AQAYEH A H 2(SNS) FHo| 1L
3 NS B¢ 14 B39 vj7g

£
rdo

=

o
_>'|_|

2,

89 3
A E 3
ol &2 w7t 7Hd A 4.4
215NS ¥4, 14 BE3 FAE 41 97 23 297 A
22 Ags zdE} 12 A7 At FF AT WY
2.3 218 & &3 1A B9 uijg FaEed

489 Abstract
3. 4% 23 /M A

4
4 A3

o=

2utEEY] FHORE A Ao FolE BA ¥ AA, oHAER

857} FiEa Qith o]d met HIZoE &9 B 7
Vst IAES ¥R 875 SAH 0 gelstal w
5 X1 gt} Ao]H(H. A Simon)e] vlEo] 2ol WEH, oAEA
o] RE HRE £3T & gloerz Adtd §]Ad(bounded rationality) Well A 2JALA
Ee AR i3 A7t Jiokd uA L wE2A gAEAS & 5 ¢

7} wobd Aot wetA B AFolA = SNSE &83 7199 niAEAA 1A
UH7HEf‘é°ﬂ/‘1 /‘JQE}E X 1 DA ALsheERA AR o] AFFOEMN, OIE&“’E
Yot Aolm, AFHo =2 ONS F4o| A, & 1 vE 9 FAE

/‘Jﬂ«l QQ% Azrsh= o). o]2H o] AIE ol&sk= 710l INSE o]-&sto] v
Z

i0toA
=
fuj
2
>
=
[
it
o

=)
2

R
O,
5
o I

oy ol
Z ofr
[

8,
=l

o

),i
frl
N
ol m oo
o

il

of
19
)
mn o2t ofo
Lo
—~
-~

_O|£
o &8
=l
=

[
Ho
>

=
o)

to =

tlo
oft
of

pacs
o fo
> 2
rlr T
n}N ROREC AN
O
2 X =
=€ o, [
12 M o g
il —lﬁ: ) rx
[ Oko v}
of =
rr =
o

o
3:

o 2
N
mo rlr i X

e

A49201393 3¥ 179), £AL0zE 20133 3€ 209), AAEAL(20139 3€ 219)
Fesn gt A, pwh8223@naver.com

*

17



ME|AHS, ®3H 1=, 2013. 3

1. ME

24V EY I AMHI2(NS: Social Network Service,

olat SNS)& 2l EEA Bl #AE
BE F Ae Azt FAHOE JiY T2
(profile) 7% Fd= A4, & A-&Ae B
2 Y3t oA YELT 1= oA YELIES
T 8 AHEASY YAAT B AR
dalFe ¢ ARlAE TITH23I.

£ Bg9-A(Full Browsing)o] 7Hs3d+ AnfEEZS
AA A71ZA SAH=E 2 "““ﬂ—e— Bt
2HtEES] B SNSo| A<l AAs 7hA sk
. Alexa®l 2007 129 A AlA EEH'%J S =
B 309 el SNS7F 770y =H, " AlA <L
Bl o]gx9 60%7} SNSE o]&3it. XY X2E
2] M X|(FORRESTER)e]l w2, 2008 2%&7] IH
Y o] & F 75%7} —il(blog) SNS 52 o]&3}
= ASE Yt

H, EF(Fortune) 1000 7199 &4
E5 ZAMIA 710] 2000 71 A 5g
ESH(twitte) Aoz Yehgth o 7Y
AEIG4%), BE21(32%), 183 #Ho)~8(29%) o
Z 72 NSE A=2cos Fgska A, Al 7HA
T sfuRks &8ate 719 16%7F ESIEE AH
Pk o5 7140l SNSE ARgsle F8 olfe= 3
Akl @k Ao} FAE deEl7] HATHI%)0I U,
AT AR AT AFF DAME A SRR
F431= o f=E 67%E ARSI

U] - 9] A1 AdF NS #o]2~E{Facebook),
npo] ~# o] ~(myspace), EE 11 mEHo]
(me2day) 5 =4 ClEYS 7o 3 ~njEE
O7 AZF} 4o A}lo] A, oHMu SNSE
.83t A& AHEAY] aFE sfoteta whEA of
sto] & A3 o FATHITL NS&= 1243
At 377t 7hseta 9] wkg-a
gelate] w2A o5

THE A

|t} 2
vt o7k

o E

o

AN o2 ol

N

T 1o

18

o Y, A9 A, AR AFE Sl web vkt
A S needs)oll -&staAt = - U9 K

7198 EYH, #Ho]2E FFH(You Tube) EJJr z
& ONSE ol &8 thidor AHF2Q wAR &5
TR

A Sy Az 20109 10€ =] AnfEE
ZF4A7E 5005 E de %, HA Foidst AR
T 59%7F ZPFEES ARE-8tm ONS ARgo] FA o

2 27t aesel BAold FUE A

<N
=

=]

o2
LS

5 I3 2] 251 S A9 g 42 sl
USRS 34 $209 A4S A4 A
g9 gy 35 o= A e

§l(2012)7} ZAFgE SNS

< 98 =¥stn 71y ]u];q—e— oﬂ_g}%q %E%ﬂ
A AEAFYA AL st AAE LYAY
17 9=(CS: Customer Satisfaction) 47 528 E

_IZi

& 43 2433 itk AYALYA REF
NS *“tl& 43 1Ao7
& A} o

T o (e
ko cn_VE

SIEHelF o], 20114 39
99 Ap). o] A Cgo]ur AE 719 FE So
FEAo] AET A TR, 1A A2E0R A
A FAY Tl AAZEo R tgs] 1A
Y Qo adAel v Fao
FE
&} wk
2] SNS&

A=A=

]
A SNSe| EFHE 7Eks A <
St TRU AR FH71 AA AR o]o]
A5tk kA SNS 8, = 7199 SNS

x
£ 4

i

=
s
3
5

7]



2HH EQITMHIA(SNS) FHO| 272 SY0 OlRl= B

290] ofHl HYE A 14 FHEE HFusHEA
S Bt Uk TFF S Tl LolA: 4
29 B ol G4 shehieh sh £l 43

23 aiclth J2BER
SNS #F4o] 1A %"JEOH ojw 3t A AH ojE
A G A=A gRletust gtk
Atolid(H. A. Simon)9] vlso]&o] M=, A
e 93 Z}E*ﬂﬂ ojel%, ARt B9 A
& RE A FHE ¢ gonz Add §
2] A (bounded ratlonahty) Yol oJAbEA S 3}
Aol a&Aolt}. olufj, AHE A|lFdh= A &
Ho tigk A7} ik nA2 wEA 9
& g Ads Zlolm, A4l Hdef g
Aot} WA SNS Fdo] 17
7NAE Hgo A= 2dadE A
87 Aok AF7HA B EARRE BopAe AFE
A wifETE sk ATE dsisten, 4lF]
FEFaRlow 3 A7V BATE oAl A,

L
-1

AR
BEE
3=
1

1o =
s =% X

me e e 2 S otlo oxt rlr

AF7F 2AAFY] d3E & o O &) g F
AR AFol AF o] FoIAA] il gt

1xlh 34 oﬂ zza
g Wi ETE =R

FZ nE4z JdAdE AEgs WS
7} SNS¢| #d3 1 gk bl A A
Z@t& = out A< sh=vl

NS &
HAYAA NS B 'J

<]
3 7] o] _‘]—7_714 Z=X]

AAsd, A7 ua wEo)
FA= wAE 9F
= A A0 wAw

@ﬁﬂ}oﬂ O‘]‘%i}” _]l-_g_f;}‘% ] %JE]E:E, O]-%— /g%

FN

ot

19

%A TeT e BHE AUY & Y. o2
ot AYRRE Hopo) Ao B Az A
7te AN, AN ABeFe 7} g

Fol AZdt 1% 2 H(Type 1 erron7t Z7hsh=
AE 55T ¢ e e =daded 33 4
SHHES EYste Zlolth AFHoEE NS #
Aol A, & 1A wE g FAR mAe
2 - AR 29E ASetal AEe 4de =9
she Zloltt. weka B AT A= 79l NSE

olgsf vHE M

5% 5 9tk

2. O|=X gy 714 43

2.1 SNS EZ, 02 o=y SMT
A2AY EY AN /‘(SNS' Social Network Service,

ols} SNS) FHeol&t 7d 3] 7] s AHl
2~ ZZA(SERVQUAL)S %ﬂr‘f& ﬁﬁﬂ ATE WA A
Ho}o} s},

74 thE A<l A7} Parasuraman et al.[41]1¢] A
H| 2~ 32 A7k O AHl 2 F2o] 1A e 7tf gt
B7t FA9 Axgta & 5 e A4E A% 119
Apoletal =48, Aul2: FHO| SAYERCE F3
A, A, G418 AT old, 1] 7|
o] Au| 2o el Zthstal e ARl
x]ﬂg xc-)l;ﬂrh Hko A«]H]/\oﬂ r,HgH O])\]ﬁ]_ ;\13
£ ougit}, 1 5 Webster[52]= Al F29
ARE AL, JF5, THE, s T ) A
AASATE Lewis[32le Aul2~ FHE& Aul2 AF
A7} Agste AHl 2 FE3 ARAE 71U E8E
AMu 29 o] o A A HUEAE éﬂo}b
ASE Aofgth wghA B AFoA= NS F2S

U o rlr o

ns _}N
FUIO oxl \

ml

SNSZ o] gahe 1Y) st} EE &7 g =
o7 Aoty o, Webster[52]e] Aujx 49 =
AANEE A8 2 FA5 AdE, HFTE, SHE,



ME|AHS, ®3H 1=, 2013. 3

= 4] Yoz FASYT)
ks 7199 AFo| Aul2d] wE
88 tAYEY, 494 QR

o o

7 WEo] BolAW 1 AT w34 AEd 1
& awlape) Tl Wt FAg0] Eobd Bk ohy)
%o 2o 7HAS W 9FE 417 Boka Aeg

—
w

1 A 1A 9o # dATe AF7HA W
Tt A= QA o] FolA gttt InbA o2 AL
she “RFESiAl dohto satisfy) gk S o] o3
2 ou|2 B uf, ‘7158t EE S5 AZItto gratify
to the ful)”& ¢Jm| gt} Oliver[40]= 2F&lo] 9] satis
(enough)¢} facere(to do or make)oll Al wH=(satis-
faction)o]gh= ©oj7h g on, BtEatA st= A

F¥ AB| 2= F(being enough)dt % FJJ}Z] aAA0]
a7dtE As AT 5Y8
Hoh JHEE Os 14
ARE T A dHoR
ASHAAY ob ™ AF= A=l
o)k ch. Hunt[28]= 4R Ao
O Fdthe B7E 1A Tkolga
Westbrook and Newman[53]> 1.7290] A
25 T o, Hlj

[
N

N
e
?1
fru

o
&
o

ey
p
o

=2
= o

XN

A

ol

Hod o
o
=
>
=

A2 RERT, 2ok Wﬂ
oAt $FE A8 ok

ot W= oxl

mu me (¢

?&E‘r. :zami B o4 Sl

3] 150] T Z& o] &3t *J%OM AH] 2
b 189 §78 AYETE viRe

= A9 WE}

BN
o
(@]
=
(@]

Z;(]

O oy

MEEU: ol 3, U 22
2 74 ) 7+7ﬂ ESEE:

rlr
>
=
k=l
)
ot
fifye
o
o
N

& 174 #e7t ]3 83
AFEET 719 o197 o
RoEH22]. £3], 714 ¢+

20

Aol Agksls dAdA At
T pjgo] 7|& AL 8X5t= AR HH) A
7§ wel Bas 14 47 5% Fhs
501] u2hA 15-85%2 9 Ade 744 L] el

171101] 3 SAES wole 2ol 7199 F2

1 A3k} Oliverl38
AL 3& AT &5 7}

o}jr_, 7]%}
ot IHEE B oA
3 A7 T ALKHE 3
o olgaelt Aoz Fela

FAEE T Y M) AT o] A
SRS HEHog 7o AFF AMuAE F
o wE ATeES 8}{—
obzt 719 oo o

WeEE 719 AES 47
7N

4B

o olsh Be ol % 17
77} gl olFolFtk

aES «MclE F435} 17
umo} % 1%@}2&
B
43
5]

o W
of 1 Ho

:
o3

o T
B o

)
e
o

o
=
Uﬁ',

e
£

A

=
N
1 oy
oX o
bl
fo
re
K
rJ

pots
°
g 0
A
ol

)
ft

kLl

A -

[¢)

o N oF od o

1 o ok
rl

N

= =5
flo
=2
o
e
=
Jo
r

= o |

i
N
R
=
ta
(&4



2HH EQITMHIA(SNS) FHO| 22 SYE0 OjxlE

02
ogt

£ 0 A BA|AE0L SNS E-8A3te] Al
L9102 ANHT wehd B dFdMs
ATolA st Az F43 17 v
AL o JAABAE R E s &
ATl W o] ol <l

ofy
e

v
>
>
fi2)
rlo

i
JR-TO

4 K

Mr & oy =
rﬂ
Y
=
N

of
ol
2
re
-
1:1.?‘_’4 )
lo
b
>
—
o\

M1 2AY wEe

of #AE A Aol

2.2 d2|9} XS}

AEE AE ATANE 197 B5E Ha
ga7] Wl MEYZ AToINE A e 2
A9 HPE FIFTE oF FOE A T
# A7 Hopold $AE A A7a £ Weh

E3, JdEUlF mHd Au27t g Ao AL
dAE HE F23 HEE Zgwed, os 94
A} wjEo|tH25, 27, 47, 48, 511. THA el Athat
AdA oz AL FEaA v FFolA A

2 ol FujE = S| JAEAL ok
SlEE ARl AU o EFaMe] It 1

HEZ SNS ATl 2lF e 4IPS

AE e Sttt theksiAl g ojsh, ofA AR A
o7 9% sfde githk Whitener et al[54]& Al
e Mde Y- AYs 1 FHeAE A It
A2 BRdh A, AHs Aule] MoGEE)A
o= P& Zof it 7|t AdES Rkgd

Z a8}

21

@ oz WEaly ot @ Al 4 gE
Agte] o) GFE W] ol
B, eaRloAe AhE Yuael g )

dab 2] Abol7h k. 22pelde] 2lF o o
/H Marcella[331& 71&< H}‘%E‘li OLEWJ
= 23 =y, 29l
*Jﬂﬂ =Rl AN A 0474
ol wA b & AojHL 7]
34 O AA7E AE 9] tiadol QE‘rJ- A A8k ar
Atk 84, 147 7149 7%EH7P o] FofA = Y
AbolE A7} "‘EH fH"JOl

|

HH>

ol gmow FARSS A]gﬂH

EAE xsioF dohn FASAT AFA6]
22l A AlFY FRE Fxsigion, o
He 374 EAS w3 Ao A3 A7 e
sttt Zzstginh ah9]e 2819l B
A e ‘1A ARHREE FEAY o]FT R
o sk, AAsta gHsH soHolu A
A 1S ts TSR 1o FEAE |
I EY vt gte Eiloly ZHE #Ase
Aolgtx FAsAT Y, H¥eHllle “120]
JEM M E Ry ARE 4 vt =7]e AAnk
2N Sl A="gkar 343}93013% Corritor

et al[25]& YAIOIEA AY == ARIES &
Ao AH&ste JiSlo] vt Al O]J‘lﬂxl %71
ZIdsi, MAAE Bete tis) SAlsts A%

£ Alge Aot
olHH Al g Jde ShE
ol v, /\}ﬁf‘“’ﬂ/ﬂ 4]
AR SAE AL
A= 7+ A (emotional) %tH
Oﬁbﬂfﬂ HietH = 2lEe 75‘Xﬂ?3. ANE T&FHo
gAsl=d A% 94



ME|AHS, ®3H 1=, 2013. 3

=
rlr

2471 A5l webA
2 TAAE A

A9l B goli}

dot o rIr
(2 oy My
Z
et
of
of¢
ol

o
frtl
oxl
fo
o,
8
L

HEo A7elM AHE A

Yol FPAF| AAE B3l= vﬂd
HEZ AREAT12] T2y H2o A= dFellA
e} 4 oo 24 HTE e AT EAH

fr

X l‘z
)
<
rd
e
é".:

F7F A Skt Qlnh ole AA A7 ge
AFoA TER ARAQ dFE FA Fte
Ao A 7105E AR ol AHAL dFY
ol Rt 27 T J¥A o]E2oF ulEtrA
= AZollA v EEHJATHI5, 29, 46]. Sharma and

Patterson(36]& 7143 & ‘_74]2 A= 1A
NAl A= MHI 2] 24, 1A TE AAE-9
Atolell A FEFs mZt 0}93\1:} w3, 1B
212 e 4B E Bd AFolA
TFE AEst
8l A2~

e Jo
o Lo
Ho

it
fol
:i
i

>
olN
(¢

}aau}. meha & ATolAE NS
Aol W27 2N FEA
Soll olelot Be UL

I
L

o
i
e S
k1
I

PR
o
Lo
e

7H3

w18 o I
oxl ot

¥ o
o

7Hd 2. SNS FA3 1A v
AE7F AL E T

2ol A B
FaA LhERg Aol

1=
*‘v
%

2.3 pEIE Set 1%

A2 AufEES Hd 9 <]
Hol= NS okl tigh #Alo] S7star Ytk
2 F43 14 9%, 174 3
A2 s kAR Ef‘éolxl“&, SNS &1
A AZHSE et 9l
HA o]F il 014474] geld
< A3k e SNS 2

22

o 2AEHNE A3 A9 AT fist
ATk AR, AHl 2~ FA, 24 T
AF 5o AFA Be A H
Ef{ 47410111 4

N
ol
o

-IPN
ot
oX,
bt

N
‘B _l::=

&
o
Jr ol
)
=

—|—’
>
[«
— o

L
=
rie (e
X,

R=Ii
I
R/

=4
_4 Oi_m
ol
_1>~l
lo
frtl
r—{u:
1%
g_
rir
>~
bt
rlr
Q
2
_Q

HE 4 f-q }SNS ”Ur a7
5@@% B35 ojud A2 3
S FEA MY 2da}E HEsn
7Ha 2014 7HR% ZAA R A1E7F NS F
&g AT, ple “H7H3“Wr =
Al vebd Aotk o]gh e mifE AR
7 g 2k

=
ol b
Py
=
=
>
o rr r2

=
oX
2l
=
of

>
o
O

2
rsh =
N

= 2 R
T TR

kL

oBL
=2

7Hd 30 SNS FHo] 1A TS FES 3

7y8}3k uj), Ag7} SNS 3
1 2ol AW #AE 8 1A
788 o]t

o)
FAEE O%

Fig. 1. Research Model
3. 43 EMu 71 ¥
3.1 BiLo| ZXHM Xo|9} X

SNS EAT} Ztol BA A 1A g
&3} Ao dFE A Al ok = 13 2
o] zxA o7 Aol 7+ W= A E(ikert) 5

A A=E A A

1A FAHE
o)

%4



2MEHEYIMHIA(SNS) FHO| 12 SH=0f Dixle Fg

£ 1. 78 s =244 49

Tab. 1. Operational Definition of Variables
H<E Z247 49
GG 2 | SNSE e85k aze] 7] iz e iRt
R EE
Az |SNSE ®a A&HoR ogste= Wi
2H g e
oo wze | SNSE Tl FE o] 83 AFolut Au|27}
TR |2 878 58 4
= SNSell #all YA7IZE F2t A&E = gHA
A TR Q) et A A% A
3.2 %7 E8io| ZZM A 21

7k 24 A3 B Y

2 a7

M =T

skl A

oo+

222 SN 4] offl & AR
o 9L nAEA PP Aol 1

ATLEZT NSE AHSHE Qutel LS
[e)

A2 e ® 20119 5€ 18YHE 6¢ 19714

e-male o) &3 HE 2AE ARAL. U BE
F 2N $HE BRE A%SL, F 205
4% 240 g3

fols

i Z
l_\|[_l(/)

i}
olN

B O W A}

B\

Bl
i~

ret

oo b
i)
—'TJ—
=
=
)
BN

2+ Aiken and

EYE GFAARYOE PFYon, 23

32
oo

d

West[18]7} Aletel =4

b
oot

98] ©<=3]) 74 (Simple Slope Analysis)

. SNS F23 1A FAE ol AEE

N2 0] wiE 2AET B3I P 3

Preacher et al.[43], Preacher and Hayes[42]7}

c

o X o dn do b (E K 2
P -0
ox
N

=2 n
o
‘; E i
( Io
S
Ho
1o
oft

X
o

Z747A 74 &3 (conditional indirect effect)

A o) w, wijd =4
el H+4 o= RE Boot-

F7ko] 08 A 4L

4

ox
o|N
r—i ] o
o i

b 1
e
o

>
L)

=

ot

=)
ek
-

X2,
e
w
=

23

. B2 AFEARY 54
% 21099 FES Ak 11298(53.3%)% oA+ 98+

46.7%) 0.2 T4 =] 3lom, 20t ofst= 16%8(7.6%),
20th= 14474(68.5%), 30t ©]-2 507(23.8%)°]Th.

spel e ot A3 ol 967(45.7%), theta Eol
877(41.4%), THH o) 3o] 277(12.9%)°1 At
B4 ARy B
7 wWse] B ARy B4 Ase E 09

® 2. B Al B4 At

Tab. 2. Results of Feasibility and Reliability Analysis

e | AR | 8078
sinter4 378
sinter3 84
sinterl 807
stangi3 87
sresp3 160
stangi2 158
Al (SO0 LT ama S 586%
=4 btdi; 1 '7 17 Cronbach’s Alpha: 0.935
stai .
scon3 112
sresp2 683
srespd 649
srespl 617
scon2 615
sconl 614
trustl 815
trustb 814 }
08 Cieg T g 298 Fak @3%
= po——r .785 Cronbach’s Alpha: 0.854
trust4 150
satis4 366
satis6 366
a7 satisb 837 AE =82AE 659%
ke satis3 818 Cronbach’s Alpha: 0.894
satisl 14
satis2 718
loyaltyd 870
) YAWLL S w716
FAE 12§d1t§2 . 5 Cronbach’s Alpha: 0.900
a .
loyalty3 321




ME|AHS, ®3H 1=, 2013. 3

SNS ZAL oy Yoz FLEI= 7|& AT1E
ARS AAEln 2AS £330, 18y A

a3 AEE
< g

29 By AF2 A5tel B a8,

o ~(varimax) 8148 g FAE Q918N A3} 16
3T

ojgta HHIAH. A=
NE Ag Um= 57 AE7} shte]
Stk A gHEs &
EE @ 8910 Yepth

Efgd B4 AnE ngo g aEnts ¢alCron-
bach’s alpha) A2 AFA& ASAT A= B
o Aall FL 71FL AL on] ATt Wyw A
Sgm gukm o (7 oY ) wigHsita B}
(37 &4 43}, 2 A7) A=AS7} 0.854~
0.93501 22 A1#4de JAE < STk

o2l
o

g 47 =¥ A% €4 2%

AA Qe AN o Wge) 4BEA 49T o
oFshd, I 39} ) AF FEHUSA 14 FHEE
SNS EA(r= 878, p<.00DT} 1A WE( =862, p<
00D, A1Z(r=.850, p<.00D T< H}F on =
e AW o] Sl AOE UEdth B3, 1

7} 9k SNS F4(r =.875, p<.00D), A1Z(r=.900, p
<.00Dg ok Ao FaAAZE Aok wpA
o2 AWM A1FE NS ZA(r=.908, p< 00D
fFofng B9 A dHJATE YERT
AT Zhol A3 ABoz FAEHS T o,
T34 A (multicollinearity) EA17F HAE 7548S

HAE + gloh. 29EE uet 2dHsE 3
1 3mean-centered)ste] AMERAL, FAA
S ok BaAa(VIF) #to] 25 10 o3
ojnZ gFFAES dedol & A=

A AR 712, NS F23 1

FH=
o miESRE B3 AHed Aol & 4th W
A, NS F4L& v HES AHFoE =qFHB

=.900, p<.00D. =, SNS FZ(B=.536, p<.001)
7 BB =380, p<.00Do] FAlH 1 FHEE
TARAHLE dF3tH, NS F49 294 3AAF
(B7} o] @AEG zopxione HEuj) RS
AAE 5 olh wekA 7R 12 AR FH AT

F 4. 1A =] vy ay &4 A
Tab. 4. Result of Mediation Analysis

] g 2 FAE
194 2t
SNS 7 900" 878" 536
w7 s 380"
F 890.96™ 699.29" 40896
R? 811 711 798
adj. R* 810 770 7%

) D e pdo0L, e pc0l, = p<Lo5.
2) 9 Ase pBeta)@ty.

SNS Fd3 uA W
A ® 59 2

ZEhols

-

F 5. AlFe 2day B4 Ay
Tab. 5. Result of Moderation Analysis

a7 =
SNS 4 606 558"
7 3 A3z BA Ay
3. o‘d"ﬂ'zﬂ Ry | a-"]’ /‘\_]E] .324*** .329;‘».*;‘».
Tab. 3. Correlation Table SNS E4 x 213 076"
) AR | uA 9= RE] F 501.90"" 342.36™
7 uE 8627 1 adj. R’ 827 &1
A1) 8507 85 1 AR? 004"
SNl | BB 00 08 2) 1D "= p<o0L “E p<oL = p< 05
) TEp<.00L, TEp<OL E D05 2 9 AsE pBetdI.

24



2MEHEYIMHIA(SNS) FHO| 12 SH=0f Dixle Fg

21, SNS F2(B=.606, p<.00D)=} A=|(B=.324,
RS BAZ0E felvld A

% 73 F7F2 F3s2-8-3Kinteraction term)
S B8 A4 =(Full ModeDoll A 37 =3 A
Heo] fojnaiA 0.04% Z71gom, SNS FA}
AHE FE Fol Fou(B=.076, p<.05)FTh F,
AF7E 1A BESE FR5E 2AUSYgn & &
loH, 7Hd 28 AAHAG

SAASRE fFoud Zo® vepd Aegd
o) E9E 4] S8 degAXS a3t 1

g 294 B,
5.65)0]m, A7

=i e]

22 BEF 7

RER

=& W 71€7]= 0.610( = 9.645)
S 1l 718717} 0olehs A}
4 Aoz 2dE} o ¥ 5 o
NS Fdol Ee5E AU} we Hue 27

§ 22 & 5

o N

c

Zof

0.8
0.6
0.4
02

kI

Low SNSE’%E'
s

02 4
-04 4
06 4
08 4

e

[ ——lowdlE —m—Hgh 45 |

a9 2. 9@ 71e7] v 2%
Fig. 2. Result of Simple Slope Analysis

npAleto 2 ONS EFAI} w2 FAE 7ol AlEe]
ZHaRe}t u NS wAEHRE FTPHOE
HEog2x 74 3& AFstaa gk o] 7HAd 1
AA WALRES, M 2004 ZHEHE AZFHA
ghowiE 2HaY BAL 2Awge] fEd
2hA Wglele Wiz adtke] 2718 AMEE Zlo] F
8 EHo|tHHE 67 &

SNS E4o] 17

=)

59 14 $A%

25

2 IHANNE FHA SNS FA3 Mo AT
28 3HB=.0518, p<.05)0] 1A "EE HHAHO
E Fole Zlo® yeyth E, SNS F2(B = .5575,
p<.00De] I &S HH WO R Folu,
Al 2 BB =.3797, p<.00D] 1A FAEE
AHHLZ =AUk TA] LA, A9 =77}
AAFE SNS EHo|
A FAE HA &

[e]

dEp} lee &

HES WE s

S/H71EZ vifE =
1th

al

a7

SEO

e
o
X

K
o~
e

%6 WY 2EET B4 A3
Tab. 6. Result of Mediated Moderation Analysis

wh A FHus
a4 wE | 34 FHE
0468 0000
2=
(&) (.0335) (0312)
- 5575 5360
)
SNS =4 (0717) (0718)
3293
A (0682)
. 0518
S 7)
SNS F2AxA1F (0236)
3797
N =
A (.0718)
F 342.36 4039
R’ 833 798
1D e p<o0l, "= p<ol = p <05
2) 9 AT By, 235 ¢ e gE:HAY

e zdgse AHE5E
P e olgsl =04 1
= galsfof gt z

ol wet Walshe wisjawte] A7)
stolsly] 3 Ao, HFAD 7Hyay
] Bootstraping 2.2 =&+ 95% AlF] 7] 05 3
A & W 1 &t ot & o A
A}, JF A7 F2RY 1 22894 =AY
TBE N7 0 28] gomg 24

a3} fejaih mebd s 32 ARE 5 9

ox - do &
o lo to
N ox

oy

o
o

o



ME|AHS, ®3H 1=, 2013. 3

* 7. 2048 ey A5 A9
Tab. 7. Conditional Indirect Effect Test

zgws | Indrec %% 272
Estimation Lawaar Unper
1920
]
D (.0642) 0928 3514
2117
Al
HAD (.0670) 1069 3728
2313
]
aHw (.0713) 1191 4011
=) 9 A4E By, BE 9ke] e BEWAY

4, 4=
4.1 947 2T} Q0 AAKH

B A= NS A7 FHA NS #2374 49
FAgo] 1A B AR WA s FFs A
HAgth mAY 2drgs 443
al.[43]3} Preacher and Hayes[42]7} 1<QFshed
SPSS Macrog 283 A5k 1 A3, SNS #4
< 1A 9o, 1A BEe 17 FAHE H(HH
FFE 713, oldd wEadE AEE A
A4E OS24 veigth & $AFCE #F9n|
3 mie 2dEs) Qi

o

¢

ro

o,
i
X
N
ra
K7
>
-0
1
N
rg
o
of

F4% & a7
AR et g

AR, AR 2~ FA 04 BE 3 FHE
Zholl YQukz 9] o AA S NS AT+ F o7 a3}
of o] 7ol AE AJERISHH =, olwf 71E AT
A tste 15 LFE Hagse Weks 349
Aol 11 oot glok. 1A jHLo] 12 FAH R &
G 72 89U W3l 7|2y AF AHE A
A3 AAA T, QA% PHES F88 1A 1F
o] Wi/EHRE AZYP}: J2)2=Z NS 2 Ha)9
A SAEHE 1 B FoEN ARHos
1 FAEE BY T AEE sk Aol o

26

¥ 92108 ek A N1E AT
A ot AE7 2] e @
dl

A7, SNS F4
g FusAY

3
1
©
©
o

¢ B
oo
1101'

2

i

1:[\l

> om

2
2 ke dlE 2ERYS d7RYor U
sfal FMH 1 A3t vl 2ol $A4
OE fFejudt Ao® wEHth & NS Fdol A
o} dzAgste] u4 wE g SR A48
o olAY ©e WilEd 5& 2EENE AU
7% ATE A TRHLR ATFHEEA NS
Fdo] 3 SAE o HAL& AA o9 9
F= FeA AR AU+ Sloh
4.2 g7o| B9t S iyt e

oBg o RS T v FF AEEl dis)
AFstaA sk

AR, B A= 24 A7) 2030012 A
UAA A=A dutslabr|ole A7E k. %



2HH EQITAMHIA(SNS) FHO| 22 SEL0f OJX|

FII'
02
ogt

°ﬂ—TL°ﬂ*1L

)
3!
ox
rulo

s f
t‘i

oX,

wr Koo

2 4

k1
i
tio

o

[
o >
Rloon 2 T
H%_&i
_I\‘zlj{_r?']

kY

o F

Y,
ofN
=
rlr
i}_ﬂ:’
N
=2
>
o i

webd o] Azg whghe
0] 3 7]_3/Ho]
5G4

gl

2 o Ify
cﬂl

(RN
P

Rake: R

(3 23)
[1] e

(2]

TN Y ok é“.:
o4
by
éi’,

o oF,
ot

R =
-N
z
S
S
>
)
o
X
=
N
°

re

FAT, 8(2), 13-35.

Sk, o] A1+ (2009), “HAT= Wstel| wE
o-&Ae, 49327, 38(3), 799-822.

(2003), “AFS]AAT o] &7, A2 HFFAL
(1999), AXZZo| &, A& TAAHAL
(200D), “AfolHF Il Ao 41", F=7
lﬂ._fi}ﬁl, 844-853.

o]_é_?_] papy =

oL 0}‘,_,

(3]

oy
S

=
fd
N,

(4]
(5]
(6]

N,
Oobo

o o
oﬁ—ﬁ_lf'

N,
ol o\

(7]

[‘-10

e =
E{l:l
ﬂl_.

of
Oo{

A, oFf (2007), “2H1AHE]
A zto] A= gl wiAE Ao
}:oﬂ I} §l- ‘—I'L, 2007 6’]—%7:] OEIJ/].tﬂ-
T58t=t) 3], 904-911.

, BAE (2011) A2 %%
AoA e Agd WAUE 1E,

HAFskA T, 22(2), 179-202.

(9] ¥+ A (2002), “71d¥ 1ATHB-t0-C) HAVEA
ol A wA ANHEHA Qoo #AF AH AP,

R

o 2 3 B of O
)
r

=
r
=
e
ofl
J?‘J
toby
rw
ey
H
_]Ol

(8]

1z
to
o
of2
FU

-3l
e

=Y

i~
& Iy o
rA:

27

WA, 13(2), 207-234.
[10] <24 2007, “AEM Aol A =71 293t <)
A7t AFAEA vAE 9, REYs
3], 20(), 153-174.

(1§ 9, A% 003, “BC AA3ANNA T
A Age] 98 2913t Fulewel v Az
w7 A&, HIB RS, 13(4), 49-72.

[12) $-42 QU3 A Akl lats =y
o R A4 A7, BeID P

o4 (2012),
o FAEA A Yol DI AT, FFY

Hye

H

(13]

AV ES 2AH 2 E40] 2

Q7T StaL WA,
[14] 29, M5<), F4E 00D, “2ekel A

> %
BEol HAE o &JOH 28 A7, B34
43}3t8] 7, 26(2),

225 (010, “wa
ol gelE, AL E
S PEBREEERE
3], 23(3) 1481-1500.

(15]

e
e
[16]

(17]

(=] 28)

[18] Aiken, L. S. and West, S. G. (1991), “Multiple
regression: Testing and interpreting interactions”,
Newbury Park: Sage.

[19] Assael, H. (2001), Consumer Behavior and Mar-
keting Action, 6th ed., Thomson Learning, Boston,
MA.

[20] Barbara R. Lewis, (1993), “Service Quality Mea-
surement”, Marketing Intelligence and Planning,



ME|AHS, ®3H 1=, 2013. 3

11(@), 4-12.

[21] Baron, R. M. and Kenny, D. A. (1986), The mo-
derator-mediator variable distinction in social psy-
chological research: Conceptual, strategic, and
statistical considerations. Journal of Personality
and Social Psychology, 51, 1173-1182.

[22] Barsky, J. (1994), World-Class Customer Satisfac-
tion, IL: Irwin Professional Publishing, Burr Ridge.

(23] BOYD, Danah M. and ELLISON, Nicole B. (2008),
“Social Network Sites: Definition, History and
Scholarship”, Journal of Computer-Mediated Com-
munication, 13(1), 210-230.

[24] Bradach, J. L. and Eccles, R. G. (1989), “Price
Authority and Trust: From Ideal Types to
Plural Forms”, Annual Review of Sociology,
15, 97-118.

[25] Corritor, C. L., Kracher, B., and Wiedenberk, S.
(2003), “On-line Trust: Concept, Evolving Themes,
A Model”, International Journal of Human-Com-
puter Studies, 58(6), 737-758.

[26] Fournier, S. and Yao, J. (1997), Reviving Brand
Loyalty: A Reconceptualization within the Frame-
work of Consumer-Brand Relationships. Inter-
national Journal of Research in Marketing, 14,
451-472.

[27] Hoffman, D. L., Novak, T. P., and Peralta, M.
(1999), “Building Con Trust Online”, Communi-
cations of the ACM, 42(4), 80-8b.

[28] Hunt, H. Keith. (1977), “CS/D--Overview and Fu-
ture Research Direction”, in Conceptualization
and Measurement of Consumer Satisfaction and
Dissatisfaction. H. Keith Hunt, ed. Cambridge,
MA: Marketing Science Institute.

[29] Hwang, P. and Burgers, W. (1997), Properties of
Trust: An Analytical View, Organizational Beha-
vior and Human Decision Processes, 69(1), 67-

28

73.

[30] Jarvenpaa, S. L. and Todd, P. A. (1996), “Con-
sumer Reaction to Electronic Shopping on the
World Wide Web”, International Journal of Elec-
tronic Commerce, 1(2), 59-88.

[31] Johnson, P. O. and Neyman, J. (1936), Tests of
certain linear hypotheses and their applications
to some educational problems. Statistical Research
Memoirs, 1, 57-93.

[32] Lewis, B. R. (1993), Service Quality Measure-
ment. Marketing Intelligence and Planning, 11(4),
4-12.

[33] Marcella, A. J. (1999), “Establishing Trust in Ver-
tical Markets, The Institute of Internal Auditors”,
Academy of Management Review, 23, 473-490.

[34] Mayer, R. C., Davis, J. H.,, and Schoorman, F.

D. (1995, “An integrative model of organiza-

tional trust”, Academy of Management Review,

20(3), 709-734.

Moorman, C., Deshpande, R., and Zaltman, G.

(1993), “Factors affecting trust in marketing re-

search relationships”, Journal of Marketing, 57(),

81-101.

Neeru Sharma, and Paul G. Patterson, (1999),

“The impact of communication effectiveness and

[35]

(36]

service quality on relationship commitment in
consumer, professional services”, Journal of Ser-
vices Marketing, 13(2), 151-170.

[37] Nunnally, J. C. (1978), Psychometric theory, New
York: McGraw-Hill.

[38] Oliver, R. (1999), “Whence consumer loyalty?”,
Journal of marketing, 63, 33-44.

[39] Oliver, R. L. (1981), “Measurement and evalua-
tion of satisfaction process in retail settings”,
Journal of Retailing, 57(1), 25-48.

[40] Oliver, Richard L. (1997), Satisfaction: A Beha-



2HH EQTMHIA(SNS) FHO| 22 SYE0| XK= FF

vioral Perspective on the Consumer. New York:
The McGraw-Hill Companies, Inc.

[41] Parasuraman, A., Zeithaml, V. A., and Berry, L.
L. (1988), “SERVQUAL: a multiple-item scale for
measuring consumer perceptions of service quality”,
Journal of Retailing, Spring, 12-40.

[42] Preacher, K. J. and Hayes, A. F. (2008), Asymptotic
and resampling strategies for assessing and com-
paring indirect effects in multiple mediator models.
Behavior Research Methods, 40, 879-891.

[43] Preacher, K. J., Rucker, D. D., and Hayes, A. F.
(2007), Assessing moderated mediation hypotheses:
Theory, methods, and prescriptions. Multivariate
Behavioral Research, 42, 185-227.

[44] Reichheld, F. F. and Sasser, W. E. (1990), Zero
Defections: Quality Comes to Services, Harvard
Business Review, September-October, 105-111

[45] Reichheld, F. F. (1996), The Loyalty Effect, Har-
vard Business School Press, Boston, Massachusetts.

[46] Rousseau, D. M., Sitkin, S., Burt, R. S., and
Camerer, C. (1998), ‘Not so different after all:
A cross-discipline view of trust’, Academy of
Management Review, 23(3), 393-404.

[47] Sultan, F, Urban, G. L., Shankar, V. and Bart, 1.
(2002), “Determinants and Consequences of Trust

29

in e-Business”, Working Paper, Sloan School of
Management, MIT, Cambridge, MA 02142.

[48] Sultan, Fareena and Hussain A. Mooraj (2001),
“Design a Trust-based e-Business Strategy”,
Marketing Management, 10(4), 40-45.

[49] The Global Social Media Check-up (2011), Burson-
Marsteller.

[50] The Global Social Media Check-up (2012), Burson-
Marsteller.

[51] Urban, G., Sultan, F., and Qualls, W. (2000), “Pla-
cing trust at the center of your Internet Strategy”,
Sloan Management Review, 42(1), 39-48.

[52] Webster, C. (1990), “Toward the Measurement
of the Marketing Culture of a Service Firm,”
Journal of Business Research, 21, 345-362.

[53] Westbrook, R. A. and Newman, J. W. (1978), An
analysis of shopper dissatisfaction for major house-
hold appliances. Journal of Marketing Research, 15,
456-466.

[54] Whitener, E. M., Susan E. B., Korsgaard, M. A.,
and Werner, J. M. (1998), “Managers as Initiators
of Trust: An Exchange Relationship Framework
of Understanding Managerial Trustworthy Beha-
vior”, Academy of Management Review, 23(3),
513-530.



A

M| 20T, M3 A1z, 2013. 3

5| (Wonhee Park)

W WS A Aitu g AL T E HASEHLH,

Aoz vl Ao A8 =

o5} 4 RoltiolnE AE G2
Folt

p

s el
3 Dutrhstelel A 4 g Y ust
nt)o| AR wEE A2

3}

CRevsta AU 7147
Aeds ANz, FRAYEANLY B9, AP EAEY
7} 52 en £2 B
5 .

ol t}

Azt on, @4 ittty E
FH o)A B FHFHA ' &G A 71EH7F
Hole 7€ Y, & Mulx, HRA2E H7} Folt

30



2HH EQITMHIA(SNS) FHO| 272 SY0 OlRl= B

The Effect of SNS(Social Network Services) Quality on
Customer Loyalty: Focus on the Mediated Moderation
Effect of Customer Satisfaction by Trust

Wonhee Park*

ABSTRACT

With the advent of smart phones, there are increasing demands from customers to connect to the social
media services at any time and at any place without restraint. As a result, many foreign companies have
lately been able to pursue two-way communication with customers through social media which has enabled
them to see the reaction and the needs of customers immediately and respond timely. That is, they are
actively engaged in the various marketing activities targeting customers using SNS. According to H. A. Simon’s
needle theory, it is efficient to make a decision within the bounded rationality due to the difficulty of collecting
data in decision-making as well as the inability to collect all information because of limited time and money.
If the information or the informant can be trusted, the customers would be able to make a quick decision
and get higher satisfaction from it. Therefore, this study examines and thereby empirically demonstrates
what role customers’ trust plays in a company’s marketing using SNS by exploring how trust condition works
in the mediated model and, theoretically, intends to introduce an empirical methodology on more strictly
mediated moderating effects and, in practice, revisit the role of trust on direct and indirect effect the
SNS’s quality has on the performance variables such as customer satisfaction and loyalty. This study thereby
aims to provide a strategic tool for the companies that plan to use the SNS in developing marketing strategies.

Keywords: SNS, Service Quality, Customer Satisfaction, Customer Loyalty, Trust, Mediated Moderation
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