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Client Relationship Proneness, Trust, Commitment and Reuse
Intention in IT Services

Jun-Gi Park’, Hyejung Lee , Cheulhyun CHO", Jungwoo Lee
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Abstract It has become a crucial issue for IT service firms how to form positive relationships with their
customers in order to retain existing customers and potential customers. To address this issue, many researchers
have introduced the concept of consumer relationship proneness(CRP). This present study examines if CRP is
related to trust and commitment that enhance the intention to reuse. Using PLS, we analyzed 200 data collected
through a survey of global electronic company members experienced IT outsourcing services. As a result, CRP
has a defined impact on both trust and commitment, and relationships between trust and commitment,
commitment and reuse intention have a positive effect. On the other hand, trust does not affect reuse intention.
Based on these results, it presents a discussion for future research and the implications for CRP.

Key Words : Relationship Proneness, CRP, Client Relationship Proneness, Service Quality, Relationship Quality,
Trust, Commitment, Continuous Intention to Use
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AE Fa A& BN BAS FHof Atk FESTE ol UE Algate] @Al WEEta AL
HE Zdxata JeHIEIE7L 7197 BAol AgaiAL A &S dke A (Sociability) e THEA A HEE
o) wk AR F GEFSAAA Fo] B Bz of 3 AAEoR AAFTE HolA ApHETh Ayt A
o Aewrt Ahashs 5 AAC] AstEa ] wiiel A deiakel &R Atele] Al AEgE ofulshe
DA upAg o] FE W) AZsPAA AF A FHe CRP(Consumer Relationship Proneness)ollA]  Z~H] 2}
a7 e B2 V|E a4 A71AQ A A (Consumer) & IToF-24 12(Client) 2.2 3)|A18}e] 1
L FosHA A E L AeH2I39]. iAol oW gk Mulx FEIAE BA ST &, A4 A o] a7 A
EAEH R AT s /AL ok e 1 HA AlFARY] #AFAYI AS(Tust)eh &Y
AL AAQH o7 BFe ¢ 917 i) 7]19de = (Commitment), I IT AH= AR %
Mol B3 AEw, MAARA el 71sdell o o (Continuous Intention to use)oll PIXEA] 1 x]& JaFS
& FE7tel gsl] BAske Zlo] Fasit) ojgfsh . AmuEity el 3 FA UlFolA o] Au]s
Mol Ao 3] Christy(1996)= 1Ao] AAH oz AFANA 2t A7t B¢lo] o Jgs FEAE
ofd A& 317] A& A 2 dokes HolA A SR
S olaistn AL Tl W FxFed, ot 1
Mol EA AFH} AMH|2=E FYstaL o] &3k Ao o
gk Aolzhe WA 7]9de] Autel ddHE Fad 2 B AU HARTIAM
ezt @ 4 JrHs]

ITA 2 A4 M) 2E B7] dofli= Ar|2E 21 02 2| g
74ab7] old a3, mMo] AlE ke Au| 2Tl AR 5 7d % (Proneness)& UHb# o2 AR} dgo] o
o) EAY WS AFE 2 Zolgs B glv] wj  LAT WFoR V&A= FdeE ofHHl] ¥
o wAL WEHYY Mu|AE2 & ow o|gsly 3  UHIE BoklAE AES AnAE ofd o F5
Holal dF Au|AE A2dd 717 2PN A 1% ol tel deHow 2 H= wdds ondivka A4
Ao Mu|AZ AFuy] st Aojth thA] wapbd 3 kAl v} [49]. 53] o A 7 AFE ZH
AR o7 w7 BAS N&Ho g x5y Hojats 4 THEE ARlaE ARt SHdA 71 4E
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US 2o sxu dA7txe AFe Ay 7] ke Al 2] ZHA B AEdelgta Ao
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Aol1[49] 1A TA 3t AT RE pAvEe  AFAILS] FAl JoM TAAY FIFS FE AR
ARA ] JFS A 4 Q= BA Aol 2HE w3 Ao A AH| = Al FAl A Zte Fg Aol o4
3 YAYEI013][16] =LA whEo] 2He Tu w9 TS SATH2142](48]. 012 N EAAH
o] WET A2 EA Alole] fAlowF FFE o] ghry AT Auls Algatete] dAle] FEE T 82
(21041 A GeS nRtka dysta et ojgo] Wil

B3 o] BAZ Wi Aolals sjoldel & WA AFEE a7 Aus AlTA 2ke] dud T
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AAHE DA 20 B8 543} a6 A 54 Fohe vh Zpol7) git.
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- Trust Support - food retailer
Kristof De et al. (2001) . . . .
- Commitment Support ~ apparel retailer
- Position involvement Support
Bloemer (2002) - Volitional choice Support - bank customer
- Information complexity Support
— Relationship Commitment Support
Odekerken—-Schroder et al. | - Relationship Satisfaction No support . ..
(2003) - Retention orientation of Support - shopping mall administrator
the retailer
~ Commitment Support
Bloemer et al. (2003) B Wf)rd of mouth No support - hairdresser’s customer
- Price sensitivity No support
- Repeat purchasing No support
Bloemer and - Affective Commitment Support
Odekerken-Schroder - Caleulative Commitment No support - bank employee
(2006) - Normative commitment Support
- Trust Support
Parish and Holloway - Co@tment ' Support - call center customer'
2010) - Intention to remain No support - Insurance agency client
- Customer share Support - Healthcare center patient
- Adherence Support
Dimitriadis (2011) - Relational benefit Support - bank customers
- Relational cost Support
- Perceived Complexity Support
Hye-Yong Kim (2012) - Perce%ved aévantage Support - apparel retailer
— Perceived Risk Support
- Resistance to change Support
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ok B0l tislA Moorman(1992)2 71 9l #AIE 2HA = 2123 5= & Au2 AlgakE 2 e A
A A% AEAQ delgta Aolata glow & Az Aotk
[46], Morgan¥} Shelby(1994)% ‘Aol thatk A% f Morgan¥ Shelby(1994)& B0l J&FS F= A
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aMFe] AAE F7IH 0 WA A% wig- T o] FHES MASh
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Al AR S TS = i) 719 AlF e 9 2.5 M2|Qt ¢, MAE Q=
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2.4 Mz|9t 22 @ W ER 5 A 2xt v 4gee o=
Aglet By AAFZAYL fAed QoA B B = A 9 FrE ATAAE AAEL o
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McDonald[44]¢] dT-olA &4 B4& FaA71 1 2] Eshd 21489 =(Intention to use)ell #2333
A BAC] tigk EUS TAAA BAE @714 4 & miFivhal @33, o]¢} o] AFA Ao} Eel
B2 A7k ATk Dwyerl3l]E & GARPE A5 o S & AHl2 A Aul2E Algehs 7]
AEehs Aol L AR S A, 2T, whe A gol Adtbe alE AAEe AR LAaRA oF
T 2L oY BAES AT 5 7] Wiel, AF FAE nA3 Au| s Agatete] S44 dAle sk
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