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< aAFe] AAE Ve s 3 Y SRS wEolial it
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dti(Berry 1995), 7o stolg &2l -4 (Verhoef et al. 2002)& W&
of Wi, volrt Fujel f=9o] ZFUIE UL Bt oly g (Palmatier et al
2006), Al Wl v&S Az £ e v SAHAA 2R A= A
Aol W og dgx duti(Cannon and Homburg 2001; Rindfleisch and
Moorman 2001). o)X & 7|£e AFAz}EL AWEdH, BAVALHY TAHA
I &= ojw] & delA e AR etk

et AEAR == o] Aol dial] HEHQl AR o[l EA G o
5 591, Fournier 5(1998)2 nZ3#A T2l gado] o3 E&43)

e 7S Aot e, Agustin® Singh(2005) A uAFT/A ZTZ 23]
dFE7FsAd dis] A -sta Q. olglst Add gk ot dNE JVHE
of IAMFAHES P HAAA mATe] A FAHAA A4S HEUA
7] W&o 2 deotFElth(Fournier et al. 1998; McEwen 2005). ThA] @l A,
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dHE Fag Hese AEAAY A FAT Y 0SS T8 AL
HARAG 9] A3 ]l nAze ofwl AN A&HE e ZRITL o
I oole st A A Aol AALAAAGAA ol JEG = AE ol E
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(friendship) & FAl o2 o]So] AANAES THE ojUA A3} &+ Ad= A
& gelstun Bk A8 A GEE Awe 9P Ul%l Qe g 8k
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2 dFo] Ha Ui (Gremler and Gwinner 2000). T3k ZaAl= Ao uAe]
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Morgan and Hunt 1994), 18] #AF2H(De Wulf et al. 2001)9} #Z& AHE
FEAZE HAYS W AAFA ] o] Fod F dvkar B F vk A<
Zwo A ARFYA A (Mohr et al. 1996), A3z 28¢] WA (Doney and
Cannon 1997) 5% g%z Qu}. A=2doz #AF, AEA, =4 74
T, AfFUANA, dEAE T 2>

T U= deHew &

Morgan®} Hunt(1994)+= #AwHA|
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AR, #AZA AP ibsE AX HASTHEZ 7|go] #AVARS
3 A Ae AES vE #AA Aoy, #AY ARWTss o5
Hog 7|9 4% % o3 #uHAdo] =& Aolvh dEA R IAFHE
= EE V1Yol #ARAY Y ARE gAdstnzt sk Aotk o] EjEA
52 FAHAEE Ry Ysl(De Wulf et al. 2001; Hennig-Thurau et al.
2002; Sirdeshmukh et al. 2002) 71952 #AvAYE =85S 7]&ol= Aol
A B R vk 7193 2] #ATE dEskA HE, #AY FA7F 7he sl
A, oyt A= AR R AAS AT A Zigel g dEs g
4 I A sl (Anderson and Narus 1990; Morgan and Hunt 1994). 112 %4
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g F JomR(Yim et al. 2008) FA AR EHAde w$ FosA ug

T At a3 A dAMAE S ABgo= Ao, A=, #AA dgRget
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B T dtE oim EA A o

] (De Wulf et al. 2001; Hibbard et al. 2001), @A "AY Zz 1] F3A
ES A7leteE AT % EA3H(Fournier et al. 1998). #wt o} @}, Hess
(2003)2 A #AARAE #AH AFES AFHRUA, BA T Au]=npA "
= A9 (Tax et al. 1998)% YA v A7}
S I AHE 7P L7%E drh(Goodman
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o AAA Adol o8l WA tI% WAL & e oA el wtel %
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= AAd, divkstd, i A2 kel Aol EASHY] wiel, 1 #A &
A7F 2AE 5 7] wiEolt. 28Hor TaAsHe 2o BACA FE
g A ALe T FEwwt opvgl s AEE UM S e dAE
Mol Fad Amegta 2 F Qv oldd FWelA A=A A A g x
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3.2 BADAIZOIN ALEIX 2tmet ZU=H 0| At
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= AulaAE Ak ik s o] AE A o

715 Bo37| = FH(Yim et al. 2008). Price$} Ar nould(199 )= a7 0] A

e 3
Fo45 QFH o A0 AEA0R, A AT AEATAL AP A
3 W FHES WA Avgol EATTT o At

AT 71ge] A3 ARl Aol AAA] wEE ¢s AFsted f&5k
= dT74dAgEe] ol &3t (Deighton and Grayson 1995; Frenzen and
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o] 18555 3lestal, 1 & ASFge] EAsta WA dddol dojHdvta &
= 2055 A9 A 16675 HFwA o E&stutt

SHAS TS AA SAS AR, JAdo] 52.1%(86™) = 47.9%(79%)<)
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Abstract

The Moderate Roles of Social Rapport and Friendship in
Relationship Marketing”

Ahn, Jinwoo* - Kim, Youn-Hwan** - Kang, Myong Ju***

This paper examine the roles of social rapport and friendship which are
the representative variables of strong emotional bonds between customers
and firms in service relationship marketing. As results, social rapport and
friendship were confirmed as positive moderators between a relational
antecedent variable and a relational mediator variable. In other words,
emotional bonds, such as social rapport and friendship, stimulated
relationship development in service relationship marketing. Meanwhile,
customer—firm emotional bonds seemed to be a negative effect on the stage
of a relational mediator variable and a relational outcome variable. This
meant that relational mediator variable and emotional bond variables(social
rapport and friendship) individually had an positive effect on a relational
outcome variable. If emotional bonds between customers and firms had
already built, they could have positive influence on the relational outcome |,
regardless of relational mediator variables. Conclusively, firms’ relational
efforts focus on the building the emotional bonds with customers, not on the

process of relational antecedents, mediators, and consequences.

Key Words : Relationship Marketing, Social Rapport, Friendship,

Service Marketing
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