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6 FCEhEEHASE 2830% H3Yk

7} 3= A =o|th(Anderson & Narus, 1984). o]g]3F AW 7 dLe 7149
3

Solsh gAel WS FoE dFe WAL Yo FABE Awkel AA FaI
o
=

Aol HH, o= vAl ZIddnke] it =, sAH A, A o= oA

49l Jekg AT Sk Oliver(1981) wa wAwZo] A 7o) o wef 2
KN i}

U= o1 o % = = 6 O

o 54200008 AFeNHE FAYT ZWel A WHEF mALe IHHA A
& e, e puloE 9 ATvene HEFHES Holt WY, BUE1
e wEg e FHA TABE He) U ZE =1 E@ge $AHAQ
TASES GF F3) BRAFS = Ao 2AEAY

olfd AAyATE FHHE Aes) vy, aARtSolgt ol Ak o
g AbdZIgst el § Al AdE AA Aes HlugezA YEve A
g ZEE on @t Aol AQd ofEe= AA, AT nAS FE
st FEletd =4, s WHAFH RN WS T vEdit

2t



3. 1ZHO|S =0 &St AR

Noro AbHA o= ‘FAEYEY AH e FAY tde] He 9l
ot} ofw Ao et AEH o7 Fojxu oju] F/dolgt ‘Aol glojA st
ool Z=o0 2 Josiah Royce(1908)2] ‘& w=e] Hlolgles AAME E3f 7|13
HdHG LA AR fE= Jdo]l HExE ARSHIAJATHAAT, 2004).

f

Jones & Sassers(1995)= AT EE ‘S 7o Abg, AlF F A H] 29
gk o2 E= oA o] FAALEHE AHostal Ut olHd AAES ANERE

stols A7Izbel AA 1 7199 A, ’\1311\——2‘ XH?LUH’B‘}H] st eRelol A F
Aok s Zev Y HAS AEds ofe] 7HA dsow wdd
thar skt

Oliver & Macmillan(1992)% 317} ol 3. % (customer loyalty)oll w3sle] &3}
T AFold MH2=E A&HAHom FujstA wEE §d Bdll=e g @2
EYOR, ARAES T F SlE Aoy v AR BTl F
A3 BA=E Agvists Ao dFAY w94 HEE =dva gl
th =¥ Fornell(1992)= A& FA8ks Aol Az 14S #d 2 8535
= AR HE&SHA FYstvta Agsidl e, 53 Htol oA nAfE
T TF 1A A FAEE AE2 9] Tad e AA
Ha dtka gojetdinh. webA 2 AFeAE aAfEEES QEU R
= AF = *ﬂ‘ﬂ]i | e =2 wbEwe) sl pujd 2

1. g2 ¥
2o AT gUe ded 2dx F AEAS 2F 48 guodz A
H22 ez fa 2z Aua 4o uAnEd nAd s wAE



8 FUEfmisE H30% H3E

S AAY, AHA, v, Aed, 784, AR FAEHENeH o5
TE ARIH= AMHla 549 gardd ey 34 addjs=s AT
T T 8% MR AR vpyhe AdE qFEstaal ok oef gk A
g HtgeE AAEN & AT Eds Ak <ad >3 2

F=d3:23d= 2 =53

MUl A&~ Sd

A
CHAIA D TS
i o

<37 1> A7 =Y
2, 7243

AHY F8 HAERIA= Au)jx 54 5 AAAdLS ol 2o
ek onE gE 2 AT wEA AFTEeRE AT ¢ 9 ﬂr(Elghmey
& Mccord, 1997). Emma et al.(1998)= $JAlolE AR AL Hrlste=d 9

4 AAg FaT ABE Bria Aden, HECONE FAAT Bl

‘Al 7] A A s

A 7)o ARE AT £ Jerts 280l Ao AR 7B A=
o o =& 7HAE M oa A9 skt

LS Aul 2 AFATE oFES AgiE ol Foldtal WE FREEA

ARl xo] gk AubAel W oz HAust 4= v}, Harris(1997) = A1F]
A e ARe 1A AFEE Folil YAMAA S At olFiE =t
3 st en, HERI(2008)2] AT AEFEHE R diE] AEHAA e
7} o] Foi A w] ARG A Al AT EHE AR A Fgh FolXitta st yth

TS Ao wtRe s Foly] 9fa] TR Yo AEs ATsts AR
A (Kalakota & Whinston, 1997) Z73](2008)= &< AAHo =3 AlolE



T4 oleltlolzh FASE 1 orel Felzel ulge] thsx Ealw azel
AEE A Ada sar B9 auAs gl U@ A, $, AoEF
2 2A% 59 FUe ARmE OGPy FTYFe] ¥ MBS AE
9 AHA AL T wEe] § ¥A Uehdtin 41

=3 H]%% 1A= ) g = e 5}9}‘1}(Zeithaml, 1998; Dodds et al., 1991). AH] =&
ol gatidl QoM Mol FHetakA STEW Mulz olgol PAHA P2
MAER b wWelA wAe] mrlt AAAE nARE 2 1A oz 2

SAol& gl ZelxE AlgsE UE|EE0] Had AWE AV 93
of =& AEY wFo ZHx &l 7EET ekl f&strha 1A 5=
Qs WS-, 2007). R7]%E FoflA F8AH2 AFEAEC] Al2ES
o] g3t Fag Qgaeh= Aol oY AFE T YTHA2W(Szajna,
1996; #H WA, 2003; &5, 2004) 71E9] AFHTE Aoy 7| eHAA A
d = 7 sldd HAE el AT W F&Adol =A SAHET ATt

(Chen & Wells, 1999).

Ao E Anjatso] ke w2 A
= HA dojA A s JEE onghoh(bA 9 2006). He]d > AFEALS
T AL A A Fhd FEFS 7 x= AAH Qelow Ak F7re] Aok
AN Aok st AREAZE ARz J2E F de
52 A g BEEE ol thP AW, 2007).
upepA Oﬂ?oﬂ/ﬂL ojgf g A 5304?*% o7 A, AEA, BdA,

]

u] 84, , 1E Y
e AN el Bl felg Aes 1 Aolda Aetatel
g3 e e ARaaT.

A1 - e ARIWE Muja B4 T AAAES aATS {23 dEFS
n 3 Aol

7HA12 1 frE ARIW= Muja B4 T RS aAnS Fo3 IS
n 3 Aol
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o] WA Qo] thalAE Cronbach’s agkd o] &akel AL SHelahin
B

AFANE AHor PR FAAD B

ol aARAL sy A, olelAgk 1 oS FoR @ A o
Mg Arsdh olsh g7l KN 05 ola TaW AANHES BF

=
FAE 0602 MAstel NS BAsAT Ay @ 2wl Az

<E 5>, <% 6>3 2t}

2= a1 | gaz| ad3 ad4| 45| 2as| OV
bach’s a

AEdagol= | 0136 0.737| 0062 0234| 0.119| 0.044
A& TA A 0.171| 0.728| 0.257| 0.103| -0.043| 0.112

2 A A 0.752
A A 0.232] 0.720| 0.004| 0230| 0.081| 0.048
N E&FE/ AR 0.110| 0.637| 0016 0.023| 0313 0.022
U89 A=A 0.813| 0.176| 0036| 0.037| 0088| 0.035
A3g 4R 0.829| 0.203| 0.066| 0.008| 0.064| -0.059

AHA | FA AR 0.697| 0220| 0233 0067| 0.114| 0103| 0.819
vlg 7)o a 0.613| 0.103| 0.166| 0211| 0.103| 0.255
FHA AHA 0.561| -0.017| 0.336| 0214| 0058| 0.308
T Zul= 0.095| 0.164| 0.073] 0.765| 0.217| 0.060

ek | ZeA o) 0.064| 0.113| 0.158| 0.798| 0.064| 0.029| 0711
ek 9 7)1 0.124| 0221 0.162] 0.663| 0.038| 0.119
7t ARA 0.081| 0.077| 0105 0.073| 0.130| 0.882

H 84 0.812
VA8 H-A 0.163| 0.085| 0.119] 0.087| 0.075| 0.869
293 AR 0.196| 0201 0.559| 0251| 0270| 0225

T84 | AA BEE 0.147 | 0.028| 0.788| 0.166| 0.187| 0.096| 0.772
= 0.205| 0.125| 0.835| 0.094| 0.074| 0.060
A golA 0.068| 0.106| 0298| 0.184| 0.723| 0.073

Ao | R G o] 0.092| 0200 0.308| 0229| 0.655| 0.037| 0685
A Ax} 0.137| 0.091| -0.036| -0.002| 0.750| 0.124
ofo] Al gk 14169 | 11.742| 10.842| 10.376| 9.309| 9.147
A 2 AH%) 14.169 | 25911 | 36.753 | 47.129| 56.438| 65.585
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Abstract

A Study on the Impact of the Service Characteristics of
Premium Internet Information Contents on Customer Satisfaction

and Customer Loyalty

Choi, Pil-Jin* - Sim, Sun-Hee** - Kim, Ha-Kyun***

The purpose of this study was to examine the impact of the service
characteristics of premium information contents, one of premium Internet
contents, on customer satisfaction and customer loyalty, as the premium
Internet contents market has attained a rapid growth owing to the
nationwide penetration of the Internet and its ease of use.

Earlier studies were analyzed to define the service -characteristics of
premium Internet information contents, and a research model and hypotheses
were formulated to find out the influence of the characteristics on customer
satisfaction and customer loyalty. After a survey was conducted, the
analyzable answer sheets from 359 respondents were analyzed.

As a result, four service factors of premium Internet information contents
that were reliability, charge, usefulness and convenience were identified as
the variables that had a significant impact on customer satisfaction, and the
other two factors that were timeliness and diversity exerted no influence on
that. And customer satisfaction affected customer loyalty in a significant
manner. This study attempted to investigate the influential relationship of the
diverse service characteristics of premium Internet information contents on
customer satisfaction and customer loyalty to have a good understanding of
the attitude and will of consumers who bought the premium information

contents, and this study also intended to make a contribution to the

*Doctor, Lecturer, Pukyoung National University
**Doctor Candidate, Department of Business Administration, Pukyoung National University
***Professor, Department of Business Administration, Pukyoung National University, Corresponding Author
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improvement of the quality of information contents in an effort to step up
the revitalization of the Internet contents market by helping the market

attract more loyal customers.

Key Words : premium contents, information contents, the type of contents,

customer satisfaction, customer loyalty.





