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B oAze #Ehste] FUolA AFE AFAREIE Ao B3 APAT AAE AuEggty F2
£ (1997)2 AFeARY 7HAZEAF 4 st Jﬂ7}9‘r Mz 714474 H4-E Adsgia, Agd
(2007)2 EAESAE B7F @ HATJLSAZE A7t AS5F (2007)2 AR A dE
L2823} ks A, AT 55 (2009) AR S FRARA ALEY TS
F7heE A ARE ISP ARG 2Rl FE AP E ASAERIFEY 2 (5
ZH 1998; AT AH-F, 2003; 471 5, 2006), vl FA A Fu) (o] F-+2F {3, 2003) 5
of &3t Zo] = o= Z*}ﬂ Atk o] o] Fu AFAEY A AT ENAE & =EA o
FuA 3 ¢ uet XPEx}Ef" A7) AR JEFS FE UEE 20 W AFHEY Y &

Aole] st A77 9| Ao 2AE AL

2 Ave] FAL AFARYAY TAY BEE 223k Aolth. olo] weh B gL the go] 7
4slo] gtk 28IME B wRolA 22 YA ARG RIS o S UuEeh 3L B
Aol Bl AYH HREA Y L AR S4o) B golth 4BINE B Aol Aga
FARYY ANSPIRRAFR YT SARA S AT 5BIAE 4HelA AN Qs
YEEAYRYS olgte] A2} ARE LA ANE AN, 6DolAE BAANE uigoz

2. AISALBOIN BHCY BEE

o] AolAls & AFolA BAstaLAt she SRS BEEe NEdS AYAFE Foto] AoHuA g
t}. Gremler2} Brown (1996)2 Au | 3t Aula AlF APl Al REET ] FES Hol
7 Hfsta, s Anlzel] the s27t e o
1 /‘M/‘ Xﬂ*x}‘ﬂ& o8& &4% sk Aol Aol stgirt.
=4 HIHor U] Aosidietl, ekl 4
3 Al ol ¥ &% HIWolet sh3ltt. 2njAke] vel FF5e A5 + e
= Ao A vl 2 dFeAE anjate d2A SHd BEed dFelA 4= il
S AMgstTAL stk webd, B AT AMSE HEEA 3 A5 ﬂh‘f} o]+ Chaudhuri®}
Holbrook (2001)2 Farsto] zpaleo] 749l ek B A Abe] thafl |52 Q1 &4 44 FEFo= it
AR ARG MU (FE)w A AGAZE A, B Auls g ARGA] An|xe] Al ZHA R 25
g Ak AGA A Mulas AAAF S FAjRd o] AR Al duht AlFAI A AR ol vk
= Ttk o fol, AGRA Mulas Amld e RS 1A duhg $2 AAE FASH
Aol #Z Zoln, HAF Aulas AR DA Al HASA HAAA RS oA slFE7t she ARl
o o] Al ZEA] Au] 2ol thEE whg-o] B P AA A fA7E ZFYStal Sl HER Al T SRR
Lrehdtt
28], AAZ ARt ARRA Aulae AFEAALZE AAEA] of Foll daEgle]l ZE A
A= A2l vhd BAF Auie AR AL G ol AlFA) A M| selth S, AR
T AL B AUAE DA ALLE F-SHA] R AL B AHIAE TR Retee By
2 BEE A7 WA R vl Atell ek J27bA] 285ks vHAIR Aol R3bekAl ¢k Al
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H 3.1 34T H: W oS
TE A% 9 F= I
vl 2} el e D ARG
2) F9 FHAR 3
HEERws >
3) 344 37}
Aul 2 AlgshiA AEE T AP E Ko7t g otk o]y et o] fE AR 7IA vt AHs A}
B a7t A AR 4ES A9 ol AFHETE Ao R AFARY AES TR
AAet Y}t o]H 38 AFEAR Y EALS 7HoFele] WEEE OliverS} Swan (1989) o442 3] ALk
of Ay Ak el Ay wEE R Aoty S35t
B AT RAL EHEYFIAEC] AFF AR PAIGNA LA FAEE o)) g &H nHAH
AE Y3 P AASHe Aotk £ AFoMe BEErt FAEC 93 Erhe Holl A7
o] FHAE T, EE] THE HHE U Mg Ve npAlY AR oS e R}
et

3. M2EZ 9 K2y

3.1. 3 Y MI3S

Aol thet A== Churchill (1979)F Nunnally (1978)7} 5238t A x}ol whe} A datgdch. <4 &3
TS EUYE sto] £ Aol T8 F2 NI (FAE, US55 5 IANF A55)d e 55 s
E et 4L A= H = (Likert scale) S ARSI &, SEAEY ATFEATH EA4LS &
T ARES AL dFE AREL 7 JAE A& ARSI As WX d=E2 A A}
£ Aok, AFAE ] 7] glew AH AFsAE A dilES R AKHAE
& ANl $73 Bk,

% Aze) 4ug AR AR, ASARY FAE Be ARFES sl Q24 20 o
£2d wee PN 2, BEed ool vEe E ST AR, 29 2H0i o
IRA B7hHEe B AT IHAE FAEE B AETESE St SAEE ST HAEEE
Boulding 5 (1993)°] $AEE “FAHo =g}l 3321, Narayandas (1996)+ “-dst ARk
st Agroleta 31993, Andersond} Sullivan (1993)2 “AlFue] =7, Zeithaml 5 (1996)2 “=

uAd7t4 8 JAP ekl S th Ganesh 5 (2000)2 FAES} FAN AYPATE vz “A)7Hq) e
T, <R FRR”, “IFAA F7PE &5 A (active) SAAEBHL Sk
olAte] AT HAedH APATAHRE o)A Ganesh 5 (2000)0] AXZ FAE HEE B EA 9
HE2 ARgstgl e, i 3.10] AAIE vk 2k o] HEs oI ALY] AFFAE Y viAE Mk
2 7)ol 7P At s 4R A8 Jide] 2FH o] V% sttt &, SR A AL As Ak
By viAY A BExE 7| a1 o] 273 Aol A7t & T o}, Aol Zhel et B3
AR BRIOA Afshe 5 78 vHIE A Sol HEHes vidg da7} 7] digolth
71eF FAE FFS & WA T Sk ARTES 4EY 4, TSR, ¥4
NS, 3Akete] HA 58 EE 07 F 3.20] AT vEe} Zo] TAFITE ZF W
2 QAAH WpoluE 9= (validity) 283 7 W4 24 AR wg
SHA] (reliability) oJ#-& to] 7F Wigroll tiste] 37) o] HdegEor
shaith e Ao o Cronin 5 (2000)2] 235 Zz3te] B Ao RgsiA 4=
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i 3.2, ASAEY D st A5 HE Sl ots
78 4% 9 9% G
P 45 A BHEE(3), 7HE HHE(3), 94(2), A BHE(), 19
31Ake A 4(4), 3 AkeE BA(3)
i 3.3. AL S S SHYS AL ES
T8 4% 9 g% T
AR (FEAR), AGA2TY(FEAR), A 2 4T = A 2 190
AFsARE  (BEAR), AYMEAE), A(PFAE), 2EAFR(HEHE), AFAY (% 97h)
(BEAE), AJ(HEAE), AL E(PEFHE)

2 % e
Ruckert 5 (1084)%] HEH=2 Fxstgon, A9 2L slAkel ¥4 7123 3)Ake] Aol that 2

Aow o MHATE o B 7oA BE Aolth
ALEAWSEE 4, 9=, Ao, AFAY, 44, AESE 5 0 FROE Sk oY 35
< Ror T .33 2o
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ted 20101 84F-E] 2010 108714 A= AR AEAZFAA Sl Fd5<
A3 W PAeg HRZxAE AAsklth ARxA e AsAE &fret
& A AR 7HYJgk Abgoltt. REE AT i A, AYd AeAR
SfrEFEHol AREAY. I 23 AEAE Y] ZHAE 2] A% 9 A
| A AR T AIde 547 fARE ZAow AddEnt. EAYER AEA=
X JE A AL 5017 o]t}
173 Aefoll A AE2AF FHEAE Yo FEFZE (random sampling) 337
A 542 AFAEF A ZFS)gE 23249 EAS dEsitha g 5
£ SHE A5 AR AEY 7GR SAS dRd
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B oA ARG L ol &5t AR FAALE % FFS F+= ASAEY v HE
W47k RAAE FHHLA Arh. B Qo) BARM] BT = Fo E4uss SYuse) 42
FEL Brusoln. BENSE olE5te] BAS 3] ANAL HEE sk (U)ol 4
Al Al ke BEE A% 2HeL A=A Aske AAY) B ARREES AY et
A (content validity)3} A1Z] A (reliability) = EQlsto 2N A= o] A3 1A} 3= 73S FE3)
A EF 5 AEAE A 5 U/ Eolch. SH 2AY AE B9 AW BPAS Gls) 1]
3t HEHEE 4% ARFEES o83t SJRAE A a8 808 oE E
W 2RSS HEske ARTESC] teolBE, thrd] ARPEEC] SR} o= Q1SS UE
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I 3.4 H29 54
TE S FAS /3 1]

20Tj 43 8.6

30T) 163 32.5

ik 40t 166 33.1
50Tq 96 19.2

60TH 33 6.6

] +4 397 79.2
° Sk 104 20.8

_ 71& 428 85.4
AT " 73 14.6
slo|E e} 218 43.5

Auj 24 133 26.5

257et 108 21.6

24 S5 36 7.2
it 2 0.4

=< 0.2

73 0.6

TEo)3} 171 34.1

] & 322 64.3
et oA 8 1.6

=2, &, A& E (reliability) 7} 1+=X]5 cronbach’s alphag o] &3} 31,]'?_6]-‘215]-.
o2 HARE 2084 2 AR H2E 23 AFE 250 899 545 diFEse W
ety 283 ME AHoH WMo 297k (factor score) S o1& }0:1 Ao A Felstk =

Ee FATS ATEATE 22 80| 7oA IRBEPPREEAE Y-S

Er

2700 A= 3 AALE A 7PHE Y (additive model) & FEATE SPWS] 55 AP AT
2 AHstaat s A (4.1)3 22 Aotk 2719 PR YA S5AT) tiE Mol AEx
9 AR=E dAE YA, SHHFTE H|EF TFte g FAE o] QoA ARERobr) s fytol ¢l
e,
d
Y:c+Zga(aza)+s. (4.1)
a=1
oo W3l Yuks}t7IH 23 (generalized additive model)2 7PHEHS g3 Aoz o3 4] (4.2)9
Zol A% —Ev-&?_% 2L TEHUFY J|Ugte] ZF SYHHSEY HESF 4o Afor AFT
4*(link function) G";‘T }\}%7‘5}0:1 A 4 ke 7H mel ThEolRl ZAojtt. HIZdle SHHsY
HRELH Q49 1 847 BF 23 dukslbi R o] /fdE o] ofg FokolA &8E 4 &
2dg 2&54 7H"‘j ] o] F) A 1L Yt}

d
EY|X)=G <c+ > ga(:l:a)> : (4.2)



3 (generalized additive partial linear
model; GAPLM) |2}l &t9, GAPLMS AFg AR @ oAl QTjeteld Ala’l 55 913 288 At
2= 71558 247)E (2009)¢] 9tk GAPLME Ao 2 F3tH A (4.3)3% 2t

E(Y|[U,T) =G (c-i—Utﬂ-l—Zga(Ta)) , (4.3)

A71H Y F5USE B wRAE d B F4E SFETh Ur $4% 3 = 4
Puso05y BANE-olw, B olo] tha A% WElelth ga(T.): FAEE AWse A%y 47
WMol ST Waolth WY BAUSE A, AFAY 5 A7EA Wl A5y APusE &
QLA F HFA0E 249 VEE NFolh VEE Msolt AAVEE, AFVEE, 54 A
BEE 5ol £

GAPLMO.R 40| 932 & 29o] tiet FALAS ABT wol S5u5e @ 28 Aol
HE FAEE & 49 4 e B2E 2E 29 Q4TSS AHss AL nesiol Aok weby
2 Q7elE 21 AFHEE GAPLMY 2ARYE s95, A4¥5E BaAge] floly 217

kol 4 (4.3)9] 2y HIFTS A BTF 249 B} BRSF 9l g, & FASoF 3ok B
F4& A8 AR E = ) 5t &2 Hirdle 5
(2004)9) 9% 28-S #F=x3Pd Hrh =3 g5 FASE tlole v FA7eE8,E Hyst =2
Q
o

o] Ao A F& 27| YA Fan 5 (1998)°] ]3] | ¢+H marginal integration method & 283},
I HA FAAE 4 (44)%F 2. AARAY B 57 57 ERAA = A4dY 2AIE H37] 9
sS4 BNl A% 7447 A8 ofof Bt

M(Tia, Tia)- (4.4)

6= % > m(T,-)% S i(Tia, Tia). (4.5)

2 o
A4S A% RE 2232 37 AAIA RS o83t FEE A en, due]gel g
A5 AL Hastie@} Tibshirani (1990) 9} Hirdle 5 (2004)2 #3std At

53] FAEC 9P FE LELES AR QAR (factor analysis) S AABFATH



QLIS PHEYMH PBS 0|25t AISAIEE SAT Q0ILA 73

f9l1 82 893 84 895 896 89a7
Q21 0.211 0.180 0.747 0.219 0.134
Q22 0.135 0.202 0.709 0.202 0.158 0.221 0.135
Q23 0.198 0.223 0.796 0.218 0.125 0.130
Q31 0.130 0.146 0.845
Q32 0.143 0.702 0.157 0.143
Q33 0.240 0.164 0.275 0.662
Q41 0.168 0.256 0.186 0.786
Q42 0.104 0.348 0.141 0.624 0.142
Q51 0.226 0.648 0.216 0.234 0.304 0.121
Q52 0.152 0.643 0.142 0.105 0.128
Q53 0.221 0.662 0.118 0.190
Q54 0.176 0.701 0.161 0.136 0.141 0.121
Q61 0.622 0.230 0.141 0.111 0.146
Q62 0.683 0.167 0.169 0.143 0.163 0.225
Q63 0.711 0.197 0.128 0.131 0.178
Q64 0.717 0.180 0.178 0.159 0.160
Q71 0.408 0.198 0.324 0.244 0.170 0.500
Q72 0.393 0.220 0.251 0.152 0.460 0.110
Q73 0.401 0.218 0.215 0.222 0.639 0.145
Q91 0.385 0.133 0.272 0.423
Q92 0.237 0.137 0.149 0.155 0.723

891 892 893 89l 4 895 896

SS A A 7k 2.935 2.416 2.293 2.161 1.337 1.127
8 49y 0.140 0.115 0.109 0.103 0.064 0.054
8 FAEYE 0.140 0.255 0.364 0.467 0.531 0.584

J& 2 9152 (principal component) 2.
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f

5.4, 234 x16l7#jl_r

2u 231 28 2 283
- A% (EAA FAZ (REHA) A% (REAA)
(Intercept) 5.430 (0.040)*** 4.762 (0.268)*** 4.536 (0.314)***
Ad 0.354 (0.034)*** 0.293 (0.037)*** 0.291 (0.037)**
S 0.182 (0.036)*** 0.185 (0.035)*** 0.172 (0.035)***
= FE 0.625 (0.034)*** 0.580 (0.035)*** 0.552 (0.035)***
s 7} A 0.362 (0.034)*** 0.340 (0.034)*** 0.326 (0.034)***
B4 0.073 (0.034)** 0.032 (0.037) 0.033 (0.037)
A 0.130 (0.044)*** 0.139 (0.038)*** 0.115 (0.038)***
A <k A A A} 0.078 (0.024)*** 0.078 (0.024)***
4 A3} 0.005 (0.021) 0.020 (0.021)
W AU —0.001 (0.020) —0.010 (0.021)
oA 2}l 0.004 (0.035) 0.016 (0.035)
4 w2} 0.002 (0.021) —0.015 (0.022)
= A= 0.050 (0.020)*** 0.067 (0.022)***
A Z2YPA —0.213 (0.077)** —0.195 (0.074)*** —0.174 (0.073)***
22 Ak 0.051 (0.097) 0.105 (0.094) 0.112 (0.093)
30-39 0.046 (0.127)
- 40-49 —0.109 (0.137)
= 50-59 —0.075 (0.149)
60-69 0.037 (0.177)
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Abstract
The car insurance market in Korea has already entered (or is in the process of entry) a mature market that is
characterized by increased competition by market participants. Participants are expected to compete more
intensively in order to survive. Together with a slowdown in market growth the goal of non-life insurers’
marketing strategies is to enhance existing customer loyalty because it is easier to raise their loyalty via
customer satisfaction than to attract new customers in a stagnant market. In this article, we investigate
what factors affect customer loyalty, and suggest some specific ways to establish and implement marketing

strategies. We use a generalized additive partial linear model in order to find some significant factors.
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