e
o
ok
o
24
i
do
g
19
18
2
o
El
re
4

SYBH DRAAH WE NBHESY,

[
=88
* %
84
AL * k%
ARl

sk sk ok ok ok sk ok ok oK ok ok ok ok ok ok ok ok ok o ok ok ok oK ok sk sk ok sk stk sk sk ok ok sk ok o ok ok ok ok ok ok ok ok ok sk o sk ok ok sk ok ok ok ok ok ko ok ok ok ok sk ok sk ok

—_—

47 F7tel W wmAelme Farel I
£ Qs B A7E =A8999e FHOR PY, 9, % @ 9
Wol whet AEe] ARY, A, $EAEH 2909 4o Pete] Hgo
5 AQste) 3t 2e A%E FAAA

AR, LPIAANA PP, WY, F- % BAY AAEFe Tt A
HEAEHS DAVS) M2 e 932 AL AL FARG A, FI

e AEL I
= Aoy F3eAol, dhNE AEHEA0), ¥ BT FHANE HEHo] F8
F Aoz Yendth mebd PEABME AsRYDH Futede goo) ng g
w20 Wase, PYURANE 454840 W ARAu2e) Fu), Telm F- @
3 WRelAE AEA U2 9% 234 Ao oFod & Yojof ok AA, BE

)

AEA LN DAREE A Ao, BAY AL A7) o] FHAA FFL 1)
£ AR FA9UT Ao BoAlY) e AV o] PRANE RAANY 4L o
2 =

Ae Aoz yEgoy s ¢ - @ JAAE vAA G Aoz FAFHUG ol:
Fgate @8 U F - WAFAT JHEAT WA Fol HE)EI e Ao d
ez rHoly, F71H BHAA A A o] Bod Aoz FAFHA

Keywords: 8174, B4, 32284, 2ANF, 89 4, oo, A8uE, Jarju= AA

A

3k ok ok ok ok ok ok sk ok ok sk sk i ok s ok ok ok sk K ik st ok ok ok st i sk sk sk s ok ok sk b sk ok 3k ok st ok s sk sk ok ok ok ok o sk ok ok sk sk ok ok ok o ok ok ok skiok sk sk

e Solcfstngiel B A s BIAN(E-mail: sbkim0315@hanmail.net)



2 RFAT HNA H3Y

.M B

FUelgriae aA §% 4& i
/q ok o] 3} &lo) ‘ofpiP o 27 LRG3
Exoz AL aurat Aol
°] gEAE R VaALHE e oo
o2 LA stoh Y Fgse
FEeEE 7|EH LR §40 BEL o|F
o] &3t B FAHAME Be Aojg B
ol glow, AT YBRAHLE ME
batu & 5 Jo

gEAHE o)fe] AN F2 WA
B 8 E ol&ste =FATE FHSH
B7kste 7heH, 64 ol =AATE
20049 75%°14 20260l 20%°l &
Aoz FAHH, =8 94 F4%
S7HE ddstn AREAA 2004). A
ARoMe =qATeE =AYFRY 7T
of W2t 2&H AEY EJE Ast &
T3 @ ol HE sFRIFYe

-~

il

3 Qo H2 MTE FAE P
s, aga A elge TEE FHAS
o d84ol AAAT gon, FHINE
- APz 7INvtE S A TR
Zog #F FEAYLE FU3n UAoh(R
AEAF 2005). 2y ¢ - 3 FA
o WA B BeAdE B
g E A3 AFeA FEsn gle
o, §3] - LHIL dFHoz ofF

. o

e AHe] gomz %3

A48 FHWE =2ol Basth
PPAR7|BANE B o) shslo} x
AREL A% GFE A7} oA %
ou, @HARY - #YPA A2rBo
At olms 1 a7t 2Ed ghot
of sheH Faude Aot me
qeee TR/ A LPPALR AP
& BASE Wol A% F78a Urk(d
Qe 2004, 2 FBE Qe A=
Nxde 2E7] 9% Fo@ 8] £
A4E Aol =Fe REH 2 o
FE xQ4A 2R FAA 27}
s ke 9, W, 22D - 9
IR ERECEREE SR
§AE oz AFRAL Bae] 8
M Au2Ed ¥4 5 2349 o

gaMulaEFAd #dg AYdTEL
FE FAHLE 24718 Ad9F7), A8
MU &FA, IARE, AolddxE 5& T
doz NAste gir}, o] Aold FEA
SE At B4, 49 T gAY HEA
o] 714 Fg3 RoZ Jelgron =3
SaAnlL o] gAe HI *é, o]-8dx F
Aol oAl 7+EA 5 AU FE7

Aol =7 Hmoment of truth)ely}, < FA]
A 5 A8 nARET oar|H AH
o Fa% 8002 FAHT Yt

B AdFME JNEATFY G- F
A FA =% FTAA F2 ASHI YUe
MEAH EAE oy 43I TFY 9%
AN M= ]Z‘—
stE 8% ado] FAJAE Hotetuxt
st

AgAToA vehd Mul2FH8<] F



SYBH TRAIAHO WE

w -

IST2Y, HAY, YYESP HY HuHT

e
2
S

Julzol &t o mAH 2
Me dde] 2% W29
93 4548 23
Al A 2 Aol g Esel
2 gNstnd sgd 5
452 2% 27
IME g, @y, aen -
SALYEE od@ 89l ¢ o
Mg BAST 9Yy
obstel Hx oBHIL Q= FaH
AAR e, =4 sPPdos 1
o(:)]

g vARAY el

[e]

™
2,
g2l

[

<t
2 fo

2L

lo o

3

o I
o
lo
o

e s
O T A A GO

N Y
of = st +
o N X R
L 1o
93:

1o mo 5% o= & Mo mu % ox ox

ko

o
e 2

Loz Eorlo ot lo ox mx 2
2

o

fo o i
do
(I
o

Jayel m=w ag@e oA E:
FANTE 2FBA 0 OB £8F F
e AMe 2FT FE PGS 83
£ J9BRe bs J2E YT Tyos
Adshe ogsiwelth, mekd 3718
BeF F gl w04 A8 HIFHA
W, PR w91Y ABS oW Yuhy
Ao 2Fg G Ao oz wd
A7 F7h2 2% Wy BAE0 F
BASS FPSHE YA ol gt U
Wl 91 2 A¥e Jus 9w
ol AdotsE zdsA Hee 29y
el gust Wasith FUAGRITY,
A7 B Y AAH Q005 T2 20044
654 o4 =9 ATE 75%clt olse

r
o,

¢

gHlE 228%5 AAE o, =2
gHlE Ad 1043 108y Fokels @
ofzl 2010dlE 28%E & 1
Sl T
=Q4A8s et

b
3{_1‘
olN
A}

=
AU 2E S 7H] sgdeze A

008 Aol ake ok 2 FelAle]
669%7h % - &Y WAL AF WA
=

[e)
3 agyde FHoz
F- et gl @ Fae guMus

S BWste W¥ol ¥FEd FvHHn
=

O o wd 3o X
ot
o
2 o8
o e
2
X

e & o
o
M
)
_>‘4_‘
de
o

o
e e
lo
E U

02
N,

o
2

H X X o
o2 MM
- ik
e -
ofu
x g @
2 4 oo
30
e
- of
ot
R
2

o o



4 {TAT HND M3

Z2e @ da s A5ANME ui$
AP g ez wopsoln, udEAd
AEgs RAsta e Folth (=724

aeid @@ QURAE

e
A& 2003).
=

ABAA AR dold dgol 2A%}
2 33 ojdstE 2& g FHAEE FA
.‘

& N2 asE

AE B9 @A 49 5 TARY U

o gloiE 45 Be 97 ol UE
Wz 9l

AFH AAQTE ARE BAH 5

=
Zo AR =ES2 9% B s

A F-E g3 EAC H2stn e
B, 4F gsgHge dyste A7y
FAoM A AEALY A77E o] F
A Yot aFAY F - Y A #-
g oA 2 AFEA AT AFE o) F
ARA] & o] AFRHY ool A

7194

2ARE o FdE AFAEC] A
AT Qo B 3

& UErle 4A o, Yi(1990)e =
£ L L APo2RE oW ANRE
T2 HriAerw AHstxm Yoh 3
WS (2002) nATEZL aMEo] o7
AU 28 o] g3l7] Ao} o]kt

a3 o]g3 Fo] AMulxe} FHEH AF

5
o e v 4L FUAIIn
&S ARAed =5 2
& ZAAA HFHoZ nA AL
& A @cHAnderson 1996). °]&#&
Aolg Aot TAAH FHEH
v 283 8oz #AgIoe
NBAHE FHRAS FRAE
HoE Fasin. 7|43 a4 3t
Ae dde] AAZAHL FdH o
27} =7e FAAGE B9
o8 #AS F4A B

L % = .IE. =M
o I
0 " S&: N{N' oX =
ol rlo

L

Bt 2 3 b6 o kI omlo LY ox KU oo X
Ni
N U e e

W_zﬂpm

K
o |¥

k1
=2
()
I
=2

3. ZIE MM2M

EMH2E AEZAMH22AN nxe A
FaEE o]sl dAS A4 = W
g S AE/MEol dste AmHAH
o oEAu|2 5 n4e 78 9
sty e shAT AW N5 E 53
AEA A3 g g} Algste AF
2L FAolm g ofstA A Aol Y mAE
< olgxle FRI Ay AY, agn
e Ang AEAHE a7 Yo

dgr|g Mzegld #H F-83H2001)
o] A E 5% g5 MY F&
g Qo= uyehgtow, o), €hEd,
ANGE, olalF, RE7I(197)9 FFEYL
ez 3 ZAtAe 9Abd g A

oXx

B oge Az, JAALE, oA} @
JdEAdedes degth E, £9E, o



SYTY TIALH WE URVSY, MUY, YTHFYY ST HuAP 5

A3, oldl%E, B71%(1999)) =d ¥
Agse ARl ol Arke B4
4 2 adelga St oldd A7
Fdoiel we JUUET Do o) g
Ja7le e oae] HEAO A% F
2% 29, fFHa: HIAHY I
HAAuls So Fad ddecler sty
o 2537t A%l UE B 37}

SENFLIEEREEE

ty o ale

r..l
o
L
2
=
fot
o
o
l.:(g
2
g+
o2
e
ol
oo
o)
-

ox
fr
' N
ok 2L
i)
N

£ 5 o o

Py
rok

2
o
i
_c‘t_l_r‘
£ 9 w
)
fu
op mu N off ok

il
o

2
o
2]
Si]
o
x
N
flo
o2
oL
e
oL o
d
AC)
=]
B o2

YA Az LG o
Nz te 932 ud RAo=
Atk mebA thew e b
At

K
)
ol (‘n

N‘O -‘NI
o,
E

e,
ol

HL : 9%, &3 2 9 @3 93 184
sl ABEAAAE DA
A

HelAo) st Gehrt, Yale, and Lawson
(1996)2 7019 A7t3 =88 F A3 s7]
% 71d2 Aoy, Berry, Seiders,

and Grewal(2002)2 A¥] Ao 2 AL&3
w™ste nAe 2zbE A =8E A
daletn ol Mlgor 1std Hist
ste Aoz Aok AAH, A4
(2005)8] AFNM= A AZ+E A7k
=g Hastslz] Y3 xF o] AFdE
AMul2x=go] gk 72 FoJsta Ut
g AMu|2E o3t 1AL 7o)
A g AHEA, e H4dE TEs
z &
A& AzstA d@o. 2z 3
do] AA ti7|AIZe] g wiHE
o WYL 55 Mulx9 g
2 Mul=HAgA HAIZE o] &
HEz 4& Adlzd Hlf o
B AT =39 AHE FYH3A "ok
HelAdo] #3 AF)A Shelton(2000)-2
24, A4, JArEE, A4d" 4, B
A8, #8448 55 A 959 FaF 8
Qoz Adsgen, AfPez EAI
Fefell A Z1tkel= oAl HelAd e
T A AT nAUE ¢ g2
< e AE et Ad4dE, 2
(2000)= digtH Y ojsAlu| 2ol &2 E
Fo g AAARAYY, FIHAY, A
oA, WAy, THAHYAY T T
o] A #F ATFA HIHAA
AL ZE Q<Qlo] mATF FAHH
FEFE vAE AL FAstgen, MNFg
(2002)2 <AEN xPE o] &M AF
Au| 2o Fufe] digk HAglAdo] F8d o
Qolet FetArt.
oMY AN L ofFAu|zME FQa
g ggler Ao, MaAAldg
FHAEE AE8HF, A4 29 5 249

¥

R

MooHn X

[+

O



6 STIT HIIH H3X

FEHAAE A A xFo] o] &
HlsE whd, s e Heg T4
o] oatel AHMu 2o mat A8}
o)FojR 2z o) Aztets AT =Y
o] &HI7F oA "o wEd FEs
sty aeln F - s HelA
Zte N2 927 Jyehd 5 ok ol
2 A7edMde a9 A4gAZLE Y,
g, 2 - EE ALde A=

ol

F

A

"8 Aolek 74 sl el 7Hde 4

B,

H2 © 9%, @3 2 % % 97 A8
gl BYggARE DARZ
Aold g mA Aol

b. AFAEM

Rogers(1986)= A& a-gAd thsle ‘A
FUA ol do] o]Foxj FHAHA A7EA}

i
rio,
X
(=]
32
)
o
oX
fob
_]24_‘
o
rlo
>
E
[
L
ol

A A3 nAo] YFL BT o) F
Ar gEAee Fan, 1AV I
St 28 8902 AAFAY Aulzd

A Ys F8EHA FERHAHTE, HE,
A4 2003). FELAHdL nAe] #A
PAo] HANHQ 242N BA FE2FH #
z 9] 71&oly Gz aE glolE #AF A
BibssltH (A A4 2004; Bezjian-Avery,
Calder, and lacobucci 1998). =3 719-1
A el a3AQ 43AEAL Vdyg A

3® ohye UFs ALY SAE we
d%g FAE oz d4=e g

(Anderson and Weitz 1992).
ANZE2(1999)e AsLA o] AHZE 7
qsage g e Ao v ZAH
I, vHA" SHAAN & AW-F53FEA
2 7149 2FHAHA wARAFYAIAE
T M H 2H B 247 B™¥el
on, FFHor A9 FAHAE F/tet A
Atk &, 237 317 Alojol& AH|2F

A3} FPUALele] w3}
e 2Emon MuaEde
Zol= 9 HAA @
dol whe el

& oo
i

T w A

I
n
T
2
b
>

2 1y
o

&

Jehe Aoz sHgste thed 2e A

& AAsA

H3 : @, % 2 % % 9d AwA
o)A FEAgHe DAV
Aol Je v Rolth,

48, AsH2004) 2 Weun, Betty,



SYEHU TIFAAHY M2

RTEY, WYY, ST AHY HjuAHT 7

and Jones(2004)& #Al9 A& ‘YL F
dAT ABAY AEHH'E A
A&HQ BAFAE AT T2 LAZA
F71HQ BAF A FAHH gs
ok F3AE[ S Crosby, Evans, and
Cowles(1990)= AH]Z71gellX A3 2
] kel FAY] ZAL vl dig AF
o} wEo] o F o]FoJX| 1L olF A
F8% aQo=® yet & $4%5(2002)
M| 2Ad o] W& A Fef o #
w9 SHAIZEYl AT oA AH]A A
TA ] Ao w2t M2 Aolgt A&
A e Aoz st u} Qt}.

Wi g o]71$-(200D)E FAY AES A
2 duAds 7H 55§ -T’-X]-T_
doz dAF AHrt otd A7IAA
NN nAF A8l E2eke] BA S
¢ F83 Qo ATl ok
Y d¥E A AE FUsH

3 5(2003)2 %01%7“ ﬂw,o_i 1741

I‘B
18
oft

T rsk r(o

J?.i

-

of N il ox
ofN o 2 m M

n\i

3, 7148 23 754 Fdol A
Hol 43 HAE Aoz st
Aulze olelg WAH SHoz s
o Aulx7lde NHE 7 2
¥ ETE 04¥ F U Aotk B A7
A o9 Ze HYATE Fwa
zo) HE7} 248 24 THAY DA}
o BAY A= F Rojgte AR Fol o
&3} e e dHadr

HA : 9%, % 2 - % 94 W8N

7. M=o 2=

AT o=E AB|2FA7 LTS
B3 AFolA BL A7Vt ol FAA stttk
128 A e AuaEdE Avz 2
2 AFo) o %o FFE A APYW
42 A9stz QN Cronin and Taylor
1992). F#uiojrte] AZAZLE LA &
E F9s T 94 EAE shHs
HAQoz z7] 7o} Mole B2 AR
Fste] ALFoFN HAH Wks
il =8stA "o
197(2004) = Eutd FHAFANA #A
Tojeled T8AA IF
FAstgen, 9220000 EUHE
AT =& u)9- WA YERY
Z2RE TEAA AulEED S
2 gl
481 (2003)= 451

o

Jl-}l

A rlr

te rlo oX _1%
r°"

fo o

NooORDoroh Y
£ K
ol &

NI
rr

i.ﬁii&
lo (‘2

5(2003)2 Zdo|gAs di
ZAMA A FAY] A Ajo]goE
93gg tA= RAE 47 é}°1o}°dﬁ}

oY AAUNZE FI AU BAE
A & de AHFAAC GRHUAS 9
Aol & TAHAA F&S 3 Aojgt
T AYATE Fsld, £ AFME &
YA AZE #A AL AF0 g%
od FARAA HdEgS mA Aolgte USH

e 7Hds dAsdn

_4

¥
i)
2



8 STAT HNA M3

344 98¢ vA Rolgt
8. &9

Carpenter and Lehmamn(1985)2 39

& BRAIAELR o] olFdE = 9
=’2 AHosgen, Morgan and Dev
(1990 2" AF 02 Fo3trh
Z, @A AH8ste AL ]%- 7t o9&
Roz uAdHE Yo, A Y3
AA Az An]x *ﬂ*&rl}% Y AZ U
T2 AMul2 AFAZR ZA s gAY
Aot} Bansal and Taylor(1997)& A8
AT E Y& Mulx AFIAZ ol e
o|x g metstil, 44 49 Anxe &
AMulAT Yo A 270 o] 4o Mul~ JAE
Azsla Avjste AoR Yedodes A&
e Het &, EUE 73-?* & AH|2
A=z ?*_Zﬂ\—:?‘] uE e tsASE
X33z

71449 E‘r%‘“ﬂ L= LR

# A2 ZE 149l

Nl

kA Y
2 o2 AMul22 73t
2 YEhdr} Keaveney(1995)&

S
A2 gaez ABadd B A7
g AYstel, AATA, BE, PN
A

Ao, MulA~dgd A, /qu]/\ Aw & =
dd ¥, AR ¥ {2, &FYH &
A, vz 21& n7e ﬂ%}ﬁ"loi
A B, olF |AAHE Asjrt 179
AEoTo) 717 & ¢S "X AE &
A&k Anderson and Weitz (1992)9]
ATedM e A7 AFA BAANA FAA

S
o
e
fo
%
Y
o
o
(o
_OIL
3424
i)
Bl
i
e
2

5% Aoz dyETh
g Fuste] BAY Qo] AP 23
39 9 v Aol e gL 7t

oei g HYAT

stz ok olwp ZARFE g,
agla F- EEAoGE A8AAH
et aARkEd ojug adAA FTFE
o exg #esn, nANFHE #A 9
Aol 2ga #A AL AT o=st AF

Jzo zAWS W} AHF FFL Tl
Mg gAstnAd FAT. FALA @
& <ad9 >3 2o

]

=
=
TRy



29BN

ZIZAAEOl W2

URHEY, HAY, YTEEYY Y H@AT 9

o2 oo

o
0k
?
5]

A

rok

CEn 97 29

A2 A9
4= Doney and Cannon
(1997)3%} Ohanian(1990)°] A}-&3% =&
Aasted, gz HEHQA XA/AH]
Adsg/Age] AFA/AE FE/XE 7]
=9 57} &5& AAsta Likert®d 73 3
o wet WM oA goil)-EFelth
@-vl§ 2ZH7'= FA33A )

2.2 g HoM

HJ4E& Gehrt et al.(1996)3 A=, 2
Fuj(2005)] HWAATE Hado ‘984
H] o] go] lojA mAY At =HE
HAa3E = dE AF-EYF BFY AT
A’z Aot W25 Babin,
William, and Griffin(1994)°] A}&§ld =

=4

AETE BLa RN Lo BF A
o] g7 ol/A| i o)/ N7k A et el /A R o]
gol W2 Axd Aele] 4] Lol dhgt
of Likertd 74 Fx 2 =Hsgc}

2

25 284L& Rogers(1986)2] AoE #
a3k} ‘it ogr|@ Atele] AFUA
old AAM B mE 1 o)A FAlAE
of wiAl, AR, HE it FEFE & F U

83 5oz Hosqr)

olgztel AgaTE
o SHAE/AE JHEF

et Likertd 73 AHE

KU ot & X o I rr
o
o

DAREZo|F B AFAE HAR @
A 2 AEAE] WE 2R Fe A



10 3FAF M2 M3

2 Aotk FAWMSE Dube and
Morgan(199%6) 2 #4%, F32(002)0]
AfPATFAA AHEE 5709 ®4E Fx3)
o, Autd HEHE/AF AT g BF/
gaxlz Ade "HE/Edd EH7/Is
AA wE F 5/ FEF thete Likertd
74 =2 SAHAL

#Ae AL Crosby et al.(1990)2] 39
& #Faste ‘Mulz Ag 2 AEAl2d
of g A71A FASHAA FAEC] Bt
e FELE Ytk FRFWESFE
Crosby et al.(1990)¥ Moorman, Zaltman,
and Deshpande(1992)0] AH&-3 A9t &4
o FRAWAFE Fastd, A AHPE/
g AAY/AFE Al AXSY/EAALE 3
29 4] FFE A8t Likertd 78 ¥
o wet ‘AE %A gril)-REold
@-v$ ¥’ FA3A9h

2.5 Mool et Mol

Aoy g ‘mAe] ulgfo] Auxa
FAE BB o]8Y AN oE A9

stgdc). =AW+ Oliver, Rust, and Varki
(1997)7F AAAFNA A8 SHHETE

Faste], FF Fol& GA7IE AL A
A& o] &/EIRINA ©1& AR/FHA TF
A HrH/FHel FL ooyl AP F 5
32 AA3ta Likertd 78 Hx=2 =3
ATt

A= ‘O YgEAMHA7IBORE o
sateie AxR'Z Ao FA¥HsE
Carpenter and Lehmamn(1985) @ Morgan
and Dev(19%4)e] ZAFES sy, 9
sad w7tA] Ak F71/F7tue e o

BS2/A%Go) AAH 1 EF/ABA
B 24§ 4 £22 AFsD

Likert® 74 HEZ 33t

V. TR U IS

@t A=, @, ¢ 87
WEAN S 7R FAE 2] 57 8%
Hds AAsd A4 BEdE &
w37 98t AR 3ol o =
qAE FEol Ae AE ez FW
g, d4ds 9 4 - dLHPII8E 9

L
3]
2

lo
=
*)
o

& = 2 ztz} 210%-9] AEX
g wjRetal @A I AEA
T % 630%E Hiisti 624%-E 3Fstd
o Sl EAAMT URE AY3}
3 Ao o] g3tAth

£ AT AMSE ATEAA BAL, ¢
o] 20778 (34.5%), 42 3938 (65.5%)°]
Ron, vole 40d7F M B 1903
(31.7%), 30di7} 1447%(24.0%)& A8t
Atk ol =Q1¥ALY] FHEFAL] SH
& B9 Be Aow qidd E, &

o}
1=}
ol AEsgon, dFe o
o

2ol 90%0°]

FE nZEo Aoz deiwth AY
FH7t gl FE(44.8%)0) 2 AF AR 26.3%
g xAsa ey, € 7HAASS ki3
A7t 33.8%, 300 2HAHE 27.8% = e

Wt Azk o] &35 JolME 2~43]7}



QPEH ZAAHO M2 FHEBY, MY, YTEEE AE HuAT N

Vg e 345%, e 5108 R AS  ©el ATEAH S4e (E D W 2
188 wHR Yt FAYY F2 A

(B 1) #22| 9784 &4

T Rl g Pl A H] & (%)

a ) 63 81 63 207 345
o 137 119 137 393 65.5

204 w5k 33 0 7 40 37

21-304) ©)3} 26 9 29 64 107

el 31-404] ©]3} 41 44 59 144 24.0
41-504 ©]3} 61 58 71 190 317

51-604 ©)3} 27 67 30 124 20.7

614 o) 12 2 4 38 6.3

7NE 151 197 192 540 90.0

AEAR o & 35 2 4 41 6.8
7)€} 14 1 4 19 32

FZol3} 43 4 27 74 123

. Z(AE 99 81 9 279 465
o (A= 50 103 49 202 337
A (A)El N 8 12 25 45 75

24 29 77 46 152 253

T2 11 13 3 27 45

. iﬁ% 45 22 24 91 152
shAy 11 0 3 14 23

Fx 71 88 110 269 48

7)€} 33 0 14 47 78

1005+ o] 3} 13 0 2 15 25
1017+9-200%+ 5 53 15 13 81 135

N 2013+ 9-300+) 92 60 51 203 338
301%+9-4009+ 34 60 73 167 27.8
4019+1-1000%+H) 8 56 52 116 19.3

10013+ o)A 0 9 9 18 3.0

13] 110 18 23 151 25.2

o 2-43) 59 53 9% 207 345
cl&ss 5-103] 2% 89 60 174 | 290
103] o)A 6 40 22 68 11.3




12 2597 M M3

Alstg e, u_"*°ﬂ}~1 AHAAE
178 H=E AASAY AF

?— B34 AFAe ddAd

= ARE AAIAC IF 4

W49 Cronbach’s o ¥¥HH

HL71EA 08 AFsged, A 81

A Az 9722 JeEh} AFAo] u$ =

_0__
=

Anderson(1983)¢] 2%HA FHIwWHoz 3
EAAE APAon wpA g wdet
FAE HAASFIY. B2 AANA 1A
HE AT ok, FeFgAddA 2z 27K,
ol BAL A, AFAx, AEAY, WY
gellA 2z 1714 HeE AASA
B AZL ¢t g3 g9
q 258 THE NAS] BA A o
AAA - HA 53] ojen, &
2o W 2AHA L EF 472
2 Yestoh ﬁiﬁl" I ¥ A9 4%
&, i, F - A age] ZZ
82.65%, 80.16%, 8932 62 A ‘4“4"7&‘4
Zt Z2AASd di3l 3¢91F QQEAL A

K
oz
a

24

.
T

pras}

r-{m

< ez AU FAAHY A7AE =
W =AW AZHE <F 2> gap oy FPAF7 & AFH ’—‘45&7‘3
AE APt HF B o]&d ¥MTY
(B 2) d=ld 24
SAYEF Cronbach’s a
3 = A 2] A oA oF . ahub
e e L Al A
A 2w = 5 5 3 3 869 936 972
# A 9o 4 4 4 3 3 856 939 924
AT o) o & 5 5 3 3 851 919 922
4 8 9 = 4 4 3 3 928 922 957
A i 3 5 4 3 3 908 870 926
0 = A 4 4 3 3 893 852 881
O e 5 5 3 3 871 927 939
&, SAs 2z st NS Evid A tatS FA 227322 ujg A veEry 3
g3t A IeANE FEH By A% TEHZE g FE3] grd Aoz yE
B34 AFE 3uAe AA A sk g, g, - g3 ABAE
wA W A o] &3 A 2% g2 gz gdE8Y Ade <& PFH
B4 %5 8903 QAR O=E Gerbing and 2}



2YTU TUTAIAHO ME

NSHSY, Oy, WYSHL] N HINTF 13

== 4 g & - S

gAaas | LT R 2 o : o 2
Ae (AR A% R AAF |2/H#] R AAZF|2F3| R
PRO2| 8% 864 831

AEA | PRO3| 906| 8397| 1330 .881 | 1.401| 11.94| 860 | 8767| 14.49
PRO4| .885 826 839
CON2| .748 864 686

HelHd | CON3| 802| 1362| 11.34| 714 | 837 | 898| 749 | 492 | 1073
CON4| .791 579 762
INT2| .784 729 678

e8| INT3| 873| 2445| 1260 852 | 2.167| 1195 776 | 871 | 1165
INT4| 849 774 775
SAT2| 851 834 943

aMgrE | SAT3| 778 | 1810| 1233| 874 | 6302( 1263| 959 | 2.405| 1366
SAT5| 834 393 931
REQL| .710 775 851

#A4d | REQ2| 827 921 | 1080| .877 | 3247| 1203| 893 | 1.371] 13.18
REQ3| .78 871 848
REC1| 784 744 679

AFojel=| REC3| 765| 1.151| 11.07] 870 | 1913| 1195| 896 | .781 | 11.49
REC5| .79 811 863
SWI1| 877 860 882

Agelx | SWI2| 862 1.271| 11.32| 850 | 967 | 1068 .940 | 4.071| 1415
SWH4| 838 853 889

? 82.65 80.16 89.32

« gAF RARH  2FE - W AZE o4

HEEFAd AAF L B A3 dye
2 AVE(Average Variance Extracted)3t#
AN e A AF @s Hlu
st W o) gdtgen, duRASF A
F ol AVES ¥x gkol Saelza o
Al BRE Aoz JErytich

of

NG SHFHRY Y, B, F
3 97 ARALYEE BE SQA5

= H B
FAE 4

tsted PRELISE %3t dAxsidd 4
BATE 7 oS FZRLE HAYHA
o ZF A A2EY 2dAgsEs guka
A 2"o]  x*=27565(df =168, p=.000),
RMSEA = .059, NFI =.93, NNFI =.96, CFI =
97, GFI= 88 AGFI=.84% Ueon 3
wRgAzge x*=26446 (df=168, p-=
.000), RMSEA =.054, NFI=.91, NNFI=



14 {F3F HNA M3

96, CFI=.97 GFI=.89, AGFl=.82 &}
gk @ ewdd AsAxdge xP-
247.06 (df =168, p=.000), RMSEA =.059,

NFI =95 NNFI=.98 CFI=.98 GFI=.90,
AGFI= 8622 44t ARZ7|EX ] 9 F
3 FEE oy AuA] A¥ze 72
¥& EAMsted Tt gle AR g
= Ak

(ol

o 1-n

3. 7t4 4™

= 000), RMSEA =.068, NFI= 9I,
NNFI = .94, CFI = .95, GFI=.86, AGFI=.82
2 yehgon dngAsgdxe x’=
303.22 (df =180, p=.000), RMSEA = .060,
NFI = .90, NNFI=.95 CFI=.96, GFI= 87,
AGFI= 842 \Jergoh =3 F - g
A AgAzdEe x?=35017(df=180, p=
.000), RMSEA =.062, NFI=.93, NNFI=
95, CFl= 95 GFl=.87, AGFl= 8322 ¢
W AG7)1Ze] NES R oy A

WY FREY B & et gl

L}'E}J}TI\L [} 1,} Ookﬁl-(t = 56’

s9e] we A2 e 9% FAme i
of Asgth ABAu 2N BEHE
nARSe] FRHA 9FS HAE AL
Bsl Q7 Fasgen, wdy 3
#g £ 3}

=

A

e

ﬂs}ﬂ R

N
;LLGXL
_>_4‘
&8
fo
fo o
o,.?..
_!l-{JJ
!

ul v, SRR (t=.26 p>.06)S % - &
W JRARAE(=102, p>.BAE EF
IS n AR ¢& Aoz e} I8 A

29 wet M2 te 4B PAE Aol
gsjo] oA o] ARt o= F
YARANNE A5 S4Y A%, AR, @
A

5 B33 ASAAE £y A
el FUE S8 oy ddEE
AEAA/ dest Hol 7] WiEA AL
2 KBt}

AR, g, @, % - BEE AEA2
4 598 A5Rg4e nARNE Mz
e 93¢ " Aol S 3L, W
(t=366, p<. 0D FLYRE(t=448 p<
e FAF JFS mlAe A= e
sor}, - @ WAN2Y(t=.10, p>
Bl E 9F&FE AR Fe A2 4y
Eldot wEtA JASAILH {FEEE A2
g2 9%gS v Aol x| 7HHo]



2YBY £

TIRAAEY) WME HNRNBY, HAY, YTEESY

R HWARF 15

AEEAS. ol PPN Aage,
g, A4 29 § 58 AAdAA o) F
A Az AL 7|3t ohsin, @
AzdAAE et AAd F2 Fetste
BAZ T2 FFE vAE Aoz A
g9t 23y & IWNEE o) g 1
AL =A4AT WE o] FH oAt
A NgaHe 7ldste BFe] xom
2 A3FAgROE N8EHAE 7dskE A
o FadtA ddste Aoz F4

£

o o
=45

7.79, p< .01), 3HH(t=348 p<.01), & - 3
DR (t=207, p<.05)9 EE AgA|2H

A4 FAHA FL WAL Ao v
g Aol Adsg aARnEe A9
Aol PPN AE B dFe A

oz e

W, @, @@ e so=
orulo| A A #/AV A F23 A
°2 vepsttt.

ShatA, BAY Ae AT o= 37

A
F SRdA BAY ol HF Be o

g UAe Ao YEyth
viRigto 2 gAlA" F3FE @A
AL A= FZAQA FFE vF A
olgt= 7 62, FYHWE(t=-311, p<
e FA3AY FFE A2 Jdoy g
H(t=-155 p>.05)% <F-EPR(t=
=71, p> .05 EF FFE A E2
RAo2 Jeht 7pdo] B o2 AeHEHY
t}h ole ¥ e gJHdes A
F e 7137 g oy sy
& - EFEA A 2dE 77 Heo] BE3)
b dFo] Y& e diEn AF
A VAR ATNE %hé}t& <a¥g 2>,
<a¥Y 3>, <Y 4> L <E 4> zo

— 3

(gl 2»

SYUTIRAAH AFSEY AT



16 ST HI11H H3Y

.04 68
56 )
._( ) (9.20)/
.30 /
(3.48) /
—-———»
N
=12 Y MEe
(-1.55) \_— o=
................ - 7]2_]-

23
6
\(2‘06) s (8.529) /
/

14 \ (2.07)
<102> ____________________ -
<001 =05 Y xso

10 -.71) BAs

(08 4) & - SUHTTRAAH S 4FEY Zut

(# 4) 718 HdE

an A = & g % - Sudd | AA

A2AS t@ |BAEAF tg [BARAF ot} | 2R
Hl | AE&AA=>1AUNF .00 56 .04 56 23 206" | A=
H2 | Aga=manns 47 588" .03 26 14 102 | =
H3 [2&a8 == 28 366" 51 4.48" 01 10 | A

H4 |namE=nAe d| 61 7797 | 30 348" | 15 207 | Ad
zal

H5 |#Ae A=A7dd=| 63 678" 68 9207 62 859" | A=
==
H6 | BAle A=Agex| -25 -311°| -12 -155{ -05 -71 ;’};:ﬂ

x 1 p< 01, *:p< .05



to

Y VTAAHO| L2 DEDEY, HAY, YYHEY Y HTST 17

<
X
rhu

1. 9470 Q0 U MM A

=ge7e F7hs wane FuAs,
24uPAE TYF AEAY AY 5 3

5o A Yo F7tz agygems

A@3t 4Pol FA Holum Uk 2oy

299 AL YRS BAZ WA

% 5Yol Wod A7 ARE U PE

A7goltt,

ARGAE wAHABE T
H, A

ob

o
Mo oalo o rx

4
q

’

o

=3

al

LS

st
ok
[N
M
Kl
o2
o
O
2
)
S ook M of
>

X

Q3 Belq, 25484 1A
BAE AY AZEHGT VA
A7e SE % VLS 43 M@
4449 A4Y YRS A% o
AASEA B dort F
}5e Bele WHez ¥ - 3
g% ABALY FFo] AFx
3 ] ojmd JHe A
32 2% oed ge A
Aot

A oEHA AHezE A,
ol g elzee) WA
yEaggel quls o

of 3RH 4 HA
]

124290 we} gebd 4

0
I o

s
ol
2LE

B
ol ok
¢l
Lo

4%

ar ce

N

- o
-
)

faad
tlo
o i

oL O bk 2 oR Mo & K H 1o [y ff

,_.
ok
b

rO Jo ot X oy R o

ox ok
e q
o>

Jﬁ b

n

O
-

o

=

<4z

M

2

)

R

-

2

2
2

._{

[ T o
o & M o 1o o2

e oy ¢
=
]
™)
=3
N
=2
olJ
2
o
0,

o i
to rlo
a
Y
X
o
-,

"
-

oA MBEAAHYE N2 o=
ERst T

=
=7, 34 4

of

otsjol] wa} gorRyo

2 Aot 4y 23 a3o] 2ol
A ol2d 2AS 4oz vz H8Y
F Qeh & G YojME e
AR WAL, x4 BHAD 0§
DAEE BEAEH0 H Fad Aoz
o152l e}

AR, =04 &S @It

o= EF F¥E "wAE Aoz YEhY
3

Z #AH[Y. ol A

= gt
e AYE & e 7187 gL e
Atednh met FRles g3ste 8
FEUANE A9 B Bt gL x
ol Bag Aoz AY7dd

174 AAgezE A, =A4 2

o Mo o
, B At
)
>
>
e oon e

oz WIYS FUAAY BaK
gtk webd ASe] BUH w9



18 JFAF HMNA HIZ

4 Age @A} oFHA FuE d-2  Folth o} w4 A LPydo

gl ] =)
EFAH2E A3 ool ok A @E ¥ oopde tigo] ey
A, ¥ 2 IRV BAAMY FE - HANEE AYse %%101 R
Zgdo]l nARRY @ JFE wAn T AHAA, ZAING 57 Hde] A 2
Qo] A F AAAMH2E dL g I FHAS YEsE o FAV Ao
840l AU WA e A ER, a¥Hde] BN ol&x7t A

ste] BAYUEL U AHoIY oW & MEo $uIHA Ram mER} $@HE
5ol AAdes olFojdel ¥ Wagel  A9st o} Azt 2o Mg & vk
e Aoz vehgrh AR, duQddE Fad ez
A H oyl shulzig o] YPzlo] Hest golg AFEAol} Helyo] 7|AdE L As
EoIEH 97 % 43 AueE BT Ae40) o T28 290z yehd s
o AR - @Y YRPEE GHE =94 VY Al gt AFRg
Gus we Aoz 4 esd O BE 9BE A4 Lo o

T
o gtk ol A3AA - @dEA & Aotk dhgdelq FHABE =

o BAYeE A453 gow mAe) & u] mrk oAbl AEAo] Fed e 9

Fohe 29E gdol olFodAA ¥m 9 4 W@l A Havel o B BAL

&2 ousimz goz ¥ Pl  sHHm Yg oz et

4480z A + Q& FdY Pl A, E ATIA AEF AR, AY

Fas B, FEHE] 89 ol TADE
Moz w=4aBe AR Yol g PAE U BE Aot olHw

¥, e dEII VS ol &dE 1A AT FAEE APE o AdvAxn
o BS N5 534S A% AFGET < g2E QAN B o] de ATt
A zo] wE A5AEAe FHES £ 0 "8 AR oAHn, E A7 g
AMMu|2gAe 9 weto] g7 FARE FTHd AFAH o8 BY

= AE qAez B EYA odd o8A
AEdE & v2EF edE Yoz d¥/ 3ad
T3 Aot Roltt,

2. 7ol s % o2y olpure
=EHTd 1 2006. 03. 12
2 a7e dAMeRE YRRy A4F =EAAL : 2006. 06. 10
X A7 M BAHS Qo] T 2L
FAEE AT Ak RA, 7ol
A Al g, S, - B g Lol

oA



SPEH TZAIAHO M2 VRV2Y, MUY, PTGV AT HluAT 19

78 5(2003), ‘AW SHWs Y uAE9
AgPFo | A+, opFEnE
o4t 12, 29-57.

TRNAZREETE, D3R FGAAE7H(2006),
“2004 FHREFPFAQR", 2005. 12.

HEZ, e, A84(2003), “TEAH 2
o] A Aulzgagle] A A
2 Aol oo mX= FFo] #
g A7, oFEDEei, 12, 77-
97.

2 Z8](2000), “% - sHuro] AEHQ WAy
et 7|15EEsts|, 21-39.

g = t(2004), “FEd TAHYE, =<
AEHYo] 2&F ) www.dailymedi
.com/(2004. 11. 18).

HH5-21(2000), “tf 71 Al Zko] A H] 2 F A
7Hl BlAE 9% oFAHENE, 15(1),
1-25.

) o] 1-9-(2001), “Aul AT &S] 3
WA Fgol #A A ¢ AFodx

o wWAEs 9% s=0PIEXY,
3(2), 21-40.

BAERR(2000), “TEFRUgR FF F
ol A7, 2005. 12.

Ad, Aaul2005), “Hde] HAA Y
o] mAel Mg A Ze] 7|
A o B 47 oA
o7, 10(2) 53-74.

AF21999), “UE U HaFE&Ad A
IRkl B AT, OFEeR,
14(3), 69-95.

AF8H2002), “UEUMLFES] MEH[EF
A Z2Fade B A7 oBEE
2|94, 7(1), 71-96 .

23}, W+7(2002), “o BA H] 20l A

oy
[=}
P ) 2
AN HAHAFFIN BHHA £4

£42(2002), “The Role of Relationship
Quality in the Case of Service
Failure,” ZY0i+, 17(1), 181-199.

&4%, Au(2003), “EAH 2 H E
43 &4, ¥34, A4d d7A
Zkol A o}§of o
OIAIEnstod, 12, 135-154.

&AL, Al (2006), “nAAFEH Al 7t
2l ti7) o] Anj2FZH 7t 1
A& 4Uld 98 Working Paper.

&85, F3712002), “ofmAnjzigel
Aol #AFAY mdo #E AR
AH|2S0i, 5(2), 1-27.

AL, A2EH2004), “FFYL AMHlx9)
HAEFAELRY F23 A &S
a+" s=0IAEXY, 59-81.

o] 73], Fx]2(2001), “TE Wl &35 Eol A
of A& I AT HE
g 2 gHEA OFETR, 16(2),
115-140.

o|17%, urEd, MIE, °HF, HF7I
(1997), “71d¥ 4= ggEde] ¥
Addd 2 FAREE gAdd|u”
HH#HES], 7(1), 35-36.

2548, ojAds], olaF, Hr1E(1999), <

EMH|AOAE, EAd T

(2004), “mutd FHANA 9 Gz 3}

Ale 9%

[o)
kin

9
et
n



20 STAT HMNA M3

|4 748 nAAA 5 H
Fojej el v g B A
7, OAEe, 19(1), 61-95.

-85 (2001), “JEAH] A o] @AY AT
Feo #g A7 dTBcHEn of
S 2R =2

B A (2004), “FAJAFW,”
http//kosis.nso.go.kr/.

S 7B AAE(2003), “F - HI O H4
g} ogMuHl=z 3 AAY,
2003. 9. 1.

Anderson, C.(1996), “Computer as Audience
: Mediated Interactive Messages,” in
Edward Forrest and Richard
Mizerski eds., Interactive Marketing:
The Future Present, Lincoln, IL:
NTC Business Books.

Anderson, Erin W. and Barton Weitz
(1992), “The Use of Pledge to Build and
Sustain  Committrent in  Distribution
Charnels,” _Journal of Marketing
Research, 29(February). 18-34.

Babin, Barry J., William R. and Mitch
Griffin(1994), “Work and/or Fun:
Measuring Hedonic and Utilitarian

Shopping  Value,” Journal of
Consumer Research, 20(March),
644-656.

Bansal, Harvir S. and Shirley Taylor
(1997), “Investigating the Relationship
Between Service Quality, Satisfac-
tion and Switching Intentions,”
Developments in Marketing Science,
20, 304-313.

Bezjian—Avery, A. B. Calder, and D.

Tacobucci(1998), “New Media Interac-
tive Advertising vs. Traditional
Advertising,” Journal of Advertis-
ing Research, July-Aug, 23-32.

Berry, Leonard, L. Kathleen Seiders and
Dhruv Grewal(2002), “Understanding
Service Convenience,” Journal of
Marketing, 66(July), 1-17.

Carpenter, Gregory S. and Donald R.
Lehmamn(1985), “A Model of
Marketing Mix, Brand Switching,
and Competition,” Journal of
Marketing Research. 22(August),
318~-329.

Cronin, Joseph Jr. and Steven A. Taylor
(1992), “Measuring Service Quality
: A Reexamination and Extension,”
Journal of Marketing, 56, 55-68.

Crosby, Lawrence A., Kenneth R. Evans,
and Deborah Cowles(1990), “Relation—
ship Quality in Services Selling:
An Interpersonal Influence Perspec-
tive,” Journal of Marketing, 54
(July), 68-81.

Doney, Patricia M. and Joseph P.
Cannon(1997), “An Examination of
Nature of Trust in Buyer-Seller
Relationship,” Journal of Marke-
ting, 61(April), 35-51.

Dube, Laurette and Michael S. Morgan
(1996), “Trend Effects and Gender
Differences in Retrospective Judge-
ments of Consumption Emotions,”
Journal of Consumer Research,
23(September), 156-162.



SPBY UZTAAHO ME URHBY, HY, YREEYY A HUHT 21

Duncan, Calvin P. and Richard W.
Olshavsky(1982), “External Search:
The Role of Consumer Beliefs,”
Journal of Marketing Research,
19(Feb). 32-43.

Gehrt, Kenneth C., Laura ]J. Yale and

A. Lawson(1996), “The
Convenience of Catalog Shopping:
Is There More to It Than Time?
Journal of Direct
10(4), 19-28.

Gerbing, David A. and James C. Anderson
(1998), “An Updated Paradigm for
Scale Development Incorporating

Diana

Marketing,

Unidimensionality and Its Assess-
ment,” Journal of Marketing
Research. 25(May), 186-192.
Keaveney, Susan M.(1995),
Switching Behavior

“Customer

in  Service
Industries: An Exploratory Study,”
Journal of Marketing, 59(April),
71-82.

Moorman, Christine, Gerald Zaltman, and
Rohit Deshpande(1992), “Relation-
ships Between Providers and
Users of Market Research: The
Dynamics of Trust Within and
Between Organization,” Journal of
Marketing Research, 29(August),
314-328.

Morgan, Michael, and Chekitan S.
Dev(1994), “An Empirical Study
of Brand Switching for a Retail
Service,” Journal of Retailing,

70(3), 267-282.

Ohanian Roobina(1990), “Construction and
Validation of a Scale to Measufe
Celebrity
Expertise, Trustworthiness, and
Attractiveness,” Journal of Advertis-
ing, 19(3), 39-52.

Oliver, Richard L., Roland T. Rust, and

Varki(1997),

Foundations,

Endorsers’  Perceived

Sajeev “Customer
Delight:
and Managerial Insight,” Journal
of Retailing, 73(3), 311-336.

Rogers, Everett M.(1986), Communication
Technology: The New Media in
Society, NY: Free Press.

Shelton, P. J.(2000),
Improving  Patient

Aspen Publication.

Findings,

Measuring and

Satisfaction,

Weun, Seungoog, Sharon E. Betty and
Michael A. Jones(2004), “The
Impact of Service Failure Severity
on Service Recovery Evaluations
and Post~Recovery Relationships,”
Journal of Services Marketing,
18(2), 133-146.

Yi, Y.(1990), “A Critical
Consumer Satisfaction,” in Review
of Marketing, V. A. Zeitham],(Ed.),
Vol 4, American Marketing Associa-
tion, Chicago, IL. 68-123.

Review of



22 STAF MA HIX

Comparative Study on the Expertise, Convenience, and
Interaction of Medical Treatment Systems Applied by
Geriatric Hospital

Sung Wook Yoon*
Jeong Geon Ryu**
Su Bae Kim***

Abstract

Medical treatment for the aged has become an increasingly important concern as the
aged population continues to grow. However, little research has been done on the
issue. This study examines the roles of the expertise, convenience, and interaction of
medical treatment systems applied by geriatric hospital. Medical treatment systems
include oriental medicine, western medicine and integrated (oriental and western)
medicine practices. The empirical results of the study are as follows.

First, the relative impacts of the expertise, convenience and interaction on customer
satisfaction are different depending upon the medical treatment systems. Second,
convenience and interaction are shown to be more important factors in western
medicine, while interaction is the case in oriental medicine. As for the integrated
medicine practices, expertise is considered more important. Thus, it is necessary for the
western medicine to make more efforts on interaction and convenience, while it is
critical to enhance medical personnels’ service quality in the oriental medicine. In the
integrated medical treatment, actual and effective cooperation should be achieved to
secure expertise. Third, the data demonstrate that customer satisfaction has a positive
influence on relationship quality which, in turn, impacts on repurchase intention. Finally,
relationship quality has a negative influence on intention to switch in the western
medicine, whereas the impact of relationship quality is not significant in the oriental and
integrated medicine practices.

Key words : expertise, convenience, interaction, customer satisfaction, medical treatment system
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