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LxefQlell A o] FoAE F§olut 7tH T A+t
MAD AFUE R Zspstdr Sepldel A oo ZEAIE
AN 719 Al Ese] ARUE MU AE ATt F4d %58t
FEvtete] Aol JEY 20079 129 7IEo® wWeA ol JHU o] &A
T 76.3%2 34827 AEE = Ao yEen, IHU o849l 39.3%
7F 2Rl AFYEE o8t A2 e u(d=Hy
o] ¢} zro] £kl AFUE ] thak AA| o] & F7F FAFA Lolutn #
Aol Fdigel wel, 229 AFUEZE 71ge] AR vA" sdes Hes
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STk el AEUE o] fa we vEESe] LA AEE T
7] Aol AF BAS AFUE AES Ba Bd 4nE g 9, 7
FUE AR ol gule]l dFS AATE B4 W, PEA 58 %
7] 1@ AN Aol Adeith oA o] fr A LA A AW of]
g AEy B e JgEl Lokl AFUES g FEam: ol §A4E
2 FA%T Fa] s AAHeE BA= ARUE A HlEm 9

=
ol 24 AFA = 22l A= ARFYE digk A&k sy el A
T8 EAHES s MulaEdecls Jfgstax o oagla 289l B
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1. BA=AFYE

1.1 2H=ARFYE < /a3 54

AR AFSlA A dE o] RAstEHA 28] AFYE I MEA 5
o), o] 7€ 228 o dEAA AFYE Mdds g8 NEE AR
A%l o8 WEgAL] FAE F5 BAA} APS AN HEAe

a}
= AtEES oot H 2l AwyEe We FAdEe] Fert JA
o A 9o, o9k #yste] W ATVF WYHa Ak 53 54
BACE Ao R FJAYE BAdEARYE (brand community)el] 3 dTE
= sHoR FAA R duruz dh BAeARYEE dAHow Qe
AFUE g FFoIAR 54 AL gigk 553% 548 M AFYE ]
t}.

of #3 AFYgE AW EH, Muniz & O'Guinn(2001)& BA=

AFUEE 54 BAl= 35 1o F23td AR A #AlC 278k o
4 o} = 559 AFddear Zosta dvk BaA=AR
AEAR AFUE L np7A 2 Ff-¥ 9 A (shared consciousness), <
(rituals and traditions), =54 2 J7}H(sense of moral responsibility)
PR AFUE A HA=E 7h AFoly Aul ek Hol
A 2 AFYESY FEET. 183 McAlexander, Schouten and Koenig
(2002)= Muniz & O'Guinn(2001)¢] W3S Htp SHAA BA=sE FHO=E
doleprl Bk nAAF 2 AAA AFrUE e EAek en vt ©
49 7%Tr1/]E]i *4”45}91‘4. 0]1'55% 5(2004)8 BA=E T4

oo
=
tlo ol

aza ga A B
9} jul
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© A2 A &olg EAle oty AMuaFHe digk A=
Parasuramann, Zeithaml & Berry(1988)7} #|<tst SERVQUAL®] ©]o Cronin
& Taylor(1992)ol] ¢]3te] #|A]® SERVPERF E & o|27|71x] 1 =971 &
Wl A AN o] ¢vd. Parasuramann, Zeithaml & Berry(1988)7} A <r3sk
SERVQUALE & 1991l Aol AAHAo W e 7deh A2
2ol 2 Hrlele 71EY WHHEe agE FAS 2 Qdon Cronin & Taylor
(1992)9] A= Azl 4o AdS Fii = SERVPERFE G A4
2FAS ¥ ET aANSY ) § st #EAds olgH o et
=d 23 9uE 7HA 2 dti(McAlexander, Kaldenberg & Koenig 1994).
a3 SERVQUAL Egojy SERVPERFEHELS AH|AE0] AH|~%d
7P7} AT B HE&H = AragdSoel wel dekd Y] gl A7

ol wel MujaFAAde] E5u alo] vE2A AAE 5 Ak

H%o] Bl =AFYE AMu|2=9k o] 2eQlidol| A o] Foj A= eH| =129
B AruaFde] Rl da Alx=ge] Ho| weh &2l d 4 3tk Delone
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and McLean(1992)% AEA| 2~ o] AFEgQlol] gk AFrol A, o] A HA|
el 2y 29 AFo] B3 AFEL “Hreo A"y ‘Azl Ho] A
Aol o] e F A e9dew wu vk McKinney et
al.(2002) AH O HAE ¢ Alo]E Aol Al AR Hulze] Ho| tigh 1
Aol xgtar Aostlar, Al=wle] dE g Ao]E A

3ol wg mAle] elAetn Aelakich 1elm BAEARUE Y BHw A

28

K M’“

H] 2

>~

Joll A Ax AA °l A

O

AEAd, AR EFE4, SrF2d, Aulardd 5 5 5 dvh A, A=

|43 #eEd d5telA, Hanson(2000)2 3 2h-8/de] F7hgtel wep a7

MUl as B A5 o] &8kl =W, Mulae) FE=E oldistr] A AltE

o FApsta 2edleA des By sdvha Bkt T8an A3352(2003)2

FEAgAolt Al yE Bl Az o % Adriugoly sty o] Fo
]

Michael & Segev(1995)2 Al8HIAH S AW AES] EAHAAHS
o] gt e At Yk 28]a Chiagouris(2000)2 B H=AFYEE
AU A v Aol el Aglds AlolE WlolA HeaA HARE
A = de UG AR golg HAQlow TR Utk o9
EARFYE S AlgA AgA S Bals A zto] JES n Xy o= Bl
= SRR G 71F g drk AA, ARATAH A3 AT
(1999)= Zv|Afol Al 7FA & AlFata g F4o ARE Al
< BA=AFUE Az dis] A=E 4Tk skl 28 3L Raymond
& Mathew(1999)2 HAFA AN AE ] B, AAA, F&4d0 Al Aol
FFEs wRv o A, ARjEFE&Ad #g AGelA Willlam &
Hazer(1986)2 ZM| A7} ZAAAMAIE S FolsbA Y A=
ot gl dal] 7ol AAsA BAAS Alestd

s

(T

Hed digk EYol F
Zbstthar &dth. 283l Berry & Parasuraman (1991)& nAste] 7F3al A<
2 AN SNV 91 H o R ANA He] AR H A, FxAH
= Algst=s AASAT ol g AL Lu[Ael A THAE Algste] &H|[ A
ste] HAE Asted g dvs Aotk tAlAl, AMul 2o FwlaEAde QU
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Tl A, Moon & Kim(2001)& Azt® 7|®S =
FROZ Use AelA Azke 7]8e] ABYl AHE
= UEs T Heijden(2003)2 4Ate] E 4§ 3
AAA °“"}°]E o] g2 w9 o] &3¢l
n R ok AR A, ARjzel FEAAS JAEY AFEAEY]
o FA oIy YA 22 fFA4° Ei«‘ﬂ oj~9} I FAAYS
. Mathieson(1991)& $]A}ol E o] A Qe o] AL&ALe] HYE 3l
oF s, Ab&A7E A B AL AR =S
A= 3P°41 HrtolEofl o MF=H st= Zo] Tasttha At
o|¢} o] BALFFUE AMujzst dHE Mul2Fd FAHAE APAT
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7P dE AeEa e AdE uArkAe Jhde F A=HEe] dA

2000). = 7FA+= A 7ZtE ol v g<] ApolE 9wttt Hellier et al.(2003),
2 = FOE Fanls g 53 v g

AojA e vl g F= gAY, Fols Wk | o8 AEE olH)E uh

Fog Azl Ee JhA e g s WAl HurE Aoeti )

t}. Z1¥] 3 Oliver and DeSarbo(1983)

2ke] AbE/FE]del g AvAREe A/ BlER AZ4dE VMR E B Q)

o448 Nde 54 Ag=ol gk Azke Hl&ol die drbp FEetal A

FA = JEX7E AdA=A A dig aA=9 Hriel ¥ v (Bolton and

Lemon, 1999). AZt¥ H|&2 F4d% A& A7FAH]

Bt 2EH 2 22 vgdF dAES xFgerh. ®g Slater and

Narver(2000):= Z:H]Abol i3 AE7EA = AlF3 ddste] Zoss F714

Cold A 2, mAsol
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H- &R AujatEe] A= Hojol ¥ & wf FEHvhal st

o| ¢} zro] tiF-iEel nAZIA AFEolA FEA= AlFolv AH|
Zkot 1A o] AbgI HE =
Zhe Al EA NdstR v 2elan AR sERel] tigk Fejol A= A zkE 5] A
I Az A, 2o Azt f1s adsor drh A ZE A4S AFIS
2 ARG #EE BEIE e R H[EEo] AfE Aol th(Zeithaml, 1988;
Sweeney et al., 1999; Slater and Narver, 2000). ZL8]3 A Z4d ¢ 2
Ao AMdom AFHA=H, A7IM AZ4E HAe sEAEY ATEZSTE
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Hol A A7} #HEH BE AFELS T2 AMU|AFH
MNEFRAE 52 A Fujoe 579 JAAAA 2 #AA =4
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a1 o] FojFth Cronin et al.(2000)e] <std m7Aje] AZtel 7} 7}
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=T
uARS AAFAAE, 2 AAFAE wve Ae AxsuA 719l
Tag 985 il Yot Bolton and Drew(1991)> AR|2=F A3 17 74A]
agla gl § 3T H52 A FvleEeke] REAdS olEA R AASATY AL
shol A WG W EH A BE, uArE aela a5 Aol wie] aA7EA
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3. AAAE

3.1 A= i

Au) zat AR A A (trust) = wlS- F8% 84R A&t o=
WL 7L o] FojA| = miAY FEo A A GAAE AR T FE A ds
oES dtEE 7EA EAS zta e olE AFEEgE vk 1
5 A5 Aol dgHom Mul=E Fujsor str] wZoll, Au2=ntAE
A BATES AsliAE A7 A destta 3 5 v B So] A
] = dukE {FEAES 22l iy Fder] dele H7hsH
7F oy 7] wiiEel A s AMul Al g ate] ik AFE ulgo® AH]

s 0

e LdEet A, AW FefA-deizr A, FEAE, A Al
o dojxe] FEUFPH I e thddt fofdA AEKAHoR AFEI vk
(Christy and Matthew, 2000). A& o] thdk Aol Skxlo] whg} b3k,
Moorman et al.(1992, 1993)2 Al g+ gals zt T W3 FAAE gESY
= A Fn 9o, Schurr & Ozanne(1985)E At ¢ %01‘/} okZrof off gk
w3 wEFA ojA Aol oFE vd Aojgt= WSoletal st
t}.

k:l
32,

2 g

3.2 AAAE ] AP AT

Garbarino and Jonhson(1999)-2 3] Alel] thal AlF = ZZH oA A3 = A4
29 E-oly Al Ao thek e Filolglal o Crosby et al. (1990)
< A e AusAbzE a4 7 A #AAEe] oldH =S e Zlolt
a1 DAY =71= Aolgtar Fth Raymond(1999)+= 22kl AxpAFA ol A Al
ol dagadise]l dhat AelA Fre F4 ¢ dfsHolx Hxpel, 7199
ko] Ao FFE F= AOE YER

AE = kel e Apghe] wgka) 917k ] oAd wf, st AARAES
A F=HeAEA 7 Fod gclog g AN B AayPd T
A golo] Ha 2t} Reichheld(1994)2} Morgan and Hunt(1994)e] <ol A
AF = FAAvARES oA FQa3sE alolgtn o Berry(1993)9+
Schurr and Ozanne(1985) %<& AH|ALe] ol% @ AT FAujxtel uj zF7He]
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o AFtollA Eo] AFEH I e, 53] Westbrook and Oliver(1981)94 ﬂ?oﬂ

Head gGAE Hk ofoxto]d Lk T HR FEHE F

Ao gk wlaLel A ofoxtol H o] Ak Fhol X}%‘V‘Lﬁ"ﬂ*ﬂ 0.95, 71”*}

71 091= 71 =4 dveyon, J5 9 3l ged =

I e s Heo] #E A EE vud E oo, GdgE HRRv gaks A
srol 9T

o] AR =7 A YeldeE o2 FAE AT (Oliver & Bearden, 1983).

O

5. BHIEAFYE FAE

5.1 A=A E2 7

IAFAAEE HT R I 5EAVIFY Aujzdd gig wkEAte s e
e A=z Aos v (Hellier et al, 2003), 71949 F714 AFAg] oA
2% ZAA 2o} (Jones and Sasser, 1995). o]g]dt AAZAHEE F 59
AMul=71 e Beode FAdTH ASHor 9 F S By ofye Alaf
IS FAStEHE A o R FX]8]Eolvt AH] 2] go] vrol 7]§]e] o] <
7ol 2 W Ego] "

Z7] dFelA FE A" A JIUHS AAFEAEE 47 st
o 54 A B AMulzel g AuAe] vkl vl & (Flavian 5 2001)
o= Aosta, nAMo] AFde 3 F& AWE RNE vEFTHEE o8
At et o AIWE avAd g Adent TS Fa 2
o oatA7g Asolvt AL FAGTE AV AAHEA BEA HIHY
of AAIHATH EHlE=A HIWHS IAFHEESE 54 AF E APz tigh
Ase e A84 EYdoz A et} (Andreassen and Lindestad, 1998; Lee

and Cunningham, 2001). 12]1} o]& #HA = nAZAA L 3 A4 3
AR E sotd W s oAl B evF A m el AA Fujdls o
2 olojA A ek LAl Aol At

olo] uwhel, T

7} b}i—ﬂ] 37—'1%@5% Dick and Basu(1994)= 2|49l

]
4ol AEA - 954 TARLE maai Adow dedd o F adss



g A 349

s o

=
5

FHE

7

1

2=

R et

1

BA=E 7

255

O

X
Z_l

kel ut

3

o4 e}

70
_Z_.O

B
o
or
N

o]
it

fn
)

i
o

O
.iﬂ
il

g} Aol 7}

EA3ch e Zakelyt H

Fol 7k

3

o2

p—

1 el Eu

191

o

)

],

ki3

o
Nfo

Bl

o —
o

.Zrl

]

=t
=

Zrod

2okl ARVl ArjHe)

tHH] 22k U E el A o] Al

%

juy
BN
—_
o

el
_Zfi

jp
M

zel

o

Yol E 9]

4F

]
=

o
T7F o] &5

2
## 84 Bucklin and

pd

=
=

o] 9}

HA v

ARUE FHES

ALl E A F ALY S| FAO|EE Awl A}

et

12 &

5] -

=z
b

el

Sismeiro(2000)= = #H

o

B

Solshd U4z w7 e

Apo] Eel

)
B

=

A3t

=
=

o] &3l A]

el

Hr

T MA@

p=2
o

el

X
Ao

nf

3} AT7HA

o

SRk

1.

7

S|



350 KA et e

7]
drH ow A zbel AMH|=FA 3 uATEASke] fA o] g A TFolA =

F2 A2 a7 R oF Mu|2Fd, o s 3 dEeA 2 #d dE

el A 2 #HEAS 8

Drew 1991; Zeithaml 1988). Bolton and Drew(1991)+ A H]

Sol Ml £RAES EHRE 3 WS/ ESoA FA

H2EA e A 2bAel g A 4 erka Atk @3 Zeithaml (1988)
W oEes

, olE @ A

& 2nAEC] A FE AF FHo oW ESFE LHARELS I AF
E2 JMAE Fodta ol A pulkel ¥ #AC vt sl w3
AMu] 2 7k21E Dodd 5 (1991)] 75 A &al vlgol vs] 713 A= Aujz,
2 T, HFe AAA, Aus JHA o2 FA3F Chiou(2003)2] Aol A
T A 2o uAZEAL S 9 SR JFgE WA= Aoz e o

3 APATFES BalM AuaFAe uqzh e Ag@tia g 5 gl

!
9 tH(Carman, 1990). 78lx B
EARYE S FEE AuaFd e 3t dFES TR JTF
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b 2 0 BRAEAFYUES A" MulAEFAe uAnkse] H(v)e 9IS
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Abstract

The Relationship Between Service Quality of Brand Community and

Brand Community Loyalty

Park, Jong-ohx*

As the Internet environment develops, Internet has already been being
established as important tool of business marketing and branding. In
particular, a brand community Wwhere customers interact with other
customers who have the same interest in brand provides a variety of
benefits to customers as well as companies. The brand community makes it
possible for company to build, and retain relationships with customers, and
capture new market opportunities. Therefore, this study examines the
relationship among service quality of brand community, customer value,
customer satisfaction, customer trust, and brand community loyalty in online
brand communities. The results of empirical analysis can be summarized by
the following: First, service quality of brand community had a significant
direct effect on customer value. Second, service quality of brand community
had a significant direct effect on customer satisfaction. It had also a
positive, significant indirect effect on customer satisfaction through customer
value and customer trust. Third, service quality of brand community had a
significant indirect effect on brand community loyalty through customer
satisfaction, customer value, and customer trust. Therefore, These finding
will spawn both academic and practitioner interest in brand community and

serve as a foundation for further research in this important area.

Key Words @ brand community, customer value, customer satisfaction,

customer trust, brand community loyalty

% Associate Professor, Department of Business Administration, Soong-Eui Women's College.



