF A ZtE
E7 A7 42 AZd EYAY Aro #F A= 7E9] 7IdELX A #F A7 (Swan
and Trawick 1981; Oliver and Swan 1989ab) % McCollough et al.(2000)1 A Al&% HZE
AygEle JE 2 54 4l 93 FASY 4% 8% 9 3F¥oE FAHHAT
ol ® 37HA AE BT 7THHZ(o}F 2¥A Frh/BEFojthHle 2FTHE AL

(3) A4d 33A

Euld AFAHL Oliver and Swan(1989a,b), Tax(1993) B Blodgett et al.(1997)°] A}-&3%F
AT E YHA 3 BA 3% ¥ U984 w3 S8 18 F 48R B AT wH
FAste ARt A A%ALS Thibaut and Walker(1975)9] ZH=ad A G g
ool dH3te Al&A, A9 E1ZA, A2, FHBAE NI A2 AANEA
2 AABAE F3e 9 W del BF HLE AT A 2H 69 £YPo=
ZAQstgon, 45243 HIAL Blodgett et al(1997), Tax et al.(1998) <} 7|& AT ES
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2gste] BANENY =PAE, AW, A4, BAE YEhiE FF R GAaEl
HE4 S s 2Roz AT BHe 2 olF AT AZY YA vE EE
Aes 74 AE2A 1 712He AHIIAYHR Btk aPTE SR

@ AYFY % B34 AAA=

Hujx Asfo dig dgd9 AXE WA AYF 4F AJE FE2Z e 73 A=
2y 9 9AY $EEg 5 ol 2oz AT 9A9 GAA F g W@
EA7F5AH S Folkes(1984)] HEE Fmsio] B Ao LA #FZ 271 EF2=2
24359 Ao BH ZAAEEL EF 7HHEE AT BE¥BA AAREES
Oliver and Swan(1989ab)el #HA ZHHEE ¥ d7Fd %A Sz 94
o =4 (skewness) S WAB7] A8 108 M5 37 SHEFLE o] FAHAUC

4.2 ¥4 ¢ A3

42.1. ¥ A4 9 ERBA
(1) A=A
AL WE Al T ZAWPSZA Cronbachd] ool 3 FFIHASG. 54
Ax BE qito] 06801422 vEh} vnFd ¥ UH d@#AdE B3I tH(Nunnally 1978).

(2) B34

7} 2gEo FAJEY dF JFEIEEL HAFU) Asted spss10.0d @ BAH
22Me AXAL. oHT BHH LURA we BfHd YL AAfH
B ALgstAT WA AgldAe ER7dd dig £3EY 20, Add E74%99
24828 3748 AASReH, BEFEY] ¢ ER¢Eed iy AT 1748 AASHA,
Ztzbe] FAMEe] dstd 27he] EHEEEL B A& FAE 4 FAEMNEE
el 2HEGSL 04049 HAFLZN FIHU ARE BIAHIFTYE 1997). ozt
Aty BFATe BRNE sdo] 5U§ 2dd AAHAE ol & FAMEEDY
Ap@AZ e E¥7) 9G¥ UL AFHm FEHJYE FAT F FAHAAEES
ojlgdog HEs FTEHE JAdezd wEe3Ad ML B o2d TAHMEES
BAd AL X 94R-E HESVIZ AT

3 AP BuARAZAA E 274, "aby A4 A 4 R FEFEH
Aol g 2719 EHEES AAstm BN AMgsHth 4 FAMEEd dEty
=AML EL BT 0660149 AHAAZFE Jehdeza  wie fo43d AHE
JEPATHY Z R 1997). 2 Adel 2A¥sEe] A=Y 2 AFEHBAY EHEHE 95
Rl goFH o
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<E1> MY HFFEH

e s yEF « A%
2454 2 0.88
1 i
AUH 2 A4A = 5 T
: L EK ] 3 0.72
Bl HA G4 2 0.73
2 zte HFA AR GA 3 0.81
AEAREHHFAY 3 0.91
71d B3 2 0.76
] B4 2 0.96
BY3 s Sk 2 0.68
T B7OE 2 0.95
<E2> GAH A8y AIAYEL
FA4Md Y - ael a9l2 293
EXI 0.887
s EX2 0.890
X Z4d PE1 0.938
B7AD PE2 0.919
DIl 0.896
B2EYA I3 0417
SAZ 0.89%
A SA3 0.893
<HE3> gAax a8y A4 Y2)
:;:3 2% 8¢ ] a2 | ad3| 21909 2210 | 2 | s
ST! | 0.90
ik ST2 | 091
Col 091
A4 co2 0.92
NI 0.75
Y4 N2 0.77
g‘% .18 0.76
A3 DJ4 0.86
P 0.69
L AR P12 0.69
PI3 0.81
2 0.83
23R HAZTA 1J4 0.86
us 0.79
SA2 0.76
EByorz SA3 076
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T4/ dE7kell LISREL8.30(J6reskog and Sérbom 1993)0] ¢ & AP AL £
T ¢ MEH2E A3 WHEIRAE FUich BNFAIY ¢AlSFY AHFFE
FARFY AT + 2xBEL2AP] Agin dH20M BE FAMNIEDS BA
AolA 1.0 "Rt 37§ JEeidozN wHEldAde] X9t Anderson 1987). E

g BEF4H BErUEge A@dAdAE 08724 wWe EE Y, oAlSd
AEF3e] LovvtezA F oIEE T Adez B £ glv] wEd B
A7 = st
<H¥4> FAANEL AETA R EELAHAEY)Y
TAME B77)d e EFAH BE7EYx B
BF71d 1.00
Aztd BT -0.04(0.10) 1.00
ETEYH -0.48(0.10) 0.77(0.06) 1.00
ke -0.10(0.10) 0.87(0.02) 0.81(0.06) 1.00
<®E5> TANE FauA R BFELAHAEE2)
L EREEEREE XY
: Q X A < % ks
TN 499 H4 | A4 A4 [ #Y"A Aoy | mow | el B7aE
LB 1.00
0.13
A4 0.08) 1.00
R 0.04 0.41
Sl 0.08) 0.07) 1.00
N 0.33 0.48 0.50
¥984 (0.08) 0.07) 0.07) 1.00
022 0.03 20.18 022
eREY R (0.08) 0.09) 009 | (0.10) 1.00
. 0.10 0.18 0.07 -0.05 0.66
AR (0.08 (0.08) 008 | 009 | (0.06) 1.00
0.19 0.07 0.05 011 0.59 0.78
BEHAYAY 0.07) (0.08) 008 | .09 | 006 | 0.04) 1.00
R 2015 0.07 -0.02 0.03 0.81 0.79 0.72 100
ToEn 0.07) (0.08) (0.08) (0.09) 0.05) | (0.04) 0.04) )

422 4 #As
(1) AZE HAFAdo] B uFd plx= FE(HE1,2,3)
7Hd1,2,38 242 oA AZA, XA A € JEFEEH AGA N Go] BFE
TRz 4¥E vIde Aotk AA AMulz AW/EF AFPoA 3712 a9
HFAo] FAlo] BFutEo] Jag ujl Aoz dise] BIuEHL FLHHUsR Ofln
oy ARA, Ay A4 F A5FEH ARAHE SYHHUSR o OF AAEHS

Mb|& STEHOAS] DUSHEIH HEt AT 105



AN B2 Beld AR, A A3 R AL FFE EF 5TUFHe
A7l e fFrdHoz AL vAE ALE YERT Folg He AzZE AHBAF
2uly AGAde] d@™ol 73 2 Aoz UEkY. ol AHlA AN 1A
E7Hd d¥e vAE A8 82 FAM FIFHY Bl FAEOE Foe
A ArETE

<#6> A ZE B0l BEFUFH vjAe 4%

FEWUF By
Sy HEZS As | EE23ASF 13k oz
oA A3 0.378 0.384 7473 .000
Ay A 0.331 0.308 4.921 000
213 2L o 2l v 0.253 0.265 4.307 .000
R* 0.646
F 2 115.114(p<0.000)

) A9H F&dn7t E¥FPAY Ao vAe 4GCHE4)

74 Weiner(1980)8] #A1E F89] 3712 xpglo] wal AMuja Ao digd 129
AQH FdFrt BYPAY AAAR vixEe G B ook B JHHY HFEL
Auja Aol 49 YA (M4, Wl AP CME42) E O dde] Oi%
EA7 54 (7Hd4-3) o] A dH BEHAY Av]d S vXe AEE AF3c AL2A
olg g 37k AYE SYHUSFE, A BYBFAHY AVE FLHUFE Y
GE3ARAEE AAIET. 449 AJQY FEZArt BYEAY AR mAE
Gao] B 7Hd4E whe RFHA Ao2 gEN 53] 949 A AZo] Mg &
8902 YeidE H, olE mzo] Mula AEd QoM A7HQ BAE B FAEY
& Hog FEETH

<®E7> FAJH FEZAHVL BE¥HAY A vlAE 9%

FEUS YR 37
SHus H B &8 Al BEI}AF ok felx
AFALAE 0.260 0.257 4.190 1000
2 x7H54 0.259 0.218 3.298 001
AL a 0.430 0.351 5337 .000
R? 0.303
F 3 27.413(p<0.000)

() A" BBl EulH HIAH AZol A= FYCHES)

JHdsE AMuls A FRAA Azd EFEHAPS A7t Euiy AR A G WA=
FEgo] #¢ ot deAARNEH G BE¥HALY A7t AZd BulE A4
arzlel fo3HA 4FE v AR JElRTE<0.05). § A2 ddfd gidd AAH
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AZAFZ A £YPA ALY A2t F5F M2 EFo g 2y 334 AF
A AFE vjAE A Yeikt o AAAFRS 2717t 233(-0.122), R*@} B
¢ Ztoh0.024) AYH F 8ol WE xztd BYHFAYol BuH FIA vAc ¥
i $AHCZ K98 Aoz uveigoh olx 1A YA AHlA Huf @<l
g 283 Mula Brxedd dig b FY FAAA olFoArIE Y FIT
HYriqages HFAANE #E& Rolgde FEHE 7HHed ¥F g W@Ed £40
g asit

<¥8> BYHA NAATF Bl AP Aol niAe ¥

FEUT oy 34
LS W EES Ay | BESAS 1343 ez
B3 -0.122 -0.156 -2.186 0.030
R? 0.024
F & 4.781(p<0.05)

(4 Al B770 R AzZE EFYnrL BFEYR R EFUEd vjAe 9%
7H4 6,7,8,9,10)

M 678 Mulx EF7|g7 BFEYA 9 BRUESE, sHde e A4dE H74H
7} BREYX @ EINELF, a3 7MY 108 ETFEYAI EFUEFEA 9L
o)A Ho|gt= gojt} olo} thd ¥A4L LISRELS.30E ©| 435 2y YT E Hlst
3 BAd B4R e B FAYES F-FAEE ol &3

2o AutE FFPE ZWA o Fhol 9.24(p=0.82)Z Y2 I GFI, AGFI ® RMR®]
Ztzh 0.99, 0.96, 0.078%¢ Ho E AFA AAT 7EUXNEYe HIxE v w2
Roz Yehgd. webd Aula A/EFAZ fojx HFd weE aAUFLS
ZIHEYR] 288 A d9go) stsditke A& ¢ £ U

W A2z ASE Avrd WA BEy7|gizt ETEUA ] vXe dFS 04513
2902 Jent BEFvdie et REEA ETFEUAC FoHo2 FAAHY 9L
nxE Aoz ekt ®£3 EBEvdirt W nlxE A% 0151 1.0DE
golFolx) B3 Aoz v sHd7e ZIZEJY ole Uizt EdXet #A
AR oz wEo 4ge mAtn FAE Oliver(1980)8 F33 Joldt Aty &
otk wetd EF7dE BRukFd AR J%E A RIpH, ort EFEUAE
Esle] ERulEo] PHAHQ Qg uAe Rez veRt EF AFAE EFAAHIL
BrExd uxE 4ge 0.76(t% 3.60)2 JEN} EFEAA wjf  gFE A=
Ao ueht b go] ZaA AXNHUGY T AG" BEF4rt HEFUEFd nAe
qFL 0493 2692 XZ4E BFADE EFUFAT 433 & L vAe o=
Uehch oo we 7Hd 9% AAHUD FE BETEYXI BFUFY uAE I¥L
050t 2.03)2 uERd sbd 10 EF AR HAthp<0.05). e ZIHELANEF
AZAYE 893E o3 g
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<E9> 7|HEAABE 7MEHAF 8%

T Hdz 24y o5 32A% | EeeA | @k | f9E [ Axdy
H6 | 7id) | B4 - -0.45 0.15 -297 | p<0.01 EE
H7 [ 714 e + 0.15 0.15 1.01 | p>0.10 B
H8 | A3 | §dA + 0.76 0.21 3.60 | p<0.01 BB
HY | 43} & + 0.49 0.18 2.69 | p<0.01 =] 2|
HI10 | BdA | o + 0.50 0.25 2.03 | p<0.05 B EY

<IY3> 7|HEIARY E£445

b

significant path, ’non significant path, ()& t &

423 424 2¥3 7gEYA 2y vim
() ABAEEYET 7|dELXN Y] 49y nja
Mul2x B g 2gel d9Ee vadlr) f3te dEdA 2y3 A3y
23zt AP E FUHHoR R E4EGT AA OFAARNE ol 83ld AAASTE
Hjagen], 4 LISREL8.30& ©|&3a AYEE vt AA AR o3
Agde) viu dAnes og B9 2o
<E10> 7|HEAYA Y H3d Y] 49y v adFAEN)

T8 7N EIXEY A3y
R? 0.715 0.646
F 2(p3h) 119.034(0.000) 115.114(0.000)

F E2Y EF R @& % F #ol ZA deht d9Hel uje & Roz yehgth
Hadae Aol JTHELA 2Yo] Aol F o U A2 Yy
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& $WO 2 LISREL830& ©l&3te] ¥ 2y g vlushd gt g

<Eil> 7|HEYNEY Y AR AFEHA(TEYAYEY)

TE AdBLARY AIGAEY A}ol
F)
A 9.24 32.86 23
-23.62
%) (0.82) (0.28)

GFI 0.98 0.97 0.01
AGFI 0.96 0.94 0.02
RMR 0.079 0.063 0.016

standardized
RMR 0.028 0.030 -0.002

AIC 53.11 83.14 -30.03

CAIC 140.75 193.97 -53.22

Fol Yehd upel o] JIHEYNEY L AP =Y BF FRPRHRY E4E B
Awkdel za HEEE ¢ E®A deRed, AIC R CAIC F AWH AL}
Ao Folual ZIHELXN 2 $947F YEdT

Aol BRRAoMe] nAREIYY dig ¥z $AZH JIdEdA] 23% A3
5y 2% Mgl ¢ ¥ Aoz udekth E¥e $E4L  FAYE
JHBYN Y] $94 A HoE UeRey I Aol FAY BEHa dEETh
AxEoz B AFA F 2Y3e 4L st ¥ o en, ol X AMulx
2R e EFoEsgd dig A9usrt dadeln, iHAEs Al
goksitis ZA0Ith AMY ZIHEYA 2YE R EFol AACINANA e Tdd,
Ay 2ge ume EFo AHENA Adz ¥ F AT @A s NS
Awsl7) giste QA Y9 JUELN 2y AHH A4 A 2Y AT BE
Hddoz HEHE Aoz J4do.

@ 394 Y% 7RBYA 2y A% ¥R

myy dgd HTE AN EEHY ASge uusas. WA lREdARYd
goiE BAugel WAl BFIU BIUIA uAe Qg ufexe=z
Gehdoh SR AZtE BT4ss 2FEUAZ BFUE s 9P oiME
pAuEel e Aok UANTh & LISRELE300] I8 £4Fae A7d BTl
278UN7} BPREA olAE G Ael FURAZZL 049 R 050) vehd W
HEHARAd % BAERE AZE BRYWL OAE 406N FTEAA}
dxE ggennEt WA ZA Ut odg Fne oFIARNE ARY
27y7e TEYA7 SPWSRA FEUFA BTVE SYHo2 JYE MAYx
Agse e, FREAAZYIAE ZFRYAE BF7Ide AZE 2PN
27020 0)AE JYL AsE WRSelr] 4R Aoz weEn

e gHoz AIARY UciHE TFHARNE ANsE A BTVF
95 9% AW 45A8H YY) TRPYURYPAME HFIHY Aoz
dehdoh =@ Buld Agdel ANE CEFHARMY o8 EEsd IAAFGEd
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TR WA ZAEZH 0384, 050) JERTE 71EY AFEH oFH
BEAEH HRY ANGE EFUFHd FAAHA A4FE UAgE el dAME dxd
473 o] tH(Smith et al. 1999; Goodwin and Ross 1992; McCollough et al. 2000). & 282 A 34 o]
ErgrEe {9 A4S vHA e FIAr U4 Ao oid FrHHA A7)
gasith =3 BRI A9t oig A et AL AEFAEHAIHY AHE
F% dx2 B

<E12> GF3AEH 4 7HELA R AZY 2y JAAF

TEHENS i
= HREES Alg | IS 18k fe=
B3 0.018 0.016 0.320 749
Azty BT 0.516 0.691 11.646 .000
T 0.233 0.221 3.485 .001
F&aF BEFE
Yy v RES As | B 18k frelx
a3y 0.378 0.384 7.473 000
A gy 0.331 0.308 4,921 .000
A& A8 A A G A 0.253 0.265 4.307 .000

<E13> TEWAHARYY AT /HELA R A3 ¥ F=AT

from to AE2A4s | BELA gk o=
B354 0.15 0.15 1.01 p>0.10
PR IEEY ) 7 0.49 0.18 2.69 p<0.01
EFEUA 0.50 0.25 2.03 p<0.05
from to AEAT | EFELA t3 o=
EuA AGA 0.50 0.11 436 p<0.10
AR AGA L R 0.35 0.12 2.96 p<0.01
A5 g AR I 0.14 0.09 1.57 p>0.10

5. 2 &

51 9449 89

g A7e AU ANETAY fE nA9 Pridde po Yoz dyHuy
A4 20 ANEYARYE S AFHAT £ A8 AFE olgald]
1ARERYE o Ao BYHRA HYT & UFENHNY AWM 2749

A¥EL FA AAEed, £3E ABE AZH HIRFHL  SPSS10.09]
gF3AEY 9 S&3AEME agln ZYEYX HIEYEL LISREL 8300 9%

TEYYNEYE T3 olE FHIAG. AAMHY AFEAEH B A7dA AMEa
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Qe 7HdF BFUIdvt B3 UFe nAE ¥ 4 e AY® Ynix BE 7HE
FAANZE fo¥ Aoz YFHUL

AA FAte) BPwHol g nAe Azte] EFvidist A2 dAHE AR o)
Mula AN BEgFe] ojFojAEe Aoz ekt EF AZE ETAIYC
EpgEe] Y M 9%g vA B ol EFELYANE B3 THH e EFUFH
AP vlAE A2 etk EF A B7xde 2wy A3, dAH ¥4 R
Aegd AL AZsSA Fo2RA Aulx HHdAM EBEIFUNHE {Edc Ao
Eebisg

g Aua Aol e oA AJH FEAATL AHla FHAMY EFUEFHA
dge vl AFEAEAY 449 AN} At Aok FEESFE, AT Al A
AT FEEFE 22 990l Hdedx 42 Rojgn FEIFF AMuls
AAAN E¥FAHY AZAEE AAe Aoz dExv B oHE B34S
mrgog 3ale E7xo dis] nel Aztste BWiHAZAES Az FHAH
Qg njFoEM BTUZo zhgHoez FAA JFIL "Xe A2z ek
olstgo] Mulx HI/ETF HZolMel unANZIHHo]l 7|REUAE, FFHlE R
Aol 8ol 9Jatd tatdH oz AP

8 B YNEYY FFHRYel Mula AWEFTRY o dPHc BEE
MEEAY A F 2y EF A2 FAdAY AUVERAYA o dEH wi¢
gow, ddFelvnt JIHBAANEH ] £t

5.2. AlAME R vl AT

52.1. 479 AlAHA

AFATe ostd mAL wEFNAN i AW J|HEYX|E, HGY ol ¥
AQolg F oy oA Aol et olgd ATFAIAE AuIAY Alag
thekd Wz ey B4 e g

AR Z1EYR 2ge Bl EFo] A ZuhdAl e wde, ABAY E¥L
v FFEol AIH mEHEsH ddn & F Arh AMula HAFAME ol AAFH
2 A3 A 2o AzAtmE "waFeld webd Mulx FAHC tiEd Hrld 9
MANZEe Briek Ag7|Ee Frizb FEEoh oEHE AUA ALY BHrlEF
ZIHELA 2Polm, A3 Y HriEYPe] FPA E¥¥olztn & F U F £
AT ZHEYA 2¥3y AHIAH 2Y EZFE7E AW¥el A e AL 23]y
AdAYth ol A glF 85 o] E(Fishbein and Ajzen 1975)914 9] HFo] g
HEGIQY g5hst Fod FHAA aQd)e] FA AFdd JFE vAdes A
SYg dgelgty ¥ & Ak

F3 71dL AMula A Fo] BrxE ded o nAREFY IFustE tHL)
A Mulx AsjA Z4EF BT Y, BEFEae] A R FAYY FHE B
nALPENY B 5 T AGAH Qe Y TR & oo, §3I EWA
AFA Azho] et AFA RNAETt nARZEAI 8 AR YEd RS AMul= A
W3 g RAAA2go] Mulk vgol A BaHolete RE AAMTH

FE AQY FHAA JFEL FUALEER AT AMula Aoyt 2R FEE

MulA STEEAe| DURZIHo| e A7 111



FEE nfo] Nl & Aoy, B A2 FHAF YAVt =PI BT
Muls Az SARG D AYA7ID EE AALA 8 dAHolge A& FAANTNII
A% FTALEY nATH_H U A{o] Fastiy A

522. 479 A # ol A4

€ A7TE AMuls AWET AR g A4y F2WYd AxE F old U@
AFEYAE BT 943 7HA §AHE 7HA 2 ok

AR 2 A7 ABACE, VELR ] | FAUE T oAdA FEE B
Myl A/ETR Rl e e ERAYE HPstn lou, ol HIWHE
Ay e @A Fo2 oA MEA B4 9 HEPEHTE dAD ddE 2ye=
A REgo 2 dhte gl Y dVHUME XBH o] viFIHtT ¥ 5
Aok, webA Mulx AH/ET QG 3lo] DATEHA  dig NEHY HSWYEL
TH37 AT A £, BA WY ol Y Bo WYY A7 H_ g Fon.

EA AF5E A¢ ENARY 3o MY AddLd 4% FHAe dEezw
ojfolx SQIFozA A Aol Mulx HAFH Zixd HAHA TR 7Y
&30l o] R EANZFHY LAl HRHA RIE #¥ol UH
Aa&AYe glol FRARIZIYY =4k g83ita 4P

AR B dA7E FHWEFY B84 44 Qo] ARSI FELU AAFGL2A
TENEEY NEEtBA &ro] thd vEE 2471 AN ol dHEAME FE B9
A g 248 B AAY & U FEoEZA AEA A4 YA Fvt atHE
FEolt.

ds £ A7 A4, A, 7IHELRAE T 7I1E/MEe dARE B4,
Mujz AP o JHA b ARHe] L ALY EHEd diw 1t
o] 0| REg2A EY9 HAY Hro ti vIFEH UANS wHEM Muls 2]ie
#4, Auls e %A B4 R 1749 AUH FHE Z¥ AT PHE T
Mulz A/ET Fg ol nANZHPA i AAHHNE B ATEY9
AAZE 8T Aol

oz AxAEH AFAY Aol EFUFHo viAE F¥d o] EAWEA o
BAY F4gel 2ozt e ReE dEd of W EF7IgsE BEFUFHd A
ARE 7HogE 7ol 7148 olfdl ddtd e F7H4A A7 gL,

112 G20PAYXNY B3 A 48



<FHIAFP>

254, AFF1997), “2HA TEF YA JEE& vE FFEF] B¢ AT -
2geiA AE B goldel Ade FHCD.” AFIR A2 A1, 183206

AZR(1997), PFA G EA} o] §A, HEA

Adams, J. Stacy (1965), "Inequity in Social Exchange," in Advances in Experimental Social Psychology,
Vol. 2, Leonard Berkowitz, ed. New York: Academic Press, 267-99.

Anderson, Eugene W. and Mary W. Sullivan(1993), "The Antecedents and Consequences of Customer
Satisfaction for Firms," Marketing Science, 12(Spring), 125-43

Anderson, James C.(1987),"An Approach for Confirmatory Measurement and Structural Equation
Modeling of Organizational Properties,” Management Science,33(4), 525-41

Anderson, Ralph E. (1973), "Consumer Dissatisfaction: The Effect of Disconfirmed Expectancy on
Perceived Product Performance,” Journal of Marketing Research, 10(November), 21-8

Andreeva, Nellie(1998),"Unsnarling Traffic Jams at U.S. Airports," Business Week, August 10, 84.

Bagozzi, Richard P. (1975), "Marketing as Exchange," Journal of Marketing, 39 (October), 32-39.

Bell, Chip R. and Zemke(1987), "Service Breakdown: The Road to Recovery,” Management Review,
October, 32-35

Berry, Leonard L. and A. Parasuraman (1991), Marketing Services: Competing Through Quality. New
York: The Free Press.

Bies, Robert J. and Joseph S. Moag (1986), "Interactional Justice: Communication Criteria of Faimess,"
in Research on Negotiation in Organizations, Vol. 1, Roy J. Lewicki, Blair H. Sheppard, and Max
H. Bazerman, eds. Greenwich, CT: JAI Press, 43-55.

Bies, Robert J. and Debra L. Shapiro (1987), "Interactional Fairness Judgments: The Influence of Causal
Accounts,” Social Justice Research, 1 (2), 199-218.

Bitner, Mary Jo (1990), "Evaluating Service Encounters: The Effects of Physical Surroundings and
Employee Responses,” Journal of Marketing, 54 (April), 69-82.
Bitner, Mary Jo, Bemard H. Booms, and Mary Stanfield Tetreault (1990), "The Service Encounter:
Diagnosing Favorable and Unfavorable Incidents,"” Journal of Marketing, 54 (January), 71-84.
Bitner, Mary Jo, Bemnard H. Booms, and Lois A. Mohr(1994), “Critical Service Encounters: The
Employee‘s Viewpoint," Journal of Marketing, 58(October), 95-106

Blodgett, J. G. and S. S. Tax(1993),"The Effects of Distributive and Interactional Justice on
Complainants' Repatronage Intentions and Negative Word-of-Mouth Intentions,” Journal of
Consumer Satisfaction, Dissatisfaction and Complaining Behavior, 6:100-110.

Blodgett, Jeffrey G., Donald H. Granbois, and Rockney G. Walters (1993), "The Effects of Perceived
Justice on Complainants' Negative Word-of-Mouth Behavior and Repatronage Intentions," Journal
of Retailing, 69 (4), 399-428.

Blodgett, Jeffrey G., Donna J. Hill, and Stephen S. Tax (1997), "The Effects of Distributive, Procedural,
and Interactional Justice on Postcomplaint Behavior," Journal of Retailing, 73 (2), 185-210.

Churchill, Gilbert A. and Carol Surprenant (1982), "An Investigation into the Determinants of Customer
Satisfaction," Journal of Marketing Research, 19(November), 491-504

Clemmer, E. C.(1993),"An Investigation into the Relationships of Justice and Customer Satisfaction with
Services," In R. Cropanzano(ed), Justice in the Workplace : Approaching Fairness in Human
Resources Management. Hillsdale, NJ:Erlbaum

Clemmer, Elizabeth C. and Benjamin Schneider(1996), "Fair Service," in Advances in Services Marketing
and Management, Vol. 5, Teresa A. Swartz, David E. Bowen, and Stephen W. Brown, eds.

Mu|A STFHMS] DUOEIY| et A7 113



Greenwich, CT: JAI Press, 109-26.

David, M.(1998),"Organizational Response to Consumer Complaints and Their Impact on
Post-Complaint Consumer Behavior," Texas A&M univ.

Deutsch, Morton (1975), "Equity, Equality, and Need: What Determines Which Value Will Be Used as
the Basis of Distributive Justice?" Journal of Social Issues, 31 (3), 137-49.

Etzel, Michael J. and Bernard I. Silverman (1981), "A Managerial Perspective on Directions for Retail
Customer Dissatisfaction Research:' Journal of Retailing, 57 (Fall), 124-36.

Fishbein, Martin and Icek Ajzen(1975), Belief, Attitude, Intention and Behavior: An Introduction to
Theory and Research, Reading, MA:Addison Wesley

Folkes, Valerie S. (1984), "Consumer Reactions to Product Failure: An Attributional Approach,” Journal
of Consumer Research, 10 (March), 398-09.

Folkes, Valerie S., Susan Koletsky, and John L. Graham (1987), "A Field Study of Causal Inferences and
Consumer Reaction: The View from the Airport,” Journal of Consumer Research, 13 (March),
534-39.

Gilly, M. C.(1987), "Postcomplaint Processes : From Organizational Response to Repurchase Behavior"”,
Journal of Consumer Affairs, Winter, pp. 293-313

Gilly, M. C. and Betsy D. Gelb (1982), "Post-Purchase Consumer Processes and the Complaining
Consumer," Journal of Consumer Research, 9 (December), 323-28.

Goodwin, Cathy and Ivan Ross (1992), "Consumer Responses to Service Failures: Influences of
Procedural and Interactional Fairness Perceptions," Journal of Business Research, 25 (2), 149-63.

Greenberg, J. and 8. Omstein(1983),"High Status Job Title as Compensation for Underpayment: A Test
of Equity Theory", Journal of Applied Psychology, 68, pp. 129-133

Gronroos, Christian (1988), "Service Quality: The Six Criteria of Good Perceived Service Quality,"
Review of Business, 9 (Winter), 10-13.

Hart, Christopher W., James L. Heskett, and W. Earl Sasser Ir. (1990), "The Profitable Art of Service
Recovery," Harvard Business Review, 68 (July/August), 148-56.

Heskett, J. L., W. E. Sasser and C. W. L. Hart(1990), Service Breakthroughs: Changing the Rules of the
Game, New York:Free Press.

Johnston, Robert (1995), "Service Failure and Recovery: Impact, Attributes and Process," in Advances in
Services Marketing and Management, Vol. 4, Teresa A. Swartz, David E. Bowen, and Stephen W.
Brown, eds. Greenwich, CT: JAI Press, 211-28.

Joreskog, Karl G. and Dag Sorbom (1993), LISREL 8: Structural Equation Modeling with the SIMPLIS
Command Language. Chicago: Scientific Software International.

Kelley, Scott W. and Mark A. Davis (1994), "Antecedents to Customer Expectations for Service
Recovery," Journal of the Academy of Marketing Science, 22 (1), 52-61.

Lovelock, C. H.(1991), Services Marketing, 2nd Ed., Prentice-Hall, Englewood Cliffs, NJ

McCollough, Michael A., Leonard L. Berry, and Manjit S. Yadav(2000),"An Empirical Investigation of
Customer Satisfaction after Service Failure and Recovery," Journal of Service Research
2(November), 121-137

Mohr, L. A.(1991), Social Episodes and Consumer Behavior: The Role of Employee Effort in
Satisfaction with Services, unpublished doctoral dissertation, Arizona State University.

Nunally, Jum C.(1978), Psychometric Theory, 2 nd ed., New York : McGraw-hill Book Company

Oliver, Richard L. (1980), "A Cognitive Model of the Antecedents and Consequences of Satisfaction
Decisions," Journal of Marketing Research, 17 (September), 46-49.

Oliver, Richard L. and William O. Bearden (1985), "Disconfirmation Processes and Consumer
Evaluations in Product Usage," Journal of Business Research, 13 (June), 235-46.

114 Q20AYXE H3H 43



Oliver, Richard L. and John E. Swan (1989a), "Consumer Perceptions of Interpersonal Equity and
Satisfaction in Transactions: A Field Survey Approach,” Journal of Marketing, 53 (April), 21-35.

Oliver, Richard L. and John E. Swan (1989b), "Equity and Disconfirmation Perceptions as Influences on
Merchant and Product Satisfaction," Journal of Consumer Research, 16 (December), 372-83.

Oliver Richard L. and Wayne S. DeSarbo(1988),"Response Determinants in Satisfaction Judgements",
Journal of Consumer Research, 14(March), 495-507

Olshavsky, Richard W. and John A. Miller(1972),"Consumer Expectation, Product Performance and
Perceived Product Quality," Journal of Marketing Research, 9(February), 19-21

Rust, Roland T. and Richard Metters (1996), "Mathematical Models of Service,” European Journal of
Operational Research, 91 (June), 427-39.

Smith, A., Bolton, R. N. and Wagner, J.(1999),"A Model of Customer Satisfaction with Service
Encounters Involving Failure and Recovery," Journal of Marketing Research 36(August), 356-372

Spreng, Richard A., Gilbert D. Harrell, and Robert D. Mackoy (1995), "Service Recovery: Impact on
Satisfaction and Intentions," Journal of Services Marketing, 9 (I), 15-23.

Swan, John E. and Frederick 1. Terrawick (1981), "Disconfirmation of Expectations and Satisfaction with
a Retail Service," Journal of Retailing, 57 (Fall), 49-67.

Tax, Stephen Saul (1993), "The Role of Perceived Justice in Complaint Resolutions: Implications for
Services and Relationship Marketing," doctoral dissertation, Arizona State University.

Tax, Stephen S. and Murali Chandrashekaran(1992),"Consumer Decision Making Following a Failed
Service Encounter: A Pilot Study," Journal of Consumer Satisfaction, Dissatisfaction, and
Complaining Behavior, 5, 55-684

Tax, Stephen Saul, Stephen W. Brown, and Murali Chandrashekaran (1998), "Customer Evaluations of

' Service Complaint Experiences: Implications for Relationship Marketing," Journal of Marketing, 62
(April), 60-77.

Thibaut, John and Laurens Walker (1975), Procedural Justice: A Psychological Analysis. Hillsdale, NJ:
Lawrence Erlbaum Associates.

Tse, David K. and Peter C. Wilton(1988),"Models of Consumer Satisfaction : An Extension," Journal of
Marketing Research, 25(May), 201-12

Utne, M. K. and R. Kidd(1980),"Equity and Attribution”, in G. Mikula., (ed.), Justice and Social
Interaction, New York:Springer-Verlag, pp. 63-94

Weiner, B.(1980), Human Motivation, Holt, Rinehart, and Winston, New York, NY.

Westbrook, Robert A. (1980), "Intrapersonal Affective Influences on Consumer Satisfaction with
Products,” Journal of Consumer Research, 7 (June), 49-54.

Westbrook, R. A. (1987),"Product/Consumption-Based Affective Response and Postpurchase Processes,”
Journal of Marketing Research, 14, Aug., 258-270

Zeithaml, Valarie A., Leonard L. Berry, and A. Parasuraman (1993), "Tbe Nature and Determinants of
Customer Expectations of Service," Journal of the Academy of Marketing Science, 21 (1), 1-12.

Zeitham!, Valerie A., Leonard L. Berry, and A. Parasuraman (1996), "The Behavioral Consequences of
Service Quality," Journal of Marketing, 60 (April), 31-46.

Zeithaml, Valerie A., A. Parasuraman, and Leonard L. Berry(1990), Delivering Quality Service :
Balancing Customer Perceptions and Expectations, New York, NY : The Free Press.

MH|2 STEE0IMel TUIBIHO| Bt AT 115



