Journal of the Korean Society
of Clothing and Textiles
Vol. 31, No. 7 (2007) p.1107~1118

(2

o

I BIRKIC! IHIHEICIOFZA
HNEATQ BUSEHIZ S
-IHMETEQL TIMZI0| BHE SAO=Z-

Foa' - Yy
AR ST AR} ) F 8, AR ST Y g HATL

The Effects of Contact Intensity and Relationship Termination Cost
as Mediators of Long-Term Relational Retention
-Focusing on Relationship between Fashion Retail Store and Customer-

Seong-rae Ju' - Myung-sun Chung*
Dept. of Clothing & Textiles, Chonnam National University

*Human Ecology Research Institute, Chonnam National University
(2007. 1. 22. H<)

Abstract

Relationship marketing research has traditionally focused on the relationship among customer satisfaction,
trust, and customer commitment, while assuming that the causal relationship of customer satisfaction— trust
—commitment is well understand. However, recently many scholars argue that customer satisfaction, trust,
commitment can not explain long-term orientation fully, and suggest the need for more exiensive researches
investigating the determinants of long-term relational retention. The purpose of this study was to explained
the relationship development process through the mediation effect of contact intensity and relationship
termination cost between customer satisfaction and trust, and between trust and commitment, and an analysis
the causal relationship among these variables. The results were as follows. First, the customer satisfaction had
both direct and indirect effects on trust mediated by contact intensity. Second, the trust had both direct and
indirect effects on commitment mediated by relationship termination cost. Third, the commitment influenced
long-term orientation. Finally, the empirical results confirmed that the model add to the concept of mediation
with contact intensity and relationship termination cost plays a strong, central role in explaining relationship
development process between customer and fashion retail stores.
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E3] JAYGA 7+ EA=Zre) AA o] XEA B
=o Y3 N3 ert gAag uheh Ay X9
AR 3 59 3343 A" AEEE B 27
&= Az} 71E 1 FA 9 oAl uiAY A
2o AMLE n)$ 23 AREe] HA Qith HE T ¢
2005y 222 AFA] g E(face-to-face)S]
E7o] 7% s AN A BAuAE ] =)o) U
o, 53] ¢35 Auj2et 7Y Bz o
3 AZAol 8 7EHE rf B fAQANLTE
2 3te] 833 AA)7F Ha sty st

o)A FAYANANA BATAY HAF o] A
2 o= drRte HAsA s7gel ueh AN
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BAY FAL Zojn, HA EAE ZAAT=d =
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212 (1997), Dwyer et al.(1987), Ganesan(1994) ¢& ©]
£ W F 345 7|47k BARA 7P S
ojof gt A3 g 9lo] AT ol7| Wi LAUNES
o]Zo] ¥ & e 989 S Fer BE =¥
29k T3 A8 A7AE(Dwyer et al, 1987; Ellen
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7= SR &, BAE FA% 7o) LHBFE
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intensity) 2 FAA&H] & (relationship termination cost)
2] EL misl) HALE Frlste] ol& 7 U
AL Wz 22WEY mdAEs B3 HHAUA
o} A7k FALGGHARE Bk Z HABE F e
29 F&suA siYth B d7e ou] 24
WAHED w3AA 7 A FEgol B3}
2 dE BAA eI} wekd Dwyer et al.
(1987)¢F FA#, A A (2005)°] FAND AT
A F aAF 7197ke] A5 go] AT oA
GAQ 2719 QADA S} FADAE A st
At 4 B A9 248 REUT

I1. O| 2% ui&
1. 2AQ wet 2y

RAF7HA BA A B34S 7Y B2 AR
So] w3 gAY BAgE A T2 g0 o
& AL Fo] $H(Dwyer et al,, 1987; Levitt, 1983;
Wackman et al., 1986). 21} vlAE EofellA fAR
o oAl 2 el diE Ao A= AF= Dwyer et al.
(1987)0ll <J3) o] FojHch 25L& Ak w$o] E(social
exchange theory)g 283t Ful| Rl }7he] x| &3
Q) FANIE B3 FANE AL AA|, B, F,
E9, diREhs sPAR BFsle Aysidoh A1
o2 AR WA FAe QX (awareness) FAZ Aok
2 23 FEVZ AX T 7FsAd ol A Al RFEte] dRkE
o7 AN wHPA L A= GAE 5ol o
oA gre dAlo|t). F WA TAl = B (exploration)
AR, AZAA WHEE e R AFspy o
DAl = AG iz Aot JAIS} 7HAS P4
£ Tt} HAThe] Bx9} v|efgt FB S S F
gt} A HA @Al - (expansion) DAIZ, ¥
YEYZ osle] dol#l F oo stk AREAQ S}
A7 F7rEY 2713 & 2502 Qs Uik 5t
EYE 37] e ¥ 28 deEUE o 7 8
o} ¥ WA 9= 29U (commitment)e) ©AZ, TR}
o} Bufzl7ke] Az ejEA o] 71 AR E TAlolth
g Al ik AFe) vigo 2 s tigkel gt
23 7eAL B3] uiA S oigterae] dxo) 7+
28t} v 9 @A & A (dissolution)e] FAIZ, T+
ujzte} P apt FEojEGol UR &8 A5 A
A, 344, azz E83<l o] EHkE 7] W

FA 7L @At o] dAlE AAYAY v g B
7R 28 21 GA 9 oj= FF MG Uof
g dtE g FAE 252 o] dAE #A
dhg Aol EIAIFIA Gt

9, 49, AHA(200552 Dwyer et al.(1987)]
FAYE 3 2dg A3 7 gAY wA" Y
Al S F2a9 L 7 HAE 7H JIAAAE BF
3 A3, BAGA dA 9 X ARG H} Au|
EAo BATE L 2 dA 9 AF3A09E
u3th o] 7oA E BAFE Y 9A A
Huglog IARNE A3 9 EQIUE FE&3o A
ZAAFe] B0 2 o] MAE 7+ A3 #AE A3
3 2 ohe 99 TR gitt

ol 7+ HYATE AHE A, X AR
Bo] AN dEAR 9 o|BF L FAHL
2 AN ARG 33 2L oo ¥
F e g8 g AFEAE AN R,
FATAE g2 A g DA EY EAE
A - X F AE WA E FEEH o] e &
FAAE AFZ A7E vEsioh g £ A
Me BE1ES 53 BALge] 83 A9 2
GAY FHRAE TARS, JELE, A, 34 E
Y 2 AN NS FEsReT, AFEHS
Zaf o] WAE 7k AARAE HE3A BT

2. BAIEE CHAof 7L

A dAle N7 1A FEFE 2 H
o] ZrtEe GAE, o] GAldA 7 Y4ilo] =
£ A& A58 8ol olg YIS A2
olojA thgte] & ol B F s 4
o JERATHDwyer et al., 1987).

oy g7 ArAEL 95 ARte 2 AAw
A HF ] 2A4EY L ATEE FE3]
A9 A Esttke jFES Al7184 ) Crosby et al.
(19905 B3} A2 ooz 3179] o]ed-g WA|ekL
g A&EH o2 A7) AMe SRAL AR
YAl 53l 249 &7E K & ofs] &+ 3l
=5 3 & AHEAEY sigel Fasitty 433
t}. Ganesan(1994), Morgan and Hunt(1994) X3k 2¢]
& FANE = A 8]le] BET Algo]A| Rk B
& BA X3 she Ao a4t AAl g FAv
v]g-9] 7ido] B3ty Aststh webA & A7
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dAE olEE AT TP 2AS DAY
WAe B TARAE TARE, A ohie H

AT 0 PATAS AL F7Hee MAE 729)
BRRL FA0E BATBS AT

1) o2atE

BA ARG AN ZADZ g AFES FWE
A, Qs IANES A7 AAFZolgte A
o} HAANA o}, Fonell(1992)S T2 gHE0] Aujs
FAo) g 27 FE FFslste] Al7ke] B8 o
2} Au|2d 7ol ek 21F) e} ofFH 2R o] 2A)
i st 24, olAA (00 Wt €]
FAE O 24 FAAnAIG Fg Aol LA
9] 1ol Fg3te Aol EFE 2ol HH, 2
BrEo] ARz 4 a<le] Frha gt

o)X FARHAIE A 1D F7)H BAF
Aghe FAEHL AAE o)F ¥ F Uvke dAE
9] Ao & E-75}1, Mazursky and Labarbera(1987),
Robert(1989yE I 91E0] RITA] 7| 7ke] S A
By AHE opy] A7IAE ¥, o] =S F
3 A FAE 2GR BT AR F-50 o) A
AEA o2 7Hsdo] EATIL 83Tt Dwyer
et al(1987)% BA LG9 7t DA} Jag wvjr} 1
2 AAEA o|g 7heAe] EATLR, TP
A7ABAHE AHE F e Fag AMdelA T FE
3 M2zl ohug 3AREC] AR o]ojA]7]
deiMe F LGS AEE aAE F e ¥l
g g 3lchy ARttt

) MELE

HEye e waaA A A, A7 L A
Heke Yusy, FAE FX = Fad 98
23 (Crosby et al., 1990). Williamson(1985)2 XL
g AA ) o] AF7)3)7t FIHEFE HEY ] dE
7ZAYo] ERIHYA 2 M 22| Ao sl o AA ol
T 5 7] W) FEREI) v FF ASFIA
o 4= ok A3 T). Crosby et al.(1990)% HE7}
=9t BARE] AAZE A7 A, HE A=
7} 252 343 71 MEE BS 2 YA H A
3 A F 9} o7t Yeprdtr L sttt oA (1997
Fo)z}o} wufrle] BAHSH A1F] 7] AHEA
o thg AFolA mEBA Y W& (history), F HA
o] Hl2YL o 2E7}t o AR Al FEFES] &

g Aty By JE27Fert AZPP Mas
glo] & 4= glvky A Fsith
g AAE1997), §93, °1471(001)= 3

E4esl BAE $AskEY 2o T2 3
27Es WO s A 9 UAE e
sizz A BAKAE FAE 127 9
2 A2AA T4 HEo] A & ¥ole Y
ARNTT FAAAY. AW Be ATAE 9

) maRANA BolAe FolATe) A B HE
7} olB o) $UBAE AL 4 e F2

Frdglelehs Ao] =AU

i or =

-

3) &IZ

AL FAAolA A9} B9 sde] FAIH
A GIAEL AHESE FHOR NIE G
JE 29 A A3 A& 5 e A FE
317] A1ZHgith. McDonald(1981) A}313] ko]
oA 2A st 13 14T BAY A AFS} E
el AMPdog AN, A9 27 EYE 2
ANA ARE @715 2oz TAANE F U
2 BTt et ae AE7F 89l HPQio)n,
o]  7ige] BAFA ) HHo] He gaEoTHL
Z%4814 v} Berry and Parasuraman(1991)2 A1 €]
Aganoz aAze] ANLHA JrtLEE EUC
ol Azl WiwEtn A g ARUA ] T8
sithe Ao gde HFEo| A=Y Fad A
gL AHg Aot

&9, Morgan and Hunt(1994)y= FA0AIH ] &4
o7} 21 (key mediating variableyS Ao} Bo =2 B
3 olE 7he] BAE A A, 23} 7197e] F
FE 79 g ARFYA )] A E A
o, 7289 Fr)F o7 54 FAKidiosyncratic invest-
mentydted A w2 vlfo] FHtATY = o
o2 A ¢ EYsHA F vl AR EA7HA] Y
ehd = glouz w9 ARG S AJzto] FAE
2 AHsIPTr. T2 (1986)= BAE BA F3tA o
= ] E A9l Aol 8 A7t deke] = Ex}(invest-ment)
52 u]E(cos)O 2, A HEY gt A7t B4
e Azhe ohE A digte] thesla A vlg-o]
Aty 28 & A st ste] BA o YR &
I HAE @AY = gl7) W& AAE /A 9
e FAZTH T v L9 o] Fasiria
A ettt
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AL A wtol&o] ZASIH EYUL RAANE
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E AP RAE o] g3t B9 oo ¥ = U
(McDonald, 1981). 1&g @WetollA Gremler(1995)=
A golghs MdE =Yt Au|E FAE &
& A3 A3, 1AL AYE A AAZ 3HF
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ZralA =, o)y & v g2 A A Eol gl AH
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Basu(1994yE 4:H12F AlgolA 38 JUiARE vkE 7
2, FAAQ Z7HH| L o9 x A F<Q] F7HH]E-0]
WA et AR LA v AL s o
AoAlE M2 v)gao] zprle] 2eldd tisiAM 2
227) g2 vjglE $AAE RETe AgAH F
7h)go) T MulaR &71A] F3pA| sk YYo=
g3k Aot

olgjd B Az, A} 71|d7e) A71H &
Awg FL dgshed oA ZA4TH 3 A
o} A HEQES} BAEER Lol mAF} 7|47
o AT AEAS o BAFA E FFE MYd=
b ¥4 a48e Ao A

3. BAEY e Y24

FAEY HAE FoiAre Rk AAA A
SATT 7Y & QAR J5EAl AoA +
27} A 715 S €2 o= ik Al
31X % BA olthFA#, BB AL, 2005). Dwyer et
al.(1987), Kumar(1996)°l W=7 29 A= &4
E vl AP BHE B3 F o] TRHeR
HGrlg ez, o] g ol27) M o B2 Al
7+ o] g7 Wyl OME} Eo} 418 7]
wogd FANAGY HF A I4ELH F
71A%A Mde) £ ST

1) 0242
IAEATL B ] ol & ?‘°ﬂ’\i Morgan
and Hunt(1994)E E¢ol& ojd ZF o] wg BEY

ote} W FAo) Arht Zo| Fosty & I AA
2 o) AFA 782 sherte AEE, 2YL 53
FTFHoR uAH A7)AA ¥ BAE 01 F 2
o ATt B, 0]2u)(1999) = EUS 5

Z9| HF GAZ, Foizle AuAlrt tE SEVR

AL 913 ttede 2718 A2 259 AA

o Zlo] T=EFE w) WAL 31T Betterncourt

(1997 A2 A Axrdg AFE A3, 2

Zﬂ‘ﬂis IAEYES vIE 3l Nz F G

& vFon, 2AEYe] FAHE FAF g§ANA 7]
< 2R3 WY S obr] ARk dE skt

PARSZPNEGS

A7) A 84 (long-term  orientation)S A9 R &4
I AT &L X3 MR HEF YR
the dEowrt AP0z 78 vehvke @Alo]
t}, &3] 71¢o) AL TR AAE Sk
317 JM g 4 JeE 74L olssy AT §ul

slehe Wako 2 7|94 BE Y o] A
54 01 o} athFAell, FHA, 2005). Ganesan(1994)

A} 7|1QG7 7NN g o1 BA ] A& A
ZYEHL TV NELE, AEF - iR YR
o} A= jEE-pe) 2 Eet o) YT st HFY
Ao 2 7ysHA vehvhe gAZ e A9akiict

ol e FAIEE E3 JIdH a7 #
A 2 E2YL dgster 149, 2R, A
g, AGEN S, 745 2 I olEE A
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7o) tis o] Jellle AR A - A AR [k
o2 H¥o g Ankdel &7 2 49 U5
9Ju)3}a, Oliver(1993), Ganesan(1994)8] <A-ollA
AR SAETE 73 - 25t ARSI

) HEUT

o] dA) Az e WA xde] ARl
=, A7 2 Al Ui Nz =5 9wt
o, Crosby et al.(1990)8] 7oA 2188 EH =T
g $4 - Bt AREs

3y aE

PAFEI}F HE o]ukg 9% 7|3 F 7
5% 8 & 3L FAsHA tE Zolgte 4l
o] A% E 2Ju]d}u, Morgan and Hunt(1994)2] -
A AMLE SAETE 57 - Heste] AR

4) BACHEY|Z

Zo] A AL Y& HAP TN 2 A
¥ 2 A8 A A e FA4F - v v 4
£ 9Ju]3tH, Ping(1993), Morgan and Hunt(1994)]
Q7NN AHEE FATTE F4 - Basto] AMR-3
Rt

5) 1=l

o] HAHES} ALHOE AHYE Bl Ak
Bl =X 8k ¢l 2] & 9]u] 5™, Morgan and Hunt (1994)
9] AN AHEE SAETE 4 - BA3l ALE
Eipa=y

6) H7|X|gkd

o] At e AHAPE el A - A
&R0z AYstaal sk wEpvel FHATE
©u]3}™, Ganesan(1994)2] Q7NN AMEE EAE

£ 54 - Bosio] AMEE AT

£ a7 AHEE A 28 EAETE BT 7R
Likert H=(14: A8 2384 odth~74: v} 2¥Th
2 a5

3L.AESTEH % Y

¥ v AZZAIE sl FFFAA 2t
= sy, oY o8 408, YUY AFURHE

2 AR, HAAE Tl Al o)F HEE AF
o] 832 e Ao = gotd 20t Fuk 0] o4
AUIALE W FEFEIY ATRYLE A 3t
At B A7 2ARE 20039 394U-114714] o]
Folxon, AEAE o83t AEE TR
% 40082 tdoz AEAE WEIP e gH
AEA F $Ho) B4AT ARE A LS 333F
& HFEA o] &35t

FHE AEE £4317] A3l SPSS for Windows
12.0 54 #7]A) ¢} LISREL 8.30% °]&3t82oH,
o3 2 FARA HE ARSIt 2 AR
4g 4% AT BHBE A5S H 2
298N 2 33 e, JAAAEA L HA|
saoH, 2t FAH=TY RS AFs] A
Cronbach's AlphaZ ©] &35 t). FAMNEE 7He] &
AE 7Hsta 2de MAH A= AF R 7=
Zre]l BAE Hristr] Q8] FEREP RdENE
Axslgon, dAE mduwg F3) L& 2dS
27 913 §* different test(Ay*)E A A543 Tt

IV. 475 3 =9
1. El =} MEE HE

Ay AME SRR BHYEE
3 HA =g TG 2AGES e E &
AE QRN AAF A, AANE 183 3
71X 28] ZF 2AMNE ] AgE AEE
A& A7le Aoz el 37 38 Al F A
Basa 2 A7 283 1.0 o4 el &4lo
E&E9on o] g5 AHS F HFS 79.97%
At} ooz ZF pAMEE s A= 4
Az, nANE 92, AE2AE 91, AF 83, BAGE
H)-& .85, B9 .90, A7IAFY 8622 veht 2
AN Ee WA dago] FREUT

t2oz FANEE AFEIRES HEEEEE
A=Er) 98 F=2A QEAL AAG A, <E
19 RAAE RAAY y’=165.14, df=137(p=.05), GFl=
95, AGFI=.93, RMR=.03, NFI=.96, CFI=99% .}E}%t
o} AU RER|$0 y7tel WE PRro]l BAF 9
$£Z 052 H2A7)FE(minimum level) .059] =
2ok ol o2 A= AXE HuF 52 ALE
yebgth =3 2AHFEES g 2ANEES A
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<E 1> A FUMNYel #HSH 2284
Construct Variable Estimate Standarfizzed Nom'zalzzed t-value Goodness-of-Fit
Solution Residuals
whE | 1.00° .88 2 A
ANE =) 1.04 91 04 23.63%%%
9= 3 1.05 92 04 24.25%**
HE7E | 1.00 .86 & -
HENE HEDE 2 1.05 90 05 21.61%%*
HEZT 3 1.06 90 05 21.63%4%
RER! 1.00° 82 - - Y=165.14
Al g A 2 1.00 .82 07 14.87%** df=137(p=.05)
NEE! 90 74 07 13.59%#% GFI=.95
ulg 1 1.00 80 - K RMR=.03
g uL 2 1.06 85 07 16.07%%* AGFI=.93
BALEIE | g 5 94 75 07 14.21%%+ NFI=96
Hg 4 84 68 07 12.55%** CFlI=.99
B9l 1 1.00° 87 A 2
INEY Ed2 1.05 91 05 21.79%+%
29l 3 96 83 05 19.22%%*
271 1 1.00° .88 A A
37| A A 27 2 1.01 89 05 19,425
A7) 3 83 73 05 15.16%+*
Ty 2AWUE F AL L00SE IAHA7)7] Wi BEAS} 12 A HA BE
*kpe 00104 Fro
<E 2> FMINHZE AkbA|
2N HEAE e FATE S 2 EY ANAFA
IZANE 1.00
HE2AE 59+ 1.00
A 3 41%* A0+ 1.00
#AA TN & 3% .14% 28%* 1.00
2789 32k 30w 38 A48+ 1.00
2712 54 30 25%* A0*x 50% 52 1.00
*p< 01914 98-

Aste XF F3EE BT FAH(p<00DALE Y
i} 24 gEE] JFEFErt EATE AT
EE <E 2>0MHB FAANEE 2] dHEAAE
e oAl NFHFEH@£2SERl 1.050h A
ezt ARG 7 BEER TS SRlHe R 7
zrdS 2Ny P2 Qe AR ARHUT

2972 HE HEY

B Apoa 24 dvEdg A5 el A
A 249 (full mode)el] th3 FEA FEREAL 3

gl

2do] Agrel B5ES FHT A9, <a¥ >F

2ol Uehgrh. A4 mdel AFeg AvnA y’=
22485, df=145(p=.00), GFI=.93, AGFI=91, RMR=.07,
NFI=95, CFI=98Z, H|Z '3t w& pate 71%&
FEAYL UA Fout dutE Wl A
AE OE A XE0) VSN FE22 e}t &
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