Factors Affecting Cross-Buying Intentions in the Banking Industry
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= (transation-specific customer satisfaction)
I WEAY 2zt e A S0l B AA]
H AA A FIHAREA Y FH A AN
(cumulative customer satisfaction)©] At} 7
HEFA IAES SFAY ] dE$
Wels A" AAE 7ioie vawgk grhs
Ao w Hog 4 IokOliver 1993). AHE
T4 IANE AFES 7U-EYA o
(expectancy-disconfirmation paradigm)ell 713
sl yATE] AA Q1S welsi=d FH
< T ZI-EYA] okl S AH
of tiall &HAREe] QIS 7|vhet BlaLsto]
A3t 7T et 2AY ZFshd whEetal, A

7 Fldlel 2 HAW $9E ks Aotk
oS

ol wE oA A 2 ARGl A
gt W7t= Aold 4 AUrk(Anderson and Fornell
1994: Cronin and Taylor 1992: Parasuraman
et al. 1994). ANEFH IR0 54 Fuf

of e WEQ W, AH vANEE 54
2

o 7P ABSEFA A9 (transaction-
specific) Hobs 7| utEo] F25 Ao o3t
T 17e)
AFlX =

-1 L
%2 A8 1ARE B wel A

A2 I (cumulative

o
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©
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e I e
=

SYAMH|A LollA] Ao o =of Hekeol| He

AN o2 g WS IS FUHHO R A
2 Tiske AS Folkdtth(Jamal and Naser
2002: Westlund et al. 2005). 2, EvHE3h
I BHAEE HEF 7bsAde] E=rH(Jamal
and Naser 2002). Liu®t Wu(2007)= thvre]
SYIAE PFOE S AFeA HHEo] =&
£ 1A WA %7t SThgH
Stk gk Ngobo(2004)& 238
Apu) ee] g AtelA] AR
7¥etd IS WAk o EE St
SFth Ulaga$t Eggert(2006)2] A+
o] TA Bl B(+)9] WIFoE 73
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232 A=k w7l o =oke] Al

AEE A FEYSY D53 FAd gk A
Z+E galog AoE Y UK Croshy et al. 1990:
Gundlach et al. 1995 Moorman et al. 1993:
Morgan and Hunt, 1994). & 212]= Atiie]
o} ofdro] WG uksly W3 A o F-
E O Aolgkes otk Egh AlFE A
doio]l AraAlelA FEE st 9%
AF-E O Zolgte 7IdE vl gt
(Dwyer and Oh 1987). Pruitt(1981) <]s}H
A7 Aol At oFE FA3] ol
& Aolgls FAlg 9ttt
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I A7EHE e MEeZAM(Dwyer et al
1987: Ganesan, 1994: Mohr and Speakman,
1994), 354 #A9] F2 24k o] ¢
wkz el Asfolth(Berry, 1995: Dwyer et al.
1987; Morgan and Hunt, 1994) /\]ﬂb
ok ol -l A BA, SEAY, A
Fol ol FEUZ FEH e Gad @
A &4 ArHo] gt 53 @

L od YoM BEHA Pl el B
AFEANM FlsA thHFelA

=

ArAE #-
=4

Mohr3} Nevin(1990)& IARHAIE  AF2
T FulAre i Rp Abele] AlgglEkal &4
t}. Berry 9} Parasuraman(1991)2 AH] 2 mHA
ol AFES dsixe =7 d8s)
1 ol dAo] Fuj Fo MH|AE Y
7] wjEolgty FAsAth  Ganesan(1994) 2
A7 BAE g gl Ferte] B
I A7 wf¢ FR8HH, AEe AAIES
= 5% AN A PF FA
o] FAETY shlth Wilson(1995) 2 A1E]
7 ARG S FES=d o] T8t §“
ow Morgan® Hunt(1994)= ZARAE
EY-AF ]2l 27 AA ] FAlo]
2ol FAsk T
AZE 3 749 :,Luﬂ,]/n} Aol gl =
T T83 9S8 st S84
Hste] 12 oy 717 Tro94 AAEs A

Pk o 7] wgell 71del gk Algido] &
34 B tH(Strade and Shaw 1997). Doney <}
Cannon(1997) el ztell tgh FLufzte] Als]
7} FojAAA o] A eelety Fsk
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mjAto] o] AAZE FolstA] b2 ACE JEM
O}, Soureli 5(2008)<= Verhoef 5(2002)]
AF7F WAl FEFE HAE 7 AN
o] JEFYS TFEUS B NG dEH
o] B3 kA 7] Wil veRd 2
Feky Pk SaAdS Ao g 3 Liust Wu
(2007) 8] A= A=7L F24E 1A WX
T o &ert SRR A .
7FAE Soureli 5(2008) 9] A5 A=)7F w3
T oo AHAl JF¥E Fohe As 9
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wEA oy 7S AR ST
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29 BEYZ WA =
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—TLEYP =RS J_T(Verhoef 2003) o] 7 ‘)r A
tFox]A] eEokth F-gAH] 2ol thek Verhoef

(2003)¢] AAF= A Eolo] =2 3|
AN (EA) oF AANE (L7 9] A FHod) o] 2
7teh= RS WA TE 8 Ulaga9t Eggert
(2006) ¢ A FriEFAES HYeR

ATE TABYe] FolSE A WA &
AR AL BT REAYS toR o

Verhoef (2002) o] A7+ AAN717be RS

2 A 243 wapgeete] dAS dotr sk
om, A7AH YAH R =ALEE e
T AF a7 SRt AR S Bk
= 249 frEu E9do] x4 WA
kol FFe Fre e AFT Aolth

e Ty 7S A sk

H6: 292 wxbof kel H(+)e] 9%
S

53 Rolch
2.34 RH=3 A=

BET AL WA YoHE BE =
=9 o) AYLooE F
FE gom, Mg B AyLclow
Aol thgel LA
JEOIG Aul2e] AHE

2
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Caceres®} Paparoidamis(2007)
E Juistes IAE gideR s

AH] 2

Aol A 1t

rir

o] =255 AFI TUHgE ARS8
Wowy wo] Ao AMageclelzty F3
SRt 159 AFEg= 21 gk ]
FFHo] EYolvt FAE s JIFHKETG
05 73sites AS BTt Mu)2 734
A Garbarino®} Johnson(1999) 2 AH] A2 A
F201e IS FHAQ IS T E
o T2 2o} AAEY FAHHYA FITS
At AL A=A o7 A=) Ed &
EAZ E39

MEL] IANA ME G olele AA s
Ut Aot AATIAA dAl 3 A
FEFS vzt As B3t Ganesan 1994).
Ulaga®t Eggert(2006)= Az 4tgel =4
FURGAES AL 3 AFor o]
Ao Aol wEke g Frsk JIgEE wA&
3t th Liang® Wang(2007)2 5
AE ME|2o] ALH ol AgE AFelA
S FEY A4NEFS T
ojfojiitt= A#E HAFUTE Moliner
(2007)2 =¥ 91¢] 7_% H71A, 7 B
T A e

AL 9

2 =37}
AFo that =07 Hokom F 1A £
o] o] BE Ao A Ao A(+)e] g8k
S Fe AdgLeelde d5dch wetA o
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o 2o Ageolog FFUatel T
g IARSS AAEAT LTSRS A<
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& s F2 11 ol Xﬂ Tl A3t
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al. 2007). 7t olefgk 5-4 AHEA AT

zo) szol Wi wAe] YA t@
29) 47 E3 wold olth FFAAA ol
d BEd 17 Age wAe) UL ZM
2 Rolth

A 6-A (relationship maintenance) =
7] 1% AR Y] FEdEet 249 F =3
I AR gto] Eolu FAlo|EES BT U
o] FAAEZNLE ZFsAth= S AlALSE
I ok AR Wgko] 2 (Thibaut9l Kelley 1959)
& 71 Al tig vl E98 AsAAE
A|AFSFAL ‘i)«o ™, FA}o]2(Rusbult and Farrell
1983) = & AAlel gt ko] &3¢ A=
7}24£r/b— T3t Qi
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5=
S MA= AL WY Moliner 0(2007)%
299l #F w7)1%], 7HE, B 7Y &
Hle} Fuj A el dist AnAEs ez gk

QoA FRYAS] BE 1A WES W
ANAS BARY TEAN FFAA B
249 B9 A0 SR AL WA
e AbAS Jobdlth webd e bae A
sk

=

H8: 92 =9l ()9 9= vE A

o|th
236 A= ek &4

AE et Z9lo] IAFAY] Fa3g 29lo]
ARl M= B> AFAES] &7do] o
sta ok 2% A7 (Gabarino and Johnson
1999: Morgan and Hunt 1994: Siguaw et al.
1998) 52 AF7F 2l AHH oz JgFH&
PRTY Py g A7AE(Gundlach et al
1995)2 BA LG el EHol 4l A
T4 982 sty Agdn & g8 dtE
(Baker et al. 1999: Crosby et al. 1990: Dorsch
et al 199814 A9l Bglo] 1A 8l
o] WAFPY TG FYRLEA AFHT
A zAY ] Az ABA W oh
2 7190 719, AN 197l AELen)
o WA Hlg FL@ N Ye Faw
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= AZRTALE AL AFHLSE A
olm, A ZtFo] WAt %7]%@‘?1 4
FE AT, A7IAFH] S ol
Hrty Aslal ITtHGanesan 1994). Schemwell
5 (1994) 2 Algls AGrAEe] AZ 9A
SIEE o EM A A& 29S STt
AZITAL PO, Ganesan(1994) = 7] Ag
dol AT ARl MEZF A el ¢
3 Js et Ae AT Morgant

Hunt(1994) = A1=)7} #A=YS] F88 4% H9: A8 &4 F(+) 9 93 12 A
O/\F/Hl GLi=4 o]t}
FAH] 20| A Sharma$} Patterson(1999) <
"Jilﬂ FAEY) AAHOFE AH(+) FeFS
3= A T4k A7 FAEH A M. o 74k
FARES D5 I B2 7HAE Fos)
A =32, old ulzl FA g FA 2 AF
AS ZF7MA713L, A FAES AT A 1 d+=g
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Z Aokt ‘3_5?—% =438171 f1ste] Verhoef
(2003) 2k Liu®t Wu(2007) ol AHE-¥ AEF

PE F Wl FAE AT YR ANIF
W elgske SaAstel AgaAd nEd
2q0] Ageke Auze

o}, “HAukx o g
—éi T 5 o FEes SAsirh

A e A A Il e F43 2o o
b A9 AL ousitt AFE A= 6
o] EAIEEL Crosby 5(1990) 2 Kumar
%(1995)4 AFA AHSH SHFEES 2
AR Aol A s ol&adit
U 28] k&S AZACE AETE A
o, W7t ol gt 23 B st Ayzhe
o SoE ZAsrh

Y FAM 1 AdeAE e B 159 H
o} e A Fo e R Aot 671 &
BYEEE 749 =99 583 =+ Moorman

£(1993), Gabarino®t Johnson(1999) % Kumar
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= FAAAA e ©
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71998 27 I A7k ik AH|ARe
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F2 471 S8 "as =g Ak AR
ol Aztske A=2 o8ttt Seiders &
(2000), Ngobo(2004) 2 Liuek Wu( 2007) il A]
AFdlA AMSE SATEES AR A7 ¢
N AEEE SHsIA A A HYAS A
st 230l WEA 2 5 A=A, X7 Fol
U AR A JIEA] o8, dAF &
o] HJAde AYsls o] &5 FTFHAA
7] 9% F84FES ATy =R A
3ol BE FEANE b AE Ao
g F AEA T2 SAAT

AEde AFoIY AH| 2o ek AEA
A2 0] AL AMul 2 Aujo] 747] o
Ao A MUIAE ALY e
5807 Asdrh Liugt Wu(2007)¢] o
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Eote 22 TF 98
ke MYdE velAl B
=3 UellA e A5
e HdS ¥ig” 5 O FEow
oﬂr/}

TR EE A FFARRE 5L 4
0] ohd v& F7HAARIA g
AHEe o' Aelaqith Soureli F(2008)
7 Ngobo(2004) & A-pellA AXNE SH =
5 AR & A7l 2A FHse] WA
MeEg Sk Uk o4k SRR
RE 08 FIFHES Y Q5 Ak
WIE olgete 2 SR AYE Y Bol
& Qo s 4 FEo2 SAth
33 A25As $HA 5A

2 dAFdxE AFEIAA AAS F
VAE AR flste] 23 IAES o
2 ABEZAE AASATE B AR 9
A eSS LR dto] HEA
AEs Y &3 IAES I:H/\Poi ARA
AAJEIOH, o7]A = Txﬂ
&t AEAE ZH&MJG}M .
g3 19 oY IAE A3t
< WEeE st 23 AF 3
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Tulet F7H Fg gl ekl 23 AH
< S, 53] B7H S84El A=, B,

2 AFolA A M-S ASE] el 7]
A BATAHOEAN AEzAbl A" 54
T AEA G B E BA ST tEkE
o] ek AFA Bl split-halves HH >
Cronbach's a& &8 WA &4 AWl
Ao, & AFeie AWt oE AREEHLL Q)

]o
l‘Z:

= $Abol| sk v A=skitt Cronbach’s
aAlFE AFESE A3 T2 0856, 21E= 0.726,
EY2 0724, AEAL 0,717, DM< 0913, A
28 AR 093 P2ELT AIHL 0741
WA = E 0.842F Cronbach's agke] 0.7
oS A3t 9o He] 2ol FRly]

seleARd Aol 94 AdE7e 2
sob W BHEAS A B Lol
S ANsEn BAA 2wy As 48 1
A 82 29 34 38 A2F 239 A4
I @50 AALA 3N A9 Wz
Fea A DM, AR, A2H Belge



AE e 7 e = NEE(%)

ooz} A ) 245 50.6%

o 239 49.4%

20t 80 16.5%

30t 176 36.3%

oo A 40tH 147 30.4%

50th 79 16.3%

60t o]/ 2 0.5%

o5 0 0%

TE o5 0 0%

JIE 56 116%

el g Aeg & 149 30.8%

BES 200 41.3%

g & 79 16.3%

1005HA w Rk 2 0.4%

100 - 200 ¥+ gk 66 13.6%

A = 200 - 300 2+ wwtk 102 21.1%

B 300 - 400 9H | 124 25.6%

400 - 500 =+ m)wk 114 23.6%

5009+ o] 76 15.7%

&7 42 8.7%

294 18 3.7%

> 99 205%

AHZ] 152 31.4%

B = 7 14%

A3 23 48%

Shafl /A ) 22 22 45%

T 68 14.0%

s 42 8.7%

7€} 11 2.3%
AAEE 5ol sk TAEA Eoles AFES AYAAY A 4
zF FANEE SAEgE didh gdAgA AAPE Azl T Anderson@ Gerbing(1988)
(unidimensionality) & HAZ37] €18 18 o] AAlg 20A Hol wet (3 3
TAS AAEE o, £4 A3 gdAgAde ), A &), 29460 35), A4
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A A &), d2F &% AP &

E,l_}__iaio A~Z O E.Oqz——, o)

~082). HEEAk] gk

54 2] ves

=

Uell= AVE(Average Variance Extracted)

= BE WgEe] 05 ol #e Adlee o
AR VHAEE 23S HoFa gint upabA
AVE Z3s} AAQFA2) gA4 oA &
= 29 2 AFE 98 AHE SHHEE
AAHeE AFHEe AL v & 5

ATH Anderson and Gerbing 1988: Bagozzi and
Yi 1988).

2 AN e

9

9A3je] T /1A AL AT

EE A | = = TTw Tal A
o EE HLREY dEAE F2 AR ¥} Larcker(1981) 71 A|Qtet By d4s Y
(composite indicator)e] g 891 HAX= o2 AVERtol #A/MNA7E 33AGe] A3k
001FFNA o3t 22 yepston, ¢ & d3EkeA AFE It A3 (E 2)
EFEsEaS o AAHCRE B2 QJAAAA o] FANE A BT o] VEE
£ HAFITHTE: 063~084, A1F: 078~ A7le AR UeEt t2o 2 Al
084, =% 0.73~089, #g1d HA: 085~ %% TFFAATE FANE 7 FBAT # 1
092, d2F &PHYA: 071~082, HAEA: < XfeteA AFE ets) 11 Az o
0.83~0.87, DM: 082~0.92, @Auj2l%: (.71 wek AgAA e e FEFEHYAE 1S X
CE 2y TAIHAZE A

A = B ETHEA 1 2 3 4 5 6 7 8
HEs 3.39 0.989 1.00
e 3.58 0.909 0.59 1.00
=9 3.39 0.942 0.65 0.60 1.00
A 2] & A o) A 410 0.991 0.01 0.09 0.01 1.00
A2FAEIHA 3.23 0.872 0.61 0.55 0.58 0.18 1.00
Az 3.24 0.912 0.54 041 0.43 0.11 0.57 1.00
DM 2.35 1.090 0.37 0.21 0.33 -0.23 047 0.31 1.00
b Sl [ 3.30 0.957 0.57 051 0.53 0.27 0.60 0.49 0.32 1.00
TN A= 0.84 0.84 0.83 092 0.74 0.89 0.89 0.85
AVE 0.63 0.65 0.63 0.79 0.60 0.72 0.73 0.57
RAAYE X' = 663.03, df= 224, GFI = 0.90, AGFI =0.86, CFI = 094, RMR = 0.037
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e 0T Uehd oH@ AnE F
TR W FANEY WY BgHe 87
S rroly @ 4 o

AGFIS) @] 7124 09018412 ST 2
WAooz WEsde Ty AYEE HoF
dol AN o} 92 A0 B,

MRS A, A AL sdsle A
4.2 7VAR= A, A4, DM 9] WA oo A
(+)9 J&S mAE Ae2 Yeht 7Hd(HI-
B oAge] dubA Ak BHds HF3 A3 H3)& A=A WA, A wau) o
x> = 692.78(df= 232: p=0.00)°]3, ®de] ool IAE HH tgho]l 2+ 521(p<.01)
F85 93 A%< GFI AGFIS #el Ax 203(p< 05) 2.2 UEh} 7141-1, 12 Aey
= GFI = 089, AGFI = 0862.& Yeston, Ak ole Y5 o)g3te AFEES tusTt
Bdo] Autd AP E 4317 93 RMR FE FAANG A P& ol&sta U,
#0045 JehEth 2 A7 xR AYHOZ 7hE oA AAFE Sl
HAs FAAGe 2y Bl FAXA A} sl ko] wow, 3 23eA BE HJF-
Ads (E DA HoFa 9k H|E GFISH g Ytz s Wiz AztA A
(E 3) Mot=dlo| [ISREL F& Z1}
= TR tak
Hl: #HeAg — WA 9%
A4 e (Hl-1) 25 5.21%%
QA5 &4 (H1-2) 16 2.03*
H2: AEA — AT 9% 11 2.02%
H3: DM — WA o 12 2.37*
H4: W% — WA % 18 2.03*
H5: 212 — AT % 14 2.37*
H6: 29 — WA % 15 2.28*
H7: @& — A3 61 10.58**
HS: W& — 29 50 7.81%*
HY: Mg — 24 29 4.917%*
(A=) 37
(&) 51
AT o) 50

¥ = 692.78(df= 232 : p=0.00)

GFI = 089, AGFI =086, RMR = 0.045

#* p< 01, *p<05

76 SEOREXME M M3E 20094 102



3 279 WA oEsle] A(H2)E By
tgkol 2.02(p<.00) 2 et 7Hd 2+ A=A
ot olde A= a0l &3 THLY AE
e =4 JEFF 2] WA =7t
Folxitk= ZAs owgity wpAete g DM
IO WA o =ke] A= tRte]l 237
(p<ODE Yeht 7Hd 32 AEEHAT o)+
SN wgsls DMel 1Al w9
ol B 93 vRiE Az DMO| 37
o FF g AAAE F2 29lo)eks
7(4.9_ qu _7,:1;].

ANA Ao s v, A, 243
@Az ete] A B G+ W
2 Folshl veht 7 (HY-

. BED AT s AWET t ol

E
S
rlo
:Né’
)
32 o

oA BEF 1Ao] RAHOE AFL Tl
0

o
=
98 LAl FEAFE U

wot ¥o

7Fs7dol =24
Al E w7 R A @A M o] T
FF el B 9% e AS 9l
gtk AZe} yAe] WAk o= ote] A
(H5) &= tgkol 2.37(p<0.05) 2 YEh 7Hd 5+
A=A ol AR e ol W
A7V mers LAl T30l HUH AEe
T 7EsAol o As dndth v
o7 E4% IS wAu) Swoke] #A
(H6)= take] 228 (p<.05) & Wepht 7Hd 62
A=A ol AdAS Fa el i
NP Nowert =2 IALFF w9
= Ed e AME ¢ 5 At
At 2 kst AlEeke] A (H7) =t
°] 1058 (p<.05)% veht 7Hd 72 A9 s

—

203(p<0.05) 2 Yeht 7Hd 4= AEEHAT A
olglgt Aye dwHH AFe FulE ol oh R Ed¥e] #AI(HS)+ tke]l 781
<Og 2 BMHAR| oot Z32Y

+EH 29l
: : 24 (4,92
m : 09(1.80)
: Mol :
284837
| 11(201%)
105(0.89)
11(1.98%)

.........................................
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Factors Affecting Cross-Buying Intentions in the Banking Industry

Kim, Jihea™
Kim, Sanghyeon™*

Abstract

This study aims to shed light on the new insights on the cross-buying intentions in the banking
industry and suggests an integrated model of the cross-buying intentions. Recently with globalization
in the financial sector, financial companies are trying to retain current customers and attract new
one by developing various financial products. In South Korea, this trend is especially apparent in the
banking sector. Cross—selling of various financial products such as beneficiary certificates, bankasurance
and etc. is becoming more important in retaining competitive advantage in Korean banking industry.
However, there are few studies which are trying to find out the factors affecting cross-buying
intentions and explain their interrelationships comprehensively.

Based upon the previous studies, this study finds out the factors affecting cross-buying intentions
and classifies them into two dimensions: affective and instrumental. Affective dimension includes
trust, satisfaction and commitment. Instrumental dimension includes the factors such as geological
convenience, one-stop convenience, professionality, and direct mail.

The results from this study are as follow. All the factors in the affective dimension(trust, satisfaction
and commitment) have significant impacts on cross-buying intentions. Also all the factors in the
instrumental dimension(geological convenience, one-stop convenience, professionality, and DM) significantly
affect cross-buying intentions.

Some implications of this dissertation are as follow:

First, this study identifies the antecedents of cross-buying intentions comprehensively. Second, this
paper provides practical guidelines for the banks attempting to intensify cross-selling activities. Third,
banks need to develop sophisticated plans which can consolidate the emotional ties with customers

through positive service experiences as the affective dimension is important in influencing cross-
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buying intentions. Finally, regarding the instrumental dimesnion, the implications are: 1) Developing
various new financial products in addition to traditional product such as deposits and installment
savings for improving customer convenience, 2) Enhancing the professionality of employees by
strengthening education programs on numbers of financial products, 3) Increasing cross-buying
intentions through the DM.

Key words: Cross-Buying, Cross-Selling, Financial Service, Affective, Instrument
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